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TOM TAT

Luan van “Pdnh gid mirc dé hai long ciia ngwoi ndp thué doi véi chit lwong
dich vu tuyén truyén hé tro tai Cuc Thué Thanh phé Ho Chi Minh” duoc tién hanh
v6i muc dich khao sat danh gia su hai long cia NNT vé chét lugng dich vy tuyén
truyén hd trg vé thué cua Cuc Thué Thanh phé HO Chi Minh din dén sy tuan thu thué
cua NNT thong qua kiém dinh mé hinh chét luong dich vy, kiém dinh mbi quan hé
giita cac thanh phan chat luong dich vu voi mire d6 hai long ciia NNT ciing nhu kiém
dinh tac dong cua su hai long dén su tuan thu thué.

Phuong phép nghién ctru dugc st dung gdm nghién ctru dinh tinh va nghién
ctru dinh luong. Nghién ciru dinh tinh 13 viéc phong van mot s6 chuyén gia vé linh
vuc tuyén truyén hd tro NNT dé kham pha, diéu chinh va bd sung moé hinh danh gia
su hai long cua NNT vé CLDV TTHT. Nghién ctru dinh lvgng duoc thuc hién véi cd
mau 1a 365. Thang do dugc danh gia thong qua phan tich hé s tin cdy Cronbach
Alpha va phan tich nhan t6 khang dinh CFA. Mo hinh Iy thuyét duoc kiém dinh thong
qua phuong phap phan tich ciu trac tuyén tinh SEM.

Két qua nghién ctru cho théy chat luong dich vu TTHT NNT tai Cuc Thué
Thanh pho Ho Chi Minh gom nhén t: Sy tin cay, phuong tién hiru hinh, sy dam bao
va sy tuong tac ciia cong dan c6 mdi quan hé tuyén tinh v6i mic d6 hai long cua
NNT. Ngoai ra, 6 nhan t6 CLDV gdm su tin cdy, su dap Gmg, su cam thong, phuong
tién hitu hinh, sy ddm bao va su tuong tac cia cong dan cling tao nén niém tin vé thué
ctia NNT, tir niém tin thué nay dan dén sy hai 10ng ctia NNT va kéo theo sy tudn tha
thué cua ho.

Tir két qua nay, tac gia dua ra cac ham ¥ quan tri ciing nhu nhitng giai phap
thuc tién nham gia tang sy hai long cia NNT vé chét lugng dich vu TTHT tai Cuc
Thué Thanh phé HO Chi Minh, tir d6 gia ting su tudn tha vé thué cia NNT.



ABSTRACT

The research topic "Evaluating the Satisfaction Level of Taxpayers with the
Quality of Propaganda and Support Services at the Ho Chi Minh City Tax
Department™ was conducted with the purpose of surveying and evaluating the
satisfaction of taxpayers with the quality of tax propaganda and support services
provided by the Ho Chi Minh City Tax Department, which leads to taxpayers' tax
compliance through the verification of the service quality model, the verification of
the relationship between the service quality components and the level of taxpayer
satisfaction, as well as the verification of the impact of satisfaction on tax compliance.

The research method used includes qualitative research and quantitative
research. Qualitative research involves interviewing a number of experts in the field
of taxpayer propaganda and support to explore, adjust, and supplement the model for
assessing taxpayer satisfaction with the quality of propaganda and support services.
Quantitative research was conducted with a sample size of 365. The scale was
evaluated through Cronbach Alpha reliability analysis and Confirmatory Factor
Analysis (CFA). The theoretical model was tested using the Structural Equation
Modeling (SEM) method.

The research results show that the quality of taxpayer propaganda and support
services at the Ho Chi Minh City Tax Department includes the following factors:
Reliability, Tangibles, Assurance, and Citizen Interaction, which have a linear
relationship with the level of taxpayer satisfaction. In addition, the 6 service quality
factors, including Reliability, Responsiveness, Empathy, Tangibles, Assurance, and
Citizen Interaction, also create taxpayers' tax trust, and this tax trust leads to taxpayer
satisfaction and their subsequent tax compliance.

Based on these results, the author provides management implications as well
as practical solutions to increase taxpayers' satisfaction with the quality of
propaganda and support services at the Ho Chi Minh City Tax Department, thereby

increasing taxpayers' tax compliance.



CHUONG 1: TONG QUAN NGHIEN CcUU

1. Ly do chon dé tai

Trong co cau ngudn thu ngan sach Nha nudce thi thué 1a ngudn thu v cing quan
trong va chiém phan 10n ty trong, thong qua ngudn thu nay dé Nha nudc thuc hién
cac chinh sach can d6i vi mé, thuc dy ting trudng kinh té, dam bao qudc phong, an
ninh, giai quyét cac van dé an sinh xd hoi. Vi vdy, vin dé& quan 1y thu thué sao cho
thu dung, thu da ludn dugc dat ra, dé tao nguén thu cho ngan sach va dam bao sy
cong bang trong nghia vu dong gdp ciia ngudi dan.

Dé viéc quan Iy thué ¢ hiéu qua, cong tac tuyén truyén hd tro ngudi ndp thué
¢6 vai trd vo cung quan trong, 1a mot trong nhitng yéu t6 hang dau, tic dong nhanh
nhat dén y thirc, trach nhiém va quyén loi cia NNT. Dé NNT nhan thirc ding quyén
va nghia vu cia minh ddi véi ngan sach nha nudc, tir d6 tu giac tuan thu thuc hién
nghia vy thué ciia minh theo dung quy dinh phéap luat. Pay duoc xem 1a mot trong
nhing ndi dung quan trong trong chién lugc cai cach va hién dai héa nganh thué, phu
hop voi tién trinh hoi nhap va phét trién ciia nén kinh té. Cong tac tuyén truyén hd
trg chinh sach thué giit vai tro cau ndi, lam nhiém vu thong tin hai chiéu giita chinh
sach thué voi NNT. Cong tac TTHT mot mat giai dap nhitng vudng mac tir chinh
sach dén nguoi thuc hién, mat khac lai thu nhan nhiing y kién tir phia nhiing nguoi
thuc hién chinh sach phan hoi véi cac nha hoach dinh chinh sach dé c6 nhiing sta
d6i, bd sung phu hop véi thuc tién.

Thuec té cho thdy, do thiéu hiéu biét, chdm cip nhat vé ché do, chinh sach thué
ctia NNT; dong thoi do cong tic TTHT va cac dich vu TTHT vé thué chua dap tng
duoc nhu cau ciia NNT nén di dan dén ngay cang phat sinh nhiéu sai pham trong linh
vuc thué. Thanh phé Ho Chi Minh 1a ngudn thu thué chinh cta ca nuéc nén viée dam
bao han ché nhitng sai sot trong quan 1y thué s& giup 6n dinh déng gop vao ngan sach
Nha nudc tai dia phuong nay.Do vy, dé dich vu TTHT cua Cuc Thué Thanh phé Ho
Chi Minh d4p ung duoc yéu cau va doi hoi ngay cang cao cia NNT, can ¢ mot can
ctr khoa hoc cy thé dé dua ra nhitng dé xuat, kién nghi phu hop. Khi phat biéu tai

“Hoi nghi tap huén mot s6 luu y chinh sach thué, hoa don dién tir va quyét toan thué



niam 2023 dién ra vao ngay 12/3/2024 vira qua, 6ng Nguyén Tién Diing — Phé Cuc
truong Cuc Thanh phd H6 Chi Minh cho biét: “Cuc Thué Thanh phé HO Chi Minh
cam két luén ddéng hanh voi ngudi ndp thué, 1y ngudi ndp thué lam trung tim phuc
vu, 14y sy hai long ctia nguoi ndp thué lam thude do danh gia chat luong va hiéu qua
cong tac quan 1y thué cia co quan thué...”. Xuit phat tir nhu cau thuc té, dé tai nghién
ctru “Panh gia mirc d6 hai 1ong ctia ngudi ndp thué ddi véi chit lwong dich vy tuyén
truyén hd trg tai Cuc Thué Thanh phé Ho Chi Minh” 14 can thiét va cap bach, phu
hop v6i thuc tién hoat dong ctia cong tic TTHT NNT hién nay.

2. Muc tiéu nghién ciru

Nghién ciru cac yéu té anh huong dén sy hai 1ong din dén viéc tuan thu thué
ctia ngudi ndp thué khi sir dung dich vu tuyén truyén hd tro & Cuc Thué Thanh phd
Ho6 Chi Minh. Cu thé:

Pénh gia dugc sy hai long ctia ngudi ndp thué dbi voi chat luong dich vu tuyén
truyén hd trg ngudi ndp thué tai Cuc Thué Thanh phé H6 Chi Minh, phén tich anh
huong cta su hai 1ong dén viée tuan thi thué ctia ngudi ndp thué trén dia ban thanh
phé H6 Chi Minh thong qua viéc xay dung mo hinh nghién ctru mdi quan hé gitra
chat luong dich vu tuyén truyén hd tro, sy hai long cua t6 churc, c4 nhan nop thué va
su tuan thu thué.

Kiém dinh mé hinh gia thuyét dé xac dinh cac yéu t6 tac dong dén su hai long
clia to chirc, ca nhan ndp thué vé chat lugng dich vu tuyén truyén hd tro ngudi nop
thué va méi quan hé giira sy hai 1ong va tuan tha thué.

Trén co so két qua nghién ciru, xay dung cac giai phap nham nang cao sy hai
10ng t6 chtrc, ca nhan ndp thué dbi vai chat lugng dich vu tuyén truyén hd tro ngudi
nop thué tai Cuc Thué Thanh ph6 Ho Chi Minh. Tt d6, gia tang sy tuan thu thué cta
ngudi ndp thué.

3. Poi twong nghién ciru

Déi tuong nghién ctru: La cac yéu té anh huong dén sy hai long ciia ngudi ndp
thué vé dich vu tuyén truyén h tro tai Cuc Thué Thanh phd H6 Chi Minh. Anh hudng

cua su hai long dén vi¢c tuan thu thueé.



Déi twong khao sat: Ngudi ndp thué 1a ca nhan sir dung dich vu tuyén truyén hd
trg tai Cuc Thué Thanh phd H6 Chi Minh.

4. Pham vi nghién ctru

Pham vi khong gian: Nghién ctru thuc hién tai bd phan tuyén truyén hd tro tai
Cuc Thué Thanh phd Hd Chi Minh.

Pham vi thoi gian: Dit liéu thir cip tir phong tuyén truyén hd trg ngudi ndp thué
tir thang 1 dén thang 12 ndm 2023 dé phan tich két qua va thyc trang trién khai dich
vu tuyén truyén hd tro tai Cuc Thué Thanh phé Ho Chi Minh. Dit liéu so céip duoc
thu thap tir ban khao sat NNT tir 01/06/2023 dén 10/06/2024..

5. Két cau luan viin

Lu4n vin bao gdm 5 chuong nhu sau:

Chuong 1: Tong quan nghién ctru: Trinh bay 1y do chon dé tai, muc tiéu, doi
tugng, pham vi nghién ciru va két cau luan vin

Chuong 2: Co sé 1y thuyét va xay dung mo hinh nghién ctru: Trinh bay cé4c ly
thuyét nén c6 lién quan, dya vao cac nghién ctru dé xay dung céc gia thuyét cta dé
tai.

Chuong 3: Phuong phap nghién ctru: Trinh bay cac ndi dung lién quan dén quy
trinh dé thuc hién nghién ciru, thiét ké nghién ctru va phuwong phap dé thuc hién phan
tich xir 1y s6 lidu.

Chuong 4: Két qua nghién ciru va ban luan: Trinh bay két qua ciia viéc nghién
cru va ban ludn cac van dé dua trén két qua thu dugc cua nghién ctru.

Chuong 5: Pé xuat giai phap ning cao sy hai long clia ngudi ndp thué vé chat
lugng dich vu tuyén truyén hd tro tai Cuc thué Thanh phé HO Chi Minh

Két luan chwong 1

Trong chuong nay, tac gia da dwa ra nhiing gidi thiéu co ban vé dé tai thong qua
cac muc: Ly do chon dé tai, muc tiéu nghién ctru, ddi twong va pham vi nghién ciru,

két cau dé tai dy kién. Pay 13 co s dé tac gia tiép tuc thuc hién chuong 2.



CHUONG 2: COSO LY THUYET

2.1 Chat lwgng dich vu

2.1.1 Khai niém

Theo Russell (1999) “chat luong thé hién su vuot troi cla hang ho4 va dich vy,
dac biét dat dén mtc d6 ma nguoi ta co thé thoa man moi nhu cau va lam hai long
khach hang”.

Theo Lehtinen & Lehtinen (1982) cho 1a chit lwong dich vu phai duoc danh gia
trén hai khia canh: “(1) qua trinh cung cap dich vu va (2) két qua cua dich vu.”

Theo Gronroos (1984) cling dé nghi hai lanh vuc cua chat lugng dich vy, do l1a
(1) chat luong k¥ thuat va (2) chat luong chitc nang. Chat lugng k¥ thuat lién quan
dén nhiing gi dugc phuc vu va chit lwong chirc ning néi 1én chung dugc phuc vu nhu
thé nao.

N6i vé nghién ctru chat luong dich vu thi khong thé khong nhic dén
Parasuraman & ctg (1985, 1988) * chat lugng dich vu dugc xac dinh la khoang cach
ky vong cua khach hang vé dich vu va cam nhan cta ho sau khi da st dung dich vu
do”.

Hién nay co rat nhiéu dinh nghia khac nhau vé chat luong dich vy, nhung nhin
chung ngudi ta dinh nghia chat lugng dich vu 1a nhitng gi ma khach hang cam nhan
duogc. Mdi khach hang cé nhan thic va nhu cau khac nhau nén cam nhan vé chat
lugng dich vu cling khac nhau.

Nhin chung, chat lugng dich vu cong dugc hiéu 1a mirc d6 cam nhan cua nguoi
dan vé cac thi tuc hanh chinh nha nudc va cach thirc hudng dén, tiép nhan, giai quyét
cong viéc cua cac cong churc nha nudc. Chét lugng dich vu cong dugce danh gia dya
trén két qua thuc thi phap luat va thai do, trach nhi€ém phuc vu ctia cong chirc nham
dam bao cac quyén va loi ich hop phap ctia ngudi dan.

2.1.2 Po lrdong chit lwong dich vu

M6 hinh SERVQUAL : Parasuraman & ctg (1985, 1988) 1a nhiing nguoi dua
ra mo hinh 05 khoang cach chat luong dich vu dugc cac nha nghién ctru khac trén thé

gidi chap nhan va st dung nhiéu nhat. M6 hinh nay duoc trinh by & hinh nhu sau:



Hinh 2.1: M hinh chét lwong dich vu

1===-»  Dich vu ky vong )

: Khoang cach_5 Khach
v hang

Dich vu cim nhan

A

Khoing Khod ch 4
cach Dich vu ‘oang cach 2 » Théng tin dén
1 chuyén giao khach hang

7'y Y y'y

Khoang cach_3

v

Chuyén déi cim nhan Ntlé
cua cong ty thanh tiep
ticu chi chat lugng thi

A A

Khoang cach_2

: Nhan thirc cia
e cong ty vé ky vong
cua khach hang

Nguén: Parasuraman (1985)

Khoang cach thu nhét xuét hién khi c¢6 sy khac biét gitra ky vong cua khach

hang vé chét luong dich vu va nha quan tri dich vu cdm nhan vé ky vong nay cua

khach hang. Diém co ban cua sy khac biét ndy 1a do cong ty dich vu khong hiéu biét

dugc hét nhimg dic diém nao tao nén chat lugng ciia dich vu minh cung cap ciing
nhu céch thic chuyén giao chiing cho khach hang dé théa man nhu cau cta ho.

Khoéang cach thir hai xuat hién khi cong ty dich vu gip kho khin trong viéc



chuyén déi nhan thtc ctia minh vé ky vong ctia khach hang thanh nhirng dic tinh chit
luong cua dich vu. Trong nhiéu trudng hop, cong ty ¢ thé nhan thirc duoc ky vong
ctia khach hang nhung khong phai lic nao cong ty ciing c¢6 thé chuyén ddi ky vong
nay thanh nhing tiéu chi cu thé vé chat luong va chuyén giao ching theo dung ky
vong cho khach hang. Nguyén nhan chinh cua vin dé 1a kha ning chuyén mén cua
doi ngti nhan vién dich vu cling nhu dao dong qua nhiéu cua cau vé dich vu. Co nhiing
lac cau vé dich vu quéa cao lam cho cong ty khong thé dap tng kip.

Khoang cach thit ba xuat hién khi nhan vién dich vu khong chuyén giao dich
vu cho khach hang theo nhiing ti€u chi da dugc xac dinh. Trong qua trinh cung tng
dich vu, cac nhan vién c6 lién hé truc tiép voi khach hang dong vai tro rat quan trong
trong qua trinh tao ra chat luong. Tuy nhién, khong phai luc nao va khong phai tat ca
cc nhan vién déu co thé hoan thanh nhiém vu theo cac tiéu chi da dé ra.

Khoang cach tht tu xuat hién khi c6 sy tac dong ciia cac phuong tién quang
c4o va thong tin dén ky vong cua khach hang vé chat luong dich vu. Nhitng htra hen
trong cac chuong trinh quang cao khuyén mai c6 thé 1am gia ting ky vong ciia khach
hang nhung ciing s& 1am giam chit lugng ma khach hang cam nhén duogc khi ching
khong dugc thuc hién theo ding nhitng gi da hira hen.

Khoéang cach thir nim xuat hién khi ¢ sy khac biét giira chat lugng ky vong
boi khach hang va chat lugng ho cam nhan duogc. Chét luong dich vu phu thudc vao
khoang cach thir nam nay. Mot khi khach hang nhan thiy khong c6 su khac biét giira
chat lugng ho ky vong va chat luong ho cam nhan dugc khi tiéu dung mot dich vu thi
chat luong cua dich vu d6 dugc xem la hoan hao.

Parasuraman va cac cong su (1985) cho rang chit luong dich vu 1 ham sé cua
khoang céach thir ndm. Khoang céach thir nam nay phu thudc vao cac khoang cach
trude d6 (khoang cach 1, 2, 3 va 4). Vi thé, dé rat ngin khoang cach th& ndm , hay
lam tang chét lugng dich vy, nha quan tri dich vu phai nd lyc rat ngén cac khoang
cach con lai.

M0 hinh chat lugng dich vy, theo cac nha nghién clru nay, co6 thé duoc biéu dién

nhu sau:



CLDV = F{KCS5 = f(KC_1,KC 2,KC_3,KC 4}

Trong d6, CLDV 1a chat luong dich vu vaKC_1, 2, 3, 4, 5 1an luot 12 cac khoang
cach chat lugng 1, 2, 3, 4, 5.

M6 hinh SERVPERF: M6 hinh SERVPERF dugc Cronin va Taylor (1992)
nghién ctru va phat trién dua trén mo6 hinh SERVQUAL cia Parasuraman. M6 hinh
SERVPERF cho rang: Chét lugng dich vu = Mirc d6 hai long. Thang do ctia mé hinh
SERVPERF gom 5 thanh phan dwa theo mo hinh ciia Parasuraman va cong su
(1988).

2.1.3 Thanh phén ciaa chit lwgng dich vu

Mo hinh chét lugng dich vu cua Parasuraman & ctg (1985) cho chung ta mot
buc tranh téng thé vé chat lugng dich vu. Parasuraman va cac déng su cho réng, bat
ky dich vu nao, chét luong cua dich vu cam nhan bdi khach hang cé thé m6 hinh
thanh muoi thanh phan, d6 l1a:

1. Tin cdy (reliability) n61 1én kha nang thuc hién dich vu phu hgp va ding thoi
han ngay lan dau tién.

2. Pap g (responsiveness) noi 1én st mong mudn va sin sang ctia nhan vién
phuc vu cung cép dich vu cho khach hang.

3. Nang luc phuc vu (competence) noi 1én trinh do chuyén mon dé thuc hién
dich vu. Kha ning phuc vu biéu hién khi nhan vién tiép xuc v6i khach hang, nhan
vién truc tiép thuc hién dich vu, kha nang nghién ctru dé ndm bt thong tin lién quan
can thiét cho viéc phuc vu khach hang.

4. Tiép can (access) lién quan dén viéc tao moi diéu kién dé dang cho khéach
hang trong viéc tiép can v6i dich vu nhu rat ngin thoi gian cho doi cua khach hang,
dia diém phuc vu va gio mé cira thuan loi cho khach hang.

5. Lich su (courtesy) néi 1én tinh cach phuc vu niém nd, ton trong va than thién
v6i khéach hang.

6. Thong tin (communication) lién quan dén viéc giao tiép, thong dat cho khich
hang bang ngdn ngit ma ho hiéu biét dé dang va ling nghe vé nhitng van dé lién quan

dén ho nhu giai thich dich vy, chi phi, giai quyét khiéu nai, thac mac.



7. Tin nhi€ém (credibility) n6i 1én kha nang tao long tin cho khach hang, 1am cho
khach hang tin cay vao cong ty. Kha nang niy thé hién qua tén tudi va tiéng tim cia
cong ty, nhan cach ctia nhan vién dich vu giao tiép truc tiép v6i khach hang.

8. An toan (security) lién quan dén kha ning dam bao su an toan cho khach
hang, thé hién qua sy an toan vé vét chit, tai chinh cling nhu bao mat thong tin.

9. Hiéu biét khach hang (understanding/knowing the customer) thé hién qua kha
nang hiéu biét nhu cau ctia khach hang thong qua viéc tim hiéu nhitng doi hoi cua
khach hang, quan tim dén ca nhan ho va nhan dang dugc khach hang thuong xuyén.

10. Phuong tién hiru hinh (tangibles) thé hién qua ngoai hinh, trang phuc cua
nhan vién phuc vy, cac trang thiét bi phuc vu cho dich vu.

Mo hinh muo1 thanh phﬁn ctia chét lugng dich vy néu trén ¢ vu diém 12 bao
quat hau hét moi khia canh ctuia mot dich vu. Tuy nhién, m6 hinh nay c¢6 nhugc diém
13 phtrc tap trong viéc do luong. Hon nita md hinh ndy mang tinh 1y thuyét, c6 thé s&
c6 nhiéu thanh phan cua mé hinh chat luong dich vu nay khong dat gia tri phan biét.
Chinh vi vdy cac nha nghién ctru nay di nhiéu lan kiém dinh mo hinh nay va di dén
két luan 1a chat lugng dich vu bao gém nam thanh phén co ban, do la:

1. Tin cay (reliability): thé hién qua kha nang thyc hién dich vu phu hop va
dung thoi han ngay 1an du tién.

2. Bap tng (responsiveness): thé hién qua sy mong mudn va san sang cta nhan
vién phuc vu cung cip dich vu kip thoi cho khach hang.

3. Sy dam bao (competence): thé hién qua trinh d6 chuyén mén va cung cach
phuc vu lich su, niém nd véi khach hang.

4. Pong cam (empathy): thé hién su quan tim chim soc dén timg c4 nhan khach
hang.

5. Phuong tién hitu hinh (tangibles): thé hién qua ngoai hinh, trang phuc cia
nhan vién phuc vy, cac trang thiét bi phuc vu cho dich vu.

2.1.4 Po lrong chit lwong dich vu: thang do SERVQUAL

Parasuraman & ctg (1988) da xay dung va kiém dinh thang do nim thanh phan
ctia chat lugng dich vu, goi l1a thang do SERVQUAL bao gém 22 bién. Thang do nay



d3 dugc cac tic gia nay kiém nghiém va diéu chinh nhiéu lan va két luan ring né 1a
thang do phul hop cho moi loai dich vu. Thanh do SERVQUAL cudi cung gém 21
bién quan sat.

Mo hinh nam thanh phéan chat luong dich vu va thang do SERVQUAL bao phit
khé hoan chinh moi van dé dic trung cho chét luong ctia mdt dich vu. Parasuraman
& ctg (1988) khang dinh ring SERVQUAL la thang do hoan chinh vé chat luong
dich vy, dat gia tri va do tin cdy va co thé duoc ung dung cho moi loai hinh dich vu
khac nhau. Tuy nhién, mdi nganh dich vu cu thé c6 nhiing dic thu riéng ciia chiing
nén tuy timg nganh dich vu ma thay di, bd sung cac bién cho phu hop.

2.2 Sw hai long caa khach hang
2.2.1 Méi quan hé giira chit lwong dich vu va sy hai 1ong ciia ngudi ndp
thué

Sy hai long cta khach hang tuy thudc vao hiéu qua hay loi ich cta san pham
dich vu mang lai so voi nhitng gi ma ho dang ky vong. Khach hang co thé c¢6 nhiing
cap d6 hai 1ong khac nhau. Néu hiéu qua san pham dich vu mang lai thap hon so véi
ky vong, khach hang s& bit man. Néu hiéu qua san pham dich vu khép véi cac ky
vong, khach hang s& hai long. Néu hiéu qua san pham dich vu mang lai cao hon ky
vong, khach hang rat hai long va rat vui ming.

Sy hai 1ong khach hang 1a mot khai niém tong quat néi 1én su thoa man cia
nguoi d6 khi tiéu dung mot san pham hay mot dich vu nao dé. Theo Zeithaml va
Bitner (2000) cho rang sy thoa man 1a sy danh gia cua khach hang vé mot san pham,
dich vy lién quan dén viéc san pham hay dich vu d6 dap tmg cac nhu cau va mong
doi ctia ho. Hay theo Westbrook (1981) cho ring sy thoa mén cta khach hang duoc
xem nhu 1a mét phan trng cam xuc dap lai sy udc lugng, danh gia vé dich vu.

Déi véi khu vuc cong, Tony Bovaird & Elike Loffler (1996) cho ring: Quan
tri cong chat lwong cao khong chi lam gia tang thoa man khach hang véi dich vu cong
ma con xay dung su trung thuc trong quan tri cong thong qua qué trinh minh bach,
trach nhiém giai trinh va thong qua dbi thoai dan chii. Panh gia khu vuc cong trong

cung cap dich vy hanh chinh cong phai dugc hiéu bang khai niém chinh trj ctia chét
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luong, hiéu duogc khu vuc cong la chét xtic tac trach nhiém cua x3 hoi dan su nang
dong, thong qua hoat dong ctia cong dan va cac nhoém loi ich khac.

Tam quan trong ctia viéc nang cao sy hai 10ng khach hang dbi véi dich vy hanh
chinh ctia mot co quan, t6 chitc cong quyén 1a co so, dong luc dé khu vuc cong cai
tién cac hoat dong dich vy, nang cao hiéu luc, hi¢u qua cua bd may quan 1y nha nudc.

Theo Parasurman, Zeithaml and Berry (1985, 1988) dinh nghia “Chat luong
dich vu dugc xem nhu khodng cach gitra mong doi vé dich vu va nhan thuc ctia khach
hang khi str dung dich vu”.

Nhén dinh nay chimg t6 rang chit luong dich vu lién quan dén nhimg mong
doi cua khach hang va nhan thurc cua ho vé dich vu. Parasurman (1991) giai thich
rang dé biét duoc duy doan cua khach hang thi tot naht 13 nahn dang va thau hiéu
nhitng mong doi cua ho.

Parasuraman (1985) cho rang chét luong dich vu va su hai long mic du 13 hai
khai niém riéng biét, nhung c6 lién quan mat thiét véi nhau trong nghién ctru vé dich
vu. Theo 6ng, mirc d6 hai long cuia khach hang bi anh hudéng boi chat luong dich vu.
Diéu ndy c6 nghia mot trong nhirng yéu td tac dong dén sy hai long 1a chit luong
dich vu. Nhiéu nghién ctru cling da két luan réng chét luong dich vu 1a tién dé cua su
hai 1ong (Cronin va Taylor, 1992; Spreng va Mackoy, 1996) va 1a mot yéu t tac dong
vao su hai long cua khach hang (Zeithaml va Bitner, 2000).

Chat luong dich vu va su thod man cta khach hang la cac khia canh then chét
trong nhiéu linh vuc dich vu (Stafford et al, 1988) va trong nhitng nim gin day da
thu hit sy quan tm nghién ciru ngdy cang nhiéu cia cac nha quan tri ciing nhu nhiing
nha nghién ctru han 1am trong nd lyc do ludng, x4c dinh mbi quan hé giira ching.

Chat lugng dich vu trén thyc té 1 cai co trude su thoa man cua khach hang, su
thoa man dwa dén sy anh huéng manh hon dén y dinh mua cua khach hang hon ca
chat lugng dich vu (Lee et al, 2000).

Su thoa man cua khach hang nhin chung 1a mét khai niém rong 16n hon chét

luong dich vu. V6i cach nhin nay ta co thé xem chat lugng dich vu nhu 1a mét yéu to

tac dong vao su thod man cua khach hang.



Hinh 2.2: Méi quan hé giira chét lwong dich vu va su thoi mén ciia khach

hang

Nhitng nhan t6 tinh huéng

Chat Iuong dich vu (Situation Factors)

(Service Quality)

A 4

Chét 1 11 phi Sy thoa man cua khach hang
at luong san pham (Customer Satisfaction)

(Product Quality) /
A

Gia (Price p
( ) Nhitng nhan t6 c4 nhan
(Personal Factors)

Nguén: Zeithaml & Bitner (2000)
Nhu vay, ro rang 1a sy thod man cia khach hang la mot khai ni¢ém rdng, bao
gdm céc yéu to tic dong dén né nhu: chat luong dich vy, chat lugng san pham, gia,
céc nhan t6 c4 nhan va cic nhan t6 tinh hudng (Zeithaml va Bitner, 2000).
Déi v6i linh vuc thué, nghién ctru caa Chen, C. W. (2010) chi ra rang c6 ba yéu
t6 tac dong dén sy hai long ctia ngudi ndp thué 13 chat luong thong tin, chat lugng hé
théng va chat luong dich vu.

Hinh 2.3: Cac nhén t6 anh hwéng dén sw hai l1ong ciia ngwoi ndp thué

e —
7 Imfoam poan @l ves
qEmfoey

T o

—

T g

INaxcpras er SatssPoacriom ’/’__I

Ngudn: Chen, C. W. (2010)

Theo Chen, C. W. (2010), chat luong dich vu 13 mét cau trac da chiéu thudng
dugc do ludng bang cach sir dung cong cu SERVQUAL, duge cac nha nghién ciru
tiép thi phat trién dé do luong chat lugng dich vu IS. SERVQUAL do ludng céc khia
canh dich vu ctia phuong ti¢n hitu hinh, d6 tin cdy, kha nang dap ung, sy dam bdo va

su ddng cam. Nghién ctru cua Chen, C. W. (2010) di loai 2 khia canh 13 sy ¢dam bao
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va phuong tién hitu hinh vi su dam bao dugc dam bao bsi hé thong khai thué thudce
so hitu ctia chinh phi, con phuong tién hitu hinh bi loai trir bdi nguoi ndp thué déu
st dung may tinh ca nhan cua ho dé ndp to khai thué tai nha hodc tai van phong.

2.2.2 Méi quan h¢ giira sy hai 1ong va tuin thi thué cia nguwoi ndp thué

Theo (OECD, 2001), tun thii hanh chinh bao gdm viéc tuan thu cac quy dinh
hanh chinh vé ké khai thué va nop thué duang thoi han. Ba khia canh ctia viéc tuan thu
thué bao gdm ndp ho so, bao co va thanh toan. Tuan thu thué ciing duoc coi 1a muc
d6 nguoi nop thué tuan thu luat thué (Jame & Alley, 2009). Sy hai 1ong ctia ngudi
ding cao c6 xu huéng dan dén mic tuan thi thué cao, vi ngudi ding cam nhan duoc
loi ich rong thu duoc khi sir dung hé thong (W. Delone & Mclean, 2003). Trang thai
hai 10ng nay cudi cting c6 thé thuc day hanh vi tuan tha thué. Su hai 10ng ting 1én khi
no6 vuot qua sy mong doi va tac dong tich cuc ddi véi loi ich rong (Peter va cong su,
2008). Mot s6 nghién ctru trudc day cho thay sy hai long ctia ngudi ding cé tac dong
tich cuc dén lgi ich rong nhu (Chen et al. 2015); (Chiu va cong sy, 2016); (Pramanita
& Rasmini, 2020).

V& anh hudng cta sy hai 10ng ctia ngudi ndp thué dén su tuan thi thué, nghién
ctru ctia Sukesi, S., & Yunaidah, 1. (2020) da cho thiy sy tudn tha vé thué ting lén
khi sy hai long cua khach hang tang 1én. Ngoai ra, nghién ctru cua Artawan, 1. G. P
va cong su (2020) ciing chi ra rang niém tin va sy hai 1ong c6 anh hudng tich cuc dén
su tuan thi thué, diéu nay gidng v4i nghién ciru cia Amin va cong su (2013).

Hinh 2.4: M6 hinh mdi quan hé giira chit lwong dich vu, sw hai long va

tuan thi thué

The Effectiveness of “‘:::“—-____‘_“ _d____I__l_ﬂl
Tax Socialization (X1) [ | 0~ "'::::::-=I:—I::::“ '
N ik ® “L"““-h‘I’
Superior Service (X2) H Taxpayer Satisfaction Compliance (Y2)
4-- (Y1)
| H ’,‘F ’ H .__F_,-—r}
Service Quality I - —
(X3) R e
— H

Ngudn: Sukesi, S., & Yunaidah, 1. (2020)
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Nghién ctru cia Nurfatmah (2013) cho rang sy hai 1ong cta ngudi ndp thué co

tac dong dang ké mot phan dén sy tuan thu ciia nguoi ndp thué. Sy hai 1ong ciia nguoi

ndp thué dong vai tro trung gian trong viéc diéu hoa chat lugng dich vu voi su tuan

thu cta nguoi ndp thué hd trg nghién ctru Ardiyansah va cong sy, (2016).

2.3 Cac nghién ciru trude day

Bang 2.1: Cac nghién ctru trudc day

Tac Tén bai | Phuwong M©& hinh Két qua

ST | gia bao phap

T nghién

cuu
b ba Kha Cor sir vit chit Két qua nghién ctru

ang nhgia |osét305 e : cho thiy mtrc d6 hai long
Thanh | m&c 36 | doanh Na:f:w u mioe | trung binh cta ting bién
Son va | hai long | nghiép, P§ tin ciy ' quan sat trong 7 nhom nhan
cong cua xtr 1y b Rt t6 do ludng mirc do hai
su nguoi | liéu SPSS e cam hne long caa NNT thi déu dat
(2013) | nop thué trén muc khong c6 ¥ kién

doi voi
chat
luong
dich vu
tuyén
truyén
hd tro
tai cuc
thué tinh
Kién

Giang

nhung lai dat dudi mirc
ddng v, chi duy nhit c6
nhom céc bién co s& vat
chat mot s6 bién quan sat
c6 murc hai long trung binh

trén murc d¢ dong y.
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C Im Khi e Mbi lién hé tir chat
hen, C. | pactof | osat278 luong dich vu dén sy hai
W. quality | nguoi T | 1ong cua ngudi nop thué
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A Th 96 Phat hi¢n nay duogc
rtawan, | e Effect | nguoi e ching minh bang su hai
l. G. of nop thué 10ng ctia ngudi ndp thué 1a
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Increasi du chat lugng dich vu
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2.4 Céc gia thuyét va mo hinh nghién ciu dé xuat

2.4.1 Xay dung gia thuyét

Anh huwéng ciia chit lwong dich vu dén sy hai long ciia NNT

Silalahi va cong su (2015) cho ré“mg chét luong dich vu thué bao gém do tin cay,

kha ning dap img, sy dam bao, sy dong cam va phuong tién hiru hinh c6 tac dong

dang ké. vé su hai 10ng ctia ngudi ndp thué. Cac nghién ctru ciia Chen, C. W. (2010),
bang Thanh Son va cdng su (2013), Siregar, S., Supriyadi, S., & Hakim, L. (2023),
Hernadi, F., Jamaluddin, J., & Akhmad, B. A. (2021), Purnomolastu, N. (2021), OLII,
F., ILATO, R., & TUI, F. P. D. (2019), Cahyadi, L. (2021), Akob, M., Akob, R. A.,
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& Amin, G. (2022), Ding Hoang Duy (2023) da cho thiy chat luong dich vu c6 tac
dong tich cuc dén su hai 10ng cta ngudi ndp thué. Thanh phan cia chét luong dich
vu bao gff)m su tin cay, su dap tng, su su dam bado, su cam thong, phuong hi¢n hiru
hinh theo nhu mé hinh SERVQUAL (Chen, C. W., 2010; Siregar, S., Supriyadi, S.,
& Hakim, L., 2023; Cahyadi, L.,2021; Bang Hoang Duy, 2023; Erlina, E., & Marlina,
L., 2023). Ngoai ra, nghién ctru cia Pang Thanh Hai (2018) va Khuu Thi My Linh
(2023) da bd sung thém mot yéu td cua chat luong dich vu ¢6 anh hudng dén sy hai
1ong ciia ngudi ndp thué 1a co ché gop ¥, phan hoi.

Phwong tién hiru hinh

Phuong tién hitu hinh thé hién qua céc trang thiét bi dé phuc vu khach hang

(Parasuraman, 1988). Phuong tién hitu hinh ¢ day dugc xem la nhitng ing dung, hé
thong thué dién tar nham gitip viéc phd bién chinh sach dén nguoi ndp thué tré nén
thuan tién hon. Khi tng dung céng nghé thong tin, nguoi ndp thué s& dé dang tiép
can nhimg quy dinh phap luit méi tu co quan thué. Piéu nay giup nguoi ndp thué
giam b6t ganh thyc hién sai thu tuc hanh chinh vé thué dong thoi gia tang su hai 1ong
ctia ngudi ndp thué dbi voi dich vu ma co quan thué cung cép.

Gid thuyét H1: Phuong tién hitu hinh anh hwéng tich cuc dén sw hai long cia
NNT

Sw tin cay

Su tin cdy 1a kha ning cung cip dich vu ding va chinh xac nhu da cam két. N6

bao gdm su nhat quan, 6n dinh ngay tir 1an dau tién cung cip dich vu (Parasuraman,
1988). P tin cay duoc str dung nhiéu trong cac bdi canh khac nhau cua cac nghién
ctru vé chat luong dich vu va luén duoc khang dinh 13 thanh phan dam bao tot nhat
ctia chat lugng dich vu (Cronin va Taylor, 1992). Sy tin cay ¢ day dugc xem l1a mirc
do tin cdy ciia ngudi nop thué d6i voi su hudng dan, hd tro cua cong chuc thué vé
nhing vuéng mac lién quan dén chinh sach thué. Sy hd tro giai dap vueéng mac chinh
xéac va dam bao thoi gian s& dap (mg nhu cau cua nguoi ndp thué. Dam bao su tin cay
ctia nguoi ndp thué ddi véi dich vu tuyén truyén hd tro thi sy hai 1ong ctia ngudi ndp

thué doi vai dich vu nay sé tang lén.
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Gid thuyét H2: Su tin cdy dnh hwdng tich ciee dén suw hai long ciia NNT
Su dap ung
Su dap tng 1a kha ning dap ung cua dich vu déi v6i nhu cau giai quyét cac
van dé cong viéc cua ca nhan, doanh nghiép (Cronin va Taylor, 1992). Sy dép tng
cua dich vu tuyén truyén hd tro duoc hiéu réng nhitng dich vu ma bd phan tuyén
truyén hd trg cung cap cho ngudi ding dap tmg yéu cau mong mudn tir phia ho nhu
yéu cau duogc giai dap thic méc, yéu cau cip nhat thong tin chinh sach thué méi, yéu
cau chiam soc khach hang ctia co quan Nha nudc,. .. Dich vu tuyén truyén hd tro mang
dic trung 13 dich vu do Nha nuéc cung cip dé phuc vu nhu cau cta ngudi dan, dap
ng vé quyén loi va loi ich hop phap ciia ngudi dan.
Gid thuyét H3: S ddp iing anh hwéng tich cwc dén sw hai long ciia NNT
Su dam bao
Su dam bao thé hién trinh d6 chuyén mon va cung cach phuc vu lich su, niém
nd véi khach hang (Cronin va Taylor, 1992). Sy dam bao trong viéc cung cip dich
vu tuyén truyén hd tro duge hiéu 1a nang luc chuyén mon cua cong chirc thué trong
qua trinh hudng din cac chinh sach thué cho ngudi ndp thué. Sy dam bao vé cac
chinh sach thué dugc hudng dan chinh xéac s& gitp ngudi ndp thué co cai nhin tot hon
vé chat lugng dich vu dugc cung cép va nguoc lai.
Gid thuyét Ha: Sy dam bao anh hudng tich cwc dén sy hai long ciia NNT
Sw cdm thong
Su cam thong la su hd tro quan tam, cham s6c¢ doanh nghi¢p, tao cho doanh
nghiép cam giac an tim (Cronin va Taylor, 1992). Sy cam thong dbi v6i nguoi ndp
thué 1a vo cliing can thiét dé hiéu rd nhimg kho khin, vudng mic ctia ho gitp co quan
thué co chinh sach hd trg, giai dap hop 1y, dung dan. Tir d6 gop phan tao niém tin clia
doanh nghiép, ning cao su hai long cua doanh nghiép d6i véi chét luong dich vu
tuyén truyén hd tro cia co quan thué.
Gid thuyét H5: Sw cdm thong anh hidng tich cwc dén sw hai long ciia NNT
Su twong tac cia cong dan

Trong nghién ctru ciia Olowo, R. O., Umar, M. A., & Hambolu, V. O. (2021),
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su trong tac cua cong dan ngu v rang céng dan c6 thé tic dong dén quyét dinh cua
chinh phu vi cudi ciing, n6 anh huong dén cudc sdng ctia ho. Su twong tac cia cong
dan c6 thé trao quyén cho ngudi dan dé yéu cau chinh phu chiu trach nhiém, xay dyung
nha nude co6 kha ning thich ing va tao ra mot xa hoi hoa nhap va gan két. Theo
Roberts (2004), sy turong tac ciia cong dan co thé hiéu 1a su thao luan cong khai va
su tham gia cua coéng din vao nhitng chinh sach ctia nha nuéc. Thiu su twong tac
nay c6 thé din dén viéc khong tuan tha thué, do d6 lam suy yéu phuc loi ciia nha
nudce (Olowo, R. O., Umar, M. A., & Hambolu, V. O., 2021). Thdng qua c4c giao
dich véi co quan thué, NNTcé van dé vudng mic chua dugc giai quyét thoa dang,
hoic khong hai 1ong vai cung cach phuc vu ctia can bo thué thi ¢6 thé phan anh truc
tiép véi lanh dao Cuc thué thong qua sb dién thoai duong day nong, hodc hom thu
g6p ¥, hodc ciing co thé gop ¥ truc tiép tai cac hoi nghi ddi thoai gitta NNT va co
quan thué. Co quan thué sé& ling nghe y kién ctia nguoi ndp thué va can ci tinh hinh
thue té dé giai quyét. Nhitng phan anh, gop ¥ ctia ngudi ndp thué sé tao didu kién cho
phong hd tro thué co bién phap chan chinh va ngay cang phuc vu tét hon cho nguoi
ndp thué, tir d6 1am gia ting su hai long cta nguoi ndp thué ddi véi co quan thué.

Gid thuyét H6: Suw tirong tdc ciia cong dan dnh hudng tich cwc dén sw hai long
cua NNT

Anh huwéng ciia chit heong dich vu dén niém tin thué

Niém tin duoc dinh nghia 13 niém tin nay sinh vi khach hang hai long va cam
thiy thoai méi khi hoan thanh trach nhiém ctia ngudi cung cip hang hoa va dich vu.
Niém tin 13 sy sdn sang trao ddi véi cac ddi tac dang tin cay, vi d§ tin cdy va tinh toan
ven cua no. Sy tin tuong la sy san sang hoac niém tin ctua mot ddi tac trao ddi trong
viéc xay dung mbi quan hé lau dai nham tao ra tac phém tich cuc (Crosby va cong su
2000 trong Yulianto va Waluyo, 2004: 349). Niém tin thué ¢ day duoc hiéu 1a sy sdn
sang trao doi, cung cap cac thong tin can thiét cia ngudi ndp thué cho co quan thué.
Khi da cung cip ddy du thong tin can thiét va dugc co quan thué hd trg trong viée
giai dap hay tinh s6 thué phai ndp mot cach chinh xac, niém tin v&i co quan thué cia

ngudi ndp thué sé ting 1én. Nurhadi va cong sy (2018) cho rang c6 tac dong tich cuc
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va dang ké cua chat luong dich vu véi su tin tudng cua ngudi tiéu dung dich vu khi
cung cap goi P. Nghién ctru ciia Artawan, |. G. P., Widnyana, I. W., & Kusuma, I. G.
A. T. (2020) va nghién ctru caa Au, N. C. S., & Lién, T. N. (2022) d3 chirng minh
chét luong dich vu c6 anh hudng tich cuc dén niém tin thué. Trong do, nghién ctru
cua Artawan, I. G. P., Widnyana, I. W., & Kusuma, I. G. A. T. (2020) va nghién ctru
cia Au, N. C. S., & Lién, T. N. (2022) thanh phan chét lugng dich vu bao gdm 5 yéu
t6 theo nhu md hinh SERVQUAL la phuong tién hiru hinh, su tin cdy, sy dap ung,
su dam bao va sy cam thong. Ngoai ra, khi nguoi nop thué co thé tuong tac truc tiép
v6i co quan thué va nhan dugc nhitng phan hoi thoa dang thi NNT s& thém c6 thém
1ong tin d6i voi co quan thué, tir d6 tiép tuc tin tudng vao dich vu hd trg ma co quan
thué cung cép.

Gid thuyét H7: Phuong tién hitu hinh anh huéng tich cwc dén niém tin thué

Gid thuyét H8: Sw tin cdy anh hwéng tich cuc dén niém tin thué

Gid thuyét H9: Su dap iing anh hwéng tich cwc dén niém tin thué

Gid thuyét H10: Sy dam bdo dnh hwong tich cyc dén niém tin thué

Gid thuyét H11: Sy cam théng dnh huwdng tich cye dén niém tin thué

Gid thuyét H12: Sy twong tdc ciia ¢ong dan anh hwéng tich cye dén niém tin
thué

Anh huwdéng ciua niém tin thué dén su hai long cia NNT

Niém tin c6 anh hudng dén su hai long ctia ngudi ndp thué phu hop voi nghién
ctru trude day cua Sayed & Behboudi, 2017) cho thiy niém tin thuong hiéu c6 anh
huong dén su hai 1ong. Nghién ciru khac ciing chirng minh rang niém tin vao thé ché
c6 thé dan dén su hai long trong cudc sdng (Ciziceno, Marco va Travaglino, 2019).
Nghién ctiru cuia Artawan, I. G. P., Widnyana, I. W., & Kusuma, I. G. A. T. (2020) da
chtrng minh niém tin thué c6 anh hudng tich cuc dén sy hai 1ong ctia ngudi ndp thué.

Gid thuyét H13: Niém tin thué dnh hwong tich cuc dén sw hai long ciia NNT\

Anh huéng ciia sy hai long ciia NNT dén tuén thi thué

Theo Kotler va cong sy (2021), mtrc dg hai long co thé duoc hiéu 12 ham sb cua

su khac biét gitra két qua thuc hién duoc cam nhan va nhiing gi duoc mong doi.
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Nhirng nghién ctru cua Sukesi, S., & Yunaidah, I. (2020), Artawan, I. G. P.,
Widnyana, I. W., & Kusuma, I. G. A. T. (2020), Hidayat, R. N., Handayani, S. R., &
Otok, B. W. (2014), Erlina, E., & Marlina, L. (2023), Hanum, L., & Indrawati, C. A.
(2023, August), Seralurin, Y. C., Kbarek, J. T., & Pattiasina, V. (2021), Viét, N. V.
(2023), Au, N. C. S., & Lién, T. N. (2022) da ching minh sy hai 1ong ctia ngudi ndp
thué anh hudng tich cuc dén su tuan thu thué cua ngudi ndp thué.

Nguoi ndp thué cé thé trai qua mot trong ba muc d6 hai 10ng, d6 1a: Néu két
qua thuc hién thip hon mong doi, ngudi ndp thué sé cam thay khong hai long vi ky
vong cua ngudi ndp thué cao hon dich vu nhan duoc tir co quan thué (nha cung cép
dich vu). Néu két qua thyc hién twrong (g v6i mong doi ctia ngudi ndp thué thi nguoi
ndp thué s& cam thay hai long vi mong doi ctia ngudi ndp thué phu hop véi dich vu
ma nguoi ndp thué nhan duoc tir co quan thué (nha cung cép dich vu). Néu két qua
thuc hién vuot sy mong doi ciia ngudi ndp thué thi nguoi nop thué s& cam théy rat
hai 1ong vi dich vu ma nguoi ndp thué nhan duge tir co quan thué (nha cung cp dich
vu) vuot qua su mong doi ctia ngudi ndp thué. Moi nguoi déu co dinh nghia riéng vé
sy hai long ma ho mong mudn; do do, su thanh cong cua mot nha cung cép dich vu
duoc quyét dinh boi su hai 1ong c6 thé mang lai cho nguoi ndp thué. Thong tin vé
murc d6 hai long cua nguoi ndp thué sé trd thanh phan hdi dé co quan quan 1y thuc
hién cai tién (cai tién theo tién d6) cac dich vu cung cip cho ngudi ndp thué.

Vi viy, 16 rang rang sy hai long 1 chitc ning cua hiéu sudt va an tuong ky
vong. Néu két qua thuc hién thap hon mong doi, nguoi ndp thué sé thit vong. Néu
két qua thuc hién dap ung dugc mong doi ctia ho, ngudi ndp thué s& hai 1ong va néu
két qua thuc hién vuot qua mong doi, nguoi ndp thué s& cam théiy hai long. Nguoi
nop thué hai long vai dich vu tir cong chirc co nhiéu kha nang thyc hi¢n nghia vu ndp
thué hon.

Theo Wardani (2018) va Ardiyansyah A. (2016), sy hai 10ng ctia ngudi ndp thué
c6 tac dong tich cuc va dang ké dén sy tudn thu ctia ngudi ndp thué phuong tién co
gidi. Trong khi do, theo Awaludin (2017) va Sukesi & Yunaidah (2020), sy hai long

cua nguodi ndp thue co tac dong tich cuc dén sy tudn thu cua ngudi ndp thué.
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Gid thuyét H14: Sy hai long ciia NNT dnh wéng tich cwe dén tudn thi thué
2.4.2 M6 hinh nghién ctru dé xuat
Tir cac gia thuyét duoc néu ra trén, tac gia dé xuit mé hinh nghién ctru ciia minh
nhu sau:
Hinh 2.5: M6 hinh nghién ciru dé xuét
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Niém tin thué

Ngudn: Téc gia dé xuat

Két luan chwong 2
Chuong 2 cta luan vin dé cap dén mot s6 co so 1y luan téng quan vé su hai
long, chat luong dich vu, cac ti€u chi chinh danh gia chét luong dich vu cling nhu
cach thuc do luong sy hai long vé chat lugng dich vu.Viéc tim hiéu céac ly thuyét trén
s& lam tién dé quan trong dé di sau vao viéc phan tich thuc trang su hai long cua NNT
vé CLDV TTHT ctia Cyc Thué Thanh phd HO Chi Minh va dua ra cac dinh huéng

phat trién nhim nang cao sy hai long ctia NNT.
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CHUONG 3: PHUONG PHAP NGHIEN CUU
3.1 Quy trinh nghién cu

Dé dam bao tinh khoa hoc nghién ciru dugce tién hanh thong qua hai giai doan
chinh:
- Giai doan 1: Nghién ctru dinh tinh nhim xay dung mo hinh.
- Giai doan 2: Nghién ctru dinh lugng nham thu thap du liéu, phan tich két qua
khao sat, kiém dinh mé hinh nghién ctru.
Hinh 3.1: Quy trinh nghién ciru (T4c gia tong hop)

Vin dé nghién ctru
Muc tiéu nghién ciru,Cau hoi nghién
clru

Co s6 1y thuyét

Cac khai niém lién quan trong bai
nghién ciru

Nghién ciru dinh tinh <

W Phong van chuyén gia

Xay dung

thang do|so bo | Mé hinh nghién ciru chinh ,
thire , v

7 Chinh stra

A4

Bang ciu hoj chinh thire

Nghién ciru chinh thire

\’

Két qua nghién ciru dinh luong
Viét bio cdo chinh thire

Nguon: Tac gia tong hop
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3.2 Phwong phap nghién ciru dinh tinh

Duya vao van dé nghién ciru, muc tiéu nghién ctru, tic gia tién hanh xay dung
co s6 1y thuyét va mé hinh nghién cru tham khéo. Trong qua trinh tién hanh x4y dyng
mo hinh nghién ctru, tic gia thyuc hién tham khao y kién mot s6 chuyén gia trong linh
vuc tuyén truyén hd trg NNT, tir d6 tic gia didu chinh lai cac thang do va xay dung
m6 hinh nghién ctru cho dé tai nghién ctru.

Phong véan chuyén gia dugc thuc hién véi ki thuat phong van truc tiép timg
chuyén gia nham xac dinh cac yéu t6 anh huong dén sy hai 1ong cia NNT vé chat
luong dich vu TTHT. Thoi gian phong van mdi chuyén gia tir 90 — 120 phut, s luong
chuyén gia phong van 3 ngudi.

Céc chuyén gia dugc chon phai thoa man céc ti€u chi sau:

Vé kinh nghiém: C¢ it nhat 10 nam kinh nghiém trong linh vuc thué.

Vé trinh @6 hoc van: Cac chuyén gia déu co trinh do tir thac sy tré 1én nhu:
thac si, Tién si, Pho gido su... nham dam bao du kién thirc, am hiéu trong linh vuc
nghién ctru. Danh sach chuyén gia tham khao phu luc 2.

Noi dung théo ludn véi chuyén gia: Can cir vao két qua nghién ciru cta céac
cong trinh nghién ciru trude lién quan, quan sat tinh hinh thyuc té hoat dong cta bo
phan TTHT. Do vay, ndi dung thao luin 13 xoay quanh vé tim hiéu nham xac dinh
duoc cac nhan to tac dong dén su hai long cua NNT vé CLDV TTHT. Dan bai duogc
xay dung dua trén nhirng nhan t6 va thang do ké thira ctia nhitng nghién ctru trudc,
ndi dung thdo luan va4i chuyén gia tham khao Phuy luc 1.

Két qua thao luén: sau khi x4c dinh dugc mo6 hinh va thang do, tac gia da tham
khao y kién cua 3 chuyén gia (danh sach chuyén gia ¢ phu luc 02) va nhan dugc ¥

kién dong thuan ciia cac chuyén gia vé mé hinh va thang do.
3.3 Phuong phap nghién ctru dinh luwgng

Dé tai nay tap trung khao sat cac dbi twong 14 nhiing ca nhan nop thué di va
dang thyuc hién dich vu tuyén truyén hd tro tai Cuc Thué Thanh phd Ho Chi Minh
thong qua hinh thirc phat phiéu khao sat truc tiép d6i véi NNT.



38

Phuong phap chon méu theo phuong phap 1dy mau phi xac suét kiéu thuin
tién, bang cau hoi dugce gui truc tiép cho nguoi dugc phong van theo hinh thirc két
hop khao sat truc tiép va biéu miu Google. Nghién ctru st dung phuwong phap phan
tich cdu tric tuyén tinh (SEM). Theo (Hair J. F., 2014) dwa ra cic dé xut ¢& mau toi
thiéu dua trén do phtrc tap ciia mo hinh va cac dac diém co ban ctia mé hinh do luong
nhu sau: C& mau tdi thiéu 100: cac mo hinh c6 tir 5 khai niém tré xudng véi mdi khai
niém duoc mé ta boi it nhat 3 bién do ludng va c6 communalities cao (tir 0.60 trd
1én). C& mau t6i thiéu 150: cac mo hinh c6 tir 7 khai niém tré xubng, gia tri toi thiéu
cua cac communalities 1a 0.50 va khong c6 cac khai niém dugc xac dinh dudi muic
(underidentified constructs). C& mau t6i thiéu 300: cac md hinh ¢6 tir 7 khai niém trd
xudng, co cac communalities thap (nho hon 0.45) va ton tai (it hon 3) khai niém duoc
xac dinh duéi mirc. C& mau t6i thiéu 500: cac md hinh v6i s6 khai niém nhiéu hon,
mot vai gid tri communalities thap va c6 khoang 3 bién do ludng cho mdi khai niém.
Cong thirc ldy mau theo hdi quy Green (1991), véi kich thude mau tdi thiéu cho phan
tich hdi quy 1a: N = 50 + 8*s6 bién doc 1ap tham gia = 50 + 8*6 = 98 mau Theo
Comrey (1973), ¢& mAu tbi thiéu la: N= 5*bién quan sat = 5*32 = 160 mau (t5i thiéu)
Do vay trong dé tai ndy, dya trén ¢& mau t6i thiéu 1a 160 mau tac gia dé xuat quy mo
mau khao sat 1a 300 dén 350 mau.

Thang do nghién ciru

Thang do dugc stir dung la thanh do Likert 5 mtrc d§ dugc sir dung cho céc
bién quan sat duoc dugce dung dé sip xép tir nho dén 16n vai sé cang 16n thi mic d6
dong y cang cao (1: rat khong hai long; 2: khéng hai long; 3: trung binh; 4: hai long;
5: rat hai 10ong).

Bang 3.1: Thang do nghién ciru

Tén bién C4c nhan to Thang do Ngudn
Chit lwong | Su tin ciy Dich vu tuyén truyén hd tro minh bach va dang | Chen, C. W.
dich vu tin cay (2010)

Cong chirc thué hd tro ngudi nop thué cung cap

thong tin chinh xac

Moi nhu cau ho tro ciia nguoi ndp thué déu cod

thé duoc dap ing dung han, dung quy dinh boi
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co quan thué

Su dap ung

Cong churce thué than thién, nhi nhin véi nguoi

nop thué

Cong chure thué 1am viée chuyén nghiép hd trg

ngudi ndp thué kip thoi khi vudng mac

Cong chtre thué hudng dan c6 trinh ty, dung quy
trinh

Cong chtrc thué hudng dan dung gio 1am viée
theo quy dinh, khong gay lang phi thoi gian cta

nguoi nop thué

Chen, C. W.
(2010)

Phwong tién
hiru hinh

Co quan thué trang bi hé théng cong nghé thong

tin hién dai, 6n dinh phuc vu ngudi nop thué

Ung dung luén duoc nang cap kip thoi

Hé thong thué dién tir than thién v6i ngudi ding

Khu vuc hd trg vé thué thoang mat, rong rai

Saptono, P.B
va cong su

(2023)

Sw cdm thong

Co quan thué ludn trao dbi, tiép thu, dap tng yéu
cau, tao diéu kién thuan lgi cho nguoi nop thué

trong cong tac tuyén truyén hd tro

Co quan thué tuyén truyén, pho bién kip thoi
nhiing thay ddi trong quy dinh vé chinh sach thué

Cong chirc thué luén dat minh & vi tri ciia nguoi
nop thué dé hudng dan day du cac budc thi tuc

cho ngudi ndp thué

Chen, C. W.
(2010)
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Co quan thué luén ghi nhan cac vuéng mac, kho
khan ctua nguoi ndp thué vé chinh sach thué va

dé xuét giai phap khic phuc

Sw dam bao Cong chuc thué hudng din co kién thirc chuyén | Saptono, P.B
mon va nghiép vu va cong su
- (2023)
Cong chure thué c6 cung cach phuc vu lich su,
hoa nha véi nguoi ndp thué
Co quan thué c6 co ché bao vé quyén loi ctia
ngudi ndp thué khi ¢ thong tin tuyén truyén hd
tro sai sot
Céc dich vu twong tu trong tuyén truyén hd trg
duoc yéu cau duy tri dé dam bao quyén loi cia
ngudi ndp thué
Su twong tac NNT c¢6 quyén truy cap thong tin vé co quan thué | Olowo, R. O.,
ciia cong dan - N — | Umar, M. A.,
NNT dugc tham van cac van dé€ vé quan ly thué
& Hambolu,
Co quan thué ¢ nhiing twong tac dinh ky véi V. 0. (2021)
ngudi ndp thué vé cac linh vuc cling quan tim
Nhiing gép ¥y ciia NNT luén duoc co quan thué
guan tam
Niém tin Ngudi ndp thué khong c6 nghi ngd voi nhimng Artawan, |. G.
thué giai dap chinh sach thué tir co quan thué P., Widnyana,
. . LW, &
Nguoi ndp thué cam thay sy tu tin khi lam viéc
Kusuma, I. G.

véi co quan thué




41

Nguoi ndp thué hoan toan tin twéng nhitng théng | A. T. (2020)
tin ma co quan thué tuyén truyén hd tro
Sw hai long Nguoi ndp thué hai 1ong véi dich vu tuyén truyén | Saptono, P.B
hd tro vi dé tuong tac, dé sir dung va cong su
. .. . N (2023)
Nguoi ndp thué hai long véi su ho trg cua cong
chtrc thué khi c6 van dé vuéng mac
Nguoi ndp thué hai 1ong véi dich vu tuyén truyén
hd trg vi duoc cung cap nhanh chéng va dang tin
cay
Tuén tha Nguoi ndp thué luon dang ky va bo sung thong Au,N.C.S.,
thué tin dang ky dtng han & Lién, T. N.
(2022)

Ngudi nop thué luon ké khai ddy du va ding han

Nguoi ndp thué ludn ndp thué day du va ding

han

Ngudi ndp thué ludn bao cao nghia vu thué chinh

xac va day du

Két luan chwong 3

Ngudn: Tac gia tong hop

Chuong ndy di trinh bay vé phuong phap nghién ctru, thang do nghién ctru

duogc st dung. Tt do, tac gia s€ thyc hién thu thap dir li€u va phan tich dir liéu da thu

thap dé dua ra két qua nghién ctru ¢ chuwong tiép theo.
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CHUONG 4: KET QUA NGHIEN CUU VA BAN LUAN

4.1 Gigi thiéu vé bd phan tuyén truyén h tro nguoi nop thué

4.1.1 Gidi thiéu chung

Can ctr Quyét dinh s6 211/QD-TCT ngay 12/3/2019 cta Tong cuc truéng Tong
cuc Thué, phong Tuyén truyén — HS trg ngudi ndp thué ¢ nhiém vu giup Cuc trudng
Cuc Thué t6 chtrc thuc hién cong tic tuyén truyén vé chinh sach, phap luat thué, hd
trg nguoi nop thué trong pham vi Cuc Thué quan 1y; thuc hién cép phat, ban hoa don
an chi thué cho cac don vi trong va ngoai nganh thué, cac to chirc va ca nhan nop
thué; quan 1y str dung hoa don an chi thué.

Nhiém vu cu thé:

- Xay dung chuong trinh, ké hoach va to chirc thyc hién cong tac tuyén truyén,
phé bién chinh sach phap luat vé thué cho nguoi nop thué, nguoi dan va cac co quan,
td chure khac trén dia ban tinh, thanh phé;

- Huéng dén, chi dao, kiém tra cac Chi cuc Thué truc thudc trong vi¢c trién khai
thuc hién nhiém vu ho trg ngudi nop thué, tuyén truyén chinh sach, phap luat vé thué;

- La dau méi tiép nhan va tong hop cac vudng mic ciia ngudi ndp thué vé chinh
sach, phap luat thué va cac tha tuc hanh chinh vé thué; phdi hop véi cac phong chire
nang lién quan dé xudt trinh Cyc trudng giai quyét hodc trinh cp c6 thim quyén xem
xét giai quyét theo quy dinh cho Ngudi ndp thué;

- Truc tiép hd tro ngudi ndp thué thuéc Cuc Thué quan ly trong viéc thuc hién
chinh sach, phap luat thué va cac thu tuc hanh chinh thué (bao gdm ca hudng dan, tra
101 cac vudng mic vé ap dung Hiép dinh tranh dénh thué hai 1an va cac cam két quc
té khac cta Viét Nam c6 lién quan dén thué);

- Chu tri, phdi hop véi cac phong thude Cuc Thué, cac to chirc khac c6 lién quan
trén dia ban tinh, thanh phd dé t6 chirc tap hudn; t6 chirc hoi nghi dbi thoai véi ngudi
nop thué;

- Cung cip cac thong tin canh bao va cac thong tin hd tro khac trén co sé hé
thng thong tin do nganh thué quan 1y cho nguoi ndp thué theo quy dinh cua phap

ludt va cua nganh; 1a dau moéi phoi hgp véi co quan béo chi, truyén thong;
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- Quan 1y, theo ddi, giam sat hoat dong cua cac dai 1y thué, nhan vién dai ly
thué; tiép nhan va quan 1y ho so ding ky du diéu kién kinh doanh dich vy 1am thu tyc
vé thué cua dai 1y thué; trinh cip c6 thAm quyén cip gidy xac nhan dai Iy thué du diéu
kién kinh doanh dich vu lam thu tuc vé thué; huéng dan, hd tro dai 1y thué vé chinh
sach phép luat thué, thu tuc vé thué, tap huin cac ndi dung, quy dinh vé chinh sach
thué, thu tuc vé thué;

- Theo ddi, tong hop, bao cdo két qua thuc hién cong tac hd trg, tuyén truyén vé
chinh sach, phap luat thué; nghién ciru, dé xuat cac bién phap nang cao hiéu qua cong
tac hd tro ngudi ndp thué va cong tac tuyén truyén vé thué;

- Quan ly, bién tap ndi dung trang thong tin dién tir ndi bd nganh thué tai Cuc
Thué; phéi hop véi Téng cuc Thué trong viée xay dung ndi dung trang thong tin dién
tir ctia nganh thué trén moi truong mang Internet (Website nganh thué);

- Tong hop dé nghi khen thuong, tuyén duong va ton vinh nguoi nop thué thuc
hién tét nghia vu ndp thué véi Ngan sach Nha nudc va cac to chirc, ci nhan khéc
ngoai nganh thué co thanh tich xuat sic trong viéc tham gia cong tac quan 1y thugé;

- Thuc hién cip phat, quyét toan hoa don 4n chi thué thuéc quan 1y caa Cuc
Thué; theo ddi giam sat viéc céip ban cac loai an chi theo quy dinh;

- Thyc hién viéc tham dinh cac hd so, giai quyét kip thoi cac thu tuc theo hd so
dé nghi ty in hod don ciia céc to chitc va ca nhan ndp thué theo quy dinh; Thong bao
doanh nghiép duogc str dung hoa don tu in thudc pham vi Cuc Thué quan ly;

- Téng hop bédo cao tinh hinh str dung 4n chi thué cua Cuc Thué;

- Bién soan tai liéu va tham gia ddo tao cong chirc thué thudc linh vuc duge
giao;

- Thyc hi¢n viéc bdo quan va luu triv hd so nghiép vy, tai liéu va cac van ban
phap quy cua Nha nudc thudc linh vuc quan 1y ctia phong theo quy dinh;

- Thyc hién cac nhiém vu khac do Cuc truong Cuc Thué giao.

4.1.2 Cac hinh thirc tuyén truyén hd tro ngudi ndp thué ciia b phén tuyén
truyén hd tro ngudi ndp thué tai Cuc thué Thanh phé H6 Chi Minh

Tuyén truyén vin ban quy pham phap luit vé thué
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- Quy dinh méi thay ddi theo 16 trinh cai cach chinh sach thué, phi, 18 phi, cac
khoan thu NSNN

- Quy dinh phép luat thué hién hanh, cac du thao van ban lién quan dén linh vuc
thué méi trong nam 2024

- Cac chinh sach moi theo chi dao cia Bang, Nha nudc.

Tuyén truyén vé cai cach thi tuc hanh chinh thué

- Céc giai phap cai cach thu tuc hanh chinh nham cai thién vi tri xép hang Chi
s6 nop thué ciia Viét Nam, nang cao nang luc canh tranh qudc gia tir cai cach TTHC
thué, tao thuan lgi hon cho nguoi ndp thué

- Tac dong cua viée cat giam thu tuc hanh chinh dén doanh nghiép, t6 chuc, ca
nhan

- Cong tac ung dung cong nghé thong tin trong giai quyét thii tuc hanh chinh
nham don gian héa TTHC thué

- Thyc hién co ché mdt ctra, mot cira lién thong

- Cac thu tuc hanh chinh dién tir tai mirc do 3, 4

- Cac thi tyc hanh chinh tich hop trén Cong Dich vu cong Qudc gia

- Cong tac phdi hop voi cac co quan nha nudc, té chirc ¢6 lién quan trong két
ndi, trao ddi thong tin giai quyét th tuc hanh chinh lién thong.

Tuyén truyén cong tic xay dwng, phat trién ing dung cong nghé thong tin
trong cong tac quan ly thué

- Ung dung cong nghé thong tin trong tat ca cac khau ctia cong tac quan 1y thué;
mé rong cac dich vu cong nghé thong tin phuc vu ngudi ndp thué

- Céc dich vu thué dién tu: Dang ky thué, khai thué, nop thué, hoan thué, tra ctru
thong tin nghia vu vé thué, hoi dap truc tuyén,

- Cong tac quan 1y Hoa don dién tir (HPDT), dic biét dbi v6i viée trién khai
phat hanh héa don dién tir trong kinh doanh xing, dau

- Trién khai HDDT c6 két nbi véi may tinh tién

- Chinh sach, quy dinh cta phap luat vé hoan thué GTGT nhidm ning cao nhan

thirc cia doanh nghiép
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- Quan 1y thu thué dbi véi hoat dong kinh doanh qua san thuong mai dién tir
(TMDT): két ndi cac san, cac doanh nghiép kinh doanh trén san va qua mang xa hoi

- Tich hop tmg dung VnelD véi cac Gmg dung thué dién tir danh cho c4 nhan

- Trién khai tmg dung thué dién tir trén thiét bi di dong (eTax mobile)

- Trién khai tng dung cong nghé thong tin (CNTT) dap Gmg cac vin ban phap
quy va cac quy trinh nghiép vu maéi

- Tdng cudng cong tac an toan thong tin mang, an ninh mang va bao mat trong
trién khai cac tng dung CNTT nganh Thué.

Tuyén truyén cong tic diéu hanh thu NSNN

- Cong tac chi dao, diéu hanh va theo ddi két qua thu NSNN thuong ky

- Tién d6 va cac giai phap thuc hién du toan trong bdi canh tinh hinh kinh té ¢6
nhiéu bién dong, dic biét 1a cac giai phap hd trg nguoi dan va doanh nghiép phuc hoi
san xuat kinh doanh

- Cac giai phap quan 1y thu, chdng that thu ngan sach, phin dau hoan thanh chi
tiéu thu NSNN duoc giao.

Tuyén truyén cong tic hd tro nguoi ndp thué

- Pho bién, hudng dan cac quy dinh vé chinh sach thué, quan 1y thué

- Lich nhic ngudi ndp thué thuc hién cac quy dinh dén thoi han

- Ho tro tryc tuyén, truc tiép cho nguoi ndp thué thuc hién quyét toan thué

- H tro ngudi ndp thué qua kénh Hoi — Pép truc tuyén

- T6 chtrc tuan 18 lang nghe NNT, hoi nghi d6i thoai voi doanh nghiép

- Ho tro NNT la c4 nhan ding ky thué, khai thué, nop thué, thong bao nghia vu
tu quyét toan thué cia NNT

- Cong tac ngudi ndp thué tiéu bicu.

Tuyén truyén cong tic thanh tra, kiém tra thué, chong that thu NSNN

- Cong tac phdi hop voi cac Bo nganh lién quan trong dau tranh, chdng that thu
NSNN

- Giai phép cua nganh Thué trong cong tac thanh tra, kiém tra

- Quy dinh vé quan ly thué d6i véi doanh nghiép co giao dich lién két
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- Cong tac thanh tra, kiém tra dbi v6i cac doanh nghiép hoan thué GTGT, céac
doanh nghiép kinh doanh qua san TNDT, cac doanh nghiép c6 rii ro cao vé HPPT

- Két qua thanh tra, kiém tra thué, chdng that thu NSNN.

Tuyén truyén cong tic quan ly thu n¢ thué

- Cong tac thuc hién cac bién phap quan 1y no thué, cudng ché no thué

- Két qua thu no thué dinh ky, cong khai théng tin ngudi ndp thué chay i, khong
nop thué

- Nhitng nd luc cta toan nganh trong cong tac quan 1y ng thué. Cac bién phap
han ché phat hanh sinh no méi va cac giai phap thu hdi no dong thué theo chi dao cua
Chinh phu, B Tai chinh.

Tuyén truyén cac chwong trinh, dé 4n 16m ctia nganh Thué

- Chién lugc cai cach hé théng thué giai doan 2021-2030; Ké hoach quan ly thué
trung han 2023-2025; thuc hién K& hoach cai cach hé théng thué dén nam 2025

- Nghi quyét ciia Qudc hoi vé viée ap dung thué thu nhap doanh nghiép bd sung
theo quy dinh vé chdng x6i mon co so thué toan cau

- Quan ly thué dbi voi hoat dong thuong mai dién tir

- Trién khai hoa don dién tir tir may tinh tién, hoa don dién tir d6i véi kinh doanh
xang dau

- Quan ly thué d6i voi hoat dong kinh doanh bat dong san

- Cong tac quan 1y rai ro chong gian 1an hoan thué

- Cong tac dam phan, thue hién Hiép dinh thué

- Trién khai cac giai phap chuyén doi s, hudng téi muc tiéu nang cao chat
luong, hiéu qua quan 1y ciing nhu nang cao chit luong phuc vu nguoi ndp thué

- Tuyén truyén sy kién Ky niém 80 nam Ngay truyén théng nganh Thué Viét
Nam.

Tuyén truyén cong tac xdy dung lwc lwong nganh thué, gwong ngudi tot
viéc tot trong cong tac thué

- Cong tac xay dung luc lugng can bo, cong chirc thué phu hop véi quy dinh

chtrc nang, nhi¢m vy, quyén han va co cau to chirc cia Tong cuc Thué - B) Tai chinh
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- Cong tac tang cuong ky luat, ky cuong ndi nganh

- Guong nguoi tot viée tét cia nganh Thué

- Céc hoat dong phong trao, cong tac dang, doan thé, cong doan, doan thanh
nién cta co quan thué cac cip

- Cong tac boi dudng ngudn luc chuyén nghiép, chuyén sau dap tng yéu cau
ctia chién lugc cai cach va hién dai hoa nganh Thué dén nam 2030.

4.1.3 Cac phwong thirc tuyén truyén hd tro nguwoi ndp thué

Tuyén truyén trén Trang thong tin dién tir cia Cuc Thué

- Cac phong/Vian phong/Trung tam/Chi cuc Thué phdi hop chit ché trong viée
thudng xuyén ding tai cac thong tin, van ban, diém mdi vé chinh sach thué dé nguoi
nop thué kip thoi nam bat.

- Tuyén truyén qua cic kénh mang xi hoi chinh thic ctia Cuc Thué nhu
facebook, fanpage, zalo, youtube,...

- Hinh thire thyc hién: Xay dung tin, bai, van ban chinh sach thué...

Tuyén truyén qua dai truyén hinh

- Pon vi phdi hop: Dai Truyén hinh Thanh phé H6 Chi Minh (HTV7), Dai Phat
thanh Thanh phé H6 Chi Minh, Tap chi Thué Nha nuéde, bao Tudi tré, Thanh nién,
Sai Gon giai phong, Thoi bdo Tai chinh Viét Nam, Tap chi Ban Tuyén gido Thanh
uy...

- Hinh thtre thye hién: Xay dung tin, bai, phong sy, phong van. ..

Tuyén truyén qua ban ghi hinh, ban ghi tiéng, tai liéu 4n pham, to roi, to
gap

- Pon vi phdi hop: Cac don vi truyén thong, don vi nghiép vu trong va ngoai
nganh Thué.

- Hinh thtrc thuc hién: Xay dung ban tin video/audio tai li¢u an phém, to roi, to
gap (c6 gan mi QR).

Tuyén truyén qua budi hop bao, hdi nghi, hdi thao vé thué

- Pon vi phdi hop: Trung tim Xuc tién thuong mai va dau tu Thanh phd Ho Chi

Minh, cic co quan thong tin bao chi,...
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- Hinh thyc thue hién: T chic cac budi hdi nghi, ddi thoai, hoi théao vé thué.

4.1.4 Két qua cong tac tuyén truyén hd trg' ngudi ndp thué mot sé nim gin
day

Cong tic tuyén truyén:

- Phéi hop véi cac sd, ban, nganh, Hiép hoi Doanh nghiép, Hoi Tu van thué va
Dai 1y thué Thanh phd H6 Chi Minh trong viéc truyén truyén chinh sach phép luat vé
thué, dam bao thong tin kip thoi dén nguoi ndp thué vé cac quy dinh ctia phéap luat vé
thué dugc sira d6i, bo sung va ban hanh méi dé ngudi nop thué biét va thuc hién dung
quy dinh.

- Phéi hop véi cac co quan bao chi mo cac chuyén muc va ding tai cac tin bai
vé thué. Mot s6 noi dung dién hinh nhu tuyén truyén chuong trinh hd tro doanh
nghiép khoi nghiép, huéng dan ca nhan ban hang qua mang ndp thué, dé an dan tem
cac tru bom xang tai cac diém ban 1¢ xang dau, dé an thi diém hoan thué dién tir, hoa
don dién tir, hdéa don may mén, héa don khoi tao tir may tinh tién...

- Tuyén truyén qua Trang thong tin dién tir ctia Cuc Thué, cac kénh mang xi
hoi caa Cuc Thué, ung dung HCMTax va qua viéc gui thu dién tr dén cac doanh
nghiép. Thuong xuyén cdp nhat trén trang thong tin dién tir, tng dung HCMTax céc
van ban lién quan dén chinh sach thué méi, cac thong bao, cac thong tin canh béo,
phong chdng riii ro cho ngudi ndp thué trong hoat dong kinh doanh, cac Video-clip
tuyén truyén vé chinh sach thué, cac vian ban giai dap vudng mac chinh sach thué, tra
101 hoi nghi ddi thoai. Mdi ngay c6 khoang tir 800 dén hon 5.000 luot truy cap vao
cac bai viét trén trang thong tin di¢n tr, ting dung HCMTax va cac kénh mang xa héi
ctia Cuc Thué.

- Tuyén truyén thong qua viéc sir dung bang ron, pa-nd, ap phich duogc dit tai
cac truc duong chinh, duong qudc 10, cac ddu mdi giao théng, nhitng noi dong dan
cu; cong khai céac hd so, tha tuc hanh chinh vé thué tai tru s& co quan thué.

- T6 chirc cac budi tap hudn, thong tin chinh sach phap luat vé thué duéi hinh
thire truc tiép, truc tuyén cho doanh nghiép va ngudi ndp thué. Ddi véi hinh thirc

tuyén truyén tryc tuyén, Cuc Thué 1a don vi dau tién trong nganh thué ap dung hinh
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thire tap hudn truc tuyén cho ngudi ndp thué thong qua cac kénh mang xa hoi cua

Cuc Thué tir nim 2020. Két qua vé cong tac to chirc tap huan vé chinh sach thué giai

doan 2020-2023:

Bang 4.1: S6 budi tap huan va so6 lwgt tham du tir nim 2020 dén nim 2023

Chi tiéu Nim 2020 Nim 2021 | Niam 2022 | Niam 2023
S6 budi tap huin

Truc tiép 6 4
Truc tuyén 18 21 11 20

S6 lwgt tham du

Truc tiép 1400 1600
Truc tuyén 310.900 1.268.300 720.000 1350.000

Nguon: Bao cdo tinh hinh lut quan 1y thué 2020-2023 (2023)

Cong tac hd tro nguoi nop thué

- Cuc Thué thyc hién cong tac hd tro nguoi ndp thué thong qua cac kénh hd tro

da dang nhu: hudng dan truc tiép tai co quan thué, huéng dan qua dién thoai, tra 10

cac vudng méc bang vin ban, giai ddp qua trang thong tin dién tir, hop thu dién tu,

ung dung HCMTax, to chic hoi nghi ddi thoai theo hinh thurc truc tiép, truc tuyén

chung cho doanh nghiép, ngudi ndp thué hodc theo tirng nhém ddi twong, nganh nghé,

linh vuc, giai dap vudng mac vé thu tuc hanh chinh thué qua hé thong thué dién tir

(eTax) thude hé théng 479 kénh thong tin hd trg cia nganh Thué, hé théng dbi thoai

doanh nghiép — chinh quyén Thanh phé. ..

- Két qua vé cong tac hd tro ngudi ndp thué giai doan 2020-2023:

Bing 4.2: Cong tac hé trg NNT giai doan 2020-2023

Chi tiéu Nam 2023 Nam 2021 | Nam 2022 | Nam 2023
Huéng dan truc tiép tai co 91.000 23.900 99.800 92.000
quan thué (luot)
Huéng dan qua dién thoai 105.600 63.600 82.200 125.000
(luot)
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Tra 161 bang vin ban (vin 5.300 4,718 7.500 4.100
ban)

Ho6i nghi dbi thoai hinh 60 - 56
thire truc tiép (s6 budi)

Ho6i nghi dbi thoai hinh 4 13 20
thire truc tuyén (sd budi)

Hb tro qua hé thong eTax 850 1.676 980

Nguon: Bao cdo tinh hinh lut quan 1y thué 2020-2023 (2023)
Nim 2021 do anh hudng cia dich bénh Covid-19, Cuc Thué Thanh phd khong

t6 chirc cac hoat dong hoi nghi, hoi thao ddi thoai tryc tiép, thay vao d6 ddy manh

hinh thtc truc tuyén dé hd tro ngudi ndp thué.

4.2 Théng ké md ta mau

Bang 4.3: Két qua phan tich md ta dic diém ciia miu nghién ctru

Bién dinh tinh Tansuat | Ty 1& (%)
Gidi tinh Nam 185 50.7
Nir 180 49.3
Poi tudi Tir 18 dén 25 tudi 48 13.2
Tir 25 dén 35 tudi 79 21.6
T 35 dén 45 tudi 152 41.6
Trén 45 tudi 86 23.6
Hoc van Trung hoc 30 8.2
Cao dang/Pai hoc 226 61.9
Thac s1 84 23.0
Tién si 25 6.8
Nghé nghiép Nhan vién van phong 163 44.7
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Kinh doanh tu do 86 23.6
Chu doanh nghiép 29 7.9
Cén b9, cong chuc 87 23.8
Thu nhap Duéi 5 triéu dong 11 3.0
Tir 5 dén 10 triéu dong 70 19.2
Tir 10 dén 20 triéu dong 157 43.0
Tir 20 dén 50 triéu dong 90 24.7
Trén 50 triéu dong 37 10.1
Tong 365 100.0

Nguon: Xt 1y dit lidu cua tac gia

Tac gia tién hanh thu thap dit liéu va 1am sach dir liéu thu duoc 365 phiéu khao
sat hop 1¢. Nhu vdy tong mau trong nghién ctru 1a 365 mau. Tac gia dua vao nghién
ctru duoc tién hanh phén tich thong ké mé ta, c6 co cau phan chia nhu bang 4.1.

Bang 4.3 cung cap cai nhin tong quan vé dic diém cua mau nghién ctru trong
dé tai “Panh gia mirc d6 hai 10ng ctia ngudi ndp thué ddi voi chét lugng dich vu tuyén
truyén hd tro tai Cuc Thué Thanh phé Ho6 Chi Minh”. Dya vao bang nay, ching ta co
thé phan tich chi tiét vé cac bién dinh tinh nhu gidi tinh, do tudi, hoc van, nghé nghiép
va thu nhap cua nguoi tham gia nghién ctru.

Gi6i tinh: Tong s6 ngudi tham gia nghién ciru 1a 365, trong d6 c6 185 nam
(chiém 50.7%) va 180 nit (chiém 49.3%). Phan bé gi6i tinh trong miu nghién ciru
tuong d6i can bang giita nam va nit. Diéu nay cho thay thiy rang ca nam va nir déu
quan tam dén chat luong dich vu tuyén truyén hd tro tai Cuc Thué Thanh phé HO Chi
Minh. Diéu nay ciing cho thdy ca nam va nit déu co vai trd quan trong trong viéc nop
thué va ho déu quan tam dén viéc cai thién chat luong dich vu thué. Su da dang gidi
tinh trong mau nghién ctru c6 thé giup dam bao tinh dai dién va su da chiéu trong qua
trinh phan tich va danh gia két qua nghién ctru.

P tudi: Phan phdi do tudi ciia ngudi tham gia nghién ctiru duoc chia thanh bén

nhom: Tir 18 dén 25 tudi chiém 13.2% (48 ngudi), Tir 25 dén 35 tudi chiém 21.6%
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(79 ngudi), Tir 35 dén 45 tudi chiém 41.6% (152 ngudi); Trén 45 tudi chiém 23.6%
(86 ngudi). Phan 16n nguoi tham gia nghién ctru ndm trong nhom tir 35 dén 45 tudi.
Diéu nay c6 thé chi ra ring nhom tudi nay c6 kinh nghiém va trach nhiém tai chinh
16n hon, dong vai tro quan trong trong vi¢c danh gia chat luong dich vu thué.

Hoc véan: Trung hoc chiém 8.2% (30 ngudi), Cao dang/Pai hoc chiém 61.9%
(226 ngudi), Thac si chiém 23.0% (84 ngudi); Tién si chi chiém 6.8% (25 ngudi).
Phan 16n nguoi tham gia nghién ciru ¢6 trinh d6 cao dang/dai hoc (chiém 61.9% cua
tong s mau). Piéu nay cho thdy sy quan tim va sy tham gia tich cuc cia nhiing
ngudi c6 kién thirc co ban vé van dé thué. Sy da sb nay c6 thé phan anh mot xu hudng
tong quat trong xa hoi, trong d6 nhitng ngudi c¢é trinh d6 gido duc cao dang va dai
hoc thudng c¢6 sy quan tim va ¥ thirc vé cac van dé phap 1y va tai chinh, bao goém ca
cac van dé lién quan dén thué.

Nghé nghiép: Nhan vién vin phong chiém 44.7% (163 ngudi), Kinh doanh tu
do chiém 23.6% (86 nguoi), Chi doanh nghiép chi chiém 7.9% (29 nguoi), Can b,
cong chire chiém 23.8% (87 ngudi). Phan bd nghé nghiép ciia ngudi tham gia nghién
ctru kha da dang, v6i s6 luong 16n nhat 14 nhan vién vian phong. Su da dang trong
phan bb nghé nghiép nay phan anh nhu cau da chiéu ctia cong dong ndp thué déi voi
chét lugng dich vu tuyén truyén hd trg tai Cuc Thué Thanh phé Hd Chi Minh. Cac
nhém nghé nghiép khac nhau c6 nhimg quan diém va nhu cau riéng biét vé dich vu
thué va co thé dong gbp vao qua trinh danh gia va cai thién dich vu nay tir cac goc
nhin da chiéu.

Thu nhip: Dudi 5 tridu dong chiém 3.0% (11 ngudi), T 5 d&én 10 triéu dong
chiém 19.2% (70 nguoi), Tir 10 dén 20 triéu dong chiém 43.0% (157 ngudi), Tir 20
dén 50 triéu dong chiém 24.7% (90 ngudi), Trén 50 triéu dong chiém 10.1% (37
ngudi). Phan 16n ngudi tham gia nghién ctru ¢6 thu nhéap tir 10 dén 20 triéu dong.
Diéu ndy cho thy rang mot phan dang ké ciia ngudi tham gia nghién ctru ¢6 thu nhap
6n dinh, nam trong mirc trung binh. Sy da dang trong phan bé thu nhap mang lai cai
nhin da chiéu vé& cach ma thu nhap anh huéng dén quan diém va ky vong cia nguoi

nop thué dbi véi dich vu thué.
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4.3 Kiém dinh d tin cay caa thang do

Bang 4.4: Két qua danh gia d9 tin ciy Cronbach’s Alpha

Trung binh | Phwong sai Twong Cronbacl}’s
Bién quan sat thang do thang do quan bién- A-\I’pha nev
néu loai bién | néu loai bién tong bién nay bi
loai

Swtin cqy: Cronbach’s Alpha = 0.896

TC1 8.16 3.949 757 .885

TC2 8.14 3.881 824 .828

TC3 8.22 3.807 .807 .842

Sw dap ung: Cronbach’s Alpha = 0.933

DUl 12.24 9.391 .867 904

DU2 12.28 9.394 .854 .908

DU3 12.21 9.788 .830 916

DuU4 12.29 9.751 815 921

Phuong tién hitu hinh: Cronbach’s Alpha = 0.927

HH1 12.60 7.395 870 .893

HH2 12.64 7.413 .858 .897

HH3 12.61 7.485 791 919

HH4 12.65 7.328 .808 914

Sy cam thong: Cronbach’s Alpha = 0.758

CT1 12.72 5.909 .326 842

CT2 12.52 5.459 .682 641

CT3 12.61 5.212 .660 .644

CT4 12.59 5.380 628 663

Sw dam bao: Cronbach’s Alpha = 0.909

DB1 8.21 3.859 793 .889
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DB2 8.27 3.795 .809 876
DB3 8.21 3.715 851 841
Su tuong tac cua cong dan: Cronbach’s Alpha = 0.771

GY1 12.57 4515 673 .660
GY2 12.63 4.332 692 .648
GY3 12.55 4.479 .698 .646
GY4 12.53 6.475 259 .851
Niém tin: Cronbach’s Alpha = 0.899

NT1 8.07 4.358 .788 .866
NT2 8.10 4.346 778 875
NT3 8.08 4.175 .836 .825
Sw hai long: Cronbach’s Alpha = 0.884

HL1 8.05 3.991 772 .839
HL2 8.04 3.899 784 .828
HL3 8.04 3.933 770 841
Tuan tha thué: Cronbach’s Alpha = 0.927

TTT1 12.60 6.943 844 901
TTT2 12.56 7.209 793 918
TTT3 12.58 7.025 .815 910
TTT4 12.54 6.886 .870 .892

Nguén: Xt Iy dit lidu cua tac gia

Béng 4.4 cho thay hé s6 twong quan bién tong cua bién quan sat GY4 bé hon
0.3 nén tién hanh loai bién. Sau khi loai bién két qua phan tich hé s Cronbach Alpha
ctia thang do, ta thdy ring hé s6 Cronbach’s Alpha cta cac thang do déu 16n hon 0.6
va hé s6 tuong quan bién — tong cua tit ca cac bién quan sat déu 16n hon 0.3 nén
thang do ¢ du diéu kién véi do tin cay tot.

4.4 Phan tich nhan té khang dinh (CFA)

Céc chi s6 duoc xem xét dé danh gia mé hinh phu hop phd bién gom:

Chi-Square: Biéu thi mirc d6 phu hop tong quat ciia toan bd mé hinh tai muc y
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nghia p-value = 0.05 (Joserkog & Sorbom, 1989).

GFI: do d6 phu hop tuyét dbi ( khong diéu chinh bac ty do) cia mo hinh ciu
truc va mo hinh do Iuong véi bo dir 1i€u khao sat.

TLI: chi s6 phu hop khong dinh mire (Tucker va Lewis, 1973). Ngoai ra, TLI
¢o cac tinh nang bu cho sy tac dong cua moé hinh phuc tap.

RMSEA : x4c dinh muc d6 phu hop ctia mé hinh so véi tong thé.

CMIN/df < 3 1a tot, CMIN/df < 5 1a chdp nhan dugc (CMIN chinh 1a Chi-square)

CFI > 0.9 1a t6t, CFI > 0.95 1a rat tt, CFI > 0.8 1a chap nhan dugc

TLI > 0.9 1a tét

RMSEA < 0.06 1a tt, RMSEA < 0.08 13 chap nhan dugc

Theo Barbara M. Byrne (2009), mdi twong quan giita cac bién doc lap trong mo
hinh 13 mot tham s6. Do d6, khi v& m6 hinh CFA, chung ta can ndi mii tén hai chiéu
giita cac bién doc 1ap lai v6i nhau dé khai bao cho phan mém biét rang d6 1a mot tham
s6 can u6e luong. Miii tén ndy sé khai bao cho phan mém biét vé sy ton tai twong
quan (correlation) gitta cac bién doc 1ap véi nhau. Vi CFA, chung ta khong danh gia
mbi quan hé tac dong nhan qua, nén khong phan biét doc 1ap v6i phu thude trong méd
hinh, chiing ta s¢ xem tat ca cac bién tiém an (ddc 1ap 1an phu thudc) déu 1a doc lap.

Két qua CFA cho thdy CMIN/df = 2.375 < 3. Céc chi s6 GFI 1 0.856 > 0.8,
TLI, CFI lan luot 1a: 0.932; va 0.942 déu > 0.9, RSMEA = 0.061 < 0.08. Cho thay
mo hinh dap Gng tt vai dit lidu thi truong.

Két qua phén tich CFA cua thang do nhu sau (theo hinh 4.1):

Hinh 4.1: Két qua phén tich CFA ciia thang do
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Ngudn: Xu 1y dit liéu cia tac gia

Bang 4.5: Hé s6 tin cdy tong hop va tong phwong sai trich

CR AVE MSV MaxR(H)
NIEM_TIN 0.900 0.751 0.271 0.908
DAP_UNG 0.933 0.777 0.402 0.936
HUU_HINH 0.926 0.760 0.402 0.953
TUAN_THU 0.928 0.764 0.260 0.933
TIN_CAY 0.898 0.746 0.214 0.905
DAM_BAO 0.910 0.771 0.215 0.918
TUONG_TAC 0.851 0.657 0.270 0.854
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HAI_LONG 0.885 0.719 0.271 0.885
CAM_THONG 0.843 0.642 0.270 0.844

Ngudn: Xt Iy dit lidu cua tac gia

Theo Hair va cong sy (2010) va Hair va cOng sy (2016) chiing ta st dung cac
chi s6 AVE, MSV, bang Fornell and Larcker dé danh gi4 tinh hoi ty, tinh phan biét
thang do.

Tinh hoi tu: Phuong sai trung binh dugc trich Average Variance Extracted
(AVE) > 0.5Hair va cong su (A Primer on Partial Least Squares Structural Equation
Modeling, 2021) cho rang gia tri AVE tir 0.5 hodc cao hon cho thdy, bién tiém an s&
giai thich nhiéu hon phan nira phuong sai cac bién quan sat ctia no, lac nay thang do
dat tinh hoi tu tot.

Tinh phan biét: Phuong sai chia sé 16n nhat Maximum Shared Variance (MSV)
< Average Variance Extracted (AVE).

Két qua phan tich CFA thé hién ¢ Bang 4.5 cho thay hé s tong phuong sai trich
va do tin cay tong hop cia cic thang do déu dat gid tri cao hon 0.5. Vi vay, c6 thé
khéng dinh thang do dat dugc do tin cdy, tinh hdi tu.

Gia tri AVE > MSV, nén thang do dat tinh phan biét.

Bang 4.6: Tinh phén biét ciia cic nhéan t6

NIE HAI_
M_TI |DAP_|HUU_|TUAN | TIN_ |[DAM |TUON |LON |CAM.T
N UNG |HINH | THU [CAY | BAO |G _TAC|G HONG
0.866

0.504 |0.882

0.513 |0.634 |0.872
0.500 |0.503 |0.456 |0.874
0.445 |0.463 |0.384 |0.430 |0.864
0.407 |0.413 | 0464 |0.371 |0.374 |0.878
0.479 |0.448 |0.517 |0.340 |0.334 |0.280 |0.810
0.521 |0.445 |0.508 |0.337 |0.447 |0.438 |0.458 0.848
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0.468 |0.409 | 0471 |0.510 |0.376 |0.367 |0.520 0.430 |0.801

Nguén: Xt Iy dit liéu cua tac gia
Dé danh gia tinh phan biét chung ta dua vao:

- Chi s6 MSV xem c¢6 nhé hon AVE khéng, néu dam bao nhé hon thi tinh phan
biét dugc dam bao.

- Gié trj can bac hai AVE clia mot bién (gié tri bdi ddm dau méi cot doc theo
mili tén trong bang Fornell and Larcker) 16n hon twong quan giita bién dé véi cac
bién khac trong mé hinh (viing to vang trong bang), tinh phan biét s& dugc dam bao.

Phén gia tri in ddm diu mdi cot chinh 13 cin bac hai chi s6 AVE Phan gi4 tri
con lai ctia cot 1a tuong quan giita nhan t6 d6 v&i cac nhan t6 khac trong mo hinh.

Khi doc két qua, chiing ta s& xét hé sd twong quan ctia mot cip bién c6 nhé hon
2 gia tri can bac hai AVE cua cip bién d6 khong, néu c6 thi 2 bién nay dam bao tinh
phan biét, nguogc lai vi pham tinh phan biét.

Béang 4.6 cho théy,gié tri cdn bac hai AVE cua tat ca cac bién 16n hon toan bd
cac gia tri twong quan bén dudi gitta bién d6 véi cac bién khac trong mo hinh nén
tinh phan biét dugc dam bao.

Bang 4.7: Hé s6 chuan hoa

Estimate | S.E. | C.R. P

DUl |<---| DAP_UNG 912

DU3 |<---| DAP_UNG 875 037 | 25.127 | ***
DU4 |<---| DAP_UNG 847 039 | 23.364 | ***
DU2 |<---| DAP_UNG 891 038 | 26.191 | ***

HH1 |<---| HUU_HINH 947

HH3 |<---| HUU_HINH 182 041 | 21.258 | ***
HH4 |<---| HUU_HINH 801 040 | 22.367 | ***
HH2 |<---| HUU_HINH 943 028 | 35.233 | ***

TTT4|<---| TUAN_THU 916

TTT2|<---| TUAN_THU .829 040 | 22.326 | ***
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Estimate | S.E. | C.R. P

TTT1l|<---| TUAN_THU .891 037 | 26.189 | ***
TTT3|<---| TUAN_THU .857 040 | 23.981 | ***
TC3 |<—-| TIN_CAY 883

TC2 |<---| TIN_CAY .896 045 | 22.051 | ***
TC1l |<---| TIN_CAY .810 048 | 19.262 | ***
DB3 |<---| DAM_BAO 923

DB1 |<---| DAM_BAO .840 042 | 21.959 | ***
DB2 |<---| DAM_BAO X.869 041 | 23.280 | ***
GY3 |<---| TUONG_TAC | .828

GY2 |<---| TUONG_TAC | .775 063 | 15.467 | ***
GY1 |<---| TUONG_TAC | .827 062 | 16.434 | ***
HL3 |<---| HAI_LONG .848

HL1 |<---| HAI_LONG 841 052 | 18.686 | ***
HL2 |<---| HAI_LONG .854 053 | 19.004 | ***
NT1 |<---| NIEM_TIN .850

NT2 |<---| NIEM_TIN 834 051 | 19.463 | ***
NT3 |<---| NIEM_TIN 913 050 | 21.806 | ***
CT3 |<---| CAM_THONG | .812

CT4 |<---| CAM _THONG | .783 063 | 15.135 | ***
CT2 |<---| CAM_THONG | .808 058 | 15.555 | ***

Nguén: Xt Iy dit liéu cua tac gia
Ky hiéu * biéu thi rang hé sb twong quan ctia cip bién d6 c6 y nghia & muc y
nghia thong ké bao nhiéu, mirc y nghia théng ké twong tng céc ky hiéu:
+ p-value < 0.100 (10%)
* p-value < 0.050 (5%)
** p-value < 0.010 (1%)
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*** p-value < 0.001 (0.1%)

Thang do cling dugc xem la dat gia tri hoi ty néu céc trong sb6 chuan hoa cua

thang do 16n hon 0.5 va c6 ¥ nghia théng ké va p-value nhé hon 0.05.

Dua vao bang trén, c6 thé thdy thang do ctia nghién ctru dat gia tri hoi tu theo

yéu cau do cac trong sé chuan hoa cua thang do déu 16n hon 0,5. Ngoai ra, p-value
déu nho hon 0.05 hay c6 ¥ nghia théng ké.

4.4 Kiém dinh mé hinh cau trac tuyén tinh SEM

Véi SEM, bén canh mdi tac dong nhan qua (miii tén mot chiéu tir doc lap lén

phu thudc), miii tén hai chiéu ndi cac bién doc 1ap véi nhau dong vai tro hét sirc quan

trong khi xét ca sy twong quan giita cac bién doc 1ap v6i nhau trong luc xét mdi tac

dong nhan qua. Néu khong v& miii tén hai chiéu giita cac bién doc 1ap trong SEM,

nghia 1a chi t6n tai moi tac dong nhan qua va khong hé t6n tai su tuong quan nao giira

cac bién doc lap.

Két qua phan tich SEM m6 hinh 1y thuyét (theo hinh 4.2) cho thdy mé hinh ¢

s6 bac tu do Chi-Square/df =2.658 (< 3). Céc chi s6 GFI = 0.843 (>0.8), TLI=0.918,

CFI = 0.929 (> 0.9) va RMSEA = 0.067 (<0.08) dat yéu cau. Ching t6 mo hinh Iy

thuyét thich hop véi dit liéu diéu tra nghién ctu.

Hinh 4.2: Két qua SEM mé hinh 1y thuyét (chuin héa)

TLI=.918
RMSEA=.067
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Bang 4.8: Két qua kiém dinh gia thuyét nghién ciru (chuén héa)

Estimate SE. | CR P
NIEM_TIN <--- | DAP_UNG 153 059 | 2.341 019
NIEM_TIN <--- | HUU_HINH 141 .070 | 2.085 .037
NIEM_TIN <--- | TIN_CAY 164 .061 2.913 .004
NIEM_TIN <--- | CAM_THONG 144 .084 | 2.255 024
NIEM_TIN <--- | DAM_BAO 115 .060 | 2.078 .038
NIEM_TIN <--- | TUONG_TAC 176 .076 2.739 .006
HAI LONG |[<--- | NIEM_TIN 205 .060 | 3.227 .001
HAI_LONG |<--- | DAP_UNG 028 057 | .428 669
HAI LONG |<--- | HUU_HINH 160 067 | 2.340 019
HAI_LONG |<--- | TIN_CAY 165 059 | 2.876 .004
HAI LONG ([<--- | CAM_THONG .080 .081 1.251 211
HAI_LONG |<--- | DAM _BAO 153 .057 2.7122 .006
HAI LONG ([<--- | TUONG _TAC 136 .073 2.093 .036
TUAN_THU |<--- | HAI_LONG 391 .055 | 7.003 folalal

Ngudn: Xu 1y dit liéu cua tac gia

Estimate: Hé s6 tac dong (hé s6 hdi quy) chua chuan hoa. Hé s6 nay mang dau
duong 14 tic dong thuan chiéu (positive), mang déu am la tic dong nghich chiéu
(negative).

S.E (Standard Error): Sai s6.

C.R (Criteria Ratio): gia tri kiém dinh t danh gia y nghia thong ké ciia hé s6 hoi
quy, xem quan hé tic dong d6 c6 ¥ nghia hay khong. Gia tri ndy ching ta can dbi
chiéu voi bang tra gia tri nén s& mat thoi gian va khong thuan tién. Thay vao do,
ching ta s st dung gia tri P (p-value) ngay sau day s€ nhanh hon.

P: gia tri p-value (sig) d4nh gia y nghia thong ké ctia hé s6 hdi quy, xem quan
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hé tadc dong do c6 y nghia hay khong. Gia stir chiing ta st dung do tin cdy 95% (tuong
g muc y nghia 5% = 0.05), thi ching ta s& so sanh gia trj P nay v4i 0.05. Néu P <
0.05, hé s6 hdi quy c6 ¥ nghia thong ké hodc quan hé tac dong c6 y nghia thong ké.
Néu P > 0.05, hé s6 hdi quy khong c6 ¥ nghia théng ké hodc quan hé tac dong khong
¢ y nghia thng ké.

Sau khi phan tich mé hinh cdu truc téng thé phu hop duoc danh gia va kiém
dinh, tiép theo 1a xem xét gia tri udc luong dé kiém tra cac mdi quan hé nhan qua.
Két qua udc luong chuan hoa trén hinh 4.2 va bang 4.8 cho thay tat ca trong s6 udc
luong déu mang diu dwong (+) va gia tri p < 0.05 nén cac gia thuyét H1, H2, H4, H6,
H7, H8, H9, H10, H11, H12, H13, H14 déu dugc chap nhan trong md hinh nghién
ctru 1y thuyét. Riéng gia thuyét H3, H5 c6 gia tri p 16n hon 0.05 do dé khong c6
nghia thong ké, hay bac bo gia thuyét H3, H5.

4.5 So sanh véi cac nghién ciru trudc day

Twong ddng: Két qua phan tich cho thiy chat lugng dich vu gdm phuong tién
hiru hinh, su tin cay, su dam bao déu co tac dong duong dén sy hai long, tuong déng
vo1 nghién ctru cua Sukesi, S., & Yunaidah, 1. (2020). Céac thanh phén chat lugng
dich vu trén ciing tac dong duong dén niém tin thué va niém tin thué ciing c6 tic dong
tich cuc dén su hai 1ong, tir 6 su hai 1ong c6 tac dong duwong dén su tudn thu thué.
Piéu nay twong dong voi nghién ciru ciia Artawan, 1. G. P., Widnyana, I. W., &
Kusuma, I. G. A. T. (2020). Ngoai ra, mdt thanh phﬁn clia chét luong dich vu la sy
tuong tac cua cong dan ciing mang dau dwong khi kiém tra mdi quan hé véi su hai
long, tuong déng voi nghién ctru cua Olowo, R. O., Umar, M. A., & Hambolu, V. O.
(2021).

Khic biét: Nghién ctru ndy bac bo gia thuyét H3: Su dap Gmg anh hudng tich
cuc dén su hai 1ong ctia ngudi ndp thué va gia thuyét H5: Su cam thong anh huéng
tich cuc dén sy hai 1ong ciia nguoi ndp thué, trong khi nhiéu nghién ctru trude do déu
cho thay su dap ting va su cam thong c6 tic dong duong dén sy hai long (Chen, C.
W. ,2010; Artawan, I. G. P., Widnyana, . W., & Kusuma, I. G. A. T. ,2020; Akab,
M., Akob, R. A., & Amin, G. ,2022).
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Két luin chuong 4

Chuong 4 di gi6i thiéu vé phong TTHT tai Cuc thué Thanh phé Ho Chi Minh
cling nhu két qua phan tich di liéu bang viéc kiém dinh mé hinh ciu trac tuyén tinh
SEM. Day 1a co so dé tac gia dé xuit cac giai phap nang cao sy hai long ciia NNT vé

CLDV TTHT ¢ chuong sau.
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CHUONG 5: PE XUAT GIAI PHAP NANG CAO SU HAI LONG CUA
NGUOI NQP THUE VE CHAT LUQNG DICH VU TUYEN TRUYEN HO
TRQ TAI CUC THUE THANH PHO HO CHI MINH

5.1 Co sé xa@y dwng giai phap

Mo hinh Iy thuyét vé su hai 10ng ctia ngudi ndp thué doi véi chit luong dich vu
tuyén truyén hd tro tai Cuc Thué Thanh phd Hd Chi Minh duoc xdy dung gom 6
thanh phén ctia chat lugng dich vu la phuong tién hitu hinh, sy tin cdy, sy dap ung,
su dam bdo, sy cam thong, sy twong tac cua cong dan. Sau khi thuc hién kiém dinh
md hinh ciu tric tuyén tinh SEM, 4 yéu td phuong tién hitu hinh, sy tin cdy, sy cam
thong, su twong tac ciia cong dan cé anh huong tich cyc dén sy hai long ciia nguoi
ndp thué tir 46 gia ting hanh vi tuan tha thué cua nguoi ndp thué.

Bén canh do, chat luong dich vu TTHT gém cab yéu t6 ké trén cling tao dung
duoc niém tin thué cia NNT tir 46 dan dén su hai long cia NNT. Vi niém tin thué
cling s& anh huong tich cuc dén su hai 1ong cia NNT nén viéc gia ting niém tin thué
cling rat quan trong. Vi thé, cling can ¢ nhitng giai phap dé nang cao ca 6 yéu td cua

chat luong dich vu dé co thé dat duoc niém tin thué.
5.2 Nhirng mit ton tai ciia cong tac tuyén truyén hd tro ngudi ndp thué

Heé thong phap luat thué c6 nhiéu sira d6i, bd sung va phat sinh yéu cau diéu
chinh, b6 sung phu hop tinh hinh méi. Piéu nay s& din dén cac yéu cau nghién ciru,
kién nghi, tham gia y kién dong gop trong cong tac xay dung chinh sach tuyén truyén
hd tro, giai dap cac vudng méc phat sinh cia NNT trong qua trinh trién khai thuc
hién cac luat thué méi stra d6i, bo sung s& nhiéu va thuong xuyén hon.

Maic du co quan thué da trién khai cac chuong trinh, ké hoach hd tro nguoi nop
thué, nhung van chua dap ung di nhu cau ctia nguoi ndp thué. Ngudn luc co quan
thué nhu co s& vat chét, con nguoi... con han ché.

Vi¢c phan doan dbi tuong (doanh nghi¢p, ho kinh doanh, cd nhan) theo quy mo,
nganh nghé kinh doanh. ..chua duoc co quan thué thuc hién thudng xuyén trong cong

tac tuyén truyén hd trg doanh nghiép.
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Trong nhitng nim qua, nganh thué di diy manh viéc thyc hién giao dich dién
tlr voi nguoi nop thué, da ing dung cong nghé thong tin trong hd tro ngudi ndp thué
nhung chua tan dung hét wu thé cta cach mang cong nghiép 4.0 (nhu st dung tri tué
nhan tao Al chatbot) dé ting hiéu qua trong coéng tac quan 1y thué.

Thoi gian vira qua, ngudi ndp thué néi chung va doanh nghiép ndi riéng déu
anh huéng boi dich COVID-19; dong thdi trong khoang thoi gian tir nim 2020 dén
nay, nhiéu chinh sach thué thay d6i, cap nhat (Luat Quén 1y thué, Nghi dinh quy dinh
vé hoéa don chung tir...). Piéu nay dan dén viéc doanh nghiép vira phai diéu chinh
hoat dong san xuat kinh doanh dé tng phé véi dich COVID-19 vira phai cip nhat,
thuc hién cac chinh sach thué maoi.

Trén dia ban Thanh phd, Doanh nghiép nho va vira (DNNVV) chiém t&i 97%
tong s6 doanh nghiép, dic tht DNNVV thudng khong c6 bd phan phap ché chuyén
trach, cling chua du kinh phi dé thué don vi tu van luat chuyén nghiép, diéu nay lam
DNNVV gip nhiéu khé khin trong viéc thuc hién cac tha tuc phap 1y hay cac quy
dinh phap luat lién quan dén hoat dong san xut, kinh doanh ctia doanh nghié¢p. Mot
s6 truong hop doanh nghiép con tim 1y v lai, thuong xuyén giri vin ban hoi dén co
quan thué, chua chu dong nghién ctru cac quy dinh chinh sach phap luét trong qua
trinh hoat dong san xuat kinh doanh ctia minh du cac vin ban quy pham phép luat da

c6 quy dinh ro.

5.3 Pé xuat giai phap nang cao sy hai 10ng cia ngudi Ndp thué vé chat

lwong dich vu tuyén truyén hd tre tai Cuc thué Thanh phé Hé Chi Minh
5.3.1 Su tin cay

Két qua kiém dinh gia thuyét su tin ciy co tac dong tich cure dén su hai 1ong cho
ra gia tri p-value = 0.04 < 0.05. Diéu nay gitp ta khang dinh sy tin cy c6 tic dong
t6t dén su hai long cuia NNT. Do d6, viéc gia ting sy tin cay s& gop phan gia ting su
hai long cia NNT. Ngoai ra, khi kiém dinh gia thuyét su tin cdy c6 tac dong tich cuc
dén niém tin thué ciing cho ra p = 0.04, cung v&i d6 két qua kiém dinh gia thuyét

niém tin thué co tic dong tich cuc dén su hai long cho ra gid tri p = 0.001. Diéu nay
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cang chimg t6 su tin cdy giup gdy dung niém tin thué va tao ra su hai long cho NNT.

Chinh vi vay, Cuc Thué Thanh phé H6 Chi Minh can quan tdm, nang cao d9 tin ciy

trong viéc giai dap, hd tro chinh sach thué. Cu thé:

Béang 5.1: Giai phap ning cao su tin cay

Giai phap Muc tiéu | Ké hoach thue hién B0 phan
thue hién

Thudng Nang cao | + T6 chtrc hodc phdi hop to chirc néi | Phong
xuyén dao nang luc bd cho cong chirc cac budi tap huin Tuyén
tao, tp hudn | clia cong | tuyén truyén vé chinh sach giam, gidn | truyén — HO
cho can bo chirc thué nop thué nam 2024, hoa don dién tir trg nguoi
lam cong tac | giai dap khoi tao tir may tinh tién, thuong mai | nop thué
TTHT vé chinh sach | dién ttr, mot s6 luu ¥ chinh sach thué,
chuyén moén | thué huéng dan quyét toan thué, rui ro
nghiép vu trong sir dung hoa don.

+ Tham gia ¥ kién, gop v du thao, sta

d6i, bo sung Luat, Nghi dinh, Thong

tu huéng dan vé chinh sach thué va

cac van ban quy pham phép luat khéc

c6 lién quan.
Luon kiém Pam bao | + Kiém tra chéo van ban trudc khi trao | Phong
tra, gidm sat | do chinh | tra két qua cho NNT: Van ban trudc Tuyén
va tham dinh | xac nhat | khi trinh ky dé phat hanh can duoc truyén — HO
lai cac hd so, |trong vian | kiém tra, trao ddi giita cong chuc dugc | tro ngudi
thii tyc va cac | ban tra 1oi | phan cong giai quyét v6i nhitng ngudi | nop thué
van ban tra NNT duoc | c6 chuyén mén vé chinh sach thué
101 chinh phat hanh | dugc néu trong van ban.
sach + Trién khai thyc hién mot s6 chinh

sach thué bang cac vin ban cy thé gui
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t6i NNT nhu: Van ban SO
15461/CTTPHCM-TTHT ngay
12/12/2022 cua Cuc Thué TP.HO Chi
Minh huéng dan ding ky str dung hoa
don dién tir khéi tao tir may tinh tién;
Vin ban s6 7211/CTTPHCM-TTHT
ngay 09/06/2023 Cyc Thué TP.H6 Chi
Minh vé trién khai cong tac quan ly
thué sir dung dat phi nong nghiép
(thué SDD PNN) theo quy dinh tai
Luat Quan 1y thué ngay 13/6/2019,
Nghi dinh s6 126/2020/ND-CP ngay
19/10/2020 cta Chinh phu va Thong
tu s6 80/2021/TT-BTC ngay
29/9/2021 cua Bo Truong Bo Tai
chinh va céc vin ban phép luat vé thué

SDD PNN.

Rt ngan thoi
gian xu ly
cong viéc cua

quy trinh

Gidam thoi
gian xur ly
cong viéc
phu hop
vo1 yéu
cau cla

NNT

+ Thuc hién nhiém vu cai cach thu tuc
hanh chinh, gidm thoi gian, chi phi
cho doanh nghiép, nguoi dan gép
phan cai thién méi trudng kinh doanh,
nang cao nang luc canh tranh qudc gia
theo chi dao cua Chinh phu tai Nghi
quyét s6 19/NQ-CP va Chi dao cia Bo
Tai Chinh, tiép tuc thyc hién cai cach
thu tuc hanh chinh thong qua b phéan
“mot cura”.

+ Trién khai thuc hién tha tuc hanh

Phong
Tuyén
truyén — Ho
tro nguoi
nop thué,
phong Ké
khai — Ké
toan thué,

Vian phong
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chinh tiép nhan va giai quyét trong 01
ngay lam viéc theo Quyét dinh s6
4136/QDb-UBND ngay 30/11/2022 cia
Chu tich Uy ban nhan dan Thanh phé
HO Chi Minh vé Phé duyét Danh muc
thi tuc hanh chinh thuc hién tiép nhan
va giai quyét trong mot ngay lam viéc
trén dia ban Thanh phé H6 Chi Minh
cho 02 thu tuc la: thu tuc tiép nhan xr
ly dang ky, thay d6i thong tin sir dung
hoa don dién tur va thu tuc xtr Iy hoa

don sai sot.

5.3.2 Sw dap ung

Két qua kiém dinh gia thuyét sy dap tng co tac dong tich cyc dén niém tin
thué cho ra gia tri p-value = 0.019 < 0.05. Ngoai ra, khi kiém dinh gia thuyét niém
tin thué co tac dong tich cuc dén sy hai long cho ra gia tri p = 0.001. Diéu nay ching
t6 sy dap ung gitp giy dung niém tin thué va tao ra sy hai 10ng cho NNT. Tuy gia
thuyét su dap ung co tac dong tich cuc dén sy hai long bi bac bo vi p = 0.669, nhung
v6i viée niém tin thué tot thi su hai long ciia NNT ciing s& cao nén Cuc Thué Thanh
ph6 H6 Chi Minh van can quan tim, ning cao sy dap ing nay, tham chi can phai tap

trung nang cao yéu t6 nay dé c6 thé giy dung niém tin thué, tir d6 méi c6 thé dem

Nguon: Tac gia tong hop

dén sy hai long cho NNT. Cu thé:

Bang 5.2: Giai phap nang cao su dap irng

Giai phap | Muc tiéu | Ké hoach thyc hién B§ phan
thuc hién

Do6i méi hinh | Pap ting + Giri cac cong van, quy dinh cac van | Phong

thirc tuyén nhu ciu dé méi cdp nhat lién quan dén thué Tuyén
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truyén theo
hudng da
dang hoa vé
ndi dung,
phong phu vé
mat hinh

thuc

cap nhat
cac chinh
sach thué
mai cua

NNT

qua hé théng email cho ting dbi twong
ndp thué. Vi s6 lugng NNT rat 16n nén
s€ tap trung vao nhitng cong van co
tinh phap 1y cao va that sy cap thiét.
Nhitng cong vin con lai van sé duy tri
cong khai trén cac phuong tién thong
tin hién tai nhu van ban S6
15461/CTTPHCM-TTHT ngay
12/12/2022 ctia Cuc Thué TP.H6 Chi
Minh huéng dan ding ky str dung hoa
don dién tr khoi tao tir may tinh tién;
van ban s6 7211/CTTPHCM-TTHT
ngay 09/06/2023 Cuc Thué TP.HO Chi
Minh vé trién khai cong tac quan 1y
thué sir dung dat phi nong nghiép
(thué SDP PNN) theo quy dinh tai
Luat Quan 1y thué ngay 13/6/2019,
Nghi dinh s 126/2020/ND-CP ngay
19/10/2020 cta Chinh phu va Thong
tu s6 80/2021/TT-BTC ngay
29/9/2021 cua B Trudng B Tai
chinh va cac vian ban phap luat vé thué
SDD PNN.

+ Hinh 4nh hoé cac quy dinh phap luat
nham gitp NNT dé hiéu hon véi
nhiing quy dinh phép luét hién hanh.

truyén — HO
trg nguol

nop thué

Lua chon can
bd lam cong

tac TTHT co

Cai thién
thai do

lam viéc

+ Tang cuong gido duc dao duc, tu
tuong va ky nang Gmg X1, giao tiép

v6i NNT cho cén bd cong chire trong

Phong
Tuyén

truyén — HO
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nhiét huyét,
yéu nganh,
yéu nghé, c6
chuyén mon
nghiép vu
sau, co kha
nang xu ly
cong viéc
nhanh va
giao tiép tng

xu tot

cua cong
chuc thué
vO1 nguoi

nop thué

don vi; két hop giita bién phap udn
nan, chan chinh kip thoi véi hoat dong
khen thudéng, dong vién.

+ T0 chitc céc hdi thi hieu biét vé luat
thué nham giao luu tim hiéu, nang cao
k¥ niang, hiéu biét vé thué.

+ Tang cuong cong tac kiém tra cong
chirc thué 1am viéc truc tiép voi NNT
ca vé thai do 1an chuyén moén nham ra
soat nhitng cong chirc chua tét, tir d6

chan chinh cach lam viéc cua ho.

trg nguoi
nop thué,
phong

Kiém tra

noi bo

5.3.3 Su cam thong

Két qua kiém dinh gia thuyét sy cam thong co tac dong tich cuc dén niém tin
thué cho ra gia tri p-value = 0.024 < 0.05. Ngoai ra, khi kiém dinh gia thuyét niém
tin thué c6 tac dong tich cuc dén sy hai 1ong cho ra gia tri p=0.001. Diéu nay chimg
t6 su cam thong giup gay dung niém tin thué va tao ra sy hai long cho NNT. Tuy gia
thuyét sy cam thong co6 tac dong tich cuc dén sy hai long bi bac bo vi p = 0.211,
nhung véi viée niém tin thué tot thi sy hai long cia NNT ciing sé& cao nén Cuc Thué
Thanh phé HO Chi Minh van can quan tdm, ning cao sy cam thong nay. Viéc nang
cao su cam thong vdi NNT 1a rit can thiét va nén dugc chu trong nhiéu hon dé hiéu

dugc nhitng vuéng mic ciia NNT, gitip gdy dung niém tin tir 46 dan dén su hai long.

Nguon: Tac gia tong hop

Cu thé:
Bang 5.3: Giai phap ning cao su cam thong
Giai phap Muc tiéu | Ké hoach thue hién B¢ phan
thuc hién
Tang cuong | Thau hiéu | + Can phai ting cuong dao tao nhitng | Phong
lang nghe tim | nhing k¥ nang “mém”, dic biét 1a k¥ nang Tuyén
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hi€u nguyén
vong cua

NNT

vudng mic
thuc té cua
NNT so
vl quy
dinh phap

luat

giao tiép, boi dudng ning cao trinh do
chuyén mon nghiép vy, van hoda ing
Xt cho cén bd thué.

+ Cong tac ho trg doanh nghiép khoi
nghi¢p, van dong hd kinh doanh 1én
doanh nghiép: Tiép tuc trién khai
Chuong trinh hd trg doanh nghiép
khéi nghiép, van dong ho kinh doanh
I&n doanh nghiép thong qua cac kénh
hd trg ciia Cuc Thué. Thuong xuyén
cap nhat cac thay ddi chinh sach lién
quan trén trang thong tin dién tir hd
trg doanh nghi€p khéi nghiép (hoda
don dién tir, phuong phap ké khai thué
GTGT, chinh sach thué va chinh sach
gia han, mién giam, quy dinh, khuyén
cdo sai sOt thuong gap phai trong mot
s6 linh vuc nganh nghé...), tai liéu
tuyén truyén loi ich, cap nhat cac
chinh sach khuyén khich hd tro doanh
nghi¢p vira va nho trong van dong ho

kinh doanh 1€én doanh nghiép.

truyén — HO
tro nguol

nop thué

T6 chuc hoi
nghi tuyén
duong, ghi
nhan NNT
thuc hién déy
da va chinh

xac nghia vu

Khich I¢
tinh than,
dong vién
T che,
ca nhan
tiép tuc
phat huy

+ Tuyén duong cac T6 chire, c4 nhan
d6ng hanh cting nganh Thué Thanh
ph6 HO Chi Minh trong cong tac cai
cach hanh chinh thué, thu ndp ngan
sach nha nude va thuc hién tdt cac
chinh sach, phap luat vé thué

+ Thong tin d&én cac Doanh nghiép cac

Phong
Tuyén
truyén —~Hb
tro nguoi

nop thué
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thué thanh tich | ndi dung mai trong cong tac thu ndp
nop thué Ngan sach trong thoi gian t6i; lang
tbt trong nghe nhiing tran tré cia cdc Doanh
cacniam | nghiép dé dua ra nhirng hd tro kip thoi
tiép theo nhit.

Nguén: Tac gia tong hop
5.3.4 Sw dam bao

Két qua kiém dinh gia thuyét su dam bao c6 tac dong tich cuc dén sy hai 1ong
cho ra gia tri p-value = 0.006. Diéu nay gitp ta khang dinh sy dam béo c6 tac dong
t6t dén sy hai 1ong cia NNT. Do d6, viéc gia tang su dam bao s& gop phan gia ting
su hai 10ng ctia NNT. Ngoai ra, khi kiém dinh gia thuyét sy dam bao co tac dong tich
cuc dén niém tin thué ciing cho ra p = 0.038, clng véi d6 két qua kiém dinh gia thuyét
niém tin thué co tic dong tich cuc dén su hai long cho ra gid tri p = 0.001. Diéu nay
cang chimg t6 su dam bao gitip gay dung niém tin thué va tao ra sy hai 10ng cho
NNT. Vi thé, viéc bao dam céac thong tin tuyén truyén hd trg tir Cuc Thué Thanh phd
HO Chi Minh 12 chinh x4c s& 1a diéu can duge thuc hién. Cu thé:

Bang 5.4: Giai phap nang cao sw ddm bao

Giai phap Muc tiéu | Ké hoach thue hién B¢ phan
thuc hién
Cong khai Pam bao | + Phdi hop v6i cac Pai Truyén hinh, | Phong
thong tin vé | thdng tin | co quan bao chi thue hién ghi hinh Tuyén
cac van dé vé cac phong van Lanh dao Cuc Thué cac noi truyén —Hb
ma NNT chinh séch | dung lién quan dén thwong mai dién | tro nguoi
quan tam thué dén tir, hoan thué, chinh sach thué gia tri | nop thué
v6i NNT | gia tang, chinh sach thué thu nhap
du do tin doanh nghiép, thu nhép ca nhan, cai
cay, uy tin | cach hanh chinh...
+ Pinh ky, Cuc Thué Thanh phé da
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moi va cung cap thong tin cho cac
phong vién co quan bao chi t¢1 tham
dy va dua tin vé cac Hoi nghi so két,
tong két nhiém vu cong tac thu thué
va cac Ho1 nghi khéc trong nam.

+ Thong tin canh bdo trén website
Cuc Thué vé hién tuong gia danh Co
quan thué va cong chirc thué dé lira

dao nguoi ndp thué.

Thoéng bao Pam bao | + Thong bao cong khai viéc tiép dan | Phong

cong khai NNT duoc | thuong xuyén, lich tiép dan hang tuan | Tuyén

quy trinh 1am | giai quyét | ciia lanh dao don vi dé giai quyét kip | truyén — Ho
viée, cac vuéng mic | thoi cac vudng mac, khiéu t cia cong | tro ngudi
kénh chinh dung theo | dén, to chirc 1ay y kién phan hoi tir nop thué
théng cta co | thu tuc nguoi ndp thué vé cai cach thu tuc

quan thué

hanh chinh cta co quan thué trén
website cua nganh.

+ Phat song truc tuyén cac Chuong
trinh "Hoa don may méin"; Chuong
trinh tryc tuyén "Hudng dan nguoi
ndp thué ké khai, quyét toan thué
TNDN, TNCN nam 2024 va khoi tao
hoa don dién tir tir may tinh tién" trén

cac trang thong tin dién tir Cuc Thué.

Ngudn: Tac gia tong hop
5.3.5 Su twong tac cia cong dian

Két qua kiém dinh gia thuyét sy tuong tac clia cong dan co tac dong tich cuc
dén su hai long cho ra gia tri p-value = 0.036 < 0.05. Diéu nay giup ta khang dinh sy

tuong tac clia cong dan c6 tac dong tot dén sy hai long cia NNT. Do d6, viée gia ting
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su trong tac ciia cong dan s& gop phan gia ting su hai long cia NNT. Ngoai ra, khi
kiém dinh gia thuyét su tuong tic cta cong dan c6 tic dong tich cuc dén niém tin
thué ciing cho ra p = 0.006, cung voi d6 két qua kiém dinh gia thuyét niém tin thué
c6 tac dong tich cuc dén sy hai long cho ra gid tri p = 0.001. Piéu ndy cang chimg to
su twong tac ciia cong dan giup gy dung niém tin thué va tao ra sy hai 10ng cho NNT.

Vi thé, Cuc Thué Thanh ph H6 Chi Minh cin c6 cac bién phap giup céng dan dong

g6p ¥ kién ctia minh nhiéu hon va tir 6 c6 nhimg phan hoi, thay doi hop 1y. Cu thé:

Bang 5.5: Giai phap ning cao su twong tiac ciia cong dan

Giai phap Muc tiéu | Ké hoach thue hién B¢ phan
thuc hién

T6 chuc va Tra lo1 + Hoi nghi ddi thoai NNT cung chinh | Phong

tham gia cac | tryc tiép, | quyén thanh phd ITPC; Tuyén

budi doi ghi nhan + Tham gia Chuong trinh truyén hinh | truyén — H3

thoai truc nhiing “Dan hoi — Chinh quyén tra 10i” tai trg nguoi

tiép theo hinh | vuéng méc | Dai truyén hinh Thanh phd; nop thué

thire d6i thoai | vaxirly | + Cac budi ddi thoai truc tiép tai

chung hoac nhiing UBND Thanh phd, Toa soan Bao

riéng theo phan anh | Thanh nién, S6 Khoa hoc Cong ngh¢;

timg nhom | cia NNT | Khu Cong nghé cao Thanh phd Ho

doi tuong, Chi Minh, cac Chi cuc Thué khu vuc

nganh nghé, Quén/ Huyén...

linh vuc dé

tra 101 nhiing

vudng mic

va xu ly

nhirng phan

anh cia NNT
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Khéng nging | Pam bao | + Thanh 1ap cac t6 kiém tra cac bd Phong
nang cao va | tinh kip phan tiép xuc truc tiép véi NNT, dac | Kiém tra
cai tién chat | thoi, giai | biét can phai coi day 1a viéc 1am noi bd

luong cong | quyét thau | thuong xuyén véi sy quan tam sat sao
tac kiém tra | d4o nhirng | tir phia ban ldnh dao don vi.

noi bo vé ¥ kién + Lap bién ban va xir Iy nghiém cac
trinh tu thu phan anh | truong hop khong lang nghe ¥ kién
tuc, vé viéc cia NNT | ciia NNT, gdy phién ha, sach nhiéu
cong khai dbi v6i NNT.

hom thu gép
¥, s6 dién
thoai duong
day nong va
viée tiép thu,
trd 101 moi y
kién cua

NNT

Ngudn: Tac gia tong hop
5.3.6 Phwong tién hiru hinh

Két qua kiém dinh gia thuyét phuong tién hiru hinh cé tac dong tich cuc dén su
hai long cho ra gia tri p-value = 0.019 < 0.05. Piéu nay gip ta khang dinh phuong
tién hiru hinh c6 tac dong tdt dén sy hai long cia NNT. Do do, viéc gia tang chét
luong co so vat chit s& gop phan gia ting sy hai long ctia NNT. Ngoai ra, khi kiém
dinh gia thuyét phuwong tién hiru hinh c6 tac dong tich cuc dén niém tin thué cling cho
ra p =0.037, cing v6i d6 két qua kiém dinh gia thuyét niém tin thué co tac dong tich
cuc dén sy hai 1ong cho ra gia tri p = 0.001. Diéu nay cang ching té phuong tién hitu
hinh gitip gay dung niém tin thué va tao ra su hai 10ng cho NNT. Chinh vi Iy do nay,
Cuc Thué Thanh phé Ho Chi Minh nén tap trung vao vi¢c cai thién co sd vat chét,

cong nghé phuc vu hd tro ngudi nop thué t6t hon. Cu thé:



Bang 5.6: Giai phap nang cao phwong tién hiru hinh
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Giai phap Muc tiéu | Ké hoach thie hién B¢ phan
thuc hién
Thiétlapda | HO trg cho | + Dau tu thém trang thiét bi tin hoc Phong
dang cac viéc tuyén | nhu dén chiéu, dit thém may vi tinh Cong nghé
kénh théng truyén va | d& NNT c6 thé ty truy cp thong tin thong tin
tin tir cac van | giai dap lién quan dén thué ngay tai Cuc Thué
dé lién quan | chinh sach | hay cac noi ma NNT can duoc tu van,
dén thué cho | thém hiéu | hd tro.
NNT, trang qua + Thudng xuyén nang cap trang web
bi cac trang danh riéng cho Cuc Thué tinh va NNT
thiét bi dung cap nhat ngay khi c6 van ban méi c6
cu hién dai lién quan dén thué cho NNT.
+ Thuong xuyén nang cdp phan mém
hd tro viéc ké khai, quyét toan thué
cua NNT.
Tang cudong | Ho tro + Tang cuong hoat dong giai dap thiac | Phong
giai dap NNT tr mic cia NNT qua website, hop thu Tuyén
chinh sach xa, giam dién tir, Fanpage. truyén — HO
thué trén cac | thiéu sy di | + Thiét 1ap thém cac phuong tién dién | tro ngudi
kénh dién tir | chuyén cta | tir & NNT va co quan thué c6 thé d& | nop thué,
NNT dang tuong tac hon. phong
Cong nghé
thong tin

Két luan chwong 5

Nguon: Tac gia tong hop

Chuong nay da trinh bay duya trén két qua phan tich dit liéu cua chuong 4 va

nhirng tdn tai cua bd phan TTHT cua Cuc thué Thanh phé HO Chi Minh dé dé xuat
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giai phap nang cao sy hai 1ong cia NNT vé CLDV TTHT tai Cuc thué Thanh phd H6
Chi Minh.
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KET LUAN

Két qua nghién ciru da dat dwoc

Nghién ctru di dua ra duoc thang do mirc d6 hai 1ong ciia NNT vé CLDV TTHT
tai Cuc Thué Thanh phd Ho Chi Minh bao gdm 6 nhan 6 1a sy cam thong, sy twong
tac vdi cong dan; su tin cay; su dap ung; phuong ti¢n hitu hinh; sy ddm bao va 4 nhan
t6 1a su twong tac v6i cong dan; su tin ciy; phuong tién hitu hinh va sy dam bao co
tac dong duong dén sy hai 10ng. Pong thoi nghién ciru cling da xac dinh ca 6 nhén t6
ciia CLDV TTHT c6 tac dong dén niém tin thué va niém tin thué cling 4nh hudng
dén sy hai 10ng caa NNT. Tur sy hai long nay s& dan dén hanh vi tudn thi thué cua
NNT.

Pong gop cia dé tai

Pong gop vé mit hoc thuat: Nghién ciru dong gop vao viée xac dinh cac nhan
t6, murc d tac dong cua cac nhan t ctia chat luong dich vu dén su hai long ctia NNT,
tor d6 xac dinh dugc mue do tac dong cua sy hai long dén sy tuan tha thué.

Péng gop vé miit thue tién: Nghién ctru nay 1a co s¢ dé dé xuat cac giai phap
cai thién va nang cao sy hai long cia NNT vé chat luong dich vy TTHT tai co quan
thué. Ngoai ra, nghién ctru s& giup cac cong chirc thué ¢ bd phan TTHT c6 nhimng
phuong phap dé cai thién chuyén mon nghiép vu, thai d6 1am viéc hay cach thirc 1am
viéc nham gitip mang lai su hai 1ong cho NNT khi thuc hién dich vu tuyén truyén hd
trg. Thém vao d6, nghién ctru con gitp cac nha quan 1y ciia co quan thué nhin nhan
cc van dé hién tai vé dich vu tuyén truyén hd trg NNT, tir 36 dua ra céc chi dao dé
cai thién thém dich vu nay nham mang lai su hai long ciia NNT. Sy hai long nay sé
gitp NNT tuan thu cic quy dinh phap luat vé thué va thuc hién day du cac nghia vu
thué cta ho nhu ké khai nop thué diing han hay béo cdo giai trinh cac van dé vé thué.

Han ché ciia dé tai nghién ciru va dé xuit cho nhirng nghién ciru trong
tuwong lai

Vi phuong phap chon miu trong nghién ctru nay 1a ngéu nhién phi xac suat va
chi duoc thuc hién trén Thanh phd HO6 Chi Minh nén n6 khong thé dugc st dung dé

khai quat van d¢. Két qua nghién ctru chi ¢6 anh huong dén Cyuc Thué Thanh phd HO
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Chi Minh nén khi 4p dung nghién ctru nay cho nhitng Cuc Thué khac thi két qua s&
khong giéng nhau. Trong cac nghién ctru tiép theo, viéc xdy dung va chuan hoa thang
do phu hop voi NNT tai Viét Nam can duoc wu tién.

Kich thuéc mau mic du dap tng nhu ciu, nhung thuc té 1 sé luong NNT sir
dung dich vu TTHT 16n hon rat nhiéu 1an so v&i ¢& mau duoc quan sat. Nghién ctru
tiép theo c6 thé tang kich thudc mau dé dam bao chinh xac hon

Nghién clru nay chi mai tap trung vao NNT la ca nhan, trong khi sy hai long va
tuan thu thué cua doanh nghiép ciing 1a mét linh vie nghién ciru quan trong dong gop
t6i viéc phat trién chat luong dich vu TTHT NNT. Cac nghién ctru tiép theo co thé
mo rong ddi tugng nghién ctru 1a doanh nghiép sir dung dich vu TTHT dé do luong

su hai long cua do1 tugng nay.
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PHU LUC
PHU LUC 1: CAU HOI PHONG VAN CHUYEN GIA

1. Cau héi nhan khéu hoc

Anh/chi hiy giéi thiéu vé ban than

Anb/ chi hiy cho biét thoi gian 1am viée trong nganh thué?

Anh/chi hdy cho biét minh di va dang giit chtrc vu gi?

Qua trinh cong tac clia anh/chi trong nganh thué

Thoi gian 1am viéc tai bd phan tuyén truyén hd trg ngudi ndp thué

Chuyén mon nghi¢p vu cua anh/chi hién tai la gi?

2. Cau héi danh gia mo hinh nghién ciru

2.1 Cau héi tong quan

Anh/chi hiéu nhu thé nao vé su hai long?

Anh/chi hiéu nhu thé nao vé su hai long cta nguoi nop thué?

Hién tai bo phan tuyén truyén hd tro ngudi ndp thué dang cung cip céac dich vu
gi dén ngudi nop thué?

Anh/chi hiy giai thich cu thé cac dich vu d6 1 nhu thé nao?

Theo anh/chi, cac dich vu tuyén truyén hd tro dang tac dong nhu thé nao dén
nguoi ndp thué? (Néu cu thé tung dich vu tac dong dén nguoi ndp thué)

Anh/chi danh gia thé nao vé su hai long cta ngudi ndp thué vai chat luong céac
dich vu néu trén? (Néu cu thé ting dich vy)

2.2 Ciu héi cho céc bién trong mé hinh

Phwong tién hiru hinh

Phuong tién hitu hinh tai Cuc Thué Thanh phé HO Chi Minh dé tuyén truyén hd
trg dén nguoi ndp thué gdm nhitng gi?

Anh/chi danh gia thé nao vé hé théng cong nghé thong tin cta co quan thué?

Ung dung ctia co quan quan thué hoat dong nhu thé nao dé dap ing nhu cau cua
ngudi ndp thué?

Anh/chi danh gia thé nao vé hé théng thué dién tir cia co quan thué?

Anh chi danh gia thé nao vé khu vuc hd tro truc tiép nguoi ndp thué?



Ting phuong tién d6 tac dong didu gi dén ngudi ndp thué? (Néu cu thé ting
phuong tién)

Két qua dat duoc tir nhitng viéc 1am trén 1a gi?

Su tin cay

Anh/chi danh gia thé nao vé tinh chinh x4c trong cac thong tin hd tro vudng
mic ma cong chirc thué cung cp cho ngudi ndp thué?

Anh/chi danh gia thé nao vé thoi gian hd trg vudng mic ma cong chirc thué
cung cap cho ngudi ndp thué?

Cin ctr hudng din ngudi ndp thué cia co quan thué gdm nhitng gi?

Noi dung pho bién chinh sach thué ciia co quan thué dugc can cir tir dau?

Pénh gia ctia ngudi ndp thué vé cac ndi dung tuyén truyén dé 1a nhu thé nao?

Cuc Thué Thanh phé H6 Chi Minh dang lam nhiing gi dé tuyén truyén hd tro
ngudi ndp thué ding quy dinh, nhanh chéng va chinh xéac?

Két qua dat dugc tu nhitng viéc lam trén la gi?

Suw dap uwng

Thai d6 phuc vu cta cong chirc thué khi hd tro ngudi ndp thué nhu thé nao?

Cong chirc thué xir Iy nhu thé nao khi ngudi nop thué bic xic?

Trinh ty huéng dan cta cong chire thué ra sao?

Cong chure thué co gdy mat thoi gian ctia ngudi nop thué khi can hd tro khong?

Cuc Thué Thanh phé HO Chi Minh dang 1am nhiing gi dé dat duoc su dép ung
v6i ngudi nop thué ?

Két qua dat duoc tir nhitng viée 1am trén 13 gi?

Su dam bao

Anh/chi danh gia thé nao vé kién thirc chuyén mén ctia cong chirc thué hd tro
vé chinh sach thué

Cung cach phuc vu cia cong chirc thué voi nguoi nop thué nhu thé nao?

Khi c6 thong tin sai s6t dén tir co quan thué thi co quan thué cé nhiing co ché
gl dé bao vé quyén loi ctia ngudi ndp thué?

Céc thong tin tuyén truyén chinh sach can du diéu kién gi dé dam bao su chinh



xac khi phd bién dén ngudi nop thué?

Cuyc Thué Thanh phé H6 Chi Minh dang lam nhiing gi dé dat mang lai sy an
tam cho ngudi ndp thué vé thong tin tuyén truyén?

Cuyc Thué Thanh phé H6 Chi Minh dang lam nhiing gi dé dat mang lai sy an
tam cho nguoi ndp thué vé chinh sach thué duoc hd tro?

Két qua dat duoc tir nhitng viéc 1am trén 1a gi?

Su cam thong

Céch xtr 1y ciia cong chuc thué 12 gi khi nguoi ndp thué that sy gip khé khin
trong thu tuc hanh chinh vé thué?

Khi nguoi ndp thué giap kho khan khi quy dinh phap luat vé thué co su thay doi
thi co quan thué can lam gi dé dong hanh voi nhitg khé khin cta ho?

Pé thau hiéu van dé ctia nguoi ndp thué va hudng dan ho mot cach hop 1y va
dung quy dinh thi cong chtc thué can lam gi?

Khi ma ngudi ndp thué cam thiy cac quy dinh phap luat dang gay kho khin cho
ho thi co quan thué can lam gi dé thau hiéu va giai quyét nhitng khé khan d6?

Két qua dat dugc tu nhitng viéc lam trén 1a gi?

Sw twong tac cua cong dan

Dé nhitng quyét dinh ctia co quan thué phu hop v6i mong mudn ctia ngudi ndp
thué thi co quan thué da va dang thyc hién nhu thé nao?

Nguoi ndp thué mudn biét thém nhitng thong tin lién quan dén co quan thué thi
co quan thué s& chia sé nhu thé nao?

Co quan thué ¢ co ché gi dé nguoi nop thué duge dong gop y kién ctia minh?

Co quan thué xr Iy thé nao véi nhitng gop y néu trén?

Két qua dat duoc tir nhitng viéc 1am trén 1a gi?

Trong cac yéu t6 néu trén, yéu td ndo 1a quan trong nhat? Vi sao?

Niém tin thué

Tam 1y ctia nguoi nop thué 1a gi khi nhitng thong tin huéng dan 1a chinh xac?

Nguoi ndp thué

Theo anh/chi, chét lugng dich vu tuyén truyén hd tro tot c6 tao duge long tin



d6i voi nguoi ndp thué khong? Vi sao?

Khi ngudi ndp thué di tin tudng nhiing thong tin trén 1a chinh xéc thi biéu hién
ctia ho 1a nhu thué nao?

Sw hai long

Anh/chj danh gia thé nao vé cam nhan cua ngudi ndp thué khi nhitng chat luong
dich vu tuyén truyén hd tro t6t?

Khi dich vu tuyén truyén hd tro dé tuong tac, st dung thi thai d§ ciia ngud1 ndp
thué nhu thé nao?

Khi vueéng mic cta ngudi ndp thué duoc giai quyét thi nguoi ndp thué cam thay
thé nao?

Nhitng vudng mac cia ngudi ndp thué duoc giai quyét nhanh chong va dang tin
cay thir ngudi ndp thué cam thay thé nao?

Truong hop cu thé trong cong viéc ma anh/chi thiy dugc sy hai long ctia nguoi
nop thué véi chét luong dich vu tuyén truyén hd tro?

Tuén thi thué

Theo anh/chi khi nguoi ndp thué da hai 1ong véi chat lugng dich vu tuyén truyén
hd tro s& ddn dén hanh vi gi cua nguoi ndp thué?

Viéc ding ky thué va bo sung thong tin dang ky thué dién ra nhu thé nao khi
nguoi nop thué hai long véi chat luong dich vu tuyén truyén ho tro?

Viéc ké khai va nop thué dién ra nhu thé nao khi nguoi ndp thué hai long véi
chat luong dich vu tuyén truyén hd tro?

Khi co quan thué yéu cau bao cao nghia vu thué thi nguoi ndp thué thuc hién

thé nao khi da hai long voi chét luong dich vu tuyén truyén hd trg?



PHU LUC 2: DANH SACH CHUYEN GIA PHONG VAN

STT Ho va tén Hoc ham Chire vu Pon vi cong tac
1 Tran Thi My Thac si Kiém tra vién Cuc thué Thanh phé
Trinh chinh H6 Chi Minh
2 Nguyén Tri Thac si Pho phong Cuc thué Thanh phd
Xuan TTHT NNT Hb Chi Minh
3 Tran Quang Thac si Pho cuc truéng | Cuc thué tinh Gia Lai

Thanh




PHU LUC 3: BANG CAU HOI KHAO SAT

Phin 1: Ciu héi nhan khiu hoc
Gidi tinh cua anh/chi:

Nam

N

Do tudi ciia anh/chi:

Duéi 20 tudi

Tir 26 dén 29 tudi

T 30 dén 39 tudi

Tur 40 dén 49 tudi

Trén 49 tubi

Trinh d hoc van ciia anh/chi:
Trung hoc

Cao drfmg/Dai hoc

Thac s1

Tién si

Nghé nghiép ciia anh/chi:
Nhén vién van phong

Kinh doanh tu do

Chu doanh nghiép

Khéc

Thu nhap hing thang cia anh/chi:
Duéi 5 triéu dong

Tir 5 dén 10 triéu dong

Tir 10 dén 20 triéu dong

Tir 20 dén 50 triéu dong

Trén 50 triéu dong

Phan 2: Cau héi kiém dinh cac bién trong mé hinh



Ma hoa

Dieén giai

Su tin cay

TC1

Dich vu tuyén truyén hd tro minh bach va dang tin

cay

TC2

Cong chire thué hd trg ngudi ndp thué cung cap

théng tin chinh xac

TC3

Moi nhu cau hd tro cta nguoi nop thué déu co thé
dugc dap tng dung han, ding quy dinh béi co

quan thué

Su dap ung

DAl

Cong chirc thué than thién, nha nhan véi nguoi

nop thué

DA2

Cong chirc thué lam viéc chuyén nghiép hd tro

ngudi ndp thué kip thoi khi vudng mac

DA3

Cong chure thué huéng dan co trinh ty, dung quy

trinh

DA4

Cong chirc thué hudng dan ding gio 1am viée theo
quy dinh, khong gay lang phi thoi gian cua nguoi

nop thué

Phwong tién

hiru hinh

PTHH1

Co quan thué trang bi hé théng cong nghé thong

tin hién dai, 6n dinh phuc vu ngudi nop thué

PTHH2

Ung dung ludn duoc nang cap kip thoi

PTHH3

Heé thong thué dién tir than thién v6i nguoi dung

PTHH4

Khu vuc ho trg vé thué thoang mat, rong rai

Su cam thong

CT1

Co quan thué ludn trao dbi, tiép thu, dap tmg yéu

cau, tao di€u kién thuan lgi cho nguoi ndp thué




trong cong tac tuyén truyén hd tro

CT2

Co quan thué tuyén truyén, phd bién kip thoi
nhing thay doi trong quy dinh vé chinh sach thué

CT3

Cong chtrc thué ludn dat minh & vi tri ctia nguoi
nop thué dé hudng din day du cac bude thu tuc

cho ngudi ndp thué

CT4

Co quan thué Iuon ghi nhan cac vudng mac, khéd
khan ciua nguoi ndp thué vé chinh sach thué va dé

xut giai phap khic phuc

Su dam bao

DB1

Cong chirc thué huéng dan cé kién thirc chuyén

mon va nghiép vu

DB2

Cong chure thué co cung cach phuc vu lich su, hoa

nha v&i nguoi ndp thué

DB3

Co quan thué c6 co ché bao vé quyén loi cua
ngudi ndp thué khi cé thong tin tuyén truyén hd

tro sai sot

DB4

Céac dich vu tuong ty trong tuyén truyén hd tro
duoc yéu ciu duy tri @& dam bao quyén loi cua

nguoi ndp thué

Su twong tac

ctia cong dan

STTCD1

NNT c6 quyén truy cap thong tin vé co quan thué

STTCD2

NNT dugc tham van cac van dé vé quan 1y thué

STTCD3

Co quan thué c6 nhiing twong tac dinh ky véi

nguoi ndp thué veé cac linh vuc cung quan tam

STTCD4

Nhimng gép ¥ ciia NNT ludn duoc co quan thué

guan tam

Niém tin thué




NTT1

Nguoi ndp thué khong c6 nghi ngd véi nhitng giai

dap chinh sach thué tir co quan thué

NTT2 Nguoi nop thué cam thay sy tu tin khi lam viée
v6i co quan thué
NTT3 Nguoi ndp thué hoan toan tin twéng nhitng théng

tin ma co quan thué tuyén truyén hd tro

Sw hai long

SHL1

Nguoi ndp thué hai 10ng véi dich vu tuyén truyén

ho trg vi dé tuong tac, dé sir dung

SHL2

Nguoi ndp thué hai long véi sy ho tro ciia cong

chure thué khi ¢6 van dé vudng mac

SHL3

Nguoi ndp thué hai 10ng véi dich vu tuyén truyén
hd tro vi duge cung cp nhanh chong va dang tin

A

cay

Tuén tha thué

TTT1

Nguoi nop thué luon dang ky va bo sung thong tin

dang ky ding han

TTT2

Ngudi nop thué ludn ké khai ddy du va ding han

TTT3

Nguoi ndp thué ludn ndp thué day du va dung han

TTT4

Ngudi ndp thué ludn bao cio nghia vu thué chinh

xac va day du




PHU LUC 4: KET QUA PHAN TiCH

1. Thong ké mb ta

Gioi tinh cua anh/chi:

Frequenc Valid Cumulative
y Percent Percent Percent
Valid Nam 185 50.7 50.7 50.7
Nir 180 49.3 49.3 100.0
Total 365 100.0  100.0
Do tudi ciia anh/chi:
Frequenc Valid Cumulative
y Percent Percent Percent
Valid Tir 18 dén 25 48 13.2 13.2 13.2
tudi
Tu 25 dén 35 79 216 216 34.8
tudi
Tux 35 dén 45 152 416 416 76.4
tudi
Trén 45 tudi 86 236 236 100.0
Total 365 100.0  100.0
Trinh d hoc van ciia anh/chi:
Frequenc Valid Cumulative
y Percent Percent Percent
Valid Trung hoc 30 8.2 8.2 8.2
Cao dang/Dai 226 61.9 61.9 70.1

hoc



Thac si 84 23.0 23.0 93.2
Tién si 25 6.8 6.8 100.0
Total 365 100.0  100.0
Nghé nghiép ciia anh/chi:
Frequenc Valid Cumulative
y Percent Percent Percent
Valid Nhan vién van 163 44.7 44.7 44.7
phong
Kinh doanh ty do 86 23.6 23.6 68.2
Chu doanh nghi¢p 29 7.9 7.9 76.2
Cén bo, cong chtic 87 23.8 23.8 100.0
Total 365 100.0  100.0
Thu nhip hing thang ciia anh/chi:
Frequenc Valid Cumulative
y Percent Percent Percent
Valid Dudi 5 triéu dong 11 3.0 3.0 3.0
Tt 5 dén 10 trigu 70 19.2 192 22.2
dong
T 10 dén 20 triéu 157 43.0 43.0 65.2
dong
Tu 20 dén 50 triéu 90 24.7 24.7 89.9
dong
Trén 50 triéu dong 37 10.1 10.1 100.0
Total 365 100.0  100.0




2. Panh gia d¢ tin cay
Reliability Statistics
Cronbach's N of

Alpha Items

.896 3

Item-Total Statistics

Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted
TC1 8.16 3.949 757 .885
TC2 8.14 3.881 824 .828
TC3 8.22 3.807 .807 .842
Reliability Statistics
Cronbach's N of
Alpha Items
933 4
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total  Alpha if
Deleted Deleted Correlation  Item Deleted
DU1 12.24 9.391 .867 904
DU2 12.28 9.394 .854 .908
DU3 12.21 9.788 .830 916



DU4 12.29 9.751 .815 921
Reliability Statistics
Cronbach's N of
Alpha Items
927 4
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted
HH1 12.60 7.395 .870 .893
HH2 12.64 7.413 .858 .897
HH3 12.61 7.485 791 919
HH4 12.65 7.328 .808 914
Reliability Statistics
Cronbach's N of
Alpha Items
.58 4
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total  Alpha if
Deleted Deleted Correlation  Item Deleted
CT1 12.72 5.909 326 842



CT2 1252 5.459 682 641
CT3 1261 5.212 .660 644
CT4 1259 5.380 628 .663
Reliability Statistics
Cronbach's N of
Alpha Items
.909 3
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted
DB1 8.21 3.859 793 .889
DB2 8.27 3.795 .809 876
DB3 8.21 3.715 851 841
Reliability Statistics
Cronbach's N of
Alpha Items
JA71 4
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Iltem Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted




GY1l 1257 4.515 673 .660
GY2 12.63 4.332 692 .648
GY3 1255 4.479 .698 .646
GY4 1253 6.475 259 .851
Reliability Statistics
Cronbach's N of
Alpha Items
.899 3
Item-Total Statistics
Scale
Scale Mean Variance if Corrected  Cronbach's
if Item Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted
NT1 8.07 4.358 .788 .866
NT2 8.10 4.346 178 875
NT3 8.08 4.175 .836 .825

Reliability Statistics
Cronbach's N of
Alpha Items

.884 3

Item-Total Statistics



Scale

Scale Mean Variance if Corrected Cronbach's

if Item Item Item-Total  Alpha if
Deleted Deleted Correlation  Item Deleted
HL1 8.05 3.991 172 .839
HL2 8.04 3.899 184 .828
HL3 8.04 3.933 770 841

Reliability Statistics
Cronbach's N of

Alpha

Items

927

4

Item-Total Statistics

Scale

Scale Mean Variance if Corrected Cronbach's

if Iltem Item Item-Total Alpha if
Deleted Deleted Correlation  Item Deleted
TTT1 12.60 6.943 844 901
TTT2 12.56 7.209 7193 918
TTT3 12.58 7.025 815 910
TTT4 12.54 6.886 870 .892

3. Phén tich nhan t6 khing dinh CFA
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Chi-square/df=2.375
GFI=.856

@ CFl=.942
- TLI=.932

M. RMSEA=.061

GY3 fw 83

AR @ @Y EER® ERE® EE®®

HL3 F 85

[NT1 je 85
L 83
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R ARG AO®

6
[crad g1

NIEM_TIN

Regression Weights: (Group number 1 - Default model)

DU1
DU3
DU4
DU2
HH1
HH3
HH4

<Lmmm

<-m-

<L-m-

<-m-

<-m-

<eme

<-m-

DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
HUU_HINH
HUU_HINH
HUU_HINH

Estimate S.E. C.R.

1.000

929 037 25.127
916 039 23.364
.986 038 26.191
1.000

.866 041 21.258
902 040 22.367

P

**k*k
*k*k

**k*k

*k*k

**k*k

Label



HH2
TTT4
TTT2
TTTL
TTT3
TC3
TC2
TC1
DB3
DB1
DB2
GY3
GY2
GY1
HL3
HL1
HL2
NT1
NT2
NT3
CT3
CT4
CT2

e

<mmm

e

e

<mmm

<mmm

<mmm

<em-

<em-

<mmm

<-m-

<-m-

<Lmmm

<eme

<eme

<Lmmm

<eme

<eme

<emm

<Lemm

<eme

<Lemm

<Lemm

HUU_HINH
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TIN_CAY
TIN_CAY
TIN_CAY
DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
HAI_LONG
HAI_LONG
HAI_LONG
NIEM_TIN
NIEM_TIN
NIEM_TIN

CAM_THONG
CAM_THONG
CAM_THONG

Estimate
1.001
1.000
901
.982
951
1.000
984
919
1.000
914
951
1.000
981
1.011
1.000
976
1.005
1.000
991
1.082
1.000
949
910

S.E.
.028

.040
.037
.040

.045
.048

042
041

.063
.062

052
.053

051
.050

.063
.058

C.R.
35.233

22.326
26.189
23.981

22.051
19.262

21.959
23.280

15.467
16.434

18.686
19.004

19.463
21.806

15.135
15.555

P

**k*k

**k*k
**k*k

*k*k

**k*k

*k*k

**k*k

*k*k

*k*k

*k*k

*k*k

*k*k

*k*k

**k*k

**k*k

**k*k

Label

Standardized Regression Weights: (Group number 1 - Default model)

DU1

<eme

DAP_UNG

Estimate

912



DU3
DU4
DU2
HH1
HH3
HH4
HH2
TTT4
TTT2
TTT1
TTT3
TC3
TC2
TC1
DB3
DB1
DB2
GY3
GY2
GY1
HL3
HL1
HL2
NT1
NT2
NT3

e

<mmm

e

e

<mmm

<mmm

<mmm

<em-

<em-

<mmm

<-m-

<-m-

<Lmmm

<eme

<eme

<Lmmm

<eme

<eme

<emm

<Lemm

<eme

<Lemm

<Lemm

<L-m-

<Lemm

<Lemm

DAP_UNG
DAP_UNG
DAP_UNG
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TIN_CAY
TIN_CAY
TIN_CAY
DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
HAI_LONG
HAI_LONG
HAI_LONG
NIEM_TIN
NIEM_TIN
NIEM_TIN

Estimate
875
.847
891
947
182
801
943
916
.829
891
857
.883
.896
.810
923
.840
.869
.828
75
827
.848
841

.854
.850
834
913



CT3 <--- CAM_THONG
CT4 <--- CAM_THONG
CT2 <--- CAM_THONG

Estimate

812
783
.808

Covariances: (Group number 1 - Default model)

DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

HUU_HINH
TUAN_THU
TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN

CAM_THONG

TUAN_THU
TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN

CAM_THONG

TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN

CAM_THONG

Estimate
592
453
446
403
361
418
484
328
.362
328
400
.368
421
436
333
354
.308
233

270
410
.348

S.E.
.062
.057
.062
.060
.053
.060
.063
.052
.049
.052
.053
.048
054
.055
047
.052
.050
.043
.049
.054
047

C.R.

9.515
7.910
7.254
6.711
6.830
6.928
7.697
6.294
7.408
6.297
7.478
7.730
7.782
7.911
7.126
6.835
6.108
5.415
5.480
7.656
7.487

P

**k*k
*k*k
*k*k
**k*k
*k*k
*k*k
**k*k
**k*k
*k*k
**k*k
**k*k
*k*k
**k*k
**k*k
*k*k
**k*k
**k*k
*k*k
**k*k
**k*k

*k*k

Label



TIN_CAY
TIN_CAY
TIN_CAY
TIN_CAY
TIN_CAY
DAM_BAO
DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
HAI_LONG
HAI_LONG
NIEM_TIN

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
HAI_LONG
NIEM_TIN
CAM_THONG
NIEM_TIN
CAM_THONG
CAM_THONG

Estimate
333
246
.383
391
275
.208
379
.362
271
327
351
317
444
.306
341

Correlations: (Group number 1 - Default model)

DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
HUU_HINH

<mm

\%

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

HUU_HINH
TUAN_THU
TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
TUAN_THU

Estimate
634
503
463
413
448
445
504
409
456

S.E.
.055
.047
.056
057
.048
.046
.056
.056
.048
.049
.050
044
.058
.048
.050

C.R.

6.040
5.243
6.811
6.854
5.759
4516
6.794
6.466
5.702
6.718
7.022
7.198
7.609
6.343
6.837

P

**k*k
*k*k
**k*k
**k*k
*k*k
**k*k
**k*k
*k*k
*k*k
**k*k
*k*k
*k*k
**k*k
*k*k

*k*k

Label



HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
TIN_CAY
TIN_CAY
TIN_CAY
TIN_CAY
TIN_CAY
DAM_BAO
DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
HAI_LONG
HAI_LONG

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

<-->

TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
TIN_CAY
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
DAM_BAO
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
GOP_Y
HAI_LONG
NIEM_TIN
CAM_THONG
HAI_LONG
NIEM_TIN
CAM_THONG
NIEM_TIN
CAM_THONG

Estimate
384
464
517
.508
513
471
430
371
.340
337
500
510
374
334
A47
445
376
.280
438
407
.367
458
479
520
521
430



Estimate

NIEM_TIN <-> CAM THONG .468
M [NI [DAJHU [TU |[TI [DA [G [HA [CA
AlM|ax |[EM|P_ |U_ |AN |[N_|[M_|O |IL |MT
C|V[S|R(|_TI|UN|HIN| T |CA|BA |P_|ON |[HON
RIE|V|H |N |G |H |[HU|Y |O |Y |G |G
0.]0. 0.
NIE |9 |7 |2
M_T |0 |5 |7 |09 |0.86
IN |0 |1|1]08 |6
0.]0. 0.
DAP |9 |7 |4
_UN |3 |7 |0]09|050|08
G [3]7(2/36 |4 |82
0.]0.o0.
HUU |9 |7 |4
"HI |2 |6|0]09|051|06 |0.87
NH |6|0 2|53 [3 |34 |2
0.]0.]0.
TUA |9 |7 |2
NT [2|6|6 09 |050|05 |045 |0.87
HU |8 |4 (0(33 |0 |03 |6 |4
0.]0. 0.
8|7 |2
TIN_|9 |4 |1]09 04404 038|043 |08
CAY |8 |6 [4 |05 |5 |63 |4 |0 |64
DA [0.[0.]0./09 [040[04 |046 037 |03 |087
MB|9|7|2(18 |7 |13 |4 |1 |74 |8




AO |17 |1
015
0.]0.]0.
8 (6|2 0.

GOP |5 |5 |7 |08 |047 |04 |051|034 |03 |028|81

Y |1|7|0|54 |9 |48 |7 |0 |34 |0 |oO
0.]0.]0.

HAI |8 |7 |2 0.

LO |8 |1 |7 |08 |052|04 050|033 |04 |043]|45 |0.84

NG |5(9|1(8 [1 |45 |8 |7 |47 |8 |8 |8

CA |o0.]0. |0

M.T |8 |62 0.

HON |4 |4 |7 |08 |0.46|04 |047 |051 |03 |0.36|52 | 043

G |3|2|0/44 |8 |09 |1 |0 |76 |7 |0 |0 |o0s801

4. M6 hinh SEM
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Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R.

NIEM _TIN <--- DAP_UNG 139 059 2341
NIEM_TIN <--- HUU_HINH 145 .070 2.085
NIEM_TIN <--- TIN_CAY 178 061 20913
NIEM TIN <--- CAM_THONG .190 .084 2.255
NIEM TIN <--- DAM _BAO 124 .060 2.078
NIEM_TIN <-- GOP_Y 208 076 2.739
HAI LONG <--- NIEM_TIN 194 .060 3.227
HAI LONG <--- DAP_UNG 024 057 428
HAI LONG <--- HUU_HINH 156 067 2.340
HAI LONG <--- TIN_CAY 169 059 2.876
HAI LONG <--- CAM_THONG .101 081 1.251

Chi-square/df=2.653
GF1=.843

CFI=.929

TLI=.918
RMSEA=.067

P
.019
.037
.004
.024
.038
.006
.001
.669
.019
.004
211

Label



HAI_LONG <---
HAI_LONG <---
TUAN_THU <---
DU1 <---
DU2 <---
DU3 <---
DU4 <---
HH1 <---
HH2 <---
HH3 <---
HH4 <---
TC1 <---
TC2 <---
TC3 <---
CT2 <---
CT3 <---
CT4 <---
DB1 <---
DB2 <---
DB3 <---
GY1 <---
GY2 <---
GY3 <---
TTT4 <-am
TTT3 <---

TTT2 <o

DAM_BAO
GOP_Y
HAI_LONG
DAP_UNG
DAP_UNG
DAP_UNG
DAP_UNG
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
TIN_CAY
TIN_CAY
TIN_CAY

CAM_THONG
CAM_THONG
CAM_THONG

DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
TUAN_THU
TUAN_THU
TUAN_THU

Estimate
.156
153
389
1.000
984
927
914
1.000
1.001
.866
901
1.000
1.069
1.091
1.000
1111
1.055
1.000
1.040
1.094
1.000
970
990
1.000
948
894

S.E.
.057
073
.055

.038
.037
.039

.028
041
.040

.055
.057

072
071

051
.050

.063
.060

.039
.040

C.R.

2.722
2.093
7.003

26.227
25.147
23.389

35.245
21.258
22.353

19.447
19.271

15.375
14.958

20.561
21.949

15.442
16.435

24.146
22.246

P
.006
.036

**k*

**k*
**k*

**k*

**k*
**k*

**k*

***k

*k*

**k*k

**k*

**k*k

**k*

**k*

**k*

**k*

**k*

Label



TTT1
NT1
NT2
NT3
HL3
HL2
HL1

<-m-

<emm

<-m-

<-m-

<emm

<eem

<eem

TUAN_THU
NIEM_TIN
NIEM_TIN
NIEM_TIN
HAI_LONG
HAI_LONG
HAI_LONG

Estimate
973
1.000
992
1.084
1.025
1.031
1.000

S.E.
.037

051
.050
.055
.055

C.R.
25.999

19.433
21.740
18.474
18.642

P

**k*

**k*
**k*
**k*

**k*

Standardized Regression Weights: (Group number 1 - Default model)

NIEM_TIN
NIEM_TIN
NIEM_TIN
NIEM_TIN
NIEM_TIN
NIEM_TIN
HAI_LONG
HAI_LONG
HAI_LONG
HAI_LONG
HAI_LONG
HAI_LONG
HAI_LONG
TUAN_THU
DU1

DU2

DU3

<-m-

<-m-

<eem

< mmm

<-m-

< mmm

< mmm

<-m-

< mmm

< mmm

<-m-

<-m-

<-m-

<-m-

<-m-

<-m-

<-m-

DAP_UNG
HUU_HINH
TIN_CAY
CAM_THONG
DAM_BAO
GOP_Y
NIEM_TIN
DAP_UNG
HUU_HINH
TIN_CAY
CAM_THONG
DAM_BAO
GOP_Y
HAI_LONG
DAP_UNG
DAP_UNG
DAP_UNG

Estimate
153
141
164
144
115
176
205
.028
160
165
.080
153
136
391
914
.890
874

Label



DU4
HH1
HH2
HH3
HH4
TC1
TC2
TC3
CT2
CT3
CT4
DB1
DB2
DB3
GY1
GY2
GY3
TTT4
TTT3
TTT2
TTT1
NT1
NT2
NT3
HL3
HL2

<-m-

<emm

<-m-

<-m-

<emm

<eem

<eem

<-m-

<-m-

<eem

<-m-

<-m-

< mmm

<-m-

<-m-

< mmm

<-m-

<-m-

< mmm

<-m-

<-m-

<-m-

<-m-

<-m-

<-m-

<-m-

DAP_UNG
HUU_HINH
HUU_HINH
HUU_HINH
HUU_HINH
TIN_CAY
TIN_CAY
TIN_CAY

CAM_THONG
CAM_THONG
CAM_THONG

DAM_BAO
DAM_BAO
DAM_BAO
GOP_Y
GOP_Y
GOP_Y
TUAN_THU
TUAN_THU
TUAN_THU
TUAN_THU
NIEM_TIN
NIEM_TIN
NIEM_TIN
HAI_LONG
HAI_LONG

Estimate
847
947
943
182
.801
.810
.894
.885
.802
815
187
.840
.869
923
827
A74
829
920
.858
.826
.887
.850
834
914
844
851



Estimate

HL1 <--- HAI_LONG .837

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
NIEM_TIN 421
HAI_LONG 453
TUAN_THU 153
HL1 .700
HL2 123
HL3 712
NT3 .835
NT2 .696
NT1 (22
TTT1 187
TTT2 .683
TTT3 137
TTT4 847
GY3 .687
GY2 .599
GY1 .684
DB3 .852
DB2 155
DB1 705
CT4 .619
CT3 .664

CT2 .644



TC3
TC2
TC1
HH4
HH3
HH2
HH1
DU4
DU3
DU2
DU1

Estimate
183
.800
.655
.641
.612
.889
.898
17
164
192
.835
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SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS

PRIMARY SOURCES

&

www.tailieudaihoc.com

Internet Source

ueh.edu.vn

Internet Source

2y
1%

]

hueuni.edu.vn

Internet Source

VNUA

Publication

1w
1w

nckh.fba.iuh.edu.vn

Internet Source

Ho Chi Minh National Academy of Politics

Publication

Tu
1w

H B B B

thuvienso.bvu.edu.vn

Internet Source

Tu

www.thuvientailieu.vn

Internet Source

text.123docz.net

Internet Source

Tu

<1w




