TAP CHI KHOA HOC BAI HOC CUU LONG
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Tom tit
i viéc xdy dung mé hinh nghién ciru gom c6 5 nhan t6 dnh hiong
‘ / dén sw hai long ciia ngudi dan doi voi chat lwong dich vu cap gidy
chirng nhan QSDD tai Chi nhdanh Van phong Dang ky Ddt dai Thanh
phé Vinh Long. Tdc gid phong van 243 nguoi din da sir dung dich vu tai
Chi nhanh Van phong Pang ky Pdt dai Thanh phé Vinh Long. Két hop véi
cdc phirong phdp xir 1y s6 liéu nhwe: Kiém dinh dg tin cdy CronBach's Alpha;
Phan tich nhan t6 EFA va hoi qui tuyén tinh két qua da xdac dinh dwoc 5 nhan
16 Nang liee phuc vu; Thdi dé phuc vu; Thii tuc hanh chinh; Thoi gian trd két
qua, Co s6 vt chat tac dong tir cao xuong thap doi véi sw hai long ciia nguoi
ddn doi chdt lwong dich vu cdp giay chitng nhdn QSDD tai Chi nhdnh Vin
phong Pang ky Bt dai Thanh phé Vinh Long.

Tir khéa: Sw hai long, Chdt lwong dich vu, dich vu cdp gidy chirng
nhdn QSDD

Abstract

With the construction of the research model, there are 5 factors affecting
the satisfaction of the citizen on the quality of service granting LURC at the
Office of Land Registration of Vinh Long City. The author interviewed 243
people who used the service at the Office of Land Registration in Vinh Long
City. The combination of data processing methods such as: CronBach's Alpha
reliability test; EFA factor analysis and result linear regression has identified
5 factors: Service capacity, Service attitude; Administrative procedures; Time
to return results, Facilities impacting from high to low for the satisfaction of
the citizen on the quality of service granting LURC at Branch Office of Land
Registration of Vinh Long City.
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1. Pit van dé

Trong nim 2018 thi truong dat & Vinh
Long c6 nhiéu bién dong gia dat lién tuc
tang & khu vuc Thanh phd Vinh Long, tir d6
kéo theo s6 luwgng xin cap gidy ching nhan
quyén str dung dit ciing ting dot bién. Nam
2016 Vingroup cong bé chinh thitc cho ra doi
thuong hiéu bit dong san tam trung Vincity tao
ra budc tién méi cho tap doan ciing nhu tao
diéu kién giup dai da s6 cu dan tai Viét Nam
6 co hoi s¢ hitu cin ho cao cip gia ré mang
thuong hiéu Vingroup. Bén canh do, dat khu
hanh chinh méi dugc hinh thanh tai phuong 9,
nhiéu tuyén duong méi duge xdy dyng va dua
vao su dung nhu: duong VO Van Kiét, duong
Bach Pang, duong Nguyén Trii,... da lam cho
d6 hot cuia dit tai Thanh phd Vinh Long lién
tuc ting 1én. Tir d6 dan dén s6 vu tach thua
dat, xin cip méi gidy ching nhan QSDD dat
tai Thanh phé Vinh Long bién dong tang vot,
tang 1én 1.139 gidy chimg nhan trén mdi thang
vao nhing thang cubi nam 2018. Tir d6 doi hoi
viéc cap gidy chimg nhan QSDP tai Chi nhanh
Vin phong Dang ky Dat dai Thanh phd Vinh
Long phai lam viéc nhiéu hon, tich cuc hon.
Tir d6 c6 thé 1am cho sy hai 1ong cua ngudi
dan vé& chét luong dich vu nay c¢6 nhiéu thay
d6i. Nén viéc danh gia sy hai long ciia nguoi
dan vé chit luong dich vu cip gidy chung
nhan QSDD tai Chi nhdnh Van phong Dang
ky Dét dai Thanh phd Vinh Long 1a can thiét.
Muc tiéu chinh ctia nghién ctiru nay chu yéu
vao viéc phan tich cac nhan t6 anh huong dén
sy hai long ciia ngudi dan ddi voi chét luong
dich vu cap gidy ching nhan QSDD. Tir d6 dé
xudt mot sd giai phap nham nang cao sy hai
10ng ctia nguoi dan déi véi chat luong cap gidy
chung nhan QSDD tai Chi nhanh Van phong
Ping ky Dat dai Thanh phd Vinh Long.
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2. Co s6 Iy thuyét

Theo Cronin va Taylor (1992) khang dinh
sir dung thang do SERVPERF s¢ t6t hon str
dung thang do SERVQUAL trong viéc danh gia
chat luong dich vu ciing nhu sy hai 10ng chat
lugng cua dich vu. Thang do SERVPERF duogc
xdy dung tir viéc khic phuc nhimng khé khan
khi str dung thang do SERVQUAL. Cronin va
Taylor (1992) két ludn rang mirc d6 cam nhan
cua khach hang ddi véi viée thuce hién dich vu
s& phan 4nh t6t nhét vé chat lugng dich vu. Cu
thé: Chat lugng dich vu = Mtrc d6 cam nhan.
Nam nhén t6 danh gia chét lugng dich vu trong
mo hinh SERVPERF bao gom:

Sw tin cdy (reliability): Su tin cay noi
1én kha ndng cung g dich vu chinh xéc, ding
gid va uy tin. Diéu nay doi hoi sy nhat quan
trong vi¢c thuc hién dich vy va ton trong cac
cam két cting nhu gitr 10 hira véi khach hang.

Hiéu qua phuc vu (responsiveness):
Day la tiéu chi do luong kha ning giai quyét
van dé nhanh chong, xtr 1y hiéu qua cac khiéu
nai, sin sang gitip d& khach hang va dap tng
cac yéu cau cua khach hang. Néi cach khac
hiéu qua phuc vu 13 sy phan hoi tir phia nha
cung cap dich vu dbi voi nhitng gi ma khach
hang mong mudn.

Sw hiru hinh (tangibles): Sy hiru hinh
chinh 1a hinh anh bén ngoai cta cac co s¢ vat
chat, thiét bi, may moc, phong théi cua doi ngii
nhén vién, tai lidu, sich huéng dan va hé thong
thong tin lién lac cuia doanh nghi¢p. N6i mot
cach tong quat tat ca nhitng gi ma khach hang
nhin thay truc tiép duoc bang mat va cac gidc
quan thi déu c6 thé tac dong dén yéu t nay.

Sw dam bio (assurance): Pay 1a yéu
t6 tao nén sy tin nhiém, tin tuong cho khach
hang dugc cam nhan thong qua su phuc vu
chuyén nghiép, kién thirc chuyén mén gioi,
phong thai lich thiép va kha ning giao tiép tot
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nhd d6 khach hang cam thy an tim mdi khi
st dung dich vu cua doanh nghiép.

Su cdm thong (empathy): Sy cam
thong chinh 1a sy quan tdm, cham séc khéach
hang an can, danh cho khach hang su dbi xur
chu d4o t6t nhét ¢ thé (providing individual
attention) gitip cho khach hang cam thay minh
la “thugng khach” cia doanh nghiép va luon
duoc don tiép néng hau moi luc, moi noi. Yéu
t6 con ngudi 1a phan cdt 16i tao nén sy thanh
cong ndy va sy quan tam cua doanh nghiép ddi
v6i khach hang cang nhiéu thi sy cam thong
s€ cang tang.

Ttr md hinh cdu hinh nén chét luong dich
vu cua Cronin va Taylor (1992) vira néu thi
thoi gian gan day c6 mot sb tac gia ap dung
va xay dung cac md hinh cho chat lugng dich
vu hanh chinh c¢ong cu thé: Nguyén Thi Thanh
Yén (2016) va Leé Dan (2011).

Déi voi chit lugng dich vy hanh chinh
cong cap gidy chimg nhan quyén st dung dat,
thi tac gia Nguyén Thi Thanh Yén (2016) da
chi ra nhimg nhan t6 chinh anh huéng dén chit
luong dich vy hanh chinh cong cap gidy ching
nhan quyén st dung dat bao gdbm: Ning luc
phuc vu, Thai d6 phuc vu, Diéu kién vat chit,
Thoi gian tra két qua.

( )

Thai d¢ phuc vu
.

Nang lyc phuc vu

x}

Hay theo tac gid Lé Dan (2011) da xac
dinh cac yéu td anh hudng dén sy hai long vé
chat lugng dich vu hanh chinh c6ng va dé xuét
mo hinh danh gid mtc do hai long cua cong
dan va td chtrc dbi voi dich vu hanh chinh
cong. M6 hinh bao gom 7 nhén t6 chinh: Can
b, Cong chirc, Co s¢ vat chit, Cong khai cong
vu, Thoi gian lam vi¢c, Thu tuc quy trinh lam
viéc, Phi - 18 phi, Co ché giam sat va gop ¥.

Tir cac nghién ctru va co so 1y thuyét vira
néu trén sé 1a co so khoa hoc viing chic gitp
tac gia trong viéc dé xuat mo hinh nghién ctu.
Noi dung tiép theo cua bai bao d6 1a phan thiét
1ap m6 hinh cac nhén té anh hudng dén sy hai
long ctia ngudi dan ddi voi chat luong dich
vu chit luong cap gidy ching nhan QSDD tai
Chi nhanh Vian phong Dang ky Dat dai Thanh
phé Vinh Long.

3. M6 hinh nghién ciru

Mo hinh nghién cuu dugc tac gia xac
dinh gém ¢4 5 nhén t6 anh hudng dén su hai
1ong ctia ngudi dan doi voi chat lugng dich vy
chat lugng cép gidy chimg nhan QSDD tai Chi
nhanh Vin phong Dang ky Dat dai Thanh ph
Vinh Long bao gom: Thai d6 phuc vu, Ning
lyc phuc vy, Co so vat chét, Thoi gian tra két
qua va cudi cung 14 thi tuc quy trinh.

Sy hai long

Co s& vat chat

(& J
( I
Thu tuc quy trinh
(& J

(& J
4 | N
Thoi gian tra két qua

Hinh 1: M6 hinh nghién ciru
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Giai thich cac nhan t6 cia md hinh nghién
cuu,

Thai d6 phuc vu: Nhan td nay phan anh
cu thé vé thai do ctua Can bo, Cong chtrc cua
Chi nhanh Van phong trong luc thuc hién cong
viéc. Can bg, Cong chirc c6 vui vé, thodi mai
v&i nguoi dan trong luc lam vige, trao ddi, co
t6 vé kho chiu, cdu git voi ngudi dan trong luc
lam viéc hay giai dap thic méac. Mot s6 cau
hoi dugce tac gia dit ra do luong cho nhan t6
nay nhu sau: (1) Can bg, Cong chic cua CN
Van phong ludn cé thai do lich sy va nhiét tinh
khi tiép nhan va tra két qua; (2) Can bo, Cong
chtrc cia CN Van phong ludn lich sy, vui vé
khi huéng dan ngudi dan; (3) Can bo, Cong
chirc cia CN Vin phong luén an can giai dap
nhitng thac méc ctia nguoi dan (Nguyén Thi
Thanh Yén, 2016).

Niang lyc phuc vu: Nhan t6 nay dua
vao nghién ciru chu yéu dénh gia vé ning luc
chuyén mon cua Can by, Cong chuc tai Chi
nhénh trong cong viéc, thong qua su danh gia
ctia ngudi dan. Mot sd bién thanh phan do
ludong cho nhan té nay duoc tac gia xay dung
nhu sau: (1) Cén bg, Cong chirc cua CN Vian
phong c6 trinh d§ chuyén mon cao; (2) Can bo,
Cong chuc cua CN Van phong c6 kha nang,
giai quyét ho so ctia ngudi dan chinh xéc; (3)
Cén bg, Cong chuc cua CN Van phong giai
quyét thoa dang cac vudng méc cta ngudi dan;
(4) Can bg, Cong chtrc cua CN Van phong
giai quyét cong viéc nhanh va rat khoa hoc
(Nguyén Thi Thanh Yén, 2016).

Co s6 vat chat: Nhan t6 nay s& do luong
cho co s vat chit tai co quan dau tu phuc vuc
cho dich vu nhu ban ghé, thiét ké, bay tri,...
¢6 pht hop véi dich vu. Cac bién thanh phan
duogc tac gia dit ra dé do luong cho nhan tb
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nay bao gém: (1) Co s& vat chit, trang thiét
bi tai bo phan tiép nhan va hudng dan thuin
tién cho khach hang; (2) Cach bd tri bo phan
tiép nhan va tra két qua thuan tién, dé thay; (3)
Noi bb tri chd ngdi chd, don tiép to chirc, ca
nhan dén giao dich va tra két qua hop 1y; (4)
CN Vin phong dau tu thiét bi do dac hién dai
va dtng tiéu chuan (Nguyén Thi Thanh Yén,
2016; Lé Dan, 2011).

Thoi gian tra két qua: Nhén t6 nay do
ludong vé mirc d6 nhanh vé thoi gian tra 10
két qua cua viée dang ky. Cac ndi dung chinh
dé do luong danh gia cua ngudi dan véi nhan
t6 nay bao gom: (1) Thoi gian chd doi, tiép
nhan hd so cia CN Vin phong luon hop 1y;
(2) Thoi gian tra két qua ciia CN Vian phong
ludn dung hen; (3) Thoi gian giai quyét hd
cua so cua CN Van phong ludn phu hgp theo
quy dinh hién hanh; (4) Thoi gian tré han tra
két qua khong qua 2 ngay (Nguyén Thi Thanh
Yén, 2016; Lé Dan, 2011).

Thu tuc quy trinh cta dich vu: Nhan td
nay s& do luong cac quy trinh vé tinh thuan
tién cling nhu tinh don gian vé thii tuc dang
ky. Mot s6 muc hoi duoc tac gia xay dung dé
do luwong cho nhén t6 nay bao gom: (1) CN
Vin phong ludn cung cap thong tin lién quan
dén ho so ludn ddy du, rd rang; (2) Mau hanh
chinh ctia Chi nhanh rat don gian, d& thuc hién;
(3) CN Vin phong ludén niém yét cong khai
cac thu tuc tai tru s¢; (4) Thong tin hudng dan
dung nhitng quy dinh mé&i nhat nhdm mang loi
ich cho khach hang (Nguyén Thi Thanh Yén,
2016; Lé Dan, 2011).

4. Két qua
4.1 Két qua kiém dinh dd tin ciy

Ttr mo6 hinh nghién ctru tac gia tién hanh
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hinh thanh thang do cho mé hinh nghién cru  hanh phéng van 240 ngudi dan thong qua
¢6 19 bién quan sat do luong cho 5 nhan t& phwong phap dénh gia do tin cay Cronbach’s
anh huong dén sy hai 1ong va 3 bién quan sat  Alpha c6 két qua nhu bang sau:

do luong cho sy hai long. Sau khi tac gia tién

Bdng 1: Thang do cho mé hinh nghién cuu

Twong

uan H¢ 50
Dién giai qaue Cronbach’s
e Alpha
tong P
I | Thai do phuc vu 3
Cén b9, Cong chtric cua CN Van phong luén cé
1 | TBPV1 | thaid¢ lich sy va nhiét tinh khi tiép nhan va tra | 0,627
két qua.
o — T 0,790
) TBPV?2 Can bo, C'onvg chire (r:ua C7N Van‘ p ?ng udn 0.635
lich sy, vui vé khi huéng dan nguoi dan.
3 | TDPV3 Ckan b,?? C,ong cPu:c cua CI\E Vaqn phon‘g. lqun an 0.631
can giai dap nhiing thac mac cua nguoi dan.
II | Nang lyc phuc vu 4
4 | NLPVI Cfln bo, flon% churc cia CN Van phong c6 trinh 0,645
dd chuyén mon cao.
Cén bg, Cong chuc cua CN Van phong c6 kha
> | NLPV2 nang, giai quyét ho so ctia ngudi dan chinh xéc. 0,634 0,820
6 | NLPV3 Céan b9, Cong chuc cua CN Vian phong giai 0.638
quyét thoa dang cac vudng mic ciia nguoi dan.
Cén bg, Cong chic cua CN Van phong giai
7| NLPV4 quyét cong viéc nhanh va rat khoa hoc. 0,650
III | Co sé vt chét 4
Co s vat chat, trang thiét bi tai b phan tiép
CC nhan va huéng dan thuan tién cho khach hang. R
Céch bd tri b phan tiép nhan va tra két qua
9 | OSVC2 | un tign, d& thiy 0.624 1 818
Noi b tri chd ngdi cho, don tiép t6 chuc, ca
10| CSVC3 nhan dén giao dich va tra két qua hop 1y 0,649
11 CsvCa CN Vgr} phong dau tu thiét bi do dat hién dai va 0.637
dang ti€éu chuan
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IV | Thi tuc hanh chinh 4
12 | TTHCI CN Vagn plgong 11A10n oung cap ‘thong tin lién 0.652
quan dén ho so luén day du, 1o rang
Mau hanh chinh ctia Chi nhanh rat don gian, dé
13 | TTHC2 thye hién 0,654 0.832
14 | TTHC3 CN V'an ph?ng ludn ni€m y¢t cong khai céac thu 0.674
tuc tai tru so
Thong tin huéng dan dung nhitng quy dinh méi
15| TTHCA nhat nham mang loi ich cho khach hang 0,660
V | Thoi gian tra két qua 4
16 | TGTKOQI Thf)’l glarl cho d(ﬂ’, tiép nhan ho so cia CN Van 0.725
phong luén hop ly
17 | TGTKQ2 T%IOI gian tra két qua cia CN Van phong luon 0.717 0.863
ding hen
Thoi gian giai quyét hd cua so cia CN Vin
18 | TGTRQ3 phong ludn phu hgp theo quy dinh hién hanh. 0,707
19 | TGTKQ4 | Thoi gian tré han tra két qua khong qua 2 ngay. | 0,700
VII | Sw hai long 3 0,796
Anh/Chi hai long véi chat lugng dich vu dang
1 SHL1 k}i cap ,GCIA\I-QSDD‘ tai C}A}l n~hanh Vian ‘phon‘g. 0.643
bang ky Dat dai Thanh pho Vinh Long lam hai
long Ong/Ba
Dich vy ding ky cdp GCN-QSDD tai Chi nhanh
2 SHL2 | Van phong Pang ky DPat dai Thanh phd Vinh | 0,662
Long dap tng t6t nhu cau ciia Ong/Ba
Chét luong dich vu diang ky cap GCN-QSDD
3 SHL3 | tai Chi nhanh Van phong DPang ky Dat dai| 0,614
Thanh pho Vinh Long 1a tot nhat.

thdy thang do ctia nghién ciru du do tin cay
dé str dung phan tich cho cac budc tiép theo.
Tiép theo tac gia tién hanh trinh bay két qua
phan tich nhén t6 cho thang do.

Qua két qua kiém dinh d6 tin cay cho

4.2 Két qua

Két qua phan tich nhan t6 ¢ gom nhém
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( Nguon: Xir Iy 56 liéu phong vin 240 nguwoi déan)

phan tich nhén t6 EFA

19 bién quan sat cta thang do 5 nhan t anh
huong dén sy hai 1ong ctia nguoi dan vé chat
lwong dich vu cap gidy chimg nhan QSDD tai
Chi nhanh Vin phong Dang ky Dat dai Thanh
phé Vinh Long. Bén canh d6 3 bién quan sat
do luong cho su hai long cua nguodi dan cling
dugce gom thanh mot nhan t6. Két qua chi tiét
dugc tac gia thé hién trong bang sau:
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Bing 2: Két qud phén tich nhan t6 EFA

Thoi gian tra két qua | TGTKQ1; TGTKQ2; TGTKQ3; TGTKQ4

Thu tuc hanh chinh | TTHC3; TTHC4; TTHC1; TTHC2

Nang luc phuc vu | NLPV4; NLPV1; NLPV2; NLPV3 68,132 | 0,762 | 0,000
Co s6 vat chat CSVC(C3; CSVC4; CSVCI; CSvC2

Thai d6 phuc vu TbPV3; TbPV2; TBPV1

Su hai long SHL2; SHL1; SHL3 71,061 | 0,707 | 0,00

( Nguén: Xir Iy 6 liéu phong van 240 nguwoi din)

Tir bang 2 cho théy, 2 gia tri KMO thoa
diéu kién vi thudc khoang 0,5 < KMO < 1.
Diéu niy c¢6 nghia phan tich nhan té kham pha
1a thich hop cho dit liéu thuc té. Kiém dinh
Bartlett co gia tri Sig. = 0,000 < 0,05 nghia la
céc bién quan sat co tuong quan tuyén tinh véi
nhan t6 dai dién. Hai gia tri phuong sai trich
(Cot Cumulative %) déu 16n hon 50% thoa
yéu cau cua phuong phap phan tich nhan t6.

Tiép theo tac gia tién hanh phan tich hoi
qui v6i 5 bién doc 1ap (Thoi gian tra két qua;

Thu tuc hanh chinh; Nang luc phuc vy; Co so
vat chat; Thai do phuc vu) va bién phu thudc
la (Su hai long).

4.3 Két qua phan tich nhén t6 EFA

Phan nay nghién ctru trinh bay két qua
phan tich hdi qui nham danh gia mic do tac
dong cta timg nhan t6 dbi véi su hai long cta
nguoi dan vé chat luong dich vu cép gidy chimg
nhan QSDD tai Chi nhanh Van phong Pang
ky Dat dai Thanh phd Vinh Long, két qua cu
thé duoc tac gia thé hién trong bang sau:

Bing 3: Két qud phan tich héi qui

(Constant) | Hang s 1,048E-016 0,000 | 0,000
TGTKQ Thoi gian tra két qua 0,366 | 11,811 | 0,000
NLPV Nang lyc phuc vu 0,482 15,574 | 0,000
TTHC Thi tyc hanh chinh 0,287 9,286 | 0,000
CSVC Co s& vat chat 0,248 8,017 | 0,000
TBPV Thai d6 phuc vu 0,515 16,635 0,000
Hé s6 R2= 0,776

Mtrc y nghia = 0,000

( Nguon: Xir Iy s6 liéu phong van 240 nguoi ddn)
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Tir bang 3 cho thay, muc y nghia thong
ké 12 0,000 nhé hon 0,05 nén c6 thé néi md
hinh hoi qui va cac bién doc 1ap déu cé y nghia.
Pong thoi hé s6 R? 14 0,776 16n hon 0,6 thoa
yéu cau ctia nghién ctru. Pidu ndy c6 ¥ nghia 1a
5 nhan t6 giai thich dwoc 77,6% su bién thién
ctia bién phy thudc. Hay noi cach khac khi su
hai long ctia nguoi nguoi dan vé chat luong
dich vu cap gidy ching nhan QSDD tai Chi
nhanh Vin phong Pang ky Dt dai Thanh phd
Vinh Long thay doi s& dugc giai thich 77,6%
boi cac bién: Thoi gian tra két qua; Tha tuc
hanh chinh; Nang luc phuc vu; Co sé vat chét;
Théi d6 phuc vu.

Phuong trinh hdi qui cac nhéan t6 anh
huéng dén sy hai long ctia nguoi dan duoc viét
nhu sau: SHL = 1,048E-016 + 0,515TDPV +
0,482NLPV + 0,366TGTKQ + 0,287TTHC
+ 0,248CSVC.

Qua phuong trinh hdi qui cho thay nhan
t6 Thai do phuc vu cua Céan bd, Cong chiic co6
tac dong manh nhat ddi véi su hai long cua
ngudi dan va nhén t Co s vét chat tac dong
yéu nhat dén sy hai long cta ngudi dan. Day
chinh 14 co s& quan trong dé nghién ctru dé xuét
mot s6 giai phap nhdm nang cao sy hai long
ctia ngudi dan dbi chat luong dich vu cap gidy
chung nhan QSDD tai Chi nhanh Van phong
Piang ky Dat dai Thanh phb Vinh Long.

5. Giai phap
Tir két qua vé phuong trinh hdi qui vira
tim duoc tac gia dé xuit mot sd giai phap sau:

Thir nhat, dbi v6i thai do phuc vu cua
Cén bg, Cong chirc ciia Chi nhanh Van phong
nén tiép tuc dugc nang cao. Chi nhanh Vin
phong nén tang cuong dao tao Can bg, Cong
chitc cia minh vé thai do lam viéc, béng cach
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tim kiém nhitng khoa dao tao ngén han, thoi
gian dao tao vao thu bay va chu nhat ctr Can
b, Cong chirc ciia minh tham gia dé khong anh
hudng dén cong viée tai Chi nhanh Vin phong.
Tiép tuc xin ngan sach ciia Uy ban Thanh phd
dé mo céac 16p tap huin vé k¥ ning mém cho
Cén bg, Cong chirc cia minh, nham nang cao
tinh than va thai do phuc vu nguoi dan.

Bén canh d6, chi nhanh ciing nén xay
dung cac quy ché, ché tai dé xu 1y cac truong
hop vi pham vé thai d6 lam viéc ciia Can bo,
Cong chirc tai Chi nhanh Vin phong. Cu thé
Chi nhanh c6 thé dat cac thung thu gop ¥ va
khuyén khich ngudi dan gop y vé thai do lam
viéc cua Can bd, Cong chirc ciia minh, tir d6
1am co s¢ dé xtr 1y. Chi nhanh nén 1ap mot to
chuyén trach thanh tra, kiém tra thai do lam
viéc cua Can bg, Cong chuc tai Chi nhanh dé
kip thoi phat hién va xtr 1y nhitng sai pham vé
thai do 1am vi¢c. Chi nhanh Van phong nén
xin Uy ban Thanh phé vé nhiing quy dinh xir
ly dbi v6i Can bo, Cong chirc vi pham vé thai
d6 1am viéc. Nhu nhiing nhiéu ngudi dan, thai
d6 kho chiu v6i nhitng thic mac cia nguoi
dan, trd 101 qua loa,...nhe thi canh c4o hoac
trir lwong. Nang thi c6 thé luan chuyén cong
tac hodc nang c6 thé két thiic cong viéc tai
Chi nhanh.

Thir hai, Chi nhanh nén tiép tuc cong tac
dao tao nang cao nang luc phuc vu cho Can b,
Cong chuc. Viéc lam trudc tién ciia Chi nhanh
d6 1a ra soat lai tat ca Can bo, Cong chirc cua
minh, danh gia lai trinh d§ chuyén mon cua
timg Can bd, Cong chirc. Tir d6 hoach dinh ké
hoach dao tao dé nang cao trinh d6 chuyén mon
cho Cén b9, Cong chtic cia minh. Chi nhanh
o thé lap ké hoach cho Cén bd, Cong chuc
cuia minh tham gia cac khoa hoc tai cac truong,
trung tam dao tao uy tin. Hodc c6 thé mé truc
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tiép cac 16p tap huén ngén ngay tai Chi nhanh
dé nang cao trinh d6 chuyén mén, tir 46 ning
cao nang lyc phuc vu cho Can bg, Cong chirc.

Thir ba, Mot sb viéc Chi nhanh nén lam
dé nang cao sy hop 1y cua thoi gian tra két qua
cho nguoi dan, mot s6 viée can lam do chinh
1a Chi nhanh nén két hop vdi cac nha mang
dé su dung dich vu SMS thong bao két qua
cho nguoi dan dé giam viéc ton thoi gian cia
ngudi dan khi dén Chi nhanh ngdi chd nhan
két qua. Bén canh do néu c6 sy viéc cham tré
vé két qua, hodc trong qua trinh giai quyét co
tryc trac lam cho thoi gian tra két qua kéo dai
thi Chi nhanh nén nhén tin cho nguoi dan, tranh
truong hop dé ngudi dan dén Chi nhanh khiéu
nai, thic mic. Bén canh d6 Chi nhanh cling nén
c6 nhiing tin nhan xin 18i nguoi dan khi ¢é su
cham tré vé két qua, dong thoi xu 1y nghiém
cac truong hop Can bd, Cong chic ¢b tinh
1am cham két qua dé nhiing nhidu nguoi dan.

Thir tw, Chi nhanh tiép tuc xem x€t, ra
s04t va cit bo nhing th tuc hanh chinh du thira
dé 1am don gian héa thu tuc hanh chinh cang
don gian cang tot. Bén canh d6 Chi nhanh ciing
nén su dung viéc dang ky lam viéc cho nguoi
dan bﬁng internet, qua di¢n thoai dé nguoi dan
c6 thoi gian chudn bi nhitng thii tyc can thiét
trude ¢ nha. Viéc giai dap, huéng dan hoan
thanh thi tyc hanh chinh can cu thé dé nguoi
dan dé& hiéu va thuc hién chinh xac.

Thir nam, vé co s& vat chat cua Chi
nhanh da phan da trang bi day du, tuy nhién
khong dé cho Co sé vat chat anh huong dén
nguoi dan thi trong thoi gian toi Chi nhanh can
kiém tra va tién hanh thay thé nhitng thiét bi cii.
Xin kinh phi dau tu cac trang thiét bi hién dai
hon cho cong viéc cua Chi nhanh dugc thuan
lgi, nhanh chong va chinh xéc hon.

Néu Chi nhanh thyc hién tét nhitng viéc
lam vira néu & trén s& gop phan lam ting sy
hai 1ong cua nguoi dan dbi chat lugng dich
vu cép gidy chimg nhan QSDD tai Chi nhdnh
Vin phong Piang ky Pét dai Thanh phd Vinh
Long trong thoi gian tdi.

6. Két luan

Nham nang cao sy hai long clia ngudi
dan d6i v6i chét lwong dich vy cap gidy chimg
nhan QSDD tai Chi nhanh Van phong Dang
ky Dét dai Thanh phd Vinh Long trong thoi
gian t6i. Tir két qua hoi qui cho thdy sy hai
1ong ctia ngudi dan bi tic dong boi 5 nhan t6
Nang luc phuc vu; Thai do phuc vu; Thu tuc
hanh chinh; Thoi gian tra két qua; Co so vat
chat. Tir d6 tac gia dé xuat 5 giai phap cu thé
vé viéc tdi wu cac nhén tb vira tim dwge nham
nang cao sy hai long cua nguoi dan.
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