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TOM TAT

Nghién ctru nay xay dwng va kiém dinh mé hinh chét lwong trong linh vuc dich vu hanh chinh cong. D liéu khdo
sat dwoc thu thap tir 314 ca nhan va té chirc da str dung nam loai dich vu cong tai thanh phé Cao Bang. Két qua
phan tich SEM cho thay, chéat lwong dich vu hanh chinh cong voi bbn thanh phan: (1) Chéat lwong nhan vién; (2)
Co s& vat chat; (3) Tiép can dé dang va (4) Quy trinh dich vu. Trong do, Chét lwong nhén vién (gdbm: Nghiép vu va
Thai dé phuc vuy) tac ddng manh nhat dén sy hai long clia ngwoi dan.
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ABSTRACT

This study developes and tests model of quality in the field of public administrative services. Survey data includes
314 individuals and organizations who have used five types of public services in Cao Bang city. SEM analysis
indicates that the quality of public administrative services includes four components: (1) staff quality, (2) facilities,
(3) accessibility and (4) service processes. In particular, staff quality (i.e: professional skills and service attitude)
has the strongest effect on people satisfaction.
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