UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM

TINH BINH PINH Poc 1ap - Tu do - Hanh phiic
S6:4509  /Qb-UBND Binh Dinh, ngay 29 thang 12 ndm 2022
QUYET PINH

Phé duyét két qua do lwong sur hai 1ong ciia ngwdi dan, t6 chire d6i véi s phuc
vu ciia CAC co’ quan hanh chinh nha nwéc trén dia ban tinh Binh Dinh nam 2022

CHU TICH UY BAN NHAN DAN TINH

Can cir Ludt T6 chire chinh quyén dia phwong ngay 19 thang 6 nam 2015;
Ludt sira doi, bo sung mot s6 diéu ciia Ludt T6 chire Chinh phu va Ludt T 6 chire
chinh quyén dia phwong ngay 22 thang 11 nam 2019;

Can cir Quyét dinh s6 5359/0D-UBND ngay 31 thang 12 nam 2021 ciia Uy
ban nhén dan tinh vé viéc ban hanh Dé an “Do lwong sir hai long ciia nguweoi dan,
16 chirc doi véi su phuc vu cua co quan hanh chinh nha nuoc trén dia ban tinh
Binh Pinh giai doan 2022 — 2025,

Can cit Ké hoach s6 130/KH-UBND ngay 23 thang 9 nam 2022 ciia Uy ban
nhan dan tinh vé viéc khdo sdt do lwong sw hdi long ciia ngwoi dan, té chire doi
VOl sy phuc vu cua co quan hanh chinh nha nuéc nam 2022 trén dia ban tinh Binh
Dinh;

Theo dé nghi ciia Gidm doc S¢ Néi vu tai To trinh s6 738/TTr-SNV ngay
22 thang 12 nam 2022.

QUYET PINH:

Piéu 1. Phé duyét két qua do luong sy hai long ctia ngudi dan, to chirc dbi
véi sy phuc vu ctia cac co quan hanh chinh nha nudc trén dia ban tinh Binh Dinh
nam 2022, cu thé nhu sau:

1. Chi s6 hai long vé chat lwong cung vng dich vu hanh chinh céng doi
v6i cac co quan thudce Uy ban nhin dén tinh

TT Tén co quan Chi s6 hai long (%)
1 | So6 Tu phap 99.33
2 | S& Thong tin va Truyén thong 97.98
3 | S&Noivu 97.38
4 S& Giao duc va Pao tao 97.37




TT Tén co quan Chi s6 hai long (%)
5 | Sé Khoa hoc va Cong ngh¢ 94.22
6 | So Cong Thuong 93.59
7 | S6 Vin héa va Thé thao 93.53
8 | S¢ Du lich 90.30
9 | S6 Giao thong van tai 89.06
10 | So Xay dung 89.03
11 | S¢ Lao dong - Thuong binh va Xa hoi 87.10
12 |SoYte 87.09
13 | S¢ Tai chinh 86.06
14 | S Tai nguyén va Moi trudong 85.10
15 | S¢ K€ hoach va Pau tu 83.77
16 | Ban Quan Iy Khu kinh té tinh 83.73
17 | So Nong nghiép va Phat trién néng thon 81.93

Gia tri trung binh 90.38

2. Chi s6 hai long vé chat lwong cung ing dich vu hanh chinh cong doi
v6i Uy ban nhan dén cac huyén, thi xi, thanh pho

. Uy ban nhén dan cac lrluyén, Chi s hai long (%)
thi x4, thanh pho
1 Vinh Thanh 2497
2 Van Canh 292
3 | AnLio i
s T1ayoom 88.08
5 | Hoai Nhon o780
6 | Phi Cat 095




T Uy ban nhén dén cac l’luyén, Chi 56 hai 1ong (%)
thi xa, thanh pho

7 Phu My 86.83
8 | Hoai An 84.51
9 An Nhon 82.44
10 | Quy Nhon 80.47
11 | Tuy Phudc 78.11
Gia tri trung binh 86.89

3. Chi s6 hai long vé chat lwgng cung ing dich vu hanh chinh cong doi
v6i cac co quan Trung wong dong trén dia ban tinh

TT Tén co quan Chi s6 hai long (%)
1 | Kho bac Nha nudc tinh 86.73
2 | Ngan hang Nha nudc chi nhanh tinh 85.81
3 | Bao hiém xa hi tinh 81.17
4 | Cuc Thué tinh 80.14
5 | Cuc Hai quan tinh 74.33
Gia tri trung binh 81.64

(Bdo cdo két qud do lwong sy hdi long ciia nguoi dan, t6 chire doi voi sie
phuc vu cua co quan hanh chinh nha nwoéc nam 2022 kem theo Quyét dinh nay)

Piéu 2. T6 chirc thue hién

1. Giam db¢ S& Noi vu chiu trach nhiém thong bao cong khai toan bo noi
dung, tiéu chi cu thé da thuc hién khao sat sy phuc vu hanh chinh nim 2022 duoc
phé duyét két qua tai Quyét dinh nay dén tung co quan, don vi, dia phuong thudc
pham vi khéo sat trudc ngay 15 thang 01 ndm 2023; dong thoi, hudng dan cong
tac khac phuc nhitng ton tai, han ché nham nang cao sy hai long ctia nguoi dan,
t6 chuc trong thoi gian toi.

2. Thu truong céac co quan Trung wong dong trén dia ban tinh, cadc co quan
thudc Uy ban nhan dan tinh va Chu tich Uy ban nhan dan cac huyén, thi xa, thanh
phd can ctir B4o co két qua do luong sy hai 1ong cta ngudi dan, to chire ddi véi
su phuc vu ctia co quan hanh chinh nha nudc nim 2022 va trén co sé huéng dan
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ctia SO Noi vu, to chirc quén triét, rat kinh nghiém, dé ra cac giai phap nham nang
cao chét lugng phuc vu hanh chinh caa co quan, don vi minh dap tmg cac muc
tiéu, yéu cau tai Chuong trinh hanh dong s6 09-CTr/TU ngay 14 thang 5 nim
2021 cua Tinh oy vé cai cach hanh chinh, trong tdm 13 tiép tuc ddy manh cai cach
thu tuc hanh chinh giai doan 2020 — 2025.

Piéu 3. Chanh Vin phong Uy ban nhan dan tinh, Gidm déc S& Noi vu, Tha
tredng cac co quan Trung wong dong trén dia ban tinh, Thu trudng cac co quan
thudc Uy ban nhan dan tinh, Chu tich Uy ban nhan dan cac huyén, thi x4, thanh
phd va cic co quan, don vi lién quan chiu trach nhiém thi hanh Quyét dinh nay ké

tir ngay ky ban hénh./.\j/

Noi nhin: KT. CHU TICH
- Nhu bicu 3; A ’

- Vu Cai cach hanh chinh (B6 No6i vu); = PHO CHU TICH
- Cyc Kiém soat TTHC (Vin phong Chinh phu);
- Ngan hang Nha nudc Viét Nam;

- Tong cuc Hai quan;

- Téng cuc Thugé;

- Kho bac Nha nudc;

- Bao hiém Xa h¢i Viét Nam;

- TT Tinh uy, TT HDND tinh;

- Uy ban MTTQ Viét Nam tinh; Lam Hai Giang
- Boan Pai bieu Quoc hdi tinh;

- CT, cac PCT UBND tinh;

- Ban T6 chirc Tinh uy;

- PUK cac co quan tinh;

- TT cac Huyén uy, Thi ty, Thanh uy;

- bai PT va TH tinh, Bao Binh Dinh;

- LD, CV VP UBND tinh;

- THCB, PVHCC, HCTC;

- Luu: VT, KSTT.
ph
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UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM
TINH BINH DINH Poc 1ap - Tw do - Hanh phuc

BAO CAO
Két qua do lwong sy hai 1ong ciia té chire, ngudi dan ddi véi sw phuc vu ciia
co’ quan hanh chinh nha nwéc ndm 2022 trén dia ban tinh Binh Pinh
(Ban hanh kém theo Quyét dinh sé ~ /QP-UBND
ngay  thang nam 2022 cua Chi tich UBND tinh)

Phan thi nhat
TINH HINH TRIEN KHAI PO LUONG SU HAI LONG CUA
NGUOI DAN, TO CHUC POI VOI SU PHUC VU CUA
CO QUAN HANH CHINH NHA NUOGC NAM 2022

- L. TONG QUAN VE PO LUONG SU'HAI LONG CUA NGUOI DAN,
TO CHUC POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA
NUOC

1. Co sé thuc hién

Ngay 23 thang 9 nim 2022, UBND tinh di ban hanh Ké hoach s 130/KH-
UBND vé viéc khao sat do ludng sy hai 1ong ctia ngudi dan, t6 chic ddi voi su
phuc vu cta co quan hanh chinh nha nuéc nam 2022 trén dia ban tinh. Theo do,
K& hoach da xac dinh cu thé muc dich, muc tiéu, yéu cau, nodi dung, phuong phap,
giai phép, trach nhiém, thoi gian va kinh phi trién khai do ludng su hai long cta
nguoi dan, t6 churc ddi véi su phuc vu cua co quan hanh chinh nha nudéc trén dia
ban tinh theo yéu cau cia UBND tinh.

2. Muc dich

Do luong khach quan muc do hai 1ong ctia nguoi dan, td chire ddi véi su
phuc vu va chat luong cung cip dich vu cong clia co quan hanh chinh nha nudc
trén dia ban tinh 1am co s& xac dinh chi s6 cai cach hanh chinh, danh gia trach
nhiém nguoi ding dau co quan, don vi, dia phuong trén dja ban tinh vé thuc hién
cong tac cai cach hanh chinh nam 2022.

Phét huy vai trd giam sat caa Nhan dan d6i véi hoat dong cung tg dich vu
hanh chinh cong ctia co quan hanh chinh nha nude. Tang cuong tinh minh bach
va trach nhiém giai trinh cila cac co quan hanh chinh trong cung cap dich vy hanh
chinh cong trén dia ban tinh.

3. Pham vi, d6i twong khio sat



3.1. Pham vi khdao sat

Khao sat tat ca cac linh vuc c6 phat sinh giao dich thi tuc hanh chinh voi
nguoi dan, t0 chire tai Trung tdm Phuc vu hanh chinh c¢6ng tinh va B phan Tiép
nhan va trd két qua cia cac co quan, don vi, dia phuong, cu thé:

- Cac co quan thugc UBND tinh: cac co quan chuyén mon, Ban Quan 1y
Khu kinh té tinh (trir cac co quan, don vi khong phat sinh thi tuc hanh chinh véi
nguoi dan).

- UBND céc huyén, thi xa, thanh phé (B0 phan mot ctra thuge UBND cép
huyén; Bo phan mdt ctra thuoc UBND cép xa).

- Cac co quan trung wong trén dia ban tinh: Ngan hang nha nudce chi nhénh
tinh, Cuc Hai quan tinh, Cuc Thu¢ tinh, Kho bac nha nudc tinh, Bao hi€ém xa hoi
tinh.

3.2. Péi twong khdo st

La nguoi dan, nguoi dai dién cho t6 chic di truc tiép (tir ngay 01 thang
01 nim 2022 dén ngay 31 thang 8 nim 2022) giao dich va nhan két qua cung
ung dich vu hanh chinh cong tai Trung tam Phuc vu hanh chinh cong tinh, B0
phan tiép nhan va tra két qua cip huyén, cip xi va cac co quan Trung wong trén
dia ban tinh.

4. Noi dung do lwong su hai long

Khao sat, 1ay y kién nhan xét, danh gia vé cac yéu té co ban ctia qua trinh
cung tng dich vu hanh chinh cong, bao gom:

- Pbi voi cac co quan thudc UBND tinh: (1) Vé Thu tuc hanh chinh; (2)
Cong chire (hodc Vién chire) giai quyét cong viée; (3) Két qua cung tmg dich vu
hanh chinh cong; (4) Tiép nhan, giai quyét phan anh, kién nghi.

- D6i v6i cac co quan Trung uong trén dia ban tinh va cap huyén, xa thudc
tinh: (1) Tiép can dich vy hanh chinh céng ctia co quan hanh chinh nha nuéc; (2)
V¢ Thu tuc hanh chinh; (3) Cong chirc (hoac Vién chirc) giai quyét cong viéc; (4)
Két qua cung ung dich vu hanh chinh cong; (5) Tiép nhan, giai quyét phan anh,
kién nghi.

Thu thap ¥ kién gép ¥ ctia ngudi dan, to chirc vé cac nhan dinh, mong doi
va giai phap nang cao chat lugng cung tmg dich vu hanh chinh cong.

Céc tiéu chi danh gia vé to chirc cung ung dich vu ctia cac co quan hanh
chinh nha nudc, mac do hai long cia nguoi dan, to chirc doi1 voi viée cung ung
dich vu cta cac co quan hanh chinh nha nudc gom:

4.1. Tiép can dich vu: danh gia viéc bai tri, sap xép tai tru sé co quan tiép
nhan ho so, tra két qua co bién hiéu, huéng dan rd rang, dé thay? Tru sé co quan
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tiép nhan hd so, tra két qua gon gang, sach s&? Trang thiét bi phuc vu qué trinh
giai quyét thu tuc hanh chinh day du? Trang thiét bi phuc vu qua trinh giai quyét
tha tuc hanh chinh hoat dong tét, dé sir dung?

4.2. Thui tuc hanh chinh: danh gia cac ndi dung vé: Thu tuc hanh chinh duoc
niém yét cong khai tai co quan rd rang, dé hiéu? Thanh phan vé hd so, muc phi/lé
phi tha tuc dang quy dinh? Muc phi/Lé phi duoc yéu cau ndp dung quy dinh?
Thoi han giai quyét tha tuc hanh chinh dung quy dinh?

4.3. Sy phuc vu cia cong chirc, vién chizc: danh gia cac noi dung vé: théi
d6 giao tiép cua cdng chirc, vién chic tiép nhan ho so? Cong chuc, vién chic tiép
nhan hé so cham chu ling nghe cau hoi, ¥ kién; giai thich day du cac y kién;
huéng dan khai hd so dé hiéu; giai quyét cong viéc dung quy dinh? Céng chic,
vién chtc tiép nhan ho so tan tinh gitp d& trong qua trinh giai quyét cong viéc?...

4.4, Két qua cung ung dich v hanh chinh cong: danh gia cac noi dung: Tra
két qua co dung hen khdng? Két qua giai quyét ho so nhan dugc phi hop véi quy
dinh, day du, chinh xéc, cong bang?

4.5. Tiép nhdn va xit Iy cac y kién gop y, phan anh, kién nghi: danh gia cac
noi dung: Co quan cé bé tri hinh thic tiép nhan dé ngudi dan, to chic phan anh,
kién nghi? Nguoi dan, to chicc dé dang gai phan anh, kién nghi dén co quan co
tham quyén xir Iy? Co quan c6 tiép nhan va xu Iy tich cuc céc gop Y, phan anh,
kién nghi? Co quan c6 thong béo kip thoi két qua xur Iy cac y kién gop y, phan
anh, kién nghi?

5. Phuong phap diéu tra, khio sat

Xay dung Bo cong cu khao sat (mau phiéu diéu tra, khao sat) gdm céac ciu
héi c6 san phuong an tra 16i. Noi dung cac cau hoi khao sat phu hop cic tidu chi
tai Quyét dinh s6 2640/QD-BNV ngay 10/10/2017 ctia Bo truong B Noi vu phé
duyét Pé 4n “Po luong sy hai long cia nguoi dan, td chuc dbi véi su phuc vu cua
co quan hanh chinh nha nudc giai doan 2017- 2020

Ap dung phuong phap diéu tra duoc thuc hién dudi hinh thirc phat phiéu
cau hoi dé to chirc, c nhan nghién ctru va tra 101
II. TINH HINH TRIEN KHAI

Pé trién khai khao sat do ludng su hai long cta nguoi dén, to chuc ddi véi
su phuc vu ctia co quan hanh chinh nha nuéc nam 2022, S& N6i vu da ban hanh
Cong van s6 1570/SNV-CCHCVTLT ngay 19/9/2022 dé nghi cac co quan, don
vi, dia phuong cung cép toan bd danh sach cac t6 chirc, ca nhan da thuc hién thu
tuc hanh chinh trong khoang thoi gian tir ngay 01 thang 01 nim 2022 dén ngay
31/8/2022 va ky hop dong diéu tra xa hoi hoc véi Buu dién tinh dé thuc hién phat,
thu phiéu diéu tra xa hoi hoc tai cac dia phuong trén dia ban tinh.



8

1. Phwong phap chon miu, s6 lrgng miu

1.1 Phwong phdp chon méu: Mau khao sat duoc chon ngiu nhién trong sd
nguoi dan, t6 chirc da thuc hién thi tuc hanh chinh trong pham vi thoi gian thuc
hién khao sat tai cac co quan, don vi, dia phuong, cu thé nhu sau:

- Bdi véi co quan cip tinh (co quan Trung wong trén dia ban tinh; co quan
thuoc UBND tinh):

+ Tir 500 giao dich thi tuc hanh chinh tré 1én chon 150 miu diéu tra.

+ T 200 dén dudi 500 giao dich thu tuc hanh chinh chon 100 mau diéu tra.

+ Dudi 200 giao dich thu tuc hanh chinh chon 30 miu diéu tra.

- Déi véi cac huyén, thi xa, thanh phé:

+ DPon vi hanh chinh cép huyén loai I: chon 200 mau diéu tra co giao dich
thu tuc hanh chinh tai Bo phan Mot ctra thuéc UBND cap huyén va 04 don vi cap
x4 dé tién hanh khao sat.

+ Pon vi hanh chinh cép huyén loai II: chon 150 mau diéu tra co giao dich
thu tuc hanh chinh tai Bo phan Mot cira thuéc UBND cap huyén va 03 don vi cap
xa dé tién hanh khao sat.

+ Pon vi hanh chinh cép huyén loai I1I: chon 100 mau diéu tra co giao dich
tai BO phan Mot ctra thudéc UBND cép huyén va 03 don vi cap xa dé tién hanh
khao sat.

DPdi v6i cac co quan, don vi co ) lurong giao dich thi tuc hanh chinh trong
nam nhoé hon s6 luong co mau diéu tra tdi thiéu 30 thi thyc hién diéu tra toan bd
s6 luot giao dich. So luong phiéu diéu tra cu thé c6 thé thay doi theo sb luong thu
tuc hanh chinh phat sinh thyc té cta timg co quan, don vi, dia phuong.

1.2. S6 Iwong mau khdo sat: tong sé lwong phiéu diéu tra, khao sét 12 4.960
phiéu (bao gdm 190 phiéu phc tra).

Quy m6 mau khao sat trong naim 2022 14 4.960 mau, mdi mau khao sat thyc
hién thong qua mot phiéu diéu tra, trong do:

- Céc co quan Trung wong trén dia ban tinh (05 co quan): 470 phiéu;

- Céc co quan chuyén mén thuoc UBND tinh (17 co quan): 1.410 phiéu;
- UBND cac huyén, thi xa, thanh phé: 2.890 phiéu;

- Phuc tra két qua khao sat: 190 phiéu.

2. Trién khai diéu tra xa hdi hoc

2.1. Lwa chon, hwéng din diéu tra vién: diéu tra vién cta cudc khao sat 1a
cac vién chutrc, nhan vién cua Buu dién tinh va Buu dién huyén, xa tai cac dia
phuong va duoc S& Noi vu hudng dan vé nodi dung, phuong phap phat phiéu, thu
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thap thong tin diéu tra x4 hoi hoc. Mdi diéu tra vién dugc cung cap danh sach
chinh thuc, danh séch dy phong, phiéu diéu tra x hoi hoc (do S& Noi vu phat
hanh) va c4c vin ban quy dinh, tai liéu huéng dan thuc hién diéu tra x3 hdi hoc
nam 2022.

2.2. Trién khai diéu tra xi héi hoc: viéc phat, thu phiéu diéu tra xa hoi hoc
do diéu tra vién thuc hién. Diéu tra vién phat phiéu diéu tra xa hoi hoc dén timg
nguoi dan, ngudi dai dién to chic c6 tén trong danh sach mau diéu tra; giai thich
phiéu diéu tra, dé doi tuong diéu tra ty tra 16i; thu phiéu diéu tra. Diéu tra vién
thue hién phat phiéu theo nguyén tic dang ddi twong diéu tra trong danh sach
mau, khong goi ¥ ndi dung tra 10i. Viéc diéu tra thuc hién tir ngay 13/10/2022 dén
ngay 25/11/2022.

2.3. Giao nép, tong hop phiéu diéu tra: két qua thu phiéu cua diéu tra vién
duoc gui vé Buu dién tinh dé phan loai, sap x€p, tong hop so liéu.

3. Kiém tra, giam sat, phiic tra két qua diéu tra xa hoi hoc

3.1 Kiém tra, gidm sdt diéu tra xi héi hoc: S& Noi vu tién hanh kiém tra,
giam sat viéc thuc hién khao sat trén pham vi toan tinh ¢é nam bét tinh hinh trién
khai diéu tra x4 hoi hoc va c¢6 hudng dan, nhac nhd kip thoi dé dam bao viée trién
khai diéu tra x4 hoi hoc dat két qua chinh xéc, day du, khach quan.

3.2. Phiic tra két qud diéu tra xa héi hoc: viéc phuc tra két qua diéu tra xa
ho1 hoc dugc So No1 vu phéi hop voi Uy ban Mt tran T6 quéc Viét Nam tinh,
Hoi Cyu chién binh tinh thuc hién ngau nhién trén danh sach diéu tra xa hoi hoc
do Buu dién di thuc hién (190 phiéu). Két qua phuc tra, giam sat déu dat yéu cau
theo quy dinh. Viéc diéu tra thyc hién tir ngay 09/11/2022 dén ngay 05/12/2022.

4. Két qua thu phiéu diéu tra xa hdi hoc

Do luong sy hai long cua nguoi dan, td chuc dbi véi su phuc vu cua co
quan hanh chinh nha nudc trén dia ban tinh véi tong sd phiéu phat ra 1a: 4.770.
Tong sd phiéu thu vé hop 18 1a: 4.763, dat 99.85%.
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Phan thit hai

KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN,
TO CHUC POI VOI SU PHUC VU CUA CO QUAN
HANH CHINH NHA NUGC NAM 2022

I. CAC CO QUAN THUQC UY BAN NHAN DAN TiNH
1. Su hai long ciia ca nhan, té chire ddi voi dich vu hanh chinh cong

Bing 1: Chi s6 do lwong sw hai long ciia ngueoi ddn va té chirc
doi voi sy phuc vu cua cac co quan thuoc UBND tinh

- Tén co'quan Chi s6 hai long(%)
2022 2021 2020
1 | S& Tu phép 99.33 86.08 82.43
2 | S¢ Thong tin va Truyén thong 97.98 84.48 75.66
3 | S& Noi vu 97.38 90.66 85.28
4 | S& Giao duc va Pao tao 97.37 79.79 77.18
5 | S6 Khoa hoc va Cong nghé 94.22 90.92 81.52
6 |So Cong Thuong 93.59 77.26 75.66
7 | S¢ Vin héa va Thé thao 93.53 84.91 90.10
8 |S& Dulich 90.30 91.86 86.01
9 | S Giao thong van tai 89.06 85.62 78.55
10 | S6 Xay dung 89.03 79.55 79.39
1|3 igf dong - Thuong binhva | g7 4 89.79 65.07
12 |SoY té 87.09 82.52 80.78
13 | S& Tai chinh 86.06 86.06 85.32
14 | S& Tai nguyén va Mbi trudng 85.10 82.58 69.02
15 | S¢ Ké hoach va Pau tu 83.77 80.32 76.31
16 | Ban Quan 1y khu kinh té 83.73 80.41 78.50
17 ﬁgnlg‘?ﬁ%n“ghiép va Phit trién 81.93 71.10 78.58
Gia tri trung binh 90.38 83.76 78.84
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Bing 2: Chi s6 hdi long ciia nguoi dan va t6 chire doi véi sy phuc vu
cua cac co quan thuoc UBND tinh theo cdc noi dung danh gia

Ty 1€ hai long (%)

TT Nhom tiéu chi danh gia
2022 2021 2020
1 | Tiép can dich vu 84.26 80.27
2 | Thi tuc hanh chinh 89.93 77.43 70.28

3 | Su phuc vu cia cong chure, vién chirc 91.93 77.58 72.20

4 | Két qua dich vu 92.88 89.29 85.80

Tiép nhan va xu 1y cac y kién gop v,

phan énh, kién nghi 86.79 | 90.22 | 85.66

Chi sb hai 1ong trung binh nim 2022 cua 17 co quan thuoc UBND tinh dat
90.38%, cao hon két qua khao sat ctia nim 2021 (dat 83.76%). Nam 2022, ¢6
07/17 co quan dat chi s6 hai long cao hon gia tri trung binh (giam 02 co quan so
véinam 2021). Chi s6 do luong su hai long nam 2022 ¢o6 su chuyén bién rd rét vé
vi thtr xép hang cua cac co quan, trong sd ba co quan dimg dau bang nim 2022,
c6 SO Tu phép tang hang véi chi s6 hai 10ng cao nhat 99.33% (nam 2021 dtng vi
tri thtr 5), tiép dén 12 S& Théng tin va Truyén thong (ndm 2021 dung vi thit 9) va
S& Noi vu on dinh ¢ vi tri thir 3 véoi 97.38%. DPing cudi bang, khong co sy thay
d6i vé vi thir xép hang 1a S& Nong nghiép va Phat trién nong thon véi chi s6 hai
long 81.93%, thap hon gia tri trung binh 8.45 diém %.

Chi s hai 1ong ctia cac co quan thuéc UBND tinh nam 2022 c6 két qua
danh gia tich cuc, tdng cao so voi nam 2021; dat gia tri trung binh 90.38% va duoc
chia thanh 02 nhom. Cuy thé: Sé Tu phap, S& Thong tin va Truyén thong, S& Noi
vy, S¢ Giao duc va Pao tao, S& Khoa hoc va Cong ngh¢, S& Cong Thuong, So
Vin hoa va Thé thao, S¢ Du lich nim trong nhom dat diém danh gia chat luong
cung Gng dich vu hanh chinh c6 chi s6 hai 10ng cao nhét dat trén 90.00%; nhém
dat trén 80% gom: S& Giao thong van tai, So Xay dung, S& Lao dong - Thuong
binh va Xa hoi, SO Y té, S& Tai chinh, S& Tai nguyén va Moi truong, S& Ké hoach
va Pau tu, Ban Quan 1y Khu kinh té, S& Nong nghiép va Phat trién nong thon;
khong c6 nhom dat ti 1€ dudi 80%.

Su thay ddi trong danh gia két qua Chi sé hai long ctia nam 2022 d6i véi
cac co quan thudc UBND tinh d6 1a chi s6 hai long yéu té dugce danh gia 04 noi
dung (b6 01 ndi dung la Tiép can dich vu), thay vi 05 ndi dung & nam 2021 va
2020. Tur két qua khao sat nam 2022, cac chi s6 hai long yéu t6 ¢6 su ting giam
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vé gia tri trung binh chung. Cu thé: 03 ndi dung co ty 1& hai long ting cao so vai
nam 2021 gdm: Thi tuc hanh chinh ting 12.50% véi ty 18 hai long cao 89.93%;
Su phuc vu cua cong chirc, vién chuc tang 14,35% véi ty 1€ hai long cao 91.93%;
Két qua giai quyét cong viée ting 3,59% vai ty 18 hai long cao 92.88% va 01 ndi
dung c6 ty 1é giam so voi nam 2021: Tiép nhan va xtr 1y cac ¥ kién gop ¥, phan
anh, kién nghi giam 3.43% véi ty 1& hai long dat 86.79% (trong d6 ty 18 hai long
clia cac ndi dung thanh phan dugc danh gia: dé dang thuc hién gop ¥, gui phan
anh, kién nghi 87.26%, tiép nhan va xir Iy cic gop ¥, phan 4nh, kién nghi 86.36%,
thong bao kip thoi két qua xtr Iy cac ¥ kién gop ¥, phan anh, kién nghi 86.76%).
Qua két qua ghi nhan vé tiéu chi Tiép nhan va xir 1y cac y kién gop ¥, phan anh,
kién nghi tir cudc khao sat, cac co quan can tap trung xur 1y triét dé, kip thoi cac
g6p v, phan anh, kién nghi ctia ngudi dan/to chirc nham dem lai sy hai long mong
doi trong qua trinh giai quyét. Bén canh do, tiéu chi vé Tiép nhan va xu 1y cac y
kién gop ¥, phan anh, kién nghi c6 két qua danh gia giam so v&i nam 2021 vi cac
ndi dung cau hoi cia tiéu chi ndy nam 2022 d3 duoc cai tién bang cac cau hoi cu
thé vé viéc xur Iy cac gop ¥, phan anh, kién nghi khi ngudi dan/td chire gui ¥ kién
va thang do vé mirc do hai long cling da duoc xay dung chi tiét hon ¢ 5 mic do
danh gia. Vi vy, két qua nam 2022 vé tiéu chi Tiép nhan va xu 1y cac ¥ kién gop
¥, phan anh, kién nghi 1a két qua vdi cac ndi dung danh gia mdi so voi nam 2021.
2. Chi s6 hai long theo tirng ndi dung
2.1. Thi tuc hanh chinh

Bing 3: Chi s6 hai long vé thii tuc hanh chinh

Chi sb hai 1ong(%)
TT Tén co quan

2022 2021 2020
1 | Sé Tu phap 98.61 84.17 79.17
2 | So Giao duc va Pao tao 97.22 75.83 65.00
3 | SO Thong tin va Truyén thong 96.67 70.83 62.50
4 | S6 Noivu 93.33 84.17 74.17
5 | So6 Cong Thuong 93.06 72.50 53.33
6 | S& Khoa hoc va Cong ngh¢ 91.30 80.95 72.50
7 | So Xay dung 90.00 70.33 75.50
8 lSlgiLao dong - Thuong binh va Xa 89 17 86.03 52133
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9 ﬁg’né\lt?]%% nghi¢p va Phat trién 89 17 64.00 73.83
10 | S& Vin hoa va Thé thao 88.89 75.00 85.83
11 | S& Tai chinh 88.89 82.50 77.50
12 | Ban Quan ly khu kinh té 87.78 72.50 69.17
13 | S& Tai nguyén va Mbi trudng 87.50 70.83 60.50
14 | S& Giao thong van tai 87.50 82.17 75.83
15 |So Y té 86.39 77.33 73.50
16 | S¢ Ké hoach va Pau tu 83.33 73.00 68.33
17 | S& Du lich 80.00 94.17 75.83

Gid tri trung binh 89.93 77.43 70.28

Luu y: Truong hop cdc co quan cé két qua Chi sé hai long ngang diém
nhau thi co quan co ty Ié Rat hai long cao hon dwoc xép trudc.

Ty 18 hai 1ong vé thi tuc hanh chinh nam 2022 dat 89.93%, ting so voi nam
2021 (dat 77.43%); nam 2020 (dat 70.28%). Trong d6: ty 1& hai 1ong cao nhat
98.61% la S& Tu phap va thap nhat 1a 80.00% cta S¢ Du lich; cac co quan hanh
chinh c6 cuing chi sd hai 10ng, co quan hanh chinh nao ¢6 ty 1& danh gia “Rat hai
10ng” cao hon thi dting & vi tri cao hon. Tir két qua nay, cho thiy céc co quan da
chu trong trong viéc xdy dung quy trinh giai quyét thil tuc hanh chinh, quy trinh
ndi bo va cac quy trinh phdi hop gitip nguoi dan/to chic thuan tién, nhanh chong
hon trong qua trinh giai quyét. Su thay d6i tich cuc ndy dugc thé hién qua cam
nhan danh gia ciia nguoi dan vé cac van dé ctia ndi dung Thi tuc hanh chinh:
Thanh phan hd so duoc yéu cau ndp dung quy dinh dat ty 1 90.52%; Mirc phi/lé
phi dugc yéu cau ndp 1a dang quy dinh dat ty 1& 88.75%; Thoi han giai quyét thu
tuc hanh chinh la ding quy dinh dat ty 1¢ 90.52%.

2.2. Su phuc vu cia cong chire, vién chire

Bdng 4: Chi s6 hai long vé sy phuc vu cua cong chire, vién churc

Chi s6 hai long(%)

TT Tén co quan
2022 2021 2020
1 | So6 Tu phép 98.69 76.67 71.11
2 | S& Gido duc va Bao tao 98.45 77.78 62.22
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3 | S& Noivu 96.19 90.00 83.33

g | 9 Massg i v Tty 95.24 83.33 68.89
thdng

5 |S& Cong Thuong 94.40 64.44 68.89

5 | o gy e (Lo 93.17 87.30 78.89
ngh¢

7 | S& Tai chinh 92.86 80.00 85.56

8 | S& Vin hoa va Thé thao 91.90 80.00 86.67
S¢ Lao dong - Thuong

SN o hoi 91.19 83.33 64.44

10 | Ban Quan ly khu kinh té 90.48 76.67 65.56

11 | S& Du lich 89.52 90.00 77.78

12 | S& Xay dung 89.52 66.22 70.67

13 | SO Y té 89.29 72.22 74.22

14 | S& Giao thong van tai 89.05 74.00 69.11

15 | S0 Nong nghiép va Phat 88.57 63.11 72.00
trién nong thon

16 | SO Tainguyen va Moi 88.21 82.67 58.44
truong

17 | S& Ké hoach va Pau tu 86.07 71.11 69.56
Gia tri trung binh 91.93 77.58 72.20

Luu y: Trieong hop cdc co quan cé két qua Chi sé hai long ngang diém
nhau thi co quan co ty Ié Rat hai long cao hon dwoc xép truoc.

Ty 1¢ hai 10ng vé su phuc vu cta cong chire, vién chirc truc tiép giai quyét
thil tuc hanh chinh nam 2022 ting dang ké, dat ty 18 91.93%, tang so véi nam
2021 (dat 77.58%), nam 2020 (dat 72,20%). Gia tri trung binh tang nam 2021 so
vo1 ndm 2020 chi dat khoang 3%, qua nam 2022 gia tri trung binh nay tang cao
14.35% cho théy su chuyén bién 1o rét vé su phuc vu cua cong chtrc, vién chuc
truc tiép giai quyét thu tuc hanh chinh cho nguoi dan/té chirc. Két qua danh gia
chung vé su phuc vu cua cong chitrc, vién chiic co ty 1€ danh gia cao trén 90% la
10/17 co quan hanh chinh, cac co quan con lai déu dat ty 1¢ hai long trén 80%,
khong co6 mirc danh gia 70% hay thap hon nhu cac nam trude. Khi duoc hoi sau
hon vé su phuc vu ctia céng chirc vién chire tryc tiép giai quyét thu tuc hanh chinh
cho nguoi dan/to chirc, két qua ghi nhan: thai d6 giao tiép lich sy 88.75%; chim
chu ling nghe cau hoi, ¥ kién 92.23%; tra 1oi, giai thich day du cac cau héi, y kién
91.95%; hudng dan ké khai hd so dé hiéu 91.61%; hudng dan Ong/Ba ké khai hd
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so mot 1an 13 c6 thé hoan thién ho so 90.36%; giai quyét cong viéc theo dang quy
dinh 92.10%; tan tinh giup d& trong qua trinh giai quyét cong viéc 92.39%. Sy cai
thién vé chat lugng phuc vu cua cong chire, vién chire tai Trung tdm Phuc vu hanh
chinh cong va Bo phan Tiép nhan va Tra két qua gop phan cai thién tam 1y cua
ngudi dan/to chirc ddi véi hinh anh can b nha nude.
2.3. Két qua dich vu
Bing 5: Chi s6 hai long vé két qua dich vu

> A e 3N 0
T Tén co quan Chi s0 hai long(%)
2022 2021 2020
j || S ity G e Myt 100.00 90.22 89.11
thong
2 | S& Noi vu 100.00 90.22 89.11
3 | S& Tu phap 100.00 90.22 89.11
4 | S& Gido duc va Pao tao 97.50 90.22 89.11
5 | S¢ Tai chinh 95.83 90.22 89.11
6 | S6 Cong Thuong 94.58 85.56 78.89
7 | Sé Van hoa va Thé thao 93.33 90.00 92.22
g | S0 Khoahocva Cong 92.39 96.83 86.67
nghé
9 | Sé Dulich 91.67 93.33 94.44
S¢ Lao dong — Thuong
10 | pi v xa hoi 90.83 96.73 73.11
11 | S¢ Xay dung 90.63 89.78 81.56
12 | So Y té 90.63 88.22 86.44
13 | Ban Quan ly khu kinh té 90.00 86.67 87.78
14 | SO Nong nghiCp va Phat 89.38 81.11 86.00
trién nong thon
15 | S& Ké hoach va Pau tu 87.92 87.33 82.89
16 | S0 Tainguyén va Mo 87.29 84.44 74.44
truong
17 | S& Giao thong van tai 87.08 91.11 88.44
Gia tri trung binh 92.88 89.29 85.80

Luu y: Truong hop cdc co quan cé két qua Chi sé hai long ngang diém
nhau thi co quan co ty ¢ Rat hai long cao hon dwoc xép truoc.
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Gia tri trung binh hai long ctia nguo1 dan dat 92.88%, tang so v&i nam 2021
(dat 89,29%), nim 2020 (dat 85,80%) vé két qua cung tmg dich vu hanh chinh
cong duge cho 13 phu hop voi quy dinh, c6 thong tin ddy du, chinh x4c, dam bao
tinh cong bang. Panh gia chung vé két qua giai quyét cong viée tai cac co quan
thuoc UBND tinh, c6 mirc danh gia cao nhit trong cac ndi dung danh gia cua chi
s6 hai 1ong, déu nhan duoc trén 87.08% sb y kién danh gia hai long cua nguoi
dan, to chtrc d6i vai két qua giai quyét cong viéc. Trong do: ty 1é duoc danh gia
tuyét d6i 100% ctia S Thong tin va Truyén thong, S& Noi vu, S& Tu phap; co
10/17 co quan dat chi s6 hai 1ong trén 90%: Ban Quan 1y khu kinh té; cac co quan
con lai dat khoang 87% chi s6 hai long vé ndi dung danh gia két qua giai quyét
cong viéc.

Dbi v6i cac ndi dung duge hoi, ngudi dan/td chire danh gia chung cho céc
co quan thuoc UBND tinh véi ty 18 hai long rat cao: vé két qua giai quyét ho so
pht hop véi quy dinh 92.13%, vé két qua giai quyét hd so co thong tin day du
93.50%, vé két qua giai quyét hd so co thong tin chinh xac 93.76%, vé két qua
giai quyét hd so dam bao tinh cong bang 92.13%. Nhin chung, cic co quan duoc
danh gia rat hai long vé két qua dich vy, hau hét mirc do danh gia ting cao so véi
nam 2021, chi ¢c6 04 co quan gidm nhe nhu S¢ Khoa hoc va Cong ngh¢, So& Du
lich, S& Lao dong — Thuong binh va Xa hdi, S& Giao thong van tai.

2.4. Tiép nhan va xir Iy cac y kién gép y, phan anh, kién nghi
Bing 6: Chi s6 hdi long vé tiép nhdn va xik Iy phdan dnh, kién nghi

Chi s6 hai 1ong(%)
TT Tén co quan

2022 2021 2020
1 tsh%géléng IV QN 100.00 92.22 84.44
2 Eghlé(hoa hoc va Cong 100.00 100.00 8556
3 | Sé Noivu 100.00 94.44 91.11
4 | S&Dulich 100.00 91.11 90.00
5 | S¢ Vin hoa va Thé thao 100.00 92.22 97.78
6 | Sé Tu phap 100.00 92.00 90.22
7 | S& Gido duc va Pao tao 96.29 81.11 92.22
8 | Sé Giao thong van tai 92.59 92.67 79.78
9 | Sé Cong Thuong 92.31 87.78 76.67
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Chi sb hai long(%)
TT Tén co quan
2022 2021 2020

10 | S6¢ Xay dung 85.96 90.22 84.44
11 | SO Y té 82.05 91.11 88.00
12 | S& Ké hoach va Pau tu 77.78 88.67 83.56
13 | 9 Tainguyén va Mol 77.38 92.00 77.56

truong

S¢ Lao dong — Thuong
14 | X hoi 77.19 94.44 73.33
15 | S& Tai chinh 66.67 93.33 92.22
16 ?éan Quan 1y khu kinh 66.67 82.22 83.33

S& Nong nghiép va
17 Phat trién nong thon 60.61 8.2 86.00

Gia tri trung binh 86.79 90.22 85.66

Luu y: Truong hop cdc co quan cé két qua Chi sé hai long ngang diém
nhau thi co quan co ty Ié Rat hai long cao hon dwoc xép trudc.

Panh gia d6i vai két qua tiép nhan va xir Iy cac y kién gop y, phan anh, kién
nghi ctia ¢4 nhan/to chirc ndp ho so truc tiép tai noi tiép nhan, giai quyét cac cong
viéc hanh chinh hodc c4 nhan/td chic nop hd so truc tuyén trén céng thong tin
dién tur ctia cac co quan hanh chinh trén dia ban tinh trung binh nhan dugc 86.79%,
gidm so v&i ndm 2021 (dat 90.22%), tang so v&i nam 2020 (dat 85,66%).

Két qua ctia cudc khao sat ghi nhan, chi khoang 13.4% nguoi dan/to chirc
c6 v kién gop y, phan anh, kién nghi dén cac co quan thuéc UBND tinh. Panh gia
chung cac co quan trong viéc tiép nhan va xir Iy cac y kién gop ¥, phan anh, kién
nghi c6 su chénh 16ch rd rét khi ngudi dan tra 101 vé sy hai 10ng. Cu thé: 6/17 co
quan dat ty 1& hai long tuyét d6i 100% khi giai quyét cac y kién gop v, phan anh,
kién nghi clia c4 nhan/té chirc gom S& Khoa hoc va Cong nghé, S¢ Noi vu, S¢
Thong tin va Truyén thong, S& Van hoa va Thé thao, S& Tu phap, S& Du lich;
3/17 co quan dat ty 1& hai long cao trén gia tri trung binh chung cua tinh gdm S&
Gido duc va Pao tao, S6 Giao thong van tai, S& Cong Thuong; cac co quan con
lai ngudi dan/td chirc danh gia su hai long chi tir khoang 60% dén 85%.
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Nhém céc co quan ¢6 Chi sd hai 1ong vé tiép nhan va xt Iy phan anh, kién
nghi thap hon gi4 tri trung binh dugc danh gia tir cdc ndi dung co ty 1€ hai long
chua cao:

+ D@ dang thyc hién gop y, phan anh, kién nghi: SO Y té 84.62%, S¢ Xay
dung 84.21%, So Tai nguyén va Mai trudng, S Nong nghiép va Phat trién nong
thon cung ty 1€ 78.57%, S& K& hoach va Pau tu 77.78%, S& Lao dong — Thuong
binh va X& hoi 73.68%, S& Tai chinh va Ban Quan 1y khu kinh té cing ty 18
66.67%.

+ Co quan tiép nhan va xur 1y tich cuc cac gdp ¥, phan anh, kién nghi: S&'Y
té 80.77%, So Lao dong — Thuong binh va Xa hoi 78.95%, S¢ Ké hoach va Pau
tu 77.78%, S¢ Tai nguyén va Moi truong 75%, S¢ Tai chinh va Ban Quan 1y khu
kinh té cung ty 1& 66.67%, S& Nong nghiép va Phat trién nong thén ty 16 59.09%.

+ Co quan c6 thong béo kip thoi két qua xur 1y cac y kién, gop y, phan anh,
kién nghi: S& Xay dung 84.21%, So'Y té 80.77%, S& Lao dong — Thuong binh
va X4 hoi 78.95%, S¢ Tai nguyén va Mai trudng 78.57%, S¢ Ké hoach va Pau
tu 77.78%, S& Tai chinh va Ban Quan 1y khu kinh té cung ty 18 66.67%, S¢ Nong
nghiép va Phat trién nong thén 54.55%.

Bén canh nhiing danh gia trén ghi nhan tir cam nhan cta ngudi dan/to chirc,
tiéu chi vé Tiép nhan va xir Iy cac ¥ kién gop y, phan anh, kién nghi c6 két qua
thay d6i giam so voi ndm 2021 vi cac ndi dung cdu hoi cua tiéu chi nay nam 2022
cu thé vé viée giai quyét, xtr Iy kip thoi cia nguoi dan/td chire khi gui gop ¥, phan
anh, kién nghi, mat khac, thang do vé murc do hai long duoc xay dung chi tiét hon
& 5 muc d6 danh gia cling da lam thay d6i két qua so v4i nam 2021.

I1. UY BAN NHAN DAN CAC HUYEN, THI XA, THANH PHO

1. Sw hai long ciia ca nhén, to chirc d6i véi dich vu hanh chinh cong

Bing 7: Chi s6 do lwong sw hai long ciia nguoi ddn va té chirc
doi voi su phuc vu cua UBND cdc huyén, thi xd, thanh pho

Chi s6 hai long (%)
UBND huy¢n, thi
i x4, thanh phd

2022 2021 2020
1 | Vinh Thanh 94.97 97.10 73.85
2 | Van Canh 94.32 74.87 67.37
3 | AnLdo 91.51 87.36 89.79
4 | Tay Son 88.08 85.66 74.38
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Chi s6 hai long (%)

T UBND b
2022 2021 2020
5 | Hoai Nhon 87.60 79.41 77.22
6 |Phu Cat 86.95 75.18 77.63
7 | Phu My 86.83 74.69 68.41
8 | Hoai An 84.51 77.92 80.12
9 | An Nhon 82.44 72.84 74.92
10 | Quy Nhon 80.47 83.24 78.40
11 | Tuy Phudc 78.11 82.01 67.37
Gia tri trung binh 86.89 80.94 75.18

Chi s6 hai 1ong ndm 2022 caa UBND céc huyén, thi xa, thanh phé co gia
tri trung binh 1a 86.89%, tang 5.95% so v6i nam 2021 (dat 80.94%), ndm 2020
(dat 75,18%). Nam 2022 c6 06/11 dia phuong dat chi sb hai long cao hon gia tri
trung binh; trong d6 c6 02 dia phuong duy tri vi tri xép hang trong nhom dung
dau bang gom Vinh Thanh, An Lao; ndi bat 1a sy ting hang ciia Van Canh ting
19.45%, dtng vi tri tha 2 (ndm 2021 dtng vi tri thtr 9) va lan luot Hoai Nhon
ding vi tri thir 5 (nam 2021 ding vi tri tha 6), Phu Cat dung vi tri thr 6 (nam
2021 dtng vi tri thir 8) va Phu My ding vi tri thir 7 (ndm 2021 dtng vi tri thir 10).

Nhom céc dia phuong c6 chi s6 hai 1ong dudi gia tri trung binh, tut hang,
giam diém so v&i nam 2021. Trong do, chi s6 hai long giam sau nhat 1a Tuy Phudc
giam 3.9% dung vi thir cudi bang (ndm 2021 dung vi thit 5), tiép dén 1a Quy Nhon
giam 2.77% dtng vi thtr 10 (ndm 2021 dung vi tht 4), Hoai An dimg vi thir 8
(nim 2021 dtng vi thir 7), An Nhon da c6 sy cai thién vé chi s6 hai long so voi
nam 2021 tuy nhién két qua cta ngudi dan/td chirc ddnh gia van dudi gia tri trung
binh chung cua tinh.

Nam 2022, nhom dung dau bang xép hang thudc vé 03 huyén mién nui:
Vinh Thanh, Van Canh, An Lao, trong d6, viéc duy tri nhom ding dau bang ctua
Vinh Thanh, An Lao va sy vuon 1én ctia Van Canh thong qua cac danh gia khao
sat ctia ngudi dan/td chiic & 05 tiéu chi danh gia déu dimg vi thir cao. Két qua nay
cho théy su nd luc trong lanh dao, chi dao quyét li¢t cong tac cai cach hanh chinh,
viée dau tu déng bo trang thiét bj tai Trung tdm Phuc vu hanh chinh céng va B0
phan tiép nhan va tra két qua tir cAp x4 dén cap huyén cia cac dia phuong. Bén
canh d6, qua thong ké co6 thé thdy cac huyén mién nui, tong s6 ho so tiép nhan
giai quyét thu tuc hanh chinh phét sinh trong giai doan thuc hién khao sat cia cac
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dia phuong nay trén tat ca cac linh vuc (Xay dung, Pang ky kinh doanh, P4t dai,
Tu phép, Lao dong, Thuong binh va X& hoi...) khong qua nhiéu: Vinh Thanh
(9.294 ho so, trung binh giai quyét 1.162 hd so/thang), Van Canh (19.357 hd so,
trung binh giai quyét 2.419 hd so/thang), An Lio (14.567 hd so, trung binh giai
quyét 1.820 hd so/thang), véi mat do hd so trén s& khong gay ap luc 16n dén can
b, cong chirc, vién chire giai quyét ho so, tir d6 nang cao chat lugng xtr 1y timg
ndi dung thu tuc hanh chinh khi dugce nguoi dan/td chic yéu cau giai quyét. Ngoai
ra, d6i twong duoc chon khao sat ngdu nhién trong thoi gian nay khong ghi nhin
truong hop gop ¥, phan anh, kién nghi & huyén Vinh Thanh; huyén Van Canh
(01/190 trudong hop) va An Lio (03/190 truong hop) co gop ¥ khi giai quyét tha
tuc hanh chinh vé Chimng thuc hd so va tat ca cac gop ¥ ndy déu duoc danh gia
hai long, rat hai 1ong sau khi dugc co quan tiép nhan va xir 1y giai quyét kip thoi.

Bing 8: Chi s6 hai long ciia nguoi ddn va 16 chirc doi voi si phuc vu

cua UBND cac huyén, thi xd, thanh pho theo cac noi dung danh gia

Ty 1€ hai long (%)
TT Nhoém tiéu chi danh gia
2022 2021 2020
1 | Tiép can dich vu 91.19 79.99 74.33
2 | Thu tuc hanh chinh 91.33 76.76 69.23
g | Suphuc vu ctia cong chirc, 91,59 7490 | 65380
vién chuc
4 | Két qua dich vu 73.63 85.90 82.36
5 | Tiép nhan va xurly cdc y kién 78.07 87.13 | 84.15
g6p V, phan anh, kién nghi

Két qua chi s6 hai 1ong cac ndi dung danh gid nam 2022 ¢ su chénh léch
gilta qua trinh tiép nhan, phuc vu cta can bg, cong chirc, vién chure thyc hién giai
quyét thu tuc hanh chinh dugc danh gia hai long cao so v6i ndm 2021, tuy nhién
su hai 10ng ctia ca nhan/td chie vé két qua giai quyét va viée xir Iy cac ¥ kién, gop
¥, phan anh, kién nghi c6 chi s6 thdp hon so v&i nim 2021. Diéu nay cho thay céac
dia phuong di trién khai nhiéu cach thirc dé nang cao chat lugng cung ung dich
vu hanh chinh cong, ddi méi phuong thuc tiép can dich vy, r0 rang, cong khai dz‘iy
du cac thong tin quy dinh tha tuc hanh chinh va cai thién nang cao chét luong
phuc vu ciia d6i ngii can bd, cong chire, vién chuc khi truc tiép giai quyét thu tuc
hanh chinh cho nguoi dan/td chirc. Mic du d3 c6 su nd luc cai thién trong cac tiéu
chi: Tiép can dich vy, Thu tuc hanh chinh, Sy phuc vu cta cong chirc, vién chirc;
tuy nhién cdc tiéu chi con lai chwa dugc danh gia cao. Do d6, cac dia phuong can



chu trong hon nita trong viéc cung cap thong tin vé két qua giai quyét ho so, xir
Iy triét dé cac y kién gop ¥, phan anh, kién nghi. Pam bao tinh cong bang trong
két qua giai quyét, cung cap cac thong tin chinh xac, ddy du, phu hop voi quy dinh
d6i voi cac trudng hop nguoi dan/td chire tra lai két qua dé tiép tuc bo sung hd so
giai quyét thu tuc hanh chinh, giai thich rd rang va c6 hudng dan cu thé dé ngudi
dan/t6 chirc hiéu rd va cé thu xin 161 ddi v6i trudng hop bi tré hen. Hon nita, nam
2022, tiéu chi Két qua dich vu, tiéu chi Tiép nhan va xur 1y cac ¥ kién gop v, phan
anh, kién nghi da co su d6i méi vé cac cau hoi khao sat nguoi dan/td chue cu thé,
chi tiét va di sdu hon trong ndi dung danh gia cua timg tiéu chi va thang d6 ciing
duoc cu thé hon nén cam nhan cta nguoi dan danh gia chi tiét va co sy thay doi

so vo1 nam 2021.
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2. Chi s6 hai long theo tirng ndi dung

2.1. Tiép can dich vu

Bing 9: Chi s6 hai long vé tiép cdn dich vu

- | UBND huyén, Chi s6 hai long (%)
thi xa, thanh pho

2022 2021 2020
1 | Vinh Thanh 99.86 96.53 88.32
2 | Van Canh 97.00 75.16 66.95
3 | Hoai Nhon 93.13 78.81 73.69
4 | Phu M§ 93.05 71.25 66.56
5 | Tay Son 91.77 84.33 63.83
6 |Hoai An 91.46 77.67 79.08
7 | An Lo 90.79 96.32 95.26
8 | Phu Cat 90.31 71.25 78.94
9 | AnNhon 88.20 68.13 69.92
10 | Quy Nhon 83.98 79.44 75.94
11 | Tuy Phudc 83.54 81.00 59.17
Gia tri trung binh 91.19 79.99 74.33

Két qua danh gia ctia nguoi dan/td chic vé Tiép can dich vu ting 11.2% so
v6i nam 2021, trong d6 Vinh Thanh duy tri ding dau bang xép hang va ndi bat
nhat 1a Van Canh ting 21.84%, dimg vi tri thir 2 (ndm 2021 dtng vi tri thi 8);
Hoai Nhon tang 14.31%, dung vi tri thir 3 (nam 2021 dung vi tri tha 6); Phu My
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tang 21.8%; dung vi tri thi 4 (nam 2021 dtmg vi tri thir 9); 1an luot cac dia phuong
d3 c6 sy cai thién rd rét vé két qua chi s hai 1ong va tang nhe trong vi thir xép
hang nhu: Hoai An tang 13.78%, dung vi tri th 6 (ndm 2021 dung vi tri tha 7),
Phu Cat tang 19.06%, dung vi tri thir 8 (ndm 2021 dang vi tri thir 10), An Nhon
tang 21.07%, dtmng vi tri thir 9 (nam 2021 dung vi tri thr 11). Cac dia phuong
khac chi sb hai long vé nodi dung nay ting diém tuy nhién vi tri xép hang c6 thay
d6i giam nhu Tay Son, Quy Nhon, Tuy Phudc; duy nhat An Lo giam 5.54%,
ding vi thir 6 (nam 2021 ding vi tri tha 2).

Bang xép hang vé ndi dung nay co su thay doi hau hét cac vi thir xép hang,
cac dia phuong xép hang nam 2021 nim nhém dudi di nd luc bat pha vuon 1én &
vi tri cao hon, dong thoi diém chi sé caa 10/11 dia phuong dong loat tang cao so
vO1 nam trudc. Qua két qua khao sat, thé hién sy chuyén bién déng bo va nd luc
trong tiép can dich vu, bé tri day du trang thiét bi, thuan loi, tién nghi khi nguoi
dan/td chire dén thuc hién giai quyét thi tuc hanh chinh. Cac dia phuong da tap
trung, quan tam dén cong tac tiép nhan hd so, diéu kién tru so, trang thiét bi phuc
vu ngudi dan, to chirc nham dam bao gitp ngudi dan, t6 chirc thoai mai, d& dang,
nhanh chong trong giai quyét cong viéc

2.2. Thu tuc hanh chinh
Bing 10: Chi 56 hai long vé thii tuc hanh chinh

11 | UBND huyén, Chi 50 hai long (%)
thi x4, thanh pho 2022 2021 2020
1 | Vinh Thanh 100.00 97.24 65.13
2 | Van Canh 97.81 68.16 62.89
3 | AnLio 96.32 81.71 88.95
4 | Phu M§ 93.56 72.73 62.27
5 | Hoai An 91.58 74.17 76.77
6 | Hoai Nhon 90.75 76.80 72.50
7 | Phu Cat 90.19 71.63 70.86
8 | Tay Son 89.83 79.38 67.08
9 | AnNhon 87.88 67.03 66.77
10 | Tuy Phudc 83.58 76.15 55.52
11 | Quy Nhon 83.13 79.38 72.81
Gia tri trung binh 91.33 76.76 69.23

Chi sb hai long vé thu tuc hanh chinh nam 2022 dat 91.33%, tang 14.57%
so voi nam 2021 (dat 76,76%), tang so véi nam 2020 (dat 69,23%). Trong do: chi
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s6 hai long dat gi tri tuyét d6i 100% ciia Vinh Thanh, duy tri trong nhom dimng
dau 1a An Lio tang 14.6%; Van Canh tiép tuc vuon 1én xut sic & vi tri thir 2, tang
29.65% so v6i nam trudc (nim 2021 dimg vi tri thir 10); Phu My va Hoai An ciing
da tang vi thu Xép hang lan luot vi tri thtt 4, thit 5 so véi nam trude. Nhom cac dia
phuong c6 két qua dudi gia tri trung binh tuy nhién ciing nhin thiy rd diém chi sb
tang cao khoang tir 83% dén hon 90% thay vi so voi nam trude chi khoang 67%-
76%. Tir két qua danh gia ctia nguoi dan/ to chirc, cho thiy cac co quan di chi
trong cac ndi dung lién quan dén quy dinh thu tuc hanh chinh, céng khai thi tuc
hanh chinh thudc thim quyén giai quyét cua don vi tai B6 phan mot cira va trén
trang thong tin dién tir; dac biét da don gian cac biéu mau, to khai trong hd so
TTHC; rat ngan thoi gian giai quyét cac trinh ty tha tuc hanh chinh gitp ngudi
dan khong di lai nhiéu lan dé giai quyét TTHC; nhimg thay doi tich cuc nay da
tao diéu kién thuan loi cho cong dan/td chire khi dén giao dich.

2.3. Su phuc vu cua cong chire, vién chire

Bang 11: Chi so6 hai long vé sy phuc vu cua cong chire, vién chirc

Chi s hai long

Il thliJEz“ll\l ?hle‘:zié;l,lé =
T 2022 2021 2020
1 | Vinh Thanh 100.00 94.74 44.74
2 | Van Canh 08.44 65.96 65.26
3 | Hoai Nhon 94.15 69.69 68.44
4 | Hoai An 91.90 71.11 72.36
5 | Tay Son 91.37 81.25 71.81
6 |PhuMy 91.25 67.60 61.35
7 | An Lo 91.20 83.86 68.77
8 |Phu Cat 88.75 69.02 68.96
9 | Quy Nhon 87.77 80.00 71.04
10 | An Nhon 87.50 65.52 70.97
11 | Tuy Phudc 85.18 75.14 60.14
Gia tri trung binh 91.59 74.90 68.80

Chi s6 hai 1ong vé sy phuc vu ctia cong chirc, vién chirc truc tiép giai quyét
thu tuc hanh chinh nam 2022 dat 91.59%, tang 16.69% so v&i nam so véi nam
2021 (dat 74.9%), nam 2020 (dat 68.80%). Chi s6 hai 1ong vé sy phuc vu clia cong
chire, vién chirc c6 gia tri trung binh cao nhat trong cac chi sé hai long, dong thoi
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ty 1& chung ciia cac dia phuong ciing tang rd rét thé hién & nhoém 4/11 dia phuong
c6 chi s6 hai long cao hon gia tri trung binh va 04 dia phuong nay di co két qua
vuot troi so véi nam 2021, cu thé: Vinh Thanh duy tri ¢ vi tri dau bﬁng voi ty 1€
hai 10ng tuyét d6i 100%; tiép dén 1a Van Canh ting 32.47%, dung vi tri tha 2
(nam 2021 dtmg vi tri thir 10 ); Hoai Nhon tang 24.46%, dtng vi tri thir 3 (ndm
2021 dung vi tri thir 7); Hoai An tang 20.79%, dtng vi tri th 4 (nam 2021 dting
vi tri thir 6).

Nhoém cac dia phuong dudi gid tri trung binh chung cua tinh, tuy vay, chi
s6 hai long cua ting dia phuong ting (khoang tir 85% dén hon 91%) so v6i nim
2021 (khoang tir 65% dén 71%). Su chénh 1éch khoang cach giita diém chi 6
trong 02 ndm qua, ghi nhan cac dia phuong da chuyén bién manh mé, nd luc cai
thién thai do phuc vu ctia cong chirc, vién chirc tai b phan tiép nhan hd so.

2.4. Két qua dich vu

Bing 12: Chi s6 hai long vé két qua dich vu

Chi s hai long

Il thliJEfll\l [t)hl‘z:zlylé;ﬁé =
P 2022 2021 2020
1 | Vinh Thanh 80.00 08.77 84.39
2 | An Lo 79.26 90.35 98.60
3 | Van Canh 78.33 79.47 66.14
4 | Hoai An 73.50 80.56 84.72
5 | Hoai Nhon 73.06 83.54 86.88
6 |Phu Cat 72.44 82.15 85.63
7 | Tay Son 72.42 92.92 82.36
8 | Phu My 71.75 81.25 76.35
9 | AnNhon 71.06 80.94 83.06
10 | Tuy Phudc 70.50 87.78 72.08
11 | Quy Nhon 67.63 87.19 85.73
Gia tri trung binh 73.63 85.90 82.36

Chi s6 hai long vé két qua cung tGng dich vu hanh chinh cong dugc ngudi
dan/td chuc danh gia thap hon so véi nam 2021, giam 12.27%. Cac dja phuong
c6 ty 1& hai 1ong chi khoang tir 67% dén 80%, nhom c6 chi s hai 1ong cao hon
gia tri trung binh chi ¢6 3/11 dia phuong voi gia tri 1an lugt Vinh Thanh duy tri vi
tri dimg dau voi 80%; An Lio tang 1én vi tri thir 2 vdi 79.26%; su thang hang vurot
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bac 1a Van Canh vuon [én vi tri thir 3 (ndm 2021 dung vi tri 11).

Két qua tai cudc diéu tra nam 2022, ghi nhan van con nhiéu trudng hop khi
nguoi dan/td chirc dén thuc hién giai quyét thyc hién thi tuc hanh chinh vin phai
di lai nhiéu 1an do b6 sung ho so nhu cac linh vyc: bang ky kinh doanh, Béo tr¢
xa hoi, Xay dung, DAt dai nén cam nhan cta nguoi dan khong duge danh gia cao
& ndi dung nay. Bén canh d6, nim 2022, tiéu chi Két qua dich vu c¢6 cac cau hoi
danh gia sdu hon vé cac noi dung lién quan dén thong tin ddy du, chinh xac, cong
bang trong hd so két qua thu tuc hanh chinh va thang do vé& murc d6 hai 10ng ciing
da dugc xay dung chi tiét hon & 5 mirc do danh gid. Vi vay, muc do do luong cam
nhan ctia nguodi dan/td chtrc duoc danh gia sat hon, cu thé hon so v&i nam 2021.
Qua ty 18 dénh gia cua ngudi dan/to chire, cac dja phuong can quan tim, chd trong
hon nita, ddm bao tinh cong bang cung cip cac thong tin chinh xac, ddy du, phu
hop véi quy dinh khi tra két qua ho so; giai thich rd rang va c6 hudng dan cu thé
dé ngudi dan/to chire hiéu 16 d6i vai cac trudng hop tra lai két qua dé tiép tuc bd
sung ho so va co thu xin 18i d6i véi truong hop bi tré hen.

2.5. Tiép nhén va xir Iy cac ¥ Kién gép ¥, phan anh, kién nghi
Bing 13: Chi s6 hai long vé tiép nhdn va xit Iy phdn dnh, kién nghi

Chi s6 hai long

Il thLiJE;\I It)hl‘;z{légﬁé o
T 2022 2021 2020
1 | Vinh Thanh 100.00 98.25 86.67
2 | AnlLio 100.00 84.56 97.37
3 | Van Canh 100.00 85.61 75.61
4 | Tay Son 95.00 90.42 86.81
5 | Phu Cét 93.06 81.82 83.75
6 | Hoai Nhon 86.90 88.23 84.58
7 | Phu My 84.57 80.63 75.52
8 | Quy Nhon 79.82 90.21 86.46
9 | An Nhon 77.56 82.60 83.89
10 | Hoai An 74.11 86.11 87.64
11 | Tuy Phuéc 67.74 90.00 77.36
Gia tri trung binh 78.07 87.13 84.15

Luu y: Truong hop cdc co quan cé két qua Chi so hai long ngang diém
nhau thi co quan co ty Ié Rat hai long cao hon dwoc xép trudc.
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Panh gia d6i v6i két qua tiép nhan va xu 1y cac y kién gop ¥, phan anh, kién
nghi ctia c4 nhan/to chirc ndp ho so truc tiép tai noi tiép nhan, giai quyét cac cong
viéc hanh chinh hodc c4 nhan/td chuc ndp hd so truc tuyén trén céng thong tin
dién tur ciia cac huyén, thi xa, thanh phé trung binh nhan duogc 78.07%, giam so
voi ndm 2021 (dat 87.13%), ndm 2020 (dat 84.15%).

Két qua ctia cudc khao sat ghi nhan, chi khoang 12.63% nguoi dan/td chirc
ctia cac dia phuong c6 ¥ kién gop v, phan anh, kién nghi. Trong do, ty 1& nguoi
dan/t6 chirc da timg gop ¥, phan anh, kién nghi cao nhat 1a An Nhon véi 36.56%,
tiép theo 12 Phit My v&i 35.94%, thip nhét 1a Van Canh 0.53%. Sy hai long trong
giai quyét cac y kién gop ¥, phan anh, kién nghi dugc danh gia kha chénh léch ¢
cac dia phuong c6 nguoi dan/t6 chirc tham gia thyuc hién, cu thé: Vinh Thanh, An
L3o va Véan Canh c6 chi sb hai long cao nhat dat 100%, tiép dén 1a cac dja phuong
c6 chi s6 hai long trén 90% (Tay Son, Phu Cat); dia phuong dat khoang 84% dén
hon 86% (Hoai Nhon, Phu MY¥), cac dia phuong con lai chi dat & mtc ty 1€ ctia
70% (Quy Nhon, An Nhon, Hoai An); va cudi cung 1a Tuy Phudc c6 chi sb hai
10ng thap nhat 1a 67.74%. Tir két qua Bang 13, c6 thé thay su chénh 1éch gitta cac
dia phuong dem lai sy hai 10ng cho ngudi dan/to chic khi bd tri tiép nhan va giai
quyét cac ¥ kién gop ¥, phan anh, kién nghi 1a kha 16n, mtc chénh 1énh cua dia
phuong cao nhét va thap nhat 1a 32.26%.

Nhom céc dia phuong c6 Chi sb hai long vé tiép nhan va xir Iy phan anh,
kién nghi c6 ty 18 hai long chi dat & muc ty 18 thap hon gia tri trung binh duoc
danh gia tir cac ndi dung c6 ty 1¢ hai long thap:

+ Co quan c¢6 bé tri hinh thirc tiép nhan gop y, phan anh, kién nghi cia
nguoi dan, td chitc: An Nhon 77.78%, Hoai An 75%, Tuy Phuéce 67.74%

+ D& dang thuc hién gop ¥, phan anh, kién nghi: An Nhon 75.21%, Hoai
An 71.43%, Tuy Phudc ty 18 67.74%.

+ Co quan tiép nhan va xir 1y tich cuc cac gop ¥, phan anh, kién nghi: Tuy
Phudc ty 1€ 64.52%.

+ Co quan c6 thong bao kip thoi két qua xir 1y cac y kién, gop ¥, phan anh,
kién nghi: Tuy Phudc 70.97%, Hoai An 67.86%.

Ngoai két qua danh gia duoc ghi nhan tir ngudi dan/to chue, tiéu chi Tiép
nhan va xur 1y cac y kién gop ¥, phan anh, kién nghi di c6 sy doi méi trong xay
dung thang do chi tiét hon véi cau hoi dé nguoi dan/td chirc danh gia vé tiéu chi
nay sat hon trong viéc giai quyét cac gop ¥, phan anh, kién nghi ctia ngudi dan/td
chtrc nén két qua ndm 2022 c6 thay d6i so voi nam 2021.
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III. CAC CO QUAN TRUNG UONG TREN PIA BAN TINH
1. Su hai long ciia ca nhan, to chire ddi v6i dich vu hanh chinh cong

Bdng 14: Chi so6 do luvong sy hai long cua nguoi dan va té chuc
doi voi sy phuc vu cua cac co quan Trung wong dong trén dia ban tinh

Chi s6 hai long
TT Tén co quan (%)
2022 2021 2020
||l lene N mrge 86.73 81.27 69.67
tinh
Ngéan hang Nha
2 | hue chi nhanh tinh 85.81 79.53 88.23
g | Baohiém Xa hoi 81.17 75.33 68.82
tinh tinh
4 | Cuc Thué tinh 80.14 75.98 68.73
5 | Cuc Hai quan 74.33 81.30 64.84
Gia trj trung binh 81.64 78.68 72.06

Theo két qua do luong su hai 10ng d6i vé6i cac co quan Trung uong dong
trén dia ban tinh gia tri trung binh nam 2022 dat ty 1€ 81.64%, cao hon nam 2021
(dat 78,68%), cao hon két qua khao sat ctia ndm 2020 (dat 72,06%). Nam 2022
¢6 2/5 co quan dat chi s6 hai long cao hon gié tri trung binh; trong s6 02 co quan
dung dau bang nim 2022 déu co su thing hang, Kho bac Nha nudc tinh tir vi tri
thir 2 nam 2021 1én vi tri dau bang véi 86.73%, tang 5.46%; Ngan hang Nha nudc
chi nhanh tinh tir vi tri tha 3 ndm 2021 1€n vi tri thr 2 vé1 85.81%. Céac co quan
c6 chi s6 hai long ting so véi nam 2021 va nang vi thir xép hang gom Bao hiém
x4 hoi tinh tang 5.84% (nim 2021 dung Vi tri thir 5) va Cuc Thué ting 4.16%. Cuc
Hai quan 13 co quan c6 diém chi sb thip nhat, giam 6.97%, tir vi tri ddu bang nim
2021 xubng vi tri cudi bang nam 2022.

Bdng 15: Chi so hai long cua nguoi dan va to chirc doi voi sw phuc vu cua cdc
co quan Trung wong trén dia ban tinh theo cac noi dung danh gia

Ty 1€ hai long (%)
2022 2021 2020
1 | Tiép can dich vu 87.95 79.95 72.64

2 | Thu tuc hanh chinh 85.22 73.48 62.32

TT | Nhom tiéu chi danh gia
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3 | S¥ phuc vu cua cong chuc, 85.06 69.22 64.16
vién churc

4 | Két qua dich vu 70.77 82.62 78.11
Tiép nhén va xu Iy céc y

5 | kién gép y, phan anh, kién 79.18 88.13 83.07
nghi

Nhin chung, trong 05 ndi dung dugc danh gid; 03 ti€u chi c6 ty 1¢ hai long
cao hon so v6i nam 2021 gém Tiép can dich vu (ting 8%), Thi tuc hanh chinh
(tang 11.74%), Su phuc vu cua cong chuc, vién chuc (tang 15.84%); 02 ti€u chi
c6 ty 18 hai long giam so v6i ndm 2021 gdm Két qua giai quyét cong viéc (giam
11.85%); Tiép nhan va xir Iy cac ¥ kién gop ¥, phan anh, kién nghi (giam 8.96%).
Tir két qua khao sat, chi sb hai 10ng ctia ngudi dan/to chire thé hién rd qua cac ndi
dung duoc hoi, ngudi dan/td chirc danh gia cao va co sy cai thién, chuyén bién tét
trong qua trinh tiép can dich vu, thyc hién tiép nhan ho so, don gian héa thi tuc
hanh chinh va huéng dan, phuc vu ctia can bd, cong chirc, vién chic duge nang
cao, cai thién. Tuy nhién, khi nhan két qua cong viéc va su hai 1ong vé viéc giai
quyét cac ¥ kién gop ¥, phan anh, kién nghi, ngudi dan/to chirc danh gia thap hon,
trong két qua va cac thong tin lién quan dén giai quyét hd so.

2. Chi s6 hai long theo tirng ndi dung
2.1. Tiép cén dich vu

Bing 16: Chi s6 hai long véi viée tiép cdn dich vu

Chi s hai long
TT Tén co quan (%)
2022 2021 2020
Ngéan hang Nha
b | e o ottt (it 230 82.67 9533
2 || L ES NI 91.00 83.20 66.60
tinh
g | HDhEEEy 89.17 75.47 66.80
tinh
4 | Cuc Thué tinh 85.63 76.00 72.27
5 | Cuc Hai quan 81.50 82.40 62.20
Gia tri trung binh 87.95 79.95 72.64

Ty 1€ hai long vé tiép can dich vu nam 2022 dat 87.95%, tang so véi ndm
2021 dat 79.95%, tang so vo1 nam 2020 dat 72,64%. Chi s6 hai long gitra cac co
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quan trong ndi dung danh gia nay kha sat nhau, chénh 1éch giita co quan ¢6 chi sd
cao nhat véi co quan c6 chi sd thap nhat 1a 11%. Qua két qua khao sat, cac co
quan ngdy cang hoan thién va dau tu trang thiét bi phuc vu ngudi dan/td chire, tao
khéng gian thoai mai khi dén ndp va nhan két qua giai quyét thu tuc hanh chinh,
thuan tién trong viéc tiép nhan hd so va dé dang, nhanh chéng giai quyét.

2.2. Thu tuc hanh chinh
Bing 17: Chi s6 hai long vé thii tuc hanh chinh

Chi s6 hai long
TT Tén co quan (%)

2022 2021 2020

g | Khobac Nha nude 91.20 77.50 59.75
tinh

p | Baohiem Xa hoi 87.00 69.17 58.83
tinh

Ngén hang Nha

. nudc chi nhanh tinh SO 75.00 9.7

4 | Cuc Thué tinh 82.50 69.00 61.83

5 | Cuc Hai quan 79.40 76.75 52.00

Gida tri trung binh 85.22 73.48 62.32

Chi s6 hai 1ong vé tha tuc hanh chinh nam 2022 dat 85.22%, ting so voi
nam 2021 (dat 73,48%), tang so v&i nam 2020 (dat 62.32%), gia tri trung binh
nam 2022 tiang 11.74% so voi nam 2021 va ting 22.90% so v&i ndm 2020. Két
qua ting qua timg nam cho thiy céc co quan di thuc hién niém yét cong khai cac
thu tuc hanh chinh thudc tham quyén giai quyét clia co quan tai Bo phan mot cira
va trén trang thong tin dién tir; rat gon thanh phan ho so; thoi han giai quyét tha
tuc hanh chinh dugc cit giam; nhiing thay doi trén di gitip cho nguoi dan/to chuc
thuc hién dugc nhanh chéng, tién loi.

2.3. Su phuc vu ciaa cong chirc, vién chire

Bdng 18: Chi so hai long vé sy phuc vu cua cong chure, vién chirc

Chi s6 hai long
TT Tén co quan (%)
2022 2021 2020
j | Bl e N s 89.29 77.00 67.33
tinh
Ngan hang Nha
2| hue chi nhanh tinh 89.05 67.78 76.67
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3 |Béo hiém X2 hoi 85.95 63.78 58.00
tinh

4 | Cuc Thué tinh 83.45 66.22 59.78

5 | Cuc Hai quan 77.57 71.33 59.00

Gia tri trung binh 85.06 69.22 64.16

Ty 1€ hai long vé su phuc vu cta cong chiic, vién chirc nam 2022 dat
85.06%, tang 15.84% so véinam 2021 (dat 64,16%); tang 20.9% so véi nam 2020
dat (56,22%). Su chuyén bién ngay cang ting trong két qua ty 1¢ hai long cia
nguoi dan/to chirc dbi véi cac co quan Trung wong cho thdy su phuc vu cuia can
b0, cong chirc, vién chirc da cai thién tdt hon, lrfmg nghe, hudng dan, giai thich tan
tinh gidp nguoi dan/to chire hoan thién ho so va giai quyét cac thu tuc theo ding
quy dinh.

2.4. Két qua dich vu

Bing 19: Chi s6 hai long vé két qua dich vu

Chi s hai long
TT Tén co quan (%)

2022 2021 2020

1 gﬁar‘fhziﬁgtgﬁa nugc 74.00 78.89 71.67
2 | 12ho bac Nhanuge 71.80 84.33 78.89
3 | Bk laoim X il iy 71.00 83.33 75.56
4 | Cuc Thué tinh 70.83 80.89 73.33
5 | Cuc Hai quan 66.20 85.67 91.11
Gia tri trung binh 70.77 82.62 78.11

Ty 1¢ hai 1ong vé két qua cung tng dich vy hanh chinh cong nam 2022 dat
70.77%, giam 11.85% so v&i nam 2021 (dat 82.62%); giam 7.34% nam 2020 (dat
78,11%). Trong d6: ty 1& hai long dat cao nhat 1a 74% cua Ngan hang Nha nudc
chi nhanh tinh, tiép dén Kho bac Nha nudc tinh 71.80%, Bao hiém xa hoi tinh
71.00%, Cuc Thué tinh 70.83% va thip nhat 1a 66.20% cua Cuc Hai quan. Tir két
qua danh gia nim nay, c6 thé thay rang ngudi dan/té chiic van chua hai long cao
vé két qua nhan duogc sau khi giai quyét thu tuc hanh chinh. Céc co quan can quan
tam, chu trong trong viéc trién khai tra két qua giai quyét ho so, cac noi dung danh
gia vé két qua giai quyét cong viée can c6 thong tin ddy du, chinh xac, phu hop
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v6i quy dinh va quan trong hon hét 13 dam bao tinh cong bang cho moi ngudi
dan/t6 chuc khi thyuc hién giai quyét thu tuc hanh chinh tai co quan.

Theo két qua khao sat naim 2022, ghi nhan ¥ kién cta ngudi dan/té chic
phai di lai nhiéu lan dé thuc hién giai quyét thil tuc hanh chinh do hudng dan bd
sung ho so thudc céac linh vue cua nganh: Bao hiém x3a hoi, Thué, Kho bac Nha
nude, Ngan hang Nha nudc nén cam nhan ctia nguoi dan khong dugc danh gia
cao ¢ ndi dung nay. Bén canh d6, nam 2022, tiéu chi Két qua dich vu c6 cac cau
hoi danh gia vé cac ndi dung lién quan dén thong tin day du, chinh x4c, cong bang
trong hd so két qua thu tuc hanh chinh va thang do vé mirc do hai long ciing da
dugc xay dung chi tiét hon ¢ 5 mirc d6 danh gia. Do d6, két qua danh gia cia nim
2022 ¢6 mirc d6 do ludng cam nhan cua ngudi dan/td chirc duge danh gia sat hon
so voi nam 2021. Tir ¥ kién tong hop tir ngudi dan/td chire, cac co quan Trung
wong can dam bao tinh cong bang khi giai quyét hd so thil tuc hanh chinh, cung
cap céc thong tin chinh x4c, day du, phi hop véi quy dinh khi tra két qua ho so;
giai thich rd rang, cu thé dé nguoi dan/td chire hiéu rd dbi véi cac truong hop tra
lai két qua, tranh truong hop ngudi dan/to chire di lai nhidu lan dé tiép tuc bo sung
ho so, nhat 13 cac truong hop bi tré hen phai c6 thu xin 16i dén nguoi da/to chic.

2.5. Tiép nhén va xir Iy cac ¥ Kién gép ¥, phan anh, kién nghi
Bing 20: Chi s6 hai long vé tiép nhdn va xit Iy phdn dnh, kién nghi

Chi s hai 1ong(%)

T Tén co'quan 2022 2021 2020
1 | Kho bac Nha nuéc tinh 90.38 84.33 83.00
2 gﬁar‘fhziﬁgtgﬁa nugc 87.50 93.33 98.89
3 | Cuc Thué tinh 78.27 87.78 74.22
4 | Bao hiém Xa hoi tinh 72.73 84.89 81.56
5 | Cuc Hai quan 67.00 90.33 77.67

Gia tri trung binh 79.18 88.13 83.07

Panh gia d6i v6i két qua tiép nhan va xur 1y cac y kién gop ¥, phan anh, kién
nghi ctia c4 nhan/to chirc ndp hd so truc tiép tai noi tiép nhan, giai quyét cac cong
viéc hanh chinh hodc c4 nhan/to chic nop hd so truc tuyén trén cong thong tin
dién tir cua cac co quan Trung uvong trén dia ban tinh trung binh nhén duogc
79.18%, giam so v&i nam 2021 (dat 88.13%), tdng so véi nam 2020 (dat 83.07%).

Két qua cua cudc khao sat ghi nhan, chi khoang 15.10% ngudi dan/to chirc
c6 ¥ kién gop ¥, phan anh, kién nghi dén cac co quan Trung wong. Trong d6, Cuc
Hai quan ty 1¢ nguoi dan/to chire di timg gop ¥, phan anh, kién nghi cao nhat 1a
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25% ; tiép dén 1a Ngan hang Nha nudc chi nhanh tinh 20%; thap nhat 1a Cuc Thué
tinh v&i 8.33%. Su hai long trong giai quyét cac y kién gop ¥, phan anh, kién nghi
ctia cic co quan dugce danh gia kha tuong dong vé ty 18 hai 1ong: Kho bac Nha
nudc tinh 92.31%; Ngan hang Nha nudc chi nhanh tinh 83.33%; Cuc Thué tinh
82.35%; Bao hiém x3 hoi tinh 81.82%; Cuc Hai quan tinh 64%.

Nhom cac co quan c¢6 Chi s6 hai long vé tiép nhan va xir 1y phan anh, kién
nghi 6 ty 1& hai 1ong chi dat & mic ty 1& thap hon gia tri trung binh dugc danh gia
tir cac ndi dung cé ty 1¢ hai long thap:

+ Co quan c6 bé tri hinh thirc tiép nhan gép y, phan anh, kién nghi cua
nguoi dan, t6 chire: Cuc Thué tinh 77.78%, Bao hiém xa hoi tinh 63.64%, Cuc
Hai quan tinh 76%.

+ D& dang thyc hién gép ¥, phan anh, kién nghi: Cuc Thué tinh ty 18
76.47%, Bao hiém xa hoi tinh 72.73%, Cuc Hai quan tinh 72%.

+ Co quan tiép nhan va xir 1y tich cuc cac gop ¥, phan anh, kién nghi: Cuc
Thué tinh 76.47%, Bao hiém xa hoi tinh 72.73%, Cuc Hai quan tinh 56%.

+ Co quan c6 thong bao kip thoi két qua xir 1y cac y kién, gop ¥, phan anh,
kién nghi: Cuc Hai quan tinh 64%.

Phan thit ba
KET LUAN
|. PANH GIA CHUNG
1. V@ két qua dat dwoc

Po luong su hai 10ng ciia ngudi dan, to chire ddi véi sy phuc vu cua co
quan hanh chinh nha nudc trén dia ban tinh nam 2022 duoc thuc hién dbi véi céc
co quan Trung wong trén dja ban tinh; S&, nganh; UBND cap huyén, cap x4 trong
pham vi toan tinh thong qua viéc do ludng su hai long ddi voi gan 5.000 ngudi
dan, t6 chirc. Pay 1a ngudn thong tin khach quan, twong ddi chinh xac vé két qua
cai cach hanh chinh trong nam 2022 trén dia ban tinh Binh Dinh. Két qua nay da
cung cap thong tin vé cam nhan, danh gia ctia nguoi duoc lya chon khao sat doi
Vi viéc cung cap dich vu hanh chinh cong tai co quan, dia phuong thuéc pham
vi khao sat. Thong qua ¥ kién phan hdi vé cam nhan, murc do hai 10ng va su mong
doi cia nguodi dan, td chire, tir viec tiép can dich vy, viéc cong khai va tuan thu
cac quy dinh thu tuc hanh chinh, viéc giao tiép va xur 1y cong viéc cia doi ngii
cong chirc, két qua dich vu ma nguoi dan, to chirc nhan duoc cho dén viée tiép
nhan, xir 1y cta co quan hanh chinh nha nude ddi véi cac ¥ kién gop ¥, phan anh,
kién nghi cua ngudi dan, to chirc.

biém moi trong danh gia ctia nam 2022 la tiéu chi Két qua dich vy va tiéu
chi Tiép nhan va xtr Iy cac y kién gop y, phan anh, kién nghi ¢ su cai tién vé nji
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dung danh gia, cac cau hoi dugc xay dung cu thé hon, sat hon nhim danh gia chi
tiét cac thong tin vé két qua ho so va viée tiép nhan, xir Iy, giai quyét kip thoi khi
nguoi dan/to chirc gii gép ¥, phan anh, kién nghi; bén canh d6 thang do vé mirc
d6 hai long ciing da dugc xay dung chi tiét hon v6i 5 mirc do danh gia.

Két qua do ludong su hai 1ong nam 2022 giup UBND tinh, Cha tich UBND
tinh, Ban Chi dao Cai cach hanh chinh cuta tinh c6 thém thong tin dé phuc vu cong
tac chi dao, diéu hanh nham nang cao chat lwong, hiéu qua cai cach hanh chinh
ctia cic co quan, don vi, dia phuong. Két qua do ludng sy hai 1ong nim 2022 ciing
gitip cac co quan, don vi, dia phuong nim bét dugc thuc trang chit luong cung
ung dich vu cong; chat luong phuc vu nguoi dan, td chirc ctia don vi minh cling
nhu sy mong doi cia nguoi dan, td chirc; dic biét khi so sanh véi cac don vi, dia
phuong khac dé rit ra bai hoc kinh nghiém, trén co so d6 tim ra cac giai phap phu
hop dé khic phyc nhiing ton tai va nang cao chat luong cung tng dich vu cong
phuc vu nguoi dan, to chtrc. Viée trién khai do luong sy hai long nam 2022 thé
hién trach nhiém giai trinh cta céc co quan hanh chinh nha nuéc, chinh quyén dia
phuong d6i voi nguoi dan, t6 chirc; dong thoi 1a mot hinh thic dé nguoi dan, to
chtrc thuc hién quyén va nghia vu giam sat, phan anh tiéng noi cia minh d6i voi
co quan hanh chinh nha nuéc, chinh quyén dja phuong.

2. Thuan lgi, khé khin
2.1. Thudn loi

- Viéc trién khai do luong su hai long ctia ngudi dan/td chie nam 2022 tiép
tuc nhan duoc su quan tam, chi dao sat sao cua UBND tinh, Chu tich UBND tinh,
Ban Chi dao Cai cach hanh chinh cua tinh. Qua trinh trién khai diéu tra xa hdi hoc
cling da nhan duoc su phéi hop chit ché, hd tro kip thoi tir cac s, ban, nganh;
UBND cac huyén, thi x4, thanh phd; cac co quan Trung wong dong trén dia ban
tinh; Uy ban Mt tran T qudc Viét Nam tinh, Hoi Cyu chién binh tinh va Buu
dién tinh.

- Can bg, cong chuc, vién chuc cac cép, cac nganh c6 nhan thirc dﬁy du
hon, quan tdm hon dén sy hai long ctia nguoi dan/td chire, hinh thanh tu duy, vin
hoa cong vu 1y ngudi dan/to chire 1am trung tdm phuc vy, nhd d6 di c6 tac dong,
anh huong tich cuc dén qué trinh trién khai do ludng su hai 1ong (cung cip thong
tin kip thoi, phdi hop chon mau dung phuong phap, khong can thiép vao qué trinh
phat, thu phiéu...) gitp mang lai nhiing két qua phan anh khach quan, trung thuc
tiéng néi ciia ngudi dan/té chic.

- Nguoi dan/toé chic ngay cang quan tdim hon ddi véi viée trién khai do
luong su hai 10ng; da tng ho va tham gia diéu tra xa hoi hoc do luong sy hai long
tich cuc hon.
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- Phuong phap trién khai do luong su hai long ndm 2022 dugc thuc hién
khoa hoc, 18 rang, cu thé, dé trién khai va mang lai két qua khach quan, phan anh
sat thuc tién cung tmg dich cu cong ctia co quan hanh chinh nha nudc.

- Cac co quan, don vi, dia phuong da ban hanh ké hoach, dua ra cac giai
phap nhdm ning cao chét lwong phuc vu ngudi dan/td chirc, tao su tin tudng cho
nguoi dan/to chirc dbi véi viée do luong sy hai long, tir d6 nham phyc vu nguoi
dan/t chirc t6t hon, dap tmg nhu cau, mong doi cia nguoi dan/td chirc, mang lai
sy hai long cao hon.

2.2. Kho khan

- CONg t4c trién khai khao sat duoc trién khai vao thoi diém cudi nam, ludn
xay ra mua Iii, ngdp lut, lam chia cat mot so6 khu vuc; mua to kéo dai cling da lam
anh hudng so lugng phiéu thuc hién mdi ngay theo ké hoach.

- Ngudi dan/t chitc van con e ngai tham gia cung cap thong tin trong qua
trinh diéu tra x3 hoi hoc, rat ngai bay tdé quan diém truc tiép voi diéu tra vién. Dic
biét, trong 1an khao sat nim nay, nguoi din c6 ¥ thirc phong ngira bi lira ddo nén
khi tiép can d6i twong dé khao sat, nguoi dan/doanh nghiép t6 thai do tir chdi,
khong hop tac tra 1oi phiéu hodc tra 11 phiéu mot cach hoi hot. Co nhiing truong
hop diéu tra vién da nho hd tro cua dia phuong dé tiép can khao sat, tuy nhién
ngudi dan van e ngai, tir chdi thuc hién phong van.

- Mot sb dia phuong chua thuc hién nghiém cac quy dinh trong diéu tra xa
héi hoc nhu cung cap théng tin vé mau khao sat con hién twong chua chinh xac,
sai 1éch sb dién thoai lién lac, dja chi chua cu thé. Thong tin cuia cac mau khao sat
phai mat nhiéu thoi gian ra soat lai, 14y lai thong tin ctia nguoi thuc hién thi tuc
hanh chinh, cu thé dbi voi mot sé co quan, dia phuong nhu: S& Giao thong van
tai, SO Tai nguyén va Mbi trudng, S& Ké hoach va Pau tu, S& Nong nghiép va
Phat trién nong thon va cac dia phwong Phu Cat, Tuy Phudc, Tay Son, Quy Nhon.
Do d6, mat nhiéu thoi gian tim kiém, lién hé lai hodc sir dung danh sach du phong,
tén thoi gian t6 chirc khao sat. Con nhiéu co quan hanh chinh, chinh quyén dia
phuong trién khai thong tin, tuyén truyén cong tac diéu tra xa hoi hoc chua thyc
su thiét thuc va hiéu qua.

- bbi tuong diéu tra xa hoi hoc duoc chon dai dién cho moi thanh ph?m
nhan khau hoc, thyc hién khao sat ¢ 11 dia phuong, c6 nhiing dia phuong thudc
mién nui, trinh d9, hiéu biét, nhan thic da dang (nguoi cé trinh do trén dai hoc,
nguoi khong di hoc, ngudi gia, thanh nién...). Trinh d6 dan tri, nhu ciu, nép sdng,
tu duy cta ngudi dan ¢ cac ving mién khac nhau; s6 luong, thanh phan nhan khau
ctia ddi tuong khao sét giira cac dich vy trong cing mot dia phuong va cling mot
dich vu gitra cac dia phuong trong tinh c6 su khéc biét da c6 tdc dong khong nho
dén nhan dinh, hai 1ong va mong doi ctia ngudi dan/to chic. Do vay, viéc dé dam
bao dbi twong diéu tra hiéu cAu hoi thdng nhét va tra 161 phiéu diéu tra day du,
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khach quan phu thudc nhiéu vao diéu tra vién. Tuy nhién, mot s6 diéu tra vién
(nhan vién ctua Buu dién dja phuong) chua nhan thic ddy du trach nhiém cua
minh, k¥ ning lam viéc chua chuyén nghiép va do tinh chat nganh nghé, mot sé
nhan vién méi tham gia 1an dau chua c6 kinh nghiém nén dan dén mot sé sai sot
trong td chirc diéu tra xa hdi hoc.

- Thoi diém khao sat va thoi diém phat sinh giao dich ctia nguoi dan, to
chtrc c6 khoang cach kha xa vé thoi gian nén cac ddi tuong khong nhé duoc cu
thé qua trinh 1am thu tuc. Do d6, c6 tim 1y vi moi chuyén di xay ra va hd so cudi
cung ciing dugc giai quyét nén danh gia “hai long”. Pay 1a lwa chon cta dai da sb
nguoi dan & cac huyén, thi xa, thanh phé.

- Thoi gian giai quyét cac thi tuc hanh chinh khac nhau va c6 nhiéu thii tuc
khi giai quyét lién quan dén nhiéu so, ban, nganh khac nhau. Diéu nay 1am anh
huong dén két qua giai quyét th tuc cua don vi tiép nhan hd so. Ngoai ra, ndi
dung, ti€u chi danh gié ctia khao sat c6 nhitng nd1 dung mang tinh nhay cam, phan
anh thuc tién cua qua trinh cung Ung dich vu cong doi héi ngudi dan ghi nhé va
nam bat duoc xuyén sudt bang hoi dan dén viéc tra 10i danh gia chung chung,
khong thé hién rd quan diém cta nguoi dan.

I1. NHIEM VU, GIAI PHAP TRONG THOI GIAN TOI

1. P6i v6i cac co quan Trung wong trén dia ban tinh; cac co quan thude
UBND tinh; UBND céc huyén, thi xa, thanh phd

- Str dung hiéu qua két qua do ludng su hai 1ong nam 2022, dic biét chi
trong cac nd1 dung ma ngudoi dan, t6 chtrc danh gia chua tich cuc, hai long thép
va cac ndi dung duoc nguoi dan/té chirc mong doi cai thién trong thoi gian toi;
danh gia, xac dinh nguyén nhan chii quan, khach quan cua céc ton tai; xay dung,
thuc hién ké hoach hanh dong, giai phap khéc phuc.

- Chi dao, kiém tra, danh gia, dao tao, boi dudng, khen thudéng, xur ly
nghiém tic, kip thoi ddi vai cong chuc, vién chirc trong thuc thi nhiém vy; dac
biét d6i vai cong chic, vién chire truc tiép tiép nhén hé so, thuc hién nghiém tac
viéc nhép dir liéu day du cac thong tin ctia ngudi dan/td chirc vao phan mém tai
Trung tdm Phuc vu hanh chinh c6ng va B¢ phan tiép nhan va Tra két qua cap
huyén, x3; cung ung dich vu cong, dﬁy du, kip thoi cho nguoi dan/td chuc; tranh
tinh trang hudng dan nhiéu 1an, ngudi dan phai di lai nhiéu lan va phai gip riéng
can bo, cong chuc, vién chuc dé thuc hién viéc huéng dan hoan thanh ho so;
dam bao ngdy cang dap tmg nhu ciu, mong doi ciia ngudi dan/td chie tét hon,
mang lai niém tin va sy hai 10ng cho nguoi dan/té chuc.

- Chan chinh kip thoi ky luat cong vu va ky cwong hanh chinh, trong do6
thudng xuyén kiém tra va kip thoi xir Iy ngay cac trudng hop vi pham vé thai do,
vé giao tiép va g xir clia cong chiic clia cac co quan, don vi, dia phuong. Xay
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dung van hoa, dao durc cong vu trong ddi ngii can bo, cong chure, vién chirc theo
huéng 1y ngudi dan/to chire 1am trung tim phuc vu, dap Gmg nhu cau, mong doi
ctia ngudi dan/to chuc.

- Chi dao, kiém tra, danh gia, xtr Iy nghiém tic, kip thoi ddi véi viée trién
khai va két qua trién khai cac ndi dung cai cach hanh chinh lién quan dén chit
lugng cung tng dich vu cong, chat luong phuc vu nguodi dan, t chue.

- Xir 1y nghiém, triét dé cac gop ¥, phan anh, kién nghi cia nguoi dan/to
chtrc. Thudng xuyén ra soat, danh gia két qua giai quyét cac ndi dung nhan duoc
phan anh, kién nghi tir nguoi dan/to chire. Tang cudng kénh thong tin, tuyén
truyén cac hinh thirc giri phan anh va hudng din ngudi dan/td chire thuc hién
viéc gop ¥, kién nghi dong thoi phd bién cac phuong thirc dé nhan dugc ¥ kién
phan héi tir phia co quan nha nudc.

- Thuc hién thong tin, tuyén truyén kip thoi, ddy du dam bao tat ca can bo,
cong chie, vién chtrc thudc pham vi quan 1y ctia co quan va nguoi dan/té chic
trén dia ban thuéc pham vi quan 1y ctia dia phuong c6 nhéan thirc day dua, chinh
xac vé cong tac cai cach hanh chinh, viéc trién khai do ludng sy hai long cua
ngudi dan/tod chirc va két qua thuc hién.

2. Pdi v6i Bao Binh Pinh, Pai Phat thanh va Truyén hinh Binh Pinh

- Thong tin, tuyén truyén vé viéc trién khai do luong sy hai 1ong ctia ngudi
dan/td chirc va Chi sb hai long cua nguoi dan/td chirc vé su phuc vu hanh chinh
nam 2022 véi ndi dung, hinh thire thiét thyuc, phi hop voi timg nhom ngudi dan/td
chtrc nham nang cao nhan thic, hiéu biét cua ngudi dan/té chirc vé quyén loi,
trach nhiém va thuc day su tham gia clia ngudi dan/to chuc trong viée giam sat
va phan hoi ¥ kién vé chat lugng phuc vu ctia co quan hanh chinh nha nuéc.

- Tang cuong dua tin vé nhitng viéc lam tt va chua tdt clia cac co quan,
don vi, dia phuong trong dich vu cong, cung trng dich vu cong; vé phan anh,
kién nghi cta nguoi dan, t6 chirc dé gop phan cung véi cac co quan, don vi, dia
phuong xdy dung mét nén hanh chinh phuc vu theo yéu cu cua cong cudc cai
cach hanh chinh chung cua dat nudc./.
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