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Abstract: On March 12, 2019, Prime Minister Nguyen Xuan Phuc signed the "Decision approving
the National Public Service Portal (NPSP) Project” with the goal of improving the quality and
efficiency of public services. However, after five years of implementation, certain limitations in
conducting administrative procedures on the NPSP have affected people's satisfaction. From that
reality, the authors were motivated to conduct research on the topic to contribute measures to
minimize the difficulties of people in the area. By combining a comprehensive literature review with
structured surveys involving a sample of 162 residents from Yen Hoa Ward, Cau Giay District,
Hanoi, the authors revealed that while citizen satisfaction with the quality of information on
administrative procedures on the NPSP is generally high, there is inconsistency across different
aspects when evaluated against internationally verified assessment criteria and scales. Through that
current situation, the research team offered some insights and proposed measures to further improve
the quality of information on administrative procedures on the national public service portal to
increase people's satisfaction with the service.
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banh gia muc do hai long cua ngudi dan
d6i v4i chat lugng thong tin vé thi tuc hanh chinh
trén cong dich vy cong quéc gia
tai phuong Yén Hoa, quan Cau Gidy, Thanh phd Ha Nbi

Nguyén Thi Ngoc Thao”, Poan Thi Kim Chi, Nguyén Thi Ha Phuong

Truong Dai hoc Khoa hoc Xa héi va Nhan van, Dai hoc Quéc gia Ha Ngi,
336 NguyéNn Trai, Thanh Xuan, Ha Noi, Viét Nam

Nhan ngay 07 thang 6 nam 2024
Chinh sira ngay 06 thadng 8 nam 2024; Chap nhan dang ngay 29 thang 8 nim 2024

Tém tit: Ngay 12/03/2019, Thu tuéng Chinh phi Nguyén Xuan Phiic da ky “Quyét dinh phé duyét
dé an cong dich vu cong qudc gia (CDVCQG)” véi muc tidu cai thién chét lugng va hidu qua cua
dich vu cong. Tuy nhién, sau 5 nam thyc hién thi viéc tién hanh céac thu tuc hanh chinh (TTHC) trén
CDVCQG van con ton tai mot sb han ché nén da anh huong dén sy hai 1ong cua ngudi dan. Tir thuc
tién d6 da thoi thic nhom tac gia tién hanh nghién ctru dé tai nhim dong gdp nhiing bién phap giam
thiéu nhirng kho khan cia ngudi dan trén dia ban. Bing cach phéi hop phuong phap nghién ciru tong
hop va phén tich tai liéu va diéu tra bang bang hoi co cdu triic voi mau 1a 162 cu dan tai phuong
Yén Hoa, quan Cau Glay, Ha Noi, nhom téc gia cho thidy mirc do hai long cta nguoi dan dbi voi
chat lugng thong tin vé TTHC trén CDVCQG khé cao nhung mirc d6 khong dong déu & cac phuong
dién khi thyc hién tham chiéu véi bo tiéu chi déanh gia va cac thang do da duoc kiém dinh qudc té.

Qua hién trang d6, nhom nghién ctru dua ra mot s6 kién giai va dé xuét bién phap gop phan cai thién hon
nita chét luong thong tin vé TTHC trén CDVCQG dé ning cao su hai 1ong ctia ngudi dan vé dich vu.

Tuwr khoa: mirc d6 hai long, thu tuc hanh chinh, dich vy cong quoc gia,, Ha Noi.

1. Pit van dé tién hanh khao sat truc tiép tai dia ban phuong
) . ) Yén Hoa, quan Cau Gidy, thanh phd Ha Noi.

bé thuc hién xay dung nén hanh chinh quéc Trén thé gidi, c6 nhimng nghién ctru da cho
gia tinh gon va hiu qua thi viéc néng cao chat thiy cac TTHC phu thudc nhiéu vao hé théng
luong thong tin vé TTHC dong vai tro rat quan thong tin va can co su chic chan vé tinh hidu qua
trong. Dac biét, tir khi trién khai TTHC trén clia cong nghé dang st dung. Ddng thoi dé quan
CDVCQG tirnam 2019 [1] dén nay dugc khoang ly thanh cong cac hé thong thong tin hanh chinh
5 nam, nguoi dan dé c6 thoi gian sir dung dich can tap trung vao chat luong thong tin (1Q), chét
vu nhat dinh va c6 nhitng cam nhén rat khac nhau lwong he thong (SysQ) va chit lwong dich vu
v€ dich vu. V6i mong muén nang cao hon nira (SQ) [2]. Ngoai ra, trong bdi canh phat trién cua
muc do hai long cua nguoi dan vé chat luong cudc cach mang cong nghiép 4.0, viéc hudng tdi

thong tin vé TTHC trén CDVCQG nhom téc gia viéc chuyén ddi sb va xay dung chinh phu dién
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t dwge nhiéu hoc gia quan tdm. Trong do,
nghién ctu do ludng su hai 1ong cua ngudi dan
khi sir dung dich vu cong truc tuyén duogc vi nhu
mdi quan h¢ gilra nha cung cap dich vu va khach
hang. Ho cd gang giai quyét van dé sy hai 1ong
vé€ chinh phu dién tr cia ngudi dan dya trén viée
nghién ctru cac yéu té anh huong: chét lugng
thong tin va ddc tinh kénh [3]. Dé nang cao chat
lugng dich vu truc tuyén thi nhu cau cling nhu
nhiing mong doi ciia nguoi dan dong vai tro la
dong luc tich cuc cho viéc &4p dung chinh phu
dién tur [4].

Mot s6 nghién ciru cia cac hoc gia Viét Nam
dé cap toi cac yéu t6 nhu sy thuan tién, hiéu qua,
do tin cay, su hd tro nguoi dan, tinh minh bach
1a thudc do quan trong vé chat lwong hé thong
Chinh phu dién tir, chat lugng théng tin, chat
luong dich vu va loi ich tuong ddi ctia Chinh phu
dién tir [S]. Mot nghién ctru khac chi ra rang yéu
t chat lugng dich vu cong tryc tuyén, nhan thtrc
cua nguoi dan, quyen riéng tu va bao mat, sy tin
cdy va kha nang tiép can anh huong dén sy hai
long cua nguoi dan khi st dung dich vu cong truc
tuyén [6]. Ngoai ra, viéc cai cach hanh chinh va
nang cao chat lwong dich vu hanh chinh cong
nham phat trién nam yéu td: nang lyuc, co so vat
chét, tin cay, thai do phuc vu va déng cam yéu
trong d6 nang luc can bo 12 yéu t6 tac dong manh
nhéat [7].

Vi nhitng nghién ctru trén thé gisi va & Viét
Nam cho thiy nhitng nghién ctru vé viéc danh
gia mirc do hai long cta ngudi dan dbi voi chat
lugng thong tin con kha han ché, dic biét 1a viée
nghién ctru vé TTHC trén CDVCQG. Hon nira,
nhom tac gia ciing di c6 co s¢ nhét dinh khi da
khao sat cu dan trén dia ban phuong Yén Hoa,
quén Cau Gidy, Thanh ph Ha N¢i trén goc do
“kha nang tlep can thong tin”[8] nén nhom tac
gid hy vong_ n01 tiép nhitng nghién ciru d6 dé tim
hiéu thém vé “murc d6 hai long ctia ngudi dan )
v6i chat lwong thong tin vé TTHC trén
CDVCQG” huéng t6i nhitng tham gop ¥ kién sat
thue cho co quan quan ly tir y kién ctia nguoi dan
cung voi két qua cua nghién ciru, dé gop phan
hoan thién hon chat lugng thong tin cuda
CDVCQG déap tmg nhu cau va mong doi ciia
nguoi dan.

2. Phwong phap nghién ctru

Dé dua ra duoc két qua nghién ctru, nhém tac
gia tién hanh phdi hgp phuong phap tong hop &
phan tich tai liéu va phuong phép diéu tra bang
bang hoi co ciu truc. Nhom st dung phuong
phéap chon mau ngiu nhién 162 cu dan trén dia
ban phuong Yén Hoa, quan Cau Gidy, thanh phd
Ha Noi dé ¢am bao tinh da dang vé gi6i tinh, do
tudi, trinh d6 va nghé nghiép. Nghién ctru duoc
tién thanh trong khoang thoi gian tir 01/10/2023
dén 01/03/2024, nham tra 16i cau hoi nghién ciru
vé mirc d6 hai 1ong cua ngudi dan déi voi chat
lwong thong tin vé TTHC trén CDVCQG. Véi
cach thuc thu thép dir liéu, nhém nghién ciru tim
kiém, tong hop tai liéu va cac nghién ctru di trén
co sO dir liéu hoc thuat va khai thac cac van ban
chu truong chinh sach cua Pang va Nha nudc
lién quan dén van dé nghién ciru.

Pé 1am co s& cho viéc danh gia, ching toi
tim hiéu va xay dung bo tiéu chi danh gid chat
luong théng tin vé TTHC trén CDVCQG duya
trén nghién ctu va thang do do nhém tac gia
nguoi Trung Quéc 1a Zhilin Yang, Shaohan Cai,
Zheng Zhou va Nan Chu nghién ciru vé “Phat
trién va xdy dung cong cu dé do luong chat
lugng dich vu dugc nguoi dung cam nhan vé
thong tin trinh bay trén cic cong web quan tri
thong tin” [9], dong thoi két hop vai Luat Tiép
can thong tin va cac loai hinh thong tin dé xay
dung b tiéu chi (Bang 1). Ngoai ra, ching toi
phan tich tinh phap ly, co s¢ khoa hoc va viéc
g dung khung 1y thuyét d6 vao Viét Nam.

Sau khi x4c dinh 13 bo tiéu chi danh gia chat
lugng thong tin vé TTHC trén CDVCQG, chiing
t6i dua trén timg tiéu chi dé thiét ké b cau hoi
(gém cau hoi dong, cau hoi mo, céu hoi theo
thang do Likert), tién hanh thir nghiém, stra d01
bang hoi dua trén phan hoi tir 10 cu dan va tién
hanh khao sat trén pham vi rdng. Véi viée thu
thap dit liéu tir bang hoi ¢ cu trac duge ching
t6i tién hanh theo hai phuong thirc tryc tiép va
tryc tuyén qua google form. Dé phén tich dit liéu,
nhom da lam sach dir li€u, ma hoa va xur 1y $6
liéu bang théng ké toan hoc SPSS 20.0. Nhém
nghién ciru ciing da do tin cdy cua thang do. Két
quéa duoc thé hién qua Bang 2.
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Bang 1. B0 tiéu chi danh gia chat lugng thong tin vé TTHC trén CDVCQG

STT Tiéu chi Chi s0 danh gia cu thé
Thong tin vé TTHC lién quan dén ngudi dung dugce cap nhat trén
L B CDVCQG.
1 Tinh htru ich/chat luong  rgnaTin chinh xac.
cua thong tin Thong tin cap nhat.
Y kién chuyén mon déang tin cay.
Thong tin rd rang va dugc t6 chirc tot.
2 Khé nang su dung Chtrc nang tim kiém tuy chinh.
D@ dang tim kiém thong tin mong mudn.
Céc vin ban quy pham phép luat va vin ban huéng dan di kém cing
3 Tinh dﬁy du sé luong trinh tu, thu tuc dugc cap nhat déy du.
thdng tin Noi dung hoan chinh.
Thong tin lién hé xir Iy thi tuc chi tiét.
Téc d6 truy cap web CDVCQG cao.
) . v L Toc @6 tai trang cao.
4 Tinh pll(li‘ }L‘-’Iﬁ Vemat o dung font chi hop 1y,
y thuat Kha néng truy cap cuia trang trang web CDVCQG.
Hb tro k¥ thuat tot.
5 Quyén riéng tu va bado mat | Bao mat thong tin cua nguoi dung.

Bang 2. Panh gia do tin cdy cua thang do trong nghién ctru va phén tich nhan té EFA

Hé s6 HE 50 | Heso .
Thang do Cronbac ngng quan |\ | Gl ) Taiso
h’s alpha ien toPg p nl}an t;O tich 1ty
bé nhat bé nhat (%)
Tinh hiru ich/chat luong cua thong tin 0,807 0,578 0,767 0,000 0,764 63,525
Kha néng sir dung 0,579 0,408 0,500 0,000 0,839 | 70,412
Tinh day du so lugng thong tin 0,790 0,586 0,698 0,000 0,808 | 70,852
Tinh phi hop vé mat k¥ thuét 0,829 0,705 0,500 0,000 0,923 | 85,262

V& hé s6 Cronbach's alpha, Tinh hitu ich/chét
luong ctia thong tin, Tinh day du sb luong thong
tin, Tinh phi hop vé& mit k¥ thuét c6 hé sb 1an
luot 1a 0,807; 0,790; 0,829 déu 16n hon 0,7
chung to ddy 1a nhimg thang do ¢ hé s6 tin cay
cao. Con lai, thang do Kha nang st dung c6 hé
s6 Cronbach's alpha 0,579 = 0,6 cho thiy thang
do c6 do tin cay chép nhan duge va co thé su
dung dé phuc vu nghién ctru. Nhin chung, s6 liéu
khing dinh thang do c¢6 ¥ nghia thong ké, dat do
tin cay cao.

V& hé sb trong quan bién tong bé nhét, Tinh
hiru ich/chat lugng ctia thong tin, Tinh day di s6
luong thong tin, Kha nang str dung va Tinh phu
hop vé mat k¥ thuat c6 hé sb 1an luot 1a 0,578;
0,408; 0,586; 0,705 déu > 0,3, nhu vay 4 yéu t6

do dac trong thang déu c6 tinh twong quan va hd
trg tinh hop 1y cta cac thang do. Mat khac, thang
do tinh phu hop vé mit ky thudt c6 hé sé twong
quan bién téng cao nhat so véi cac thang do con
lai. V& hé s tai nhan t6 bé nhét, gia tri déu nam
trong khoéng phu hgp khi danh gia cac muc do
lwong (ca 4 thang do déu > 0,5).

V& két qua phan tich nhan t6 kham pha
KMO, Tinh hitu ich/chat lugng ciia thong tin va
Tinh day da s6 lugng thong tin déu c6 chi s6 >
0,5; Kha ning sir dung va Tinh phu hop vé mit
ky thuat = 0,5; kiém dinh Bartlett’s v6i mirc y
nghia Sig. cua cac thang do déu 14 0,000 < 0, 05.
Vi thong sb nhu vay viée phan tich cac nhén t6
dam bao tin cdy va co y nghia thong ke.
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Va tai sb tich liy (%) cia cac thang do 3
trong 4 thang do déu c6 tai so tich lity > 70% chi
¢6 Tinh hitu ich/chat lugng cua thong tin co tai
s0 tich Iiiy nho nhét trong 4 thang do nhung ciing
& ngudng 63,525%. Nhu vay, cac thang do déu
dat gia tri va khi dua ra phan tich déu c6 thé giai
thich duoc.

3. Panh gia chung vé mirc d9 hai long cia
ngwoi dan doi véi chat lwgng thong tin vé thu
tuc hanh chinh trén cong dich vu cong quoc gia

3.1. Tinh hitu ich va chat lwong théng tin vé thi
tuc hanh chinh

Qua Bang 3 thong ké cho thay, nhin chung
mirc d6 hai long ctia ngudi dan dbi véi TTHC
trén CDCQG 6 thang do Tinh hitu ich/chét lugng
cua théng tin kha cao (Piém trung binh (DTB)
=4,01), ca 4 tiéu chi CL1,3,4 déu dat ~ 4, riéng
yéu t6 Thong tin chinh xac > 4. Diéu niy minh
chung cho viéc nguoi dan danh gia cao thong tin

TTHC trén CDVCQG dugc cap nhat thuong
xuyén va kha niang hd tro déng tin cay tir ¥ kién
chuyén mon cua cac chuyén gia. Pac biét mot
diém sang d6 1a thong tin trén CDVCQG chinh
x4c duoc cu dan dong tinh & mic cao cho thay
chat lugng thong tin dd mang lai hidu qua nhan
duogc phan hdi tich cuc tir cu dén.

Vé PLC, BLC ciia CL1, CL2, CL4 déu > 1,
day 1a mirc d6 bién dong kha cao, cho thay sy da
dang trong viéc danh gia cta nguoi ding vé chat
lugng thong tin. CL3 ¢6 PLC 14 0,964 < 1 cho
thdy sy dong nhat y kién va khong c6 su khéac
biét nhiéu trong cam nhan cia nguoi dung vé
tinh dang tin cdy cta y kién chuyén mon.

Nhin chung, PTB cua tinh hitu ich va chat
lugng thong tin trén CDVCQG dat muc 4, PLC
14 0,805 (<1) cho théy sy dong nhit trong cam
nhan ctia ngudi dan vé chat luong thong tin dong
thoi khang dinh chit lugng thong tin vé TTHC
trén CDVCQG dang xay dung duoc sy tin cdy tur
ngudi dung.

Bang 3. Tinh hitu ich/chét lugng cua thong tin

méi nhat).

Ki hiéu Tinh hitu ich/chét lugng cua thong tin PTB bLC
Thong tin vé TTHC lién quan dén ban duoc cap nhat trén

CL1 CDVCQG. 3,99 1,066

CL2 Théng tin trén CDVCQG chinh xac. 4,16 1,003
Thong tin cap nhat thuong xuyeén (vi du khi ban tim kiém

CL3 mot tha tuc Pang ky tam trd, thong tin vé tha tuc do s€ 3,91 0,964

duoc cap nhat phu hop véi van ban quy pham phap luét

Y kién chuyén mdn cia chuyén gia déang tin cay (vi du:
CL4 khi ban muén hoi vé mét thong tin, ban nhan dugc cau 3,96 1,009
tra loi tir cdn bo chirc ndng va cau tra 16 d6 dang tin cay).

Tong

4,01 0,805

3.2. Kha ndng sir dung théng tin vé thi tuc
hanh chinh

Bang 4 cho thy, diém trung binh cua CLS,
CL7, CL8 x4p xi 4, dang & ¢ murc kha tbt, cho thdy
nguoi ding danh gia cao vé su rd rang va to chirc
cta thong tin trén CDVCQG. Hé théng di co
chirc nang tim kiém tuy chinh giup va nguoi
ding d& dang tim kiém thong tin mong mu6n Ve
TTHC. Tuy nhién, BTB cua CL6 ~ 3, da s6

nguoi ding cam thdy chua hai long vé
CDVCQG ¢ viéc tim kiém thong tin bang thanh
tim kiém khong dat hiéu qua. DLC cta CL6 cho
thdy c6 su ddng nhit trong cau tra 11 cua ngudi
dan. Diéu nay cho thiy, mic di CDVCQG nhin
dugc danh gia tich cuc tir mét by phén nguoi
dung khi ho tiép can thong tin, nhung van co
nhitng ngudi cam thiy thong tin dang chua duoc
t6 chire tt do thanh tim kiém chwa c6 hiéu qua.
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Nhoém téc gia di thuc hién tim kiém thong tin
trén thanh tim kiém v6i tir khoa “cung cap lai
gidy phép lai xe” hodc “xir phat hanh chinh
khéng bang lai xe” trén CDVCQG thi hé thong
tra “Co 0 két qua”(Dtr liéu dugce thuc hién ngay
10/03/2024). Cho nén, d6i voi nhing cach tim
kiém theo thic mic ctia ngudi ding thi thanh tim
kiém khong cho ra két qua. Nhung trén thanh tim
kiém cua “Thu vién phap luat” thi thanh tim
kiém s& cho ra nhing két qua c6 lién quan, giup
ngudi dung co thé dé dang c6 dugc thong tin.

Mit khac néu tim theo tir khoa “ho chiéu” thi
hé théng CDVCQG tra vé “c6 20 két qua cho tir
khoa “ho chiéu™; hoidc tim theo tir khoa “gidy
phép 1ai xe” thi thanh tim kiém cho dua ra “co
14 két qua cho tir khoa “gidy phép lai xe” (Dir
liu dugc thyc hién ngay 10/03/2024). Nhung
cach tiép can thong tin nay kha kho dbi voi nguoi
dung vi anh hudng boi kha nang st dung tir khoa
cua nguoi dung.

Béng 4. Kha ning sir dung thong tin vé TTHC

Ki hiéu Kha ndng su dung bTB bLC
CL5 Thong tin rd rang va dugc t chic tét. 3,59 1,078
Néu thong tin chua duoc to chirc tot, anh chi c6 thé chi ra
CL6 thong tin dang khong duoc t chirc t6t ¢ yéu t6 nao? 2,92 0,980
CL7 CDVCQGc6 chirc nang tim kiém tly chinh. 3,55 0,972
Ban dé dang tim kiém thdng tin mong mudn trén
CL8 CDVCQG. 3,62 1,154
Téng 3,43 0,701
Bang 5. Tinh day du s6 lwong thdng tin
Ki hiéu Tinh day du s6 lugng thdng tin bTB bLC
Céc van ban quy pham phép luat va vin ban huéng dan
CLY | i kem cung trinh tu, this tuc duoc cap nhat diy du. 3,91 0,981
CL10 Noi dung cac van ban hoan chinh. 4,07 0,909
CL11 Thong tin lién hé vé co quan xir ly thi tyc chi tiét 3,75 1,059
Tong 3,91 0,826

3.3. Tinh ddy dii s6 lwong théng tin vé thi tuc
hanh chinh

Ngudi dan thue hién yéu cau cung cap thong
tin trén CDVCQG d3 dugc cung cap thong tin
day du thé hién qua cac vin ban quy pham phap
luat va vin ban huéng dan di kém cung trinh tu,
thu tuc dugc cap nhit dﬁy du; ndi dung cac van
ban hoan chinh; thong tin lién hé vé co quan ly
thii tuc chi tiét (BTB CL9, CL10, CL11 ~ 4).

DPLC cua CL9 va CL10 < 1 cho thiy cac
diém dir liéu gan v6i diém trung binh va cé su
nhit quan theo céc tiéu chi khac nhau dugc danh
gia trong bang giira nhiing cau tra 101. Nguoc lai
DLC cua CL11 la 1,059 > 1, nhan dinh réng co
su khac biét gilra cau tra 10i cia nguoi dan khi
tham gia khao sat.

3.4. Tinh trang ky thudt cia cong dich vu cong
quoc gia

Piém trung binh cia CL12 1a 3 va PLC la
1,120, day 1a con s6 & muc trung binh va PLC >
1. Piéu nay c6 thé chi ra ring toc do tai trang
web chua thuc sy 1am ngudi dan hai long va co
nhiéu sy khac biét giira nhitng nguoi tham gia
khao sat. D6i voi CL13, DTB ~ 4 cho thay nguoi
dung cam thay hai 1ong vé font chit duoc sir dung
trén CDVCQG, tuy nhién BLC la 1,086 > 1,
PLC cao goi y ring c6 sy da dang trong cam
nhén cta nguoi dung vé viée nay.

V& viéc hd tro ky thuat, diém trung binh cta
CL14 va CL15 déu 1a 3, nguoi dung chon déap an
trung 1ap khi dugc hoéi hai cau hoi nay. Nguyén
nhéan co thé tir viéc khi gip kho khan, ho khong
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¢6 thoi quen tim dén hd tro ky thuat cta trang
web. Mot 1y do khac c6 thé 1a do nguoi ding cam
thdy rang mtrc do hd tro ky thuat cung cép bdi
trang web khong dap ung day du nhu cau hodc
khong du hiéu qua dé giai quyet van d& ma ho
dang gap phai. Diéu nay c6 thé khlen ho cam
thy khong du ty tin hodc khong mudn danh thoi
gian dé tim kiém sy gitp d& tir phia trang web.
Thém vao d6, nguoi ding c6 thé cam thay khong
mubén danh quéa nhiéu thoi gian dé tim kiém sy
gitip d& tir phia trang web do ho cho rang qua

trinh nay co6 thé ton thoi gian va cong sirc ma
khong dam bao s& giai quyét duge van dé ciia ho.
Thay vao d6, ho co thé chon giai quyét vin dé
clia minh bang cach s dung cdc phuong tién
khac hoac thuc hién y€u cau cung cap thong tin
tryc tiép. Nhitng 1y do nay cho thdy su phirc tap
va da dang cua qua trinh tuong tac gilta nguoi
dung voi giao dién cua CDVCQG. Vi vay viéc
cai thién chat lwong hd tro k¥ thuat dé ting
cuong trai nghiém ngudi dung trén CDVCQG la
rat quan trong.

Béng 6. Tinh phu hop vé mat k§ thuat

Ki hiéu Tinh phu hop vé mat k¥ thuat DPTB bLC
CL12 | Tdc do tai trang web CDVCQG cao. 3,36 1,130
CL13 Font chir duoc st dung trén CDVCQG dé nhin. 3,70 1,086
cL14 Khi gaE phai NnhunAg khé khan truy cdp CDVCQG, ban 3,31 1,272

duoc ho trg ky thuat?
Viéc hd tro ki thuat dé ngudi dan co thé tiép can duoc
CLLS 1 Gich vu dwoc dap (g & mite do nao? 3,36 1,067
Tong 3,43 0,859
Bang 7. Quyén riéng tu va bao mat
Ki hi¢u Quyén riéng tu va bao mat bTB bLC
CL16 CD\(QQG bao mat thong tin 4,20 1,062
ngudi dung.
Tong 4,20 1,062

3.5. Quyén riéng tw va bdo mdt ciia nguoi din
khi thwc hién thu tuc hanh chinh

DTB ciia CL16 1a 4, day 1a con sb cho thy
nguoi dan déu dong y CDVCQG bao mat thong
tin cia nguoi dung. Tuy nhién bén canh do ciing
c6 nhiéu sy khac biét gilta nhitng cau tra 10i
(DCL 1,062 >1). Biéu nay cho thiy muc d¢ dong
thuan khong dong déu giita cac cau tra 101, tirc 1
¢6 su khac biét dang ké trong cam nhdn cua
ngudi ding vé mirc d6 bao mat thong tin trén
CDVCQG.

Sy khac biét nay c6 thé phan anh sy da dang
trong trai nghiém ca nhan cia nguoi dung khi st
dung CDVCQG, tir nhitng ngudi ¢6 kinh nghiém
tich cuc va tin tudng cao dbi véi bao mat thong
tin d&én nhitng nguoi co lo ngai hodc kinh nghi¢ém
tiéu cyc lién quan dén Van deé nay. Diédu nay c6
thé phu thudc vao nhiéu yéu té nhu trai nghiém

truée d6, cam nhan vé tinh chuyén nghiép cua
CDVCQG, hoic tham chi 14 tin don va thong tin
khong chinh xac vé viéc bao mat thong tin trén
nén tang nay.

4. Panh gia mirc d§ hai long cia nguwdi dan
theo gidi tinh

Thyc hién kiém dinh T — test dé danh gia
murc d6 hai 1ong ctia ngudi dan dbi véi TTHC
trén CDVCQG cuiia nguoi dan gilra cac gioi tinh
khac nhau. Dt li¢u thu thap tir 162 ngudi dan tai
phudng Yén Hoa, quan Cau Gidy, Ha Noi trong
d6 c6 75 nguoi 1a nam va 83 nguoi 1a nir. Két
qua phén tich cho thiy, khong c6 su khac biét co
¥ nghia vé mirc d¢ hai 1ong gidi tinh Nam va Nit.
Diéu nay dwoc chimg minh béi gia tri sig = 0,567
> 0,05, khong cé su khac biét phuong sai gilra
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hai nhom nam va nit. Gia tri t-value = 1,218‘>
0,05, khong vuot qua ngudng y nghia va dicu
nay chi ra rang khong c6 sy khac biét y nghia

giira hai nhom. Nhu vay, yéu t6 gidi tinh khong
¢6 sy anh huong dén mure do hai long cta nguoi
dan doi vai TTHC trén CDVCQG.

Bang 8. Kiém dinh T — test danh gid mirc d¢ hai long ctia ngudi dan ddi véi TTHC
trén CDVCQG cutia nguoi dan

Gidi tinh b1B DLC Sig | tvalue | df | Sig(2_tailed)
Nam (n=75) 3,24 0,403
Nir (n=83) 3,16 0412 0,567 1,218 156 0,225

5. Panh gia mirc d hai long cia nguoi dan
theo d§ tuoi

5.1. Phan tich két qua phép kiém dinh Levene
Test gitta cac nhom dj tuoi

Béng 9. Kiém dinh Levene Te8st kiém dinh phuong
sai bang nhau hay khong giira cac nhom do tudi

Levene Test

Factors dfl df2 Sig.
Tinh h171'u 1?h/chat 3 158 0,052
lugng cuia thong tin.
Kha nang sir dung. 3 158 0,909
Tinh diy du 0| 4 158 | 0,798
lugng thong tin.
Tinh phu hop vé
mit k§ thuat, 3 158 0,274
Q}lyenA riéng tu va 3 158 0,000
bdo mat.

Phép kiém dinh One — way Anova dugc thuc
hién dé so sanh tac dong ciia nhitng nhom do tudi
tir 12-18 tudi, tir 18-25 tudi, tir 25-50 tudi, trén
50 tudi dang séng tai phuong Yén Hoa, quan Cau
Gidy, Ha N¢i [bién nguyén nhan ] ti murc d6 hai
1ong [bién két qua.

Két qua phép kiém dinh Levene test kiém
dinh phuong sai cho thay p => 0,05 nén phuong
sai cia cac nhom bang nhau. Do vy du didu kién
phan tich tiép Anova vé da diéu kién phén tich
tiép Anova vé su khac biét giira tinh sin c6 cua
thong tin giita nhitng nhom d¢ tudi. Riéng ddi
v6i quyén riéng tu va bao mat c6 p = 0,000 <
0,05 nén phuong sai cua cac nhém khong bang
nhau va khong du diéu kién dé phan tich tiép
Anova.

5.2. Phan tich két qua phép kiém dinh One —Way
Anova vé tac dong cua nhom dj tuoi khac nhau
den mire do hai long cua nguoi dan

Két qua phan tich One Way Anova cho
thay,co su khac biét ¥ nghia thong ké vé mirc do
hai 1ong ctia ngudi dan tinh hitu ich/chat luong
cua thong tin (F = 9,440; p = 0,000 < 0,05), kha
nang st dung (F = 4,209; p = 0,007 < 0,05), tinh
day du sb lugng thong tin (F = 6,976; p = 0,000
< 0,05), va tinh phu hop vé mit k¥ thuat (F =
5,045; p = 0,002 < 0,05). Biéu nay cho thiy rang
cac nhom do tudi khac nhau c6 su khac biét dang
ké trong mirc do hai long ddi voi chat luong
thong tin vé TTHC trén CDVCQG.

Bang 10. Kiém dinh One — Way ANOVA vé tic dong cua nhom do tudi
khac nhau dén muc d6 hai long cia nguoi dan

ANOVA

Factors s:grzg df SI\(/]I 3::‘16 F Sig.
Tinh hitu ich/chét lugng cua thong tin 15,845 3 5,282 9,440 0,000
Kha ning st dung 5,851 3 1,950 4,209 0,007
Tinh ddy di s6 lugng thong tin 12,861 3 4,287 6,976 0,000
Tinh phu hop vé mat k¥ thuat 10,378 3 3,459 5,045 0,002
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6. Panh gia mirc do hai long cia ngwoi dan
theo trinh d§ hoc van

6.1. Phdn tich két qua phép kie;m,d_inh Levene
Test gitra cac nhom trinh do hoc van

Két qua phép kiém dinh Levene test cho thiy
cac yéu to Tinh hitu ich/chat lugng cta thong tin,

Kha ning st dung, Tinh day du s6 lugng thong
tin, Tinh phd hop vé mat k¥ thuat déu co gid tri
Sig > 0,05, phuong sai ctia cac nhoém bang nhau
nén di diéu kién dé phan tich tiép Anova. Riéng
d6i v6i Quyén riéng tu va bao mat co p = 0,02
< 0,05 nén phuong sai ciia cac nhém khong
bang nhau va khong du diéu kién dé phan tich
tiép Anova.

Béng 11. Kiém dinh Levene Test kiém dinh phuong sai bang nhau hay khong giita cac nhém trinh @6 hoc van

Levene Test
Factors dfl df2 Sig.
Tinh hiru ich/chat luong ctia thong tin. 3 158 0,126
Kha nang sir dung. 3 158 0,082
Tinh day du so lugng thong tin. 3 158 0,279
Tinh phu hop vé mit k¥ thuat. 3 158 0,168
Quyén riéng tu va bao mat. 3 158 0,002

6.2. Phan tich két qua phép kiém dinh One — Way
Anova vé tic dong cia nhém trinh dg hoc van
khdc nhau dén mire @ hai long ciia ngwoi dan

Phép kiém dinh One — way Anova dugc thuc
hién dé so sanh tac dong cua trinh d6 hoc van
pho thong, trung cap, cao dang, dai hoc va trén

dai hoc [bién nguyén nhan ] t6i mac d6 hai long
[bién két qua].

Két qua phén tich One Way Anova Bang 12
cho thay: c6 su khac biét c6 ¥ nghia thong ké vé
mirc d6 hai 1ong ciia nguoi dan trong thang do vé
Kha nang sir dung cia thong tin gitta cac nhom
trinh d6 hoc vén khac nhau (F = 4,827; p = 0,03
<0,05).

Béang 12. Kiém dinh One — Way ANOVA vé tac dong cta nhom trinh d6 hoc van khac nhau
dén muc do hai long ctia nguoi dan

ANOVA
Factors Sum of Squares df Mean Square F Sig.
Tinh hitu ich/chat lugng cua thong tin 7,254 3 2,418 3,939 0,010
Kha néng sir dung 6,638 3 2,213 4,827 0,003
Tinh day du s6 luong thong tin 8,352 3 2,784 4,329 0,006
Tinh phu hop vé mat k¥ thuat 8,198 3 2,733 3,907 0,010

Bang 13. Su khac biét vé sy hai 1ong ctia nguoi dan trong yéu t(f) tinh hitu ich/chét lugng thong tin giita nhirng
nhom nguoi cé trinh d6 hoc van khac nhau

POST HOC TESTS
(DTTC3 (J)TTC3 Mean Difference (I-J) Std.Error Sig
Trung cp, cao Pho .th()ng 0,467 0,234 0,047
déng, Dai hoc 0,460 0,157 0,004
Trén dai hoc 0,794 0,283 0,006

Két qua tai Bang 13 dit liéu cho thay gia tri
Sig & trinh d6 dai hoc va trén dai hoc déu < 0,05
nén co su khac biét co y nghia thong ké vé sy hai

long d6i voi chét lugng thong tin ¢ thang do Tinh
hitu ich/chét lugng thong tin gitra nhém nguoi c6
trinh d6 trung cap, cao ding véi nhom ngudi co
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trinh d6 dai hoc, trén dai hoc. Nhu vay, trinh do
hoc van c¢6 anh huong dang ké dén su hai 1ong
vé chat luong thong tin. Nhom c6 trinh d6 cao co
xu hudng hai 1ong voi chét lugng thong tin hon
v6i nhém co trinh d6 thap hon. Ly giai cho diéu
nay co thé cu dan & cac trinh do cao hon dugc
trang bi kién thirc va k§ ning thong tin tot hon

thong qua giao duc va dao tao, co thé tiép can cac
ngudn thong tin chat lugng cao, chinh xac, cap
nhat va danh gia dugc muc do dang tin cdy cia
thong tin. Trong khi d6, nguoi dan ¢ trinh do
thap hon c6 thé gip kho khin trong viée tiép can
va hiéu biét thong tin.

Bang 14. Sy khac biét vé sy hai 1ong cta nguoi dan trong yéu td kha nang str dung thong tin
gitta nhitng nhdm ngudi co trinh d§ hoc van khac nhau

POST HOC TESTS
(HTTC3 J)TTC3 Mean Difference (I-J) Std.Error Sig
Phé thong 0,246 0,202 0,226
Trung cip, cao ding Pai hoc 0,420 0,136 0,002
Trén dai hoc 0,790 0,244 0,001

Bang 14 sb liéu cho thdy, gia tri Sig cua
nhom nguoi ¢ trinh d6 dai hoc va trén dai hoc
déu < 0,05 trong khi d6 nhém phd thong > 0,05
vi vy c6 su khac biét co v nghia thong ké vé
mirc d6 hai 1ong dbi véi chét lugng thong tin (&
thang do Kha nang sir dung thong tin) cua cu dan
trinh d¢ dai hoc va trén dai hoc véi nhom cu dan
trinh d6 trung cap, cao dang. Tuy nhién, khong
¢6 su khac biét gitra nhom c¢o trinh d6 trung cép,
cao dang v6i nhom trinh d6 phd thong trong mau
nghién ctru.

Két qua phan tich tai bang 15 cho thay su
khac biét vé sy hai long cua nguoi dan dbi vai
chat luong thong tin vé TTHC trén CDVCQG ¢
thang do Tinh day du so lugng tin gitta nhém
nguoi co trinh do trung cap, cao dang vai dai hoc
va trén dai hoc do gia tri sig ciia hai nhom déu la
0,004 (< 0,05) va khong c6 sy khac biét vdi
nhém ngudi c6 trinh d6 phd thong do gia tri
sig = 0,395 (> 0,05).

Bang 15. Sy khac biét vé mirc d6 hai long ctia ngudi dan trong yéu tb tinh ddy du sé lugng thong tin
gilra nhitng nhom ngudi c6 trinh d6 hoc van khac nhau

POST HOC TESTS
(HhTTC3 (J)TTC3 Mean Difference (I-J) | Std.Error Sig
Phé théng 0,204 0,239 0,395
Trung cip, cao déng Dai hoc 0,472 0,161 0,004
Trén dai hoc 0,849 0,289 0,004

7. Mirc dd hai 1ong ciia nguoi dan ddi véi chit
lwgng thong tin veé thi tuc hanh chinh trén cong
dich vu cong quoc gia theo nhém nganh nghé

7.1. Phan tich két qud phép k{ém dinh Levene
Test gitta cac nhom nganh nghé

Két qué phép kiém dinh Levene test tai bang
16 (kiém dinh phuong sai bang nhau hay khong

giita cac nhom nganh ngh&) cho thay: Kha ning
sir dung, Tinh day da sé lwong thong tin, Tinh
phi hop vé mat k¥ thuat va Quyén riéng va bao
mat déu ¢ gia tri p > 0,05 nén phuong sai cua
cac nhom bang nhau do vdy da diéu kién phan
tich tiép Anova con yéu té Tinh hitu ich/chat
lugng cua thong tin khong du diéu kién phan
tich tiép Anova do p = 0,037 (< 0,05).
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Bang 16. Kiém dinh Levene Test giita cic nhom nganh nghé

Levene Test
Factors dfl df2 Sig.
Tinh hiru ich/chat lugng cuia thong tin 3 158 0,037
Kha nang sir dung 3 158 0,844
Tinh day du so lugng thong tin 3 158 0,188
Tinh phu hop vé mat ky thuat 3 158 0,208
Quyen riéng tu va bdo mat 3 158 0,562

7.2. Phaén tich két qua phép kiém dinh One —Way
Anova vé tac dong ciia nhom nganh nghé khac
nhau déen muc d hai long cua nguoi ddn

Két qua phén tich One Way Anova (Béang
17) cho thay c6 su khac biét cd ¥ nghia thong ké
vé mirc d¢ hai long ctia nguoi dan vé chat lugng

thong tin vé TTHC trén CDVCQG trén thang do
Tinh hitu ich/chét lugng cta thong tin, Tinh day
du s6 luong thong tin va Tinh phi hop vé mit k§
thuat do déu co cac gi tri p < 0,05. Riéng yéu td
Kha nang stir dung khong c6 sy khac biét do co
gia tri p =0,000 (> 0,05).

Bang 171. Kiém dinh One — Way ANOV A vé tac dong ciia nhom nganh nghé khac nhau dén muc do hai long

ANOVA
Factors Sum of Squares df Mean Square F Sig.
Tinh hitu ich/chét lugng cua thong tin. 11,720 3 3,907 6,671 0,000
Kha néng sir dung. 4,528 3 1,509 3,199 0,025
Tinh day du s6 luong thong tin. 8,814 3 2,938 4,590 0,004
Tinh phi hgp vé mit ky thuat. 9,849 3 3,283 4,764 0,003

Béng 18. Sy khéc biét vé mirc df hai long ctia ngudi dan ddi v6i chét lugng thong tin
gitta nhiing nhém c6 nganh nghé khac nhau

POST HOC TESTS
(NTTC4 (J)TTC4 Mean Difference (I-J) Std.Error Sig
. Lam & cac co quan nha nudc -0,024 0,163 0,885
Hoc sinh, = =
sinh vién Ngudi lao dong -0,338 0,127 0,009
Khac -0,387 0,199 0,054

Bang 18 s6 lidu cho thiy mirc d6 hai long ctia
nguoi dan dbi véi chét luong thong tin trén cong
dich vu cong c6 su khac biét gitra nhom hoc sinh,
sinh vién va nguoi lao dong (Sig = 0,009 < 0,05).
Bén canh do, cic nhom nganh nghé khac va nhém
lam viéc co quan, don vi nha nudc khong co su
khac biét véi hoc sinh va sinh vién (Sig > 0,05).

8. Két luan va dé xuit

8.1. Két ludn

_Nhin chung da sO cu dan thay hai long véi
chat luong thong tin vé TTHC trén CDVCQG

trén cac phuong dién. Trong do, sy hai long cia
cu dan vé viéc dam bao quyén riéng tu & bao
mat dugc danh gia & muc rat cao mac du van c6
nhiéu su khac biét, da dang trong trai nghiém ca
nhan. Tinh hiru ich/chét luong thong tin va Tinh
day du s6 lwong thong tin duge danh gia & mirc
cao. Nhom dugc danh gid & murc trung binh 1a: Kha
ning st dung va Tinh phu hop vé mit k thuat.
Nghién ctru cling chi ra nguoi dan da nhan
thiy dugc tinh hitu ich va chat lugng thong tin
vé TTHC mang lai. D6i méi tich cuc nay da gitip
nguoi dan tiét kiém duoc thoi gian, tai chinh khi
thuc hién cac TTHC. Pac biét, nguoi dung cam
thdy yén tdm khi nhan duoc sy hd tro tir y kién
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chuyén mon cuia cac chuyén gia nén gitp ho tin
tuong hon khi tham gia dich vy cong. Tuy nhién,
trén phuong dién kha nang su dyng van con ton
tai nhitng han ché nhét dinh vé t6 chuc théng tin
khién viéc tim bang thanh tim kiém chua dat higu
qua nhu mong mudn. Bén canh d6, vé& goc do
tinh phti hop vé mat k¥ thuat thi toc do tai trang,
kho khan trong truy cdp CDVCQG, font chir va
hd tro k¥ thuat chua dap tng dugc nhu clu cla
cu dan.

Két qua nghién ctru ciing cho thay khong c6
su khac biét vé su hai long vé chat lugng thong
tin vé TTHC trén CDVCQG giira gi6i tinh nam
va nit. Nhung gitta cac nhom cu dan co do tudi,
trinh d6 hoc véan, nghé nghiép thi co su khac
nhau. Tir day, nhom tic gia cung cip mot cai
nhin da dién vé& chi dé nghién ctru dong gop
thong tin mang tinh tham khao cho nha quan ly
xem xét dé qua trinh trién khai cic chinh sach
hi€u qua, thanh céng hon.

8.2. bé xudt

Dé nang cao mirc do hai 10ng ctia ngudi dan
vé chat lugng thong tin vé TTHC trén CDVCQG
nhém nghién ctru dua ra mot s6 kién nghi nhu sau:

Thir nhat, cdn xay dung nén tang giao duc dé
nang cao hiéu biét vé théng tin TTHC trén
CDVCQG dé nguoi dan cha dong sir dung va
manh dan dé xuét cac van dé phat sinh dé lam co
s& cho hé théng CDVCQG c6 dinh hudng dé cai
thién hon vé& mit chét luong thong tin.

Thir hai, can huéng dan cach sir dung cac
dich vu va cong cu trén nén tang nay mot cach
cu thé va chi tiét hon. Déng thoi, viéc tao ra cac
hoat dong twong tac giita cong ddng nhu trod choi,
cudc thi, hay cac budi thao luin ciing s& giup
tang cuong su tham gia va sy quan tam va tu do
thac dy cua nguoi dan yén tim va hai 1ong hon
dbi voi chat lugng thong tin vé TTHC trén
CDVCQG.

Thir ba, tich hop thanh tim kiém v&i nhiing
n6i dung c6 lién quan dén mong mudn ciia nguoi
dan. Thanh tim kiém cin dugc md rong véi
nhitng da dang ndi dung va cach tim kiém cua
nguoi ding hodc c6 thé dua ra nhitng két qua co
lién quan.

Thu tu, toi wu hoa, phat trlen giao dién than
thién voi nguoi dung. Dé dé tlep can dén véi
nguoi dung hon thi CDVCQG can t6i wu hoa,
phat trién tmg dung di dong hoic giao dién dé sur
dung. Piéu nay giup ngum dung c6 thé tiép can
thong tin moi Iic moi noi mét cach thuén tién.

Tht nam, can déy manh hoan thién hon vé
ky thuat, lién thong dir lidu va ha ting cong nghé
thong tin, dong thoi ciing ¢ hoat dong cua doi
hd tro ki thuat dé co thé gitp d& nguoi dan kip
thoi khi gap cac su ¢ lién quan dén thong tin
trong qua trinh st dung cdc TTHC trén
CDVCQG.

8.3. Han ché va hiedng nghién ciru trong tirong lai

Nghién ctru ctia nhom tac gia khong thé tranh
khoi nhitng han ché nhit dinh. Két qua nghién
clru cia d& tai moi chi giai quyét duge mot phan
nho ctia mot birc tranh 16n. Do ngudn lyc, nhom
tac gia nghién ctru diém, nghién ciru trudng hop
va duoc thuc hién trén mot dia ban kha hep tai
phudng Yén Hoa, quan Cau Gidy, thanh phd Ha
Noi va cling mdi chi danh gia mirc d6 hai long &
khia canh chat lugng thong tin. Chinh vi vay, c6
khong gian cia TTHC trén cong dich vu cong co
tac dong, c6 anh huong nhung nhom tac gia chua
dé cap dén, hoidc ngoai phuong dién chat luong
thong tin thi con nhiéu chidu canh khac dé tai
chua dé cap toi.

Pé hudng t6i két qua mang tinh khai quat,
mang tinh dai dién va c6 tinh tham khao nhiéu
hon cho viéc danh gia qua trinh trién khai chinh
sach thi trong twong lai nhom tac gia mong muén
danh gia mic do hai 1ong ctia ngudi dan ddi véi
chat lwong thong tin vé TTHC trén CDVCQG &
Viét Nam. Theo d6, nhom nghién ctru c6 thé can
nhic mé rong pham vi khong gian nghién ciru ra
cd nudc, dung phuong phap nghién ciru lién
nganh Kkét hop vai khao sat, diéu tra xa hoi hoc
cu dan trén dia ban cac tinh/thanh phé o Viét
Nam dam bao tinh dai dién cho vung, mién, khu
vuc c6 diéu kién dija 1y, kinh té - xa hoi khac nhau
(nong thoén, thanh thi, bién gidi, hai dao), khung
lay mau dam bao c6 ti 1¢ mau can dbi gitra gioi
tinh, do tudi, trinh d6 hoc van, va nghé nghiép.

Bén canh hudéng mé rong vé pham vi khong
gian nghién ciru, nhom tac gia c6 thé hudng téi



76 N. T. N. Thao et al. / VNU Journal of Science: Policy and Management Studies, Vol. 40, No. 3 (2024) 64-76

viéc md rong cu thé hoa hon vé ndi dung nghién
ctru ngoai viéc danh gia muac do hai long cua
ngudi dan d6i voi chat luong théng tin vé TTHC
trén CDVCQG nhu dé tai da trién khai thi c6 thé
danh gia trén cac phuong dién khac nhu tinh toan
dién, tinh tin cdy, tinh minh bach cua thong tin...
Nhom nghién ctru mong rang véi viéc mé rong
nghién ciru vé pham vi khong gian va noi dung
thi két qua nghién ctru trong tuwong lai s& co
nhing dong gop & nhiéu phuwong dién va c6 gia
tri hon.
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