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VIET TAT

SIPAS Satisfaction Index of Public Administrative Services, dich tién,g
Anh cta cum tir “Po Iuong su hai long cia nguodi dan, t6 chic doi
V6i Su phuc vu cia co quan hanh chinh nha nuéc”.

UBND Uy ban nhan dan.

CQHC Co quan hanh chinh
HCNN Hanh chinh nha nuéc

HCC Hanh chinh cong

SNCL Su nghiép cong 1ap

LLVT Luc lugng vil trang
TCPCP  To chuc phi chinh phu
HH/H Hiép hoi/hoi

DNTN Doanh nghiép tu nhan
CTTNHH Cong ty trach nhiém hitu han
CTCP Cong ty c¢b phan

CTHD Cong ty hop danh
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DNNNG  Doanh nghiép nudc ngoai
DNLD Doanh nghiép lién danh
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GYPAKN  Gép ¥, phan anh, kién nghi
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PHAN MOT

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 NUGC NAM 2018

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 so

Chuong trinh tong thé cai cach hanh chinh nha nudc giai doan 2011 - 2020
cia Chinh phu xac dinh mét trong cac muc ti€u cia cai cach hanh chinh nha
nuéc giai doan nay 1a “Bao dam su hai long ciia c4 nhan, t6 chic dbi véi su
phuc vu cta co quan hanh chinh nha nuéc dat murc trén 80% vao nam 2020 va
mot trong cac trong tAm cua cai cach hanh chinh nha nuéc 1a “Nang cao chat
luong dich vy hanh chinh cong”. Quyét dinh sé 225/QD-TTg ngay 04/02/2016
cta Thi tuéng Chinh phti ban hanh K& hoach cai cach hanh chinh nha nudc giai
doan 2016 - 2020 da giao Bo Nbi vu trién khai thuc hién Dé an Do luong su hai
1ong cua nguoi dan, to chic dbi v6i su phuc vu ciia co quan hanh chinh nha
nudc. Trén co so d6, ngay 10/10/2017 Bo truedng Bo NoOi vu da ban hanh Quyét
dinh s6 2640/QD-BNV phé duyét Bé an do ludng sy hai long ctia nguoi dan, to
chtre d6i véi sy phuc vu ctia co quan hanh chinh nha nudc giai doan 2017 - 2020
quy dinh cu thé myc dich, muc tiéu, yéu cau, noi dung, phuong phap, giai phép,
trach nhiém, thoi gian va kinh phi trién khai do luong su hai long cia nguoi dan,
t6 chac dbi voi su phuc vu ciia co quan hanh chinh nha nudc theo yéu cau cua
Chinh phu, Thu tudng Chinh phu trong giai doan nay.

2. Muc dich

Do luong sy hai 1ong cua nguoi dan, té chie d6i voi sy phuc vu cia co
quan hanh chinh nha nuéc nham danh gia khach quan chat lugng cung tmg dich
vu hanh chinh cong ctia cac co quan hanh chinh nha nuéc. Thong qua do, cac co
quan hanh chinh nha nudc nim bat dugc yéu cau, mong mudn ciia ngudi dan, to
chtrc dé c6 nhitng bién phap cai thién chat luong phuc vu va cung tmg dich vu
nhim nang cao su hai 1ong va loi ich ctia ngudi dan, t6 chuc.

3. Noi dung do lwong su hai long

Po ludong su hai 10ng ctia ngudi dan, to chie ddi véi sy phuc vu cua co
quan hanh chinh nha nuéc (sau day goi tit 1a do luong su hai 1ong) duoc thuc
hién doi véi 5 yéu to co ban cua qua trinh cung ¢ng dinh vy hanh chinh cong,
gom: (1) Tiép can dich vu hanh chinh cong cua co quan hanh chinh nha nuéc;
(2) thu tuc hanh chinh; (3) cong chuc truc tiép giai quyet thu tuc hanh chinh; (4)

két qua cung ung dich vy hanh chinh cong; (5) viéc tiép nhan, giai quyét gop v,
phan anh, kién nghi.

NGi dung do luong 1a cadc nhan dinh, ddnh gia, mac do hai long va sy
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mong doi ctia nguoi dan, to chie d6i vai viéc cung tng dich vu hanh chinh cong
cua co quan hanh chinh nha nudéc.

Céc tiéu chi danh gia vé to chirc cung ung dich vy ciia co quan hanh chinh
nha nudc, mirc do hai long va su mong doi ciia nguoi dan, t6 chic doi vai viéc
cung ung dich vu cia co quan hanh chinh nha nuéc gom:

a) Ti€u chi danh gia cia ngudi dan, té chirc vé viéc to chure cung tng dich
vu ctia co quan hanh chinh nha nuéc:

- Co quan tryuc tiép giai quyét cong viéc cho ngudi dan, to chic;

- Kénh théng tin dé biét vé co quan truc tiép giai quyét cong viéc cho
nguoi dan, to chuc;

- Kénh thong tin dé biét vé tha tuc hanh chinh;

- S lan di lai dén co quan dé giai quyét cong viéc;

- Viéc cong chirc gay phién ha, sach nhiéu;

- Viéc cong chiic goi y nop tién ngoai phi/lé phi;

- Viéc co quan dang hen;

- Viéc co quan thong bdo tré hen;

- Viéc co quan xin 16i vi tré hen.

b) Tiéu chi do ludong sy hai 10ng ctia ngudi dan, to chirc:

Gom c6 22 tiéu chi, twong tng Vi 5 yéu td co ban cua qua trinh cung (ng
dich vu hanh chinh cong.

- V& tiép can dich vu:

+ Noi pgf’)i cho tai co quan giai quyét thu tuc hanh chinh/B¢ phén Tiép
nhan va tra két qua (sau day goi tat 1a Bo phan Mot cua) cé da cho ngoi.

+ Trang thiét bi phuc Vu ngudi dan, t6 chic tai co quan giai quyét thu tuc
hanh chinh/B¢ phan Mot cra day du.

+ Trang thiét bi phuc vu ngudi dén, t6 chic tai co quan giai quyét thu tuc
hanh chinh/Bd phan M6t ctra hién dai.

+ Trang thiét bi phuc vu nguoi dén, to chic tai co quan giai quyet thi tuc
hanh chinh/Bd phan Mot ctra dé sir dung.

- V& thi tuc hanh chinh:

+ Thi tuc hanh chinh duoc niém yét cong khai day du.

+ Tha tuc hanh chinh dugc niém yét cong khai chinh xac.

+ Thanh phan hd so ma ngudi dan, to chirc phai nop 1a dung quy dinh.
+ Phi/1é phi ma ngudi dan, to chic phai ndp 1a ding quy dinh.
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~ * Thot han giai quyét (tinh tir ngay hd so dugc tiép nhan dén ngay nhan
két qua) 1a dang quy dinh.

- V& cong chuc tryc tiép giai quyét cong viéc:

+ Cong chuc c6 thai d6 giao tiép lich su.

+ Cong churc cha ¥ ldng nghe ¥ kién cua ngudi dan/dai dién to chuec.

+ Cong chuc tra 10i, giai dap day du cac y kién cia ngudi dan/dai dién to
chec.

+ Cong chirc hudng dan ké khai hd so tan tinh, chu d4o.

+ Cong chte hudng dan hd so dé hiéu.

+ Cong chtrc tuan thu dung quy dinh trong giai quyét cong viéc.

- V¢ két qua cung &ng dich vy hanh chinh cong:

+ Két qua dung quy dinh.

+ Két qua c6 thong tin day du.

+ Két qua co thong tin chinh xac.

- V& tiép nhan, giai quyét gop y, phan anh, kién nghi:

+ Co quan giai quyét thi tuc hanh chinh/ B phan Mot cira ¢6 bo tri hinh
thac tiep nhan goép y, phan anh, kién nghi.

+ Nguoi dan, to chirc thuc hién gop ¥, phan anh, kién nghi dé dang.
+ Co quan giai quyét thi tuc hanh chinh/B¢ phan Mot cira tiép nhan, xur
1y cac gop y, phan anh, kién nghi tich cuc.
~ + Co quan giai quyét tha tuc hanh chinh/ B phan M¢t cura ¢6 thong bao
két qua xtr Iy gdp y, phan anh, kién nghi kip thoi.
(Céc tiéu chi do luong mic do hai long vé viéc tiép nhan, xulyy kién gop

¥, phan anh, kién nghi chi ap dung trong truong hop ngudi dén, t6 chirc da thyc
hién gop ¥, phan anh, kién nghi lién quan dén viéc cung ang dich vu).

c¢) Ti€u chi do luong sy mong doi cuia nguoi dan, td chue:

MO&i ngudi dan, to chice duogc dé nghi dua ra 03 ndi dung mong doi nhat
doi voi co quan hanh chinh nha nudc trong viée uu tién cai cach, nang cao chat
luong cung ung dich vy, thong qua lya chon tir cac ndi dung sau:

- M¢ rong céc hinh thic thong tin dé ngudi dan, to chuc biét dén co quan
noi nop ho so va nhan két qua giai quyeét thu tuc hanh chinh mét cach dé dang,
nhanh chong.

- Cai thién chat luong co so vat chat; hién dai hoa trang thiét bi phuc vu
nguoi dan, to chac.

- Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh.
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- Tang cuong tiép nhan hd so va tra két qua giai quyét tha tuc hanh chinh
qua duong buu dién.

- Bay manh dich vu cong truc tuyén murc d6 3, 4.

- Tiép tuc don gian héa thi tuc hanh chinh.

- Rut ngin thoi gian giai quyét thu tuc hanh chinh.

- Giam phi/I¢ phi giai quyét thu tuc hanh chinh.

- Cai thién thai do giao tiép cua cong chuc.

- Cai thién tinh than phuc vu cta céng chuc.

- Nang cao nang luc giai quyét cong viéc cua cong chic.

- B6 trf hinh thuc tiép nhan y kién gop y, phan anh, kién nghi cua nguoi
dan, to chuc dé dang, thuan tién hon.

- Tiép nhan, giai quyét y kién gop ¥, phan anh, kién nghi cia nguoi dan,
to chuc kip thoi, tich cuc.

4. Phuong phap thu thap théng tin do lwong, xac dinh Chi s6 hai long

Ap dung phuong phép diéu tra xi hoi hoc thong qua Phiéu diéu tra dé thu
thép thong tin do luong, xac dinh Chi s6 hai 1ong (sau day goi la SIPAS - chit
viét tat cua tiéng Anh: Satisfaction Index of Public Administrative Services).

a) P6i tuong, pham vi diéu tra xa hoi hoc:

- Bdi twong

Pé danh gia chat lugng cung ung dich vu hanh chinh céng dua trén phan
hoi cua nguoi dan, to6 chic, SIPAS x4c dinh doi tugng di€u tra xa hoi hoc la
nguoi dan, t6 chirc da tryc ti€p gidi quyét cong viéc va nhan két qua giai quyeét
tai co quan hanh chinh nha nudc.

- Pham vi

SIPAS duogc thuc hién tai 63 tinh, thanh phd tryc thuoe Trung wong (sau
day goi chung la tinh) thong qua phuong phap chon mau diéu tra xa hoi hoc.

b) Chon miu diéu tra x4 hoi hoc:

Mau diéu tra xa hoi hoc duge xac dinh theo phuong phéap chon mau ngau
nhién, phan tang, nhiéu giai doan; dugc thuc hién theo cac budc sau day:

- Budc 1: Chon co quan

O mdi tinh, chon cic co quan chuyén mon thuoc Uy ban nhan dan cap
tinh; Uy ban nhan dan cap huyén, cap xa di€u tra xa hdi hoc. Tiéu chi chon va so
lugng co quan dugc chon nhu sau:

Tiéu chi:
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+ Dbi v6i co quan chuyén moén thudc Uy ban nhan dan cap tinh: Co thuc
hién cung tmg dich vu hanh chinh céng truc tiép cho nguoi dan, t6 chic va co
phat sinh giao dich ctia ngudi dan, to chire véi co quan hanh chinh.

+ Dbi voi Uy ban nhan dan cép huyén, cép xa: Pai dién cho cac loai don
vi hanh chinh cdp huyén, cdp x3 theo quy dinh tai Nghi quyét
1211/2016/UBTVQHI3 ngay 25 thang 5 nam 2016 cua Uy ban Thuong vu
Quéc hoi vé tiéu chuan ciia don vi hanh chinh va phan loai don vi hanh chinh.

Sd lugng co quan dugc chon: Pugc xac dinh trén co s¢ dam bao tinh dai
dién cua mau; phu hop vdi yéu cau, dieu kién nguon luc thuce té; thong nhat gitra
63 tinh.

- Buodc 2: Xac dinh téng s6 giao dich cua cac dich vy hanh chinh cong da
dugc hoan thanh trong khoang thoi gian quy dinh di€u tra xa ho1 hoc doi voi cac
co quan hanh chinh dugc chon di€u tra xa hoi hoc ciia moi tinh

+ Lap danh sach nguoi dan, to chirc di sir dung dich vu hanh chinh cong
trong khoang thoi gian quy dinh di€u tra xa hoi hoc cta tirng co quan dugc chon
diéu tra xa ho1 hoc & Budce 1;

+ Tong hop danh sach nguoi dan, to chirc da sir dung dich vu trong
khoang thot gian quy dinh dleu tra xa hoi hoc cua tat ca cic co quan da duoc
chon diéu tra x3 hoi hoc ctia mdi tinh.

- Buéc 3: Xac dinh ¢& miu diéu tra xa hdi hoc

+ CO mau di€u tra xa hoi hoc doi voi tirng co quan dugc chon dicu tra xa
hoi hoc theo cong thirc sau:

N

1+ N*e?
Trong do:
+n: C& mau diéu tra xa hoi hoc.

+ N: La tong thé chung. Trong truong hop niy la tong sé giao dich cua
cac dich vu hanh chinh cong da dugc hoan thanh trong khoang thoi gian quy
dinh di€u tra xa hoi hoc doi véi tirng co quan dugc chon di€u tra xa hoi hoc.

+ e 1a sai s cho phép (5%).

Ngoai ra, ¢& mau c6 thé duoc tinh toan trén co s ap dung cac cong thirc
tinh khac hodc theo kinh nghiém diéu tra thyc té twong ty. Co quan chi tri trién
khai do luong su hai long quyét dinh 4p dung cong thirc, kinh nghiém tinh c&
mau phu hop véi didu kién cua bd, nganh, dia phuong, déng thoi dam bao c&
mau c6 du dai dién.

- Budc 4: Chon ngudi dan, t6 chirc dé diéu tra xa hdi hoc do1 vai moi tinh
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+ Chon ngau nhién ngudi dan, to chic dé diéu tra xa hoi hoc tir danh sach
nguoi dan, t6 chuc da st dung dich vu duogc 1ap & Bude 2, bdo dam s6 lugong
theo ¢& mau diéu tra xa hoi hoc duoc xac dinh & Budc 3.

+ Lap danh sach ngudi dan, t6 chire dugc chon diéu tra xa hdi hoc doi véi
tung co quan dugc chon cua moi tinh,

+ Tong hop danh sach ngudi dan, td6 chirc dugc chon diéu tra xa hdi hoc
do1 vo1 moi tinh.
¢) Phicu di€u tra xa hdi hoc:

- Phi€u di€u tra xa hoi hoc (tai Phu luc 2 kém theo) gom cac cau héi co
san phuong an tra 101 dé nguoi dan, t6 chirc lya chon. Cau hoi cua phi€u diéu tra
xa hoi hoc thé hién ndi1 dung cua cac tiéu chi do luong su hai long; dong thoi
phéan anh qua trinh, két qua cung tng dich vu hanh chinh cong, su mong dgi cua
nguoi dan, to chic o1 vot viée cung tmg dich vu hanh chinh cong cua co quan
hanh chinh nha nudc.

- Phiéu diéu tra xa hd1 gom hai loai: Phiéu diéu tra xa hdi hoc &p dung doi
vo1 nguoi dan va phiéu di€u tra xa hdi hoc ap dung do1 véi to chirc.

- Phiéu di€u tra xa hdi hoc c6 bo cuc va ndi dung nhu sau:

+ Phan thong tin chung, gom: Muc dich cua diéu tra xa hoi hoc do luong
su hai long; hudng dan cach tra 10i cac cau hoi ; thong tin ca nhan nguoi dan /t6
chue.

+ Phan cau hoi, gdm: Céc cau hoi vé qua trinh giao dich va két qua cung
g dich vu hanh chinh cong cua co quan hanh chinh nha nudc; cc cau hoi vé
murc d§ hai long ciia nguoi dan, td chirc dbi vai viée cung tng dich vy hanh
chinh cong ciia co quan hanh chinh nha nudc; cu hoi vé sy mong doi ctia ngudi
dan, t6 chic d6i véi viec cung ung dich vu hanh chinh cong cua co quan hanh
chinh nha nudc.

d) Phuong thirc diéu tra x4 hoi hoc:

Phét phiéu diéu tra x3 hoi hoc truc tiép dén ngudi dan, to chirc dé tra 10i
phicu.

d) Tong hop, phan tich dir liéu va tinh toan céc chi s6:
- Tong hop, phan tich dir liéu

Trén co so thu thap thong tin tur phiéu diéu tra xi hoi hoc, tién hanh tong
hop, phan tich cac dir liu thong ke. Viée tong hop, phan tich dir liéu dya vao
cac phan mém thong ké phu hop véi yéu cau, diéu kién cta timg co quan.

- Cach tinh chi s6 hai long
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+ Chi s hai long chung (sau day goi tat 1a Chi s6 hai 10ng vé sy phuc vu
hanh chinh hay Chi s6 SIPAS):

Cong thire tinh: n
5
i=1
SIPAS = ———— x100(%)
a.n
Trong do:

+ a: La tong s6 cau hoi hai 10ng ma mdi ngudi phai tra 1oi trong Phiéu
diéu tra xa hoi hoc (Cau s6 8 cua Phiéu di€u tra xa hoi hoc);

+ b;: La tong sd phuong an tra 1oi “Hai long” hodc “Rat hai long” d6i véi
cac cau hdéi mirc do hai long ma moi nguoi da trd 161 trong Phiu di€u tra xa hoi
hoc.

+ n: Tong sd nguoi tra 101 d6i v6i cau hoi vé mirc 6 hai long (tong sb
nguoi tra 161 Cau s6 8 cua Phicu di€u tra xa hoi hoc).

+ Chi s hai long vé timg yéu t6: Ap dung cong thirc tinh Chi s hai long
vé su phuc vu hanh chinh (chi s6 SIPAS) néu trén. Tuy nhién, khi 4p dung cong
thirc tinh can chu ¥ su khac biét so vai tinh chi s6 SIPAS la:

+ a: La tong s6 cdu hoi hai long d6i véi ting yéu t cua viée cung tng
dich vu hanh chinh c6ng, dugc xac dinh trong phi€u di€u tra xa hdi hoc.

+ b;: Tong s6 phuong an tra 101 “Hai long” hodc “Rat hai long” ctia mbi
nguoi ddi véi timg yéu t6 ciia viée cung tng dich vy hanh chinh cong.

+ Chi s6 hai long vé tung tiéu chi: Pugc xac dinh bang ty 1& phan tram
(%) s6 nguoi tra 101 “Hai long” hodc “Rat hai long” trén tong sO nguoi trd 101
cua tung ti€u chi (moi ti€u chi 1a mot cau hoi cua Cau so 8 trong Phicu diéu tra
xa hoi hoc).

- Cach tinh céc chi s6 danh gia khac

Ngoai Chi s6 hai 1ong vé sy phuc vu hanh chinh, cac thong tin khac vé to
chirc cung mg dich vy hanh chinh cong, ket qud cung ung dich vu hanh chinh
cong, mong doi ctia nguoi dan, to chirc vé viée cung ung dich vu cua co quan
hanh chinh... thu duoc tur phleu diéu tra xa hoi hoc duoc tong hop, phan tich va
tinh toan cac chi s6 tuong ing dé cung cép thong tin phuc vu cho cong tac quan
Iy. Cac chi s6 nay dugc tinh bang ty 1e phan tram (%) giita s6 ngudi tra 101 cung
phuong an (101 v6i mdi cau hoi trén tong sd ngudi tham gia tra 101 mdi cau hoi
(Cau hoi tir s6 1 - 7, 9 caa Phiéu diéu tra x3 hoi hoc).
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I1. TINH HINH TRIEN KHAI SIPAS 2018

B6 Noi vu 1a co quan chu tri trién khai SIPAS 2018 theo sy phéan cong cua
Chinh phu, Thi tuéng Chinh phi. B6 Noi vu di ban hanh Ké hoach s
3595/KH-BNV ngay 01/8/2018 vé viéc trién khai do luong su hai 1ong cua
nguoi dan, to chie dbi véi su phuc vu cta co quan hanh chinh nha nudc nim
2018.

B Noi vu da ky chuong trinh phdi hop véi Ban Thuong truc Uy ban
Trung wong Mit tran T6 quoc Viét Nam va Trung wong Hoi Cuu chién binh
Viét Nam (Chuong trinh sb 5822/CTPH-BNV-TWMTTQVN-TWHCCBVN
ngay 07/11/2018) nham phéi hop trién khai SIPAS 2018, ting cuong Su giam
sat, phan bién va phic tra két qua thu phiéu diéu tra xa hoi hoc SIPAS 2018 cua
Mit tran T6 quéc Viét Nam (MTTQVN), Hoi Cuu chién binh Viét Nam
(HCCBVN) cac cap trong qua trinh trién khai. Bong thoi, B Noi vy da c¢6 vin
ban guai Uy ban nhan dan 63 tinh (Cong vian s6 4056/BNV-CCHC ngay
21/8/2018) dé nghi phéi hop thuc hién, hd tro cong tac chon miu diéu tra xa hoi
hoc. Bé thuc hién phat, thu phiéu diéu tra x4 hoi hoc tai 63 tinh, Bo Noi vu di
ky chuong trinh phéi hop (Chuong trinh s6 5886/CTPH-BNV-TCTBDVN ngay
09/11/2018) va ky hop dong diéu tra xa hoi hoc véi Toéng cong ty Buu dién Viét
Nam.

B6 Noi vu, Ban Thuong truc Uy ban Trung wong Mit tran T6 qudc Viét
Nam, Trung wong Hoi Cuu chién binh Viét Nam va Téng cong ty Buu dién Viét
Nam chiu trach nhiém chi dao, huéng dan co quan nganh doc tai 63 tinh phdi
hop thuc hién nhiém vu duoc giao.

1. Chon miu diéu tra xa hdi hoc SIPAS 2018
a) Xac dinh d6i tuong diéu tra xa hoi hoc:

Pbi tugng diéu tra xa hoi hoc SIPAS 2018 1a ngudi dan, ngudi dai dién to
chtrc da tryuc tiép giao dich va nhan két qua dich vu HCC tai Trung tim Phuc vu
hanh chinh cong tinh hoac tai Bo phan Mot ctra cia cac S, UBND huyén,
UBND x4 trong khoang thoi gian tinh tir 01/11/2017 dén 31/7/2018.

b) Chon méu diéu tra xa hoi hoc:

Viéc chon mau dugc thuc hién theo quy trinh: (1) Chon cac co quan hanh
chinh cap tinh, huyén, xi; (2) chon cac dich vw/linh vuc dich vu cua mdi co
quan; (3) chon nguoi dan, t6 chirc da thuc hién ndp hd so va nhan két qua giai
quyet hd so cta mdi dich vy/linh vuc dich vu 1am ddi tuong diéu tra. Tiéu chi,
s0 lugng co quan, dich vy/linh vyc dich vu va d6i tugng diéu tra duoc chon cu
thé nhu sau:

- Chon co quan hanh chinh cip tinh: Tai mdi tinh, chon théng nhat 06 s¢
c¢6 nhiéu giao dich cung ung dich vu, gdm: So Tai nguyén va Méi truong; So
Giao thong van tai; S& Xay dung; S¢& Van hoa, Thé thao va Du lich; S Nong
nghiép va Phat trién nong thon; S¢ Tu phap;

BAO CAO SIPAS 2018 _



- Chon co quan hanh chinh cap huyén: Tai mdi tinh, chon 06 Uy ban nhan
dan cap huyén, trong d6 c6 02 don vi hanh chinh cap huyén Loai I, 02 don vi
hanh chinh c4p huyén Loai II va 02 don vi hanh chinh cip huyén Loai Il (theo
phan loai don vi hanh chinh cdp huyén quy dinh tai Nghi quyét s
1211/2016/UBTVQH13 ngay 25/5/2016 ctia Uy ban Thuong vu Qubc hoi vé
tiéu chuan caa don vi hanh chinh va phan loai don vi hanh chinh). Riéng d6i voi
Ha Noi va Thanh phd H6 Chi Minh, chon 09 huyén tai mdi dija phuong, véi 03
don vi mdi loai;

- Chon co quan hanh chinh cip xa: Tai mdi huyén da chon, chon 03 Uy
ban nhan dan cdp x4, trong d6 01 thudc don vi hanh chinh cdp xa Loai I, 01
thuoc don vi hanh chinh cép xa Loai II va 01 thudc don vi hanh chinh cép Xa
Loai Il (theo phan loai don vi hanh chinh cdp x3 quy dinh tai Nghi quyét
1211/2016/UBTVQH13 ngay 25/5/2016 ciia Uy ban Thuong vu Quédc hoi vé
tiéu chuan caa don vi hanh chinh va phan loai don vi hanh chinh);

- Chon linh vyc dich vy: Déi v6i mdi co quan hanh chinh cap tinh, huyeén,
xa da chon, tién hanh chon 02 linh vuc dich vy chinh cua co quan. Céc linh vuc
dich vu dugc chon dé trien khai SIPAS 2018 gom nhu sau (Bang 1):

Bang 1: Chon miu didu tra xa hi hoc SIPAS 2018

Co quan Linh vuc dich vu

S¢ Tai nguyén va Méi truong Cép Giay ching nhan quyén st dung dat
Moi truong

S& Giao thong van tai Cap Gidy phép lai xe
Van tai

S¢ Xay dung Cép Giay phép xdy dung
Quy hoach/ xay dung

S& Vian hoa, Thé thao va Du lich Vin héa co so

Thé duc, thé thao

S¢ Nong nghiép va Phat trién néng thon | Trdng trot va Bao vé thuc vat

Chén nu6i va Thi y

S6 Tu phap Ly lich tu phap
Tro gitp phép ly nha nuée

UBND cép huyén Cap Giay chitng nhan quyén st dung dat
Cap Gidy phép kinh doanh

UBND cap xa Tu phap

Lao dong, Thuong binh va Xa hoi

- Chon dbi tugng diéu tra: Tir co s dir liéu vé nguoi dan, to chie di giao
dich va nhan két qua caa mdi linh vuc dich vu da chon, chon ngiu nhién cac ca
nhan dé tién hanh diéu tra, véi s6 luong bang c& mau duge phan bo cho linh vuc
dich vu d6. Ngoai ra, SIPAS 2018 ciing tién hanh chon dbi tuong diéu tra du

phong cho ting linh vuc dich vy, véi s6 luong téi thiéu bang 100% s luong
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mau diéu tra chinh thuec.

¢) Phan bd ¢& miu diéu tra xi hoi hoc:
Co mﬁl{ diéu tra xa hoi hoc cua SIPAS 2018 la 33.900 ngudi dan, nguoi
dai dién cho to chirc. Phan bd ¢d mau dieu tra cho tung dic,h vu/linh vuc d;ch Vu
Cua cac co quan hanh chinh da chon tai moi tinh, thanh pho theo nguyén tac dua
trén Iuwgng giao dich cua dich vu/linh vuc dich vu (Bang 2).

Bang 2: Phan bo phiéu diéu tra SIPAS 2018

TT \T Ha N¢i, TP. Ho Tinh Tinh Tong so
] Chi Minh loai | loai 11, 111 phiéu/
Cap HC C4 nuwéC
1. | Cap tinh - 06 so/tinh - 06 so/tinh - 06 so/tinh 8.460
- Tong sb - Tong sé phiéu: | - Tong sé phiéu: | phiéu
phiéu: 270 180 phiéu/tinh | 120 phiéu/tinh
phiéu/tinh
2. | Cap huyén -UBND cua09 |- UBNDcua06 |-UBNDcua06 |12.480
huyén (03 loai | huyén (02 loai I, | huyén (02 loai I, | phiéu
I, 03 loai Il, 03 | 02 loai Il, 02 02 loai Il, 02
loai I11)/tinh loai I11)/tinh loai I11)/tinh
- Tong sb - Tong sb phiéu: | - Tong sb phiéu:
phiéu: 450 240 phiéu/tinh | 180 phiéu/tinh
phiéu/tinh
3. Cép xa -UBND cua 27 |-UBNDcual8 |-UBNDcual8 |12.960
x (09 loai I, 09 | x4 (06 loai |, 06 | x& (06 loai I, 06 | phiéu
loai 11, 09 loai loai 11, 06 loai loai 11, 06 loai
111)/tinh 111)/tinh 11)/tinh
- Tong sb - Tong sé phiéu: | - Tong sé phiéu:
phiéu: 540 270 phiéu/tinh | 180 phiéu/tinh
phiéu/tinh
Tgrr]‘igé 50 philéﬁ?t?nh 690 phiéu/tinh | 480 phiéu/tinh 3;35?693

2. Trién khai diéu tra xa héi hoc

a) Lua chon, huéng dan diéu tra vién:

Diéu tra vién cua SIPAS 2018 1a cac vién chirc, nhan vién cua Buu dién

tinh va Buu dién huyén, x4 tai cac huyén, xa dugc chon ¢ 63 tinh. Diéu tra vién
do Buu dién tinh lya chon va dugc Bo Noi vu hudng dan vé noi dung, phuong
phép phat phiéu, thu thap thong tin diéu tra xa hoi hoc.

MJdi diéu tra vién déu dugc cung cip danh sach mau diéu tra chinh thic,
danh sach mau diéu tra du phong, phiéu diéu tra xa hoi hoc (do Bo Nbi vu ban
hanh) va cac vin ban quy dinh, tai liéu huéng dan thuc hién diéu tra xa hoi hoc
SIPAS 2018.
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b) Trién khai di€u tra xa hoi hoc:

Viéc phat, thu phiéu diéu tra xa hoi hoc SIPAS 2018 do diéu tra vién thyuc
hién. Diéu tra vién phat phiéu diéu tra xa hoi hoc dén timng nguoi dan, ngudi dai
dién t6 churc c¢6 tén trong danh sach mau diéu tra chinh thic; giai thich phiéu
diéu tra; dé ddi tuong diéu tra ty tra 16i; thu phiéu diéu tra. Trong truong hop
khong thé phat phiéu cho ddi twong diéu tra c6 tén trong danh sich mau chinh
thire (do ddi twong khong con sbng tai dia phwong; tir chdi tra loi phiéu...), diéu
tra vién tién hanh phat phiéu cho d6i tuong trong danh sach mau dy phong. Piéu
tra vién thuc hién phat phiéu theo nguyén tic ding ddi tugng diéu tra trong danh
sach mau; khong goi y noi dung tra 16i; khong tra 15i thay.

¢) Giao ndp phiéu diéu tra:

Két qua thu phiéu cua diéu tra vién duoc gui vé Buu dién tinh dé phan
loai, sap xép va giao nop vé B Noi vy. Cac co quan cua chinh quyén dia
phuong khong tham gia qué trinh phat phiéu diéu tra.

3. Kiém tra, giam sat va phuc tra két qua diéu tra xa hgi hoc
a) Kiém tra, giam sat di€u tra xa hoi hoc:

Bo Noi vu chu tri, phdi hop véi Ban Thuong truc Uy ban Trung wong Mit
tran T6 quoc Viét Nam, Trung wong Hoi Cyu chién binh Viét Nam tién hanh
Kiém tra, giam sat viéc thuc hién diéu tra xa hoi hoc tai 12 tinh trong ca nudc.
Tai mdi tinh, ba co quan da 1am viéc, trao d6i Véi cac co quan lién quan cia dia
phuong, gdm UBND tinh, S& Noi vu, Mt tran T6 qudc tinh, Hai Cuu chién
binh tinh, Buu dién tinh, dai dién cac S& va UBND huyén, xa dugc chon diéu tra
dé nam bat tinh hinh trién khai diéu tra xd hdi hoc va c¢6 cac huéng dan, nhic
nhé kip thoi dé dam bao viéc trién khai diéu tra x3 hoi hoc dat két qua chinh
xéc, day du, khach quan. Pong thoi, ba co quan ciing trao doi, lang nghe y kién
cua dia phuong, dic biét 1a cac thuan loi, khé khan, kién nghi lién quan dé rat
kinh nghiém cho trién khai diéu tra xa hoi hoc do ludng su hai long trong nhiing
nam tiép theo.

b) Phuc tra két qua diéu tra x4 héi hoc:

Viéc phuc tra két qua diéu tra xa hoi hoc SIPAS 2018 duoc thuc hién tai
cac tinh, do S& Nbi vy, Mit tran T qudc tinh, Hoi Cuu chién binh tinh thuc
hién. Theo quy dinh, ba co quan nay phdi hop phuc tra téi thiéu 10% s6 phiéu
cua tinh, theo phwong thic goi dién thoai cho doi twong diéu tra dé khang dinh
viéc tham gia tra 10i phiéu cua ddi twong d6. Phiic tra diéu tra xa hoi hoc SIPAS
2018 khong tién hanh thyc hién phat phiéu lai hay phong van lai ddi véi ddi
tuong da tham gia tra 10i phiéu.

4. Két qua thu phiéu diéu tra xa hdi hoc va thanh phan tra 10i phiéu

SIPAS 2018 tién hanh diéu tra xa hoi hoc véi tdng sé phiéu phat ra tai 63
tinh trong ca nudce 1a 33.900 phiéu. Tong sé phiéu thu vé hop 18 1a 32.715 phiéu,
dat 96,50%.
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Thanh phan nhan khau hoc cua d6i tuong tra 10i phiéu diéu tra xa hoi hoc
nhu sau:
- Dai dién cho nguoi dan, t6 chac: Trong s6 32.715 nguoi tham gia tra loi
phicu dicu tra xa hoi hoc SIPAS 2018, 88,96% la nguoi dén va 11,04% 1a nguoi
dai dién t6 chuc (Biéu do 1).

Biéu dd 1: Thanh phan nguoi tra loi phiéu didu tra

= Nguwoi dan BTG chire

- Do tudi: S6 nguoi tham gia tra loi phiéu diéu tra x4 hoi hoc SIPAS 2018
& d6 tudi 35 - 49 chiém ty 16 cao nhat 1a 37,84%: tiép dén 1a s6 nguoi & do tudi
25 - 34, chiém 24,32%:; d6 tudi 50 - 60 chiém 19,94%; trén 60 chiém 13,91% va
s6 ngudi ¢ do tudi dudi 25 chiém ty 18 thap nhat, 3,98% (Biéu d6 2).

Biéu dd 2: P9 tudi ciia ngudi tra loi phiéu diéu tra

m Duw¢i 25 25-34 m35-49 m50-60 = Trén60
3,98%

24,32%

- Gioi tinh: Nam gisi chiém gan 2/3 tong s6 nguoi tham gia tra loi dicu
tra xa hol hoc SIPAS 2018, vai ty Ié 62,28%; nir gidi chiem 37,72% (Biéu do 3).
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Biéu dd 3: Gidi tinh ciia ngudi tra loi phiéu diéu tra

= Nam BN

- Trinh d6 hoc van: Trong s6 7 nhom trinh d6 hoc van, ngudi c6 trinh d6
dai hoc chiém ty 1& cao nhat trong sé nhitng nguoi tham gia tra 1oi phiéu diéu tra
x hoi hoc SIPAS 2018, d6 1a 25,12%, tiép dén 1a trinh do trung hoc phé thong
chiém 24,68% va trung hoc co s chiém 23,70%. Ngudi co trinh d6 hoc van tir
day nghé, trung Cap, cao dang tro 1én dén trén dai hoc chiém gan 40% s6 nguoi
tham gia tra 10i phiéu diéu tra xa hoi hoc SIPAS 2018 (Biéu do 4).

Biéu d6 4: Trinh d§ hoc van cia ngwoi tra 1o phiéu diéu tra

B Tiéu hoc THCS ®mTHPT ®mDN/TC/CD mPaihoc mTrén dai hoc Khac

2,07% 0 64%

- Noi sinh song: Ngudi sinh song ¢ nong thon chiém nira s6 nguoi tra loi
phiéu diéu tra, 50,36%, tiép do 1a do thi chiém 36,18%, mién nui chiem 12,75%
va con lai 1a hai dao hay cac vung khac chiem 0,71% (Biéu do 5).
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Biéu d6 5: Noi sinh song ciia ngwoi tra 167 phiéu diéu tra

Do thi mNéngthdn mMiénndi mHaiddo mKhac

0,48% 0,23%

36,18%

- Nghé nghiép: Trong s6 nhimg nguoi tra 10i phiéu voi tu cach ca nhan
ngudi dan, ngudi thude nhom nghé lao dong tu do, noi tro chiém ty 18 16n nhat,
55,59%. Tiép dén, nguoi lam viéc tai cac to chuc, doanh nghiép tu nhan chiém
16,26%, can bo, cong chirc, vién chiic chiém 13,71%, ngudi nghi huu chiém
7,51% va con lai 14 sinh vién va nganh nghé khac chiém khoang 7% (Biéu do 6).

Biéu d6 6: Nghé nghiép ciia nguoi tra loi phiéu diéu tra

B NT/LDTD Nghihwu mSinhviéen ®mTC/DNtw = CB/CC/VC/LLVT mKhac

- Loai hinh t6 chirc ngudi tra loi dang 1am viéc: Poi véi nhiing ngudi tra
l61 phiéu diéu tra x& hoi hoc 1a ngudi dai dién cho t6 chirc, thanh phan loai hinh
t6 chirc ma ho dai dién nhu sau: 65,02% la doanh nghiép tu nhan, cong ty trach
nhiém hitu han, cong ty cd phan, cong ty hop danh; 17,78% 1a co quan hanh
chinh nha nudc, don vi sy nghiép cong, luc lugng vi trang; 6,24% la doanh
nghiép nudc ngoai, doanh nghiép lién danh, cong ty nu6C ngoai va sd con lai 13
doanh nghi¢p nha nudéc, t6 chirc nude ngoai, to chie phi chinh pha, hoi, hiép hoi

.. (Biéu dd 7).

BAO CAO SIPAS 2018




Biéu d6 7: Loai hinh té chirc ciia ngudi tra loi phiéu diéu tra

Co quan HCNN, SNCL, LLVT m T6 chirc nwéc ngoai
W TCPCP/HH/H m Doanh nghiép nha nuéc
® DNTN/CTTNHH/CTCP/CTHD = DNNNG/DNLD/CTNN
m Khac

3,74% 4A42%

17,78%

- Vi trf cong viéc: Nhimg nguoi tham gia tra loi phleu diéu tra xa hoi hoc
SIPAS 2018 voi tu cach dai dién cho té chirc nam glu’ nhiéu chac vu/chic danh
khac nhau. Ngudi c6 chtrc danh nhan vién/ky thuat vién chiém ty 1é cao nhat, 1a
33,43%; tiép dén 1a giam dbc, pho giam dbc chiém 24,70%; truong phong, phd
truong phong 15,67%; ki su/ké toan 13,46%; ké toan trudng va cac vi tri khac
chiém 12,75% (Biéu db 8).

Biéu do 8: Vi tri cong viéc ciia ngwoi tra o1 phiéu diéu tra

Giam déc, phé Gb m Trwdng phong, Phé TP m K& toan trwdng
m Ky sw/Ké toan B Nhéan vién/Ky thuat vién m Khac

24,70%

Két qua phan tich thanh phan nhan khau hoc ctia ngudi tham gia tra 10
diéu tra x3 hoi hoc SIPAS 2018 cho thay SIPAS 2018 co tiéng noéi ctia nguoi
dan, t6 chtic thuoc moi thanh phan nhan khau hoc.Thanh phan nhan khau hoc
cta ddi twong diéu tra xa hoi hoc SIPAS niam 2018 khé tuong dong so véi nam 2017.
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Bang 3: So sanh thanh phan nhin khau hoc cia nguoi tra |

phiéu diéu tra xa hdi hoc nim 2017, 2018

5 \ Niam 2017 | Niam 2018
Thanh phan nhan khau hgc
(%) (%)
Ca4 nhan, t6 chitc | Ca nhan nguoi dan 88,91 88,96
Nguoi dai dién t chic 11,09 11,04
Do tuodi Duéi 25 tudi 4,94 3,98
25-34 tudi 24,41 24,32
35-49 tuoi 36,07 37,84
50-60 tudi 20,34 19,94
Trén 60 tudi 14,25 13,91
Gidi tinh Nam 63,24 62,28
Nt 36,76 37,72
Trinh d6 hoc van | Tiéu hoc 11,09 10,77
Trung hoc co so 24,57 23,70
Trung hoc pho thénG 24,08 24,68
Day nghé/trung cap/cao dang 13,51 13,02
Pai hoc 23,37 25,12
Trén dai hoc 2,32 2,07
Khac 1,06 0,64
Noi sinh song D6 thi 33,18 36,18
Nong thon 52,53 50,36
Mién nui 12,92 12,75
Hai dao 0,69 0,48
Khac 0,68 0,23
Nghé nghiép NT/LDTD 53,01 55,59
Nghi huu 7,63 7,51
Sinh vién 0,88 0,72
TC/DN tu 15,78 16,26
CB/CC/VC/LLVT 13,51 13,71
Khac 9,19 6,21
Loai hinh to Co quan HCNN, SNC, LLVT 17,69 17,78
chuc T6 chire nude ngoai 1,10 1,76
TCPCP/HH/H 0,58 1,04
Doanh nghiép nha nudc 5,79 6,24
DNTN/CTTNHH/CTCP/CTHD 66,78 65,02
DNNNG/DNLD/CTNN 8,05 3,74
Khac 4,42
Chtc vu Giam doc, pho GP 28,80 24,70
Trudng phong, Pho TP 16,33 15,67
K¢ toan truong 5,23 5,78
K su/Ké toan 13,05 13,46
Nhan vién/K§y thuat vién 25,31 33,43
Khac 11,28 6,97
BAO CAO SIPAS 2018



PHAN II

KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN, TO CHUC
DOI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC
NAM 2018

|. MOT SO NHAN DINH, PANH GIA CUA NGUOI DAN, TO CHUC VE
VIEC TO CHU'C CUNG UNG DICH VU HANH CHINH CONG

Hién nay & nudc ta, s lugng co quan hanh chinh nha nuéc cac cap ¢ dia
phuong thuc hién cung tng dich vu cong va sb luong dich vu cong 1a rat 16n.
Trong nhimg nim qua, nhiéu dija phuong da tich cuc, cha dong thuc hién cai
cach, nang cao chat lugng cung tmg dich vu cong theo yéu cau ctia Chuong trinh
tong thé Cai cach hanh chinh nha nudc giai doan 2011 - 2020, do d6, chat luong
ctia nhiéu dich vu cong di duoc nang 1én dang ké. Két qua cai cach hanh chinh
n6i chung va két qua SIPAS 2018 noi riéng cho thiy su phuc vu cla co quan
hanh chinh nha nudc ddi voi ngudi dan, t6 chirc thong qua cung tmg dich vu
cong ngay cang tot hon va nguoi dan, té chuc ngay cang hai 1ong hon; sy khong
hai long va phan nan cta nguoi dan, t6 chirc tap trung ¢ mot s6 dich vu phuc tap
va xay ra nhiéu hon & cac dia phuong 1 thanh phd truc thudc Trung wong, truc
thudc tinh.

1. Co quan giai quyét cong viéc va tra két qua

Mac du co mau diéu tra xd hoi hoc d6i voi dich vu cong cip xa chiém
38,23%, cap huyén 36,81% va cap tinh 24,96% nhung két qua SIPAS 2018 cho
thay 45,50% s6 nguoi duoc hoi trong ca nudc da giai quyet cong viéc va nhan
két qua cung tng dich vu cong tai Bo phan Mot cira cap xa; 36,50% & Bo phan
Mot cira cap huyén; 24,80% & Bo phan Mét cua cap tinh va Trung tdm phuc vu
hanh chinh cong cap tinh (Bleu d6 9). Piéu nay cho thay c6 mot s6 dich vu
thudc tham quyén giai quyét & cap huyén, tinh da duoc tlep nhan ho so va tra két
qua & cap x4, tao diéu kién thuan loi hon cho ngudi dan, to chic.
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Biéu d0 9: Co quan noi nguoi dan, to chirc giai quyét cong viéc va nhan két
qua dich vu HCC niim 2018

M Tai BO phan
TN,TKQ cap xa.

Tai B6 phan

45,46% TN,TKQ cap
huyén.

B Tai BO phan
TN,TKQ cdp
tinh.

Tai Trung tam
Phuc vy HCC
cap tinh

B Khac

36,47%

Ty 1€ nguoi dan, t6 chic giai quyét cong viée va nhan két qua cung g
dich vu cong & cap tinh, huyén, xa cua 63 tinh rat khac nhau (Biéu d6 10). Ty Ié
ngudi duoc hoi giai quyet cong viée va nhan két qua cung tng dich vu cong &
cap x4 cua 63 tinh nam trong khoang tir 35,00 - 57,41%, véi gia trj trung vi 1a
44,79%: & cap huyén nam trong khoang 25,37 - 52,83%, v&i gia tri trung vi 13
35,37% va & cap tinh nam trong khoang tir 4,66 - 29,17%, véi gia tri trung vi 1a
15,26%. Ty 18 0 - 21,29% ngudi duoc hoi giai quyét cong viée va nhan két qua
cung tng dich vu cong & Trung tim Phuc vu hanh chinh cong cap tinh véi gia tri
trung vi 1a 6,80% cho thdy hon ntra sb tinh trong ca nude da xay dung va dua
vao hoat dong Trung tam Phuc vu hanh chinh cong Cép tinh.

Biéu do 10: Chi so Vé co quan noi ngwoi din, to chirc giai quyét cong viéc va
nhan ket qua dich vu HCC nam 2018: Cao nhat, thap nhat va trung vi

100%
80%
60% w g ™ Chi s6
‘ A o 52 83% a0 nhit
44,79%
40% ’ A
’ Ws00% @ 3537% _ wChish
25,31% | 29.17% W_21 290 b
20% 232970 e
15,26% 2,29% ® Gia tri
0% 4,66% 6,80% ' 1,10%0 trung Vi
Tai Bo ph@n Tai B9 ph@n Tai Bo ph@n Tai Trung tdm Khac
TN,TKQcap TN, TKQcap TN,TKQcap Phucvu HCC
xa. huyén. tinh. cap tinh

Theo quy dinh, viéc giai quyét thi tuc hanh chinh, cung ung dich vu hanh
chinh cong cho nguoi dan, t6 chure phai thuc bién tai B phan Mot ctra nham tao
_diéu kién thuan loi, dé dang cho nguoi dén, t6 chire dong thoi tranh céc tiéu cuc
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phat sinh trong qua trinh cung ung dich vu cong. Két qua SIPAS 2018 cho thay
c6 tir 0,20 - 2,29% s ngudi dugc hoi trong ca nude da giai quyét cong viée lién
quan dén dich vu hanh chinh cong ngoai Bo phan Mot ctra. Qua day, cac dia
phuong can xem xét, chan chinh dé dam bao thuc hién dung quy dinh vé viéc
giai quyét thu tuc hanh chinh, cung ¢ng dich vu cong tai B6 phan Mot cua.

2. Kénh thong tin dé biét vé co’ quan tiép nhén ho so, tra két qua dich
vu HCC

Kénh théng tin dé biét veé co quan tiép nhan hod so, tra két qua dich vu
HCC (Bleu d6 11) ma ngudi dan, t6 chirc str dung nhiéu nhat 1a thong qua chinh
quyén cip xa, véi 59,63% s6 nguoi duoc hoi sir dung kénh nay. Tiép dén 1a
kénh thong tin qua ngudi than, ban bé, vai 20,79% ngudi sir dung; qua phuong
tién thong tin dai chung la 19,47%; qua mang internet 1a 7,10% va qua cac kénh
khac 1a 2,86%.

Biéu do 11: Kénh thong tin tiép can co quan tiép nhan hd so,
tra ket qua dich va HCC nam 2018

m Nguoi
than, ban
be \

59,63% Chinh quyén
Xa

20,79%

B Thong tin
dai chung

Mang
internet

H Khac

Thuc trang nay ciing dién ra twong ty ¢ 63 tinh, mic du cac muc chi s6 co
thé khac nhau (Biéu do 12). Chinh quyén x4 van 1a kénh thong tin duoc sir dung
nhiéu nhat, véi tinh c6 s6 ngudi duoc hoi st dung kénh nay nhiéu nhat la
78,54% va tinh thap nhat 1a 40,38%. Nguoi dugc hoi sir dung kénh thong tin qua
mang internet nam trong khoang 2,55 - 16,03%, trong d6 mot nt:a sb tinh c¢6 chi
s6 tir 2,55 - 6,02% va 7 tinh trén 10% (ndm 2017 14 3 tinh trén 10%).
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Biéu @0 12: Chi s6 vé kénh thong tin tiép cin co quan tiép nhan hd so,
tra ket qua dich vu HCC nam 2018: Cao nhat, thap nhat, trung vi

100%

80% T 78,54% o
Chi s6
cao nhat

60% 59,79% .

WChiso

40% 4038% | 42.26% {hap nhit

T 33,96% ® Gia tri
trung vi
20-8120,
20% @RS . 17,80% 16,03%
0 7,71% é 6,02% 099
0% oE0% : . 2.55% !m
Nguoi Chinh quyén Thong tin dai Mang internet Khac
than, ban be x4 chung

So sanh véi két qua SIPAS 2017 (Biéu do 13), két qua SIPAS 2018 cho
thay nguoi dan, to chuc st dung kénh thong tin qua nguoi than, ban be, qua
phuong tién thong tin dai ching, qua mang internet nhiéu hon, véi ty & ting
khoang 3% s6 nguoi dugc hoi. Mic du ting hon so véi nam 2017 nhung ty Ié
7,10% s6 nguoi dugc hoi tiép can thong tin qua mang internet 1a rat thap so véi
muc tiéu xay dung Chinh phi1 Dién tir ndi chung va muyc tiéu vé ung dung cong
nghé¢ thong tin trong hoat dong cla cac co quan hanh chinh nha nudc noéi riéng.

Biél,l do 13: So sanh chi’Sf') vé kénh théng tin tiép cin co quan
tiep nhan ho so, tra két qua dich vu HCC nam 2017, 2018

71,92%

m 2017

m 2018

17,33% 20,79% 19,47%

15,54%

5,17% 7,10%

2,049 2/86%

Nguoi Chinh quyén xa Thong tin dai Mang internet Khac
than, ban bé chung

Cac ty 16 19,47% sb nguoi duoc hoi trong ca nudc tiép can thong tin vé co
quan tiép nhan hd so, tra két qua cung tng dich vu HCC qua phuong tién thong
tin dai chung va 7,10% qua mang internet nam 2018 cho thdy cac chuong trinh,
nd luc xay dung Chinh phu, chinh quyén dién tr va day manh tng dung cong
nghé thong tin trong giai quyét cong viéc cho ngudi dan, t6 chic van chua dugc
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nguoi dan, t6 chic biét dén rong rai va st dung tich cuc. Mic du cac to chuc c6
chi sé tiép can qua mang internet 1a 26,60%, trong khi nguoi dan 1a 4,70% (Biéu
d6 14) thi cling van con cach xa so voi Ky vong. Cac co quan chuce nang lién
quan can thong tin, tuyén truyén phu hop, thiét thuc dé nang cao nhan thic va
thuc day nguoi dan, to chuc st dung mét cach hiéu qua cac két qua ma chuong
trinh x4y dung Chinh phii, chinh quyén dién tir va tng dung cong nghé thong tin

trong cung tng dich vu HCC mang lai.
) . Biéu do 14: So sanh chi s6 vé tiép can co quan
tiép nhan ho so, tra két qua dich vu HCC qua mang internet nam 2018

m Chung
ca nuéc
Nguoi
dan

B T6 chirc

26,60%

7,10%

4,70%

3. Kénh thong tin tiép cin cac quy dinh vé thi tuc hanh chinh

Kénh thong tin tiép can cac quy dinh vé thu tuc hanh chinh (vé hé so,
trinh ty giai quyét cong viéc, thoi han, mic phi/lé phi) 14 noi dung danh gia méi
s0 véi nam 2017 (Biéu do 15). Noi dung danh gia nay dugc bo sung nham cing
o thém nhén dinh, danh gia cach thirc ma nguoi dan, to chuc tiép can thong tin
lién quan dén dich vu HCC.

73,60% s6 ngudi dugc hoi tiép can cac quy dinh vé thu tuc hanh chinh
qua cong chuc tai noi nop hé so, 25,19% tlep can qua cac cac ndi dung dugc
niém yét cong khai tai noi nop ho so, 4, 92% tiép can qua mang internet, 4,52%
tiép can qua ngudi than, ban bé va 0,59% tiép can qua cac hinh thirc khac.
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Biéu @6 15: Kénh thong tin tiép cin cic quy dinh vé
thi tuc hanh chinh nim 2018
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chtre tai noi
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noi noép hod
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W Qua qua
Internet

Qua qua
nguwoi
than, ban be.

H Khac

O 63 tinh, s6 nguoi tiép can cac quy dinh vé thi tuc hanh chinh thong qua
cong chuc (Biéu d6 16) nam trong khoang 56,46 - 83,11% (gia tri trung vi
75,21%), thong qua cic ndi dung niém yét cong khai nam trong khoang 8,33 -
47,80% (gia tri trung Vi 23,43%), thong qua mang internet nam trong khoang
0,63 - 15,04% (gia tri trung vi 3,96%), thong qua nguoi than, ban be nam trong
khoang 0,83 - 14,17% (gia tri trung vi 4,20%).

Céc chi s trén cho thdy mic d6 nguoi dan, to chic phu thudc vao cong
chtrc 1am viéc tai Bo phan Mot ctra dé biét quy dinh vé tha tuc hanh chinh 1a rat
I6n va viéc nay dién ra & tat ca cac tinh trong ca nuéc. Viéc phu thudc vao cong
chtrc nhu vay c6 thé khién nguoi dan, t6 chuc gap phién ha, duoc thong tin
khong day du, chinh xac néu cong chitc qua ban ron hoic ning lyc chuyén mén,
k§ nang giao tiép han ché. Viéc chi c6 4,92% s6 nguoi dugc hoi trong ca nuéc
tiép can thong tin vé thu tuc hanh chinh qua mang internet va ntra so tinh trong
ca nudc tir 0,83 - 3,96% nguoi dan, to chic tiép can thong tin vé thi tuc hanh
chinh qua mang internet tiép tuc khang dinh ngudi dan, to chic chua co diéu
Kién, thoi quen hay kha nang str dung mang internet dé tra ctru thong tin vé thi
tuc hanh chinh ciing nhu giao dich truc tuyén. Ngay ca cac to chic khi ma ho
hoan toan c6 kha ning va diéu kién str dung mang internet mot cach dé& dang thi
cling chi c6 mot ty 1é rat thap 1a 14,50% sé t6 chic duoc hoi trong ca nuéc da
tiép can thu tuc hanh chinh qua mang internet (Biéu do 17).
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Biéu dd 16 : Chi so vé kénh théng tin tiép can thi tuc hanh chinh nim 2018:
Cao nhat, thap nhat, trung vi
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Biéu do 17: So sanh chi so ve tiép can thi tuc hanh chinh
gua mang internet nam 2018
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4. S6 1an di lai dé giai quyét cong viéc

79,29% ,S(A') ngudi dugc hoi khang dinh Chi‘C::Tm di lai 1- 2 lan trong qua
trinh giai quyet cong viéc; 16,27% di lai 3 - 4 1an; 2,68% di lai 5 - 6 lan va
1,76% di lai 7 lan tr 1én (Bleu d6 18). Nhu vay, khoang 20% s6 ngudi dugc
hoi di lai kha nhiéu va nhiéu lan trong qua trinh giai quyét cong viéc.
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Biéu d@d 18: So lan di lai giai quyét cong viéc nam 2018

79,29%

m1-2 [an
3-4 [an
5-6 lan

W7 lan tro 1én

Khi xem xét viéc di lai cia nguoi dan, to chic trong giai quyét cong viec
& ting tinh trong 63 tinh (Biéu d6 19), ty & nguoi déan, to chic di lai 1 - 2 lan
nam trong khoang 64,29 - 92,50%; 3 - 4 lan nam trong khoang 6,25 - 29,45%; 4
- 5 lan trong khoang 0,21 - 9,64% va 7 1an tré 1én trong khoang 0,00 - 6,09%.
Nhu vay, bén canh nhitng tinh lam tbt trong viéc giai quyét cong viéc cho ngudi
dan nhanh chong, ding hen thi cling con khong it tinh thyc hién chua dung,
chua nghiém cac quy dinh vé viéc huéng dan lap hd so va hen tra két qua, dé
xay ra nhiéu truong hop tré hen va nguoi dan, to chic phai di lai qua nhiéu lan.

Biéu do 19: Chi s6 vé s6 Iz}n di lai dé gidi quyét cong viéc nim 2018:
Cao nhat, thap nhat va trung vi
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So v6i nam 2017 (Biéu d6 20), ty 1& ngudi dan, t6 chirc di lai 1-2 lan ting
1én va di lai 3 lan tré 1én giam di. Mac du sy thay d6i khong dang ké nhung cling
phan anh rang chinh quyén dia phuong cac cap cua 63 tinh van dang tiép tuc nd
lye cai thién sy phuc vu d6i v6i nguoi dan, to chirc nham giam cong suc di lai
cho ngudi dén, t6 chirc va cung tng dich vu HCC mét cach nhanh chong.

Biéu d6 20: So sanh chi s6 vé s6 lan di lai dé giai quyét cong viéc
nim 2017, 2018

78,09% 79,30%

m 2017

W 2018

16,94% 16,30%

2,42% 2,70% 2,47%  1,80%

1-2 Ian 3-4 [an 5-7 lan Trén 7 lan

5. Cong chirc giy phién ha, sach nhiéu

2,45% sb nguoi duoc hoi trong ca nudc cho rang cong chirc giy phién ha,
sach nhicu trong qua trinh giai quyét cong viéc (Biéu do 21).

Biéu d6 21: Cong chirc giy phién ha, sach nhiéu nim 2018

97,55%

H Khong

mCo

‘ S6 nguoi dugc hoi phan anh coéng chic gay phién ha, sach nhiéu 0 63 tinh
nam trong khoang 0,00 - 6,21%, véi gia tri trung vi 1a 2,08% (Biéu do 22).
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Biéu d6 22: Chi s6 vé cong chire gay phién ha, sich nhiéu nim 2018:
Cao nhat, thap nhat, trung vi

Chi s6 cao nhat 6,21
y

Gia tri trung vi

Chi s6 thap nhit Q

Bén canh mot s6 tinh khong dé xay ra tinh trang cong chic gy phién ha,
sach nhidu & cac linh vuc dich vu, dia ban dugce danh gia va chi s6 phan anh ty
Ié nguoi dan, t6 chic bi phién ha, sach nhiéu nim 2018 c6 giam so Vi nim
2017 (Biéu d6 23) nhung c6 thé thay hau hét cac tinh van con tinh trang nay va
dang quan tdm 13 mot nira s6 tinh c6 tir 2,08 - 6,21% sb nguoi dan, to chac bi
phién ha, sach nhiéu.

Biéu @0 23: So sanh chi so vé cong chirc giy phién ha sach nhiéu
nam 2017, 2018

96,65% 97,55%

W 2017

W 2018

3,35% 2,45%

Khong gay phién ha, sach nhiéu C6 gay phién ha, sach nhiéu

6. Cong chirc goi y ndp thém tién ngoai phi/lé phi

1, 42 % s ngudi dugc hoi trong ca nudc cho rang cong chic goi ¥ nguoi
dan, t6 chic ndp thém tién ngoai phi/ 1€ phi theo quy dinh (Bic¢u do 24).
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Biéu d6 24: Céng chirc goi y ndp thém tién ngoai phi/lé phi

98,58%

H Khong

mCo

Tinh trang cong chuc goi y nop thém ti;én ngoai phi/l¢ phi ¢ 63 tinh 1a tr O
- 5,01%, véi gia tri trung vi la 1, 25% (Bicu do 25).
Biéu @0 25: Chi s6 vé cong chirc goi y ndp thém tién ngoai phi/I¢ phi nim
2018: Cao nhat, thap nhat, trung vi

Chi s6 cao nhat 5,01

%
Gia tri trung vi @
Chi s6 thap nhit ‘)
N

Két qua SIPAS 2018 cho thay ty 1é cong chiic goi ¥ ngudi dan, t6 chuc
nop thém tién ngoai phi/lé phi trong qua trinh cung ung dich vu hanh chinh cong
n6i chung trong ca nudc ¢ giam so voi nam 2017, tir 1,85% xudng con 1,42%
(Biéu d6 26). Tuy nhién, ty I¢ nay & mot so tinh lai ting 1én: Chi s6 cao nhat
nam 2018 1a 5,01% trong khi d6 nam 2017 1a 4,30%.
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Biéu dd 26: So sanh chi s6 vé cong chic goi y nop thém tién
ngoai phi/l¢ phi nam 2017, 2018
98,15% 98,58%

m 2017

W 2018

1,85% 1,42%

Khéng goi y ndp thém tién ngoai  Cé goi y ndp thém tién ngoai phi/lé
phi/lé phi phi

7. Co quan dung hen

93,03% s6 nguoi duoc hoi trong ca nudc khing dinh co quan hanh chinh
nha nuac tra ket qua dang hen; 1,85% khang dinh s6m hen va 5,12% khang dinh
tre hen (Biéu do 27).

Biéu dd 27: Co quan ding hen nim 2018

93,03%

H Dung hen
Sém hen

B Tré hen

1,85%

Déi véi cac tinh, ty 16 dang hen tra két qua cia co quan nha nudc cling rat
cao (Biéu dd 28). S6 ngudi duoc hoi khang dinh co quan nha nudc tra ké qua
dung hen & 63 tinh nim trong khoang 84,34 - 99,17%. Ngoai ra, cac tinh con c6
ty 18 tra két qua trudc hen nam trong khoang 0,21 - 12,79%. Tuy nhién, van con
tinh trang tré hen & tat ca 63 tinh, vai ty 1¢ trong khoang 0,21 - 13,57%.
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Biéu @b 28: Chi Sérvé co quan ding hen nam 2018:
Cao nhat, thap nhat, trung vi
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Tuong Gng véi viée ty 18 tra két qua dung hen tang, ty 18 tra két qua tré
hen cua co quan ndi chung trong cd nude nam 2018 gidm mot chut so voi ndm
2017, tir 5,90 % Xuéng 5,12% (Biéu dd 29). Tuy nhién, chi sb tra két qua tré hen
cao nhét cta 63 tinh lai tang so v&i nam 2017, tir 13,20% 1én 13,60%.

Biéu dd 29: So sanh chi s6 vé co quan diing hen nim 2017, 2018

91,73% 93,03%

m 2017

m 2018

0, 120
2,37% 1,85% >.90% >12%

Pulng hen S&m hen Tré hen

Mic du chi sb tra két qua tré hen cua co quan thudc cac linh vuc dich vu
HCC dugc danh gia ndm 2018 nodi chung 1a 5,12% nhung chi so tra két qua tré
hen ctia co quan cung tng dich vu HCC thudc linh vuc xay dung va linh vyc dat
dai cao hon kha nhiéu, cu thé linh vuc xay dung 1a 7,10% va linh vuc dét dai 14
12,30% (Biéu d6 30). Mot diém dang quan tdm nira 1a cac tinh c¢6 nhiéu giao
dich & hai linh vuc dich vu nay thi chi sé tra két qua tré hen cang cao, dic biét 1a
Thanh phé Ha Noi va Thanh phd HO6 Chi Minh c6 ty 1 tré hen ¢ linh vuc dat dai
1én t6i 17,50%.
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Biéu @0 30: So sanh chi so vé tré hen cia dich vu dat dai, xay dung
nam 2018

Chung ca nuwoc M TB HN, TP.HCM
m TB Céan Tho, Ba Nang, Hai Phong TB tinh loai |
W TB tinh loai II, 1l

17,50% 11,60%

12,30% 0,90% 9,30% ., 10,00% 10,30%
7,10% 3,30% 4,90%

Pat Xay dung

8. Co quan thong bao vé sur tré hen
Trong s6 nhiing ngudi dan, t6 chirc bi tra két qua tré hen noi chung trong
ca nuoc (chiem 5,12% s6 ngudi duoc hoi), chi c6 33,29% nhan dugc thong bao
Cla co quan vé Su tré hen, con lai 66,71% khong nhan dugc thong bao (Biéu do
31).
Biéu @6 31: Co quan thong bao vé sw tré hen nim 2018

mCo

B Khong

Céc chi s6 cao nhat, thap nhat va gia tri trung vi vé viéc co quan hanh
chinh nha nudc co thong bao tra két qua tré hen cho ngudi dan, to chic cua 63
tinh (Biéu d6 32), lan luot 1a 100%, 0% va 34,09%, cho thay chi co rat it tinh
thuc hién nghiém tac quy dinh vé viéc thong bao tra két qua tré hen va hau hét
cac tinh khong thyc hién hay thuc hién khong nghiém quy dinh nay.
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Biéu dd 32: Chi s6 vé co quan cé thong bao vé sy tré hen nim 2018:
Cao nhat, thap nhat, trung vi

Chi s6 cao nhat \'J

100

%

34,09
Tinh trang co quan hanh chinh nha nudc khong thuc hién va thuc hién
khong dtng quy dinh vé viéc thong bao tra két qua tré hen cho nguoi dan, to

Chl’l’c trong ndm 2018 hau nhu khong duoc khac phuc so Vvéi nam 2017, tham chi
S0 co quan khong thong bao vé viéc tré hen con tang 1én (Biéu do 33).

Gia tri trung vi

Chi s6 thap nhat

Biéu dd 33: So sanh chi s6 vé co quan thong bao vé su tré hen
nam 2017, 2018

67,23%  66,71%

m 2017

m 2018

32,77% 33,29%

C6 thong bao vé su tré hen Khong thong bdo vé sy tré hen

9. Co quan xin 16i vi sur tré hen

Chi c6 18,60% sO nguoi dan, t6 chiic bi tré hen trong ca nudc (chiém
5,12% s6 ngudi dugc hoi) nhan dugc Xin 161 cua co quan vi sy tré hen, con lai
81,43% la khong nhan duoc xin 01 (Biéu do 34).
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Biéu @6 34: Co quan xin 15i vi si tré hen nim 2018

mCo

B Khong

Mic du chi sé cao nhat vé viéc co quan hanh chinh c6 xin 15i vi tra két
qua tré hen 14 100% (Biéu 35) nhung trén thuc té chi c6 duy nhat 01 tinh trong
63 tinh da thuc hién xin 151 ddi véi tat ca nguoi dan, to chic bi tra két qua tré
hen. Tinh c6 chi s6 cao thix hai 12 50%, do vay c6 thé thdy 62 tinh con lai co ty 18
co quan hanh chinh xin 15i vi tra két qua tré hen nam trong khoang 0 - 50%, véi
gia trj trung vi 1a 14,29% (Biéu do 35).

Biéu dd 35: Chi s6 Vé co quan cé xin 16i vé sy tré hen nim 2018:

Cao nhat, thap nhat, trung vi

Chi s6 cao nhat 100

Gia tri trung vi

Chi s6 thap nhit

Ty 1é co quan thyc hién xin 16i ngudi dan, to chire vi sy tré hen trong nam
2018 tang hon so v&i nam 2017, tir 11,09% 1én 18,60% (Biéu do 36). Tuy nhién,
van con xdy ra tinh trang c6 dia phuong khong thuc hién xin 15i doi voi bat ky
truong hop tré hen nao (Biéu d6 35).
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Biéu d0 36: So sanh chi s6 Vé co’ quan xin 18i vé su tré hen
nam 2017, 2018

88,91%

m 2017

m 2018

Cé xin 16i vé su tré hen Khong xin 16i vé sy tré hen
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Bang 4: So sanh cac chi sé nhan dinh, danh gia ciia nguoi dan, to chirc vé
viéc to chwrc cung wng dich va HCC nam 2017, 2018

Niim 2017 Niim 2018
Chisé| Ca | Tinh | Tinh | GT | Ca | Tinh | Tinh | GT
nwéc | cao | thdp |trung | nwéc | cao | thip | trung
Tiéu chi nhat | nhat | vi nhat | nhat | vi
(%) | (%) | (%) | (%) | (%) | (%) [(%) | (%)
Co quan giai quyét
cong viéc
Bo phan TN, TKQ cép xa 4546 | 57,41 | 35,00 | 44,79
Bo phan TN, TKQ cap huyén 36,47 | 52,83 | 25,37 | 35,37
Bo phan TN, TKQ cptinh 15,12 | 29,17 | 4,66 | 15,26
Trung tim Phyc vu HCC tinh 8,74 | 21,29 | 0,00 | 6,80
Khac 1,04 | 2,29 | 0,02 | 1,10
Kénh thong tin Vé co
quan giai quyét cong viéc
Qua ngudi than, banbe | 17,33 | 33,80 | 6,90 | 16,40 | 20,79 | 33,96 | 6,88 | 20,83
Qua chinh quyén cap xa | 71,92 | 83,70 | 51,60 | 72,00 | 59,63 | 78,54 | 40,38 | 59,79
Qua phuong tién thong | 155, | 3900 | 640 | 13,60 | 19,47 | 42,26 | 7,71 | 17,80
tin dai ching
Qua mang internet 517 | 17,30 | 1,30 | 4,40 7,10 | 16,03 | 2,55 6,02
Khac 204 | 1593 | 0,00 | 395 | 2,86 | 3,09 | 0,08 | 2,07
Kénh théng tin tiép can
quy dinh vé TTHC
Qua cong chirc 73,60 | 83,11 | 56,46 | 75,21
Qua niém yét cong khai 25,19 | 47,80 | 8,33 | 23,43
Qua qua mang Internet 492 | 1504 | 0,63 | 3,96
Qua qua nguoi than, ban be 452 | 1417 | 0,83 | 4,20
Khac 059 | 1,79 | 0,05 | 0,09
S6 lan di lai
Di lai 1-2 1an 78,09 | 95,36 | 60,00 | 78,20 | 79,30 | 92,50 | 64,29 | 79,62
Di lai 3-4 1an 16,94 | 29,10 | 0,00 | 17,10 | 16,30 | 29,45 | 6,25 | 16,10
Di lai 5-6 1an 242 | 16,90 | 0,20 | 2,30 | 2,70 | 9,64 | 0,21 | 2,49
Di lai 7 1an tré én 247 | 730 | 0,00 | 217 | 1,80 | 6,09 | 0,00 | 152
Cong chirc gay phién | 535 | 739 | 000 | 299 | 245 | 621 | 0,00 | 2,08
ha sach nhieu
Cong chuc goiyndp | 4 g5 | 439 | 000 | 1,70 | 142 | 501 | 0,00 | 1,25
tién ngoai phi/l¢ phi
Co quan dung hen
Dlng hen 91,73 | 96,70 | 84,40 | 91,80 | 93,03 | 99,17 | 84,34 | 93,53
Sém hen 237 | 11,90 | 0,21 | 2,00 | 1,85 | 12,79 | 0,21 | 1,65
Tré hen 590 | 13,20 | 1,80 | 590 | 512 | 1357 | 0,21 | 451
Co quan co thong bdo | 527 | gg50 | 000 | 31,60 | 33,29 | 100 | 0,00 | 34,09
ve su tré hen i
Coquan coxinl0ivé | 44 59 | 3333 | 000 | 7,30 | 1857 | 100 | 0,00 | 14,29
su tré hen
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1L SU HAI LONG CUA NGUOI DAN, TO CHUC POI VOI SU PHUC
VU CUA CO QUAN HANH CHINH NHA NUOC

SIPAS 2018 do lwdng su hai long ctia nguoi dan, t6 chire ddi véi 5 yéu to
co ban cua qué trinh cung ¢ng dich vu hanh chinh céng, gdm: (1) Tiép can dich
vy; (2) tha tuc hanh chinh; (3) cong chuc; (4) két qua; (5) viéc tiép nhan, giai
quyét v kién gop y, phan anh, kién nghi. Trén co s& tong hop, phan tich cac dir
lidu diéu tra x4 hoi hoc tir 32.715 phiéu diéu tra xa hoi hoc thu vé hop 1¢ tir 63
tinh, Bo Noi vu tién hanh tinh toan, xay dung cac chi s6 SIPAS 2018 gom:

- Cac chi s6 hai long chung cua ca nudc: 22 chi s6 hai long yéu t6 thanh
phan; 05 chi s6 hai long yéu to; 01 chi so hai long chung (chi so hai long vé su
phuc vu hanh chinh).

- Céc chi s6 hai 1ong cua cap hanh chinh (03 cip duoc danh gia): 22 chi s6
hai 10ng yéu té thanh phan; 05 chi s6 hai long yéu t6; 01 chi s6 hai long chung
ctiia mdi cap.

- Céc chi s6 hai 1ong cua linh vuc dich vu (08 linh vuc dich vy duoc dédnh
gia): 22 chi sb hai long yéu té thanh phan; 05 chi s hai long yéu td; 01 chi s6
hai long chung cua mdi linh vuc.

- Céc chi s6 hai long cua tinh (63 tinh trong ca nu6c): 22 chi s6 hai long
yeu to thanh phan; 05 chi so6 hai long yeu to; 01 chi so hai long chung cua tinh.

1. Chi s6 hai long vé tiép cin dich vu

SIPAS 2018 do luong sy hai long cta ngudi dan, t6 chirc vé tiép can dich
vu ¢ 4 ndi dung: (1) Noi ngol cho giai quyét cong viéc co du chd ngoi; (2) trang
thiét bi phuc vu nguoi dan, to chie day du; (3) trang thlet bi phuc vu ngudi dan,
t6 chuc hién dai; (4) trang thiét bi phuc vu nguoi dan, t6 chuc dé sir dung. Két
qua SIPAS 2018 cho thay trong 4 noi dung duoc danh gia ndi trén, ngudi dén,
t6 chuc hai 1ong nhat vé viéc noi ngdi chd co di chd ngdi, tiép dén 14 vé trang
thiét bi day du, trang thiét bi d& str dung va it hai long nhat vé tinh hién dai cua
trang thiét bi.

86,56% s6 ngudi duoc hoi trong ca nude hai long vé viée noi ngdi cho co
da chd ngdi, 83,31% hai long vé trang thiét bi day du, 74,00% hai long vé trang
thiét bi dé str dung va 78,62% hai long vé trang thiét bi hién dai (Biéu d6 37).
Chi s6 hai long vé tiép can dich vu néi chung 13 80,62%.
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Biéu dd 37: Chi so hai l1ong chung ci nwéc vé tiép can dich vu nim 2018

100%
86,56%
83,31% 78,62% 80,62%

80% +— 74,00%

60% i Hai long
m Binh

40% thwdng
H Khong

20% hai long

0%

Noi ngdi chd' c6 Trang thiét bi ~ Trang thiét bi Trang thiét bi d& Tiép can dich vu
da ché ngoi day du hién dai sir dung néi chung

Trong 63 tinh, chi s6 hai long vé tiép can dich vu cuaa tinh cao nhat 1a
96,38%, tinh thap nhat 13 65,63% va gia tri trung vi la 81,85% (Biéu d6 38). Gia
tri trung vi cho thay ntra s6 tinh trong ca nudc c6 chi s6 hai 1ong vé tiép can dich
vu nam trong khoang 81,85 - 96,38% va nira s6 tinh ¢6 chi s6 nam trong khoang
65,63 - 81,85%. Khoang cach chénh 1éch cua chi s6 hai long vé tiép can dich vu
giira tinh cao nhat va tinh thap nhat 1a khoang 30%.

Céc chi sb hai long thanh phan vé tiép can dich vu (gom chi s hai long vé
noi ngdi chd co di chd ngdi; chi s6 hai 1ong vé trang thiét bi day du; chi s6 hai
long vé trang thiét bi hién dai; chi s6 hai 1ong vé trang thiét bi dé str dung) ciing
c6 su cach biét giira tinh cao nhat, thip nhat va trung vi twong tu nhu chi s6 hai
1ong vé tiép can dich vy, tir 27 - 38% (Biéu dd 38), trong do6 chi s6 hai long vé
trang thiét bi hién dai co su chénh 1éch gitra cac tinh cao nhat, 1a 38% (55,89 -
93,96%).

Biéu do 38: Ch‘i S(’i’ hai long cao nhat, thﬁp nhit, trung vi
ve tiep can dich vu nam 2018

100% + 97,97% 9783% o 93060 T 96.24% T 9638%
0
80% il 83,86% 293905 @-81,85%
* . O 75.11% ’ T Chi s
70,00% 68,96% 63.319% 65.63% cao nhit
60% 2270 ’
W 55,89% WChi s
thap nhat
40% s
® Gia tri
trung vi
20%
0% T T T T 1
Noi ngdi chd Trang thiét bi Trang thiét bi Trang thiét bi Tiép can dich
c6 dichdngdi  day du hién dai désir dung  vu néi chung
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Céac co quan nha nudc phan theo Cép hanh chinh, theo linh vuc dich vu ¢c6
cac chi sb hai long vé tiép can dich vu khac biét khong dang ké gitra cac nhém
(Biéu d6 39). Cac co quan hanh chinh cap tinh, cap huyén va cap xa trong ca
nudc co chi sé hai 1ong vé tiép can dich vu nam trong khoang 80,10 - 81,79%,
trong d6 co quan hanh chinh cép tinh cao nhit va cap huyén thap nhit. Cac co
quan hanh chinh thuc 8 linh vuc dich vu duge danh gia (gom linh vuc lao dong
va tu phap cp x4, linh vuc tu phap cép tinh, linh vuc kinh doanh, linh vuc noéng
nghiép va phat trién nong thon, linh vuc van héa, thé thao du lich, linh vyc giao
thong, van tai, linh vuc xay dung, quan 1y dy 4n, linh vuc dat dai, moi truong)
c6 chi sb hai long vé tiép can dich vu nam trong khoang 80,03 - 84,30%, chénh
Iéch khoang 4%, trong d6 cac co quan hanh chinh thudc linh vyc giao thong,
van tai dat chi s6 cao nhat va cac co quan hanh chinh thudc linh vuc dat dai, moi
truong dat chi s6 thap nhat.

Biéu d6 39: Chi so hai 1ong ca nwérc, cac cap, cac linh vuc
ve tiep can dich vu néi chung nam 2018

Ca nube W 80,62%
Cap tinh | 81,79%
Cap huyén | | | 80,10%
Cap x3 | | | 80,38%
Linh vwc tw phap, lao dong (cap xa) | 80,38%
Linh vire tw phap (S& Tw phap) 82,32%
Linh vue kinh doanh 80,10%
Linh virc ndng nghiép, phat trién ndng thon 82,12%
Linh vwe van hoa, thé thao, du lich 81,82%
Linh vy giao thong van tai 84,30%
Linh vwc xay dung, quan ly du an 80,32%
Linh vc dat dai, mdi trwong 80,03%
0% 20% 40% 60% 80% 100%

Céc chi s6 hai long thanh phan vé tiép can dich vu cia cac nhém co quan
hanh chinh néi trén ciing c6 su chénh léch khong déng ké (Biéu dd 40,41,42,
43). Céc co quan hanh chinh cap tinh thuong c6 chi s6 cao nhat va cac co quan
hanh chinh cdp huyén c6 chi s6 thap nhat trong sé 3 nhom co quan hanh chinh
phan theo cap. Riéng cac co quan hanh chinh cap x4 dat chi s6 hai long vé trang
thiét bi hién dai thap nhat. Trong s6 8 nhom co quan phan theo linh vuc dich vu,
cac co quan hanh chinh thudc linh vuc giao thong, van tai ludn co cac chi s6 hai
long thanh phan vé tiép can dich vu cao nhat va cac co quan hanh chinh thuoc
linh vuc dat dai, moi truong thuong thap nhat.
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Biéu d6 40: Chi so6 hai long ca nudc, cc cap, cac linh vuc
ve noi ngoi cho cé da cho ngoi nam 2018

Ca nuéc # 86,56%

Cap tinh | 87,70%
Cap huyén | | | | 85,659
Cap x3 | | | | 86,73%
Linh vic tw phap, lao dong (cap xa) | | | | 86,73%
Linh vyc tw phap (S& Tw phap) 88,35%

Linh viee kinh doanh W 85,659
Linh virc ndng nghiép, phat trién ndng thén W 89,30%
Linh viee van hoa, thé thao, du lich W 88,58%

Linh vic giao théng van tai 88,95%
Linh vure xay dung, quan ly dy an 86,30%
Linh viec dét dai, méi truong ﬁ 85,76%
0% 20% 40% 60% 80% 100%

Biéu d6 41: Chi s6 hai long ci nudre, cac cip, cac linh vuc
ve trang thiet bi day di nam 2018

Ca nue % 83,31%
Cap tinh | 84,33%
Cap huyén | | | | 82,63%
Cap x3 | | | | 83,32%
Linh vuc tw phap, lao ddng (cép x&) | | | | 83,32%
Linh virc tw phap (S& Tw phap) 85,409
Linh vuc kinh doanh W 82,63%
Linh virc ndng nghiép, phat trién néng thén 84,85%
Linh vwe van hoa, thé thao, du lich W 85,00%
Linh vic giao théng van tai 86,52%
Linh vuc xay dung, quan ly dy an 82,70%
Linh vc dat dai, mdi trwong ﬁ 82,23%
0% 20% 40% 60% 80% 100%
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Biéu dd 42: Chi s6 hai long ca nudc, cac cap, cac linh vuc
ve trang thiet bi hién dai nam 2018

Ca nwoc

Céap tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)

Linh vuwc kinh doanh

LTnh vic ndng nghiép, phat trién néng thén
Linh viee van hoa, thé thao, du lich

Linh vuc giao thdng van tai

Linh vwe xay dung, quan ly du an

W 74,60%

* 74,00%

| 75,28%

| 74,14%

| 73,02%

73,02%

W 75,57%
W 74,14%

W 74,08%

78,95%

W 74,12%

Linh virc dat dai, méi trwdng W 73,63%
0% 20% 40% 60% 80% 100%
Bieu do 43: Chi so hai long ca nwérc, cac cap, cac linh vuc
ve trang thiet bi de sir dung nam 2018
Ca nuéc # 78,62%
Cép tinh | | | 79,83%
Cap huyén | | | |177,99%
Cap x3 | | | |178,45%
Linh vic tw phap, lao dong (cap xa) 78,45%
Linh virc tw phap (S& Tw phap) 79,96%
Linh vurc kinh doanh W 77,99%
Linh virc ndng nghiép, phat trién néng thon W 79,74%
Linh viee van hoa, thé thao, du lich W| 79,62%
Linh vue giao thdng van tai 82,77%
Linh vire xdy dung, quan ly dy é@n W 78,16%
Linh vic dat dai, méi trwdng W 78,51%
0% 20% 40% 60% 80% 100%

Sy hai long cta ngudi dan, to chuc vé tiép can dich vy nam 2018 ting
gan 3% so v&i nam 2017, tir mirc 77,86% 1én 80,62% (Biéu d6 44). Céc chi sb
hai long thanh phan vé tiép can dich vy ciing c6 muc tang tuong ty. Tuy nhién,
c6 mot su khéc biét dang chu y vé chi s6 hai long vé tiép can dich vu gitta ndm
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2018,\72‘1 2017 1a cac O quan ha‘tph chinh thudc linh vuc giao thong van tai dat
chi so héi long cao nhat trong so 8 linh vuc dich vu dugc danh gia nam 2018,
thay thé vi tri cua cac co quan hanh chinh thugc linh vuc tu phap cap tinh nam 2017.

Biéu dd 44: So sanh chi so hai 1ong ca nwéc vé tiép can dich vu
nam 2017, 2018

100%

84,36% 86,56% 19

i 80,31% *>°1 78,62%
80% - 74,00%75,18% 9270
71,61%

80,62%
77,86% '

60% -
m 2017

40% -
m 2018

20% -

0% -
Noi ngdi che c6 Trang thiét bi  Trang thiét bj Trang thiét bj d& Tiép can dich vu
dd cho ngoi day dua hién dai str dung nGi chung

Tuong tw nhu két qua SIPAS 2017, SIPAS 2018 cho thiy trong s6 5 yeu
t6 cua qua trinh cung ung dich vy HCC dugc danh gia (gom yéu td tlep can dich
vy, Yéu t6 tha tuc hanh chinh, yeu t6 cong chtc, yéu td két qua va yéu tb tlep
nhan, xu 1y ¥ kién GYPAKN), yéu té tiép can dich vu co chi s6 hai long thap
thr 2. Duong nhu cac co quan hanh chinh nha nudc & dia phuong chua quan
tam nhiéu dén diéu kién try s, trang thiét bi phuc vu ngudi dan, t6 chic nham
dam bao gitp nguoi dan, to chuc thoai mai, dé dang, nhanh chong trong qua
trinh giai quyét cong viéc.

2. Chi s6 hai 1ong vé thii tuc hanh chinh

Thu tuc hanh chinh duoc danh gia & 5 noi dung, gom: (1) Tha tuc hanh
chinh dugc niém yét cong khai ddy du; (2) thu tuc hanh chinh dugc niém yét
cong khai chinh xac; (3) thanh phan hd so ma ngudi dan, t6 chic phai nop 1a
dung quy dinh; (4) phi/lé phi ma ngudi dan, t6 chic phai nop 1a dang quy dinh;
(5) thoi han giai quyét 1a dang quy dinh. SIPAS 2018 khong danh gia tinh phuc
tap/don gian hay tinh phu hop cua cac quy dinh thu tuc hanh chinh do SIPAS
2018 van chi tap trung danh gia viéc cung tng dich vu HCC cua chinh quyén dia
phuong ma khong danh gia viéc quy dinh tha tuc hanh chinh cta cac Bg, nganh.

86,99% s6 nguoi dugc hoi hai 10ng vé viéc quy dinh thu tuc hanh chinh
dugc niém yét cong khai minh bach; 86,32% hai long vé thu tuc hanh chinh
dugc niém yét cong khai day du; 87,78% hai long vé viéc nop thanh phan ho so
dung quy dinh; 86,46% hai long vé nop phi/lé phi ding quy dinh va 84,46% hai
long vé thoi han giai quyét cong viéc (Biéu d6 45). Chi sb hai 1ong vé thu tuc
hanh chinh néi chung nam 2018 1a 86,40%.
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Biéu do 45: Chi s6 hai long vé thi tuc hanh chinh nim 2018

100% -
° [86,99% 86,32% 87,78% 86,46% 84.46% 86,40%
80% —
0, 4
60% i Hai long
40% +—
m Binh
20% thuwong
. H Khéng
0% ’ ‘ hai long
Niém yet Niémyét Thanh phan Phi/lé phi  Thoi han Viéc gidi
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Trong 63 tinh, chi s6 hai long vé thii tuc hanh chinh cua tinh cao nhat 1a
98,90%, chi sb cua tinh thap nhat 1 75,21% va gia tri trung vi 1a 86,25% (Biéu
d6 46). Chi s hai 1ong vé tha tuc hanh chinh cua tinh cao nhat va tinh thap nhat
chénh léch khoang 23% (nam 2017 1a 40%). Gia tri trung vi cho thay ntra s6 tinh
trong ca nudc c6 chi s6 hai long vé thu tuc hanh chinh nam trong khoang 86,25 -
98,90% va nira sb tinh c¢6 chi s6 nam trong khoang 75,21- 86,25%. 5 ndi dung
dugc danh gia cua yéu té thu tuc hanh chinh ciing c¢6 cac chi s6 hai long cao
nhat, thap nhat va gia tri trung vi rat tuong dong.

Biéu do 46: Chi s hai long cao nhat, thap nhat, trung vi
ve thi tuc hanh chinh nam 2018

100% -—HWHWHWH%SS%_H_QM%
80% i 86,98% $ 86,22% * 88,13% 86,04% 83.96% ‘ 86,25%
’ 7542% W 73,75% 77,08% W 74,15% 72249 W 7521% chiss
! T Chi sé
60% cao
nhat
40% W Chisd
thap
()
20% nhat
® Gia tri
0, =
OAJ ) T T . T T T 1 trung
Niém yét_ Niém yét cong Thanh phan  Phi/lé phi  Thoi han giaiviéc giai quyét vi
cér]g khai khai chinh xdc ho so dung dung quy quyét ding tha tuc hanh
day du quy dinh dinh quy dinh  chinh néi
chung

So sanh chi s6 hai 10ng vé tha tuc hanh chinh ndm 2018 gitta cac nhém co
quan phan theo cap hanh chinh va phén theo linh vuc dich vu cho thiy sy chénh
Iéch khong nhiéu (Biéu do 47). Cac co quan thudc 3 cap hanh chinh c6 chi 6
hai long vé thu tuc hanh chinh nam “trong khoang 85,11 - 87,18% (chénh léch
khoang 2%), trong d6 cac co quan cip xa c6 chi s6 cao nhat va cac co quan cap
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huyén c6 chi s6 thap nhat. Cac co quan thudc 8 linh vuc dich vu c¢6 chi s6 hai
long vé thu tuc hanh chinh nam trong khoang 84,53 - 89,43% (chénh léch
khoang 5%), trong d6 cac co quan hanh chinh thugc linh vuc giao thong, van tai
coO chi So cao nhat va cac co quan hanh chinh thudc linh vyc dat dai, moi trudng

c6 chi sb thap nhat.

Biéu dd 47: Chi sé hai long ca nwéc, cac cip, cac linh vuc
ve thi tuc hanh chinh nim 2018

Ca nuwéc

Cap tinh

Cap huyén

Cap x3

Linh vwc tw phap, lao dong (cip xa)
Linh vic tw phap (S& Tw phap)

Linh vwc kinh doanh

Linh vire ndng nghiép, phat trién néng thon
Linh vire van hoa, thé thao, du lich
Linh vy giao thong van tai

Linh vue xay dung, quan ly dy an

Linh vic dat dai, mdi trwong

% 86,40%

| | | | 87,17%

| 85,11%

| 87,18%

87,18%
87,95%
85,11%
88,57%
86,95%
89,43%
86,20%

84,53%

0% 20% 40% 60% 80% 100%

5 chi s hai 1ong thanh phan vé thi tuc hanh chinh cua cac co quan hanh
chinh thudc 3 cép va 8 linh vuc dich vu cling ¢ cac mue tuong tw va ¢ sy chénh
Iéch khong dang ke gitra cac muc (Biéu d6 48, 49, 50, 51, 52). Trong 3 nhom co
quan phan theo cap, cac co quan hanh chinh cap xi ¢ cic Ch1 s6 hai long thanh
phan vé tha tuc hanh chinh cao nhit va co quan hanh chinh cap huyén c6 cac chi
s6 thap nhat. Trong 8 nhém co quan phan theo linh vuc dich vu, cic co quan
hanh chinh thudc linh vyc giao thong,van tai cé cac chi so cao nhat va co quan
hanh chinh thudc linh vuc dat dai, méi trudng c6 cac chi s thap nhat.
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Biéu d6 48: Chi so hai long ca nude, cc cap, cac linh vuc
ve thi tuc hanh chinh dwgc niém yét cong khai day di nam 2018

Ca nuoe # 86,99%

Cap tinh | 87,34%

Cap huyén | | | | 86,16%

Cap x3 | | | | 87,58%

Linh v tw phap, lao dong (cap xa) | | | | 87,58%

Linh vye tw phap (S& Tw phap) 87,60%

Linh vuc kinh doanh W 86,16%
Linh viec ndng nghiép, phat trién ndng thon 89,96%

Linh vwe van hoa, thé thao, du lich W 86,30%
Linh vue giao thdng van tai 90,08%

Linh v xay dung, quan ly du an 86,11%
Linh vic dat dai, mdi trwong ﬁ 84,48%

0% 20% 40% 60% 80% 100%

Biéu dod 49: Chi sb hai long ca nuére, cac cép, cac linh vuc
ve thi tuc hanh chinh dwgc niém yét chinh xac nam 2018

Ca nuoe # 86,32%
Cip tinh | 86,53%
Cap huyén | | | | 85,519
Cap x3 | | | | 86,99%
Linh vuc tw phap, lao ddng (cap x&) | | | | 86,99%
Linh vye tw phap (S& Tw phap) 87,40%
Linh vic kinh doanh W 85,519
Linh virc ndng nghiép, phat trién ndng thon 88,38%
Linh vwe van hoa, thé thao, du lich W 86,30%
Linh vuc giao thdng van tai 89,31%
Linh vure xay dung, quan ly dy an 84,65%
Linh vwc dat dai, mdi trwong ﬁ 83,87%
0% 20% 40% 60% 80% 100%
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Bjéu dd 50: Chi §6 hai 1ong ca nudre, cc cap, cac linh vuc
ve thanh phan ho so phai ngp la ding quy dinh nim 2018

Ca nuoc

Cap tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)

Linh vwc kinh doanh

Linh virc ndng nghiép, phat trién néng thén
Linh vwe van hoa, thé thao, du lich
Linh vic giao théng van tai

Linh vwe xay dung, quan ly du an

Linh vc dat dai, mdi trwong

W 88,88%

# 87,78%

| 88,66%

| 86,68%

| 88,30%

88,30%

89,78%

W 86,68%

88,85%

90,14%

88,01%

W 86,79

=)

0%

20% 40% 60% 80% 100%

Biéu ‘(:I(‘A) 51: Chi s6 hai long ca nwéc, cac cip, cac linh vuc
ve phi/l€ phi phai ngp la ding quy dinh nim 2018

Ca nwoc

Cap tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh vye tw phap (S& Tw phap)

Linh vwe kinh doanh

Linh vuc ndng nghiép, phat trién néng thén
Linh vie van hoa, thé thao, du lich
Linh vue giao thdng van tai

Linh viwee xay dung, quan ly du an

Linh vc dat dai, mdi trwong

W
W 85,229
W

# 86,46%

| 87,77%

| 85,229

[S)

| 86,84

86,84

[5)

88,15%

88,28%

W 87,09%

89,19%

87,30%

ﬁ 86,60%

0%

20% 40% 60% 80% 100%
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Qiéu dd 52: Chi so hai long cé nuéc, cac cap, cac linh vuc
ve thai han giai quyet cong viéc la dung quy dinh nam 2018

Cép tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)

Linh vuc kinh doanh

Linh virc ndng nghiép, phét trién néng thén
Linh vwe van hoa, thé thao, du lich

Linh vic giao théng van tai

Linh vwe xay dung, quan ly du an

Linh vc dat dai, mdi trwong

Ca nwée % 84,46%

———
— o
I ———

| 85,569

| 81,98%

| 86,21%

86,21%

86,83%

87,369

W 86,20%

5

88,41%

84,91%

W 80,89%

0% 20%

40% 60% 80% 100%

So sanh két qua SIPAS 2017 va 2018 (Biéu dd 53) cho thay chi sb hai
1ong vé thu tuc hanh chinh néi chung va 5 chi s6 hai long thanh phan nam 2017
nam trong khoang 82,69% - 85,82% va nim 2018 nam trong khoang 84,46 -
87,78%, vai sy tang 1én ctia mdi chi so rat twong dong, khoang 2%.

Biéu d(? 53: So sanh chi s6 hai 10ng chung ca nwéc
veé thi tuc hanh chinh nam 2017, 2018

100%
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85,04%
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xac
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quy dinh dinh

Thoi han Viéc giai

gidi quyét quyét thi tuc

ding quy  hanh chinh
dinh néi chung

Thu tuc hanh chinh dat duwoc mac do hai long cao thir 2 trong sb 5‘ yéu :[6
co ban cua qua trinh cung ung dich vy HCC duoc danh gia nam 2018 (gom yeu
to tiep can dich vu, yéu to tha tuc hanh chinh, yéu to cong chuc, yeu to két qua
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va yeu to tiép nhan, xu 1y y kién GYPAKN), yéu t6 tiép can dich vu c6 chi s
hai long thap thir 2. Biéu nay phan anh dung ket qua cai cach thu tuc hanh chinh
ma Chinh phu, chinh quyén dia phuong céc cap tich cuc trién khai trong thoi
gian qua.

3. Chi s6 hai long vé cong chiic

SIPAS 2018 do luong su hai long cta ngudi dan, to chic ddi voi cong
chirc tryc tiép giai quyét cong viéc voi ngudi dan, to chic ¢ 6 ndi dung: (1)
Cong chirc co thai do giao tiép lich sy, (2) cong chirc chi lang nghe ¥ kién cua
nguoi dan/dai dién té chic, (3) cong chic tra 1oi, giai dap day du cac y kién coa
nguoi dan/dai dién t6 chac, (4) cong chic hudng dan ké khai ho so tan tinh, chu
dao, (5) cong chirc hudng dﬁn hd so dé hiéu va (6) cong chirc tudn thu ding quy
dinh trong giai quyét cong viéc.

Qua két qua SIPAS 2018, co thé thay nguoi dan, to chic kha hai 1ong voi
cac cong chuc tryuc tiép giai quyét cong viéc cho ho. 6 noi dung danh gia cong
chic nhan duoc mirc d6 hai long tir 84,35 - 86,57% (Biéu d6 54). Cu thé 1a,
85,37% s6 ngudi duoc hoi hai 1ong vé cong chic co thai do giao tiép lich su;
84,40% hai 1ong vé cong chuc chi ¥ lang nghe; 84,35% hai 1ong vé cong chuc
tra 10i, giai thich day du; 86,57% hai long vé cong chitc hudng dan ké khai ho so
tan tinh, chu dao; 84,91% hai long vé cong chirc huéng dan ké khai ho so dé
hiéu va 85,01% hai 1ong vé cong chic tudn thi dang quy dinh trong khi giai
quyét cong viéc. Chi sd hai 1ong vé cong chirc néi chung 1a 85,10%.

Biéu dd 54: Chi s6 hai long vé cong chic nim 2018
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Trong 63 tinh, tinh c6 chi s hai long vé cong chtc cao nhat 1a 97,61%;
tinh ¢ chi s6 thap nhat 1a 71,29% véi gia tri trung vi 1a 85,43% (Biéu d6 55).
Khoang céach chénh léch cua chi s6 hai long vé cong chuc giira tinh cao nhat va
tinh thap nhat 1a _khoang 26% (ndm 2017 la 40%). Gia tri trung vi cho thdy nura
) tinh c6 chi s6 hai long vé cong chuc nam trong khoang 85,43 - 97,61% va
nira s6 tinh ¢o chi sb trong khoang 71,29 - 85,43%. 6 chi sé hai 1ong thanh phan
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vé cong chirc c6 muac cao nhat, thap nhat, trung vi va su cach biét giira cac mirc
cling tuong tu nhu chi s6 hai long vé cong chirc nd1 chung.

Bieu

100%

80%

60%

40%

20%

0%

do 55: Chi so hai long cao nhat, thap nhat, trung vi vé cong chirc nam 2018
98,11% W 97,50% W 97,29% 1| 9841% W 98,12% ' 9831% W 97,61%
$ 85,62% ‘ 84,38% ‘ 84,94% * 86,40% * 85,63% ‘ 84,78% * 85,43%
W 73,54% *

u 71,82% * 69.28% W 6674% “ W 68.36% b 71,96% " TL29%
Ccao
nhat

W Chisd
thap
nhat

® Giatri
trung

VI
Co thai do chuylang Tra loi, gidi Hwdng Hwéng  Tuanthd Céngchirc
giao tiép ngheykién thich ddy dankhai danké dungquy néichung
lich sw du hd so tan khaihdso  dinh
tinh dé hiéu

(Biéu

Chi s6 hai long vé cong chiic cua cac co quan thudc 3 cap hanh chinh
d6 56) nam trong khoang 83,99 - 86,21%, chénh léch hon 2%. Cac co

quan Cap x4 co chi So hai long vé cong chirc cao nhat (86, 21%) va céc co quan
cap huyén c6 chi s6 thap nhat (83, 99%). Chi s6 hai long vé cong chirc cia cac
co quan thudc 8 linh vuc dich vy nam trong khoang 81,52 - 86,76%, chénh 1éch
khoang 5%. Céac co quan thudc linh vic nong nghiép, phat trién néng thon co
chi sé hai 1ong vé cong chirc cao nhat (86,76%) va cac co quan thudc linh vuc

dat dai, méi truong co chi s6 thap nhat (81,52%).
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Biéu d0 56: Chi so hai long ci nwérc, cac cap, cac linh vuc
vé cong chirC nam 2018

Ca nuse % 85,10%

Céap tinh | 85,11%

Cap huyén | | | | 83,99%
Cap x3 | | | | 86,21%
Linh v tw phap, lao dong (cap xa) | 86,21%
Linh vie tw phap (S& Tw phap) 86,02%

Linh vuwc kinh doanh 83,99%
Linh vurc ndng nghiép, phat trién néng thén 86,76%
Linh vwe van hoa, thé thao, du lich 85,20%
Linh virc giao thong van tai 86,68%

Linh vue xay dung, quan ly dy an 85,38%

Linh vwc dat dai, mdi trwdng 81,52%
0% 20% 40% 60% 80% 100%

6 chi s6 hai 1ong thanh phan vé cong chuc cia cac co quan thudc 3 cap
hanh chinh, 8 linh vyc dich vy cling ¢ cac mure twong duong véi chi s6 hai long
vé cong chirc noi chung (Biéu d6 57, 58, 59, 60, 61, 62). Trong s6 3 cap hanh
chinh, cac co quan cap x4 luén c6 chi So hai long thanh phan vé cong chuc cao
nhat; cac co quan cap huyén c6 chi s6 thap nhat. Trong sb 8 linh vyc dich vy,
cac co quan thudc linh vuc giao thong, van tai hau nhu ¢6 chi sb hai long thanh
phan vé cong chirc cao nhat va co quan thudc linh vuc dat dai, moi truong ludn

ludn c6 chi s6 thap nhat.
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Biéu dd 57: Chi s6 hai long ca nwéc, cac cap, cac linh vuc
ve cong chirc c6 thai d§ giao tiep lich sw nam 2018

Ca nuoe # 85,379
Cap tinh | 85,80%
Cap huyén | | | | 84,19%
Cap x3 | | | | 86,27%
Linh vuc tw phap, lao ddng (cap x&) | | | | 86,27%
Linh virc tw phap (S& Tw phap) 86,74%
Linh vuwe kinh doanh W 84,19%
Linh viec ndng nghiép, phat trién ndng thon 87,36%
Linh vwe van hoa, thé thao, du lich W 85,299
Linh vic giao théng van tai 86,76%
Linh vwe xay dung, quan ly du an 86,24%
Linh vc dat dai, mdi trwong ﬁ 83,08%
0% 20% 40% 60% 80% 100%

Biéu dd 58: Chi sé hai long ca nwéc, cac cip, cac linh vuc
ve cong chire chu y lang nghe nim 2018

Ca nudc % 84,40%
Céap tinh | 84,16%
Cap huyén | | | | 83,54%
Cap x3 | | | | 85,429
Linh vuc tw phap, lao ddng (cap x&) | | | | 85,429
Linh virc tw phap (S& Tw phap) 84,16%
Linh vyc kinh doanh W 83,54%
Linh virc ndng nghiép, phat trién ndng thon 85,329
Linh vwe van hoa, thé thao, du lich W 84,11%
Linh vuc giao théng van tai 85,279
Linh vwe xay dung, quan ly du an 84,97%
Linh vc dat dai, mdi trwong W 81,50%
0% 20% 40% 60% 80% 100%
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Biéu do

59: Chi s6 hai long ca nwéc, cac cp, cac linh vuc
ve cong chirc tra loi, gidi thich day di nam 2018

Ca nuoc

Cap tinh

Cap huyén

Cap x3

Linh vyc tw phap, lao déng (cép xa)
Linh virc tw phap (S& Tw phap)

Linh vuc kinh doanh

Linh viec ndng nghiép, phat trién ndng thon
Linh viec vén hoa, thé thao, du lich
Linh vuc giao thong van tai

Linh vure xay dung, quan ly dy an

Linh vic dat dai, mdi trwong

# 84,35%

| 84,18%

| 83,33%

| 85,469

85,469

84,64%

W 83,33%

85,87%

W
W 84,51%
W

86,22%
W 84,97%
#| 79,73%
0% 20% 40% 60% 80% 100%

Biéu d6 60: Chi s6 hai long ca nwéc, cac cip, cac linh vuc
vé cong chirc hwong dan ké khai ho so tan tinh, chu ddo nim 2018

Ca nuoéc

Cap tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh vye tw phap (S& Tw phap)

Linh vwe kinh doanh

Linh virc ndng nghiép, phat trién ndng thon
Linh viee van hoa, thé thao, du lich
Linh vyc giao théng van tai

Linh viwee xay dung, quan ly du an

Linh vwc dat dai, mdi trwong

W
W 85,529
W

# 86,579

| 86,509

| 85,529

| 87,67

87,67

87,21

88,75

W 87,09
W

87,94

86,319

%

%

ﬁ 82,90%

0%

20% 40% 60% 80%

100%

BAO CAO SIPAS 2018




Biéu @d 61: Chi s6 hai l1ong chung ca nuére, cac cip, cac linh vuc
veé cong chirc hwéng dan ké khai ho so' dé hiéu nam 2018

Ca nuéc # 84,91%
Cap tinh | 84,32%
Cap huyén | | | | 83,85%
Cap x3 | | | | 86,36%
Linh v tw phap, lao dong (cap xa) | | | | 86,36%
Linh vye tw phap (S& Tw phap) 86,45%
Linh vuc kinh doanh W 83,85%
Linh virc ndng nghiép, phat trién néng thén 85,78%
Linh vwe van hoa, thé thao, du lich W 84,11%
Linh vue giao thdng van tai 86,05%
Linh vwe xay dung, quan ly du an 83,97%
Linh vc dat dai, mdi trwong W 80,69%
0% 20% 40% 60% 80% 100%

Biéu dd 62: Chi sb hai long chung ca nwéc, cac cp, cac linh vuc
ve cong chirc tuian thu dung quy dinh nam 2018

Ca nue # 85,01%
Cép tinh | 85,699
Cap huyén | | | | 83,51%
Cap xa | | | | 86,05%
Linh vuc tw phap, lao ddng (cap x&) | | | | 86,05%
Linh vye tw phap (S& Tw phap) 86,93%
Linh vuc kinh doanh W 83,51%
LTnh vic ndng nghiép, phat trién néng thén 87,45%
Linh vwe van hoa, thé thao, du lich W 86,10%
Linh vyc giao thong van tai 87,82%
Linh viwe xay dung, quan ly du an 85,80%
Linh vwc dat dai, moi trvong W 81,19%
0% 20% 40% 60% 80% 100%

Chi sb hai long vé cong chuc ndi chung nim 2018 ting hon 3% so Vi
ndm 2017, tir 81,81% lén 85,10% (Bicu do 63). 6 chi s6 hai long thanh phan vé
cong chirc cling tang 6 muc tuong tu. Piéu nay gop phan khang dinh bao cdo
cua cac dja phuong vé viéc da ting cuong dio tao, boi dudng d6i véi cong chirc
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lam viéc tai Bo phan Mot ctra noi riépg, doi ngli cong chuc & dia phuong nodi
chung, hudng tai phuc vu nguoi dan, to chirc ngay cang tot hon.
Biéu 63: So sanh chi s6 hai 1ong vé cong chiic
nam 2017, 2018

100%
8537%  84,40%  84,35%  8657%  84,91%  8501%  8510%
82,80% _ 80,78% 80,93%  81,96% 81,22%  83,15%_ g1 819%

80% -

60% -
m 2017

40% - 2018

20% -

0% -

Co thai dd Chuylang Traloi, g|a| Hwéng danHwéng dan Tuan thl  Cong chirc
giao tiép nghey kién thich day khaihd so ké khaihd dung quy noi chung
lich sw da tan tinh  so dé hiéu dinh

Trong 5 yéu td co ban cia qua trinh cung wng dich vu HCC, phuc vu
ngudi dan, to chiic clia co quan hanh chinh nha nudc duoce danh gia trong khudn
kho chi s6 SIPAS 2018 (gom yéu tb tiép can dich vy, yéu td tha tuc hanh chinh,
yéu t cong churc, yéu to két qua va yéu té tiép nhan, xt 1y ¥ kién GYPAKN),
cong chirc 1a yéu t6 nhan duoc sy hai long cao thir 3 (twong tu nhu nam 2017).

4. Chi s6 hai long vé két qua dich va HCC

SIPAS 2018 tién hanh do luong sy hai long clia ngudi dan, to chirc vé két
qua dich vu HCC ¢ 3 noi dung: (1) Ket qua duoc giai quyet dung quy dinh, (2)
ket qua co6 thong tin day du va (3) két qua co thong tin chinh xac.

Céc ndi dung danh gia vé két qua dich vu HCC nhan duoc sy hai 1ong 16n
ctia ngudi dén, to chuc (Biéu do 64). 87,45% s6 nguoi dugc hoi hai long vé két
qua dung quy dinh; 88,56% hai long vé két qua co thong tin day du va 88,38%
hai 1ong vé két qua co thong tin chinh x4c. Chi s6 hai long vé két qua dich vu
HCC noi chung 1a 88,13%.
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Biéu d0 64: Chi sé hai long vé két qua dich vu HCC nim 2018

100% -
87,45% 88,56% 88,38% 88,13%

80% +—

i Hai long
60% —

m Binh

40% thwdng

B Khong
hai long

20%

0%

Két qua dung quy Két qua €O thdng  Két qua c6 thong tin - Két qua dich vu noi
dinh tin day da chinh xac chung

Chi sb hai long vé két qua cung tng dich vu HCC cua tinh cao nhat 1a
99,16%, tinh thap nhat 1a 73,87% Vi gié tri trung vi 1a 88,21% (Biéu d6 65). Su
cach biét giita chi s6 cua tinh cao nhat va thap nhat 1a khoang gan 26%. Gia tri
trung vi chi ra mot ntra sb tinh trong ca nude ¢ chi s6 hai long vé két qua dich
vu HCC ¢ trong khoang 88,21 - 99,16% va mdt nia s tinh c6 chi sb ¢ trong
khoang 73,87 - 88,21%. 3 chi sd hai long thanh phan vé két qua dich vu HCC
cua 63 tinh c6 muc cao nhat, thap nhat va trung vi twong ddng véi chi s6 hai
1ong vé két qua dich vu HCC néi chung.

Biéu do 65: Chi s0 hai long cao nhit, thap nhat, trung vi
ve ket qua cung wng dich vu nam 2018

100% 99,15% 99,16% 99,17% —99,16%
+ 87,50% + 88,53% + 88,63% + 88,21%
80%
W 74,15% W 72,88% W 74,58% W 73,87% Chi s6
e cao
nhat
W Chi s6
40% thap
nhat
20% ® Gia tri
trung
0% T T T 1 V!
Két qua dung quy Két qua €0 thdng Keét qua cé thong tin Két qua dich vu néi
dinh tin day dua chinh xac chung

Cac co quan thugc 3 Cép hanh chinh ¢ chi s6 hai long vé két qua dich vu
HCC néi chung (Bleu db 66) nam trong khoang 86,96 - 89,22%, chénh I¢ch hon
2%. Cac co quan cap xa c6 chi s6 cao nhat va cac co quan cap huyén co chi s6
thap nhat. Cac co quan thudc 8 linh vyuc dich vu c6 chi s6 hai long vé két qua
dich vu nam trong khoang 85,25 - 91,33%, véi su cach biét khoang 6%. Cac co
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quan thugc linh vuc nong nghi¢p, phat :[rién nong thon cé chi 36:) cao nhaflt
(91,33%) va cac co quan thudc linh vyc dat dai, moéi truong co6 chi so thap nhat
(85,25%).

Biéu dd 66: Chi s6 hai long chung ca nuéc, cac cip, cac linh vuc
ve ket qua cung @wng dich vu nam 2018

Ca nwée % 88,13%
Cap tinh | 88,85%
Cap huyén | | | | 86,56%
Cap xa | | | | 89,22%
Linh vie tw phap, lao dong (cap xa) | 89,22%
Linh vie tw phap (S& Tw phap) 89,22%
Linh vuwc kinh doanh 86,56%
Linh virc ndng nghiép, phat trién ndng thon 91,33%
Linh vwe van hoa, thé thao, du lich 88,84%
Linh vuc giao théng van tai 90,76%
Linh viee xay dung, quan ly du an 88,62%
Linh vic dat dai, mdi trwong 85,25%
0% 20% 40% 60% 80% 100%

Ba chi s6 hai long thanh phan vé két qua dich vu HCC cua cac co quan
thudc 3 cap hanh chinh, 8 linh vuc dich vu cling & cac mirc twong duong véi chi
s6 hai long vé két qua dich vu néi chung (Biéu d6 67, 68, 69). Trong s6 3 cap
hanh chinh, cac co quan cip xa ludn cé cac chi s6 thanh phan cao nhat va cac co
quan cap huyén c6 chi sé thanh phan thap nhat. Trong s6 8 linh vuc dich vy, cac
co quan thudc linh vuc ndéng nghiép, nong thén hau nhu c6 chi sé hai 10ng thanh
phan cao nhit va co quan hanh thudc linh vuc dat dai, moi truong ludn co chi s6
thanh phan thap nhat.
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Biéu dd 67: Chi s6 hai long ca nwéc, cac cap, cac linh vuc
ve ket qua dung quy dinh nam 2018

Ca nuoe # 87,45%
Cap tinh | 88,04%
CAap huyén | | | | 85,639
Cap x3 | | | | 88,86%
Linh vic tw phap, lao dong (cap xa) | | | | 88,86%
Linh vic tw phap (S& Tw phap) 88,65%
Linh vic kinh doanh W 85,639
Linh virc ndng nghiép, phat trién ndng thon 90,839%
Linh vwe van hoa, thé thao, du lich W 87,79%
Linh vue giao thdng van tai 90,54%
Linh vure xay dung, quan ly dy an 87,06%
Linh vc dat dai, mdi trwong ﬁ 84,33%
0% 20% 40% 60% 80% 100%

Biéu d6 68: Chi sé hai long ca nugr, cac cip, cac linh vuc
ve ket qua c6 thong tin day di nam 2018

Ca nuoc # 88,56%

Cép tinh | 89,28%
Cap huyén | | | | 87,15%
Cap x3 | | | | 89,50%
Linh vic tw phap, lao dong (cap xa) | | | | 89,50%
Linh virc tw phap (S& Tw phap) 89,50%

Linh vuc kinh doanh W 87,15%

Linh viec ndng nghiép, phat trién ndng thon W 92,01%
Linh vwe van hoa, thé thao, du lich W 89,08%

Linh vuc giao thong van tai W 90,37%

Linh vwe xay dung, quan ly du an 89,65%
Linh vic dat dai, méi truong R 85,98%
0% 20% 40% 60% 80% 100%
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Biéu @d 69: Chi s6 hai l1ong chung ca nuére, cac cip, cac linh vuc
ve ket qua cé thong tin chinh xac nam 2018

Ca nuoc % 88,39%

Cap tinh | 89,22%
Cap huyén | | | | 86,89%
Cap x3 | | | | 89,30%
Linh v tw phap, lao dong (cap xa) | | | | 89,30%
Linh vye tw phap (S& Tw phap) 89,50%

=)

Linh vuc kinh doanh W 86,89

LTnh vic néng nghiép, phat trién néng thén W 91,08%
Linh vwe van hoa, thé thao, du lich W 89,66%

Linh vue giao thdng van tai W 91,38%

Linh vuc xay dung, quan ly dy an 89,14%
Linh virc dat dai, méi tredng W 85,439
0% 20% 40% 60% 80% 100%

So sanh céc chi s6 hai long vé két qua dich vu HCC no6i chung va cac chi
s0 hai 1ong thanh phan nam 2018 v&i nam 2017 cho thay tat ca cac chi s6 déu
tang hon 2% (Biéu d6 70).

Biéu @6 70: So sanh chi s6 hai long vé két qua dich vu HCC cong
nam 2017, 2018

’ ’

80% -

60% -
m 2017
40% -
W 2018

20% -

0% -
Két qua ding quy Két qua co thong Két qua cé thong tin K&t qua dich vu néi
dinh tin day du chinh xac chung

Két qua dich vu HCC c6 chi s6 hai long cao nhat trong 5 yéu to co ban
Cua qua trinh cung tng dich vu HCC, phuc vu ngudi dan, to chuc cua co quan
hanh chinh nha nudc dugc danh gia trong khuon kho chi so SIPAS 2018 (gom
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yéu to tiép can dich vu, yéu td thi tuc hanh chinh, yéu té cong chic, yéu to két
qua va yéu td tiép nhan, xur 1y ¥ kién GYPAKN).

5. Chi s6 hai long vé viéc tiép nhan, xir Iy y kién gép y, phan anh, kién
nghi

SIPAS 2018 do luong su hai 10ng cua ngudi dan, to chuc vé viéc tiép
nhan, xt Iy y kién GYPAKN & 4 noi dung: (1) Co quan c6 bd tri hinh thuc tiép
nhén gop y, phan anh, kién nghi, (2) nguoi dén, té chuic dé dang thuc hién gop ¥,
phan anh, kién nghi, (3) co quan hanh chinh tiép nhan, xir Iy gop v, phan anh,
kién nghi ciia ngudi dén, t6 chiic mot cach tich cuc va (4) co quan hanh chinh c6
thong bao kip thoi vé két qua xu 1y gop y, phan anh, kién nghi cho ngudi dan.

Nguoi dan, t6 chirc khong hai 1ong 1am vé viéc tiép nhan, xu 1y v kién
GYPAKN Vvé viéc cung tng dich vu HCC cta co quan hanh chinh nha nudc
(Biéu d6 71). Trong s6 nhiing ngudi duoc hoi di ting c6 ¥ kién GYPAKN,
75,04% hai long vé Viéc co quan c6 b tri hinh thic tiép nhan y kién GYPAKN;
73,75% hai long vé viéc dé dang thyc hién GYPAKN; 73,97% hai 1ong vé viéc
O quan tiép nhan, xt 1y ¥ kién GYPAKN mét cach tich cuc va 73,52% hai long
vé Viéc co quan thong bao két qua xu ly y kién GYPAKN kip thoi. Chi s6 hai
long vé viéc tiép nhan, xir 1y y kién GYPAKN néi chung 1a 74,07%.

Biéu do 71: Chi so hai long chung ca nuwoc vé viéc tiép nhan, xir ly
y kién gop y, phan anh, kien nghi nim 2018

100%

80% --25,04% 73,75% 73,979 73.529 74,079
60% il Hai long
m Binh
40% - thwong
9,10% 20,46% 19,55% 19,30% 19,60% ® Khong
20% - hai long
0% -

C6 b6 tri hinh Thuyc hién Tiép nhan, xir ly Théng bao két Ti€p nhan, xtr ly y
thirc ti€p nhan GYPAKN dé dang GYPAKN tich cuc qua x{r ly ki&n GYPAKN ndi
GYPAKN GYPAKN kip thoi chung

Trong 63 tinh, c6 duy nhat mét tinh ¢6 cac chi s6 hai long vé viéc tiép
nhan, xt 1y y kién GYPAKN va cac chi s6 thanh phan & micc khoang 10%, con
lai 62 tinh c6 cac chi s nam trong khoang 40 - 100% (do vay Biéu d6 72 phan
anh tinh hinh chung ctia 62 tinh). Tinh c6 chi s6 hai 1ong cao nhat vé viéc tiép
nhan, xtr 1y ¥ kién GYPAKN néi chung 13 97,96%, tinh thap nhit 1a 41,89% Vi
gia tri trung vi 1a 74,23%. Khoang cach chi s6 hai 10ng vé viéc tiép nhan, xir 1y ¥
kién GYPAKN giira tinh cao nhat va tinh thap nhat 1a 56%. Gia tri trung vi chi
ra mot nira s6 tinh trong ca nuée ¢ chi s6 hai long vé viéc tiép nhan, xa 1y v
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kién GYPAKN nam trong khoang 74,23 - 97,96% va mot nira so tinh c6 chi $0
nam trong khoang 41,89 - 74,23%.

4 chi s thanh phan vé viéc tiép nhan, xir 1y ¥ kién GYPAKN cua cac tinh
cling c6 muc do cao nhat, thap nhat, gid tri trung vi va su cach biét gitra chi s6
tinh cao nhat va tinh thip nhat twong tw nhu chi s6 vé viéc tiép nhan, xu 1y ¥
kién GYPAKN néi chung.

Biéu dd 72: Chi sé hai long cao nhét, thap nhét, trung vi vé viéc
tiep nhan, xir ly y kién gop y, phan anh, kién nghi nam 2018

100% T 1~106,00% 157 97,96% 97,96% 95.92% ~97,96%
80%
O 7275% @ 71323% @ 7292% @ 7307% @ 74,23% Chi &
60% cao
nhat
W 43,24% W 42 10% W 9 W Chiso
40% , ~41,89%
° W—39,13% W 3513% thép
nhat
20% ® Gia tri
trung
0% T T T T 1 Vi

C6 bé tri hinh Thychién  Tiép nhan, xirly Thoéng bdo két Tiép nhan, x{r ly
thirc ti€p nhan GYPAKN dé& dangGYPAKN tich cwc  qua x(r ly y ki€n GYPAKN
GYPAKN GYPAKN kip thdi  ndi chung

Chi sb hai 1ong vé viéc tiép nhan, xtr 1y ¥ kién GYPAKN cua cic co quan
hanh chinh thudc 3 cap nam trong khoang 71,57 - 77,21%, chénh léch khoang
6% (Biéu do 73) va cla cic co quan hanh chinh thudc 8 linh vuc nam trong
khoang 69,57 - 78,62%, chénh léch khoang 9%. Trong s6 3 cap, Cac co quan
hanh chinh cap xa c6 chi s6 cao nhat (77,21%) va cac co quan hanh chinh cap
huyén co chi s6 thap nhat (71,57%). Trong s6 8 linh vuc dich vu, cic co quan
hanh chinh thugc linh vuc néng nghiép, phat trién néng thon ¢ chi s6 cao nhat
va cac co quan thudc linh vuc dat dai, moi truong co chi s6 thap nhat.
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Biéu do 73: Chi so hai long chung cé nuérc, cac cap, cac linh vuc
veé viéc tiep nhan, xir ly y kién gép y, phan anh, kien nghi nam 2018

Ca nuoc # 78,07%

Cap tinh | | | | 73,22%
Cap huyén | | | | 71,67%
Cap xa | 77,21%

Linh vwc tw phap, lao dong (cap xa) 77,21%
Linh vie tw phap (S& Tw phap) 69,88%
Linh vwe kinh doanh 71,67%
Linh virc ndng nghiép, phat trién néng thén 78,62%
Linh vwc van héa, thé thao, du lich 72,35%
Linh vuc giao thong van tai 77,77%

Linh vuc xay dung, quan ly dy an 69,5[7%

Linh vwc dat dai, méi trudong 71,38%

0% 20% 40% 60% 80% 100%

4 chi sb hai 1ong thanh phan vé viéc tiép nhan, xu 1y ¥ kién GYPAKN cua
cac co quan hanh chinh thudc 3 cép, 8 linh vuc dich vu ciing & cac mirc va co su
chénh léch twong tu nhu chi sé hai long vé viéc tiép nhan, xir Iy y kién
GYPAKN néi chung (Biéu do 74, 75, 76, 77). Cac co quan hanh chinh cip x4
lai tiép tuc c6 cac chi sb cao nhat va cac co quan hanh chinh cip huyén lai tiép
tuc ¢6 cac chi sb thap nhat trong s6 3 cap. Tuy nhién trong s 8 linh vyc dich vy,
Ccac co quan hanh chinh thudc linh vuc néng nghiép, phat trién nong thon va cac
co quan hanh chinh thudc linh vuc giao thong, van tai thay nhau c6 chi s6 cao
nhit, con cac co quan hanh chinh thudc linh vuc dat dai, moi truong lai tiép tuc
c6 chi s6 thap nhat.
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Biéu do 74: Chi so hai long chung cé nuéc, cac cap, cac linh vuc vé co quan
¢6 bo tri hinh thirc tiép nhan y kien gép y, phan anh, kien nghi nim 2018

Ca nuoéc

Céap tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh vic tw phap (S& Tw phap)

Linh vwe kinh doanh

Linh viec ndng nghiép, phat trién ndng thon
Linh vie van hoa, thé thao, du lich
Linh vuc giao théng van tai

Linh vwe xay dung, quan ly du an

Linh vic dat dai, mdi trwong

| 73

| 73

# 75,04%

,48%

,82%

| 77,38%

77,38%

7%

3,82%

77,11%

,53%

78,70%

2%

74%

20% 40% 60%

80%

100%

Biéq dd 75: Chi s6 hai long chung ca nuor, cac cip, cac linh vuc
ve thuc hién gop y, phan anh, kien nghi de dang nam 2018

Ca nuoc

Cap tinh

Cap huyén

Cap x3

Linh vyc tw phap, lao déng (cép xa)
Linh virc tw phap (S& Tw phap)

Linh vuc kinh doanh

Linh viec ndng nghiép, phat trién ndng thon
Linh vwc van hoa, thé thao, du lich
Linh vic giao théng van tai

Linh v xay dung, quan ly du an

Linh vwc dat dai, mdi trwong

#75

| 72
| | |

| 71,

W 69,9

,75%
20%
34%
77,28%
77,28%
%

34%
77,71%
76%
76,73%
1%

3%

0%

20% 40% 60%

80%

100%
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Biéu dd 76: Chi s hai long chung ca nudre, cac cap, cac linh vuc vé co quan
tiep nhan, xir ly y kién gop y, phan anh, kieén nghi tich cwc nam 2018

Céa nuwoéc

Cép tinh

Cap huyén

Cép xa

Linh vic tw phap, lao dong (cap xa)
Linh vyc tw phap (S& Tw phap)

Linh vuwc kinh doanh

LTnh vic néng nghiép, phat trién néng thén
Linh viee van hoa, thé thao, du lich
Linh vic giao théng van tai

Linh vure xay dung, quan ly dy an

Linh vic dat dai, mdi trwong

,97%

| 73,86%

#73

| 70,75%

| 77,32%

77,32%

70,65%

e———
——

5%

80,72%

94%

76,73%

W 70,12%

83%

20% 40% 60% 80% 100%

Biéu do 77: Chi s6 hai long chung cé nudr, cac cz“'lp, cac linh vuc vé co quan
thong bao ket qua xir ly y kien gép y, phan anh, kien nghi kip thoi nam 2018

Ca nuoc

Cép tinh

Cap huyén

Cap x3

Linh vic tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)

Linh vuc kinh doanh

LTnh vic ndng nghiép, phat trién néng thén
Linh vie van hoa, thé thao, du lich
Linh vue giao thdng van tai

Linh v xay dung, quan ly du an

Linh vuwc dat dai, méi trwong

0%

| 73,32%

* 73,52%
|

| 70,35%

| 76,87%

76,87%

w 70,11%
W 70,35%

78,92%

18%

78,91%

W 69,71%

71,q)1%

20% 40% 60% 80%

100%

Khac voi 4 yéu té duge danh gia o trén (gdbm: Tiép can dich vu, thu tuc
hanh chinh, cong chirc va két qua dich vu HCC), yéu té tiép nhan, giai quyét y
kién GYPAKN nhan dugc sy hai 1ong ctia nguoi dan, to chic giam hon so véi
nam 2017, tir 75,34% xudng 74,07% (Biéu dd 78). Bon chi s6 hai 1ong thanh
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phan vé viéc tiép nhan, giai quyet y kien GYPAKN ndm 2018 ciing giam & muc
tuong tw, hon 1%. Day la ndi dung ma chinh quyén dia phuong can xem xét ky
luong, danh gia nguyén nhan d¢ khac phuc kip thoi.

Biéu d6 78: So sanh chi s6 hai long chung ca nuéc vé viéc tiép nhan, xir Iy
y kien gop y, phan anh, kien nghi nam 2017, 2018

100%

80% 76,62%;,(\40 74,66% 5% 74,82% 97% 75.27% 5296 75,34% 67%

60% -

20% m 2017
6 -

m 2018
20% -

0% -

C6 b6 tri hinh Thuyc hién Tiép nhan, xirly Théng bao két Tiép nhan, xtr ly y

thirc ti€p nhan GYPAKN dé& dang GYPAKN tich cuc qua x(r ly ki&n GYPAKN ndi
GYPAKN GYPAKN kip thoi chung

6. Chi s6 hai long vé sw phuc vu hanh chinh

Chi sb hai long Vé su phuc vu hanh chinh ctia cac co quan hanh chinh noéi
chung trong ca nudc 1a 82,99 % (Biéu d6 79). Chi sb hai long vé sy phuc vu
hanh chinh cua 63 tinh ndam trong khoang 69,98 - 97,88% (Biéu d6 80, 81). Nhu
vay, tinh c6 chi s6 hai 10ng vé sy phuc vu hanh chinh cao nhét va tinh c6 chi s6
thap nhat c6 su cach biét khoang 28%. Gia tri trung vi 81,92% cho thay nta sd
tinh trong ca nudc c6 chi s6 hai long vé su phuc vu hanh chinh nam trong
khoang 81,92 - 97,88% va nt:a s6 tinh c6 chi s6 hai long vé su phuc vu hanh
chinh nam trong khoang 69,98 - 81,92%.

Nhu vdy, bén canh nhitng tinh c¢6 chi s6 hai long vé su phuc vu hanh
chinh cao, da dat va vuot muc tiéu cai cach hanh chinh thi cling con nhiéu tinh
c6 chi sb hai 1ong vé su phuc vu hanh chinh thip, chua dat muyc tiéu va tham chi
con cach kha xa muc tiéu cai cach hanh chinh. Ngay ca cac tinh c6 chi s hai
long vé sy phuc vu hanh chinh cao ciing khong phai 1a c6 tat ca cac cac chi sb
hai 10ng thanh phan cao tuong tng, c6 nghia 12 van con nhiing noi dung, khia
canh cua viéc cung tng dich vu HCC cho ngudi dan, t6 chire lam chua tét (Biéu
d6 82, 83, 84, 85, 86).
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Biéu dd 79: Chi s6 hai long chung ca nwéc vé sy phuc va hanh chinh nim
2018 (chi s6 SIPAS 2018)

100%
82,99%
80% -
M Hai long
60% -
Binh
40% - thwong
B Khong hai
20% - 14,94% long
2,08%
O% - I I _—|
Hai long Binh thudng Khéng hai long

Biéu @0 80: Chi sé hai long cao nhat, thap nhat, trung vi vé su phuc vu

hanh chinh nam 2018
100% 97,88%
80% $ 81,92%
*‘ 69,98% E:Igio cao
60%
W Chi s
A thap nhat
® Gia trj
20% trung vi
0%
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Biéu d6 81: Chi s hai long vé sw phuc vu hanh chinh ciia 63 tinh nim 2018

e ) O 97,88%
Ninh Binh - _je— 96,60%
I s B — — 93,24%

Ha Tinh e ———— 92,17%
L I e —— —— 91,83%
B e E——E—— — 91,6p%
Quiang Ninh -l s s — 91,15%

At s O S S 91,14%
Hail PO g e — 90,86%
A e N B 83,62y
DONG Thap e s s 89,371

BaC Li U e —— 88,89%
R e E——E— — 88,209

Ha Nam _fe———— 87,999
N M DN P s o — 87,9094

DONG Nali o s s — 87,48%

3 Nang _fe e f— 87,43%
B e E— E—— — 86,75%

BEN T e e — 86,56%

et s —— N 86,38%
Thii Neguy &n 86,02%

Dién Bién | 86,01%
Binh DLrong e 85,03%
Quang Binh s s ——————— 84,78%
SOC Trang e s s — 84,40%

Tra Vinh - s s ———  83,91%
Quang Nam e s s = 83,31%

BR-VT [ s s — 83,04%
Ha NOT e s s == 83,00%
BAC Glang s o s — 82 45%
Thira Thién HU e s = 82,25%
Phd Yén 82,04%
Bac Ninh 81,92%
NEh& An s s s — 81,87%
Kon Tum - s e —— 81,81%
Tay Ninh - fes s — 81,24%
Quang Ng8i e s s . 81,07%
Kién Giang s s m— 80,35%
Dac Lac s ——— 80,33%
Binh PhuGC s s s 80,25%
Lam D Ong e e—— 80,04%
Bac Can _|e—— 73,87%
Khanh HOa _fe—— 79,79%
HOa Binh - pe— 79,72%
Can Tho e —— 79,67%
120 Cai e — 73,45%
V&N B ———— 73,37%
e e . E— y7,51%
Ninh Thudn _fe— /7,40%
Long An - e ————— 6,68%
Tien Giang e — 6,42%
Tuyén Quang s s — 6,31%
PhiTho e e — 7B.87%
L ang SO e ——— 75,70%
Lai Chéu _e— 74,95%
Gia Lai e 7421%
Vinh Long | — 73)93%
Binh Thudn _ e—— 73,83%
L e S 73,81%
H M e e — 71,91%
Binh Binh _— 71,81%
Cao Bing | s — 70,46%
Ha Giang 69,98%
Ca nuwéc X X X . 82,99%
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Biéu d0 82: Chi s hai long vé tiép can dich vu ciia 63 tinh nim 2018

0% 20% 40% 60% 80% 100%
Son La e s — 96,38%
HWNG YEN o s s 93,55%
Ninh B - s — 93,52%
QAN N o s 91,63%
Hal Phong e s s— 91,54%
Ha Tinh e s e — 91,41%
(A s ——E— — 20,42
T D 0N s e — 89,67%
o o ) N B 88,90%
AN Giang s ——————— 87,37%
Thira Thign Hug e s s 86,46%
Vinh PhGc. e — 86,33%
Ao B o R 86,28%
DONG Thalp e e 86,20%
DONg Nai s s e — 85,60%
BB e B—— — — 85,41%
BR-VT s s s pm—— 84,54%
HQU GG s i —— 84,44%
SOC TraNG s s s —— 84,01%
Nam Dinh s s ———  83,85%
Ha Nam - s s s . 83,84%
BN T o . 83,75%
BAC Glang, e o o — 83,39%
Thanh Hoa e s m—— 83,24%
Kién Giang _fess s s m—_—— 83,13%
Thai NBUYEN s s s . 83,09%
Phil Tho s s s = 83,07%
QUANEG NaM _fess s s s . 82,88%
Ha NOT - frsmmm s s . 82,56%
Binh Duong e s . 82,11%
BAc Ninh e s — 81,96%
Quang Binh 81,89%
Tay Ninh 81,85%
Dien Bién s ——— 81,80%
Tra Vinh s s s — 81,18%
L O A — 80,56%
0L O 73,73%
NEh& An _jem——— 6,66%
Phi Yén e — 6,51%
Binh PhuGc e s — 7p,11%
I . E— 75,11%
LAM DONg e s — 73,52%
Y& B — 73.42%
Lang Son s — 73,21%
Ninh Thuan _fee— 73,21%
Khanh Hoa  e———— 73,11%
130 Cai. s — 74)53%
BAC Can e — 74,37%
Quang Ng&il s e — 74,20%
KON TUM e e — 74,16%
HOa Binh 73,p9%
Vinh Long s 73,53%
DAC NONE e e — 73,44%
Gla Lai _te— 73,14%
HOM e —— 72,98%
Tien Giang e e — 72,08%
Quéng Tri e 71,77%
Lai Chau 70,00%
e B 63,49%
Ha Giang e 69,49%
Tuy@n Quang | 68,62%
Binh Thudn _e—— 67,81%
Binh Dinh 65,63%
Ca nuéc , , , . 80,62%
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Biéu @0 83: Chi s6 hai long vé thii tuc hanh chinh cia 63 tinh nim 2018

0% 20% 40% 60% 80% 100%
S O L e s 98,90%
Ninh Binh 98,71%
L e O 97,19%
I e E—— —— — 95,82%
e e O B 94,78%
T B e e B E— 94/52%
e e e O B 94,30%
B e E—— E—— —— 94,13%
QUANg Ni s o — 93,23%
B L e E——E—— —— 92,99%
O e E—— —— —— 92,29%
g E—— E— 91,09%
Ao e ——E—— — 20,56%
N e E—— —— — 90,42%
e e O 89,96%
Thira Thi&n HuE e e e— 89,75%
A I o —— E—— E— 89,58%
1 B E— 89,269
A G — 89,139
89,05%

DO Nl e e —
B T — 88,96%
D e —— —— — 88,53%
A e E—— —— — 87,81%
B I e E—— —— — 87,76%
e 0 ) O 87,71%
D LA e — 87,67%
O e e ——E—— —— 87,59%
SOC TraNG e e —— 87,46%
A o —— E—— — 87,35%
BAC Giang e — 87,33%
N e —— —— — 87,29%
86,59%

Quang Binh 86,25%
L e —— —— — 85,95%
Tay Ninh e e ————85,94%
L e S S 85,91%
P e —— E—— E— 85,38%
N e B B — 85,24%
Quang Ngai e e —— 84, 84%
QAN g T s s sy 84,58%
Hoa Binh e e ——— 83,75%
O A ——— 83,50%
DAc NONg e e —— 83,4)%
Kign Giang e e s — 83, 14%
B R T ——— 82,97 %

Y B e e . 8,92%

L aNg SO e ——— 82, 86%
Binh DUrong e ———  80,47%
81,91%

Ninh Thuan e e —— 80,96%
Tuyén Quang _— 80, 73%
am Do 80,67%
Vinh Long e e ———— 80,67 %
TiEn Giang e e —— 80,54%
Khanh Hoa e s —— 80,46%
80,40%

Can Tho'
G L — 79,32%
Cao Bing e e — 79,01%
Lai Chau e 78,49%
Binh ThuQn 77,05%
HOM e e — 76,18%
Ha Giang _fe—— 76,02%
Binh Dinh 75,21%
Ca nuéc , , . . 86,40%
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Biéu d0 84: Chi sé hai long vé cong chirc cia 63 tinh nim 2018

0% 20% 40% 60% 80% 100%
o e S B 97.61%
A I e B E—— — 37,38%
Ninh Binh 97,23%
e o O E— 93,51%
I e E—— —— — 93,p9%
Thiai Binh 93,p5%
T o N S 93,36%
H il P 0N g e e e — 92,54%
R T o B—— E— E— 92,54%
T s A A 91,11%
P ThQ e — 21,01%
DO g Nl e e — 20,60%
- o O O 30,51%
DOng Thap e e —— 90,21%
e e B E—— E— 30,09%
ViR Ph U 83,97%
T T HUE e e e s 88,75%
B e s — E—— — 88,73%
G- E— 87,98%
SOC TTEING e e e — 87,98%
B e E———— — 87,93%
B T e s 87,19%
R e B—— E—— — 87,10%
Ha Nam e — 86,92%
A e —— E—— E— 86,91%
Binh DUONG e 86,82%
B R T — 86,29%
BEC Glang, e e e e — 86,25%
P Y @ e — 85,95%
QAN BN D e — 85,86%
O e e S S 85,81%
Nghé An 85,65%
Tay Ninh 85,43%
O A e — 85,38%
T VN D e —— 85, 19%
Ha N S —— 84,57%
KO T e e — 83,93%
L0 i e e —— 83,80%
BAC Can e e e ——  83,30%
Y B e —— 82,81%
KIEN Giang e e F—— 82,46%
Dac NOng e —— 82,35%
Khanh Hoa s e e — 81,94%
HOa Binh - e s ——— 81,35%
Qung N8 s s — 81,32%
BAc Ninh e —— 81,17%
DAC LAC o o ———— 81,01%
Tien Giang e e —— 80,80%
Ninh Thugn - fes e ——— 80,54%
Quang Trj e e ———80,48%
Binh PG C e e ———— 80,47%
Tuy@n Quang _|e— 73,88%
Can Tho e s — 79,52%
Lang SO e—r 79,52%
Vinh LONg e ——— 78,14%
L4m DONg s — 77,74%
Cao Bing s o — 17,40%
Binh Thudn 17,01%
N S O B 7472%
Lai Chau e 74,70%
H O — 74,68%
Binh Binh _Je—r 72,88%
Ha Giang 71,29%
Ca nuéc , , , . 85,10%
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Biéu dd 85: Chi sé hai long vé két qua dich vu cia 63 tinh nim 2018

0% 20% 40% 60% 80%

100%

e e S B
Ninh Binh
A e N A
Ca M2 ——

T S S
QUANg NN e s s
TR o ——E— —
S e S S
Ha INam s —
At oS e —— E—
Vinh Ph .
B e s S A
DO T h e e e s
A I e E—— —— —
DO N e s
B T e e s
Thanh HGa
A o B E—— E—
Tt TN H U e o s
20 Cai e —
T e B

R ) B B
P Y @ e —
L e ) S
O o Y S
e e B—— —— —
D L e e s

A o B B —
Binh PhuGc. s s s ==
L —— — —
HOa B e —
e T e Y N S
L e A
QUAIN g N B e —
Ninh Thugn e
Lang Som e e —
L s
B o B —— E—
O e S
Lai ChéU | —
e e B—— E—— ——
L I e B—— E—— E—

L e E—— E—

H O —

Binh Binh _je—r

Ha Giang _jee——

Ca nuwoc

9,16%
8,82%
8,60%
6,34%
95,44%
94,97%
94,65%
94,37%
94,07%
93,06%
93,32%
93,17%
92,78%
92,69%
92,32%
91,53%
91,28%
90,98%
90,9506
90,57%
90,49%
90,42%
90,14%
(o]
0
o

WO O O O

90,009
89,989
89,689
89,219
89,19
88,94%
88,79%
88,75%
88,40%
88,21%
88,13%
88,03%
87,91%
87,56%
87,18%
87,01%
86,97%
86,39%
86,33%
86,03%
85,95%
84,79%
84,60%
84,58%
84,40%
83,82%
83,75%
83,44%
83,09%
82,63%
82,54%
82,46%
81,73%
81,56%
80,84%
80,21%
80,09%
78,53%
7,15%
87%

88,13%
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Biéu do 86: Chi sb hai long vé viéc tiép nhan, xirly y kién GYPAKN ciia 63 tinh niim 2018

0% 20% 40% 60% 80% 100%
I B S S 97,96%
O e —— E—— — 92,36%
Nam Dinh 89,399
e e S 88,91%
A s S 86,45%
86,33%

H PG Y N e o —
e I e B — — 86,09%
Ha N e — 85,97%
QUANE NiN D e s s 85,91%
A G —— 85,34%
BaC Liu e ————— 84,72%
D12 Nan g o ——— 84,43%
Thai Binh e s —— 84,38%
Thanh HOa s s s —  83,41%
Ha Tinh e e s —  83,20%
LaM DOng e ——— 82,49%
Dien Bién _fem e ———— 82,38%
B T s . 82,14%
Quing Binh e e ——— 82,12%
Vinh Phuc fem s —— 81,25%
QuAng Ngai s s s —— 81,08%
Tra Vinh s ————— 80,63%
Can Tho' s s ——— 80,41%
80,11%

DONgE Nai e e e—
Hai Phong e — 79,71%
Binh PhuGc. s s 78,74%
HQu Giang e —— 78,59%
Ca Mau | 78,39%
KO T — 78,07%
Khanh Hoa  Je——— 75,00%
HOa Binh 74,87%
BR-VT 74,25%
Bac Ninh 74,23%
Quang Nam e s — 73,82%
PhU Yén 73,16%
Thai Nguy@n _jee— 71,43%
SOC Trang e 71,39%
Lai Chau e 70,88%
L e — E— 70,706
R O e B——— 69,81%
Ngh& An _Jm—r— 68,76%
Tuyén Quang _fe— 68,53%
L e I— — 68,14%
66,67%

Kién Giang |

Ninh Thu3n _fe—— 66,15%
DAC LAC s o — 65,74%
Bic Giang e — 65,00%
BAC Can e e —64,77%

Tien Giang e s — 63,61%

Binh Thuan e s — 63,54%

Gia Lai e —— 63,40%
Tay Ninh _— 62,50%
Lao Cai _jm— 59,38%
e B e — 58,33%

Ha Giang _pe——— 58,04%
HOM e —— 56,36%
Lang Son _te—— 56,32%
Vinh Long e — 54/43%
Thira Thién Hué e —— 52,78%
Long An - fsmim— 42,44%
Quang Tr| e 42,11%
Cao Bang 41,89%
Phu Tho 11,88%
Ca nuwoc , , X 74,07%
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Ngoai ra, SIPAS 2018 ciing tién hanh phan tich chi s6 hai long vé su phuc
vu hanh chinh cua céc tinh phan theo loai don vi hanh chinh cép tinh (Biéu dd
87, 88, 89, 90, 91) va chi sb hai long vé su phuc vu cua cac tinh phan theo ving,
mién (Biéu db 92, 93, 94, 95, 96, 97) dé so sanh, phat hién sy khac biét giira cac
nhom tinh. Két qua cho khong c6 su khac bit ddc trung gilra céc tinh phan theo
don vi hanh chinh c4p tinh va phan theo ving mlen Chi s6 hai long vé su phuC
vu hanh chinh ndm 2018 cua cac tinh phan theo cap hanh chinh, theo ving mién
hau hét déu c6 & cac muc: Thép, trung vi, cao. Riéng céc tinh thudc ving Dong
bang Séng Hong chi c¢6 cac chi s6 hai long & 2 mic: Trung vi, cao (chi s6 hai
10ng cao hon) va céac tinh Tdy nguyén chi c6 cac chi 6 hai long ¢ 2 mac: Trung
vi, thap (chi s6 hai 1ong thap hon).
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Biéu d6 87 Chi s6 hai 1ong vé sw phuc vu hanh
chinh ciia TPTW dac biét nam 2018

Ha Noéi 83,00%
TP. HCM 71,919
Trung binh 77,460

Biéu d6 88: Chi s6 hai long vé su phuc vu hanh
chinh ciia TPTW nam 2018

Hai Phong 0,86%
DPa Nang 87,43%
Can Tho 79,67%

Trung binh 85,99%

Biéu d6 89: Chi s hai l1ong vé sy phuc vu hanh
chinh cia cac tinh loai I nam 2018

Son La
Pdng Nai
Thanh Hoa
QuangNam
Nghé An
Pic Lic
Gia Lai
Trung binh

Biéu d6 91: Chi s6 hai long vé sy phuc vu hanh
chinh cua cac tinh loai III nam 2018

Ninh Binh 60%
Hung Yén 08 24%
Bac Liéu 88,89%
Vinh Phuc 88,20%
Ha Nam 87,99%
Hau Giang 86,38%
Tra Vinh 83,91%
Bic Ninh 81,92%
Béc Kan 79,87%
Dic Nong 77,51%
Ninh Thuin 77,40%
TuyénQuang 76,31%
Vinh Long 73,93%
Quang Tri 3,31%
Trung binh 83,39%

Biéu d6 90: Chi s6 hai 1ong vé sw phuc vu
hanh chinh caa cac tinh loai Il nim 2018
92,1

Ha Tinh
Hai Duong
Thai Binh
Quang Ninh
Ca Mau

An Giang
DPong Thap
Nam Pinh
Bén Tre
Thai Nguyén
bién Bién
Binh Duong
Quang Binh
So6c Trang
BR-VT

Béc Giang
TT- Hué
Pha Yén
Kon Tum
Tay Ninh
Quang Ngai
Kién Giang
Binh Phudc
Lam Ddng
Khéanh Hoa
Hoa Binh
Lao Cai
Yén Bai
Long An
Tién Giang
Pht Tho
Lang Son
Lai Chau
Binh Thuan
Binh Dinh
Cao Bing
Ha Giang

7%

Trung binh
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Biéu d6 92: Chi s6 hai long vé sy phuc vy hanh
chinh cua cac tinh Mién nii phia Bac nam 2018
Son La

Thai Nguyén
Pién Bién
Bic Giang
Bic Kan
Hoa Binh
Lao Cai

Yén Bai
TuyénQuang
Pha Tho

Lang Son
Lai Chau

75,70%
4,95%
146%
98%
79,57%

Cao Bing
Ha Giang

Trung binh

Biéu d6 94: Chi sb hai long vé sy phuc vu hanh
chinh ciia cac tinh Duyén hai Mién Trung nam 2018
Ha Tinh
Thanh Hoa
QuangBinh
QuangNam
TT-Hué
Pht Yén
Nghé An
QuangNgai
Khanh Hoa
Quang Tri
Binh Dinh
Trung binh

Biéu @6 93: Chi s6 hai long vé sw phuc vu hanh chinh
cta cic tinh Pong bang S6ng Hong nam 2018

Ninh Binh 1%

4%
3%
2%
5%
6%

Hung Yén
Hai Duong
Thai Binh
Quang Ninh
Hai Phong
Vinh Phuc
Ha Nam
Nam Pinh
Ha Noi
Bic Ninh
Trung binh

0%
0%

D%
0%
2%

6%

Biéu d6 96: Chi s6 hai long vé sw phuc vu hanh
chinh ciia cac tinh Mién Pong Nam B) nim 2018

Pdng Nai 87, 4L3%
Binh Duong 85,08%
BR-VT 83,04%
Tay Ninh 81,24%
Binh Phudc 80,25%
Ninh Thuén 7,40%
Binh Thuin 3,33%
TP.HCM ,91%
Trung binh 79,96%

Biéu @6 95: Chi s6 hai long vé sw phuc vu hanh
chinh ciia cac tinh TAy Nguyén niam 2018

Kon Tum 81,81%
Pic Lic 80,33%
Lam Dong 80,04%
Pic Nong 7,51%
Gia Lai 74,21%
Trung binh 8,78%

Biéu d6 97: Chi s6 hai long vé sw phucvu hanh chinh
ctia cac tinh Pong Bang Song Ciru Long nam 2018

Ca Mau 4%
,‘An Giang 20
bong Thap 7%
Bac Liéu 9%
Bén Tre 6%
Hau Giang 8%
Sé6c Trang %
Tra Vinh %
Kién Giang 0
Can Tho 0
Long An
Tién Giang
Vinh Long
Trung binh 4%
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Sy hai 1ong cta nguoi dan, t6 chirc hai long d6i véi su phuc vy caa cac co
quan hanh chinh nha nuéc & dia phuong néi chung trong ca nudc ndm 2018 tang
1én khoang 2% so véi ndm 2017, tir 80,90% Ién 82,99%, tuy nhién chi s6 phan
anh sy khong hai long ciing tang, tur 1,96% 1én 2,08% (Biéu d6 98). Nhu vy, co
thé thy rang bén canh viéc nang cao chi s6 hai 10ng cua ngudi dén, to chue thi
cac co quan hanh chinh nha nuée cling can quan tim dén viéc giam chi s6 khong
hai long.

Nam 2018, chi s6 hai 1ong vé sy phuc vu hanh chinh cua tinh cao nhat,
tinh thap nhat, tinh trung vi ciing déu ting khoang 2% so véi nam 2017 (Bleu dd
99, Bang 5); chi sb hai long vé su phuc vu hanh chinh cua co quan 3 cap va 6/8
linh vuc dich vu ting tir 1- 4% (Biéu dd 100); chi sé hai long vé sy phuc vu
hanh chinh cua 42/63 tinh ting tir dudi 1 - 18% (Biéu d6 101). Ngoai ra, su
chénh 1éch giira cac chi sé hai long cua tinh cao nhat va tinh thap & 4/5 yéu t6
dugc danh gia (tiép can dich vu, tha tuc hanh chinh, cong chirc va két qua) ciing
giam ké, véi mic thu hep nam trong khoang tir 5 - 23%.

Bén nhitng chi s6 hai long ¢ su thay dbi tich cuc vé néi trén thi cling cd
nhitng chi s6 hai 1ong c6 sy thay doi tiéu cuc. Chi sb hai long vé sy phuc vu
hanh chinh ctia 21/63 tinh giam trong khoang tir 1 - 12%, chi s6 hai long cua 2/8
linh vuc dich vu giam khoang 1%. Su chénh 1éch gitta cac chi s6 hai long cua
tinh cao nhat va tinh thap nhat ¢ 1/5 yéu t6 duoc danh gia (tiép nhan, xu 1y
kién GYPAKN) c6 su cach biét ting 1én, véi cac muc ting nam trong khoang 6 -
11%.

Biéu do 98: So sénh chi s6 hai long vé sy phuc vu hanh chinh
chung ca nwéc niam 2017, 2018 (chi s6 SIPAS 2017, 2018)

100%

82,99%

80,90%
80% -

60% -

m 2017

W 2018

40% -

20% - 17,14% 14 94%

1,96% 2,08%
I __|
Hai long Binh thwdng Khoéng hai long

0% -
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Biéu d0 99: So sanh chi s6 hai long vé su phuc vu hanh chinh cao nhat, that

nhat, trung vi nim 2017, 2018

100%
’ 95,75% &= —=097,88%
80% 79;76% k= ) 81 Q2%
67,70% W= —ll 69,98%
60%
40%
20%
0%
2017 2018

~0—Chi s6
cao
nhat

—i—Chi s6
thap
nhat

== Gia tri
trung vj

Biéu @ 100: So sanh chi s6 hai long vé sw phuc vu hanh chinh ca nwéc, cac

cap, cac linh vuc dich vu nim 2017, 2018

Linh vic tw phap, lao dong (cap

Ca nuwéc 80,90%

Cap tinh 80,74%

Cap huyén 80,34%

Cap x3

82,99%

83,23%

81,47%

81,93%
84,04%

81,93%

xa) 84,04%
~ ra 2> ra 0
Linh vwe tw phap (S& Tw phap) 8%?(.‘)%%/:
w2017
Linh vyc kinh doanh é?lz,f%% 2018
Linh viec ndng nghiép, phat trién néng 81,88%
thon 85,48%
- < . 2 . 82,10%
LTnh vwe van hoéa, thé thao, du lich 8310302
Linh vy giao théng van tai so,g%og%
o R 2 . 79,28%
Linh vue xay dung, quan ly du an 82,020%
- £ C A 78,87%
Linh virc dat dai, moi treong 80,548/;
0% 20% 40% 60% 80% 100%
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Biéu dd 101: So sanh chi so hai 1ong vé sw phuc vu hanh chinh cia 63 tinh

nam 2017, 2018
0% 20% 40% 60% 80% 100%
An Giang 8%&%‘5%
BR-VT 83,04%
Bac Giang ; %93 14%
Bic Can
Bac Liéu gg’é&%
Bic Ninh 80,7548,
Bén Tre 82%&% 0
Binh Dinh 7
Binh Duwong 3%
Binh Phuéc
Binh Thuan
Ca Mau 81, 14%
Cén Tho
Cao Bang
Pac Lac 30,3531 9% = 2017
Déc Nong m 2018
pién Bién >38,01%
Pa Nang 1§/°; 439
Podng Nai 478(3 °
Poéng Thap 5%6’,37%
Gia Lai
Ha Giang
Ha Nam §¢y§900
Ha Noi % 00%

Ha Tinh B20%5 17%
Hai Dwong 8]’::5@%
Hai Phong 88@%@%

Hau Giang 28%7%%
HCM
Hoa Binh
Hwng Yén 95,24%
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Khanh Hoa
Kién Giang
Kon Tum
Long An

Lai Chau
Lao Cai

LAm Dong
Lang Son
Ninh Binh
Nam Dinh
Nghé An
Ninh Thuan
Pha Tho
Phu Yén
Quang Binh
Quang Nam
Quang Ngai
Quang Ninh
Quang Tri
Séc Trang
Son La
Tay Ninh
Thai Binh
Thai Nguyén
Thanh Héa
Thira Thién Hué
Tién Giang
Tra Vinh
Tuyén Quang
Vinh Long
Vinh Phuc

Yén Bai

0% 20% 40% 60% 80% 100%
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88,20%

86,66%

87,90%

w2017
W 2018

a5

97,88%

2%
04%

0,
2,75/)

T3

BAO CAO SIPAS 2018



Bang 5: So sanh cac chi sé hai long nim 2017, 2018

Niim 2017 Nim 2018
Chisé | Ca | Tinh | Tinh | GT | Ca | Tinh | Tinh | GT

nuwéc | cao | thip | trung | nwéc | cao | thip | trung
Tiéu chi nhat | nhat | Vi nhat | nhat | Vi

(%) | (%) | (%) | %0 | (%) | (%) | (%) | (%)
I. TIEP CAN DICH VU
Noi ngdi chos o i cho Ngoi 84,36 | 97,08 | 54,26 | 84,62 | 86,56 | 97,97 | 70,00 | 87,29
Trang thiét bi day du 80,31 | 95,42 | 47,40 | 79,09 | 83,31 | 97,83 | 68,96 | 83,86
Trang thiét hién dai 71,61 | 91,25 | 38,25 | 70,15 | 74,00 | 93,96 | 55,89 | 75,11
Trang thit B sirdung 75,18 | 95,00 | 40,96 | 74,79 | 78,62 | 96,24 | 63,31 | 79,39
Ti& can dich vu néi chung 77.86 | 94,38 | 45,22 | 77,29 | 80,62 | 96,38 | 65,63 | 81,85
1. THU TUC HANH CHINH
Niém yét cong khai day dit 85,04 | 98,95 | 57,17 | 83,99 | 86,99 | 99,13 | 75,42 | 86,98
Niém y&t cong khai chinh xéc 83,94 | 97,06 | 56,34 | 83.47 | 86,32 | 99,13 | 73,75 | 86,22
Théanh phan ho so diing quy dinh 85,82 | 93,33 | 62,79 | 85,76 | 87,78 | 99,42 | 77,08 | 88,13
Philé phi ding quy dinh 84,07 | 97,50 | 55,93 | 83,75 | 86,46 | 99,58 | 74,15 | 86,04
Thoi han gidi quydt dingquydinh | 82,69 | 96,67 | 55,72 | 83,13 | 84,46 | 98,13 | 72,24 | 83,96
Thit tyc hanh chinh noi chung 8431 | 97,54 | 57,50 | 84,20 | 86,40 | 98,90 | 75,21 | 86,25
I1I. CONG CHUC
Théi do giao ticp lich su 82,80 | 97,50 | 59,67 | 83,30 | 85,37 | 98,11 | 71,82 | 85,62
Chu ylang nghe ykién 80,78 | 96,34 | 56,55 | 80,75 | 84,40 | 97,50 | 69,28 | 84,38
Tré Ion, g thich dy di 80,93 | 96,46 | 55,72 | 80,75 | 84,35 | 97,29 | 66,74 | 84,94
Fiuong dn Khai ho so Gn inhchudéo | 81,96 | 96,67 | 54,47 | 82,50 | 86,57 | 98,41 | 73,54 | 86,40
Huong dnkékhaihosodahicu | 81,22 | 96,46 | 51,98 | 81,25 | 84,91 | 98,12 | 68,86 | 85,63
Tuan thi dng quy dinh 83,15 | 97,85 | 58,21 | 82,98 | 85,01 | 98,41 | 71,96 | 84,78
Cong chiic néi chung 81,81 | 96,74 | 56,10 | 81,56 | 85,10 | 97,61 | 71,29 | 85,43
IV. KET QUA
Pung quy dinh 8537 | 98,75 | 65,90 | 85,15 | 87,45 | 99,15 | 74,15 | 87,50
C6 thong tin day du 85,95 | 98,54 | 67,98 | 85,83 | 88,56 | 99,16 | 72,88 | 88,53
o thong tin chinh xéc 85,88 | 98,13 | 67,98 | 85,58 | 88,38 | 99,17 | 74,58 | 88,63
K&t qua néi chung 8573 | 98,47 | 67,29 | 85,51 | 88,13 | 99,16 | 73,87 | 88,21
V. TIEP NHAN, XU LY
GYPAKN
g‘\’(PZOKNm hinh thic 8¢ nén | 26 65 | 9792 | 50,82 | 75,15 | 75,04 | 100% | 43,24 | 74,74
Thuc hicn GYPAKN dé dang 74.66 | 95,37 | 48.15 | 73,65 | 73,75 | 97,96 | 42,10 | 73,23
Tiépnhan xirly GYPAKN tichouc | 74,82 | 95,37 | 44,44 | 73,21 | 73,97 | 97,96 | 39,13 | 7292
El.};‘;fnébaOkaq”amlyGYPAm 7527 | 95,37 | 46,15 | 74,59 | 73,52 | 95,92 | 35,13 | 74,07
CTF:E‘:]g”h’i‘”’ Xir Iy GYPAKN néi | 75 34 | 95,83 | 49,80 | 74,50 | 74,07 | 97,96 | 41,89 | 74,23
VI. SU PHUC VU HANH
CHINH
Suphucvu hanh chinh 80,90 | 95,75 | 67,70 | 79,76 | 82,99 | 97,88 | 69,98 | 81,92
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1IL SU MONG BQI CUA NGUOI DAN, TO CHU'C bOI VOI SU PHUC
VU CUA CO QUAN HANH CHINH NHA NUOC

Pé cung ung dugc cac dich vu HCC c6 chat luong tét, mang lai su hai
long cho ngudi dan, to chuc thi viéc hiéu dugc nhu cau, mong doi cua nguoi
dan, t6 chtrc ddi véi dich vu HCC ciing quan trong khong kém viéc hiéu duoc
murc d6 hai long ctia nguoi déan, t6 chirc. Vi vay, ngoai cac chi s6 phan anh nhan
dinh, chi s6 phan anh su hai 1ong & trén, SIPAS con tinh toan, xay dung céc chi
s6 phan anh sy mong doi ctia nguoi dan, to chirc ddi vai viéc cung tng dich vu
HCC va su phuc vu cua co quan hanh chinh nha nuéc.

Két qua SIPAS 2018 cho thay nguoi dan, t6 chic mong doi nhat 1 co
quan hanh chinh nha nudéc md rong cac hinh thic thong tin tiép can dich vu
HCC (60,89% sb nguoi duoc hoi), tiép dén 1a tiép tuc don gian hoa thu tuc hanh
chinh (46,80% sb nguoi dugc hoi) va rat ngan thoi gian giai quyét thu tuc hanh
chinh (44,74% s nguoi dugc hoi) (Biéu do 102). Nguoi dan, to chic ciling
mong muén co quan hanh chinh nha nudc cai thién cac khia canh khac cua dich
vy HCC tuy nhién mtrc do mong muén thap hon, chang han nhu 30,73% mong
mu0n V& Viéc ting cuong nhéan ho so va tra két qua qua dudng buu dién, 28,10%
vé viéc cai thién chat luong co s vat chét, trang thiét bi, 23,53% Vvé ting cudng
niém yét cong khai ... Nhu vay, yéu té thu tuc hanh chinh va tiép can dich vu
dugc nguoi dan, to chitc mong doi cai cach nhiéu nhat trong s6 5 yéu té duoc
danh gia, cho du 2 yéu t6 nay khong phai 1a 2 yéu t6 c6 muc do hai long thap
nhat. Mic du yéu té cong chirc khong nhan duoc muc do hai 1ong cao nhat
nhung cac chi s6 mong doi Vé viéc cai thién thai do giao tiép, tinh than phuc vu,
nang lyc gial quyét cong viéc cia cong chuc lai ¢ mac thép nhat, trong khoang 4
- 9%. Dleu nay ching to ngudi dan, to chic chua dat yéu t6 cong chic quan
trong, can tap trung uu tién cai thién nhu nhiing yéu t6 khac.

Qua d6 c6 thé thay, dé nang cao chat luong phuc vy, nang cao sy hai long
ctia ngudi dan, t6 chirc thi cac co quan ddng thoi phai xem xét cac khia canh co
chi s6 hai 1ong thap va cac khia canh dugc ngudi dan, to chirc quan tim, mong
doi cai cach nhiéu nhat.
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Biéu d0 102: Sw mong doi ciia ngwoi dén, té chirec ddi véi co quan hanh

chinh ca nwéc nam 2018

M@ réng cac hinh thic théng tin

Cai thién chét lvong co' s& vat chat; hién
dai hoa trang thiét bj
T&ng cudng niém yét cong khai, minh
bach TTHC
T&ng cwéng nhan hd so va tra két qua
dwong bwu dién
D4y manh dich vu cong truc tuyén mirc dod
3, 4.

Tiép tuc don gidn héa thi tuc hanh chinh

Gidm phi/lé phi gidi quyét thd tuc hanh chinh
Cai thién thai do giao tiép clia cong chirc
Cai thién tinh than phuc vu cta cdng chirc

Nang cao nang Iwc clia céng chirc

B& tri hinh thirc tiép nhan GYPAKN dé
dang, thuan tién hon

Tiép nhan, x&r ly GYPAKN kip thoi, tich cuc

Khac

RUt ngdn thoi gian gidi quyét tha tuc hanh...

0%

20%

40%

60% 80%  100%

60,89%

Sy mong doi cua ngudi dan, tb CIjl'J:C dbi sy phuc vu cta co quan phin
theo cap hanh chinh (Biéu d6 103) va doi vdi cac co quan phén theo linh vuc
dich vu (Biéu do 104) cling twong dong nhu doi véi co quan hanh chinh noéi

chung,
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Biéu dd 103: Sw mong doi ddi véi co quan hanh chinh cac ciAp nim 2018

0% 20% 40% 60% 80%  100%

M@ réng cac hinh thirc thong tin

Cai thién chét lwong co s& vat chét; hién
dai hoéa trang thiét bj

Tang cwdng niém yét cdng khai, minh
bach TTHC

T&ng cwdng nhan hd so va tra két qua
dwong buwu dién

D4y manh dich vu cong truc tuyén mirc do

3, 4. [ Cap
tinh
Tiép tuc don gidn héa tha tuc hanh chinh .
W Cap
huyén
RUt ngan thoi gian gidi quyét thi tuc hanh
chinh mCip

Gidm phi/lé phi gidi quy&t tha tuc hanh chinh

Cai thién thai do giao tiép clia cong chirc

Cai thién tinh than phuc vu cla céng chirc

Nang cao nang Iwc clia céng chirc

B4 tri hinh thtre tiép nhan GYPAKN dé
dang, thuén tién hon

Tiép nhan, x&r ly GYPAKN kip thoi, tich cuc

Khac
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Biéu do 104: Sy mong doi ddi v6i CQHC thudc cc linh vuc dich vu niim 2018

0%

20%

40%

60%

80%

100%

M& réng cac hinh thic théng tin

Cai thién chat lvong co' s& vat chat; hién
dai hoéa trang thiét bj

T&ng cudong niém yét cong khai, minh bach
TTHC

Tang cwéng nhan ho so va tra két qua
dwong bwu dién

D4y manh dich vu céng truc tuyén mac do
3, 4.

Tiép tuc don gidn hda thi tuc hanh chinh

RUt ngan thoi gian gidi quyét thd tuc hanh chinh

Gidm phi/lé phi gidi quyét thl tuc hanh chinh

Cai thién thai do giao tiép cla céng chirc

Cai thién tinh than phuc vu cla céng chirc

Nang cao nang Iwc clia cong chirc

B& tri hinh thirc tiép nhan GYPAKN dé
dang, thuan tién hon

Tiép nhan, x&r ly GYPAKN kip thdi, tich cuc

Khac
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Ba noi dung ma ngudi dan, t6 chitc mong doi co quan hanh chinh nha
nudc uu tién cai thién nim 2018 ciing 1a 3 ndi dung nguoi dan, to chic mong
doi nam 2017. Tuy nhién, ndi dung ma nguoi dan, td chic mong doi nhat nam
2017 1a tiép tuc don gian hoa thu tuc hanh chinh (74,72% s ngudi dugc hoi)
con nim 2018 1a mé rong cac hinh thie thong tin tiép can dich vu (Biéu d6 105).
Chi s6 mong doi ctia ngudi déan, to chic dbi véi viée don gian hoa thu tuc hanh
chinh nam 2018 d giam khoang 30% so v&i nim 2017, tuy nhién chi s6 ndy van
1a mot trong ba chi sé mong doi cao nhat. Chi sé mong doi rat ngan thoi gian
giai quyét tha tuc hanh chinh ctia ndm 2018 ting hon so v&i ndam 2017 (45% so
véi 41%) cho thay viéc Chinh phu quan tim, ting cuong rat ngan thoi gian giai
quyét thu tuc hanh chinh trong thoi gian qua 1a phu hop véi sy mong doi cua
ngudi dan, t6 churc.
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Biéu @b 105: So sanh sw mong do¢i ciia ngwoi dén, to chire ddi véi co quan
hanh chinh ca nwéc nam 2017, 2018

0% 20% 40% 60% 80%  100%

1 1 1 Il

6,22%

M@ réng cac hinh thirc thong tin 60,89%

Cai thién chat lvong co' s& vat chat; hién
dai hoa trang thiét bj

T&ng cudng niém yét cong khai, minh
bach TTHC

Tang cudng nhan ho so va tra két qua
dwong buu dién

D4y manh dich vu céng truc tuyén mirc dod
3, 4.

~

4,72%

Tiép tuc don gian héa thu tuc hanh chinh 02017

RUt ngdn thoi gian gidi quyét thu tuc hanh W 2018

chinh

Gidm phi/lé phi giai quyét thd tuc hanh chinh
Cai thién thai d6 giao tiép ctia cong chirc
Cai thién tinh than phuc vu cha céng chirc

Nang cao nang lwc clia cong chirc

Bé tri hinh thirc tiép nhan GYPAKN dé
dang, thuan tién hon

Tiép nhan, x{r Iy GYPAKN kip thoi, tich cuc

Khac
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PHAN I11
KET LUAN
I. PANH GIA CHUNG
1. Vé két qua dat dwoc ciia SIPAS 2018

SIPAS 2018 mang dén mot biic tranh kha toan dién, chi tiét vé chét luong
cung ung dich vu hanh chinh cong va su phuc vu cua co quan hanh chinh nha
nude dbi voi ngudi dan, td chirc & 63 tinh trong ca nudc, tir viéc tiép can dich vu
cua ngudi dan, viée cong khai va tudn thu cac quy dinh thu tuc hanh chinh, viéc
glao tiép va xir Iy cong viéc véi ngudi dén, to chic Cua do1 ngu cong chir dén
chat luong két qua cung @ng dich vu ma ngudi dan, to chic hhan duge va viéc
tlep nhan, xir Iy cac gop ¥, phan anh, kién nghi ctia ngudi dan, t chirc lién quan
dén viéc cung tng dich vu HCC cua co quan hanh chinh nha nudc. Chi s6
SIPAS 2018, gitip Chinh phu, Tha tuéng Chinh phu, Ban Chi dao Cai cach hanh
chinh cua chinh phu c6 thém thong tin phuc vu cong tac chi dao, diéu hanh
nham nang cao chat luong, hiéu qua cai cach hanh chinh cta cic bd, nganh, dia
phuong néi chung va trong viéc nang cao chat lugng dich vu cong cho ngudi
dan, to chirc néi riéng; gitip cac cap chinh quyén & dia phuong nam bat duoc
thuc trang chat lugng cung ung dich vy HCC, chat luong phuc vu nguoi dan, to
chuc cua cac co quan hanh chinh nha nude, trén co so d6 co cac giai phap phu
hop nham nang cao chat lugng cung ung dich vu HCC. SIPAS 2018 con thé
hién trach nhiém giai trinh cta cac co quan hanh chinh d6i véi ngudi dan, to
chure, ddng thoi 1a mot hinh thure dé nguoi dan, to chtc phan anh cam nhan, nhu
cau, mong doi cuia minh vé chét luong dich vu HCC va thyc hién giam sat ddi
V61 co quan hanh chinh nha nuéc.

Két qua SIPAS 2018 cho thiy chi sé hai long vé su phuc vu hanh chinh
cta ca nude nam 2018 13 82,99%, tang khoang 2% so vai chi sé hai long vé su
phuc vu hanh chinh nim 2017. Céc chi s6 hai long vé tiép can dich vy, thu tuc
hanh chinh, cong chirc va két qua dich vu nam 2018 ciing ting & mac 2 - 3% so
v6i nam 2017. Piéu nay thé hién quyét tim cua Chinh phua, Thu tudéng Chinh
phu, cac bo, nganh va dia phuong trong day manh cai cach hanh chinh trong
nim 2018 d3 c6 két qua tich cuc; chat lugng cung tng dich vy HCC va su phuc
vu cua co quan hanh chinh nha nudc ndi chung da co6 cai thién.Tuy nhién, cac
chi s6 hai long Vé viéc tiép nhan, xtr 1y y kién GYPAKN khéng nhiing van tiép
tuc 1a cac chi sb thap nhat trong sé 5 yeu t6 duoc danh gia ma lai giam khoang
1% so v&i ndm 2017. Qua d6 co thé thay chinh quyén, co quan hanh chinh nha
nudc ¢ cac dia phuong nodi chung chua lam tét cong tac tiép nhan, xu 1y v kién
GYPAKN cua ngudi dan, to chire trong nim qua.

Chi sb hai 10ng cua co quan hanh chinh cac cap [€ cap), cac linh vyc dich
vu (8 linh vyc dich vu) cho thiy co quan hanh chinh cap huyén va co quan hanh
chinh thudc linh vuc dat dai, moi truong giai quyét cong viéc, phuc vu nguoi
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dan chua t6t S0 VGi co quan thude cac cap chinh quyén, cac linh vuc dich vu con
lai. Két qua nay cua SIPAS 2018 ciing phan anh birc tranh twong ty nhu nim
2017. Co quan hanh chinh cap x4 nhan dugc su hai long cta nguoi dan, t6 chic
cao nhit trong ba cap trong ca nim 2018 va 2017; co quan hanh chinh linh vuc
giao thong, van tai nhan duoc su hai long cao nhat trong tam linh vyc trong nam
2018.

Nhin chung, khong cé su khac biét dic trung vé chi sb hai 1ong cta céac
tinh phén theo don vi hanh chinh cap tinh va phan theo ving mién. Chi sé hai
10ng v€ sy phuc vy hanh chinh ndm 2018 cua cac tinh thugc tung loai, timg ving
mién déu co6 muc cao, trung vi va thap. Riéng cac tinh thudc ving Ddng bang
Séng Hong 1a c6 chi s hai long & muc trung vi tro 1én - nghia 1a ¢6 chi s6 hai
1ong cao hon - va cac tinh TAy nguyén c6 chi s6 hai long & muc trung vi tro
Xuéng - nghia 1a c¢6 chi s6 hai long thap hon.

Chi s6 hai long cua 63 tinh nam trong khoang 69,98 - 97,88%, trong d6
mot nira s tinh ¢6 chi s6 trong khoang 81,92 - 97,88% va mot ntra s6 tinh ¢o chi
s6 o trong khoang 69,98 - 81,92%. Co su khac biét 16n vé mic do hai long cua
nguoi dan, to chic gilta tinh cao nhat va thap nhat, 1én t6i gan 30%. Mac du chi
s6 hai long chung cua ca nuéc nim 2018 ting khoang 2% so véi nam 2017
nhung trong 63 tinh, c¢6 42 tinh c6 chi s6 hai long tang tir 1 - 19% va 21 tinh c6
chi s6 hai long giam tir 1 - 12%. Két qua nay cho thay bén canh cac tinh da thuc
hién cai cach hanh chinh mot cach tich cuc, thuc chat va hiéu qua thi van con
nhiéu tinh chua quan tim, nd lyc thuc hién cai cach hanh chinh hodc con thuc
hién thiéu hiéu qua, thiéu bén viing.

Céc chi s6 phan 4nh cam nhan caa nguoi dan, to chic trong qué trinh giai
quyét cong viéc lién quan dén dich vu HCC cho thay nhitng phan héi tich cuc
hon vé chét lwong dich vu HCC ciia cac co quan hanh chinh nha nuéc ¢ 63 tinh.
Gan nhu 100% dich vu HCC duoc thuc hién tai Bo phan Mét cira; co quan hanh
chinh nha nudc & dia phuong cung cip nhiéu kénh thong tin dé ngudi dan, t6
chuc tiép can; ty 18 tra két qua dich vu HCC dung hen cho ngudi déan, to chic
tang cao hon, ty 1& tré hen giam; s6 lwong ngudi dan, t6 chuc phai di lai nhiéu
lan dé giai quyét cong viéc va sy phién ha, sach nhiéu, tiéu cuc cta cong chic
déu giam.

Tuy nhién, két qua SIPAS 2018 ciing phan anh mot s6 ton tai, han ché
trong viéc cung ung dich vu HCC, phuc vu ngudi dan, to chirc cia co quan hanh
chinh nha nuéc trong nim 2018. Ty & nguoi dan, to chuc tai 63 tinh tiép can
thong tin vé dich vu HCC qua mang internet nam trong khoang 2,50 - 16,00%
(trung binh 7,10%) va ty 1& ngudi dan, to chuc tiép can théng tin vé thu tuc hanh
chinh nam trong khoang 3,96 - 15,04% (trung binh 4,92%). Mic du di ting hon
nam 2017 nhung céc ty 1& nay 1a qua thap so véi muc tiéu xay dung chinh quyén
dién t&r va ang dung cong nghé thong tin trong hoat dong cia cac co quan hanh
chinh nha nudc dit ra tai Ké hoach cai cach hanh chinh nha nuéc giai doan 2016
- 2020.
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Van con gan 20% s6 ngudi dugc hoi trong ca nudc phai di lai nhiéu lan;
5,12% sb nguoi duoc hoi bi tré hen, dac biét linh vuc xay dung co chi s6 tré hen
1én dén 7,10% va linh vuc dat dai 13 12,30% hay Thanh phé Ha Noi va Thanh
phé HO Chi Minh 1én t6i 17,50%. Khi so sanh véi tong sé giao dich 1én dén
nhiéu triéu lwot méi nam thi cac chi s6 tré hen trén cho thay s lwong nguoi bi
tré hen la rat nhiéu.

Chi ¢6 33,29% s nguoi bi tré hen trong ca nuéc nhan duge théng bao cia
co quan vé viéc tré hen va 18,60% nhan duoc xin 15i cta co quan vé viéc tré
hen. Nhu vy, van con nhiéu co quan thuc hién khong nghiém, tham chi 1a
khong thyuc hién cac quy dinh vé thoi han giai quyét thu tuc hanh chinh va thong
béo, xin 15i ngudi dan, to chie khi tré hen.

Ty 18 2,45% s6 ngudi dugc hoi trong ca nudc cho rang cong chirc giy
phién ha, sach nhidu va 1,42 % sé ngudi dugc hoi cho rang cong chuc goi ¥ nop
thém tién ngoai phi/ 1& phi theo quy dinh cho thay van con hién tuong cong chirc
gy phién ha, sach nhiéu va tiéu cuc d6i v4i nguoi dan, to chuc trong qua trinh
cung ung dich vu HCC. Tinh trang cong chuc gay phlen ha, sach nhiéu Xay ra o
61/63 tinh; tinh trang cong chuc goi y nguoi dan, t6 chuc ndp thém tién ngoai
phi/1é phi xay ra & 59/63 tinh. Trong s6 cac tinh Xy ra tinh trang cong chic goi
¥ nguoi dan, to chiic ndp thém tién ngoai phi/lé phi nhiéu hon (chi s6 cao) thi
phan I6n 1a cac tinh mién ndi phia Bac va cac tinh Duyén hai Mién Trung va
Tay nguyén.

Két qua SIPAS 2018 con cho thdy su mong doi ctia nguoi dan, to chuc
d6i voi viéc cung tng dich vu HCC cuaa co quan hanh chinh nha nuéc. Ba noi
dung ma nguoi dén, t6 chirc mong doi nhat 1a: (1) M& rong cac hinh thtc thong
tin tiép can dich vu HCC (60, 89% s6 nguoi duoc hoi), (2) tiép tuc don gian hoa
thu tuc hanh chinh (46,80% s ngudi duoc hoi) va (3) rat ngan thoi gian giai
quyet thu tyc hanh chinh (44,74% s0 nguoi dugc hoi). Cac thong tin nay rat hitu
ich ddi voi chinh quyen dia phuong céc cap. Pé c6 duge cac giai phap phu hop
nham nang cao chat luong dich vy HCC, dép ung ngay cang tot hon nhu cau,
mong doi ciia ngudi dan, t6 chuc thi chinh quyén khong chi can phai nam bat
dugc mue do hai long cua nguoi dan, t6 chirc ma con can phai hiéu dugc nguoi
dan, to chirc mong mudn gi. Trén co s¢ do, chinh quyén dia phuong xac dinh uu
tién cai thién 'khong chi cac yeu t6 nhan dugc su hai long thip ma con ca yeu t6
quan trong ddi véi ngudi dan, to chire, duge ngudi dan, t6 chirc mong doi nhiéu.

2. Thuin lgi, kho khian va nguyén nhan

Daéy la ndm tht hai Bo Noi vu trién khai do luong su hai long ciia nguoi
dan, t0 chac C}ﬁi V6i sy phuc vu clia co quan hanh chinh tai 63 tinh trong ca
nudc. Viége trién khai SIPAS 2018 duoc Chinh phu, Thu tuéng Chinh phu, Ban
Chi dao cai cach hanh chinh ctia Chinh pht quan tadm, chi dao sat sao va nhan

dugc su phoi hop thuc hién, giam sat tich cuc tir Ban Thuong truc Uy ban Trung
wong Mat tran T6 qudc Viét Nam, Trung wong Hoi Cyu chién binh Viét Nam,
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Tong Cong ty Buu dién Viét Nam, Uy ban nhan dan 63 tinh va cic co quan
nganh doc & dia phuong.

Phuong phap do luong su hai long dugc nghién ctru, xay dung mét cach
khoa hoc, c6 hé thdng, hién dai va da duoc thé ché hoa (Quyét dinh sd
2640/QDb-BNV ngay 10 thang 10 nam 2017 cia Bo trudng Bo NoOI vu). Qua
trinh trién khai SIPAS 2018 lu6én nhan duogc su quan tam, chi dao sat sao cua
Lanh dao va su tham muu, trién khai tich cuc, sang tao, hiéu qua cua doi ngii
cong chuc cua Bo Noi vu; sy giam sat, phdi hop cua cac co quan lién quan tir
Trung wong toi dia phuwong. Viéc chon mau duoc thuc hién khoa hoc, chit ché.
33.900 d6i twong diéu tra xa hoi hoc duoc chon dam bao 13 ngudi da trai nghiém
viéc cung ung dich vu va da nhan két qua dich vu va duoc chon ngau nhién lam
dai dién cho cac nhom dan s6 dén tir moi ving, mién, thuoc moi thanh phan
nhan khau hoc. Phiéu diéu tra xa hoi hoc dugc thiét ké san, phu hop véi moi
trinh d6 dan tri cua ngu’ol tra 101 va dugc phat truc tiép toi tung d6i tugng trong
danh sach mau lap san. Moi hoat dong chon mau va phat phiéu dugc thuc hién
dung phuong phap va c6 huéng dan, giam sat, kiém tra, phic tra chat ché, kip
thoi tir cac co quan lién quan ¢ ca Trung uwong va dia phuong. Nhiéu diéu tra
vién c6 thai do lam viéc nghiém tic, trach nhiém. Do d6, sb phiéu diéu tra thu vé
hop 1€ cao va thong tin thu dugc dam bao tinh khach quan, dai dién.

Nhan thtc vé viéc trién khai do luong su hai long ctia ngudi dén, to chac
trong doi ngli lanh dao, cong churc ¢ cac dia phuong trong ca nudc dd duge nang
1én, gop phan gitp qua trinh trién khai thuan loi, hiéu qua hon. Ngudi dan, t6
chtee tich cuc, trach nhiém hon khi tham gia tra 10i phiéu diéu tra.

Tuy nhién, viéc trién khai SIPAS 2018 ciing gap mot sd khé khin. Kho
khin 16n nhét 1a nhan thic cua ddi ngili can bd, cong chirc, vién chic va nguoi
dan, t6 chirc vé viéc do luong su hai long chua ddy du, chua théng nhat. Con
khong it trudng hop ngudi dan, to chuc e ngai tham gia cung cap thong tin trong
qua trinh diéu tra x4 hoi hoc; nhiéu co quan hanh chinh nha nuée, chinh quyén
dia phuong chua quan tam, trién khai thong tin, tuyén truyén ciing nhu sir dung
két qua SIPAS mot cach kip thoi, higu qua; mot s6 co quan chua thuc hién
nghiém cac quy dinh trong t6 chie diéu tra xa hoi hoc. Viéc xay dung vin hoa
phan hoi ¥ kién, gbp y cua ngudi dan, t6 chirc ddi v6i co quan hanh chinh nha
nude va khic phuc “bénh thanh tich” ctia cac co quan hanh chinh nha nudc 1a
nhitng van dé can phai duoc quan tim trong to chtc thuc hién thoi gian toi, dé
nang cao tinh khach quan, trung thyc, chinh xac ctua thong tin, bao dam SIPAS
thuc su 14 cong cu hitu hiéu trong viéc nang cao chét lwong dich vu HCC, chét
luong phuc vu ngudi dan, to churec.

SIPAS 2018 ciing gip kho khin trong qua trinh chon mau. Ddi tuong mau
qua 16n, thudc tat ca cac thanh phan nhan khau hoc va & tat ca cac don vi hanh
chinh cdp xa, huyén, tinh thuoc moi ving, mién trong ca nudc. Do chua co hé
thng co so dit liéu qubc gia vé giao dich cung tng dich vu HCC, co sé dix liéu
vé giao dich cung @ng dich vu HCC cua nhiéu tinh ciing khéng thong nhat ma
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phén tan va duoc quan ly riéng ré tai cac Bo phan Mot cuira cac cép, con thiéu
thong tin hodc thong tin khong chinh x4c. Diéu nay dan dén danh sach mau diéu
tra cia nhiéu dia phuong thiéu thong tin, thong tin sai tir d6 gy mat nhiéu cong
suc, thoi gian cho diéu tra vién dé dam bao phat phiéu diéu tra t6i ding doi
tugng, dung dia chi. Gan 1/3 sé S& Noi vu trong ca nudce khong thuc hién phuc
tra, khong giri ndp béo cao két qua phic tra theo quy dinh.

Dbi tuong diéu tra xa hoi hoc dugc chon dai dién cho moi thanh phan
nhan khau hoc, tir moi ving mién trong ca nudc nén trinh do, sy hiéu biét cua
d6i tuong diéu tra rat da dang. Bén canh mot sé ngudi dan, nguoi dai dién to
chic ¢6 trinh d6, hiéu biét cao thi van con nhimng nguoi khong di hoc, khong
biét chit, nhan thic han ché. Trong khi d6, nhiéu noi dung quy dinh, thuat ngit
hanh chinh dugc phan anh trong phiéu diéu tra con triru twong, co cach hiéu
khong théng nhat. Do vay, viéc dé dam bao d6i tuong diéu tra hiéu cau hoi
théng nhat va tra 10i phiéu diéu tra day du, khach quan phy thudc nhiéu vao diéu
tra vién. Tuy nhién, mot sb diéu tra vién (la nhan vién cia Buu dién ¢ dia
phuong) chua nhan thic dﬁy du trach nhiém cua minh, ky nang lam viéc chua
chuyén nghiép, nén da dan dén maot so sai sot trong to chirc diéu tra xa hoi hoc;
mot s6 Buu dién tinh chua giam sat, kiém tra, xu ly nghiém khac, kip thoi dol
Vvéi diéu tra vién nén con tinh trang phiéu diéu tra thu vé khong dung yéu cau,
khong hop €.

Noi dung do luong su hai long nhay cam, triru tugng, phu thugc nhiéu vao
su hiéu biét, kinh nghiém, quan diém va nhu cau ciia mdi c4 nhan. Do vay, Vviéc
do Iuong su hai long 1a mét viéc kho, doi hoi khdng chi sy vao cudc cua nguoi
dan, t6 chirc ma con su nd luc, dam bao cac diéu kién lién quan tir cic co quan
hanh chinh céc cap. Diéu kién ngudn luc han ché nén phan nao giy kho khin,
anh huong doi vai viéc trién khai do luong su hai long, dic biét trong viéc mo
rong quy mé diéu tra, thuc hién da dang héa phuong thire diéu tra, st dung dich
vu diéu tra xa hoi hoc chuyén nghiép, c6 nang luc cling nhu gay kho khan, anh
huong ddi véi viéc thong tin, tuyén truyén vé chi s6 SIPAS rong rai, phu hop toi
timng nhom doi tugng ngudi dan, to chirc khap ca nudc.

I1. PE XUAT, KIEN NGHI
1. Poi véi Chinh phii, Thii twéng Chinh phii

- Chi dao cac bo, nganh, dia phuong st dung hiéu qua két qua Chi sb hai
1ong V& sy phuc vu hanh chinh nim 2018 dé lam co so xac dinh, thyc hién céac
giai phap nang cao chat luong cung ung dich vu HCC, sy hai long cua nguoi
dan, t6 chic. Trén co sé Chi sb hai long vé su Phuc vy hanh chinh ndm 2018, c¢6
hinh thirc biéu dwong, khen thuong, xu Iy ddi voi cac bd, nganh, dia phuong
nham tao sy lan toa, dong luc thic day trong viéc cung tng dich vu hanh chinh
cong, phuc vu nguoi dén, to chuac tét hon.

- Chi dao céc bo, nganh, dia phuong trién khai c6 hiéu qua céc linh vuyc,
noi dung cai cach hanh chinh lién quan, tac dong den viéc cung tng dich vu
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HCC, phuc vu nguoi dan, t6 chiic cia cac co quan hanh chinh nha nudc cac cap,
dac biét 1a cac linh vuc, ndi dung duge ngudi dan, t6 chirc danh gia chua tot, hai
1ong thap hay mong dogi cai thién nhiéu hon, nhu: Chat luong doi ngi cong
chuc; tha tuc hanh chinh; hién dai hoa hanh chinh; viéc tiép nhan, xu 1y ¥ kién
g6p ¥, phan anh, kién nghi...

- Quan tam chi dao, tao diéu kién, bd tri kinh phi phu hop cho hoat dong
trién khai do luong sy hai long vé su phuc vu hanh chinh hang nim trong giai
doan 2019 - 2020 nhiam gbp phan thuc hién thanh cong muc tiéu xay dung nén
hanh chinh phuc vu theo Chuong trinh téng thé cai cach hanh chinh nha nuéc
giai doan 2011 - 2020.

- Chi dao cac co quan théng tin truyén thong tich cuc thuc hién thong tin,
tuyén truyén day du, kip thoi, khach quan vé két qua cai cach hanh chinh noi
chung, két qua Chi s6 hai 1ong vé su phuc vy hanh chinh néi riéng toi ngudi dan,
t6 chirc nham goép phan nang cao nhan thic cua ngudi dan, to chuc vé quyén loi
va trach nhiém trong viéc tham gia giam sat, phan hoi y kién vé chat luong cung
tng dich vu HCC, chat lugng phuc vu ngudi dan, to chic cia co quan hanh
chinh nha nuédc cac cap.

2. Poi véi cac B, co quan ngang B; Uy ban nhin din cac tinh

- Su dung hi¢u qua két qua SIPAS 2018: Panh gia, xac dinh nguyén nhén
Clia cac ton tai; xdy dung, thuc hién ké hoach hanh dong, giai phap khac phuc
ton tai nham nang cao chat luong cung @ng dich vu HCC, chit lwong phuc vu
nguoi dan, t6 chirc cha cac co quan hanh chinh nha nuéc thudc nganh, linh vuc,
dia phuong. Dac bié¢t chu trong céc khia canh, ndi dung ma nguoi dén, to chuc
danh gia chua cao thong qua ty I¢: Nguoi dén, t6 chirc tlep can thong tin vé dich
vy, V& thi tuc hanh chinh qua mang internet; nguoi dan, td chuc di lai nhiéu lan
dé giai quyét cong viéc; cong chic gay phiéu ha, sach nhiéu; cong chirc goi y
nop thém tién ngoai phi/I¢ phi; co quan tra két qua tré hen; co quan khong thong
bao, khong xin 18i ngudi dan, to chirc vé viéc tré hen tra két qua; viéc co quan
tiép nhan, xu 1y cac y kién gop y, phan anh, kién nghi cua nguoi dan, to
chtc...DoNg thoi, ciing can quan tim dén khia canh, ndi dung ma nguoi dan, to
chirc mong dgi co quan hanh chinh nha nudc tap trung cai thién nhu: Mo rong
cac hinh thirc thong tin tiép can dich vu hanh chinh cong; don gian hoa thi tuc
hanh chinh; rat ngan thoi gian giai quyét thu tuc hanh chinh.

- Chi dao, Kiém tra, danh gia, khen thuong, xtr 1y nghiém tac, kip thoi doi
Vi Viéc trién khai va két qua trién khai cac noi dung cai cach hanh chinh lién
quan dén chat luong cung @ng dich vu HCC, chit lwong phuc vu nguoi dan, t6
chtre, nhu: Nang cao chat luong d6i ngii cong chtrc, vién chic; cai cach thu tuc
hanh chinh, nhét 14 thu tuc hanh chinh vé dét dai, xdy dung; xay dung Chinh phu
dién tr; ung dung cong nghé thong tin trong hoat dong cua cac co quan nha
nudc; cung cap dich vu cong truc tuyén muic d6 3, 4; ...
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- Tang cuong thong tin, tuyén truyén nhiam nang cao nhan thic cia doi
ngil can bd, cong chirc, vién chic va nguoi dan, to chic vé muc dich, ¥ nghia,
ndi dung cua SIPAS giai doan 2017 - 2020 noi chung va két qua SIPAS 2018
noi riéng. Hinh thtc, noi dung théng tin, tuyén truyen phai da dang, phu hop,
hiéu qua ddi véi timg nhom ddi twong nham dam bao tat ca cac dbi tugng thuge
pham vi quan 1y cua nganh, linh vuc, dja phuong déu c6 thé dé dang tiép can,
nam bat, st dung thong tin.

- Chi dao, kiém tra, danh gia, xtr Iy nghiém tac, kip thoi viéc xay dung,
quan 1y va khai thac co sé dit liéu vé thi tuc hanh chinh va giai quyét thu tuc
hanh chinh tai cac cap chinh quyén dia phuong dé dam bao dit liéu duogc cap
nhat kip thoi, dung quy dinh va c6 thong tin ddy du, chinh xac.

- Pinh ky danh gia viéc trién khai va két qua trién khai thong tin, tuyén
truyén, st dung cac chi sé6 SIPAS 2018 trong pham vi nganh, linh vuc, dia
phuong va bao cao két qua danh gia 16ng ghép trong bao céo cai cach hanh
chinh giri vé Bo Noi vy dé tong hop, trinh Chinh phu, Tha tuéng Chinh phil.

- Riéng d6i véi Uy ban nhan dan 63 tinh, chi dao, don ddc cac co quan
lién quan dén diéu tra xa hoi hoc do luong su hai 1ong ¢ dia phuong phai dam
bao nghiém thc, trung thuc, ding quy dinh trong qua trinh chon miu diéu tra x4
hoi hoc, phat, thu phiéu diéu tra x4 hoi hoc, phic tra két qua diéu tra x4 hoi hoc.

- Riéng ddi véi Bo Tai nguyén va Moi truong phu trach cac dich vu HCC
thudc linh vuc dat dai va Uy ban nhan dan cua 22 tinh c6 Chi s hai long vé su
phuc vy hanh chinh nam 2018 dudi mic myc tiéu dé ra tai Chuong trinh tong
thé cai cach hanh chinh nha nude giai doan 2011 - 2020 (Béc Kan, Khanh Hoa,
Hoa Binh, Can Tho, Lao Cai, Yén Bai, Pak Nong, Ninh Thuan, Long An, Tién
Giang, Tuyén Quang, Phu Tho, Lang Son, Lai Chau, Gia Lai, Vinh Long, Binh
Thuan, Quang Tri, Thanh phé Ho Chi Minh, Binh Binh, Cao Bang, Ha Giang),
can tap trung day manh, thuc hién hiéu qua, thiét thuc cong tac cai cach hanh
chinh, nang cao chat lwong cung tng dich vu HCC, chét lugng phuc vu cia co
quan hanh chinh nha nuéc doi voi ngudi dan, to chirc dé dam bao dat muyc tiéu
cai cach hanh chinh ctia Chinh phu 1a “Hon 80% ngudi dén, t6 chirc hai 1ong vé
su phuc vu cta co quan hanh chinh nha nuéc vao nam 2020”. B4i véi cac tinh
con lai, can tiép tuc duy tri, phat huy va dam bao tinh bén viing cia cac thanh
tich hi¢n nay.

3. Pdi v6i co quan thong tin, truyén thong

- Xac dinh viéc thong tin, tuyén truyén vé viéc trién khai va két qua trién
khai SIPAS 1a mét nhiém vu chinh tri, tir d6 thuc hién thong tin, tuyén truyén
chinh x4c, ddy du muc dich, y nghia, ndi dung va két qua hang nim cta SIPAS
giai doan 2018 - 2020 t6i ngudi dan, to chirc nham ning cao nhan thic vé quyén
loi va trach nhiém, tao thoéi quen va thac déy su tham gia tich cuc, khach quan
ctia ngudi dan, té chic trong viéc giam sat, phan hdi y kién vé chat luong cung
tring dich vu HCC, chat luong phuc vu ciia co quan hanh chinh nha nuéc.
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- Tang cudng dua tin vé nhiing viéc 1am tét va chua t6t caa cac bo, nganh,
dia phuong trong giai quyét thu tuc hanh chinh, cung tng dich vu HCC; vé phan
anh, kién nghi caa nguoi dan, t6 chire dé gop phan cing v0i cac bg, nganh, dia
phuong xay dung moét nén hanh chinh phuc vu theo yéu cau caa cong cudc Cai
cach hanh chinh ¢ nudc ta.

4. Pbi v6i Ban Thuong truc ﬁy ban Trung wong Mat trin Té quoc
Viét Nam, Trung wong Hoi Cuu chién binh Viét Nam, Tong Cong ty Buu
dién Viét Nam

a) Bdi v6i Ban Thudng truc Uy ban Trung uwong Mit tran T6 qudc Viét
Nam, Trung wvong Hoi1 Cyu chién binh Viét Nam:

- Tiép tuc phéi hop hiéu qua voi Bo Noi vu trién khai SIPAS 2019; thuc
hién giam sat, phuc tra két qua dicu tra xa hdi hoc SIPAS 2019.

- Huéng dan, kiém tra, dén ddc cac td chire nganh doc tai cac dja phuong
trong ca nudc thuc hién viéc giam sat chon mau diéu tra xa hoi hoc cia S& Noi
vu; Viéc giam sat, phuc tra két qua phat, thu phiéu diéu tra xa hoi hoc SIPAS
2019 cia Buu dién tinh nham dam bao viéc chon mau, phat, thu phiéu diéu tra
xa hoi hoc dung yéu cau dit ra va két qua chon mau, phat thu phiéu diéu tra
chinh xac, khach quan.

- Tuyén truyén két qua SIPAS 2018 va ké hoach trién khai SIPAS 2019;
van dong nguoi dan, to chuc tich cyc tham gia giam sat qua trinh cung tng dich
vu HCC, phuc vu ngudi dan, to chic cua co quan hanh chinh nha nuéc ¢ dia
phuong; tich cuc tham gia phan hdi ¥ kién vé chat luong cung tng dich vu
HCC, chat lugng phuc vu cia co quan hanh chinh nha nudc théng qua cung cap
thong tin cho diéu tra x3 hoi hoc SIPAS 2019 mét cach khach quan, trung thuc,
day du.

b) Béi véi Tong Cong ty Buu dién Viét Nam:

- Tiép tuc phdi hop véi Bo Noi vu thuc hién diéu tra xa hoi hoc SIPAS
2019 tai cac dia phuong trong ca nudc. Bé tri d6i ngii diéu tra vién co k§ nang
giao tiép, dao dirc nghé nghiép tét dé dam bao viéc thuc hién phat, thu phiéu
diéu tra xa hoi hoc diing yéu cau dat ra va két qua phat, thu phiéu diéu tra xa hoi
hoc khach quan, chinh xac.

- Cung cap thong tin day du, kip thoi va phdi hop chat ché véi Bo Noi v,
Ban Thuong tryc Uy ban Trung wong Mt tran T6 quéc Viét Nam, Trung uong
Hoi Cyu chién binh Viét Nam trong cong tac kiém tra, phiic tra, xir Iy vi pham
d6i vai viéc trién khai diéu tra xa hoi hoc SIPAS 2019.

- Chi dao cac don vi thudc, truc thudc, cac don vi nganh doc, cac can bo,
nhan vién lién quan va d6i ngii diéu tra vién thuc hién diéu tra xa hoi hoc SIPAS
2019 nghiém tuac, trung thuc va tuan tha ding yéu cau, huéng dan caa Bo Noi
vu. Tang cudng quan 1y, kiém tra chat chg, xir Iy nghiém tac, kip thoi cac vi
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pham doi véi vige phat, thu phiéu dicu tra xa hoi hoc dé dam bao két qua dicu
tra xa hoi hoc SIPAS 2019 day du, chinh xac, khach quan./.
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PHU LUC 1

CHI SO HAI LONG CUA 63 TINH NAM 2018

1. AN GIANG

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cura cép xa 39,66%
) Tai B6 phan Mot cua cép huyén 43,07%
Si(echuan glai quyct cong Tai B phan Mot cira cép tinh 15,57%
' Tai Trung tdm Phuc vu hanh chinh céng cip tinh 7,89%
Khac 0,21%
Thong qua nguoi than, ban be 29,85%
Keénh thong tin 8 bi,é ¢ Thoéng qua chinh quyén cap xa 49,25%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,71%
cong viee Thoéng qua mang Internet 5,97%
Khac 5,76%
Qua cong chrc tai noi ndp hd so 79,96%
Kénh thong tin dé biét Qua niém yét cong khai tai noi nop ho so, 18,98%
vé biét vé quy dinh thu | Qua qua Internet 2,13%
tuc hanh chinh Qua qua ngudi than, ban be. 3,84%
Khac 0,00%
1-2 1an 79,78%
S6 lan di lai dé gidi 3-4 lan 16,77%
quyet cong viee 5-7 lan 1,51%
Trén 7 lan 1,94%
C’ong chgc gay phién ha, Cé 2 35%
sach nhieéu
Cong chitc goi ynop | (g 0,64%
tién ngoai phi/l¢ phi
) Dung hen 92,75%
Cf)’ quan tra két qua Sém hen 2 77%
dang hen .
Tré hen 4,48%
C.(z quan thong bao vé Cé 47.62%
viéc tre hen
Co quan xin 101 vi tré Cé 19.05%

hen
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1. AN GIANG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dit chd ngdi cho ngudi dan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6,82%
10,45%
17,70%
12,58%
11,89%

8,96%
10,66%
9,59%
11,09%
7,89%
9,64%

6,61%
7,89%
8,32%
6,18%
5,54%
6,40%
6,82%

5,54%
5,33%
5,33%
5,40%

8,62%
13,79%
13,79%
12,07%
12,07%




1. AN GIANG

M rong cac hinh thirc thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 66,10%
Mot cach dé dang, nhanh chong

9 Cai thl@j\ Cbat hxro’ng co so vat chat; hién dai hoa trang thiét bi phuc 18.76%
vu nguoi dan, to chuc

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tyc hanh chinh | 17,70%
Tang cuong tiép nhan hd so va tra két qua giai quyét tha tuc hanh

4 . N n 29,85%
chinh qua dudng buu dién

5 Déy manh dich vy cong truc myén muc do 3, 4 11,51%

6 | Tiép tuc don gian hoa thii tuc hanh chinh 54,80%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 46,70%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 21,96%

9 | Cai thién thai do giao tiép cta cong chirc 8,32%

10 | Cai thién tinh than phuc vu ctia cong chue 3,20%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,10%
B4 tri hinh thuc tiép nhan y kién gop y, phan anh, kién nghi cua

12 N S A pin 6,61%
nguoi dan, to chic dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 PR S - 8,10%
dan, t6 chtrc kip thoi, tich cuc

14 | Khac 0,85%
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2. BA RIA - VONG TAU

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,42%
) Tai B6 phan Mot cura cép huyén 35,31%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 17,76%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 6,80%
Khac 0,66%
Thong qua nguoi than, ban be 21,49%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 60,53%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 10,31%
cong viee Thong qua mang Internet 15,79%
Khac 0,66%
Qua cong chrc tai noi ndp hd so 73,25%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 16,89%
vé biét vé quy dinh thu | Qua qua Internet 11,18%
tuc hanh chinh Qua qua ngudi than, ban be. 5,04%
Khac 0,00%
1-2 1an 77,14%
S6 lan di lai dé giai 3-4 lan 17,80%
quyet cong viee 5-7 lan 1,98%
Trén 7 lan 3,08%

Cong chuc gay phién ha, . 0
sach nhiéu Co 3,53%

Cong chuce goi y ndp . 0
tidn ngodi philé phi | ©° 1,32%
) Dung hen 91,85%

Co quan tra két qua . 0
dting hen Sorfn hen 1,76%
Tré hen 6,39%

Co quan théng bio vé . 0
viée tré hen Co 38,71%
Co quan xin 161 vi tré Cé 25.81%

hen
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2. BA RIA - VUONG TAU

TIEP CAN DICH VU -
1 | Noi ngdi cho cb du chd ngdi cho ngudi dan, to chiic
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH -
5 | Thii tuc hanh chinh dugc niém yét cong khai day du
6 | Tha tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC -
10 | Cong chirc c6 thai do giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10, giai thich ddy du
13 | Cong chirc hudng din ké khai ho so chu d4o, diy di
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Conghir tunhiding quy inh rong i quyét cng viee
Cong chirc néi chung
KET QUA -
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua c6 thong tin day du
18 | Két qua c6 thong tin chinh xéac
Két qua néi chung
TIEP NHAN, XU LY Y KIEN GYPAKN -
19 | Co quan c¢6 bd tri hinh thirc tiép nhan gop y, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22| Coquan théng biokét quaxirly gdp , phan nh, kién ghi Kip tho
Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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2. BA RIA - VONG TAU

MG rong cdc hinh thirc thong tin dé nguoi dan, 0 chic bict dén co | ) o
1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh Y70
Mot cach dé dang, nhanh chong

Cai thién chat l}IQ’ng co s& vat chét; hién dai hoa trang thiét bi phuc 30,48%
vu nguoi dan, to chuc

. . . 0
3 | Tang cuong niém yét cong khai, minh bach quy dinh tht tuc hanh chinh 21,27%

Tang cuong tiép nhan hd so va tra két qua giai quyét thu tuc hanh | 20,39%

4 chinh qua dudng buu dién
5 | Pay manh dich vu cong truc tuyén mic d¢ 3, 4 17,54%
6 | Tiép tuc don gian hoa thi tuc hanh chinh 57,46%
7 | Rat ngan thoi gian giai quyét thu tuc hanh chinh 46,05%
8 | Giam phi/Ié phi gidi quyét thii tuc hanh chinh 10,53%
9 | Cai thién thai do giao tiép cua cong chuc 3,29%
10 | Cai thién tinh thin phuc vu cua cong chirc 3,07%
6,58%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc

B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cia | 3,07%

12 ngudi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét ¥ kién gop ¥, phan anh, kién nghi cia nguoi |  6,36%
13 | s a2 AT ’
dan, t6 chtrc kip thoi, tich cuc
14 | Khac 0,22%
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3. BAC GIANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 42,92%
) Tai B6 phan Mot cura cép huyén 38,33%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,67%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 10,00%
Khac 0,21%
Thong qua nguoi than, ban be 15,42%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 57,50%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 23,13%
cong viee Thong qua mang Internet 5,42%
Khac 1,46%
Qua cong chrc tai noi ndp hd so 61,88%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 37,29%
vé biét vé quy dinh thu | Qua qua Internet 5,00%
tuc hanh chinh Qua qua ngudi than, ban be. 1,88%
Khac 0,63%
1-2 1an 84,17%
S6 lan di lai dé giai 3-4 lan 11,04%
quyet cong viee 5-7 lan 2,71%
Trén 7 lan 2,08%
C’ong chgc gay phién ha, Cé 1.25%
sach nhieéu
Cong chuc gol yndp | g 1,25%
tién ngoai phi/l¢€ phi
) Dung hen 96,88%
Cf)’ quan trd két qua Sém hen 0,83%
dang hen _
Tré hen 2,29%
C.cz’ quan thong bao vé Cé 9,09%
viéc tre€ hen
Co quan xin 161 vi tré Cé 18,18%

hen
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3. BAC GIANG

TIEP CAN DICH VU
1 | Noi ngdi cho co du chd ngdi cho ngudi dén, t6 chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Tha tyc hanh chinh dugc niém yét cong khai day da
6 | Thii tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan ho so phai ndp ding quy dinh
8 | Murc phi/l¢ phi phai nop dung quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc c6 thai do giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich day du
13 | Coéng chirc huéng dan ké khai hd so chu déo, day du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchuc tudn th diing quy dinh trong giai quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so dung quy dinh
17 | Két qua co thong tin ddy du
18 | Két qua co6 thong tin chinh xéc
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN ’
Co quan c6 bo tri hinh thire ti€p nhan gép ¥, phan &nh, kién
19 | nghi 7 ’ _
Nguoi dan, t6 chire thyc hién gdp ¥, phan anh, kién nghi dé
20 [ dang
21 | Co quan tiép nhan, xtt Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan théng béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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10,83%
14,58%
18,54%
16,04%
15,00%

10,21%
9,79%
11,46%
13,54%
14,17%
11,83%

14,38%
14,58%
13,13%
9,79%
10,00%
12,29%
12,36%

10,21%
10,42%
9,58%

10,07%

22,86%

14,71%
8,82%
8,82%

13,80%




3. BAC GIANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co 60.33%
1 | quan noi nop ho so va nhan két qua giai quyét thu tuc hanh chinh 9970
mot cach dé dang, nhanh chong

Cai thién chat lugng co s¢ vat chat; hién dai hoa trang thiét bi phuc | 29 .85%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tyc hanh chinh | 219270

Tang cudng tiép nhan hd so va tra két qua giai quyét thu tuc hanh | 41,54%

4 chinh qua dudng buu dién
3 i 5 én mire do 7,52%
5 | Day manh dich vu cong tryc tuyén muc do 3, 4
6 Tiép tuc don gian hoa thu tuc hanh chinh 91,57%
7 | Rat ngén thi gian gidi quyét thu tuc hanh chinh 40,50%
8 | Giam phi/Ié phi giai quyét thi tuc hanh chinh 12,11%
9 | Cai thién thai do giao tiép cta cong chirc 3,34%
10 | Cai thién tinh than phuc vu cta cong chirc 2,711%
8,98%

11 | Néng cao ning luc giai quyét cong viéc ciia cong chic

B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cia | 5 43%

12 nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop ¥, phan anh, kién nghi cua ngudi | 12,11%
13 DY SV o ’
dan, t6 chirc kip thoi, tich cuc
14 | Khic 0,63%
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4. BAC KAN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,90%
) Tai B6 phan Mot cura cép huyén 38,00%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 17,75%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 3,13%
Khac 0,84%
Thong qua nguoi than, ban be 23,80%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 67,43%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 13,57%
cong viee Thong qua mang Internet 6,89%
Khac 2,71%
Qua cong chrc tai noi ndp hd so 79,75%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 29,23%
vé biét vé quy dinh thu | Qua qua Internet 5,43%
tuc hanh chinh Qua qua ngudi than, ban be. 5,64%
Khac 1,04%
1-2 1an 77,04%
S6 lan di lai dé giai 3-4 lan 17,75%
quyét cong vigc 5-7 lan 3,55%
Trén 7 lan 1,67%
C’ong chgc gay phién ha, Cé 2 71%
sach nhieéu
Cong chuc gol yndp | g 1,25%
tién ngoai phi/l¢€ phi
) Dung hen 93,53%
Cf)’ quan trd két qua Sém hen 0.63%
diang hen _
Tré hen 5,85%
C.cz’ quan thong bao vé Cé 35,71%
viéc tre€ hen
Co quan xin 161 vi tré Cé 14,29%
hen
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4. BAC KAN

TIEP CAN DICH VU \-

1 | Noi ngdi chd cé dit chd ngdi cho ngudi dan, t6 chirc ‘
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da ‘
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai ‘
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung ‘

Tiép can dich vu néi chung | 2453% |

THU TUC HANH CHINH \-
5 | Thu tuc hanh chinh dugc niém yét cong khai day du ‘
6 | Thii tuc hanh chinh duoc niém yét cong khai chinh xéc ‘
7 | Thanh phin hd so phai nop ding quy dinh | 8,77% |
8 | Mirc phi/lé phi phai nop dang quy dinh | 9,81% |
9 | Thoi han giai quyét cong viéc dung quy dinh ‘

Thu tuc hanh chinh ndi chung ‘

CONG CHUC ]
10 | Cong chirc ¢6 thai do giao tiép lich sy ‘
11 | Cong chirc chu y ling nghe ¥ kién ‘
12 | Cong churc tra 16, giai thich diy da | 16,70% |
13 | Cong chirc huéng dén ké khai hd so chu ddo, day du
14 | Cong chitc huéng din ké khai hd so d3 hidu | 16,70% |

15 | Cong chirc tudn thi ding quy dinh trong gidi quyét cong viéc

Cong chirc néi chung

KET QUA

16 | Két qua giai quyét hod so dung quy dinh

17 | Két qua co6 thong tin day du 10,86%

18 | Két qua c6 thong tin chinh xéc | 981% |
Két qua néi chung ‘
TIEP NHAN, XULY Y KIEN GYPAKN |

19 | Co quan c6 bb tri hinh thitc tiép nhan g6p ¥, phén &nh, kién nghi | 22,73% |

20 | Nguoi dan, t6 chiic thyc hién gop ¥, phan anh, kién nghj dé dang \

21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc

22 | Corquan thong béo két quixirly gop ¥, phindinh, kién nghi kip thoi | 18,18% |
Tiép nhan, xir 1y ¥ kién GYPAKN néi chung ‘

Chi s6 hai long vé su phuc vu hanh chinh tinh
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4. BAC KAN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 66,60%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.93%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 23,80%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,36%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 11,69%

6 Tiép tuc don gian hoa thu tuc hanh chinh 44,05%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 39,46%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 8,77%

9 | Cai thién thai do giao tiép ctia cong chirc 5,22%

10 | Cai thién tinh than phuc vu cua cong chuc 4,80%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 11,27%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 13,99%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.44%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,63%
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5. BAC LIEU

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 42,20%
) Tai B6 phan Mot cura cép huyén 30,77%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 23,49%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,91%
Khac 0,62%
Thong qua nguoi than, ban be 20,37%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 53,64%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 13,10%
cong viee Thong qua mang Internet 5,61%
Khac 8,94%
Qua cong chrc tai noi ndp hd so 76,83%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 16,28%
vé biét vé quy dinh thu | Qua qua Internet 3,97%
tuc hanh chinh Qua qua ngudi than, ban be. 3,97%
Khac 0,00%
1-2 1an 81,63%
S6 lan di lai dé giai 3-4 lan 17,12%
quyet cong viee 5-7 lan 0,63%
Trén 7 lan 0,63%
C’ong chgc gay phién ha, Cé 1.25%
sach nhieéu
Cong chuc gol yndp | g 0,42%
tién ngoai phi/l¢€ phi
) bung hen 95,63%
Cf)’ quan trd két qua Sém hen 1.67%
diang hen _
Tré hen 2,71%
C.cz’ quan thong bao vé Cé 38,46%
viéc tre€ hen
Co quan xin 101 vi tré Cé 7.69%
hen
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5. BAC LIEU

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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10,40%
11,85%
16,84%
14,55%
13,41%

8,94%
9,36%
7,90%
10,19%
8,32%
8,94%

10,40%
11,85%
9,77%
8,11%
7,90%
9,98%
9,67%

6,46%
6,25%
6,67%
6,46%

13,89%
13,89%
11,11%
11,11%
12,50%




5. BAC LIEU

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 67,98%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 35.14%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 31,60%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 33,47%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 3,95%

6 Tiép tuc don gian hoa thu tuc hanh chinh 45,11%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 42,00%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 13,51%

9 | Cai thién thai do giao tiép ctia cong chirc 0,83%

10 | Cai thién tinh than phuc vu cua cong chuc 1,25%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 6,86%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 6,44%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.43%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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6. BAC NINH

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 37,97%
) Tai B6 phan Mot cura cép huyén 52,83%
Si(écquan glai quyct cong Tai BO phan Mot ctra cép tinh 9,91%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 13,44%
Khac 0,00%
Thong qua nguoi than, ban be 23,82%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 59,20%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 24,53%
cong viee Thong qua mang Internet 4,48%
Khac 2,83%
Qua cong chrc tai noi ndp hd so 76,60%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 23,17%
vé biét vé quy dinh thu | Qua qua Internet 2,60%
tuc hanh chinh Qua qua nguoi than, ban be. 4,73%
Khac 0,24%
1-2 1an 82,45%
S6 lan di lai dé giai 3-4 lan 13,70%
quyet cong viee 5-7 lan 2,40%
Trén 7 lan 1,44%
C’ong chgc gay phién ha, Cé 3.07%
sach nhieéu
Cong chuc gol yndp | g 1,65%
tién ngoai phi/l¢€ phi
) bung hen 94,81%
Cf)’ quan trd két qua Sém hen 0.71%
diang hen .
Tré hen 4,48%
C.cz’ quan thong bao vé Cé 31.58%
viéc tre€ hen
Co quan xin 161 vi tré Cé 26,32%
hen
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6. BAC NINH

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, td chue déy du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/I¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe y kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

9,20%
16,75%
23,35%
20,99%
17,57%

11,56%
12,26%
13,21%
16,98%
16,04%
14,01%

17,92%
19,81%
18,16%
13,92%
20,28%
17,45%
17,92%

12,74%
10,14%
10,38%
11,08%

18,56%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop v, phan énh, kién nghi dé dang 20,62%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 20,62%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 17,53%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 19,33%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6. BAC NINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 58,49%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 17.22%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,41%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 23,58%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,38%

6 Tiép tuc don gian hoa thu tuc hanh chinh 54,72%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 50,24%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 13,68%

9 | Cai thién thai do giao tiép ctia cong chirc 4,72%

10 | Cai thién tinh than phuc vu cua cong chuc 3,77%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,20%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 13,44%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 15.09%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 2,36%
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7.BEN TRE

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 47,71%
) Tai B6 phan Mot cura cép huyén 34,17%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 19,79%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 3,75%
Khac 0,63%
Thong qua nguoi than, ban be 20,21%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 63,13%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 9,79%
cong viee Thong qua mang Internet 5,00%
Khac 6,25%
Qua cong chrc tai noi ndp hd so 80,00%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 16,04%
vé biét vé quy dinh thu | Qua qua Internet 2,08%
tuc hanh chinh Qua qua ngudi than, ban be. 3,75%
Khac 0,63%
1-2 1an 76,04%
S6 lan di lai dé giai 3-4 lan 20,42%
quyet cong viee 5-7 lan 2,92%
Trén 7 lan 0,63%
C’ong chgc gay phién ha, Cé 2 71%
sach nhieéu
Cong chuc gol yndp | g 1,67%
tién ngoai phi/l¢€ phi
) bung hen 97,08%
Cf)’ quan trd két qua Sém hen 1.25%
diang hen _
Tré hen 1,67%
C.cz’ quan thong bao vé Cé 25.,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 25.00%
hen
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7.BEN TRE

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién g6p v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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10,21%
12,71%
23,13%
17,08%
15,78%

9,17%
9,38%
10,42%
11,88%
8,75%
9,92%

11,25%
12,08%
11,04%
11,46%
10,83%
11,46%
11,35%

8,14%
8,35%
8,56%
8,35%

10,20%
16,33%
14,29%
12,24%
13,27%




7.BEN TRE

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 61,04%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 22.08%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 16,28%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 27,29%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,21%

6 Tiép tuc don gian hoa thu tuc hanh chinh 51,25%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 54,58%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 13,54%

9 | Cai thién thai do giao tiép ctia cong chirc 6,04%

10 | Cai thién tinh than phuc vu cua cong chuc 4,58%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,71%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 9,17%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.46%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,46%
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8. BINH PINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B phan Mot ctra cap xa 46,25%
) Tai B6 phan Mot cura cép huyén 51,67%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 20,00%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 0,00%
Khac 0,63%
Thong qua nguoi than, ban be 33,96%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 58,13%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 24,58%
cong viee Thong qua mang Internet 7,08%
Khac 1,04%
Qua cong chrc tai noi ndp hd so 78,13%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 20,63%
vé biét vé quy dinh thu | Qua qua Internet 6,46%
tuc hanh chinh Qua qua nguoi than, ban be. 14,17%
Khac 0,42%
1-2 1an 68,27%
S6 lan di lai dé giai 3-4 lan 28,39%
quyet cong viee 5-7 lan 2,51%
Trén 7 lan 0,84%
C’ong chgc gay phién ha, Cé 6,04%
sach nhieéu
Cong chuc gol yndp | g 2,71%
tién ngoai phi/l¢€ phi
) bung hen 89,79%
Cf)’ quan trd két qua Sém hen 1.88%
diang hen _
Tré hen 8,33%
C.cz’ quan thong bao vé Cé 40,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 10,00%
hen
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8. BINH PINH

TIEP CAN DICH VU

Noi ngoi cho c6 da cho ngdi cho nguoi dan, to chic

Trang thiét bi phuc vu nguoi dan, td chuc dﬁy du

Trang thiét bi phuc vu nguoi dan, td chue hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung

Tiép can dich vu néi chung

THU TUC HANH CHINH

Thu tyc hanh chinh dugc niém yét cong khai day du

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp ding quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 [N O |Oo1

Thoi han giai quyét cong viée dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich sy

11

Cong chire chu ¥ ling nghe y kién

12

Cong chirc tra 10i, giai thich dy du

13

Cong chic hudng din ké khai ho so chu do, ddy du

14

Cong chic hudng din ké khai ho so dé hiéu

15

C@ngchﬁcMhﬁd@gquydjlﬁnronggiéiquyétcéngviéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét hd so dung quy dinh

17

Két qua co thong tin day du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

28,54%
29,58%
38,54%
33,33%
32,50%

22,92%
23,13%
21,46%
22,71%
21,67%
22,38%

24,58%
27,08%
25,83%
24,79%
25,00%
25,42%
25,45%

20,83%
19,38%
19,79%
20,00%

17,65%

19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop ¥, phan anh, kién nghi dé dang 19,61%

21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc 19,61%

22 | Coquan théng béo két quaxir 1y gdp ¥, phén anh, kién nghi kip thoi 19,61%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 19,12%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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8. BINH PINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 57,92%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 34.79%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 34,38%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 21,04%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 4,17%

6 | Tiép tuc don gian hoa thu tuc hanh chinh 47,29%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 45,63%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,29%

9 | Cai thién thai do giao tiép ctia cong chirc 7,92%

10 | Cai thién tinh than phuc vu cua cong chuc 6,04%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 13,33%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 7,29%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,29%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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9. BINH DUONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,31%
) Tai B6 phan Mot cura cép huyén 33,89%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 1,74%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 17,36%
Khac 0,21%
Thong qua nguoi than, ban be 17,99%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 59,21%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 11,72%
cong viee Thong qua mang Internet 11,92%
Khac 2,09%
Qua cong chrc tai noi ndp hd so 74,27%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 23,43%
vé biét vé quy dinh thu | Qua qua Internet 4,81%
tuc hanh chinh Qua qua nguoi than, ban be. 3,14%
Khac 0,00%
1-2 1an 79,71%
S6 lan di lai dé giai 3-4 lan 17,15%
quyet cong viee 5-7 lan 0,42%
Trén 7 lan 2,72%
C’ong chgc gay phién ha, Cé 1.26%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) bung hen 94,56%
Cf)’ quan trd két qua Sém hen 0.42%
diang hen .
Tré hen 5,02%
C.cz’ quan thong bao vé Cé 33.33%
viéc tre€ hen
Co quan xin 101 vi tré Cé 37.50%
hen
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9. BINH DUONG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

12,97%
16,11%
22,59%
19,04%
17,68%

16,53%
16,32%
15,90%
18,62%
16,53%
16,78%

12,76%
13,60%
14,64%
10,88%
11,72%
11,92%
12,59%

11,51%
11,09%
10,88%
11,16%

11,92%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 12,58%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 13,91%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 10,60%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 12,25%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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9. BINH DUONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,35%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30.75%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 21,13%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,33%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 24,48%

6 | Tiép tuc don gian hoa thu tuc hanh chinh 50,21%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 50,00%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,09%

9 | Cai thién thai do giao tiép ctia cong chirc 4,18%

10 | Cai thién tinh than phuc vu cua cong chuc 2,93%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,23%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 6,90%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 8,58%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,84%
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10. BINH PHUOC

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 40,68%
) Tai B6 phan Mot cura cép huyén 37,29%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 10,17%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 13,56%
Khac 0,85%
Thong qua nguoi than, ban be 23,73%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 54,45%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 17,80%
cong viee Thong qua mang Internet 4,45%
Khac 3,60%
Qua cong chrc tai noi ndp hd so 66,10%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 29,03%
vé biét vé quy dinh thu | Qua qua Internet 2,97%
tuc hanh chinh Qua qua ngudi than, ban be. 3,60%
Khac 1,69%
1-2 1an 72,34%
S6 lan di lai dé giai 3-4 lan 21,28%
quyet cong viee 5-7 lan 3,40%
Trén 7 lan 2,98%
C’ong chgc gay phién ha, Cé 3.60%
sach nhieéu
Cong chuc gol yndp | g 1,27%
tién ngoai phi/l¢€ phi
) bung hen 87,92%
Cf)’ quan trd két qua Sém hen 1,06%
diang hen _
Tré hen 11,02%
C.cz’ quan thong bao vé Cé 46,15%
viéc tre€ hen
Co quan xin 161 vi tré Cé 21.15%
hen
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10. BINH PHUOC

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

18,01%
18,43%
28,39%
25,00%
22,46%

16,53%
15,25%
15,89%
18,01%
16,31%
16,40%

20,34%
20,55%
21,40%
15,25%
16,53%
15,89%
18,33%

14,83%
13,14%
13,56%
13,84%

18,11%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 19,69%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 18,90%

22 | Coquan thong béo két qua xir Iy gdp ¥, phan anh, kién nghi kip thoi 16,54%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 18,31%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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10.BINH PHUOC

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,39%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.48%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 23,31%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N A 35,38%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 13,77%

6 | Tiép tuc don gian hoa thu tuc hanh chinh 43,01%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 45,55%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 15,89%

9 | Cai thién thai do giao tiép ctia cong chirc 4,66%

10 | Cai thién tinh than phuc vu cua cong chuc 3,81%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,26%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 11,02%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 14.62%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,85%
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11. BINH THUAN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 53,75%
) Tai B6 phan Mot cura cép huyén 29,58%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 8,96%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 15,63%
Khac 1,04%
Thong qua nguoi than, ban be 22,29%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 60,21%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 16,25%
cong viee Thong qua mang Internet 7,08%
Khac 2,29%
Qua cong chrc tai noi ndp hd so 75,21%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 25,00%
vé biét vé quy dinh thu | Qua qua Internet 4,38%
tuc hanh chinh Qua qua ngudi than, ban be. 5,00%
Khac 0,63%
1-2 1an 77,78%
S6 lan di lai dé giai 3-4 lan 16,98%
quyét cong vigc 5-7 lan 3,14%
Trén 7 lan 2,10%
C’()ng chirc gay phién ha, Cé 3.13%
sach nhieéu
Cong chuc gol yndp | g 1,88%
tién ngoai phi/l¢€ phi
) Dung hen 92,08%
Cf)’ quan trd két qua S6m hen 2 50%
diang hen ——
Tré hen 5,42%
C.cz’ quan thong bao vé Cé 30.77%
viéc tre€ hen
Co quan xin 161 vi tré Cé 3.85%
hen
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11. BINH THUAN

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

20,63%
28,33%
40,42%
35,22%
31,15%

22,50%
22,29%
20,04%
20,88%
20,50%
21,24%

20,00%
21,88%
23,13%
17,92%
20,83%
19,58%
20,56%

17,50%
17,92%
17,71%
17,71%

31,36%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 31,62%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 31,62%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 29,06%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 30,92%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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11. BINH THUAN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,29%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 42%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 24,58%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 20,21%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 7,71%

6 Tiép tuc don gian hoa thu tuc hanh chinh 46,25%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 51,04%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 17,92%

9 | Cai thién thai do giao tiép ctia cong chirc 7,29%

10 | Cai thién tinh than phuc vu cua cong chuc 7,50%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,96%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 9,79%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.00%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,83%
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12. CA MAU

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 36,85%
) Tai B6 phan Mot cura cép huyén 45,04%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 12,50%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 17,67%
Khac 1,72%
Thong qua nguoi than, ban be 30,17%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 52,59%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 17,89%
cong viee Thong qua mang Internet 9,91%
Khac 2,16%
Qua cong chrc tai noi ndp hd so 82,54%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 15,09%
vé biét vé quy dinh thu | Qua qua Internet 3,02%
tuc hanh chinh Qua qua nguoi than, ban be. 2,16%
Khac 0,22%
1-2 1an 79,70%
S6 lan di lai dé giai 3-4 lan 19,01%
quyet cong viee 5-7 lan 1,08%
Trén 7 lan 0,22%
C’ong chgc gay phién ha, Cé 1.94%
sach nhieéu
Cong chuc gol yndp | g 3,45%
tién ngoai phi/l¢€ phi
) bung hen 96,77%
Cf)’ quan trd két qua Sém hen 1.94%
diang hen _
Tré hen 1,29%
C.cz’ quan thong bao vé Cé 16.67%
viéc tre€ hen
Co quan xin 161 vi tré Cé 16.67%
hen
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12. CA MAU

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6,47%
9,05%
13,15%
11,64%
10,08%

5,39%
5,60%
4,75%
4,96%
3,88%
4,92%

4,10%
4,31%
4,09%
3,88%
4,31%
4,53%
4,20%

3,23%
3,45%
3,66%
3,45%

22,03%
20,34%
20,34%
20,34%
20,76%




12. CA MAU

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 63,15%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 24.78%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,24%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,17%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,15%

6 Tiép tuc don gian hoa thu tuc hanh chinh 37,80%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 40,26%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,12%

9 | Cai thién thai do giao tiép ctia cong chirc 1,73%

10 | Cai thién tinh than phuc vu cua cong chuc 1,08%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 3,90%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 6,06%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 8,44%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,73%
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13. CAN THO

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 39,66%
) Tai B6 phan Mot cura cép huyén 43,07%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 15,57%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 7,89%
Khac 0,21%
Thong qua nguoi than, ban be 29,85%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 49,25%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,71%
cong viee Thong qua mang Internet 5,97%
Khac 5,76%
Qua cong chrc tai noi ndp hd so 79,96%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 18,98%
vé biét vé quy dinh thu | Qua qua Internet 2,13%
tuc hanh chinh Qua qua ngudi than, ban be. 3,84%
Khac 0,00%
1-2 1an 79,78%
S6 lan di lai dé giai 3-4 lan 16,77%
quyet cong viee 5-7 lan 1,51%
Trén 7 lan 1,94%
C’()ng chirc gay phién ha, Cé 2 35%
sach nhieéu
Cong chuc gol yndp | g 0,64%
tién ngoai phi/l¢€ phi
) Dung hen 92,75%
Cf)’ quan trd két qua S6m hen 2 77%
diang hen —
Tré hen 4,48%
C.cz’ quan thong bao vé Cé 47.62%
viéc tre€ hen
Co quan xin 161 vi tré Cé 19,05%
hen
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13. CAN THO

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, td chue déy du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/I¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe y kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

16,74%
20,28%
28,42%
27,34%
23,20%

16,44%
18,13%
17,67%
21,66%
18,13%
18,40%

18,28%
19,20%
19,82%
17,97%
20,43%
19,35%
19,18%

16,44%
15,51%
15,67%
15,87%

11,34%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop v, phan énh, kién nghi dé dang 9,28%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 15,46%

22 | Coquan thong béo két qua xir Iy gdp ¥, phan anh, kién nghi kip thoi 15,46%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 12,89%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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13. CAN THO

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 50,84%
mot cach dé¢ dang, nhanh chéng

9 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 04%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 21,66%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 25,19%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 12,14%

6 Tiép tuc don gian hoa thu tuc hanh chinh 50,69%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 47,61%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 15,10%

9 | Cai thién thai do giao tiép ctia cong chirc 7,55%

10 | Cai thién tinh than phuc vu cta cong chire 7,55%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 11,71%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 10,17%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 14.48%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,62%
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14. CAO BANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 52,46%
) Tai B6 phan Mot cura cép huyén 33,40%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 20,34%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,36%
Khac 0,00%
Thong qua nguoi than, ban be 26,12%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,10%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 18,20%
cong viee Thong qua mang Internet 4,07%
Khac 1,71%
Qua cong chrc tai noi ndp hd so 76,02%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 25,70%
vé biét vé quy dinh thu | Qua qua Internet 3,21%
tuc hanh chinh Qua qua nguoi than, ban be. 7,92%
Khac 0,00%
1-2 1an 67,45%
S6 lan di lai dé giai 3-4 lan 20,77%
quyet cong viee 5-7 lan 9,64%
Trén 7 lan 2,14%
C’ong chgc gay phién ha, Cé 6.21%
sach nhieéu
Cong chuc gol yndp | g 4,93%
tién ngoai phi/l¢€ phi
) Dung hen 89,51%
Cf)’ quan trd két qua Sém hen 0.64%
diang hen .
Tré hen 9,85%
C.cz’ quan thong bao vé Cé 15.22%
viéc tre€ hen
Co quan xin 16i vi tré Co 2 17%
hen ,
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14. CAO BANG

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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17,56%
24,84%
41,54%
31,48%
28,85%

19,49%
19,06%
14,56%
15,85%
18,63%
17,52%

20,77%
21,20%
20,34%
16,70%
20,77%
19,10%
19,81%

18,20%
14,35%
16,06%
16,20%

43,24%
40,54%
43,24%
43,24%
42,57%




14. CAO BANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 67,02%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 29 98%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 32,55%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 21,84%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 5,14%

6 Tiép tuc don gian hoa thu tuc hanh chinh 34,69%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 34,05%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 13,49%

9 | Cai thién thai do giao tiép ctia cong chirc 6,42%

10 | Cai thién tinh than phuc vu cua cong chuc 4,07%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,85%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 16,06%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 23.34%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,43%
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15. DPAC LAK

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,85%
) Tai B6 phan Mot cura cép huyén 32,42%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 23,79%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 3,79%
Khac 0,45%
Thong qua nguoi than, ban be 23,64%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 52,12%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 18,03%
cong viee Thong qua mang Internet 8,18%
Khac 3,03%
Qua cong chrc tai noi ndp hd so 77,88%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 18,48%
vé biét vé quy dinh thu | Qua qua Internet 5,76%
tuc hanh chinh Qua qua ngudi than, ban be. 2,58%
Khac 0,91%
1-2 1an 74,70%
S6 lan di lai dé giai 3-4 lan 20,00%
quyet cong viee 5-7 lan 3,79%
Trén 7 lan 1,52%
C’ong chgc gay phién ha, Cé 4.10%
sach nhieéu
Cong chuc gol yndp | g 2,58%
tién ngoai phi/l¢€ phi
) Dung hen 91,36%
Cf)’ quan trd két qua Sém hen 1.52%
diang hen _
Tré hen 7,12%
C.cz’ quan thong bao vé Cé 31,91%
viéc tre€ hen
Co quan xin 161 vi tré Cé 10,64%
hen
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15. DPAC LAK

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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14,24%
17,58%
23,79%
19,24%
18,71%

8,48%
10,61%
9,85%
10,61%
11,97%
10,30%

19,09%
18,18%
19,09%
15,00%
15,45%
15,61%
17,07%

11,52%
10,91%
11,52%
11,31%

25,93%
22,22%
14,81%
25,93%
22,22%




15. DPAC LAK

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 48,33%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 23.94%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 13,48%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 25,91%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 12,12%

6 Tiép tuc don gian hoa thu tuc hanh chinh 53,79%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 57,88%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 14,85%

9 | Cai thién thai do giao tiép ctia cong chirc 6,82%

10 | Cai thién tinh than phuc vu cua cong chuc 6,36%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 12,27%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 12,58%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.45%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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16. PAK NONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 47,19%
) Tai B6 phan Mot cura cép huyén 33,47%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 9,15%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 15,80%
Khac 0,00%
Thong qua nguoi than, ban be 18,54%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 63,13%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 13,96%
cong viee Thong qua mang Internet 3,13%
Khac 3,33%
Qua cong chrc tai noi ndp hd so 76,67%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 19,38%
vé biét vé quy dinh thu | Qua qua Internet 2,29%
tuc hanh chinh Qua qua nguoi than, ban be. 2,29%
Khac 0,63%
1-2 1an 78,96%
S6 lan di lai dé giai 3-4 lan 16,04%
quyet cong viee 5-7 lan 3,13%
Trén 7 lan 1,88%
C’ong chgc gay phién ha, Cé 1,88%
sach nhieéu
Cong chuc gol yndp | g 0,21%
tién ngoai phi/l¢€ phi
) Dung hen 94,17%
Cf)’ quan trd két qua Sém hen 2 29%
diang hen _
Tré hen 3,54%
C.cz’ quan thong bao vé Cé 17.65%
viéc tre€ hen
Co quan xin 161 vi tré Cé 5,88%6
hen
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16. PAK NONG

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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18,33%
22,71%
36,88%
27,29%
26,30%

16,46%
17,92%
14,79%
12,50%
13,96%
15,13%

17,08%
18,13%
15,83%
15,00%
17,33%
14,79%
16,36%

10,21%
10,65%
10,44%
10,43%

25,00%
20,83%
25,00%
16,67%
21,88%




16. PAK NONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 59,17%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 22.50%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 16,67%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 24,58%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,63%

6 Tiép tuc don gian hoa thu tuc hanh chinh 52,92%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 47,92%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 15,42%

9 | Cai thién thai do giao tiép ctia cong chirc 6,88%

10 | Cai thién tinh than phuc vu cua cong chuc 6,88%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 13,33%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 9,79%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.06%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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17. DA NANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 39,75%
) Tai B6 phan Mot cura cép huyén 35,37%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 5,01%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 18,94%
Khac 3,13%
Thong qua nguoi than, ban be 19,72%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 45,07%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 25,35%
cong viee Thong qua mang Internet 12,21%
Khac 5,16%
Qua cong chrc tai noi ndp hd so 76,68%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 16,12%
vé biét vé quy dinh thu | Qua qua Internet 8,76%
tuc hanh chinh Qua qua ngudi than, ban be. 4,69%
Khac 0,47%
1-2 1an 77,88%
S6 lan di lai dé giai 3-4 lan 18,96%
quyet cong viee 5-7 lan 1,58%
Trén 7 lan 1,58%
C’ong chgc gay phién ha, Cé 2 66%
sach nhieéu
Cong chuc gol yndp | g 1,88%
tién ngoai phi/l¢€ phi
) bung hen 89,80%
Cf)’ quan trd két qua S6m hen 3.45%
diang hen —
Tré hen 6,75%
C.cz’ quan thong bao vé Cé 34,09%
viéc tre€ hen
Co quan xin 101 vi tré Cé 27.27%
hen
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17. DA NANG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién g6p v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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8,45%
12,05%
18,47%
16,59%
13,89%

8,92%
10,95%
7,98%
10,17%
10,49%
9,70%

11,27%
11,42%
10,95%
10,02%
10,80%
10,49%
10,82%

9,23%
8,76%
9,23%
9,08%

11,40%
17,54%
8,77%
11,40%
12,28%




17. DA NANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,52%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 64%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,22%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 29,89%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 16,90%

6 Tiép tuc don gian hoa thu tuc hanh chinh 47,42%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 47,73%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 19,09%

9 | Cai thién thai do giao tiép ctia cong chirc 12,52%

10 | Cai thién tinh than phuc vu cua cong chuc 8,29%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 12,05%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 14,55%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 16.28%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 3,45%
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18. PIEN BIEN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 40,51%
) Tai B6 phan Mot cura cép huyén 45,15%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 20,89%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,32%
Khac 0,00%
Thong qua nguoi than, ban be 25,74%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 64,98%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 25,74%
cong viee Thong qua mang Internet 3,38%
Khac 2,95%
Qua cong chrc tai noi ndp hd so 77,22%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 34,18%
vé biét vé quy dinh thu | Qua qua Internet 2,95%
tuc hanh chinh Qua qua nguoi than, ban be. 2,714%
Khac 0,84%
1-2 1an 81,14%
S6 lan di lai dé giai 3-4 lan 16,10%
quyét cong vigc 5-7 lan 2,54%
Trén 7 lan 0,21%
C’ong chgc gay phién ha, Cé 2 33%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) bung hen 95,99%
Cf)’ quan trd két qua Sém hen 1.69%
diang hen .
Tré hen 2,32%
C.cz’ quan thong bao vé Cé 54.55%
viéc tre€ hen
Co quan xin 161 vi tré Cé 9,09%
hen
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18. PIEN BIEN

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin dy du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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13,50%
13,92%
23,42%
18,99%
17,46%

12,66%
11,39%
9,92%
13,29%
11,18%
11,69%

11,39%
12,45%
12,03%
11,81%
13,92%
13,08%
12,45%

8,86%
8,44%
7,81%
8,37%

11,48%
6,56%
6,56%
4,92%
7,38%




18. PIEN BIEN

M6¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 50,42%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30.59%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 29,96%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 21,73%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 4,85%

6 Tiép tuc don gian hoa thu tuc hanh chinh 51,90%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 49,37%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 21,94%

9 | Cai thién thai do giao tiép ciia cong chirc 4,64%

10 | Cai thién tinh than phuc vu cua cong chuc 1,69%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,44%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 10,34%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.03%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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19. PONG NAI

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,91%
) Tai B6 phan Mot cura cép huyén 36,99%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 4,66%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 15,19%
Khac 0,15%
Thong qua nguoi than, ban be 24,06%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 55,19%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,29%
cong viee Thong qua mang Internet 6,02%
Khac 2,41%
Qua cong chrc tai noi ndp hd so 79,70%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 12,93%
vé biét vé quy dinh thu | Qua qua Internet 3,76%
tuc hanh chinh Qua qua ngudi than, ban be. 4,96%
Khac 0,30%
1-2 1an 88,84%
S6 lan di lai dé giai 3-4 lan 9,20%
quyet cong viee 5-7 lan 0,60%
Trén 7 lan 1,36%
C’ong chgc gay phién ha, Cé 1.21%
sach nhieéu
Cong chuc gol yndp | g 1,05%
tién ngoai phi/l¢€ phi
) Dung hen 93,38%
Cf)’ quan trd két qua Sém hen 211%
diang hen _
Tré hen 4,51%
C.cz’ quan thong bao vé Cé 70,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 50,00%
hen
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19. PONG NAI

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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8,72%
12,78%
17,59%
16,54%
13,91%

9,62%
9,17%
11,43%
11,28%
7,37%
9,77%

7,07%
7,97%
8,12%
10,08%
10,08%
10,08%
8,90%

6,92%
8,42%
8,42%
7,92%

8,89%
14,61%
11,24%
14,61%
12,33%




19. PONG NAI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 73,08%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 20.75%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 27,22%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 25,11%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,62%

6 Tiép tuc don gian hoa thu tuc hanh chinh 54,59%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 46,77%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,93%

9 | Cai thién thai do giao tiép ctia cong chirc 3,31%

10 | Cai thién tinh than phuc vu cua cong chuc 2,26%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,41%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 4,96%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 14.44%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,20%
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20. PONG THAP

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,13%
) Tai B6 phan Mot cura cép huyén 34,17%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,67%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 17,08%
Khac 0,00%
Thong qua nguoi than, ban be 27,71%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 55,21%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 24,17%
cong viee Thong qua mang Internet 5,21%
Khac 2,29%
Qua cong chrc tai noi ndp hd so 77,71%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 20,63%
vé biét vé quy dinh thu | Qua qua Internet 6,67%
tuc hanh chinh Qua qua ngudi than, ban be. 7,08%
Khac 1,67%
1-2 1an 84,48%
S6 lan di lai dé giai 3-4 lan 13,15%
quyet cong viee 5-7 lan 1,29%
Trén 7 lan 1,08%
C’ong chgc gay phién ha, Cé 2 50%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) Dung hen 94,57%
Cf)’ quan trd két qua Sém hen 2 71%
diang hen _
Tré hen 2,71%
C.cz’ quan thong bao vé Cé 53,85%
viéc tre€ hen
Co quan xin 161 vi tré Cé 23.08%
hen
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20. PONG THAP

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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7,29%
10,00%
21,25%
14,58%
13,28%

9,58%
10,00%
8,33%
10,83%
8,75%
9,50%

8,96%
9,58%
8,75%
9,17%
10,42%
9,38%
9,38%

7,92%
8,75%
7,50%
8,06%

9,57%
10,43%
10,43%

9,57%
10,00%




20. PONG THAP

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,71%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 54%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 24,38%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 35,63%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 12,71%

6 Tiép tuc don gian hoa thu tuc hanh chinh 49,79%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 51,67%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 22,92%

9 | Cai thién thai do giao tiép ctia cong chirc 6,88%

10 | Cai thién tinh than phuc vu cua cong chuc 7,29%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,92%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 7,71%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,10%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,63%
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21. GIA LAl

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 44.,64%
) Tai B6 phan Mot cura cép huyén 35,51%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 20,14%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 4,35%
Khac 1,01%
Thong qua nguoi than, ban be 14,49%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 67,25%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,93%
cong viee Thong qua mang Internet 7,25%
Khac 1,45%
Qua cong chrc tai noi ndp hd so 73,91%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 27,54%
vé biét vé quy dinh thu | Qua qua Internet 3,04%
tuc hanh chinh Qua qua ngudi than, ban be. 2,90%
Khac 0,58%
1-2 1an 73,40%
S6 lan di lai dé giai 3-4 lan 19,91%
quyet cong viée 5-7 lan 4,51%
Trén 7 lan 2,18%
C’ong chgc gay phién ha, Cé 4.21%
sach nhieéu
Cong chuc gol yndp | g 2,75%
tién ngoai phi/l¢€ phi
) Dung hen 84,49%
Cf)’ quan trd két qua Sém hen 3.62%
diang hen _
Tré hen 11,88%
C.cz’ quan thong bao vé Cé 39,02%
viéc tre€ hen
Co quan xin 161 vi tré Cé 23.17%
hen
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21. GIA LAI

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

19,86%
23,62%
30,87%
27,83%
25,54%

20,14%
19,01%
18,87%
16,67%
19,57%
18,85%

22,46%
23,51%
23,04%
22,93%
23,19%
23,91%
23,18%

19,59%
18,12%
17,25%
18,32%

31,93%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 32,53%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 33,13%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 32,53%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 32,53%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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21. GIA LAl

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,04%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.00%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,68%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 45,65%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 7,54%

6 Tiép tuc don gian hoa thu tuc hanh chinh 51,45%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 51,01%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,01%

9 | Cai thién thai do giao tiép ctia cong chirc 8,70%

10 | Cai thién tinh than phuc vu cua cong chuc 6,09%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 6,52%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 7,39%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 8,70%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,14%
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22. HA GIANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 44,92%
) Tai B6 phan Mot cura cép huyén 36,86%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 14,41%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 14,83%
Khac 0,21%
Thong qua nguoi than, ban be 24,58%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 55,72%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 35,38%
cong viee Thong qua mang Internet 15,47%
Khac 0,21%
Qua cong chrc tai noi ndp hd so 61,86%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 38,77%
vé biét vé quy dinh thu | Qua qua Internet 15,04%
tuc hanh chinh Qua qua ngudi than, ban be. 10,59%
Khac 0,42%
1-2 1an 66,74%
S6 lan di lai dé giai 3-4 lan 29,45%
quyet cong viee 5-7 lan 3,18%
Trén 7 lan 0,64%
C’ong chgc gay phién ha, Cé 2 76%
sach nhieéu
Cong chuc gol yndp | g 2,97%
tién ngoai phi/l¢€ phi
) bung hen 91,95%
Cf)’ quan trd két qua Sém hen 2 54%
diang hen _
Tré hen 5,51%
C.cz’ quan thong bao vé Cé 19.23%
viéc tre€ hen
Co quan xin 161 vi tré Cé 11,54%
hen
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22. HA GIANG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

20,13%
26,91%
37,50%
33,05%
29,40%

19,70%
22,88%
19,70%
22,88%
23,94%
21,82%

25,85%
28,81%
30,30%
18,22%
29,03%
25,21%
26,24%

23,09%
26,48%
24,58%
24,72%

30,36%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 39,29%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 33,93%

22 | Coquan thong béo két qua xir Iy gdp ¥, phén anh, kién nghi kip thoi 32,14%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 33,93%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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22. HA GIANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 64,41%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28.18%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,16%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 19,92%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,63%

6 Tiép tuc don gian hoa thu tuc hanh chinh 34,32%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 44,49%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 20,34%

9 | Cai thién thai do giao tiép ctia cong chirc 11,86%

10 | Cai thién tinh than phuc vu cua cong chuc 10,81%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 12,29%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 12,50%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.98%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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23. HA NAM

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B phan Mot ctra cap xa 43,31%
) Tai B6 phan Mot cura cép huyén 41,00%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,72%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 15,48%
Khac 0,00%
Thong qua nguoi than, ban be 19,04%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 59,00%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 28,03%
cong viee Thong qua mang Internet 4,60%
Khac 1,05%
Qua cong chrc tai noi ndp hd so 73,43%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 29,08%
vé biét vé quy dinh thu | Qua qua Internet 2,93%
tuc hanh chinh Qua qua ngudi than, ban be. 4,60%
Khac 0,63%
1-2 1an 83,26%
S6 lan di lai dé giai 3-4 lan 13,60%
quyét cong vigc 5-7 lan 2,51%
Trén 7 lan 0,63%
C’ong chgc gay phién ha, Cé 1.26%
sach nhieéu
Cong chuc gol yndp | g 0,00%
tién ngoai phi/l¢€ phi
) bung hen 94,56%
Cf)’ quan trd két qua Sém hen 1,05%
diang hen _
Tré hen 4,39%
C.cz’ quan thong bao vé Cé 23.81%
viéc tre€ hen
Co quan xin 161 vi tré Cé 14,29%
hen
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23. HA NAM

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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5,65%
9,83%
26,78%
19,46%
15,43%

9,21%
7,95%
8,16%
6,49%
9,83%
8,33%

13,39%
12,13%
12,34%
10,46%
11,72%
11,92%
11,99%

7,32%
5,86%
5,23%
6,14%

12,90%
6,67%
20,00%
10,00%
12,39%




23. HA NAM

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 66,95%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 66%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 36,82%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 18,62%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 8,37%

6 Tiép tuc don gian hoa thu tuc hanh chinh 46,23%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 38,91%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 14,85%

9 | Cai thién thai do giao tiép ctia cong chirc 3,97%

10 | Cai thién tinh than phuc vu cua cong chuc 3,56%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,16%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 11,30%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.18%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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24. HA NOI

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 57,41%
) Tai B6 phan Mot cura cép huyén 31,31%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 18,55%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 6,71%
Khac 1,49%
Thong qua nguoi than, ban be 21,44%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 60,67%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 23,11%
cong viee Thong qua mang Internet 16,03%
Khac 2,14%
Qua cong chrc tai noi ndp hd so 72,60%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 34,76%
vé biét vé quy dinh thu | Qua qua Internet 12,49%
tuc hanh chinh Qua qua ngudi than, ban be. 5,68%
Khac 0,56%
1-2 1an 78,20%
S6 lan di lai dé giai 3-4 lan 16,09%
quyet cong viee 5-7 lan 4,02%
Trén 7 lan 1,68%
C’ong chgc gay phién ha, Cé 2 24%
sach nhieéu
Cong chuc gol yndp | g 1,30%
tién ngoai phi/l¢€ phi
) bung hen 94,22%
Cf)’ quan trd két qua Sém hen 1.30%
diang hen _
Tré hen 4.47%
C.cz’ quan thong bao vé Cé 29.17%
viéc tre€ hen
Co quan xin 161 vi tré Cé 14,58%
hen
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24. HA NOI

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, t chire dﬁy dua
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai np dung quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc ¢6 thai do giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15| Congchie tuéin thi diing quy dinh trong gii quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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11,37%
14,35%
22,46%
19,42%
16,90%

10,25%
11,65%
10,25%
11,23%
12,78%
11,23%

13,71%
14,93%
14,27%
13,89%
15,19%
14,45%
14,41%

9,32%
8,96%
9,41%
9,23%

15,11%
15,22%
18,12%
19,57%
17,00%




24. HA NOI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 61,32%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 24.88%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,56%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 28,98%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 19,85%

6 Tiép tuc don gian hoa thu tuc hanh chinh 47,81%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 46,13%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 9,13%

9 | Cai thién thai do giao tiép ctia cong chirc 6,34%

10 | Cai thién tinh than phuc vu cua cong chuc 4,38%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,87%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,57%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,92%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,19%
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25. HA TINH

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,25%
) Tai B6 phan Mot cura cép huyén 25,37%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 7,46%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 17,48%
Khac 4,69%
Thong qua nguoi than, ban be 15,14%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 54,37%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 25,59%
cong viee Thong qua mang Internet 7,68%
Khac 2,35%
Qua cong chrc tai noi ndp hd so 79,74%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 17,27%
vé biét vé quy dinh thu | Qua qua Internet 5,33%
tuc hanh chinh Qua qua ngudi than, ban be. 2,35%
Khac 0,21%
1-2 1an 90,83%
S6 lan di lai dé giai 3-4 lan 8,32%
quyet cong viee 5-7 lan 0,21%
Trén 7 lan 0,00%
C’ong chgc gay phién ha, Cé 2 24%
sach nhieéu
Cong chuc gol yndp | g 1,30%
tién ngoai phi/l¢€ phi
) bung hen 97,23%
Cf)’ quan trd két qua Sém hen 1.71%
diang hen _
Tré hen 1,07%
C.cz’ quan thong bao vé Cé 0,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 0,00%
hen
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25. HA TINH

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, td chue déy dua
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan ho so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ndp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Cong chiic tuan thu ding quy dinh trong gidi quyét cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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4,26%
6,40%
12,37%
9,19%
8,05%

4,26%
4,49%
2,77%
4,27%
2,77%
3,71%

4,48%
6,40%
5,76%
5,12%
6,18%
4,48%
5,40%

4,71%
3,62%
4,05%
4,13%

14,75%
13,11%
13,11%
12,30%
13,32%




25. HA TINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 56,50%
mot cach dé dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30.49%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 16,63%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 36,89%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 15,78%

6 Tiép tuc don gian hoa thu tuc hanh chinh 43,50%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 41,79%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 10,87%

9 | Cai thién thai do giao tiép ctia cong chirc 2,13%

10 | Cai thién tinh than phuc vu cua cong chuc 2,56%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 13,65%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 15,57%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.58%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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26. HAI DUONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 45,21%
) Tai B6 phan Mot cura cép huyén 39,17%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 22,50%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,88%
Khac 1,46%
Thong qua nguoi than, ban be 23,13%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,42%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,17%
cong viee Thong qua mang Internet 8,54%
Khac 1,46%
Qua cong chrc tai noi ndp hd so 74,58%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 26,88%
vé biét vé quy dinh thu | Qua qua Internet 3,96%
tuc hanh chinh Qua qua ngudi than, ban be. 3,96%
Khac 0,83%
1-2 1an 87,71%
S6 lan di lai dé giai 3-4 lan 10,83%
quyét cong vigc 5-7 lan 1,25%
Trén 7 lan 0,21%
C’()ng chirc gay phién ha, Cé 0,21%
sach nhieéu
Cong chuc gol yndp | g 0,21%
tién ngoai phi/l¢€ phi
) bung hen 99,17%
Cf)’ quan trd két qua S6m hen 0,42%
diang hen —
Tré hen 0,42%
C.cz’ quan thong bao vé Cé 100,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 100,00%
hen
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26. HAI DUONG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6,04%
7,92%
16,49%
9,83%
10,07%

4,39%
6,07%
5,01%
5,44%
5,64%
5,31%

5,83%
7,08%
7,50%
5,00%
6,05%
7,32%
6,47%

5,65%
5,00%
5,42%
5,36%

7,23%
8,43%
7,23%
7,23%
7,53%




26. HAI DUONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 63,13%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 32.71%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 32,08%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,42%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,21%

6 Tiép tuc don gian hoa thu tuc hanh chinh 44,79%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 41,04%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,92%

9 | Cai thién thai do giao tiép ctia cong chirc 2,92%

10 | Cai thién tinh than phuc vu cua cong chuc 2,92%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,92%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 5,21%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.25%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%

BAO CAO SIPAS 2018 170



27. HAI PHONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 44,56%
) Tai B6 phan Mot cura cép huyén 39,04%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 29,17%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,74%
Khac 0,73%
Thong qua nguoi than, ban be 16,84%
Keénh thong tin a8 bidt Théng qua chinh quyén cap xa 46,15%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 27,00%
cong viee Thong qua mang Internet 9,58%
Khac 2,76%
Qua cong chrc tai noi ndp hd so 60,64%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 29,45%
vé biét vé quy dinh thu | Qua qua Internet 10,79%
tuc hanh chinh Qua qua nguoi than, ban be. 2,04%
Khac 0,00%
1-2 1an 83,53%
S6 lan di lai dé giai 3-4 lan 15,29%
quyet cong viée 5-7 lan 0,44%
Trén 7 lan 0,74%
C’ong chgc gay phién ha, Cé 1.16%
sach nhieéu
Cong chuc gol yndp | g 0,15%
tién ngoai phi/l¢€ phi
) Dung hen 98,11%
Cf)’ quan trd két qua Sém hen 0,29%
diang hen _
Tre hen 1,60%
C.cz’ quan thong bao vé Cé 36,36%
viéc tre€ hen
Co quan xin 161 vi tré Cé 18,18%
hen
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27. HAI PHONG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6,82%
7,11%
10,48%
8,56%
8,24%

5,22%
5,24%
5,39%
5,69%
5,37%
5,38%

7,84%
7,55%
6,39%
5,66%
6,24%
6,68%
6,72%

4,79%
4,79%
4,35%
4,64%

18,84%
20,29%
20,29%
20,29%
19,93%




27. HAI PHONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 52,83%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 22.93%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 25,40%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 31,49%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 15,09%

6 Tiép tuc don gian hoa thu tuc hanh chinh 51,96%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 47,02%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,65%

9 | Cai thién thai do giao tiép ctia cong chirc 5,68%

10 | Cai thién tinh than phuc vu cua cong chuc 5,68%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,42%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 8,88%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.54%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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28. HAU GIANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,33%
) Tai B6 phan Mot cura cép huyén 34,79%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 15,83%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 8,33%
Khac 0,00%
Thong qua nguoi than, ban be 18,13%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 59,79%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 17,92%
cong viee Thong qua mang Internet 5,42%
Khac 2,92%
Qua cong chrc tai noi ndp hd so 73,28%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 21,09%
vé biét vé quy dinh thu | Qua qua Internet 2,51%
tuc hanh chinh Qua qua nguoi than, ban be. 5,22%
Khac 1,04%
1-2 1an 79,62%
S6 lan di lai dé giai 3-4 lan 16,35%
quyet cong viee 5-7 lan 1,70%
Trén 7 lan 2,34%
C’ong chgc gay phién ha, Cé 1,88%
sach nhieéu
Cong chuc gol yndp | g 1,04%
tién ngoai phi/l¢€ phi
) Dung hen 94,34%
Cf)’ quan trd két qua Sém hen 3.14%
diang hen _
Tré hen 2,52%
C.cz’ quan thong bao vé Cé 25.,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 10,00%
hen
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28. HAU GIANG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién g6p v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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8,35%
13,33%
19,42%
17,15%
14,56%

12,32%
13,36%
10,23%
10,48%
11,06%
11,49%

9,41%
7,71%
7,92%
7,08%
8,75%
10,63%
8,58%

11,34%
9,45%
10,53%
10,44%

16,10%
19,64%
15,04%
17,12%
16,98%




28. HAU GIANG

M6¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 54,58%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 18.96%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 21,25%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,08%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,00%

6 Tiép tuc don gian hoa thu tuc hanh chinh 48,13%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 50,42%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 17,29%

9 | Cai thién thai do giao tiép ctia cong chirc 6,67%

10 | Cai thién tinh than phuc vu cua cong chuc 4,17%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,83%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 11,88%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.29%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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29. HOA BINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,90%
) Tai B6 phan Mot cura cép huyén 35,28%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 9,60%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 11,27%
Khac 0,21%
Thong qua nguoi than, ban be 22,34%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 63,26%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 16,08%
cong viee Thong qua mang Internet 3,76%
Khac 2,92%
Qua cong chrc tai noi ndp hd so 72,44%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 27,35%
vé biét vé quy dinh thu | Qua qua Internet 2,09%
tuc hanh chinh Qua qua nguoi than, ban be. 4,18%
Khac 0,42%
1-2 1an 81,63%
S6 lan di lai dé giai 3-4 lan 14,41%
quyet cong viee 5-7 lan 2,51%
Trén 7 lan 1,46%
C’ong chgc gay phién ha, Cé 3.14%
sach nhieéu
Cong chuc gol yndp | g 3,34%
tién ngoai phi/l¢€ phi
) Dung hen 90,81%
Cf)’ quan trd két qua Sém hen 1.88%
diang hen _
Tré hen 7,31%
C.cz’ quan thong bao vé Cé 14.29%
viéc tre€ hen
Co quan xin 161 vi tré Cé 11,43%
hen
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29. HOA BINH

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

17,54%
22,13%
34,38%
26,36%
25,10%

11,51%
13,15%
14,41%
14,20%
16,70%
13,99%

19,83%
19,21%
17,33%
12,11%
15,03%
16,49%
16,67%

14,20%
14,20%
14,23%
14,21%

21,65%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 21,65%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 23,96%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 20,83%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 22,02%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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29. HOA BINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,21%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30,90%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,51%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,78%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,89%

6 Tiép tuc don gian hoa thu tuc hanh chinh 45,30%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 39,87%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 17,54%

9 | Cai thién thai do giao tiép ctia cong chirc 4,38%

10 | Cai thién tinh than phuc vu cua cong chuc 5,01%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 6,68%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,35%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.11%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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30. THANH PHO HO CHIi MINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 45,90%
) Tai B6 phan Mot cura cép huyén 43,71%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 10,54%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 5,17%
Khac 3,12%
Thong qua nguoi than, ban be 20,20%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 61,27%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 11,80%
cong viee Thong qua mang Internet 8,49%
Khac 6,63%
Qua cong chrc tai noi ndp hd so 70,93%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 24,78%
vé biét vé quy dinh thu | Qua qua Internet 6,34%
tuc hanh chinh Qua qua nguoi than, ban be. 5,17%
Khac 2,05%
1-2 1an 73,24%
S6 lan di lai dé giai 3-4 lan 17,84%
quyet cong viée 5-7 lan 4,61%
Trén 7 lan 4,31%
C’ong chgc gay phién ha, Cé 4.60%
sach nhieéu
Cong chuc gol yndp | g 1,86%
tién ngoai phi/l¢€ phi
) Dung hen 85,95%
Cf)’ quan trd két qua Sém hen 2 24%
diang hen .
Tré hen 11,80%
C.cz’ quan thong bao vé Cé 30.33%
viéc tre€ hen
Co quan xin 161 vi tré Cé 35,54%
hen
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30. THANH PHO HO CHIi MINH

TIEP CAN DICH VU -
1 | Noi ngdi cho cb du chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH -
5 | Thii tuc hanh chinh dugc niém yét cong khai day du
6 | Tha tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC -
10 | Cong chirc c6 thai do giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10, giai thich ddy du
13 | Cong chirc hudng din ké khai ho so chu d4o, diy di
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Conghir tunhiding quy inh rong i quyét cng viee
Cong chirc néi chung
KET QUA [ ]
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua c6 thong tin day du
18 | Két qua c6 thong tin chinh xéac
Két qua néi chung
TIEP NHAN, XU LY Y KIEN GYPAKN [ ]
19 | Co quan c¢6 bd tri hinh thirc tiép nhan gop y, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22| Coquan théng biokét quaxirly gdp , phan nh, kién ghi Kip tho
Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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30. THANH PHO HO CHIi MINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,17%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 24%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,61%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 25,63%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 14,91%

6 Tiép tuc don gian hoa thu tuc hanh chinh 48,15%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 51,66%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 16,37%

9 | Cai thién thai do giao tiép ctia cong chirc 8,67%

10 | Cai thién tinh than phuc vu cua cong chuc 6,04%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,95%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 7,70%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.89%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 2,14%
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31. HUNG YEN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 42,77%
) Tai B6 phan Mot cura cép huyén 38,16%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 23,48%
' Tai Trung tAm Phuc vu hanh chinh c6ng cép tinh 1,05%
Khac 2,10%
Thong qua nguoi than, ban be 18,66%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,83%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 41,51%
cong viee Thong qua mang Internet 7,55%
Khac 2,52%
Qua cong chrc tai noi ndp hd so 75,68%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 47,80%
vé biét vé quy dinh thu | Qua qua Internet 5,24%
tuc hanh chinh Qua qua ngudi than, ban be. 3,35%
Khac 1,05%
1-2 1an 92,03%
S6 lan di lai dé giai 3-4 lan 7,13%
quyet cong viee 5-7 lan 0,42%
Trén 7 lan 0,42%
C’ong chgc gay phién ha, Cé 0.21%
sach nhieéu
Cong chuc gol yndp | g 0,00%
tién ngoai phi/l¢€ phi
) bung hen 86,79%
Cf)’ quan trd két qua Sém hen 12.79%
diang hen .
Tré hen 0,42%
C.cz’ quan thong bao vé Cé 50,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 0,00%
hen
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31. HUNG YEN

TIEP CAN DICH VU
1 | Noi ngdi cho co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chire thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh

BAO CAO SIPAS 2018

2,73%
2,52%
8,39%
3,98%
4,40%

1,68%
2,94%
2,73%
2,73%
3,98%
2,81%

1,89%
3,14%
2,73%
2,10%
3,98%
1,89%
2,62%

0,85%
0,84%
0,84%
0,84%

5,26%
13,89%
5,56%
2,78%
6,87%




31. HUNG YEN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 72,12%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 49,48%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,62%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 43,61%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 16,77%

6 Tiép tuc don gian hoa thu tuc hanh chinh 44,03%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 20,75%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 9,85%

9 | Cai thién thai do giao tiép ctia cong chirc 2,31%

10 | Cai thién tinh than phuc vu cua cong chuc 1,89%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 2,31%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 6,08%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 3,35%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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32. KHANH HOA

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 35,00%
) Tai B6 phan Mot cura cép huyén 43,96%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 21,25%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,71%
Khac 0,42%
Thong qua nguoi than, ban be 27,29%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 59,58%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 23,13%
cong viee Thong qua mang Internet 8,96%
Khac 3,13%
Qua cong chrc tai noi ndp hd so 72,08%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 31,67%
vé biét vé quy dinh thu | Qua qua Internet 5,83%
tuc hanh chinh Qua qua nguoi than, ban be. 7,92%
Khac 0,83%
1-2 1an 80,92%
S6 lan di lai dé giai 3-4 lan 14,88%
quyet cong viee 5-7 lan 1,26%
Trén 7 lan 2,94%
C’ong chgc gay phién ha, Cé 1.25%
sach nhieéu
Cong chuc gol yndp | g 1,25%
tién ngoai phi/l¢€ phi
) bung hen 92,92%
Cf)’ quan trd két qua Sém hen 3.13%
diang hen _
Tré hen 3,96%
C.cz’ quan thong bao vé Cé 31,58%
viéc tre€ hen
Co quan xin 16i vi tré Co 5 26%
hen ,
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32. KHANH HOA

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

14,17%
20,88%
31,73%
29,02%
23,95%

17,29%
19,58%
16,88%
21,25%
18,75%
18,75%

15,00%
18,75%
18,33%
14,58%
17,71%
16,08%
16,74%

14,44%
10,67%
9,87%

11,66%

17,02%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 19,15%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 14,89%

22 | Coquan thong béo két qua xir Iy gdp ¥, phén anh, kién nghi kip thoi 14,89%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 16,49%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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32. KHANH HOA

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 52,92%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 32,08%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 19,58%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 31,67%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 15,21%

6 Tiép tuc don gian hoa thu tuc hanh chinh 47,29%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 43,96%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,88%

9 | Cai thién thai do giao tiép ctia cong chirc 5,42%

10 | Cai thién tinh than phuc vu cua cong chuc 6,25%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,83%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 8,13%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.33%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,63%
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33. KIEN GIANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 36,32%
) Tai B6 phan Mot cura cép huyén 40,92%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 22,30%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 0,23%
Khac 0,23%
Thong qua nguoi than, ban be 21,15%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 58,62%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,25%
cong viee Thong qua mang Internet 3,45%
Khac 2,76%
Qua cong chrc tai noi ndp hd so 72,64%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 22,99%
vé biét vé quy dinh thu | Qua qua Internet 1,38%
tuc hanh chinh Qua qua ngudi than, ban be. 2,99%
Khac 0,23%
1-2 1an 69,43%
S6 lan di lai dé giai 3-4 lan 22,53%
quyet cong viee 5-7 lan 6,90%
Trén 7 lan 1,15%
C’ong chgc gay phién ha, Cé 1.61%
sach nhieéu
Cong chuc gol yndp | g 0,23%
tién ngoai phi/l¢€ phi
) bung hen 91,94%
Cf)’ quan trd két qua Sém hen 0,46%
diang hen _
Tré hen 7,60%
C.cz’ quan thong bao vé Cé 18.18%
viéc tre€ hen
Co quan xin 161 vi tré Cé 9,38%
hen
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33. KIEN GIANG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

14,71%
14,29%
19,12%
16,82%
16,24%

15,40%
15,67%
16,82%
16,82%
14,29%
15,80%

17,24%
17,93%
17,51%
16,13%
16,82%
14,98%
16,77%

12,67%
11,26%
14,75%
12,89%

Sl

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 29,03%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 30,65%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 29,03%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 30,51%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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33. KIEN GIANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 56,78%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 75%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 14,48%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,87%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 5,29%

6 Tiép tuc don gian hoa thu tuc hanh chinh 52,18%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 57,47%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 17,70%

9 | Cai thién thai do giao tiép ctia cong chirc 7,36%

10 | Cai thién tinh than phuc vu cua cong chuc 5,06%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 6,67%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 5,75%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.41%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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34. KON TUM

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,17%
) Tai B6 phan Mot cura cép huyén 30,63%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 20,21%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 0,42%
Khac 0,00%
Thong qua nguoi than, ban be 6,88%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 78,54%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 10,00%
cong viee Thong qua mang Internet 4,17%
Khac 1,88%
Qua cong chrc tai noi ndp hd so 56,46%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 41,25%
vé biét vé quy dinh thu | Qua qua Internet 2,50%
tuc hanh chinh Qua qua ngudi than, ban be. 0,83%
Khac 0,42%
1-2 1an 85,98%
S6 lan di lai dé giai 3-4 lan 12,13%
quyet cong viee 5-7 lan 1,67%
Trén 7 lan 0,21%
C’()ng chirc gay phién ha, Cé 2.929%
sach nhieéu
Cong chuc gol yndp | g 1,04%
tién ngoai phi/l¢€ phi
) Dung hen 92,29%
Cf)’ quan tra két qua S6m hen 2.92%
diang hen —
Tré hen 4,79%
C.cz’ quan thong bao vé Cé 47 83%
viéc tre€ hen
Co quan xin 161 vi tré Cé 21.74%
hen
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34. KON TUM

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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18,41%
21,92%
31,11%
27,94%
24,84%

9,00%
10,65%
12,53%
15,66%
15,69%
12,70%

14,47%
15,87%
16,28%
11,90%
16,91%
17,65%
15,51%

15,61%
13,84%
14,29%
14,58%

12,28%
15,79%
15,79%
14,04%
14,47%




34. KON TUM

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 65,97%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30,06%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 16,28%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 45,93%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 22,55%

6 Tiép tuc don gian hoa thu tuc hanh chinh 35,91%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 35,49%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,48%

9 | Cai thién thai do giao tiép ctia cong chirc 3,76%

10 | Cai thién tinh than phuc vu cua cong chuc 4,38%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,85%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,56%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.06%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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35. LAl CHAU

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B phan Mot ctra cap xa 44,44%
) Tai B6 phan Mot cura cép huyén 39,56%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 17,78%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,00%
Khac 0,89%
Thong qua nguoi than, ban be 19,78%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 59,11%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 22,44%
cong viee Thong qua mang Internet 5,56%
Khac 3,33%
Qua cong chrc tai noi ndp hd so 67,11%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 32,89%
vé biét vé quy dinh thu | Qua qua Internet 4,44%
tuc hanh chinh Qua qua nguoi than, ban be. 2,44%
Khac 0,44%
1-2 1an 79,11%
S6 lan di lai dé giai 3-4 lan 17,33%
quyet cong viee 5-7 lan 2,00%
Trén 7 lan 1,56%
C’ong chgc gay phién ha, Cé 3,33%
sach nhieéu
Cong chuc gol yndp | g 2,22%
tién ngoai phi/l¢€ phi
) Dung hen 94,44%
Cf)’ quan trd két qua Sém hen 2 00%
diang hen _
Tré hen 3,56%
C.cz’ quan thong bao vé Cé 25.,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 12.50%
hen
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35. LAI CHAU

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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22,00%
28,22%
35,56%
31,11%
29,22%

22,44%
21,78%
17,33%
18,22%
19,78%
19,91%

25,56%
23,11%
24,44%
21,11%
24,22%
21,78%
23,371%

15,33%
18,22%
18,44%
17,33%

20,88%
20,88%
17,58%
18,68%
19,51%




35. LAI CHAU

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 64,89%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 24.89%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 30,67%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 20,89%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 11,33%

6 Tiép tuc don gian hoa thu tuc hanh chinh 42,89%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 40,22%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 19,56%

9 | Cai thién thai do giao tiép ctia cong chirc 5,78%

10 | Cai thién tinh than phuc vu cua cong chuc 4,00%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 11,78%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 10,67%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.22%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,22%
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36. LANG SON

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 40,34%
) Tai B6 phan Mot cura cép huyén 43,49%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 16,81%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,89%
Khac 1,47%
Thong qua nguoi than, ban be 21,64%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 49,16%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 26,47%
cong viee Thong qua mang Internet 3,36%
Khac 2,73%
Qua cong chrc tai noi ndp hd so 79,20%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 18,28%
vé biét vé quy dinh thu | Qua qua Internet 1,68%
tuc hanh chinh Qua qua nguoi than, ban be. 4,20%
Khac 0,84%
1-2 1an 64,29%
S6 lan di lai dé giai 3-4 lan 24,37%
quyét cong vigc 5-7 lan 5,25%
Trén 7 lan 6,09%
C’ong chgc gay phién ha, Cé 4.41%
sach nhieéu
Cong chuc gol yndp | g 2,94%
tién ngoai phi/l¢€ phi
) Dung hen 89,71%
Cf)’ quan trd két qua Sém hen 1.26%
diang hen _
Tré hen 9,03%
C.cz’ quan thong bao vé Cé 27.91%
viéc tre€ hen
Co quan xin 161 vi tré Cé 13.95%
hen
BAO CAO SIPAS 2018 198




36. LANG SON

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

17,23%
20,80%
31,30%
24,79%
23,53%

13,24%
15,34%
13,87%
13,87%
19,12%
15,08%

18,28%
18,49%
20,38%
15,34%
16,81%
19,33%
18,10%

14,92%
14,92%
15,13%
14,99%

39,56%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 40,66%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 38,46%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 36,26%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 38,74%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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36. LANG SON

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 64,92%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 36%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 21,43%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 24,16%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,30%

6 Tiép tuc don gian hoa thu tuc hanh chinh 41,60%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 46,22%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 16,18%

9 | Cai thién thai do giao tiép ctia cong chirc 5,88%

10 | Cai thién tinh than phuc vu cua cong chuc 5,25%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,50%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 12,39%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 14.29%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,05%
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37. LAO CAI

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 42,29%
) Tai B6 phan Mot cura cép huyén 36,04%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 21,04%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 3,13%
Khac 0,83%
Thong qua nguoi than, ban be 24,79%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 51,67%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 24,17%
cong viee Thong qua mang Internet 6,88%
Khac 2,92%
Qua cong chrc tai noi ndp hd so 70,42%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 27,92%
vé biét vé quy dinh thu | Qua qua Internet 5,21%
tuc hanh chinh Qua qua ngudi than, ban be. 6,04%
Khac 0,83%
1-2 1an 80,38%
S6 lan di lai dé giai 3-4 lan 15,87%
quyét cong vigc 5-7 lan 2,71%
Trén 7 lan 1,04%
C’ong chgc gay phién ha, Cé 2 08%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) Dung hen 94,17%
Cf)’ quan trd két qua Sém hen 1.67%
diang hen _
Tré hen 4,17%
C.cz’ quan thong bao vé Cé 40,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 5,00%
hen
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37.LAO CAI

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh

BAO CAO SIPAS 2018

12,50%
18,96%
37,29%
30,00%
24,69%

11,04%
11,25%
8,54%
11,25%
15,00%
11,42%

13,54%
17,50%
15,00%
11,46%
16,88%
15,00%
14,90%

10,00%
8,13%
6,88%
8,33%

26,56%
28,13%
23,44%
26,56%
26,17%




37. LAO CAI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 63,33%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 37.08%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,92%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 38,54%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,46%

6 Tiép tuc don gian hoa thu tuc hanh chinh 48,13%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 40,00%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 10,00%

9 | Cai thién thai do giao tiép ctia cong chirc 5,21%

10 | Cai thién tinh than phuc vu cua cong chuc 4,38%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,33%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 6,88%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,50%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,83%
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38. LAM DONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 45,21%
) Tai B6 phan Mot cura cép huyén 34,58%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,04%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 9,38%
Khac 3,33%
Thong qua nguoi than, ban be 20,83%
Keénh thong tin a8 bidt Théng qua chinh quyén cap xa 56,88%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 21,46%
cong viee Thong qua mang Internet 6,25%
Khac 4,79%
Qua cong chrc tai noi ndp hd so 76,46%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 22,29%
vé biét vé quy dinh thu | Qua qua Internet 3,13%
tuc hanh chinh Qua qua nguoi than, ban be. 5,42%
Khac 1,04%
1-2 1an 79,96%
S6 lan di lai dé giai 3-4 lan 12,94%
quyet cong viee 5-7 lan 2,92%
Trén 7 lan 4,18%
C’ong chgc gay phién ha, Cé 1,88%
sach nhieéu
Cong chuc gol yndp | g 1,25%
tién ngoai phi/l¢€ phi
) Dung hen 95,00%
Cf)’ quan trd két qua Sém hen 0.21%
diang hen _
Tré hen 4,79%
C.cz’ quan thong bao vé Cé 26,09%
viéc tre€ hen
Co quan xin 161 vi tré Cé 13,04%
hen
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38. LAM DONG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

17,29%
21,88%
29,17%
25,42%
23,44%

16,88%
17,92%
17,92%
18,33%
21,46%
18,50%

21,46%
23,33%
22,71%
20,00%
22,50%
19,58%
21,60%

12,71%
12,92%
12,08%
12,57%

10,67%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 12,16%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 13,51%

22 | Coquan thong béo két qua xir Iy gdp ¥, phan anh, kién nghi kip thoi 17,57%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 13,48%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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38. LAM DONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 61,17%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.88%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,92%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,00%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 9,79%

6 Tiép tuc don gian hoa thu tuc hanh chinh 44,58%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 45,42%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 17,08%

9 | Cai thién thai do giao tiép ctia cong chirc 6,04%

10 | Cai thién tinh than phuc vu cua cong chuc 6,25%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,42%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,75%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 8,75%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,83%
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39. LONG AN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B phan Mot ctra cap xa 42,29%
) Tai B6 phan Mot cura cép huyén 34,79%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 8,75%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 16,67%
Khac 1,67%
Thong qua nguoi than, ban be 24,58%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 51,88%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 10,63%
cong viee Thong qua mang Internet 10,63%
Khac 5,21%
Qua cong chrc tai noi ndp hd so 80,00%
Keénh thong tin a8 bidt Qua niém yét cong khai tai noi ndp ho so, 8,33%
vé biét vé quy dinh thu | Qua qua Internet 6,25%
tuc hanh chinh Qua qua ngudi than, ban be. 5,83%
Khac 1,88%
1-2 1an 75,00%
S6 lan di lai dé giai 3-4 lan 21,04%
quyet cong viee 5-7 lan 2,29%
Trén 7 lan 1,67%
C’ong chgc gay phién ha, Cé 1.26%
sach nhieéu
Cong chuc gol yndp | g 1,25%
tién ngoai phi/l¢€ phi
) bung hen 93,33%
Cf)’ quan trd két qua Sém hen 2 71%
diang hen _
Tré hen 3,96%
C.cz’ quan thong bao vé Cé 42.86%
viéc tre€ hen
Co quan xin 161 vi tré Cé 28.57%
hen
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39. LONG AN

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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16,08%
16,67%
23,96%
20,21%
19,23%

16,04%
16,67%
15,42%
17,71%
15,21%
16,21%

12,92%
15,00%
15,21%
13,96%
13,96%
13,54%
14,10%

11,67%
10,00%
10,83%
10,83%

27,08%
32,61%
39,13%
36,96%
33,94%




39. LONG AN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 67,50%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 22 71%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 20,63%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,63%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 5,21%

6 Tiép tuc don gian hoa thu tuc hanh chinh 50,83%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 53,13%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 6,67%

9 | Cai thién thai do giao tiép ctia cong chirc 5,63%

10 | Cai thién tinh than phuc vu cua cong chuc 3,96%

11 | Nang cao ning luc giai quyét cong viéc cua cong chirc 8,13%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 6,46%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 5,63%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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40. NAM DINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 44,79%
) Tai B6 phan Mot cura cép huyén 40,21%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 13,33%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 8,54%
Khac 2,50%
Thong qua nguoi than, ban be 10,42%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,83%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 25,83%
cong viee Thong qua mang Internet 6,04%
Khac 1,46%
Qua cong chrc tai noi ndp hd so 57,29%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 36,67%
vé biét vé quy dinh thu | Qua qua Internet 12,08%
tuc hanh chinh Qua qua ngudi than, ban be. 4,38%
Khac 0,42%
1-2 1an 83,44%
S6 lan di lai dé giai 3-4 lan 13,63%
quyét cong vigc 5-7 lan 1,05%
Trén 7 lan 1,89%
C’ong chgc gay phién ha, Cé 0,84%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) bung hen 94,17%
Cf)’ quan trd két qua S6m hen 1,04%
diang hen —
Tré hen 4,79%
C.cz’ quan thong bao vé Cé 43,48%
viéc tre€ hen
Co quan xin 161 vi tré Cé 26,09%
hen
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40. NAM DINH

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh

BAO CAO SIPAS 2018

11,46%
13,75%
22,50%
16,04%
15,94%

8,33%
9,58%
11,04%
10,00%
12,50%
10,29%

12,71%
13,54%
12,71%
11,04%
13,96%
12,08%
12,67%

10,00%
10,00%
8,54%
9,51%

7,88%
9,70%
10,30%
12,12%
10,00%




40. NAM PINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 70,21%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 36.67%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,76%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 22,96%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc d0 3, 4 11,27%

6 Tiép tuc don gian hoa thu tuc hanh chinh 41,34%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 38,41%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,11%

9 | Cai thién thai do giao tiép ctia cong chirc 7,72%

10 | Cai thién tinh than phuc vu cua cong chuc 4,80%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,10%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 7,10%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 18.37%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 2,09%
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41. NGHE AN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 48,48%
) Tai B6 phan Mot cura cép huyén 32,17%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 22,32%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 4,93%
Khac 1,30%
Thong qua nguoi than, ban be 16,38%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 66,81%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 16,96%
cong viee Thong qua mang Internet 7,68%
Khac 3,33%
Qua cong chrc tai noi ndp hd so 65,94%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 34,06%
vé biét vé quy dinh thu | Qua qua Internet 2,90%
tuc hanh chinh Qua qua nguoi than, ban be. 4,78%
Khac 0,43%
1-2 1an 82,12%
S6 lan di lai dé giai 3-4 lan 12,50%
quyet cong viee 5-7 lan 2,76%
Trén 7 lan 2,62%
C’ong chgc gay phién ha, Cé 4.06%
sach nhieéu
Cong chuc gol yndp | g 2,92%
tién ngoai phi/l¢€ phi
) Dung hen 91,74%
Cf)’ quan trd két qua Sém hen 1.45%
diang hen _
Tré hen 6,81%
C.cz’ quan thong bao vé Cé 48,94%
viéc tre€ hen
Co quan xin 161 vi tré Cé 29,79%
hen
BAO CAO SIPAS 2018 213




41. NGHE AN

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin day du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

13,06%
18,70%
30,87%
24,06%
21,67%

10,58%
12,17%
9,13%
11,76%
12,46%
11,22%

12,75%
12,46%
12,17%
11,88%
13,19%
13,48%
12,66%

11,47%
9,72%
8,85%

10,01%

21,88%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 28,42%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 24,21%

22 | Coquan thong béo két qua xir Iy gdp ¥, phén anh, kién nghi kip thoi 24,21%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 24,68%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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41. NGHE AN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 60,00%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 33.62%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 28,12%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 27,10%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,10%

6 Tiép tuc don gian hoa thu tuc hanh chinh 43,48%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 44,93%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 13,91%

9 | Cai thién thai do giao tiép ctia cong chirc 6,52%

10 | Cai thién tinh than phuc vu cua cong chuc 7,10%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,86%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,55%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 9,86%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,72%
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42. NINH BINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 50,00%
) Tai B6 phan Mot cura cép huyén 32,29%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 17,29%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,25%
Khac 0,00%
Thong qua nguoi than, ban be 18,54%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,00%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 14,38%
cong viee Thong qua mang Internet 3,13%
Khac 0,83%
Qua cong chrc tai noi ndp hd so 76,04%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 19,58%
vé biét vé quy dinh thu | Qua qua Internet 2,92%
tuc hanh chinh Qua qua nguoi than, ban be. 2,71%
Khac 0,00%
1-2 1an 90,21%
S6 lan di lai dé giai 3-4 lan 7,92%
quyet cong viee 5-7 lan 0,83%
Trén 7 lan 1,04%
C’ong chgc gay phién ha, Cé 0,00%
sach nhieéu
Cong chuc gol yndp | g 0,00%
tién ngoai phi/l¢€ phi
) Dung hen 98,96%
Cf)’ quan trd két qua Sém hen 0.63%
diang hen _
Tré hen 0,42%
C.cz’ quan thong bao vé Cé 0,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 0,00%
hen
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42. NINH BINH

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10 | Cong chirc co thai d6 giao tiép lich su

11 | Cong chirc chu ¥ ling nghe ¥ kién

12 | Cong chc tra 10i, giai thich day du

13 | Cong chirc hudng dan ké khai hd so chu dao, day du

14 | Cong chirc huéng dan ké khai ho so dé hiéu

15 | Cong chitc tuan thi ding quy dinh trong giai quyét cong viée

Cong chirc néi chung

KET QUA

16 | Két qua giai quyét ho so diing quy dinh

17 | Két qua c6 thong tin diy du

18 | Két qua c6 thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc

22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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42. NINH BINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,50%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 37.50%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 28,54%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 19,58%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 9,38%

6 Tiép tuc don gian hoa thu tuc hanh chinh 47,92%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 39,58%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,71%

9 | Cai thién thai do giao tiép ctia cong chirc 5,83%

10 | Cai thién tinh than phuc vu cua cong chuc 4,38%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 6,67%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 9,17%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.96%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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43. NINH THUAN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 46,12%
) Tai B6 phan Mot cura cép huyén 29,77%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 19,08%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 4,61%
Khac 3,35%
Thong qua nguoi than, ban be 16,56%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 66,04%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 13,84%
cong viee Thong qua mang Internet 4,82%
Khac 3,14%
Qua cong chrc tai noi ndp hd so 77,36%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 20,55%
vé biét vé quy dinh thu | Qua qua Internet 0,63%
tuc hanh chinh Qua qua nguoi than, ban be. 2,13%
Khac 0,63%
1-2 1an 69,12%
S6 lan di lai dé giai 3-4 lan 26,05%
quyet cong viee 5-7 lan 3,57%
Trén 7 lan 1,26%
C’ong chgc gay phién ha, Cé 3.14%
sach nhieéu
Cong chuc gol yndp | g 1,05%
tién ngoai phi/l¢€ phi
) Dung hen 93,92%
Cf)’ quan trd két qua Sém hen 1.26%
diang hen _
Tré hen 4,82%
C.cz’ quan thong bao vé Cé 17.39%
viéc tre€ hen
Co quan xin 161 vi tré Cé 8,70%
hen
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43. NINH THUAN

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

12,58%
22,01%
29,35%
27,88%
22,96%

16,98%
18,03%
16,14%
19,29%
16,98%
17,48%

18,24%
19,71%
18,66%
15,30%
17,40%
18,66%
17,99%

16,56%
15,09%
14,88%
15,51%

21,88%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 30,21%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 29,17%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 28,13%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 27,34%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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43. NINH THUAN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 53,46%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 34.59%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,00%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 31,87%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 8,81%

6 Tiép tuc don gian hoa thu tuc hanh chinh 37,74%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 44,65%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 16,98%

9 | Cai thién thai do giao tiép ctia cong chirc 8,18%

10 | Cai thién tinh than phuc vu cua cong chuc 7,13%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 11,11%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 8,81%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.06%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,42%
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44. PHU THO

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 45,63%
) Tai B6 phan Mot cura cép huyén 35,21%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 22,50%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,08%
Khac 0,21%
Thong qua nguoi than, ban be 19,58%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 64,58%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 15,42%
cong viee Thong qua mang Internet 5,42%
Khac 0,21%
Qua cong chrc tai noi ndp hd so 69,17%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 28,54%
vé biét vé quy dinh thu | Qua qua Internet 3,33%
tuc hanh chinh Qua qua ngudi than, ban be. 5,00%
Khac 0,00%
1-2 1an 92,50%
S6 lan di lai dé giai 3-4 lan 6,25%
quyet cong viee 5-7 lan 0,83%
Trén 7 lan 0,42%
C’ong chgc gay phién ha, Cé 1.25%
sach nhieéu
Cong chuc gol yndp | g 0,42%
tién ngoai phi/l¢€ phi
) bung hen 95,63%
Cf)’ quan trd két qua Sém hen 1.46%
diang hen _
Tré hen 2,92%
C.cz’ quan thong bao vé Cé 35,71%
viéc tre€ hen
Co quan xin 161 vi tré Cé 0,00%
hen
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44. PHU THO

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chire thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh

BAO CAO SIPAS 2018

8,96%
13,33%
24,58%
18,33%
16,30%

6,25%
6,46%
6,25%
6,04%
8,13%
6,63%

8,54%
8,75%
8,54%
7,71%
8,33%
7,29%
8,19%

5,63%
5,00%
4,79%
5,14%

10,00%
0,00%
12,50%
12,50%
8,75%




44. PHU THO

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,92%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30,00%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 28,33%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,21%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,83%

6 Tiép tuc don gian hoa thu tuc hanh chinh 42,71%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 41,25%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 12,29%

9 | Cai thién thai do giao tiép ctia cong chirc 5,42%

10 | Cai thién tinh than phuc vu cua cong chuc 3,54%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,29%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 8,54%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.13%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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45. PHU YEN

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,57%
) Tai B6 phan Mot cura cép huyén 30,04%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 15,02%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 6,65%
Khac 0,86%
Thong qua nguoi than, ban be 16,74%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 62,66%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 17,38%
cong viee Thong qua mang Internet 6,01%
Khac 1,72%
Qua cong chrc tai noi ndp hd so 80,26%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 15,67%
vé biét vé quy dinh thu | Qua qua Internet 2,15%
tuc hanh chinh Qua qua ngudi than, ban be. 3,65%
Khac 0,64%
1-2 1an 79,40%
S6 lan di lai dé giai 3-4 lan 16,31%
quyet cong viee 5-7 lan 2,36%
Trén 7 lan 1,93%
C’()ng chirc gay phién ha, Cé 2 36%
sach nhieéu
Cong chuc gol yndp | g 2,15%
tién ngoai phi/l¢€ phi
) bung hen 93,78%
Cf)’ quan trd két qua S6m hen 1.29%
diang hen —
Tré hen 4,94%
C.cz’ quan thong bao vé Cé 34,78%
viéc tre€ hen
Co quan xin 161 vi tré Cé 21.74%
hen
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45. PHU YEN

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, td chue déy du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/I¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe y kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

15,91%
20,43%
30,32%
24,30%
22,74%

12,90%
13,98%
13,55%
13,76%
13,12%
13,46%

12,26%
14,62%
13,55%
11,61%
11,61%
13,98%
12,94%

10,97%
10,17%
11,26%
10,80%

17,89%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop v, phan énh, kién nghi dé dang 21,05%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 18,95%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 22,11%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 20,00%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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45. PHU YEN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 60,86%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 27.96%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 18,49%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 31,61%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,31%

6 Tiép tuc don gian hoa thu tuc hanh chinh 46,45%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 48,82%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 18,92%

9 | Cai thién thai do giao tiép ctia cong chirc 7,10%

10 | Cai thién tinh than phuc vu cua cong chuc 4,09%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,81%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 10,97%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.75%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,43%
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46. QUANG BINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 47,29%
) Tai B6 phan Mot cura cép huyén 34,27%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 10,41%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 9,98%
Khac 0,22%
Thong qua nguoi than, ban be 25,81%
Keénh thong tin a8 bidt Théng qua chinh quyén cap xa 60,09%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 15,18%
cong viee Thong qua mang Internet 7,81%
Khac 0,65%
Qua cong chrc tai noi ndp hd so 71,15%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 27,11%
vé biét vé quy dinh thu | Qua qua Internet 3,90%
tuc hanh chinh Qua qua ngudi than, ban be. 5,86%
Khac 0,00%
1-2 1an 77,44%
S6 lan di lai dé giai 3-4 lan 18,44%
quyet cong viee 5-7 lan 2,17%
Trén 7 lan 1,95%
C’ong chgc gay phién ha, Cé 3.04%
sach nhieéu
Cong chuc gol yndp | g 1,30%
tién ngoai phi/l¢€ phi
) Dung hen 88,94%
Cf)’ quan trd két qua Sém hen 1.52%
diang hen _
Tré hen 9,54%
C.cz’ quan thong bao vé Cé 36,36%
viéc tre€ hen
Co quan xin 101 vi tré Cé 37.78%
hen
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46. QUANG BINH

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

11,71%
13,88%
22,56%
19,52%
16,92%

11,71%
12,36%
11,06%
13,67%
13,45%
12,45%

12,58%
14,10%
13,02%
11,28%
13,45%
12,58%
12,83%

10,85%
10,20%
11,28%
10,77%

11,68%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 13,14%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 13,14%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 11,68%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 12,41%

Chi s6 hai long vé su phuc vu hanh chinh tinh

BAO CAO SIPAS 2018




46. QUANG BINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 64,21%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 21.91%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 18,00%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,97%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 3,25%

6 Tiép tuc don gian hoa thu tuc hanh chinh 49,02%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 50,11%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 21,48%

9 | Cai thién thai do giao tiép ctia cong chirc 10,85%

10 | Cai thién tinh than phuc vu cua cong chuc 4,99%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 7,16%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 6,72%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 6,07%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,22%
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47. QUANG NAM

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 44,55%
) Tai B6 phan Mot cura cép huyén 32,01%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 5,78%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 21,29%
Khac 0,00%
Thong qua nguoi than, ban be 16,17%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 63,20%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 17,49%
cong viee Thong qua mang Internet 4,95%
Khac 2,31%
Qua cong chrc tai noi ndp hd so 79,70%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 16,67%
vé biét vé quy dinh thu | Qua qua Internet 3,96%
tuc hanh chinh Qua qua nguoi than, ban be. 3,14%
Khac 0,50%
1-2 1an 76,24%
S6 lan di lai dé giai 3-4 lan 16,17%
quyet cong viée 5-7 lan 4,13%
Trén 7 lan 3,47%
C’ong chgc gay phién ha, Cé 1.98%
sach nhieéu
Cong chuc gol yndp | g 1,82%
tién ngoai phi/l¢€ phi
) Dung hen 91,58%
Cf)’ quan trd két qua Sém hen 1.65%
diang hen _
Tre hen 6,77%
C.cz’ quan thong bao vé Cé 24,39%
viéc tre€ hen
Co quan xin 161 vi tré Cé 2 44%
hen
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47. QUANG NAM

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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10,56%
11,88%
23,76%
20,30%
16,63%

12,71%
13,53%
10,56%
11,88%
11,72%
12,08%

12,05%
13,70%
13,20%
13,04%
13,37%
12,71%
13,01%

10,07%
11,55%
11,39%
11,00%

12,60%
14,96%
11,02%
11,81%
12,60%




47. QUANG NAM

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 51,98%
mot cach dé¢ dang, nhanh chéng

9 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.07%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,11%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 21,78%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,10%

6 Tiép tuc don gian hoa thu tuc hanh chinh 51,16%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 55,12%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 18,32%

9 | Cai thién thai do giao tiép ctia cong chirc 2,97%

10 | Cai thién tinh than phuc vu cua cong chuc 4,79%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 11,22%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 8,25%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.87%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,82%
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48. QUANG NGAI

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 35,99%
) Tai B6 phan Mot cura cép huyén 37,26%
Si(écquan glai quyct cong Tai BO phan Mot ctra cép tinh 13,69%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 13,69%
Khac 0,00%
Thong qua nguoi than, ban be 20,06%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 56,69%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 20,38%
cong viee Thong qua mang Internet 2,55%
Khac 0,64%
Qua cong chrc tai noi ndp hd so 73,89%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 17,52%
vé biét vé quy dinh thu | Qua qua Internet 2,55%
tuc hanh chinh Qua qua ngudi than, ban be. 6,69%
Khac 0,00%
1-2 1an 78,98%
S6 lan di lai dé giai 3-4 lan 14,97%
quyet cong viee 5-7 lan 2,55%
Trén 7 lan 3,50%
C’()ng chirc gay phién ha, Cé 4.78%
sach nhieéu
Cong chuc gol yndp | g 0,32%
tién ngoai phi/l¢€ phi
) bung hen 92,36%
Cf)’ quan trd két qua S6m hen 3.18%
dang hen —
Tré hen 4,46%
C.cz’ quan thong bao vé Cé 57.14%
viéc tre€ hen
Co quan xin 161 vi tré Cé 26,67%
hen
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48. QUANG NGAI

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

16,24%
19,75%
33,76%
25,80%
23,89%

15,29%
13,69%
10,19%
12,10%
13,38%
12,93%

17,20%
14,97%
15,61%
17,20%
18,47%
17,52%
16,83%

15,61%
15,29%
15,29%
15,39%

16,22%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 8,11%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 13,51%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 10,81%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 12,16%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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48. QUANG NGAI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,42%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 31.53%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 23,89%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 29,62%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,69%

6 Tiép tuc don gian hoa thu tuc hanh chinh 35,99%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 34,39%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 15,29%

9 | Cai thién thai do giao tiép ctia cong chirc 13,38%

10 | Cai thién tinh than phuc vu cua cong chuc 9,24%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,87%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 13,06%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 12.74%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,32%
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49. QUANG NINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 36,23%
) Tai B6 phan Mot cura cép huyén 39,48%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 5,64%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 19,96%
Khac 4,56%
Thong qua nguoi than, ban be 16,49%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 60,30%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 28,42%
cong viee Thong qua mang Internet 6,51%
Khac 3,69%
Qua cong chrc tai noi ndp hd so 70,28%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 34,71%
vé biét vé quy dinh thu | Qua qua Internet 6,07%
tuc hanh chinh Qua qua nguoi than, ban be. 2,82%
Khac 0,00%
1-2 1an 86,53%
S6 lan di lai dé giai 3-4 lan 11,48%
quyét cong vigc 5-7 lan 1,77%
Trén 7 lan 0,22%
C’ong chgc gay phién ha, Cé 1.95%
sach nhieéu
Cong chuc gol yndp | g 1,52%
tién ngoai phi/l¢€ phi
) Dung hen 95,44%
Cf)’ quan trd két qua Sém hen 3.25%
diang hen _
Tré hen 1,30%
C.cz’ quan thong bao vé Cé 50,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 16.67%
hen
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49. QUANG NINH

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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4,99%
6,72%
9,54%
9,76%
7,75%

6,29%
6,29%
5,64%
6,51%
7,38%
6,42%

8,46%
9,33%
9,54%
7,38%
9,11%
7,38%
8,53%

6,07%
5,21%
5,21%
5,50%

13,27%
18,37%
12,37%
10,31%
13,58%




49. QUANG NINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,26%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 16%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,79%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 39,70%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 19,09%

6 Tiép tuc don gian hoa thu tuc hanh chinh 56,83%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 40,78%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,50%

9 | Cai thién thai do giao tiép ctia cong chirc 4,56%

10 | Cai thién tinh than phuc vu cua cong chuc 3,69%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 12,36%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 8,03%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.41%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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50. QUANG TRI

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 45,83%
) Tai B6 phan Mot cura cép huyén 35,00%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 22,08%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,88%
Khac 0,21%
Thong qua nguoi than, ban be 25,21%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 55,21%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 21,46%
cong viee Thong qua mang Internet 6,67%
Khac 0,21%
Qua cong chrc tai noi ndp hd so 77,08%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 23,13%
vé biét vé quy dinh thu | Qua qua Internet 4,38%
tuc hanh chinh Qua qua ngudi than, ban be. 3,54%
Khac 0,21%
1-2 1an 86,25%
S6 lan di lai dé giai 3-4 lan 11,46%
quyet cong viee 5-7 lan 0,83%
Trén 7 lan 1,46%
C’ong chgc gay phién ha, Cé 2 08%
sach nhieéu
Cong chuc gol yndp | g 0,42%
tién ngoai phi/l¢€ phi
) Dung hen 95,42%
Cf)’ quan trd két qua Sém hen 1,04%
diang hen _
Tré hen 3,54%
C.cz’ quan thong bao vé Cé 29,41%
viéc tre€ hen
Co quan xin 161 vi tré Cé 11,76%
hen
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50. QUANG TRI

TIEP CAN DICH VU

Noi ngoi cho c6 da cho ngdi cho nguoi dan, to chic

Trang thiét bi phuc vu nguoi dan, td chuc dﬁy du

Trang thiét bi phuc vu nguoi dan, td chue hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung

Tiép can dich vu néi chung

THU TUC HANH CHINH

Thu tyc hanh chinh dugc niém yét cong khai day du

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp ding quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 [N O |Oo1

Thoi han giai quyét cong viée dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich sy

11

Cong chire chu ¥ ling nghe y kién

12

Cong chirc tra 10i, giai thich dy du

13

Cong chic hudng din ké khai ho so chu do, ddy du

14

Cong chic hudng din ké khai ho so dé hiéu

15

C@ngchﬁcMhﬁd@gquydjlﬁnronggiéiquyétcéngviéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét hd so dung quy dinh

17

Két qua co thong tin day du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

17,08%
23,96%
37,50%
29,58%
27,03%

14,38%
15,63%
11,46%
16,25%
13,75%
14,29%

18,79%
20,00%
18,33%
15,00%
18,96%
19,38%
18,41%

16,04%
14,79%
14,17%
15,00%

39,47%

19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop ¥, phan anh, kién nghi dé dang 36,84%

21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc 34,21%

22 | Co quan thong béo két qua xir 1y g6p ¥, phan anh, kién nghi kip thoi 39,47%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 37,50%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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50. QUANG TRI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 69,38%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 30.42%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 20,83%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 72,29%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,29%

6 Tiép tuc don gian hoa thu tuc hanh chinh 37,08%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 27,08%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,46%

9 | Cai thién thai do giao tiép ctia cong chirc 2,92%

10 | Cai thién tinh than phuc vu cua cong chuc 3,13%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 4,38%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 4,38%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 9,17%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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51. SOC TRANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 39,58%
) Tai B6 phan Mot cura cép huyén 34,79%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 19,79%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 6,25%
Khac 0,42%
Thong qua nguoi than, ban be 26,46%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 56,67%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 13,33%
cong viee Thong qua mang Internet 5,21%
Khac 1,25%
Qua cong chrc tai noi ndp hd so 80,63%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 13,54%
vé biét vé quy dinh thu | Qua qua Internet 2,50%
tuc hanh chinh Qua qua nguoi than, ban be. 5,21%
Khac 0,63%
1-2 1an 75,00%
S6 lan di lai dé giai 3-4 lan 20,63%
quyet cong viee 5-7 lan 2,92%
Trén 7 lan 1,46%
C’ong chgc gay phién ha, Cé 2 08%
sach nhieéu
Cong chuc gol yndp | g 0,83%
tién ngoai phi/l¢€ phi
) bung hen 92,92%
Cf)’ quan trd két qua Sém hen 1.25%
diang hen _
Tré hen 5,83%
C.cz’ quan thong bao vé Cé 10.71%
viéc tre€ hen
Co quan xin 101 vi tré Cé 7.14%
hen
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51. SOC TRANG

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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9,38%
14,17%
20,42%
18,33%
15,57%

10,83%
11,67%
11,46%
11,88%
11,04%
11,38%

10,21%
12,29%
12,29%
10,00%
9,58%
11,90%
11,05%

9,58%
9,17%
8,13%
8,96%

21,65%
25,77%
22,68%
21,65%
22,94%




51. SOC TRANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 57,08%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 27.29%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 23,54%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 23,13%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 5,63%

6 Tiép tuc don gian hoa thu tuc hanh chinh 48,96%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 48,33%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 21,88%

9 | Cai thién thai do giao tiép ctia cong chirc 6,25%

10 | Cai thién tinh than phuc vu cua cong chuc 6,04%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,00%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 9,38%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 9,38%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,63%
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52.SON LA

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 46,16%
) Tai B6 phan Mot cura cép huyén 36,18%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 7,09%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 16,35%
Khac 0,58%
Thong qua nguoi than, ban be 23,01%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 40,38%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 42,26%
cong viee Thong qua mang Internet 7,24%
Khac 0,29%
Qua cong chrc tai noi ndp hd so 59,19%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 40,67%
vé biét vé quy dinh thu | Qua qua Internet 6,95%
tuc hanh chinh Qua qua nguoi than, ban be. 4,92%
Khac 0,00%
1-2 1an 86,96%
S6 lan di lai dé giai 3-4 lan 11,45%
quyet cong viee 5-7 lan 1,30%
Trén 7 lan 0,29%
Cong chirc gay phién ha, o 0.00%
sach nhieéu ,
Cong chirc go1 y ndp Cé 0.14%
tién ngoai phi/l¢€ phi ’
) bung hen 97,83%
Cf)’ quan trd két qua Sém hen 0.72%
diang hen _
Tré hen 1,45%
C.cz’ quan thong bao vé Cé 40,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 40,00%
hen
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52.SON LA

TIEP CAN DICH VU

Noi ngoi cho c6 da cho ngdi cho nguoi dan, to chic

Trang thiét bi phuc vu nguoi dan, td chuc dﬁy du

Trang thiét bi phuc vu nguoi dan, td chue hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung

Tiép can dich vu néi chung

THU TUC HANH CHINH

Thu tyc hanh chinh dugc niém yét cong khai day du

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp ding quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 [N O |Oo1

Thoi han giai quyét cong viée dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10 | Cong chirc co thai dd giao tiép lich su

11 | Cong chirc chu y ling nghe ¥ kién

12 | Cong chirc tra 10i, giai thich ddy du

13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du

14 | Cong chirc hudng din ké khai ho so dé hiéu

15 | Cong chic tuin thidiing quy dinh trong i quyét cong vie | 150%
Cong chirc néi chung ‘
KET QUA |

16 | Két qua giai quyét hd so dung quy dinh ‘

17 | Két qua c6 thong tin day di

18 | Két qua c6 thong tin chinh xéc | 150% |

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi

20 | Nguoi dan, t6 chire thuc hién gop ¥, phan anh, kién nghi dé dang

21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc

22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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52.SON LA

M6¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 65,27%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 31.26%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 27,06%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 45,01%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 13,17%

6 Tiép tuc don gian hoa thu tuc hanh chinh 48,91%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 39,22%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 10,27%

9 | Cai thién thai do giao tiép ctia cong chirc 1,59%

10 | Cai thién tinh than phuc vu cua cong chuc 2,46%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 3,91%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 4,49%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,38%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%
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53. TAY NINH

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 52,74%
) Tai B6 phan Mot cura cép huyén 38,13%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 10,27%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 11,19%
Khac 0,00%
Thong qua nguoi than, ban be 18,04%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 68,49%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 12,56%
cong viee Thong qua mang Internet 7,53%
Khac 1,60%
Qua cong chrc tai noi ndp hd so 83,11%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 14,84%
vé biét vé quy dinh thu | Qua qua Internet 4.57%
tuc hanh chinh Qua qua ngudi than, ban be. 5,02%
Khac 0,23%
1-2 1an 71,46%
S6 lan di lai dé giai 3-4 lan 20,55%
quyet cong viee 5-7 lan 5,94%
Trén 7 lan 2,05%
C’ong chgc gay phién ha, Cé 297%
sach nhieéu
Cong chuc gol yndp | g 1,60%
tién ngoai phi/l¢€ phi
) Dung hen 92,92%
Cf)’ quan trd két qua Sém hen 0.68%
diang hen _
Tré hen 6,39%
C.cz’ quan thong bao vé Cé 35,71%
viéc tre€ hen
Co quan xin 161 vi tré Cé 10,71%
hen
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53. TAY NINH

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l¢€ phi phai np dung quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc ¢6 thai do giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi d& dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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11,64%
13,70%
23,52%
20,32%
17,29%

12,10%
12,56%
9,82%
13,47%
11,64%
11,92%

13,01%
13,70%
13,01%
12,79%
11,87%
13,24%
12,94%

10,27%
8,90%
9,82%
9,67%

35,00%
35,00%
35,00%
25,00%
32,50%




53. TAY NINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 61,42%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 18.04%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 15,98%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 25,80%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 7,99%

6 Tiép tuc don gian hoa thu tuc hanh chinh 42,92%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 56,62%

8 | Giam phi/lé phi giai quyét tha tuc hanh chinh 16,21%

9 | Cai thién thai do giao tiép ctia cong chirc 10,05%

10 | Cai thién tinh than phuc vu cua cong chuc 7,31%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,73%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 12,33%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 14.38%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,60%
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54. THAI BINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 50,63%
) Tai B6 phan Mot cura cép huyén 29,38%
Si(écquan glai quyct cong Tai BO phan Mot ctra cép tinh 6,25%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 19,58%
Khac 0,83%
Thong qua nguoi than, ban be 13,54%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 62,08%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 21,04%
cong viee Thong qua mang Internet 5,83%
Khac 2,08%
Qua cong chrc tai noi ndp hd so 66,25%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 29,38%
vé biét vé quy dinh thu | Qua qua Internet 4,17%
tuc hanh chinh Qua qua nguoi than, ban be. 4,17%
Khac 0,63%
1-2 1an 88,75%
S6 lan di lai dé giai 3-4 lan 9,38%
quyét cong vigc 5-7 lan 1,25%
Trén 7 lan 0,63%
C’ong chgc gay phién ha, Cé 0,42%
sach nhieéu
Cong chuc gol yndp | g 0,00%
tién ngoai phi/l¢€ phi
) bung hen 98,13%
Cf)’ quan trd két qua Sém hen 1.67%
diang hen _
Tré hen 0,21%
C.cz’ quan thong bao vé Cé 100,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 0,00%
hen
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54. THAI BINH

TIEP CAN DICH VU
1 | Noi ngdi cho c6 dit chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, td chue dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chie hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Tha tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai ndp ding quy dinh
8 | Mtrc phi/l¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 [ Cong chirc c6 thai 46 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe y kién
12 | Cong chirc tra 10i, giai thich dy du
13 | Céng chitc huéng dan ké khai hd so chu ddo, day du
14 | Cong chirc huéng dan ké khai ho so dé hiéu
15 | Congchiie tudn thu ding quy dinh trong gii quyét cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hod so ding quy dinh
17 | Két qua co thong tin day du
18 | Két qua c6 thong tin chinh xéc
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi d& dang
21 | Co quan tiép nhan, xtt Iy gop ¥, phan anh, kién nghi tich cuc
22 | Coquan théng béo két quéa xtr 1 gdp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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7,92%
8,33%
12,29%
9,38%
9,48%

6,88%
5,42%
4,17%
5,83%
6,25%
5,71%

6,67%
6,46%
7,71%
5,00%
5,42%
5,83%
6,18%

6,04%
4,79%
5,00%
5,28%

8,33%
16,67%
12,50%
16,67%
13,54%




54. THAI BINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 55,63%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 25 00%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,92%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 37,92%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 8,75%

6 Tiép tuc don gian hoa thu tuc hanh chinh 53,33%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 45,21%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 14,58%

9 | Cai thién thai do giao tiép ctia cong chirc 4,79%

10 | Cai thién tinh than phuc vu cua cong chuc 3,54%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,13%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 10,42%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 9,38%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%

BAO CAO SIPAS 2018 254




55. THAI NGUYEN

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 50,83%
) Tai B6 phan Mot cura cép huyén 33,82%
Si(écquan glat quyct cong Tai B phan Mot cuira cép tinh 18,26%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 7,88%
Khac 0,83%
Thong qua nguoi than, ban be 23,65%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 67,22%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 19,50%
cong viee Thong qua mang Internet 9,54%
Khac 4,99%
Qua cong chrc tai noi ndp hd so 80,29%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 30,08%
vé biét vé quy dinh thu | Qua qua Internet 477%
tuc hanh chinh Qua qua ngudi than, ban be. 3,94%
Khac 1,04%
1-2 1an 69,50%
S6 lan di lai dé giai 3-4 lan 25,31%
quyet cong viee 5-7 lan 2,49%
Trén 7 lan 2,70%
C’ong chgc gay phién ha, Cé 1.46%
sach nhieéu
Cong chuc gol yndp | g 0,83%
tién ngoai phi/l¢€ phi
) bung hen 94,61%
Cf)’ quan trd két qua Sém hen 1.66%
diang hen .
Tré hen 3,73%
C.cz’ quan thong bao vé Cé 55.56%
viéc tre€ hen
Co quan xin 161 vi tré Cé 22 229
hen
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55. THAI NGUYEN

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng dan ké khai ho so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chire thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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9,75%
9,96%
27,39%
16,18%
15,82%

5,81%
4,77%
5,19%
4,98%
8,09%
5,77%

12,03%
8,92%
8,92%
8,71%

11,00%

10,37%
9,99%

7,68%
5,60%
5,60%
6,29%

17,14%
20,00%
17,14%
17,14%
17,86%




55. THAI NGUYEN

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 63,20%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 21.21%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,40%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 28,48%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 16,63%

6 Tiép tuc don gian hoa thu tuc hanh chinh 47,40%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 38,88%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 10,81%

9 | Cai thién thai do giao tiép ctia cong chirc 6,86%

10 | Cai thién tinh than phuc vu cua cong chuc 3,95%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,36%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 11,02%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 13.93%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,66%
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56. THANH HOA

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B6 phan Mot cua cép xa 50,36%
) Tai B6 phan Mot cura cép huyén 35,85%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 10,89%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 18,00%
Khac 2,18%
Thong qua nguoi than, ban be 22,64%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 65,89%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 23,95%
cong viee Thong qua mang Internet 12,34%
Khac 2,90%
Qua cong chrc tai noi ndp hd so 71,55%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 32,80%
vé biét vé quy dinh thu | Qua qua Internet 9,58%
tuc hanh chinh Qua qua nguoi than, ban be. 7,11%
Khac 0,44%
1-2 1an 86,07%
S6 lan di lai dé giai 3-4 lan 11,18%
quyet cong viee 5-7 lan 1,89%
Trén 7 lan 0,87%
C’ong chgc gay phién ha, Cé 2 61%
sach nhieéu
Cong chuc gol yndp | g 1,74%
tién ngoai phi/l¢€ phi
) bung hen 95,07%
Cf)’ quan trd két qua Sém hen 1.31%
diang hen _
Tré hen 3,63%
C.cz’ quan thong bao vé Cé 24,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 8,00%
hen
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56. THANH HOA

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién g6p v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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9,29%
11,76%
23,66%
19,16%
15,97%

10,16%
10,89%
9,72%
11,61%
8,56%
10,19%

12,77%
12,63%
12,05%
8,85%
12,48%
11,32%
11,68%

9,14%
7,55%
7,84%
8,18%

12,93%
12,07%
12,93%
11,21%
12,28%




56. THANH HOA

M6¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 76,92%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 26.56%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 36,43%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 40,49%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 5,22%

6 Tiép tuc don gian hoa thu tuc hanh chinh 41,22%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 33,82%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 7,98%

9 | Cai thién thai do giao tiép ctia cong chirc 3,19%

10 | Cai thién tinh than phuc vu cua cong chuc 2,32%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,71%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 5,37%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.03%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,58%

BAO CAO SIPAS 2018 260



57. THUA THIEN - HUE

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai B phan Mot ctra cap xa 42,50%
) Tai B6 phan Mot cura cép huyén 32,08%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,67%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 19,17%
Khac 1,25%
Thong qua nguoi than, ban be 13,54%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 56,88%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 24,79%
cong viee Thong qua mang Internet 8,96%
Khac 3,33%
Qua cong chrc tai noi ndp hd so 72,92%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 25,42%
vé biét vé quy dinh thu | Qua qua Internet 4,17%
tuc hanh chinh Qua qua ngudi than, ban be. 3,13%
Khac 0,21%
1-2 1an 84,17%
S6 lan di lai dé giai 3-4 lan 13,13%
quyet cong viee 5-7 lan 2,08%
Trén 7 lan 0,63%
C’ong chgc gay phién ha, Cé 1,88%
sach nhieéu
Cong chuc gol yndp | g 0,63%
tién ngoai phi/l¢€ phi
) bung hen 93,96%
Cf)’ quan trd két qua Sém hen 1.46%
diang hen _
Tré hen 4,58%
C.cz’ quan thong bao vé Cé 36,36%
viéc tre€ hen
Co quan xin 161 vi tré Cé 18,18%
hen
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57. THUA THIEN - HUE

TIEP CAN DICH VU -
1 | Noi ngdi cho c6 di chd ngdi cho nguoi dan, t6 chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH -
5 | Thu tuc hanh chinh dugc niém yét cong khai day du
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC I
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chire tra 16i, giai thich ddy du
13 | Cong chirc huéng dén ké khai hd so chu d4o, day du
14 | Céng chirc huéng din ké khai hd so d hidu
15 | Congchiretun thi diing quy dinh trong i quyét cong viee
Cong chirc noi chung
KET QUA ]
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua c6 thong tin dy dit
18 | Két qué c6 thong tin chinh x4c
Két qua néi chung
TIEP NHAN, XULY Y KIEN GYPAKN -
19 | Co quan c6 bé tri hinh thitc tiép nhan g6p §, phan anh, kién nhi
20 | Nguoi dan, t6 chirc thyc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Coquan thong bio két qua xirly g6p ¥, phén anh, kién nghi kip thoi
Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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57. THUA THIEN - HUE

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 59,58%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 75%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 26,88%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 27,08%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 15,00%

6 Tiép tuc don gian hoa thu tuc hanh chinh 49,38%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 43,96%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 10,42%

9 | Cai thién thai do giao tiép ctia cong chirc 5,21%

10 | Cai thién tinh than phuc vu cua cong chuc 5,21%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 5,83%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 10,21%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.46%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,04%
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58. TIEN GIANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 41,88%
) Tai B6 phan Mot cura cép huyén 42,08%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 17,08%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 1,67%
Khac 1,88%
Thong qua nguoi than, ban be 20,83%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 61,25%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 7,71%
cong viee Thong qua mang Internet 4,58%
Khac 7,71%
Qua cong chrc tai noi ndp hd so 80,21%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 10,63%
vé biét vé quy dinh thu | Qua qua Internet 3,33%
tuc hanh chinh Qua qua ngudi than, ban be. 5,63%
Khac 1,67%
1-2 1an 67,50%
S6 lan di lai dé giai 3-4 lan 23,13%
quyet cong viee 5-7 lan 5,83%
Trén 7 lan 3,54%
C’()ng chirc gay phién ha, Cé 1.67%
sach nhieéu
Cong chuc gol yndp | g 0,83%
tién ngoai phi/l¢€ phi
) bung hen 91,88%
Cf)’ quan trd két qua S6m hen 1.88%
diang hen —
Tré hen 6,25%
C.cz’ quan thong bao vé Cé 40,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 13,33%
hen
BAO CAO SIPAS 2018 264




58. TIEN GIANG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

20,00%
22,71%
30,83%
27,50%
25,26%

19,38%
19,38%
16,46%
17,92%
16,88%
18,00%

16,46%
16,88%
18,13%
16,88%
17,92%
18,13%
17,40%

14,38%
15,00%
14,58%
14,65%

31,68%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 33,66%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 27,72%

22 | Coquan thong béo két qua xir Iy gdp ¥, phan anh, kién nghi kip thoi 25,74%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 29,70%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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58. TIEN GIANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 59,58%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 37.08%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,08%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 21,25%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 8,54%

6 Tiép tuc don gian hoa thu tuc hanh chinh 41,88%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 49,38%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 13,96%

9 | Cai thién thai do giao tiép ctia cong chirc 7,29%

10 | Cai thién tinh than phuc vu cua cong chuc 6,04%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 8,13%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 12,92%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.67%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,67%

BAO CAO SIPAS 2018 266



59. TRA VINH

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 46,54%
) Tai B6 phan Mot cura cép huyén 37,74%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 15,30%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 10,69%
Khac 1,26%
Thong qua nguoi than, ban be 20,75%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 62,26%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 12,79%
cong viee Thong qua mang Internet 3,14%
Khac 5,87%
Qua cong chrc tai noi ndp hd so 77,57%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 17,82%
vé biét vé quy dinh thu | Qua qua Internet 3,56%
tuc hanh chinh Qua qua ngudi than, ban be. 5,45%
Khac 2,10%
1-2 1an 80,50%
S6 lan di lai dé giai 3-4 lan 15,51%
quyét cong vigc 5-7 lan 3,14%
Trén 7 lan 0,84%
C’ong chgc gay phién ha, Cé 1.68%
sach nhieéu
Cong chuc gol yndp | g 1,26%
tién ngoai phi/l¢€ phi
) Dung hen 92,66%
Cf)’ quan trd két qua Sém hen 210%
dang hen .
Tré hen 5,24%
C.cz’ quan thong bao vé Cé 52,00%
viéc tre€ hen
Co quan xin 161 vi tré Cé 28.00%
hen
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59. TRA VINH

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

11,32%
15,51%
22,43%
23,27%
18,13%

11,74%
13,63%
11,32%
15,72%
11,74%
12,83%

11,53%
11,74%
12,37%
13,42%
16,14%
17,19%
13,73%

12,16%
14,05%
13,00%
13,07%

15,00%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 18,75%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 16,25%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 16,25%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 16,56%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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59. TRA VINH

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 62,26%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 31.66%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 19,08%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 32,49%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,50%

6 Tiép tuc don gian hoa thu tuc hanh chinh 46,75%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 46,54%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 11,11%

9 | Cai thién thai do giao tiép ctia cong chirc 8,39%

10 | Cai thién tinh than phuc vu cua cong chuc 5,24%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 10,27%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 7,34%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 11.11%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 1,26%
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60. TUYEN QUANG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 43,28%
) Tai B6 phan Mot cura cép huyén 41,46%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 15,26%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 6,15%
Khac 0,68%
Thong qua nguoi than, ban be 22,10%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 69,70%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 18,91%
cong viee Thong qua mang Internet 7,29%
Khac 1,37%
Qua cong chrc tai noi ndp hd so 77,45%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 28,93%
vé biét vé quy dinh thu | Qua qua Internet 7,29%
tuc hanh chinh Qua qua ngudi than, ban be. 6,15%
Khac 0,00%
1-2 1an 74,94%
S6 lan di lai dé giai 3-4 lan 16,86%
quyet cong viée 5-7 lan 5,47%
Trén 7 lan 2,73%
C’ong chgc gay phién ha, Cé 4.78%
sach nhieéu
Cong chuc gol yndp | g 5,01%
tién ngoai phi/l¢€ phi
) Dung hen 89,52%
Cf)’ quan trd két qua Sém hen 0.91%
diang hen _
Tre hen 9,57%
C.cz’ quan thong bao vé Cé 19.05%
viéc tre€ hen
Co quan xin 161 vi tré Cé 19,05%
hen
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60. TUYEN QUANG

TIEP CAN DICH VU
1 | Noi ngdi chd co di chd ngdi cho ngudi déan, td chirc
2 | Trang thiét bi phuc vu nguoi dan, td chuc dﬁy da
3 | Trang thiét bi phuc vu nguoi dan, td chue hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chuc dé sir dung
Tiép can dich vu néi chung
THU TUC HANH CHINH
5 | Thi tyc hanh chinh dugc niém yét cong khai day du
6 | Thu tuc hanh chinh dugc niém yét cong khai chinh xéac
7 | Thanh phan ho so phai nop dung quy dinh
8 [ Murc phi/l€ phi phai ndp ding quy dinh
9 | Thoi han giai quyét cong viée dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai dd giao tiép lich su
11 | Cong chirc chu y ling nghe ¥ kién
12 | Cong chirc tra 10i, giai thich ddy du
13 | Coéng chirc huéng dan ké khai hd so chu déo, diy du
14 | Cong chirc hudng din ké khai hd so dé hiéu
15 | Congchie tuéin thi diing quy dinh trong giéi quyet cong viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét hd so dung quy dinh
17 | Két qua co thong tin day du
18 | Két qua co thong tin chinh xac
Két qua néi chung
TIEP NHAN, XU'LY Y KIEN GYPAKN
19 | Co quan ¢6 b tri hinh thirc tiép nhan gop ¥, phan anh, kién nghi
20 | Nguoi dan, t6 chie thuc hién gop ¥, phan anh, kién nghi dé dang
21 | Co quan tiép nhan, xtr Iy gop ¥, phan anh, kién nghi tich cuc
22 | Co quan thong béo két qua xtr Iy gop ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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20,27%
27,33%
37,59%
30,07%
28,82%

17,77%
17,08%
13,21%
13,44%
19,13%
16,13%

16,86%
19,82%
19,82%
13,44%
17,77%
16,86%
17,43%

14,58%
14,58%
13,67%
14,27%

22,41%
22,41%
22,41%
27,59%
23,71%




60. TUYEN QUANG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 66,06%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 31.21%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 33,03%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,75%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 9,57%

6 Tiép tuc don gian hoa thu tuc hanh chinh 34,85%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 35,76%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 10,93%

9 | Cai thién thai do giao tiép ctia cong chirc 5,92%

10 | Cai thién tinh than phuc vu cua cong chuc 3,19%

11 | Nang cao ning luc giai quyét cong viéc cua cong chirc 5,69%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 14,81%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 17.77%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,23%
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61. VINH LONG

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 49,26%
) Tai B6 phan Mot cura cép huyén 38,11%
Si(écquan glat quyct cong Tai BO phan Mot ctra cép tinh 16,63%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 2,11%
Khac 0,42%
Thong qua nguoi than, ban be 16,21%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 66,53%
v€ co quan giai quyét Thong qua phuong tién thong tin dai ching 13,89%
cong viee Thong qua mang Internet 4,63%
Khac 2,53%
Qua cong chrc tai noi ndp hd so 65,05%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 31,16%
vé biét vé quy dinh thu | Qua qua Internet 1,89%
tuc hanh chinh Qua qua nguoi than, ban be. 4,21%
Khac 0,42%
1-2 1an 84,21%
S6 lan di lai dé giai 3-4 lan 13,05%
quyet cong viee 5-7 lan 1,68%
Trén 7 lan 1,05%
C’ong chgc gay phién ha, Cé 1.68%
sach nhieéu
Cong chuc gol yndp | g 2,32%
tién ngoai phi/l¢€ phi
) bung hen 93,89%
Cf)’ quan trd két qua Sém hen 1,05%
diang hen _
Tré hen 5,05%
C.cz’ quan thong bao vé Cé 37.50%
viéc tre€ hen
Co quan xin 161 vi tré Cé 16.67%
hen
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61. VINH LONG

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, t6 chirc day du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/l¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe ¥ kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

17,05%
23,37%
33,89%
28,63%
25,74%

16,00%
17,47%
18,11%
19,58%
21,26%
18,48%

19,79%
20,84%
21,47%
19,79%
22,11%
21,68%
20,95%

19,37%
17,05%
18,95%
18,46%

37,50%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyuc hién gop ¥, phan anh, kién nghi dé dang 39,58%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 42,71%

22 | Coquan thong béo két quaxr 1y g6p ¥, phan nh, kién nghj kip thoi 50,00%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 42,45%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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61. VINH LONG

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 65,05%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 28 84%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 17,68%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 35,58%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 14,53%

6 Tiép tuc don gian hoa thu tuc hanh chinh 31,58%

7 | Rat ngén thoi gian giai quyét tha tuc hanh chinh 42,74%

8 | Giam phi/lé phi giai quyét thu tuc hanh chinh 16,63%

9 | Cai thién thai do giao tiép ctia cong chirc 12,21%

10 | Cai thién tinh than phuc vu cua cong chuc 4,21%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 12,63%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A pin 7,58%
nguoi dan, to chirc dé dang, thuan tién

13 Tlep r!han: gial qu‘y.et y kién gép y, phan anh, kién nghi cia nguoi 10.74%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,63%
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62. VINH PHUC

NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 48,85%
) Tai B6 phan Mot cura cép huyén 28,81%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 11,69%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 12,53%
Khac 1,04%
Thong qua nguoi than, ban be 21,29%
Keénh thong tin 8 bi,é ¢ Théng qua chinh quyén cap xa 58,87%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 16,70%
cong viee Thong qua mang Internet 4,38%
Khac 3,55%
Qua cong chrc tai noi ndp hd so 72,86%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 26,51%
vé biét vé quy dinh thu | Qua qua Internet 1,88%
tuc hanh chinh Qua qua nguoi than, ban be. 2,51%
Khac 0,00%
1-2 1an 75,89%
S6 lan di lai dé giai 3-4 lan 16,98%
quyet cong viée 5-7 lan 4,19%
Trén 7 lan 2,94%
C’ong chgc gay phién ha, Cé 5,01%
sach nhieéu
Cong chuc gol yndp | g 1,67%
tién ngoai phi/l¢€ phi
) Dung hen 84,34%
Cf)’ quan trd két qua Sém hen 2 09%
diang hen _
Tré hen 13,57%
C.cz’ quan thong bao vé Cé 36,92%
viéc tre€ hen
Co quan xin 161 vi tré Cé 21.54%
hen
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62. VINH PHUC

TIEP CAN DICH VU
1 | Noi ngdi chd c6 dir chd ngdi cho ngudi dan, to chirc
2 | Trang thiét bi phuc vu nguoi dan, t6 chirc day du
3 | Trang thiét bi phuc vu nguoi dan, t6 chic hién dai
4 | Trang thiét bi phuc vu nguoi dan, td chue dé sir dung
Tiép can dich vu né6i chung
THU TUC HANH CHINH
5 | Thu tyc hanh chinh dugc niém yét cong khai day dua
6 | Thi tuc hanh chinh dugc niém yét cong khai chinh xac
7 | Thanh phan hd so phai ndp ding quy dinh
8 | Mtrc phi/I¢ phi phai ngp dung quy dinh
9 | Thoi han giai quyét cong viéc dung quy dinh
Thu tuc hanh chinh néi chung
CONG CHUC
10 | Cong chirc co thai d6 giao tiép lich su
11 | Cong chirc chu ¥ ling nghe ¥ kién
12 | Cong chc tra 10i, giai thich day du
13 | Cong chirc hudng dan ké khai hd so chu dao, day du
14 | Cong chirc huéng dan ké khai ho so dé hicu
15 | Congchire tuan thi diing quy dinh trong giéi quyét cdng viée
Cong chirc néi chung
KET QUA
16 | Két qua giai quyét ho so diing quy dinh
17 | Két qua c6 thong tin diy du
18 | Két qua c6 thong tin chinh xac
Két qua néi chung
TIEPNHAN, XU'LY Y KIEN GYPAKN
19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi
20 | Ngudi dan, t6 chire thuc hién gop v, phan anh, kién nghi dé dang
21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc
22 | Coquan théng bao két qua xir 1y 2dp ¥, phan anh, kién nghi kip thoi

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung

Chi s6 hai long vé su phuc vu hanh chinh tinh
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6,89%
9,81%
20,46%
16,08%
13,31%

7,52%
8,98%
6,89%
6,05%
9,66%
7,82%

7,74%
10,65%
9,60%
8,35%
7,52%
9,41%
8,88%

6,68%
5,43%
6,26%
6,12%

14,00%
19,00%
11,00%
20,00%
16,00%




62. VINH PHUC

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 59,29%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 33.19%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 29,02%
Tang cudng tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 39,87%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 10,23%

6 Tiép tuc don gian hoa thu tuc hanh chinh 52,61%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 38,41%

8 | Giam phi/é phi giai quyét thu tuc hanh chinh 7,31%

9 | Cai thién thai do giao tiép ctia cong chirc 4,59%

10 | Cai thién tinh than phuc vu cua cong chuc 4,80%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,19%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 3,97%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 7,31%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,21%
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63. YEN BAI

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

Tai BO phan Mot ctra cép x4 47,71%
) Tai B6 phan Mot cura cép huyén 38,54%
Si(écquan glai quyct cong Tai B phan Mot cuira cép tinh 14,58%
' Tai Trung tim Phuc vu hanh chinh cong cép tinh 9,17%
Khac 0,63%
Thong qua nguoi than, ban be 14,38%
Kénh thong tin dé biét Théng qua chinh quyén cap xa 65,42%
v€ co quan giai quyeét Thong qua phuong tién thong tin dai ching 23,75%
cong viee Thong qua mang Internet 4,38%
Khac 1,88%
Qua cong chrc tai noi ndp hd so 80,21%
Kénh thong tin dé biét Qua niém yét cong khai tai noi ndp ho so, 21,46%
vé biét vé quy dinh thu | Qua qua Internet 2,29%
tuc hanh chinh Qua qua ngudi than, ban be. 2,08%
Khac 0,21%
1-2 1an 83,05%
S6 lan di lai dé giai 3-4 lan 11,92%
quyet cong viee 5-7 lan 2,72%
Trén 7 lan 2,30%
C’ong chgc gay phién ha, Cé 1.89%
sach nhieéu
Cong chuc gol yndp | g 2,08%
tién ngoai phi/l¢€ phi
) Dung hen 93,75%
Cf)’ quan trd két qua Sém hen 2 08%
diang hen _
Tré hen 4,17%
C.cz’ quan thong bao vé Cé 23.81%
viéc tre€ hen
Co quan xin 161 vi tré Cé 9,520
hen
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63. YEN BAI

TIEP CAN DICH VU

Noi ngoi cho c6 dia cho ngdi cho nguoi dan, td chiic

Trang thiét bi phuc vu nguoi dan, td chue déy du

Trang thiét bi phuc vu nguoi dan, t6 chic hién dai

AW IN |-

Trang thiét bi phuc vu nguoi dan, td chue dé sir dung

Tiép can dich vu n6i chung

THU TUC HANH CHINH

Thi tuc hanh chinh dugc niém yét cong khai day da

Th tuc hanh chinh dugc niém yét cong khai chinh xac

Thanh phan ho so phai ndp diing quy dinh

Mirc phi/I¢ phi phai ndp ding quy dinh

© |00 N O |Oo1

Thoi han giai quyét cong viéc dung quy dinh

Thu tuc hanh chinh néi chung

CONG CHUC

10

Cong chirc ¢6 thai do giao tiép lich su

11

Cong chirc chu ¥ ling nghe y kién

12

Cong chc tra 101, giai thich day du

13

Cong chtrc hudng dan ké khai ho so chu ddo, day du

14

Cong chtrc hudng dan ké khai ho so dé hiéu

15

Céngchucwénﬂmdmgquydmhuongglalquyétcéngwéc

Cong chirc néi chung

KET QUA

16

Két qua giai quyét ho so diing quy dinh

17

Két qua co thong tin ddy du

18

Két qua co thong tin chinh xac

Két qua néi chung

TIEP NHAN, XU'LY Y KIEN GYPAKN

15,42%
20,00%
32,71%
25,00%
23,28%

14,17%
16,25%
16,46%
16,04%
15,00%
15,58%

15,00%
16,67%
16,67%
15,83%
16,88%
16,25%
16,22%

15,42%
13,33%
13,75%
14,17%

28,30%

19 | Co quan c6 bd tri hinh thirc tiép nhan gop v, phan anh, kién nghi

20 | Nguoi dan, t6 chirc thyc hién gop v, phan énh, kién nghi dé dang 28,30%

21 | Co quan tiép nhén, xtt Iy g6p ¥, phan anh, kién nghi tich cuc 28,30%

22 | Coquan thong béo két qua xir Iy gdp ¥, phan anh, kién nghi kip thoi 26,42%

Tiép nhan, xir 1y ¥ kién GYPAKN néi chung 27,83%

Chi s6 hai long vé su phuc vu hanh chinh tinh
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63. YEN BAI

M¢ rong cac hinh thire thong tin dé nguoi dan, t6 chirc biét dén co

1 | quan noi ndp ho so va nhan ket qua giai quyet thu tuc hanh chinh | 55,00%
mot cach dé¢ dang, nhanh chéng

5 Cai thle_‘:r) C[]at llrc_mg co so vat chat; hién dai hoa trang thiét bi phuc 27.29%
vu nguoi dan, to chac

3 | Tang cudng niém yét cong khai, minh bach quy dinh thi tuc hanh chinh | 22,71%
Tang cuong tiép nhan hd so va tra két qua giai quyét thi tuc hanh

4 , N n 30,63%
chinh qua dudng buu dién

5 Béy manh dich vu cong truc tuyén muc do 3, 4 6,88%

6 Tiép tuc don gian hoa thu tuc hanh chinh 53,96%

7 | Rut ngén thoi gian giai quyét tha tuc hanh chinh 45,83%

8 | Giam phi/l¢ phi giai quyét thu tuc hanh chinh 18,33%

9 | Cai thién thai do giao tiép ctia cong chirc 6,04%

10 | Cai thién tinh than phuc vu cua cong chuc 3,96%

11 | Nang cao ning luc giai quyét cong viéc caa cong chirc 9,38%
B4 tri hinh thiic tiép nhan ¥ kién gop y, phan anh, kién nghi cua

12 N S A gin 10,42%
nguoi dan, to chirc dé dang, thuan tién
Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi cta nguoi

13 IR ST - 9,38%
dan, t6 chirc kip thoi, tich cuc

14 | Khac 0,00%

BAO CAO SIPAS 2018 281




PHU LUC 2
MAU PHIEU PIEU TRA XA HQOI HQC NAM 2018

M3 s6phiéu: .................

BO NOI VU

] _PHIEU KHAO SAT SU HAI LONG
CUA NGUOI DAN POI VOI SU' PHUC VU CUA CO QUAN
HANH CHINH NHA NUGC

Dich vu hanh chinh cong:

A. PHAN THONG TIN CHUNG

I. MUC PiCH KHAO SAT

Pé c6 co so cai thién chat luong phuc vu nguoi dan, to chic ciia co quan hanh
chinh nha nuéc, Bo Noi vu tién hanh khao sat mtc do hai 1ong ciia nguoi dan, to chuc
d6i voi sy phuc vu cta co quan hanh chinh nha nudc thong qua viéc cung @ng dich vy
hanh chinh cong.

Bo Noi vu kinh mong Ong/Ba tra 11 day du, chinh xac, khach quan cac ciu hoi
trong phiéu khao sat nay.

Xin tran trong cam on Ong/Ba!

II. HUONG DAN TRA LOI CAC CAU HOI

Xin Ong/Ba danh dau (x) vao 6 vuéng( O) hodc khoanh tron vao muirc diém
(5,4,3,2,1) twong rng V41 phuong an tra 161 ma Ong/Ba chon doi véi tung cau hoi.
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III. THONG TIN VE NGUOI TRA LOI

Pé nghi Ong/Ba chi tra 10i cic ciu héi & 1 hap trong 2 hop nay.

HOP 1

Danh cho ngwoi giai quyét cong viéc
cho ¢4 nhian minh.

1. P tudi:

O Dudi 25 tudi

O 25 - 34 tudi

O 35 - 49 tudi

O 50 - 60 tudi

O Trén 60 tudi

2. Gioi tinh:
O Nam
O N

3. Trinh d$ hoc van:

O Tiéu hoc (cap 1)

O Trung hoc co so (cap 1)

O Trung hoc phé thong (cap 111)
O Day nghé/Trung cap/Cao dang
0 Pai hoc

O Trén Pai hoc

O Khac (xin viét cu thé):

4. Nghé nghiép:

O Lam noi trg/Lao dong tu do

O Nghi huu

O Sinh vién

O Lam viéc tai to chirc/doanh nghiép
trong linh vuc tu

O Can b¢/cong chirc/vién chitc/nguoi
cong tac trong luc lugng vii trang

O Khac (xin viét cu thé):

5. Noi sinh song:

D6 thi

OONong thon

COMién nui

OHai dao

OKhac (xin viét cu thé):

HOP 2

Danh cho nguoi giai quyét cong viec
cho co quan/td chirc noi dang lam viéc.

1. Loai hinh co quan/té chirc noi dang
lam viéc:

O Co quan hanh chinh nha nuéc/Pon vi
su nghiép cong/Co quan luc luwong vii trang/To
chtc chinh tri xa hoi.

O T6 chirc nude ngoai.

O T6 chirc phi chinh phu/Hiép hoi/Hoi.

O Doanh nghi¢p nha nudéc.

O Doanh nghiép tu nhan/Cong ty
TNHH/Cong ty c6 phan/Cong ty hop danh.

O Doanh nghi¢p nudc ngoai/Doanh
nghiép lién doanh/Cong ty nudc ngoai.

O Khac (xin viét cu thé):

2. Vi tri cong viéc:

O Gidm d6¢/Phé Giam doc.

O Truong phong/Pho truong phong hoac
tuong duong.

O Ké toan trugng.

O K§ su/Ké toan

O Nhan vién van phong/k¥ thuat vién

O Khac (xin viét cu thé):

3. Giéi tinh:

O Nam

O N

4. Trinh @% hoc van:

O Tiéu hoc (cap 1)

O Trung hoc co so (cap 1)

O Trung hoc pho thong (cap 111)
O Day nghé/Trung cap/Cao dang
[ bai hoc

O Trén Pai hoc

O Khac (xin viét cu thé):
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B. PHAN CAU HOI

Céu 1.0ng/Ba da nép hd so va nhan két qua giai quyét cong viéc & co quan
nao?

OTai Bo phan Mot ctra cép x4.

OTai Bo phan Mét ctra cap huyén.

OTai Bo phan Mét ctra ctia co quan chuyén mén cap tinh.

OTai Trung tim Phuc vu hanh chinh cong cap tinh.

O Khac (Xin Viet Cuthe): ...

Cau 2. Ong/Ba biét vé By phan Mét cira/Trung tim Phuc vu hanh chinh
cong/co quan noi Ong/Ba ndp ho so va nhan két qua (bao gom cac thong tin vé tén
co quan, dia diém cia co quan; ngdy, gid lam viéc cua co quan, ...) théng qua hinh
thirc nao?

O Thong qua nguoi than, ban be.

O Théng qua chinh quyén cap xa.

O Thong qua phuong tién thong tin dai chung (tivi, dai, bao...).

O Thong qua mang Internet.

O Khac (XiNViet Cuthé): ...

Ciu 3. Ong/Ba blét vé quy dinh thanh phan hd so, trinh tir giai quyét cong
viéc, thoi han giai quyét cong viéc, mire phi/I¢ phi thong qua hinh thirc nao?

[ Thong qua cong chic tai noi nop ho so, tra két qua.

O Thong qua tai lidu niém yét cong khai tai noi nop ho so, tra két qua.

O Thong qua mang Internet.

O Thong qua nguoi than, ban be.

00 Khac (XIN VIEt Cuu the): ..o

Cau 4. Ong/Ba di lai bao nhiéu lan dé giai quyét cong viéc, tinh tir lan dau
tien Ong/Ba dén co quan cho dén 1an nhan két qua?

................ lan.

Ciu 5. Cong chirc c6 giy phién ha, sach nhiéu ddi véi Ong/Ba trong qua
trinh giai quyét cong viéc khong?

OKhong OcCo

Ciu 6. Cong chirc ¢6 goi y Ong/Ba ndp thém tién ngoai khoan phi/l¢ phi
khéng (khodn phi/lé phi la khoan tién phdi déng theo quy dinh)?

OKhong OcCo

Céu 7. Co quan tra két qua giai quyét cong viéc cho Ong/Ba c6 ding hen
khong?

Obing hen C0Sém hon hen OTré hen

- Néu céu trd |0i trén ciia Ong/Ba la “Tré hen”, xin Ong/Ba trd |6i tiép ciu
héi sau:

Co quan c6 thong bao truée cho Ong/Ba vé viéc tré hen khong?

OCo6  OKhong

Co quan c6 giri thw xin 16i Ong/Ba vi tré hen khong?

OC6  OKhong

Céu 8. Xin Ong/Ba vui 1ong cho biét mirc dd hai long cia Ong/Ba vé nhirng
néi dung sau:
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~ Xin Ong/Ba khoqnh tron vao 01 mirc diém ma Ong/Ba lwa chon, trong do:
Diém 5 weong ing “Rat hai long”, 4 twong ung “Hai long”, 3 tuwong ung “’Binh
thuong”, 2 twong ung “Khong hai long”’; ]tu’O’ﬂg g “Rat khong hai long”.

RAat Hai Binh | Khéng | Rt
Nhan dinh hai long thuong hai | khong
long long | hailong
] =5 =4 =3 =2 =1
I. TIEP CAN DICH VU
1. Noi ngol cho giai quyet cong viéc co du
5 4 3 2 1
chd ngdi cho nguoi dan, t6 chic
21 Traqng thiét bi phuc vu nguoi dén, t6 chuc 5 4 3 5 1
day du q
3._ ATrang thict bi phuc vu nguoi dan, to chirc 5 4 3 5 1
hién dai
4.* Tfang thict bi phuc vu nguoi dan, to chirc 5 4 3 9 1
de sur dung
Il. THU TUC HANH CHINH
5. Quy dinh tha tuc hanh chinh dugc niém
X, A C A e 5 4 3 2 1
yét cong khai day du
6. Quy dinh tha tuc hanh chinh dugc niém
JI C o , 5 4 3 2 1
yét cong khai chinh xac
7.Thanh phan ho so ma Ong/Ba dugc yéu
XA ) 5 4 3 2 1
cau ndp la dung quy dinh
8. Muc phi/l¢ phi ma Ong/Ba dugc yéu cau
A 1x v . 5 4 3 2 1
nop la ding quy dinh
9. Thoi han giai quyét cong viéc cuaa
Ong/Ba la ding quy dinh (tinh tor ngay 5 4 3 2 1
Ong/Ba nop ho so dén ngay nhan két qua)
III. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 5 4 3 2 1
l1<i1é.nC6ng chuc chu y lang nghe cau hoi, y 5 4 3 9 1
1A2. Cong chIAIC tra 1o, giai thich day du cac 5 4 3 9 1
cau hoi, ¥ kién
Rt Hai Binh | Khong | Rit
Nhan dinh hai long thuong hai khong
long long | hailong
=5 =4 =3 =2 =1
13}. Co}ng C}’IIIC hudng dan ké khai ho so chu 5 4 3 5 1
dao, day du
rlﬁléuCong chirc huong dan ké khai ho so de 5 4 3 9 1
15. Cong chic tuan thu dung quy dinh
X A o 5 4 3 2 1
trong glal quyét cong viec
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IV. KET QUA DICH VU

16. Két qua giai quyét ho so ciia Ong/Ba 1a
dung quy dinh

(Két qud ¢ the la dwoc cap giay to hodc bi S 4 3 2 1
tir choi cdp gidy to)

17. Két qua co thong tin day du 5 4 3 2 1

18. Két qua c6 thong tin chinh xac 5 4 3 2 1

- Néu Ong/Ba da tirng cé ¥ kién gop ¥, phan anh, kién nghij déi véi co quan, xin Ong/Ba
tiép tuc tra loi cac y tir 6 19 dén so6 22 trong cAu héi s6 8 nay.

- Néu Ong/Ba chwa tirng c¢é y kién gép ¥, phan anh, kién nghi déi véi co quan, xin
Ong/Ba b6 qua cic y tir 56 19 dén so 22 trong ciu hai s6 8 nay.

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

19. Co quan ¢6 bo tri hinh thic tiep nhan | 5 4 3 2 1
gop ¥, phan anh, kién nghi cua ngudi dén,
to chuc

20. Ong/Ba dé dang thyc hién gop y, phan | 5 4 3 2 1
anh, kién nghi

21. Co quan tiép nhan va xu 1y tich cuc cac 5 4 3 2 1
gop v, phan anh, kién nghi ciia Ong/Ba

22. Co quan c6 thong bao kip thoi két qua | 5 4 3 2 1
xu ly céc y kién gop ¥, phan anh, kién nghi
cua Ong/Ba

Ciu 9. Pé nang cao chat lwong phuc vu nguoi dan, to6 chirc trong thai gian
t6i, Ong/Ba mudn co quan hanh chinh nha nwéc wu tién cai cach 03 ndi dung nao
trong sé cac ndi dung dwéi day?

0 M0 rong cac hinh thirc thong tin dé nguoi dan, t6 chuc biét dén co quan
noi nop hod so va nhan két qua giai quyét thu tuc hanh chinh mét cach dé
dang, nhanh chong.

Cai thién chat luong co s& vat chét; hién dai héa trang thiét bi phuc vu
ngudi dan, to chuc.

Tang cudng niém yét cong khai, minh bach quy dinh thu tuc hanh chinh.
Tang cuong tiép nhan ho so va tra két qua giai quyét tha tuc hanh chinh
qua duong buu dién.

DPay manh dich vu cong truc tuyén mic do 3, 4.

Tiép tuc don gian hoa thi tyc hanh chinh.

Rt ngan thoi gian giai quyét thi tuc hanh chinh.

Giam phi/1é phi giai quyét thu tuc hanh chinh.

Cai thién thai do giao tiép cua cong chuc.

Cai thién tinh than phuc vu Cua cong chirc.

Néng cao nang lyc giai quyét cong vigc cua cong chuc.

B tri hinh thirc tiép nhan ¥ kién goép v, phan anh, kién nghi cua nguoi
dan, t6 chirc dé dang, thuan tién hon.

oooooooOo oo d
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O Tiép nhan, giai quyét y kién goép v, phan anh, kién nghi cia nguoi dan, t6
chuc kip thoi, tich cuc.
O Khac (xin viet cu thé):

XIN TRAN TRONG CAM ON ONG/BA !
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