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In the tendency of New Public Management, improving the performance of public administrative 
organizations and public administrative services are very important, affecting the citizen’s satisfaction, 
enhancing people's confidence in government operations. The study explores the factors that influence the 
quality of complaint’s settlement and citizen’s satisfaction with the complaint’s settlement at Ho Chi Minh City 
Inspectorate, one of the public administrative services in Viet Nam. The study uses qualitative method and 
the theory of service performance to understand this phenomenon. Data from interviews of 30 people 
including 15 people who are civil servants of the Ho Chi Minh City Inspectorate and 15 citizens who make 
the complaints in Ho Chi Minh City Inspectorate. At the core of research, it is found that service quality 
affects the complainant's satisfaction and the performance of the administrative service as well as the 
administrative organization. There are three virtual factors affecting the service quality and citizen’s 
satisfaction, including the interaction between civil servants and complainants, the service outcome and the 
head’s accountability. In addition to this, environmental factors do not impact on the quality of complaint’s 
settlement in Ho Chi Minh City Inspectorate, while it is considered as a significant factor in assessing the 
quality of services perceived by customers or private services.  

 
Key words: Public administrative service, performance, complaint’s settlement, service quality, citizen’s 
satisfaction, Ho Chi Minh City Inspectorate, Ho Chi Minh City, Viet Nam. 
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CHAPTER 1 OVERVIEW 

1.1 Introduction 

New public management (NPM) has grown as a “global phenomenon” since the late 1970s 

due to its virtual capability in “any political setting, geographic region, or policy area” (Thomas 

Diefenbach, 2009, p.19; Wilenski, 1988; Pollitt, 1990; Kirkpatrick, Ackroyd & Walker, 2005, p.13; 

Page, 2005, p. 714). Recently, despite focusing on the improvement of policies, the NPM-oriented 

reform tends to focus on micro-level problems such as the performance of public service or the 

service quality and the citizen satisfaction. 

 

In the early 1990s, the New public management has been increasingly concerned by many 

scholars as well as governmental managers because of its strategic objectives, which mainly focus 

on the outcome of the delivery process of public services for the citizen and serve the citizens as the 

customers to enhance the service quality and service delivery productively and efficiently, and the 

satisfaction of the citizens (Pollitt, 1990; Enrico Bracci & Laura Maran, 2011; McKoy, 2004; Agus, 

Barker & Kandampully, 2007; Zaitul, Fauziati & Ayu, 2014). Many researchers also agree that 

enhancing citizen‟s satisfaction will help the public agencies increase their trust and improve these 

organizations' performance (Oliver, 1980; Spreng & Mackoy, 1996; Cummings, 2004).  

 

Actually, public services are really important for many administrators which aim to improve 

the well-being of the citizens, to maintain value of life as well as welfare for the citizens 

(Giannoccaro, Costantino, Ludovico & Pietroforte, 2008; Awosika, 2014). Additionally, citizen' 

satisfaction has recently become the center interest indicator for the governments in the public 

administrative management in almost countries, increasing the government‟s responsibility on the 

public services‟ qualities and the effectiveness of delivering them (Miller và Miller, 1991; Swindell 

& Kelly, 2005; Van Ryzin, 2004 & 2006; James, 2009; Yang, 2010; Morgeson, 2011; Jianchuan 

Zhang, 2013). Indeed, understanding clearly many factors impacting on citizen satisfaction and 

public service quality will help the researchers and state agencies adjust the designing program on 

the provision of public administrative services, increase the efficiency and the effectiveness 

between suppliers - government agencies and beneficiaries - the citizens (Yongheng Yang, 2018).  

 

According to Giannoccaro et al. (2008), the quality of its organization and the performance 
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of its services would establish a good government. According to Olsen (2003), there should focus 

on the role of citizens when examining the performance of administrative organizations. 

Meanwhile, many previous researches conclude that the quality of service affects the level of 

citizen‟s satisfaction, which high-quality service will enhance citizen‟s satisfaction of the citizens 

(Parasuraman, Zeithaml & Berry, 1985; Zeithaml & Bitner, 2000; Cronin & Taylor, 1992; Spreng 

& Mackoy, 1996). Siddiqi (2011) claims the importance of service quality to evaluate the 

satisfaction of the citizen, so as to increase their needs and expectations.  

 

Recently, public organizations have been on duty of improving service efficiently (Awosika, 

2014). Likewise, Salami (2015) states that recent governments are striving to make public service 

effectively. According to Lawal and Oluwatoyin (2011), the effectiveness and efficiency of public 

services have a strong impact on the transformation of any societies. The recent growing trend of 

public services is a provision from the government to the citizen (Okafor, Fatile & Ejalonibu, 2014). 

 

According to Rhee and Rha (2009), quality is a core element to improve the efficiency and 

competitiveness of public service. Administrative reform initiatives, particularly the 1980s and 

1990s, which focused on the citizens‟ experience and  service delivery so as to stimulate public 

service outcome and the citizen satisfaction and the trust in the government (Flynn, 2012; Greener, 

2013).   

 

Therefore, this research examines how service providers (the managers and inspectors in Ho 

Chi Minh City Inspectorate) and complainants (citizens) define the concept of service quality (the 

complaint‟s settlement). Moreover, this research expresses how important the environment, the 

interaction, the head‟s accountability and the outcome of complaint‟s settlement. As a result, the 

researcher suggests many recommendations for the improvement of quality of complaint‟s 

settlement (the performance of complaint‟s settlement) in Ho Chi Minh City Inspectorate from 

respective of the public servants as well as the satisfaction of the citizens. 

 

This chapter outlines the research setting including research questions, literature frame and 

the methodology, followed by a summary of the remaining chapter.  
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1.2 Research setting 

1.2.1 Research questions 

Public sector performance is “the achievement of the goals or objectives of government 

agencies as the elaboration of the vision, mission and strategy of the institution and indicate the 

level of success and failure from activities implementation in accordance with program and policy 

set” (Kurniyanta, Amani, Wardayati & Saleh, 2017, p.2).  

 

The objective of this thesis is to seek the aspects of the citizens and the administrators, the 

managers and inspectors in Ho Chi Minh City Inspectorate about many factors that most influence 

citizen satisfaction with public administrative service quality and the performance of local level of 

public administrative sector.  

 

To be more specific, this thesis mainly focuses on citizen‟s perceptions along with the 

service provider‟s perception, when using public administrative service depending on the quality of 

the complaint‟s settlement of individual complainants in Ho Chi Minh City Inspectorate, Viet Nam. 

Therefore, the thesis will answer for the following research question:  

What factors impact on citizen's satisfaction with the provision of public administrative 

service in the Ho Chi Minh City inspectorate to increase the citizen's satisfaction and confidence in 

the government? 

 

1.2.2 Literature frame 

Kurniyanta et al. (2017) state that good performance is very significant to achieve good 

public organization‟s performance, particularly, when job is executed in accordance with the 

responsibilities and functions of each public servant. Additionally, performance is considered as a 

result of working or a person‟s success rate comparing with the established working standards or 

the performance targets (Dessler, 2000; Rivai and Basri, 2005).  

 

Reforming the management and evaluating public agencies‟ performance have growingly 

developed in almost countries, and then, many recent studies have paid more attention to 

performance in the public sector, service quality management (Boyne, 2003; Im & Lee, 2012). 

Good public organization‟s performance is an important condition to achieve the comprehensive 

public performance (Meier & O'toole, 2002). Some researchers have figured out that the quality of 

service and satisfaction of the citizens do not link each other (Stipak, 1979; Kelly & Swindell, 2002; 
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Kelly, 2003; Im & Lee, 2012; Ma, 2016; Abdelkader Benmansour, 2018), because citizen's 

satisfaction level can force administrators to improve their decision-making (Ma, 2016; Im & Lee, 

2012). While some researches argue that there is no association between service quality and 

customer satisfaction (Adi, 2008; Yudhy & Suhendra, 2012), some others indicates that service 

quality has positive influence on the citizen‟s satisfaction (Van de Walle & Bouckaert, 2003; 

Setyani, 2010; Aryani and Rosinta, 2010; Amanullah, 2012; Sari, 2013; Harlan and Magnadi, 2014; 

Wusko, 2014). 

 

There are many measuring frameworks for managing the performance of an organization 

such as Balanced Scorecard or Performance Prism (Campbell, Datar, Kulp & Narayanan, 2002; 

Neely, Adams & Kennerley, 2002; Parasuraman et al., 1988; Abdelkader Benmansour, 2018). 

Meanwhile, the service‟s performance and the citizen‟s satisfaction are also able to be measured by 

the service quality perceptions, although service quality measurement is very complex (Carman, 

1990). SERVQUAL model consists of 5 elements namely tangible, reliability, responsibility, 

assurance and sympathy, which are based on the comparison the expected service quality and 

received experience (Parasuraman et al., 1985). Another measurement is based on two service 

quality elements such as “functional quality” (Gronroos, 1984, p. 39) and “technical quality” 

(Gronroos, 1984, p.38). According to Brady and Cronin (2001), service outcome can be tangible or 

intangible with three dimensions, including interaction, environment and service outcome. 

Particularly, according to Klaas, Marcinkowski and Lazarević (2018), the accountability of the 

management is the combination between the compliance of the rules and procedures and the final 

performance, which is a process from the input, process and output and outcome. Therefore, the 

head‟s accountability can affect the process‟s quality and the final quality of the result.  

 

This research aims to analyze the effect of the performance of public administrative service, 

particular based on service quality to the citizen‟s satisfaction, which is the case in the performance 

of complaint‟s settlement in Ho Chi Minh City Inspectorate, Viet Nam. With this context, the 

researcher will find out many main effective factors to the service quality and citizen‟s satisfaction 

through interviewing both service providers and the citizens, within four factors, including: 

environment, interaction, outcome, and the head‟s accountability. 

 

Accordingly, based on the literature on the topic, this study is based on the following 

framework: 
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Figure 1. The framework of this research 

1.2.3 Data and methodology  

 

Research context 

In most cities of Viet Nam, while citizens hope the law to be accomplished and the service 

quality to be improved, there is shortcoming to meet public performance objectives at all level of 

government, particularly at local level. In Viet Nam, PAPI stands for “Provincial Governance and 

Administration Performance Index”, which is a policy tool which used to measure “the performance 

of governance and public administration (including public service delivery) at provincial level in 

Viet Nam based on citizens‟ experiences and perceptions” (Le Van Chien, 2016, p.1).  

 

However, according to the Ministry of Home Affairs, Viet Nam's administrative system has 

not yet been synchronous, overlapping and inconsistent. The administrative procedures are 

cumbersome and complex, while the organization is also bulky, multi-stratnated. Moreover, the 

method of administration has been focused on bureaucracy and dispersed, non-transparent. The staff 

and civil servants still have many weaknesses in quality, sense of responsibility, professional 

capacity and administrative skills. The working style slows with lack of the innovation and 

sometimes, bureaucracy and corruption as well as people's harassment also takes place in most of 

administrative departments associated with the limitation of citizen participation (Ministry of Home 

Affairs, 2018). Therefore, Viet Nam‟s Government determines that “Institutional reform; 

development and improvement of quality of contingent of cadres, civil servants and officials, focus 

on reform of salary policy in order to create real motivation so that the cadres, civil servants and 

officials can perform their duties with high quality and  efficiency; improvement of quality of 

administrative services and the quality of public services”, which becomes a core task, ensuring the 

satisfaction of citizens with the serve of many administrative agencies over 80% by 2020 (The 

Prime Minister, 2016, p.1). 

Service quality 

•Environment 

•Interaction 

•Outcome 

•Head’s accountability 

Citizen satisfaction 
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In period 2015-2020, Ho Chi Minh City authority has implemented the public administrative 

reform (PAR) as an administrative strategy to make the performance of many public administrative 

organizations better, including administrating public institutions, motivating the civil servants, 

improving the employees‟ capabilities and also managing the quality of public services. 

 

Ho Chi Minh City Inspectorate is one of state public administrative organizations, serving 

for the citizens and doing duties for the citizens without charges or fees, considering as a non-profit 

organization. In Ho Chi Minh City, 2019 is a year that enhances implementing administrative 

reform, increases the satisfaction of the citizens with administrative service quality to assess the 

influence of the reform and intend some further actions. In context that citizens expect high service 

quality, the researcher will seek many factors impacting on the final outcome of complaint‟s 

settlement in Ho Chi Minh City inspectorate and its impact on the loyalty of people using this kind 

of service in inspectorate organization. 

 

Methodological choices 

According to Yin (1994), qualitative research is suitable for exploratory purposes in order to 

find out more unknown variables or factors by answering many open-ended questions. This thesis 

will apply qualitative methodology to understand many factors that the citizens find important to 

their satisfaction and how the administrators can improve the public administrative service quality, 

from which leads to the high citizen satisfaction and high performance of public administrative 

service and public administrative agencies.  

 

The researcher will collect semi-structured deep-interviews with public administrative 

managers, the public servants and semi-structured focused-group interviews with the citizen. Data is 

collected through the process of interviews, that the researcher will guide the responders towards 

the structure of many prepared questions and then apply semi-structured interview for feel free to 

ask extra questions to collect and explore more important information. A list of questions is 

developed basing on many dimensions of service quality.  

1.3 Chapter summary 

This chapter portrayed the overview on the topic and the reasons why it is essential to do 

this research. Based on the importance of the performance of public administrative organizations 

and public administrative services that they provide for the citizens, the administrators tend to focus 



 

7 

 

on the service quality to improve the citizen‟s satisfaction and the citizen‟s life quality. This thesis 

will present the content in six chapters. Chapter one shows the introduction, following by Chapter 

two which presents the theoretical basis of public administrative service, performance in public 

sector, performance of public administrative service, public administrative service quality, citizen‟s 

satisfaction, the influence between the public administrative service quality and citizen‟s 

satisfaction, the measurement for public administrative service quality and citizen‟s satisfaction. 

Based on previous frameworks and literatures, the interview framework will be built. Then, the 

research continues with Chapter three presenting the real case in Viet Nam and Chapter four 

presents the research methods including the research process, type of data and how to collect data, 

and the methodology of research. After that, Chapter five will analyze and show the results of 

research. Finally, the researcher will recommend some suggestions on policies and other aspects to 

improve citizen's satisfaction with the quality of public administration services, in details, the 

complaint‟s settlement quality in Ho Chi Minh City Inspectorate.  
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CHAPTER 2 ANALYTICAL FRAMEWORK 

2.1 Public service 

According to Negruţ (2019), public service is exercised by public administrative authority or 

by public institutions to meet general interest. Furthermore, according to Aldridge and Stoker 

(2012), public service can be defined as an action using the citizen‟s tax-payment based on 

accountability to maintain the service in order to contribute well-being and improve life‟s quality 

for the citizens. Meanwhile, Lane (1993) argues that public service is run by authority under 

administrative structure.  

 

According to Jääskeläinen & Lönnqvist (2011), the output of service is intangible, provided 

free of charge when using and provided just by governments such as police or public 

administration; the objective of public service is improving welfare for the citizens. Therefore, 

public service has some features such as social status, personality, the atmosphere of the provision 

place, the feedback of the citizens. As a result, service quality consists of both tangible and 

intangible elements. According to Wakefield and Blodgett (1999), service quality is impacted by 

reliability, responsiveness, assurance and empathy. According to Groonroos (2000), service quality 

is identified by “technical quality”, “functional quality” and perceived service quality.  

 

Jääskeläinen & Lönnqvist (2011) states that the significance of public sector is to produce 

high-quality services outputs with effective and efficient processes and improve organizational 

performance. There are commonly two kinds of models measuring performance relating to service 

production process, namely “3Es (economy, efficiency, effectiveness) and IOO (inputs, outputs, 

outcomes)” (Jääskeläinen & Lönnqvist, 2011, P.290). 

2.2 Performance in public sector 

In the view of Goddard (1989), the performance of public sector is focused on economy, 

efficiency and effectiveness. Until in 1994, Midwinter states that economy is as a part of efficiency 

and effectiveness. With the advancement of New Public Management (NPM), public organization 

performance is considered as the key administrative value that focuses on the efficiency and 

effectiveness and equity (Brewer & Selden, 2000; Kim, 2005; Johnsen, 2005). According to Sink 

(1983), Williams (1991), Richard and Evan (1999), Thorpe and Beasley (2004) and Tangen (2005), 

performance in public sector relates to the broader meaning of productivity that aims to public 
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organizational outcomes. Governmental performance is significant to both citizens and public 

managers (Ferrara, 2003), so that the improvement in public organizations by “getting the job done” 

has growingly become a tendency. 

 

According to Van, Bouckaert and Halligan (2010), outputs and outcomes form the 

performance of activities, also creating public values:  

 

Figure 2. The production model of performance 

Source: Van, D. W., Bouckaert, G., & Halligan, J. (2010). “Performance management in the public sector”. 

Retrieved from http://ebookcentral.proquest.com Created from uehcm-ebooks on 2019-10-02 21:11:37. 

 

Firstly, the most spreading conception for performance is production model which is 

considered as the result of a basic model or a production process to assess program performance 

(Hatry, 1999; Poister, 2003; Pillitt & Bouckacrt, 2004; Bouckaert & Halligan, 2008). Starting the 

production model is the socio-economic situation (No.1 on Figure 2.3), which is the needs of the 

citizens (2) and will be translated into the objectives of public organizations under the review (3). 

Inputs (4) are the necessary elements for operating many activities (5) to yield the outputs (6). The 

finance is very significant for organization or program to operate efficiently and effectively. In 

economics, economy (8) is the ratio among inputs; efficiency (9) is the ratio between input and 

output, requiring technical or al-locative efficiency, while cost-efficiency requires both of them. In 

public sector, it is complex to define public sector output and efficiency because it is difficult to 

http://ebookcentral.proquest.com/
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measure the relation between the producers and the consumers that the social profit is more than 

financial profit. Therefore, performance in public sector is maximizing the profits and effects for the 

society. The effectiveness (12) is a ratio between output and the impact of output on the 

environment (12) and the ratio between the input and the impacts is the cost-effectiveness (10).  

 

Secondly, performance of the public organization is a realization of public values which the 

efficiency and effectiveness expense the other values.  

 

Thirdly, performance is considered as Russian dolls, including different levels such as 

micro, meso and macro level (Bouckaert & Halligan, 2008). When analyzing the performance of 

government, local government or regional governments, researchers will use macro level. 

Otherwise, discussing the organization and its interaction with the citizens or organizations, micro 

performance is used and meso performance refers to policy sector or network of some projects.  

 

Figure 3. Macro, meso and micro performance in complex nested configuration 

Source: Van, D. W., Bouckaert, G., & Halligan, J. (2010). “Performance management in the public sector”. 

Retrieved from http://ebookcentral.proquest.com Created from uehcm-ebooks on 2019-10-02 21:11:37. 

Most researchers agree that organizational performance should be measured basing on its 

mission and the strategies to complete the mission (Kaplan & Norton, 1997; Neely, Adams & 

http://ebookcentral.proquest.com/
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Kennerly, 2002; Lonnqvist, 2004). According to Renz (2010), good entities in the public sector 

should have focuses on the strategies to achieve the objectives and the outcomes. Moreover, the 

government should assess the performance of public organizations to make a strategic decision to 

improve more effectively (Parsons, 1995). In other aspect, performance was defined basing on some 

indicators, including financial performance or non-financial performance (Wadongo, Odhuno, 

Kambona & Othuon, 2010).  

 

In terms of financial performance, performance is defined as three significant dimensions 

such as finance, business and effectiveness of the organization (Venkatraman & Ramanujam, 1986). 

In other way to indicate the performance of organization, Hoque and James (2000) asked many 

managers several financing indicators, including the expense of strategic issues or lack of balance. 

However, performance is measured by just financial perspective or the rest of others is 

incomprehensive. Indeedly, a combination of many perspectives such as finance, employees, 

processes and customers is a sufficient picture of organizational performance (Jääskeläinen, 

Laihonen & Lönnqvist, 2014).  

 

There are many measuring frameworks for managing the performance of an organization. 

There are some of the most usual frameworks to measure the performance, such as Performance 

Prism (Neely, Adams & Kennerley, 2002), SERVQUAL (Parasuraman et al., 1988), Balanced 

Scorecard (Kaplan & Norton, 1992). Kaplan and Johnson (1991) firstly approached the 

performance of organization from the perspective of many profitable indicators. After that, as a link 

between goals and performance measurement, Kaplan and Norton (1992) proposed for balanced 

scorecard model which focus on the balance of organizations by measuring for four different 

perspectives (customer, internal perspective, innovation and learning, financial perspective), 

appropriate for both public and private sector in both short and long time period.  Although some 

view the balanced scorecard is still incomplete because non-profitable indicators are not enough for 

measuring the final mission (Sawhill & Williamson, 2001), and many indicators should be related 

to employees, community and even government, not only the customers and shareholders 

(Atkinson, Waterhouse & Wells, 1997).  

 

Likewise, the Performance Prism framework assesses the performance basing on five 

perspectives such as satisfaction and input capabilities of stakeholder, processes and strategies. 

Additionally, Bititci, Garengo, Dörfler and Nudurupati (2012) state that stakeholders can be 

ignored, but many entities must focus on some perspectives such as customers, employees and 
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suppliers. In addition to this, performance is emphasized on strategy, competitive environment, 

service delivery process, service quality, citizen satisfaction, organizational elasticity, human 

resource, revenue management and technology (Kaplan & Norton, 1992; Atkinson & Brander-

Brown, 2001; Haktanir & Harris, 2005), or the value of employees or employee‟s satisfaction 

(Fwaya, 2006; Fitzgerald, Johnston, Brignall, Silvestro & Voss, 1991). Among them, service 

quality and customer satisfaction are two factors for researchers to pay attention to measure 

(Fitzgerald et al., 1991). According to Cohen and Brand (1993), among many indicators of 

performance, improving the service quality can lead public organizations more productive and 

saving, which increase the satisfaction of the citizens.  

2.3 Service quality  

What is service quality? 

In marketing literature, service quality is seemed to be a key indicator of customer 

satisfaction and successful organization over last two decades to show the performance of service 

(Gronroos, 1982; Zeithaml, Berry & Parasuraman, 1996). In terms of private sector, quality of 

service can affect to long-term profitability (Gronroos, 1982; Zeithaml, Bitner & Gremler, 2006; 

Jamal & Anastasiadou, 2009).  

 

In private sector, service quality is a core dimension for private companies to remain the 

sustainable competition for the development, and customer satisfaction affects the customer‟s 

loyalty and the profitability positively (Kouzmin, Loffler, Klages & Korac-Kakabadse, 1999), 

public sector has adopted to focus on the perception of the citizens (Morley and Vilkinas 1997; 

Mabey and Skinner 1998). According to Caemmerer & Dewar (2013), public sector organizations 

focused on rules, procedures and the  provision of services due to being influenced by “political 

authorities and central bureaucratic agencies” (p.1452), thus, the definition of service quality from 

the view of citizen became irrelevant. While service quality has defined in private sector for a long 

time (Caemmerer & Dewar, 2013), until the New Public Management movement makes 

performance management “ubiquitously adopted in the public sector across the world” (Ma, 2016, 

p.1), the government starts to focus on the goals achievement, particularly the demand of the 

citizen, the effectiveness and efficiency of service delivery as well as citizen‟s further enhancement 

(Rainey, 2003; Frank, 2008).  

 

According to Management Accounting (1996), a major changing program is necessary to 
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turn performance around which firstly establishing the quality program with “core values” such as 

achieving quality, being efficient, giving the customers what they want, and empowering the staffs. 

According to Parasuraman et al. (1988), the final service is evaluated by the users toward their 

awareness or attitude. As a result, Gefen (2000) indicates that there is a relationship between the 

consumers and, which can be a comparison about the expectation of the customer about the service 

and perceived service quality.  

 

According to Carvalho, Brito and Cabral (2010), the quality of services can be evaluated by 

(1) “attributes” which evaluate the result of services and the service delivery process and also the 

dimensions of attributions; (2) “events” which is based on critical events as the interaction between 

the citizens and the public servants. According to Oscar Nigro and Elizabeth González Císaro 

(2014), there are two techniques to evaluate the quality of services such as (1) “the critical incident 

technique” (p. 155), which seek the relationship among the citizens, public organization and the 

society; and (2) “analysis of events” (p. 155), which shows the process, the strategies and “the 

transformation of mental models of users/customers into physical individual models of citizens” 

(p.155).  

 

How to measure service quality 

There are four perspectives to define service quality, including excellence (Garvin, 1984); 

value (Bolton & Drew, 1991); conformance to specifications (Chase & Tansik, 1983) and meeting 

and/or exceeding customer expectations (Parasuraman, Zeithaml, & Berry, 1986). In other words, 

service is very intangible that cannot separate clearly its inputs, process as well as output, which is 

considered as performance (Morgan & Murgatroyd, 1994; Parasuraman et al., 1985; Ansah, 2008).  

 

Since 1994, there was surveys and focus group interview asking about the standard of 

service from the citizens, including the quality of service that they want to have and their evaluation 

about the exist services. According to Milakovich (1998), key factors of service quality are 

customer orientation, quality targets, development plan, measuring standard for  service quality, 

accountability, improvement, training and rewards. 

 

According to Parasuraman et al. (1991), the leadership (identifying the service vision, 

building high standard, good leadership style and integrity) and the management are many 

meaningful factors to get high service quality in public sector. According to Boyne (2003a; 2003b), 

the service quality is improved by five factors such as resources, regulation, markets, organization 



 

14 

 

and management.  

 

Until Total Quality Management (TQM) was emerged in the 1980s, public service quality is 

considered from the citizen‟s perspective, focusing on the voice of the citizen to determine the 

subjective elements for the quality (Ansah, 2008).  

 

According to Parasuraman et al. (1985), three elements of service quality are the distinguish 

between the expectation and perception; 4 factors formed expectation of the service quality and ten 

dimensions evaluating the quality of service with 22 questions associated with 5-item scale 

(tangibles, reliability, responsiveness, assurance and empathy), called SERVQUAL tool. Specially, 

three elements are belongs to interpersonal interaction, one is the image of agencies, and two other 

elements are the tangible aspects of the provider. However, SERVQUAL is unsuitable for many 

multiple studies, due to its inconsistent components and very complex questionnaires (Bolton and 

Drew, 1991).  

 

Some researches argues that SERVQUAL model is ambiguity (Rust & Oliver, 1994) and 

lack of service environment which includes internal and external environment, effects strongly the 

perception of the citizens (Bitner, 1990; Brady & Cronin, 2001; Rust & Oliver, 1994; Spangenberg, 

Crowley, & Henderson, 1996). While Asubonteng, McCleary and Swan (1996) accept this 

measuring tool, some others critic SERVQUAL model (Carman, 1990; Cronin & Taylor, 1992). 

They state that there is a difficulty to determine many factors relating to reliability, responsiveness, 

empathy, assurance and tangibility (Brady & Cronin, 2001). Cronin and Taylor (1994) designed 

SERVPERF tool is not only measuring the service quality basing on the satisfaction of the citizen, 

but also focusing on the performance of real service quality. SERVPERF focuses on “attitude” 

rather than “satisfaction” from the citizens. Likewise, Carman (1990) indicates that citizen‟s 

attitudes should be considered when measuring service quality. In addition to that, Churchill and 

Surprenant (1982) found that focusing on the citizen‟s perceptions on the service‟s performance is 

more accurate than the perceptions on their satisfaction with services.   

 

Brady and Cronin (2001) have perceptions to measure about the service quality. In addition 

to this, Gronroos (1982), Lehtinen and Lehtinen (1982), Lehtinen (1983) and Berry et al. (1985) 

show that the relationship between how and what service quality be measured, increasing the 

perceived service quality.  
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Figure 4. The summary of some measurements about the service quality 

Source: Ansah, E. E. (2008). Investigating the role of service interactions in perceptions of service quality: 

The case of the ghanaian public sector (Order No. 3326979). Available from ProQuest Central. (304387098). Retrieved 

from https://search.proquest.com/docview/304387098?accountid=63189 

Lehtinen and Lehtinen (1982) indicate that perceived service quality is affected by the 

physical quality and interactive quality. Some authors state that perceived service quality is 

influenced by the “technical quality” (Gronroos, 1982, p. 38) and the “functional quality” 

(Gronroos, 1982, p. 39), the process quality and the output quality (Lehtinen, 1983), the outcome 

quality and the process quality (Berry et al., 1985).  

 

Figure 5. Service quality through the process and outcome quality  

                       (Berry et al., 1985; Lehtinen & Lehtinen, 1991) 

 

https://search.proquest.com/docview/304387098?accountid=63189
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Lehtinen and Lehtinen (1991) demonstrate the first model of public service quality which is 

effected by physical quality, interactive dimension and the image of public agency, the second 

model is effected by the service‟s process, outcome. The process includes input as the citizen‟s 

concern, the process of settlement or supplying the service and the outcome of the service. The 

process quality is based on the citizen‟s subjective perception of the interaction with the service‟s 

providers and the employees.  

 

According to Gronroos (1984), “functional quality” (p. 39) is more significant than 

“technical quality” (p. 38) effecting citizen‟s satisfaction. Technical performance relates to tangible 

outcome while functional performance relates to intangible outcome including the way of service 

delivery, the atmosphere and the classification of the quality as well as the image of the public 

agency (Gronroos, 1984).  

2.4. Citizen satisfaction  

Satisfaction 

In marketing literature, satisfaction “can be broadly characterized as a post-purchase 

evaluation of product quality given pre-purchase expectation" (Churchill & Surprenant, 1982, 

p.493). According to Fornell (1992) and Oliver (1997), satisfaction (or frustration) is the devition 

between the belief and the actual perception that the customers receive or the difference between 

the obtained performance of services and the actual services versus the expectations. Satisfaction is 

regarded as a person's degree or state of feeling from comparing the outcome of the product with 

his/her expectations (Kotler, 2001). Satisfaction is the customer's response to their calculation of the 

difference between previous expectations and the performance, as well as the final acceptance when 

using it (Tse & Wilton, 1988). According to Bo Gattis (2010); Ferh and Russell (1984) and Kang 

and Jeffrey (2004), satisfaction is the degree of response to the estimation of the difference between 

the previous expectations (or the standards) and the real value of the product as an approval after 

using services. According to Webb (2000), expectation of the citizen formed the prior experience 

with product or from the comparation between many products. Expectation about the product is 

very significant because it seems as the citizen‟s belief before using actual performance 

(Bhattacherjee & Premkumar, 2004). 

https://dictionary.cambridge.org/vi/dictionary/english-vietnamese/classification
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Figure 6. Customer Satisfaction model (Fornell, 1992) 

Customer‟s satisfaction depends on their experience through using a particular service, 

continuing to accumulate which bases on an overall evaluation of the experience of that service 

(Jones & Suh, 2000). This emphasizes that customers are satisfied from their experience of using 

the service and the quality of service delivery. The attitude of the customer to the service provider is 

very important, assessing customer satisfaction (Yi, 1990). Oliver (1997) suggests that satisfaction 

is considered at three levels: (i) being dissatisfaction when the received results are less than 

expected quality; (ii) being satisfied when the received results are equal to expectations and (iii) 

being really satisfied and enjoyable when qualities of received services are more than expectations. 

 

Figure 7. Customer Satisfaction model (Oliver, 1997) 

There are several authors state that citizens should be considered as clients or customers in 

public organizations (Osborne and Gaebler‟s, 1992; Rodr´ıguez, 2012; Alizadeh and Kianfar, 

2013). However, some criticisms argue that citizens are not the same as the customers, particularly 

in some democratic countries where government pay attention to the accountability rather than the 

market‟s profitability or the customer‟s satisfaction (Denhardt and Denhardt, 2000; Kettl, 2005). 
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According to Kelly (2003), citizens are a customer of the government and also the owner of 

administrative governmental management. While customers are the last users of products or 

services, citizens are who can go far beyond the customers, who pay taxes is their duty and also 

have their rights for receiving the public service when being necessary. Absolutely, citizens also 

pay taxes for receiving services, so that almost public organizations should be relative with citizens‟ 

satisfaction and benefits (Mintzberg, 1996). Therefore, citizen satisfaction with services is usually 

an important issue of many public organizations (Alizadeh & Kianfar, 2013).  

 

Beneficiaries' satisfaction is identified by the level of perceived performance and expected 

quality of delivery services, from that, satisfaction increases when performance of providing 

services is higher than the initial expectation (James, 2007; Kotler & Keller, 2009; Van Ryzin, 

2013). Yongheng Yang (2010) also states that customer expectations are determined by their last 

experience, demographic characteristics and more significantly the amount of service‟s information. 

 

However, Ladhari (2007) states that expectation is predictions of the citizens expressing 

their feeling during the consumption experience, but very being seldom asked the participants. 

According to Susarla, Barua and Whinston (2003), satisfaction can be presented by the cognition 

and the satisfaction models.  

 

How to measure the customer’s satisfaction 

For analyzing the satisfaction in public sector, there are three ways (Van Ryzin & Del Pino, 

2009), including: (1) Comparative evaluation and standard which is comparison among 

organizations‟ performances; (2) Analysis of key drivers which determine many key dimensions of 

services or which service playing important role and impacting on citizen‟s satisfaction; and (3) 

Analysis of importance-value which collects the information from the citizens and assesses the 

quality and characteristic service and theirs importance, including firstly, declared importance 

which is not comprehensive to explain satisfaction because the citizens are unwilling to reveal their 

thinking and secondly, measuring customer satisfaction by using regression analysis (Oliver, 1997). 

 

It is dedicated that many citizen satisfaction interviews can describe their satisfaction with 

public services quality (Kelly and Swindell, 2002), together with various levels of satisfaction 

depending on different geography or different population (Stipak, 1979). Moreover, the citizen 

satisfaction survey is very significant because it shows different levels of satisfaction among non-

service factors such as age, race and socioeconomic status (Stipak, 1979; Kano, 1996). According to 
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Oscar Nigro and Elizabeth González Císaro (2014), it is significant to find out which important 

factors of service quality that the perceived citizens affecting to citizen satisfaction. Since than, it is 

essential to determine many factors that can improve the citizen satisfaction with the local 

government.  

 

According to Eklöf and Westlund (1998), customer satisfaction indexes can be used for 

suggesting many factors relating to the citizen satisfaction and the perceived quality, impacting on 

the citizen‟s satisfaction and build the model for measuring the citizen satisfaction. This approach is 

more reliable for the satisfaction indexes moving from the citizen‟s satisfaction to the loyal of the 

government (Fornell, 1992). There are many previous researches that applied some models such as 

SERVPERF or SERVQUAL model and so on. These models are equated structurally associated 

with quantitative variables, least-squares covariance and relationship as linear (Oscar Nigro & 

Elizabeth González Císaro, 2014).  

 

According to Van Ryzin and Del Pino (2009) and Carvalho et al. (2010), the researcher can 

study with two types such as perception which is hear from any people in general or which hear 

from the citizens who use the studied services. With the perspective of satisfaction survey, there are 

two types of measurement, including: 

(1) Expectancy- disconformity paradigm: depending on the past experiences of service, 

which can be come from talking or media, the customers will assess the quality of service basing on 

the distinctness between what they expect and their experience (Parasuraman et al., 1985, Zeithaml 

et al., 1988).  

(2) Performance paradigm: the expectations are unnecessary, only performance is 

considered to the satisfaction survey. The perception of the citizens about the quality of services 

bases on the attitude (Bolton & Drew, 1991). Since then, current attitudes have been revised as a 

result from the previous experience and the satisfaction of it, leading to change their attitudes in the 

future (Bolton & Drew, 1991). 

 

The citizen’s satisfaction and the performance of public service 

According to Insch and Florek (2008) and Oscar Nigro and Elizabeth González Císaro 

(2014), citizens percept with various aspects of public services, including health, safety, regulation 

compliance, culture, transportation as well as service quality served by the local government. In 

terms of the city life, the citizen‟s dissatisfaction can lead to the damage of city‟s brand and 

negative level of the growth of the community (Blichfeldt, 2005). Therefore, the benefit and 
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satisfaction of the citizens are very significant which is more than the objective of controlling the 

finance (Therkelsen and Halkier, 2004; Guhathakurta & Stimson, 2007).  

 

Some researchers have showed the relevance between the performance management and the 

satisfaction of the citizen (Stipak, 1979; Kelly & Swindell, 2002; Kelly, 2003; Im & Lee, 2012; Ma, 

2016; Abdelkader Benmansour, 2018), because citizens‟ satisfaction level can lead managers 

improve their management in making decisions which types of services suitable for the desire of 

satisfaction‟s improvement (Ma, 2016; Im & Lee, 2012).  

 

There are many different indicators for measuring the performance of service or 

organization, depending on the “internal” indicators or “external” indicators of performance (Kelly 

& Swindell, 2002). According to Higgins (2005), “internal” performance is measured towards 

organization‟s objectives and missions by administrators. Besides that, the government recently 

concerns about the “external” performance which measured by the citizen‟s satisfaction. With the 

view of Martin and Hartley (2000), the attached approach from external performance indicators to 

evaluate the outcome of public services is very important to increase users‟ satisfaction and improve 

the responsibility of the authority.  

 

The relations between the citizen’s satisfaction and service quality 

The conceptual of citizen satisfaction in public administrative management is growing in the 

1980s (Kelly, 2003; Swindell & Kelly, 2000). Oliver (1993), satisfaction of the citizen is formed by 

a process from the expectation to the reality while service quality is seemed to be an attitude 

(Cronin and Taylor, 1992). 

 

Lacobucci, Ostrom and Grayson (1995) indicated that citizen satisfaction and service quality 

are basically similar, leading to the relationship between them and the same determinants for 

measuring them (Caruana, Money, & Berthon, 2000; Woodside, Frey & Daly, 1989; Shemwell, 

Yavas, & Bilgin, 1998). Some authors states that service quality affects the citizen satisfaction, but 

some suggests that the citizen‟s satisfaction result for the service quality (Rust & Oliver, 1994; Lee, 

Lee, & Yoo, 2000). According to Cronin & Taylor (1992), satisfaction sometimes is evaluated in 

the short-term, while the service quality evaluate the long-term which is combination of the 

perceived satisfaction. 

 

To enhance the performance of public organizations, there has been increasingly many 
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initiatives in public sector (Brysland & Curry, 2001). KPMG (1997) indicates that there are four 

factors to change the performance in public sector such as technology, customer expectations, 

economy and departmental pressure. According to Kelly (1998), the performance level can be 

increased effectively by the high credibility and desire of the citizens. Higgins (2005) indicates that 

many public agencies use citizen‟s satisfaction as a performance element to improve the cost and 

the quality, and then monitor the delivery of public services, leading to the improvement of the 

confidence of the citizens in public sector.  

 

According to Oliver (1993), the customer is a key determine to link with the quality of 

service. Good public services mean that the system of public organizations operate well and serve 

high quality of service that brings a well-governed society and improve the quality of life. 

Benmansour (2019) indicates that citizens‟ satisfaction with public services has becoming the center 

of “citizen-centric approach”, which is considered as important indicator of the governmental 

performance. Chang, Wang and Yang (2009), Cho, Kim, Park and Cho (2013) state that the high 

level of quality services will enhance the customer satisfaction, effecting on the customer‟s loyalty 

on government positively. There are many literatures to determine the relationship between the 

service quality, the citizen satisfaction and the performance of the governmental authority. Gregg 

and Del Pino (2009) believe that performance of government can focus on both accountability and 

maximize service quality and citizen satisfaction. Benmansour (2019) states that public 

organizational performance should be measured based on the citizen‟s satisfaction with public 

services. One of many methods to do the satisfaction survey is seeking out the relationship between 

the quality service and the customer‟s satisfaction, which a deviation of the satisfaction‟s level is 

assumed to a deviation of the quality (Benmansour, 2019).    

 

According to Van Ryzin, Muzzio, Immerwahr, Gulick and Martinez (2004), US local 

government used to survey the citizen satisfaction to measure the quality of governmental services 

for many decades. Since then, there was an exist of Satisfaction Indexes, satisfaction survey has 

become a practical tool to measure the impact of the reform or the progress of the governance and 

administration (Akinloye Akinboade, Chanceline Kinfack and Putuma Mokwena, 2012).  

 

According to Anderson, Fornell and Lehmann (1994), Sureshchandar, Rajendran and 

Anantharaman (2002), there is a relationship between the perceived satisfaction and the service 

quality. One of effective factors to improve the service quality is the measurement of citizens‟ 

satisfaction with public services (Howard, 2010; Alizadeh & Kianfar, 2013; Wusko, 2014). Besides, 
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Rose and Newton (2010) argue that public service‟s standard can affect significantly the service 

quality that the citizens will be perceived positively.  

 

Studying the relationship between the citizen's satisfaction and the quality of the public 

administrative services has shown that there is a positive relationship between people's satisfaction 

and the trust in government (Van de Walle & Bouckaert, 2003).  

2.5 Synthesis of the literature review 

According to Galloway (1998), service quality model is used to measure service quality to 

improve the quality management. According to Alemán et al. (2017), the concept of service quality 

is very complex so that depending on the aim and scope of the thesis, the researcher will choose 

suitable scales and dimensions. To be specific, Alemán et al. (2017) show that to measure service 

quality, Garvin (1984) uses “performance, characteristics, reliability, adherence, durability, aspects 

of the service itself, aesthetics, and perceived quality” (p.4), Lehtinen and Lehtinen (1982) use 

“physical quality, corporate quality, and interactive quality” (p.4). Meanwhile, Gronroos (1984) 

focuses on functional and corporate technique to measure the service quality.  

 

Cronin and Taylor (1992) measured customer satisfaction by using item scale, but it was 

unsuccessful. Since then, many studies which are used by four items (Bitner & Hubert, 1994), five 

items (Shemwell et al., 1998), six items scale (Price, 1995) for customer‟s satisfaction measurement 

for avoiding multi-dimension. After that, more and more researchers formed several models with 

multiple items (Westbrook & Oliver, 1981; Oliver & Swan, 1989). There is an evidence that the 

degree of citizen satisfaction is effected significantly by many tangible variables of service quality 

such as procedures, timing, cost, the employees and the office facilities (Tjiptono, 2008; Handayani, 

2013; Sigit and Oktafani, 2014). 

 

The service quality and customer satisfaction has a relationship that can be called as 

customer-perceived service quality. Sureshchander, Rajendran & Kamalanabhan (2001) indicate 

five factors of service quality from the view of customer such as: (1) core service; (2) human 

element; (3) non-human element; (4) tangible of service; (5) social responsibility. 

 

Oliver (1980) demands the model including the expectation of the customer before their 

experience of using services. Then, the customers will compare the performance and the service 



 

23 

 

quality with their expectations. William (2002) uses the customer‟s attitude to point out the 

satisfaction and dissatisfaction with the service quality. These researchers make an evaluation 

basing on the actual performance and their expectation, which means high satisfaction when the 

performance toward the service quality is high and vice versa (Hirschman, 1970). However, 

According to Ansah (2008), when using the public service in public sector, the citizens are seldom 

able to compare with past experiences and with competitors' services. The reason is that people do 

not need public service frequently and these organizations are the unique to provide public 

administrative services. Therefore, there is not the facilitation to compare and form expectations for 

service quality.  

 

There are many quantitative studies to demonstrate the impact of service quality to the 

customer satisfaction (Ramseook-Munhurrun and Naidoo, 2011). According to Wicks and 

Roethlein (2009), satisfaction is a perception of the customer, considering as the perceived value of 

the customers when receiving from the goods or services. According to Jääskeläinen & Lönnqvist 

(2011), the performance of public service relates form input to output efficiently and effectively, 

which is determined based on the demand of the citizens. Therefore, it is necessary to ask both 

managers and citizens about their perception of the service quality.  

 

According to Brady and Cronin (2001), service quality has recently measured by many new 

approaches. To be more specific, due to many shortcoming of SERVQUAL model, some 

dimensions are added into the model to express the expectations (Boulding, Kalra, Staelin & 

Zeithaml, 1993). In other perspective, according to Rust and Oliver (1994), many dimensions 

impacting on the service quality are the functional quality considered as citizen - public servants 

interaction, the service environment and the technical quality considered as the outcome of service. 

In addition to this, Brady and Cronin (2001) states that three dimensions are included with 

interaction, environment and service outcome which can be tangible or intangible. According to 

Booms & Bitner (1981), McDougall and Levesque (1994), to evaluating service outcome, citizens 

often use tangible element to express their perceptions about the service outcome. 

 

This thesis will find out the satisfaction of perceived citizens with the quality services, 

because Benmansour (2019) argues that there is a connection between the quality service and 

citizens‟ satisfaction. In this thesis, the researcher assumes that the service quality will lead to the 

citizen satisfaction (AEVAL, 2009; Alemán, Gutiérrez-Sánchez & Liébana-Cabanillas, 2017). In 

the framework of this thesis, the four elements of service quality are determined as independent 
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variables (interaction, environment and outcome and head‟s accountability), whereas satisfaction of 

citizens as dependent variable.  

2.6 Chapter summary 

In this chapter, key definitions and many effected factors to the public service performance, 

service quality and citizen satisfaction about the complaint‟s settlement were reviewed. Moreover, 

the phenomenon of service quality and citizen‟s satisfaction about the complaint‟s settlement in 

Viet Nam context was also explained. For next chapter, the detailed context and administrative 

situation and the procedure of complaint‟s settlement in Ho Chi Minh City Inspectorate data will be 

presented. 
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Chapter 3 THE CASE IN VIET NAM 

3.1 Public service in Viet Nam 

Public services are activities that serve the common and essential benefits, human rights, 

fundamental rights and obligations of the citizens and the businesses, which are directly performed 

by the State or transferred to private organizations for pursuing the “Efficiency” and “Equity” 

objectives (UNDP, 2009). In terms of service provision, public services are divided into 3 types, 

including public services in non-business fields, public services in the public sector and public 

services in the state administrative sector, also known as public administrative services (Nguyen 

Van Dong, 2018). Some countries do not use the concept of public administration services that only 

use the concept of "public service" for all service offerings (Tran Quoc Toan, 2016). 

3.2 Public administrative service in Viet Nam 

In Viet Nam, generally, public administration is understood as an activity of competent 

agencies, organizations and individuals or authorized organizations in administrative management, 

using public resources to perform in accordance with the law.  

 

Public administrative service is a type of public service, associated with the state 

management function to meet the citizen‟s requirements, provided by state competent agencies, 

individuals to provide information and promulgate administrative decisions for settlement of 

administrative procedures that serves the basic rights and obligations of the citizens. Each public 

administrative service is attached to an administrative procedure to completely solve a specific task 

related to competent organization or individual (Nguyen Ngoc Hien, 2006, p. 453). In other words, 

public administrative services are activities that serve the basic rights and obligations of 

organizations and citizens, performed by state administrative authorities and local administrative 

authorities based on the governmental legal and administrative jurisdiction (Mocanu, 2001; UNDP, 

2009). 

 

According to Lê Chi Mai (2006), Nguyễn Ngọc Hien (2006) and Hoang Van Hao (2016), 

public administrative service is a type of public services provided by the state to serve specific 

requirements of citizens and organizations based on legal provisions associated with the function of 

state management. It demonstrates the relationship between the state and citizens, where citizens 

use these services without any choices and receive mandatory services prescribed by the state.  
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Public administrative service relates to enforce the law for non-profit purposes, by state 

agencies and individuals according to their competence in managing public administration to 

provide information, issue administrative decisions to settle administrative procedures, public 

services for agencies, organizations and individuals in accordance with the law (Thanh Trinh, 

2018). Based on Clause 3, Article 3 of Decree No.43/2011/ND-CP, “Public administrative services 

are services related to law enforcement activities, not aimed at profit spending, granted by 

competent state agencies to organizations and individuals in the form of papers of legal validity in 

the domains under their management” (Government of Viet Nam, 2011). 

 

Public administration system is made up from four components: (i) the state institutional 

system, (ii) state administrative organization system, (iii) human resources in the state 

administrative apparatus, and (iv) the necessary facilities for administrative management. These 

components have an inseparable and mutually interdependent relationship to build a unified 

structure to enforce and implement the administration system in accordance with law (Nguyen Van 

Dong, 2018). Some kinds of public administrative services in Viet Nam are: (i) Licensing 

(establishment of company, construction, investment, residence, immigration,…); (ii) Issue several 

types of certificates (Business registration certificate, The certificate of the land use right, Birth 

certificate, Identity Certificate, Death certificate, Marriage certificate,…); (iii) services with 

expenses and fees; and (iv) Handling complaints, accusations and administrative violations.  

 

Public administrative services in Viet Nam have unique characteristics to distinguish them 

from other types of public services: (i) Firstly, the provision of public administrative services is 

closely linked to the functions and activities of state agencies. These activities take legal effect 

when performed or authorized by state agencies in order to perform the rights and obligations of the 

people. Therefore, the need of using public administrative services comes from the treaties specified 

of the state; (ii) Secondly, public administrative services are one of the functions of a state agency 

to carry out their management activities. Therefore, scientific research on this field should separate 

the administration from the management in administrative operation of many state agencies; (iii) 

Thirdly, public administrative services are non-profit activities with fees and charges, which are 

included in the state budget in accordance with the law. Many agencies providing these services do 

not directly get the benefit from this revenue and (iv) Fourthly, citizens and organizations have 

equal rights in the receive and practice of public administration services. The government is 

responsible and obliged to serve the same quantity and quality of the service to ensure the stability, 

equitable and effectiveness of social management activities (Hoang Van Hao, 2016; Nguyen Van 
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Dong, 2018). 

3.3 The state administrative agencies in Viet Nam 

Pham Diem (2011) indicates that many state administrative agencies mainly carry out the 

state administrative and executive activities based on the law and law enforcement, which are 

unlike other state organizations such as the National Assembly, People‟s Councils, People‟s Court, 

People‟s Procuracy, aiming to complete their special function.  

 

According to Tu (2016), state administrative agencies are divided into general power 

(“Government and People‟s Committees of all levels”) and separate power (“Ministries and 

Ministerial-level agencies”, “specialized agencies under the People‟s Committees at provincial and 

district level”). Besides, state administrative bodies are separated by the territory, including central 

state administrative agencies (“the Government, Ministries and Ministerial-level agencies”) and 

local state administrative agencies (“People‟s Committees and specialized agencies under People‟s 

Committees at different levels”).  

 

People‟s Committees are local state administrative agencies exercising general jurisdiction. 

In accordance with Article 114 of the 2013 Constitution, “The People‟s Committee at a local 

administration level, which shall be elected by the People‟s Council of the same level, is the 

executive body of the respective People‟s Council and is the local state administrative body, and is 

responsible to the People‟s Council and state administrative agencies at higher levels” (The national 

Assembly, 2013). At the same level, People‟s Committee comprises the President, Vice Presidents 

and members who are all elected by the People‟s Council.  

 

Inspectorate sector in Viet Nam 

Inspectorate is a public administrative agency, “exercising the function of state management 

of inspection, citizen reception, complaint and denunciation settlement and anti-corruption all over 

the country; conducting inspection, settling complaints and denunciations and combating corruption 

in accordance with laws” (The government Inspectorate of Viet Nam, 2005).  

 

The Vietnamese administrative inspectorate includes governmental, provincial and district 

inspectorate. The Government Inspectorate is directly under the government, having the function of 

managing the scope of ministries and ministerial-level agencies, as well as the tasks and powers 
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prescribed by the government. 

 

Ho Chi Minh Inspectorate 

Ho Chi Minh City Inspectorate is a provincial administrative inspectorate, which is a non-

profit public administrative organization and professional agencies of provincial-level People's 

Committees. Ho Chi Minh City Inspectorate is responsible for advising the City People's 

Committee in inspection, reception of citizens, settlement of complaints, denunciations and 

preventing and combating corruption under law (The National Assembly, 2015). The organization 

is monitored and managed under the People's Committee in terms of its mission, organization, 

human resources, and duties. (The National Assembly, 2015). 

 

Ho Chi Minh City Inspectorate is organized with chief inspector, deputy chief inspectors 

and inspectors, including one office and eight divisions. With a division, there is a head and three 

deputy heads. There are three kinds of inspectors such as senior inspectorate, principal inspector 

and inspector.  

 

Figure 8. The diagram of Ho Chi Minh City Inspectorate 

One of duties and powers of Ho Chi Minh City inspectorate is to recept the citizens; support 

provincial-level People's Committees in managing the performance of complaints and 

denunciations‟ settlement (The government Inspectorate of Viet Nam, 2005).  

3.4 The complaint’s settlement  

3.4.1 The concept of complaint’s settlement 

In this thesis, the researcher examines the quality, the citizen‟s satisfaction and then the 
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performance of complaint‟s settlement, which is one kind of public administrative services in Ho 

Chi Minh City inspectorate. According to the Law on complaint No. 02/2011/QH13 promulgated 

on the November 11
th

, 2011 by the National Assembly: 

(1) Complain means that “a citizen, agency, organization, cadre or civil servant, according 

to the procedures prescribed in this law, requests a competent agency, organization or person to 

review an administrative decision or act of a state administrative agency or competent person in 

such agency, or a disciplinary decision against a cadre or civil servant when having grounds to 

believe that such decision or act is unlawful and infringes upon his/her/its rights and lawful 

interests” (The National Assembly, 2011, p.1);  

(2) Complainant means “a citizen, agency, organization, cadre or civil servant who exercises 

the right to complaint” (The National Assembly, 2011, p.1).  

The complaint is settled by the order and procedures:

 

Figure 9. The order and procedure of complaint’s settlement 

According to the National Assembly (2011), the complainants will make a first complaint to 

someone who has committed an administrative action or issued an administrative decision when 

they believe that an administrative action or administrative decision is against the law or directly 

infringing to their legitimate rights and lawful interests. Additionally, they may also choose to file a 

lawsuit with the Court as prescribed the law. If over the prescribed time limit, the contents of the 

first complaint have not yet been reviewed, or they disagree with the first-time settlement decision, 

they have the right to make a second complaint to the immediate superior heads of the person who 

first settled or instituted the first-time settlement decision or start to go to the Court. If over the 

prescribed time limit, their complaint has not yet been reviewed, the complainant still disagrees 

with the second-time complaint settlement decision, they may initiate an administrative lawsuit at 

court judgment. This is the last chance for the settlement.  
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3.4.2 The order and procedures for complaint’s settlement 

 

For settling first-time complaints 

First, the competent authority receives the complaint. If the complainant wants to make a 

complaint, he/she shall send a complaint and documents proving the contents of his/her complaint 

(if any) to the competent agency for consideration and settlement.  

 

Second, The competent person accepts or refuses to handle the complaint. The competent 

person to resolve complaints will notify the complainant of the acceptance of the resolution or 

specify the reason for non-acceptance. Time to do this step is 10 days, after receiving the complaint. 

 

Third, competent people are responsible for performing the following tasks: (i) Reviewing 

the administrative decision issued or its administrative behavior is complained. If the complaint is 

correct, the person who is competent to resolve the complaint shall issue a complaint resolution 

decision recognizing the complaint and adjusting, amending or supplementing the issued 

administrative decision or administration action; (ii) In case of needing additional evidences to 

settle the complaint, the person who is competent to resolve the complaint may conduct the 

verification and conclusion of the complaint content or conduct the inspection or assign their 

immediate subordinates to verify the contents of the complaint and advise the complaint settlement; 

(iii) Verification must be conducted in an objective, accurate and timely limit through the following 

forms: (a) Listen carefully to the complainant's presentation and pay attention to receive relevant 

evidence; (b) Conduct examination and verification directly at the place where the complaint arises; 

(c) Checking and verifying documents and evidence provided by the complainant or complained 

person or gathered through other agencies, organizations and individuals; (d) Other forms 

prescribed by law. Time to perform the tasks in step 3 is not more than 30 days from the date of 

issuing notice about accepting the complaint; In complicated cases, the time limit for handling may 

be longer than 45 days from the date of acceptance.  

 

Fourth, The complaint settler must hold a dialogue to listen to the opinions presented by 

both parties in case the complainant's request and the results of the complaint‟s verification are 

different. The complaint settler shall notify in writing to the complainant, the complained person, 

relevant agencies and organizations about the time, location and contents of dialogue‟s meeting. 

The head of the complaint-settling agency shall organize a meeting with the complainant, the 

complained person, relevant agencies, organizations and individuals to clarify the contents of the 
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complaint, the complainant's request and how to resolve the complaint. During the dialogue, the 

representative of the competent authority must clearly present the content to be discussed; results of 

complaint content verification. Participants are essential to express their opinions, present evidence 

to defend their views. The dialogue is recorded in writing. The result of the dialogue is one of the 

bases for resolving a complaint.  

 

Fifth, based on gathered evidences, relevant legal provisions and opinions presented by the 

parties at the dialogue, the complaint settler shall issue a complaint settlement decision. Within 03 

working days from the day on which the decision on complaint settlement is issued, the complaint 

settler send the complaint settlement decision to the complainant, complaint settler and people with 

related rights and obligations, superior authorities. 

 

For settling second-time complaints 

First, the competent person receive the second complaint. If over the prescribed time limit, 

the contents of the first complaint have not yet been reviewed, or the complainant disagrees with the 

first settlement decision, the complainant shall send a complaint and documents and evidence for 

the content of his complaint (if any) to the competent authority for the settlement.  

 

Second, the competent person accepts or refuses to handle the complaint. Second, similar to 

first-time complaint settlement, the competent person shall notify the complainant about the 

acceptance of settlement or the reasons in case of non-acceptance. Time to do this job is 10 days, 

after receiving the complaint.  

 

Third, based on the contents of the complaint and the nature of the case, the competent 

person in the second time may conduct inspection, verify the complaint by himself or assign the 

specialized agency to verify the content of the complaint and advise the authorized person to settle 

complaints. Unlike step 3 in the first-time complaint resolution process, the time for verifying a 

second complaint is longer.  

 

Fourth, in case the complainant requests and when the results of verification is different 

from those of the complainant‟s content, the competent person will hold a meeting to conduct a 

dialogue with the complainant and relative agencies, organizations and individuals in order to 

clarify complaint contents, complainant‟s requirements and settlement solutions.  
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Fifth,  second-time complaint settlers must issue complaint settlement decisions. A second-

time complaint settlement decision must contain the details specified in accordance with the law. 

 

3.4.3 The overview of complaint’s settlement in Ho Chi Minh City Inspectorate 

Regarding the initiative "Continuing to implement solutions to improve the quality of 

administrative reform in Ho Chi Minh City Inspectorate": Along with the strengthening internal 

inspection and supervision measurement of  the City Inspectorate leadership in the direction and 

administration, the results‟ process of resolving complaints and denunciations within their authority 

in 2018 were as follows: Processing of applications reached 100%; the rate of settling complaints 

and denunciations within their competence reaches 99.47%; the rate of completing tasks of the City 

People's Committee has assigned 41/43, reaching the rate of 95%. 

 

In 2019, with implementing the administrative reform movement, the total received 

complaints under the authority are 410 forms, handling 410/410 with 100%, resolved 290/410 with 

70% (05/290 overdue, accounted 1,7%; 285/290 applications were on time, reaching 99,9%). 

 

3.4.4 The objectives in settling the complaints 

Ensuring regular reception of citizens by Ho Chi Minh City Inspectorate leaders every 

Thursday, enhancing the determination in the settlement process and making efforts to settle 

complaints promptly and lawfully, to implement the city's theme and initiatives in 2019 on 

"Breakthrough in administrative reform", as well as promulgating plan to raise the point of 

Provincial Public Administration Governance Performance Index (PAPI) in Ho Chi Minh City 2018 

- 2019. 

3.5 Chapter summary 

In this chapter, the researcher highlighted the characteristics of complaint‟s settlement in Ho 

Chi Minh City Inspectorate, including the goal of the quality of complaint‟s settlement, the goal 

reaching to citizen's satisfaction, the recent complaint‟s settlement situation, the procedures for 

achieving results and the remaining difficulties. In next chapter, the types of data and method to 

collect data will be presented. 
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CHAPTER 4 METHODOLOGY LITERATURE 

4.1 Methodological choices 

Unlike quantitative method, qualitative research analyzes “the point of view of the 

informants, discovers multiple realities and develops holistic understanding of the phenomena 

within a particular context” (AlYahmady & Alabri, 2013, p.181), which is appropriate for 

researching “subjective experiences or phenomena” (Auerbach & Silverstein, 2003; Edwards-Jones, 

2014). While quantitative data describes the level on scale, qualitative data helps researcher 

understand deeply by face to face interviews, documents and conversations. Besides, qualitative 

data in this research will be collected alert, flexible and interactive approach which is opposite 

completely with a strict and procedures-based quantitative approach.  

 

This research applies qualitative analysis to find out the public servants and citizen‟s 

subjective perceptions about the service quality from the perceived experiences in order to conclude 

the point view about the satisfaction and service quality of the service state agency and the citizens. 

This research will find out the perception of both service providers and the citizens based on the 

environment, the interaction, the outcome and the head‟s accountability. Besides, the researcher will 

find out more unknown factors that affected the citizen‟s satisfaction and the service quality.  

 

This research is an exploratory research, which attempts to understand individual 

perceptions, thoughts and satisfaction about service quality and also service performance. Ho Chi 

Minh City is one of modern and dynamic cities in Viet Nam which is a developing country, so that 

it is very suitable for this thesis to be applied qualitative methodology. According to Edwards-Jones 

(2014), qualitative researches should be used to analyze in developing context, because of its 

advantages.  

 

The researcher will design deep-interview and focus group to emphasize the concept of 

“service quality”. There can be a difference among many words or terms of words received from 

the participants, thus, word association is used to code key theme of their explanation (Kris, 1996). 

The research proposition includes the managers of public agency, the public servants and the 

citizens.  

 

In this thesis, service quality‟s model of Brady and Cronin (2001) is adopted because two 
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reasons. The first reason is that the SERVQUAL model focuses more on the interaction between the 

customers and the service providers while Brady and Cronin‟s model identify the citizen‟s 

perception about both the quality process and service‟s outcome. The second reason is that the 

complaint‟s settlement in inspection sector has been settled in time limitation including the 

environment between the state agencies and the citizens, the interaction between the public servants 

and the citizens during the process of settlement, then when the verification result of the 

complaint‟s settlement is sent to the complainant, it is time for the complainant evaluate the 

outcome of complaint‟s settlement. Therefore, the researcher decides to interview the managers of 

inspectorate, inspectors and the citizens about their perceptions and satisfactions on the interaction, 

environment and the outcome of complaint‟s settlement.  

 

To be more specific, the authors developed deep- interview with inspectorate‟s managers 

and focus group with the citizens, associated with the semi-structured interview on both of them. 

The researcher will guide the responders towards the structure of many questions. In the process of 

interview, the researcher can apply semi-structured interview for feel free to ask extra questions to 

collect more important information. A list of questions is developed basing on many dimensions of 

service quality. The participants include 15 individuals in Ho Chi Minh City Inspectorate and 15 

citizens who are many complainants. The participants also are citizens who are very important in 

this thesis, exercise the right to complaint. 

4.2 Research design 

Data will be gathered by semi-structured deep-interview with the managers and inspectors 

and focus group discussion with the citizens. The usage of these methods are useful for this research 

because it can give various subjective perception from both the service provider (the public 

administrative organizations) and the citizens, thus, the researcher can have a clear comparison 

between them, leading to find out many factors impacting on the satisfaction of the citizens and 

then improve the service quality, the performance of the service and enhance the citizen 

satisfaction.  

 

According to Trochim (2001), semi-structured deep-interview will collect uninhibited and 

feasible responses and let the researcher receive responders‟ verbal and actions. Likewise, focus 

group has many advantages as well, which includes a group of many people to join each other in a 

room with a view of opened and confortable interaction. Additionally, the qualitative research is 
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purposive than other research using random sampling, which can choose target composition of the 

sample (Miles & Huberman, 1994). 

 

The unit of analysis in this research is many people who take part in the process of public 

administrative service, including many managers, inspectors and the complainants. The 

convenience sampling method is used because in some case the citizens refuse to participate with 

the researcher and individuals of public agencies also have no time spending for interviewing.  

 

The total sample of public administrative agency (this case is Ho Chi Minh city 

inspectorate) is 15 individuals, including two Deputy chief inspectors who direct and organize the 

performance of tasks and official duties, one Chief of office who take the overall responsibility, 

three Heads of divisions who directly organize the performance of tasks and official duties, three 

Principal inspectors and six Inspectors. All of them are frequently interact with the citizens and 

have to solve problems for them. The interviewees firstly are requested to fill in the Demographic 

Data and Screener Questionnaire as Appendix A. 

 

The total sample of citizens are 15 citizens, which are divided into 3 equally three groups, 

includes 5 citizens in each group. These citizens are who request to be served the public 

administrative service. Like public servants, the interviewees firstly are requested to fill in the 

Demographic Data and Screener Questionnaire as Appendix B. 

4.3 Data collection Procedures 

The data is collected from October to December in 2019 about the complaint‟s settlement in 

Ho Chi Minh City Inspectorate in the period of 2019. The interview is organized with the time was 

set up before which has a certain confirmation of interviewees participating to the interview. The 

interviewees completely discuss the questions will receive a gift as an incentive for participation.  

 

Before joining the interview, each individual fill up the Screener Questionnaire (Appendix 

A) and send them to the researcher. During collecting the date form the interviewees, the 

interviewer notices that the conversation is recorded into sound files. At the end of the conversation, 

each individual is given a copy of report to sign and keep this report.  

 

Appendix A and Appendix B are very significant, particular for the public servants. With the 
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Appendix A for the public servants, the researcher can get information about demographic data, the 

frequency of interaction of the public servants with the citizen, whether that public servants can 

exercise their discretion, the time working in the agency, the number of people report to them and 

they have to report. Likely, Appendix B for the citizens to show the information about the 

demographic data and the perception about the service quality. Demographic data includes the age, 

gender, educational level, occupation and social status in form of multiple-choice for the 

interviewees easy to give the answer.  

 

Deep-interview 

After completing the Demographic Data and Screener Questionnaire, public servants will be 

asked about their definition of service quality. After that, the participants discuss about the quality 

of service, associated with the environment, the interaction and the service outcome. To be specific, 

the environment is related to the equipment, the waiting spaces, facilities and the transparence of 

procedures; the interaction is associated with the profession of public servants that they can explain, 

transfer knowledge to the citizens and so on; the tangible outcome relates to the timing and the final 

result of the settlement and intangible outcome relates to the perception of the citizens. 

Additionally, the participants also are asked the influence of service quality base on demographic 

factors. Sometimes, the researcher will give the interviewee time to express their experience at the 

public agency for more information, be useful for the recommendations to improve the quality of 

services. 

 

Focus group 

Many descriptions of focus group interview are popular in marketing research, which are 

particularly available in marketing textbooks (Wells, 1974; Boyd, Harper, Ralph Westfalt & 

Stanley, 1981). Although focus group is useful in marketing sector which applies in the social 

science researches (Morgan & Spanish, 1984). Indeed, recently, according to Morgan and Spanish 

(1984), many social researches apply many qualitative methods for gathering data, which focus 

group is more advantageous than others (such as survey, experiment, observation, deep-interview), 

as a tool “for breaking down narrow methodological barriers”, due to let the particulars a chance to 

discuss researching topic.  

 

Our participants are chosen randomly when they need to come to the Ho Chi Minh City 

Inspectorate to be handled their complaints. The researcher will run three focus group interviews 
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with a total of 15 participants. The researcher will organize the discussion of three groups with five 

citizens each on the same day on one hour each. The first group includes three men and two women, 

the second and the last group consists of two men and three women. 

 

The data gathered from focus group interview is analyzed qualitatively, which is typically 

occurred no more than two hours. The discussing conversation takes in 30 minutes, including 10 

minutes supplement for questionnaires, instructions, and open discussion among participants. 

 

Upon arriving at the seminar room, five participants will seat comfortably on five chairs set 

up around the round table. On the table, there are water, soft drinks and cakes and thankful gifts.  

 

First, the participants are provided asked to complete the Demographic Data and Screener 

Questionnaire as considered as an Appendix B. Then, the researcher will introduce the Discussion 

Guide to discuss each other as considered as Appendix C. From the beginning of the discussion, the 

participants have to share their complaint‟s situations and equally to express their opinions. The 

researcher will encourage the participants to take part in the discussion and speak as many much as 

possible to express their ideas during the conversation. The first question to ask still is what they 

define the concept of service quality. Each member of group takes turn to answer and their answers 

are recorded and reported. During the conservation, there are drinks and cakes as an incentive gift 

for the participants.   

 

Interview questions 

According to Simon (1976), “satisficing” is the comparison between citizen‟s satisfaction 

and the actual performance that the providers strive to serve completely the requirement of the 

citizens. Therefore, this research will interview the managers, some inspectors and groups of 

citizens to find out what they understand about the meaning of the service quality.  

 

According to Salami (2015), the interaction is very significant that public servants should be 

trained to carry out their tasks with better performance. According to Kurniyantaet al. (2017), 

customer's satisfaction is effected by service time and the facilities. According to Okafor, Fatile & 

Ejalonibu (2014), innovation brings reform initiatives to be exercised to improve and personalize 

public services to citizens. Meanwhile, Sureshchandar, Rajendran and Kamalanabhan (2001) states 

that enhancement of technological capability is one of many factors to improve the citizen‟s 

satisfaction. 



 

38 

 

 

Therefore, during the interview, after asking interviewers about the concept of the service 

quality, the researcher ask many questions, such as (1) the definition of “complaint‟s settlement” 

quality, (2) many factors affecting the quality of good complaint settlement and citizen satisfaction, 

(3) how managers can connect closer to the complaint‟s settlement quality to more closer to general 

citizen satisfaction, (4) how the innovation and the technology can apply in the settlement of 

complaints. Similarly, the focus group questions are related to (1) “complaint‟s settlement” quality, 

(2) give example of “good complaint‟s settlement”, (3) how citizens can help the authority improve 

the performance of complaint‟s settlement, (4) how managers can connect closer to the complaint‟s 

settlement quality to more closer to general citizen satisfaction, (5) how the innovation and the 

technology can apply in the settlement of complaints.  

4.4 Data analyzing 

In this thesis, the researcher also uses qualitative method to analyze data. At the first step, 

the researcher will create a file to store all documents, including data and other associated 

information. To ensure the confidence of data, the researcher will create password to restrict access 

to the recorded data. Next, the researcher will type all the associated contend in the interviews from 

the records, transcribing and storing them. Therefore, the themes and many conclusions are 

discovered by the software due to limit any the muddled, vague and time-consuming tasks.  
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CHAPTER 5. DATA ANALYSIS AND DISCUSSION 

5.1 The demographic data  

In-depth interviews were conducted with all civil servants who were inspectors, including 

two leaders who were deputy chief inspectors and considered to be authorized by the head in 

settling complains. The remaining inspectors are the head, deputy head of special offices and 

inspectors directly handling the case. All civil servants work for at least 5 years and only be 

appointed when they have worked for more than 10 years. 

 

Focus group interviews with complainants. Most of them have had their houses and land 

cleared. They are all elderly, have family inheritance, and usually run business at home or retired. 

Most of them when making a complaint have the advice of a lawyer. The economic situation is very 

various. The current result is not sufficient to represent the level of influence on the outcome. 

5.2 The concept of “complaint’s settlement” quality 

The respond of managers and public servants in Ho Chi Minh City Inspectorate 

Most of the interviewed people said that the quality of complaint settlement service is to 

protect citizen‟s rights and lawful interests, establishing a quality standard within core values, such 

as settlement‟s quality achievement, efficient and effective performance. They believe that it is 

important to resolve citizens' complaints to bring the rights and lawful interests for the complainants 

in accordance with the law. Some respondents said that complaint‟s settlement quality depends on 

the reasonability and the correction of the settlement decision, impacting on the citizen‟s agreement 

and satisfaction.   

 

“The settlement quality of complaints is high when answering the questions: Are people's 

rights guaranteed in accordance with the law? Can these complaints be settled in the specified 

prescribed time limit or let the citizen must "languishing" waiting for results? If these issues are 

solved, the quality will be enhanced and the complaints will be strongly reduced”. (Interviewer 6) 

 

“When dealing with complaints, it should consider the mechanisms that meet the rights of 

the citizens. The satisfaction of the citizen is the final outcome of the process of complaint‟s 

settlement. Government agencies must understand that the citizen only make complaints when they 

think that state decision or action is unlawful”. (Interviewer 11)  
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“The settlement of complaints quality is considered as a concern of the state agencies to the 

citizen‟s rights and their frustrations. The complaint‟s settlement is correct and reasonable when it 

brings the satisfaction to the citizens”. (Interviewee 15) 

 

Among them, some interviewees said that the definition of complaint‟s settlement quality is 

not mentioned as prescribed by Law, so that it was mentioned based on their own experience. The 

respondents said that the quality of complaint‟s resolution does not only review the interests of the 

citizen, but also consider the harmonious manner with citizen and relevant state agencies, 

organizations and persons. 

 

“The definition of the quality of complaint settlement is not mentioned in the Law on 

complaints and other relevant regulations. However, based on my experience, I think that the 

quality of complaint handling is that the inspectorate promptly and lawfully receives and settles 

complaints, ensuring compliance with the law. The citizens have agreement with the state agency 

and the results of the settlement”. (Interviewee 12) 

 

“When studying the Law on Complaints and relevant documents, I have not seen the 

concept of complaint‟s settlement quality. In the scientific studies related to complaints and 

denunciations, I also find that this concept has not been mentioned. This is a new concept, but 

everyone can understand its meaning on their mind. In my opinion, the quality of settling 

complaints is how to balance the rights of the citizens, the state agencies and other relevant 

organizations". (Interviewee 9) 

 

Besides, some interviewees suggest that in order to achieve high-quality complaint‟s 

settlement, the state organization should not base on the current legal provisions and the "way of 

looking" of the current, and should consider and solve problems in each special case. In certain 

historical contexts, the laws are beneficial to the whole society to weigh prompt and resolve. The 

result of the solution is "both reasonable and both sensible". This is the way to achieve the highest 

efficiency and the highest quality. 

 

“The quality of service is settled reasonably, logically and comfortably. In some cases, the 

perspective of the present person is different from the one in the past. Therefore, we should not 

impose current views, current regulations to solve past cases. That's taboo” (Interviewee 12). 
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The respond of the citizens 

The citizens think when complaint‟s settlement can be settled for their demands and 

benefits, it will satisfy them. Citizen tend to pay attention to their rights and benefits more than the 

legality. In other words, the citizens seldom concern the regulations and many provisions of the law. 

Sometimes, the complaint‟s issue comes from the subjective judgment or a comparison of interests 

with many surrounding people. The reason is that the complaint‟s issues are relative to their benefit, 

as well as their family‟s life, for example, they lose their house or business so that they must rent 

other house when executing the cleared policy.   

 

“We spend time, effort and expenses to make a complaint with the expectation that the state 

agencies consider the rights when our houses and land are cleared. Since the house and land are no 

longer available, we have no place to do business and we have to rent houses to live. The situation 

is extremely miserable”. (Interviewee 20) 

 

“My neighbor's house was compensated with very high indemnification by the government 

agency, while my family's house and land have the same condition, but we just received only a half 

of that indemnification". (Interviewee 22) 

 

“When D‟s household allocated land to the enterprise to receive compensation, however, 

only after 2 years, the market price of that land become doubled and tripled. Therefore, D‟s 

household was greatly disadvantaged. Similarly, If now I allocate land to businesses for projects, I 

think that after 2 to 3 years, my family will also suffer 2 or 3 times of  indemnification”. 

(Interviewee 21) 

 

“I don't need to know what this land will be used for or who will it be allocated to. Which 

factors affect me most is how public agencies compensate me for enough money to buy new houses 

in other place. If I cannot receive amount of satisfactory money, I will not obey". (Interviewee 32) 

 

In short, through the interviews with managers, inspectors (those who participate in settling 

the complaints) and interviewing citizens (the complainants), we can conclude that the concept of 

quality of the complaint‟s settlement is not mentioned in the Law on complaints and other relevant 

regulations in Viet Nam. However, based on the inspectors‟ experience and practical requirement, 

the quality of complaint‟s settlement is always a target and strategic goal of any inspectorates. For 

some respondents, the quality of complaint‟s settlement depends on the outcome of the process 
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from receiving complaint information, contacting and listening to citizen's opinions, working with 

relevant agencies to collect information to check and verify the content of the complaint, as a basis 

for releasing a complaint settlement decision. The results of this complaint‟s settlement must ensure 

the interests of the people, bring about the material and spiritual values that they desire and must 

ensure balance between the purpose of the state agencies and the relevant parties. 

5.3 Many factors affecting the quality of complaint’s settlement 

Most people identify four factors that affect the quality of complaint‟s settlement, including: 

(i) Quality of the complaint‟s settlement decision; (ii) Interaction process between citizens and civil 

servants; (iii) The head‟s responsibilities. 

 

“The quality of complaint‟s settlement depends on so many factors. In my opinion, the 

complaint‟s settlement decision must be "rational, sensible", civil servants had empathy on the 

citizens, and the procedure is implemented exactly and carefully; the heads of agencies settle 

complaints actively and positively, listen to citizen‟s opinions in order to reduce their frustration”. 

(Interviewee 13) 

 

“The quality of complaint‟s settlement depends on many factors, but the complaints only 

know the public servants who directly handle the case and interact with them. The citizens will have 

many subjective judgments and assessments on the interaction between them and the civil servants. 

Therefore, the most effective element of service quality is the working attitude of the civil servants, 

who directly handle complains, which is the process of interacting between citizens and civil 

servants. The solver must have good professional capacity and knowledge relevant with the law, so 

that the results of the settlement as prescribed by law". (Interviewee 10) 

 

“In our opinion, the head of Ho Chi Minh City Inspectorate must receive complainants 

regularly. Besides, they must directly conduct field inspections and listen to our presentation about 

the ridiculous things we have to endure. We lost our land, jobless, and the life quality become worse 

and harder. The civil servants just sit in the office, read documents, do not check the field and do 

not fully understand the essence of the case to fully resolve our rights”. (Interviewee 28) 

 

Most people think that the quality of the complaint‟s settlement decision is the most 

important factor, affecting to complaint‟s settlement quality. Some others said that the interaction 
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process between the officials and the citizens is really significant. Citizens also require civil 

servants understand and empathetic with people, sympathize with them, listen and respect their 

opinions. The reason is that the citizens believe that civil servants and the citizens will find a 

common view through the interacting process between them. Some respondents said that the 

accountability of the head of Inspectorate is very important because the complaint‟s settlement 

decision depends on the head‟s decision so much.  

 

“Citizens contacting with the state agencies are only concerned about the progress and the 

outcome of the case. Thus, in my opinion, the complaint‟s settlement decision is the most important 

factor that affects the quality of complaint‟s settlement. The second important factor is the 

interaction between civil servants and the citizen. When the two sides understand each other, they 

find easier to agree with the result of complaint settlement. (Interviewee 6) 

 

“Interaction with the citizens is very important because it can guide people to “withdrawal 

of a complaint” during the settlement process. The civil servants must be experienced and 

knowledgeable about regulations and law in order to explain and persuade people to agree with the 

legal complaint settlement decision”. (Interviewee 14) 

 

“The quality of the complaint‟s settlement should be understood including: Firstly, the form 

of complaint must be in correct order and procedures, which focus on the complaint-settling 

competence and the time limit for settlement; Secondly, the content of settlement must comply with 

the provisions of law, which must be based on evidences, documents and legal bases to conclude 

that the complaint‟s settlement is feasible”. (Interviewee 4) 

 

Some people said that the quality of service also depends on the sympathy and empathy of 

the public servants with the citizen's frustrations. Sometimes, when the case is settled, it will not 

bring benefits to citizens, however, through the reception of citizens, the settlement process 

associated with the full and clear explanation about the law or other regulations to help 

complainants understand and surely accept the legal complaint settlement decision. Therefore, the 

interaction process between civil servants and citizens is very significant impacting on the quality of 

complaint‟s settlement considerably.  

 

“The quality of complaint handling is the result of state agency‟s settlement that reaches the 

requirement of the job and the citizen's aspirations. In the process of interacting with the citizens, 
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the officials and the civil servants share their frustrations and try to explain the legal provisions. 

Quality is also expressed as the concern of the settler through meeting, interacting with the citizens 

and listening, respecting their presentation” (Interviewee 5) 

 

“The citizen's satisfaction with the manner of citizen‟s reception and sense of justice; must 

consider the full aspect of reasonability and love”. (Interviewee 7) 

 

“The good interaction is very important to create initial sympathy, affecting citizen's 

thinking. When people feel sympathetic and being listened, it will be easier for them to obey the 

regulations” (Interviewee 11) 

 

In addition to those factors, some interviewees accentuated extra factors affecting the quality 

of complaint‟s settlement, including: (i) Procedure or time limit; (ii) Professional ethics; (iii) 

Qualifications, competence and experience of the officials and civil servants. This factor is shown 

by practical experience and soft skills in collecting records and evaluating evidence, understanding 

the laws in order to apply policy to deal with many different situations; (iv) Collaboration with 

related agencies and units; (v) The application of technology, to handle the case faster in order to 

reduce cost and time of citizens, improve transparency and supply more information; and (vi) The 

law has little changed. 

 

“In my experience, the final result of settlement is important. However, the citizens only 

agree with the complaint‟s settlement when it is done by high-quality civil servants. From there, 

they advise the new case solver "empathizing with reasonability", to satisfy the citizens and also 

help them”. (Interviewee 4) 

 

“The settlers only base on reports and documents summited by their subordinate agencies. 

Meanwhile, these reports are often "false reports", only protecting "the mistakes" of the subordinate 

authorities. Therefore, the superior agency based only on the reports of the subordinates cannot 

completely solve the case. Therefore, in order to decide good quality of complaint‟s settlement, the 

head of Ho Chi Minh City Inspectorate must listen to the presentation of the people and study 

carefully into the reality of the case". (Interviewee 24) 

 

“I think that the outcome of the complaint‟s settlement is a long process from receiving the 

application to the dialogue and promulgating decision to resolve the complaint. In particular, the 
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stage of collecting information, documents and verifying the content of complaints is very 

important. In order to achieve good results, it is required that relevant agencies and individuals must 

coordinate well with each other, especially subordinate agencies, to provide complete, clear and 

accurate documents. The citizens also have to present the case honestly and provide all relevant 

documents” (Interviewee 9) 

 

“I think that the law and many guidelines are always consistent, without possible 

duplication, clear application. Therefore, it is easy for many different government agencies to 

resolve based on policies for the people. As a result, inspection agencies and relevant agencies are 

easy to agree on the viewpoint of handling the cases to avoid people compare between those who 

move first and move later”. (Interviewee 8) 

 

Meanwhile, when asked about the environmental factor, relating to tables and chairs, listed 

rules, facilities, or so on, most of the interviewees responded that this factor is the least important. 

Because according to them, from the time of receiving the complaint until the end of the process of 

settling the complaint, people only come to state agencies from one time to two times. They can 

tolerate working without air conditioning, old furniture as long as the settlement benefits them. 

Many state agencies have been improved their working environment, pay attention to the 

environment to contact with the citizen as a respect to them, so that the environment actually is not 

the virtual issue for the managers and civil servants to take care. At least when interacting with the 

citizen, the officials should give them tea drinks and cool air, which are all they need to be served.  

 

“People are very little interested in desks, chairs, working rooms with air conditioning or not 

and often do not care about the listed legal provisions”. (Interviewee 6) 

 

“We are here to work. The issue we are interested in is how the outcome is resolved, 

whether our benefits are guaranteed or not. We do not matter where we have to be modern and 

luxurious. ” (Interviewee 24) 

 

To be in short, most of the interviewees identify three factors (among four factors of this 

thesis‟s framework) that affect the quality of complaint‟s settlement, including: (i) Quality of the 

complaint‟s settlement decision; (ii) Interaction process between citizens and civil servants; and (iii) 

The head‟s responsibilities. In addition, they have added six new elements, which are: (i) Procedure 

or time limit; (ii) Professional ethics; (iii) Qualifications, competence and experience of the officials 
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and civil servants. This factor is shown by practical experience and soft skills in collecting records 

and evaluating evidence, understanding the laws in order to apply policy to deal with many different 

situations; (iv) Collaboration with related agencies and units; (v) The application of technology, to 

handle the case faster in order to reduce cost and time of citizens, improve transparency and supply 

more information; and (vi) The law has little changed. 

 

The least element of this thesis‟s framework is the environment. The citizens pay attention 

to the main problems that is solved the complaint comply with this Law. They need to be respectful 

and to be fair among others. They do not need to be served as a king or a queen but the outcome 

cannot reach to the citizen‟s satisfaction.  

5.4 Difficulties in handling the complaint’s settlement  

Regarding difficulties and obstacles in the process of settling complaints, leaders and civil 

servants answer that: 

 

Firstly, there are many cases where the complainants are obstinate, although the complaint 

has been reviewed, resolved and answered by various agencies. Even they try to entice other people 

involved in the complaint to pressure the agencies and the competent person. 

 

“There is still a significant portion of fabricated complaints (usually someone behind the 

organization, manipulator). They hope and require state agencies to believe them, listen to them and 

consider, conclude and handle according to their own while they do not basing on the laws; 

directing information in the direction of my own benefit”. (Interviewee 15) 

 

“Due to the heavy prejudice against the complained person or state agencies, the citizens 

always find ways to exaggerate the case, use harsh and heavy language to pressure the complaint 

settler. Even, they seek to change the information with the aim to reach their benefit. The officials 

must check the information in other agencies and determine that the citizen‟s information is wrong. 

However, the citizens still said that they are right, resulting in lasted complaints". (Interviewee 2) 

 

“Every month, Ho Chi Minh City Inspectorate receives a lot of prolonged complaints. The 

majority are old, repetitive cases, with no new details. The law has clearly stated that I deal with the 

case strictly according to laws and regulations. If the complaints were handled by the emotions, I 
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would be the first to be criticized, even disciplined”. (Interviewee 1) 

 

Secondly, the qualifications, capacity and experience of a number of officials, civil servants 

and people who are competent in settling complaints are still limited, not really listening to people's 

opinions. There is a lack of accountability and objectivity in collecting information, documents, 

inspections, verification and resolution of complaints. 

 

“Mr. A is the official assigned to handle my case. Through working, Mr. A kept asking me 

some questions that took my time. When I questioned some provisions of law, Mr. A answered 

hesitantly, thus I could not trust in the results of Mr. A's advising and settlement. (Interviewee 17) 

 

“I heard that Mr. H is an employee who is still on probationary period of 1 year; so this 

employee has little experience. When receiving people, Mr. H talked a lot and refused to listen to 

the citizens. I asked to change another inspector to handle the case for me”. (Interviewee 30) 

 

Thirdly, the quality of receiving citizens, listening to people's opinions is not really correct, 

and complaints have not decreased. Many cases have been resolved slowly, not yet definitively. 

Particularly, there are still many serious and prolonged complaints. 

 

Fourthly, some regulations of law are still inadequate, unclear, overlap and contradictive, 

leading to lack of legal bases. Thus, when the state agency resolves complaints, some civil servants 

are embarrassed the applicable laws. 

 

“The legal regulations often change and overlap, especially those in land management, 

construction and compensation. This makes it very difficult for our civil servants to apply the law, 

because sometimes we do not know which regulations to apply properly”. (Interviewee 6) 

 

“We complain about the land compensation and reclaim real estate because of the 

inadequate policy settlement. The state management of land in the locality is still loose to make 

mistakes. Our process of land acquisition is still not in accordance with procedural procedures, lack 

of publicity, transparency, democracy and fairness”. (Interviewee 22) 

 

“The laws change, so people often base on the laws to appeal and claim rights. The 

coordinating agencies also proposed many different ideas, being disagreed with how to handle the 
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case”. (Interviewee 8) 

 

Fifth, the coordination between the authorities is still passive, inconsistent and discrepant. 

 

“The subordinate agencies, especially the district and communal state agencies often 

deliberately prolong the time to provide information and documents. I contacted these agencies 

many times to urge, but the case was not much better. According to the law, the time limit for me to 

resolve complaints is only 25 days. Meanwhile, these agencies usually take until 25 days to provide 

enough information and documents to the authorities. Therefore, I have no time to check and verify 

the information and documents they provide. As a result, I am late for have report to the leader of 

the agency for reviewing and approval”. (Interviewee 10) 

 

“The state agencies resolving complaints still depend greatly on the information and 

documents provided by the subordinate agencies. It takes time to check and verify the actual and 

objective value of these information and documents”. (Interviewee 11) 

 

Summary, there are 05 difficult and inadequate issues in settling complaints recently: (i) 

Complainants "persist" with complaints that lasted long, though being considered and resolved in 

accordance with regulations; (ii) The qualifications, capacity and experience of a number of 

inspectors still are limited; (iii) The quality of receiving citizens is not really professional; (iv) 

Some legal provisions are still inadequate, lacking in clarity, overlapsping and contradictive; (v) 

The coordination between the authorities is still passive, inconsistent and discrepant. 

5.5 What should Ho Chi Minh City Inspectorate do to be close to the citizen? 

In order to solve difficulties and obstacles to improve the quality settlement of the 

complaints, it is necessary for the managers and the civil servants of inspectorate to: (i) Improve the 

legal law system, focusing on the law on land, investment, construction, (ii) Pay more attention to 

advising, resolving complaints and increasing citizen reception, enhancing meetings and dialogues 

with people, (iii) Improve qualification, capacity and responsibility of officials and civil servants 

when assigned to settle complaints, (iv) Improve the responsibilities of agencies in coordinating the 

provision of information, documents and complaint settlement. Simultaneously, deploying “an 

apology letter” for many delayed settlement due to subjective errors and handling serious 

responsibilities for cases of improper settlement, (v) Directly surveying people's satisfaction as a 
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basis for assessing the capacity of inspectors, linking the results of people's satisfaction with the 

increase or decrease of income and the promotion, appointment or streamlining of the inspectors. 

 

“The quality of settling complaints is associated with the results of the collection, inspection 

and verification of information and documents. Therefore, in my opinion, the coordinating agencies 

providing information and documents must improve their accountability, reporting and providing 

sufficient and objective information and documents. As a result, the outcome of verifying the 

contents of the complaint becomes objective. Additionally, I want to emphasize that those who are 

assigned to advise to resolve complaints must be really "mindful" and must be objective in 

resolving them to bring the final settlement results in accordance with regulations and convincing 

practically for the citizens" (Interviewer 10) 

 

“People are often lack information timely and sometimes misleading, especially in the 

complex conditions of social networks. Through dialogue, leaders of agencies will supply the 

information fully and accurately. At the same time, it will also help the inspectorate‟s leader 

understand the attitude of relevant agencies, making an important contribution in finding high-

quality and feasible settlement”. (Interviewee 4) 

 

“Interacting and dialoguing with the citizens must be considered as a mandatory principle, 

regulations, respect, serious implementation in the process of settlement, instead of perfunctory in 

order to finish the case” (Interviewee 7) 

 

“Most of civil servants handling applications directly have raised their sense of 

responsibility, ensuring principles, regulations and processes in receiving people and reporting to 

competent agencies and persons for timely settlement with good settlement. However, the 

psychology of the complainant is eager to meet the Chairman of the People's Committee in 

provincial and district level to have dialogs" (Interviewee 8) 

 

“I make a complaint to Ho Chi Minh City Inspectorate who determined that the outcome of 

District B's resolution is not in compliance with the law, but I do not agree that on agencies 

determine the responsible for my case‟s delays and irregularities. It took me a lot of time and travel 

expenses to contact agencies. The wrong settlers should have been responsible for compensation for 

these damages to me”. (Interviewee 19) 
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5.6 Suggestions for many complex and long-term complaints 

Regarding the cases that have been resolved, but the citizen still continue making 

complaints, most of the interviewees said that the legal provisions for implementing the complaint 

handling decision are completed. However, sanctions for complying with the complaint settlement 

decision are not available and implemented strictly by the citizens. Therefore, complaint‟s 

settlement decision are properly, reasonably and appropriately, the solution in this matter is refusing 

to receive and review the complaints so that it does not take much time and cost of the citizens and 

the state agencies. The refusal to accept consideration of cases where the effective complaint 

decision is in effect does not affect the complainant's legitimate rights (if the complaint handling 

process is erroneous) because according to accordance with the Law on Complaints, citizens also 

make a complaint at the competence Court. If the Court judges and decides that the settlement of 

the complaint of state agencies has error, the complaint settlers will must pay compensations for the 

victims, or they will be disciplined, even penal liability. 

 

"When receiving the complaints settled before, inspectors should review the content of the 

complaint to find out whether “a new circumstance" or not. If the citizen do not provide additional 

information or new documents that change the previous settlement in accordance with the 

regulations, the application-receiving agency will reply in writing clearly to request them 

compliance with complaint settlement decisions”. (Interviewee 13) 

 

“When we cannot get benefit, we still make a complaint. Long-standing and mass appeal 

will create more attention of higher-level state agencies. Therefore, our issue will be considered 

clearly”. (Interviewee 26) 

 

“This issue requires civil servants to be very fair, appreciate the essence of the case to have a 

comprehensive settlement. Besides, the head must improve the quality of citizen reception in 

regulary and fortuity. In the process of settlement, the state agencies must ensure the harmony of the 

agencies, investors and citizens. The most important thing is that the state agencies should not let 

people annoyed so as to rise up "urgent and crowded pot" of complaints". (Interviewee 1) 

 

“The propaganda, education, advocacy, persuasion and guidance of the complainant have 

not been properly paid attention completely, so some simple cases still create high-level complaint. 

In addition, some people have taken advantage of the gap of the policy mechanism, inciting and 
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involving complainants to organize a large group, making simple complaint cases become 

complicated cases affecting the local security”. (Interviewee 3) 

 

“The heads of local state agencies must preside over and organize meetings, explain the 

issues they care transparently and clearly, so that they understand and concede the legal complaint 

settlement decision. Sometimes, they do not trust the results of their lower-level state agencies and 

only want to meet the head of their higher-level state agency to present their concerns”. 

(Interviewee 9) 

 

“When receiving complaints about legal complaint settlement decisions, I often guide 

people to institute at court so that they can determine right and wrong. After a court judgment, I will 

adjust the complaint settlement decision if the previous complaint resolution decision was issued 

incorrectly. In my experience, most court judgments recognize the previous complaint resolution 

decision as correct. A small number of complaint settlement decisions have to be readjusted or 

revoked or canceled". (Interviewee 14) 

 

“The complaints must be handled promptly and severely. Depending on the level of 

infringement, civil servants must be administratively handled, even penal accountability, because 

violations in responsibility are main reasons leading to urgent complaints, causing serious 

consequences, affecting social security”. (Interviewer 23) 

 

In summary, for cases that have been resolved, but the citizens are still complaining, the 

interviewees proposed solutions as follows: (i) Review the complaint content and take a written 

response to require the citizens compliance with the decision, if they "deliberately" prolonged 

complaints but they could not provide "new circumstances"; (ii) The head must improve the quality 

of citizen reception; (iii) Instruct people to institute an administrative lawsuit at court to determine 

right and wrong; (iv) Promptly and strictly handling law violations, including handling 

responsibilities of competent persons for failing to comply with laws; (v) Propagating, educating, 

mobilizing and persuading citizens.  

5.7 Discussion 

The results of this thesis suggest a considerable relationship between the perceived quality 

of complaint settlement and the satisfaction of the citizens when using public administrative 
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services in Ho Chi Minh City Inspectorate. Although almost interviewees said that the concept of 

complaint‟s settlement quality is not defined in the law or any other regulations, they all have a 

definition by their own experience and their thinking that service quality has positive impact on the 

citizen‟s satisfaction and service is good when it can reach to the citizen‟s expectation and desire, 

which is similar with Van de Walle and Bouckaert (2003), Setyani (2010), Aryani and Rosinta 

(2010), Amanullah (2012), Sari (2013), Harlan and Magnadi (2014) and Wusko (2014). 

 

Relating to the quality of complaint‟s settlement, the managers and the inspectors as well as 

the complainants using services in Ho Chi Minh City Inspectorate focus on the outcome quality and 

the process quality as well as many interactive dimensions. In this research, the process quality is 

significantly impacted on the complaint‟s settlement quality because the complaint is settled 

following by procedure with in a process from receiving the citizen‟s concern, recepting the 

complainant, reviewing the documents, conducting verification, reporting on verification results, 

organizing dialogs with complaint, issuing complaint settlement decisions, sending decision to the 

complainant. During the process of settlement, the managers and the inspectors must interact with 

the citizens at least once time and the citizens can have subjective perception, which affecting 

considerably the settling result.  

 

This study examines administrative decisions and administrative acts basing on the 

framework of public administrative management. Due to the nature of some cases that the 

administrative decision or the administrative act is have been handled in accordance with the law 

but people still disagree and think that affecting their rights, especially in compensation and site 

clearance. Therefore, the acceptance and resolution of these cases are useless that is necessary to 

have ways of persuading for people to understand correctly. According to Robinson, Cotton, Sarkar, 

Thompson, Coomarasamy & Rajkhowa (2013), over half of complaints can be settled with an 

explanation effectively and quickly in UK. This method is also great if the civil servants have 

enough skill to listen complainant‟s opinions respectively to understand and empathetic, sympathize 

with the citizens, being associated with good professional capability to recognize the problem and 

give proper advices when they interact with the citizens. This finding suggest the important level of 

the interaction to meet the citizen‟s satisfaction, which is very appropriate with Rivai and Basri 

(2005) that performance is considered as a result of a person‟s successful working. In other words, 

the complaint‟s settlement quality is affected by the essential role of human resources that both the 

managers and the inspectors in Ho Chi Minh City Inspectorate must have good behavior, attitude 

and expertise. As a result, the resolvers can make the complaint process in correct order and 
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procedures, reach the citizen‟s aspirations and conclude feasible settlement decision. 

 

Besides, some cases which have clear evidences to realize that the administrative acts or the 

administrative decision are erroneous or violate the provisions of law, the acceptance is necessary. 

After the process of reviewing, verifying, collecting documents, a decision on complaint settlement 

is the most important final result sent to the complainants. The decision on complaint settlement is 

the result of the whole working process by the responsibility of the managers, inspectors, and civil 

servants to citizens. From this decision, people can assess their satisfaction through whether their 

complaints are properly recognized and the violating agencies or individuals must be settled in 

accordance with the law. Linking with the notion of outcome factor of Brady and Cronin (2001), 

service outcome quality is seemed to be tangible element to measure service quality. In this 

research, outcome is a decision on complaint settlement which is a tangible result sent to the 

citizens and the content of the decision on complaint settlement is intangible result sent to the 

citizens. While the citizen can keep the decision on complaint settlement on their hand, but the 

content of the decision is also more important. In order to satisfy the complainants tangibly, the 

process must be right on the timing of procedure, while satisfying the citizens comprehensively the 

result‟s content must be benefit to the citizen‟s demand and compliance with law and relevant legal 

regulations.  

 

Additionally, according to Brewer (2007), good administrators must connect the 

accountability principles and the citizenship-oriented systems each other to form good governance. 

This finding is very appropriate in Viet Nam, particularly in Ho Chi Minh City Inspectorate. The 

leader of this organization is very important, especially in directing and formulating the effective 

strategies for agency‟s development and performance. Complaint‟s settlement is considered as one 

of many main tasks in Ho Chi Minh City Inspectorate to serve the essential needs of the people, 

ensure their legal rights and interests. In dealing with complaints, it is essential to contact and listen 

to the people, the responsibility of the leader is to guide and make decisions to resolve the cases. 

Therefore, besides the carefully reviewed records and the capability of inspectors are guaranteed, 

the responsibility of the head contributes greatly to make citizens satisfied and trust in settled 

complaints. Within the development of new public management (NPM), administrative reforms and 

the improvement citizen‟s perception, the complaint‟s settlement quality is improved due to the 

focus on enhancing the accountability of civil servants as well as decision-making authority 

(Brewer, 2007). According to Brewer (2007, p. 549), “public sector managers and professionals 

need an awareness of how public reform strategies oriented exclusively towards a strengthened 
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consumer role do risk undermining important aspects of the complaints handling and redress 

strategies embedded in the rule of law and due process features of citizen-oriented public 

administration”. 

 

Finally, based on this research‟s framework, three of them including the interaction, the 

outcome and the head‟s accountability are significant for the complaint‟s settlement quality and 

citizen‟s satisfaction. On the contrary, the environment element does not impact on complaint‟s 

settlement quality and citizen‟s satisfaction. This finding is different from the result of various 

researchers such as Bitner (1992), Atkinson and Brander Brown (2001), which consider 

increasingly competitive environment in order to improve the performance of hotel or hospital. 

Meanwhile, both civil servants and citizens think that environment is not important. The reason is 

also the gap between the features of public sector and private sector. Service in the private sector is 

often a long-term experience, the surrounding environmental impacts on the level of customer‟s 

satisfaction, because of the people's attachment process to the environment. However, the resolution 

of complaints at the Ho Chi Minh City Inspectorate, the contact with people only takes a few hours, 

just only a session or a day, so the environmental factor does not affect the citizens. 

   

In addition to this, the result of interview finds out extra six other factors can be impact on 

the quality of complaint‟s settlement and citizen‟s satisfaction, including: (i) Procedure or time 

limit; (ii) Professional ethics; (iii) Qualifications, competence and experience of the officials and 

civil servants. This factor is shown by practical experience and soft skills in collecting records and 

evaluating evidence, understanding the laws in order to apply policy to deal with many different 

situations; (iv) Collaboration with related agencies and units; (v) The application of technology, to 

handle the case faster in order to reduce cost and time of citizens, improve transparency and supply 

more information; and (vi) The law has little changed. 

5.8 Recommendation 

Brewer (2007) states that high quality of public administrative service is determined by the 

high-quality handled complaints. From 1995, Carroll indicated that satisfaction of the citizen was 

valued more than fairness, procedure and technical effectiveness. According to de Las Casas 

(2005), accountability, transparency, evaluation and the policy are significant to improve the quality 

of complaint‟s settlement. Therefore, the managers of Ho Chi Minh City Inspectorate should 

improve their accountability, apply technology to improve the transparency and build the guiding 
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clearly and receive and understand feedback from the citizens and the quality of human resources.  

 

Firstly, building the framework and regulatory to have responsive approaches to the citizens 

so as to motivate the staff and the service performance and organization‟s performance. The 

mission of the agency is very important that everyone can have a motivation to follow, forming the 

strategies for the performance of service and organization. 

 

Secondly, within the development of technology, the available information must be 

transparency in order to easily access so that increasing the citizen‟s confidence and trust in the 

public agencies. Moreover, the procedures of settling the complaints must be invoked simply and 

transparently. Good settlement in complaints will raise the citizen‟s belief and confidence in the 

government and the authority.   

 

Thirdly, focusing on citizen-center values, policies and processes in public services. This is 

really appreciated in Viet Nam that the government has been handled complaints effectively and 

efficiently, not just paying attention to the satisfaction of the citizens. The reason is that settling the 

complaints is very special that the fair and proper of the case may be undermined if the satisfaction 

is over-estimated.  

 

Fourthly, collecting and obtaining feedback from the complainants on their experiences 

when using the service, so that providers can learn and grow to improve the service quality to 

increase the citizen‟s satisfaction.  

 

Finally, the staff should receive complaints with positive behavior and stimulate the 

complainants supply adequate complaint documents. Like Gal and Doron (2007), the awareness of 

the citizens is very important to protect their rights. Additionally, the service provider should create 

a friendly procedure for the citizens to make a complaint and give complainants chances to express 

or communicate their opinions (Jonsson & Qvretveit, 2008; Välimäki, Kuosmanen, Kärkkäinen & 

Kjervik, 2009). Training staff is very significant, particularly communication with the citizens, in 

order to have an effective process of meeting the citizens, as a result of good settlement. The civil 

servants are trained carefully, so that they have enough profession and capacity to verify, conclude 

and issue of a decision on complaint settlement. When civil servants are expected, they often tend to 

settle fairly and properly basing on the relevant rules (NAO (UK), 2005).   



 

56 

 

CHAPTER 6. CONCLUSIONS 

 6.1 Summary of the study 

This study explores the main factors impacting on the public service performance in public 

administrative organization. To put it more specifically, its purpose is to find out many factors 

affecting the complaint‟s settlement quality and citizen‟s satisfaction in Ho Chi Minh City 

Inspectorate. The research question is “What factors impact on citizen's satisfaction with the 

provision of public administrative service in the Ho Chi Minh City inspectorate to increase the 

citizen's satisfaction and trust in the government?”. In order to find answers to the research question 

the following interview questions were developed: (1) How can you define the concept of 

“complaint‟s settlement” quality? (2) What do you think which factors affecting the quality of 

complaint‟s settlement? (3) Can you tell the difficulties in handling the complaint‟s settlement? (4) 

What should Ho Chi Minh City Inspectorate do to be close to the citizen? (5) For cases that have 

been resolved, but the citizens are still complaining, do you have any suggestions or solutions for 

this? 

 

To answer these questions, the author applied qualitative methodology by in-depth 

interviews and focus-group interviews. During November 2019, the researcher conducted 15 in-

depth interviews with managers and inspectors in Ho Chi Minh City Inspectorate and 3 focus-group 

interviews with 15 complainants. All the interviews are valid. Base on service quality and citizen‟s 

satisfaction theories, the researcher built a framework with four elements, including service 

outcome, interaction, head‟s accountability and environment. How to collect and how to analysis 

data are presented in Chapter 4.  

 

Regarding interview question 1, both managers and civil servants and citizens think that the 

quality of complaint settlement is very important, significantly affecting the satisfaction of the 

citizens. Indeed, Ho Chi Minh City Inspectorate is a specialized agency providing special services, 

empowering and assisting citizens to bring their legal rights and benefits. Therefore, their 

experience of service is satisfied by the interaction of civil servants, the listening of the head‟s 

agency and the decision to resolve complaints. In terms of the quality of complaints settlement, 

compliance with procedures is also an important factor to improve the quality and improve citizen's 

satisfaction, because the citizens are respected instead of waiting and being worried for long time. 
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Regarding interview question 2, among the factors that affect the quality of complaint‟s 

settlement, human resources are the most effective factor. In terms of citizens, complaints appeal 

with their desire to regain their rights in accordance with the law or from their subjective thinking 

that they are disadvantageous compared to administrative decisions or administrative behavior of 

the state agencies. In terms of competence settlers and agencies in charge of administrative 

complaint settlement, the quality of complaint‟s settlement depends on human resources. They must 

be really expertise with the law, skillful and considerably good attitude to interact with the citizens 

and explain for the complainants when they misunderstand the regulations or have to mobilize them 

to follow the complaint resolution decision has legal effect. In cases the complains have the basis to 

conclude, the inspectors must have sufficient capacity to handle on time and the leaders must 

approve the dossiers accurately and reply the citizens on time. 

 

Regarding interview question 3, Ho Chi Minh City Inspectorate should pay attention to 

many difficulties and barriers in order to improve the complaint‟s settlement quality, such as (i) 

Citizens still make complainants in spite of the complaint is considered and resolved in accordance 

with regulations; (ii) There are still the limitation of inspectors‟ qualifications, capacity and 

experience; (iii) Being unprofessional when organizing the next citizen; (iv) Lack of clarity, 

overlapping and contradictive legal provisions; (v) The authorities coordinate each other still 

passively, inconsistently and discrepantly. As a result, regarding interview question 4 and interview 

question 5, the finding shows that public service can be improved mainly by overcoming the 

shortcomings of the service provider.  

 

Interestingly, there are important and also interesting finding from data analysis. The 

environment including facilities, atmosphere, waiting area, chairs, equipment and so on are least 

important factor. Almost civil servants think that the process outcome and the final outcome are the 

most important key to reach the citizen‟s satisfaction. Besides, citizens also agree that they do not 

need working in luxury condition, because in their opinion, the working environment now have 

developed and invested so that they need nothing more than being respected. 

 6.2 Reflections 

This study‟s purpose is to explore the phenomenon impacting on the service quality and the 

citizens‟ satisfaction in public administrative service. To be specific, the purpose of this study is to 

explore people's satisfaction with the quality of complaint settlement at the Ho Chi Minh City 
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Inspectorate. Therefore, it may not be applicable to contexts other countries. Because the difference 

about the policy and institution of each country, it is worthwhile to do a new research. Moreover, 

this result is conducted in just one organization in Ho Chi Minh Inspectorate industry at provincial 

level. Therefore, this result does not include all other complaint settlement agencies such as district 

inspection units or specialized inspection units. The other scope of the study is that this result 

reflects the specific characteristics of the inspection units, due to the difference in law provisions 

and internal regulations of various agencies. Subjects for research can still be exploited at the 

resolution of denunciations or petitions and reflections comprehensively. 

 

Regarding the methodology, this research could be developed when applying large-scale 

quantitative approach to generalize the result on the same phenomenon. 

 

Regarding the theory, this study applies literatures of service performance through the 

service quality and citizen‟s satisfaction. Among four elements of researching, including 

environment, interaction, outcome, and the head‟s accountability, the researcher find that there are 

three elements which inspectorate units should pay attention to improve the quality, namely 

interaction, outcome, and the head‟s accountability. The environment is less important. However, 

this result is based on qualitative approach, so the result should be re-investigated with quantitative 

approach.  

 6.3. Practical implications 

In Ho Chi Minh City Inspection, the research shows that improving the quality of 

complaint‟s settlement is very important. In fact, through the interview results, the quality of 

complaint‟s settlement have not been effective and efficient because there are still many reasons: 

(1) firstly,  due to the pressure of settlement responsibility and the order, procedures and time limits 

of the law, the competent person or organization have not paid much attention to the effectiveness 

and the feasibility of the settlement, (2) secondly, the competent person or organization have not 

paid attention to the agreement of the citizens, particularly they do also not persuade citizens to 

agree the complaint‟s settlement, because they think that ”if the citizens want something more, they 

continue to make complaint on the higher level, at that time I will take an accountability”. This is 

the issue that the Ho Chi Minh City Inspectorate needs to solve, in order to raise the responsibility 

of the competent inspectors to settle complaints about the settlement decision under their 

jurisdiction. Therefore, it is necessary to require the inspectors be responsible for compensation for 
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the complaints decision which caused damage to the citizens.  

 

In addition to this, the research results also show that the process quality of interaction with 

the citizens as well as the strengthen of the dialogue with the complainants are very important, 

directly affecting the citizen's satisfaction. When having a complaint, it needs to be resolved, so the 

interaction, listen, and dialogue are always important. The interaction and dialogue first of all gives 

the people involved (the complainant, the inspector, the verifier and the issuer of the complaint 

resolution decision) sufficient information from the various sides of the case. Interaction and 

dialogue are also an opportunity for the parties to "convince" each other with their arguments and 

finally, finding a consensus, costly effective outcome. Because of the ever-better awareness of the 

significance of the dialogue, the Law on complaint has noted and considered it as a mandatory stage 

in the process of settling complaints. However, the dialogue is only considered one of the necessary 

procedures but not yet seen as a method, even an important principle that must be respected and 

implemented in resolving complaints. Therefore, interaction and dialogue need to be promoted as a 

principle and carried out in the whole process of resolving complaints. For many complicated cases, 

the head of organization or the managers must receive and talk with the citizens to ensure and 

enhance the belief of the citizens. When occurring the complaint with a large number of 

complainants, the head of the Ho Chi Minh City Inspectorate must coordinate with other state 

agencies to promptly and definitively settle these complaints, avoiding prolong or re-issue them. 

The requirement is that the reception of citizens, officials and civil servants to promote propaganda 

and education to raise legal awareness; strengthen mobilization, persuading people to abide by laws 

and settlement decisions of competent state agencies. 

 

In order to do the above, officials and public servants assigned to inspect and verify who are 

directly involved in the case must be highly qualified and professional through short-term, medium-

term and long-term courses. Therefore, Ho Chi Minh City Inspectorate agency needs to enhance 

training in qualifications and professional ethics for civil servants. The synthesis of experience 

handling cases, thematic reports on complaint settlement should also be considered for 

implementation. 

6.4. Suggestion of future research 

Firstly, this study should be moved into other extension: 1) the complaint‟s settlement in 

other complaint settlement agencies such as district inspection units or specialized inspection units, 
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2) the complaint‟s settlement in other public administrative specialized agencies, 3) conducting the 

research concerning the viewpoint of the resolution of denunciations or petitions and reflections 

comprehensively. 

 

Secondly, future studies should use quantitative survey to find out the important level and 

the relationship between many factors affecting to complaint‟s settlement quality and citizen‟s 

satisfaction inspectorate industry in Ho Chi Minh City or in other provinces in Viet Nam.  After 

that, there may be a research to generalize the significance level and the relationship between many 

factors affecting the performance of inspectorate industry in Viet Nam. 

 

Finally, another interesting research is to measure people's satisfaction based on the impact 

of demographic factors of service providers and the citizens. This is a really interesting and unique 

direction, because demographics are a very objective factor affecting the resolution process and 

citizen's awareness.  
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Appendices 

Appendix A - Screener Questionnaire for Public Servants 

You have been selected to take part in research done by researcher from Tampere University  

in Finland. The purpose of the study is to gather information about your interaction with citizens 

who come to Ho Chi Minh City Inspectorate, Viet Nam for being settled their complaints.  

There is a special “Thank you” gift at the end of the conversation. 

Thank you for taking the time to join with my research. 

 

Please select only one answer for each question. 

1. How long have you worked with the HCM city inspectorate?  

 Less than 1 year 

 1 year - 5 years  

 5 year - 10 years 

 10 year - 15 years 

 More than 15 years 

2. Please tell us your job position ..................................................................................  

3. How many supervisors do you have in your division?  

 No one  

 One person  

 Two people  

 More than two people 

4. How many people do you have to report directly to? 

 No one  

 One person  

 Two people  

 More than two people 

5. How many people report directly to you?  

 No one  

 One person and two people  

 Three to ten people  

 More than ten people  

6. Please indicate how often you interact with the citizens? 

 Frequently  
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 Sometimes  

 Rarely  

 Never  

 Not sure/don't know  

7. Compared to people in other positions in your organization, how often do you come into 

direct contact with citizens? 

 More than anybody else  

 The same as everybody else  

 Less than anybody else  

 Having no interaction at all  

 Not sure/don't know  

8. "In my job, I have the opportunity to make almost all decisions based on my own 

judgment"? 

 Strongly agree  

 Somewhat agree  

 Neither agree nor disagree (neutral)  

 Somewhat disagree  

 Strongly disagree 

 

Thank you very much for taking the time to help us learn about you and your organization. 

Before you turn this sheet in, please tell us a little about yourself. This should only take a minute. 

Thank you for your patience.  

1. Please tell us your gender  

 Male        Female  

2. What was the last level of education you completed in school?  

 Bachelor‟s degree  

 Post-graduate  

 Master‟s degree 

 Doctoral degree 

 Other:  .................................................................................................................... 

3. What age group do you belong to?  

 22 - 25  

 26 - 30  

 31 - 40  
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 41 - 50  

 51- 60  

 

In order to contact you about the “Thank you” gift, kindly provide your contact information in 

the space below. This information will only be used for the stated purposes.  

Your name  ________________________________________________________  

Your contact phone number (Mobile) ___________________________________  

Email address ______________________________________________________  

Would you like to be informed about the final results of the study? ____________  

 

Thank you very much for filling this information out. 
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Appendix B - Screener Questionnaire for Citizens 

 

You have been selected to participate in research being conducted by researcher from 

Tampere University in Finland. The purpose of the study is to gather information about your 

interaction with citizens who come to Ho Chi Minh city inspectorate, Viet Nam for being settled 

their complaints. There is a special “Thank you” gift at the end of the conversation. 

Thank you for taking the time to join with my research. 

 

How often do you visit Ho Chi Minh City inspectorate?  

 Very often  

 Sometimes  

 Just one time 

 Just two times 

 Just three times 

 Rarely  

 Never  

 Not sure/don't know  

 

Thank you very much for taking the time to help us learn about you and your organization. 

Before you turn this sheet in, please tell us a little about yourself. This should only take a minute. 

Thank you for your patience.  

1. Please tell us your gender  

 Male        Female  

2. What was the last level of education you completed in school?  

 No formal education 

 Primary school 

 Secondary school 

 High school 

 College 

 Bachelor‟s degree  

 Post-graduate  

 Master‟s degree 

 Doctoral degree 
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 Other:  .................................................................................................................... 

3. What age group do you belong to?  

 18 - 21 

 22 - 25  

 26 - 30  

 31 - 40  

 41 - 50  

 51- 60  

 Over 60 years old 

4. Your occupation:  ................................................................................................... 

 

In order to contact you about the “Thank you” gift, kindly provide your contact information in 

the space below. This information will only be used for the stated purposes.  

Your name  ________________________________________________________  

Your contact phone number (Mobile) ___________________________________  

Email address ______________________________________________________  

Would you like to be informed about the final results of the study? ____________  

 

Thank you very much for filling this information out. 
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Appendix C - Deep - Interview/ Discussion Guide 

 

1. Introduction  

- Please fill out the provided information sheet. It just asks basic information about you.  

- This information is needed only to help us to know the background of people participating 

in the research. 

- Could we go round and mention our names and share with us why we need services of 

HCM City inspectorate? 

-  We will discuss about the quality complaint‟s settlement in Ho Chi Minh City 

Inspectorate that whether satisfy the citizens or not, and I want to understand what you think of this 

issue. We've heard enough from the so-called 'experts', and want to hear from people 'on the ground' 

who engage directly in service activities (like yourself). From that, I can recommend some 

suggestions for improving the service quality and the citizen‟s satisfaction.  

- About the ground rules: 

 There are no right or wrong answers; just honest answers; 

 Everyone should feel free to participate - comment, ask questions, seek clarification of 

points, etc; 

 We'll go round the group in contributing. Please allow the one who has the floor to finish 

before you make your contribution; 

 The discussion will be recorded in order to facilitate accurate reporting of information, 

so please use the microphone provided; 

 All contributions are confidential. The final report will not include any identifiable 

information; 

 To show our appreciation for your time, I've provided cakes and drinks. And the end of 

the conversation, we will provide you “Thank you” gift. 

 

2. The contend of conversation 

2.1 Service Quality  

- Whenever you hear the term "quality of service" or "service quality," what is the first thing 

that comes to mind? Try to sum it up in one single word.  

- Now in your own words, how do you understand or define “complaint‟s settlement” 

quality? 
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- What are factors of good quality complaint settlement, and which factor impact on citizen 

satisfaction most? That no complaints are made? Or that process is smooth? Customer/citizens are 

satisfied? There are some suggestions for interviewees, such as:  

(a) The interaction between the public servants and the citizens;  

(b) The environment;  

(c) The outcome;  

(d) The head‟s accountability. 

2.2 The interaction between the public servants and the citizens 

- Does the profession and skills of the public servants impact on the citizen satisfaction? 

- Does the appearance of public servants important to you? 

2.3 The environment 

- What do you think about the environment? (Something like facilities, waiting area, chairs, 

equipment,... or the decor of the agency...) 

- Does the environment impact on the citizen satisfaction? 

2.4 The outcome 

- Does the service procedure impact on the citizen satisfaction?  

- Does the settlement time impact on the citizen satisfaction? 

- How complaints are handed and what is a good quality process of handling those 

complaints? 

2.5 The head’s accountability 

- How do you think the importance of accountability of the chief inspector? 

2.6 Other questions 

- Which of these 4 factors (environment, interaction and tangible outcome, head‟s 

accountability) is most important to the quality of complaint settlement? How would you rank the 4 

aspects in terms of importance, with 1 being the most important, and 4 being the least important? 

- How about the innovation and the technology in the settlement of complaints? 

For the public servants: 

- What the government and the managers can do to reduce many long-time complaints 

affected to the citizen‟s satisfaction? 

- How can managers connect closer to the complaint‟s settlement quality to closer to general 

citizen satisfaction? 

For the citizens: 

- How can citizens help the authority improve the performance of complaint‟s settlement? 

- How do you want the complaint‟s settlement quality in the future? 
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3. Conclusion  

- Thank you for participating. 

- Reminding hold “thank you” gift. 

- Those who are interested in knowing the results of the study should indicate that on their 

information sheets. 


