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Abstract: The study aims to identify factors affecting people’s satisfaction with the quality
of public administrative services at the People’s Committee of Tuy Phong district, Binh
Thuan province. Survey data was collected by interviewing 287 people who needed to use
public administrative services in Tuy Phong district. Research results show that there are
six factors affecting people s satisfaction, with the level of impact in order from strongest
to lowest as follows: (1) Staff capacity (Beta = 0.285), (2) Service attitude (Beta = 0.161);
(3) Monitoring and commenting mechanism (Beta = 0.160), (4) Reliability (Beta = 0.148);
(5) Facilities (Beta = 0.133),; and (6) Procedures (Beta = 0.125). Based on the results, the
authors propose a number of implications appropriate to the characteristics of the locality
for the leaders of the People’s Committee of Tuy Phong district to research solutions to
improve the quality of public administrative services in the district.
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1. INTRODUCTION the publication of administrative procedures
still faces many difficulties because many
administrative procedures have changed;
evaluating people's satisfaction when
handling administrative documents is not in
accordance with the process, and there is no

mechanism for inspection and supervision.

The People's Committee of Tuy Phong
district has been considering proposing
solutions to improve state administration,
in which administrative procedure reform
is especially focused on meeting the
satisfaction of people and organizations, such

as collecting surveys on people's satisfaction
with service provision activities from the
Department of Public Administration.
Through the summary assessment of 10
years of district administrative reform, in
the period 2011-2020, the District People's
Committee always pays attention to directing
the implementation of administrative reform,
especially administrative procedure reform
and providing online public services at levels
3 and 4. Besides the results achieved, there
are still some limitations, such as the fact that
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Because of the above necessity, the topic
"Study on people's satisfaction with the
quality of public administrative services
at the people's committee of Tuy Phong
district, Binh Thuan province" was carried
out to identify factors affecting people's
satisfaction with the quality of public
administrative services at the Tuy Phong
district People's Committee. And thereby,
some implications are proposed to improve
people's satisfaction with the quality of
public administrative services at the Tuy
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Phong district People's Committee in the
coming time.

2. LITERATURE REVIEW AND
RESEARCH METHODS

2.1 Literature review and research model

The quality of service is defined in
different ways depending on the object of
study and the research environment. Service
quality is the degree to which a service meets
the needs and expectations of its customers.
According to Parasuraman et al. (1985,
1988), service quality is the gap between
customer expectations and their perception
when using the service. To measure service
quality, Parasuraman et al. (1985) developed
and verified a five-component scale of
service quality called the Servqual scale,
consisting of 22 variables. The authors
concluded that this scale is appropriate for
all types of services after numerous tests and
adjustments.

According to Kotler (2006), satisfaction is
the degree of a person’s sensory state derived
from comparing the results obtained from a
product or service with the expectations of
that person. Customer satisfaction is seen as
a comparison between expectations before
and after purchasing a product or service
(Oliver and Swan, 1989).

According to Parasuraman (1985),
service quality and satisfaction are closely
related in the study of service. Cronin and
Taylor (1992) examined this relationship
and concluded that perceived service quality
leads to customer satisfaction. Studies
conclude that service quality is the premise
of satisfaction and a major factor affecting
customer satisfaction.

Based on Parasuraman’s SERVQUAL
model, Cronin & Taylor (1994) modified
and constructed the SERVPERF model.
According to the SERVPERF model, service
quality is equal to perceived level (instead
of measuring both perceived quality and

expectations, like SERVQUAL). The model
assumes that service quality is weighted by
five components: tangible means, reliability,
responsiveness, service capacity, and
empathy.

Based on the theoretical basis and
relevant previous studies, including Mokhlis
etal. (2011), Lé Minh Trung (2017), Nguyén
Trung Loi (2018), Bui Buc Nam (2018),
Chikwawawa (2019), Do Minh Tuan (2019),
Pham Dang Nam (2019), Huynh Van Thai
et al. (2020), and Doan Pham Quang Ly
(2020), the authors proposed the research
model as Figure 1.

| Reliability

| Facilities

Staff capacity

People's satisfaction

Service attitude

Monitoring and commenting

| Procedures

Figure 1. Proposed Research Model

Hypothesis 1 (H1). Reliability has a
positive influence on people's satisfaction
with the quality of public administrative
services at the People's Committee of Tuy
Phong district, Binh Thuan province.

Hypothesis 2 (H2). Facilities have a
positive influence on people's satisfaction
with the quality of public administrative
services at the People's Committee of Tuy
Phong district, Binh Thuan province.

Hypothesis 3 (H3). Staff capacity has a
positive influence on people's satisfaction
with the quality of public administrative
services at the People's Committee of Tuy
Phong district, Binh Thuan province.

Hypothesis 4 (H4). Service attitude has
a positive influence on people's satisfaction
with the quality of public administrative
services at the People's Committee of Tuy
Phong district, Binh Thuan province.

73



Tap chi Khoa hoc Trudng Pai hoc Phan Thiét (UPTJS) - Tap 2, S8 2 Thang 03/2024. ISSN: 3030-444X

Hypothesis 5 (HS5). Procedures have a
positive influence on people's satisfaction
with the quality of public administrative
services at the People's Committee of Tuy
Phong district, Binh Thuan province.

Hypothesis 6 (H6). Monitoring and
commenting mechanisms have a positive
influence on people’s satisfaction with the
quality of public administrative services
at the People’s Committee of Tuy Phong
district, Binh Thuan province.

2.2 Research methods

The objective of the paper is to assess and
determine the level of people’s satisfaction
with the quality of public administrative
services at the people’s committee of Tuy
Phong district, Binh Thuan province. Based
on that, the authors propose a number of
solutions and recommendations to improve
people’s satisfaction with the quality of
public administrative services at the People’s
Committee of Tuy Phong district, Binh
Thuan province.

Qualitative and quantitative research
methods were used to conduct the research.
The qualitative study was conducted to
collect the opinions of experts in the field of
management with many years of experience
related to administrative procedure reform
in the district. Quantitative research was
performed by interviewing people through
surveys when they came to transact at the
receiving and returning results department of

3. RESULTS AND DISCUSSION
3.1 Research results

3.1.1 Sample descriptive statistics

the Tuy Phong district People’s Committee.
Data collected from the survey will be
screened and processed with SPSS 20.0
software to verify and analyze each factor.

According to Hair et al. (2006), the
sample size in exploratory factor analysis
(EFA) is based on the minimum and number
of variables included in the analysis. The
minimum is 50, preferably 100, and the
variable ratio is 5:1, preferably 10:1 or
higher.

According to Green (1991), the
sample size used for regression analysis is
determined with the following formula: n
> 50 + 5p (p is the number of independent
variables in the model).

The research used exploratory factor
analysis methods, combined with linear
regression. This study consisted of 33
variables, of which 1 was a dependent
variable and 6 independent variables. The
minimum sample size is:

EFA method: n = 5*33 = 165.
Regression method: n =50 + 5*6 = §0.

Onthatbasis, the authors selected a sample
size of 300 samples, suitable for both EFA
and linear regression. The respondents are
people performing administrative services at
the receiving and returning departments of
the Tuy Phong district People’s Committee.
As a result, 278 valid surveys were used as
data for EFA and linear regression analysis.

Table 1. Data descriptive statistics

Sample information Frequency Percentage % Total %
Gender Male 169 58.89 100
Female 118 41.11
Under 25 23 8.01
25-35 59 20.56
Age 36-45 103 35.89 100
Over 45 years old 102 35.54
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High school 224 78.05
Education | Undergraduate 48 16.72 100
Graduate 15 5.23
Officers 14 04.88
Profession Business 70 24.39 100
Domestic 57 19.86
Different 146 50.87
Land sector 126 43.90
Business registration 43 14.98
Job Judicial-Civil Status 40 13.94 100
Description | Construction 21 7.32
Environment 19 6.62
Different 38 13.24
Source: Authors synthesized from SPSS software
3.1.2 Verify variable reliability
Table 2. Data inspection results
No. Variable Variable eliminated Alpha coefficient Conclude
1 TC Not 0.821 Good quality
2 VvC Not 0.869 Good quality
3 TT Not 0.756 Quality
4 NL Not 0.904 Good quality
5 PV Not 0.907 Good quality
6 GS Not 0.758 Quality
7 HL Not 0.855 Good quality
Source: Authors synthesized from SPSS software
After verifying variables by using variable correlation > 0.3, none of the

Cronbach's alpha confidence coefficient
method, all scales satisfied the evaluation
criteria with a coefficient > 0.6 and a total

3.1.3 Exploratory Factor Analysis

variables were excluded from the scale
(Table 2).

Table 3. Exploratory Factor Analysis Results

Variables Independent variables Dependent variables
1 2 3 4 5 6 1

PV2 0.804 HL1 0.727

PV1 0.748 HL2 0.810

PV4 0.724 HL3 0.792

PV3 0.714

PV5 0.711

PV6 0.637

NL3 0.746

NL4 0.743

NL1 0.726

NL5 0.674

NL2 0.579

TC3 0.674

TC2 0.644
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TC1 0.642

TC4 0.623

TC5 0.612

VClI 0.770

vC3 0.761

VC4 0.698

vC2 0.681

TT3

0.723

TT4

0.675

TTI

0.615

TT2

0.585

TT5

0.576

GS4

0.660

GS3

0.653

GS1

0.614

GS2

0.607

GS5

0.557

KMO coefficient
Sig.

Eigenvalue

Extraction variance

0.947
0.000

1.054
63.238

0.723
0.000

2.329
77.632

Source: Authors synthesized from SPSS software

The EFA result (Table 3) of independent
variables shows that there are 6 factors
extracted at Eigenvalue with a value of
1.054 (> 1), satisfactory extraction variance
of 63.238 (> 50%), KMO ratio of 0.947
(0.5 <KMO < 1), and Sig. = 0.00 (< 0.05).
The rotation matrix results show that all
3.1.4 Regression analysis

variables have a factor loading greater than
0.55. Thus, EFA is consistent, and statistical
reliability is achieved. The results of EFA’s
dependent variables also show that the
results are consistent with the evaluation
criteria of factor analysis methods.

Table 4. Results of the regression analysis

Utésgzrgfir:;f:d Sctztel(;i(iielifg ‘ Sig. Collinearity Statistics
B Tolerance
Std. Error | Beta VIF

(Constant) -0.571 0.197 -2.898 0.004
PV 0.180 0.058 0.161 3.127 0.002 0.457 2.186
NL 0.301 0.058 0.285 5.221 0.000 0.407 2.455
TC 0.192 0.067 0.148 2.865 0.004 0.456 2.194
vC 0.132 0.049 0.133 2.669 0.008 0.487 2.052
TT 0.178 0.066 0.125 2.705 0.007 0.569 1.757
GS 0.224 0.068 0.160 3.283 0.001 0.509 1.964

Source: Authors synthesized from SPSS software
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Table 4's significance level column (Sig.)
shows the independent variables NL (staff
capacity), GS (monitoring and commenting
mechanism), PV (service attitude), TC
(reliability), TT (procedures), and VC
(facilities) all have Sig. < 0.01. Thus, all

independent variables meaningfully
correlate with the dependent variable with
99% confidence. All independent variables
have a VIF coefficient of < 10. Therefore,
the model has no linear multi-additive
phenomenon.

Table 5. Model Summary

Adjusted
Model R R R Std. Erfor of Durbin-Watson
Square the Estimate
Square
1 0.812a | 0.660 0.652 0.43713421 1.335

Source: Authors synthesized from SPSS software

In Table 5, the adjusted R square is 0.652
(Test F, Sig. <0.01). As aresult, independent
variables account for 65.2% of the dependent
variable's changes and are therefore certain to
be meaningful with a confidence level above

99%. The Durbin—Watson statistical value
dis 1.932 (1 <d < 3) so the residuals are
independent of each other, the independence
of the residuals has been ensured, and there
is no self-correlation in the residual.

Table 6. Variance Analysis (ANOVA)

ANOVA
Model Total squared Df Mean squared F Significance level
Regression 103.714 6 17.286 90.460 0.000b
1 | Residual 53.504 280 0.191
Sum 157.219 286

Source: Authors synthesized from SPSS sofiware

In Table 6, the regression model has Sig. =
0.000 < 0.01. Thus, overall, the independent
variables are linearly correlated with the
dependent variable with 99% confidence.

3.2 Discussion

Therefore, the linear regression model given
is consistent with the actual data. The results
also show that there is no change in residual
variance.

Table 7: Impact of independent variables

Factor Absolute Value Beta % Position of impact

PV 0.161 15.91 2

NL 0.285 28.16 1

TC 0.148 14.63 4

VC 0.133 13.14 5

TT 0.125 12.35 6

GS 0.160 15.81 3
Sum 1.012 100

Source: Authors synthesized from SPSS software
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As shown in Table 7, based on the
value of the standardized coefficient Beta,
we determine the degree of impact of the
independent variables on the dependent
variable in order from high to low as follows:
Staft capacity (NL), service attitude (PV),
monitoring and commenting mechanism
(GS), reliability (TC), facilities (VC), and
procedures (TT).

In general, the results have achieved
the initial goals set with positive results,
basically assessing the impact of each factor
on people's satisfaction. However, there are
still limitations on the scale, and the number
of survey samples is not large. The above
limitations are also suggestions for the
following studies for authors who choose
similar topics and should spend more time
collecting information, data, and survey
areas to achieve better results.

4. CONCLUSION AND IMPLICATIONS
4.1. Conclusion

The model inspection ensures
the conditions and requirements set by
the hypotheses, and the results identify
six factors that all have a positive impact
on people’s satisfaction with the quality
of public administrative services at the
People’s Committee of Tuy Phong district,
Binh Thuan province, in order from high to
low, as follows: Staff capacity (NL) (Beta =
0.285), service attitude (PV) (Beta = 0.161),
monitoring and commenting mechanism
(GS) (Beta = 0.160), reliability (TC) (Beta
= 0.148), facilities (VC) (Beta = 0.133), and
procedures (TT) (Beta = 0.125). The results
of the analysis and basic assessment of the
situation and quality of public administrative
services here, in which human resources
(cadres, civil servants) are determined to
be the most important factor in determining
the success or failure of a type of service,
meeting the satisfaction of the people,
customers when using the service.
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4.2. Implications

The authors proposed some
implications to further improve people’s
satisfaction with the quality of public
administrative services at Tuy Phong District
People’s Committee, Binh Thuan Province,
based on the research results.

4.2.1. Staff capacity

This factor has the highest level of
influence on people’s satisfaction with the
quality of public administrative services at
Tuy Phong District People’s Committee, Binh
Thuan Province. Therefore, it is necessary to
pay attention to organizing training courses
on professional skills and soft skills for staff.
Officers must be flexible, strictly guided,
enthusiastic, and non-discriminatory in
processing information. Regularly correct,
discipline, and strictly handle civil servants
with non-standard attitudes.

4.2.2. Service attitude

To strengthen political and ideological
education, train moral qualities and lifestyles,
and raise the sense of responsibility and
public service ethics for civil servants. Staff
must show a high sense of responsibility
and enthusiasm when solving assigned
tasks; give detailed, specific, dedicated
instructions; and always pay attention
to people’s feedback because nowadays
administrative procedures are constantly
changing.

4.2.3. Monitoring and

mechanism

commenting

Civil servants should strictly comply
with the regulation on receiving, processing,
and responding to complaints and petitions of
people and enterprises on the government’s
portal; publish information received,
reflecting recommendations of organizations
and citizens on handling administrative
procedures of the District People’s
Committee, so that people know and assess
the level of satisfaction when using public
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services. Strictly handle acts of officials
causing difficulties, arbitrarily setting up
procedures that are not in accordance with
regulations, and obstructing people and
organizations when performing transactions.

4.2.4. Reliability

It is necessary to continue implementing
well-publicized administrative procedures,
specific to each field, so that people can
easily access them. Promote the roles and
responsibilities of leaders of the People’s
Committee of Tuy Phong district, especially
agencies directly involved in receiving and
settling quickly, effectively adjusting, and
solving problems in the implementation
process.

4.2.5. Facilities

Upgrading and expanding the working
room area of the one-stop mechanism is
crucial; it must be fully equipped with
equipment to serve people, creating a friendly
and close environment for transactions
between civil servants and people. It is

Author Information:

necessary to invest additionally and regularly
repair information lookup machines so that
people can conveniently search for legal
documents, forms, declarations, status,
and results of settling documents easily,
thereby reducing pressure for officials and
civil servants in guiding procedures and
answering questions.

4.2.6. Procedures

Continue to promote the reform of
administrative procedures to make them
simpler and more convenient for the people;
regularly update legal documents, review and
eliminate unnecessary procedures. Along
with that is the public listing; according to
regulations, any document that expires or
is torn shall be replaced and supplemented
promptly. Regularly improve procedures
for receiving, processing, advising on
settlement, and returning results on time
according to appointment papers for people
and organizations.
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NGHIEN CUU SU HAI LONG CUA NGUOI DAN POI VOI
CHAT LUQNG DICH VU HANH CHINH CONG TAI UY BAN
NHAN DAN HUYEN TUY PHONG, TINH BINH THUAN

V6 Khic Thuong'', D6 Quéc Vwong?
"Trueong Dai hoc Phan T hiét, tinh Binh Thudn, Viét Nam
’Dang uy xa Chi Cong, huyén Tuy Phong, tinh Binh Thudn, Viét Nam

Tém tit: Nghién ciru nham xdc dinh cdc yéu té tac dong dén sie hai long ciia ngueoi dan doi
Vi chat lwong dich vu hanh chinh cong tai UBND huyén Tuy Phong, tinh Binh Thudan. Di¢
liéu khdo sat dwoc thu thdp bang cdch phong van 287 nguwoi dan ¢é nhu cau sir dung dich vu
hanh chinh c¢éng huyén Tuy Phong va dp dung mé hinh phdn tich nhén t6 kham phd. Két qua
nghién ciru cho thdy c6 sdu yéu té tic dong dén si hdi long ciia nguoi dan véi mire dé tac
déng theo thir tw manh nhat t&i thap nhat nhw sau: (1) Nang lie cdn bo (Beta = 0,285); (2)
Thdi dé phuc vu ciia can bé (Beta = 0,161); (3) Co ché gidm sdt, gép ¥ (Beta = 0,160); (4)
Suw tin cdy (Beta = 0,148); (5) Co sé vt chdt (Beta = 0,133) va (6) Quy trinh thii tuc (Beta
= 0,125). Diea trén mirc dg anh hwong cia tieng yéu to, nhém tdc gia dé xudt mét sé6 ham ¥
qudan tri phit hop véi tinh hinh, déc diém cua dia phwong dé lanh dao Uy ban nhédn ddn huyén
Tuy Phong nghién citu ra nhitng giai phdp nham ndng cao chdt heong dich vu hanh chinh
cong trén dia ban huyén.

Tir khéa: chat leong dich vu, hanh chinh cong, sw hai long ciia ngueoi dan, huyén Tuy Phong.
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Ghi chu

Céc tac gia da xac nhan khong c6 tranh chap ve loi ich vé tai chinh do6i véi bai bao nay.
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