N CONG HOA XA HQI CHU NGHIiA VIET NAM
Poc 1ap — Tw do — Hanh phuc

BAO CAO
i 1ong ciia ngudi dan ddi véi sw phuc vu ciia
co’ quan hanh chinh nha nwéc nam 2025
(SIPAS 2025)
(kém theo Quyét dinh s 3062 /0P-UBND
ngay 01 thang07 nam 2026 cia Chii tich Uy ban nhdn dén tinh)

A, TONG QUAN VE PO LUONG SU HAI LONG CUA NGUOI DAN
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC NAM
2025

1. CO SO

Muc tiéu cai cach hanh chinh (CCHC) nha nudc giai doan 2021 - 2030 duoc
Chinh phu ban hanh tai Nghi quyét s6 76/NQ-CP ngay 15 thang 7 nam 2021 1a "Tiép
tuc xay dung nén hanh chinh dan chu, chuyén nghiép, hién dai, tinh gon, hiéu luc,
hi¢u qua, c6 nang lyuc kién tao phat trién, liém chinh, phuc vu nhan dan, trén co s
nhiing quan diém, chu truong, dudng 16i cua bang vé day manh toan dién, dong bo
cong cudc d6i moi, xay dung Nha nude phap quyén xa hoi chu nghia cua nhan dan,
do nhan dan, vi nhan dan trong giai doan 2021 - 2030" va yéu cau dat ra doi v6i nén
hanh chinh phai ldy ngudi dan 1am trung tam; 14y su hai long cta nguoi dan la thude
do danh gia chét luong phuc vu ctia co quan hanh chinh nha nuée cac cap.

Trén co s¢ cac van ban huong dan caa BO Noi vu va tinh hinh thyuc té tai dia
phuong sau khi thue hién sap xép don vi hanh chinh, Chu tich Uy ban nhan dan tinh
d3 ban hanh Ké hoach s6 101/KH-UBND ngay 16 thang 9 nim 2025 do ludng sy hai
long cua nguoi dan ddi voi su phuc vu ctua co quan hanh chinh nha nudc trén dia ban
tinh An Giang nim 2025, Quyét dinh s6 1561/QD-UBND ngay 16 thang 10 nim 2025
phé duyét Phuong an Po ludng su hai long ctia ngudi dan dbi véi su phuc vu cia co
quan hanh chinh nha nuéc trén dia ban tinh An Giang nim 2025. Noi dung ké hoach
va phuong phap do luong thyuc hién theo quy dinh tai Quyét dinh s6 1001/QD-BNV
ngay 11 thang 12 nam 2023 ctia B Ndi vu ban hanh Phuong phap do luong su hai
1ong ctia ngudi dan dbi véi sy phuc vu ctia co quan hanh chinh nha nudc giai doan
2023 - 2026, dong thoi c6 diéu chinh, bo sung phit hop voi quy mo, dic diém dja ban
va to chirc b may cta tinh sau sap nhép.

Il. PHUONG PHAP

Do luong su hai l1ong ciia nguoi dan nam 2025 thuc hién theo Quyét dinh sb
1561/Qb-UBND ngay 16 thang 10 ndm 2025 phé duyét Phuong an Po ludong su hai
long cua nguoi dan ddi voi su phuc vu cta co quan hanh chinh nha nudc trén dia ban
tinh An Giang nam 2025. Phiéu khao sat gidy duoc dua truc tiép dén nguoi dan thuc
hién thi tuc hanh chinh (da c6 két qua giai quyét) trong thoi gian tir ngay 01 thang 7
nam 2025 dén ngay 30 thang 9 nam 2025 tai 14 so, ban, nganh tinh va 102 Uy ban



2

nhan dan x4, phuong, dic khu. S6 phiéu khao sat phatrala1.722 phiéu; tong sb phiéu
thu vé dat yéu cau dua vao phan tich l1a 1.402 phiéu, dat ty 1€ 81,42%.
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I11. THANH PHAN NHAN KHAU HQC

~ Trong s6 1.402 nguoi tham gia tra 1oi phiéu (hop 18), ¢4 nhan 12 1.256, dai dién
to chuc la 146.

1. Ca nhéan
Céa nhan 1a 1.256 ngudi tra 161 phiéu, trong do:
- Nam chiém 58,60% (736 ngudi), nit chiém 41,40% (520 ngudi).

- Thanh phan dan toc dong nhat 1a Kinh 1.182 nguoi v6i 94,11%, khéc 74
nguoi, chieém 5,89%.

- Tudi trén 60 tudi 1a 118 nguoi, chiém ty 1é nhd 9,39%, tir 18 - 60 tudi 1a 1.138
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nguoi, chiém 90,61%, day 1a lyc lugng nam trong do tudi lao dong, cling 1a doi tuong
thuong xuyén phat sinh cac giao dich hanh chinh (nhu lam gidy to dat dai, kinh doanh,
h¢ tich...), dam bao rang cac két qua phan anh dung trai nghiém cua nhiing nguoi
dang tryc tiép véan hanh va dong gop vao nén hanh chinh, do do két qua vé SIPAS s&
mang tinh thuce té cao.

- Trinh d6 hoc vin: Hon mét nira 12 hoc phd thong (Tiéu hoc, Trung hoc co sd,
Trung hoc phd thong) voi 719 ngudi, chiém 57,25%; Day nghé/Trung cp/Cao ding
135 ngudi, chiém 10,75%: nhom c6 trinh d6 Dai hoc/ trén DPai hoc chiém ty 16 kha tbt
v6i 1a 398 nguoi, chiém 31,69%, khac 1a 04 ngudi, chiém 0,32%. Nhom c6 trinh d6
hoc van phé thong chiém da sb (57,25%). Nhom Dai hoc/Sau dai hoc chiém 31,69%.
Diéu nay phan anh miu khao sat bao phii dugc nhiéu tang 16p tri thirc khac nhau.

- Ng}lé nghiép: Nghi huu 59 nguoi, chiérp 4,70%; khong di lam (¢ nha) 273
ngudi, chiém 21,74%; Sinh vién 27 ngudi, chiém 2,15%; Dang di 1am 636 ngudi,
chiém 50,64%; Khac 261 nguoi, chiem 20,78%.

Giéi tinh Do tuoi

1138

ofe
58,60% -g.
y 0 091 118 009
Nam 41,40% — —
Nir 18- 60 tudi Trén 60 tui

WSO phiéu mTylé (%)

Trinh d9 hoc van

Dan toc
719 WSS phidu mTy 8 (%)
398
057 135 011 . 032 4 000
[ .
,1. HC_)CxphCR) 2. Day 3. Pai hoc/ trén 4. Khac
thong (Tiéu hoc,  nghé/Trung Dai hoc

Trung hocco  c4p/Cao ding
s&, Trung hoc
mKinh mKhac phd théng)



Nghé nghiép
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2. T chirc

Pai dién t6 chuc 1a 146 nguoi co vi tri cong viéc khac nhau trong t6 churc tra
lo1 phiéu khao sat, gém: Co quan hanh chinh nha nuéc/Pon vi su nghiép cong/Co
quan luc lugng vil trang/T6 chuic chinh tri xa hoi 10 ngudi, chiém 6,85%; t6 chic
nudc ngoai 01 ngudi, chiém 0,68%; Doanh nghiép nha nudc 06 nguoi, chiém 4,11%;
Doanh nghiép tu nhan/Cong ty TNHH/Céng ty c¢6 phan/Cong ty hop danh 94 nguoi,
chiém 64,38%; Doanh nghiép nudc ngoai/ Doanh nghiép lién doanh/ Cong ty nudc
ngoai 10 nguoi, chiém 6,85%; khéac 25 chiém 17,12%.

Y kién tir nhém 6 chirc chi yéu dén tir khéi kinh té tu nhan — nhom thuong
xuyén doi hdi sy minh bach va toc dg trong giai quyét thu tuc hanh chinh.

- Gi6i tinh (vi trf cong viéc trong t6 chirc khic nhau): Nam 80 ngudi, chiém
54,79%, nit 66 ngudi, chiém 45,21%.

- Trinh d6 hoc van: Hoc pho thdng cép 1 03 nguoi, chiém 2,05%; cap I 13
nguol, chiém 8,90%, cap III 27 nguoi, chiém 18,49%; Day nghé/Trung cap/Cao dang
09 nguoi, chiém 6,16%; Pai hoc/ trén Pai hoc 94 nguoi, chiém 64,38%.

- Vi tri cong viéc: Thu truong/ Phé Thi trudng co quan, don vi 27 ngudi, chiém
18,49%; Truong phong/ Phé Truong phong hodc tuong duong 14 nguoi, chiém
9,59%; Ké toan truong/ Ké toan 08 nguoi, chiém 5 48%; Ky su/ Ky thuat vién 16
nguoi, chiém 10,96%; Nhén vién vin phong. 32 ngudi, chiém 21,92%; khac 49 nguoi,
chiém 33,56%.
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Loai hinh t6 chirc
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IV. CHI SO SIPAS

Két qua khao sat dugc tong hop, phan tich, xay dung thanh mot bo chi s6 gdbm
36 chi s6 phan 4nh nhan dinh, danh gia cua nguoi dan; 39 chi s6 phan anh muc do hai
10ng cua nguot dan va 10 chi s6 phan anh nhu cau, mong doi cua nguoi dan. B chi
s0 nay dugc xay dung trong pham vi tinh trén co s& Quyet dinh s6 776/QD-BNV ngay
04 thang 11 nam 2024 ctia B Noi vu phé duyét phleu khao sat sy hai long ctia nguoi
dan dbi voi su phuc vu cua co quan hanh chinh nha nudc nam 2024.

36 chi sé phan
Vé xay anh dg:ﬁn idé'nh' Vé cung
dung, té g irng dich vu
chirc thuc hanh chinh
hién chinh SIPAS cong
sach céng 39chisd 2°2%  10chiss
phén 4nh phén énh
mdrc dd hai nhu ciu,

long mong d¢i
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B. KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN bOI VOI
SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOGC NAM 2025

I. MUC PO NHAN PINH, PANH GIA

1. Mitc d§ quan tam cua ngwoi dan doi voi chinh sach ctia co quan nha
nuoéc ¢ dia phwong

Mirc d6 quan tAm ctia nguoi dan d6i v6i 08 nhém chinh sach nam trong khoang
tir 81,95% - 84,81%, chinh sach dugc quan tdm nhiéu nhit 1a chinh sach vé an sinh,
x3 hoi (84,81%), chinh sach duoc quan tdm it nhét 14 chinh sach phat trién kinh té &
dia phuong (81,95%). Khoang bién thién cua cac chi sé kha hep (tir 81,95% dén
84,81%), chi chénh 1&ch khoang 2,86%.

Piéu nay cho thdy nguoi dan y thirc ngudi dan ddi v6i chinh sach cia co quan
nha nude & dia phuong kha dong déu. Ho khong chi quan tdm dén loi ich cac chinh
sach dia phuong ma con theo sat hau hét cac phuong dién quan ly nha nudc. Két qua
cho thay nguoi dn quan tdm tuong dbi dong déu dén cac nhom chinh sach cua dia
phuong.

- Nhom uu tién: An sinh va An toan

An sinh xd hoi (84,81%) va trét tu, an toan xa hoi (84,4%), nhu cau dugc bao
vé va hd tro 1én trén hét. Pay 1a nhing chinh sach tac dong truc tiép dén cam giac an
tam trong cudc song hang ngay. Két qua khao sat cho thdy ngudi dan quan tim nhiéu
dén cac chinh sach an sinh x4 hdi va bao dam trat tu an toan xa hoi.

- Nhém 2: Nhu cau thiét yéu vé ha tang va dich vu cong:

Nudc sinh hoat (84,27%), kham chtra bénh (83,99%), dién sinh hoat (83,31%).
Pay 1a nhom dich vu ha ting co ban. Sy quan tam cao d6i v6i nude sinh hoat (ding
thr 3) thdm chi vuot qua ca y té va gido duc cho thiy day c6 thé 1a van dé dang nong
hodc c¢6 nhiéu bat cip tai dia phuong.

- Nhém 3: Nhoém c6 mirc quan tim thap hon

Gi4o duc phd thong (82,99%), giao thong duong bo (82,31%) va Phat tr1en kinh
té dia phuong (81,95%). Muc do quan tam dbi vé6i chinh sach phat trién kinh té thap
hon cac nhom chinh sach khac, can nghién ctru thém nguyén nhan (c6 kha nang nguoi
dan chua thay dugc mdi lién hé truc tlep gitra chinh sach kinh té cia dia phuong voi
thi tién ctia ho hodc cong tac tuyén truyen vé cac chuong trinh phat trién kinh té chua
thuc sy hidu qua hodc con xa roi thuc té).



Mirc do quan tim ciia ngwoi dan doi véi chinh sach cia co quan
nha nuwéc ¢ dia phwong

8. CHINH SACH VE AN SINH, XA HOI. 84,81
7. CHINH SACH VE NUOC SINH HOAT. 84,27
6. CHINH SACH VE DIEN SINH HOAT. 83,31
5. CHINH SACH VE GIAO THONG BPUONG BO. 82,31
4. CHINH SACH VE TRAT TU', AN TOAN XA HOI. 84,4
3. CHINH SACH VE GIAO DUC PHO THONG. 82,99

2. CHINH SACH VE KHAM, CHU*A BENH. 83,99

1. CHINH SACH PHAT TRIEN KINH TE O DIA

PHUONG. 81,95

2. Cac kénh thong tin nguoi dan sir dung dé theo déi chinh sich ciia co
quan nha nuéc

- Nhom kénh cong nghé

Qua mang Internet (45,15%), day la kénh chiém ty 1¢ cao nhat. Hién nay nguoi
dan chi dong tim kiém chinh sach qua cac nén tang Internet (Facebook, Zalo...) va
trén cac trang thong tin dién tr. Con sb nay cho thiy cac co quan hanh chinh can day
manh viéc cong khai chinh sach trén mang x4 hoi va cac trang web dé tiép can sb
dong, dic bi¢t 1a gidi tré va luc lugng lao dong.

- Nhom kénh chinh quyén va truc tiép

Qua chinh quyén (28,53%) & vi tr thir 2, bao gom viéc dén tru sd, lam viée voi
can bd mot cura, nguoi dan quan tdm dén chinh sach khi ho ¢6 nhu cau thuc hién thu
tuc hanh chinh cuy thé, day 1a nhém quan tdm c6 muc dich r0 rang.

Hop, sinh hoat tai khu dan cu (21,33%), kénh nay phan 4nh sy quan tdm cuia
cong dong dan cu dia phuong doi voi cac chinh sach sat dan nhu: dén bu dat dai, an
ninh trat tu, xay dung nong thon méi. ..

- Nhom kénh truyén thong truyén thong

Loa phat thanh xa (27,89%), c6 thé néi loa phat thanh phuong/xa van 1a cong
cu ddc thu va hi¢u qua tai cac vung ndng thon hodc vo1 doi tugng nguoi cao tuoi,
thong tin duoc dua tan tay ma khong can nguoi dan phai chu dong tim kiém. Dai, Ti
vi, Bao chi (26,46%), day la kénh tao niém tin cao nhét (tinh chinh thong) nguoi dan
theo ddi kénh nay dé xac thuc lai cac théng tin nghe duoc tir cac ngudn khac.

- Nhém kénh lan téa xa hoi

Nguoi thin, ban bé (13,41%), thong tin qua truyén miéng thudng c6 do tré va
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dé bi sai léch, nhung lai c6 tac dong tdm ly manh. Hinh thirc khac (0,5%): Chiém ty
1€ khong dang ké (pano, ap phich, to roi...).

Kénh thong tin ngudi din sir dung dé theo doi chinh sach
cda co quan nha nudc

7. QUA HINH THUCKHAC. | 0,5

6. QUA MANG INTERNET 45,15
5. QUA DA, TI VI, BAO CHI. 26,46
4. QUA NGU'O'l THAN, BAN BE. 13,41
3. QUA CHINH QUYEN. 28,53
2. QUA HOP, SINH HOAT, THONG BAO TAI KHU —
DAN CU. ’
1. QUA LOA PHAT THANH XA. 27,89

3. Cac kénh thong tin phu hop nguoi dan sir dung dé theo dbi chinh sach
cua co quan nha nwéc

Cac kénh thong tin pht hop ngudi dan str dung dé theo ddi chinh sach cia co
quan nha nudc twong d6i dong déu: Khoang cach gitta kénh thap nhat (75,13%) va
cao nhét (83,83%) khong qua lon (chi khoang 8,7%). Diéu nay chimg t6 ngudi dan
hién nay sir dung da kénh dé theo ddi chinh sach chtr khong phu thudce vao mot ngudn
duy nhét.

Viéc Internet (83,83%) va Pai/Tivi/B4o chi (83,15%) dan dau cho thy nd luc
chuyén doi sb va cong khai minh bach thong tin ctia co quan nha nuéc dang di ding
huéng. Du Internet phét trién, nhung cac kénh chinh quyén dia phuong va hop dan
van dat muc trén 79%. Diéu nay cho théy chinh sach chi thuc su dugc ung hd khi co6
su giai thich, van dong tryc tiép.

Pé nang cao hiéu qua tuyén truyén, co quan nha nudc nén p dung cong thirc
"Sb hoa thong tin - C4 nhan hoa tiép can”. Tic la dua thong tin 1én mang trudc, sau
do dung loa phat thanh va cac budi hop dan dé giai thich k¥ hon cac diém ngudi dan
con thac mic.
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Kénh théng tin phut hop ngwdi din sir dung dé theo doi
chinh sach cia co quan nha nwéc

7. QUA HINH THU'C KHAC 75,12

6. QUA MANG INTERNET (TRANG THONG TIN DIEN TU,

CONG THONG TIN DIEN TU, BAO DIEN TU, ZALO, ... 23,83

5. QUA DPAI, TI VI, BAO CHI. 83,15

4. QUA NGUOI THAN, BAN BE. 77,69
3. QUA CHINH QUYEN (NIEM YET TAI LIEU TAI
TRU SO; CONG CHUC TRA LOI, HWONG DAN.

2. QUA HOP, SINH HOAT, THONG BAO TAI KHU
DAN CU.

81,13
79,01

1. QUA LOA PHAT THANH XA. 77,37

4. Mirc d9 sin sang tham gia gép y Kién ciia ngwoi dan ddi voi chinh sach
cua co quan nha nwéc

Co t61 26,11% nguoi dan s5n~séng tham gia dong gop ¥ kién theo bat ky hinh
thirc nao. Pay 1a nhém c6 mirc do san sang tham gia goép y chinh sach cao.

- Uu tién céc hinh thtc truyén thong va truc tiép:

Gui phiéu dén tan nha/co quan (36,59%), day la hinh thirc co ty 1€ Iyra chon cao
nhat. Diéu nay cho thay nguoi dén van tin tuéng va cam thay thoai mai nhat véi cac
hinh thirc mang tinh chinh thong, c6 vin ban rd rang va tao diéu kién dé ho suy nghi
k§ truge khi tra 101 tai khong gian riéng. Hop cu dan tai noi sinh song (22, 11%), hinh
thirc nay phan anh nhu cau dugc (101 thoai tryc tiép. Tuy nhién, ty 1é nay thap hon gt
phiéu, c6 thé do nguoi dan ngai ton thoi gian di lai hodc ngai phat biéu trudc dam
dong.

- Hinh thirc hién dai va truc tuyén dang hinh thanh nhung chua cao

Trang thong tin dién tu (14,62%) va mang xa hoi (10,49%), tong cong co
khoang 25,11% wu tién cac hinh thirc truc tuyén. Ty 18 nay cho thdy mot b phén
ngudi dan (co thé 1a gidi tré, can bo, cong chirc hodc nguoi lam van phong) bat dau
thich nghi véi chuyén déi so.
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Mikc dd sin sang tham gia gop ¥ kién ciia ngudi dan
doi véi chinh sach ciia co quan nha nuéc

5. SE THAM GIA, CHO DU PU'QC XIN Y KIEN THEO

BAT KY HINH THU'C NAO. AT

4. SE THAM GIA, NEU BPUQC XIN Y KIEN THEO .
HINH THUYC TRU'C TUYEN QUA ZALO, FACEBOOK . '
3. SE THAM GIA, NEU BUQC XIN Y KIEN THEO
HINH THU'C TRU'C TUYEN TREN TRANG THONG 14,62

TIN BIEN T’ CUA CHINH QUYEN.

2. SE THAM GIA, NEU BUQC XIN Y KIEN TAI CUOC .
HOP CU’ DAN O NO' SINH SONG. s

1. SE THAM GIA, NEU DUQC XIN Y KIEN THEO

HINH THU'C GUI PHIEU XIN Y KIEN DEN GIA DINH, 36,59

CO QUAN.

5. Tinh trang cong chirc gay phién ha, sach nhiéu cho nguoi din trong qua
trinh giai quyét thu tuc hanh chinh hién nay

Diém noi bat tir s6 liéu khao sat 13 con s 90,8% ¥ kién cho rang khong cd cong
chtic nao gy phién ha. Piéu nay phan anh mot két qua rat kha quan trong cong cudc
cai cach hanh chinh. Qua d6 cling thdy hiéu qua cta viéc thuc hién cac bién phap ky
luat, ky cuong hanh chinh nhu lip dit camera giam sat tai bo phan Mot cira, quy tic
ing xu cua cong chue va viée cong khai minh bach quy trinh dé phat huy tac dung
manh mé&. Bén canh do viéc chuyén d6i so phat huy manh mé& ddy manh dich vu cong
truc tuyén da han ché su tiép xtc truc tiép giita cong chire va nguoi dan, tir 46 giam
thiéu co hoi phat sinh tiéu cuc.

Tuy nhién, van con 9,2% (130 phiéu) (8,42% + 0,78%) phan hdi vé tinh trang
sach nhiéu, con s6 8,42% cho thay hién tuong gy kho dé van con t6n tai & mot bo
phéan nho cong chire, ¢6 thé 1a nhig biéu hién nhu: yéu ciu thém glay to ngoai quy
dinh, kéo dai thoi gian hen tra két qua hodc thai d6 phuc vu thiéu chuan muc.

Ty 18 0,78% (11 phiéu) ¥ kién cho rang nhiéu cong chic giy phién ha, nhung
day la nhom chi s6 can dic biét luu tAm. N6 ¢6 thé roi vao cac linh vuc nong nhu dat
dai, xdy dung hodc cap phép kinh doanh — noi quy trinh con phirc tap va tinh tu gidc
cua cong churc chua cao.
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Tinh trang cong chirc giy phién ha, sich nhiéu cho nguoi dan
trong qua trinh giii quyet TTHC

3. NHIEU CONG CHUC GAY PHIEN HA, SACH

NHIEU CHO NGU'®l DAN. 0,78

2. MOT SO CONG CHUC GAY PHIEN HA, SACH

NHIEU CHO NGU'®'I DAN. g2

1. KHONG CO CONG CHUPC NAO GAY PHIEN HA,

SACH NHIEU CHO NGUOI DAN. 90,8

6. Tinh trang nguoi din phai dua tién ngoai quy dinh ndp phi/l¢ phi (hay
con goi la tién ""béi tron', tien "dut lot"") cho cong chirc trong qua trinh giai quyet
thu tuc hanh chinh hién nay

Ty 1¢ 91,94% ngudi dan cho rang khong phai dua tién ngoai quy dinh khi giai
quyét thu tuc hanh chinh 1a mot chi sé rét tich cuc. Piéu nay cho thy nd luc cai cach
hanh chinh, chuyén ddi s6 va viéc siét chat ky luat, thai do phuc vu di c6 hiéu qua rd
rét. Pai da s6 ngudi dan dang c6 trai nghiém t6t khi di 1am tha tuc hanh chinh. Ho
cam thay duoc t6n trong va cong viée duoc giai quyét dang quy trinh ma khong gip
rao can tiéu cuc.

Ty 18 8,06% bao gém ca "Cé mét so cong chire” (7,13%) va "Cé nhiéu cong
chirc" (0,93%):

Nhom "Cé mét s6 cong chirc” (7,13%), day 1a nhom phan 4nh thyc té, nhom
nay thuong roi vao cac linh vuc nhay cam, c6 nhi€u k& ho hodc doi hoi nhicu thu tyc
phuc tap nhu dat dai, xay dung, hay cap phép kinh doanh.

Nhom "C6 nhiéu cong chirc” (0,93%), tuy ty 1& nay chua téi 1%, nhung nd canh
béo vé su ton tai ctia nhitng han ché vé dao dirc cong vu tai mot s6 co quan hoic dia
phuong cu thé, day 1a nhom dbi tugng c6 thé gay buc xuc kéo dai néu khong duoc
chan chinh kip thoi.

Van dé "dua tién ngoai quy dinh": vé mit tam ly nguoi dan khi gap tinh trang
phién ha (chiém khoang 8%), tinh trang phién ha co thé 1am phat sinh nguy co chi phi
ngoai quy dinh. Hanh vi sach nhiéu cta cong chuc chinh 1a cach dé goi y gian tiép
cho cac khoan chi phi nay. Viéc 0,93% nguoi dan cho rang nhiéu coéng chirc sach
nhidu cho thdy mot bd phan nhoé ngudi dan van dang phai d6i mit véi ap luc phai dua
tién dé doi 14y su thuan tién.
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Tinh trang nguoi dan phai dwa tién ngoai quy dinh ndp phi/lé phi

3. C6 nhiéu codng chirc gay phién ha, sach nhiéu cho

ngui dan. 001

nguoi dan.

1.Khéng cé cong chirc ndo gay phién ha, sach nhiéu 92
cho nguoi dan.

2. C6 mot sb cong chirc gay phién ha, sach nhiéu cho I 007

7. Mitre @9 phu hop ciia cac hinh thirc giai quyét thi tuc hanh chinh

- Tryc tiép tai co quan (81,62%) du cong ngh¢ phat trién, hinh thirc nay van giir
ty 1¢ cao nhat. Piéu nay cho thay, nguoi dan van cam thay yén tam hon khi dugc gap
truc tiép can bo, co bién nhan gidy va duoc giai dap thic mic ngay lap tirc. Mot bo
phan ngudi dan (dic biét 1a nguoi 16n tudi hodc & vung sau vung xa) van chua thanh
thao cong nghé, nén vigc dén tan noi gitp ho cam thay it rai ro sai sot hon.

- Truc tuyén toan trinh (80,67%) 1a vi tri tht 2, két qua khao sat cho thiy day
la xu hudng tuong lai, cho thiy sy sin sang cta xa hoi ddi voi chuyén d6i s6. Nhan
dinh mot s6 1y do phu hop, phu hop véi gidi tré, ngudi lam kinh doanh va nhiing
nguoi ban ron dang dan thich nghi va danh gia cao sy tién loi (tiét kiém thoi gian, chi
phi di lai).

- Truc tuyén mot phan (80.51%), hinh thirc ndy c6 diém sb thap nhat trong ba
loai. Ly do c6 thé 1a: viéc phai thuc hién mot nira trén mang va mot ntra van phai dén
co quan nha nudc tao ra cam giac phién phirc hai 1an. Nguoi dan doi khi gap kho khan
khi thong tin ké khai truc tuyén khong khép hodc khong duoc chap nhan hoan toan
khi dén déi chiéu truc tiép.
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Mirc d9 phit hop ciia cc hinh thirc gidi quyét thi tuc hanh chinh

3. NOP HO SO VA NHAN KET QUA GIAI QUYET THU
TUC HANH CHINH THEO HINH THU'C TRU'C TUYEN
MOT PHAN (MOT SO CONG VIEC TRUC TIEP TAI
CO QUAN NHA NUOC VA MOT SO CONG VIEC...
2. NOP HO SO VA NHAN KET QUA GIAI QUYET THU
TUC HANH CHINH THEO HINH THU'C TRUC TUYEN
TOAN TRINH (TAT CA CAC CONG VIEC BPEU THUC
HIEN QUA MANG INTERNET).

081

081

1. NOP HO SO VA NHAN KET QUA GIAI QUYET THU
TUC HANH CHINH THEO HINH THU'C TRUC TIEP 082
(TAI CO' QUAN NHA NUOC).

II. MUC PQ HAI LONG CUA NGUOI DAN

Murc d6 hai long cua nguoi dan ddi voi su phuc vu cia co quan hanh chinh nha
nuoc trén dia ban tinh duoc téng hop tir 23 ti€u chi cua viéc xay dung, td chirc thue
hién chinh sach va 16 tiéu chi cua viéc cung tng dich vu hanh chinh cong, qua danh
gia dat 85,19%.

MUC PO HAI LONG
85,19%

L. VIEC XAY DUNG, TO CHUC I VIEC CUNG UNG DICH VU
THUC HIEN CHINH SACH CONG HANH CHINH CONG

1. Mirc dd hai 10ng ciia ngudi dan ddi voi viée xay dung, t6 chire thue hién
chinh sach

1.1. Mirc @9 hai long ciia ngudi dan ddi véi trach nhiém giai trinh ciia chinh
quyen ve chinh sach

Co6 thé thay hiéu qua trong vi¢c phu song thong tin, vdi ty 1¢ 84,49%, két qua
cho thiy cong tac cung cap thong tin duge nguoi dan danh gia tich cuc viée da dang
héa cac kénh tiép can. Viéc két hop giita cac phuong thtrc truyén thong (loa phat
thanh, hop t6 dan pho) va hién dai (trang thong tin dién tir) giup thong tin duoc truyén
tai t6i nhiéu nhom d6i twong dan cu.

Ty 1¢ 83,91% chinh quyén cung cap thong tin vé cac chinh sach day du, dé hiéu
d6i véi nguoi dan, van 1a mtrc hai 1ong rat cao, cho thdy ngudi dan danh gia twong
ddi tich cuc vé mac do dé hiéu cua thong tin chinh sach. C6 mdt sy sut giam nhe (tur
84,49% xudng 83,91%) khi chuyén tir viéc tiép cin thong tin sang viéc thau hiéu noi
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dung thdng tin. Khoang chénh 1éch nay chi ra rang du ngudi dan dé dang tim thay
thong tin, nhung mdt bd phén nhéd van cam thay ndi dung chinh sach con phuc tap
hoac chua du chi tiét dé ho nam bat hoan toan quyén loi va nghia vu cia minh.

Mikc d9 hai long ddi véi trach nhiém giai trinh
cia chinh quyén vé chinh sach

84,49

83,91

1. Chinh quyén cung cép, gidi thich thong tin vé cac 2. Chinh quyén cung cp théng tin vé cac chinh sach
chinh sach theo nhiéu hinh thire, giup moi ngwdi dan day dud, de hiéu doi véi ngwoi dan.
dé tim, dé thay.

1.2. Mitrc d hai 1ong ciia ngwoi dan ddi véi co hdi tham gia vao qua trinh
xay dung, to chirc thue hién chinh sach

Ty 1¢ 84,44% nguoi dan tham gia gbp y xay dung chinh sach, dugc danh gia
cao, viéc su dung ca trang thong tin dién tu, email 1an hop khu dan cu d€ nguoi dén
dong gop gitip x6a bo rao can vé khoang cach va cong nghé.

Ty 18 84,61% ngudi dan phan hoi y kién, diéu ndy mang y nghia quan trong,
két qua phan anh nguoi dan danh gia tich cuc ddi vai cac hinh thirc tham gia gop y va
phan hoi chinh sach: sau khi chinh sach thuc hién, viéc ¢ nhiéu hinh thirc dé phan
hoi gitip nguoi dan dé dang noi 1én nhitng bét cap hodc thanh tuu thuc té.

Vi 02 ty 1¢ trén rat cao va kha dong déu, diéu nay cho thay mot tin hiéu tich
cuc trong moi quan hé gifra chinh quyén va nguoi dan.
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Mk d9 hai long doi v6i co hdi tham gia vao qua trinh xiy dung,
to chirc thuce hién chinh sach

84,61

84,44

3. Chinh quyén t6 chirc nhiéu hinh thirc dé ngudi dan 4. Chinh quyén té chirc nhiéu hinh thirc & nguoi dan
dé dang tham gia gop y kien xay dwng cac chinh sach. de dang phan hoi y kién danh gia tinh hinh trien khai va
két qua, tac dong clia cac chinh sach & dia phwong.

1.3. Mirc @9 hai long ciia nguoi dan ddi véi chat hrong to chire thuc hién
chinh sach

Mirc d6 hai long ciia nguoi dan d6i véi cac chinh sach nhin chung rat dong déu
va & mirc cao, dao dong trong khoang tir 83,67% dén 85,28%. Diéu nay cho thiy
chinh quyén dia phuong di c6 nhimg nd luc toan dién trén tit ca cac linh vuc, khong
c6 su chénh 1éch qua 16n (bién do chi khoang 1,61%).

An sinh xa hoi (85,28%) ty 18 cao nhat, diéu nay chimg t6 cong tac cham lo cho
nguoi ¢ cong, nguoi ngheo va hd trg dot xuat khi thién tai dugc thuc hién rat tét, dap
ing tuong do6i tot nhu cdu ctia ngudi dan; Cai cach hanh chinh (84,75%), cho thay nd
luc chuyén doi so, chinh phu dién tir va don gian hoa tha tuc hanh chinh dang phat
huy tac dung 6 rét; Gido duc pho thong (84,45%), nhan duoc sy tin tudng cao, cho
thay co s vat chat va chuong trinh hoc tai cac trudng cong 1ap dap tng tét mong doi;
Trat tu, an toan x4 hoi (84,39%), ngudi dan cam thay an tAm v&i cong tac quan 1y dan
cu va phong chéng t6i pham; Phat trién kinh té (84,09%) va Giao thong dudng bd
(84,08%), hai chi s6 nay gan nhu bang nhau, phan dnh su hai long vé méi truong kinh
doanh va ha tang co s0.

Kham chita bénh (83,67%), day 1a chi sd thap nhét trong bang. Du van ¢ mic
cao, nhung so vdi cac linh vyc khac, linh vuc y té cong 1ap co muc hai long thap nhat
trong nhom khao sat van con nhimg diém nghén khién ngudi dan chua hoan toan thoa
man (vién phi, quy trinh nhép vién, bao hiém y té). Pién sinh hoat (83,85%) va Nudc
sinh hoat (83,97%), cac dich vu thlet yéu nay c6 murc hai long thap hon nhom an sinh
va gido duc (co thé do van dé vé gia ca hodc tinh 6n dinh trong cung cap dich vu...),
can tiép tuc nghién ctru nguyén nhan dé co giai phap phu hop.
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Mirc d9 hai long d6i véi chiat lwong té chire thue hién chinh sich

85,28
84,75
84,45 84,39 —

84,09 | p— 84,08
> §3,85 83,97

83,67

5. Chinh 6. Chinh  7.Chinh 8. Chinh 9. Chinh  10. Chinh 11. Chinh 12. Chinh 13. Chinh
quyéntd quyéntd quyéntd quyéntd quyéntd quyéntd quyéntd quyéntd quyéntd
chirc thwc chirc thwe chirc thwe chirc thwe chirc thwe chic thwe chirc thwe chire thwe chire thuc
hién tbt hién t6t hién tbt hién tbt hién tbt hién tbt hién tot hién tbt hién tbt
chinh sach chinh sach chinh sach chinh sach chinh sach chinh sach chinh sach chinh sach chinh sach
phat trién kham chiva gidoduc trattw, an giaothdng diénsinh nwécsinh ansinhxd  cai cach
kinh té & dia bénh & dia phd thong & toan xa hoi dwong bd & hoat & dia hoat & dia hdi & dia hanh chinh
phwong phwong dia phwong. & dia  dia phwong. phuwong. phwong.  phuwong. ¢ dia

phuong. phuong.

1.4. Mirc @0 hai long ciia ngudi dan doi véi két qua, tac dong ciia chinh
sach

Céc chi s6 hai 10ng ctia ngudi dan nam trong khoang tir 83,37% dén 85,24%.
Pay la ty 1é rat dong déu va & mirc cao, cho thy su ghi nhan tich cuc cia ngudi dan
d6i voi nhitng thay d6i va hiéu qua diéu hanh cua chinh quyén dia phwong trén nhiéu
linh vuc khac nhau.

- An sinh xi hoi (85,24%), day 1a chi sé cao nhét trong bang. Diéu nay ching
t6 cac chinh sach hd tro dbi twong chinh sach, ngudi nghéo va bao tro xi hoi dang
duoc thue hién rat hiéu qua, dugc nguoi dan danh gia tich cyc; Nang luc doi ngii can
b, cong chic (85,22%), cho thdy cong tac cai cach hanh chinh va nang cao dao duc
cong vu duoc nguoi dan danh gia & mirc cao, ngudi dan cam nhan rd su thay ddi tich
cuc tu thai d6 phuc vu dén nang luc giai quyét cong viéc cua bd may nha nudc. Gido
duc pho thong cong lap (85,01%), chat luong day va hoc tai cac trudng cong 1ap nhan
dugc su tin tudng cao tir phia phu huynh va hoc sinh.

- Kinh té - x hoi dia phuong (84,75%) va Trat ty an toan xa hoi (84,64%), hai
chi s6 nay phan anh méi truong song 6n dinh va tiém nang phat trién cua dia phuong;
Dién va Nude sinh hoat (84,39% - 84 ,68%), mirc diém nay cho thay viéc cung cap
dién, nudc dap Gmg tot nhu cau doi sbng hang ngdy cta nguoi dan.

-Y té cong lap (83, 37%) day la chi so thap nhit trong bang. Diéu nay cho thiy
linh vye kham chira bénh van con nhiing t6n tai khién nguoi dan chua thue sy hai
long bang cac linh vuc khac (co thé 1a vé thu tuc, co s& vat chat hodc thai do phuc vu
tai bénh vién), can tiép tuc nghién ctru nguyén nhan cu thé.
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Mirc d9 hai long doi véi két qua, tac dong
cua chinh sach

85,24 85,22
85,01 — -

84,75 . 8464 84 68

84,42 || —
84,29 84,39

83,37

14. Kinh té 15. Kinh t& 16. Bénh 17. 18. Trat tw,19. Buong 20. Dién 21. Nwéc 22. An 23. Co
giadinh  -xahéi vién cong T[udng antoanxa bg, giao sinhhoat sinhhoat sinh x& héi quan hanh
cla ngudi clhadia lap & dia phothong hoi & dia thdong & cla ngudi cla nguwdi  doivei  chinh nha

dan dia phwongtét phwong conglap phwong tbt dia dan & dia dan & dia nguwdi dan nwéc, doi
phuong tét  hon. kham  day hoc hon. phwong tétphwong tétphwong tét & dia  ngii can
hon. chiva bénh sinh tbt hon. hon. hon. phuong tét bd, cong
cho nguoi hon. hon. chtrc, vién
dan tét chirc & dia
hon. phwong cé
nang lyc
va thwc thi
cobng vu tét
hon.

2. Mirc d hai long ciia ngudi dan ddi véi viée ing dung dich vu hanh chinh
cong
2.1. Mire d9 hai 1ong ciia ngudi dian ddi voi tiép cin dich vu hanh chinh
cong
~ Mure d6 hai long ciia nguoi dan doi vé6i cé 3 tidu chi déu ¢ mirc kha cao va dong
déu, dao dong trong khoang tur 85,66% dén 86,45%. Di€u nay cho thay cac Trung tam
Phuc vu hanh chinh cong da d4p ung tot nhitng nhu cau co ban cua nguodi dan khi dén
giao dich.

Cao nhat ghé ngdi va ban viét (86,45%), diéu nay cho thy cac don vi di chu
trong tot vao sy thoai mai co ban, dam bao ngudi dan c6 chd nghi va khong gian de
hoan thién ho s0; Bién hiéu, hudng dén (85, 96%), hé thong nhan dién va chi dan giip
nguoi dan tiét kiém thoi gian tim kiém, tao an tugng ban dau thuan loi; trang thiét bi
phuc vu (85,66%), thap nhit so v&i cac tiéu chi trén, viée dau tu thiét bi cong nghé
hodc may moc chuyén dung Ia tiéu chi c6 mirc hai long thap nhat trong nhom, can cai
thién thém.
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Mikc d hai long dbi véi tiép can dich vu
hanh chinh céng

86,45

85,96

85,66

b d [ d

24. Trung tdm Phuc vu hanh chinh  25. Trung tdm Phuc vu hanh chinh  26. Trung tdm Phuc vu hanh chinh
c6ng/Bd phan Tiép nhan va trd k&t c6ng/Bo phan Tiép nhan va tra két  cong/Bo phan Tiép nhan va tra két
qua c6 bién hiéu, hwéng danrd  qua coé dd ghé ngdi chd, ghé ngdi  qua coé trang thiét bi phuc vu nguoi
rang, giip ngwoi dan dé tim, dé thay. giai quyét cong viéc va ban viétcho  dan day dua, chat lwong tét, giup
nguwoi dan. ngwdi dan gidi quyét cong viéc dé
dang hon.

2.2. Mitre @9 hai 1ong ciia ngudi dan ddi véi thi tuc hanh chinh

Nhin chung, mirc d hai long ciia ngudi dan d6i voi ca 4 chi s6 déu & mirc kha
cao, dao dong trong khoang tir 84,86% dén 86,21%. Diéu nay cho thay cong tac cai
cach hanh chinh da dat dugc nhitng két qua tich cuc, dugc danh gia & mirc cao tur phia
nguoi dan.

Cao nhét, thu phi/I¢ phi dang quy dinh (86, 21%) cho thdy su minh bach vé tai
chinh dugc thyc hién t6t nhat; Thir hai, yéu cau hd so ‘dung quy dinh (85. 93%), cbng
chtrc chdp hanh tot viéc khong tu ¥ yéu cau thém gidy t0 ngoai danh myc; Thir ba,
cong khai, niém yét thil tuc hanh chinh (85,56%), viéc tiép can thong tin tai cac tru s&
kha thuén tién va dé& dang; Tht tu, thoi han giai quyét thu tuc hanh chinh (84,86%),
téc do xtr Iy ho so 1a khau c6 muc d6 hai 10ng thap nhat trong 4 nhom.

Mikc dd hai l1ong ddi véi thii tuc hanh chinh

86,21
85,93 - -

85,56 F o

84,86

[N _| [ -

27. Quy dinh thi tuc hanh  28. Céng chirc yéu cau 29. Cong chirc yéu cau  30. Thoi han giai quyét tha
chinh dwoc niém yét cong ngudi dan ndp hd so gidi  ngwoi dan déng phi/lé phi  tuc hanh chinh cho ngudi
khai tai Trung tam Phuc vu  quyét tha tuc hanh chinh giai quyét tha tuc hanh dan dung theo quy dinh.
hanh chinh céng/Bd phan dung theo quy dinh. chinh dung theo quy dinh.
Tiép nhan va tra két qua
gilip ngwoi dan dé thay, dé
doc.
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2.3. Mirc d6 hai 1ong ciia nguwoi dan ddi véi viée cong chire true tiép giai
quyét cong viéc cho ngudi dan tai Trung tim phuc vu hanh chinh cong

Nhin chung, cac chi s6 déu dat mirc rat cao (trén 86%), cho thay su dong thuan
va danh gia tich cuc tir phia nguoi dan ddi véi doi ngii can bo truc tiép giai quyét tha
tuc hanh chinh.

Thai do giao tiép lich sy, ton trong 86,58%, tudn thu dung quy dinh giai quyét
thu tuc hanh chinh 86.26%, hudng dan ho so dé hi¢u, day du (xong trong 1 lan)
86,19%.

Théi 4o g1a0 tiép lich su, ton trong (86, 58%), day la tiéu chi co s6 diém cao
nhat trong ba ndi dung. Piéu nay phan anh sy chuyén bién rd nét trong van hoa cong
vu, cong chure, thé hién sy cai thién tich cuc trong thai d6 phuc vy, d6 1a su than thién
va ton trong.

Tuan thi quy dinh giai quyét tha tuc hanh chinh (86,26%), chi sé nay dimg thi
hai, cho théy tinh chuyén nghiép va sy minh bach trong thyc thi cong vu. Viéc tuan
thu ding quy dinh gitp han ché viéc tu y dat ra cac loai gidy to ngoai quy dinh. Ngudi
dan tin tuéng rang quy trinh dang dugc thyc hién mdt cach cong bang va dung phap
luat.

Hudng dan ho so dé hiéu, day du (xong trong 1 lan) (86,19%), day la tiéu chi
c6 diém sd thap nhat trong nhém. Viéc hudng dan dé nguoi dan co thé hoan thién ho
so chi sau mot 1an 1a mot thir thach 16n. Ty 1é ndy cho thay van con mot bd phan ngudi
dan phai di lai nhiéu lan hodc gap kho khin trong viéc hiéu cac thuat ngit phap 1y/hanh
chinh.

Viéc cong chire truc tiép gidi quyet cong viéc cho nguoi dan

86,58

86,26
86,19

31. Cong chirc & Trung tdm Phuc vy 32. Cong chirc & Trung tam Phuc vu 33. Cong chirc & Trung tam Phuc vu
hanh chinh c6ng/B6 phan Tiép nhan hanh chinh c6ng/Bd phan Tiép nhan hanh chinh céng/Bé phan Tiép nhan
va tra két qua co thai do giao tiép lich va tra két qua hwéng dan hd so dé va tra két qua tuan tha ding quy dinh
s, tén trong ddi voi ngudi dan.  hiéu, day da, gitip ngwdi dan cé thé  trong gidi quyét tha tuc hanh chinh
hoan thién h6 so' sau mét 1an hwéng cho ngui dan.
dan.
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2.4. Miirc d¢ hai long cia nguoi dan doi voi viée tra két qua (Ket qua giai
quyet tha tuc hanh chinh cé thé 1a dugc cap glay to' hoac bi tir choi cap giay to)

Nhin chung, ca ba chi ~so déu dat mic kha cao (dao dong tir 85,08% dén
86,78%), di€u nay cho thay no luc ctia cac co quan hanh chinh trong viéc cai thién
dich vu cong da mang lai hiéu qua tich cuc va nhan dugc su ghi nhan tir nguoi dan.

bam bao tinh cong bang (86,78%), day la tiéu chi co diérp s6 cao nhit. ngudi
dan danh gia cao rang két qua (du la dugc cap hay bi tur ch6i) déu dya trén quy dinh
phép luat, khong c6 su phan biét doi xur.

Thong tin day dd, chinh xac (86, 58%), két qua tra vé (gidy to, van ban tra 101)

c6 ndi dung rd rang, it sai sot vé thong tin ca nhan hodc sai 1éch vé noi dung chuyén
mon.

Trakét qua dang hen (85, 08%), day la tiéu chi co diém s thap nhat trong nhém.
Piéu nay cho thay ap luc vé thoi gian xtr 1y hd so van 1a mot thach thirc ddi véi co
quan nha nudc.

Mirc dd hai long dbi véi viéc tra két qua

86,78
86,58

85,08

34. Két qua giai quyét tha tuc hanh  35. Két qua giai quyét tha tuc hanh  36. Két qua giai quyét tha tuc hanh
chinh cho nguwoi dan dwgc tra dung  chinh cho ngudi déan co théng tin - chinh cho ngwoi dan dam bao tinh
hen. day dua, chinh xac. cong bang.

 2.5. Mire @9 hai long cua nguoi dian ddi voi viéc tiép nhan, xir Iy phan anh,
kieén nghi cua nguwoi dan
Nhin chung, ca 3 chi ‘sé déu dat murc kha cao, dao dong 6n dinh trong khoang
tur 85,48% dén 85,98%. Diéu nay cho thay sy dong bo trong quy trinh tir khau tiép
nhan dén khau phan hoi két qua.
- T1ep nhan, xur Iy phan anh, kién nghi cta ngudi dan ding quy dinh (85,98%),
day 1a chi s6 c6 diém sd cao nhat trong nhom. Diéu nay noéi 1én doi ngii can bd, cong
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chtrc dang tuan thu tét cac quy trinh, quy dinh ctia phép luat. Viéc xir Iy phan anh kién
nghi Khong bi tiy tién ma bam sat cac quy dinh phap luat.

- Thong béao két qua xir 1y phan anh kién nghi cho ngudi dan kip thoi (85,86%),
noi dung nay cho thay sy nd lyc trong viéc khong dé dan chd. Viée thong bao két qua
kip thoi gitip giam bot su lo lang, di lai nhiéu 1an ctia ngudi dan. Thé hién tinh than
trach nhiém va sy twong tac hai chiéu gitta chinh quyén va ngudi dan.

- B4 tri hinh thtrc tiép nhan phan anh, kién nghi, gitp ngudi dan phan anh, kién
nghi dé dang (85, 48%) day 1a chi sd thap nhat trong ba ndi dung. Diéu nay co the
xuat phat tir mot sé nguyén nhan nhu cac hinh thtc tiép nhan (qua app, website, tong
dai, hay truc tiép) doi khi con chua thyc sy than thién hoac dé st dung véi mot bo
phén nguoi dan (vi du: nguoi 16n tudi hodc nguoi khong thao cong nghé), co thé cong
tac tuyén truyén chua sau rong dén moi ting 16p nhan dan.

Mirc d9 hai long d6i véi viée tiép nhén, xir Iy phan anh, kién nghi
cia nguwoi dan

85,98
85,86

85,48

37. Trung tdm Phuc vu hanh chinh  38. Trung tdm Phuc vu hanh chinh  39. Trung tdm Phuc vu hanh chinh

cong/Bo phan Tiép nhan va tra két  cong/Bo phan Tiép nhan va trd két  cong/Bo phan Tiép nhan va tra két

qua b tri hinh thirc tiép nhan phan qua tiép nhan, xtr Iy phan anh, kién  qua théng bao két qua xt ly phan

anh, kién nghi, giup nguoi dan phan nghi ctia ngudi dan dang quy dinh.  anh kién nghi cho nguéi dan kip
anh, kién nghij dé& dang. tho.

I11. NHU CAU MONG PQI CUA NGUOI DAN
1. N4ng cao tinh cong khai, minh bach trong cung cap thong tin (66,05%)

Pay 1a ndi dung nhan duoc su quan tim 16n nhat. Piéu nay cho thay nguoi dan
c6 quyén duoc biét thong tin, can biét rd cac quy hoach, du 4n, ngan sach va quy trinh
thu tyc hanh chinh mot cach dé dang nhét. Do d6 cﬁn s6 hoa cac thong tin nguoi dan
can blet xdy dung cac cong thong tin dién tur dé tiép can va to chirc cac bubi ddi thoai
truc tiép dé giai dap cac van dé ngudi dan chua rd hodc con vudng mic.

2. Nang cao tinh thén, thai do phuc vu cda can bg, cong chirc, vién chirc
(62,27%)

Noi dung nay phan anh tam quan trong ctia yéu té con ngudi trong bd may hanh
chinh. Sy hai long ctia ngudi dan phu thudc truc tiép vao cach tng xu, su tan tam va
thai do phuc vu ctia can bd tai Trung tdm phuc vu hanh chinh cong. Cén tdng cuong
dao tao k¥ ning giao tiép, dao dirc cong vu; dong thoi duy tri hé théng danh gia mirc
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d6 hai long (kiosk dénh gi) ngay tai quay giao dich dé tao dong luc cai thién chat
lugng phuc vu.

3. Nang cao nang lyc cia can bg, cong chirc, vién chire (61,55%)

Nang lyc chuyén mon 1a didu kién tién quyét dé giai quyét cong viée hiéu qua.
Ngudi dan ky vong ho so duge xu 1y nhanh chéng, chinh xac, han ché sai sot hodc
kéo dai thoi gian do can b yéu nghiép vu. Giai phap trong tim 1a to chirc boi dudng
chuyén mon dinh ky va bd tri can bo phi hop voi sé trudng, vi tri viée lam.

4. Tang cwong trach nhiém giai trinh ciia chinh quyén (49,93%)

Noi dung nay nhdn manh yéu cu tuong tac hai chiéu. Khi xay ra sai sot hodc
cham tré, ngudi dan can 101 giai thich rd rang va phuong an khac phuc kip thoi tir co
quan nha nudc. Can thiét 1ap quy trinh giai trinh cong khai, ddc biét trong cac linh
vuc nhay cam nhu dét dai, xay dung, bdi thudng... Ngudi dimg dau co quan phai chiu
trach nhiém truc tiép vé nhirng han ché trong linh vuc phu trach.

5. Nang cao chit lwong cung vng dich vu cong trwe tuyén (48,79%)

Hién nay, mot bo phan nguoi dan Van gap kho khan do giao di¢n dich vu cong
phtrc tap hodac duong truyen internet chwa 6n dinh. Can don gian hoa quy trinh, tich
hop thanh toan dién tir va day manh dong bo hoa dit liéu dan cu dé giam bét viée nhap
liéu thii cong, tao thudn loi toi da cho ngudi dung.

Cac mong doi 16n nhat clia ngudi dan tap trung vao mdi quan hé tryc tiép gitta
can bd va nguoi dan (thai do, nang luc) va quyén tiép can thong tin (minh bach). Diéu
nay khang dinh trong tdm cai cach hanh chinh thoi gian téi khong chi 13 hién dai hoa
trang thiét bi ma ct 16i 13 d6i moi tu duy, nang cao dao dirc cong vu va ning lyc cia
doi ngli can bo.
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Nhu cau mong dgi cia ngwoi dan

66,05000
61,55000 62,27000

49,93000 46,65000 48,07000 48,79000 47 55000
41,51000
= I I 26,96000

1. Nang cao 2. Nang cao3. Nangcao 4.Tang 5.M&rong 6. Tang 7.Tang 8.Nangcao9. Nang cao 10. Nang
néng luc  tinhthan, tinh cong cwongtrach cacco hdi cuwdngco cwdng rng chét lwong chéatlwong  cao hiéu
cla can bo, thai do phuc khai, minh nhiém gidi tham gia s& vat chét, dung cdng cung rng tiép nhan, lwc, hiéu
cong chirc, vucliacan bachtrong trinhclia gidm sat trang thiét bi nghéthong dichvu  x® ly phan  qué hoat
vienchirc  bo,cong  cung cdp chinh quyén cla ngudi phuc vu gidi tin, chuyén céngtrwc  anh, kién  doéng cla
trong gidi  chirc, vién  théng tin divei  dan doivei quyét cong dbi sb trong tuyén dé tao nghi ctia  chinh quyén
quyét cong chirc doi v&i cho nguwdi nguwdidan. hoatddéng  viéccho  gidi quyét diéeu kién nguoi dan. dia phuong.

viéeccho  nguwodidan dan. cta chinh nguwoi coéng viéc thuan loi, dé
ngudi dan.  trong gidi quyén. ngwdidan. chongwdi dang cho
quyét cong dan. nguwoi dan
viéc cho trong thuc

nguwoi dan. hién dich vu
céng,trl_rc

tuyen.



25

1V. PHU LUC TONG HQP KET QUA PO LUONG SU HAI LONG CUA
NGUOI DAN POI VOI CO QUAN HANH CHINH NHA NUOC TINH AN

GIANG NAM 2025

14 SO NGANH TINH

S& Van hoa va Thé thao

S& Dan tdc va Ton gido

Sé& Coéng Thuong

S& Nong nghiép va Méi treong
S& Khoa hoc va Cong nghé
S&Yté

Ban Quan ly khu kinh té tinh

Ban Quan ly khu kinh t& Phi Quéc
S& Noi vu

S& Du lich

S& Xay dung

S& Tai chinh

S& Gido duc va bao tao

S& Tw phap

I o111 |
I 0.7 |
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B
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102 UY BAN NHAN DAN XA, PHUONG, PAC KHU

Xa-Phu Tan
X3 Nai-Cam
Xa CoTo
Xa VanKhanh
X& Binh Giang
X&-Long Phu
X& Phd An
Phwong ChiLang
X3 Tinh.Bién
Phwong Thoi.Son
X3 Oc Eo
X& Binh Son
Xa-bong Thai
X3 Dinh Hoa
X3 Binh-An
Xd Hon Nghé
X& Long Dién
Xa Binh My
Xa Vinh Hoa Hung
XaVinh Hoa
Xa Dinh My
X& Phu Hoa
Xa-U Minh Thwong
Xa Hoa Hung
X3-0 Lam
Xa Vinh-Phong
Xa Vinh Xwong
X& Vinh.Tuy
Xa Chau Phu
Xa Nhon Hoi
X3 Hoi An
Xa Cho Mdi
X& Tan Hiép
Xa Tay Phu
Xa Tay Yén
X& Vinh-Diéu
Xa An Cuw
X& Giang Thanh
Xa Tan'An
XaTan Chau
X& Tién Hai
X3 Vinh Thuan
Xa-Cho Vam
Xa An Phu
X& Ngoc Chuc
X& Cu Lao Giéng
Xa Can bang
X& Khdnh-Binh
Xa My Hoa Hung
Xa Vinh T&€
Xa Vinh Trach

I——D 82000
——D 79000
D 74000
D 66000
[—n 57000
.0, 49000
[——S9,39000
.9, 33000
.9, 25000
I 8, 38000
I 98,3000
07 88000
[ 97,52000
[ 96,78000
I 96,1000
[ 95,09000
N 94,46000
S 94,19000
[N 93,49000
NN 93,48000
I 93,16000
I 92,92000
[ 92,39000
[—— 92,000
. 91,79000
. 91,41000
[ 91,25000
I 91,1000
. 90,84000
[ 90,1000
[ 89,78000
[ 89,45000
. 89,44000
[ 88,95000
I 88,58000
I 88,55000
I 87,59000
I 37,52000
[ 87,52000
[ 87,52000
[ 87,32000
[ 37,18000
I 86,74000
I 36,6000
I 85,67000
I 85,64000
I 85,56000
[ 85,19000
. 85,09000
I 84,82000
NN 84,68000

52
53
54
55
56
57
58
59
60
61
62
63
64
65
66
67
68
69
70
71
72
73
74
75
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77
78
79
80
81
82
83
84
85
86
87
88
89
90
91
92
93
94
95
96
97
98
99

100
101
102

Xa Vinh Hau

Xa Binh.Hoa
Phwong Vinh Thong
PK-Phu Quéc

X3 ROng Riéng

Xa Go Quao

DK Kién Hai

Xa Tan Hoi

XaTri Ton

X3 bong Hoa

Xa Vinh Binh

X3 Hoalac

X& An'Chau

Xa An Minh

Xa Son Hai

X3 Hoa Dién

Xa Phu Hitu

X3 Thanh My Tay
Xa Thoai. Son

Xa Kién Lwong
X3 An Bién
Phwong T6 Chau
Xa Nhon My

X3 Chau Thanh
Phuwdng Ha Tién
X3 Long Kién

Xa Phu-Lam
XaLong Thanh

X3 Hoa Thuan

Xa Son-Kién
X3-Tan Thanh

X& Vinh-Gia

Xa Ba-Chuc

X3 Binh Thanh Bong
Xd My Thudn
Phuwong My Théi
Xa-Vinh An

Xa Thanh Hung
Xa.Vinh Thanh Trung
Phwong Binh. Bic
X& Thanh Bong
>huong Long Xuyén
DK Th&-Chau

X& Hon Dat
Xa.My.birc

X& Chau Phong
X3 Thanh Loc
Phuwong Rach Gia
Xa bong Hung
Phwong Chau Dbc
X3-Vinh Hanh

I 84,62000
I 84,57000
I 84,55000
I 84,4000
I 84,21000
I 84,1000
I 82,53000
I 82,5000
I 82,46000
I 82,43000
I 82,36000
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I 80,55000
I 80,51000
I 80,45000
I 80,21000
I 80,1000
I 78,87000
I 78,5000
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I 77,95000
I 77,88000
I 77,82000
I 77,82000
I 77,44000
I 77,32000
I 76,51000
I 76,49000
I 75,05000
I 74,87000
I 74,44000
I 74,1000
I 73,62000
I 73,02000
I 69,61000
I 63,08000
I 52,82000
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V. PHAN TICH CHUYEN BIEN, XU HUONG CAC CHI SO
1. Nhan dinh, danh gia
1.1. Xu hwéng chuyén dich trong sw quan tim chinh sach

Nguoi dan wu tién an sinh va an toan, mong mudn moét nha nudce phuc loi va
thugng ton phap luat ngay cang ro nét khi chinh sach an sinh xa hoi (84,81%) va trat
ty an toan (84,4%) dan dau.

Su quan tAm d6i voi nudc sinh hoat (84,27%, ding thir 3) cho thay day s¢€ la
van dé gy anh huong truc tiép den su hai long trong thoi gian toi néu khong dugc
cai thién. Viéc chinh sach phat trién kinh té c6 mic quan tam thap nhét (81,95%) phan
anh xu hudéng ngudi dan chua thay duoc mdi lién hé truc tiép gitta chinh sach Kinh té
dia phuong va thu nhap thuc té cua nguoi dan.

1.2. Xu hwéng thay doi trong kénh tiép nhén thong tin va gép ¥

C6 su giao thoa manh mé giira phuong thirc truyén théng va hién dai. Internet
d3 tro thanh kénh chu dao dé theo ddi chinh sach (45,15%). Nguoi dan ¢6 xu hudng
str dung da kénh dé xac thuc thong tin chinh sach (Internet dé cdp nhat nhanh,
Pai/Tivi/Loa phat thanh dé x4c thyc tinh chinh théng); du s6 hoa dang 1én ngdi, nhung
xu huéng gui phiéu y kién tan nha van dugc tin tuong nhat (36,59%) vi tinh riéng tu
va van ban r0 rang.

1.3. Xu hwéng vé dao dirc cong vu va tinh trang sach nhiéu

Pai da sd nguoi dan (90,8%) ghi nhan sy tich cuc, khong c6 tinh trang gay
phién ha. Khoang 9,2% c6 cong chirc phién ha, c6 xu huéng tap trung vao cac linh
vuc néng nhu dét dai, xay dung, noi quy trinh con phire tap. Tam Iy boi tron giam
dan, ty 18 91,94% khong phai dua tién ngoai quy dinh cho thay ky luat, ky cuong hanh
chinh dang dugc siét chat. Tuy nhién, 0,93% y kién cho rang nhleu cong chirc van
sach nhiéu 1a tin hiéu canh bao vé tiéu cuc con ton tai trong bd may can xUr 1y triét dé.

1.4. Xu hwéng lwa chon hinh thire gidi quyét thii tuc hanh chinh

'Vi€c hinh thire tryc tiép van ding dau (81,62%), cho thiy cac co quan nha nudgce
can tlep tuc cai thién trdi nghi¢ém ngu’m dung trén moi truong mang dé vugt qua rao
can vé tam 1y va thoi quen cii. Truc tuyén toan trinh tuy ty 18 thap, nhung 1a xu hudng,
do d6 dé nang cao ty 18 cho hinh thirc truc tuyen can tap trung vao viéc don gian hoa
giao dién va ting cudng hd trg k¥ thuat tryc tuyén (Chatbot, Hotline,...).

2. Mitre d9 hai long ciia ngudi din, to chirc doi véi cac dich vu cong
2.1. Xu hwéng vé xdy dung va thue hién chinh sach

Chinh quyén di lam rat tot V1ec da dang hoa cac kénh tiép can (84, 49%), két
hop hiéu qua gitta phuong thirc truyén thong va hién dai. Nguoi dan cam thiy y kién
ctia minh dugc ghi nhan khi ty 18 hai 10ng vé phan hoi chinh sach dat 84,61%.
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Chuyen dich tir tiép can thong tin sang thau hiéu thong tin, diéu ‘nay cho thay
xu hudng can don gian hoa hon nita ngdn ngir van ban dé ngudi dan nim bat rd hon
chinh sach, quyén loi va nghia vu ctia minh.

2.2. Xu hwéng cung ing dich vu hanh chinh cong

Trong nhie‘::u nhom chi sfr),, thoi han giai quyét hodc tra két qua dung hen thuong
1a tiéu chi co diém s6 thap nhat (84,86% - 85,08%). Diéu nay phan anh sy qua tai
hoac quy trinh lién thong chua thyc sy to1 uvu.

K¥ ning huéng dan chuyén sau, viéc hudng dan dé nguoi dan hoan thién ho so
xong trong 1 lan V5n 1a mot thir thach (86,19% - thap nhét trong nhom cong chue).
Hién dai hoa ha tang cong nghé, trang th1et bi phuc vu (85,66%) c6 muc hai long thap
hon cac yéu t6 khac. Xu hudng sap to1 can tap trung vao may lay s6 tu dong, may tra
ctru két qua va cac tmg dung hd trg truc tuyén.

C. NHAN XET, PANH GIA
|. KET QUA PAT PUQC, HAN CHE, Y NGHIA, TAC PONG

1. Nhén dinh, danh gia cia nguwoi dan, to chire doi vai cac chinh sach cia
co quan nha nwdc

1.1. Két qua dat dwoc

Nhan thie va ¥ thite chinh tri ciia nguoi dan cao va dong déu: Mirc 46 quan
tam dén cac nhom chinh sach cua nguoi dan dat ty 1& cao (81,95% - 84,81%) véi
khoang bién thién rat hep (chi 2,86%). Piéu nay cho thay y thirc x4 hoi clia cong dong
rat 6n dinh, nguoi dan theo sat hau hét cac phwong dién quan 1y nha nude.

Cong tac cai cach hanh chinh dugc nguot dan danh gia tich cuc: Co té1 90,8%
nguoi dan khang dinh khong gap tinh trang cong chirc gay phlen ha, sach nhiéu va
91,94% cho biét khong c6 tinh trang phai dua tién boi tron. Két qua nay phan anh su
chuyén nghi¢p, minh bach va hi¢u qué cia bo may hanh chinh hi¢n tai.

Chuyén d6i sé di ding hudng va c6 tinh lan téa: Cac kénh thong tin hién dai
nhu Internet dan dau vé ty 1é sir dung (45,15%) va dugc danh gia 1a kénh phu hop
nhat (83,83%). Hinh thuc giai quyét thil tuc truc tuyén (cad mot phan va toan trinh)
déu nhan dugc su danh gia cao (trén 80%).

~ ba dang héa phuong thirc tiép can: Nguoi dan hién dang stir dung nhiéu kénh
d€ theo ddi chinh séach, tir cong ngh¢ hién dai ( Facebook, zalo, trang thong tin dién
tu...) dén truyén thong truyén thong (loa phat thanh, hop dan), gitp thong tin cua
chinh quyén phu rdng dén moi doi tugng.
1.2. Nhitng ton tai va han ché
Su quan tdm dén chinh sach kinh té con thép Chinh sach phat trién kinh té dia
phuong nhan dugc mirc d6 quan tam thap nhat (81,95%). Diéu nay cho thiy ngudi

dan co thé chua thay dugc méi lién hé truc tiép gitra chinh sach kinh té v6i loi ich
truc tiép voi ngudi dan hodc cong tac tuyén truyén vé chinh sach kinh té chwa hiéu
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qua.

Van con hién tugng tiéu cuc & mot bo phan nho, du ty 1¢ thép, nhung van con
9,2% phan hdi vé tinh trang sach nhiéu va 8,06% phan hdi vé tinh trang phai dua tién
ngoai quy dinh. Pic biét, c6 khoang dudi 1% y kién cho rang c6 nhiéu cong chuc vi
pham, canh bao vé nhirng tdn tai tai mot sd don vi.

Rao can trong dong gop v kién truc tuyén Ty 1€ nguoi dan san sang gop ¥ qua
mang xa hoi va trang thong tin dién tir con thap (tong cong 25,11%) so voi hinh thirc
guri phiéu truyén théng (36,59%). Nguyén nhan chi yéu do tdm 1y e dé vé tinh bao
mat va tinh chinh thirc cia mang xa hoi va trang thong tin dién tir.

Kho khan trong dich vu cong truc tuyen toan trinh: Hinh thirc tryc tuyen toan
trinh van xép hang thtr hai sau hinh thirc tryc tiép do cac rao can vé 16i hé thong, giao
dién kho st dung,.

1.3. Y nghia va tic dong ciia két qua

- V& mit quan 1y nha nuéc: khang dinh hiéu qua cua ky luat, ky cuong hanh
chinh, cac bién phap nhu lap camera giam sat, quy tic ung xu va day manh dich vy
cong truc tuyén di phat huy tac dung trong viéc han ché tlep xuc tryc tiép cua nguoi
dan va cong chuc giai quyet thu tuc hanh chinh va giam thiéu tiéu cuc. Ngoai ra con
dinh hudng 16 trinh chuyen doi s0, s6 liéu khang dinh ngudi dan dang trong giai doan
qua do tir truyén théng sang hién dai, ung ho su tién loi ciia cong ngh¢ nhung van can
sy an tam tu tuong tac tryc tlep

- Vé mat xa hoi: gop phan cing cb niém tin ctia nhan dan, ty 18 hai long cao
gitip cung c¢d niém tin vao 'mot nha nude phuc loi, thuong ton phap luat va phuc vu.
Viéc hon 25% nguoi dan san sang dong gop ¥ kién 1a co sé dé chinh quyén huy dong
nguon lyc xa hoi theo mo hinh Nha nudce va nhan dan cung lam.

- Pinh huéng tuong lai: c6 thé két hop s6 hoa va tryc tiép dé cho timg dbi tuong
cu thé tiép can cac chinh sach, dich vu cong, cu thé hoa cac chinh sach kinh té thanh
lg1 ich thi€t thuc (thu nhap ca nhan, g1 ich truc ti€p...) d€ thu hut sy tham gia cua
nguoi dan. Can tap trung ra soat cac linh vuc ndng nhu dat dai, xay dung dé xu 1y dut
diém 9,2% ton tai vé sach nhiéu, hudng td1 muc tiéu 100% bo may trong sach va hi¢u
qua.

2. Sw hai long ciia ngwoi din, to chire doi véi cac dich vu cong

2.1. Két qua dat dwge

- Xay dung va t6 churc thuc hién chinh sach: Chinh quyén da thyuc hién rat tot
viéc da dang héa cac kénh tiép can thong tin (84,49%), két hop hiéu qua giita phuong
thire truyén thong va hién dai; Co ché phan hoi sau chinh sach ban hanh dugc danh
gia cao (84,61%), cho thiy ngudi dan cam thiy v kién cia minh dugc ghi nhan. Nhém
dan dau vé su hai 1ong 1a An sinh x4 hoi (85,28%) va Cai cach hanh chinh (84,75%).

- Cung Ung dich vu hanh chinh cong: Co s¢ vat chét tai Trung tam Phuc vu
hanh chinh céng tao dugc thién cam tot, ddc biét 1a cac tién nghi co ban nhu ban ghé
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(86,45%). Thai do phuc vu cai thién, dugc nguoi dan danh gia tich cuc voi ty 1€ hai
long vé thai d6 cong chirc dat 86,58%. Hinh anh cong chirc dugc cai thién theo hudng
than thién, ton trong, cé chuyén bién vé viéc x0a bo tu duy ctra quyén; minh bach
trong viéc thu phi, 1 phi dung quy dinh dat muc hai 10ng cao (86,21%), cho thay ky
luat, ky cuong hanh chinh duogc siét chit.

2.2. Nhiing ton tai, han ché

-Linhvuc Y té cong lap: Ludn nam & nhom c6 murc hai 1ong thap nhat (83 37%-
83,67%) do cac van dé vé vién phi, quy trinh nhap vién va bao hiém y té, cin nghién
ctru thém vé nguyén nhan.

- Thoi gian giai quyét hd so: Toc do xur ly thu tuc hanh chinh va tra két qua
dung hen (84,86% - 85,08%) la cac chi sO thap nhat trong nhom dich vy cong. Diéu
nay cho thay ap luc qua tai hodc quy trinh lién thong chua thyc sy t61 wu; nang luc
huéng din va cong nghé: K¥ ning hudng dan hd so dé ngudi dan hoan thién trong
mét 1an van 1a thach thuc (86,19%). Cac trang thiét bi cong nghé¢ hién dai phuc vu tra
ctru con han ché.

- Kha nang hiéu rd chinh sach ciia nguoi dan: ¢ su sut giam tir viéc tiép can
sang thau hiéu noi dung chinh sach (giam tir 84,49% xubng 83,91%), cho thay mot s6
ngdn ngit trong vin ban hanh chinh van con phtc tap, chua rd.

3. Y nghia va tac dong ciia két qua

- Khang dinh niém tin cia nhan dan: Su hai 1ong cao vé tinh cong bang va thai
doé phuc vu cho thay ngudi dan tin tudng hon vao bd may hanh chinh nha nudc, tao
nén tang cho sy dong thuan xa hoi.

- Thiic day chuyén doi s0: Viéc nguoi dan ghi nhan nd lyc cai cach hanh chinh
(84,75%) la dong luc dé chinh quyén day manh hon nira viéc so6 hoa va lién thong thu
tuc.

- Dinh huong van dé can giai quyét: y té, dién, nudc can dugc dau tu manh mé
hon dé giam khoang cach hai long so véi cac linh vuc khac.

- Cai thién van hoa cong vu: Nhitng con s tich cuc vé thai do cong chuc cho
thay viéc tap huan, ky luat, ky cuong hanh chinh da di vao thyc chat, chuyén doéi tu
tu duy quan 1y sang phuc vu.

I1.MOT SO CANH BAO TRONG THOI GIAN TOI

1. V& chinh sach

- Nudc sinh hoat dang tré thanh van de nong voi muc quan tam cao (84,27%,
dung thir 3). Néu khong cai thién, day sé 1a yéu to tryc tiép giy sut giam muc do hai
long cua nguoi dan trong thot gian toi.

- Khoang cach giita chinh sach va thuc té: Chinh sach phat trién kinh té c¢6 mirc
quan tam thap nhat (81,95%), diéu nay canh bao rang nguoi dan chua thdy dugc mdi
lién hé truc tiép giita cac chinh sach kinh té va thu nhap thuc té ctia ho (thu nhap, loi
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ich khac...).

2. Vé chuyén ddi so

- Internet la kénh chu dao: 45,15% nguoi dan dung Internet dé theo dai chinh
sach, nhung van dung Pai/Tivi d€ xac thuc tinh chinh thong. Chua tin tuong vé sy
bao mat, viéc gép ¥ qua mang xa hdi van thap (10,49%) do tam ly e de¢ v€ bao mat
thong tin.

- Rao can tam ly: Du cong ngh¢ phat trién, viéc guri phiéu y kién tan nha van
duogc tin tudng nhat (36,59%) vi tinh riéng tu va van ban rd rang.

3. Vé dao dirc Cong vu

- Van con cac sai pham (khoang 9,2%) tip trung vao cac linh vuc phirc tap nhu
dat dai, xay dung.

_ - Canh bao vé vi pham: du ty 1€ nho (0,93%), nhung y kién vé viéc cong chire
van sach nhi@u 12‘1~tin hi¢u canh bao vé nhitng bd phan can xu 1y triét d€ dé€ tranh lam
anh hudéng dén no luc chung cua by may.

4. Vé cung ting Dich vu Cong
- Canh bao vé su qué tai: Chi s6 vé thoi han giai quyét dung hen thudng thap
nhat (84,86% - 85,08%). Day 1a dau hi¢u cua sy qua tai hodc quy trinh lién thong
chua t61 uvu.
- Han ghé vé k¥ nang hudéng dan: Viéc huong dan nguoi dan hoan thién ho so
trong 1 1an van la thir thach (86,19% - thap nhat nhom).
- Ha tang cong ngh¢ chua twong xing: Sy hai long vé trang thiét bi phuc vu

(85,66%) thap hon cac yéu tb khac. Xu huong toi can tap trung dau tu may lay sb tu
dong va ing dung hd trog truc tuyen.

111. PHAN TICH NGUYEN NHAN HAN CHE
1. Nhan dinh, dinh gia
1.1 Nguyén nhan khach quan

- Thoi quen va tam ly truyén thong: Mot bo phan 1on nguoi dan Van duy tri thoi
quen lam viéc tryc tiép va st dung van ban gidy vi cam gidc an tdm vé tinh phap 1y
(c6 con déu, chit ky tryc tiép).

- Trinh d6 tiép can cong nghé khong dong déu: Khong phai nguoi dan nio ciing
c6 du k¥ nang dé su dung cac cong cu bd trg nhu chir ky so, thanh toan truc tuyén
hodc céc thao tac ndp ho so tryc tuyén toan trinh.

- E dé vé an ninh mang: Trong bdi canh cac vu viéce 10 lot thong tin c4 nhan trén
mang xa hdi gia tang, ngudi dan co6 tam 1y lo ngai thong tin c& nhan hodc y kién phan
bién ciia minh bi st dung sai muc dich.

1.2. Nguyén nhan chu quan

- Cong tac thong tin, tuyén truyén chua d6i méi: Viéc phd bién chinh sach kinh
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té con mang tinh hinh thirc, ding nhiéu thuat ngir chuyén mon khé hiéu, chua gan két
duoc quyén 191 cia ngudi dan véi cac muyc ti€u phat trién kinh t€ dia phuong.

- Cong tac quan ly va gidm sat can b chua chat ché: Tai mdt s6 don vi, viée
kiém tra, giam sat dao duc cong vu con long 1éo, dan dén viéc mdt by phan nhé cong
chtrc van con tam 1y nhiing nhiéu, gay phién ha dé€ truc 1gi ca nhan.

- Ha tang k¥ thuat va trai nghiém ngudi dung chua tot: Cac cong dich vu cong
truc tuyén doi khi con xay ra 161 két noi; giao dién thiét ké phuc tap, chua t61 vu hoda
cho nguo1 dung pho thong, gay tam ly nan 1ong khi thuc hién thao tac.

2. Mirc d¢ hai long
2.1. Nguyén nhéan khach quan
- Quy trinh chua lién thong: Cac thu tuc doi hoi sy phéi hop gitra nhiéu phong

ban (dic biét 1a trong y té va dat dai) van con tinh trang manh ai nay lam, khién hé so
bi ngdm tai cac budc trung gian ma khong c6 hé théng canh bao tu dong hiéu qua.

- Su phuc tap trong viéc chuyén tuyén, thanh toan chi phi kham, chira bénh
vuot dinh muc tao ra ap lyc 1én ca nhan vién y té va bénh nhan, dan dén sy khong hai
1ong vé vién phi.

- Van ban quy pham phap luat thiéu tinh dai chung: Cac chinh sach thuong
dugc viet bang ngdn ngir hanh chinh - phap ly chuyén sau. Thi€u cac huong dan bang
hinh anh, video hodc ngoén ngir don gian khién nguoi dan thay nhung khong hiéu.

- Céc qéng dich vu cong truc tuyén doi khi c6 quy trinh qua phtc tap, khong
tuong thich tot véi dién thoai di dong — thiét bi pho bién nhat ctia nguoi dan.

2.2. Nguyén nhan chi quan

, - Ap ‘lu’c qua tai: Tai cac bénh vién cong, Trung tam Phuc vu hanh chinh cong
sO lugng ho so/bénh nhénrvuo’t qua dinh 1’111'1’0 phuc vu cia can bff). Kl}i ap luc tang
cao, thai d phuc vu va chat lugng hudng dan kho duy tri & murc tot nhat.

_ -Kynangtu van chua dong Qéu: Can bo tiép nhan doi khi chi kiém tra du thanh
phan ho so ma chua du nang lyc d¢ hudng dan cho nguoi dan ghi ro thu tye, dan dén
viéc nguoi dan phai bo sung ho so nhiéu lan.

- Tam 1y ngai thay d6i: Mot bd phan can bo, cong chic van duy tri thoi quen
lam vi¢c thu cong, chua thanh thao hodc chua tin tuong vao cac h¢ thong phan mém
moi.

IV. DE XUAT GIAI PHAP

1. Nang cao dao dirc cong vu va nang luc can bg

- Xur ly dat diém tiéu cuc: Tap trung ra soat va xir 1y nghiém 9,2% truong hop
phan hdi vé tinh trang sach nhidu va 8,06% phan hoi vé viéc dua tién boi tron, dic
biét trong cac linh vuc ndng nhu dat dai va xay dung.

- Pao tao k¥ nang cac bo, cong chirc, vién chirc: cai thién k¥ nang hudéng dan
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nguoi dan hoan thién ho so chi trong mot lan duy nhat, dao tao chuyén sau, tap trung
vao k¥ nang lang nghe va giai thich van dé cho ngudi dan mot cach don gian, tranh
dung qua nhiéu tir chuyén nganh dé khéc phuc ty 18 hai 1ong thip nhét trong nhom
(86,19%).

- Cai thién thai d6 phuc vu: Tiép tuc duy tri va nhan rong vin hoa cong vu than
thién, ton trong ngudi dan, dong thoi str dung cac kiosk danh gia tai quiy dé giam sat
thai do can bo.

2. Pay manh chuyén doi so va Dich vu cong truc tuyén

- Pon gian hoa giao di¢én dich vu cong truc tuyén: Cai thién cac céng dich vu
cong truc tuyén dé tuong thich tot hon véi dién thoai di dong va t6i wu hda cho nguoi
dung pho thong, gidm bot cac thao tac ki thuat phuec tap.

- S6 hoa thdng tin va ca nhén hoa thong tin: str dung Internet dé cap nhat nhanh
va cac kénh truyén thong (loa phat thanh, hop dan) dé giai thich sau vé chinh sach.

- Hb tro k¥ thuat truc tuyén: Trién khai thém céc cong cu hd tro nhu Chatbot,
Hotline dé€ ho trg nguoi dan thuc hién dich vu cong tryc tuyén toan trinh.

3. Cai thién chit lwong cung ng dich vu thiét yéu

- -NganhY té: Ra soat quy trinh nhap vién, thanh toan bao hiém y té va vién phi
de€ nang cao muc do hai long (hién dang thap nhat, dat 83,37%).

- Dich vu Dién, Nudc: Pau tu nang cao tinh 6n dinh va minh bach trong cung
cap nudc sinh hoat, vi day la van dé dang dugc nguoi dan dac biét quan tam (dung
thtr 3 vé murc d0 quan tam).

- T6i vu hoa quy trinh lién thong: Khéc phuc tinh trang "ngdm" hd so tai cac
budc trung gian va giam ap luc qua tai tai by phan Mot ctra dé dam bao tra két qua
ding hen.

4. Tang cwong cong khai, minh bach va giai trinh

- Chuyén ddi cac vin ban chinh sach sang dang hinh anh, video hoic ngdn ngi
don gian gitp nguoi dan dé dang nam bat chinh sach, quyén lgi va nghia vu.

- Gan két chinh sach kinh té véi dan: Tuyén truyén rd rang hon vé mdi lién hé
gifra cac chinh sach phat trién kinh té dia phuong véi thu nhap va loi ich tryc ti€p cua
nguoi dan.

- Trach nhiém nguoi dimg dau: Thiét 1ap quy trinh giai trinh cong khai, trong

d6 ngudi ding dau co quan phai chiu trach nhiém truc tiép vé nhiing han ché, sai sot
trong linh vuc phy trach./.
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