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1. van 
Ngay 8/11/2011, Chinh phu ban hanh Ngh! 

quyet 30c/NQ-CP ve Chuang trlnh Tong the C<!li 
each h~mh chfnh nha nuoc giai do~n 2011-2020 ma 
trqng tam Ia: "Gti each the che; xay dl,!ng, nang cao 
chat luqng d¢i ngG can b¢, cong chuc, vi en chuc ... 
nham t9o d¢ng ll,l'c thl,l'c sv de can b¢, cong chuc, 
vien chuc thl,(c thi cong v1,1 c6 chat luqng va hi~u 
qua cao; nang cao chat luqng djch v~.;~ h~mh chinh va 
chat lu'qng djch VI,! cong". Trong chuang trlnh nay, 
B9 GO&BT c6 nhi~m v~.;~ chu trl xay dl,(ng va hu6'ng 
dan vi~c thl,l'c hi~n xay dl,(ng phuang phap do Iuong 
muc dq hai long CUa nguoi dan doi VOi djch VI,! giao 
d1,1c (GO) cong. 

f)e thl,(c hi~n nhi~m Vl,l nay, thang 11/2012, 8¢ 
GO&f)T da th~mh l~p Ban so9n thao de an voi 51,1' 
tham dl! cua d<;~i di~n cac Cl,IC, Vl,l, vi~n, sCI GO&BT, 
th~mh l~p to chuyen gia voi slf tham gia cua nhieu 
chuyen gia trong linh vlfc. nay. Ngay 17/9/2013, 

GO&DT da ban h~mh Quyet d!nh so 3982/Qfl
BGODT ve vi~c phe duy~t De an "Xay dlfng phuang 
phap do Iuong Sl/ hai long cua nguoi dan doi v6'i 
d!ch Vl,l GO cong" v6'i mvc tieu: "Xay dl,l'ng phuang 
phap do Iuong Slf hai long cua nguoi dan doi v6'i 
djch v~.;~ GO cong nham danh gia m¢t each khoa hqc 
va khach quan chat luqng djch Vl,l cua cac CC1 sCI GO 
cong. Tu ket qua do Iuong, cac ca quan quim If va 
cac ca sCI GO n~m b~t duqc nhu cau, mong muon 
cua nguoi dan de c6 nhung bi~n phap cai til2n, 
nang cao chat luqng ph1,1c v1,1 dap ung sv hai long 
cua nguoi dan". 

2. C<1 li 

lS. 
VltnKhoa 

HUNG 
il~cVI,INam 

Agheshkina [2] cling nhan m~nh tfnh chat phi 
v~t chat cua djch v1,1 khi coi "Ojch vl,l Ia nhung ho;;~t 
d<)ng ma ket qua khong duqc the hi~n bang v~t chat 
va duqc thlfC hi~n va Slt d1,1ng trong qua trlnh thljc 
hl~n ho~t d¢ng nay. flieu d6 c6 nghia Ia qua trlnh 
cung cap djch Vl,l khong t~O ra san pham V~t chat Va 
vl v~y khong the n6i den quyen sCI huu Cl day". 

II M9t so tinh cua vy 
Cling theo [2] djch vi,! c6 nhung tfnh chat sau: 
i) Khong nh~n biet duqc djch v~,~: Khong the 

nhln thay, nem mui, nghe hay nglti OU<;1C djch Vl,l; 
ii) Chat luqng khong co djnh va phl,J thu9c vao 

thoi gian va dja diem cung cap djch VI,!; 
iii) Khong tach duqc khoi nha cung cap: Ojch Vl,l 

do nha cung cap thljc hi~n va khOng tach duqc khoi 
nha cung cap. Chat luqng djch Vl,l dao d¢ng voi bien 
dQ r¢ng, phl,l thUQC vao tr~ng thai the hfC va cam XUC 

cua nguoi cung cap trljc tiep; 
" Djch vy ghlo d~:~c, djch vy giao dl_.lc cong 
Dfch v~ gido d~c Ia nhung djch Vl,l duqc cung 

cap trong qua trlnh thlfc hi~n ho<;~t d¢ng giao di,IC 
rna ket qua cua ho<;~t d¢ng nay Ia ngu'oi dan dc;~t duqc 
m(>t trlnh d¢ giao d1,1c va dao t;;~o nhat din h. 

Thong thuong, d!ch v~,~ c6 tfnh chat boi hoan 
chi phf. flieu d6 c6 nghia Ia vi~c cung cap djch Vl;l 
phai duqc thlfc hi~n tren co sCI tra tien. Quan h~ giua 
nha cung cap djch Vl,l Va nguoi SU dl.mg djch Vl,l duqc 
dil~u chTnh bang hqp dong. Tuy nhien, d!ch v1,1 GO c6 
d~c diem lien quan ch~t che toi van de phap If. £J61a 
quyen cua cong dan trong linh vljc GO. Vi v~y, djch 
Vl,l GO khac bi~t voi djch v1,1 n6i chung. 

v~ gido d~c cong Ia d!ch Vl,l do cac ca sCI 

v~ 

Hi~n nay thu~t "djch VI,! gi<~o d1,K" duqc 

v~:~ GO cong l~p cung cap, duqc thl/c hi~n trong qua 
trlnh dt;~y hc;>c trong khuon kho cac chuang trlnh GO 
ca ban cGng nhu' cac chuan GD quoc gia nhung d6 
khong phai Ia qua trlnh mua ban va khOng b! dieu 
chlnh bCii hqp dong cung cap djch VI,!. Nhu v~y, qua 
trlnh GD khong dong nhat voi vi~c cung cap djch VI,! 
GO cong. 

m¢t each thltong xuyen. Tuy nhien chua c6 slf 
nhat cua cac khoa hqc trong vi~c djnh 

nghia khai ni~m nay. Vi v~y. chUng ta bat dau tU' vi~c 
ph an tfch khai ni~m lien quan. 

Cotler F. [2] d!nh v~;~ nhu sau: 
vv Ia ho~c lqi ich nao do ma nay 

cung cho ben kia, va ca bim Ia khong the nhln 
the duqc". 

Trong cac van bim phap quy dieu chinh ho9t 
d¢ng GO chung ta thuong xuyen g~p phai c1,1m W 
"d!ch vv GO phai/khOng phai tra tien" ho~c "dich 
vv GO bo sung". cvm tU' nay phan djnh ro ho<;~t 
d¢ng giao d1,1c th~mh "phai tra tien" va "khong 
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phai tra tien". NhG'ng khai ni~m nay lien quan 
den ban chat cua GD cOng va w trong thoi a~i 
hi~n nay. 

2.2. Phdn lotJi dfch v~ gido d~c 
0 Nga, tat ca cac d[ch vv do h~ thong GD cung 

cap duc;tc h~ thong h6a va alic;tc quy d[nh trong 
Bang phan lo~i d[ch vv toan quoc. Cac d[ch vv duqc 
phan to thanh nh6m, sau d6 nh6m l~i duqc phan to 
thanh tieu nh6m, roi l~i chia th~mh lo~i hlnh djch Vl,J. 

Thea bang phan lo~i nay d[ch Vl.J GO duqc phan chia 
ccJ ban thea b~c h<;>c: i) Mam non, ii) Pho thOng, iii) 
f)~i h<;>c, iv) Trung cap chuyen nghi~p, v) Cac kh6a 
h<;>c thea nhu cau cua dan eli (nhlJ d~y ngo~i ng(t, 
lai xe, tin h<;>c. .. ) va vi) Cac lo~i d[ch vv khac. Nh6m 
nghien cuu De an buoc dau thong nhat xay dVng 
phlicJng phap do Iuong sv hai long cua nglioi dan 
doi v6'i d[ch vv GD cOng thea cac lo~i d[ch vv sau: i) 
GD mam non, ii) GD pho thOng, iii) GD d~i hqc, iv) GD 
trung cap chuyen nghi~p, va v) GD thliong xuyen. 
Bai viet nay t~p trung ai sau vao van de do Iuong sv 
hai long cua nguoi dan doi voi d[ch Vl.J GD cOng b~c 
pho thong. 

2.3. M9t so d{k wim cua djch v~ gido d~c cong 
Theo [2] d[ch vv GD cong c6 the chi a thanh cac 

lo~i nhu sau: i) D!ch v.vc GD w ban, ii) D[ch Vl.J GD bo 
sung; iii) D[ch Vl,J GO khong mat tien va iv) Djch VI;! 

GD tra tien. Trong d6 d[ch vy GD cong baa trum ca 4 
lo~i hlnh d[ch VI;! nay. 

D[ch vv GD cOng c6 3 d~c diem chfnh (phu hqp 
v6'i dieu ki~n Vi~t Nam), a6 Ia: i) D[ch v~;~ GD cOng 
do cac CcJ s& giao dl,lC cOng l~p cung cap; ii) ve CC1 

ban d[ch Vl,J GD khOng mat tien deu do cac CC1 so GD 
cOng l~p cung cap; iii) ThOng thuong, d[ch v~;~ GD 
cOng khOng mat tien chi gam giao d~;~c pho c~p, nhli 
o m¢t so nuoc, nhat Ia cac nuoc phat trien, GD ccJ 
ban Ia GD khOng mat tien. 

2.4. Phllcmg phdp do lllimg S'/ hoi Umg cua 
ngllili ddn 46i v(ll dfch v~ gido d~c dmg 

Trong kinh te, do Iuong sv hai long cua nguoi 
dan doi voi m¢t san pham Ia m¢t phan quan tn;mg 
cua b¢ mOn marketing. Nhieu cOng trlnh nghien cuu 
ve van de nay duqc cOng bo r¢ng rai de c~p den ca 
CC1 solf lu~n va thVc til~n danh gia sv hai long. M~c du 
nhieu nuoc trh~n khai cOng tac aanh gia sv hai long 
cua nglioi dan d6i v6'i d[ch VI;! GD tlt rat lau (Canada 
[5] va Nam Phi tU nam 2001 ), nhung rat ft cOng trlnh 
nghien cuu ca so If lu~n cua van de nay. Do v~y, 
nghien cuu kinh nghi¢m nuoc ngoai de ap dt,mg vao 
Vi~t Nam Ia huang di chu yeu. 

41 f)oi tU'c;l'ng khio sat 
Theo [2), van de chat luqng d[ch VI,! GD c6 the 

xem xet tU' nhieu g6c d¢ khac nhau nen c6 nhieu doi 
tUQ'ng khac nhau co the khao sat. rae gia phan bi~t 

5 nh6m doi tl1Q'ng: i) H<;>c sinh (HS), sinh vien; ii) Cha 
m~ HS; iii) Giao vien, iv) Can b¢ quan If trong nha 
trliong; v) Can b¢ quim If nha nu6'c ve GO. Vl v~y, 
tuy vao mvc tieu cv the ma chung ta c6 the IVa chqn 
doi tuqng khao sat phu hqp. Xuat phat w mvc tieu 
cua De an nay, chung tOi chl khao sat nhG'ng doi 
tuqng trvc th~p sll' dvng djch v~:~ GD cong. Tu d6, 
nh6m chuyen gia da thong nhat khao sat thlt 4 doi 
tuqng cua b~c GD pho thOng: d61a cham~ hqc sinh 
(CMHS) cac cap Tieu h<;>c, Trung h<;>c CC1 so; THPT va 
h<;>c sinh THPT. Dieu nay cling phu hqp voi thvc tien 
cua Canada [5] vacua Nga [4]. 

Tieu chi danh gh~ 
Nh6m chuyen gia da thong nhat 5 nh6m tieu 

chf danh gia chung cho tat ca cac lo~i hlnh d[ch 
v~:~ GO cOng [1]: i) Tiep c~n GO; ii) CcJ so v~t chat; 
ii) Ho~t d¢ng d~y hqc; iii) CcJ so v~t chat; iv) Moi 
truong GD va v) Ket qua GO. Nh6m tieu chf danh 
gia baa gam nhieu tieu chf thanh phan va m¢t tieu 
chr thanh ph an c6 the gam 1 ho~c vai cau hoi ph an 
anh nhCtng m~t khac nhau cua tieu chi danh gia. 
Tuy nhien, s6 h.tqng tieu chf khOng nen qua nhieu. 
Thea cac chuyen gia tl1 van nu6'c ngoai thl phieu 
hoi khOng nen qua 10 trang va so tieu chf can o 
muc sao cho nglioi duqc hoi khong mat qua 45 
phut cho vi~c suy nghi va tra loi. 

3. Kinh nghi'm quoc te do IU'ang s'! hai long 
cua ngU'ai dan doi vai djch Vl;l gh\o d~c ph6 thong 
c::ong l'p 

3.1. Kinh nghi~m cua Canada 
Nam 2001, bang Alberta cua Canada da thanh 

l~p m¢t Oy ban Tham d[nh Ket qua GO voi muc tieu 
lam ro van de: i) Nguoi dan kl vqng gl & h~ thong 
GD tU mam non den lop 12 va ii) Lam the nao cte 
biet duqc khi nao chung ta aa d9t duqc aieu d6. Oy 
ban da khao sat nguoi dan voi nhG'ng cau hoi: H~ 
thong GD can huang thang toi nhG'ng ket qua gl 
va muc a¢ dong y cua nglioi dan ve nhG'ng ket qua 
ma h¢ thong GD aa d~t dlJQ'C. Nam 2003, Oy ban 
nay da c6 bao cao dau tien ve muc d¢ hai long cua 
nguoi dan ve h~ thong GD, sau d6 Oy ban da tien 
hanh khao sat hang nam va khao sat m6'i nhat thvc 
hi~n vao narn nam 2012. Cu¢c khao sat nay danh 
cho 361 o ngU'oi dan, duqc chi a lam 6 nh6m nhu 
sau: 800 HS THPT, 800 CMHS pho thong, 800 giao 
vien, 350 thanh vien h¢i dong truong; 60 giam h¢ 
HS va 800 nguoi trong c¢ng dong. Vi~c phan tfch 
ket qua duqc tien hanh theo ph an tram trung blnh 
c¢ng cho m<;>i cau hOi va tltng nh6m aoi tuqng. Ket 
qua dieu tra nam 2012 dlic;tc so sanh voi ket qua cua 
cac nam 2009-2011. 

Trang nam dau, Oy ban tharn d[nh khao sat 
ket qua cua 39 linh vlf.c va 80 thuCic ao. Den nam 
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2012, so linh vl.jc aa giam xu6ng con 28 va 34 thU'oc 
ao. Cac cau hoi khao sat avqc chia lam 6 nh6m tieu 
chi aanh gia, nh6m tieu chi aanh gia chia th~mh cck 
tieu chf th~mh phan, cuoi cung cac tieu chf th~mh 
pnan c6 the baa gom m¢t ho~c nhit~u cau hoi don 
(xem bimg 1) 

Bang 1. Cdc tieu chf aanh gia slj hai long cua 
ngl.iai dan a6i voi dich vu giao due 

TT Nhom tiiu chf Tiiu chi 
thanh phan 

1 Ket qua hqc t~p cua HS 6 

2 Co h¢i h9c t~p cua HS 6 

3 Sl,l tham gia cua cck ben 3 

4 D<;~y va h9c va nghe giimg d<;~y 5 

5 Cong tac lanh d<;~o va quan II 6 

6 Co sa v~t chat, trang thiet bi 2 

Tong s6 6nh6m :ZStiiu chi 

28 til~u chf th~mh ph an l~i phan th2mh 49 cau 
hoi voi 144 nh6m cau h6i acJn (chua ke phan h6i 

thong tin cua ngvoi avqc h6i) thl.jc chat aa 
bao quat gan nhv toan b¢ m9i van de cua dieu 
tra danh gia muc d9 hai long cua ngU'oi dan ve 

v~,~ GD. M~c du cac nha dieu tra khang ajnh 
CUQC khi10 sat qua di~n thO<i!i nay khong dai qua 15 
phut, nhvng theo nhieu chuyen gia, so IV<;tng cau 

nay Ia qua nhieu. Chlnh vl v?y, chung ta can 
tham khao va sang lqc nhung cau hoi phu h<;tp voi 
ho~m cimh Vi~t Nam. 

3.2. Kinh W~n 

0 Nga, c6 rat nhieu cac cong trlnh nghh~n cuu 
If lu~n va kinh nghi~m thl.jc tien trong linh VI./C nay. 
Trong khuon kho bai viet, tac gia trfch dan 3 nguon 
tai li~u chinh a~ rut kinh nghi~m cho £)e an tvcJng w 
CiVi~t Nam. 

Bao cao cua chfnh quyen tlnh Yaroslav [4] rat 
dang chu y. Chfnh quyen tinh nay da tien hanh 
nghien cuu xac djnh mU'c a¢ hai long cua ngVO'i dan 
doi voi djch VI,! GD cua cac CC1 sCi GD pho thong cong 

Ci tlnh Yaroslav. 
8oi tvqng khao sat: Khao sat ngau nhien 

bang di~n tho~i h9 gia dinh CMHS c6 con dang 
pho thong CJ tlnh nay, mau khao sat dlf kien 

700 phieu; thu ve 709 phh?u; muc a¢ tin c~y tren 
95% voi sai so ±3,7%. Mau khao sat mang tfnh d<i!i 

cho lo~i hlnh khu dan cv: thanh pho (67%), 
th! tran (20%) va nOng thOn (13%). Phan bo CMHS 

cac cap h9c nhV sau: hqc (38%), THCS 
(57%) va THPT (18%). Tong solon hon 100% vl 
CMHS c6 nhieu con Ci cac b?c khac nhau dV<;tc 
tfnh lam nhieu lan. 

Khao sat bao gom nhung cau hoi chia lam theo 
3 chu ae chfnh sau: 

• 8anh gia mU'c aq hai long cua ngVO'i dan aoi 
voi djch v~,~ GD pho thong cong l~p (6 cau hoi). 

"' 8anh gia chat lvqng d!ch v~,~ ho~c quan diem 
cua CMHS (5 cau hoi). 

"' Mqt cau hoi mb ve nguyen nhan kh6ng hai 
long ve djch Vl,l 

Nqi dung cac cau hoi theo cac chu ae nay nhv 
sau: 

a) fJanh gia mac a¢ hili long cua nguai dan a6i 
voi dfch Vf! giao df!c ph6 thOng cong lgp 

Cac tieu chi aanh gia muc a¢ hai long cua ngVO'i 
dan OU'<;IC sap xep theo gia tr! giam dan: 

1) Quan h~ giua giao vien va HS; 
2) Khoi lvqng va chat IV<;tng kh?n thuc va ki nang 

ma HS nh~n avqc; 
3) Moi trvong GD; 
4) Quan h~ giua HS trong nha trvong; 
5) Trang b! v~t chat- ki thu~t cua nha trvong; 
6) To chuc ho~t aqng giao d1,1c ngoai gio len lop. 
Ket qua bang 2 thu avqc avqc trlnh bay o bang 2. 
Trong a6, ki hi~u cac cqt c6 y nghia nhv sau: 

N- so phieu tra loi; (1) Hai long; (2) Hau nhv hai 
long; (3) Giua hai long va khong hai long; (4) Gan 
nhv khong hai long; (5) Khong hai long; (6) Kh6 tra 
loi. C¢t cuoi cung Ia chi so chung. Tu ket qua nay 
ngU'oi ta tfnh OU'<;IC chi so chung ve muc d9 hai long 
ve djch Vl,l GD cong b~c pho thong cua toan tinh 
Ia 75%. 

b) Danh gia chat /1.1(/ng dfch Vf! ho¢c quan aiem 
cuaCMHS 

1 l 8anh gia chat lvqng d~y h9c {4 muc); 
2) 8anh gia tfnh kh<kh quan trong danh gia 

kien thuc HS cua giao vien(4 muc); 
3) Khoi IV<;tng {hay tai tr9ng) cua chvong trlnh 

GD (4 muc aanh gia); 
4) Anh hvCing cua cha mf? HS doi voi qua trlnh 

GD (5 muc); 
5) Ve dong g6p cua CMHS vao cac quy cua nha 

trvong (3 muc). 
c) Nguyen nhan khOng hcii long ve dich vv 
M¢t cau hoi mb avqc a~t ra cho nhung ngvoi 

avqc khao sat, a6 Ia: "Cng/Ba cho y kien bo sung 
nhung van de ton t~i ho~c nguyen nhan khong 
hai long ve djch VI,! GD). Ket qua Ia 20% tra loi Ia 
hq hai long tat ca, 28% khong c6 y kien. M¢t nU'a 
so ngU'oi OU'<;IC hoi phat bieu ve nhung nguyen 
nhan khong hai long vi~c nay vi~c kia. Theo h9, 
10 nguyen nhan khong hai long aoi. voi GD pho 
thong OU'<;IC trlnh bay theo mU'c a¢ giam dan tCt 
14%xuong 1%: 

- Khong hai long ve cong tac cua giao vien; 
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Bang 2. Ket qua ao /liang stj hOi long cua ngliai dan aoi vai dich Vl,l giao dvc cong 

Tiim chi danh gia TT 
N 

1 Quan h~ giua giao vh?n va HS 805 

2 
Khoi h.tqng va chat lvqng kien thuc 

809 
va ki nang cua HS 

3 
Moi truang tam If thu~n lqi trong 

807 
nha truang 

4 
Quan h~ giua cac HS trong nha 

803 
trVCtng 

5 
ca so v~t chat- ki thu~t cua nha 

810 
trvong 

6 To chuc ho9t dqng ngoai gia len lop 681 

- Khong hai long vi~c to chuc qua trlnh d9y hQc; 
- "Ck khoim dong gop" va tien mua sach giao 

khoa; 
- Cap phat tai chfnh cho nha truang thap; 
- Khong to chuc ho9t d¢ng giao dl,lc ngoai gio 

len lop; 
- Khong hai long ve chuang trlnh GD; 
- Cac van de doi voi giao vh~n: Thuyen chuyen 

giao vien, thieu giao vien mqt SO mon hQC; 
- Ky thi tuyen sinh chung toan quoc; 
-Do an cua nha truong; 
- H~ thong giao dl,lc. 
4. Billi h9c kinh nghi'm cho Vi't Nam 
Kinh nghi~m ctieu tra khao sat 6 nvoc ngoai 

nhu Canada, Nam Phi va Nga ve sl,l' hai long cua 
nguoi dan doi voi d!ch Vl.J GD ph6 thong cong 
l~p da giup fch rat nhieu cho vi~c thl,l'c hi~n De an 
tuang tl! 6 Vi~t Nam. Vi~c thiet ke b<? cau hoi khao 
sat CMHS va HS cua ca 3 cap hQc pho thong can 
phai dap ung dVQ'C cac yeu cau sau: i) Co mqt bq 
khung cau hoi thong nhat cho ca 3 cap hQc; ii) Cac 
tieu chf va cau hoi phai phu hQ'p ve m~t so luqng 
(khoang 30 tieu chi hay cau hoi) va iii) Ck cau hOi 
phai phu hqp voi trlnh a¢ dan trl cua nhung nguoi 
duqc khao sat. Ngoai ra, 89 cau hoi can phai co 3 
thanh phan chfnh: i) Danh gia sl,l' hai long cua nguoi 
dan; ii) Danh gia chat IU'Q'ng djch Vl,l GO cong va iii) 
Nguyen nh~m khong hai long ho~c nhung h9n che 
trong vi~c cung cap djch Vl,l GD cong. 

De an "Xay di;lng phuang phap do Iuong cua 
ngub'i dan doi voi djch Vl,J GO cong" Ia m¢t chu 
truang lon cua Dang, Nha nuoc va 89 GD&ElT. Vi~c 
nghien CUU can th~n trQng, khoa hQC Va bat bUQC 
phai trien khai thu de rut kinh nghi~m cho trien khai 

tra. 

• IUIOA HOC GIAII DVC 

Muc d9 danh gia 

(1) (2) (3) (4) {5) (6) Chung 

48% 28% 16% 4% 3% 1% 79% 

49% 26% 16% 6% 3% 1% 78% 

49% 27% 14% 5% 4% 1% 78% 

47% 27% 16% 5% 4% 1% 77% 

39% 27% 16% 11% 7% 0% 70% 

40% 14% 1 Oo/o 21 o/o 14% 2% 68% 

TAILI~U THAM KHAO 
1. Nguyen Thj Hoang Yen (2013), fJo /liang 5tf 

Mi long cua ngliai dan ve d(ch VI.J giao dvc cong: Cd 

s& ly lu(m va kinh nghi?m thtjc tien, T9p chf Khoa hQc 
Giao dl,lc, so 93, thang 6/2013. 

2. ArewKI!lHa H.A (2013), 3aUjuma uHmepecoe 
WKOnbHUKoe u cmyoeHmoe npu nony1.1eHuu 
o6pa3oeaHuR, o1116n111oTeKa razlib, http://www.razlib. 
ru/ 

3. KceHO<j>OHTOBa o.n. (2013), CneLjUc/JUKQ 
o6pa3oeamenbHbtX ycnyz: MapKemuHZOBbtu 
acneKm. t180H08CKUU zocyoapcmeeHHb/U XUMUKO
meXHOnOZUI.IeCKUU yHueepcumem. 

4. AenapraMeHra o6pa3oBaHIIIR flpocnaBcKolil 
o6nacrvt (201 0), l13ylleHue yoosnemeopeHHocmu 
nompe6umeneu zocyoapcmeeHHbiMu 
o6pa3oeamenbHbiMU ycnyzaMIJ e RpocnaecKou 
o6nacmu. 

5. Alberta Corporate Planning Branch (2012), 
Provincial Satisfaction Surveys RCO Indicators 

SUMMARY 
With an aim to explore the method for measuring 

satisfaction of citizens on education services 
to allow for an informed and objective assessment 
of service quality in public education institutions, 
capturing the demands and expectations among 
citizens to introduce improvements and enhancements 
of service quality to the satisfaction of citizens, the 
author has presented theoretical bases for developing 
the method to measure satisfaction of citizens on 
public education delivery service; international 
experiences (Canada and Russian 
measuring satisfactions of citizens 
delivery and lessons drawn from Vietnam. 


