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ABSTRACT

ASSESSING CITIZENS’ SATISFACTION WITH THE PUBLIC
ADMINISTRATIVE SERVICES AT CHUONG MY DISTRICT,
HANOI CITY

NGUYEN VAN DUY

This study was conducted to evaluate the citizens' satisfaction with the
public administrative services at People’s Committee of Chuong My district. Data
were gathered from 460 respondents who used the public administrative services
at One-Shop-Stop (OSS) part of Chuong My district. The survey instrument was
tested for its reliability using the Cronbach’s Alpha. Confirmatory Factor Analysis
(CFA) was used to test how well the measured variables represent the number of
constructs.  The instrument was translated to Vietnamese to allow easy
understanding of the respondents and conducted in two month — February and
March 2017. All the data collected were processed using SPSS AMOS version
22. Analysis made use of descriptive statistics and Structural Equation Modeling
(SEM), t-test and Analysis of Variance (ANOVA) to test the hypotheses of the
study. The study revealed that most if not the majority of the respondents were
females, not more than 45 years old, university educated and working as
employee, civil servant or freelancer. The majority of the respondents at Chuong
My district used public administrative services of Certification of house ownership
and land use rights, once used public administrative services at OSS part of district
and have little knowledge of the services. The perceived satisfaction of the
respondents of the public administrative services of Chuong My district is
considered as “high”. There are no significant differences in the satisfaction of
respondents with the public administrative services by their demographic
characteristics, experience and knowledge level of public administrative services
as well as by sectors of public administrative services. Only four components of
public administrative services quality including Tangibility, Assurance, Empathy

and Emotional Value were significant determinants of satisfaction. Among the
Vi



four factors, Assurance appeared to be the major determinant followed by

Empathy while Tangibility and Emotional Value showed to be the least.
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