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CHAT LU'ONG DICH VU CONG TRONG CAP PHEP NHAP KHAU NONG SAN 

ANH Hl/0(NG TOfl Sif HAI LONG CUA DOANH NGHIEP 

Nguyin Thdng*, Nguyin TVung Ddng**, Nguyin Tbi Thanh Huyen*** 

Nghiin dm ndy nham muc tiiu xdc dinh cdc yiu to chdt lugng dich vu cong trong Unh vuc 
cdp phep nhgp khdu nong sdn vd di xudt gidi phdp thich hap de ndng cao chdt lugng dich vu 
cong trong linh vyc cdp phep nhgp khdu nong sdn tgi Vipt Nam. Trong nghiin cihi ndy, mo hinh 
SERVQUAL (dugc chinh sira cho phu hgp v&i nhirng dgc thu riing cita chdt lugrng dich vi/ hdnh 
chinh cong tgi Viet Nam) dugc sd dgng. Mo hinh nghien dm chinh thde gom sdu nhdn to thdnh 
phdn do luong chdt lugng dich vu la su tin cdy, su ddm bdo, sy dong cdm, sy ddp dng, casavdt 
chdt, quy trinh thd tgc hdnh chinh vd mpt nhdn to do sy hdi long ciia doanh nghipp. Dya vdo mo 
hinh ndy co sdu gid thuyet duge dgt ra. 

Sau khi phdn tich so lieu thu thgp bdng cde phdn tich nhdn to, hoi quy, co bdn gid thuyit dirge 
chdp nhgn la: (1) Thong tin ve thu ttfc co tdc dgng duang den su hdi long ctia doanh nghipp; (2) 
Sy ddm bdo co tdc dpng duang den su hdi long cua doanh nghipp; (3) Sy dap irng co tdc dpng 
duang din sy hdi long cua doanh nghipp; (4) Quy trinh thti tuc hdnh ehinh phit hgp co tdc dpng 
dtrang din sy hdi long ciia doanh nghiip. 

Tur khda: chil lugng djch vu cdng, cap phdp, ndng sdn, sy hai long 

1. Gidi thieu 

CJ Vifl Nam, cdng cupc ddi mdi toan difn ddt 
nude dugc bdt diu tii nam 1986, tii dd din nay, ddng 
thdi vdi vifc ddi mdi ve kinh td thi cdi cdch hdnh 
ehinh eiing duge tien hdnh. Cugc cdi each hdnh 
ehinh dugc Ihyc hifn tiing budc Ihgn ttpng vd da tiiu 
dugc nhiiu kit qud rdi dang khich If. Tuy nhien, kdt 
qud cdng cupc cdi each hdnh chinh cdn rdt ban che. 
6ng Dinh Duy Hda, Vy trudng Cdi each hdnh chmh 
(Bp Npi vy) khdng dinh tgi Dien ddn Quan hf ddi 
tdc cdi each hanh chinh do Bd Ndi vy vd Chuang 
tiinh Phdt triln Lien hpp qude (UNDP) td ehiic vdo 
ngdy 8/12/2011: "tiayfl dgi da sd ngudi ddn, to 
chiic" khdng hdi ldng vdi cae dich vu cdng, "cung 
ldm chi 15-20% Id hdi long". 

Theo Chuang Irinh ldng Ihi cdi cdch hdnh ehinh 
nha nudc giai doan 2011-2020, ban hanh tai Nghi 
quylt s l 30c/NQ-CP cua Chinh phu vdo ngdy 
8/11/2011, mpt ttong 3 ttpng tdm cdi each hdnh 
chinh ttong 10 nam tdi Id: Ndng cao chit lugng dich 

vy hdnh chinh vd chat lugng dich vy cdng vdi muc 
tieu phdn ddu den nam 2020 se co bdn ldm ttdn 80% 
ngudi ddn hdi Idng khi tilp xuc cac dich vu cdng. 

Trong Hnh vuc ndng nghifp, vdi cdc cam kit gia 
nhgp Id chiic Thuong mgi the gidi, thud quan ddi vdi 
mat hang ndng sdn dugc cat gidm. Hon niia, do ddi 
sdng ciia ngudi ddn dugc cdi thifn, nhu edu tieu 
diing cdc mgt hang ndng san nhu hoa qua, thyc 
phdm cao cap gia tang. Chinh vi vdy, nhiing nam 
gdn ddy kim nggch nhdp khdu hdng ndng sdn gia 
tang. Tuy nhidn, ddy la nhiing mai hdng tiiupc difn 
qudn ly chat che ve chat lugng, ve sinh an todn thyc 
phdm, vi the khi nhdp khdu nhiing mat hang ndy 
phdi vugt qua cdc hdng rdo ky thudt nhu tieu chudn 
chdt lugng, tieu chuin vf sinh an todn thyc phdm. 
Nhimg tieu chudn ndy duge quy djnh trong eae Phdp 
If nh Thu y, Phap If nh Bdo vf thyc vgt, Phap If nh Vf 
sinh an todn thuc phdm vd cac van ban hudng dan. 
Do cd nhieu van bdn hudng ddn vd lien quan den 
nhieu co quan qudn ly ndn thii tuc hdnh chinh tuy da 
dugc cdi each nhimg van cdn rudm rd, phirc tap gay 
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nhidu khd khan cho doanh nghiep khi tidn hdnh 
nhdp khdu. 

Chinh vi vgy, cin thiit xdy dyng phuang dn dieu 
tra vd nghien cihi nang cao chit lugng dich vu cdng 
ttong cip phep nhap khdu ndng sdn va tun ra nhung 
nhdn td dnh hudng ddn muc dp hdi ldng cua doanh 
nghifp. Cu till, bdi vilt nay nhdm dgt dugc myc tieu 
sau: 

- Myc tidu chung: 

Nghidn Cliu cdc yen td chit lugng dich vu cdng 
ttong ITnh vyc cdp phep nhdp khdu ndng sdn vd dd 
xudt gidi phdp thich hgp de nang cao chat luong 
dich vy cdng ttong ITnh vye cip phep nhdp khau 
ndng sdn tai Viet Nam. 

- Muc lidu cy thd: 

+ Xde dinh cdc yeu td chit lugng dich vy cdng 
ttong linh vyc cap phep nhap khdu ndng sdn; 

+ Do ludng cdc ylu td chit lugng dieh vy cdng 
trong ITnh vuc cdp phdp nhdp khiu ndng san dnh 
hudng tdi sy hdi ldng cua doanh nghifp; 

+ D I xuit gidi phap, kidn nghi dd nang cao chit 
lugng dieh vy cdng ttong ITnh vyc cip phep nhgp 
khdu ndng sdn. 

2. Co sd ly thuyet 

Cdch tiep cdn ciia nghien ciiu ndy la sd dyng md 
hinh chdt lugng dich vy SERVQUAL (Parasuraman 
et al., 1988) de xac dinh cdc thanh phan chdt lugng 
dich vu. Kit hgp vdi nhirng dgc didm djch vu hdnh 

chinh cdng cap phep nhdp khiu ndng san, xac dinh 
cdc ylu td chdt lugng dich vy cdng trong linh vyc 
cip phep nhdp khiu ndng san. Sau dd tidn hanh do 
ludng cac yeu td chit lugng dich vy cdng ttong ITnh 
vyc cip phep nhdp khau ndng san dnh hudng tdi sy 
hai long ciia doanh nghifp. (Hinh 1). 

3. Phuong phap nghien ciru 

D I ddnh gia miic dg hai ldng ciia doanh nghifp 
ddi vdi chit lugng dich vy cdng ttong cip phep 
nhdp khiu ndng sdn, vide nghien cim kdt hgp 
phuang phdp dinh tinh vd dinh lugng. 

3.1. Nghiin cuu sffbp (dfnh tinh) 

Dua ttdn eg sd Iy thuyet ve md hinh va thanh 
phdn ciia chit lugng djch vu ciing nhu tmh dac tiiu 
ciia dich vu cdng ttong cdp phep nhdp khdu ndng 
sdn, tiin hanh xdy dyng thang do nhdp vd tilp tuc 
thyc hifn cac budc sau: 

- Thdo lugn nhom 

Nhdm thdo ludn bao gdm 10 ngudi la cdc chuydn 
gia am hidu trong ITnh vyc dich vu cdng trong cap 
phep nhgp khau ndng sdn... Ngodi ra, Ihyc hifn 
phuang phap phdng vin sdu dl thu thgp thdng tm vd 
tang chdi lugng cua thdng lin liy dugc. 

- Thiet ke bdng cdu hoi vd tham khdo y kiin 

Sau thdo lugn nhdm vd phdng vin sdu la phdn thiit' 
kd bdng cdu hdi. Sau khi thiet ke bang cau hdi xong, 
giii di khao sal thii nghifm 20 doanh nghifp. Dya vdo 
kit qud thii nghiem bang cau hdi, chinh sua bdng hdi 

Hinb 1: M6 binh nghidn ciru 

Chdt lugng dich vy cdng cap 

phep nhdp khdu ndng sdn 

Sy tin cgy 

Sy ddng cam 

Sy ddp ling 

Quy trinh thu tye 

hdnh chinh 
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Hinh 2: Phinrag phdp nghien cuu 

Cronbach Alpha 

PhSn tfch nhSn ti 
khdm pha EFA 

- Lô ii ĉ c bien c6 hf sd tucmg quanbifin tdng nho. 
- Kiem tra he sl Alpha. 

- Loai cac bien oi trpng so EFA nho. 
- Kiim tra yiu tl trich dupe. 
- Kiem tra phucmg sai trich duoc. 

Kilm dinh sy phu 

h9p ciia mS hinh. 

Ddnh gia mirc df 

quan trpng ciia cdc 

nhan to 

Nguon: Nhom tdc gid ty thiet ki 

Bdng 1: Thdnh phan chit lugng dich vy cong trong cip phdp nhdp khau ndng san 

Thdnh phdn So bien Do ludng 

Sy tin cay Khd nang thyc hifn dich vy phii hgp vd dung thdi han ngay tir ldn 

ddu tien 

Sy dam bdo Trinh dp chuyen mon va cung each phuc vy lich sy, niem nd vdi 

khach hang ^___ . ^___ 

Sy dong cdm The hien sy quan tdm den khdch hang 

Sy ddp img Sy san sang cua can bd cung cap dich vu cho khach hdng 

Co sd vgt chdt Cde ylu to hiiu hinh the hien qua ngogi hinh, trang phyc ciia nhan 

vien, bi ngoai vdt ly cua phdng dc, cdc trang thiet bi phuc vy eho 

dich vy 

Quy trinh thu tuc 

hanh chinh 

Quy trinh thu tyc, thdi gian thyc hifn thu luc hanh chinh cdng 

Nguon. Nhom tdc gid ty thiet ki 
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Bang 2: Cdc biln quan sat cua cac thang do 

Cac biln quan sdt , 
1. Doanh nghidp de dang tim nhiing tiidng tm can tiiia ve thii tuc hanh chinh cap phep nhdp 
khdu ndng sdn d cac trang web cua eac co quan tiiic tiiugc 

I Sy tin 2. Cdc tiidng tin vl tiiu tyc hdnh chinh cip phep nhap khdu ndng san dugc cung cdp ro rang, 
(.gy dehidu 

3. Hd so cua doanh nghiep khi ngp tai cdc co quan tiuc tiiudc khdng bi mat mdt, tiiat lac 
4. Doanh nghifp khdng phdi di lgi nhidu ldn de ldm hd so 
5. Cdn bd tiep xuc vdi doanh nghifp cd khd ndng giao tidp tdt 

IL Sy 6, Cdn bd tilp xiic vdi doanh nghifp rit thdnh tiigo chuydn mdn, nghifp vy 
7. Co quan giai quylt khilu nai ciia doanh nghifp nhanh chdng, hop ly dam bao 

8. Doanh nghifp de ddng Hen Ige vdi can bd gidi quyet khi cd cdng vifc 

HI. Sy g ^-^^i^Q gj^ q^ygj jj^ go, jĵ gj ^^^.j^ Ijj^ jj^^t, kip thai 

10. Nhung ydu cdu hgp ly cua doanh nghiep dugc can bd quan tam giai quydt 

IV. Su 

11. Neu cd tilde mac ve tiiu tiic nhgp khau, doanh nghiep de dang dugc gidi dap 

12. Ca quan thyc hifn thu tyc diing ngay hen vdi doanh nghifp 
13. Can bp thyc hifn thu tuc cd tinh thin trdch nhifm cao thyc hifn cdc thu tyc cho doanh 
nghiep 

ddp ihig 14 Q^ b^ tiip xiic vdi doanh nghiep khdng gay phiin hd eho doanh nghifp khi gidi quydt 
hdso 
15. Cdn bp thye hien cdc thu tuc phyc vy cdng bdng vdi tit cd doanh nghidp 

16. Cdn bp kilm dich thuc hien diing quy trinh 
17. Cdch bd tri, sap xep ncri tiep nhdn vd hoan ttd hd so Id hgp ly 

V. Co sd 18. Cac quy trinh thu tuc hdnh chinh, bilu mdu dugc nidm ydt ddy dii 
v§t chat 19. Phdng thd nghifm cd diy du thiit bi phyc vy phan tich tten mdu vi chi tidu kilm dich vd 

chi tieu vf sinh an loan thyc phdm 
20. Ydu cdu thdnh phan hd so hdnh chinh tgi co quan hgp ly (cac logi gidy td npp khi tham 
gia dich vy hanh chinh) 

VI. Quy 21. Thdi gian gidi quylt h i so tiieo quy ttinh nidm yll hgp ly 

. ua-i, 22. Quy trinh, cac budc xii Iy hd so dd dugc nidm ydt Id hgp Iy 

chinh 23. Cdc quy dinh phdp ludt ve thu tuc hdnh chinh edng phii hgp 

24. Thii tyc hdnh chinh de dang dd doanh nghifp thuc hifn 

VIL Su 
hdi long 

25. Doanh nghiep rdt hdi Idng vdi dich vu cdp phep nh|^ khdu ndng san 

26. Doanh nghiep rat hdi ldng vdi cung cdch phyc vy cua co quan 
27. Nhin chung doanh nghiep hdi Idng khi thyc hien dich vy cip phep nhdp khiu ndng san 
tgi edc eo quan tryc thudc 

Ngudn: Nhom tdc gid tir thiit ke 

dl dam bdo nhiing ddi tugng tiiam gia phdng vin do ludng cac Ihanh phdn chat lugng dich vy cy till 
hieu hodn todn thdu ddo cdc cdu hdi dat ra. nhu bang I. 

Thang do chinh thurc - Thang do miic dp hdi ldng ciia doanh nghifp ddi 
Thang do danh gia sy hdi ldng ciia doanh nghifp vdi chat lugng dich vy cdng ttong cap phep nhgp 

ddi vdi chat lugng dich vy cdng ttong cdp phep khau ndng san gdm ba biln do ludng ba khia cgnh 
nhdp khau ndng sdn gdm: cua sy hdi ldng. 

- Thang do chat lugng dich vu cdng ttong cap Thang do mirc dp cua cae tiidnh phin chit lugng 
phep nhdp khdu ndng sdn gdm 24 biin quan sdt dl dich vu vd muc dp hdi ldng cua doanh nghifp dya 
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BSng 3: Cdc gia thuylt nghien cuu 

Gid thuylt N^i dung 

HI Sy tm cay cd tdc ddng duong den sy hai long cua doanh nghiep. 

H2 Sy ddm bdo cd tdc ddng duong den sy hdi ldng cua doanh nghifp. 

H3 Sy ddng cam cd tdc ddng duong den sy hdi ldng ciia doanh nghiep. 

H4 Sy ddp ling cd tdc dgng duong ddn sy hdi ldng cua doanh nghifp. 

H5 Co sd vat chdt cd tdc dgng duong den sy hdi long cua doanh nghiep. 

Quy trinh thu tyc hanh chinh phii hgp ed Idc dpng duong ddn sy hai Idng ciia doanh 
H6 

nghiep. 

tren thang do Likert cap dp 5. 

3.2. Nghiin euu chinh thuc (dinh lugrng) 

• Phuong phdp thu th^p thdng tin vd cd mSu 
Ky thugt phdng van tryc difn va phdng van thdng 

qua mgng Internet dugc sii dyng dl Ihu thdp dii lieu. 
Man dugc chgn theo phuang phdp thudn tifn. Quy 
md mau dieu tta hgp le de xii Iy Id 150. 

- Phdn tfch sl lifu 

Cac du lifu sau khi thu thdp dugc lam sach vd xir 
ly bdng phdn mim SPSS. Mfl sd phuong phdp phdn 
tich dugc sii dyng ttong nghidn cim nhu sau: 

+ Lgp bdng tin sd dd md td mdu thu thdp; 

+ Cronbach alpha: su dyng dd logi bd cac biin 
khdng phil hgp, hgn ehe cdc bien rdc ttong qua trinh 
nghidn ciiu vd ddnh gid dp tin cay cua thang do bdng 
hf sl Cronbach alpha; 

+ Phdn lich nhdn id khdm pha EFA: dugc su dyng 
nhdm thu nhd, tdm tdt cac du lifu; 

+ Phan tich hdi quy: dugc sir dung nhdm kiem 
dinh sy phil hgp cua md hinh nghien ciiu, kidm dinh 
cac gid thuyet dl xac dinh duge ro rang miic dp dnh 
hudng ciia timg ylu td dnh hudng din sy hai ldng 
ciia doanh nghifp. 

3.3. Cdc gid thuyit nghiin cuu 

Tix md hinh nghien cdu d% nghi cd sdu gid thuylt 
nghien ciiu nhu bang 3. 

4. Ket qua va thao ludn 

4.1. Md td mau 
Trong mau khdo sdt cd 62% doanh nghiep nhdp 

khdu ndng sdn cd hogt dpng kinh doanh chinh la sdn 
xudt. v l logi mat hdng nhgp khdu, cd 45 doanh 
nghifp (chilm ty If 30%) nhap khau Hi hai loai ndng 
sdn ttd len. Cd thi vifc nhgp khdu ndng sdn ddi hdi 

Nguon: Nhom tdc gid ty thiet ki 

ngudn lye nen sd doanh nghifp nhdp khdu ndng sdn 
hogt dgng kinh doanh hi 10 nam ttd len vd doanh 
thu hang nam tir 50 ty ddng ttd Ien chidm ty If cao, 
lin lugt Id 55% vd 62% ttong 150 doanh nghiep 
khdo sdt. (Chi tilt thing ke mdu ttong Phy lye 1). 

4.2. Bdnh gid dp tin cov vdphan tich nhan to 

Ket qua ddnh gia dp tin cay: 

- Hf sd a toan thang do dat 0,932 vd hf sd a timg 
thang do thdnh phan deu cao hon 0,5 ndn thang do 
dgt dp lin cdy. 

- Loai bien Ho so cua DNkhi nop tgi cdc ca quan 
khong bi mdt mdt, thdt lgc vi cd hf sd tuong quan 
vdi bien ldng thdp, chi dgt 0,283 (nhd hon 0,3) vd 
bien Cdn bp kiim dich thuc hien dung quy trinh vi 

• khi logi bidn nay khdi thang do Sy ddp iing thi ldm 
hf sd a ciia thang do tang tir 0,818 Idn thdnh 0,821. 

Thang do chat lugng dich vu sau khi logi hai bidn 
duge dua vao phdn tich nhdn td. Phdn lich nhdn td 
dugc thyc hien bang nit trich thdnh phdn chinh va 
xoay Varimax. Phdn tich nhdn td ldn 1 cho kit qua 
cd 6 nhdn td dugc nit trich vdi ldng phuong sai trich 
dgt 71,3%. Tuy nhidn, d nhan td 5 chi cd mpt bien 
cd hf sd tdi nhdn Id cao nhil la bien DN khong phdi 
di lgi nhiiu ldn de ldm ho sa vd nhdn td 6 chi cd mdt 
bien cd hf sd ldi nhdn td cao nhat Id bien Cdch bo 
tri, sdp xip noi tiep nhdn vd hodn trd ho so Id hgp 
ly ttong khi cdc bien khde ttong hai nhdn td ndy cd 
hf sd tai thdp hon so vdi hf sd tdi ttong cdc nhdn td 
khac. Dieu dd cd nghTa nhan Id 5 vd nhdn td 6 chi cd 
rapt bien gidi thich. Vi vgy, hai bien nay hi loai. Nhu 
vgy thang do chdt lugng dich vy sau khi loai 2 nhdn 
td cdn 4 nhdn td. 

Thang do gdm 20 biln tiep tyc dugc phan tich 
nhdn td ldn 2 vd kdt qud cd 4 nhdn td dugc nit ttich 
vdi tdng phuang sai trich dat 64,3%, hf sd KMO dgt 
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0,808, kiem dinh Barlett bac bo gii thuyft khong: va dat ten lai cho phu hgrp, Thang do svt hii long qua 
cic bi'sn khong co tuong quan trong tdng tbi d miic phin tich nhan t6 cho kit qua c6 mot nhan to dugc 
i nghia 5%. Nhu viiy, viec phan tich nhan t6 lin 2 rut trich vcri tong phuong sai trich dat 62,2%. Nhan 
l i phu h(rp. d m6i nhan t6, chon biln c6 h? s6 tai t6 nay dug-c dat ten la "Su hii long", 
cao nhit. Khong co biSn nio bi loai vi he s6 tai dSu Cac nhin ta niy dugc tinh toan dua tten himg 

Ion hon 0,3. Cac biln a cic nhan t6 dugc sip xip lai binh cac bien quan sat dS dua vao phin tich nrong 

Bang 4: Binh gii do tin cjy toin thang So va thang do thinh ph^n 

Tnmg binh Phuong Tuong ^^^^^^^^.^ 
thang do sai thang quan ^^^^^^ 

loaibi^ 
Bien quan sat neu loai do neu bien 

biin loai bien tdng 

Toan thang do aF=0,932 

Sy tin cay: a= 0,628 

DN dl dang tim nhimg thdng tin can thiet ve thii tuc 

Thdng tin vl thii tuc hdnh chinh d p phep NK ndng sdn 

dugc cung cdp rd rang, de hieu 

Hd so cua DN khi nf p tai cac ca quan khdng bi mat mat, 

thit lgc 

DN khdng phdi di lai nhieu ldn de lam ho so 

11,32 2,031 0,431 0,548 
11,4 1,973 0,64 0,375 

2,811 0,283 0,636 

2,624 0,312 0,622 

Sy ddm bao: OF=0,769 

Can bf tiep xuc vdi DN cd kha nang giao tidp tdt 7,76 

Can bf tiip xiic vdi DN rdt thdnh thao chuyen mdn, nghi^ 7,54 

1,432 0,621 0,669 
1,7 0,612 0,692 

Co quan giai quyet khieu nai cua DN nhanh chdng, hgp ly 1,419 0,591 
Sy ding cam: a=0,629 

DN de dang lien lgc vdi can bf gidi quyet khi c6 cdng viec 7,62 

Can bf giai quyet ho so mot each Iinh hoat, kip thdi 7,78 

Nhiing yeu cau hgp ly ciia DN dugc cdn bo quan tdm gidi 7,76 

quyet 

0,962 0,451 0,519 

1,099 0,472 0,487 

1,19 0,401 0,582 

Sy ddp ung: a=0,818 

Neu cd thac mac ve thii luc nhap khdu, DN de dang duac 19,06 

gidi ddp 

Co quan thyc hifn thii tyc diing ngay hen vdi DN 19,12 

Can bo thyc hien thu tyc c6 tinh than ttach nhifm cao thyc 19,08 

hifn cac thu tyc cho DN 

Can bf tiep xdc vdi DN khdng gay philn hd cho doanh 19,18 

nghifp khi giai quydt hd so 

Can bf thyc hifn cac thu tuc phyc vy cdng bdng vdi tit ca 19,04 

DN 

Can bf ki6m dich thyc hien diing quy trinh 18,82 

6,379 0,469 

6,428 0,524 
5,712 0,761 

0,801 

0,749 

6,149 0,597 0,785 

5,596 0,743 0,751 

6,954 0,411 0,821 
Co so vdt chit: 0=0,764 

Cdch bd tri, sap xep noi tiep nhgn va hoan trd hd sa Id hgp 7,68 

ly 
Cac quy ffinh thii tyc hanh chinh, bieu mau duî c niem yk 7,38 

1,427 0,57 0,717 

1,647 0,654 0,646 
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Bien quan sdt 

Tnmg bhih Phirong Tuong 
thang do sai thang 
neu loai do n&i bien 

Cronbach's 
A^ha n ^ 

..< , . . . i ,^ logi biln 
bien logt bien tong 

diydu 

Phdng thii nghifm cd diy dii tiuit bi phyc vy phdn tich tten 

miu 
0,592 0,695 

QiQ' trinh thii tyc hdnh chfnh: a=0,813 

YSu cau thdnh phdn hd so hdnh chinh tgi co quan hop 1̂  

Tbdi gian gidi quyit hd so theo quy trinh nidm yit hgp Î  

Quy trinh, cdc budc xii ly ho so da dugc niem yet la hgp ly 

Cdc quy dinh ph^ hiat ve thu tuc hanh chinh cdng phu h ^ 

Thu tyc hdnh chinh dl ddng de DN thyc hifn 

1532 

15,46 

15,24 

15,5 

15,36 

7,72 

7,5 

7,58 

3,763 

3,673 

3,606 

3,715 

3,896 

0,807 

0,977 

0,97 

0,605 

0,547 

0,796 

0,591 

0,506 

0,413 

0,471 

0,607 

0,775 

0,796 

0,725 

0,78 

0,805 

0,709 

0,587 

0,448 

Sy hai ldng: (FM),669 

DN rit hdi ldng vdi dich vy cap phep nhap khiu nong sdn 

DN rat hdi Idng vdi cung cdch phyc vu eda co quan 

DN hdi Idng khi thyc hifn dich vu c%> phep nh|^ khiu ndng 

sdn tai cdc eg quan tryrc thufc 

Ngudn: Tdng hpp kit qua phdn tich du lieu 

quan vd hdi quy. 

4.3. Phdn tich hdi quy 

Tnrdc khi phdn tich hli quy, cdc biln df c l?ip va 
phy tiiudc duge kiem dinh tuong quan bang hf so 
tuong quan Pearson. Kit qud eae bien cd tuong 
quan d miic y nghia 1%. 

Md hinh phan tich hli quy 14: 

Sy hdi ldng = f (Thu ti^c hdnh chinh, Sy ddp ung, 
Sy dam bdo, Thdng tin vd tiiu tyc) (Bdng 6). 

Cdc biin dpc lap diu cd ^ nghia thing kd d mure 
^ nghia 5% trit biln Sy ddm bdo cd J nghia thong ke 
10%. 

Md hinh hoi quy mau Id: 

Sy hai Idng = 0,963 + 0,206 * Thii tyc hdnh chmh 
+ 0,216 * Sy ddp img + 0,124 * Sy ddm bdo + 0,197 
* Thdng tin vl thii ti^c + e 
vdi e la so du. 

Kilm djnh miic df phu hgp cua md hinh cho thay 
F cd y nghia tiiong kd d 1% nen md hmh phu hgp 
vdi dii lifu. Kilm dinh cdc vi pham gid dinh eua ciia 
md hmh hoi quy cho kit qud nhu sau: 

(1) Da cfng tuyin: cdc VIF diu nhd hon 10 nen 
md hinh khdng bi da cgng tuyin. 

(2) Phuong sai ciia sai so tiiay ddi: Sii dyng kilm 
djnh tirong quan giira sl du vd mpt bidn dpc l|ip bat IQ'. 

Hfl̂ Hf so tirong quan cua tdng till bdng 0 hay 

Phuang sai cua sai sd khdng ddi 

Kit qud sd du chua chudn hda vd cac biln dfc Idp 
khdng tucmg quan d miic f nghia 5%. Nhu v§y md 
hinh khdng cd hifn tugng phuang sai cia sai so tiiay 
doi. (Chi tidt kit qud kiem dinh trong Phy lye 2). 

(3) Ty tuong quan: Dung dgt lugng thong kd d 
ciia Durbin-Watson, md hinh hoi quy mau ed 
d=2,018. Vgy khdng cd hifn tiigng ty tuong quan 
giiia cdc sd du. 

(4) Phin du khdng phdn phdi chuin: Dya vdo dd 
thi P-P plot kit ludn phdn du cd phdn phoi chuin 
(Chi tiit ttong Phy lye 2). 

Nhu vay md hinh hdi quy miu khdng vi pham cdc 
gid dinh ciia md hinh hdi quy. Vdi kit qua hoi quy, 
eae gia thuyet vl md hinh nghien cuu nhu bdng 7. 

4.4. Diin gidi ket qud: 

Cdc nhan td cd tac dfng duong din sy hdi ldng, 
ttong dd tdc dfng mgnh nhat la Thong tin vi thu tiic 
(hf sd hdi quy Beta chudn hda Id 0,304), tidp ddn Id 
Sy dap dng (0,249), Thd tuc hdnh chinh (0,222) va 
cudi cimg la Su ddm bdo (0,139). 

Ddnh gid mirc dp hdi long ciia doanh nghipp 
ddi vdi chat lugrng djch vg cong trong linh vyc cap 
phip nhgp khau nong sdn 

Ddnh gid mirc dp hdi long chung 

Kdt qud khdo sdt cd dilm trung binh tii 3,68 din 
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Bang 5: Kit qua ph3n tich nhSn t l l in 2 thang do chat Im^g djch vy 

Nhdn t l Biln quan sat 

Sy ddp Can bo tiep xiic vdi DN cd kha nang giao tilp tdt 

ung Co quan giai quylt khilu nai ciia DN nhanh ehdng, hgp Iy 

Can bo giai quyet ho so mdt each Unh hogt, kip thdi 

Co quan thyc hien thii tuc diing ngay hen vdi DN 

Thd tuc hdnh chinh de dang di DN thyc hifn 

Sy ddm Can bp tiep xiic vdi DN rdt thanh thao chuyen mdn, nghiep vy 

bao Nhiing yeu cau hpp Iy cua DN dugc can bp quan tam giai quylt 

NIU cd thic mdc vl thii tuc nhgp khiu, DN dl ddng dugc gidi dap 

Can bp thyc hifn thii tyc co tinh thdn ttdch nhifm cao tiiyc hien cdc thii 

tuc cho DN 

Can bp tiep xiic vdi DN khdng gay philn ha cho doaitii nghiep khi gidi 

quylt hd so 

Can bf thyc hifn cac thu tuc phyc vy cdng bdng vdi tit cd DN 

Ngudn: Tdng hpp ket qua phan tich dCr lifu 

Bang 6: Kit qua phdn tfch hoi quy 

He so xic djnh hi§u chinh 

F 

Durbin-Watson 

0,493 

37,218 

2,018 

B 

Std Beta chuta 

En-or hoa 

H; so til 

Thi tvpc DN dl dang hSn lac vol can bo giai quyet khi c6 cong viSc 0,479 

hanh Cac quy trinh thu tuc hanh chinh, bilu miu dugc niem yet day dii 0,751 

chinh Phong thii nghiem co diy du thiit bi phuc vu phan tich tren miu 0,784 

Ygu ciu thanh phin h^ so hinh chlnh tai co quan hgp ly 0,612 

Thoi gian giai quylt hi so theo quy trinh niem yet hgp ly 0,731 

Quy trinh, cacbuocxiilyhlsada dugc nifem yet la hgp ly 0,631 

Cac quy dinh phap luit ve thii tuc hanh chinh cong phu hgp 0,661 

0,64 

0,673 

0,728 

0,445 

0,769 

0,495 

0,474 

0,652 

0,776 

Thdng DN de ding tim nhimg thong tin cin thiit vl thii tuc 0,838 

tin ve thii Thong tm ve thu tuc hanh chmh cap phep nhap khiu nOng sin dugc cung 0,761 

type cap ro rang, de hilu 

Sig. Tolerance VIF 
Hing so 

Thti tuc hanh chinh 

Su dap ung 

Su dam bao 

Thong tin ve thii tuc 

0,963 0,241 

0,074 

0,075 

0,072 

0,042 

0,206 

0,216 

0,124 

0,197 

0,222 

0,249 

0,139 

0,304 

4,003 0,000 

2,767 0,006 

2,871 0,005 

1,712 0,089 

4,723 0,000 
Bien phy thuoc: Sg hai I6ng 

Nguin: Ting hgp kit qua phan tich du lieu 

0,527 1,899 

0,451 2,217 

0,518 1,93 

0,822 1J17 
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Bang 7: Ket qua Idem dinh gid thuyet cna mo hiuh nghien cuu 

Gia 

thuylt 

Ngi dung Ket qua Ghi chu 

Sy tin oiy cd tac dfng duong din sy hai 

ldng cua doanh nghidp. 

Sy dam bdo cd tae dpng duong den sy 

hdi long cua doanh nghifp. 

Su ding cdm cd tde dfng duong din sy 

hdi ldng cua doanh nghidp. 

Sy d ^ ling cd tdc ddng duong den sy 

hdi long cua doanh nghiep. 

Co sd vdt chdt cd tdc ddng duong den sy 

hdi long ciia doaitii nghiep. 

Quy trinh thu luc hanh chinh phu hgp ed 

tac ddng duong den sy hdi ldng eiia 

doanh nghifp. 

Chip nhgn Nhdn to Sy tin cgy bd hai 

bien quan sal vd ddi ten 

thdnh Thong tin vi thd tue 

Ch^nhan 

Bacbd 

Chdp nhdn 

Bacbd 

Chap nhdn 

3,82 deu cao hon mdc trung binh Id 3 va dp Ifch 
chudn xip xi nhau. Xet ehi till theo tiing miic dg hdi 
Idng cua doanh nghiep (5 cap dp) doi vdi tiing bidn 
quan sdt ttong miic dp hdi Idng chung thi chi trir 
biln DN rdt hdi long v&i dich vy cdp phep nhdp 
khdu nong sdn cd 2% doanh nghifp khdng hdi long, 
hai bidn cdn lgi khdng cd doanh nghifp khdng hdi 
ldng. Ty If doanh nghifp danh gid hdi ldng dat ty If 
cao nhit d cd ba bidn khi ly If doanh nghiep danh 
gid miic hai long lin lugt d ba biln la 50%, 70% vd 
74%. Tuy nhidn, ty If doanh nghifp rat hai Idng 
khdng cao, chi dgt d ba biin ty If 10%, 10% va 4% 
(chi tilt danh gia ttong Phy lye 3). Dieu ndy cho 
thiy cdc co quan qudn ly nhgp khiu ndng sdn cdn 
phdi cdi tiin thdm dd ndng sy hdi ldng cua doanh 
nghifp. 

Ddnh gid muc dp hdi long vi Thong tin ve thu tiic 
Trong bdn nhdn td dnh hudng den sy hdi long 

ehung thi nhan to Thong tin vi thU tide cd tdc dpng 
mgnh nhit. Dilu ndy cd till ly gidi rdng thdng lin Id 
nhu cau rit can thiit ddi vdi mpt doanh nghifp. Ty 
If tiung binh doanh nghifp hdi ldng vdi nhdn td nay 
Id 60% nhung cung cd 2% doanh nghifp hodn todn 
khdng hdi ldng vd 5% doanh nghifp khdng hdi ldng. 
Cd 64% doanh nghifp hdi ldng vl vifc tim kiem 
thong tin cdn thiit ve thti tifc di ddng. Sd lifu ndy 

Nguon: Nhom tdc gid ty tinh todn 

cho thdy cdc co quan quan ly thyc hifn khd tdt vifc 
cdng bd thdng lin eho diing ddi tugng. Tuy nhien 
vdn edn 2% doanh nghifp hodn todn chua hai Idng 
va 6% doanh nghiep chua hdi ldng vdi vifc tim 
kiem thdng tin (chi tilt ddnh gid ttong Phy lye 3). 

Ddnh gid mdc dp hdi long ve Thu tgc hdnh chinh 
Theo danh gid ciia doanh nghifp, mirc df hdi ldng 

ddi vdi thdnh phin TTni tuc hdnh chinh dat tten 
trung binh (dgt trung binh 3,84 diem). Tuy nhidn 
van cdn 2% doanh nghifp hodn loan khdng hai ldng 
vd 6% khdng hdi Idng ddi vdi vifc lien lgc vdi cdn 
bp khi giai quydt cdng vide. Ty If doanh nghifp 
danh gid hdi Idng dgt cao nhdt ttong ndm miic ddnh 
gid d cdc bidn, trung binh la 57,14%. Tuy nhidn biln 
Phong thir nghipm co day dU thiet bi pht^c vg phdn 
tich trin mdu chi cd 40% doanh nghifp hai long (chi 
tidt ddnh gid ttong Phy Iyc 3). 

Ddnh gid mde dp hdi long ve Sy ddp img 
Trong bdn nhan Id Idc ddng din sy hdi Idng thi 

nhdn td Sy dap ung lac dpng Idn thii hai. Ty If tnmg 
binh doanh nghifp hdi Idng ddi vdi Sy ddp ting Id 
56%. Cd hai bidn quan sdt md ty If doanh nghifp hdi 
Idng thap hon mdc trung binh Id Co quan gidi quyit 
khieu ngi cua DN nhanh chong, hgp ly (56%) vd 
Thu tgc hdnh chinh di ddng di DN thyc hipn (58%). 
Hai bidn Cdn bp tiep xuc v&i DN co khd ndng giao 

So 196 Ihdng 10/2013 kiiilili'J'liiillrJi'n 



^ ( 'GHI€N cuu-TRflO €)6l 

tiip tdt va Co quan gidi quyit khiiu ngi cua DN 
nhanh chong. hgp ly cd 2% doanh ngbiep hoan toan 
chua hdi Idng (chi tilt ddnh gia ttong Phy luc 3). 

Ddnh gid muc dp hdi long vi Sy ddm bdo 

Ty If tiung bmh hdi Idng ciia doanh nghidp ddi 
vdi nhan to Sy ddm bao la 55,67% vd rit hai long Id 
13% nhung cung cd 2% doanh nghifp hoan toan 
ididng hdi ldng. Cd ba biln quan sdt cd ty If doanh 
nghifp hdi ldng thip ban miic tiimg binh va ba bidn 
ndy diu lien quan din ylu to nhan vidn thyc thi 
cdng vy. Dd la ba biln Cdn bp thyc hipn thu tuc cd 
tinh thdn trdch nhiem cao thyc hiin cdc thit ttic cho 
DN, Cdn bg tiip xuc v&i DN khong gdy phiin hd cho 
doanh nghipp khi gidi quyit ho sa, Cdn bp thuc hipn 
cdc thu tyc phuc vu cong bdng vai tdt cd DN. Trong 
khi dd biln Cdn bg tiip xdc v&i DN rdt thdnh thgo 
chuyin mon, nghipp vu cd 62% doanb nghiep danh 
gid hdi long (chi tilt danh gid ttong Phy lye 3). Nhu 
vgy kit hgp vdi cac ddnh gid nhdn vidn thyc thi 
edng vy d hai nhan to trudc cd the nhdn djnh chuydn 
mdn cua nhan vien thyc thi cdng vy khd tdt nhung 
ky ndng mdm cua hg cdn dugc cdi thifn. 

5. Gidi phdp 

Dya tren ket qud phdn tich, mfl sd gidi phdp sau 
cdn hoan thifn: 

5.1. Gidi phdp vi thdng tin thU tgc 

Hifn nay, nhung thdng tin can thidt vd quy trinh, 
tini tyc, van bdn da dugc cdng bo. Tuy nhidn dd 
ndng cao khd nang tiep can thdng tin ciing nhu gidm 
tai ttd Idi thac mac cho doanh nghifp, vifc td chiic 
thdng tin cdng bd tten mgng rd rdng vd theo he 
thong Id dieu can thiet. Chang ban quy tnnh nhdp 
khau thyc vdt vd sdn phdm thyc vdt cd the td chuc 
theo timg budc vd d cdc budc ap dyng cac van bdn 
ndo, van bdn ndo mdi cap nhdt. Hoac cdc thdng tin 
nay dugc td chirc dudi hinh thiic tta cuu dd tit cd 
nhiing doanh nghiep quan tam ve thu tyc cung cd 
the tra ciiu vd thyc hifn theo diing phdp ludt. 

5.2. Gidi phdp hodn thipn thd tue hdnh chinh vd 
syphoi hgp giira cdc ca quan 

Nang cao sy phdi hgp giua cdc co quan quan ly 
cap viing vd eo quan quan ly dia phuong bang mdt 
quy che cdng khai vl phdn quydn, uy quydn, tdn 
quydn vd trao ddi thdng tin. Vifc ndng cao phdi hgp 
cdn the hien d sy qudn ly cdc ndng sdn khdo 
nghifm, each ly kiim dich d dja phuang, di ttanh 
ede tde hgi cho cdy ttdng, vdt nudi bdn dia. 

5.3. Gidi phdp ndng cao nang luc eho cong 
chiic 

Dpi ngu cong chdc ngodi ndm viing chuyen m&i, 
nghifp vu cung can boi dudng ky nang mdm nhu ky 
nang giao tiep, tinh thin trach nhiem. Tiq) tuc boi 
dudng, cap nhgt kiln thu:c vl qudn Iy nhd nudc cho 
dgi ngu cdng chiic dd dam bdo dgi ngii ndy boat 
ddng dting khudn khd vd ndng cao tinh than trdch 
nhidm khi lam viec. Ngoai ra dl tao dfng luc va hgn 
chd tidu cue cung can cd co chl luong thudng hgp 

ly-
5.4. Gidiphdp hodn thipn co s& vpt chdt t^ dan 

vi thyc hiin dich vu cdng trong cdp pheg^ nhpp 
khdu ndng sdn 

c i n dng dyng mgnh me cdng nghf thdng tm 
ttong boat dgng ciia cdc cyc, chi cue. Xay dyng cac 
trung tdm xir ly dfl lifu, la noi cung cip thdng tin vd 
du Ufu cho cac bp phdn chiic nang cua co quan thyc 
hifn cdc tac nghifp qudn Iy ciia minh. DIU tu, bl 
sung thiit bj, ndng cao nang lye phdn tich kiem 
dich, kilm tta an todn thye phim cho cac phdng tiii 
nghiem. 

6. Kit lu$n 

Nghidn eiiu "Chit lugng dich vu cdng ttong cap 
phep nhgp khdu ndng sdn anh hudng tdi su hdi long 
ciia doanh nghifp" nham muc tidu nghidn ciiu cdc 
yeu td chat lugng dich vy cdng trong linh vyc cdp 
phep nhap khdu ndng sdn vd de xuat gidi phap thich 
hgp di ndng cao chdt lugng dich vy cdng trong lihh 
vg:c cip phep nhdp khdu ndng sdn tai Vift Nam. 
Trong nghien cuu ndy, md hinh SERVQUAL (dugc 
chinh sua cho phu hgp vdi nhiing dgc thu ridng ciia 
chdt lugng dich vy hdnh chinh cdng tai \^f t Nam) 
dugc Sli dung. Md hinh nghidn ciiu chinh thiic gom 
sdu nhan td thdnh phdn do ludng chat lugng dich vg 
la Sy tin cdy, Sy ddm bdo, Sy dong cdm, Sy ddp 
ung, Ca so vgt chdt, Quy trinh thu tgc hdnh chinh 
va mgt nhdn to do su hdi long cua doanh nghifp. 
Dya vdo md hinh ndy cd sdu gid thuylt dugc dgt ra. 

Sau khi phdn tich sd lifu thu tiiap bdng cdc phdn 
tieh nhdn t l , hdi quy, cd bdn gia tiiuylt dugc chdp 
nhdn la: (1) Thdng tin vd thu tyc cd tdc dgng duong 
din sy hdi ldng ciia doanh nghifp; (2) Sy ddm bdo 
cd tac dgng duong ddn su hdi long cua doanh 
nghifp; (3) Sy dap img cd tdc dpng duong din sy 
hdi ldng cua doanh nghifp; (4) CJuy trinh thu tyc 
hanh chinh phu hgp c6 tac dgng duong din sy hdi 
ldng cua doanh nghifp.G 
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The efTect of public service quality in issuing license for importing agricultural commodities on 
business satisfaction 

Abstract: 

This research aims at finding the determinants of public service quality in issuing license for importing 
agricultural commodities and suggests the suitable solutions to increasing the public service quality in this 
field in Vietnam. The SERVQUAL model (made some adjustment to be suitable with specific characteristics 
of Vietnamese public service) is applied to conduct the research. The model has six key factors measuring 
service quality: Reliability, Assurance, Empathy, Responsiveness, Tangibles, Administrative Procedure and 
one factor measuring the business satisfaction. From this model, six hypotheses are produced. 
After analyzing the survey data by using exploratory factor analysis, running the regression, there are four 
accepted hypotheses: (1) Information about administrative procedure is positively affected on the business 
satisfaction; (2) Assurance is positively associated with the business satisfaction; (3) Responsiveness 
affects positively on the business satisfaction; (4) Suitable administrative procedure positively correlates 
with the business satisfaction. 
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