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LOI CAM TA

L1 dau tién, cho phép t6i xin duoc cam on Quy Thay, C6 truong Pai hoc Nam
Can Tho di truyén dat nhimng kién thirc cho tdi trong sudt thoi gian qua. T6i ciing
gri 101 cam on sau sic dén TS. Poan Hoai Nhan, nguoi di tan tinh hudng dan, diu
dit va chi din nhitng kién thirc quy bau giup t6i dé hoan thién luan vin.

Xin giri 101 cam on dén gia dinh, ddng nghiép va cac ban hoc vién trong
16p da dong vién, khuyén khich, gitp d toi trong sudt qua trinh hoc tap va hoan
thanh luan van.

Mic du toi da ¢d gang dé hoan thién d¢é tai, nhung van khong tranh khéi nhiing
thiéu sét. Vi vdy, t6i mong nhan dugc nhitng ¥ kién dong gép quy bau ctua Quy
Thay, C6 va ban bé, dong nghiép.

Xin kinh chiic Quy Thay, C6 10i chiic stic khoé va thanh dat!

Chdn thanh cam on!



TOM TAT

Dé tai “Cdc nhdn t6 anh huéng dén sw hai long ciia ngwoi dan khi thiee hién
dich vu céng tai Vian Phong Dang ky Dat dai qudn Binh Thiy, thanh phé Can Tho”
dugc xay dung dya trén cc co so 1y thuyét vé chat luong dich vu cong va sy hai
10ng cua khach hang. Nghién ctiru dugc thuce hién nhim danh gida mirc d6 hai long
ctia ngudi dan khi thue hién dich vu coéng tai Vin Phong Dang ky Dat dai quan Binh
Thuy, thanh phd Can Tho. Tir d6, tac gia dé xudt cac giai phap khoa hoc va kha thi
nham nang cao chat lvong dich vu cong tai Van Phong Pang ky D4t dai quan Binh
Thity, thanh phd Can Tho.

Pé thyc hién nghién ciru tac gia tién hanh thu thap dir liéu so cap cia 218
ngudi dan da ting st dung dich vu cong tai Van Phong Piang ky Dét dai quan Binh
Thuy, thanh ph Can Tho vé linh vuc dat dai. Dé tai st dung phwong phéap duoc sir
dung trong nghién ctru nhu danh gia do tin cdy thang do bang hé s6 Cronbach’s
Alpha, hé sd twong quan bién tong, phan tich nhan t6 kham pha EFA, kiém dinh su
tuong quan Pearson va phan tich hoi quy.

Tac gia d3 xac dinh dugc 6 nhan té anh hudng dén sy hai 10ng ctia nguoi dan
khi thyc hién dich vu cong tai Van Phong Pang ky Dit dai quan Binh Thuy, thanh
phé Can Tho bao g@)m su tin cay; su dap ung; nang luc phuc vuy; thai do phuc vu;
co s& vat chat va quy trinh thu tuc. Trong d6, Thai d phuc vu la nhan td co tac dong
manh nhét (v6i Beta bang 0,330), tiép dén 1a sy dap tng (voi Beta bang 0,302), tac
dong manh thtr ba la co s¢ vat chat (v6i beta béng 0,225), tac dong manh thur tu 1a
su tin cy (v6i Beta bang 0,104), tic dong manh thir nam 1a ning luc phuc vu (véi
beta bang 0,100) va tac dong yéu nhét 1a quy trinh thi tuc (voi Beta bang 0,073).

Tir két qua nghién ctru dat duogc tac gia dé xuat mot s6 ham ¥ quan tri gitp
néang cao su hai long cua nguoi dan khi thue hién dich vu cong tai Van Phong Pang
ky Pat dai quan Binh Thuy, thanh phd Can Tho. Cac ham ¥ quan tri duoc tac gia dé
xudt nhu ham y quan tri giGip gia ting ning lyc phuc vu clia can bo, cong chirc tai
Vin phong nhu ting cuong dio tao boi dudng, tuyén dung ngudn nhan luc cé
chuyén mon, c6 tim huyét; ham y quan tri vé gia ting sy tin cdy nhu day nhanh thoi
gian giai quyét TTHC, dam bao ho so luén duoc chinh XAc tranh that lac; ham y
quan tri vé gia ting co s& vat chat cho Van phong; bén canh d6 can giam bt quy
trinh tha tuc, thuc hién CCHC hiéu qua dé viée giai quyét cac TTHC duoc linh hoat
hon.



ABSTRACT

The topic "Factors affecting people's satisfaction when performing public
services at the Land Registry Office in Binh Thuy district, Can Tho city" is built on
the theoretical basis of quality. Public service and customer satisfaction. The study
was conducted to assess the satisfaction level of people when performing public
services at the Land Registry Office in Binh Thuy district, Can Tho city. From there,
the author proposes scientific and feasible solutions to improve the quality of public
services at the Land Registry Office in Binh Thuy district, Can Tho city.

To conduct the research, the author collects primary data from 218 people who
have used public services at the Land Registry Office in Binh Thuy district, Can
Tho city on land. The topic uses the methods used in the research such as testing the
reliability of the scale by Cronbach's Alpha coefficient, total correlation coefficient,
exploratory factor analysis (EFA), Pearson correlation test, and analysis.
Regression.

The author has identified 6 factors affecting people's satisfaction when
performing public services at the Land Registry Office in Binh Thuy district, Can
Tho city, including trust; responsiveness; service capabilities; service attitude;
facilities, and procedures. In which, Service attitude is the factor with the strongest
impact (with the Beta of 0.330), followed by responsiveness (with the Beta of
0.302), and the third strongest impact is facilities (with the Beta of 0.225), the fourth
strongest effect is reliability (with a Beta of 0.104), the fifth strongest effect is the
service capacity (with a Beta of 0.100) and the weakest effect is the procedural
process (with a Beta of 0.073).

From the research results obtained, the author proposes some governance
implications to help improve people's satisfaction when performing public services
at the Land Registry Office in Binh Thuy district, Can Tho city. The administrative
implications are proposed by the author such as the administrative implication that
helps to increase the service capacity of officials and civil servants at the Office such
as enhancing training and retraining, recruiting qualified and dedicated human
resources. blood; administrative implications of increasing trust such as speeding up
the processing time of administrative procedures, ensuring that records are always
properly maintained to avoid loss; management implications of increasing facilities
for the Office; In addition, it is necessary to reduce procedures and implement PAR
effectively so that the settlement of administrative procedures is more flexible.



TRANG CAM KET KET QUA

T6i 1a Lé Thanh Pién, 13 hoc vién cta trudng Pai hoc Nam Can Tho, 1 ngudi
thue hién dé tai nghién ctru “Cdc nhdn té dnh hwéng dén sw hai long ciia nguoi dén
khi thyee hién dich vu cong tai Van Phong Bang ky Dat dai qudn Binh Thity, thanh
phé Can Tho”.

T61 xin cam doan cong trinh nghién ctru khoa hoc nay 1a cong trinh nghién ctru
doc 1ap cua t61, hoan toan khong trung 1dp véi cac cong trinh nghién ctru khoa hoc
da tirng cong bo trude do.

Céc s6 liéu trinh bay trong luan vin 1a trung thyc va c6 ngudn gbc 1 rang.

Can Tho,ngdy 25 thang 9 ndm 2022

Tac gia luan van

Lé Thanh Dién
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