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1.D~t vin d~ 
Djch vv cong Ia tat ca nhCtng gl rna nha nu&c c6 

trach nhi~m cung ung cho xa h¢P. D!ch vv giao dvc 
cong c6 the auqc hieu Ia nhCtng ho<;~t a¢ng phvc vv 
cac nhu diu giao di,IC CJ tat ca cac cap hQC va trlnh OQ 
aao t<;~o cua nguoi dan vl lqi ich chung cua xa h¢i, 
do nha nu&c chju trach nhi~m truoc xa h¢i (tn,tc tiep 
dam nh~n hay uy quyen va t<;~o dieu ki~n cho khu 
vvc tu thvc hi~n). Do Iuong sv hai long cua nguoi 
dan doi v&i djch VI,! giao di,IC cong Ia m¢t ho9t a9ng 
rat c6 y nghia trong boi canh hi~n nay nh~m danh 
gia khckh quan chat iuQ'ng djch VI,! giao dl)C CUa CaC 
CC1 quan, t6 chuc giao dl)C nha nu(lc, qua 00 nam 
bat OUQ'C nhu cau, mong muon cua nguoi dan de c6 
nhCfng bi~n phap cai thi~n chat IUQ'ng djch Vl). 

Tam quan tr9ng cua ho<;~t d¢ng giam sat va 
danh gia hi¢u qua ho<;~t a¢ng quan If nha nu&c ve 
cac djch vv cong, trong do c6 djch vv giao dvc aa 
duqc de c~p trong m9t so van bim phap If nhu: Ngh! 
quyet so 17/2007 /NQ-TW ngay 1 /8/2007 ve vi¢c 
Day m<;~nh cai each h~mh chinh va Nang cao hi~u 
qua va hi¢u h,tc cua qufm II nha nuoc; Ngh! quy<h 
21 /2009/NQ-CP ban h~mh ngay 12/5/2009 ve Chien 
luqc quoc phong, chong tham nhung den 
nam 2020 va cac quyet djnh khac cua Chlnh phu 
vi~c xay d\,!'ng tieu chi giam sat tham nhung va cOng 
t<k phong, chong tham nhung. D~c bi~t, Ngh! quyet 
so 30c/NQ-CP ngay 08 thang 11 nam 2011 Ban 
himh Chuctng trlnh tong the cai each h~mh chlnh nha 
nu&c giai do~;m 2011 - 2020 da dua ra mvc tieu: tUng 
buoc nang cao chat luqng djch vv nghi¢p cong, 
bao dam S\,!' hai long Ca nhan OOi VOi djch Vl,l do 
dctn vj nghi¢p cOng cung cap trong cac linh vvc 
giao dl,IC O<;!t muc tren 60% vao nam 2015 va tren 
80% vao nam 2020 (khofm e, mvc 1 va khoan e, mvc 
2, Dieu 4). 

Bai viet m¢t van H 
cac mo hlnh li thuyet, n¢i dung tieu chf do Iuong va 

kinh nghi~m th\,!'c tu vi¢c danh gia djch vv 
n6i chung, dich vv giao dvc cong n6i rieng, tU 

' Nguon: Dol mol ho<:~t d¢ng cung ling djch vv cong a Vl¢t Nam. 
Xem them: http://www.vnep.org.vn/Modules/CMS/Upload/6/ 
CUON%20SACH%20VE%20DICH%20VU%20CONG%20pdf.pdf 
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d6 khuyen nghi cho cong tac tri~n khai vao thVc tien 
nu&c ta hi¢n nay2• 

2. Co U thuyet do hili 
djch Y\1 gi<io d\IC Cong 

C6 nhieu mo hlnh danh gia muc d9 hai long da 
duqc thl,l'c hi~n va ap d~;~ng d~c bi¢t trong cac linh VIJC 
cung cap va cung ung djch VI). Cho den nay, c;.k mo 
hlnh duqc su dvng pho bien phili ke den Ia mo hlnh 
SERVQUAL do Parasuraman (1985) va c¢ng sv nghien 
cuu va de xuat vao nam 1988. Mo hlnh nay do Iuong 
Sl)' cam nh~n djch VI,! thong qua 10 tO cau th~lnh 
chat luqng djch vv gom: 1/Tinh hCtu hlnh; 2/Tfnh 
tin c~y; 3/ Kha nang aap ling; 4/ Nang phvc vv; 5/ 
Kha nang tiep c~n; 6/ Muc d9 an din; 71 Thong tin; 8/ 
SV tin nhi¢m; 9/ S!J an toan; 1 0/ Sl! dong cam. Theo mo 
hlnh SERVQUAL, chat luqng djch vvla hi~u so giCta muc 
OQ kl VQng ve djch VI,J va cam nh~n th!JC te Ve djch Vl). 
Tren w sa mo hlnh nay, Corin va Taylor (1992) da cho ra 
doi m¢t bien the cua SERVQUAL- mo hlnh SERVPERF, 
theo do: chat luqng djch vv Ia muc d¢ cam nh~n ve 
dich v~,~. Mo hlnh SERVPERF gom 05 th~mh phan w ban: 
1/Tinh tin c~y: the hi~n kha nang cung cap djch vv phu 
hqp; Kha dap ung: the hi~n san sang phvc 
Vl,l nh~m cung cap djch VI,! kjp thOi cho nguOi SU d1,1ng; 
3/ Nang IVc ph~;~c vv: the trlnh chuyen mOn va 
cung each ph1,1c vv; 4/ sv dong cam: the hi¢n sv quan 

chia vOi nguOi dvng djch v1.,1; 5/ Phuong ti~n 
hCtu hlnh: the hi~n qua cac thiet b! de thVc hi¢n 
d!ch vv (G~m Tuong 2011 ). 

v~n d1.,mg cck mo hlnh neu tren trong danh 
muc a¢ hai long nguoi dan v&i djch vv 

cong n6i chung va djch vv giao n6i rieng thl can 
CO S\,!' dieu chlnh ve m~t cong C\,1 bCJi S\,!' khac bi~t ve 
ban chat giCta linh vvc cung ung djch vv cong voi c;k 
lo~i hlnh djch vv kh<k Chang h<;~n nhu giao d~;~c c6 
tlnh b~t bu¢c chu khong mang tlnh IVa ch<;m nhu doi 
v&i cac huynh 
nguoi xem Ia m¢t khla quan trQng khi 
xac djnh cua hQ doi v6'i chat luqng d!ch vv 
2 ~~dung bal viet coke thua m¢t soy tuong cua nh6m chuy€m gia 
gom: PGS.TS Nguyen Due Chfnh (Tn.tong D~l hc;x: Glao dvcl. Ths. 
Dao Thuy Hil~n (Hoa Kl) va nh6m nghlen cuu cua Trung tilm Philn 
tfch va D\1' baoNhu c~u Dao t~o Nhiln h,tcthu¢cVi~n Khoa hQC Giao 
dvc Vi~t Nam do PGS.TS. Nguyen Th! Hoang Yen lam tn..lang nh6m. 
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boi hQ vua su d1,mg djch vy, vua co the dong gop vao 
qua trlnh c.)i thi$n chat luqng giao dye. 

Ngoai ra, co the ke den nhung mo hlnh khac 
cOng huong den danh gia sv hai long cua khach 
hang doi voi cac d[ch vy co the v*n dyng vao linh 
vvc danh gla djch vy giao dye cong nhv mo hlnh 
4P3 bao gom: nhung d~c tfnh cua d!ch vy duqc 
cung cap; nhung thU tyc, quy trlnh trong qua tr1nh 
cung ung d[ch vy; ph am chat va nang lvc cua ngvoi 
trl,l'c tiep cung cap djch vy va kha nang doi pho, xu 
II cac tinh huong trong qua trlnh cung ung d[ch vy 
(Nguyen £llnh Phan, 2005). Ben c<;~nh d6, mo hlnh 
"Chat luqng chuc nang va chat lvqng ki thu*t" cua 
Gronroos (1984) cung dvqc xac d!nh dl,l'a tren 03 

diem thiet yeu: 1/ Phan bi$t chat luQ'ng chuc nang 
voi chat IVQ'ng ki thu*t, 2/ Hlnh imh cua ngvoi cung 
ci~p d[ch Vl,l trong COn mat CUa khach hang, 3/ Glm 
nh*n ve chat IVQ'ng djch Vl.J va SV khac bi$t giO'a danh 
gia nay VOi nhung mong dqi ve djch VI,! CUa khach 
hang. Cung de do Iuong Slj th6a man cua khach 
hang doi v6'i cac nganh, cac doanh nghi$p, d[ch v~:~ ... 
tV do CO the biet diJQ'C vj the, cam nh*n, mong muon 
cua khach hang doi v6'i CC1 so cung cap djch 111,1, san 
pham nham ho<;~ch d[nh mt,~c tieu va chien IIJQ'C cai 
tien chat IIJQ'ng, mo hlnh If thuyet ve chl so hai long 
cua khach hang (CSI) dVQ'c phat trh~n v6'i cac chl so 
bao gom cac nhfm to dVQ'C cau thimh tU nhieu yeu 
to Cl,l the, d~c triJng cua d[ch Vl,l. Xung quanh nhung 
nhan to nay Ia h$ thong cac moi quan h$ nhan qua 
xuat phat tU cac nhan to khCti tc;~o nhv sv mong dQ'i 

khach hang, hlnh fmh Ve pham djch Vl.J, chat 
cam nh~n va gia trj cam nh~n djch Vl,l den 

cac nhan ket qua cua sv hai long nhu long trung 
than phien cua khach hang (Le Van 

nhieu mo hlnh If thuyet diJQ'c 
vao gia muc d¢ hai long cua 

kh<kh hang doi v6'i CaC san pham, djch VlJ 0 nhung 
linh khac nhau. Giao d1,1c Ia m¢t lo<;~i hlnh d!ch 
VI,! cong CO tfnh d~C thU nen Vi$C V~n d1,1ng mo hlnh 
H thuyet phai dVQ'C nghien cuu day du de dam bf!O 
tfnh phu hqp. quan diem cua nhom tac gia, 
tlch hqp cck mo hlnh tren tlm ra nhung diem 

II cho vi~c dvng n¢i dung Iuong st,t hai 
long nguoi dan v6'i djch vy cong 6 nu6'c 
ta hi~n nay Ia m¢t vi~c lam can thiet de dua ra cac 
cong c~;~, phuong phap danh gia mang tlnh khach 
quan, khoa h9c. 

3 Cac tu trong tleng Anh cleu co chcr cai dau ti€m Ia P bao gom 
Product (san pham); Procedure (quy trinh ph1,1c v1,1); Provider (nguoi 
cung cap d!ch Vl,l); va Problems (Bi~n phap glal quyet van de) 

IIIUIOA 

3. N(}i dung do hid vy 
ghio d~;~c cong 

TU ciic mo hlnh If thuyet v~ do Iuong Slj hai long 
va tren CO' SCJ each tiep c~n h~ thong cac yeu to cau 
th~mh (dau Vao, quy trlnh va dau ra/ket qua) diJQ'C 
ap d1,1ng khi danh gia muc dq hai long ve djch VI.,! 
giao dvc cong, co the nh~n d~ng 05 tr~;~c n¢i dung 
chlnh: 1/ CO' h9i tiep c~n giao d~;~c; 2/ Cong t;k quim 
If, gi~mg d~y va cac hoc;~t d9ng bo sung; 3/ Co s6 v~t 
chat ki thu~t, trang thiet b! ph~;~c vv; 4/ Moi truong 
giao d~;~c; va 5/ Ket qua giao d~.:~c. Moi trvc nqi dung 
bao gom cac tieu chi danh gia dvoc cu the hoa sau: 

TT 
True 

Tieu chrthimh d•U!i_2 

Muc d¢ hOi long t6ng thif ve tiep 
c¢n dich Vl,J gido d1,1c 

co h9i tiep 
ThOng tin ve quy trlnh, thu tyc 
nh~p h9c. tuyen sinh.v.v 

1 
c~n giao 

Dja diem, phan b6 m~mg Ivai dye 
giao d~;~c 

Chi phf djch Vl,l giao di,IC va kha 
nang chi tra 

Chuong trlnh ho trq d~c thu 

Muc d9 hai long tong the ve 
Cong tac cong tac quim If, giang dc;~y va 
qulm If, cac hoc;~t d¢ng bo sung 

2 
gii!mg dc;~y D9i ngG quan li 
va ctkho~;~t 

£l9i ngu giao vien d¢ng bo 
sung Chuong trlnh va hQc li¢u 

Cac hlnh thuc giao dt,~c bo sung 

Cosov~t Muc d¢ hai long tong the ve CO' 

chat ki sa v~t chat ki thu~t. trang thiet 

3 thu~t, trang bj ph{,ICVI,l 

thiet b! Co so v~t chat ki thu~t 
phycvy Trang thi«~t b! 

Muc d¢ hOi long t6ng tM ve 
trr.i&ng gido dr,JC 

Moi trvong Cong bang 
4 

giao d1,1c Minh b~;~ch va cong khai 

Hqp tac va tham gia 

An to2m 

Muc d¢ hiii long tong tM 
qud giao dvc 

5 
Ket qua Ket qua the hi~n qua bang cap 
giao dl,lc CUa ngVOi hQC 

Ket qua the hi~n qua nang ll,l'c 
thlfc te cua nguoi hQC 



BQ cong Cl.,l danh gia Sl/ hai long ve djch V\,1 giao 
dvc cong du<;~c xay dl.,l'ng dl.,l'a tren cac tieu chr thanh 
phan va du<;~c dieu chinh phu h<;1p cho cac linh vvc 
giao dl.,IC thUQC cck cap hQC, nganh hQC trlnh dq dao 
t~o khac nhau trong h~ thong giao dvc quoc dan. 
Trong qua trlnh xay dl.,l'ng b9 c6ng cv, cac tieu chf 
thanh phan n6i tren cung phai du<;~c bo sung dl.,l'a 
tren tfnh d~C thu CUa tung linh VI/C va tUng cap hQC 
khac nhau de dam bao ml.,l'c dq Cl.,l the va tfnh tuO'ng 
thlch. 

4. 

cac nghien cuu c6 lien quan 
danh gia ve djch V\,1 giao dl.,IC da cho thay, CO' 

SO li thuyet va cc'ic mo hlnh nghien CUU du<;1c V~n 
dvng 6 nhung muc d9 khi~e nhau. Vf dl,J, nghien cuu 
Ve muc dq hai long cua nguai dan doi VOi djch VI,! 
gii10 d1.,1c du<;~c thl.,l'c hi~n t<;~i Bac Kinh da do luang 
cac khfa c<;~nh: chat lu<;~ng, chi phi, sv minh b<;~ch, 
tlnh c6ng bang va kha nang tham gia tham gia djch 
vv giao dvc (Shen va cac cqng Sl.,l', 2011 ). Huili va 
cac CQng Sl,l' (2012) khi nghien CUU Ve 5I/ hai long 
cua nguai sa dvng djch Vl,l giao dvc sau d<;~i h9c l~i 
cho rang nqi dung C<lc m6n hQC, bai gifmg cua giao 
vien, trang thiet bi h9c t~p (may tinh, thli vi~n ... ), 
danh tieng cua nha truong Ia nhung yeu to can do 
luang. Trong cac yeu to ke tren, chat lu<;~ng djch 
vv Ia yeu to d~mh du<;~c quan tam dang ke nhat 

nhieu nghien cuu. 

Tham khao http://www.educatlon.alberta.ca/admln/resources/ 
satisfaction/education2006.aspx 

thUC CUa nguoi dan Ve giao dl,IC cong" VOi ml,IC tieu 
theo doi nh~n xet cua nguai dan ve chat lu<;~ng tong 
the cua giao dvc va cac khfa c<;~nh cv the nhu an 
toim, cham soc, cO' h9i h9c t~p, v.v. Cac khfa c~nh cua 
d!ch vl,J du<;~c danh gia: Tong the (nganh giao dvc 
dap ung nhu cau cua nguai dan), ho tr<;1 cua giao 
vien va nha trubng, chilt lu<;~ng giang d<;~y, nqi dung 
giimg dc;~y, huong nghi~p, quan h¢ giua nguCii hQc 
va nha trvang. Ve ph~m vi, khao sat ap d1,1ng cho cac 
Cap tU mau giao toi SaU d<;ii hQC, d<;~y nghe, bo tUC Va 
sa dl,lng mau voi ch! tieu ve so nguoi, gioi tinh, tlnh 
trc;~ng lao dqng, tuoi; 3 nh6m (nguoi dan, phv huynh, 
hQC sinh), moi nh6m 1.000 nguai. phuO'ng thuc 
thl.,l'c hi~n. khao sat tien h~mh bang hlnh thuc phong 
van trl,l'c tiep va di~n tho~i. Voi dinh kl 2-3 nam mqt 
lan khao sat, t;;~i moi kl khi!lO sat c6 mqt nh6m cau 
hoi co dinh va cau hoi moi theo nhu cau. Gic cau hoi 
du<;~cso;;~n 

Giao d1,1c5
• 

cua 

cac cong C\J do luang 
truang va bang cua Uc sa d1,mg Ia bang "Khao sat y 
kien" (School Opinion Surveys) d~mh cho doi tu<;1ng 
Ia phv huynh hQc sinh, bim than h9c sinh, can bq, 
giao vi en nha truong. Khl10 sat du<;~c tien hanh hang 
nam nh~m danh gia cac khfa qmh: chat lu<;~ng giao 
dl,IC, moi triJang giao di,IC, Va nhCJng ho tr<;1 CUa nha 
truong cho h9c sinh. Doi tv<;1ng khao sat IVa ch9n 
theo phVO'ng phap ngau nhien, 5% cua tong 
nguai sa dvng djch v1,1 ho~c It nhat Ia 30 nguCii trong 
moi nh6m. Khao sat hi¢n boi cac truang 
duoi chi sa 

5 Tham kMo https://www.educatlon.gov.uk!publlcatlons/ 
eOrderlng Download/DCSF-RR1 56.pdf 
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truO'ng d<;~i h9c University of Michigan xay dl/ng) va 
c6 each tien himh dimh gia tucmg w. 

T9iSingapore, sudvng cOng Cl) c6 ten Customer 
Satisfaction Index of Singapore (CSIS) duqc thl)'c hi~n 
6 ctic dctn Vj CUng Cap djch Vl) va tong hqp VaO chl SO 
quoc gia v6'i thang di~m danh gia tli o den 1 oo. Cu¢c 
dieu tra tren CC1 s6 ph6ng van tn,tc di~n hc.tn 11.000 
nguO'i moi ian. Ngoai do luO'ng Sl/ hai long cua nguO'i 
dan, Singapore con thong ke so nguO'i c6 ph~m nan 
(complaints) Ve djch Vl) Va mUC dQ trung thanh CUa 
nguO'i su dvng djch vv (loyalty) 

Tt;~l Vi~t Nam, cac nghien cuu, khiw sat do Iuong 
ve muc dq hai long cua nguOi dan doi v6'i djch Vl) 
giao dvc cOng con kha m6'i me, chua duqc nhieu 
nguoi quan tam. Da c6 m¢t cu¢c khfw sat tvctng 
w nhung doi tvqng Ia cck linh VI/C ve thu tl)C hanh 
chfnh cOng nhu chl so hi~u qua quan tr! va hanh 
chfnh cOng cap tlnh 6 Vi~t Nam (PAPI): do Iuong 
tu kinh nghi~m thl)'c tien cua nguoi dan do Oy ban 
Trung uctng M~t tr~n To quoc Vi~t Nam, Ban Dan 
nguy~n Trung uctng va Chuctng trlnh Phat tri~n Lien 
hqp qu6c (UNDP) thl)'c hi~n (2010); Phuctng an danh 
gia sv hai long ve djch Vl) hanh chfnh cOng cua cOng 
dan va to chuc (le oan, 2011 ) ... ; Doi v6'i linh VI/C giao 
di,IC va dao t<;~o, ding da c6 mqt SO khao sat ve muc 
dq hai long cua nguOi h9c doi v6'i nha trubng/cct sa 
dao t~o ve CC1 sa v~t chat, trang thiet bj (Cam TuO'ng 
Lam, 2011), danh gia ve chat luqng dao t~o tu g6c d¢ 

sinh vien (Nguyen Thuy Quynh loan va Nguyen 
Th! Thanh Thoan, 2005),.v.v. 

5. khuye'n 
v~n dvng cac mO hlnh ly thuyet, kinh 
thl!c te da triE~n khai cua cac nu6'c vao linh 

muc d¢ hai long cua ngubi dan ve djch 
cong, nh6m tiic gia de xuat mqt so kien 

sau: 
Thlr nhat, s6'm khai xay dl)'ng phVC1ng 

phap Sl/ hai long CUa ngubi dan Ve djch Vl) 
voi n¢i dung, tieu chi, nhi~m 

qua, can c6 sv chuan bj 
nhan llfc, CC1 sa v~t 
tin, luu tru ... 

nghi~m tru6'c khi ap 

Thu ba, tren cct ket qua do sv hai long 
cua nguoi dan d!ch vv dt,JC cong, dua ra cac 

.. KHOA 

khuyen nghi chfnh s;kh phu hqp trong cong tac 
quan If, dieU hanh, cung cap djch Vl,l giao dl)C cong 
cua cac cct quan, to chuc ctuqc nha nu6'c uy quyen. 
Ben c<;~nh d6, can c6 c.ilc bi~n phap tuyen truyen v~n 
d¢ng nguoi dan va cac tang 16'p xa h¢i, cct quan quan 
If nha nu6'c ve giao dvc ve vai tro cua ho<;~t d9ng 
danh gia muc d¢ hai long cua nguoi dan doi v6'i d!ch 
v1,1 cong trong cong tac quan If va dieu hanh nham 
nang cao ch~t luqng cung ung djch v~,~, dap ung nhu 
cau xa h¢i. 
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SUMMARY 
Public education services can be interpreted as 

activities that accommodate educational services at all 
learning levels of the populace in the overall interest of 
the society and the State's responsibilities 
Measuring citizen's satisfaction in public 
services is an exercise of significant 1m11nr:rn 

present so as to objectively assess 
educational services State emJcanor1a 

agencies and institutions. 
citizens' demands and to come up with 
measures to improve service The article has 
mentioned some theoretical theoretical models, 
measurement contents and empirical experiences from 
the assessment of public services in general and that of 
public educational services in particular. 


