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LOI CAM DOAN

T6i xin cam doan day la cong trinh nghién ctu cua riéng téi véi su gilp do
cua giang vién hudng dan. Céac sb liéu, két qua néu trong Luan van 13 trung thyc va
chua timg duoc ai cong bd trong bat ky cdng trinh nao khac.

T6i xin cam doan rang moi Sy giup d& cho viéc thuc hién Luan vin nay da

dugc cam on va cac thong tin trich dan trong Luan vian da dugc chi rd nguon géc.

Binh Thuan, ngay 22 thang 3 nam 2019
Hoc Vién Thuc Hién Luan Van

Ng6 Binh Sang



LOI CAM ON

Trudc tién, t6i xin chan thanh goi 16i cam on dén Quy Thay Cb trong Khoa
Pao tao Sau Pai Hoc Truong Pai hoc Phan Thiét da da hét long truyén dat nhiing
kién thuc trong sut thoi gian ma t6i duoc hoc tai truong.

T6i xin chan thanh goi 161 cam on dén thdy PGS. TS. Pinh Phi H6, ngudi
hudng dan khoa hoc cua luan vin, 3 huéng dan tan tinh, truyén dat kién thic, kinh
nghiém giup toi tiép can thyc tién, phét hién dé tai va hoan thanh luan van nay.

Sau cuing, tdi xin chan thanh cam on dén gia dinh, ban bé, va dic biét 1a ban
lanh dao Chi cuc Thué TP Phan Thiét va dong nghiép da tan tinh hd tro, gop y va
gitp d tdi trong subt thoi gian hoc tap va nghién cuu.

Trong quéa trinh hoan tat dé tai, mac du da c6 gang tham khao nhiéu tai liéu,
tranh tha nhiéu y kién dong gop, song thiéu sot 1a diéu khong thé tranh khoi. Rat
mong nhan dugc thong tin déng gdp quy bau tir Quy Thay, Co, Pong nghiép va cac
ban.

Xin chan thanh cam on!

Binh Thuan, ngay 22 thang 3 nam 2019
Nguoi viét

Ng6 Binh Sang
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TOM TAT

Nghién ctru nay kham pha tac dong cua cac nhan té thuoc chat lwong dich vu
cong tac dong dén su hai 1ong cua ngudi nop thué nhin tir goc do ngudi nop thué.
Dua trén co s Iy thuyét va sy ké thira cac md hinh nghién cau cua céc tac gia
trudc, mot mo hinh Iy thuyét ciing sau gia thuyét nghién ctu dugc dé nghi.

Cudc khao sat dinh luong gom 2 budc: nghién ciu so bo (n = 10) va nghién
ctu chinh thic (n = 300) di duoc tién hanh. Phuong phap xu ly dir liéu bang
phuong phap hé s6 tin cay Cronbach’s Alpha, phuwong phap phén tich nhan té kham
pha (EFA). Md hinh ly thuyét dugc kiém dinh théng qua phuong phap phan tich
hoi quy tuyén tinh.

Két qua cho thay “Cong khai, minh bach thong tin”, “Niang luc phuc vy” va
“Ha tang co s6” la ba nhan té chinh lién quan dén su hai long caa ngudi nop thué
tai Chi cuc Thué TP Phan Thiét. M6 hinh diéu chinh phd hop véi dir liéu hon mo
hinh @& nghi. Do d6, chi cé ba trong sau gia thuyét nghién ctru dugc chap nhan.

Trong ba nhan t6 anh huong dén sy hai 10ng caa ngudi nop thué tai Chi cuc
Thué TP Phan Thiét thi “Cong khai, minh bach thong tin” 1a nhan té c6 mtrc d6 anh
huong manh nhat tiép dén 1a “Nang luc phuc vu” va cudi cing 1a “Ha tang co so™.

Két qua nghién ctru c6 ¥ nghia d6i véi cac nha quan tri tai Chi cuc Thué TP
Phan Thiét trong viéc dé ra cac chinh sach va mét sé bién phap nham nang cao chat

lugng dich vu tai Chi cuc cua minh.

Vi



ABSTRACT

This study explored the impact of factors of service quality affects the
satisfaction of the taxpayer from the perspective of taxpayers. Based on the
theoretical basis and the successor models of the authors studied before, a
theoretical model with six hypotheses were proposed.

The quantitative survey includes two steps: Preliminary study (n = 20) and
formal study (n = 300) was conducted. Method of data processing by means of the
coefficient of reliability Cronbach's Alpha, methods of factor analysis to explore
(EFA). Theoretical model is tested through analysis method multiple linear
regression.

Results showed that information disclosure and transparency, service
capabilities, infrastructure are three main factors related to satisfaction of taxpayers
in Phan Thiet City Tax Office. Model adapted to the data than models suggest. Thus
only three of the six hypotheses were accepted.

In three factors affect the satisfaction of taxpayers in Phan Thiet City Tax
Office, the information disclosure and transparency factor with the strongest
influence followed service capabilities and ultimately infrastructure.

The study results have implications for managers in Phan Thiet City Tax
Office in the formulation of policies and measures aimed at improving the quality of

public services in Phan Thiet City Tax Office.

Vil



CHUONG 1: PHAN MO PAU

1.1. Ly do chon a2 tai:

Truéc bdi canh nén kinh t& Viét Nam con nhiéu han ché va dimg trudc
nhitng kho khan, thach thirc; ning luc canh tranh quéc gia duoc cac to chirc quoc té
danh gia va xép hang & mac thip hon so véi cac nudc trong khu vuc, & mac trung
binh so vé&i cac nuéc ASEAN, cham duoc cai thién, nhat 12 vé thé ché, co so ha
tang va moi trudng kinh doanh, trong d6 dang luu ¥ 1a cac vudng mac lién quan toi
thanh 1ap doanh nghiép, nop thué...Dé cai thién méi truong kinh doanh, nang cao
nang lyc canh tranh qudc gia, céng tac cai cach hanh chinh trong thoi gian qua luén
dugc Chinh phu, Tha tudng Chinh phu quan tam chi dao théng qua viéc ban hanh
cac van ban chi dao dé trién khai thuc hién. Mat khac, theo tién trinh phat trién cua
nén kinh té, dap ang muc tiéu cong nghiép hod, hién dai hoa dat nudc va trudc xu
thé canh tranh, hoi nhap kinh té qudc té ngay cang sau rong, Bo Tai chinh ciing ludn
tu nhan thac duoc yéu cau phai cai cach nganh tai chinh néi chung, dac biét Ia tap
trung cai cach hanh chinh trong linh vuc thué, hai quan.

Hudng téi muyc tiéu chung “Cai cach thu tuc hanh chinh thué”, véi phuong
cham 13 “nguoi ban dong hanh” cua nguoi nop thué. Thoi gian qua nganh thué noi
chung va Chi cyc Thué TP Phan Thiét néi riéng da day manh cai cach hanh chinh,
va ting cudng ung dung cong nghé thong tin dé nang cao chat luong giai quyét thia
tuc hanh chinh phuc vu nguoi dan, doanh nghiép. Tir d6 giup ngudi nop thué va
doanh nghiép thuan loi trong viéc tim hiéu chinh sach, phép luat vé thué, dé dang
hon trong viéc ké khai, nop thué, dong thoi gitp tiét kiém duoc thoi gian va chi phi
cho ngudi nop thué, gitp nguoi nop thué cam thay gan giii hon véi co quan thué,
dung theo tinh than tuyén ngbn caa nganh Thué Viét Nam, d6 1a: Minh bach -
Chuyén nghiép - Liém chinh - B6i méi.

Tuy nhién, thuc té cho thay con c6 nhiéu sai pham trong van dé ké khai nop

thué cua nguoi nop thué, nhidu doanh nghiép chua nim bat kip thoi cac quy dinh



méi vé thué dan dén ké khai sai quy dinh, ndp cham tién thué, mot vai truong hop
sir dung mang x& hoi dé phan nan, té thai d6 khdng hai 1ong vé thai d6 va phong
cach 1am viéc cua cong chuc thué... nguyén nhan chinh din dén tinh trang nay la do
su thiéu hiéu biét vé chinh sach, phép luat vé thué va do co quan thué chwa that sy
nd luc dé hd tro, tiép sic cho ngudi nop thué. Y thae dugc diéu ndy, nham cai thién
phong cach phuc vu, tao dugc sy tin nhiém cua ngudi nop thué, Chi cuc Thué TP
Phan Thiét da manh dan tré hoa ddi ngii nhan sy lam cdng tac tuyén truyén hd trg
vé thué, cing vai cac cong chuac thué co trinh dd chuyén mén, tham nién cong tac
va uy tinh dé hd trg kinh nghiém thyc tién cho cac céng chuc tré, ndi dung va hinh
thire tuy@n truyén hd trg cho ngudi nop thué duoc thé hién da dang, phong pht hon
trudc. Mit khac, dé danh gia mot cach khach quan vé hiéu qua viéc thuc hién cai
cach thu tuc hanh chinh thi khong c6 gi chinh xac hon 1a sy hai long ctia ngudi nop
thué vé cong tac phuc vy cia nganh ciing nhu san pham dich vy ma nganh thué
dang cung cip. Xuat phat tir sy can thiét cua cac van dé dit ra, tic gia da chon dé
tai “Cac yéu t6 anh hwong dén sw hai long cia ngudi nop thué ddi véi chat
lwong dich vu tai Chi cuc thué TP Phan Thiét” dé nghién ctru nham danh gia mot
cach khach quan va khoa hoc chit lugng phuc vu caa Chi cuc thué TP Phan Thiét.

Tur két qua nghién ctru, Ban lanh dao Chi cuc Thué c6 thé danh gia thuc
trang cung cap dich vu thué cua Chi cuc Thué hién nay va nhan dinh nhiing yéu té
anh huong dén chat lugng cung cap dich vyu. Qua d6, lanh dao Chi cuc Thué c6
huéng chi dao, dua ra nhitng giai phap thay d6i hay bo sung phu hop nhim nang
cao chat luong dich vu cung cap cho ngudi nop thué dé tir d6 giup cong tac quan ly
thué tai Chi cuc thué dat hiéu qua hon va tao niém tin cta ngudi dan ddi véi co
quan quan ly caa Nha nuéc, gop phan vao sy thanh c¢éng chung nganh Thué trong
viéc thuc hién cai cach.

1.2. Muc tiéu nghién ciru:



- Xéc dinh céc yéu té anh huong dén sy hai 1ong cia ngudi nop thué ddi
véi chit luong dich vu tai Chi cuc Thué TP Phan Thiét thong qua két qua khao sat
NNT.

- Dé xuit ham y quan tri dé nang cao su hai 1ong cua NNT vé chit luong
dich vu tai Chi cuc Thué TP Phan Thiét.

1.3. Cau héi nghién ciru:

Dbé dat duoc cac muc tiéu dat ra cia dé tai luan van, cau hoi nghién ciu
chinh 1a c4c noi dung can tiép can, trién khai dya trén co sé 1y luan logic va khoa
hoc. Trong pham vi cua dé tai luan van, cac cau hoi nghién ciu bao gom:

- C4c yéu t6 nao tao nén sy hai long caa NNT vé chat lugng dich vu tai Chi
cuc Thué TP Phan Thiét?

- Can lam gi dé nang cao chat luong dich vu do Chi cuc Thué TP Phan Thiét
cung cap?

1.4. Poi twong va pham vi nghién ciru:

- Pbi twong nghién ciru ma dé tai hudng dén la chat luong dich vu cia Chi
cuc Thué TP Phan Thiét va su hai 1ong cia nguoi nop thué khi sir dung chat luong
dich vu tai Chi cuc Thué TP Phan Thiét.

- Khéch thé nghién ctru la cac doanh nghiép, dugc thanh 14p theo Luat doanh
nghiép trén dia ban TP Phan Thiét do Chi cuc Thué TP Phan Thiét quan ly, chia
thanh 3 nhom ddi tugng: Doanh nghiép tu nhan, cong ty TNHH va cong ty ¢6 phan.
Pay 1a nhom nguoi ndp thué dong goép phan 16n sd thu cho NSNN va thuc hién
phan 16n cac thi tuc hanh chinh thué (270/300 thii tuc hanh chinh thué).

- Pham vi nghién cau:

+ Khong gian: Tap trung vao cac bo phan cung cap céc dich vu (tiép xdc voi
doanh nghiép) tai tru s¢ Chi cuc Thué TP Phan Thiét. Viéc cung cip dich vu hanh
chinh tai cac phuong, xi trén dia ban TP Phan Thiét khong nam trong pham vi

nghién ctru caa dé tai.



