UBND TINH BINH PHUGC CONG HOA XA HQI CHU NGHIA VIET NAM

SO NOQI VU Déc 1ap - Tw do - Hanh phuc
S6: 89 /BC-SNV Binh Phuée, ngay 04 thang 05 nam 2024
BAO CAO

Két qua Chi s hai long ciia ngudi dan d6i véi sw phuc vu ciia co quan
hanh chinh Nha nwéc (SIPAS) nam 2023 tinh Binh Phwoéc

Cin cur két qua cong b Chi s hai long cta nguoi dan ddi véi su phuc vu
cua co quan hanh chinh Nha nuéc (SIPAS) nam 2023 tai Hoi nghi cua Ban Chi
dao Cai cach hanh chinh caa Chinh phu.

S& Noi vu béo céo két qua Chi s hai 10ng cta nguoi dan dbi véi su phuc
vu cta co quan hanh chinh Nha nudc (SIPAS) nam 2023 cuda tinh, nhu sau:

I. KHAI QUAT CHUNG VE CHI SO SIPAS

Chi hai long ctia nguoi dan, td chirc ddi véi su phuc vu ctua co quan hanh
chinh Nha nudc (SIPAS) nhiam lang nghe nhan dinh, danh gia, mic d6 hai long
va sy mong doi ctia nguoi dan ddi Vi sy phuc vu cia co quan hanh chinh Nha
nudc dya trén tri thac, trai nghiém cia nguoi dan, tir d6 giup co quan hanh chinh
Nha nudc c6 co s¢ khach quan dé lya chon giai phap pht hop nang cao chat luong
phuc vu ngudi dan, nang cao su hai long ctia nguoi dan.

Chi sb noi dung do luong sy hai long cia ngudi dan, td chuc dbi véi su
phuc vu ctia co quan hanh chinh Nha nudc dugc tap trung & 09 nhom chinh sach
cdng quan trong, ¢ anh hudng tryc tiép dén cudc séng cua nguoi dan (nam 2022
danh gid trén 8 nhém chinh sach), gom: Chinh sach phat trién kinh té; chinh sach
kham, chita bénh; chinh sach gio duc pho thong; chinh sach nuéc sinh hoat; chinh
sach dién sinh hoat; chinh sach trat tu, an toan xa hoi; chinh sach giao théng duong
bg; chinh sach an sinh, x& hoi va chinh sach cai cach hanh chinh Nha nuéc. Trong
do, xac dinh ¢ 02 ndi dung (viéc xay dung, té chic thue hién chinh sach; viéc
cung ung dich vu hanh chinh céng) véi 9 nhom tiéu chi va 39 tiéu chi quan trong
duogc lya chon dé danh gia, cu thé:

1. Noi dung xay dung, t6 chtc thuc hién chinh sach cong, gdm 04 nhém
tiéu chi, gdm: (1) Trach nhiém giai trinh ctia co quan Nha nuéc; (2) Co hdi tham
gia ctia ngudi dan vao qué trinh xay dung, té chic thuc hién chinh sach; (3) Chat
lwong t6 chuc thuc hién chinh sach; (4) Két qua, tdc dong caa chinh sach (véi 23
tiéu chi quan trong duwoc liwa chon dé danh gid).

2. Noi dung cung tng dich vu hanh chinh cong, gdm 05 nhém tiéu chi, gom:
Q) Tlep can dich vuy; (2) Tha tuc hanh chinh; (3) Céng chirc; (4) Két qua dich vu;
(5) Tiép nhan, xir Iy phan anh, kién nghi (véi 16 tiéu chi dwcoc lira chon dé ddanh
gia).

Nam 2023, ¢6 40.230 nguoi dan trén ca nude tham gia tra 10 phiéu khao
sat SIPAS. Trong do, tinh Binh Phudc c6 558 nguoi dan tai 18 thdn, ap, khu phd
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clia 09 xa, phuong, thi tran thuoc thanh pho Bong Xoai, thi x& Binh Long va huyén
Bu Dang tham gia trd 161 phi¢u khao sat SIPAS.

II. KET QUA CHI SO SIPAS NAM 2023 CUA TINH

Theo két qua cong bd tai HOi nghi cua Ban Chi dao Cai cach hanh chinh
cua Chinh phu. K& qua Chi s6 SIPAS cua tinh dat 76,08% (tang 0,03% so voi
nam 2022), dtng thir 62/63 tinh, thanh pho (gidm 06 bdc so voi nam 2022).

Nhu vay, Chi s SIPAS niam 2023 cia tinh ting nhung tht hang giam so
vO1 cac tinh, thanh phé. Cu thé Chi sb tung ndi dung, nhu sau:

1. V& nhan dinh, danh gia ciia nguwoi din

1.1. Mirc d6 quan tAm cta ngudi dan dbi v6i chinh sach cua co quan Nha
nude

Khao sat do ludong sy hai long ctia nguoi dan nam 2023 da tién hanh do
luong mirc d6 quan tam cta nguoi dan d6i voi 09 nhom chinh sach quan trong c6
anh huong truc tiép dén cudc song cta ngudi dan. Theo két qua khao sat, nhan
dinh ctua nguoi dan chinh sach trat ty an toan, xa hoi dugc quan tdm nhét dat
73,87%:; thir hai 1 chinh sach vé an sinh x4 hoi dat 73,51%; chinh sach phat trién
kinh té & dia phuong dat 68,69%; chinh sach kham, chira bénh dat 71,31%; chinh
sach vé gido duc phé thong dat 72,25%; chinh sach vé nudc sinh hoat dat 70,23%:
chinh sach vé dién sinh hoat dat 72,79%; chinh sach vé giao thong dudng bo dat
72,88% va chinh sach vé cai cach hanh chinh dat 71,03%.

1.2. Céc kénh thong tin nguoi dan st dung dé theo ddi chinh sach cua co
quan Nha nudc

Tir két qua Chi s cho thdy, ngudi dan theo dbi cac chinh sach qua céc kénh
théng tin khéc nhau. Trong d6, qua mang Internet la kénh thong tin dugc ngudi
dan lua ch(_)n nhiég nhat chiém 46,84%; thr hai qua loa phat thanh xa chiém
42,50%; lan luot tiep tl;eo la cac kénh thong tin & co s& nhu hop, sinh hoat, thong
bao tai khu dan cu chiém 40,87%; phuong tién thong tin dai ching (dai, tivi, bao
chi) chiem 26,22%; qua, cac kénh thong tin qua nguoi than, ban beé va qua co quan
Nha nudc, cong chirc ¢6 ty 1€ thap chiém 13,56% va 11,57%; c06 0,18% nguoi dan
st dung cac kénh thong tin khac.

1.3. Su tham gia gop y kién caa ngudi ddi véi chinh séch cua co quan Nha
nudc

Sy tham gia y kién cua nguoi dan ddi véi chinh sach co vai tro quan trong
trong viéc dam bao chinh sach phu hop, dap tng nhu cau, mong doi cla nguoi
dan, tuy nhién, s6 ngudi dan sin sang tham gia gop ¥ chinh sach chua cao. S&
ngudi dan san sang tham gia gop y theo bat ky hinh thirc nao chiém ty 16 47,01%,
sO0 nguoi dan tham gia khao sét,, theo hinh thirc xin y kién tai cudc hop cu dén la
35,57%, theo hinh thirc guri phiéu la 16,88% va theo hinh thuc truc tuyén la 4,9%.

1.4. Tinh trang tiéu cuc trong giai quyét cdng viéc cho ngudi dan

Trong ) nguoi dan duoc khao sat 80,72% cho rang khéng co6 cdng chuc

gay phién ha, séch nhiéu; van con 17,84% cho rang c6 mot sb cong chuc gay phlen
ha séch nhidu va 1,44% cho rang cé nhiéu cdng chic gay phién ha sach nhiéu.
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Trong khi d0, 83,24% nguoi dan dugc khao séat cho rang khong co nguoi
dan nao phai dura tién ngoai quy dinh cho cong chirc dé cdng vige duoc giai quyet;
van con 13,69% cho ring co mot $6 nguoi dan phai dua tién ngoai quy dinh cho
cong chic va 3,06% cho rang cé nhiéu nguoi dan phai dua tién ngoai quy dinh
cho ¢6ng chtc dé cong viéc dugc giai quyét.

1.5. Hinh thuc tiép can thdng tin chinh sach, giai quyét thu tuc hanh chinh
phu hgp véi nguoi dan

Nguoi dan tham gia khao sat danh gia hinh thirc giai quyét TTHC tryc tiép
la pht hop nhat trong 03 hinh thuc, voi mic 6 phu hop 12 71,58%; tiép dén la
hinh thirc trec tuyén mot phan 13 70,26% va cudi cuing 1a hinh thuc truc tuyén toan
trinh la 69,05%.

(Kém theo Phy luc 1 vé nhdn dinh, ddnh gid ciia ngwoi dan)

2. Chi s6 hai long ciia nguoi dan ddi véi sw phuc vu ciia co quan hanh
chinh Nha nuwéc cia tinh (Chi sé6 SIPAS)

2.1. Chi s6 hai long clia nguwoi dan ddi voi viée xay dung thuc hién
chinh sach

Pat 75,97% (tdang 0,54% so véi nam 2022), dang thit 62/63 tinh, thanh phd
(gidm 10 bdc so véi nam 2022). Chi s6 nay duge do luong & 04 nhém tiéu chi,
gdém: (1) Trach nhiém giai trinh ctia co quan Nha nuéc; (2) Co hdi ctia nguoi dan
tham gia ¥ kién di voi chinh sach; (3) Chat luong chinh sach; (4) Két qua, tac
dong cua chinh sach. Cy thé két qua timg nhém tiéu chi nhu sau:

a) Chi s6 hai 10ng ctia ngudi dan ddi véi trach nhiém giai trinh ciia co quan
Nha nuée

Chi sé ‘nay dugc do luong thdng qua 02 tiéu chi: (1) Co quan quan ly Nha
nudc cung cap thdng tin, giai thich vé cac chinh séch theo nhiéu h|nh thac, gilp
moi ngudi dan d& tim, d& thiy; (2) Co quan quan ly Nha nudc cung cap thdng tin,
giai thich Vé céc chinh sach dﬁy du, dé hiéu ddi voi nguoi dan.

Két qua: 74,77% sb ngudi duoc hoi hai long voi trach nhiém giai trinh cia
co quan Nha nuée (gidm 3,56% so véi nam 2022), dang thir 63/63 tinh, thanh phd
(giam 19 bdc so véi nam 2022). Trong d6: 73,91% hai 1ong vé viée co quan quan
Iy Nha nuéc cung cap thong tin, giai thich vé céc chinh sach theo nhiéu hinh thuc,
giup moi nguoi dan dé tim, dé thay; 75,63% hai long vé viée co quan quan ly Nha
nudc cung cap thong tin, giai thich vé cac chinh sach day du, dé hiéu d6i véi nguoi
dan.

Tir két qua cho thiy, van con 26,29% ngudi dan dugce khao sat chua hai
10ng vé viéc co quan quan ly Nha nuéc cung cap thdng tin, giai thich vé cac chinh
sach qua cac hinh thic nhu: Niém yét cong khai tai co quan, loa phat thanh
phuong, xi; hop to6 dan phd, thon, ding tai trén trang thong tin dién cua chinh
quyén va 24,37% ngudi dan nhan dinh co quan quan ly Nha nudc cung cap thong
tin, giai thich vé cac chinh sach chua day du, dé hiéu va diéu nay dan dén Chi s6
va thir hang tai tiéu chi nay déu giam thap so véi cac tinh, thanh phé. Nhu vay,
cac co quan can xem xét, ting cudng cac co hoi, diéu kién thuan loi dé ngudi dan
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c6 thé tiép can chinh sach. Di v6i cac nhdm dan sb khac nhau, cac co quan can
c6 céach tiép can, giai phap khac nhau, pht hop véi nhu cau thong tin, diéu kién
tiép can cua timg nhom, dé dam bao moi ngudi dan ¢ dia phuong déu ¢ co hoi
tiép can.

b) Chi s6 hai 1ong ctia ngudi dan dbi voi co hoi tham gia vao qua trinh xay
dung, t6 churc thuc hién chinh sach.

Chi s6 ndy danh gia muc do hai 10ng caa ngudi dan déi véi co hoi tham gia
vao qué trinh xay dung, té chirc thuc hién chinh sach dugce do ludng trén két qua,
tac dong cua cac chinh sach ¢ dia phuong va dugc do luong thong qua 02 tiéu chi:
(1) Chinh quyén to chuc nhieu hinh thirc dé nguoi dan dé dang tham gia gop y
kién xay dung chinh séach; (2) Chinh quyén to chirc nhiéu hinh thire dé nguoi dan
dé dang néu y kién danh gia vé tinh hinh trién khai va két qua, tac dong cta cac
chinh sach & dia phuong.

Két qua: 75,95% s6 nguoi duoc hoi hai 1ong v6i co hoi tham gia vao qua
trinh xay dung, td chire thye hién chinh sach (giam 3,20% so voi nam 2022), dung
thir 60/63 tinh, thanh phé (gidm 32 bdc so véi nam 2022). Trong d6: 75,84% sb
ngudi khao sat hai long v6i viée chinh quyén t6 chic nhiéu hinh thirc dé nguoi
dan dé dang tham gia gop Y. kién xay dung chinh sach; 76,06% sO nguoi khao sat
hai long v6i viée chinh quyén t6 chuc nhiéu hinh thire dé nguoi dan dé dang néu
y kién danh gia vé tinh hinh trién khai va két qua, tac dong cua cac chinh sach &
dia phuong.

Nhu vy, viéc té chic xin y kién gop v, phan hdi y kién vé chinh sach caa
cac co quan trong thoi gian téi can phai duoc thuc hién theo nhiéu hinh thic pho
hop v&i cac nhém dan sé khac nhau; d6i voi cac nhom dan sb gap kho khan hon,
cac co quan can cung cap thém cac diéu kién, giai phap hd trg dé ho c6 thé tiép
can, str dung cé&c hinh thiric gop ¥ chinh sach, phan héi y kién nhu cac nhom dan
s6 khéc; dbi voi cac nhom dan sé6 khdng mudn, khong san long tham gia gop
chinh sach, cic co quan can ting cuong tuyén truyén, van dong va co cac giai
phap phap khuyen khich phi hop dé gitp ho thay duoc viéc tham gia gop y chinh
sach vira 1a quyén loi, vira 1a trach nhiém cong dan, tir d6 giup ho sin sang, tich
cuc tham gia. Chi khi nguoi dan tham gia gop y chinh sach thi chinh sach méi
dam bao phu hop, dap tmg dugc nhu CAu, nguyén vong ctia ngudi dan va nén hanh
chinh mai thé hién duoc tinh phuc vu, dan chu, trach nhiém giai trinh.

¢) Chi s6 hai 10ng ctia ngudi dan dbi voi chét luong t6 chie thuc hién chinh
sach

Chi s6 nay dugc do luong mirc d6 hai 10ng ciia nguoi dan doi voi chat luong
t6 chirc thuc hién chinh sach va duogc do luong théng qua 09 tiéu chi: (1) To chuac
thuc hién tét chinh sach phét trién kinh té; (2) T6 chic thuc hién tét chinh sach
kham, chita bénh; (3) T chuc thuc hién tét chinh séch gido duc pho théng; (4) T6
chuee thuc hién tét chinh sach nuée sinh hoat; (5) T6 chic thuc hién tét chinh sach
dién sinh hoat; (6) T6 chirc thuc hién tét chinh sach trat tu, an toan xa hoi; (7) To
chtc thuc hién tét chinh sach giao théng dwong bo; (8) To chirc thuc hién tot
chinh sach an sinh, xa hoi; (9) T6 chirc thuc hién tét chinh sach cai cach hanh



chinh.

Két qua: 75,89% sb ngudi duge hoi hai long véi voi chit luong td chirc
thuc hién chinh sach (tang 4,79% so véi nam 2022), ding thtr 62/63 tinh, thanh
phé (tang 01 bdc so véi nam 2022). Trong d6: 77,13% nguoi dan hai 1ong véi
chinh sach an sinh, xa hoi; 76,38% nguoi dan hai long véi chinh sach cai cach
hanh chinh; 75,52% nguoi dan hai long vai chinh sach phéat trién kinh té; 75,63%
ngudi dan hai long véi chinh sdch khdm, chira bénh; 76,09% nguoi dan hai long
Vvé6i chinh sach giéo duc phé thong; 76,16% ngudi dan hai long vai chinh sach trat
tu, an toan xa hoi; 75,88% nguoi dan hai 1ong vai chinh sach giao thong duong
bo; 75,27% nguoi dan hai long vaéi chinh sach dién; 74,91% ngudi dan hai long
vai sinh hoat chinh sach nuéc sinh hoat.

d) Chi sé hai long cua ngudi dan d6i voi két qua, tac dong cua chinh sach

Chi sb nay dugc do ludng mirc do hai 10ng cua nguoi dan d6i vai két qua,
tac dong cua chinh sach dugc do luong thdng qua 10 tiéu chi (nam 2022 do lwong
thong qua 02 tiéu chi): (1) Kinh té gia dinh ctia ngudi dan tét hon; (2) Kinh té x4
hoi cua dia phuong tot hon; (3) Bénh vién cong lap kham chira bénh tét hon; (4)
Truong pho thdng cong 1ap day hoc tot hon; (5) Trét tw, an toan xa hoi tét hon;
(6) buong bo, giao thong tét hon; (7) Dién sinh hoat tét hon; (8) Nudc sinh hoat
t6t hon; (9) An sinh xa hoi tét hon; (10) co quan hanh chinh Nha nuéc, can bo,
cdng chtc, vién chirc c6 nang lyc va thyc thi cong vy tét hon.

Két qua: 76,29% sb ngudi duoc hoi hai long voi két qua, tac dong caa chinh
S&ch (ting 3,23% so véi nam 2022), ding thir 62/63 tinh, thanh phd (gidm 03 bdc
so véi nam 2022). Trong d6: 75,63% hai 10ng vai kinh té gia dinh cua nguoi dan
t6t hon; 75,94% hai 1ong vai kinh té xa hoi cua dia phuong t6t hon; 74,95% hai
long vai bénh vién cong 1ap kham chita bénh tét hon; 77,09% hai long véi truong
pho théng cong 1ap day hoc tot hon; 77,03% hai long véi trat ty, an toan xa hoi
t6t hon; 77,24% hai long v4i duong bo, giao thong tot hon; 76,70% hai 10ng voi
dién sinh hoat tot hon; 74,94% hai long v6i nudce sinh hoat tot hon; 76,77% hai
long vai an sinh xa hoi tét hon; 76,63% hai 1ong voi co quan hanh chinh Nha
nuéc, can bd, cong chic, vién chire co nang luc va thuc thi céng vu tét hon.

2.2. Chi s6 hai long ciia ngudi dan doi véi viée cung ing dich vu hanh
chinh cbng

bat 76,24% (giam 0,44% so voi nam 2022), dung thir 61/63 tinh, thanh
pho (gidm 4 bdc so véi nam 2022). Chi s6 nay duoc do luong & 05 nhém tiéu chi,
gom: (1) Tiép can dich vy; (2) Thu tyc hanh chinh; (3) Cong chuc; (4) Két qua
dich vy; (5) Viéc co quan tiép nhan, xt Iy phan anh, kién nghi cua ngudi dan. Cu
thé két qua timg nhom tiéu chi nhu sau:

a) Chi s6 hai 1ong ctia nguoi dan ddi véi tiép can dich vu

Chi s6 ndy duoc do luong théng qua 03 tiéu chi: (1) B6 phan Mot ctra ¢6
bién hiéu, huéng dan 16 rang, giup nguoi dan dé tim, dé thay, (2) B6 phan Mat
ctra c6 du ghé ngdi cho, ngdi giai quyét cong viéc va ban viét cho nguoi dan; (3)
Bo phan Mot cira ¢ trang thiét bi phuc vu ngudi dan day du, chét lugng tét, gitp
nguoi dan giai quyét cong viée dé dang hon.
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Két qua: 75,59% sd ngudi duge hoi hai long véi viée tiép can dich vu (gidm
1,91% so véi nam 2022), dtmg thit 63/63 tinh, thanh phd (gidm 05 bdc so véi ndm
2022). Trong do: 73,98% hai long voi B phan Mot cura c6 bién hiéu, huéng dan
rd rang, grap ngu:cn dan dé tim, de thay; 76,31% hai 16ng v61 BO phan Mot cura
c6 du ghé ngdi cho, ngdi giai quyét cong viée va ban viét cho nguoi dan; 76,49%
hai 16ng vo1 Bo phan Mot cura ¢6 trang thiét bi phuc vu nguoi dan day du, chat
luong tot, gitp nguoi dan giai quyét cong viée dé dang hon.

Két qua khao sat cho thay, van con mot s6 bd phén nguoi dan cho rang noi
tiép nhan hd so va tra két qua co bién hi€u, huéng dan chua 15 rang, kho thiy
(26,12%); chua co du ghé ngoi cho, ngdi giai quyét cong viéc va ban viét cho
ngudi dan (23,69%); trang thiét bi phuc vu ngudi dan chua day du, chat luong
chua tot dé gitp nguoi dan giai quyét cong viéc dé dang (23,51%) va diéu nay
dan dén Chi s6 va tht hang tai tiéu chi nay déu giam thap so véi cac tinh, thanh
phd. Nhu vay, dé nang cao Chi s cac co quan hanh chinh Nha nudc trén dia ban
tinh can quan tdm nhiéu hon dén diéu kién tru sa, trang thiét bi tai B6 phan Mot
ctra phuc vu nguoi dan nham dam bao gitp ngudi dan thoai mai, dé dang, nhanh
chong trong qua trinh giai quyét cong viéc.

b) Chi sb hai long ctia nguoi dan vé thu tuc hanh chinh

Chi sb nay duoc do luong thong qua 04 tiéu chi: (1) Quy dinh thu TTHC
dugc ni€ém yet cong khai tai B¢ phan Mot cua dé thay, dé hiéu; (2) Nguoi dan
dugc yéu cau ndp ho so giai quyét TTHC dung theo quy dinh; (3) Nguoi dan
duoc yéu cau ndp phi, 18 phi giai quyét TTHC dung theo quy dinh; (4) Thoi han
giai quyét TTHC cho nguoi dan ding theo quy dinh.

Két qua: 76,49% sb nguoi duge hoi hai 1ong vé thu tuc hanh chinh (gidm
1,40% so véi nam 2022), ding thir 61/63 tinh, thanh phd (gidm 04 bdc so véi nam
2022). Trong do: 75,91% hai long v6i quy dinh thu TTHC dugc niém yét cong
khai tai B6 phan Mot cura dé thay, dé hiéu; 76,31% hai long véi viéc nop ho so
giai quyét TTHC dung theo quy dinh; 77,20% hai long véi viée duge yeu cau nop
phi, 1& phi giai quyét TTHC ding theo quy dinh; 76,55% hai long véi thoi han
giai quyét TTHC cho ngudi dan ding theo quy dinh.

Két qua khao sat cho thay viéc niém yet cong khai TTHC da timg budc
tao thuén loi cho nguoi dan, t6 chirc trong vigc tra ctru; niém yét cong khai day
du, de hiéu han ché dan tinh trang yéu cau ndp thanh phan ho so ngoai quy dinh,
yéu cau ndp muc phi, 1¢ phi chua ding quy dinh; cong tac giai quyét TTHC da
dugc rat ngan thoi gian nén han ché dugc tinh trang tré hen. Tuy nhién, Chi sO
hai long cua nguoi dan Ve TTHC giam so voi nam 2022 va diéu nay chimg minh
& mOt sO not viéc niém yet cong khai TTHC con mang tinh hinh thire, chua tao
thuan loi cho ngudi dan, t6 chtrc trong viéc tra ctru; niém yét cong khai chua day
du; con tinh trang yéu cau ndp thanh phan hd so ngoai quy dinh; yéu cau ndp mirc
phi, 1¢ phi chua ding quy dinh; cong tac giai quyét TTHC con tré hen, thot han
giai quyét cong viéc con dai, chua rt ngan duoc thoi gian giai quyét TTHC.

¢) Chi s6 hai 1ong cua ngudi dan ddi véi cong chie
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Chi s6 nay duogc do ludng thong qua 03 tiéu chi (nam 2022 danh gié théng
qua 04 tiéu chi): (1) Coéng chirc B6 phan Mot cuira ¢6 thai do giao tiép lich su, ton
trong d6i voi nguorl dan; (2) Cong chirc B4 phan Mot cira hudng dan ho so dé
hiéu, day du, giap nguoi dan coé thé hoan thién hd so sau mot 1an hudng dan; (3)
Cong chirc Bo phan Mot cira tuan thii ding quy dinh trong giai quyét TTHC cho
nguoi dan.

Két qua: 76,83% s6 nguoi dugc hoi hai 1ong dbi véi cong chirc truc tiép
giai quyét cong viée (tang 2,10% so véi nam 2022), ding thi 61/63 tinh, thanh
phé (giam 01 bdc so véi nam 2022). Trong d6: 76,99% hai long vé cong chiic c6
thai do giao tiép lich sy, ton trong dbi voi ngudi dan; 77,13% hai 1ong vé viée
cong chirc hudng dan ho so dé hiéu, day du, gitp nguoi dan co thé hoan thién hd
so sau mot 1an hudng dan; 76,38% hai long vé cong chirc tuan thi ding quy dinh
trong giai quyét cong viéc cho ngudi dan.

Két qua khao sat cho thy nguoi dan tuong dbi hai 1ong voi cong chirc Bo
phan Mot cua truc tiép giai quyét cong viéc cho hg. Tuy nhién, mét s6 bd phan
ngudi dan van chua hai long thai do giao tiép lich su, ton trong ddi véi nguoi dan
B6 phan Mot ctra (23,01%), con mot bo phan cong chirc Bd phan Mot cira chua
huéng dan ho so dé hiéu, day du, giup dan dén ho phai hoan thién hd so nhiéu
lan (22,87%); con mdt bd phan cong chirc Bo phan Mot cira giai quyét cong viée
chua tuan thu dung quy dinh (23,62%).

d) Chi s6 hai long ctia ngudi dan d6i véi két qua dich vu

Chi sb nay duoc do ludng thong qua 03 tiéu chi: (1) Két qua dich vu duoc
tra ding hen; (2) Két qua dich vu c6 thong tin ddy du, chinh xac; (3) Két qua dich
vu dam bao tinh céng bang.

Két qua: 75,85% s6 ngudi dugc hoi hai 1ong dbi voi két qua dich vu (gidm
4,91% so véi nam 2022), dimg thir 61/63 tinh, thanh phd (gidm 20 béc so véi nam
2022). Trong d6: 75,70% hai long d6i vé6i viée két qua dich vu duoc tra dung hen;
76,56% hai long ddi voi viée két qua dich vu co thong tin day du, chinh xac va
75,30% hai 1ong doi vai két qua dich vy dam bao tinh cong bang.

Két qua khao sat cho thiy Chi s6 hai long cua ngudi dan ddi vai két qua
dich vu o ty 1 hai 1ong thap so v&i nhitng tiéu chi khac; nguyén nhan 1a do céc
tiéu chi vé tlép can dich vy, tiéu chi TTHC, ti€u chi cong chirc con ton tai nhimg
han ché nhét dinh; do vay, két qua cudi cing khong duoc nguoi dan danh gia cao
vé thoi han, tinh day du, chinh x4c va cong bang.

e) Chi sO hai 10ng ctia ngudi dan dbi véi viée co quan tiép nhan, xtr Iy phan
anh, kién nghi

Chi sd nay duoc do luong thong qua 03 tiéu chi: (1) Co quan co bb tri hinh
thirc tiép nhan phan anh, kién nghi, giup nguoi dan phan anh, kién nghi dé& dang;
(2) Co quan tiép nhan, xt Iy phan anh, kién nghi cua nguoi dan ding quy dinh;
(3) Co quan thong bao két qua xtr Iy phan anh kién nghi cho ngudi dan kip thoi.

Két qua: 176,36% s6 ngudi duoc hoi hai long vé viée co quan tiép nhan, xtr
ly phan anh, kién nghi (tang 4,13% so voi nam 2022), dung thi 60/63 tinh, thanh
pho (giam 01 bdc so voi nam 2022). Trong do: 76,16% hai long doi véi viée co
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quan co bd tri hinh thire tiép nhan phan anh, kién nghi, giup nguoi dan phan anh,
kién nghi dé dang; 76,06% hai 1ong dbi véi viée co quan tiép nhan, xir ly phan
anh, kién nghi ciia nguoi dan ding quy dinh; 76,85% hai long ddi véi viée co
quan thong bao két qua xir 1y phan anh kién nghi cho nguoi dan kip thoi.

Két qua khao sat cho thay Chi sd hai long cua ngudi dan déi véi viée co
quan tiép nhén, xtr Iy phan anh, kién nghi ting so v&i nam 2022. Tuy nhién, Chi
s6 cho thay van con ngudi ddi chua hai 1ong véi viée co quan tiép nhan, xu 1y
phan anh, kién nghi dung quy dinh va kip thoi.

(Kém theo Phy luc 2 vé Chi sé hai long ciia nguoi dan ddi véi s phuc vu
Cua co quan hanh chinh Nha nuodc cua tinh)

3. Sw mong doi ciia ngwoi dian do6i véi sw phuc vu cita co quan hanh
chinh Nha nwoéc

Ngoai cac Chi s6 phan 4nh nhan dinh, Chi s6 phan anh sy hai 1ong, Chi s6
SIPAS con phan anh sy mong doi cia ngudi dan doi véi sy phuc vu cta co quan
hanh chinh Nha nudc.

Két qua khao sat cho thay nhu cau, mong doi ciia ngudi dan ddi véi chinh
quyén trong viéc cai thién chat lugng phuc vu nguoi dan trén 10 noi dung quan
trong lién quan dén viéc xay dung, to chirc thuc hién chinh sach va cung ung dich
vu hanh chinh cong. Trong do, ndi dung ma ngudi dan mong mubn chinh quyén
cai thién nhiéu nhat 1a nang cao chat lugng tiép nhan, xir ly y kién gop Yy, phan
anh, kién nghi ciia nguoi dan (37,25% sé nguoi duroc hoi); tlep dén 1a can nang
cao nang luc cua can bo, cong chic, vién chac trong giai quyét cong viéc cho
ngudi dan (36,22% so nguoi duroc hoi) va nang cao tinh than, thai do phuc vu cua
can b, cong chic, vién chuc trong gidi quyet cong viéc cho nguoi dan (35,14%
s6 nguoi diroc hoi). Bén canh do, 34,59% s6 nguoi dugc héi ciing mong mudn co
quan hanh chinh Nha nudc can ting cuong co 8O vat chét, trang thiét bi phuc vu
giai quyet cong viéc; 34,41% mong muodn tang cuong ng dung cong nghé thong
tin, chuyén ddi sb trong giai quyét cong viéc; 33,39% mong mudn nang cao hi¢u
luc, hiéu qua hoat dong cua chinh quyén dia phuong; 32,25% mong mudn nang
cao chét lugng cung tng dich vu cong tryc tuyén dé tao diéu kién thuén lgi, dé
dang trong thyc hién dich vu cong truc tuyén; 30,27% mong mudn nang cao tinh
cong khai, minh bach trong cung cap thong tin; 28,65% mong mudn tang cudng
trdch nhiém gidi trinh cua chinh quyén va 28,65% mong muon mé rong cac co
hoi tham gia gidm sat ciia Nhan dan dbi voi hoat dong ciia chinh quyén.

Piéu nay cho thay, 03 ndi dung ma nguoi dan mong doi nhiéu nhat 1a nang
cao chat lugng tiép nhan, xt Iy y kién gop y, phan anh, kién nghi; nang cao nang
lyc cua can bo, cdng chic, vién chic trong giai quyét céng viéc va nang cao tinh
than, thai d6 phuc vu caa can bo, cdng chic, vién chic.

(Kem theo Phu luc 3 Vé s mong doi cua nguwoi dan)

III. PANH GIA CHUNG

Nhu vay, mdc du cong tac cai cach hanh chinh Nha nuéc duoc cac cép, cac
nganh, cac dia phuong quan tim trién khai thuc hién toan dién trén ca 06 linh vuc:
Cai cach thé ché; cai cach thu tuc hanh chinh; cai cach to chirc b may; cai cach
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ché do cong vu; cai cach tai chinh cong; xay dung chinh quyén dién ti, chinh
quyén sb. Tuy nhién, van con nguoi dan chua hai 1ong véi su phuc vu cia co quan
hanh chinh Nha nuéc va thé hién qua két qua Chi sé SIPAS nam 2023 chi dat
76,08%, ding thir 62/63 tinh, thanh phé (gidm 06 bdc so véi nam 2022); 9/9 nhém
tiéu chi c6 Chi s6 déu ¢ thir hang thap so véi céc tinh, thanh phd. Trong do, 02
tiéu chi c6 Chi s thtr hang dung thir 63/63 tinh, thanh phé (¢rdch nhiém gidi trinh
ciia co quan Nha nuéc; tiép cdn dich vu); tiéu chi ¢ Chi sé cao nhat chi dat
76,83% (hai long vé cong churc); két qua Chi sb thé hién con 23,92% nguoi dan
dugc khao sat chua hai long vdi su phuc vu cia co quan hanh chinh Nha nudéc
trén dia ban tinh; van con 17,84% nguoi dan duoc khao st cho rang co mot so
cong chirc gay phién ha séch nhiéu; 1,44% nguoi dan duoc khao séat cho rang c6
nhleu cong chuc gay phién ha sach nhleu 13,69% nguoi dan dugc khao sat cho
rang c6 mot s6 ngudi dan phai dua tién ngoai quy dinh cho cdng chuc va 3,06%
nguoi dan dugc khao séat cho rang c6 nhiéu ngudi dan phai dua tién ngoai quy
dinh cho cong chuc dé cong viéc duoc giai quyét.

Tir két qua cho thay ngudi dan chua cam nhan duge su nd luc cla cac cap
chinh quyén trong cong cudc cdi cach hanh chinh dan dén Chi s6 SIPAS con thap.

Nguyén nhan chinh din @én Chi sé chwa cao va thir hang giam

Thir nhat, mot s6 cap y, chinh quyén co sé chua that sy quan tdm chi dao
quyét liét cac ndi1 dung vé danh gid, do luong cac Chi s6 thanh phan SIPAS.

Thet hai, mét s6 nguoi dan chua hai 1ong ddi V6i Sy phuc vu cia co quan
hanh chinh Nha nudc caa tinh doi véi 9/9 nhom tiéu chi & 02 ndi dung xay dung,
t6 chuc thuc hién chinh sach céng va noi dung cung wng dich vy hanh chinh cong.

Thir ba, cong tac tuyén truyén chua duoc ddy manh, nguoi dan chua cam
nhan duoc nhimg nd luc cta cac cap chinh quyén trong cai cach hanh chinh diéu
nay ciing anh huong dén két qua Chi sé SIPAS

- Thur tur, mOt b phan can by, cong chirc tai B phan M4t ctra y thure trach
nhiém trong thyc thi cong vu chua cao, chat lugng d6i ngii can bo, cong chire cap
co s0' ¢6 noi chua dap ung tot nhiém vu duoc giao chua dép tng nhu ciu mong
mudn ctia ngudi dan; viéc nam bat tim tw, nguyén vong clia ngudi dan chua that
su khéo 1é0, hai hoa.

- Thi ndm, mdt bd phan ngudi dan chua quan tim nhiéu dén thong tin vé
chinh tri, kinh té - x3 hoi, céc quy dinh cua phap luat hoac mot ) truong hop
ngudi phong van 1a dong bao dan toc thiéu s6, ving sau, ving xa kha ning nam
bat, tiép can thong tin con han ché... nén khi khao sat thong tin cung cap chua
dugc chinh xac day du... dan dén Chi s danh gia chua cao.

Bén canh d6, khong it cac van dé cua cac co quan Nha nude tir tinh dén co
SO’ xay ra, gay ra cac tac dong tiéu cuc dén doi sdng cua nguoi dan ca vé vat chat
va tinh than, nhu cc vu viée tiéu cuc dugc phét hién déi voi can bo, cong chirc;
can by, cong chirc, vién chirc rd1 bo linh vuc cong; cac co s& kham, chira bénh
cong lap thiéu nhan vién y té, thiéu thudc, thiéu trang thiét bi dé kham, chira bénh
cho ngudi dan... Co thé nhitng diéu trén 1y giai cho viée chat lwgng phuc vu ngudi
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dan ctia co quan hanh chinh Nha nudc chua cao, Chi s6 hai 1ong cia nguodi dan
do6i vai viée cung ung dich vu cong con thap.

IV. DPE XUAT GIAI PHAP NANG CAO CHI SO

Dé nang cao chat lugng phuc vu nguoi dan, t6 chirc gop phan nang cao su
hai long cua nguoi dén, t6 chirc doi voi co quan hanh chinh Nha nudc, tur d6 cai
thién Chi so0 SIPAS.

S& Noi vu kién nghi UBND tinh chi dao Thu truéng cac co quan, don vi,
dia phuong trén dia ban tinh tap trung thuc hién cac ndi dung sau:

1. Can cir Béo céo két qua Chi s6 SIPAS ndm 2023, phan tich, dénh gia
nguyén nhan, ton tai, han che thugc trach nhi¢m cua co quan, don vi, dia phuong.
bong thoi, trién khai thuc hién cac giai phap khac phuc han che, yéu kém, tao su
chuyén bien manh me trong viéc nang cao Chi s6 SIPAS ndm 2024 va cac ndm
tiep theo.

2. Tép trung day manh cong tac thong tin, tuyén truyén dé doi ngil can b9,
cong chuc, vién chirc va nguoi dan hiéu vé Chi s6 SIPAS; tir do tao sy thay doi
nhan thirc vé hanh chinh cong, tao dugc moi quan hé mat thiét gitra chinh quyén
va ngudi dan.

3. Trach nhiém cai thién Chi s6 tai 02 noi dung va 09 nhém tiéu chi, nhu
sau:

3.1. Noi dung vé chinh sach (ding thiz 62/63 tinh, thanh phd).

a) Tiéu chi chung vé gop ¥, phan hoi dé xay dung, t6 chuc thyc hién chinh
sach (y te gido duc, lao dong thirong binh - xd héi, an ninh trdt ty, phong chong
chdy né, an toan giao théng, bdo hiém, dién, nuéc sinh hoat, rdc thdi, moi
truong...)

- Chi dao, cung cép, giai thich day du, dé hiéu kip thoi thong tin vé cac
chinh sach lién quan dén nganh, linh vyc, dia phuong theo ddi, quan 1y dudi nhiéu
hinh thirc (tai tru so co quan, nha van hoa thon, bang thong tin cong cong, khu
ddn cw, nha cao tang, mang xd hoi, truyén hinh, bdo, dai), gitip moi ngudi dan dé
tim, dé thay.

- Chi dao, trién khai dud6i nhiéu hinh thtcc (hdi nghi, tiép xiic cir tri, t6 chire
doéi thoai, hom thw gop ¥, trang théng tin dién tir, mang xd hoi...) thuan loi, dé
dang dé nguoi dan co co hoi tham gia gop y dbi voi qua trinh xay dung chinh sach
va phan hoi ¥ kién vé két qua, tac dong cua cac chinh sach.

b) V& chat lugng chinh sach

- S& Ké hoach va Pau tu, S& Cong Thuong, S¢ Lao dong, Thuong binh va
Xa hoi, theo chirc nang, nhiém vu chu tri, theo doi viéc duy tri, cai thi¢n ndi dung
vé chinh sach phat trién kinh t€ & dia phuong (vé thu hut dau tu, kinh doanh, viéc
lam ...).

- S6' Y té, Bao hiém y té, Bao hiém xa hoi, UBND cip huyén, UBND cip
xa theo chirc nang, nhi€ém vu chu tri, theo ddi viéc duy tri, cai thién ndi dung veé
chinh sach vé kham chira bénh (gom cdc quy dinh vé bénh vién, phong kham, tram
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y té; viéec kham, chita bénh; bao hiém y té: vé vién phi... ¢ cdc bénh vién cong,
phong khadm cong, tram y te).

- S& Gido duc va bao tao theo chirc nang, nhi€ém vu chu tri, theo doi viéc
duy tri, cai thién ndi dung vé chinh sach gido duc phd thong (gém cdc quy dinh vé
chwong trinh giang day, sach giao khoa, truong hoc, lop hoc, danh gia hoc sinh,
thii tuc nhdp hoc... ¢ cdc truong phé thong cong lap).

- Cong an tinh theo chirc nang, nhiém vu chu tri, theo doi viéc duy tri, cai
thién ndi dung vé chinh sach trat tu, an toan xa hoi (gom cdc quy dinh vé qudn Iy
ddn cu, gir gin trdt tw noi céng cong, qudn Iy an ninh mang; phong chong tdi
pham, phong chéng chdy né...).

- S& Giao thong van tai theo chirc nang, nhi€ém vu chu tri, theo doi viéc duy
tri, cai thién noi dung vé chinh sach giao thong duong bd (gom cdc quy dinh vé
xdy dung, phdt trién duwong bé; giao théng dwong bo; bdo dam trdt ty, an toan
giao thong dwong bo...).

- S& Cong Thuong theo chirc nang, nhi€ém vu chu tri, theo doi viéc duy tri,
cai thién nd1 dung vé chinh sach vé dién sinh hoat (gom cac quy dinh vé cung cap,
quan ly, phat trién dién sinh hoat, gia tién, chat lwong dién sinh hoat ...)

- So Xay dung theo chirc nang, nhiém vy chu tri, theo do1 viéc duy tri, cai
thién nd1 dung vé chinh sach vé nudc sinh hoat (; @om cdc quy dinh vé cung cdp,
qudn 1y, phdt trién nuée sinh hoat, gid tién, chat lrong mede sinh hoat...)

- S¢ Lao dong, Thuong binh va Xa hoi, Bao hiém x3 hoi tinh theo chirc
nang, nhiém vu chu tri, theo doi viéc duy tri, cai thién ndi dung vé chinh sach vé
an sinh xa hoi (gom cdc quy dinh vé bdo hiém xa hoi, bdo hiém that nghiép; ho
tro thuwong xuyén doi véi nguoi ¢é c¢éng, ngwoi nghéo, nguoi tan tdt... va hé tro
dot xudt cho nguwoi dan khi gdp mat mua, thién tai ...).

- Van phong UBND tinh va cac Sé: Noi vu, Tu phap, Thong tin va Truyén
thong, Tai chinh, K& hoach va D:Qlu tu theo churc nang, nhiém vu chu tri, theo doi
viéc duy tri, cai thién ndi dung vé chinh sach cai cach hanh chinh.

3.2. Noi dung vé cung tmg dich vu vé TTHC

a) Vé tiép can dich vu

- Cung cép day du, kip thoi thong tin dé nguoi dan, to chirc biét ve noi tiép
nhan, tra ket qua giai quyet TTHC mot cach de dang, nhanh chong tai Trung tam
phuc vu hanh chinh cong va B phan Mot ctra cap huyén, cap x&; trén Trang thdng
tin dién tu. Ngoai ra, mo rong cac hinh thuc thong tin d€ nguoi dan, to chuc biet
vé noi tiép nhan, giai quyét TTHC qua Dai Phat thanh — Truyén hinh, B&o Binh
Phudc, qua mang xa hoi.

- Tiép tyc quan tam cai thién noi lam viéc, trang bi thém ghé ngoi, ban viet
hp s0, may tinh c6 két noi mang intgernet... phuc vu cho nguoi dan, nguoi dai d[én
t6 chure khi dén giao dich, giai quyet cong viéc. Kiém tra Bo phan Mot cira nham
dam bdo day du bién hi¢u, huéng dan rd rang, de thay, du cho ngoi cho ngudi dan,
nguoi dai dién to chirc dén giao dich; trang thiét bi phuc vu nguoi dan, to chuc
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ddy du, d& st dung; tiép tuc ra soat, cai tao khdng gian giao tiép gitra khéch hang
v6i cong chac Bo phan Mot cura theo quy dinh tai Nghi dinh so 61/2018/ND-CP
ngay 23/4/2018 cua Chinh phu ve thuc hién co che mot cira, mot cua lién thdng
trong giai quyet TTHC.
b) Vé TTHC
o Phai nié~m yét cong khai,ﬁ minh bach TTHC tai vi tri thuan tién, khoﬁa hoc
dé nguoi dan de tiep can, tim hieu; cap nhat day du, kip thoi nhiing thay doi cua
TTHC khi ¢ quyét dinh cdng bo caa UBND tinh.
- Tang cudong va doi méi cong tac tuyén truyén cac hinh thic tiép nhan va
tra két qua giai quyet TTHC.
- Nang cao chat lwong hoat dong cua cac Cong/Trang thong tin dién ti, van
hanh hiéu qua Trang thong tin dién tir cua co quan, don vi, dia phuong. Pay manh

cung &ng dich vu cdng truc tuyén va co giai phap dé hd tro, gidp nguoi dan, to
chuc sir dung dich vu cong truc tuyén.

- Nghiém tlc ra soat, kién nghi don gian hoa nhu’ng TTHC ruom ra, phuc
tap, rut ngan thoi gian giai quyét TTHC; ting cudng c4c bién phap hudéng dan, ho
tro nguoi dan, to chic trong viéc Ely ho so, TTHC (nhw xay ding cac bg biéu mau
tham khdo, thanh 1dp cac té fir van thuc hién thi tuc ngay tai Bé phdn Mét ciza,
tw van qua dién thoai, website, #ng dung di dong, ...).

- Thuc hién dam bao ding quy trinh, quy dinh trong giai quyét hd so TTHC
theo co ché mot cira, mot cira lién thong nhat 1a vé thanh phan hé so, muc phi, 1é
phi va thoi han giai quyét.

¢) Vé cong chiic

- Thyc hién nghiém tdc viéc tiép nhan va giai quyét TTHC cho ngudi dan,
td chirc theo Nghi dinh s6 61/2018/ND-CP ngay 23/4/2018 ctia Chinh phu vé thuc
hién co ché mot cira, mot cira lién thdng trong giai quyét TTHC. Tat ca hd so phai
thuc hién tiép nhan va tra két qua, tuan tha chat ché quy trinh luan chuyén hd so
gitra cac cong chirc chuy@n mén, cac bo phan. Khi hudng dan ngudi dan, td chirc
hoan thién ho so phai c6 phiéu huéng dan hoan thién ho so theo quy dinh, noi
dung huéng dan phai rd rang, cu thé. Néu ho so tré han phai c6 thong bao hen lai
thoi gian tra két qua va xin 13i to chirc, cong dan trong thoi han cham nhat 01 ngay
trudc ngay hét han. Viéc hen lai ngay tra két qua dugc thyuc hién khong qua 1 lan.

- Can b9, cdng chuc, vién chuic, nhan vién tai cac co quan, don vi phai giao
tiép, ung Xt vin minh, lich su, than thién, hoa nha, tan tinh, giai quyét cdng viéc
nhanh chéng, chuyén nghiép, san sang giup do nguoi dan, to chac va doanh
nghiép. Khong tiép nhan ho so ngoai Bo phan Mot cira va tru s¢ co quan hoic gidi
thiéu ngudi dan lién hé véi t6 chic, ca nhan 1am dich vy dé thyuc hién TTHC. Uu
tién tiép don nguoi dan dén giao dich, khong dugc 1am viéc riéng, nghe dién thoai,
tho o trong khi nguoi dan dang cho doi, truong hop can thiét phai vang mat, can
xt 1y cdng viéc cap bach thi phai xin 15i, trao di rd véi ngudi dan.

- Kip thoi tang cuong cdng chiic, vién chirc, nhan vién tiép nhan hd so vao
thoi diém sb luong nguoi dan dén giao dich tai Bo phan Mot cira ting cao.
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- Tang cuong kiém tra, giam sat d6i ngii can bd, cdng chuc, vién chic,
nguoi lao dong trong co quan, don vi vé thuc hién nhiém vy, cong vu, giai quyét
ho so TTHC; kién quyét phé binh va xt Iy nghiém cac hanh vi thiéu tinh than
trach nhiém, vi pham dao dac cdng vu, cac truong hop can bo, cbng chire doi hoi
thém gidy to ngoai quy dinh khi tiép nhan va xt Iy ho so, tu dat thém khau cong
viéc, nhiing nhiéu, tiéu cuc, gay phién ha cho té chirc, cong dan va doanh nghiép.

- Binh ky cudi mdi thang tién hanh nhan xét, danh gia viéc thuc hién chic
trach, nhiém vu caa cong chuec, vién chic, nhan vién c6 tham gia vao qua trinh
tiép nhan, giai quyét TTHC; lay két qua nay 1am can cir dé phan loai can b, vién
chac hang nam va binh xét thi dua - khen thudng, xir Iy cac truong hop vi pham
(néu co).

d) V& két qua cung tng dich vu hanh chinh céng

- Thuc hién nghiém quy trinh giai quyét TTHC theo co ché mot cura, mot
cua lién thong; kiém soét chat ch& quy trinh gidi quyét. Bay manh ung dung phan
mém mot cira dién tr dung chung dé nang cao tinh c¢ong khai, minh bach va kiém
soat viéc giai quyét TTHC cia co quan, don vi, dia phuong.

- Theo ddi, kiém tra, chan chinh qua trinh tiép nhan, giai quyét ho so,
TTHC cho to chuc, cdng dan, xac dinh nguyén nhan va thuc hién cac bién phép
cu thé dé day nhanh tién do giai quyét hd so som han va dung han, han ché dén
mc thap nhat ho so tré han.

- Cac co quan, don vi c6 tham gia giai quyét ho so lién théng phai xir Iy hd
so va chuyeén két qua cho co quan chu tri ding theo thoi han quy dinh trong quy
trinh giai quyét TTHC.

- binh ky hang thang tong hop, danh gia tinh hinh tiép nhan, giai quyét ho
so va dé nghi céc co quan, don vi ¢6 lién quan c6 bién phap khac phuc déi véi
nhitng ho so tré han.

e) Veé tiép nhan, xir ly phan anh, kién nghi

Phan cong can b, cdng chuc, vién chac san sang tlep nhan, giai dap, hudng
dan nhiing van dé ma nguoi dan, té chic con vudng mac; tiép nhan, giai dap, xu
ly kip thoi nhitng phan anh, kién nghi cua nguoi dan, t6 chirc vé quy dinh hanh
chinh, vé qua trinh tiép nhan, giai quyét ho so, vé thai do giao tiép, tng xt, phuc
vu ctia can b, céng chuc, vién chuc...; tra loi béng vin ban cho nguoi phan anh,
kién nghi; déng thoi cong khai noi dung, két qua xu ly, tra loi cac phan anh, kién
nghi theo quy dinh tai Nghi dinh s6 92/2017/NB-CP ngay 07/8/2017 cua Chinh
pht vé sira d6i, bo sung mot sé diéu cia cac Nghi dinh lién quan dén kiém soéat
TTHC.

4. UBND thanh ph6 Pong Xoai, UBND thi x4 Binh Long va UBND huyén
Bu Bang (dia phwong dwoc lira chon tién hanh phat phiéu khdo sat Chi sé SIPAS
nam 2023) can ctr vao két qua Chi s6 SIPAS nam 2023 phan tich, nguyén nhan
tén tai han ché cac noi dung, nhom tiéu chi giam, thap xay dung Ké hoach khic
phuc cai thién, nang cao Chi sb.

5. Pai Phat thanh - Truyén hinh va Bao Binh Phudc c6 trach nhiém
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Tuyén truyén vé cac ndi dung cta Chi s SIPAS. T6 chirc tuyén truyén két
qua Chi s0 SIPAS cua tinh, myc dich, y nghia, giai phap de cai thién, nang cao
Chi s6 SIPAS cuia tinh. Poi méi cac hinh thirc tuyén truyén, cac chuong trinh,
chuyén muc nham thu hut sy chu y lang nghe, quan tdm tim hiéu cta ngudi dan
d6i voi cac ndi dung vé Chi sd SIPAS.

Trén day 1a Bao cdo két qua Chi s hai long ctiia ngudi dan, to chirc dbi véi
su phuc vu cua co quan hanh chinh Nha nuéc (SIPAS) nam 2023 cua tinh./.

Noi nhan: KT. GIAM POC
- CT, cac PCT UBND tinh (b/c); PHO GIAM POC
- Uy ban MTTQ Viét Nam tinh;

- C4c s6, ban nganh;

- bai PT - TH va Bao Binh Phudc;

- Hoi Cyu chién binh Viét Nam tinh;
- Buu dién tinh;

- UBND céac huyén, thi x4, thanh ph

- GD, céc PGD S& Noi vy; h FIUynh Thi Bé Nam
- Luu VT, CCHC.
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PHU LUC 1

CHI SO NHAN PINH, PANH GIA CUA TiNH BiNH PHUOC

Tiéu chi Nam 2023 | Nam 2022
(%) (%)
1. CS phat trién kinh té ¢ dia phuong. 68,69 93,40
2. CS kham, chira bénh ¢ dia phuong. 71,31 97,73
o 3. CS gi4o duc phd thong ¢ dia phuong. 72,25 96,70
Mire d quan 4" Cg ¢ sinh hoat & dia phuong. 70,23 95,26
am o g&g‘;‘ 5. CS dién sinh hoat 6 dja phurong, 72.79 97,53
CONN, 6. CS trat ty, an toan xa héi ¢ dia phuong. 73,87 96,70
7. CS giao thong duong bo ¢ dia phuong. 72,88 95,88
8. CS an sinh, xa hdi ¢ dia phuong. 73,51 97,31
9. CS cai cach hanh chinh ¢ dia phuong. 71,03
1. Qua loa phat thanh xa. 42,50 21,90
A R ) 2. Qua hop, sinh hoat, thong béo tai khu dan cu. 40,87 30,37
Kenh}hgngtn1 3. Qua chinh quyén, cong chic. 11,57 15,08
gg)tg:osgécilggg 4. Qua nguoi than, ban be, 13,56 16,74
cs 5. Qua dai, ti vi, bao chi. 26,22 50,21
6. Qua mang internet. 46,84 4463
7. Qua hinh thirc khac. 0,18 0,62
1. Qua loa phat thanh xa. 71,49
2. Qua hop, sinh hoat, thong bao tai khu dan cu. 72,75
Mirc d9 phit hop 737y 5 chinh quyén, cong chic. 70,99
cua cac hinh 7" i than, ban be. 69,05
thirc cung cap e — -
théng tin vé CS 5. Qua dai, ti vi, bao chi. 75,59
6. Qua mang internet. 74,14 10,31
7. Qua hinh thirc khac. 70,59
1. S& tham gia, néu dugc xin y kién theo bat ky hinh
thirc nao. 47,01
Sy tham gia gép 2. S& tham gia, nég duoc xin y kién theo hinh thirc 16.88
y ciia ND déi véi gui Ijhleu XII? v kien den nl?a, ,co 'c%uan.. i
CS 3; S€ tham gia, néu duoc xin y kién tai cudc hop cu 35 57
dan. ’
4. S& tham gia, néu dugc xin ¥ kién theo hinh thirc 4.90
truc tuyen. '

Suy nghi ciia ND | 1. Khong c6 cong chirc nao gay phién ha, sach 8072 92 55
vé tinh trang | nhicu. ’ ‘ _ ’ '
cong chirc phien | 2. C6 mot s6 cong chuc gdy phién ha, sach nhiéu. 17,84 6,21
ha, sach nhiéu. | 3. C6 nhiéu cong chirc gdy phién ha, sach nhiéu. 1,44 1,24
Suy nghi caa ND | 1. Khong ¢6 ND nao phai dua tién ngoai quy dinh. 83,24 92,92
ve vigc dua tien | 2. Co mot sé ND phai dua tién ngoai quy dinh. 13,69 5,83

ngoai quy dinh . 1A . A \: .
cho cong chirc 3. Co6 nhiéu ND phai dua tién ngoai quy dinh. 3,06 1,25
Mirc d phu hgp | 1. Hinh thirc truc tiép. 71,58 43,30
Cljla C.éf. hinh}\ 2. Hinh thtc truc tuyén toan trinh. 69,05 6,39
thire giai quyct 3. Hinh thirc tryc tuyén mot phan. 70,26 50,31

TTHC
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CHI SO NHAN PINH, PANH GIA CUA TiNH BINH PHUOGC

. Nim 2023 | Niam 2022
Tiéu chi (%) (%)
1. C(’).ngu’(‘yi than dang/da di hoc phd thong 3 nim 4847 8412
tro lai day. ’ ’
2. Ban than/ nguoi than da kham, chfra bénh tai
bénh vién, phong kham da khoa tuyén tinh, huyén, 72,02 84,54
Xa.
Trii nghiém cia | 3 pj gigi quyét TTHC tai TTPVHC cua tinh, thanh
ND vé vie gidi | phé. 56,40
quyet cdng viéc "4 3 giai quyt TTHC tai BPMC ctia huyén, quan. | 78,34 49,90
(:Vr‘]’i“nch"’q‘{l“yaé‘l‘l 5. A gidi quyét TTHC tai BPMC ctia xd, phuong. 81,26
6. Da hoi chinh quyén, cong chic vé CS, TTHC. 68,11
7.Da néu ¥ kién danh gia v6i chinh quyen vé két 4270
qua thuc hién CS, két qua giai quyet TTHC. ’
8. P néu y kién phan anh, kién nghi véi chinh 37.30

quyén vé CS, TTHC.
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PHU LUC 2

CHI SO HAI LONG CUA NGUOI DAN

Ticu chi Nam 2023 Nam 2022
(%) (%)
I. VIEC XAY DUNG, TO CHUC THU'C HIEN CS 75,97 75,43
A. Trach nhiém gidi trinh ciia chinh quyén vé CS 74,77 78,42
1. Chinh quyén cung cap, giai thich théng tin CS theo nhiéu
hinh thirc, dé tim, dé thay. 7391 78,11
2. Chinh quyén cung cap thong tin CS day dii, d& hiéu ND. 75,63 78,73
B. Su t.l:am gia ciia ND vao qua trinh xay dung, to chirc 75,95 79.15
thue hién CS
3: Chln}} quyén to chirc nhi€u hinh thirec @€ ND de dang tham 75,84 78,94
gia y kién xay dung CS.
4. Chinh quyén t6 chirc nhiéu hinh thirc dé ND dé dang phan
hoi y kién danh gia tinh hinh trién khai va két qua, tac dong 76,06 79,35
ctua CS ¢ dia phuong.
C. Chét lwgng té chirc thye hién CS 75,89 71,10
5. Chinh quyén to chtrc thuc hién tot CS phat trién kinh té &
; 75,52
dia phuong i
6. Chinh quyén t6 chirc thyc hién tot CS kham chita bénh &
: 75,63
dia phuong
7. Chinh quyén t6 chtre thuc hién tot CS gido duc phd thong
I 76,09
0 dia phuong.
8. Chinh quyén t6 chure thyuc hién tot CS trat ty, an toan xa
e a 76,16
héi ¢ dia phuong.
9. Chinh quyén t6 chirc thyc hién tét CS giao thong duong bo 75 88
0 dia phuong. '
10. Chinh quyén t6 chirc thuc hién tot CS dién sinh hoat & dia 75 27
phuong. '
11. Chinh quyén t6 chue thuc hién tot CS nudce sinh hoat &
. 74,91
dia phuong.
12. Chinh quyén t6 chirc thyc hién tot CS an sinh xa hoi ¢ dia 7713
phuong. '
13. Chinh quyén td chirc thuc hién tét CS cai cach hanh
S e 76,38
chinh ¢ dia phuong.
D. Két qua, tac dong cia CS 76,29 73,06
14. Kinh té gia dinh cua ND dia phuong tot hon. 75,63 72,75
15. Kinh té - xa hgi cta dia phwong tot hon. 75,94
16. Bénh vién cong l1ap & dia phuong kham chira bénh cho
£ 74,95
ND tot hon.
17. Truong phd thong cong 1ap day hoc sinh tét hon. 77,09
18. Trat tu, an toan xa hdi ¢ dia phuong tdt hon. 77,03
19. Pudng b, giao thong & dia phuong tdt hon. 77,24
20. Dién sinh hoat ciia ND & dia phuong t5t hon. 76,70
21. Nuéc sinh hoat cia ND & dia phuong tdt hon. 74,94
22. An sinh x4 hoi ddi voi ND ¢ dia phuong tt hon. 76,77
23. CQHCNN, CBCCVC ¢ dia phuong c6 nang luc va thuc 76.63

thi cong vu tot hon.
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CHI SO HAI LONG CUA NGUOI DAN

Tidu chi Nam 2023 Nam 2022
(%) (%)
CS da gop phan givip cho chdt lwong cugc song ciia ND dia 7337
phuwong ngay cang tot hon ’
II. VIEC CUNG UNG DVHCC 76,24 76,68
E. Tiép can dich vu 75,59 77,50
24. BPMC c6 bién hiéu, hudng dan rd rang, dé tim, d& thay. 73,98 77,91
25. BPMC c6 du ghé ngdi cho, ghé ngdi giai quyét cong viéc
R 76,31

va ban viét cho ND.
26. BPMC c0 trang thiét bi phuc vu ND day du, chat luong

76,49 76,46
t6t, giup giai quyét cong viec dé dang hon.
Co quan cung cap thong tin vé viéc giai quyet TTHC theo 76.67
nhiéu hinh thirc, dé tiép cdn, dé hiéu doi véi moi ND '
Tru s6 co quan tzep nhan hé so, tra két quad sach sé, van minh 78,94
G.TTHC 76,49 77,89
27£ Qu}; dinh TTHC dugc niém yét cong khai tai BPMC dé 75,91 78,53
thay, de doc.
28. Cong chirc yéu cau ND ndp hd so TTHC dung quy dinh. 76,31 78,94
29. ang churc yéu cau ND dong phi/l¢ phi TTHC dang theo 77.20 78,25
quy dinh.
30. Thoi han giai quyét TTHC dung theo quy dinh. 76,55 75,85
H. Céng chite truc tiép giai quyét cong viée 76,83 74,73
,3\| IE.) Cong chirc & BPMC ¢6 thai d giao tiép lich sy, ton trong 76.99 76,05
32. Cong chitc 6 BPMC huéng dan ho so dé hiéu, day du, 2713 2378
gitp ND c6 thé hoan thién ho so sau mét 1an hudng dan. ' '
33. ACong chirc & BPMC tuan thu ding quy dinh trong giai 76,38 75,23
quyét TTHC.
Cong chirc cung cdp théng tin, trd 1oi kip thoi, day di cau
hoi, y kien ciia ND 74,61
Céng chirc tan tinh doi véi ND trong qud trinh gidi quyét
cong viéc 73,99
I. Két qua dich vu 75,85 80,04
34. Két qua giai quyét TTHC duoc tra dang hen. 75,70 78,73
35. Két qua giai quyét TTHC c6 thong tin ddy du, chinh xéc. 76,56 81,62
36. Két qua giai quyét TTHC dam bao tinh cong bang. 75,30 79,76
}j(é:iéc tiép nhan, xir Iy phan anh, kién nghi ciia nguoi 76,36 73.23
ggthMC bo tri hinh thure tiép nhan phan anh, kién nghi de 76,16 72.75
Séﬂ?PMC tiép nhan, xtr Iy phan anh, kién nghi ding quy 76,06 72.75
39. BPMC ‘Fhong bao két qua xu ly phan anh kién nghi cho 76.85 74,20
ND kip thoi.
SU PHUC VU HANH CHINH NOI CHUNG 76,08 76,05
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PHU LUC 3

CHI SO NHU CAU, MONG PQI CUA NGUOI DAN

A . Niam 2023 " . Niam 2022
Tiéu chi (%) Tiéu chi (%)

Néng cao chat lwong tiép nhan, gial A - z
quyét y kién gop ¥, phan anh, kién 37,25 Nang Qo hcArn nua chat luc‘n‘lg A 22,89
nghi cia ngudi dan cung cap thong tin cho nguoi dan
Nang cao nang lyc cuia CBCCVC Nang cao hon nira s quan tdm
trong giai quyet cong viéc cho 36,22 cta co quan chinh quyén doi voi 22,06
nguoi dan. nhu cau, mong doi cua nguoi dan
Ning oo i o i
trone widi quvét con Vigc cho 35,14 CS quan trong doi voi doi song 18,97
ngu(‘%i%lénq Y g VIt cua nguoi dan
Tang cuong co s vat cht, trang Nang cao hon nira thai d6 phuc vu
tvlifct l’ﬁg’ﬁ‘;gfﬁ;ﬁgi cong 3459 | (iia CBCCVC déi véi nguoi dan 18,56
Tang cuong ting dung cong nghé A ~ X

N T iAok . Nang cao hon nira chat lugng
thong tin, chuyén doi so trong giai 34,41 Tn g P 18,56
quyét cong viéc cho ngudi dan. DVHCC (vige giai quyét TTHC).

A o cn \ Tang cudng img dung cong nghé
ggglg Ccf?;) il}iierlllhluf; gfgiguahﬁ(;i[ 33,39 thong tin, chuyén doi s6 trong giai 17,94

one quyendiap & quyét cong viéc cho ngudi dan
Néng cao chét lugng cung tmg dich Néng cao hon nita chét long tiép
vu cong tryc tuyén dé tao diéu kién nhan. eidi auvét ¢ kidn ¢60 <
thuan loi, dé dang cho ngudi dan 32,25 héln’é%lh l(cli é}r/1 nyhi ol agnp }(f)"i 17,94
trong thyc hién dich vy cong truc gén ’ ght cua ngu
tuyén. '
Nang cao tinh c()ng khai, minh Nang cao hon nita hiéu lyc, hi¢u
bach trong cung cap thong tin cho 30,27 qua hoat dong cua bd may co 17,94
nguoi dan. guan chinh quyén.

Nang cao hon nira nang luc cia
;Fj:%}i ﬁ(}:ngutr:ri}:ig??;? flalotlrgg; 28,65 CBCCVC trong gidi quyét cong 17,32
qauy v viéc cho nguoi dan

Mo rong cac co hoi tham gia giam iarifaflaotﬁfé? S?ahﬁaihqu% tru
sat cia nguoi dan doi véi hoat dong 28,65 - ang PPIUC VU & 14,43

cta chinh quyeén.

quyét cong viéc cho nguoi nguoi
dan
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