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ABSTRACT

The result of applying the theoretical framework on the Servqual scale
(a scale measuring components of service’s quality) built by
Parasuraman and is complemented by other authors showed that
provides services not only statistical information purely administrative
operation of the service, but also influenced by many marketable

factors. Customers’ satisfaction (users of statistical information) is

impacted by several factors, the most important of which are: service
cost, empathy, tangible means and reliability of users to provide
statistical information service. The impact of these factors are
quantified specifically in providing statistical information purely
service model.

TOM TAT

Két qua vin dung khung Iy thuyét vé thang do Servqual (thang do hrong
cdc thanh phan ciia chdt lwong dich vu) do Parasuraman xdy dung va
diege bé sung boi nhiéu tac gia khdc cho thdy, dich vu cung cap théng
tin thong ké khong chi thuan tiy la hoat dong ciia dich vu hanh chinh
cong ma con chiu anh hwéng ciia nhiéu nhan t6 mang tinh thi truong.
Sy hai long cua khach hang (nguoi sur dung thong tin thong ké) chiu tac
déng manh mé tir nhiéu nhan t6, trong dé quan trong nhat la: chi phi
dich vu, si cam thong, phwong tién hitu hinh va su tin cdy cia nguoi
dung tin doi véi dich vu cung cdp thong tin thong ké. Tdc ddng cia cdc
nhdn t6 nay dwogc dinh lwong cu thé trong mé hinh dich vu cung cdp
théng tin thong ké.

1 GIOI THIEU

Théng ké 1a linh vyc dich vy ciia nén kinh té
tri thirc. V6i ky nguyén xa héi thong tin nhu
hién nay, da xuat hién sy can thi¢t thda man

ctru mo hinh 1y thuyét vé cung cdp dich vu
thong tin thong ké; xac dinh cic nhan t6 anh
huéng nhdm thoa man sy hai long cta ngudi sir
dung d tré thanh nhu cau birc thiét.

ngdy cang rong hon va tot hon nhu cau cua DPbi tugng phong van duge chon theo

ngudi st dung cac dir liéu thong ké.

Kinh té cang phat trién, nhu cau s dung
thong tin thong ké cang nhicu. Do vay, nghién

phuong phép phan ting - ngau nhién véi sb
luong 1a 342 mau, chia ra: 1%9 mau 1a cac nha
nghién ctru (37,72%), 123 mau la nhitng nguoi
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hONat dong san xuét kinh doanh (35,96%), 88
mau la nha quan ly/quan tri (25,73%) va 02
mau la phong vién/nha bao (0,58%).

S liéu so cap dugc thu thap bang hinh thirc
guri phiéu va phong van truc tiép qua bang cau
hoi gdbm 44 muyc ghi nhan y kién danh gia sy hai
long cta nguoi dung tin khi sir dung dich vu
thong tin thong ké thong qua cac yéu té nhu: sy
tin cay, nang luc dap tng, sy ddm bdo, sy cam
thong, phuong tién hiru hinh va chi phi s dung
dich vu do nganh Thdng ké cung cp.

Nhom tac gia dd st dung phwong phap
thong k€ mo6 ta, phén tich nhan t6, phan tich hdi
quy tuyén tinh da bién vé6i sy hd tro cua phan
mém SPSS 16.0 va Microsoft Office Excel
phién ban 2003.

2 LY THUYET VA MO HINH NGHIEN
CUU
Dich vu cung cdp théng tin thong ké

Théng ké 12 linh vyc dich vu ctia nén kinh té
tri thire. Co quan thong ké co chuc nang t6 chirc
cac hoat dong théng ké va cung cap thong tin
kinh t& - x3 hoi cho cac co quan, to chic, ca
nhan theo quy dinh cua phap luét (Dleu 1). bap
Ung nhu cau thong tin thng ké cho tat ca cac ca
nhén, t6 chirc, cac truong dai hoc, khédi doanh
nghi¢p, phuong tién thong tin va cong cong.

Hoat dong dich vu théng tin théng ké bao
gdém cung cp phuong phap tinh va hé thong chi
tiéu thong ké va canh bao trong tit ca cac linh
vuc; hé thdng chi tiéu danh gia tong hop va du
béo thong ké thudc tat ca cac linh vuc trong doi
song kinh té - xa hoi ¢ tm vi md ciing nhu vi
md. Nhu véy, dich vu thong ké mang ban chat
cua loai hinh dich vu céng va dich vu phuc vu
cho nhu cdu théng tin cta x3 hoi.

Chat lwong dich vu

La mot san phém dac biét nén dich vu kho
dinh luong va khong thé nhin dang bang mit
thuong dugc. Trong qua trinh tiéu dung dich
vu, chat luong dich vu thé hién trong qué trinh
tuong tac gilra khach hang va nhan vién cua
cong ty cung cap dich vu (Svensson 2002).

Do vay, danh gia chét luong cua dich vy
khong de dang, cho dén nay con rat nhi€u tranh
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cdi gilta cac nha 1y thuyét cling nhu cac nha
nghién ctru trong viéc dinh nghia, danh gia chat
luong dich vu. Tuy nhién, chét luong dich vu
dugc xem nhu khoang cach giita mong doi vé
dich vu va nhan thttc ctia khach hang khi st
dung dich vu (Parasurman, Zeithaml and Berry,
1985,1988).

Vé co ban, chét luwgng dich vu c6 5 dac diém
nhu sau: tinh vuot trdi (transcendent), tinh dic
trung ctia san pham (product led), tinh cung
ung (process or supply led), tinh théa man
nhu cdu (customer led) va tinh tao ra gia tri
(value led).

Sw hai long cua khach hang

Su théa man hay con goi 1a sy hai long cia
khach hang c6 nhiéu dinh nghia khac nhau, tuy
thudc vao quan diém (Oliver 1997). Hai long
khach hang dugc xem nhu sy so sanh gilta
mong doi trude va sau khi mua mot san pham
hodc dich vu (Bachelet 1995). Sy théa man la
su phan tng cta nguoi tiéu dung ddi voi viée
udc luong sy khac nhau gitta nhiing mong
mudn trude d6, va su thé hién thuc su cta san
pham nhur 12 sy chap nhén sau cing khi ding n6
(Tse va Wilton 1988).

Su thoéa man con 1a mirc d§ cua trang thai
cam gidc cia mot nguoi bat ngudn tir vide so
sanh két qua thu duoc tir san phdm v&i nhimng
ky vong cta nguoi d6 (Kotler 2001).

Quan hé gita chdt luwong dich vu va sy hai
long cua khach hang

Mot s6 tac gia cho rang giita chat lugng
dich vu va hai long khach hang c6 su trung
khép vi thé hai khai niém nay c6 thé sir dung
thay thé cho nhau. Tuy nhién, theo Zeithaml
and Bitner (2000), chit lwong dich vu va hai
long khach hang 1a hai khai niém khac nhau,
trong khi chét luong dich vu chi tp trung cu
thé vao nhitng thanh phan cua dich vy, con hai
long khach hang 1a khai niém tong quat. Hién
van chua c6 dugc su théng nhit vé cac khai
niém, nhung da sé cac nha nghién ctru cho rang
giita chat lugng dich vu va hai 1ong khach hang
c6 mdi lién hé véi nhau (Cronin and Taylor
1992; Spereng 1996).
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Theo mot s6 nha nghién ctru thi mirc d6 hai
1ong ciing anh huong rat 1on d&én hanh vi khach
hang. Vi véy, khi nghién ctru vé sy hai 1ong cua
khach hang thi viéc lam cho khach hang hai
long 1a rat can thiét, nhung viéc gitp ho
cam thdy hoan toan hai long lai quan trong
hon nhiéu.

Ly thuyét niy 1a co sé quan trong cho nhiing
giai phap cai tién chat lwong dich vu linh hoat
db6i véi timg nhom khach hang khac nhau trong
mo hinh cung cép dich vu.

Dé xuat mé hinh nghién ciru

Parasuraman va cong su khrflng dinh ri'ing,
Servqual 1a mot dung cu do ludng chét lugng
dich vu tin cdy va chinh xac (Parasuraman va
cong sy 1988, 1991, 1993) va thang do nay da
duoc st dung rong rai (Buttle 1996; Robinson
1999). Bo thang do Servqual do luong sy cam
nhan vé dich vu théng qua ndm thanh phan chat
lwong dich vu, bao gdm 21 bién quan sat, d6 1a:
Tin cdy (5 bién), Pap tmg (3 bién), Ning lyc

Hinh 1: Mé hinh dé xuét cdc nhin
t6 tac dong dén sy hai long doi véi
ngudi sir dung dich vu cung cAp
thong tin thong ké

3 PHUONG PHAP NGHIEN CcUU

Nghién ctru dugc thyce hién trén dia ban tinh
Héau Giang.

Nghién ctru so bd bang phuwong phap nghién
ctu dinh tinh dé kham phé, diéu chinh va b
sung cic bién quan sat dung dé do ludng cac
khai niém nghién ctru, gdm 2 budc: i) tham
khao ¥ kién cia cac chuyén gia/cic nha nghién
ctu — nhitng nguoi thuong xuyén st dung
thong tin thong ké (n=50). ii) ¥ kién dong gop
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phuc vu (4 bién), Déng cam (4 bién) va Phuong
tién hitu hinh (5 bién).

Cudc diéu tra nhu cdu thong tin thng ké
nam 2008 do Téng cuc Théng ké thuc hién da
xac dinh dugc 3 mirc d§ cua sy hai long (hai
long, twong dbi hai long, chwa hai 1ong), nhung
chua chi ra dugc cic nhan té tac dong dén su
hai long/thoa man cua nguoi dung tin. Co 4 yéu
cau dbi véi cung cap thong tin thong ké 1a: kip
thoi, day du, tin cdy va mic do cong bang khi
tiép can.

Két qua ciing cho thiy, ngudi st dung chip
nhan trd phi khi st dung dich vu théng ké
nhung chua thé hién rd hinh thire va diéu kién
rang budc gitra 2 bén (cung cap va sir dung).

Do véy, nhom tac gia tiép tuc nghién ciru dé
xéac dinh cac nhan tb tac dong dén sy hai long
ctua nguoi sir dung, ciing nhu danh gia tinh phu
hop ctua mé hinh do luong dich vu cung cip
thong tin thong ké ddi voi dir liéu thyc té thu
thap dugc. M6 hinh nghién ciu duogc dé xuét
nhu hinh 1 sau day:

Su hai long cua
ngudi sur dung

tor cac chuyén gia/nghién cuu, cac nha lanh
dao/quan tri cac to chirc/doanh nghiép (n=100).
Thoi gian thuc hién tir thang 3 dén thang 8 nim
2011. Két qua mong doi 1a mot bang cau hoi
gb6m 44 muc, duoc sap xép trong 6 thang do yéu
t6 anh huong va 1 thang do su hai long.

Nghién ciru chinh thirc dugc thyc hién béng
phuong phép nghién ctru dinh luong. Mau duoc
chon theo phuong phép phén ting — ngau nhién
v&i ¢ mau ban dau 1a n = 350, duoc td chirc
ldy mau khong tring lip voi miu cta nghién
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ciru so bd. Phan phdi miu cho ting nhém
doi tugng duoc thé hién chi tiet trong bang 1
sau day.

Bang 1: S6 lwong mz:‘lu phan theo dbi twong tham
gia phéng van

TT Dbi twong phéng van S6  Co chu
miu miu (%)

1 Nhom san xuat, kinh 125 35,71
doanh

11 Chu doanh nghi¢p/Nha 46 13,14
dau tu )
Lanh dao cap bo phan

1.2 trong DN 2! o0

1.3 Nhan vién doanh nghiép 48 13,71
Chu dau tu cac du

1.4 4n/quy hoach : 02 0,57
Nhéan vién lam du

1.5 4n/quy hoach 8 2,29

2 Nhém nghién ciru 130 37,14
Nha nghién ctru, nha

2.1 khoa hoc 18 5,14

22 GlangZ vién cac tr(uong 6 171
cao dang/trung cap

2.3 Cong chuc 35 10,00

2.4 Vién chuc i 33 9,43

25 Cflp bd doan thé/hiép 19 543
hoi

2.6  Sinh vién 19 5,43

3 Nhom lanh dao 90 25,71

31 La}nh dao céac co quan 15 429
Dang )

39 Ijanh dao co quan cap ) 0,57
tinh )

33 Lantl dao co quan cap 2% 743
huyén )

34 i;nh dao co quan cap 25 7.14
Lanh dao cap

3.5 phong/khoa céc truong 8 2,29
bH, Cb

36 Lanh 52.10 cac co so dao ] 2.9
tao nghe

37 La?h dAao cac truong 6 171
pho thong

4 Nh,om thong tin dai 5 1,43
chiing

4.1  Phong vién, nha bao 5 1,43

Tong sb 350 100,00

Nguon: Tong hop tiv két qua thu thdp théng tin ban ddu
cua bang hoi
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S6 luong phiéu hoan chinh sir dung cho
nghién ctru dinh lugng 1a 342. Hinh thic thu
thap thong tin 1a phong véan tryc tiép va gui
phiéu. Thoi gian thuc hién tir thang 9 dén hét
thang 12 nam 2011.

Thong tin thu thap dwoc xir 1y bing phan
mém Microsoft Office Excel 2003 dé nhap liéu,
1am sach va ma hoa. Phdn mém SPSS phién ban
16.0 duogc st dung dé phan tich: danh gia dé tin
cay cac thang do, théng k& mo ta, phan tich
nhan t6 va phan tich hdi quy tuyén tinh da bién.

Do tin cdy cua cac thang do ludong duoc
kiém dinh qua phan tich Cronbach Alpha: khai
niém nghién ctru (yéu té anh huong) phai c6 hé
s6 Cronbach’s Alpha trong khoang 0,6 dén
0,95; b1en quan sat c6 hé so tuong quan gilia
bién va tong > 0,3; dong thoi Alpha néu loai
muc hoi (bién quan sat) phai c6 gia tri cua ting
bién nhoé hon hé sb Cronbach’s Alpha cia thang
do luong tuong ung.

Céc thang do tiép tuc duoc danh gia bang
phuong phap phan tich nhan t6 dé kiém dinh su
trong quan cua cac bién thanh phan. Néu thoa
mén thi cac nhan t6 nay tiép tuc duoc s dung
dé kiém dinh mé hinh 1y thuyét. Viéc kiém dinh
md hinh 1y thuyét dwoc thuc hién bang phuong
phap hoi quy da blen nham xem xét nhimg nhan
t6 co gia tri quyét dinh d6i voi chat lugng dich
vu nghién ctru.

4 KET QUA NGHIEN CUU
Két quad kiém dinh do tin cdy cua cdc thang
do luong

Dir liéu sau khi lam sach va ma hoa duoc
dua vao phéan tich Cronchbach Alpha, két qua
cu thé ¢ Bang 2 nhu sau:

Bang 2: Két qué kiém dinh thanh phan thang do
do lwong sy hai long

Thang do Cronbach’s Alpha
Su tin cay 0,788
Naéng luc dap tng 0,735
Su cam thong 0,887
Phuong tién hitu hinh 0.687
(Cronbach’sAlpha=0,687) ’

Chi phi dich vy 0,938
Su hai long 0,811

Nguon: Két qua xir Iy s6 liéu bang phian mém SPSS 16.0
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Két qua cho thiy 0,6 < Cronbach’s Alpha <
0,95; déng thoi cac hé sd tinh toan cho céc bién
quan sat trong timg thang do thanh phan nhu:
tuong quan bién — tong déu 16n hon 0,3; gia tri
Alpha néu boé di muc hoi déu bé hon hé sb
Cronbach’s Alpha cua tung thang do tuong
tng. Nhu vy, thang do luong dam bao do tin
cay can thlet va dugc sir dung cho phan tich
nhan t6 tiép theo.

Két qua phan tich nhan t6 kham phd (EFA —
Exploratory Factor Analysis)

Phan tich EFA duogc tién hanh & 2 nhém:
thang do ludng cic nhan t tac dong  va thang
do ludng sy hai 10ng (nhén t6 bi tac dong).

Nhém cdc nhin t6 tic déng: véi 36 bién
quan sat ban dau, két qua chon loc dugc 22 bién
quan sat c6 hé sd tai nhan t6 (Factor loading)
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16n hon tiéu chuan cho phép (> 0.5). Dong thoi,
klem dinh Bartlett cho thdy gitra cc bién trong
téng thé c6 mdi twong quan v6i nhau (mic y
nghia sig = 0,000 < 0,05) vdi hé s6 KMO =
0,799 (0,5 < KMO < 1,0), chung t6 phan tich
EFA cho viéc nhém céc bién quan sat nay lai
véi nhau la thich hgp.

Bang 3: Két qua kiém dinh Barlett dbi véi thang
do cac nhén to tac dong

Chi sb Cic nhén to
Hé $6 KMO (kiém dinh Barlett) 0,799
Murc y nghia (Sig.) 0,000

Nguon: Két qua xit Iy 56 liéu bang phian mém SPSS 16.0

Két qua: c6 6 nhan t6 voi tong phuong sai
trich 1a 58,782; tirc 1a kha ning st dung 6 yéu
t6 nay dé giai thich cho 22 bién quan sat 1a
58,78% (> 50%).

Bang 4: Cac nhan t6 méi dwgce rit trich qua phan tich EFA

Ky hiéu Tén nhin to

Cic bién quan sat

CP4 - Chi phi cung cép dich vu dung theo quy dinh tai chinh hién hanh
TC6 - Thong tin théng ké dén tay ngudi sir dung cin duogc an toan
CP3 - Khong tinh thém chi phi cho nguoi st dung khi stra chita nhitng thong

CPDV  Chiphidichvy 00 C0salsot

kém chét luong

CP5 - C6 cam két dén bu thiét hai cho khach hang khi thong tin cung cap

CP1 - Ngudi st dung duoc quyén thoa thuén chi phi dich vu cung cép thong

tin thong ké

CT3 - Nhén vién lu6n lang nghe ¥ kién ctia ngudi st dung

TC4 - Thong tin théng ké do dich vu cung cip can mang tinh kip thoi

SCT Sur cam thong CT4 - Nhan vién ludn thén thién v6i khach hang
CT2 - Nhan vién luén quan tdm dén moi nhu cau cua ngudi st dung
DB2 - Nhan vién luén chiu trach nhi¢m vé thong tin thong ké da cung cap
cho nguoi su dung . )

SDB Sur dam bio DB4 - bam bao cong bang doi véi moi khach hang

khéch hang

DBI - Nhan vién luoén nhiét tinh huéng dan cach sir dung thong tin cho

DB3 - Cung cép thong tin thong ké trong nhiéu linh vuc kinh té, xa hoi

DU4 - Nhan vién ludn lich sy, thai d§ ding muc

NLDU Nang luc  dap
ung

DUI - Nhén vién sin sang giai dap moi thic méc cua khach hang
DU?2 - Nhan vién luén c¢6 mat khi khach hang yéu cau
DU3 - Kién thitc chuyén mdn cuia nhan vién tot

Su tin cay & can

TC2 - Théong tin thong ké do dich vu cung cp can mang tinh dong bo

STC&CT thiét DUS5 - Chét hrorng thong tin diing theo yéu cau cia khach hang
PT3 - Niém yét quy trinh kém theo don gi4 cung cap dich vu cu thé, don
PTHH Phuong tién hitu gian, dé hleu

hinh PT2 - B4 tri noi tiép khach thoang mat, tién loi

PTI - Trang thiét b hién dai

Nguén: Két qua xir 1y 56 liéu bing phan mém SPSS 16.0
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Thang do lwong sw hai long: bang phuong
phap trich Principal Component Analysis véi
phép quay Varimax cho két qua rut ra dugc 1
nhan t6 chung (thang do don hudng) duoc dat
tén 1a Sw hai 1ong. Két qua cu thé & Bang 5
nhu sau:

Bang 5: Két qua kiém dinh Barlett ddi v6i thang
do su hai long

Chi s6 Cic nhin to
Téng phuong sai trich 50,775
Hé s6 KMO (kiém dinh Barlett) 0,792
Mtrc vy nghia (Sig.) 0,000

Nguon: Két qua xir Iy s6 liéu bang phan mém SPSS 16.0

Két qua cho thdy cac chi tiéu déu dat tiéu
chuin (h¢ sb tai nhan t6 Factor loading > 0,5;
muc v nghia sig. = 0,000 < 0,05 c6 y nghia
thong ké), chung t6 st dung phan tich EFA cho
thang do nay la phu hop.

Két qud phan tich hoi quy tuyén tinh da bién

M6 hinh hdi quy tuyén tinh da bién cho biét
mdi twong quan giita timg bién doc lap (khai
niém nghién ctru) voi bién phu thudc (su hai
1ong) ciing nhu mdi twong quan giita cac bién
doc 1ap. M6 hinh hdi quy trong nghién ciru nay
nhu sau: Y = B() + B1X1 + BzXz + B3X3 + B4X4 +
BsXs + BeXes+ €

Trong d6: Y la sy hai long cua nguoi sur
dung dich vu thong tin thong ké

X, 1a nhan t6 tht n; B, 1a cac tham sb
hoi quy

Bo 1a hé sb chin cia ham hdi quy; e 1a sai
sO thuc

Két qua phan tich hdi quy s& cho biét muc
d6 tac dong cua ting nhén t6 ddi voi su hai
long cua khach hang khi sir dung dich vu cung
cap thong tin thong ké. Két qua phén tich dugc
trinh bay ¢ Bang 6.

Heé s6 tuong quan bdi (R) bang 0,859 1a kha
cao; binh phuong hé sb twong quan bdi hiéu
chinh (hé¢ sé6 R? didu chinh) biang 0,738; co
nghia 12 73,8% su bién thién cua sy hai long
khach hang c6 thé dugc giai thich tir mdi lién
hé tuyén tinh giita cac khai niém nghién ctu,
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phﬁn gbn lai (26,2%) duoc giai thich do céc
nhan t6 khac ngoai moé hinh.

Két qua hdi quy cho thay ¢ 4 nhan t6 1a Chi
phi dich vu (CPDV): Su cam théng (SCT), Su
tin cdy & can thiét (STC&CT) va Phuong tién
hiru hinh (PTHH) c6 quan hé tuyén tinh thuan
chidu véi su hai 10ng cta ngudi st dung dich vu
thong tin thong ké (Sig < 0,05). Vi vdy, 4 nhan
t6 nay s& giit lai trong mo hinh hdi quy.

Bang 6: Két qua hoi quy twong quan sy hai long
va cac nhan to anh huéng

Bibn Hé sb twong Gia Mikc y
quan trit nghia Sig.

Sﬁ“ phi dich 0,459 14.746 0,000

Su cam 0,410 11.791 0,000

thong

Su dam bao 0,086 2.675 0,008

Nang lue 20,071 -2.489 0,013

dap tng

Su tin cay

% cin thidt 0,102  3.059 0,002

Phuong tién

hiva hish 0,124 4.146 0,000

R 0,859°

R*(R

Square) 0,738

Hé s R?

didu chinh 0,738

Mtc y a

nghia (Sig.) 0,000

Nguon: Két qua xir Iy s6 ligu bang phan mém SPSS 16.0
Ghi chii: “ ¢6 y nghia thong ké twong vmg la 0,01

Nhan t6 Chi phi dich vu ¢6 muc anh hudng
cao nhat (B, = 0,459). Két qua nay c6 thé duoc
giai thich 1a hién nay tinh trang thong tin bt
can xung (Asymmetric information) ma nguoi
dung tin do chu quan hodc khach quan da duoc
cung cip nhiing thong tin khong du do tin cay.
Dan dén nhimg hé luy hodc hiau qua khong tot
cho mét bén hodc nhiéu bén c6 sir dung thong
tin thong ké. Khi d6, viéc quy két trach nhiém
1a khong c6 hodc khong rd rang; nhimg phi tén
do sir dung thong tin thong ké sai léch chua
dugce bu dip thoa dang; lam cho hiéu qua sir
dung thong tin thdng ké chua cao vi phai tén
nhiéu chi phi. Vi vdy, nhan té nay duoc quan
tam nhiéu nhat.
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Nhan t6 Sw cam théng xép & vi tri thir hai
(B> = 0,410), c6 thé giai thich 1a ngudi ding tin
ngdy cang coi trong thong tin thong ké. Nhung
dich vu cung cép thong tin théng ké chua dugc
quan tam dung muc, co quan thong ké chi cung
cap nhitng gi minh c¢6 ma chua the dap ung
dugc nhitng théng tin ma xa hoi can. Trong
diéu kién toan cau hoa nhu hién nay thi thong
tin co y nghia rat quan trong trong moi linh vuc
ctia doi song xa hoi, dic biét 1a trong linh vuc
kinh té va méi truong. Do véy, ngudi sir dung
rt can nhimng cai tién mang tinh dot pha va hiéu
qua tir dich vu cung cip théng tin cta cac co
quan thong ké.

Nhén t6 xép & vi tri tha ba 1a Phirong tién
hitu hinh (Bs = 0,124). Két qua nay c6 thé gidi
thich la do nhu cau duoc phuc vu ngay cang tot
hon 14 yéu cau chinh dang cua khach hang. Do
vay, viéc trang bi nguén lyc (nhan lyc, vat luc)
& céc co quan thong ké 1a hét sirc quan trong va
can thiét. Chinh sy hién dai hoa va dong b hoa
phuong tién hitu hinh s€ giap cho dich vu cung
cap thong tin thong ké ngay cang hiéu qua hon.
Tir d6, phuc vu ngay cang tot hon nhu ciu cia
nguodi dung tin.

Nhan t§ Sw tin cdy & can thiét (SCT & CT)
xép & vi tri thir tu (Bs = 0,102), ¢6 thé giai thich
1a do nguoi s dung thong tin thong ké ludn
quan tam Va coi trong yéu t6 uy tin, ho can
dugc cung cip nhitng thong tin dung Vo1 nhu
cau ctiia minh. Do vy, dich vu cung cap thong
tin théng ké phai mang tinh hé thong, dong bo
theo thoi gian va khong gian.

Tir két qua phén tich, ta co phuong trinh hoi
quy nhu sau:

Y = 1,695E'° + 0,459CPDV+ 0,41SCT +
0,102PTHH + 0,124STC&CT

5 KET LUAN

Qua két qua nghién ctru cho thiy, nha cung
cap dich vy thong tin thong ké can tép trung
giai quyet mot sO van dé nhu sau:

Vé chi phi dich vu, can xdy dung mot quy
trinh cung cép dich vu cu thé, o rang, déng bo;
¢6 quy dinh chi tiét vé viéc dén bu thoa dang
nhitng thiét hai vé vat chat khi cung cép thong

Phan D: Khoa hoc Chinh tri, Kinh té va Phdp ludt: 25 (2013): 1-8

tin th(‘)ng‘ké kém chit luong hodc khong ding
v6i yéu cau cua khach hang.

Vé yéu t6 s cam thong cua nguoi sir dung,
thong tin cung cép phai dap img dugc nhu cau
ngdy cang ting cia xi hoi; can nhiing cai tién
mang tinh d6t pha va hiéu qua.

Poéi véi phwong tién hitu hinh, nhanh chong
xay dung mot chién luge cu thé va kha thi cho
viéc trang bi, dau tu nhan luc, vat luc, ké ca tri
lyc. Chinh sy hién dai hoéa va dong b hoa
phuong tién hiru hinh s€ gitp cho dich vu cung
cap thong tin thong ké ngay cang hiéu qua hon.

Vé su tin cdy & can thiét cia chat luong
dich vu cung cdp théng tin thong ké, yéu té uy
tin hét stc quan trong, khach hang can duoc
cung cip nhimg thong tin dung véi nhu cau cia
minh. Do vy, thong tin thong ké phai mang
tinh hé thong, dong bd theo thoi gian va khong
gian. Nha cung cap dich vu can xdy dung duoc
1ong tin bén vimg d6i voi ngudi ding tin.

Vé tong thé, lirong héa cdc nhén 16 tac dong
dén sw hai long cua nguoi s dung dich vu
théng tin thong ké 1a van d& méi, chua co
nghién ctru di trude. Do véy, két qua nay duoc
xem nhu “vién da 16t duong” cho nhitng nghién
ctru chuyén siu. Tinh phd quat ctua van d& s&
cao hon khi dugc mé rong pham vi va ndi dung
nghién ctru dé khing dinh mic d6 chinh xéc
ctia nhitng két luan trong nghién ctru nay.
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