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CHAT LUONG DICH VU THU TUC HAI QUAN VNACCS/VCIS
P01 VG HANG HOA XUAT NHAP KHAU TAI CUCHAI QUAN BINH PHUGC

NGUYEN QUANG VINH, NGUYEN VAN HAO

Hé thong thong quan tu déng va Co ché mét cia quéc gia (VNACCS/VCIS) ra ddi véi muc dich phuc
vu t6t hon céng déng doanh nghiép va han ché'téi da tiéu cu'c. Két qud nghién ciu khdo sdt vé
chdt lugng dich vu VNACCS/VCIS d6i véi hang héa xudt nhép khdu tai Cuc Hai quan tinh Binh
Phuéc i chi ra 6 yéu té dnh hudng, bao gom: Nhan luc, Thiét bi, Phdn mém, Phuong thiic quén
Iy;, Thi tuc, va Chi phi. Déng thai, bai viét dé xudt mét s6 ham y qudn tri dugc dé xudt tuong iing

tir két qud nghién ciru.

Tir khéa: Chdt luang dich vu, VNACCS/VCIS, Cuc Hdi quan Binh Phudc

QUALITY OF VNACCS/VCIS CUSTOMS PROCEDURE SERVICES
FOR IMPORT AND EXPORT GOODS AT BINH PHUOC
CUSTOMS DEPARTMENT

Nguyen Quang Vinh, Nguyen Van Hao

The automatic clearance system and the National
single window (VNACCS/VCIS) were created with
the aim of better serving the business community and
minimizing the negative. The results of the survey
on VNACCS/VCIS service quality for import and
export goods at the Customs Department of Binh
Phuoc province have pointed out 6 influencing
factors, including: Manpower, Equipment, Software
and Methods. Management, Procedures, and Costs.
From that situation, the authors propose some
corresponding administrative implications from the
research results.
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Gidi thiéu téng quan

Viét Nam da va dang hoi nhap kinh t& qudc t€ ngay
cang sau rdng, cung voi sy phét trién nhanh chong cua
khoa hoc, cong nghé doi hoi nganh Hai quan phai day
manh hon nita cai cach thu tuc hanh chinh va tng dung
khoa hoc, cong nghé vao hoat dong quan ly d€ vira tao
thuan loi cho doanh nghiép (DN) vita dam bao hiéu luc
va hiéu qua ctia quan ly nha nude. Cai cach, hién dai
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héa hai quan ciing xudt phat chinh tir yéu cau phat trién
hién dai hoa ctia nganh Hai quan, véi trong tam la cai
cach thu tuc hanh chinh hai quan dua trén phwong phap
quan ly hién dai theo hudng tuan thu cac chudn muc,
thong 1é va cam két qudc t€, ing dung cong nghé thong
tin nham don gian héa thti tuc, giam chi phi va rit ngin
thoi gian thdng quan hang hda xuét khau, nhap khau
tang hiéu qua quan ly nha nudc vé hai quan.

Tt ndm 2011, Chinh pht da c6 Chién luoc phat
trién Hai quan dén ndm 2020 (Quyét dinh sd 448/
QD-TTg ngay 25/3/2011). Bén canh d6, B Tai chinh,
Tong cuc Hai quan va Cuc Hai quan cac tinh, thanh
phd da chu dong, tich cwc trién khai quyét liét voi
nhiéu giai phdp déng b, xay dung va ban hanh céc
ké hoach cai cach phat trién va hién dai hdéa (Quyét
dinh 1514/QD-BTC, Quyét dinh s 1614/QD-BTC).
Trong s6 d6, Hé thong thong quan tw déng va Co ché
mét ctra qudc gia (VNACCS/VCIS) thudc Du én “Xay
dung, trién khai hai quan dién t& va co ché€ mot clra
qudc gia phuc vu hién dai hoa hai quan tai Viét Nam”
do Chinh phu Nhat Ban vién tro tir thang 4/2014 da
lam thay d6i can ban phuwong thitc quan ly cua Hai
quan Viét Nam ttr tht cdng sang tu dong hoda va tin
hoc hoa, nang cao hiéu qua quan ly nha nudc va tao
thuan loi cho DN khi lam thu tuc thong quan.

VNACCS/VCIS duoc thiét ké nhiéu chirc nang dé
dap Gng yéu cau codng tac nghiép vu cua Hai quan
Viét Nam nhu: (i) Khai bao dién tw; (ii) hé thong
tiép nhan ban khai hang hoéa, ching tit va théng
quan dién tir d6i véi tau bién; (iii) Hoa don dién tw;
(iv) Thanh toan dién tit; (v) C/O dién tk; (vi) Thong
quan va giai phdng hang; (vii) Giam sat va kiém
soat... So vo6i hé thong hién hanh, VNACCS/VCIS
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c6 diém méi la tap trung ca 3 khau: HINH 1: QUY TRINH VAN HANH HE THONG VNACCS/VCIS

trudc, trong va sau thong quan. Chtrc
ndng khac cia VNACCS/VCIS la két
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Sau nhiéu nam trién khai va 4p dung
VNACCS/VCIS (k€ ttir 2014), bén canh
nhiing loi ich mang lai nhu gép phéan giam thoi gian
thong quan, giam thoi gian va chi phi cho DN, duoc
cong dong DN dong tinh ting ho thi VNACCS/VCIS
van con nhitng ton tai, han ché. Két qua nghién ctru
khao sat nam 2015 do Tong cuc Hai quan, Phong
Thwrong mai va Cong nghiép Viét Nam, Co quan phat
trién qudc té Hoa Ky phéi hop thuc hién, cho thdy han
ché, ton tai gom: (i) Co s ha tang cong nghé théng tin
chua dong bo; (ii) Buong truyén cham; (iii) Su hd tro
cua can b cong chirc chwa kip thoi; (iv) Mot s6 can
bd cong chikc con gay phién ha, nhiing nhiéu; (v) Van
con can bo cdng chire yéu vé nghiép vy; (vi) Quy dinh
vé thu tuc hai quan va cac quy dinh ctia cac by, nganh
khac c6 lién quan trong linh viee hai quan con cé sy
chong chéo, bat cap.

La mot don vi trong nganh Hai quan, Hai quan
Binh Phude cling khdng tranh khoi nhitng han chénéu
trén. Theo két qua khao sat so bd y kién DN vé hoat
dong ctia Hai quan Binh Phwéc nam 2014, c6 17,14%
DN khi tham gia lam thu tuc hai quan tai Hai quan
Binh Phwdéc phai chi tra chi phi khong chinh thic;
44,74% DN tra 10i cho biét qua trinh 1am cham thu tuc
thong quan la do can bg, cong chirc; 77,27% DN cho
rang chua cd su phdi hop dong bo gitta Hai quan Binh
Phwdc va co quan khac ¢d lién quan; 59,09% DN chua
duoc can b hai quan hudng dan tan tinh; 16,67% DN
khong dwoc tham gia cac 16p tap huédn dao tao, v.v...

Co sé ly thuyét

Trong s6 cac mo6 hinh nghién cttu vé chét luong
dich vu (CLDV) ctia cac hoc gia trén thé gidi, mé hinh
ctia Gronroos (1984) stt dung 3 tiéu chi d€ do luwong
CLDV: (i) chét lwgng ky thuét; (ii) chdt lwong chtic
nang va (iii) chat lwong hinh anh. Parasuraman va
cong su (1985) dinh nghia CLDV la khoang cach gitra

Ngudn: Cuc Cong nghé thong tin va Thding ké-Tong cuc Hdi quan, 2016

st mong doi ctia khach hang va nhan thttc ctia ho khi
da stt dung qua dich vu véi mo hinh cac yéu t6 anh
huong dén CLDV, bao gom: (i) nhan thitc ctia DN vé
khach hang, (ii) ky vong ctia khach hang d6i véi san
pham/dich vy, (iii) cac tiéu chuan CLDV, dich vu thuc
t& cung cap, (iv) thong tin vé CLDV khach hang co
duoc, (v) dich vu khach hang nhan dwoc, va (vi) ky
vong cua khach hang vé dich vu.

Nghién citu cia chuyén gia da chi ra 6 yéu té tac
déng dén chat lugng thuc hién géom: (i) yéu té
qudc té; (i) yéu té qudc gia; (iii) tu duy nhan thiic
va quan diém cta lanh dao nganh hai quan; (iv)
c0 cadu bé may, trinh d6 t8 chiic; (v) co sé vat chat
ky thuat, trinh do khoa hoc cong nghé; va (vi)
nguén nhan luc ctia co quan.

M6 hinh tong hop CLDV cua Brogowicz (1990)
lai dé cap dén 3 yéu t6: (i) hinh anh cong ty; (ii) cac
yéu t6 anh huong tir bén ngoai va (iii) cac hoat dong
marketing truyén théng la cac yéu t6 anh huong toi
chat lvong ky thuét va chie nang ky vong ctia san
phdm. Theo Cronin va Taylor (1992), CLDV duoc
danh gia chi thong quan nhan thitc ctia khach hang
ma khong cé danh gia vé CLDV trong su ky vong ctia
khach hang, khéng co trong s6 cho tirng thanh phan
CLDV. Dabholkar va cdng su (2000) xem xét cac yéu
to tién dé, trung gian va két qua cua CLDV nhu cac
yéu t6 duoc xem la tién dé giap CLDV t6t hon va méi
quan hé gitta CLDV véi sy hai long khach hang va y
dinh hanh vi khach hang.

Lién quan dén CLDV thu tuc hai quan dién t
(TTHQDT) tai Viét Nam, gan day nhat c6 nghién
ctru ctia Nguyén Bang Théang (2014) da chi ra 6 yéu
t0 tac dong dén chat luong thuc hién gom: (i) yéu t6
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BANG 1: KET QUA PHAN TiCH HOI QuY

Hé s6 chudn héa

Hé s chua chuan héa
M0 hinh ’

B Dé léch chuan Beta
1 Hangsd -0,037 0,217
2 Nhén luc 0,130 0,046 0,142
3 Thiét bi 0,211 0,041 0,234
4 Phan mém 0,109 0,038 0,121
5 Phuongthitcquanly 0,200 0,056 0,170
6 Thituc 0316 0,055 0,298
7  Chiphi 0,119 0,034 0,171

qudc t&; (ii) yéu t6 qudc gia; (iii) tw duy nhan thic va
quan diém cua lanh dao nganh hai quan; (iv) co cdu
bd may, trinh d6 t6 chitc; (v) co sé vat chat ky thuat,
trinh d6 khoa hoc c6ng nghé; va (vi) nguén nhan luc
ctia co quan. Tt két qua nay, tac gia da dé xuat 10 giai
phap cai thién thuc trang thwe hién TTHQDT: (i) day
manh hoan thién dp dung chudn muc khai bao trudc;
(ii) ap dung chudn muc thong quan trudc; (iii) nang
cao ap dung quan ly rui ro; (iv) ddy manh, mo rong
chuén muc giam ching tr thwong mai; (v) xac dinh
xuat x& tw ddng; (vi) trién khai tinh gid tw dong; (vii)
hoan thién tng dung chudn muc ap thué ty dong;
(viii) hoan thién chudn muc ndp thué ty déng; (ix)
nang cao muec tu dong thong quan dién t; va (x) mo
rong trao d6i thong tin dién tt.

Bén canh d¢, tac gia cing dé xuat tiép 5 giai phap
hoan thién TTHQDT cua Viét Nam theo hudng ap
dung cac chuan muc hai quan hién dai nhu: (i) tiép
tuc nang cao nhan thiec vé vai tro, 1oi ich viée thuc
hién TTHQDT theo hudéng ap dung cac chuan muc
hai quan hién dai; (ii) stta d8i, b8 sung, ban hanh
méi khung phép luat vé thu tuc hai quan dién tw;
(iii) day manh tng dung cong nghé thong tin trong
hoan thién TTHQDT; (iv) d6i mdi t6 chic b mdy
nganh Hai quan theo yéu cau hoan thién TTHQDT;
va (v) phat trién ngudn nhan luc ddp tng yéu cau
hoan thién TTHQDT.

Phuong phap nghién ciu

10 can bd quan ly c¢6 nhiém vu lién quan dén
VNACCS/VCIS thudc cac don vi ctia Hai quan Binh
Phudc duge moi tham gia phong van cung dai dién 10
DN dang lam thu tuc hai quan qua VNACCS/VCIS tai
Cuc Hai quan Binh Phudc dé xac dinh cac yéu td anh
huwong dua vao mo hinh nghién ctru cung cac thang do.
Néi dung thao luan bao gom kiém tra chat lwong cta cac
cau hoi trong bang khao sat, loai bo cac néi dung trung
lap trong thang do.

66

Két qua thao luan dua dén
md hinh nghién cttu dé xudt

Sig.
J vé chat lwong dich vu thu tuc
-0,170 0,865 hai quan dién t& VNACCS/
2,807 0,005 VCIS d6i véi hang hda xuét
5148 0000 nhap khau tai Cuc Hai quan
283 0005 Binh Phudc gom 6 yéu t6
3508 0,000 anh huong V01N30 bién quan
sat tac dong dén CLDV cua

5,785 0,000

VNACCS/VCIS:
3,470 0,001

H1: Nhan lgc anh huwong
cung chiéu dén CLDV cua
VNACCS/VCIS tai Hai quan

Ngudn: Nghién ciu cia nhom tdc gid

Binh Phudc.

H2: Thiét bi anh huong cung chiéu dén CLDV ctia
VNACCS/VCIS tai Hai quan Binh Phuwéc.

H3: Phan mém anh huwong cung chiéu dén CLDV
ctia VNACCS/VCIS tai Hai quan Binh Phudc.

H4: Phuong thiic quan ly anh huong cling chiéu dén
CLDV ctia VNACCS/VCIS tai Hai quan Binh Phudc.

H5: Th tuc anh hwong cting chiéu dén CLDV ctia
VNACCS/VCIS tai Hai quan Binh Phuwéc.

Heé6: Chi phi anh hudéng cung chiéu dén CLDV cua
VNACCS/VCIS tai Hai quan Binh Phuwéc.
Phan tich dit liéu khao sat

250 DN da phan hoi Phiéu khao sat voi Bang cau
hoi xay dung vdi thang do ctia 6 yéu t8 anh huong va
thang do vé CLDV. Dt liéu khao sat cung bang cau
hoi da duoc kiém tra vé tinh chinh xac va do tin cay,
dam bao sy phtt hop ctia mo hinh trong cac phuwong
phép phan tich. Cac phuong phap phan tich gom:
Phéan tich nhan t6kham pha (EFA), Hé s6 twong quan,
va Héi quy cho céc bién cing mé hinh nghién ctu
kem cac gia thuyét duoc thuc hién.

Két qua phan tich hoi quy cac bién trong mo hinh
nghién ctu dé xudt cho gia tri R2 hiéu chinh 1a 0,587;
cac hé s6 Beta chuén hda (vdi gia tri Sig. déu nho hon
0,05) twong tmg vai cac bién doc lap la: Thu tuc (Beta
= 0,298), Thiét bi (Beta = 0,234), Chi phi (Beta = 0,171),
Phuong thitc quan ly (Beta = 0,170), Nhan luc (Beta =
0,142), va Phan mém (Beta = 0,121). Két qua phan tich
nay cling dan dén két luan ca 6 gia thuyét nghién ctru
déu duwgc chiing minh.

Ham y quan tri déi véi Cuc Hai quan Binh Phuéc

Véi cac két qua nghién ctu trén, nhom tac gia dé
xudt mot s3 giai phap nham nang cao chat lwong dich
vu tha tuc hai quan VNACCS/VCIS hang hoéa xuét
nhép khau tai Cuc Hai quan Binh Phude. Cu thé:



Ve thii tuc hadi quan

DAy manh cai cach thu tuc hanh chinh va Gng
dung CNTT trong linh vuc Hai quan; Phé6i hgp véi co
quan lién quan thao g& kho khan cho DN. Cung véi
do, kién nghi By Tai chinh can sém nghién ctu stra
ddi, b8 sung Quyét dinh 2026/2015/QD-TTg ctia Thu
twdng Chinh phu, theo hudng giam bét tha tuc hanh
chinh, don gian hoa bién phap quan ly hai quan, tao
thuén loi, giam chi phi va thoi gian thong quan hang
héa. Bong thoi, tham van DN trong xay dung chinh
sach; Tap huén kip thoi cho DN khi ¢é van ban, quy
dinh moi phat sinh.

Ve thiét bi

Dau tw dong bd tir phan mém dén thiét bi; Ra soat lai
toan b trang thiét bi ctia hé théng VNACCS/VCIS dang
van hanh, xay dung 16 trinh thay thé, nang cip thiét bi;
Tiép tuc dau tu, trang bi hé thong thiét bi giam sat, may
soi d€ rtit ngan thoi gian thong quan. Cling véi d6, thure
hién néang cap hé thdng duong truyén, dam bao toc do
truyén nhan va phan hoi théng tin, tranh viéc bi nghén
mang do cac truc dit liéu chinh bi qua tai; Kién toan lai
cac nhém hd trg, phan hoi thong tin cho DN vuéng mac
trong qua trinh thiee hién tha tuc hai quan

Vé chi phi

Trién khai tng dung CNTT trong quy trinh
nghiép vu Hai quan nham giam chi phi va thoi gian
cho DN; Phéi hop v6i cac bd, nganh lién quan ra soét
lai cac quy dinh lién quan dén chuyén luong do déi
véi DN. Ngoai ra, tién hanh do thoi gian trung binh
giai phéng hang hang ndm dé€ xac dinh cac nguyén
nhan tri hoan va kéo dai thoi gian thong quan; Téng
cuong cac bién phap ky luat, ky cuong ddi voi cong
chtc, han ché t6i da viéc nhiing nhiéu DN, t6 chike cdc
doan thanh tra, kiém tra dot xuat d€ phat hién va xu
ly cac truong hop nhiing nhiéu.

Veé quan ly

Tang cuong quan hé déi tac Hai quan — DN trén
tinh than tw nguyén, trao doi, chia sé thong tin phuc
vu cho cong tac quan ly, kiém tra, kiém soat, ddu tranh
phong chong gian 1an thuwong mai, van chuyén trai
phép hang hoa...; Pay manh cong tac tuyén truyén,
pho bién kién thic vé phap luat hai quan dwdi nhiéu
hinh thitc nhw website Cuc, trén phuong tién thong
tin dai chuing, phat hanh to roi, t6 chirc tap hudn, hoi
nghi d6i thoai hai quan — DN; Téng cuong tham véan
trong xay dung chinh sach, phap luat vé hai quan, 1ay
y kién rdng rai trong va ngoai nganh, cac ddi tuong
lién quan, tiép thu va giai trinh y kién tham gia mot
cach nghiém tdc va cong khai.

Vé nhan luc
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Dao tao can b, cdng chirc d€ nang cao trinh do vé
chuyén mon, CNTT, cung pham chét chinh tri t6t, ¢
dao dttc nghé nghiép; Kién toan by mdy t6 chirc theo
hwéng trong sach, viing manh, trong dé chu trong
phat trién nang lyc quan ly diéu hanh cho doi ngi
lanh dao; X4y dung chuan muyc van minh cong s bao
gom van hda ting xtt, tdc phong lam viéc.

Veé phiin mém

Diéu chinh hé théng két hop voi diéu chinh chinh
sach; Nang cdp duong truyén dir liéu tir Tong cuc Hai
quan dén Cuc Hai quan Binh Phuéc va tir Cuc Hai quan
Binh Phudc di cac Chi cuc théng quan, dam bao déng
bd duong truyén, dong thoi c6 duong truyén dy phong,
khéng dé xay ra tinh trang nghén mang hay gian doan;
Tang cuong dau tu cac trang, thiét bi an ninh an toan
ca vé phan cting 1an phan mém, 4p dung chit ky s vao
tat ca cac hoat dong nghiép vu phat sinh trén hé thong
VNACCS/VCIS nham dam bao tinh toan ven, tinh tin
cay va tinh khong thé phu nhan cta di liéu trao déi;
Phoi hop véi cac cong ty cung cap phan mém thuong
xuyén dao tao, tap huan cho DN d€ho ngay cang chuyén
nghiép hon khi tham gia hé thdng; Hoan thién hé thong
thong quan te dong VNACCS/VCIS, tap trung xt ly cac
thu tuc hai quan con nhiéu bat cap theo hudéng thay déi
phuong thiic quan ly, hién dai hoa; Thuc hién két ndi,
trao d6i thong tin bang phuong thiic dién tir vé hang
hoa tai cac ctra khau nham giam thiéu ho so gidy to,
nang cao hiéu qua quan ly nha nudc d6i vdi hang hoa,
container tai cac ctra khau.
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