QUAN TRI - QUAN LY

PANH GIA MUC PO HAI LONG
CUA KHACH HANG Vi NHA G XA HOI
VA DICH VU HO TRQ CUA TRUNG TAM
'~ QUANLY VA PHAT TRIEN NHA G
TREN DIA BAN TINH BA RIA - VONG TAU

® PHAM NGQC KHANH - PHAM VAN DPINH - NGUYEN THI HONG HANH

TOM TAT:

Nghién citu dudc thuc hién dua trén thang do SERVQUAL cila Parasuraman va cdng sy
(1988) d€ do ludng sy hai long cia khach hang v& nha & xa hodi va dich vu hd trg ciia Trung
tim Qudn ly va Ph4t tri€n nha & (TTQL&PTN) trén dia ban tinh Ba Ria - Viing Tau (BRVT).
T4c gid ti€n hanh kiém dinh thang do, ki€ém dinh va dinh gid mic dd clda cdc nhin t6 4nh
hudng d&n sy hai 1dng va dich vu hé trg thdng qua 322 miu khdo s4t thu thip dat yéu cau. Két
qud hdi quy cho thdy, c6 5 nhin 8 tdc dong tich cuc c6 ¥ nghia thdng ké theo mitc d6 gidm
dan, gdm: Sy tin tudng, Su cdm thong, Sy phan hdi, Sw ddm bao va Sy hitu hinh. Dura trén két
qué phén tich, tdc gid duva ra cdc ham y chinh sdch nhim ning cao mic dd hai ldong ciia khich

hang vé nha & xa hi va dich vy hd trg cia TTQL&PTN trén dia ban tinh BRVT.
T khéa: Nha & xa hoi, dich vu hd trg, SERVQUAL, tinh Ba Ria-Viing Tau.

1. Gigi thiéu

TTQL&PTN cia tinh BRVT la cd quan tham
muu cho UBND tinh va cdc S&, nganh vé co ché,
chinh sdch va khai thic, st dung quy dat sach va
nha & trén dia ban tinh BRVT. Ping tru6c xu thé
todn cAu héa, su ting din s6 cd hoc va t6c d phat
tri€n kinh t&, xd hdi ngay cang cao, tdc gid nhin
thdy cdn x4y dung cdc chinh sdch vé€ chit lugng
dich vu 1am hai 10ng khich hang vé€ nha & xa hoi
va dich vu hd trg cia TTQL&PTN trén dia ban tinh
BRVT la cin thi€t sé gép phan cung cip dich vu c6
chat lugng t6t dé ngudi din yén tim, thodi mdi khi
Irra chon nha &, nha xa hoi ciing nhu cdc dich vu
cung cdp, phuc vu quy khdch hang cia
TTQL&PTN trén dia ban tinh BRVT.

2. Pham vi nghién ciu

Trung tim Quén 1y va Phét trién nha & trén dia
ban tinh Ba Ria - Viing Tau trong thdi gian t¥ nim
2018 - 2019.

3. Co sd ly thuyét

3.1. Chadt lugng dich vu

Gronroos (1984) cho ring: Chat lugng dich vu
dugc ddnh gi4 trén hai khia canh: chit lugng k¥
thuat va cha't lugng chitc ning. Chat lugng k¥ thuit
lién quan d&€n nhitng gi dudc phuc vu, con chat
lugng chitc ning néi 1€n ching dugc phuc vu nhu
th€ nio. Theo Parasuraman (1988), chit lugng dich
vu dugc xem 1a khodng cich giita ky vong ctia cdc
khdch hang va nhin thic cia ho khi di qua st
dung dich vu.
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3.2. Su hai long ciia khdch hang va méi quan
hé giita chat lugng dich vu va su hai long ciia
khdch hang

3.2.1. Su hai long ciia khdch hang

Theo Kotler (2000) cho ring “Sy hai Idng nhu
12 mot cdm gidc hai 1d0ng hodc thit vong clia mot
ngudi bing két qué cla viéc so sdnh thyc t€ nhin
dudc clia sin phaim trong m&i lién hé véi nhitng
mong ddi cia ho™.

3.2.2. M&i quan hé giita chat lvgng dich vu va su
hai long ciia khdch hang

Theo Oliver (1993), chat ludgng dich vu dnh
hudng d€n mitc d6 théda man ciia khdach hang.
Nghia Ia chat lugng dich vu duge xdc dinh bdi
nhiéu nhin t6 khdc nhau, 13 mét phin nhén t&
quyé€t dinh clia sy hai long (Parasuraman, 1988).

Theo Zeithaml va Bitner (2000), su hai ldong
cia khdch hang 1a mét khdi niém t8ng quat néi lén
su hai 1dng cia ho khi ti€éu dung mét dich vu, con
n6i dé€n chat lugng dich vu 1A quan tim dén cic
thanh phin cu thé cda dich vu. (Hinh 1)

4. Khung phén tich cia nghién cifu

Tir ly thuyé&t, phdng van cdc chuyén gia, qudn
1y, cdc nghién citu thuc nghiém trudc diy va dic
thi cia khdch hang khi st
dung nha § xa hoi va dich vu
hé trg cia TTQL&PTN trén

Qui mé miu k& hoach 12 300 khédch du lich
dugc chon d€ khdo st chinh thifc.

Ké&t qua thu lai duge 350 phiéu tra 13i, trong dé
c6 28 phi€u tra 18i khéng hgp 1é va 322 phi€u trd
18i dat yéu cdu, do d6 nghién cifu niay c6 cd mau
1a 322 miu.

Tir k&t qua Bang 1 cho thiy, két qua ki€m dinh
d6 tin ciy hé s6 Cronbach’s Alpha ctia cdc thang
do kh4 cao (> 0.6) va cdc bi€n c¢6 hé sd turong quan
bi&n téng > 0,3 cho thiy tit cd cdc thang do déu dat
yéu ciu vé do tin ciy va dugc sir dung trong phén
tich EFA.

Sau khi ti€n hanh phan tich h¢ s0 Cronbach’s
Alpha va thyc hién phuong phap it trich Principal
components vdi phép quay Varir:ax. ¢6 5 nhin 8

dugc hinh thanh gém 21 bién quan sdt c6 dnh
hudng dén sy hai long cia khdch hing vé nha & xa

héi va dich vu hd trd ctia TTQL& P TN trén dia ban
tinh BRVT. Cu thé nhu sau: (i) Nhén 6 thit 1 duge
dat lai tén: “Cam thong”, gbm 5 bi€n quan sit:
C4m théng 1, Cam théng 2, Cim thong 3, Cim
théng 4, Cam thong 5; (ii) Nhan 18 thit 2: “Pam
bdo”, gdm 4 bié€n quan sat: Pam bio |, Pdm bdo 2,
Pim bio 3, PAm bao 4; (iii) Nhan t& thi 3: “Hitu

Hinh 1: Quan hé giita chat lugng dich vy va
su hai long khéch hang

dia ban tinh BRVT so vdi cdc
dia phuong khéc trong ca

(Ché’l lugng mong dgi )\\

nudc, tic gid dua ra mé hinh

nghién citu: (Hinh 2)

CChé’t long cam nhan

5. Thiét k& va két qua

A
nghién ciu

Thang do gém 5 thanh
phin va di dugc diéu chinh

CChé’t lugng mong ddi >/

2 Chat lugng
Nhu cau dudc dich vu
dap ung
Nhu cau khong —
dugc dap ing >\ Sy hai long

phi hgp véi thyc t€ cia
TTQL&PTN tinh BRVT. Cic
bi€n quan s4t dugc do ludng

trén thang do Likert 5 cdp do

Suy tin trud
thay d6i: (1) Hoan toan khéng ( £ hin ng

Hinh 2: M6 hinh nghién clu chinh thidc

ddng ¥; (2) Khong dong §; (3)

Phan vin, ludng lu; (4) Pong ( Su phan héi
¥; (5) Hoan toan dong §.
Nghién ctfu nay gém 23 [ Sy haiu hinh

Su thoa man W
cla khach hang

bi€n quan s4t va 5 bi€n ddoc

B

lap thi:
C3 miu thdi thi€u can thiét

[ S cam thong

cho nghi€n cifu 1a: 23 x 5 =

115 mau. [ Sy dam bao
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3.2. S hai long ciia khdch hang va méi quan
h¢ gita chét ligng dich vu va su hai long ciia
khdch hang

3.2.1. Su hai long ciia khdch hang

Theo Kotler (2000) cho riing “Sy hii long nhu
l1a mot cdm gidc hai long hodc thit vong clia mot
ngudi bing k&t qud cila viéc so sdnh thyc t& nhin
dugc cta sdn phadm trong m&i lién hé vdi nhirng
mong dgi cia ho™.

3.2.2. Méi quan hé giita chdt luong dich vu va sy
hai long cia khdch hang

Theo Oliver (1993), chit lugng dich vu dnh
hudng dé€n mic dd thda man cia khich hang.
Nghia 14 chat lugng dich vu dugc xdc dinh bdi
nhiéu nhin t§ khdc nhau, 12 mét phin nhéin t6
quyé&t dinh cia sy hai long (Parasuraman, 1988).

Theo Zeithaml va Bitner (2000), sy hai long
clia khach hang 1a mot khdi niém tdng quét néi 1én
su hai long cia ho khi ti€éu dung mot dich vy, con
néi d€n chat lugng dich vu 1a quan tim dén cdc
thanh phin cu thé cia dich vu. (Hinh 1)

4. Khung phén tich ctia nghién cifu

Tir 1y thuy€t, phdng van céc chuyén gia, quin
1y, cdc nghién citu thuc nghiém trudc diy va dic
thi ctia khdch hang khi st
dung nha & xd hdi va dich vu
hd tr¢g cia TTQL&PTN trén
dia ban tinh BRVT so véi cdc

Qui mé miu k& hoach 1a 300 khich dt
dudc chon dé khio sdt chinh thic.

K&t qua thu lai dugc 350 phi€u tré 18i, tro!
c6 28 phiéu tra 15i khong hgp 1& va 322 phi€
13i dat yéu cau, do d6 nghién citu nay cé c8
12 322 mau.

Tir k&€t qud Bang | cho thy, két qud ki€
dd tin cay hé sd Cronbach’s Alpha clia cic ¥
do khd cao (> 0.6) va céc bi€n c6 hé s6 uonig:
bi€n tdng > 0,3 cho thi'y tat ci céc thang do d€
yéu ciu vé dd tin ciay va dudc st dung trong|
tich EFA.

Sau khi ti&€n hanh phin tich hé s Cronb
Alpha va thyc hién phucdng phdp it trich Prir
components v6i phép quay Varimax, ¢6 5 mh
dugc hinh thanh gom 21 bi€n quan sit o<
hudng dé&n su hai lone clia khdch hang vé nhi
hdi va dich vu hd tro cia TTQL&PTN trén di
tinh BRVT. Cu thé nhur sau: (i) Nhan 5 thi 1
dat lai tén: “Cam thong”, gdbm 5 bién quai
C&m thong 1, Cim thong 2, Cam thong 3.
théng 4, Cam thong 5; (ii) Nhan (5 thi 2: *
bio”, gdbm 4 bi€n quan sat: Pam bdo 1, Pim |
Pam bao 3, Pam béo 4; (iii) Nhan & thi 3:

Hinh 1: Quan hé gilta chat Iugng dich vu va
su hai Iéng khach hang

dia phudng khédc trong cd

(Ché't lugng mong dai >\

Chat luc
Nhu céu dudc

nudc, tic gid dua ra mé hinh

dich v

nghién cifu: (Hinh 2)
5. Thiét k& va két qui

( Chat lugng cam nhan

dap Ung

\

nghién ciu

Nhu cau khéng

Thang do gém 5 thanh
phan-va di dudc diéu chinh

@hét lugng mong dgi )/

dugc dap Ung

phit hgp v6i thuc t€ cida
TTQL&PTN tinh BRVT. Céc
bi€n quan st dugc do ludng

Hinh 2: Mé hinh nghién cdu chinh thd'c

H1

trén thang do Likert 5 cdp do ——
thay d8i: (1) Hoan toin khéng ( ST g
ddng y; (2) Khong déng ¥; (3) —
Phin vin, ludng lu; (4) Péng &U phan hoi
¥; (5) Hoan toan déng ¥.
Nghién ctfu nay gém 23 (su hiu hinh
bi€n quan sdt va 5 bi€n doc
1ap thi: Sy cam thén
C8 miu thdi thiéu can thi&t L .
cho nghién ctu la: 23 x 5 = :
115 mitw, LSU dam bao
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Bdng 1. Két qud ki€m dinh thang do qua Cronbach’s Alpha

Bigh quan sét Trung.‘b]nh 'th.a‘r’lg do Phumlg sai 'thzllgg do | Tudng guan bién téng Crorlbachis ﬁl’pha
néu loai bién néu loai bién hiéu chinh néu loai bién
Tin tudng: Cronbach'’s Alpha = 0.767
Tin tudng 1 13.49 4.768 0.666 0.679
Tin tudng 2 13.45 4.560 0.703 0.663
| Tin tudng 3 13.48 4711 0.679 0.674
Tin tudng 4 13.47 4.767 0.678 0.675
| Tintudng 5 13.48 6.724 0.059 0.871
- Su phén hdi: Cronbach’s Alpha = 0.824
- Pranhoi 1 10.05 3.318 0.716 0.746
| Phénhai 2 10.05 3.347 0.683 0.761
| Phanhéi3 10.08 3.728 0.574 0.810
| Phan hoi 4 10.10 3.489 0.621 0.791
- Sy cam théng: Cronbach'’s Alpha=0.866
Cam thong 1 12.90 5.654 0.659 0.844
Cam théng 2 12.76 5.478 0.702 0.834
Cam théng 3 12.27 5.361 0.714 0.831
Cam thong 4 12.20 5.441 0.653 0.846
Cam théng 5 12.22 5.102 0.712 0.832
Su hitu hinh:Cronbach’s Alpha = 0.812
Hdu hinh 1 12.93 4.767 0.645 0.761
Hdu hinh 2 13.43 4.949 0.657 0.758
Hdu hinh 3 12.98 4.900 0.675 0.753
Hdu hinh 4 12.87 4.996 0.664 0.757
Hiu hinh 5 12.97 5.510 0.390 0.840
Su ddm bao: Cronbach’s Alpha = 0.791
Dam béo 1 13.48 4.730 0.659 0.720
Pam béo 2 13.52 5.011 0.638 0.730
Pam bao 3 13.53 4.892 0.635 0.729
Pam bao 4 13.55 5.027 0.666 0.722
Pam bo 5 13.51 5.871 0.293 0.838
Su théa man: Cronbach’s Alpha = 0.796
Théa man 1 3.32 587 0.661 0

Nguén: Két qud xit Iy bang phdn mém SPSS 20.0
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BAng 2. K&t qua phan tich nhan t6 kham pha EFA hinh”, gdm 4 bi€n quan sat:
— Hitu hinh 1, Hiru hinh 2, Hiru
T ———“" hinh 3, Hitu hinh 4; (iv) Nhan
1 2 3 4 5 thit 4: “Phdn hoi”, gom 4 bién
- quan sat: Phan hdi I, Phan hdi
Tin tudng 1 0.725 2, Phan hdi 3, Phan hdi 4; (v)
: Nhin 6 thi 5: “Tin twdng” gobm
Tin tuong 2 , :
- 0.743 4 bién quan sat: Tin wdng 1, Tin
Tin tudng 3 0.684 twdng 2, Tin twdng 3, Tin tudng
- 4. (Bang2)
Tin tuong 4 0.774 Nhu viy, dua vio gid tri sig
Phan héi 1 0.836 cia cdc hé so h(}i quy cho
thdy, gid tri sig cua X1, X2,
Phan héi 2 0.817 X3, X4 va X5 nho hon mic
T 5% nén c6 y nghia théng ké,
Phan héi 3 0.736 do d6 cdc yéu td nay dnh
Phan héi 4 0.759 huﬁng dén su fh(’)a man cua
khach hang tai TTQL&PTN
Cam théng 1 0.745 tinh BRVT. (Bing 3)
T e Dua vao gid tri sig cda cdc
am thong : hé s& hdi quy cho thdy, gi4 tri
Cam théng 3 0.822 Sig cla Xl, X2, X3, X4 va X5
d€éu nhd hon muc y nghia 5%,
Cam théng 4 0.757 do d6 cdc nhdn t6 ndy &nh
. hudng dén sy thda min cia
Geim thong 5 0152 khich hang tai TTQL&PTN
Hiu hinh 1 : 0.802 trén dia ban tinh BRVT.
= Y = -0,781 + 0,448*X1
Hiu hinh 2 0.752 +0,216*%X2 + 0,254*X3
. +0,162*%X4 + 0,167*X5
HU h ’ =9 . 1’ 2
RO - Mic d§ gidi thich cia 5
Hdu hinh 4 0.801 nhin t6 dén sy thda min cia
—— md hinh 1d 50,03%, con lai la
bam bao 1 0.758 phin du gidi thich 49,7% dén
1 v théa man cia khdch hang.
Pam bao 2 0.804 = B
Mifc d6 gidi thich 50,03% cia
Dam béo 3 0.819 moé hinh twong déi cao, cho
s thd'y mitc d6 gidi thich ciia cdc
Bam bao 4 0.784 bi&n déc 1ap 12 phil hgp véi dit
Eigienvalue 6640 | 2477 | 2148 | 1983 | 1.078 ligu khao st, mb binh nghign
cifu phu hgp. Cédc gid thiét cia
Téna phuon udc lugng cdc tham s6 héi quy
¢ gfzh - 31619 | 11798 | 10228 | 9.444 | 5135 déu thda man, khéng bi vi
pham. (Bdng 4)
He 8 Bang 5 cho thady, gi4 tri F =
Gronbach'sAlpha 0.866 0.791 0.812 0.791 0.767 65,876 va mic y ngh’f.a’Slg. =
0,000 (< 0,05) nén bi€n phu

P — - thudc c6 tuong quan tuyén tinh
Nguon: Két qud xit Iy bang phdn mém SPSS 20.0 vidi todn b6 bign dbe lap.
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Bang 2. K&t qud phan tich nhén 18 kham phd EFA

Bién quan sét

Component

3

Tin tuéng 1

0.725

Tin tudng 2

0.749

Tin tudng 3

0.684

Tin tudng 4

0.774

Phan héi 1

0.836

Phan héi 2

0.817

Phan héi 3

0.736

Phan héi 4

0.759

Cam thong 1

0.745

Cam théng 2

0.801

Cam thong 3

0.822

Cam thong 4

0.757

Cam thoéng 5

0.792

Hau hinh 1

0.802

Hiu hinh 2

0.752

Hdu hinh 3

0.828

Hau hinh 4

0.801

Pam bao 1

0.758

Pam bdo 2

0.804

Pambao 3

0.819

Dam bao 4

0.784

Eigienvalue

6.640

2477

2.148

1.983

1.078

Téng phuong
sai trich

31.619

11.798

10.228

9.444

5.135

Hé s
Cronbach's Alpha

0.866

0.791

0.812

0.791

0.767

Nguén: Két qud xit ly béng phdn mém SPSS 20.0
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hinh”, gém 4 bién quar
Hiru hinh 1, Hitu hinh 2.
hinh 3, Hitu hinh 4; (iv) W}
thit 4: “Phan hoi”, gom 4
quan sit: Phan hdi 1, Pha
2, Phdn héi 3, Phin hoi -
Nhan t6 thir 5: “Tin wdng”
4 bi&n quan sat: Tin wing
trGng 2, Tin tudng 3, Tim 1
4.(Bing2)

Nhu vdy, dua vao gid |
cia cdc hé sé héi quy
thiy. gid tri sig cda X 1
X3. X4 va X5 nhé hom
5% nén cé y nghia thdn;
do d6 cdc yé€u 16 nay
huwdng dé€n sy théa miin
khdch hang tai TTQL&
tinh BRVT. (Bdng 3)

Dua vao gid trj sig cu:
hé s& hdi quy cho thiy, g
sig cua X1, X2, X3, X4 v.
déu nhé hon mifc ¥ nghia
do d6 cdc nhin td nay
hudng dén sy théa min
khdch hang tai TTQL&
trén dia ban tinh BRVT.

Y =-0,781 + 0,448*X1
+0,216%X2 + 0,254%
+0,162%X4 + 0,167*!

Muc do gidi thich ot
nhan t6 dén sy théaman
md hinh la 50,03%, con 1.
phan du gidi thich 49,7%
su thda mian cia khdch h
Muirc do gidi thich 50,03%
mé hinh tudng déi caon,
thd'y mirc do gidi thichclia
bi&€n doc lap 12 phi hgp vd
liéu khdo sdt, mé hinh ngl
cttu phit hgp. Céc gia thi€t
uéc lugng céc tham s6 hdi
déu thda main, khong b
pham. (Bdng 4)

Bang 5 cho thay, gid tmi
65,876 vi mifc y nghia Si
0,000 (< 0,05) nén bi€m
thudc c6 tuwong quan tuyém
vdi toan bd bi€n doc lip.
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BAng 3. K&t qué hdi quy
Coefficients®

i Chua chudn héa Pa chuan héa t " Collinearity Statistics
B Sai s6 Beta Tolerance VIF

(Constant) -.781 .240 -3.251 .001
X1 448 069 347 6.472 .000 538 1.857
Lox 216 051 184 4.254 000 830 1.204
X3 254 055 205 4.602 000 784 1.275
x4 | 82 053 134 3.035 .003 796 1.257
X5 167 052 142 3213 001 790 1.266

a. Dependent Variable: X6 (bi€n syt hai long ctia khach hang)

Nguén: Két qua xit Iy biing phdn mém SPSS 20.0

BAng 4. K&t qud t8ng hop phan tich héi quy
Model Summary®

Mo hinh | H&8s6 R

H& s6 R? | Hé s& R2 - hidu chinh

Sai s8 chuan clia uéc lugng

Hé s& Durbin- Watson

1 .714a

510 .503

.50015

2.014

a. Predictors: (Constant), X5, X4, X3, X1, X2
b. Dependent Variable: X6 (bi€n sy hai ldng clia khach hang)

Nguodn: Két qud xit ly bang phdn mém SPSS 20.0

Bdng 5. K&t qud ki€m dinh su phu hdp clia méd hinh

ANOVA?“
M6 hinh Téng binh phuong Béc tu do Trung binh binh phudng F Sig.
Regression 82.395 5 16.479 65.876 .000b
1 Residual 79.049 316 0.250
Total 161.444 321

a. Dependent Variable: X6 (bi€n sy hdi l1dng ctia khich hang)

b. Predictors: (Constant), X5, X4, X3, X1, X2

6. K&t ludn va ham y chinh sach

6.1. Két ludn

Sau khi ki€m sodt su tdc ddng clia cdc bién dic
diém cia khich hang, tic gid c6 mot s6 k&t ludn
nhu sau:

(i) Sy hitu hinh c6 tdc dong thuan chiéu dén sy
thda min ciia khdch hang. C6 thé gidi thich diéu
nay do khéch hang c6 quan di€m cho ring, nhin
vién qudn Iy nha & trang phuc chinh chu, gon gang
thi nhan vién d6 da dudc tham gia cdc 16p tap hudn
va chim s6c khdch hiang nén sé tao diéu kién

Ngudn: Két qud xit Iy bing phan mém SPSS 20.0

khdch hang yén tim khi s dung dich vy cia
TTQL&PTN. Bén canh d6, thi€t bi mdy méc hién
dai, an toan, thi khdach hing sé& rit yén tim khi sinh
song tai cdc khu nha & xa hoi. Nhu vy, si hitu hinh
dat tdi mdt mire d6 chuin nhit dinh c6 tic dong t6i
ddnh gid cda khdch hang vé chit lugng.

(ii) Su ddm bio c6 tic ddng thuin chiéu d&n sy
thda min cla khdch hang. Piéu ndy thé hién, khi
nhin vién giao ti€p tét, lich sy vdi khdach hang va
tao dugc long tin tudng clia khdch hing thi su thoa
man cang cao.
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(iii) Su cdm théng c6 tdc dong thuin chiéu d&n
su théa man cia khdch hang. Piéu nay thé hién,
khi nhdn vién quin 1y nha & hi€u dugc nhitng khé
khdan mic du nhé cia khich hang ciing nhu quan
tdim d€n cd nhan khdch hang, hi€u dudc nhitng
yéu cdu cu thé€ cla khach hang thi sy thda man
cua khidch hing cang cao.

Céc k€t qud trén th6ng nha't véi cdc nghién
cifu trong va ngoai nuc vé méi quan hé giita chat
luong dich vu va su thda man ciia khdch hang.
K&t qud nay cho thdy, d&i vdi nha & thi mot y&u
t6 dic thd ddng chi y chinh 13 sy hitu hinh c6 y
nghia thi€t y&u t8i cha't lugng dich vu.

6.2. Ham y chinh sdch

Dva trén k€t qua nghién citu, tic gid dua ra
mot s& ham ¥ chinh sdch va ki€n nghi nhim niang
cao chit lugng dich vu va su hai long clia khdch
hang vé nha & xd hoéi cia TTQL&PTN trén dia
ban tinh BRVT nhu sau:

Thit nhdt, vé chinh sich, cAn ban hanh nhiéu
chinh sdch wu dii hon d€ ph4t trién nha xi hai,
nhu chinh sdch vé dat dai, thu€ vé tin dung wu dii
va dic biét 1a cdi cdch thd tuc hinh chinh theo
huéng tinh gon, hiéu lyc, hiéu qui; bd sung mot
s6 chinh sdch nhu: b8 sung tién nha vao ludng di
@€ cdn bo, cong nhan, vién chifc ¢6 khad ning gidi
quy€t chd & ctia minh, khi xét duyét ddi tugng
khong nén cao biing vé thu nhdp va gian dién tich
can ho khi thi€t k€.

Thit hai, vé quy hoach s dung dat, khi quy
hoach sit dung da't d€ xay dung nha & xd hdi cin
quan tim d€n vi tri dat va k€t hdp v6i noi lam
viéc, ndi hoc tip va cé di€u kién thuan 1gi khi skt
dung cdc dich vu céng cdng...

TAILIEU THAM KHAO:

Thit ba, vé phat trién giao théng va cd sé ha
ting dong bd, cin ting cudng quan 1y va si dung
qu§ dat hiéu qua k&t hop véi viéc phat trién cd s8
ha tdng va phét trién giao thong.

Thit tu, vé& hgp tdc nha nudc va tu nhén, khi
xdy dyng nha & xa hoi cdn c6 sy hgp tdc giita nha
nudc va tu nhan dé€ thu hit von bén ngoai va két
hop vén clia ngin sich dia phusng. Thuc hién cdc
chinh séch wu dii lién quan d¢'n thu€ ddi véi cdc
cong ty tham gia thuc hién di/ in nha & xi héi
nhdm thu hidt nha diu tu.

Thit ndm, vé t8 chifc, can ¢ mot ¢ quan lam
dau m&i va cé di quyén lyc d¢ dé xudt cdc chinh
sdch quin Iy va phat trién nha ¢ xa hdi, quin Iy
vé dit dai va tdi thi€t 1ap cdc khu vyc xdy dung
nha 3 xa hdi.

Thit sdu, vé tai chinh, cAn c6 mot hé thong tai
chinh diing d%n dé bio dim cung cip ddy di von
cho cdc nha ddu tr va ngudi sir dung, dong thdi
tao diéu kién cho ngudi mua nha & c6 thé trd dan
trong mdt thdi gian dai, theo quy dinh hi€én hanh
la 20 nam. Chinh sdch tai chinh phdi linh hoat
gilp cho ngudi cé thu nhap thap c6 thé ti€t kiém,
hay déng ti€n nha hang thing bing hinh thifc tr
luong, hodc vay dai han vdi 1i sud't vu dii,...

Thit bdy, vé€ ning cao chit lugng dich vu nhd
& x4 hoi, dio tao ning lyc va rén luyén phim
chit cla nhan vién. TTQL&PTN can chi dong
gl nhin vién dugc tham gia cdc 16p chim s6c
khéch hang “chuyén nghiép” trong linh vyc nha
d, dic biétla y thitc ky ludt, tinh trung thuc va sy
tin tyy W
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(iii) Sy cdm théng c6 tdc ddng thuin chiéu dén
su thda man cda khach hing. Diéu nay thé hién,
khi nhan vién qudn 1y nha & hi€u dudc nhitng khé
khdn méc di nhé cla khdch hang ciing nhu quan
tim dén cd nhin khdch hang, hi€u dugc nhitng
yéu cau cu thé cla khach hang thi sy thda man
ciia khdch hang cang cao.

Cdc két qud trén th6ng nhat véi cdc nghién
cifu trong va ngodi nudc vé moi quan hé giira chat
lugng dich vu va su thda man clia khdch hang.
K&t qud nay cho thdy, déi v6i nha & thi mét y&u
td dic tha ddng chd ¥ chinh 13 sy hitu hinh c¢6 y
nghia thi€t yéu tdi chat lugng dich vu.

6.2. Ham y chinh sdch

Dua trén k€t qud nghién citu, tic gid dua ra
mot s6 ham y chinh sdch va ki€n nghi nhim ning
cao chat lugng dich vu va su hai long cda khdch
hang vé nha & x4 héi cia TTQL&PTN trén dia
ban tinh BRVT nhu sau:

Thit nhdt, vé chinh sdch, cin ban hanh nhiéu
chinh sdch vu dii hon d€ phat tri€n nha xa hoi,
nhu chinh sdch vé dit dai, thu€ vé tin dung wvu dai
va dic biét 1a cdi cdch thd tyuc hanh chinh theo
hudng tinh gon, hiéu luc, hiéu qui; bd sung mot
s6 chinh sdch nhu: bd sung tién nha vao luong di
d€ c4n bd, cong nhan, vién chifc c6 kha ning gidi
quy€t chd & cda minh, khi xét duyét ddi tugng
khong nén cio biing vé thu nhap va giin dién tich
cin ho khi thi€t k€.

Thit hai, vé& quy hoach sit dung dit, khi quy
hoach si dung d4t d€ xay dung nha & xa hdicdn
quan tdm d€n vi tri dat va két hdp vdi ndi 1am
viéc, ndi hoc tap va cé diéu kién thuin 1gi khi st
dung cdc dich vu céng cdng...

TAI LIEU THAM KHAO:

Thi ba, vé phdt trién giao thong va
ting dong bd, cin ting cudng quinly va
quy di't hiéu qua két hgp vdi viéc phittri€
ha ting va phat trién giao thong.

Thit tu, vé hgp tic nha nudc va w nh’
xdy dung nha & xa hoi cin c6 su hgptac gi
nuéc va tu nhan d€ thu hat v6n bén ngoat
hop von clia ngén sdch dia phuong. Thuc
chinh sdch wu dai 1:én quan dén thué doi
cong ty tham gia t'irc hién dy 4n nha & |
nhim thu hdt nha ¢ou .

Thit nam, vé & ~hiic, can c6 mét co qu-
diu m&i va ¢6 di quyén luc dé dé xudtcdi¢
sdch quin Iy va ph:it ri€n nha & xa hdi, \q
vé dit dai va tdi thi€l Idp cdc khu vye xa@:
nha d xa hoi.

Thit sdu, vé tai chinh, cin c6 moth¢ thd
chinh diing din d€ bio ddm cung cipdiy ¢
cho cdc nha diu tv va ngudi st dung, dom
tao diéu kién cho ngudi mua nha & ¢6 thé t
trong mdt thdi gian dai, theo quy dinh hiér
12 20 nim. Chinh sdch tii chinh phdi lim}
gitip cho ngudi c6 thu nhap thap c6 thé i€t
hay déng tién nha hang thdng bing hinh th
lwong, hodc vay dai han vdi lai sudt vu dais

Thit bdy, vé ning cao cha't lugng dich v
d xd hoi, ddo tao ning lyc va rén luyém
chat ctia nhin vién. TTQL&PTN cin chui
gilti nhan vién dudc tham gia céc 16p ch@
khéch hang “chuyé&n nghiép” trong linh viL
g, dic biét1a y thic ky luat, tinh trung thutc
tin tuy @
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ABSTRACT:

By using the SERVQUAL scale of Parasuraman et al (1988), this study is to measure the
satisfaction of customers with the social housing and support services of the Center for Housing
Management and Development of Ba Ria - Vung Tau Province. Different factors affecting the
satisfaction were analyzed through 322 surveys. This study’s regression analysis shows that there
are 5 factors having statistically significant positive impacts on the satisfaction of customers.
These factors are listed in descending order the impact level including Trust, Empathy,
Feedback, Guarantee and Visibility. Based on the study’s findings, some policy implications are
proposed to improve the satisfaction of customers with the social housing and support services of
the Center for Housing Management and Development of Ba Ria - Vung Tau Province.
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