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T
huat ngtî  djch vu cdng (public serv
ice) dupc sir dung rdng rai d cac 
nudc phat trien tir nhung nam 1980, 

song mdi dugc su dung d Viet Nam trong 
nhung nam gan day. Cd nhieu quan niem khac 
nhau ve djch vu cdng, tuy nhien cd the' hie'u 
"Djch vg cdng la hoat ddng phgc vu cac nhu 
cau chung thie't yeu, quyen va nghTa vu co ban 
eua cdng dan do eae co quan nha nudc thuc 
hien hoac uy nhiem cho cac td churc phi nha 
nudc". Vdi khai niem nay, djch vu cdng bao 
gdm djch vu hanh chinh cdng va djch vu cdng 
cdng. Djch vg hanh ehinh cdng lien quan de'n 
viec phgc vu cac quyen va nghTa vu co ban eCia 
cdng dan va phuc vg hoat ddng quan ly nha 
nudc, nen ve cP ban djch vu nay do co quan 
nha nudc cac cap thuc hien. Cdn djch vu cdng 
cdng la hoat ddng phuc vu cac nhu cau chung 
thiet yeu ciia cdng dan (ca nhan, td churc) nen 
cd the do cac co quan nha nudc thue hien hoac 
uy nhiem cho cac td chiire phi nha nudc thuc 
hipn. Trong bai viet nay, chung tdi chi de cap 
loai djch vg hanh chinh cdng. 

1. Co sd x&y dgng tieu chi danh gia chat 
luiqmg cung Cong djch vg hanh chinh cdng 

Hon 15 nam qua, Nha nude ta da quan tam 
nhieu den viec cai thien djch vg hanh ehinh 
trong giai quye't mdi quan he vdi td chiire va 
cdng dan thdng qua Chuong trinh tdng the ve 

(') Hgc vidn Hanh chinh 

cai each hanh chinh, dac biet la cai each thii tgc 
hanh chinh theo hudng don gian, cdng khai va 
thuan tien cho ngudi dan. Qua trinh nay dupe 
danh dau bang su ra ddi Nghj quye't 38-CP 
ngay 4/5/1994 eua Chinh phu ve cai each mdt 
budc thii tuc hanh chinh trong giai quye't cdng 
viec cua cdng dan, td chiire. Tie'p dd, Quy che 
thuc hien co che "mdt ciira" d cac co quan nha 
nudc va chinh quyen dja phuong dupe ban 
hanh theo Quye't djnh sd 181/2003/QD-TTg 
ngay 4/9/2003 ciia Thii tudng Chinh phu. Ngay 
20/6/2006 Thu tudng Chinh phu ban hanh 
Quye't djnh sd 144/2006/QD-TTg ve viec ap 
dung he thd'ng quan ly chat lupng theo tieu 
chuan TCVN ISO 9001:2000 vao hoat ddng 
ciia cac co quan hanh chinh nha nudc. Tien 
them mdt budc nira, ngay 10/1/2007 Thii tudng 
Chinh phu ban hanh Quye't dinh sd 30/QD-TTg 
phe duyet De an don gian hoa thii tuc hanh 
chinh tren cac ITnh vuc quan ly nha nudc giai 
doan 2007-2010 (gpi t i t la De an 30) va ngay 
22/6/2007 Thu tudng Chinh phii cd Quyet djnh 
so 93/2007/QD-TTg ve ban hanh Quy che thuc 
hien co che mdt cura, mdt cura lien thdng tai cac 
CO quan hanh chinh nha nudc d dja phuong 
thay the cho Quye't djnh sd 181/2003/QD-TTg 
nhim hoan thien hon nira viec thue hien co che 
"mdt cura" cho phu hop vdi timg loai thu tue 
hanh chinh. Ben canh dd, Nha nude da va dang 
thuc hien cac de an ve dao tao, bdi dudng 
nham nang cao nang luc cho dpi ngu can bd. 
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cdng chirc, dac biet nhirng ngudi true tie'p giao 
tiep vdi dan trong viec giai quyet cac yeu cau 
cdng dan. Dong thdi, thuc hien de an hien dai 
hoa hanh chinh nha nudc nhim xay dung cac 
cdng sd hanh chinh khang trang, hien dai phuc 
vu nhan dan mdt each tdt nhat. 

Viec thuc hien ndi dung cai each quy djnh 
trong cac van ban neu tren da cai thien dang ke 
viec giai quyet cac thCi tuc hanh chinh vdi cdng 
dan va td chiire, dupc xa hdi danh gia cao. 
Nhirng lai ich ma chuang trinh cai each dem lai 
cd the ke de'n nhu: tiet kiem thdi gian, tien bae 
ciia dan va ngudi dan cam thay hai Idng hon, 
gan gui han khi tiep xuc vdi cac co quan cdng 
quyen. Tuy nhien, danh gia chat lUpng cac djch 
vu hanh chinh cdng ma cac ca quan nha nude 
cung ung nhu the nao, vin la cau hdi dat ra 
chua cd cau tra Idi thoa dang. Theo chung tdi, 
de tra Idi cau hdi tren can dupc ly giai hai dieu 
quan trpng: 1) tieu chi nao the hien chat lupng 
djch vu hanh chinh cdng?; va 2) lam the nao de 
danh gia dupe chat lupng dich vu cdng theo cac 
tieu chi dd? 

De tim kie'm tieu chi phan anh chat lupng 
djch vu hanh chinh cdng, trudc tien, chung ta 
can hieu ve chuan muc chat lupng ciia mdt hang 
hoa hay dich vu. Hien cd nhieu quan niem ve 
chat lupng, song chimg tdi cho rang, chat lupng 
hang hoa (hay dich vu) la toan bd nhung tinh 
chat va dac diem cCia hang hoa hoac djch vu cd 
lien quan den kha nang thoa man nhu cau cCia 
khach hang. Theo khai niem nay, chat lupng 
dupc the hien a cac dac tinh ctia hang hoa hoac 
djch vu, nhung nd lai gan vdi nhu cau, yeu cau 
(su thoa man) ciia ngudi tieu diing. NghTa la, 
chat lupng hang hoa, dich vu dd dupc phan anh 
qua su cam nhan ciia khach hang ve mure dp 
dap irng yeu cau. Nhu vay, mudn xac dinh dupe 
cac tieu chi phan anh chat lupng ciia djch vu 
hanh chinh cdng, can phai tie'n hanh hai viec: 

Mot ta, xac djnh xem khach hang (cdng 
dan, td chirc) dat ra nhiing yeu cau gi dd'i vdi 
timg loai djch vu hanh chinh cdng. Viec xac 
djnh khach hang can nhirng gi d mdt djch vu 
hanh chinh cdng khdng phai khd thuc hien, chi 

can tien hanh mdt cupc dieu tra hay phong van 
dd'i vdi nhdm khach hang thudng xuyen silr 
dung djch vg nay. 

Hai la, xac djnh nhung yeu to tao nen dac 
tinh ciia djch vg hanh chinh cdng dd. Oe xac 
djnh, Chung ta can xem xet day dii ta't ca cac 
ye'u td va qua trinh tao nen djch vg hanh chinh 
cdng. 

2. H$ thong tieu chi danh gia chlft lir<ing 
cung ung djch vg hanh chinh cdng. 

Dua vao phuong phap tiep can theo qua 
trinh, thi hoat ddng cung cap djch vg hanh chinh 
cdng ciia bat ky mdt co quan hanh chinh nha 
nudc nao cung cd the dupre khai quat nhu sau: 

niqiicii 
dlin/ik 

Theo so do tren, qua trinh tao ra djch vg 
hanh chinh la qua trinh chuyen hda cac yeu td 
dau vao (cac yeu eau, mong dpi eua ngudi dan, 
cac ngudn luc va cac ye'u td khac) thanh cac ket 
qua dau ra (cac djch vg lam thda man nhQng 
nhu cau ciia ngudi dan va cac yeu cau ve quan 
ly nha nudc). 

Theo each tie'p can nay, he thd'ng tieu chi 
danh gia chat lupmg ciia djch vg hanh chinh 
cdng phai phan anh duoc cac ye'u td: Muc tieu, 
dau vao, qua trinh, dau ra va kit qui eua dau 
ra (dupc lupng hoa). 

2.1. Tieu ehi ve muc tieu hoat ddng cua ca 
quan hanh chinh nha nudc. Mdi co quan diu cd 
nhung muc tieu eg the ciia minh ddng gdp vao 
thuc hien mgc tieu chung ciia quan ly nha nudc 
theo su phan cap hoac phan cdng, phu hprp vdi 
chuc nang, nhiem vg duoc phap luat qui djnh, 
nhim dam bao su on djnh, trat tu va cdng bing 
xa hdi trong pham vi quan ly dUOc giao; va phgc 
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vu nhu cau cua nhan dan ngay cang tdt hem. 
Tuy cac mgc tieu nay khdng true tie'p tao nen 
chat lupng cua mdt djch vu hanh chinh cdng eg 
the, nhung viec xac djnh dung d in cac muc tieu 
nay the hien su cam ke't cua CP quan hanh 
chinh nha nudc trong viec phgc vu nhan dan. 
Mgc tieu phgc vu theo nhu eau ngudi dan 
thudng duoc the hien trong chinh sach chat 
lupng ciia cac co quan hanh chinh nha nudc khi 
ap dgng tieu chuan TCVN ISO 9001:2000. 

2.2. Tieu ehi phin anh eae yeu tdeiu thanh 
dau vao eua ea quan hanh chinh. Ye'u td dau 
vao gdp phan tao nen chat lupng eiia djch vu 
hanh chinh, thdng qua nang luc hanh chinh nha 
nudc nhu: 

- Ha tang cP sd gdm nha cura, thie't bj, cdng 
eg thdng tin va eae phuong tien ky thuat khac...; 
dac biet la nhung trang thie't bj tai phdng tiep 
dan - noi ngudi dan tie'p xuc vdi co quan cdng 
quyen thdng qua cac cdng chiire hanh chinh. 
Neu phdng tiep dan rdng rai, dupc trang bj day 
dii cac yeu td nhu: anh sang, mau sac, kiem 
soat tieng dn, nhiet dp, dp am se tao cam giac 
thoai mai cho ngudi dan khi de'n lam viec vdi co 
quan nha nude. Nhu vay, ha tang co sd la mdt 
ye'u td tao nen chat lupng djch vu hanh chinh 
cdng va cung la mdt nhdm tieu chi de danh gia 
chat lupng djch vg nay. 

- Nhan su hanh ehinh la tieu chi het sire 
quan trpng, the hien tinh quye't djnh trong djch 
vu hanh chinh cdng. Neu can bd, cdng chiire cd 
pham chat, trach nhiem, du nang luc (nhat la ky 
nang, nghiep vu) se hoan thanh td't nhiem vu 
dupe giao. Yeu cau dd'i vdi cdng chuc lam djch 
vu hanh ehinh la phai biet l ing nghe, phai cd 
kien thiirc va ky nang giai quye't cdng viec, biet 
nhin nai va kiem che, biet di ln dat rd rang, cd 
thai dp than thien, giai quye't cdng viec kjp thdi 
va tac phong hoat bat v.v.. Td'i ky thai dp thd o, 
lanh dam, may mdc, ndn ndng, khdng te nhj, 
thieu tdn trpng dan. Vi vay, nang luc cua dpi 
ngu can bd, cdng chiire trong giai quye't cac 
cdng viec hanh ehinh va thai dp (tdn trpng va 
tan tuy phgc vu nhan dan) cua hp cung la 
nhung yeu td tao nen su hai Idng ciia ngudi dan 

va cung la nhung tieu chi danh gia chat lupng 
djch vu hanh chinh. 

- Yeu cau cCia khach hang (cdng dan va td 
churc) chinh la nhu cau hay mong dpi ciia ngudi 
dan dd'i vdi nhung dich vu ma hp can thu hudng. 
Yeu eau cCia khach hang tuy la thudc ve chinh 
ngudi dan, nhung viec the hien cac yeu cau nay 
dudi mdt hinh thirc nhat djnh lai do ca quan nha 
nudc dat ra (thudng gpi la hd so cdng dan). Vi 
vay, ne'u bd hd so nay gdm nhieu loai giay td va 
ngudi dan khd thuc hien (the hien d each viet 
hoac dien vao mau hoac phai dupc nhieu co 
quan hanh chinh nha nudc khac nhau xac nhan) 
thi se gay khd khan cho ngudi dan trong viec 
thoa man nhu cau ciia minh. Nhu vay, cac yeu 
eau ve hd so hanh chinh cung la tieu chi danh 
gia chat lupng dich vu hanh chinh cdng. 

2.3 Tieu chi ve giai quye't cdng viec eho 
ngudi dan. Tieu chi nay phan anh ve hoat ddng 
ciia dpi ngu can bd, cdng chiire trong viec giai 
quyet nhiing nhu cau cua dan. Yeu cau dd'i vdi 
qua trinh nay la phai dupc dien ra mdt each dan 
chu va cdng bang, cdng khai, minh bach ve 
thdng tin; each iimg xu ljch thiep va ddng cam 
vdi khach hang; tin cay va san sang trong phuc 
vu; su hai Idng trong cdng viec ciia nhan vien, 
su hai Idng cua khach hang v.v.. 

- Dan chii va cdng bang la viec ngudi dan 
cd dupc de dat cac y kie'n ciia minh hay khdng; 
y kien dd dupc xem xet nhu the nao va ngudi 
dan cd nhan dupc phan hdi ve y kien eua minh 
hay khdng; ngudi dan cd dupc ddi xu cdng 
bang (khdng thien vj) trong qua trinh giai quyet 
cdng viec khdng. 

- Cdng khai, minh bach ve thdng tin la viec 
ngudi dan cd dupe thdng tin ve tien trinh giai 
quyet cdng viec hay khdng; khi cd nhiing cham 
tre nao dd cd dupe bao trudc hay khdng. 

- Dp tin cay la viec dam bao thuc hien 
nhiing thda thuan (irng vdi yeu cau, mong dpi 
ciia dan va cac yeu cau chinh dang khac dupc 
xac djnh) phii hpp vdi cac ngudn luc can dupc 
huy ddng. 

- Su san sang la viec chuan bi mdt each 
chii ddng nhirng gi can thie't de dap ung yeu 
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cau cua dan khi giao tie'p, trao dd'i giai quyet 
cdng viec. 

- Su cu xur than thien the hien each cu xu, 
kich thich tinh than ciia ngudi dan nhim tao 
mdi quan he gan gui vdi ngudi dan. 

- Su ddng cam la viec tim kie'm nhiing giai 
phap hpp ly trong nhung tinh hudng khd xu. 

- Thdi gian giai quye't cdng viec ed dung 
theo quy dinh hay khdng. 

2.4. Tieu ehi phin anh dau ra cua d'ich vu 
hanh chinh. Dau ra ciia djch vg chinh la ke't qua 
giai quye't cac yeu eau cua cdng dan va td churc, 
the hien bing nhung van ban, giay td hanh 
chinh ma ngudi dan nhan duoc tir cac co quan 

hanh ehinh nao dd do co quan hanh chinh nha 
nudc cap, nhung sau nay khdng can dung den, 
thi dd la mdt viec khdng cd y nghTa (it nhat tiJr 
phia ngudi dan). 

Viec tim kiem cac tieu chi tren da khd khan 
phiirc tap, nhung lam the nao de danh gia chat 
lupmg djch vg hanh ehinh cdng theo cac tieu chi 
tren cung la cdng viec khdng he don gian. Theo 
chung tdi, cd the sur dgng hai each danh gia 
chat luong djch vg hanh chinh cdng sau day: 

Mdt la, tie'n hanh do ludng chat lupng djch 
vg hanh ehinh cdng theo cac tieu chi tren (ap 
dgng dd'i vdi cac tieu ehi cd the djnh lupng 
duoc) va so sanh nd vdi tieu chuan dat ra (yeu 

hanh chinh nha nude. De danh gia ket qua nay, eau chat luong). Viec do ludng nay can sir dgng 
cac phuomg phap thd'ng ke kinh te-xa hdi va do 
eae co quan hanh chinh hay cac to chiire djch 
vg danh gia thuc hien theo yeu cau trung thgc, 
khach quan. 

Hai la, xac djnh mure dp thoa man nhu cau 
ciia khach hang (cdng dan va to churc). De xac 
djnh dieu nay, can sir dgng cac phuang phap 
dieu tra xa hdi hpc nhu phieu dieu tra hoac 
phdng van, ke't hop vdi phuong phap danh gia 
du luan. 

Nhu vay, he thd'ng tieu ehi danh gia chat 
lupng mdt djch vg hanh chinh cdng can phai 
phan anh dupe cac khia canh eiia nhiing yeu td 
eau thanh qua trinh hanh ehinh va anh hudng 
(tac ddng) ve sau cua djch vg hanh chinh. Dong 
thdi phai phan anh dupre mong mud'n thuc te cCia 
ngudi sir dgng (cdng dan va to chiire) ve mpt 
djch vg hanh ehinh nao dd. Chung tdi eho ring, 
mdi loai djch vg hanh ehinh cdng can cd mdt he 
thd'ng tieu chi rieng phu hop vdi tinh chat lo?i 
djch vg va dac diem cung umg djch vg dd. Chic 
chin ring, thdng qua viec xay dung he thd'ng 
cac tieu ehi, cung vdi danh gia chat lupng djch 
vg hanh chinh cdng theo cac tieu chi dd se cai 
thien dang ke chat lupng eCia djch vg hanh chinh 
cdng. Can eiir ke't qua danh gia chat lupng djch 
vg hanh chinh cdng hang nam, co quan cd trach 
nhiem se tien hanh phan loai tiJr cao xudng thip 

can xem xet o ba tieu ehi sau: 
Thiir nhat, ke't qua tra cho ngudi dan ed kjp 

thdi theo yeu cau khdng. Dieu nay thudc trach 
nhiem eiia co quan giai quye't cdng viec hanh 
chinh. 

Thiir hai, khoang thdi gian giai quye't cdng 
viec trong bao lau. Dieu nay thude trach nhiem 
ciia ea co quan ban hanh qui trinh, thii tgc hanh 
ehinh va co quan giai quyet cdng viec hanh 
chinh. 

Thur ba, nhirng van ban, giay td hanh chinh 
giai quyet cdng viec cho ngudi dan cd ehinh xac 
hay khdng. Neu thieu chinh xac, se gay phien 
toai eho ngudi dan khi sur dgng nhung giay td 
dd vao viec thoa man mdt nhu cau nao dd. 

2.5. Tieu ehi danh gia kit qui eua dau ra. 
Ke't qua dau ra the hien d hai tieu chi: 
Thur nhat, cd dat dupc mgc tieu eua quan ly 

hay khdng. Tieu ehi nay lien quan true tie'p de'n 
ddi sd'ng xa hdi tren phuong dien ke't qua hanh 
vi cua ehCi the tac ddng true tie'p dd'i vdi xa hdi 
nhu the nao. Vi dg, nhieu du an dau tu duoc 
cap phep trong mdt thdi gian nhat djnh chua 
hln da dem lai ke't qua tdt eho xa hdi, ne'u chii 
the ciia cac du an nay khdng thuc su dau tu, 
ma chi nhim chie'm giCr tai nguyen. 

Thiir hai, ke't qua djch vg cd tac dgng gi dd'i 
vdi ngudi dan trong tuong lai. Ne'u ngudi dan 
phai ehi phi nhieu ve thdi gian, cdng sure, tham de cac eo quan biet minh dang d dau va nd luc 
ehi tien eua de cd duoc mdt loai mdt giay td cai tie'n nhiing gi edn yeu kem a 
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