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1
MO PAU
1. Tinh cép thiét ciia dé tai

Trong xu thé hdi nhap kinh té qudc té, nén kinh té nudc ta dan di vao phat trién
6n dinh, v6i sy hoi nhap cua nhiéu thanh phan kinh té, cac ché do chinh sach ctia nudc
ta c6 nhiéu thay d6i nham phu hop véi thuc tién. Nganh Hai quan khong ngoai xu thé
chung do, viéc thuc hién déng tho1 hai muc tiéu chéng buodn lau, gian 1an thuong mai
gan voi tao diéu kién thong thoang cho doanh nghiép hoat dong xuat nhap khau con rat
nhiéu han ché. Nhitng vuéng mic trong viéc quan 1y hai quan ddi voi hoat dong xuat
nhap khau nhu gay phién ha, sach nhiéu hodc 13 thi tuc hai quan con bat hop 1y, giy
ling phi tién cia va thoi gian ctia doanh nhan, 1am nan long hodc mat co hoi kinh
doanh cua ho, han ché stc canh tranh va thu hat dau tu dang tré nén bic xtc doi hoi
phai thao g&. Do dé viéc danh gia su hai 1ong cua doanh nghiép ddi véi chat lugng
dich vu Hai quan 1a mot trong nhitng nghién ciru khong thé thiéu cua cac doanh nghiép
nham nhan biét dugc doanh nghiép danh gia chat lugng dich vu nhu thé nao? T d6
gitp cho Hai quan Kién Giang nhan biét dugc nhitng diém manh can phat huy va
nhimg diém yéu can khac phuc. Trong linh vyc Hai quan, ngdy cang nhiéu doanh
nghiép tham gia hoat dong xuat khau, nhap khau va cac dich vu cung cép cho doanh
nghiép ngay cang dugc hoan thién dé pht hop voi xu hudng hién tai.

Qua ¥ kién phan anh, kién nghi ciia cic doanh nghiép hoat dong xuat nhap khau
va Bdo cdo 01 ndm thuc hién Tuyén ngoén phuc vu khéch hang da duogc trinh bay tai
Hoi nghi Tong két Nganh nim 2013, nhan thiy nganh Hai quan da dat duoc nhiing
thanh cong nhat dinh trong cong cudc cai cach, phat trién, hién dai héa. Nhung ciing
con mot sb ton tai trong viéc thuc hi¢n hoat dong Hai quan nhu: Mot s6 bd phan can
bd, cong chuc Hai quan chua nhan thic rd dugc vai tro, trach nhiém cua minh dé
phén d4u thyuc hién, lam viéc con cam chung hodc gay phién ha, sach nhiéu, tiéu cuc
lam anh hudng dén hinh anh, uy tin va gy can trd qué trinh thyc hién cia Nganh; mot
s6 linh vyc Hai quan ma doanh nghiép chua hai 1ong (Liém chinh; Xt 1y vi pham va
khiéu nai; Xét mién, giam, hoan thué; Tuyén truyén giai dap phap luat).

Trudce tinh hinh do, viéc nghién ctru danh gia dung thuc trang chét luong dich vu
Hai quan va dua ra cac kién nghi, dé xuét cac giai phdp nham hoan thién ché d6 quan
ly Nha nuéc vé Hai quan. Do viy dé tai “PO LUONG SU HAI LONG CUA
DOANH NGHIEP POI VOI CHAT LUQNG DICH VU HAI QUAN TINH KIEN

GIANG” dugc nghién ctiru nham dwa ra mot sé giai phap nang cao hiéu qua quan 1y va
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tao thuan loi hon cho doanh nghiép hoat dong xuat nhap khau.
2. Muc tiéu nghién ctru
Muc tiéu chinh cta luin vin 1a danh gia mac do hai 1ong cia DN ddi voi
CLDV tai Cuc Hai quan Kién Giang. Tir d6 dé xuit mot sd giai phap ning cao su hai
1ong ctia DN dbi véi CLDV nay.
Muc tiéu cu thé nhu sau:
- Xac dinh cac yéu td ciu tao nén chat lugng dich vu trong hoat dong Hai quan.
- X4y dyng thang do cic thanh phan chat lugng dich vu trong linh vuc Hai quan.
- Kiém dinh gia thuyét nghién ctru vé mdi quan hé gitta cic thanh phan chat
luong dich vu tac dong dén su hai 1ong ctia doanh nghiép.
- So sanh sy khéc biét vé mirc d6 hai 1ong dbi voi chat lwong dich vy hai quan tai
Cuc Hai quan Kién Giang giita cac d6i tugng khac nhau vé gidi tinh, chtrc vu, s nim
tham gia hoat dong thu tuc hai quan, loai hinh doanh nghi¢p, dac diém doanh nghiép,
linh vuc hoat dong chinh, phuong thirc thuc hi¢n thu tuc hai quan,...
- Dya vao két qua phan tich, dua ra cac dé xuét, giai phap can thiét nham nang
cao chat lugng dich vy hai quan cua Cuc Hai quan Kién Giang.
3. Cau héi nghién ciru
Cdu hoi 1: Cac yéu tb tao nén chat luong dich vu hai quan 1a gi? Mic d6 quan
trong ctia timg yéu t6 ddi v6i su hai 1ong ctia doanh nghiép nhu thé nao?
Cdu hoi 2: Doanh nghiép da hai long véi chat lugng dich vu Hai quan ctuia Cuc
Hai quan Kién Giang chua? Can phat huy va cai thién nhimng yéu té nio dé nang cao
chét lugng dich vy hai quan?
Cdu hoi 3: Nhitng giai phap nao thyc sy hiéu qua cho viéc nang cao chét luong
dich vy hai quan tai Cuc Hai quan Kién Giang?
4. Poi twong va pham vi nghién ciru
Luan van chi tap trung nghién ctru sy hai long cua doanh nghi¢p tham gia hoat
dong hai quan tai Cuc Hai quan Kién Giang.
- Poi twong nghién ctiru: Luan van thyc hién diéu tra truc tiép cac doanh nghi¢p
tham gia hoat dong Hai quan tai Cuc Hai quan Kién Giang dé nghién ctru dbi tuong
doanh nghiép tham gia trong vi¢c danh gia mirc do hai long cua ho.

- Pham vi nghién ctru: Cic doanh nghiép duoc khao sat 1a nhiing doanh nghiép
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tryc tiép va gian tiép tham gia hoat dong Hai quan tai Cuc Hai quan Kién Giang. Cong
tac khao sat s6 liéu so cap nham phuc vu nghién ctru ludn van dugc thuc hién trong 02
thang (thang 11, thang 12 ndm 2013). Ngoai ra cong tac thu thap sb liéu tht cp (s6
liéu théng ké ctua Cuc Hai quan Kién Giang, Tong cuc Hai quan) duoc st dung trong
thoi gian phii hop véi timg thoi diém nghién ctru ciia luan van.

5. Phuong phap nghién ciru

- Noi dung cua bai luan dugc nghién ctru theo phuong phap nghién ctru dinh tinh
két hop v6i cac phuong phap thong ké, phan tich, tong hop va dién dich... Cu thé:

+ Trén co s& ndi dung dé tai dat ra, thuc hién thu thap, théng ké sb liéu tir cac
bao cao téng két cua cac co quan, don vi ¢6 lién quan nhu: Téng cuc Hai quan, Cuc
Théng ké tinh Kién Giang, Cuc Hai quan Kién Giang,....; tham khao cic quy dinh,
van ban cua Nha nudc va céac tai li€u, tap chi tir cdc co quan, ban nganh, céac dé tai
nghién ctru c6 lién quan....

+ Thao luan d6i v6i doanh nghiép.

+ Thyc hién so sanh, phan tich so liéu dé dua ra cac danh gia vé tinh hinh thyc té
va tim hiéu nguyén nhan vé nhitng két qua dat duoc ciing nhu nhitng khé khan, ton tai
trong qua trinh cung cdp dich vu Hai quan cho cac Doanh nghiép dang hoat dong xuat
khau, nhap khau dé tir 46 dua ra cac giai phap cu thé.

- Bai luan ciing sit dung phuong phap nghién ctru dinh lugng thong qua phong
van tryc tiép bang bang ciu hoi chinh thirc va phan tich sé liéu diéu tra bang phan
mém SPSS 16.0.

Nghién ctru van dung mé hinh SERVQUAL (hodc cac mé hinh phu hop khac
da dwge hoc). Thang do dugc danh gia bang phuong phap phan tich nhan t6 kham pha
EFA va hé sé tin cdy Cronbach’s Alpha, sau d6 phan tich hdi quy boi dugc sir dung dé
kiém dinh m6 hinh nghién ctu.

6. Tinh hinh nghién ciru

Trén thé gidi da c6 rat nhiéu cong trinh, sach gido khoa, tai liéu nghién ciru dé
cap dén su hai long ctia doanh nghiép véi nhitng phuong phap nghién ctru va cach tiép
can van dé khac nhau nén dwa dén nhitng két luan khac nhau.

6.1. Tinh hinh nghién ctru ngoai nwée
O nudc ngoai, cong tac thyc hién nghién ciru cac dé tai mang tinh dinh lugng

da xuat hién rat lau doi va n6 dugc xem nhu 1a mot cong cu khong thé thieu doi véi
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cac td chirc, dic biét 1a cac td chic ¢ quy mo lon. Vi¢c thoa man khach hang trd
thanh mot tai san quan trong ddi voi cac doanh nghiép va to chirc trong nd lyc nang
cao chét lugng dich vy, gitr viing su trung thanh, nang cao nang luc canh tranh cua
doanh nghiép... Mot sb tac gia cho rang CLDV va sy hai long khach hang 13
d6ng nhat. Tuy nhién, c6 nhiéu nghién ctru cho rang CLDV va su hai long cua khach
hang 1 hai khai niém khac nhau. Theo Gronroos (1984) , CLDV s& tac dong dén su hai
long cua khach hang va tao nén sy trung thanh ctia khach hang. H¢ qua 1a doanh thu va
lgi nhuan cia doanh nghiép tang, dén luot no, s& tac dong tro lai doanh nghiép co diéu
kién cai thién hon nita CLDV khach hang. Quan ni¢m khéac ctia Zeithaml & Bitner
(2000), sy hai 1ong ctia khach hang 1a thai d¢ cua khach hang khi sir dung san pham hay
dich vy trong khi CLDV tép trung vao nhitng thanh phan cu thé cta dich vu. Nhiéu
nghién ciru da kiém dinh va chimg minh mdi quan hé giira CLDV va sy hai 1ong cia
khach hang (Cronin & Taylor,1992). Nhung rat it khi nghién ctru tép trung vao viéc
kiém dinh mirc do giai thich cac thanh phan CLDV dbi véi su hai long ciia khach hang,
dac biét trong nhirng nganh dich vu cu thé (Lassar & Ctg, 2000). Muc dd hai long cua
khach hang xem nhu 12 két qua, va chat lugng dich vu chinh 13 nguyén nhan.

Nam 1989, chi sd (barometer) do murc d¢ hai long dau tién duoc ra doi tai Thuy
Pién (Swedish Customer Satisfaction Barometer - SCSB) nham thiét 1ap chi sé hai
1ong cua khach hang ddi véi viéc mua va tiéu dung san pham - dich vu noi dia. Trong
nhiing niam sau d6, chi s6 nay duoc phat trién va img dung rong rii tai cac nudc phat
trién nhu My - ACSI, Na Uy — NCSI, Pan Mach - DCSI va cic qubc gia EU — ECSI
(1998). Chi s6 nay c6 thé thyuc hién trén phuong dién qudc gia (cic doanh nghiép, cac
nganh s& thoa man nhu thé nao ddi véi khach hang cia ho) hodc & goc do ndi bo nganh
(so sanh sy thda man cta cac doanh nghi¢p trong pham vi mot nganh) va so sanh gitra
cac thoi diém khac nhau (dé nhéan thdy su thay d6i). Tir d6, cac doanh nghiép co6 thé
biét duge vi thé, su danh gia cua khach hang ddi v6i doanh nghi¢p dé hoach dinh cac
muc tiéu va chién lugc kinh doanh.

Chi s6 hai hai 1ong ctia khach hang bao gdm cac nhan té (bién), mdi nhéan t6
duogc ciu thanh tir nhiéu yéu td cu thé (indicators, items) déc trung cia san phém hoac
dich vu. Su hai long khach hang (customer satisfaction) dugc dinh nghia nhu 1a mdt su

danh gia toan dién vé su sir dung mét dich vu hoic hoat dong sau ban cia doanh
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nghiép va day chinh 13 diém c6t 15i ctia mo hinh CSI. Xung quanh bién s6 nay 1a hé
thdng cac mdi quan hé nhan qué (cause and effect) xuat phat tir nhitng bién s6 khéi tao
nhu sw mong doi (expectations) cua khach hang, hinh dnh (image) doanh nghi¢p va
san pham, chat hegng cam nhéan (perceived quality) va gia tri cAm nhén (perceived
quality) vé san phém hodc dich vu kém theo dén cac bién sb két qua cua sy hai long
nhu sy trung thanh (customer loyalty) hay sw than phién cua khach hang (customer
complaints).

Trong md hinh chi sé hai 1ong cia My (ACSI), gia tri cam nhan chiu tic dong
boi chat lugng cdm nhan va sy mong doi cua khach hang. Khi d6, sy mong doi cua
khach hang c6 tac dong truc tiép dén chat luong cam nhan. Trén thuc té, khi mong doi
cang cao, c6 thé tiéu chuén vé chat lugng cam nhan cua khéach hang ddi véi san phém
cang cao hodc nguogc lai. Do vay, yéu cau vé chat lugng san phém va dich vu cung cép
cho khéch hang can phai dam bao va dugc thdéa man trén co sd sy hai long cua ho. Sy
hai long ctia khach hang dugc tao thanh trén co s¢ chat lwong cam nhan, su mong doi
va gia tri cam nhén, néu chat lugng va gia tri cam nhén cao hon sy mong doi s€ tao
nén long trung thanh d6i voi khach hang, truong hop nguoc lai, day 13 sy phan nan hay
su than phién vé san pham ma ho tiéu dung.

Mo hinh chi s6 hai 1ong chau Au (ECSI) c6 mot s6 khac biét nhat dinh. So véi
ACSI, hinh anh cua san phém, thuong hi€u c6 tac dong truc tiép dén su mong doi cua
khach hang, Khi d6, sy hai 1ong cua khach hang 1a sy tac dong tong hoa cta 4 nhan t6
hinh anh, gia tri cam nhan, chét lugng cam nhéan veé ca san phém hiru hinh va v6 hinh.
Thong thuong, chi s6 ACSI thuong ap dung cho linh vire cong con chi s6 ECSI thuong
mg dung do ludng cac san pham, cac nganh.

RO rang, diém manh cta cach tiép can nay la n6 lam dich chuyén ngay tic khéc
kinh nghiém tiéu dung, tao diéu kién cho viéc nghién ctru mdi quan hé nhan qua ddi
gifta cac yéu to cau thanh sy hai 1ong va sy trung thanh cta khach hang. Do vay, muc
tiéu dau tién cua viée tiép can theo ciu triic CSI 1a viéc giai thich sy trung thanh cia
khach hang d6i v6i mot san pham néi riéng hay mot doanh nghiép, mét qudc gia néi
chung théng qua chi s6 hai long khach hang khi chiu sy tac dong truc tiép hodc gian
tiép boi hinh anh, sy mong doi, chét lugng cam nhan (Vé san phém hoac dich vu) va

gid tri cdm nhan doi voi san pham va dich vu do.
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Véi cac két qua ciia nhimg nam nghién ciru da kham phé ra rang mot vai yéu to
tac dong dén su hai 1ong cua khach hang van c6 gia tri theo thoi gian, tuy nhién phan
16n cac yéu té duge cho 1a quan trong da thay doi theo thoi gian. Trén day 1a nhimng
cudc nghién ciru clia cac tac gia ngoai nudc tidu biéu qua ting thoi ky véi nhitng diéu
kién van hoa, kinh té, chinh tri, xa hoi... khong gidong nhu Viét Nam.

6.2. Tinh hinh nghién ctru trong nuéc

Tai Viét Nam da c6 mot sb cac cong trinh nghién curu lién quan dén sy hai long
cua khéach hang nhu:

Nghién ctru: “Panh gia mirc do hai 10ng cta ngudi ndp thué dbi voi chat lugng
dich vu tuyén truyén hd tro tai Cuc thué tinh Kién Giang” cua BS Vian Cuong (2012).
Thong qua s6 lidu so cap cia 305 mau nghién ctru va 4p dung phuong phap kiém dinh
Cronbach Alpha va phan tich EFA, ANOVA. Mirc d6 hai long cua ngudi ndp thué dbi
v6i chat lugng dich vu tuyén truyén hd tro tai Cuc Thué tinh Kién Giang gém 07 thanh
phan: (1) Cam thong, cong bang; (2) Tin cdy; (3) Pap ung; (4) Cong khai quy trinh;
(5) Nang lyc phuc vuy; (6) Co sé vat chét; (7) Cong khai cong vu. Muc do hai long cua
ngudi ndp duoc danh gia theo 5 bac: tir 5 1a rat dong y dén 1 1a rat khong dong y. Két
qua cho thay tat ca 07 nhéan td déu c6 y nghia vé mat thong ké. Pong thoi nghién ciu
cling da xac dinh muc do hai 10ng ctia ngudi ndp thué co sy khac biét giita cac dbi
tugng c6 trinh d6 hoc van khac nhau, gitta cac doanh nghiép c6 mirc von khac nhau.
Két qua cling cho thdy mic do hai long trung binh cua ting bién quan sat trong 07
nhém nhén t6 do ludng mirc d6 hai long ciia nguoi ndp thué thi déu dat trén mic
khong c6 ¥ kién nhung lai dat duéi muc dong y, chi duy nhat c6 mot sb bién quan st
c6 mirc hai 1ong trung binh trén mirc d6 dong y. Va tac gia da dé xuat mot sd giai phap
nham ting murc d6 hai long trung binh cia cac bién quan sat trong co so tac dong vao
viéc ban hanh cac chuidn muc danh cho cén b6 lam cong tac tuyén truyén hd tro, viée
bb tri can bd c6 nang lyc phi hop, cai tién cong nghé va hinh thirc tuyén truyén hd tro.

Lé Dan (2011) da dé& xuat phuong 4n danh gia sy hai 1ong vé dich vy hanh
chinh cong cuia cong dan va to chirc. Tac gia da dua vao co sé 1y thuyét va thyc trang
TTHC trong nhiing nim gan day tac gia da dé xuat mo hinh danh gia mic do hai long
cua cong dan va t6 chtrc d6i v6i dich vu hanh chinh bao gém 7 nhan to: (1) can bd

cong chire; (2) co so vat chét; (3) cong khai cong vu; (4) thu tuc quy trinh lam viéc; (5)
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thoi gian 1am viéc; (6) phi, 1& phi; va (7) co ché gidm sat, gop y. Tuy nhién, mé hinh
nay chua duoc nghién ctru chinh thirc va chua duoc kiém chimg thyc té vi tac gia chi
dimg lai ¢ viéc dé xuat phuong an, mo hinh nay twong d6i phu hop cho nghién ctru do
hai 1ong ddi v6i cac loai dich vu hanh chinh cong nén c6 thé lwa chon sir dung dua
vao.

Phan Téan Phat (2010) da thuc hién nghién ciru sy hai 1ong cta ngudi ndp thué
vé CLDV & phong tuyén truyén hd tro ciia Cuc thué tinh Bén Tre. Tac gia dua vao co
s& 1y thuyét va cac két qua nghién ciru trude vé CLDV, 1y thuyét vé do ludng va danh
gi4 thang do, trong d6 thang do SERVQUAL lam co s& 1y thuyét dé do luong su hai
1ong ctia nguoi ndp thué vé CLDV & Phong TTHT cila Cyc thué tinh Bén Tre. Tac gia
nghién ctru kham pha dua ra cac yéu té tac dong dén su hai 1ong ctia nguoi ndp thué,
dé xuat mo hinh nghién ciru ban dau cia dé tai c6 6 nhan t6: (1) co s vat chat; (2) do
tin cay; (3) dép ung; (4) nang lyc phuc vy; (5) su cam thong; va (6) tinh minh bach.
Sau khi danh gia so bo sir dung phuong phap hé s tin cdy Cronbach alpha, phan tich
nhan t6 kham pha EFA va phan tich hoi quy dé kiém dinh. Két qua nghién ciru cudi
cung cua dé tai chi con 3 nhén t6: (1) niang luc quan 1y va phuc vu; (2) tin cdy - dap
ung; va (3) co so vat chit co tac dong dén su hai long cua nguodi ndp thué. M6 hinh
nay tuong ddi phu hop cho viéc do ludong CLDV cong, tuy nhién nghién cru nay chi
tap trung ddi twong khach hang 1 nguoi ndp thué tai tinh Bén Tre.

Pinh Phi H6 (2011) da thuc hién nghién ctru yéu té anh huong su hai 1ong cia
cac doanh nghiép c6 von dau tu truc tiép nudc ngoai ddi véi dich vu hd tro ngudi ndp
thué. Tac gia dya vao co s& 1y thuyét va cac két qua nghién ciru trude vé sy hai long va
CLDV tién hanh thao luan va khao st thir v6i cac chuyén gia dua ra cic nhan t6 anh
hudng dén su hai long, dé xuat mé hinh tng dung cho dich vu hd trg ddi v6i cac doanh
nghiép c6 von dau tu ban dau cta dé tai gdm cé 5 nhan td: (1) Sy tin cdy cua doanh
nghiép ddi voi co quan thué; (2) Péap ung yéu cau ciia doanh nghiép; (3) Nang luc
phuc vu; (4) Sy dong cam d6i véi doanh nghiép; va (5) Phuong tién vat chat cia co
quan thué. Sau khi kiém dinh chat luong thang do va cac kiém dinh ctia mé hinh EFA,
nhan dién c6 7 nhéan t6 dai dién cho cac yéu té anh hudng dén hai long véi cac bién
dic trung ctia nhan t6 duoc sip xép lai khac voi mo hinh 1y thuyét ban dau nhu: (1)

DPam bao; (2) Pap tng; (3) Ho trg; (4) Phuong tién hitu hinh; (5) Tién loi; (6) Tin ciy;
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va (7) Cam thong c6 tac dong dén sy hai long cua doanh nghiép. Tuy nhién do nghién
clru nay moi xuat ban nén tac gia khong ké thira dé xay dung bang cau héi diéu tra trén
di¢én rong.

Ngoai nhirng cong trinh nghién ctru di trinh bay con c6 rat nhiéu cong trinh
nghién ciru trong va ngoai nudc c6 lién quan dén mot sé van dé vé noi dung dé tai nay.
Tuy nhién cic cong trinh nghién ctru nay dé cap dén phuong phap tiép can nghién ciru
chung, cac két qua nghién ctru tinh hudng cu thé ¢ cac nganh nghé khac nhau nhung
cling chic chin rang chua c6 cong trinh ndo nghién ctru tai Cuc Hai quan tinh Kién
Giang bang phuong phéap dinh tinh két hop dinh luong. Vi vay, luan vin nay sé co
nhimng diém khac biét so vdi cac nghién clru trudc day vé nganh nghé, thoi gian va dia
diém nghién ciru.

7. Péng gbp cia dé tai

Vé mit Iy luin: Van dung 1y thuyét vé phuong phap nghién ctru, thu thap thong
tin va phan tich, xt 1y s6 liéu thuc té vao viéc danh gia chat luong dich vy Hai quan tai
Hai quan Kién Giang. Qua nghién ctru gitip cho don vi c6 nhan dinh khach quan vé
chét lugng dich vy hai quan tai Cuc Hai quan Kién Giang hién nay.

Vé mit thye tién:

+ Qua danh gia chat luong dich vu Hai quan gop phan 1am cin cir mang tinh
khach quan dé co quan Hai quan xem xét hoan thién cic van ban phap 1y quan 1y Nha
nude vé Hai quan va tinh thuc thi cta cac quy dinh d6 trong qua trinh thyc hién.

+ Giap cho Cuc Hai quan Kién Giang nhin nhan khach quan vé nhitng diém thuc
té trong hoat dong Hai quan nham hoan thién hon nita cong tac thuc thi phap luat Hai
quan.

8. Két cAu ciia d@ tai

Ngoai cac phan nhu md dau, két ludn, tai liéu tham khao, phu luc...Lun vin
dugc cau thanh bsi 4 chuong nhu sau:

Chuong 1: Co so 1y thuyét va mé hinh nghién ctru

Chuong 2: Phuong phéap nghién ctru

Chuong 3: Két qua nghién ctru

Chuong 4: Két luan va dé xuét giai phap.
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CHUONG 1: COSO LY THUYET VA MO HINH NGHIEN CcUU

1.1. Khai niém vé cac loai dich vu
1.1.1. Khai niém dich vu

Theo Valarie A Zeithaml va Mary J Bitner (2000) thi “Dich vu la nhiing hanh
vi, qua trinh va céch thuc thyc hién mot cong viéc nao doé nham tao gia tri st dung cho
khach hang l1am thoa méan nhu ciu va mong doi cta khach hang”.

Dich vu 1a mot loai hang hoa phi vat chat bai cac dic diém khac véi cac loai
hang hoa théng thuong nhu: Tinh v6 hinh; tinh khéng dong nhét; tinh khong thé tach
10i; tinh khong thé cét trir; tinh khong co su chuyén giao quyén s¢ hiru. Nhitng dic
diém nay lam cho dich vu tr& nén khé dinh luong va khong thé nhan dang bang mat
thuong dugc.

Tinh v hinh: Dich vy khong giéng nhu nhiing loai san pham vt chat, khong
nhin duoc, khong nghe thay dugc, khong ngiri thiy duoc, khong ném duge trude khi
nguoi ta mua chung.

Tinh khong dong nhat: Khong c6 chat lugng dong nhat vi dich vu bat ngudn tir
su khac nhau vé tinh chit tim ly, trinh d§ cua nhan vién. Ngoai ra dich vu con chiu su
danh gia tr cdm nhén cua khach hang.

Tinh khong thé tach rdi: Dich vu thudng tao ra va st dung dong thoi. Pidu nay
khong dung v6i hang hoa vat chat dugc san xuat ra nhap kho, phan phdi thong qua
nhiéu nac trung gian mua ban, roi sau d6 méi dugc tidu dung. Pdi véi san pham hang
hoa, khach hang chi sit dung san phém o giai doan cudi cung, con ddi vé&i dich vu
khach hang dong hanh trong sudt hodc mot phan ctia qua trinh tao ra dich vu.

Tinh khong thé cét trit: Dich vu khong thé cat giit va luu hang hoa vao kho rdi
dem ban nhu nhiing loai hang héa khac. Khi nhu cdu 6n dinh thi tinh khong cét giir
cua dich vu s€ khong quan trong.

Tinh khong cé sy chuyén giao quyén so hiru: D6i véi san pham 1a hang hoa khi
ngudi mua san pham thi ngudi mua c6 quyén so hitu san pham d6, ngudi ban da trao
quyén so hitu cho ngudi mua. Nhung d6i voi san pham dich vy thi nguoi mua dich vu
chi nhan dugc sy phuc vy cia nhan vién phuc vy, khong hé c6 viée chuyén giao quyén

s& hiru.
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Nhu vay dich vu 1a mot loai hang héa phi vat chét, n6 khong c6 hinh dang, con
chét lugng thi khong déng nhat, khong cat trir dugc. Do 1a diém khéac biét cua dich vu
véi cac hang hoa thong thuong khac.

Co cau cac nganh dich vu hét strc phtic tap. O nhiéu nudc, ngudi ta chia nganh
dich vu ra thanh 3 nhom:

- Nhom céc dich vu kinh doanh: GOm vén tai, thong tin lién lac, tai chinh, bao
hiém, kinh doanh bAt dong san, cac dich vu nghé nghiép...

- Nhom céc dich vu tiéu dung: g@)m cac hoat dong ban budn, ban 1¢, du lich, cac
dich vu ca nhan (nhu y té, gido duc, thé dyc thé thao),...

- Nhém cac dich vu cong: g@)m cac dich vu hanh chinh cong, cac hoat dong
doan thé.

1.1.2. Khai niém vé dich vu cong
C6 nhiéu quan niém khac nhau vé dich vy cong, tuy nhién c6 thé hiéu “Dich vu
cong 1a dich vu do co quan Nha nuédc, cic to chirc phi chinh phu hay tu nhan thuc
hién”. Dua vao tinh chét va tac dung cua dich vu dugc cung tng thi dich vu cong duogc
chia 1am 03 nhém: dich vu hanh chinh cong, dich vu sy nghi¢p cong va dich vu cong ich.
1.1.3. Cac loai hinh dich vu cua nganh Hai quan

Hién nay, nganh Hai quan néi chung va Cuc Hai quan céc tinh, thanh phé noéi
riéng déu trién khai dich vu Hai quan dién tir gop phan vao thuc hién ké hoach cai
cach, phat trién hién dai hoa Hai quan v&1 muc tiéu ddi méi, hién dai hda mot cach
manh mé, toan dién cac mit cong tac Hai quan nhim ning cao ning luc quan 1y, tao
thuan 1g1 cho hoat dong giao luu thuong mai va thyc hién déy du cac cam két Quéc té.

Dich vu Hai quan dién tu: 1a mot thanh phén cua nganh dich vu st dung céc
phuong tién dién ti nham théa méan truc tiép nhirng nhu cau cua ca nhan, cac to chirc
kinh té xa hoi, cong dong dan cu dé thyc hién quyén va nghia vu vé linh virc Hai quan.
Vi du: khai bao hai quan dién tir, thong quan dién tir, tinh thué XNK, gidm sat hai
quan, tra ctru thong tin, giai dap vudng mic va tu van truc tuyén...

Do d6 cac loai hinh dich vu ma co quan Hai quan cung cip chi yéu 1a nhiing
dich vu Hai quan dién ttr, bao gém nhirng loai sau:

1.1.3.1. Tra ctiu, tim kiém thong tin
Dich vu tra ctru, tim kiém thong tin dién tur dugc tim théy tai cac céng thong tin

dién tir. Tai cong thong tin dién tir nguoi dan, cong dong doanh nghiép, cac td chirc
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kinh té- x4 hoi, can bd cong chirc va cac nha dau tu trong va ngoai nudc déu cé thé tra
ctru nhitng ndi dung sau: Danh muc hang hoa XNK; Biéu thué XNK; Phan loai hang
héa; Ma sd HS; Thu vién van ban dién tu; Ty gid hdi doai; Tinh trang ng thué va mot
s6 thong tin khac.

Ngoai ra, can bo cong chiic con cé thé sir dung cac chuong trinh nganh nhu:
Quan 1y rui ro, Ké toan 559, Chuong trinh tri gia tinh thué, Chuong trinh xir 1y vi
pham... dé tra ciru, tim kiém thong tin trén céc linh vuc cong tic Hai quan.

1.1.3.2. Tw van chinh sach phap luit va giai dip viréng mic

Hién nay, viéc tu van chinh sach phap luat va giai ddp vudng mic dugc thuc
hién chi yéu trén cong thong tin dién tir va ddi thoai doanh nghiép truc tuyén thong
qua cac chuong trinh Skype va hd trg thu tuc hai quan dién tir thong qua trinh duyét
teamviewer.

1.1.3.3. Khai bao Hai quan dién tir

Khai bao Hai quan dién tir 13 viéc nguodi khai Hai quan st dung cac chuong
trinh khai bao do co quan Hai quan cung cdp hodc duoc cung cip bai ddi tac khac dé
tao 1ap cac thong di€p dir li€u dién tr can khai béo theo khuon dang dinh san hop véi
chuan dir liéu ma co quan Hai quan da cong bd.

Khai bao Hai quan dién tir dugc thuc hién qua ph?m mém mién phi cua Hai
quan hodc phan mém co phi. Nguoi khai Hai quan tién hanh tao 1ap thong tin t& khai,
cac chung tir kém theo ctia b hd so nhu to khai trj gia, hoa don thuong mai, van don,
hop ddng...trén phan mém da dugc cai dat va cdu hinh két ndi dén co quan Hai quan.
Sau khi tao 1ap xong dit liéu, ngudi khai tién hanh khai bao dén co quan Hai quan. Néu
dir lidu dung va du s& dugc co quan Hai quan chip nhan va tra thong tin phan hoi vé
cho doanh nghiép. Con dit liéu khéng duoc chap nhan ciing c6 phan hdi dé doanh
nghiép sira chita va khai bo sung.

Thuén loi cta viée sitr dung phdm mém dé khai bao 1a dir liéu khai bao duoc luu
gift trén may tinh ciia doanh nghiép, do d6 doanh nghiép c6 thé sir dung lai dir liéu
doanh nghiép da dung cho cac lan khai bao sau. Ngoai ra, doanh nghiép con c6 thé
khai thac dir li¢u do6 cho cong tac quan 1y, bao cao, thanh khoan...

1.1.3.4. Thii tuc thong quan dién tir d6i véi hang hoa XNK
La viéc Gmg dung cong nghé thong tin vao tit ca cac khau trong quy trinh

nghi€p vu hai quan, bao gom: khai bao, ti€p nhan, ki€ém tra, phan luong, xac nhan
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thong quan, giam sat hang hoa déu dugc ty dong hoa 100%. Moi thong tin déu duoc
mi héa thong qua dudng truyén internet. Moi chung tir dién tir déu c6 gia tri nhu
ching tir gidy dé lam thu tuc Hai quan (trlr truong hop hang hoa thude dién phai kiém
tra chi tiét hd so va hang hoa thude dién phai kiém tra thuc té).

1.1.3.5. Thanh toan Hai quan

Vi¢c thanh toan Hai quan hién nay cling thyc hién thanh toan dién ti. Thanh
toan Hai quan dién tir 1a viéc thanh toan tién thong qua cic thong diép dién tir thay cho
trao tay tién mat. Viéc thanh toan dién tir s& gitip cac doanh nghiép lam giam céc chi
phi phat sinh, xir Iy, phan phdi, du trit va giam thiéu chi phi trong thu nhan thong tin,
gidm céc chi phi hanh chinh, chi phi v6 hinh trong qua trinh mua hang.

Viéc thanh toan dién tir con cho phép doanh nghiép c6 thé giam mic tén kho
cling nhu cac chi phi quan 1y dong thoi giup giam thoi gian trong qua trinh mua va
ban, tir khau thanh toan dén khau giao hang hoa va dich vu.

Ngoai ra, con c6 nhiing loi ich khac nhu quang céo cong ty, cai tién cac dich vu
cung cap cho khach hang, tim cac ddi tic mdi, don gian héa cac quy trinh, giam thoi
gian giao hang, ting hiéu qua, giam luu trir gidy to tai liéu, giam chi phi van tai ciing
nhu tang kha ndng dap g linh hoat.

1.2. Chit lwong dich vu va thang do chat lwong dich vu
1.2.1. Chét lwong dich vu

Ngay nay c6 nhiéu cach do luong CLDV bai do chét lugng san pham vo hinh
c6 nhimng dic trung khac so v6i nhiing san pham mang chét luong hiru hinh. Trong s6
nhiing nha nghién ciru vé chat luong dich vy Parasuraman 1a mot nha nghién ciru kha
noi tiéng vé linh vyc nay. Nam 1985, Parasuraman di dua ra mudi nhéan to quyét dinh chat
lugng dich vu. Va dén nam 1988, 6ng da khai quat hoa thanh 5 nhén t6 cu thé nhu sau:

- Sy tin cdy (reliability)

- Hiéu qua phuc vu (reponsiveness)

- Sy hiru hinh (tangibles)

- Su dam bao (assurance)

- Su cam thong (empathy)

Parasuraman & ctg (1985) da dua ra mo hinh nam khoang cach chét luong dich
vu va cho réng chét lugng dich vu 1a ham s6 cua khoang céach thtr nam. Khoang cach

thir nam nay phu thudc vao cac khoang cach trudc d6 (nghia la cac khoang cach 1, 2,
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3, 4). Vi thé dé rit ngin khoang cach thw 5 va gia tang chat luong dich vy, nha quan tri

dich vy can rit ngan cac khoang cach nay.

---p Dich vu ky vong
7y

E Khoang céch (5)
h 4

Dich vu cam nhan

KHACH HANG

Khoang céch (4)

Thong tin dén
khach hang

Dich vu chuyén giao

A

x
+ Khodang cach (3)
h 4
Chuyén d6i cam nhan
thanh tiéu chi chat lugng
4
+ Khoang cach (2)
v
Nhan thirc vé ky vong
cua khach hang

NHA TIEP THI

Khoang céch (1)

Hinh 1.1: M4 hinh chit lwong dich vu
Nguon: Parasuraman et al (1985, din theo Nguyén Pinh Tho et al, 2003)

Khodng cach 1 (Khodng cdach giita dich vu ki vong ciia khdach hang va Nhdn
thivc vé ky vong ciia khdch hang): 13 sai biét giira ky vong cua khach hang va cam
nhén cua nha cung cép dich vu vé ky vong d6. Su dién dich ky vong ctia khach hang
khi khong hiéu thau d4o cac dic trung chét lugng dich vy, dac trung khach hang tao ra
su sai biét nay.

Khodng cich 2 (Khodng cdch giia Nhin thirc vé ky vong ciia khdch hang va
Chuyén doi cin nhgn thanh tiéu chi chit lwong): Day 1a khoang cach khi nha tiép
thi khong dua ra dugc nhiing ti€u chuan cu thé vé viéc cung c?ip dich vu, hodc cac tiéu
chuan khong 1 rang hay khong twong xtmg véi ki vong cta khach hang, cho du nguoi
ra quyét dinh c6 thé hiéu chinh x4c nhiing gi ma khach hang muén.

Khodng cdch 3 (Khodng cich giiva Chuyén doi cam nhin thanh tiéu chi chit
Iwong va dich vu chuyén giao): Diéu nay xay ra khi ngudi truc tiép cung cap dich vu

(nhitng ngudi truc tiép 1am viéc véi khach hang) khong c6 dit kha nang cung cip dang
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chat luong dich vu dugc yéu cau. Co6 thé 1a do ning lyc khong phu hop, cong viéc
khong phu hop, khong dugce dao tao hoac co van dé trong lam viéc nhom. O giai doan
nay, vai trd ciia quan ly nhan sy va dao tao la rat quan trong dé han ché rui ro nay.
Khodng cdch 4 (Khodng cdch giita dich vu chuyén giao va thong tin dén
khdach hang): Nguyén nhan la do thong tin, cach thirc quang cdo, marketing t&1 khach
hang khong tuong déng v6i chat lugng thuc su cua dich vu. Ki vong ctua khéach hang
bi 4anh huodng rat 16n béi nhirng thong diép quang cdo ma nha cung cip dua téi cho ho.
Khach hang s€ dya vao do dé so sanh v&i cai minh can va cai minh thue sy nhan duoc.
Khodng cach 5 (Khodng cdach giiwa Dich vu ky vong va Dich vu cam nhdn):
Pay 1a viéc cta viéc khach hang hiéu sai chat luong ctia dich vu. Nguyén nhan 1a do
cac yéu to bén ngoai tac dong t6i ki vong ctia khach hang, vi du nhu kinh nghiém ban
than da sir dung san pham, dich vu tuong tu, hay anh hudéng bdi 1oi khuyén, gidi thiéu
clia ban bé va cac yéu t6 tuong ty khac. Nhitng yéu t6 nay vo hinh chung tao nén
“muong tugng” cua khach hang vé dich vu ma ho c6 thé s& nhan duoc cho du trong
hoan canh khac.
1.2.2. Thang do chit lugng dich vu
Duya trén dinh nghia truyén thong vé chat luong dich vu, Parasuraman di xay
dung thang do SERVQUAL dé danh gia chét luong dich vu gdm 22 bién thudc 5 thanh
phén dé do luong chit luong ky vong va dich vu cam nhan. Chét lugng dich vu dugc
do luong boi su mong doi va nhan dinh cua khach hang voi 5 nhém yéu t6 sau day:
- M§t la, su tin cdy (Reliability): Chat luong dich vu ma doanh nghiép dugc cung
ung dung hay khong ding véi nhitng thong tin hay 161 htra véi doanh nghiép.
- Hai la, sy dap tng (Responsiveness): sy mong mudn va sin sang ctia nhan vién
trong vi¢c cung ung dich vu nhanh chong.
- Ba la, nang luc phuc vu (Assurance): thé hién qua trinh d¢ chuyén moén va thai
d6 lich sy, niém no véi khach hang,
- Bon la, su déng cam (Empathy): su phuc vu chu ddo, sy quan tam dac biét doi
v6i khach hang va kha ning am hiéu nhitng nhu cau riéng biét ctia khach hang,
- Nam la, yéu té hiru hinh (Tangibles): cac phuong tién vat chat, trang thiét bi, tai

liéu quang cdo... va be ngoai nhan vién cua t6 chuc.
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1.2.3. Tiéu chi danh gia chit lwgng dich vu cong
Duya vao phuong phap tiép can theo qua trinh, thi hoat dong cung cap dich vu
hanh chinh cong cta bat ky mot co quan hanh chinh nha nudc nao ciing ¢ thé dugc

khai quat nhu sau:

Muc tiéu
y
Piu vao Qua trinh Piu ra Két qua cua
X , diu ra/ tac
- Ha tang co (hoat dong (Vén ban, giay dong
SO »| cla cac cong » t0 hanh chinh) |—» '
- Cong chtrc chtrc)
- Yéu cau

cua cong dan

Hinh 1.2: So' @ qua trinh tao ra dich vu hanh chinh

Theo so db trén, qué trinh tao ra dich vy hanh chinh 1a qué trinh chuyén hoa cac
yéu tb dau vao (cac yéu ciu, mong doi ctia ngudi dan, cac ngudn luc va cac yéu to
khac) thanh cac két qua dau ra (cac dich vu lam théa min nhitng nhu ciu cua nguoi
dan va cac yéu cau vé quan 1y nha nudc).

Theo cach tiép can nay, hé thong tiéu chi danh gia chat luong cua dich vu hanh
chinh céng phai phan anh dugc cac yéu td: Muc tiéu, dau vao, qué trinh, dau ra va két
qua ctia du ra (duoc luong hoa).

Tiéu chi vé muc tiéu hoat ddng ciia co quan hanh chinh nha nwée: Mbi co quan
déu c6 nhimg muyc tiéu cy thé ciia minh déng gép vao thuc hién muyc tiéu chung cia
quan 1y nha nudc theo sy phan cap hodc phan cong, phit hop véi chirc nang, nhiém vu
dugc phap luat qui dinh, nhim dam bao sy on dinh, trat ty va cong bang xa hoi trong
pham vi quan 1y duoc giao; va phuc vu nhu cau ctia nhan dan ngay cang tot hon. Tuy
cac muyc tieu nay khong truc tiép tao nén chat lugng cua mdt dich vu hanh chinh cong
cu thé, nhung vi¢c xac dinh diung dén cac muc tiéu nay thé hién sy cam két cua co
quan hanh chinh nha nudc trong viéc phuc vu nhan dan. Muyc tiéu phuc vy theo nhu
cau nguoi dan thudng duoc thé hién trong chinh sach chat luong cta cac co quan hanh
chinh nha nuéc khi ap dung tiéu chuan TCVN ISO 9001:2000.

Tiéu chi phan dnh cdc yéu té cdau thanh ddau vao cia co quan hanh chinh: Yéu

t6 dau vao gdp phan tao nén chat luong cua dich vu hanh chinh, thong qua ning luc
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hanh chinh nha nudc nhu: Ha tﬁng co sO gém nha cira, thiét bi, cong cu thong tin va
cac phuong tién k¥ thuat khac...; dac biét 1a nhiing trang thiét bi tai phong tiép dan -
noi nguoi dan tiép xuc voi co quan cong quyén thong qua cac cong chirc hanh chinh.
Néu phong tiép dan rong rai, dugc trang bi ddy du cac yéu td nhu: 4nh sang, mau sic,
kiém soat tiéng dn, nhiét do, do 4m sé tao cam giac thoai mai cho nguoi dan khi dén
lam vi¢éc voi co quan nha nudc. Nhu vay, ha tﬁng co s& la mot yéu td tao nén chét
luong dich vy hanh chinh coéng va ciling 14 mot nhém tiéu chi dé danh gia chat luong
dich vu nay.

- Nhan sy hanh chinh 1a tiéu chi hét stc quan trong, thé hién tinh quyét dinh
trong dich vy hanh chinh cong. Néu can bo, cong chuc co phém chét, trach nhiém, du
nang lyc (nhat 13 k§ nang, nghiép vu) s& hoan thanh tét nhiém vu duge giao. Yéu cau
d6i voi cong chirc 1am dich vy hanh chinh 14 phai biét lang nghe, phai c6 kién thirc va
k¥ ning giai quyét cong viéc, biét nhin nai va kiém ché, biét dién dat rd rang, co thai
dd than thién, giai quyét cong viéc kip thoi va tac phong hoat bat... Tbi ky théi do tho
0, lanh dam, may médc, nén ndng, khong té nhi, thiéu tén trong dan. Vi vay, nang luc
ctia doi ngii can bo, cong chirc trong giai quyét cac cong viéc hanh chinh va thai do
(ton trong va tan tuy phuc vu nhan dan) ctia ho ciing 1a nhitng yéu td tao nén su hai
10ng ctia ngudi dan va ciing 12 nhitng tiéu chi danh gia chat luong dich vu hanh chinh.

- Yéu cdu cta khach hang (cong dan va to chirc) chinh 1a nhu cdu hay mong doi
cua nguoi dan ddi véi nhiing dich vu ma ho can thu hudng. Yéu cau cua khach hang
tuy 1a thudc vé chinh ngudi dan, nhung viéc thé hién cac yéu cau nay dudi mot hinh
thirc nhét dinh lai do co quan nha nudc dit ra (thudng goi 1a hd so cong dan). Vi vay,
néu bo hd so nay gém nhiéu loai gidy to va ngudi dan khé thuc hién (thé hién ¢ cach
viét hodc dién vao mau hodc phai dugc nhiéu co quan hanh chinh nha nuéc khac nhau
xac nhan) thi s& gay khé khin cho ngudi dan trong viéc thod man nhu cau ctia minh.
Nhu vay, cac yéu cau vé ho so hanh chinh ciing 14 tiéu chi danh gia chat lugng dich vu
hanh chinh cong.

Tiéu chi vé gidi quyét cong viéc cho nguwoi dan: Tiéu chi nay phan anh vé hoat
dong cua doi ngil can bo, cong chire trong viée giai quyét nhitng nhu cau cia dan. Yéu
cau d6i v6i qua trinh nay 1a phai dugc dién ra mot cach dan chii va cong bang, cong

khai, minh bach vé thong tin; cach tng xur lich thi¢p va déng cam v&i khach hang; tin
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cdy va sin sang trong phuc vu; sy hai 1ong trong cong viéc cua nhan vién, sy hai long
cua khach hang...

- Dan chu va cong bang 13 viéc nguoi dan c6 duoc dé dat cac ¥ kién ctia minh
hay khong; ¥ kién d6 duoc xem xét nhu thé nao va nguoi dan c6 nhan duoc phan hoi
vé ¥ kién ctia minh hay khéng; ngudi dan c6 dugce dbi xtr cong bang (khong thién vi)
trong qua trinh giai quyét cong viéc khong.

- Cong khai, minh bach vé thong tin 1a viéc ngudi dan co dugc thong tin vé tién
trinh giai quyét cong viéc hay khong; khi co nhiing cham tré nao d6 c6 dugc bao trudc
hay khong.

- Do tin cdy la viéc dam bao thyc hién nhitng thoa thudn (ing voi yéu cau,
mong doi ctia dan va cac yéu cau chinh dang khac dugc xac dinh) phu hop véi cac
ngudn lyc can duoc huy dong.

- Sy san sang 1a viéc chuan bi mot cach chu dong nhimng gi can thiét dé dap ung
yéu cau ctia dan khi giao tiép, trao d6i giai quyét cong viéc.

- Sy cu xtt than thién thé hién cach cu xi, kich thich tinh than cia nguoi dan
nham tao mdi quan hé gan giii v6i ngudi dan.

- Sy ddng cam 1a viéc tim kiém nhiing giai phap hop 1y trong nhing tinh huéng
kho xur.

- Thoi gian giai quyét cong viéc ¢ dung theo quy dinh hay khong.

Tiéu chi phan anh dau ra cua dich vu hanh chinh: Pau ra cua dich vu chinh la
két qua giai quyét cac yéu cau ctia cong dan va to chirc, thé hién bang nhiing vin ban,
gidy to hanh chinh ma nguoi dan nhan dugc tir cac co quan hanh chinh nha nuéc. Bé
danh gia két qua nay, cAn xem xét & ba tiéu chi sau:

Thir nhat, két qua tra cho ngudi dan c6 kip thoi theo yéu cau khong. Diéu nay
thudc trach nhiém ctia co quan giai quyét cong viéc hanh chinh.

Thir hai, khoang thoi gian giai quyét cong viée trong bao lau. Dicu nay thudc
trach nhiém cua cad co quan ban hanh qui trinh, thu tuc hanh chinh va co quan giai
quyét cong viéc hanh chinh.

Thir ba, nhiing van ban, gidy to hanh chinh giai quyét cong viéc cho ngudi dan
c¢6 chinh x4c hay khong. Néu thiéu chinh xac, s& gy phién toai cho ngudi dan khi sir

dung nhitng giay t& do vao viéc thoa man mot nhu cau nao do.
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Tiéu chi danh gid két qua cia dau ra: Két qua du ra thé hién & hai tiéu chi:

Thir nhat, c6 dat dugc muyc tiéu cua quan 1y hay khong. Tiéu chi nay lién quan
tryc tiép dén doi song xa hoi trén phuong dién két qua hanh vi cua chu thé tac dong
truc tiép ddi voi x3 hoi nhu thé nao. Vi du, nhiéu du 4n dau tu duoc cép phép trong
mdt thoi gian nhét dinh chua hian da dem lai két qua tdt cho xa hoi, néu chu thé cua cac
du 4n nay khong thuc su dau tu, ma chi nham chiém gilr tai nguyén.

Thir hai, két qua dich vu c6 tac dung gi d6i v6i ngudi dan trong twong lai. Néu
ngudi dan phai chi phi nhiéu vé thoi gian, cong stc, tham chi tién cta dé c6 duoc mot
loai mot gidy to hanh chinh nao d6 do co quan hanh chinh nha nudc cap, nhung sau nay
khong can dung dén, thi d6 1a mot viéc khéng c6 ¥ nghia (it nhét tir phia nguoi dan).

Viéc tim kiém cac tiéu chi trén da kho khan phuc tap, nhung 1am thé nao dé
danh gia chat lugng dich vu hanh chinh cong theo cac tiéu chi trén ciing 1 cong viéc
khong hé don gian. Theo ching toi, c6 thé str dung hai cach danh gia chat luong dich
vu hanh chinh cong sau day:

Mot 14, tién hanh do luong chit lugng dich vu hanh chinh céng theo céc tiéu chi
trén (ap dung ddi véi cac tiéu chi co thé dinh lwong dwoc) va so sanh nd véi tidu chuan
dit ra (yéu cau chat luong). Viéc do ludng nay can sir dung cac phuong phap thong ké
kinh té- x4 hoi va do cac co quan hanh chinh hay céc td chic dich vu danh gia thuc
hién theo yéu ciu trung thuc, khach quan.

Hai 13, xac dinh mtc do thoa man nhu cau cua khach hang (cong dan va to
chtc). Pé xac dinh diéu nay, can sir dung cic phuong phap diéu tra xa hoi hoc nhu
phiéu diéu tra hodc phong van, két hop véi phuong phap danh gia du luan.

Nhu vay, h¢ théng tiéu chi danh gia chét lugng mét dich vu hanh chinh cong
can phai phan anh dugc cac khia canh cta nhiing yéu to cau thanh qua trinh hanh
chinh va anh hudng (tic dong) vé sau cua dich vu hanh chinh. Pong thoi phai phan
anh dugc mong muén thuc té cla nguoi s dung (cong dan va td chirc) vé mét dich vu
hanh chinh nao d6. Chung t6i cho réng, mdi loai dich vu hanh chinh cong can c¢6 mot
hé thong tiéu chi riéng phu hop véi tinh chat loai dich vu va dic diém cung ung dich
vu d6. Chic chan rang, thong qua viéc xay dung hé thong cac tiéu chi, ciing véi danh
gia chét luong dich vu hanh chinh cong theo cac tiéu chi d6 s& cai thién dang ké chat

luong cta dich vy hanh chinh cong. Can cir két qua danh gia chat lugng dich vy hanh
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chinh cong hang ndm, co quan c6 trach nhiém sé tién hanh phén loai tir cao xudng thap
dé cac co quan biét minh dang & dau va nd luc cai tién nhing gi con yéu kém (Nguyén
Hiru Hai va Lé Van Hoa, 2010).
1.3. Su hai long

1.3.1. Khai niém sy hai long cta khach hang

C6 nhiéu khai niém khac nhau vé su hai long dbi véi chat luong dich vu. Theo
tir dién Webter’s Dictionary, sy hai 1ong d6i voi chat luong dich vu 14 trang théi tinh
cam, phan tng, thai d6 cia mot nguoi ddi véi chat lugng dich vu.

Theo dinh nghia ctia Smith (1969) cho rang su thoa man dbi v4i dich vu 1a cam
xtic ma mot ¢4 nhan c6 ddi vai dich vu. Theo Kotler (2003) sy hai long 1a cam gidc vui
thich hodc that vong ctia mot ngudi bat ngudn tir sy so sanh can nhan véi mong doi vé
chét lugng mdt san phém hoac mot dich vu nao do.

Kotler va Keller (2006) cho rang sy théa min 1a mirc 6 cia trang thai cam giac
cua mdt nguoi bét nguén tir su so sanh nhan thic vé mot san phém so voi mong doi
clia ngudi d6, cu thé su thoéa min ¢ ba cap do sau: (1) néu nhén thirc cia khach hang
nho hon ky vong thi khach hang cam nhan khong thoa man; (2) Néu nhan thic bang
ky vong thi khach hang cam nhan théa man; (3) Néu nhan thirc 16n hon ky vong thi
khéach hang cadm nhan 1a thoa man hodc thich thu.

RO rang du co nhiéu khai niém khac nhau nhung khai ni¢m vé su hai long cua
khach hang ludn gan lién v6i nhitng yéu t6 sau: Tinh cam, thai do dbi véi nha cung cép
dich vu; mong doi ciia khach hang vé kha nang dap (mg nhu cau tir phia nha cung cap
dich vu; két qua thyc hi¢n dich vy, cac gia tri do dich vu mang lai; y dinh tiép tuc sur
dung hay khong str dung dich vu.

1.3.2. Méi quan h¢ giira chit lwgng dich vu va su hai long

- Chét lugng dich vu va su hai long cua khach hang c6 quan hé tuong ho chit
ché vdi nhau, trong do6 chét lugng dich vu 1a céi duogc tao ra trude va sau do quyét dinh
dén sy hai 1ong ctia khach hang,

- Céc tiéu chi do luong chat lugng dich vu mang tinh cu thé trong khi su hai
1ong ciia khach hang c6 lién quan dén nhiéu yéu t6 khac ngoai chat lugng dich vu nhu

gid cd, quan hé khach hang, thoi gian st dung dich vu...
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- Cac déanh gia chét lugng dich vu phu thude vao vi¢c thuc hién dich vy nhu thé
nao trong khi sy hai long khach hang lai 1a su so sanh gitra cac gia tri nhan dugc va
cac gia tri mong doi ddi voi viée thuc hién dich vu dé.

- Nhan thirc vé chat lugng dich vu it phy thudc vao kinh nghiém véi nha cung
cép dich vy, méi truong kinh doanh trong khi sy hai long cua khach hang lai phu thude
vao yéu to nay hon.

1.4. M6 hinh nghién ciru dé xuit va cac gia thuyét

Tir mo hinh chi s6 quéc gia vé hai 1ong khach hang cuia My (ACSI), mo hinh
chi s6 qudc gia vé hai 10ng khach hang cua cac qudc gia EU (ECSI), m6 hinh 1y thuyét
chi s6 qudc gia vé hai 1ong khach hang ctia Viét Nam (VCSI). Ngoai ra ciing xuét phat
tr co so ly thuyét v&i mo hinh danh gia chét lugng dich vu cua Parasuraman va mo
hinh danh gia chat luong dich vu hanh chinh cong cia PGS.TS Nguyén Thanh Liém
va Thac si Lé Minh Nhut (2011). Bén canh d6 cin cr vao dic diém cua dich vy hanh
chinh céng, md hinh danh gia mirc d6 hai 1ong ddi vé6i dich vu hanh chinh coéng cua
tinh Kién Giang. Ta nhan thdy mo hinh nghién ctru sy hai long cua khach hang doanh
nghiép d6i v6i dich vu hanh chinh Hai quan tai Cuc Hai quan Kién Giang c6 thé tng
dung mo hinh do luong chét lugng dich vu SERVQUAL cuia Parasuraman dé do luong

murc d6 hai long cta doanh nghiép vé chat lwong dich vu Hai quan tinh Kién Giang.
Co s6 vat chat

Tinh minh bach

Nang luc phuc vu

Mitrc o
hai long

Dap tng

Do tin cay

Tinh cong bang
dan chu

Su cam thong

Hinh 1.3: M6 hinh nghién ciru dé xuat
- Sw cdm théng: 13 sy thau hiéu, quan tdm chia sé nhiing thong tin can thiét cho
doanh nghiép, tao diéu kién t6t nhat cho doanh nghiép hoat dong XNK, c6 10i khuyén

t6t khi doanh nghiép can tu van, quan tdm tim hiéu tim tu nguyén vong cia doanh
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nghiép. Co quan hai quan cang cam thong véi doanh nghiép thi cang dé lam cho doanh
nghiép hai 1ong. Tir d6 ta c6 gia thuyét H1: Su cdm théng cé tic dong dwong lén sie
hai long cua doanh nghiép.

- D¢ tin cdy: Chit luong dich vu ma doanh nghiép duoc cung tmg ding hay
khong ding v6i nhitng thong tin hay 10i hita voi doanh nghiép nhu: gidi quyét cong
viéc kip thoi, chinh xéc, dﬁy da va dung phap luat; tao dugc sy an tam cho doanh
nghiép v&i cac hoat dong giai quyét vudng mic, tu van thué XNK, dich vu cung cip
cho doanh nghi¢p. Co quan Hai quan lam cho doanh nghiép cang tin cay thi doanh
nghiép cang hai long. Tir d6 ta co gia thuyét H2: Sw tin cdy c6 tic dong dwong lén sw
hai long cua doanh nghiép.

- Pdp ieng: 13 mic d6 mong mudn va sin sang phuc vu ciia can bd Hai quan
nhu: tiép nhan va tra két qua ho so dung han, dap tng cic yéu cau cia doanh nghiép
nhanh chéng, san 1ong hd trg doanh nghiép, kip thoi tuyén truyén cac chinh sach méi
va cong khai céc thong tin canh bdo méi cho doanh nghiép. Su dap ung ctua co quan
hai quan danh cho doanh nghiép cang cao thi doanh nghiép cang cam thay hai long. Tix
d6 ta co gia thuyét H3: Sy ddp img cé tac déng dirong lén suw hdi long ciia doanh nghiép.

- Tinh minh bach: 13 viéc doanh nghiép c6 duoc nhiing thong tin quy dinh vé
b thii tuc hanh chinh, tién trinh giai quyét cong viéc ciia co quan Hai quan. Tinh minh
bach cua co quan hai quan danh cho doanh nghiép cang cao thi doanh nghiép cang
cam thay hai long. Tir d6 ta c6 gia thuyét H4: Tinh minh bach ¢ tic dong dwong 1én
suw hai long cua doanh nghiép.

- Néing lwc phuc vu: thé hién kha nang trinh do kién thirc chuyén mén, phong
cach phuc vu lich sy, chu ddo ctiia can b Hai quan nhu: co kién thirc chuyén mon, c6
phong cach lam viéc lich sy chu d4o, giai quyét cac thii tuc hanh chinh nhanh chéng.
Ning lyc phuc vu ctia co quan hai quan cang tot thi lam cho doanh nghiép cang hai
1ong. Tir d6 ta c6 gia thuyét H5: Nang lwc phuc vu cé tic déng dieong 1én sw hdi long
cua doanh nghiép.

- Co 56 vit chit: bao gom nha cira, trang thiét bi, cong cu thong tin va cac
phuong tién ky thuat khac. Co so vat chét cang tot thi cang lam cho doanh nghié hai
1ong. Tir d6 ta c6 gia thuyét H6: Co s6 vdt chdt cé tac dong dwong Ién sy hdi long clia

doanh nghiép.
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- Tinh céng béng, dan chii: 13 viéc doanh nghiép dugc bay to ¥ kién, quam
diém, dugc ddi xir cong bang trong qué trinh giai quyét cong viéc, moi nhu cau cia
doanh nghiép duoc xir Iy dung trinh ty, tha tuc hay khong. Tinh cong bang, dan cha
clia co quan hai quan cang cao thi doanh nghiép cang hai 1ong. Tir d6 ta c6 gia thuyét
H7: Tinh céng bang, dan chii ¢é tac ddng dwong 1én sw hai long ciia doanh nghiép.

Trong mo hinh trén bién mirc d6 hai long phu thudc vao cac bién doc 1ap nhu
co s& vat chit; nang luc phuc vy; dép tng; do tin cay; tinh minh bach; tinh cong béng,
dan chu; sy cam thong. Gia thuyét dat ra 1a khi cac yéu t6 nay cang dugc doanh nghiép
danh gia cao thi mtrc do hai 10ng cta doanh nghiép cang cao d6i vdi chat lwong dich

vu hai quan va nguoc lai.

Tém tit chwong 1
Chuong nay tap hop tat ca cac Iy thuyét lién quan dén viéc do ludng sy hai 1ong
cua doanh nghi¢p ddi voi chat lugng dich vy; trén co sé 1y thuyét tac gia dé xuét mé
hinh nghién ctru sy hai 1ong ctia doanh nghiép ddi véi chat lugng dich vu Hai quan
tinh Kién Giang gom 7 nhén t 13 co s& vat chat; nang luc phuc vu; dap tng; do tin
cay; tinh minh bach; tinh cong béng, dan chu; sy cam thong. Chuong 2 s€ dua ra

phuong phap nghién ctru.
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CHUONG 2: PHUONG PHAP NGHIEN CUU
2.1. Thiét ké nghién ciru
2.1.1. Phuong phap nghién ctru

Nghién ciru dugc tién hanh theo hai giai doan 1a nghién ctru so bd va nghién

ctru chinh thurc.
2.1.1.1. Nghién ctru so’ b

Giai doan nghién ctru so b su dung ca hai phuong phap dinh tinh va dinh lugng,

* Nghién ctru so bg dinh tinh: Nghién ctru so bd dinh tinh dugc thuc hi¢n thong
qua k¥ thuat phong van sau khoang 30 cong chire ciia Cuc Hai quan tinh Kién Giang.
Nhitng ngudi nay déu co su am hiéu vé nhitng yéu t6 tac dong dén su hai long cua
doanh nghiép ddi véi dich vu Hai quan ma Cuc Hai quan tinh Kién Giang cung cap.
Bang cach phat phiéu cau héi dé cac cong chirc tham gia liét ké cac ¥ kién, quan diém
ctia minh vé nhimg yéu t6 tac dong dén su hai long ctia doanh nghiép dbi v6i dich vu
Hai quan tai Cuc Hai quan tinh Kién Giang. Trong cudc nghién ctru tac gia gioi thidu
vé mo hinh nghién ciru tac gia da dé xuat va hé thong bién quan sat da tong hop cling
voi viée giai thich vé cudc nghién ciru tac gia dang tién hanh d6i v6i Cuc Hai quan
Kién Giang cho nhiing cong chirc tham gia phong van. Sau d6 tién hanh thao luan véi
nhimg cong chirc tham gia phong van vé tinh hop 1y ctia md hinh va hé thong bién
quan sat; xin ¥ kién gép ¥ ctia ho vé mo hinh va hé thong bién quan sat. Cac thong tin
phong van s& duogc thu thap, tong hop 1am co s cho viéc kham pha, bd sung diéu
chinh cac yéu td, cic bién dung dé do luong theo md hinh nghién ciru da dy kién.
Thong tin thu thap duoc tir nghién ctru dinh tinh 1a co s¢ dé thiét ké bang cau hoi cho
nghién ctu dinh luong.

* Nghién ctru so bo dinh lugng: Nghién ctru so bd dinh luong dugc thyc hién
thong qua bang cau hoi chi tiét duoc s dung thu thap dir li¢u dé danh gia so bd vé do
tin cdy va cac gia tri ciia thang do da thiét ké va diéu chinh cho phu hop véi doanh
nghiép tham gia. Nghién ctru duoc thuc hién bang phuong phap sir dung bang cau hoi
chi tiét véi c& mau 50, lay theo phwong phap chon mau thuén tién. Trén co sé thong
tin thu thap dugc tu Kkét qua nghién ctru so bo dinh luong, danh gid so b vé do tin cay
va cac gia tri cua thang do diéu chinh. Tir d6, diéu chinh thang do dé hinh thanh thang

do hoan chinh.
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2.1.1.2. Nghién ctru chinh thire

Nghién ctru chinh thire dugc thuc hién bang phuong phap dinh luong thong qua
bang cau hoi chi tiét véi khoang 300 doanh nghiép. Dit liéu thu thap duoc sang loc xir
ly bﬁng phﬁn mém SPSS dé danh gia dd tin cdy va gia tri cac thang do, kiém dinh sy
phu hop ctia md hinh 1y thuyét.

2.1.2. Kich thwéc miu

* Kich thwéc miu (n): 13 s6 lugng d6i tuong quan sat phai thu thap thong tin
can thiét cho nghién ctru dat duoc do tin cdy nhat dinh.

U6c luong cd mau theo cong thirc: n = X s6 bién x 5 (Hair & ctg 1998).

Mo hinh nghién ctru du kién c6 54 cau hoi, nén kich thuéc miu téi thiéu duoc
ap dung trong phan tich nhan t6 EFA dbi v6i doanh nghiép phai 1a 54 x 5 = 270 mau,
dé dam bao s6 mau t6i thiéu ding cho khao sat 300 bang héi dugc guri phong van.

* Phwong phap chon miu

Nghién ctru nay duge sir dung phuong phap chon mau thuan tién.

2.2. Quy trinh nghién ctru

Buéc 1: Dya vao 1y thuyét, mo hinh nghién ctru trude va nghién ctru dinh tinh
dé dua ra mo hinh nghién ciru dé xuat;

Buwdéc 2: Tién hanh nghién ciru so bo dinh tinh bang cach phong van sau voi c&
mau n = 30 céng chirc va mot s6 chuyén gia trong linh vuc Hai quan;

Buwéc 3: Trén co so thong tin thu thap duoc tir két qua nghién ctru so bo dinh
tinh, diéu chinh thang do du kién dé c6 dugc thang diéu chinh;

Buwiéc 4: Tién hanh nghién ctru so bo dinh luong bang bang cau hoi v6i ¢& mau
n = 50 doanh nghiép;

Buwéc 5: Trén co so thong tin thu thap duoc tir két qua nghién ctru so bo dinh
luong, danh gia so bd vé d6 tin cdy va cac gid tri cia thang do diéu chinh. Tir d6, diéu
chinh thang do dé hinh thanh thang do hoan chinh;

Buwdéc 6: Tién hanh nghién ctru chinh thire bang bang ciu hoi (trén co sé thang
do hoan chinh) véi ¢& mau n = 300 doanh nghiép;

Buwéc 7: Phan tich dit liéu boi mo hinh hdi quy da bién véi phan mém SPSS
16.0 dé kiém dinh gia thuyét trong mé hinh 1y thuyét.

Céc s6 liéu thu thap sau khi trai qua viéc kiém tra tinh hop 1y va 1am sach s&

tién hanh qua cac budce sau:
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Co s¢ 1y thuyét vé Mo hinh va
D oo Thang do
su hai long cua gia thuyét 4
A o du kién
doanh nghiép nghién ctu

Nghién curu dinh
lugng (n = 300)

l

Danh gia muc do

Nghién ctru
dinh tinh (thao
luan nhom)

Thang do
chinh thirc

Kiém dinh gia thuyét

' K;(t 5 h A
Do luong muc dd hai © qha nefe

ctru va kién nghi

tin cdy, do gid tri long Phéan tich hdi quy g
cua thang do da bién
* Hé sb CronBach alpha * Thong ké mo ta
* Phan tich nhan t6 kham * Thong ké suy dién

pha (EFA)

Hinh 2.1: Quy trinh nghién ctru

Mirc d6 hai 1ong ctia doanh nghiép dugc doanh nghiép danh gia dudi nhiéu khia
canh khac nhau. Mdi khia canh duoc do luong boi thang do Likert (Rennis Likert,
1932), gdm 5 muc do:

Mirc (1): Rét khong dong ¥.

Mirc (2): Khong dong .

Mirc (3): Khong y kién

Mirc (4): Bong ¥

Mitc (5): Réat dong ¥

Sau khi tham khao cac nghién ctru CLDV tu nhiing nghién ctu cé trudc da
trinh bay trong chuong 1 tic gia dé xuét thang do cho mo hinh nghién ctru nhu sau.
Bang cau hoi dugc xdy dung va hiéu chinh sau nghién ctru so b (lay y kién tir cac
chuyén gia va doanh nghi¢p) thanh bang cau hdi chinh thic, bang cau hoi nay dugc
phat thir kiém tra mirc do rd rang cua cac muc hoi va thong tin thu vé sau d6 tién hanh

phat phiéu diéu tra trén dién rong.
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Can ctr theo mo6 hinh nghién ctru dé xuat, tac gia xay dung bang cau hoi va hi¢u

Bang 2.1: Thang do chinh thirc dwgec ma hoa

STT Ma Tén bién Nguon
hoa
Co sé vt chat

1 VCl1 Noi thuc hién cac dich vu hanh chinh Hai quan | Phat (2010)
thuan loi, thodng mat.

2 VC2 | Trang thiét bi van phong, ban ghé, may tinh day | Tac gia dé xuat
du.

3 VC3 | Noi niém yét thong bao, tha tuc hanh chinh dé | Cudng (2012)
nhan thay, d& xem

4 VC4 | Thiét bj cong nghé thong tin hién dai duoc dung | Phét (2010)
(may chiéu, may vi tinh...) phuc vu viéc tap
huén va trién khai chinh sach cho doanh nghiép.

5 VC5 | So d6 bo tri phong, ban 1am viéc thuan tién. Tac gia dé xuat

6 VC6 | Noi ddu xe va ngdi cho duoc bo tri day du, tao | Phat (2010)
su thoai mai.

Tinh minh bach

7 MB1 | Céac quy trinh thyc hién thu tuc Hai quan déu | Phat (2010)
duogc cong khai cac dia diém lam thu tuc Hai
quan rd rang va day du.

8 MB2 | Cong chuec tai noi lam thud tuc hai quan ludn deo | Cuong (2012)
thé cong chuc va c6 bang tén tai noi lam viéc.

9 MB3 | Cong chirc tai noi lam thi tuc hai quan ludn | Tac gia dé xuat
thong bdo kip thoi cho doanh nghi¢p khi nhu
cau cua ho chua dugc giai quyét dung quy dinh.

10 MB4 | Thoi gian tiép nhan va tra két qua ho so cho | Cuong (2012)
doanh nghiép dung quy dinh.

11 MB5 | Céc loai phi va 1& phi dugc cong khai day du tai | Tac gia dé xuat
noi lam viéc.
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12 MB6 | S6 dién thoai dudng diy néng, hom thu gop v | Tac gia dé xuat

c6 cong khai tai noi lam viéc.
Nang luc phuc vu

13 NL1 | Coéng chiic hai quan c6 kha niang giai quyét ho | Cuong (2012)
so nhanh chdng dung thoi gian quy dinh.

14 NL2 | Cong chtic hai quan c6 kha ning giai quyét ho | Tac gia dé xuat
so chinh xac.

15 NL3 Cong chirc hai quan c6 kha ning phat hién so | Tac gia dé xuat
sudt ctia hd so dé tu van ngay cho doanh nghiép.

16 NL4 Su huéng dan, giai dap cua cong chirc hai quan | Tac gia dé xuat
dé hiéu, thong nhat va ding quy dinh.

Dap ung

17 DU1 Thoi gian tu van cho mdt dich vu hanh chinh | Tac gia dé xuat
Hai quan nhanh chong.

18 DU2 | Thoi gian giai quyét xong mot dich vu hanh | Tac gia dé xuat
chinh hai quan lu6n dung hen.

19 DU3 | Cong chiic hai quan ludn lang nghe ¥ kién déng | Cudng (2012)
gop cua doanh nghiép.

20 DU4 | Cong chirc hai quan khong bao gid tir choi giai | Tac gia dé xuat
dap vuéng mic cua doanh nghiép.

21 DU5 | Cac thay doi vé chinh sach thué, quy trinh va cac | Tac gia dé xuat
van ban quy pham vé phap luat Hai quan déu
duoc co quan Hai quan tuyén truyén kip thoi.

22 DU6 | Hinh thirc tuyén truyén cta co quan hai quan phong | Cuong (2012)
phu, da dang: bao, dai, van ban, pano, ap phich...

23 DU7 | Doanh nghiép nhan duoc su ho trg kip thoi cua | Tac gia dé xuat
co quan hai quan khi gdp kho khan trong viéc
thuc hién cac quy dinh vé phap luat Hai quan.

24 DUS | Trong qua trinh xir Iy cong viéc, doanh nghiép | Tac gia dé xuat

dong y voi két qua xir Iy cong viéc cua co quan

Hai quan.
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25 DU9 | Thoi gian xir Iy cong viéc clia co quan hai quan | Tac gia dé xuat
d6i voi yéu cau ciia doanh nghiép hién nay la
phu hop.

Tin cay

26 TC1 Co quan Hai quan luon thyc hi¢n dung quy trinh | Phat (2010)
da dugc cong khai.

27 TC2 Co quan Hai quan dam bao gio gidc lam viéc | Tac gia dé xuat
ding quy dinh.

28 TC3 | Thii tuc hanh chinh Hai quan don gian. Tac gia dé xuat

29 TC4 Cac mau ho so co su théng nhat 1o rang, dé thuc | Tac gia dé xuat
hién.

30 TC5 | Quy trinh xir 1y ho so nhanh gon, chinh xac. Tac gia dé xuat

31 TC6 Co quan hai quan bao mat tot thong tin cua | Tac gia dé xuat
doanh nghiép.

32 TC7 Co quan Hai quan ludn quan tim dén cic vuéng | Tac gia dé xuat
mic ctia doanh nghiép.

33 TCS8 Doanh nghiép ludn tin twéng vao cong tic tu | Tac gia dé xuat
van, giai ddp vudng méc ciia co quan Hai quan.

34 TC9 Cong chuc hai quan ludn lyu y dé khong xay ra | Tac gia dé xuat
sai sot.

Cong biang, din chii

35 CBI1 Co quan hai quan tuyén duong va ton vinh | Cuong (2012)
doanh nghiép thyc hién tot nghia vu phap luat
Hai quan mot cach cong bang.

36 CB2 | Doanh nghiép dugc dé bat y kién bang moi | Cuong (2012)
phuong tién.

37 CB3 Doanh nghiép duoc d6i xir cong bang trong viéc | Cudng (2012)
tu van thay d6i vé chinh sach phap luat hai quan
va viéc giai dap cac vudng méc.

38 CB4 | Doanh nghiép khong phai déng cac khoan phi | Tac gia dé xuat

ngoai quy dinh.
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Cam thong
39 CT1 Co quan Hai quan va cong chtc hai quan luon | Phat (2010)
lang nghe, tim hiéu nguyén vong ciia doanh
nghiép.
40 CT2 Co quan Hai quan va cong chirc hai quan luén | Tac gia dé xuat

tiép thu cac phan anh, kién nghi, gop ¥ cua

doanh nghiép.

41 CT3 Co quan Hai quan va cong chuc hai quan luon | Phat (2010)
tao diéu kién t6t nhat c6 thé cho doanh nghiép

hoat dong xuat khau, nhap khau.

42 CT4 Co quan Hai quan va cong chtic hai quan ludn | Tac gia dé xuat
c¢6 nhimng 10i khuyén tét khi doanh nghiép can

tu van, ho trg.

43 CT5 Co quan Hai quan va cong chirc hai quan biét Cuong (2012)
quan tdm va hiéu rd nhimng nhu cau ctia doanh
nghiép.
Hai long
44 HL1 Doanh nghiép hai long véi viéc tu van, ho tro vé | Phat (2010)

phép luat hai quan cua co quan hai quan.

45 HL2 Doanh nghiép hai long véi viéc giai quyét cong | Phat (2010)
viée, giai dap cac vudng mic vé phap luat hai

quan cua co quan hai quan.

46 HL3 | Doanh nghiép hai long v6i chat luong dich vu | Tac gia dé xuat
trong qua trinh thuc hién tha tuc hai quan cua co

quan hai quan.

47 HL4 Doanh nghiép sin sang gi6i thiéu ban bé 1a cac | Phat (2010)
doanh nghiép khac dén thuc hién thu tuc hai

quan tai Cuc Hai quan Kién Giang.

2.3. Phuwong phap phén tich dir li¢u
2.3.1. Thong ké mé ta
- Lap bang tan sb d¢é mo ta mau thu thap theo cc thudc tinh nhu gidi tinh, do

tudi, trinh do hoc van...Thong qua mo td mau chung ta c6 dugce thong tin so bo vé
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phan loai d6i tuong doanh nghiép. Déi véi théng ké mo ta cac bién quan sat cho ta
thdy dugc viéc danh gia CLDV tir doanh nghiép thong qua hé s mean tir thang do
Likert 5 mirc d9, néu mean cua bién quan sat cang cao thi chimg to6 doanh nghiép danh
gia cao quan sat do.

2.3.2. Thong ké suy dién

Biéu dién dir lidu thanh cac bang sd lidu tom tit vé dit liéu: khi tom tat mot dai
luong vé thong tin ngudi lao dong (gidi tinh, chire vu ngudi dugc phong van, loai hinh
doanh nghiép, dac diém doanh nghiép,...) thuong dung cac thong ) théng ké nhu tn
s0, trung binh cong, ty 1¢, phuong sai, d¢ 1éch chuan va thong ) théng ké khac.
Nhiing dit liéu nay biéu dién bang d6 hoa hoic bang bang mé ta dir liéu gitup phan tich,
so sanh thong tin doanh nghiép.

2.3.3. Danh gia do tin cay cua thang do

Phuong phap nay cho phép ngudi phén tich loai bo cic bién khong phi hop va
han ché cac bién rac trong qua trinh nghién ctru va danh gia do tin cdy cia thang do
thong qua hé s6 Cronbach alpha. Nhiing bién c6 hé sb twong quan bién tong (item-total
correlation) nho hon 0.3 s€ bi loai. Thang do c6 hé s6 Cronbach alpha tir 0.6 tr¢ 1én 1a
¢ thé st dung duoc trong truong hop khai niém nghién ciru moi (Nunnally, 1978;
Peterson, 1994; Slater, 1995). Thong thuong, thang do c6 Cronbach alpha tur 0.7 dén
0.8 1a str dung tot. Nhiéu nha nghién ciru cho rang khi thang do c¢6 d tin cay tir 8.0 trd
1én dén gan 1 1a thang do ludng tot.

2.3.4. Phan tich nhén t6 kham pha EFA

Sau khi danh gia d6 tin cay cua thang do bang hé sé Cronbach alpha va loai di
cac bién khong dam bao do tin ciy. Phan tich nhan t6 kham pha 1a ky thuat duoc sir
dung nham thu nho va tom tat cac dit liéu. Phuong phap nay rat cé ich cho viéc xéac
dinh cac tap hop bién can thiét cho van dé nghién ctru va st dung dé tim mdi quan hé
gitta cac bién v6i nhau.

Trong phan tich nhan t6 kham pha, tri s6 KMO (Kaiser Meyer Olkin) 1a chi s6
dung dé xem xét su thich hop ctia phéan tich nhan t6. Tri s6 KMO phai c6 gia tri trong
khoang tir 0.5 dén 1 thi phan tich ndy méi thich hop, con néu nhu trj s6 ndy nho hon
0.5 thi phan tich nhan t6 c6 kha nang khong thich hop véi cac dir lidu. Ngoai ra, phan tich
nhan t6 con dya vao eigenvalue dé xac dinh sb luong nhan t6. Chi nhitng nhan té c6

eigenvalue 16n hon 1 thi mdi dugc gitr lai trong m6 hinh (Gerbing & Anderson, 1988).
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Dai lugng eigenvalue dai di¢n cho lugng bién thién duogc giai thich bdi nhan td.
Nhitng nhén t c6 eigenvalue nho hon 1 s& khong c6 tac dung tom tat thong tin t6t hon
mdt bién gbc.

Mot phan quan trong trong bang két qua phan tich nhan té 12 ma tran nhan t6
(component matrix) hay ma trdn nhin t6 khi cic nhan t6 duoc xoay (rotated
component matrix). Ma tran nhan td chtra cac hé sd biéu dién cac bién chuan hoa béng
cac nhan t6 (mdi bién 12 mot da thirc cuia cac nhan t6). Nhitng hé sb tai nhan td (factor
loading) biéu dién twong quan giita cc bién va cac nhan t6. Hé s6 nay cho biét nhan t6
va bién c6 lién quan chat ché véi nhau. Nghién ciru sir dung phuong phéap phan tich
nhan t6 principal Axis factoring v&i phép xoay promax nén cac hé so tai nhan to phai
c6 trong s6 16n hon >= 0.4 thi méi c6 y nghia thyc tién.

2.3.5. Xay dung phuwong trinh hdi quy, kiém dinh gia thuyét

Sau khi rat trich dugc cac nhan t6 tir phan tich nhan t6 kham pha EFA, phan
tich ma tran twong quan, hdi quy tuyén tinh boi, kiém tra hé s6 phong dai phuong sai
VIF (Variance inflation factor — VIF). Néu cic gia dinh vé da cong tuyén khong bi vi
pham, mé hinh héi quy tuyén tinh boi duoc xay dung. Va hé sé R* da duoc diéu chinh
(adjusted R square) cho biét md hinh hdi quy dugc xdy dung phu hop dén mirc ndo.

Tt phan tich trong quan va hdi quy, tinh hé sé twong quan (r) giira cac bién phu
thudc va cac bién doc lap, xem thir chung c6 méi lién hé véi nhau khong, du doan hién
tuong da cong tuyén. Kiém tra R%, kiém dinh ANOVA, kiém tra hé s6 hoi quy, kiém
tra cac gia thuyét cia phan tich hdi quy. Phan du c6 phan phdi chuan, kiém tra biéu d6
phan phdi phan du, biéu d6 P-Plot; phuong sai khong d6i hay phan du khong tuong
quan voi cac bién doc lap trong mo hinh, néu do 16n ctia phan du ting hay giam ciing
v6i gia tri bi du doan thi gia dinh nay bi vi pham. Qua biéu do Scatterplot thé hién mdi
quan hé giita cac gia tri du doan va phan du, cac quan sat phai phan tan ngiu nhién.
Pdng thoi bang phuong phap phan tich twong quan hang Spearman giita phan du véi
cac bién doc 1ap cho thay gia thiét nay khong bi vi pham (.sig > 0.05) (Hoang Trong &
Chu Nguyén Mong Ngoc, 2008)

Tur md hinh hdi quy ching ta tién hanh danh gid d6 phu hop cia mo hinh va
kiém dinh céc gia thuyét ky vong.
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Tém tit chwong 2
Chuong nay tac gia da dwa ra phuong phap nghién ctru trén co sé 1y thuyét, dua
ra mO hinh va cac gia thuyét nghién ctru, xay dung thang do du kién va thao luan
nhoém dua ra thang do chinh thtrc va phuong phap kiém dinh cronbach alpha va phan
tich EFA, ANOVA sé& duogc str dung dé phén tich trong nghién ctru. Két qua nghién

ctru s€ dugc trinh bay trong chuong 3.
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CHUONG 3: KET QUA NGHIEN CUU
3.1. Gi6i thiéu tong quan vé Cuc Hai quan tinh Kién Giang
3.1.1. Lich sir hinh thanh va phit trién

Cuc Hai quan tinh Kién Giang duoc thanh 1ap va chinh thic di vao hoat dong
ngay 20/8/1975 theo Quyét dinh cua Tong Nha Ngoai thuong (thudc Chinh phu cach
mang 1am thoi Cong hoa Mién nam Viét Nam) véi tén goi ban dau 1a Ty Hai quan tinh

Rach Gia.

Ngay 14/02/1997 dbi lai thanh Chi cuc Hai quan tinh Kién Giang theo Quyét
dinh sb 48/BNgT-TCCB cua Bo truong Bo Ngoai thuong.

Ngay 11/5/1985 doi lai thanh Hai quan tinh Kién Giang theo Quyét dinh s
387/TCHQ-TCCB ciia Tong cuc truéng Tong cuc Hai quan.

Ngay 01/6/1994 Tong cuc Hai quan c6 Quyét dinh s6 91/TCHQ-TCCB ddi lai
thanh Cuc Hai quan tinh Kién Giang.

Trai qua 35 nam xay dung va trudng thanh, dugc sy quan tam lanh dao, chi dao
cua B0 Tai chinh, Téng cuc Hai quan, Tinh uy, UBND tinh Kién Giang, Cuc Hai quan
Kién Giang da khong ngung 16n manh va trudng thanh; nang luc, trinh d§ chuyén mon
nghi€p vu cua doi ngli can bd cong chic ngay cang dugc nang cao; phuong tién ky
thuat hién dai, dap img voi yéu cau d6i méi va phaét trién ciia dat nudc.

V& t6 chirc bd may, nhan suy:

Hon 35 nim xay dung va phat trién, dén nay Cuc Hai quan Kién Giang c¢6 131

nguodi, bd may td churc c6 04 don vi tham muu, 07 don vi truc thudce gém:
1. — Van phong Cuc Hai quan;
2. —Phong Nghiép vu;
3. —Phong T6 chirc can bd;
4. —Phong Chdng budn lau va Xitr Iy vi pham;
5. — Chi cuc Hai quan Ctra khau Qudc té Ha Tién;
6. — Chi cuc Hai quan Cira khau Cang Hon Chong;

7. —Chi cyc Hai quan Cira khau Giang Thanh;
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8. — Chi cuc Hai quan Phu Quéc;

9. — Chi cyc Kiém tra sau thong quan;

10.— Doi Kiém soat Hai quan;

11.— Poi Kiém soat phong, chong ma tay.

3.1.2. Thyuc trang hoat dong nganh Hai quan tinh Kién Giang

- Duy tri t6t khoi doan két ndi bg, ky luat ky cuong hanh chinh nghiém minh.
Nhiéu nidm lién don vi khong dé xay ra tham nhiing tiéu cuc, hodc c6 hanh vi giy
phién ha, sach nhiéu doanh nghiép, khach hang 1am anh hudéng dén uy tin cia Nganh
va don vi.

- Thyc hién tét cong tac cai cach thu tuc hanh chinh, hién dai héa Hai quan giai
doan 2004-2007 va giai doan 2008-2010; déy manh va img dung hi¢u qua CNTT trong
cac linh vyc cong tac; cudi nim 2007, Cuc Hai quan Kién Giang da trién khai thuc
hién khai bao hai quan tur xa qua mang, tao thuan lgi cho doanh nghi¢p XNK trén dia
ban dang ky tham gia.

- Cuc Hai quan tinh Kién Giang lu6n to chuc thyc hién tét phap luat vé hai
quan, vé thué va cac phap luat khic c6 lién quan. Tiép nhan, giai quyét thi tuc hai
quan, thong quan hang héa nhanh chong, thuan logi, khong dé ach tic, cham tré duogc
cong dong doanh nghiép va chinh quyén dia phuong danh gia cao va tng ho.

T nhiing hoat dong trén da giup cho Cuc Hai quan Kién Giang luén hoan
thanh nhi€ém vu thu ngan sach hang nam, s6 thu nam sau cao hon nim truge, cu thé:
Nam 2009, s6 thué thu ndp ngan sach 1 35.531.897.868 ddng, vuot 22,52% so voi ké
hoach trén giao (29 ty). Nam 2010, sé thué thu dat 42.587.281.995 ddng, vuot 185%
so v&i ké hoach trén giao (23 ty), ting 19,85% so v&i cung ky ndm 2009. Nam 2011,
s6 thué thu dat 40.276.370.067 dong, vuot 6% so voi ké hoach trén giao (35 ty). Nam
2012, s thué thu 1a 55.819.335.990 ddng, dat 139,54% so voi ké hoach trén giao (40
ty), ting 38,59% so véi cung ky nam 2011, dat 101,49% so véi chi tiéu bod sung cubi
nam (55 ty). Nam 2013, s6 thu thué 1a 177.555.749.428 dong, dat 289,1% véi ké
hoach trén giao (61 ty); taing 217,68% so voi cung ky nam 2012.
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Hinh 3.1: Tinh hinh thu thué tir 2009 dén 2013 tai Cuc Hii quan Kién Giang

V6i nhitng thanh tich dat dugc trong thoi gian qua, Cuc Hai quan tinh Kién
Giang da dugc Nha nudc, Chinh phu, cac By, Nganh va Uy ban nhan dan tinh tang
bang khen.

- 01 huan chuong lao dong hang ba;

- 02 bang khen ctia Thu tuéng Chinh phu;

- 38 bang khen ctia Bo Tai chinh;

- 40 bang khen cta Uy ban nhan dan tinh Kién Giang;

Pé thyc hién muc tiéu hoi nhap sau rong vao nén kinh té qubc té ctia Viét Nam
no6i chung va cia tinh Kién Giang néi riéng. Cuc Hai quan Kién Giang dang tiép tuc
déy manh thuc hién K& hoach cai cach, phat trién va Hién dai hoa Hai quan giai doan
2013-2015, dinh huéng dén nim 2020 nham tao thuan lgi t6i da cho cac hoat dong
XNK, dau tu, du lich qua cac cua khéu quéc té thuoc dia ban tinh Kién Giang, gop
phan nang cao kha ning canh tranh qudc té ctia nén kinh té tinh nha va day nhanh téc
dd cai cach thu tuc hanh chinh, d4u tranh ngan chan t¢ nan tham nhiing, ti€u cuc, tao
1ap moi trudng phat trién lanh manh theo chu truong cuia Pang va Nha nudc.

3.1.3. Thue trang vé chat lwong dich vu tai Cuc Hai quan tinh Kién Giang

V6i chirc nang: Quan 1y nha nude vé hai quan ddi voi hang hoa xuat khau, nhap
canh, quéd canh; phuong tién van tai xuét canh, nhap canh, qua canh cua td chuc ca
nhan trong nudc va nudc ngoai trong lanh thd Hai quan; vé t6 chirc hoat dong Hai

quan.
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Vé&i nhiém vy kiém tra, gidm sat hang hoa, phuong tién van tai; phong, chéng
budn 1au, van chuyén trai phép hang hoa qua bién gidi, kiém soat phong, chong ma
tay; t6 chirc thyc hién phap luat vé thué d6i voi hang hoa xuat khau, nhap khau; thong
ké hang héa xuat khau, nhap khau; kién nghi chu truong, bién phap quan 1y nha nuéc
vé Hai quan ddi véi hoat dong xuét khau, nhap khau, xuét canh, nhdp canh, qué canh
va chinh sach thué d6i voi hang hoa xuat khau, nhap khau.

Thoi gian qua nganh Hai quan no6i chung va tung Cuc Hai quan céc tinh, thanh
phd néi riéng da bat dau ap dung cac phuong tién ky thuat dién tir, tin hoc dé ning cao
chat lugng dich vu thong qua viéc tuyén truyén chinh sach phéap luat Hai quan trén cac
phuong tién thong tin dai ching; thong qua cac budi ddi thoai truc tiép hay tu van, hd
tro truc tiép qua dién thoai, hay hd tro, tu van truc tiép tai phong Nghi¢p vu Cuc Hai
quan. Tir d6 giup ngudi dan va doanh nghiép duoc nhiéu thuan loi trong viée tim hiéu
chinh sach, phap luat, dé dang hon trong vi¢c thuc hién khai bdo Hai quan, ndp thué,
dong thoi s& giup tiét kiém dugc thoi gian va chi phi cho doanh nghiép. Cuc Hai quan
tinh Kién Giang d trién khai rong rdi thu tuc hai quan dién tir va cong tac quan 1y hai
quan bang phuong thirc dién tir theo Nghi dinh 87/2012/ND-CP ngay 23/10/2012 cia
Chinh phu va Thong tu 196/2012/TT-BTC ngay 15/11/2012 cua B9 Tai chinh. Hi¢n
nay, Hai quan Kién Giang da ap dung 100% thu tuc hai quan dién tu, tong s6 to khai,
kim ngach Xuét nhap khéu thuc hién béng thu tuc hai quan dién tr chiém ty 1€ 95,26%,
ty 1& to khai phan vao ludng d6 chi chiém 6,36% trong tong s to khai phan ludng,
hoan thanh so v&i muyc tiéu nganh hai quan 1a ty 18 ludng do dudi 10%, quan 1y va
cung cap dich vu cho trén 500 doanh nghiép c6 nhu cau vé dich vu hai quan va da
dugc cong dong doanh nghiép dau tu trén dia ban danh gia cao, thoi gian thong quan
nhanh hon, minh bach, cong khai quy trinh lam thu tuc hai quan cho doanh nghiép.
Tuy nhién, hién nay ciing con nhiéu d6i tuong doanh nghiép hoat dong xuat nhap khau
chua hai long vé chat lwong dich vu Hai quan tai Cuc Hai quan tinh Kién Giang thong
qua viéc nhiéu dbi tuong thyc hién viéc khai bao Hai quan chua dung quy dinh, nhiéu
doanh nghiép chua nam bat kip thoi cac quy dinh méi dan dén viéc khai béo sai quy
dinh, ndp thué cham, nhiéu don vi c4 nhan con tim moi cach dé tranh né viéc ké khai
va nop thué. Pic biét c6 nhiéu truong hop lién quan dén ché do, chinh sach thué doanh

nghiép khong dé nghi Cuc Hai quan tu van nhung hoi qua luat su, hay hoi vuot cap vé



37

Téng cuc Hai quan, mot vai trudng hop khiéu nai véi cap trén vé thai do, phong cach
lam viéc ciia can bo Hai quan... gay nhiéu kho khian trong viéc quan 1y Hai quan trén
dia ban tinh Kién Giang.
3.2. Két qua nghién ciru
3.2.1. Thong tin miu nghién ciru

Mau khao sat 14 thuan tién va thu thap bang cach phét di 320 bang phong van,
thu vé 300 bang nhung mot s6 bang khong c6 day du cac thong tin theo yéu ciu, sau
khi 1am sach 275 quan sat (bang cau hoi) dugc dua vao phan tich chinh thuc. Két qua
thong ké mo ta mau nghién ciru nhu sau:

Do mau khao sat 1a mau thuan tién, dugc phong van truc tiép va qua thu dién tir

nén do phan tan ctia mau tuong d6i khong dong déu va co sy chénh léch kha rd rang,

cu thé:
Bang 3.1: Thong ké mé ta miu theo dic diém nhin khiu hoc
Pic diém miu (N=275) Tans6 | Phin trim

Nam 190 69,1

Gioi tinh
Nir 85 30,9
Giam déc 9 3,3
Phé Giam déc 8 2,9
Truong phong 17 6,2

Chutc vu
Pho truéng phong 10 7,6
Chuyén vién 95 34,5
Nhan vién 136 49,5
S nim tham | Dudi 01 nam 9 33
gia thii tuc Hai | Tir 01 ndm dén duéi 05 nim 117 42,5
quan Tur 05 ndm tré lén 149 54,2
Cong ty c¢b phan 75 27,3
Loai hinh Cong ty trach nhiém hiru han 170 61,8
doanh nghi€p | Doanh nghiép tu nhin 25 9,1
Loai hinh khac 5 1,8
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DN c¢6 phan von nha nudc trén 50% 7 2,5
Dic diém | DN c6 phan von tu nhén trén 50% 254 92,4
doanh nghiép | DN c6 von dau tu nudc ngoai 11 4,0
DN khac 3 1,1
Cong nghiép/Ché tao 38 13,8
Xay dung 29 10,5
Linh vuc hoat
Dich vu/Thuong mai 117 42,5
dong chinh
Nong nghiép/Lam nghiép/Thuy san 91 33,1
Khai khoadng 0 0
Tu khai bao 225 81,8
DN ky tén dong dau va thué nguoi
Phuong thirc ' ' 24 8,7
. ngoai DN lam thu tuc hai quan
thuc hién
Thong qua dai ly 1am thu tuc hai quan 26 9,5
Phuong thue khac 0 0

Nguon: Sé liéu khao sdt thang 12/2013

Mau thu thap duoc phan theo han ngach véi cac dic diém: gidi tinh, chuc vy, )
nam tham gia thu tuc hai quan, loai hinh doanh nghi¢p, dac diém doanh nghiép, cac
linh vuc hoat dong chinh ctia doanh nghiép, phuong thirc thuc hién thu tuc hai quan.

Téng s6 mau khao sat 1a 275 dap vién. Trong d6, gidi tinh c6 190 ngudi duoc
phong van 1a nam chiém 69,1% va nir 1a 85 mau chiém 29% so trong mau nghién ctu,
két qua nghién ctru cho thiy ¢ 1& (do mau thudn tién nén khong két luan chic chin)
xu huéng ngudi dén trao d6i thong tin vé linh vue hai quan c6 ty 1é nam cao hon.

Vé chiic vu cho thiy nguoi duge phong van chii yéu 1a nhan vién 136 mau
chiém 49,5% mau nghién ctru, chuyén vién 13 95 mau chiém 34,5%, can bd 1anh dao
cap trung (Truong phong va Phé Trudng phong) 27 mau chiém 13,8% va can bo lanh
dao cip cao (Giam ddc va Pho Giam déc) 1a 17 mau chiém 6,2%. Mau nghién ciru cho
thdy dbi tugng thuong xuyén giao dich véi Cuc Hai quan tinh Kién Giang chi yéu la
nhan vién, chuyén vién nghiép vu.

Xét dudi goe d6 s6 nam tham gia thi 09 mau (chiém 3,3%) tra 16i phong van cd
sd nam tham gia dudi 01 ndm, 117 mAu (chiém 42,5%) c6 s6 nim tham gia tir 01 nim

dén dudi 05 ndm va tir 05 niam tré 1én c6 149 mau (chiém 54,2%).



39

Xét dudi gdc do theo loai hinh doanh nghiép thi khéi cac doanh nghiép ngoai
nha nuéc nhu céng ty TNHH chiém ty trong 16n 170 miu (chiém 61,8%), doanh
nghiép tu nhin 25 mau (chiém 9,1%), dén Coéng ty c6 phan 75 mau (chiém 27,3%),
loai hinh khac (Cong ty lién doanh va don vi su nghiép) chiém rit nho 5 mau (chiém
1,8%) trong tong sé mau phong van. Két qua nay cho thay cac doanh nghiép tham gia
thi tuc hai quan tai Cuc Hai quan tinh Kién Giang chii yéu 1a loai hinh cong ty trach
nhiém hiru han va doanh nghiép tu nhan chiém sb lugng it, con lai cac cong ty co phan
déu 1a chi nhanh.

Vé dic diém cua doanh nghiép: 07 miu (chiém 2,5%) 12 doanh nghiép c6 phan
von nha nudc trén 50%; 254 mau (chiém 92,4%) 1a doanh nghiép c6 nghiép c6 phan
von tu nhan trén 50%, 11 mau (chiém 4,0%) 1a Doanh nghiép c6 vén dau tu nudc
ngodi va Doanh nghiép khac 1a 03 miu (chiém 1,1%). Miu nghién ciru cho thiy s6
lugng cac doanh nghiép hoat dong xuat khau, nhép khéu tai cuc Hai quan Kién Giang
thudng cé phan vén tu nhan trén 50%.

Vé linh vuc hoat dong cua doanh nghiép: nganh dich vu, thuong mai chiém 117
mau (chiém 42,5%); nganh nong, 1am, thuy san 91 mau (chiém 33,1%) va nganh xay
dung 29 mau (chiém 10,5%). Nghién ctru cho thdy khdi nganh thuwong mai, dich vy 1a
nganh hoat dong xuét khau, nhép khau nhiéu nhét va c6 nhiéu van dé can dén su hd tro
cua Phong Nghiép vu Cuc Hai quan tinh Kién Giang.

Vé phuong thire thyc hién thi tuc hai quan cta doanh nghiép: doanh nghiép tu
khai bao (Doanh nghiép ky tén, déng dau trén to khai) va ty lam TTHQ chiém 81,8%
(225 méu); Doanh nghiép ky tén dong dau va thué ngudi ngoai doanh nghiép lam
TTHQ chiém 8,7% (24 mau); doanh nghiép théng qua dai Iy lam TTHQ (Pai 1y ky
tén, dong dau trén to khai) chiém 9,5% (26 mau).

Tom lai nhitng doanh nghiép hoat dong xuét khau nhap khau thuong 1a nhimng
doanh nghiép co s6 nam tham gia hoat dong xuat khau, nhap khéu tir 01 nam dén dudi
05 nam va tir 05 trd 1én. Nhitng nguoi dén thuc hién tha tuc hai quan véi co quan hai
quan da s6 13 nhan vién nam thuong 1a chuyén vién va nhan vién nghi¢p vu, chua co
nhiéu kinh nghiém trong coéng tac nén can dugc hd trg. Pa sd nhimng ngudi nay lam
cho cac cong ty trach nhiém hitu han va doanh nghiép tu nhan c6 phan von tu nhin
trén 50% thudc nganh nghé thuong mai, dich vu va da sd cic doanh nghiép doanh

nghiép tu khai bado (Doanh nghiép ky tén, dong dau trén to khai) va tu lam TTHQ.
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3.2.2. Gia tri trung binh cac bién quan sat trong mé hinh

Bang 3.2: Gia tri trung binh céc bién quan sat

Bién Tén bién Mean | SD | Min | Max
Co sé vat chat 3.96 1 5
VCl1 Noi thuc hién cac dich vu hanh chinh hai| 4.13 | 0.575 2 5
quan thuan lgi thodng mat
V(2 Trang thiét bi vin phong, ban ghé, may tinh | 4.01 | 0.650 | 2 5
day du
VC3 Noi niém yét thong bao, thu tuc hanh chinh | 4.04 | 0.638 | 2 5
dé nhan thay, d& xem
VC4 Thiét bi cong ngh¢ thong tin hién dai dugc | 3.96 | 0.666 2 5
ding (may chiéu, may vi tinh...) phuc vu viéc
tap huin va trién khai chinh sach cho doanh
nghié¢p.
VC5 So do bo tri phong, ban 1am viéc thuan tién 3.80 | 0.715 | 1 5
VC6 Noi dau xe va ngdi chd dugce bo tri day du, | 3.81 | 0.732 | 1 5
tao su thoai mai
Tinh minh bach 3.85 5
MB1 Céc quy trinh thyc hién thu tuc hai quan déu | 3.86 | 0.786 | 2 5
duoc cong khai cac dia diém lam thu tuc hai
quan rd rang va day du.
MB2 Cong chuc tai noi lam thua tuc hai quan luén deo | 3.85 | 0.779 1 5
thé cong chirc va cd bang tén tai noi lam viéc
MB3 Cong chuc tai noi lam tha tuc hai quan luén | 3.83 | 0.727 1 5
thong bao kip thoi cho doanh nghiép khi nhu cau
cua ho chua duoc giai quyét dung quy dinh.
MB4 Thoi gian tiép nhan va tra két qua ho so cho | 3.82 | 0.851 | 1 5
doanh nghiép dung quy dinh
MBS5 Céc loai phi va 1& phi dugc cong khai day da | 3.79 | 0.831 1 5
tai noi lam viéc
MB6 S6 dién thoai dudng day nong, hom thu gop y | 3.92 | 0.698 1 5

c6 cong khai tai noi lam vi¢e
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Nang luc phuc vu 3.87

NLPV1 | Coéng chirc hai quan c6 kha ning giai quyét | 3.90 | 0.721
h6 so nhanh chéng, dung thoi gian quy dinh

NLPV2 | Cong chirc hai quan c6 kha ning giai quyét | 3.89 | 0.734
hd so chinh x4c

NLPV3 | Cong chtrc hai quan c6 kha nadng phat hién so | 3.77 | 0.774
suat cia hd so dé tu van ngay cho doanh
nghiép

NLPV4 | Su huéng dan, gidi dap cua cong chic hai | 3.93 | 0.666
quan dé& hiéu, thong nhat va dung quy dinh

Dap ung 3.82

bU1 Thoi gian tu van cho mét dich vu hanh chinh 391 | 0.699
hai quan nhanh chong

bu2 Thoi gian giai quyét xong mot dich vu hanh | 3.92 | 0.643
chinh hai quan luon dung hen

pU3 Cong chuc hai quan luén ling nghe ¥ kién | 3.89 | 0.628
dong gép ctua doanh nghiép

buU4 Cong chirc hai quan khong bao gio tir chdi | 3.85 | 0.653
giai ddp vudng mac cta doanh nghiép

pUS5 Céc thay doi vé chinh sach thué, quy trinh va cac | 3.68 | 0.763
van ban quy pham vé phap ludt hai quan déu
duoc co quan hai quan tuyén truyén kip thoi

buU6 Hinh thirc tuyén truyén cua co quan hai quan | 3.65 | 0.736
phong pht, da dang: bdo, dai, van ban, pano,
ap phich,...

bU7 Doanh nghiép nhan duoc sy ho trg kip thoi caa | 3.70 | 0.739
co quan hai quan khi gdp kho khan trong viéc
thyuc hién cac quy dinh vé phéap luat hai quan

bUS Trong qua trinh xt ly cong viéc, doanh | 3.79 | 0.714
nghiép dong ¥ véi két qua xir cong viéc cia
co quan Hai quan

bu9 Thoi gian xir Iy cong viéc cua co quan hai | 3.96 | 0.532

quan doi véi yéu cau cua doanh nghiép hién

nay la phu hgp
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Tin cay 3.87
TCl Co quan hai quan luén thyc hién dang quy | 3.72 | 0.675
trinh da dugc cong khai.
TC2 Co quan hai quan dam bao gid giac lam viéc | 3.96 | 0.596
ding quy dinh.
TC3 Thu tuc hanh chinh hai quan don gian 3.88 | 0.709
TC4 Cac mau ho so co su thong nhat rd rang, dé | 3.81 | 0.705
thuc hién
TC5 Quy trinh xir Iy ho so nhanh gon, chinh xac 3.87 | 0.676
Co quan hai quan bio mat tot thong tin cta
TC6 , 3.85 | 0.662
doanh nghiép
Co quan hai quan ludn quan tim dén céc
TC7 , , 4.09 | 0.626
vudng mac cua doanh nghiép
Doanh nghi€¢p luon tin tuéng vao cong tac tu
TCS8 . , , 3.89 | 0.667
van, giai dap vuong mac cua co quan hai quan
TCo cang c%u’rc hai quan luén luu y dé khong xay 377 | 0705
ra sai sot.
Cong bang, din chi 3.85
CB1 Co quan hai quan tuyén duong va ton vinh | 3.92 | 0.634
doanh nghiép thyc hién tbt nghia vu phap luat
hai quan mot cach cong bang.
CB2 Doanh nghiép duogc dé bat ¥ kién bang moi | 3.89 | 0.609
phuong tién
CB3 Doanh nghiép dugc dbi xtr cong bang trong | 3.69 | 0.774
viéc tu van thay doi vé chinh sach phap luat
hai quan va viéc giai dp cac vudng méc
CB4 Doanh nghiép khong phai dong cac khoan phi | 3.88 | 0.694
ngoai quy dinh
Cam thong 3.78
CTl1 Co quan hai quan va cong chirc hai quan luén ling | 3.89 | 0.701
nghe, tim hiéu nguyén vong ctia doanh nghiép
CT2 Co quan hai quan va cong chuc hai quan luén | 3.72 | 0.752

tiép thu cac phan anh, kién nghi, gop y cua

doanh nghiép
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CT3 Co quan hai quan va cong chuc hai quan luén | 3.59 | 0.789 | 2 5
tao diéu kién t6t nhat c6 thé cho doanh nghiép

hoat dong xuat khau, nhap khau

CT4 Co quan hai quan va cong chuc hai quan luén | 3.86 | 0.649 | 2 5
c6 nhig 16i khuyén tbt khi doanh nghiép can

tu van, ho trg

CT5 Co quan hai quan va cong chirc hai quan biét | 3.83 | 0.650 1 5
quan tdm va hiéu rd nhitng nhu cau cua doanh

nghiép

Sw hai long 3.81 1 5

HLI1 Doanh nghiép hai 1ong vé6i viéc tu van, ho tro | 3.83 | 0.650 | 1

ve phap luat hai quan ctia co quan hai quan.

HL2 Doanh nghiép hai long voi viée giai quyét | 3.74 | 0.630 | 2 5
cong viéc, giai dap cac vudng mic vé phap

luat hai quan cua co quan hai quan.

HL3 Doanh nghiép hai long voi chat lugng dich vu | 3.80 | 0.604 2 5
trong qua trinh thuc hién thu tuc hai quan cua

co quan hai quan.

HL4 Doanh nghiép sin sang gi¢i thiéu ban bé 1a | 3.88 | 0.583 | 2 5

cac doanh nghi¢p khac dén thuc hién tha tuc

hai quan tai Cuc Hai quan Kién Giang.

Qua bang théng ké mo ta cac bién trong mé hinh véi viée st dung thang do
Likert dé do luong céc chi tiéu trong md hinh, két qua cho ta thdy Doanh nghiép danh
gia mirc do hai long dbi véi cac tiéu chi cia CLDV tai Cyc Hai quan tinh Kién Giang
tir mac hoan toan khong déng ¥ dén hoan toan dong ¥ (min=1, max = 5) va gid tri
trung binh cta cac bién giao dong tir 3.59 dén 4.13.

Tir cOt gia tri trung binh (Mean) cua bang thong ké ta thdy chi c6 4 bién co gia
tri trung binh tir 4.01 dén 4.13 bao gdm cac bién: (TC7) Co quan hai quan ludn quan
tam dén cac vudng mic cua doanh nghiép; (VC3) Noi niém yét théng bao, thi tuc
hanh chinh dé nhan théy, dé xem; (VC1) Noi thuc hién cac dich vu hanh chinh hai
quan thuan lgi, thodng mat; (VC2) Trang thiét bi van phong, ban ghé, may tinh day
da. Con lai cac bién khac déu c6 gia tri trung binh chi tir 3.59 dén gan 3.96. Tir két qua
nghién ciru trén ta co thé thdy Doanh nghiép hai long véi CLDV tai Cuc Hai quan tinh
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Kién Giang chi & muc dd trén trung binh nhung khong cao, trong dé cé 4 chi tiéu cod
muc do hai long cao hon céc chi ti€u khac.
3.2.3. Panh gia d9 tin ciy ciia thang do bang h¢ s6 Cronbach’s alpha

Nhiéu nha nghién ciru dong ¥ rang khi Cronbach’s alpha tir 0.8 trd 1én dén gan
1 thi thang do luong 1a tot, tir 0.7 dén gan 0.8 13 sir dung duoc (Hoang Trong va Chu
Nguyén Mong Ngoc, 2008).

Két qua phan tich Cronbach’s alpha cho thdy cac thang do déu dat do tin cdy
(thoa man yéu cau hé s6 Cronbach’s alpha tir 0.7 dén gan 0.8, hé s twong quan bién
téng déu 16n hon 0.3). Cy thé nhu sau:

Bang 3.3: Hé s6 Cronbach alpha ciia mirc d§ hai long

Bién | Trung binh Phuong sai Twong Binh phwong | Alpha
quan | thang do néu | thang do néu | quan bién | héso twong | néuloai
sat 10:.1’i bién loai bién tong quan boi bién nay
Co sé vat chat, Cronbach alpha = 0.835
VClI 19,61 6,537 ,632 ,462 ,806
Ve 19,73 6,498 ,544 ,391 ,821
V(3 19,71 6,406 ,592 ,375 ,812
VC4 19,79 6,330 ,583 ,372 ,814
V(G5 19,94 5,989 ,636 ,506 ,803
VC6 19,93 5,791 ,681 ,546 , 793
Tinh minh bach, Cronbach alpha = (0.818
MB1 19,22 9,297 ,327 ,132 ,842
MB2 19,23 7,978 ,659 ,552 172
MB3 19,25 8,232 ,652 ,561 , 175
MB4 19,26 8,083 ,553 ,467 , 797
MBS 19,29 7,592 ,699 ,571 , 762
MB6 19,16 8,402 ,641 ,430 , 779
Nang luc phuc vu, Cronbach alpha = 0.855
NL1 11,59 3,622 ,625 ,408 ,845
NL2 11,61 3,320 ,748 ,574 , 794
NL3 11,72 3,180 , 753 ,598 , 792
NL4 11,56 3,692 ,672 477 ,827
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Dap wng, Cronbach alpha = 0.889

DU1 30,45 15,869 ,639 ,453 877
DU2 30,44 16,182 ,642 ,512 ,876
DU3 30,47 16,513 ,590 ,454 ,880
DU4 30,51 16,200 ,626 ,446 ,878
DUS5 30,68 15,328 ,671 ,561 ,874
DU6 30,71 15,490 ,671 ,550 ,874
DU7 30,66 15,276 , 709 ,598 ,871
DUS 30,57 15,669 ,661 ,468 ,875
DU9 30,41 17,089 ,579 ,374 ,882
Do tin cay, Cronbach alpha = 0.887

TC1 31,13 15,362 ,619 ,505 ,876
TC2 30,90 15,522 ,685 ,540 ,871
TC3 30,98 14,817 ,692 517 ,870
TC4 31,04 14,940 ,671 ,468 ,872
TCS 30,99 15,131 ,667 ,483 ,872
TC6 31,00 14,942 , 726 ,561 ,867
TC7 30,76 16,262 ,483 ,303 ,886
TC8 30,96 15,520 ,596 ,471 ,878
TC9 31,08 15,213 ,616 ,443 877
Sw cong bang, din chii, Cronbach alpha = 0.853

CB1 11,46 3,162 ,699 ,588 ,811
CB2 11,49 3,222 , 709 ,572 ,809
CB3 11,68 2,910 ,617 ,459 ,854
CB4 11,50 2,842 77 ,612 , 776
Su cam thong, Cronbach alpha = 0.867

CT1 15,00 5,394 , 719 ,553 ,831
CT2 15,17 5,184 , 724 ,597 ,830
CT3 15,30 5,305 ,634 ,480 ,856
CT4 15,03 5,725 ,670 ,674 ,844
CT5 15,07 5,602 17 ,694 ,833
Sw hai l1ong, Cronbach alpha = 0.833

HL1 11,42 2,289 ,684 ,483 , 778
HL2 11,51 2,433 ,624 412 ,806
HL3 11,45 2,343 , 729 ,537 , 759
HLA4 11,37 2,569 ,614 ,385 ,809
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Yéu t6 co so vat chat gdm 6 bién quan sat 1a VC1, VC2, VC3, VC4, VC5, VC6.
Ca 6 bién déu co6 hé sb twong quan bién tong 16n hon 0.3 nén duoc chip nhan. Ngoai
ra hé s6 Cronbach alpha 0.835 (16n hon 0.6) nén thang do co so vat chét dat yéu cau,
cac bién nay duoc dua vao phén tich nhan t6 trong budc tiép theo.

Yéu té tinh minh bach gém 6 bién quan sat 1a MB1, MB2, MB3, MB4, MBS,
MB6, ca 6 bién déu co hé sd twong quan bién tong 16n hon 0.3 nén duoc chap nhan.
Ngoai ra hé s6 Cronbach alpha 0.818 (16n hon 0.6) nén thang do tinh minh bach dat
yéu cau, cac bién ndy dugc dua vao phan tich nhan té trong budc tiép theo.

Yéu t6 nang lyc phuc vu gom 4 bién quan sat 1a NLPV1, NLPV2, NLPV3,
NLPV4 ca 4 bién déu c6 hé sb twong quan bién téng 16n hon 0.3 nén duoc chap nhan.
Ngoai ra hé s6 Cronbach alpha 0.855 (16n hon 0.6) nén thang do niang luc phuc vu dat
yéu cau, cac bién ndy dugc dua vao phan tich nhan té trong budc tiép theo.

Yéu t6 dap tmg gdm 9 bién quan sat 1a DU1, DU2, DU3, DU4, DU5, DU6,
DU7, DUS, DU9 ca 9 bién déu c6 hé sd twong quan bién tong 16n hon 0.3 nén duoc
chap nhan. Ngoai ra hé sé Cronbach alpha 0.889 (16n hon 0.6) nén thang do dap tng
dat yéu cau, cac bién nay dugc dua vao phan tich nhén té trong budc tiép theo.

Yéu t tin cdy gdm 9 bién quan sat 1a TC1, TC2, TC3, TC4, TC5, TC6, TC7,
TC8, TCY ca 9 bién déu c6 hé sd twong quan bién tong 16n hon 0.3 nén dugc chip
nhan. Ngoai ra hé s6 Cronbach alpha 0.887 (16n hon 0.6) nén thang do dép umg dat yéu
cau, cac bién nay duoc dua vao phan tich nhan t6 trong budc tiép theo.

Yéu tb cong bé'tng, dan chu gém 4 bién quan sat la CB1, CB2, CB3, CB4 ca 4
bién déu c6 hé sé tuong quan bién téng 16n hon 0.3 nén duoc chip nhan. Ngoai ra hé
sd Cronbach alpha 0.858 (16n hon 0.6) nén thang do cong bang, dan chu dat yéu cau,
cac bién nay duoc dua vao phén tich nhan t6 trong budc tiép theo.

Yéu t6 sy cam thong gdm 5 bién quan sat 1a CT1, CT2, CT3, CT4, CT5 ca 5
bién déu c6 hé sé tuong quan bién tong 16n hon 0.3 nén duoc chip nhan. Ngoai ra hé
s Cronbach alpha 0.867 (16n hon 0.6) nén thang do su cam thong dat yéu cau, cac
bién nay duoc dua vao phan tich nhén t6 trong budc tiép theo.

Yéu t6 sy hai long gém 4 bién quan sat 1a HL1, HL2, HL3, HL4 ca 4 bién déu
c6 hé sé twong quan bién tong 16n hon 0.3 nén dugc chip nhan. Ngoai ra hé sd
Cronbach alpha 0.833 (16n hon 0.6) nén thang do sy hai 1ong dat yéu cau, cac bién nay

dugc dwa vao phan tich nhan t6 trong budc tiép theo.
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3.2.4. Phan tich nhan t6 kham pha EFA
3.2.4.1. Phan tich nhén t6 kham pha EFA cac bién doc 1ap

Sau khi kiém tra d tin cdy ciia cac thang do, phan tich nhan t6 kham pha duoc
tién hanh. Phuong phép rat trich duoc chon dé phén tich nhéan t6 1a phuong phap
principal axis factoring vdi phép quay promax.

Thang do mirc d6 hai long ctia Doanh nghiép ddi véi CLDV cua Cuc Hai quan
tinh Kién Giang gdm 7 thanh phan chinh va dugc do bang 43 bién quan sat. Sau khi
kiém tra mtrc d6 tin cdy bang hé s6 Cronbach alpha, 43 bién quan sat déu dam bao d6
tin cdy. Phan tich nhan t6 kham pha EFA dugc sir dung dé danh gia lai mirc do hoi tu
clia cac bién quan sat theo cac thanh phan.

Qua 11 1an rat trich nhan td, dd loai bé 11 bién quan sat nhu: (1) Thu tuc hanh
chinh hai quan don gian; (2) Thoi gian giai quyét xong mot dich vu hanh chinh hai
quan ludn dung hen; (3) Co quan hai quan va cong churc hai quan ludn c6 nhiing 161
khuyén t6t khi doanh nghiép can tu van, hd tro; (4) Cong chirc hai quan ludn ling nghe
¥ kién dong gop ciia doanh nghiép; (5) Cong chirc hai quan khong bao gio tir chdi giai
dap vudng méc ctia doanh nghiép; (6) Cong chirc hai quan ludn luu ¥ dé khong xay ra
sai sot; (7) Trong qué trinh xir Iy cong viéc, doanh nghiép dong y véi két qua xir ly
cong viée clia co quan hai quan; (8) Thoi gian tu vAn cho mot dich vu hanh chinh hai
quan nhanh chéng; (9) Su hudng dan, giai dap cua cong chirc hai quan dé hiéu, théng
nhat va dung quy dinh; (10) Thoi gian xtr Iy cong viée cta co quan hai quan d6i véi
yéu cau cta doanh nghiép hién nay 13 phu hop; va (11) Trang thiét bi vin phong, ban
ghé, may tinh day du. Két qua kiém dinh KMO va Barlett’s trong phan tich nhan té
cho thdy hé s6 KMO kha cao bang 0.919 1én hon 0.5 cho thy phan tich nhan té EFA
rat thich hop.

Tai cac muc gia tri Eigenvalues 16n hon 1 v61 phuong phap rut trich phuong
phap principal axis factoring voi phép quay promax, phan tich nhan t6 da trich duoc 7
nhém nhéan t6 tir 43 bién quan sat con 32 bién quan sat v6i phuong sai trich 1a

52,792% (16n hon 50%) dat yéu cau.
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Bang 3.4: Két qua phan tich EFA ciia thang do

Bién quan sat

Yéu to

1

5

6

CB4

934

CTl1

, 754

CB2

,662

CBl1

,631

CT5

572

TC7

,558

CB3

,530

CT2

473

TC8

,435

Cam thong, cong bang

DUS5

,808

DU6

,748

DU7

,650

CT3

,555

MBI

522

Dap tng

V(C3

,716

VCl1

,628

V(4

,558

VC6

517

VG5

412

Co s& VAt chat

TC6

,657

TC4

,632

TCl

,581

TC2

,481

TCS

474

Tin cay

MB2

,812

MB3

, 764

MB6

,559

Cong khai quy trinh

NLPV2

,755

NLPV3

,583

NLPVI

445

Nang luc phuc vu

MB4

721

MB35

,588

Cong khai cong vu

Eigenvalues

13,466

2,164

1,602

1,494

1,178

1,028

1,019

Phuong sai trich

10,605

9,795

6,908

8,496

5,238

6,679

5,071
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Két qua bang 3.4 cho thdy c6 7 nhém nhén t6 v6i 32 bién quan sat duoc rat trich:

- Nhén t6 thir nhat gdbm 9 bién quan sat dugc hinh thanh tir thanh phan cong
bang dan chu, sy cam thong va tin cdy. Tac gia dit tén nhom nhan t6 mai cho phu hop
1a “Cam thong, cong bang” véi cac bién quan sat nhur sau:

CB4: Doanh nghi¢p khong phai dong cac khoan phi ngoai quy dinh.

CT1: Co quan hai quan va cong chirc hai quan luén ling nghe, tim hiéu nguyén
vong cua doanh nghiép.

CB2: Doanh nghiép duoc dé bat y kién bang moi phuong tién.

CBI1: Co quan hai quan tuyén duong va ton vinh doanh nghiép thuc hién tot
nghia vu phap luat hai quan mot cach cong bang.

CT5: Co quan hai quan va cong chirc hai quan biét quan tdm va hiéu rd nhiing
nhu ciu cta doanh nghiép.

TC7: Co quan hai quan ludn quan tdm dén cac vudng mic ciia doanh nghiép.

CB3: Doanh nghiép dugc d6i xir cong bang trong viéc tu van, thay doi vé chinh
sach phap luat hai quan va viéc giai dap cac vudng mac.

CT2: Co quan hai quan va cong chirc hai quan ludn tiép thu cac phan anh, kién
nghi, gép y cua doanh nghiép.

TC8: Doanh nghiép ludn tin tudng vao cong tac tu van, giai dap vuéng mic caa
co quan hai quan.

- Nhan t6 thir hai gom 5 bién quan sat dugc hinh thanh tir thanh phan dap tng,
cam thong va minh bach. Cin ctr vao tinh chat, ndi dung ctia timg bién quan sét trong
nhém nhan t6. Tac gia dit tén nhém nhén té mai 1a “Pap ing” voi cac bién quan sat
nhu sau:

DUS5: Cac thay doi vé chinh sach thué, quy trinh va cic vin ban quy pham vé
phap luat hai quan déu duoc co quan hai quan tuyén truyén kip thoi.

DUG6: Hinh thirc tuyén truyén cua co quan hai quan phong phu, da dang: bao,
dai, van ban, pand, ap phich...

DU7: Doanh nghiép nhan duoc su hd trg kip thoi cia co quan hai quan khi gip
kho khin trong viéc thuc hién cac quy dinh vé phap luat hai quan.

CT3: Thu tuc hanh chinh hai quan don gian.

MBI1: Cac quy trinh thyc hién thu tuc hai quan déu duoc cong khai tai cac dia

diém lam thu tuc hai quan r0 rang va day du.
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- Nhan t6 thir ba gdm 5 bién quan sat dugc hinh thanh tir thanh phan co sé vat
chét. Tac gia dat tén 1a “co so vat chat” v&i cac bién nhu sau:

VC3: Noi niém yét théng bao, thi tuc hanh chinh dé& nhan thay, dé xem.

VC1: Noi thuc hién cac dich vu hanh chinh hai quan thuén lgi thodng mat.

VC4: Thiét bi cong nghé thong tin hién dai dugc dung (may chiéu, may vi
tinh...) phuc vu viéc tap huén va trién khai chinh sach cho doanh nghiép.

VC6: Noi dau xe va ngdi chd duge bd tri dy di, tao su thoai mai.

VC5: So d6 bd tri phong, ban lam viéc thuan tién.

- Nhan té thtr tu gdm 5 bién quan sat dugc hinh thanh tir thanh phan tinh tin
cay. Tac gia dat tén “Tin cay™:

TC6: Co quan hai quan bao mat tot thong tin ctia doanh nghiép.

TC4: Cac mau ho so co su thong nhit rd rang, dé thyc hién.

TC1: Co quan hai quan luén thuc hién dung quy trinh da dugc cong khai.

TC2: Co quan hai quan dam bao gio gidc 1am viéc dung quy dinh.

TCS5: Quy trinh xtr Iy hd so nhanh gon, chinh xéc.

- Nhan t6 th nim gdm 3 bién quan sat dugc hinh thanh tir thanh phan tinh
minh bach. Téc gia dat tén lai 1a “Cong khai quy trinh”:

MB2: Céng chuc tai noi lam tha tuc hai quan luon deo thé cong chuc va co
bang tén tai noi lam viéc.

MB3: Cong chuc tai noi lam tha tuc hai quan ludn thong bao kip thoi cho
doanh nghiép khi nhu cau cta ho chua duoc giai quyét ding quy dinh.

MB6: S6 dién thoai, duong day nong, hom thur gop ¥ ¢6 cong khai tai noi lam viéc.

- Nhén té thir sau gdm 3 bién quan sat duogc hinh thanh tir thanh phan nang lyuc
phuc vu. Téac gia dat tén 1a “Nang luc phuc vu”:

NLPV2: Cong chirc hai quan c¢6 kha ning giai quyét hd so chinh xac.

NLPV3: Cong chirc hai quan c6 kha ning phat hién so suat ctia hd so dé tu van
ngay cho doanh nghiép.

NLPV1: Cong chirc hai quan c6 kha niang giai quyét hd so nhanh chéng dung
thoi gian quy dinh.

- Nhén t tht bay gém 2 bién quan sat dugc hinh thanh tir thanh phan tinh minh

bach. Téc gia dat tén moi cho nhém nhan té 14 “Cong khai cong vu’:
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MB4: Thoi gian tiép nhan va tra két qua hd so cho doanh nghiép dung quy dinh.

MBS: Céc loai phi va I¢ phi dugc cong khai dﬁy du tai noi lam viéc.
3.2.4.2. Phan tich nhén t6 kham pha EFA nhin t6 sy hai long

Pbi véi thang do sy hai long cia doanh nghiép qua phén tich nhan té két qua
kiém dinh KMO va Barlett’s trong phan tich nhan t6 cho thay hé s6 KMO bang 0.798
16n hon 0.5 cho thay phan tich nhan t6 EFA rat thich hop v6i phuong sai trich 1a
66.707% (16n hon 50%) dat yéu cau.

Bang 3.5: Két qua phan tich EFA

Bién quan sat Yéu to
HL2 ,861
HL1 ,834
HLA4 ,789
HL3 ,780
Eigenvalues 2,668
Phuong sai trich % 66,707

Qua két qua phan tich EFA ta thiy nhéan t6 sy hai long dwoc bao gom 4
bién quan sat nhw sau:

HL1: Doanh nghiép hai 1ong véi viéc tu van, hd trg vé phap luat hai quan cua
co quan hai quan.

HL2: Doanh nghiép hai 10ng voi viée giai quyét cong viée, giai dap cac vuong
mic vé phap luat hai quan cta co quan hai quan.

HL3: Doanh nghiép hai long véi chat luong dich vu trong qua trinh thyc hién
thu tuc hai quan cua co quan hai quan.

HL4: Doanh nghiép sin sang giéi thiéu ban bé 1 cac doanh nghiép khic dén
thuc hién thu tuc hai quan tai Cuc Hai quan Kién Giang.
3.3. Piéu chinh md hinh va gia thuyét nghién ciru

Duya trén két qua phan tich EFA ¢ bang 3.5 cho thay mot s6 bién da duogc tach
ra dé tham gia tao thanh nhirng nhan td méi, do do thang do CLDV tai Cuc Hai quan
Kién Giang sau khi phan tich va kiém dinh con 32 bién quan sat do ludng 7 nhén t6

véi tén goi va danh sach bién cu thé nhu sau:
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Béang 3.6: Danh sach cac thang do CLDYV sau khi hi¢u chinh

TEN | TEN THANG PO BIEN QUAN SAT
X1 | Cam thong, cong bang | CB4, CT1, CB2, CB1, CTS5, TC7, CB3, CT2, TC8
X2 | Pap tmg DUS, DU6, DU7, CT3, MBI
X3 | Co so vat chat VC3, VCI1, VC4, VC6, VC5
X4 | Tin cay TC6, TC4, TC1, TC2, TC5
X5 | Cong khai quy trinh MB2, MB3, MB6
X5 | Nang lyc phuc vu NLPV2, NLPV3, NLPV1
X7 | Cong khai cong vu MB4, MB5

Mo hinh nghién ciru dwoc hiéu chinh nhw sau:

Cam thong, cong bang

Dap tng

Co s& vat chat

Tin cay

Su hai long

Cong khai quy trinh

Nang lyc phuc vu

Cong khai cong vu

Hinh 3.2: M6 hinh nghién ctru hi¢u chinh
V6i cac gia thuyét nghién ciru hiéu chinh:
H1: Su cam thong, cong bang cang tdt thi mirc d6 hai 10ng cang cao va nguoc lai.
H2: Su dap g cang t6t thi mirc do hai long cang cao va nguoc lai.
H3: Co s¢ vat chat cang t6t thi mirc d hai long cang cao va nguoc lai.
H4: Su tin c@y cang cao thi mirc d¢ hai long cang cao va nguoc lai.
HS5: Cong khai quy trinh cang tot thi mirc d6 hai 10ng cang cao va nguoc lai.
H6: Nang lyc phuc vu cang tét thi muc do hai long cang cao va nguoc lai.

H7: Cong khai cong vu cang t6t thi mirc d6 hai long cang cao va nguoc lai.
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3.4. Kiém dinh mé hinh
3.4.1. Phan tich twong quan

Sau khi qua giai doan phan tich nhan t5, c6 7 nhan t6 dugc dwa vao kiém dinh
md hinh. Gia tri nhan t6 1 trung binh cua cac bién quan sat thanh phan thudc nhan t6
d6. Phan tich tuong quan Pearson duoc sit dung dé xem xét sy phu hop khi dua céac
thanh phan vao mé hinh hdi quy. Két qua cuia phan tich hdi quy s& dugc sir dung dé
kiém dinh cac giai thuyét tir H1 dén H7.

Kiém dinh hé¢ s6 twong quan Pearson dung dé kiém tra mbi lién hé tuyén tinh
gita cac bién doc 1ap va bién phu thudc. Néu cac bién c6 twong quan chit ché thi phai
lwu ¥ dén van dé da cong tuyén khi phan tich hoi quy. Trong phan tich twong quan
Pearson, khong c6 su phan biét gitra cac bién doc lap va bién phu thugc ma tat ca déu
duoc xem xét nhu nhau.

V&i Y bang sy hai long; (X1) Su cam thong, cong bang; (X2) Pap tmg; (X3)
Co s& vat chat; (X4) Tin cay; (X5)Cong khai quy trinh; (X6) Nang luc phuc vu; (X7)
Cong khai cong vu.

Bang 3.7: Két qua phan tich twong quan Pearson

Xl | X2 | X3 | x4 | X5 | X6 | X7 Y
X1 Pearson Correlation 1| 7237 6247 7347 426°| .657| 4657 806"
Sig. (2-tailed) .000[ .000] .000| .000] .000| .000[ .000
X2 Pearson Correlation | .723" 1| 624" 6687 3707 .6197| .458"| .660"
Sig. (2-tailed) .000 .000{ .000] .000[ .000| .000| .000
X3 Pearson Correlation | .624""| .624" 1| .5607| 4607 6047 4717 505
Sig. (2-tailed) .000[ .000 .000] .000| .000| .000| .000
X4 Pearson Correlation | .7347| 668" .560" 1| 4177 6477 4327 659"
Sig. (2-tailed) .000[ .000| .000 .000| .000{ .000| .000
X5 Pearson Correlation | .426"| 3707 .460™"| 417" 1| 4397 5747 423"
Sig. (2-tailed) .000[ .000| .000| .000 .000] .000| .000
X6 Pearson Correlation | .657"| .6197| .604 | .647"| 439" 1| 4257 548"
Sig. (2-tailed) .000| .000| .000| .000| .000 .000| .000
X7 Pearson Correlation | .4657| 458" 4717 4327 574" 425" 1| .404™
Sig. (2-tailed) .000| .000| .000| .000| .000| .000 .000
Y Pearson Correlation | .806 | .660 | .505"| .659"| 423" .5487"| 404"~ 1
Sig. (2-tailed) .000| .000| .000| .000[ .000| .000[ .000

**_ Correlation is significant at the 0.01 level (2-tailed).
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Qua bang trén, bién phy thudc “su hai long” (Y) c¢6 twong quan vdi cac bién doc
1ap trong mo hinh, cac hé sd tuong quan déu c6 ¥ nghia théng ké). Hé sb twong quan
bién phu thudc 1a sy hai long véi cac bién doc lap tuong ddi kha cao, so bo ta co thé
két luan cac bién doc 1ap nay cé thé dua vao mo hinh dé giai thich cho bién sy hai long
ctia DN d6i v6i CLDV tai Cuc Hai quan tinh Kién Giang.

3.4.2. Phan tich hdi quy
3.4.2.1. Danh gia y nghia toan dién ciia mé hinh

Pé kiém dinh su phu hop giira cac yéu td tao nén su hai long ciia Doanh nghiép
d6i voi CLDV tai Cuc Hai quan tinh Kién Giang, tac gia sir dung ham hoi quy tuyén
tinh boi véi phuong phap dwa vao mét luot (Enter). Nhu vay 7 yéu té gdm: (1) sy cam
thong, cong bang; (2) Pap ung; (3) Co sé vat chét; (4) Tin cdy; (5) Cong khai quy
trinh; (6) Nang luc phuc vu; va (7) cong khai cong vu la bién doc 1ap, su hai long la
bién phu thudc s& duge dua vao chay héi quy cung 1 ltc. Két qua nhan duogc cho thiy
hé s6 x4c dinh bdi R*= 0.677, h¢ sb xac dinh hi¢u chinh R” hiéu chinh = 0.668.

Kiém dinh F sir dung trong phan tich phuong sai 1a phép kiém dinh gia thuyét
vé d6 phu hop ciia md hinh hdi quy tuyén tinh téng thé. Y tudng cia kiém dinh nay 1a
mbi quan h¢ tuyén tinh gitra bién phu thudc va cac bién doc 1ap. Trong bang ANOVA,
ta thay gia tri sig rat nho (sig = 0.000) nén mé hinh héi quy phu hop véi tap dir lidu va

c6 thé sir dung dugc.

Bang 3.8: Két qua phan tich ANOVA

Mo hinh Tong binh phuong | df | Binh phuong trung binh F Sig.
1 |Hoi quy 46,990 7 6,713| 79,803 ,000°
Phén du 22,459 267 ,084

Téng 69,449 274
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Bang 3.9: Két qua hoi quy sir dung phwong phap Enter

Hésdhdi quy | ° Scollﬂgrll Théng ke da
chua chuan hoa quyhéa cong tuyén
Mo hinh t Sig. —
Std Do chap
B Erro'r Beta nhém’ VIF
cua bién
1 | (Constant) 606 | ,158 3,831 | 1,000
X1 ,633 [ ,059 ,648 [ 10,688 | ,000 ,329 | 3,038
X2 135,047 , 162 | 2,839 ,004 ,389 | 2,574
X3 -,073 | ,050 -074 | -1,465| ,144 ,481 | 2,079
X4 ,L105 | ,053 1101 1,964 | ,051 ,389 | 2,573
X5 ,088 [ ,036 11 2,464 ,014 ,602 | 1,661
X6 -,032 | ,041 -040 [ -776| ,438 ,451 12,219
X7 -,020 [ ,030 -,031 | -.673 ,502 ,585 | 1,709

Dong thoi tir bang 3.9 phuong trinh héi quy thé hién mdi quan hé giira sy hai
long (Y) bién phu thudc véi cac bién doc lap: (X1) Sy cam théng, cong béng; (X2)
Pap tmg; (X3) Co so vat chat; (X4) Tin cay; (X5) Cong khai quy trinh; (X6) Ning luc
phuc vu; va (X7) Cong khai cong vu duoc thé hién qua biéu thuc sau:

Y =0.633*X1 + 0.135*X2 + 0.105*X4 + 0.088*X5

Dién gidi két qud

Két qua phan tich hdi quy c6 dugc hé sd twong quan riéng phan cta cac bién:
X1 la quan trong nhét do c¢6 hé s bé ta dd chuin hoéa 1a 0.633, X2 1a quan trong thir
nhi do hé sd beta di chuan hoéa 1a 0.135, X4 1a quan trong thu ba do hé s6 beta da
chuan hoa 1a 0.105, X5 1 quan trong thir tu do hé sb beta di chuan hoa 13 0.088, X7 1a
quan trong thir ndm do hé sO beta d3 chuan hoa 1a -0.020, X6 la quan trong thr sdu do hé
s0 beta d4 chuan hoa 1 -0.032 va cubi cing 14 X3 do hé s6 beta da chuan hoéa 14 -0.073.

3.4.2.2. Danh gia cac gia thuyét ciia mé hinh

O kiém dinh F chung ta da két luan mo hinh toan dién c6 ¥ nghia, diéu nay co
nghia 1a c6 it nhét 1 bién doc 1ap trong mo hinh c6 thé giai thich dwoc mot cach co ¥
nghia cho bién thién trong bién phu thudc. Tuy nhién diéu nay khong c6 nghia la cac
bién doc 1ap duoc dua vao md hinh déu ¢ ¥ nghia, dé xac dinh bién doc 14p ndo co ¥

nghia chiing ta kiém dinh cac gia thuyét:
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H1: Su cam thong, cong bang tot s& lam ting muc do hai long ctia Doanh
nghiép. Thanh phan Su cong bang, cam thong, tin cdy c6 beta = 0.633, gid tri t =
10,688, sig = 0.000 nén gia thuyét nay duoc chap nhan.

H2: Tinh dap ung tbt s& lam cho mirc 6 hai long ctia Doanh nghiép cao hon.
Thanh phan Su tin cdy co6 beta = 0.135, gia tri t = 2.893, sig = 0.04 (<0.05) nén gia
thuyét nay dugc chap nhan.

H3: Co sé vat chit tot s& 1am cho mirc d6 hai 1ong cia Doanh nghiép cao hon.
Thanh phan co s vat chét c6 beta = -0.073, gia tri t = -1.465, sig = 0.144 (>0.05) nén
gia thuyét nay khong duoc chip nhan.

H4: Sy tin cdy tot s& lam muc do hai long cta doanh nghiép cao hon. Thanh
phan su tin cdy c6 beta = 0.105, gia tri t = 1.964, sig = 0.051 (>0.05) nén gia thuyét
nay khong dugc chip nhan.

H5: Cong khai quy trinh cang t6t cang lam tang mirc d6 hai 1ong ctia Doanh
nghiép. Thanh phan Cong khai quy trinh c6 beta = 0.088, gi4 tri t = 2.464 , sig = 0.014
(<0.05) nén gia thuyét nay dugc chap nhan.

H6: Nang lyc phuc vu cang tbt s& lam ting mirc do hai 10ng ctua Doanh nghiép.
Thanh ph?m Nang lyc phuc vu c6 beta = -0.032, gia tri t = -0.766, sig = 0.438 (>0.05)
nén gia thuyét nay khong dugc chap nhan.

H7: Cong khai cong vu cang tét s& 1am ting muc d6 hai 10ng ctia Doanh nghiép.
Thanh phan Cong khai cong vu c6 beta = -0.020, gia tri t = -0.673, sig = 0.502 (>0.05)
nén gia thuyét nay khong dugc chap nhan.

Vay moé hinh toan dién c6 ¥ nghia thong ké va két qua kiém dinh cac gia thuyét
bang phuong phap danh gia y nghia ciia timg bién doc 1ap riéng biét thi chi 4/7 nhan t6
c6 ¥ nghia théng ké.
3.4.2.3. Do tim sy vi pham céc gia dinh cin thiét trong hoi quy

Mo hinh héi quy tuyén tinh bang phuong phap Enter dugc thyc hién vi mot s6
gid dinh va m6 hinh chi thuc sy c6 y nghia khi cic gia dinh nay dugc dam bdo. Do
vay, dé dam bao cho d6 tin cay cua mo hinh, chung ta con phai thuc hién mot loat cac
do tim sy vi pham cac gia dinh can thiét trong hdi quy tuyén tinh.

Pau tién 1a gia dinh lién hé tuyén tinh. Phuong phap dugc st dung 1a biéu dd

Scatterplot v6i gid tri phan du chuan hoa trén tryc tung va gia tri du doan chuan héa
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trén truc hoanh. Nhin vao biéu db ta thiy phan du khong thay d6i theo mot trat ty nio
d6i voi gia tri du doan. Vay gia thuyét vé lién hé tuyén tinh khong bi vi pham.

Gia dinh tiép theo can xem xét 1a phwong sai ciia phin dw khéng doi. Dé thuc
hién kiém dinh nay, chung ta s& tinh hé s6 twong quan hang Spearman ciia gia trj tuyét
d6i phan du va cac bién doc 1ap. Gia tri sig. ciia cac hé sb twong quan véi do tin cdy
95% cho thdy ta khong du co sd dé bac bo gia thuyét Hy 1a gia tri tuyét dbi cua phan
du doc lap voi cac bién doc 1ap. Nhu vay, gia dinh vé phuong sai cua sai $6 khong doi
khong bi vi pham.

Pé do tim su vi pham gia dinh phan phdi chudn ciia phan dw ta s& dung hai
cong cy v& ciia phan mém SPSS 1a biéu d6 Histogram va dd thi P-P plot. Nhin vao
biéu d6 Histogram (hinh 4.5) ta thdy phan du c6 phan phdi chuan véi gi tri trung binh
gan bang 0 va d6 léch chuan ciia n6 gan bang 1 (= 0.987). Nhin vao dd thi P-P plot
biéu dién cac diém quan sat thuc té tap trung kha sat duong chéo nhiing gia tri ky

vong, ¢ nghia 1a di liéu phan du c6 phan phdi chuan.

Histogram

Dependent Variable: Y

Mean =-2.81E-15
Stdl. Dev. =0.987
M =273

G0

Frequency
N

207

0 T T T T ]
-3 -2 -1 0 1 2 3

Regression Standardized Residual

Hinh 3.3: Biéu do Histogram



58

Scatterplot

Dependent Variable: Y
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Hinh 3.4: P6 thi Scatterplot

Gia dinh tiép theo vé tinh déc ldp cia phan dw ciing can dugc kiém dinh. Ta
ding dai luong thong ké Durbin-Watson (d) dé kiém dinh. Pai luong d nay co gia tri
tir 0 dén 4. Trong thyc té, khi tién hanh kiém dinh Durbin- Watson ngudi ta thuong ap
dung quy tic kiém dinh don gian nhu sau: néu 1 < d < 3 thi két luan mé hinh khong c6
tuong quan; néu 0 < d <1 thi két luAn mo hinh c6 su tuong quan duong; néu 3 <d <4 thi
két luan md hinh c6 su twong quan am. Tir két qua 1< d =1.720 < 3 nhu vay ta c6 thé két
luén cac phan du 1a doc 1ap v6i nhau va tinh doc 1ap ciia phan du da duoc bao dam.

Cubi clng, ta s& xem xét sy vi pham da cong tuyén cia mo hinh. O phan phan
tich hé sb tuong quan & trén, ta da thay rang giita bién phu thudc co quan hé tuong
quan khé 16 voi cac bién doc 1ap nhung ta cling thiy duoc giita cac bién doc 1ap ciing
c6 twong quan v&i nhau. Didu nay sé tao ra kha niang da cong tuyén ctia mo hinh. Vi
vay, ta phai do tim hién twong da cong tuyén bang cach tinh d6 chap nhan cua bién
(Tolerance) va hé s6 phong dai phuong sai (Variance inflation factor - VIF). P6 chap
nhan trong truong hgp nay cua bay bién trong mé hinh khé cao, déu 16n hon 0.5 trong
khi hé s6 VIF kha thap da s6 nho hon 10 (bang 3.8). Vi hé s6 VIF nhé hon 10 ta co
thé bac bo gia thuyét mo hinh bi da cong tuyén (Hoang Trong & Chu Nguyén Mong
Ngoc, 2008).
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Nhu vy mo hinh hdi quy tuyén tinh duoc xay dung theo phuong trinh & trén la
khong vi pham céc gia dinh can thiét trong hoi quy tuyén tinh.
3.5. Kiém dinh mitc d9 hai long ciia doanh nghiép theo cic bién nhan khau hoc.

Phén tich phuong sai ANOVA (Analysis of Variance) 1a phuong phap kiém
dinh gia thuyét vé sy bang nhau cua hai trung binh hay nhiéu hon dya trén dai luong
thong ké F. Muc dich st dung phuong phap ANOVA trong phan nay 1a nham kiém
dinh su khac biét vé mirc do hai long gitta cac nhom dép vién theo céc dac diém nhan
khau hoc nhu: Gi6i tinh, Chirc vy, S& nam tham gia, Loai hinh doanh nghi¢p, Dac
diém doanh nghiép, Linh vuc hoat dong va Phuong thirc thuc hién thu tuc hai quan.

Nhu vady, ANOVA duoc st dung trong truong hop nay 1a ANOVA mét nhan t6
(One-Way ANOVA) véi bién doc 1ap (nhan td) 1a ting bién nhan khau hoc, con bién
phu thudc chinh 1a sy hai long.

Khi thyc hién phan tich One-Way ANOVA céan phai luu y dén 3 diéu kién: i)
Mau phai ¢6 phan phi chuan; ii) C4 miu can phai doc 1ap véi nhau; va iii) Phuong sai
clia cac mau phai bang nhau. Néu mot trong ba diéu kién trén khong thoa thi One-Way
ANOVA sé& khong dugc thuc hién, thay vao d6 cé thé st dung phuong phap khéc (co
d6 tin cay thap hon) chang han nhu kiém dinh phi tham so.

Két qua phan tich duoc tong hop trong Bang 3.10

Bang 3.10: Két qua phin tich ANOVA theo cac bién nhin khau hoc

STT Nhén t6 Thong ké F(sig.F) Két ludn
1 | Gidi tinh F=4.357, Sig.F=0.038 Co su khac biét
2 | Chtc vu F=2.229, Sig.F=0.052 Co su khac biét
3 | SO nim tham gia TTHQ F=1.584, Sig.F=0.207 Khong c6 su khac biét
4 | Loai hinh doanh nghiép F=1.310, Sig.F=0.271 Khoéng c6 su khac biét
5 | Pic diém doanh nghiép F=0.149, Sig.F=0.930 Khoéng c6 su khac biét
6 | Linh vuc hoat dong chinh | F=1.727, Sig.F=0.162 Khoéng c6 su khac biét
7 | Phuong thirc thyc hién F=0.973, Sig.F=0.379 Khoéng c6 su khac biét

Nhu vay, gitta S6 nam tham gia TTHQ, Loai hinh doanh nghiép, Dac diém
doanh nghiép, Linh vuc hoat dong chinh, Phuong thirc thuc hién thu tuc hai quan
khong co su khac biét vé mirc d6 hai 1ong khi st dung dich vu hai quan.

Tuy nhién, c¢6 sy khac bi¢t vé murc d hai long gitra gidi tinh va chuc vu.
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Trong nhom Chuc vy, cac dép vién la nhan vién, chuyén vién c6 miac do hai
1ong cao hon nhitng dap vién khac (diém hai long trung binh gan 3.85). Cac dap vién
13 Giam dbc co diém hai long thap nhét (3.33). Cac nhom dap vién c6 chuc vu khac
nhau nhu Phé giam ddc, Truong phong, Pho truong phong... ¢ diém hai long trung
binh tir 3.69 dén 3.8.

Trong nhém S6 nam tham gia thu tuc hai quan, cac dap vién c6 sd nim tham
gia TTHQ tir 05 nam tré 1én c6 diém hai 10ng cao nhét (3.85), cac dap vién c6 sd nim
tham gia TTHQ tir 01 nam dén dudi 05 nam 1a 3.77 va cac dap vién c6 sé nim tham
gia TTHQ dudi 01 nam 1a 3.61.

Trong nhom Loai hinh doanh nghiép thi cic dép vién lam trong Cong ty cd
phan c6 murc d6 hai 10ng 13 3.84, cac dap vién lam trong Cong ty TNHH c¢6 mirc d6 hai
long 1a 3.81, cac dap vién lam trong cic DNTN c6 muc hai long 1a 3.67 va cac dap
vién cua loai hinh khac c6 mirc hai long 1a 4.1.

Trong nhém dic diém doanh nghiép, cic dap vién lam trong nhiing doanh
nghiép c6 phan vén nha nudc trén 50% cé diém hai 1ong trung binh 14 3.78, cac dap
vién lam trong nhitng doanh nghiép c6 phan von tu nhan trén 50% la 3.81, cac dap
vién 1am trong nhitng doanh nghiép c6 vén dau tu nudc ngoai 1a 3.80 va cac dap vién
lam trong DN khac c6 diém hai long 13 4.0.

Trong nhom linh vyc hoat dong chinh, cac dap vién lam trong linh vuc Cong
nghiép/Ché tao c6 mirc d6 hai 1ong cao hon nhimng dap vién lam trong linh vyc khac
(diém hai long trung binh gan 3.9). Cac dap vién lam trong linh vuc xay dung cé diém
hai long thap nhat (3.67). Cac dap vién lam trong nhiing linh vuc khic nhu Dich
vu/Thuong mai, Nong nghié/Lam nghiép/ Thiy san,... ¢ diém hai 10ng trung binh tir
3.77 dén 3.86.

Trong nhom Phuong thirc thuc hién TTHQ, cac dap vién thuc hién phuong thirc
tir khai béo c6 diém hai long cao nhat 1a 3.83, cac dap vién thyc hién phuong thirc DN
ky tén dong dau va thué ngudi ngoai DN lam TTHQ c6 diém hai 1ong trung binh 13
3.8, cac dap vién thyc hién phuong thire thong qua dai 1y 1am TTHQ c¢6 diém hai 1ong
trung binh 1a 3.68.
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Tém tat chwong 3

Chuong 3 trinh bay két qua nghién ctru sau khi danh gia do tin cay ciia thang do
thong qua hé s6 Cronbach Alpha, phan tich nhan t6 sau khi loai bo cac bién khong dat
yéu cau thi ¢6 7 nhan t6 duoc rit ra va md hinh méi dugc hiéu chinh gdm 7 nhan t6 1a:
Su cam thong, cong bang; Pap ung; Co so vat chat; Tin cdy; Cong khai quy trinh;
Nang lyc phuc vu; Cong khai cong vu.

Phén tich hdi quy da bién va kiém dinh gia thuyét cia mé hinh toan dién c6 ¥
nghia thong ké da khang dinh: muc do hai 1ong ciia DN duoc kiém dinh thong qua 7
nhom nhan té 13 sy cam thong, cong bang; sy tin cdy; dap ung; cong khai quy trinh;
nang luc phuc vy; co so vat chét; cong khai cong vu va Kkét qua kiém dinh gia thuyét
d6i v6i ting bién riéng biét thi ca 7 nhan t6 déu c6 y nghia vé mat thong ké dbi voi mo
hinh do Iuvong muc do hai long cua DN.

Kiém dinh T-test va phan tich ANOVA cho két qua mirc d6 hai long cia Doanh
nghiép d6i v6i CLDV tai Cuc Hai quan tinh Kién Giang c6 su khac biét giita cac doi
tugng ¢ gidi tinh va chirc vu khac nhau va khong cé su khac biét giita cac d6i tugng
c¢6 s6 nam tham gia khac nhau ctia nguoi duoc phong vén, loai hinh doanh nghiép khac
nhau, dic diém caa doanh nghi¢p khac nhau, gitta cac doanh nghi¢p c6 linh vyc hoat

dong khéac nhau va phuong thirc thuc hi¢én thu tuc hai quan khac nhau.
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CHUONG 4: KET LUAN VA PE XUAT GIAI PHAP

4.1. Két luan

Trén co so 1y thuyét lién quan dén danh gia muc d hai long ciia Doanh nghiép
tac gia da xay dung va thong qua két qua nghién ctru dinh tinh cho thay c¢6 7 nhan t6
c6 thé tao nén murc d6 hai long ciia DN. Sau khi tién hanh phan tich nhéan t6 cac thang
do luong tir nghién ciru dinh lugng cho thay mirc d6 hai long ctia DN duoc do luong
cling bang 7 nhan t6 nhung tén cac bién quan sat cho timg nhan té khac nhau, d6 la: Su
cam thong, cong bang; Péap tung; Co s& vat chat; Tin cdy; Cong khai quy trinh; Ning
luc phuc vy; Cong khai cong vu va muc do quan trong cia tirng nhan td duoc sép xép
theo thir tu nhu sau: Sy cam thong, cong bé‘mg c6 anh huong lon nhéat dén mire do hai
long do c¢6 hé s6 bé ta da chuan hoa 1a 0.633; ké tiép Tinh d4p mg do hé sb beta da
chuan héa 14 0.135; su tin cady do hé s6 beta di chuan héa 13 0.105; cong khai quy trinh
do hé sb beta di chuan héa 13 0.088; cong khai cong vu do hé sb beta di chuan hoéa 1 -
0.020; nang lyc phuc vu do hé s6 beta da chuan hoa 1a -0.032; va cubi cung la co so
vat chit do hé sb beta da chuan hoa 1a -0.073. Pong thoi muic do hai 1ong trung binh
clia cac bién quan sat thudc yéu to cam thong, cong bang déu chi dat muc trung binh tir
3.69 dén 4.09, bién quan sat thudc yéu td cong khai cong vu dat mirc hai long trung
binh dat tir 3.79 dén 3.82, bién quan sat thudc yéu td co sé vat chat dat mirc hai long
trung binh thip nhat 1a 3.80 v cao nhét 4.13, bién quan sat thudc yéu t6 cong khai quy
trinh dat mirc hai 1ong trung binh tir 3.83 dén 3.92, bién quan sat thudc yéu td dap tng
dat murc hai long trung binh chi tir 3.59 dén 3.86, bién quan sat thudc yéu td ning luc
phuc vu dat mirc hai 10ng trung binh tir 3.77 dén 3.90, bién quan sat thudc yéu t tin
cay dat murc hai long trung binh tir 3.72 dén 3.96. N6i chung mirc do hai long ciia cac
yéu t6 déu chua cao can c6 su cai tién dé nang mirc d6 hai long.
4.2. Pé xuit ddi véi co quan cung cip dich vu

Dbi v6i Cuc Hai quan tinh Kién Giang néi riéng va nganh thué néi chung,
nghién ctru ndy c6 mot sé ¥ nghia nhat dinh. Trudc hét mirc do hai long dat muc trung
binh 3.81 1a tuong dbi thap nén co quan hai quan can cé nhiéu bién phap nham lam
tang mirc do hai long ctia DN, khi Doanh nghiép hai 1ong cao véi chat lugng dich vu
cta Cuc Hai quan thi ho s& tin tuéng hon vao cac dich vu do nganh Hai quan néi riéng

va céc loai dich vu cong noi chung cung cip. Véi két qua phan tich hdi quy cho thay
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mirc do hai long cta doanh nghiép dugc do ludng boi yéu td sy cam théng, cong bang;
Dap ung; Co s¢ vat chat; Tin cay; Cong khai quy trinh; Nang luc phuc vu; Cong khai
cong vu. Mirc d6 tac dong cua ting yéu té dugc thé hién qua hé sé hdi quy cua céc
bién trong phuong trinh gitp co quan hai quan thiy duoc minh nén tac dong vao yéu
t6 nao dé cai thién murc d6 hai 10ng ctia Doanh nghiép.

4.2.1. Cam thong cong bang

Mitc d6 hai long ctia DN ddi v6i yéu té su cam thong, cong bang dat cao hon
mirc d6 hai 1ong, tuy nhién mtrc do hai long chi dat dudi mic dong ¥, do d6 co quan
thué can tiép tuc ting cuong tao diéu kién tot nhat va co 16i khuyén t6t nhat cho DN,
lang nghe tim hiéu nguyén vong ciia DN, dbi xir cong bang, biét quan tam dén DN
(trong diéu kién co thé).

Trudc hét can ting cudng ling nghe tim hiéu nguyén vong cia DN theo hudng:
tai by phan nghiép vu ctia Cuc Hai quan va cac Chi cyc Hai quan can ¢6 hop thu gop
¥; mdi cude ddi thoai, tap hudn, trién khai va hoi thao v6i DN tai Cuc Hai quan va céc
Chi cuc Hai quan can phat phiéu tham do y kién caa DN; hang thang t6 chic it nhat
mdt budi tiép DN tai Cuc Hai quan va cac Chi cuc Hai quan tryc thudc; trong thang t6
chtrc it nhat mot budi dbi thoai truc tiép trén truyén hinh do Cuc Hai quan to chuc.
Qua hop thu gop ¥ va tiép thu cac ¥ kién ciia DN trong cac budi gip mit néu trén s&
gitip Cuc Hai quan va cac Chi cuc Hai quan tryc thudc c6 nhiing giai phap nham dap
mg duoc mdt phan nao nguyén vong cia DN.

Cong chirc 1am cong tic Nghiép vu can biét ting cudng quan tim dén DN,
mubn cong chirc quan tim dén DN co quan hai quan can thuong xuyén rén luyén, gido
duc, tu tuong, dao duc va tac phong cua can bd lam cong tac Nghiép vu; phai thuong
xuyén udn nan, chan chinh kip thoi déi véi can bo 1am cong tac nay cé thai do khong
nha nhan va lich sy vd1 DN.

Tang cudng sy cong bang trong viéc tuyén truyén cac thay doi vé chinh sach,
quy trinh, quy dinh ndp thué va viéc tuyén dwong ton vinh DN thuc hién t6t phap luat
hai quan phai dugc thyc hién mot cach cong bang.

4.2.2. Tin cay
Tin cdy 13 yéu té thtr hai c6 ¥ nghia quan trong ddi véi viéc danh gia muac do

hai 1ong ctia DN, tuy nhién muc d6 hai 1ong cia yéu td nay con thip hon mic do hai
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1ong vi vay can phai ting cudng tinh tin cdy theo huéng nang cao chit lugng dich vu
thong qua cic ndi dung nhu khong dé xay ra sai sot trong cong tac nghiép vu, tao sy tin
tudng cho DN, tao diéu kién cho DN lu6n nhan duoc két qua giai quyét chinh xac, kip
thot, thong tin cia DN luén dugc bao mat va thoi gian xur ly cong viéc phai phu hop.

Pé tranh xdy ra sai sot nganh hai quan néi chung va Cuc Hai quan Kién Giang
no6i riéng phai thuong xuyén dao tao, tap huin cho can bd lam cong tic chuyén mén
nghiép vu. Pong thoi ludn kiém tra, giam sat va tham dinh lai cac ho so, thu tuc va cac
vin ban tra 10i chinh sach theo huéng tao su kiém tra chéo trudc khi trao tra két qua
cho DN.

Mirc do hai 10ng ctia DN vé thoi gian xir Iy cong viéc cia cong chirc phong
TTHT @6i voi yéu cau ctia DN hién nay 13 con thap, do d6 can xem lai thoi gian xt Iy
cong viéc cua quy trinh xir Iy hd so cho DN, tir d6 s& c6 giai phap rat ngan thoi gian
xir 1y cong viéc ciia quy trinh nham lam giam thoi gian xir 1y cong viéc phu hop véi
yéu cau ciia DN.

4.2.3. Dap urng

Tinh dap ung 1a yéu t6 tha ba c6 anh huong dén mirc d6 hai 1ong ctua DN, két
qua nghién ctru cho thidy mirc do hai 10ng cua yéu té nay hién nay dat & muc thap nhat
s0 vOi cac yéu tb khac vi vy can phai ting cudng cai thién yéu t dap tmg theo hudng
tap trung vao viéc bo phan nghiép vu can hiéu rd nhu ciu DN, vé hinh thic tuyén
truyén phai dugc doi moi, phi hop, hinh thic tuyén truyén phai phong phu, da dang.

Pé ting cuong muc do hai long ddi véi yéu td cong chirc lam cong tac nghiép
vu hiéu 15 nhitng nhu cau cua DN thi trong cong tac bd tri, lya chon can bo lam cong
tac nghiép vu can chon nhitng can bd ¢ nhiét huyét, yéu nganh, yéu nghé, c6 chuyén
mon nghiép vu siu, c6 kha ning xir Iy céng viéc nhanh va giao tiép ung xur tot. Tl d6
cong chirc 1am ¢ bo phan nay sé chiu kho hiéu rd va dap tng dugc yéu cau ciia DN.

Hinh thuc tuyén truyén, hd trg cia Phong Nghiép vu can ludn dugc ddi moi, da
dang, phong pha va phu hop véi DN nham gitip DN dé ndm va dé hiéu ndi dung vé
chinh sach thué, quy trinh va cic van ban quy pham phép luat hai quan. Tir d6 s& giup
DN chap hanh t6t cac chinh sach phap luat thué, han ché dugc cac sai pham vé thué
trong hoat dong xuat khau, nhap khau. Dé cong tac tuyén truyén luén d6i méi dap mg

dugc yéu cau ciia DN can phai da dang theo hudng tuyén truyén vé cac chinh sach
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thué xuat khau, nhap khau trén phat thanh, truyén hinh duéi dang tiéu phong sy truyén
thanh, truyén hinh; tuyén truyén bang cac cudc thi tim hiéu CST trong luc luong doan
vién thanh, hoc sinh, sinh vién, ...

4.2.4. Cong khai quy trinh

Mirc do hai long ctia DN d6i voi yéu té cong khai quy trinh dat cao hon mirc do
hai long, tuy nhién muc d6 hai 1ong chi dat dudi mirc dong y, do d6 co quan hai quan
can tiép tuc ting cudng cong khai theo hudng tit ca cac quy dinh lién quan dén thoi
gian tiép nhan va tra két qua, quy trinh tiép nhan ho so, bd TTHC ludén duge cong khai
tai clra ra vao va bat cr noi nao thuan tién cho DN nghién ciru nham giap DN dé dang
thdy dugc va thuc hién tét.

4.2.5. Nang luc phuc vu

Nang lyc phuc vu 13 yéu t6 th ndm cé anh hudng dén mirc d6 hai long cua DN,
dat cao hon mirc d6 hai 10ong, tuy nhién mic d6 hai 1ong chi dat dudi muc dong ¥, do
d6 co quan hai quan can tiép tuc ting cudng cai thién yéu t6 dap tmg theo hudng tip
trung vao viéc cong chirc 1am cong tac nghiép vu phai biét linh hoat trong xur Iy cong
viéc, c6 du kién thirc dé xir 1y cong viéc mot cach chuyén nghiép.

Pé cong chirc ciia Cuc Hai quan biét linh hoat trong giai quyét cac tinh hudng
khé can: Pao tao va dao tao lai doi ngti can bg, cong chirc vé kién thuc chuyén mon thi
ra soat, phan loai d6i twong can bo can tap huan theo cac trinh do khac nhau dé co cac
ké hoach tap huén, nang cao trinh do; ve y thtrc, tu tudng thi td chirc phé bién, thaim
nhudn cho cén bd lam cong tac nghi¢p vu ve y thirc phuc vy, dao dac cén bo, vé nhiém
vu ci cach, hién dai héa ctia nganh; vé k¥ ning cong tac thi dio tao cac k¥ ning giao
tiép, tmg xur, k§ ning khai thac thong tin, trinh bay... phuc vu cong tac hd trg DN; cac
hinh thuc dao tao thi thao luan tay doi, trao doi nghiép vy, lam viéc theo nhoém hodc
nhitng nguoi di 1am viée 1au nim c6 kinh nghiém huéng dan, gitip d& nhitng nguoi
mdi lam tac nghiép; xay dung ké hoach dao tao ngén han, dai han; t6 chic dao tao
thuong xuyén, dinh ky; t6 chue hoc hoi kinh nghiém tai cac Cuc Hai quan khac.

4.2.6. Co sé vat chat

Trong cac yéu té do ludng mirc d6 hai long ctia DN thi yéu té co sd vat chat c6

murc d6 hai long cao nhat va dat trén mirc d6 déng y. Tuy nhién trong yéu t6 co so vat

chat thi nhan t6 thiét bi cong nghé chwa dat mirc d6 hai long cao can phai cai thién
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theo hudng cuc thué nén dau tu thém trang thiét bi tin hoc nhu dén chiéu, dit thém
may vi tinh dé DN ¢6 thé ty truy cap thong tin lién quan ngay tai Cuc Hai quan hay
cic noi ma NNT can duoc tu van, hd tro.

Thudng xuyén ning cdp trang web danh riéng cho Cuc Hai quan tinh va DN
cap nhat ngay khi c6 van ban méi c6 lién quan dén chinh sach thué xuat khau, nhap
khau cho DN.

Tan dung cac phuong tién nhu hop thu dién tir truyén tai kip thoi cac van ban,
ché do c6 lién quan vé thué dén DN nhanh chong va hiéu qua.

Phai thuong xuyén nang cap phan mém hd trg viéc khai bao hai quan, ké khai
thué ciia DN,

4.2.7. Cong khai cong vu

Déi véi chat lugng dich vu cong thi van dé cong khai cong vu 1a yéu td can
thiét va bat budc phai thyc hién, tuy nhién véi két qua khao sat thi mic do hai long cua
DN ddi voi yéu td nay con thap, ca hai bién trong yéu t6 déu dat dudi muc dong ¥ vi
vay viéc ting cudng yéu t6 nay 13 can thiét va nén thuc hién theo hudng:

Cong chirc 1am cong tac nghiép vu ludn thong bao kip thdi cho DN khi nhu cau
ctia ho chua dugc giai quyét ding quy dinh, dé nang cao muc do hai long ddi véi viec
nay thi phong Nghiép vu phai c6 vin ban hodc thong bao néu 16 1y do chua giai quyét
kip thoi gti cho DN; trudng hop ddi thoai truc tiép voi DN trén truyén hinh thi phai
thong bdo néu 1o 1y do chua tra 161 dugc cho DN.

Can tang cudng gido duc y thirc nham giup cong chic lam cong tac nghiép vu
ludn deo thé cong chirc va dit bang tén noi 1am viée, viée chdp hanh deo thé cong
chtrc 1a mot trong nhitng tiéu chi danh gia viéc chap hanh nodi quy, quy ché co quan.
Tur viéc can bd cong chirc thuong xuyén theo thé cong chirc va ddt bang tén tai noi lam
viéc giap DN c6 thé ¢6 nhitng nhan xét, danh gia thai d¢ phuc vu va trinh d§ chuyén
mon nghiép vu cta cong chirc lam cong tac ndy dé tao tién dé diéu dong, luan chuyén
cong tac theo quy dinh. Pong thoi tao diéu kién cho DN cam thay an tim va hai long
khi 1am viéc voi nhing can bo cong chirc du chua quen nhung vin cé thé biét tén va
cam thay duoc ton trong.

4.2.8. Doi véi sur hai long
Tir két qua nghién ctru cho thdy mirc d6 hai 10ng van con ¢ mirc thap, dic biét

qua phan tich mtrc d6 hai long va khong c6 sy khac biét rd rét gitra cdc nhom co gidi
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tinh khac nhau, chitc vu khac nhau cta ngudi duoc phong van, sé nim tham gia khéc
nhau, loai hinh doanh nghiép khac nhau, dac diém cta doanh nghi¢p khac nhau, gitra
cac doanh nghi€p c6 linh vuc hoat dong khac nhau khac nhau va phuong thirc thyuc
hién thi tuc hai quan khac nhau. Tuy nhién mirc d6 khac nhau khong rd rét. Trong yéu
t sy hai long trude tién can ting mirc d6 hai long dbi véi dich vu cung cap cac thong
tin canh bao; tiép theo 1a hoat dong tuyén truyén, giai quyét vuéng mac vé CST, hoat
dong tu van.

Nhin chung cac ndi dung ciia cong tac nghiép vu hai quan déu phai duoc cai
tién nham nang cao muc do hai long, nhung van dé quan trong can phai ting cuong
cung cip thong tin canh bao giup cho moi dbi twong, moi thanh phan kinh té déu c6
thé nam bat va hiéu cac van dé lién quan dén chinh sach thué xuit khau, nhap khau.
Tiép theo quan trong la van dé cir can bd thuc hién cong tac nghi¢p vu phai lya chon
ngudi cd tim, c6 duc, co trinh d6 va co kha ning giai quyét van dé tot.

4.3. Han ché ciia dé tai va hwong nghién ciru tiép theo

Két qua nghién ctru dua trén sy khao sat cac doanh nghiép tham gia thyc hién
thi tuc hai quan tai Cuc Hai quan tinh Kién Giang va chua c6 sy d6i chiéu so sanh véi
cac Cuc Hai quan khéac trong ving, mién; thém vao d6 do giéi han vé dia gidi hanh
chinh, vé thai d6 nhan thuc, trinh do hiéu biét, phong tuc mdi dia phuong khac nhau sé
c6 sy danh gia khac nhau, nén can c6 thém cac nghién ciru dé c6 thé so sanh hoan

thién hon.

Két qua nghién ctru thudc pham vi hep, chi dung lai ¢ vi¢c do luong, tim hiéu
mdi quan hé giita sy hai 1ong va cc thanh phan CLDV va c¢é kém danh gia mirc do &
cac ddi tuong khac nhau, nhung nghién ctru chi 1a mét trong nhimng thong tin hd trg
cho quyét dinh cai cach hi¢n dai hoa tai Cuc Hai quan, can co nghién ctru ddi véi cac
nganh khac thudc linh vuc dich vu cong nham dua ra mé hinh hoan chinh dé do luong
mirc do hai long ddi véi CLDV cong ndi chung.

Tir han ché cuia dé tai da goi y cho qua trinh nghién ctru tiép theo theo hudng:

Van dung két qua nghién ctru ma dé tai da hoan thanh tiép tuc thuc hién cac
nghién ctru dinh tinh, nghién ctru so b theo cadc phuong phap chuyén gia, thao luan

nhoém nham b sung cac thang do mai va sat véi tinh hinh thyc té.
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Mo rdng nghién ctru trong nganh hai quan ¢ cac dia phuong khéac nhau; cac linh
vuc khac nhau c6 lién quan dén dich vy cong nham hoan thién mé hinh nghién cuu

mang tinh khai quat chung.

Tém tit chwong 4
Chuong nay da két lun vé van dé nghién ctru va dé xuat mot s6 hudng cai tién
cac ndi dung lién quan nham nang cao muc do hai 1ong ctia DN ddi véi CLDV theo

hudng tap trung vao cai tién cac yéu to anh hudéng dén muc do hai long cua DN.
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KET LUAN

Viéc danh gida mic do hai long cua ngudi dan ddi véi CLDV cong hién nay
dang 13 vin dé dugc moi nguoi quan tim nghién ciru; dich vu tai Cuc Hai quan 13 mot
trong nhirng loai dich vu cong va viéc nghién ctru mac do hai long cua DN ddi voi
CLDV tai Cyc Hai quan Kién Giang 1 can thiét. Nghién ctru d3 dua ra dugc thang do
muc d¢ hai long cia DN vé CLDV tai Cuc Hai quan Kién Giang bao g6m 7 nhan tb
v6i 32 bién quan sat d6 1a nhan t6 sy cam thong, cong bang; su tin cdy; tinh dap tng;
cong khai quy trinh; ning luc phuc vu; co s vat chat; cong khai cong vu va ca 7 nhin
t6 déu co y nghia vé mit thong ké. Pong thoi nghién ctru ciing di xac dinh muc d6 hai
1ong ctia DN khong khac nhau & cic nhom ddi tuong 14 cac doanh nghiép.

Két qua nghién ciru lai cho thdy mutrc d6 hai long trung binh cua ting bién quan
sat trong 7 nhém nhan t6 do luong muc d hai long ciia DN thi déu dat trén muc
khong c6 ¥ kién nhung lai dat duéi muic dong y, chi duy nhat c6 nhom cac bién co s
vat chat mot s6 bién quan sat c6 murc hai long trung binh trén muc d6 dong y, vi vay
tac gia da dé xuat mot s6 giai phap nham ting mirc d6 hai long trung binh cta cac bién
quan sat trong co so tic dong vao viéc ban hanh cac chuin muyc danh cho can bd lam
cong tac nghiép vu, viéc bd tri can bd co nang luc phu hop, cai tién cong nghé va hinh
thirc tuyén truyén cac chinh sach phap luat hai quan.

Két qua nghién ctru dua trén sy khao sat cac doanh nghiép doanh nghiép tham
gia thuc hién thu tuc Hai quan tai Cuc Hai quan tinh Kién Giang, két qua nghién ctru
chi & pham vi hep, chi dung lai & viéc do ludng, chi 1a mot trong nhitng thong tin hd
tro cho K& hoach cai cach hién dai hoa tai Cuc Hai quan tinh Kién Giang. Can phai mo
rong nghién curu trong nganh Hai quan ¢ cac dia phuong khac nhau; céc linh vuc khac
nhau c6 lién quan dén dich vu cong nham hoan thién mo hinh nghién ciru mang tinh
khai quat chung.

Tuy nhién dé cé thé hoan thién mo hinh nghién ctru ddi véi loai dich vu cong
can c6 nhiéu nghién ctru trén cac linh vyc dich vu cong khac nhau, mdi loai dich vu
nén nghién ctru trén dién rong ¢ nhidu ving mién khac nhau cé nhu thé méi cé kha

nang dat hi¢u qua nhu mong doi.
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PHU LUC
Phu luc 1: BANG CAU HOI NGHIEN CUU PINH TINH

Kinh chao Quy 6ng/ba!

T6i 1a Nguyén Tuyét Nhung, hoc vién Trudng Pai hoc Nha Trang- Phan hiéu

Kién Giang. Hién t6i dang nghién ctru vé “Po luong vé su hai 1ong ciia doanh nghiép

ddi v6i chat lugng dich vu Hai quan tinh Kién Giang”, dé hoan thanh luin van tdi rat

mong nhan dugc su giup gbp ¥ cua Quy 6ng/ba ve chu dé nay.

Xin luu y rang khong c6 quan diém nao dung hoac sai cd, cdc quan diém cua

ong/ba déu co6 gia tri cho dé tai nghién ctu. Bong thoi giup cho co quan Hai quan co

nhiing giai phap ning cao chat luong dich vu.

Xin 6ng/ba cho y kién vé nhiing cau héi sau:

Bang cau hoi dung dé thao ludn lién quan dén cac yéu t6 chat lugng nhu sau:

I CO SO VAT CHAT
1 Noi thyce hién céc dich vy hanh chinh Hai quan thuan lgi thoang mat.
2 | Trang thiét bj vin phong, ban ghé, may tinh day du.
3 | Noi niém yét thong béo, thi tuc hanh chinh dé nhan thay, dé xem.
Thiét bi cong nghé thong tin hién dai duoc dung (may chiéu, may vi tinh...)
N phuc vu viéc tap huén va trién khai chinh sach cho doanh nghiép.
5 So d6 bo tri phong, ban 1am viéc thuan tién.
6 Noi dau xe va ngéi chd duoc bo tri déy du, tao su thoai mai.
Il TINH MINH BACH
Céc quy trinh thuc hién thu tuc Hai quan déu dugc cong khai cac dia diém lam
! thi tuc Hai quan 6 rang va day du.
Cong chuc tai noi lam thu tuc hai quan luén deo thé cong chirc va c6 bang tén
2 tai noi lam viéc.
Cong chtrc tai noi lam thu tuc hai quan luén thong bio kip thoi cho doanh
3 nghiép khi nhu cau cua ho chua duge giai quyét dung quy dinh.
4 | Thoi gian tiép nhan va tra két qua ho so cho doanh nghiép ding quy dinh
5 Céc loai phi va I¢ phi duogc cong khai dﬁy du tai noi lam viéc.
6 S6 dién thoai dudng day nong, hom thu gop y ¢ cong khai tai noi 1am viéc.




11 NANG LUC PHUC VU
Cong chire hai quan c6 kha nang giai quyét ho so nhanh chong dung thoi gian
! quy dinh
2 Cong chuc hai quan c6 kha ning giai quyét ho so chinh x4c.
Cong chirc hai quan c6 kha nang phat hién so suét cta ho so dé tu van ngay cho
3 doanh nghiép.
Su hudng dan, giai dép cua cong chic hai quan dé hiéu, thong nhat va dung quy
! dinh.
I\ SU PAP UNG
1 Thoi gian tu van cho mdt dich vy hanh chinh Hai quan nhanh chéng.
2 Thoi gian giai quyét xong mot dich vy hanh chinh hai quan luén diing hen.
3 | Cong chirc hai quan ludn lang nghe ¥ kién dong gép ciia doanh nghiép.
4 | Cong chuc hai quan khong bao gio tir choi giai dap vudng mac ciia doanh nghiép.
Céc thay doi vé chinh sach thué, quy trinh va cc van ban quy pham vé phap luat
> Hai quan déu duoc co quan Hai quan tuyén truyén kip thoi.
Hinh thirc tuyén truyén cta co quan hai quan phong phu, da dang: bao, dai, vin
6 ban, pand, ap phich...
Doanh nghiép nhan duoc sy hd trg kip thoi ctia co quan hai quan khi gip kho
7 khian trong viéc thuc hién cac quy dinh vé phap luat Hai quan
Trong qua trinh xir 1y cong viéc, doanh nghiép dong y voi két qua xir 1y cong
8 viéc cua co quan Hai quan
Thoi gian xir Iy cong viéc cua co quan hai quan doi v6i yéu cau cta doanh
? nghiép hién nay la phu hop.
\% PO TIN CAY
1 Co quan Hai quan ludn thuc hién dung quy trinh da dugc cong khai.
2 Co quan Hai quan dam bao gio giac 1am viéc dung quy dinh.
3 Thu tuc hanh chinh Hai quan don gian.
4 | Cac mau ho so c6 sy thong nhat rd rang, dé thuc hién.
5 | Quy trinh x1r 1y h6 so nhanh gon, chinh xéc.
6 Co quan hai quan bao mat tot thong tin cia doanh nghiép.




VI SU CONG BANG, DAN CHU
Co quan hai quan tuyén duong va tén vinh doanh nghiép thyuc hién t6t nghia vu
! phap luat Hai quan mot cach cong bang.
2 | Doanh nghiép dugc dé bat ¥ kién bang moi phuong tién.
Doanh nghiép duoc d6i xtr cong bang trong viéc tu van thay d6i vé chinh sach
3 phap luat hai quan va viéc giai dap cac vudng mac.
4 | Doanh nghi¢p khong phai dong cac khoan phi ngoai quy dinh.
VII SU CAM THONG
Co quan Hai quan va cong chirc hai quan luon lang nghe, tim hiéu nguyén vong
! cua doanh nghiép.
Co quan Hai quan va cong chirc hai quan ludn tiép thu cac phan anh, kién nghi,
? gop v cua doanh nghiép.
Co quan Hai quan va cong chuc hai quan ludn tao diéu kién tot nhat co thé cho
3 doanh nghiép hoat dong xuét khau, nhap khau.
Co quan Hai quan va cong chic hai quan ludn c6 nhiing 1oi khuyén tot khi
! doanh nghiép can tu van, hd tro.
Co quan Hai quan va cong chirc hai quan biét quan tdim va hiéu rd nhitng nhu
> cau cua doanh nghiép.
VIII SU HAI LONG
Doanh nghiép hai 1ong véi viéc tu van, ho trg vé phap luat hai quan cia co quan
! hai quan.
Doanh nghiép hai long véi viéc giai quyét cong viée, giai dap cac vudng mac vé
? phép luat hai quan cua co quan hai quan.
3 Doanh nghiép hai long véi chat lugng dich vu trong qua trinh thyc hién thu tuc

hai quan cua co quan hai quan.




Phu luc 2: BANG CAU HOI PINH LUQONG

Xin chao Quy doanh nghiép!

T6i 1a Nguyén Tuyét Nhung, hoc vién Trudong Pai hoc Nha Trang- Phan hiéu
Kién Giang. Hién t6i dang nghién ctru vé “Po luong vé su hai 1ong ciia doanh nghiép
ddi v6i chat lugng dich vu Hai quan tinh Kién Giang”, dé hoan thanh luin van téi rat
mong nhéan duoc sy giup do cia Quy doanh nghiép trong viéc tham gia bang cau hoi
nay.

Trude khi bat dau tra 101, mong Quy doanh nghiép doc nhitng chu ¥ dudi day:

< Tra 10i tit ca cdu hoi (danh dau “X” vao cot theo nhitng chi din trong bang cau

hoi).

% Toi xin cam két thong tin ciia Quy doanh nghiép chi dugc sir dung véi muc dich
nghién ctru cta dé tai luan van noi trén, khong nham muc dich thwong mai. Tat ca
nhing thong tin ndy s& dugc giit bi mat va chi cung cap cho thay co dé kiém chung khi
c6 yéu cau.

% Bang ciu hoi gdm 06 trang.

Phin 1: NOI DUNG KHAO SAT MUC PQ HAI LONG CUA DOANH NGHIEP
Xin vui long cho biét y kién danh gia cia Quy doanh nghiép vé mirc d6 dong y
d6i voi nhitng phat biéu dudi day.

Xin danh dau “X” vao ¢t Quy doanh nghiép chon:

3 - < khong | Khong | Khong | Pong
I. CO SO VAT CHAT ) ,
dong | dongy | y kién y

1. Noi thyc hién cac dich vu hanh chinh Hai quan

thuan loi thodng mat.

2. Trang thiét bi van phong, ban gh¢, may tinh day du. ] H M ]

3. Noi niém yét théng bao, thi tuc hanh chinh dé

nhan thiy, dé xem.

4. Thiét bi cong ngh¢ thong tin hién dai dugc dung
(may chiéu, may vi tinh...) phuc vu viéc tap huan va

trién khai chinh sach cho doanh nghiép.




5. So d6 bd tri phong, ban 1am viéc thuan tién. 0
6. Noi dau xe va ng6i chd duoc bd tri déy du, tao su -
thoai mai.
Rit )
khong | Khéong | Khéng | Déon Rat
II. TINH MINH BACH e e e
dong | dongy | y kién y ;
y
y
1. Céac quy trinh thyc hién thu tuc Hai quan déu dugc
cong khai cac dia diém 1am thu tuc Hai quan rd rang - - - N U
va day du.
2. Cong chuc tai noi lam tha tuc hai quan ludn deo
thé cong chuc va c6 bang tén tai noi lam viéc. - - - U U
3. Cong chirc tai noi lam thu tuc hai quan ludn thong
bao kip thdi cho doanh nghiép khi nhu ciu cua ho - - - H N
chua duoc giai quyét dung quy dinh.
4. Thoi gian tiép nhan va tra két qua ho so cho doanh
nghiép dung quy dinh - H - M =
5. Cac loai phi va 1¢ phi dugc cong khai dﬁy du tai
A [ 0 [ L] []
noi lam viéc.
6. SO dién thoai duong diy nong, hom thu gop ¥ c6
cong khai tai noi lam viéc. - - = U U
Rt chone | Knone | Ba Rt
III. NANG LUC PHUC VU khong | D | ne | BB gane
. dongy | ykién y
dong y y
1. Cong chure hai quan c6 kha ning giai quyét ho so
L] L]
nhanh chong ding thoi gian quy dinh - S0
2. Cong chuc hai quan co kha ning giai quyét ho so
. . 0 [] L] [] [
chinh xac.
3. Cong chirc hai quan c6 kha nang phat hién so suat
3 . . , L] [ L] [] [
cua ho so dé tu van ngay cho doanh nghiép.
4. Sy huéng dan, gidi dap cia cong chirc hai quan dé | [ ] n O | O
hiéu, théng nhat va ding quy dinh.




Rét Khs Khi i Rét
IV. SU DAP UNG Khong | o[ TUOME | PO Gane
\ dongy | ykién y
dong y y
1. Thoi gian tu van cho mot dich vu hanh chinh Hai
) L] [ ] ] [
quan nhanh chong.
2. Thoi gian gidi quyét xong mot dich vu hanh
. L] [ [] [
chinh hai quan lu6n dung hen. =
3. Cong chirc hai quan ludn lang nghe ¥ kién déng
. A 0 [ [] ] [
gop cua doanh nghiép.
4. Cong chirc hai quan khong bao gio tir choi giai
. . o A 0 [ [ [] [
dap vuong mac cua doanh nghiép.
5. Cac thay d6i vé chinh sach thué, quy trinh va cac
. . 3 L] [ ] [] [
van ban quy pham vé€ phép luat Hai quan déu dugc
co quan Hai quan tuyén truyén kip thoi.
6. Hinh thic tuyén truyén ciia co quan hai quan
, . e 1 A [ [ [ L] [
phong phu, da dang: bdo, dai, van ban, pano, ap
phich...
7. Doanh nghi€p nhan duoc su ho tro kip thoi cua
. o s A L] [] L] [] [
co quan hai quan khi gdp kho khan trong viéc thuc
hién cac quy dinh vé phéap luat Hai quan
8. Trong qua trinh xur ly cong viéc, doanh nghiép
dong v voi két qua xur 1y cong viée cua co quan Hai | U [ O 0 [
quan
9. Thoi gian xir Iy cong viéc ciia co quan hai quan doi
oA A, A 1A N L] [ [ L] [
Vo1 yéu cau ctia doanh nghiép hi¢n nay la phu hop.
Rat Khi Khi i Rat
V.DO TIN CAY khong | | 0| UM gane
\ dongy | y kién y
dong y y
1. Co quan Hai quan luon thyc hi¢n ding quy trinh | [ O O ] O
da dugc cong khai.
2. Co quan Hai quan dam bao gid gidc lam viéc
L] [] L] [] [

ding quy dinh.




3. Thu tuc hanh chinh Hai quan don gian. H H ] H H
4. Cac mau ho so ¢ su thong nhat rd rang, dé thuc
A [ [] L] [ L]
hién.
5. Quy trinh xir 1y ho so nhanh gon, chinh xac. n M n ] []
6. Co quan hai quan bao mat tot thong tin ctia doanh
A [ [ [] L] [
nghiép.
7. Co quan Hai quan luén quan tim dén cac vuéng
: A [ [ [ L] [
mac cua doanh nghiép.
8. Doanh nghiép ludn tin tudng vao cong tac tu van,
i 4 . : \ L [ [ L] [
gidi dap vudng mac cia co quan Hai quan.
9. Cong chirc hai quan ludn luu y dé khong xay ra
. L [ [ L] [
sa1 sot.
Rit
A 3 A - khong | Khéong | Khong | Db RA
VL SU CONG BANG, DAN CHU R ] ] Rl e
dong | dongy | ykién y dong y
y
1. Co quan hai quan tuyén duong va ton vinh doanh
nghiép thyc hién t6t nghia vu phap luat Hai quan mot | [ O O O O
cach cong bang.
2. Doanh nghiép dugc dé bat y kién bang moi phuong tién. H [ ] n ]
3. Doanh nghiép dugc doi xir cong bang trong viéc tur
A A A ’ r r A o \ LN I:l I:l I:l |:| I:l
van thay d6i ve chinh sach phap luat hai quan va viéc
giai dap cac vudng mic.
4. Doanh nghiép khong phai dong cac khoan phi ngoai
, L] [ [] ] [
quy dinh.
Rit
, A khong | Khéong | Khong | Db RA
VIL SU CAM THONG ong | ehong | TEhong | Bong | KL
dong | dongy | ykién y dong y
y
1. Co quan Hai quan va cong chirc hai quan ludn ling 7 0 7 O | O
nghe, tim hiéu nguyén vong cta doanh nghiép.
2. Co quan Hai quan va cong chuc hai quan ludn tiép
[] [ [] L] [

thu cac phan anh, kién nghi, gop y ctia doanh nghiép.




3. Co quan Hai quan va cong chuc hai quan ludén tao
A LA cAe 1A xR A . [ 0 [ L] []
dieu kién tot nhat c6 thé cho doanh nghiép hoat dong
xuat khau, nhap khau.
4. Co quan Hai quan va cong chic hai quan luon co
: C a3 . x| O [ L] [] [
nhting 161 khuyén tot khi doanh nghiép can tu van, ho
tro.
5. Co quan Hai quan va cong chirc hai quan biét quan
AR Ao . . O o | ojojd
tam va hi€u rd nhitng nhu cau cta doanh nghiép.
Rit
VIIL SU HAI LONG iong | Ichong | Fuohg | Dong | 3t
° dong | dongy | ykién y dong y
1. Doanh nghiép hai long véi viée tu van, ho tro vé
A La , \. [ 0 [] L] [
phép luat hai quan cua co quan hai quan.
2. Doanh nghiép hai long voi viéc giai quyét cong M n H [ []
viéc, giai dap cac vuong méac vé phap luat hai quan
cua co quan hai quan.
3. Doanh nghiép hai 1ong véi chat luong dich vu trong qua
. A s . , . [ [ L] L] [
trinh thye hién thu tuc hai quan cta co quan hai quan.
4. Doanh nghiép san sang giéi thiéu ban bé 1a cac
A o .. . O O | 0| O
doanh nghiép khéac dén thyc hién thu tuc hai quan tai
Cuc Hai quan Kién Giang.
Phin 2: THONG TIN CA NHAN
1. Giéi tinh: ] Nam CIN@
2. Chue vu nguoi duoc phong van:
[J Giam déc [0Phé Giam dbc [] Truong phong
O P.Trudng phong [1Chuyén vién ] Nhan vién
3. S6 nam doanh nghiép tham gia tha tuc Hai quan:
(] Duéi 1 ndm [T 1 ndm dén dudi 5 ndm T S nam tré 1én
4. Loai hinh doanh nghiép:
[ Cong ty ¢6 phan [] Cong ty trach nhiém hiru han

[J Doanh nghiép tu nhan [1 Loai hinh khac




5. Pac diém cua doanh nghiép:
[1 Doanh nghiép c6 phan von nha nudc trén 50%
[1 Doanh nghiép c6 phan von tu nhan trén 50%
[] Doanh nghiép c6 von dau tu nude ngoai
[ 1 Doanh nghiép khac
6. Cac linh vuc hoat dong chinh ctia doanh nghi¢p:
[0 Cong nghiép/ché tao 0 Xay dung [ Dich vu/Thuong mai
[J Nong nghi¢p/Lam nghi¢p/Thuy san  [1Khai khoang
7. Doanh nghiép thyc hién thi tuc Hai quan bang phuong thic nao:
[0 Ty khai bao (Doanh nghiép ky tén, dong dau trén to khai) va ty lam tha tuc Hai
quan
[1 Doanh nghiép ky tén dong dau va thué ngudi ngoai doanh nghiép lam thu tuc
Hai quan
[ Thong qua dai 1y 1am tha tuc Hai quan (Pai 1y ky tén, dong dau trén to khai)
[ Phuong thirc khac
Néu 6ng/ba cé nhirng y kién dong gép khac, xin ghi vao khoang trong duéi day:

Xin chian thanh cdm on 6ng/ba da tra 16i nhirng cau héi trén!



Phu luc 3: THONG KE MAU NGHIEN CUU

GIOI TINH
Frequency | Percent | Valid Percent | Cumulative Percent
Valid [Nam 190 69,1 69,1 69,1
Nu 85 30,9 30,9 100,0
Total 275/ 100,0 100,0
CHUC VU
Frequency | Percent | Valid Percent | Cumulative Percent
Valid |Giam doc 25 9,1 9,1 9,1
P. Giam doc 24 8,7 8,7 17,8
Truong phong 32 11,6 11,6 29,5
P. Truong phong 21 7,6 7,6 37,1
Chuyen vien 71 25,8 25,8 62,9
Nhan vien 102 37,1 37,1 100,0
Total 275/ 100,0 100,0
SO NAM DOANH NGHIEP THAM GIA THU TUC HAI QUAN
Frequency | Percent | Valid Percent| Cumulative Percent
Valid |Duoi 1 nam 9 33 33 33
Tu 1 nam den duoi 5 nam 117 42,5 42.5 45,8
Tu 5 nam tro len 149 54,2 54,2 100,0
Total 275 100,0 100,0
LOAI HINH DOANH NGHIEP
Frequency | Percent |Valid Percent| Cumulative Percent
Valid |Cong ty Co phan 75 27,3 27,3 27,3
Cong ty TNHH 170 61,8 61,8 89,1




SO NAM DOANH NGHIEP THAM GIA THU TUC HAI QUAN

Frequency | Percent |Valid Percent| Cumulative Percent
Duoi 1 nam 9 33 33 33
Tu 1 nam den duoi 5 nam 117 42.5 42,5 45,8
Tu 5 nam tro len 149 54,2 54,2 100,0
Doanh nghiep tu nhan 25 9,1 9,1 98,2
Loai hinh khac 5 1,8 1,8 100,0
Total 275 100,0 100,0
PAC PIEM DOANH NGHIEP
Valid
Frequency | Percent | Percent | Cumulative Percent
Valid |Doanh nghiep nha nuoc
co phan von nha nuoc 7 2,5 2,5 2,5
tren 50%
Doanh nghiep co phan
254 92,4 92,4 94,9
von tu nhan tren 50%
Doanh nghiep co von dau
, 11 4,0 4,0 98,9
tu nuoc ngoai
Doanh nghiep khac 3 1,1 1,1 100,0
Total 275 100,0 100,0
LINH VU'C HOAT PONG CHINH CUA DOANH NGHIEP
Frequency | Percent | Valid Percent | Cumulative Percent
Valid |Cong nghiep, che tao 38 13,8 13,8 13,8
Xay dung 29 10,5 10,5 24.4
Dich vu, thuong mai 117 42.5 42.5 66,9
N hiep, 1
ong netiep, fam 91 33,1 33,1 100,0
nghiep, thuy san
Total 305 100,0 100,0




PHUONG THUC THU'C HIEN THU TUC HAI QUAN CUA DOANH NGHIEP

Frequency | Percent |Valid Percent| Cumulative Percent
Valid |Tu khai bao 225 81,8 81,8 81,8
DN ky ten dong dau va
thue nguoi ngoai DN 24 8,7 8,7 90,5
lam TTHQ
?;Elé qua dat ly lam 26 9,5 9,5 100,0
Total 275/ 100,0 100,0




Phu luc 4: THONG KE MO TA

Statistics
VCl1 VC2 V(3 VC4 V(G5 VC6

N Valid 275 275 275 275 275 275

Missing 0 0 0 0 0 0
Mean 4.13 4.01 4.04 3.96 3.80 3.81
Std. Error of Mean .035 .039 .038 .040 .043 .044
Median 4.00 4.00 4.00 4.00 4.00 4.00
Std. Deviation 575 .650 .638 .666 715 132
Variance 330 423 407 443 Sl 536
Minimum 2 2 2 2 1 1
Maximum 5 5 5 5 5 5
Sum 1135 1104 1110 1088 1045 1047

Statistics
MB1 MB2 | MB3 MB4 MBS5 MB6

N Valid 275 275 275 275 275 275

Missing 0 0 0 0 0 0
Mean 3.86 3.85 3.83 3.82 3.79 3.92
Std. Error of Mean .047 .047 .044 051 .050 .042
Median 4.00 4.00 4.00 4.00 4.00 4.00
Std. Deviation 7186 79 127 851 831 .698
Variance 619 .607 529 124 .690 487
Minimum 2 1 1 1 1 1
Maximum 5 5 5 5 5 5
Sum 1061 1060 1053 1051 1043 1079




Statistics

NLPV1 [ NLPV2 | NLPV3 | NLPV4
N Valid 275 275 275 275
Missing 0 0 0 0
Mean 3.90 3.89 3.77 3.93
Std. Error of Mean .043 .044 .047 .040
Median 4.00 4.00 4.00 4.00
Std. Deviation 721 734 7174 .666
Variance 520 538 599 444
Minimum 1 1 1 1
Maximum 5 5 5 5
Sum 1073 1069 1038 1081
Statistics
DUl [DU2 | DU3 | DU4 | DUS | DU6 | DU7 | DU | DU9
N Valid 275 275 275 275 275 275| 275| 275| 275
Missing 0 0 0 0 0 0 0 0 0
Mean 3.91| 3.92| 3.89 3.85| 3.68| 3.65| 3.70[ 3.79| 3.96
Std. Error of Mean | .042| .039| .038| .039| .046| .044| .045| .043| .032
Median 4.00{ 4.00[ 4.00[ 4.00[ 4.00[ 4.00| 4.00] 4.00| 4.00
Std. Deviation 699 .643| .628| .653| .763| .736| .739| .714| .532
Variance A489| .414| .394| .427) .582| .542| .546| .510 .283
Minimum 1 2 2 2 2 1 1 1 2
Maximum 5 5 5 5 5 5 5 5 5
Sum 1076] 1079 1071| 1059| 1013| 1004 1018 1042 1088




Statistics

TC1 [ TC2 | TC3 | TC4 | TCS | TC6 | TC7 | TC8 | TC9
N Valid 275 275 275| 275| 275| 275| 275 275 275
Missing 0 0 0 0 0 0 0 0 0
Mean 3.72( 3.96] 3.88| 3.81| 3.87| 3.85| 4.09] 3.89 3.77
Std. Error of Mean | .041[ .036] .043| .043| .041| .040] .038| .040| .042
Median 4.00{ 4.00[ 4.00[ 4.00[ 4.00{ 4.00[ 4.00] 4.00] 4.00
Std. Deviation 675 .596| 709 .705| .676| .662| .626| .667| .705
Variance A456| .356| .503| .497| .457| .439| .392| .445| .496
Minimum 1 2 2 1 1 1 2 1 1
Maximum 5 5 5 5 5 5 5 5 5
Sum 1024 1088| 1066| 1048| 1064| 1060 1126/ 1071 1038
Statistics
CB1 CB2 CB3 CB4
N Valid 275 275 275 275
Missing 0 0 0 0
Mean 3.92 3.89 3.69 3.88
Std. Error of Mean .038 .037 .047 .042
Median 4.00 4.00 4.00 4.00
Std. Deviation .634 .609 174 .694
Variance 402 370 .600 481
Minimum 2 2 2 2
Maximum 5 5 5 5
Sum 1078 1069 1016 1066




Statistics

CT1 CT2 CT3 CT4 CT5
N Valid 275 275 275 275 275
Missing 0 0 0 0 0
Mean 3.89 3.72 3.59 3.86 3.83
Std. Error of Mean .042 .045 .048 .039 .039
Median 4.00 4.00 4.00 4.00 4.00
Std. Deviation 701 752 789 .649 650
Variance 492 .566 .622 421 422
Minimum 1 1 2 2 1
Maximum 5 5 5 5 5
Sum 1070 1024 988 1061 1052
Statistics
HL1 HL2 HL3 HL4
N Valid 275 275 275 275
Missing 0 0 0 0
Mean 3.83 3.74 3.80 3.88
Std. Error of Mean .039 .038 .036 .035
Median 4.00 4.00 4.00 4.00
Std. Deviation .650 .630 .604 .583
Variance 422 397 365 .340
Minimum 1 2 2 2
Maximum 5 5 5 5
Sum 1052 1029 1045 1067




Phu luc 5: PHAN TiCH CRONBACH ALPHA

NHOM NHAN TO VAT CHAT:

Reliability Statistics

Cronbach's Alpha| Cronbach's Alpha Based on Standardized Items | N of Items
,835 ,836 6
Summary Item Statistics
Maximum / N of
Mean | Minimum | Maximum | Range Minimum Variance Htems
Item Means 3,957 3,800 4,127,327 1,086 ,017 6
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's
if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted
VClI 19,61 6,537 ,632 ,462 ,806
VC2 19,73 6,498 ,544 ,391 ,821
V(C3 19,71 6,406 ,592 ,375 ,812
VC4 19,79 6,330 ,583 ,372 ,814
V(G5 19,94 5,989 ,636 ,506 ,803
VC6 19,93 5,791 ,681 ,546 ,793
Scale Statistics
Mean |Variance|Std. Deviation| N of Items
23,74 8,725 2,954 6




TINH MINH BACH:

Reliability Statistics

Cronbach's Alpha | Cronbach's Alpha Based on Standardized Items | N of Items
,818 ,821 6
Item Statistics
Mean | Std. Deviation N
MBI 3,86 ,786 275
MB2 3,85 779 275
MB3 3,83 127 275
MB4 3,82 ,851 275
MBS 3,79 ,831 275
MB6 3,92 ,698 275
Summary Item Statistics
Maximum / N of
Mean | Minimum | Maximum | Range Minimum Variance Htems
Item Means 3,847 3,793 3,924 ,131 1,035 ,002 6
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's
if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted
MBI 19,22 9,297 ,327 ,132 ,842
MB2 19,23 7,978 ,659 ,552 172
MB3 19,25 8,232 ,652 ,561 7175
MB4 19,26 8,083 ,553 ,467 , 797
MBS 19,29 7,592 ,699 ,571 , 762
MB6 19,16 8,402 ,641 ,430 7179




Scale Statistics

Mean |Variance| Std. Deviation | N of Items

23,08| 11,483 3,389 6

NANG LUC PHUC VU:
Reliability Statistics

Cronbach's Alpha |Cronbach's Alpha Based on Standardized Items| N of Items

,855 ,855 4

Item Statistics

Mean | Std. Deviation N
NL1 3,90 , 721 275
NL2 3,89 , 734 275
NL3 3,77 174 275
NL4 3,93 ,666 275

Summary Item Statistics

Maximum / N of
Mean | Minimum | Maximum | Range Variance
Minimum Items
Item Means 3,874 3,775 3,931 ,156 1,041 ,005 4
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's

if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted

NL1 11,59 3,622 ,625 ,408 ,845
NL2 11,61 3,320 , 748 574 , 794
NL3 11,72 3,180 , 753 ,598 ,792

NL4 11,56 3,692 ,672 AT ,827




Scale Statistics

Mean |Variance|Std. Deviation| N of Items
15,49 5,857 2,420 4
SU DAP UNG:
Reliability Statistics
Cronbach's Alpha| Cronbach's Alpha Based on Standardized Items | N of Items
,889 ,889 9
Item Statistics
Mean | Std. Deviation N
DU1 3,91 ,699 275
DU2 3,92 ,643 275
DU3 3,89 ,628 275
DU4 3,85 ,653 275
DUS5 3,68 ,763 275
DU6 3,65 , 736 275
DU7 3,70 ,739 275
DUS 3,79 , 714 275
DUS 3,96 ,532 275
Summary Item Statistics
Maximum / N of

Mean | Minimum | Maximum | Range Minimum Variance ltems

Item Means 3,818 3,651 3,956 ,305 1,084 ,013 9




Item-Total Statistics

Scale Mean Scale Corrected Squared | Cronbach's

if Item Variance if | Item-Total | Multiple Alpha if

Deleted |Item Deleted| Correlation | Correlation |Item Deleted
DU1 30,45 15,869 ,639 ,453 877
DU2 30,44 16,182 ,642 512 ,876
DU3 30,47 16,513 ,590 ,454 ,880
DU4 30,51 16,200 ,626 ,446 ,878
DU5 30,68 15,328 ,671 ,561 ,874
DU6 30,71 15,490 ,671 ,550 ,874
DU7 30,66 15,276 , 709 ,598 ,871
DUS 30,57 15,669 ,661 ,468 ,875
DU9 30,49 17,089 ,579 ,374 ,882

Scale Statistics

Mean |Variance| Std. Deviation | N of Items

34,36| 19,918 4,463 9

SU TIN CAY:
Reliability Statistics

Cronbach's Alpha |Cronbach's Alpha Based on Standardized Items| N of Items
,887 ,887 9

Item Statistics

Mean | Std. Deviation N
TCl 3,72 ,675 275
TC2 3,96 ,596 275
TC3 3,88 ,709 275
TC4 3,81 ,705 275
TCS 3,87 ,676 275
TCo6 3,85 ,662 275
TC7 4,09 ,626 275
TC8 3,89 ,667 275
TC9 3,77 ,705 275




Summary Item Statistics

Maximum / N of
Mean | Minimum | Maximum | Range ' Variance
Minimum Items
Item Means 3,873 3,724 4,095 ,371 1,100 ,012 9

Item-Total Statistics

Scale Mean Scale Corrected Squared | Cronbach's
if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted
TCl1 31,13 15,362 ,619 ,505 ,876
TC2 30,90 15,522 ,685 ,540 ,871
TC3 30,98 14,817 ,692 517 ,870
TC4 31,04 14,940 ,671 ,468 ,872
TCS 30,99 15,131 ,667 ,483 ,872
TC6 31,00 14,942 , 726 ,561 ,867
TC7 30,76 16,263 ,483 ,303 ,886
TC8 30,96 15,520 ,596 471 ,878
TC9 31,08 15,213 ,616 ,443 ,877
Scale Statistics
Mean |Variance| Std. Deviation | N of Items
34,85| 19,096 4,370 9




SU CONG BANG, DAN CHU:

Reliability Statistics

Cronbach's Alpha |Cronbach's Alpha Based on Standardized Items| N of Items
,853 ,853 4
Item Statistics
Mean | Std. Deviation N
CB1 3,92 ,634 275
CB2 3,89 ,609 275
CB3 3,69 174 275
CB4 3,88 ,694 275
Summary Item Statistics
Maximum / N of
Mean | Minimum | Maximum | Range Minimum Variance ltems
Item Means 3,845 3,695 3,920 ,225 1,061 ,010 4
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's
if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted
CB1 11,46 3,162 ,699 ,588 ,811
CB2 11,49 3,222 , 709 ,572 ,809
CB3 11,68 2,910 ,617 ,459 ,854
CB4 11,50 2,842 77 ,612 , 776




Scale Statistics

Mean | Variance | Std. Deviation | N of Items
15,38 5,141 2,267 4
SU CAM THONG:
Reliability Statistics
Cronbach's Alpha | Cronbach's Alpha Based on Standardized Items | N of Items
,867 ,870 5
Item Statistics
Mean | Std. Deviation N
CTl1 3,89 ,701 275
CT2 3,72 , 7152 275
CT3 3,59 ,789 275
CT4 3,86 ,649 275
CT5 3,83 ,650 275
Summary Item Statistics
Mean | Minimum | Maximum | Range Ma'xi'mum/ Variance Nof
Minimum Items
Item Means 3,778 3,593 3,891 ,298 1,083 ,015 5
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's
if Item Variance if | Item-Total | Multiple Alpha if
Deleted |Item Deleted| Correlation | Correlation |Item Deleted
CTl1 15,00 5,394 , 719 ,553 ,831
CT2 15,17 5,184 , 724 ,597 ,830
CT3 15,30 5,305 ,634 ,480 ,856
CT4 15,03 5,725 ,670 ,674 ,844
CT5 15,07 5,602 17 ,694 ,833




Scale Statistics

Mean |Variance| Std. Deviation N of Items
18,89 8,229 2,869 5
SU HAI LONG:
Reliability Statistics
Cronbach's Alpha |Cronbach's Alpha Based on Standardized Items| N of Items
,833 ,833 4
Item Statistics
Mean Std. Deviation N
HL1 3,83 ,650 275
HL2 3,74 ,630 275
HL3 3,80 ,604 275
HL4 3,88 ,583 275
Summary Item Statistics
Mean | Minimum | Maximum | Range l\ﬁ;lliii/ Variance Ilt\irifs
Item Means 3,812 3,742 3,880 ,138 1,037 ,003 4
Item-Total Statistics
Scale Mean Scale Corrected Squared | Cronbach's

if Item Variance if | Item-Total | Multiple Alpha if

Deleted |Item Deleted| Correlation | Correlation |Item Deleted
HL1 11,42 2,289 ,684 ,483 , 778
HL2 11,51 2,433 ,624 412 ,806
HL3 11,45 2,343 , 729 ,537 , 759
HL4 11,37 2,569 ,614 ,385 ,809

Scale Statistics
Mean |Variance| Std. Deviation | N of Items
15,25/ 4,055 2,014 4




Phu luc 6: PHAN TiCH NHAN TO

Lan 12

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling 919
Adequacy.
Bartlett's Test of Approx. Chi-Square | 5.705E3
Sphericity df 496
Sig. .000
Total Variance Explained
Rotation
Sums of
Extraction Sums of Squared Squared
Initial Eigenvalues Loadings Loadings®
% of Cumulative % of Cumulative
Factor | Total | Variance % Total | Variance % Total
1 13.466 42.080 42.080] 13.080 40.876 40.876 10.605
2 2.164 6.762 48.843 1.798 5.618 46.494 9.795
3 1.602 5.008 53.850 1.169 3.654 50.148 6.908
4 1.494 4.670 58.520 1.098 3.431 53.579 8.496
5 1.178 3.680 62.200 795 2.486 56.065 5.238
6 1.028 3.213 65.414 677 2.117 58.182 6.679
7 1.019 3.185 68.598 621 1.941 60.123 5.071
8 .838 2.619 71.218
9 746 2.333 73.550
10 718 2.244 75.795
11 677 2.115 77.909




12 .645 2.016 79.925
13 592 1.849 81.774
14 520 1.624 83.399
15 498 1.557 84.956
16 465 1.454 86.410
17 443 1.385 87.796
18 420 1.312 89.108
19 371 1.161 90.268
20 357 1.116 91.384
21 346 1.081 92.465
22 309 967 93.432
23 295 921 94.353
24 285 .891 95.244
25 254 793 96.037
26 .249 779 96.816
27 204 .639 97.455
28 198 619 98.074
29 185 578 98.652
30 162 505 99.157
31 155 486 99.643
32 114 357 100.000

Extraction Method: Principal Axis

Factoring.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total

variance.



Pattern Matrix”

Factor

4

CB4
CTl1
CB2
CB1
CT5
TC7
CB3
CT2
TC8
DUS
DU6
DU7
CT3
MB1
VC3
VClI
VC4
VCo6
VC5
TC6
TC4
TCl
TC2
TCS
MB2
MB3
MB6
NLPV2
NLPV3
NLPV1
MB4
MBS5

934
754
.662
631
572
558
530
473
435

308

-.333

430

.808
748
.650
555
522

400

716
628
558
517
412

438

657
.632
581
481
474

812
764
.559

355

155
583
445

-.301
-.347

721
588

Extraction Method: Principal Axis Factoring.

Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 8 iterations.




Hai long

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling 708
Adequacy.
Bartlett's Test of Approx. Chi-Square | 412.444
Sphericity df 6

Sig. .000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
Comp % of Cumulative % of Cumulative
onent | Total Variance % Total Variance %
1 2.668 66.707 66.707 2.668 66.707 66.707
2 555 13.883 80.590
3 440 11.002 91.592
4 336 8.408 100.000
Extraction Method: Principal Component Analysis.
Component Matrix*
Component

HL3 .861
HL1 .834
HL2 789
HLA4 780

Extraction Method: Principal Component Analysis.

a. 1 components extracted.




Phu luc 7: PHAN TiCH HOI QUY

Descriptive Statistics

N Mean Std. Deviation

% 275 3.8118182E0 50345192

X1 275 3.8674747E0 51562875

X2 275 3.6974545E0 60372390

X3 275 3.9454545E0 50983688

X4 275 3.8429091E0 52615418

X5 275 3.8690909E0 63091016

X6 275 3.8545455E0 64049491

X7 275 3.8072727E0 176959904

Valid N (listwise) 275

X7 Pearson ” ” " " " " .
o | 4057 487|471 4327 5747 a2 1| .404
Sig. (2-tailed)| 000 .000] .000[ .000| .000| .000 000
N 275|275 275| 275|275 275| 275| 275

Y  Pearson ” ” " ” ” " ”
o | 8067|6607 5057|6507 4237 5487 404 1
Sig. (2-tailed)| .000| .000] .000| .000] .000| .000| .000|
N 275|275 275| 275|275 275| 275|275

**_Correlation is significant at the 0.01 level (2-tailed).

X6 Pearson " " " " " " "
o | 6577 6197 6047 6477 439 1| 4257 548
Sig. (2-tailed)| .000 .000] .000[ .000| .000 000 000
N 275|275 275| 275|275 275| 275| 275




Variables Entered/Removed"”

Mode| Variables Variables
| Entered Removed | Method
1 X7, X6, X5,
X2, X3, X4, .|Enter
X1*

a. All requested variables entered.

b. Dependent Variable: Y

Model Summary®

Mode Adjusted R |Std. Error of| Durbin-
1 R |R Square| Square [the Estimate| Watson
1 .823° 677 668 .29002952 1.720
a. Predictors: (Constant), X7, X6, X5, X2, X3, X4,
X1
b. Dependent Variable: Y
ANOVA"
Sum of Mean

Model Squares df Square F Sig.
1 Regression 46.990 7 6.713| 79.803| .000°

Residual 22.459 267 .084

Total 69.449 274

a. Predictors: (Constant), X7, X6, X5, X2, X3, X4, X1

b. Dependent Variable: Y



Coefficients”

Standardize
Unstandardized d Collinearity
Coefficients Coefficients Statistics
Model B Std. Error Beta t Sig. [Tolerance| VIF
1 (Constant) .606 158 3.831] .000
X1 .633 .059 .648| 10.688| .000 3291 3.038
X2 135 047 1621 2.893] .004 389 2.574
X3 -.073 .050 -074| -1.465| .144 481 2.079
X4 .105 053 1100 1.964] .051 389 2.573
X5 .088 036 111 2464 .014 602 1.661
X6 -.032 041 -.040[ -.776| .438 451 2.219
X7 -.020 .030 -031| -.673] .502 585 1.709
a. Dependent Variable: Y
Residuals Statistics®
Std.
Minimum Maximum Mean Deviation | N
Predicted Value 2.2106757E0| 4.7886457E0 3.8118182E0| .41412038| 275
Residual
-8.17020297E-1 .63829833|  -8.06274239E-16| .28630079| 275
Std. Predicted Value -3.866 2.359 .000 1.000| 275
Std. Residual -2.817 2.201 .000 987 275

a. Dependent Variable: Y




Phu luc 8: KIEM PINH ANOVA

Descriptives
95% Confidence
Std. Interval for Mean
N Mean Std. Error Minimum | Maximum
Deviation Lower Upper
Bound Bound
Nam | 190(3.8539474E0(.51567770{.03741119(3.7801502| 3.9277445| 2.00000[ 5.00000
Nu 85(3.7176471E0|.46417527|.05034688| 3.6175268| 3.8177673| 2.25000{ 5.00000
Total | 275|3.8118182E0(.50345192|.03035929|3.7520511| 3.8715853] 2.00000{ 5.00000
Test of Homogeneity of Variances
Y
Levene Statistic dfl df2 Sig.
.658 1 273 418
ANOVA
Y
Sum of Mean
Squares df Square F Sig.
Between
Groups 1.091 1 1.091| 4.357 .038
Within Groups 68.358 273 250
Total 69.449 274




Descriptives

Y
95% Confidence
Interval for Mean
Std. Lower Upper Minimu | Maximu
N [Mean [ Deviation |[Std. Error| Bound Bound m m
Giam doc 3.3333
9 .55901699(.18633900( 2.90363483.7630318| 2.25000{ 4.00000
333E0
Pho giam doc 3.6944
9 .52704628(.17568209( 3.2893208(4.0995681| 3.00000{ 4.75000
444F0
Truong phong 3.6764
17 .66593863(.16151384( 3.3340765|4.0188646| 2.25000{ 5.00000
706E0
Pho Truong 3.8000
10 .59860950(.18929694( 3.3717806(4.2282194| 3.00000{ 4.75000
phong 000EO
Chuyen vien 3.8421
95 48659235(.04992332( 3.74298133.9412292| 2.25000{ 5.00000
053E0
[Nhan vien 3.8481
135 .46830145(.04030497( 3.7684319(3.9278644| 2.00000{ 5.00000
481E0
Total 3.8118
275 182E0 .50345192(.03035929( 3.7520511(3.8715853| 2.00000{ 5.00000

Test of Homogeneity of Variances

Y
Levene
Statistic dfl df2 Sig.
1.397 5 269 226




ANOVA

Y
Sum of Mean
Squares df Square F Sig.
Between
2.763 5 .553 2.229 .052
Groups
Within Groups 66.686 269 248
Total 69.449 274
Descriptives
Y
95% Confidence
Interval for Mean
Std. Lower Upper
N Mean Deviation | Std. Error Bound Bound Minimum |Maximum
duoi 01 nam 9| 3.6111111E0| .37730771|.12576924|3.3210867| 3.9011355| 3.00000| 4.00000
tu 01 nam den
117 3.7735043E0]| .50534098].04671879]3.6809718| 3.8660367] 2.25000] 5.00000
duoi 05 nam
Tu 05 nam tro
| 149| 3.8540268E0| .50596165].04144999]3.7721166] 3.9359371] 2.00000] 5.00000
cn
Total 275] 3.8118182E0] .50345192].03035929(3.7520511| 3.8715853| 2.00000{ 5.00000
Test of Homogeneity of Variances
Y
Levene Statistic dfl df2 Sig.
381 2 272 .683




ANOVA

Y
Sum of Mean
Squares df Square F Sig.
Between
.800 2 400 1.584 207
Groups
Within Groups 68.649 272 252
Total 69.449 274
Descriptives
95% Confidence Interval
Std. for Mean Maximu
N Mean o Std. Error Minimum
Deviation Lower Upper m
Bound Bound
Cong ty co
N 75( 3.8433333E0] .53709261{.06201811| 3.7197595| 3.9669071| 2.00000{ 5.00000
phan
Cong ty TNHH 170] 3.8102941E0( .48692663|.03734557| 3.7365702 3.8840180| 2.25000| 5.00000
Doanh nghiep
25| 3.6700000E0| .49328829].09865766( 3.4663806( 3.8736194| 2.75000( 5.00000
tu nhan
Loai hinh khac
5| 4.1000000E0| .54772256|.24494897| 3.4199126| 4.7800874| 3.50000| 5.00000
Total 275| 3.8118182E0| .50345192|.03035929| 3.7520511| 3.8715853| 2.00000| 5.00000
Test of Homogeneity of Variances
Y
Levene Statistic dfl df2 Sig.
.052 3 271 .984




ANOVA

Y
Sum of Squares df Mean Square F Sig.
Between Groups 993 3 3310 1310 271
Within Groups 68.456 271 253
Total 69.449 274
Descriptives
Y
95% Confidence
Interval for Mean
Std. Lower Upper Maximu
N Mean Deviation | Std. Error | gound Bound [Minimum m
Doanh nghiep co
phan von nha nuoc 71 3.7857143E0(.39339790| .14869043|3.4218819| 4.1495467| 3.00000| 4.00000
tren 50%
Doanh nghiep co
phan von tu nhan 2541 3.8110236E0].51192937] .03212131|3.7477644( 3.8742828| 2.00000| 5.00000
tren 50%
Doanh nghiep co
von dau tu nuoc 11{3.7954545E0(.40028399( .12069016(3.5265401| 4.0643690| 3.00000{ 4.50000
ngoai
Doanh nghiep khac
3] 4.0000000E0[.50000000] .28867513|2.7579311| 5.2420689| 3.50000] 4.50000
Total 2751 3.8118182E0].50345192] .03035929|3.7520511| 3.8715853| 2.00000| 5.00000




Test of Homogeneity of Variances

Y
Levene Statistic dfl df2 Sig.
459 3 271 11
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 114 3 038 149 930
Within Groups 69.335 271 256
Total 69.449 274
Descriptives
Y
95% Confidence
Interval for Mean
Std. Lower Upper Minimu | Maximu
N Mean Deviation | Std. Error Bound Bound m m
Cong nghiep/Che
3813.9078947E0[.37856884]|.06141198|3.7834623]14.0323272| 3.25000( 5.00000
tao
Xay dung 29(3.6724138E0|.43866400|.08145786|3.5055549|3.8392727| 2.75000| 4.25000
Dich vu/Thuong
) 117]13.7756410E0[.47839600].0442277313.6880424]3.8632396( 2.25000( 5.00000
mai
Nong nghiep/Lam
9113.8626374E0[.58602206].06143180]3.7405924]3.9846824| 2.00000( 5.00000
nghiep/Thuy san
Total 27513.8118182E0(.50345192|.03035929(3.7520511(3.8715853] 2.00000] 5.00000




Test of Homogeneity of Variances

Y
Levene Statistic dfl df2 Sig.
2.301 3 271 .078
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups 1.302 3 434 1727 162
Within Groups 68.147 271 251
Total 69.449 274
Descriptives
Y
95% Confidence
Interval for Mean
Std. Lower Upper Maximu
N Mean Deviation | Std. Error | gound Bound |Minimum m
Tu khai bao va
225| 3.8277778E0| .51273465| .03418231| 3.7604177|3.8951378| 2.00000] 5.00000
tu lam TTHQ
DN tu dong dau
va thue nguoi
24| 3.8020833E0| .55647946] .11359089| 3.5671027|4.0370640[ 3.00000{ 5.00000
ngoai DN lam
TTHQ
Thong qua dai
26| 3.6826923E0| .34320324| .06730769| 3.5440695]|3.8213151| 3.00000{ 4.25000
ly lam TTHQ
Total 275 3.8118182E0] .50345192| .03035929| 3.7520511|3.8715853| 2.00000] 5.00000




Test of Homogeneity of Variances

Y
Levene Statistic dfl df2 Sig.
1.102 2 272 334

ANOVA

Y
Sum of Squares df Mean Square F Sig.

Between Groups 493 2 247 973 379
Within Groups 68.956 272 254
Total 69.449 274
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