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TOM TAT

Nghién ctiu nay nham muc tiéu xac dinh cac yéu t6 anh hudng va do ludng muc do anh hudng clia ting yéu t6 dén su hai
Idng ctia doanh nghiép khi sir dung dich vu hanh chinh thué trén dia ban huyén Sapa, tinh Lao Cai. D& thuc hién nghién ctiu,
nhom téc gia st dung két luan chia Lassas va cong su (2000), vé méi quan hé gilita chat lugng dich vu va su hai long clia khach
hang, két hgp véi mo hinh chat lugng dich vu ctia Parasuraman va cong su, dong thoi khao sat 07 chuyén gia, tir d6 xay dung
mo hinh nghién ctu. Thong qua khao sat 324 doanh nghiép dang st dung dich vu hanh chinh thué trén dia ban huyén Sapa,
tinh Lao Cai, két qua phan tich da chi ra rdng, trong 06 yéu t8 dugc dé xuét, c6 di ca s& dé két luan 05 yéu t§ anh hudng dén
su hai long ctia doanh nghiép khi st dung dich vu hanh chinh thué trén dia ban huyén Sapa, tinh Lao Cai. Trong d6, yéu t6 c6
muc dé anh hudng manh nhat la Su déng cam, ti€p dén la cac yéu té Su'tin cdy, Su ddp tng, Su déi méi va cudi cling la yéu té
Phuong tién hiu hinh. Trén ca s& két qua clia nghién clu, nhém tac gia da dé xudt mét s6 khuyén nghi nham nang cao chat
lugng dich vu hanh chinh thué, dap ng yéu cau clia cac doanh nghiép trén dia ban huyén Sa Pa, tinh Lao Cai.
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ABSTRACT

This research has two main objectives: to determine influential factors and to measure the influence of each factor on the
enterprises’ satisfation when using tax administrative services in Sapa district, Lao Cai. In order to build the research model, the
authors used the conclusions of Lassas et all (2000) on the relationship between service quality and customer satisfaction, in
combination with service quality model of Parasuraman et all, and carired out a survey of 7 experts. The results from a survey of
324 enterprises using tax administrative services in Sapa district show that there are strong grounds to conclude that 5 out of 6
factors proposed affect the satisfaction of enterprises when using tax administrative services in Sapa district, Lao Cai province.
The most influential factor is Empathy, followed by Trust, Response, Innovation, and finally Tangible media. Based on the results,
the authors also proposed some recommendations to improve the quality of tax administrative services to meet the
requirements of enterprises in Sa Pa district, Lao Cai province.
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