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VIET TAT
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UBND Uy ban nhan dan.
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PHAN MOT

TINH HINH TRIEN KHAI PO LUONG SU HAI LONG CUA NGUOI
DAN, TO CHU'C POI VOI SU PHUC VU CUA CO QUAN HANH CHINH
NHA NUOGC NAM 2017

I. TONG QUAN VE PO LUONG SU HAI LONG CUA NGUOI DAN, TO
CHUC POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

1. Co so

Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020
cia Chinh phu xac dinh mét trong cac muc ti€u cua cai cach hanh chinh nha
nuéc giai doan nay 1a “Bao dam su hai long cta ca nhan, to chirc ddi Véi su
phuc vu cta co quan hanh chinh nha nuédc dat murc trén 80% vao nam 2020 va
mot trong c4C 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 d4 giao B Noi vu trién khai thuc hién Bé an Po luong sy hai
1ong cua nguoi dan, to chuc dbi v6i su phuc vu ciia co quan hanh chinh nha
nuéc. Trén co so do, Bo truong B Noi vu da ban hanh Quyét dinh s6 2640/QD-
BNV ngay 10/10/2017 phé duyét Bé an do luong sy hai long ciia nguoi dén, t6
chtrc ddi véi sy phuc vu cia co quan hanh chinh nha nuéc giai doan 2017 -
2020. Pé an do luong sy hai long ctia ngudi dan, to chire ddi véi sy phuc vu cia
co quan hanh chinh nha nuéc giai doan 2017 - 2020 quy dinh cu thé muc dich,
muc tiéu, yéu cau, ndi dung, phuong phap, giai phap, trach nhiém, thoi gian va
kinh phi trién khai do luong sy hai long cua nguoi dan, to chirc doi véi su phuc
Vu Clia co quan hanh chinh nha nuéc theo yéu cau cua Chinh phi, Thii tudng
Chinh phu trong giai doan nay.

2. Muc dich

Po luong su hai 10ng ciia ngudi dan, to chire ddi v6i sy phuc vu cua co
quan hanh chinh nha nuéc nham danh gia khach quan chat luong cung tng dich
vu hanh chinh cong cia cac co quan hanh chinh nha nudc. Thong qua do, cac co
quan hanh chinh nha nudc ndm bat duge 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 sy hai 1ong va loi ich ctia ngudi dan, t6 chuc.
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3. Noi dung do luwong su hai long

Po luong su hai 10ng ctia ngudi dan, to chie ddi véi sy phuc vu cua co
quan hanh chinh nha nudc dugc thuc hién ddi vai 5 yéu td co ban cua qua trinh
cung ng dinh vy hanh chinh cong, gom: (1) Tiép can dich vy hanh chinh cong
Cia co quan hanh chinh nha nudc; (2) thu tuc hanh chinh; (3) cong chuc truc
tiép giai quyét thu tuc hanh chinh; (4) két qua cung ung dich vu hanh chinh
cong; (5) viéc tiép nhan, giai quyét gép ¥, phan anh, kién nghi.

NoGi dung do luong 1a cadc nhan dinh, danh gia, mac do hai long va sy
mong doi clia ngudi dan, to chire doi véi viéc cung ung dich vu hanh chinh cong
cua co quan hanh chinh nha nudéc.

Céc tiéu chi danh gia vé t6 chuc cung ung dich vu ciia co quan hanh chinh
nha nudc, mac do hai long va sy mong doi ciia nguoi dan, to chirc ddi vai viéc
cung tng dich vu ciia co quan hanh chinh nha nudc gom:

a) Ti€u chi danh gia cia nguoi dan, t6 chirc vé viéc to chure cung ing dich
vu cua co quan hanh chinh nha nudc:

- Co quan tryuc tiép giai quyét cong viéc voi ngudi dan, t6 chuc;
- Kénh thong tin dé biét vé co quan do;

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

- Viéc cong chirc gay phién ha, sach nhiéu;

- Viéc cong chirc goi y nop tién ngoai phi/é phi;

- Viéc co quan dang hen;

- Viéc co quan thong bao tré hen;

- Viéc co quan xin 16i vi tré hen.

b) Tiéu chi do ludng mirc do hai 1ong ctia ngudi dén, to chirc:

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

- Vé tiép can dich vy:

+ Noi ngdi cho tai co quan giai quyét thii tuc hanh chinh/Bo phan tiép
nhan va tra két qua c6 da chd ngoi.

+ Trang thiét bi phuc vu ngudi dén, t6 chic tai co quan giai quyét thu tuc
hanh chinh/B6 phan tiép nhan va tra két qua day du.
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+ Trang thiét bi phuc vu ngudi dén, t6 chic tai co quan giai quyét thu tuc
hanh chinh/B¢ phan tiép nhan va tra két qua hién dai.

+ Trang thiét bi phuc vu ngudi dén, t6 chic tai co quan giai quyét thu tuc
hanh chinh/B6 phan tiép nhan va tra két qua dé sir dung.

- V& thu tuc hanh chinh:

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

+ Thu tuc hanh chinh duoc niém yét cong khai chinh x4c.

+ Thanh phan hd so ma ngudi dan, to chirc phai nop 1a dung quy dinh.
+ Phi/lé phi ma nguoi dan, to chic phai ndp 1a ding quy dinh.

+ Thoi han giai quyét (tinh tir ngdy hd so duoc tiép nhan dén ngay nhan
két qua) 1a ding quy dinh.

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

+ Cong chuc c6 thai do giao tiép lich su.

+ Cong chtrc cha ¥ lang nghe ¥ kién cua nguoi dan/dai dién to chuc.

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

+ Cong chtrc hudng dan ké khai ho so tan tinh, chu d4o.

+ Cong chie hudng dan hd so dé hiéu.

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

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

+ Két qua ding quy dinh.

+ Két qua co thong tin day du.

+ Két qua co thong tin chinh xéc.

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

+ Co quan giai quyét thi tuc hanh chinh/ B6 phan tiép nhan va tra két qua
¢6 bd tri hinh thiic tiép nhan gop ¥, phan anh, kién nghi.

+ Nguoi dan, to chirc thuc hién gop ¥, phan anh, kién nghi dé dang.

+ Co quan giai quyét thu tuc hanh chinh/B6 phan tiép nhan va tra két qua
tiép nhan, xir 1y cac gép ¥, phan anh, kién nghi tich cuc.
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+ Co quan giai quyét thi tuc hanh chinh/ B phan tiép nhan va tra két qua
c6 thong bao két qua xu Iy gép ¥, phan anh, kién nghi kip thoi.

(Céc tiéu chi do luong mic do hai long vé viéc tiép nhan, xu 1y ¥ kién gop
¥, phan anh, kién nghi chi ap dung trong trudong hop ngudi dan, té chire da thuc
hién gop ¥, phan anh, kién nghi lién quan dén viéc cung @ng dich vuy).

c¢) Tiéu chi do luong sy mong doi cua nguoi dan, to chuc:

MJdi nguoi dan, to chic duge dé nghi dua ra 03 ndi dung mong doi nhat
d6i v6i co quan hanh chinh nha nudc trong viée wu tién cai cach, nng cao chat
lurong cung ung dich vy, thong qua lua chon tir cac ndi dung sau:

- M¢ rong cac hinh thirc théng tin dé ngudi dan, t6 chic dé& dang tiép can
dich vu hanh chinh cong.

- Cai thién hé thdng co so vat chat, trang thiét bi phuc vu nguoi dan, t6
chuc tai co quan giai quyét thi tuc hanh chinh/ bd phan tiép nhan va tra két qua.

- Tiép tuc don gian héa céc thi tuc hanh chinh.
- Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh.

- Tang cudng tng dung cong nghé thong tin trong giai quyét thu tuc hanh
chinh.

- Rt ngan thoi gian giai quyét tha tuc hanh chinh.

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

- Cai thién thai do giao tiép cua cong chic.

- Cai thién tinh than phuc vy cta cong chuc.

- Nang cao ning luc giai quyét cong viéc cua cong chuc.

- Tiép nhan, xu 1y t6t cac y kién gop ¥, phan anh, kién nghi cia nguoi dén,
t6 chuc. ..

4. Phuong phap xac dinh Chi s6 hai 1ong vé sw phuc vu hanh chinh
(SIPAS)

Ap dung phuong phéap diéu tra xa hoi hoc thong qua Phiéu diéu tra dé thu
thap thong tin, xac dinh Chi s6 hai long vé su phuc vu hanh chinh (sau day sir
dung tén tiéng Anh viét tit 1a SIPAS).

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

- Béi twong
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Pé danh gia chat luong cung tmg dich vu hanh chinh cong dya trén phan
hdi ctia ngudi dan, to chic, SIPAS xé4c dinh d6i tuong diéu tra xd hoi hoc 1a
ngudi dan, to chie da truc tiép giai quyét cong viée va nhan két qua giai quyét
tai co quan hanh chinh nha nudc.

- Pham vi

SIPAS duoc thuc hién tai 63 tinh, thanh phé truc thuoc Trung vwong (sau
day goi chung 1a tinh) théng qua phuong phap chon miu diéu tra xa hoi hoc.

b) Chon miu diéu tra x4 hoi hoc:

Mau diéu tra x4 hoi hoc duoc xéac dinh theo phuong phap chon miu ngiu
nhién, phan tﬁng, nhiéu giai doan; dugc thuc hién theo cac budc sau day:

- Budc 1: Chon co quan

O mdi tinh, thanh phé truc thudc Trung wong, chon cac co quan chuyén
moén thudc Uy ban nhan dan cap tinh; Uy ban nhan dan cép huyén, cap xa diéu
tra xa hoi hoc. Tiéu chi chon va sd lugng co quan dugc chon nhu sau:

Tiéu chi:
+ Pbi v6i co quan chuyén moén thudc Uy ban nhan dan cap tinh: Co thuc

hién cung tng dich vu hanh chinh cong truc tiép cho nguoi dan, t6 chic va co
phat sinh giao dich ctia ngudi dan, t6 chirc véi co quan hanh chinh.

+ Poi voi Uy ban nhan dan cip huyén, cp xa: Pai dién cho cac loai don
vi hanh chinh cdp huyén, cdp x3 theo quy dinh tai Nghi quyét
1211/2016/UBTVQH13 ngay 25 thang 5 nam 2016 cta Uy ban Thuong vu
Qudc hoi vé tiéu chuan cta don vi hanh chinh va phan loai don vi hanh chinh.

Sd lugng co quan dugc chon: Pugc xéc dinh trén co s& dam bao tinh dai
dién ctia mau; phu hop véi yéu cau, didu kién ngudn luc thyc té; thong nhét gitta
63 tinh, thanh phé tryc thuéc Trung wong.

- Budc 2: Xac dinh tong sb giao dich cta cac dich vu hanh chinh cong da
dugc hoan thanh trong khoang thoi gian quy dinh diéu tra xa hoi hoc d6i véi cac
co quan hanh chinh dugc chon diéu tra xa hoi hoc ctia mdi tinh, thanh phé truc
thudc Trung uong

+ Lap danh sach nguoi dan, td chirc da st dung dich vu hanh chinh cong
trong khoang thoi gian quy dinh diéu tra x4 hoi hoc cua timg co quan duoc chon
diéu tra xa hoi hoc & Bude 1;
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+ Tong hop danh sach ngudi dan, to chirc dd st dung dich vu trong
khoang thoi gian quy dinh diéu tra xa hoi hoc cia tat ca cac co quan da duogc
chon diéu tra xa hoi hoc ctia mdi tinh, thanh phé truc thuoc Trung uong.

- Budc 3: Xac dinh ¢6 mau diéu tra xa hoi hoc

+ C& mau diéu tra xa hdi hoc doi véi timg co quan duoc chon diéu tra xa
hoi hoc theo cong thuc sau:

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

+ N: La tong thé chung. Trong truong hop nay 1a tong sé giao dich cua
cac dich vu hanh chinh céng da dugc hoan thanh trong khoang thoi gian quy
dinh diéu tra x3 hoi hoc dbi véi timg co quan duoc chon diéu tra xa hoi hoc.

+ e 1a sai s6 cho phép (5%).

Ngoai ra, ¢& mau c6 thé duoc tinh toan trén co sd ap dung cic cong thirc
tinh khac hoac theo kinh nghiém diéu tra thuc té tuong tu. Co quan chu tri trién
khai do luong su hai 1ong quyét dinh 4p dung cong thirc, kinh nghiém tinh c&
mau phu hop véi diéu kién cua bd, nganh, dia phuong, dong thoi dam bao cd
mau c6 du dai dién.

- Budc 4: Chon ngudi dan, to chtrc dé diéu tra xa hoi hoc ddi voi mdi tinh,
thanh phé truc thudc Trung wong

+ Chon ngrflu nhién nguodi dan, t6 chuc dé€ diéu tra xa hdi hoc tir danh sach
nguoi dan, t6 chuc da st dung dich vu dugc 1ap & Bude 2, bao dam s6 lugng
theo ¢& mau diéu tra xa hoi hoc duge xac dinh & Budc 3.

+ Lap danh sach nguoi dan, td chtrc dugce chon diéu tra xa hoi hoc ddi vai
tung co quan dugc chon cua mdi tinh, thanh phé truc thugc Trung wong;

+ Téng hop danh sach nguoi dan, td chire dugc chon diéu tra x3 hoi hoc
d6i voi mdi tinh, thanh phd truc thudc Trung wong.

c¢) Phiéu di€u tra xa hdi hoc:

- Phi€u di€u tra xa hdi hoc gdm cac cau hoéi c6 san phuong an tra 101 dé
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nguoi dan, td chirc lya chon. Cau hoi cua phiéu diéu tra xa hoi hoc thé hién noi
dung cua cac tiéu chi do luong su hai long; ddng thoi phan anh qua trinh, két
qua cung tng dich vu hanh chinh céng, sy mong doi cua ngudi dan, to chic dbi
v6i viée cung ung dich vu hanh chinh cong cua co quan hanh chinh nha nudc.

- Phiéu diéu tra xa hoi gé)m hai loai: Phiéu diéu tra xa hoi hoc ap dung ddi
v6i nguoi dan va phiéu diéu tra xa hoi hoc ap dung d6i voi to chire (tai Phu luc 3
kém theo).

- Phiéu diéu tra xa hoi hoc c6 bd cuc va nodi 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 101 cac cau hoi ; thong tin c4 nhan nguoi dan /t6
chue.

+ Phan cau hoi, gdm: Céc cau hoi vé qué trinh giao dich va két qua cung
tmg dich vy hanh chinh cong ctia co quan hanh chinh nha nudc; cac cau hoi vé
mirc d6 hai long cia nguoi dan, t6 chic d6i voi viéc cung ung dich vu hanh
chinh cong ctia co quan hanh chinh nha nudc; cau hoi vé sy mong doi clia ngudi
dan, t6 chire 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:

Phat phiéu diéu tra x3 hoi hoc truc tiép dén nguoi dan, to chirc dé tra 1oi
phiéu.

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

- Tong hop, phan tich dit liéu

Trén co s& thu thap thong tin tir phiéu diéu tra x hoi hoc, tién hanh tong
hop, phén tich cac dir liéu thdng ké. Viéc tong hop, phan tich dit liéu dua vao
cac phan mém thong ké phu hop véi yéu cau, diéu kién cia timg co quan.

- Cach tinh chi s6 hai 1ong

Chi s6 hai 1ong vé su phuc vy hanh chinh (SIPAS):

n

Zb,-

=1

Cong thuec tinh:

SIPAS = ——— *100%

a.n
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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 7 cua Phiéu diéu tra xa hoi hoc tai Phu luc 3 kém
theo);

+ b;: La tong sb phuong an tra 1oi “Hai long” hodc “Rat hai 1ong” dbi véi
cac cau hoi mire d6 hai long ma mdi ngudi da tra 101 trong Phiéu diéu tra xa hoi
hoc.

+ n: Tong s6 nguoi tra 101 d6i voi cau hoi vé mic do hai long (tong so
nguoi tra 101 Cau s6 7 ctia Phiéu diéu tra xa héi hoc tai Phu luc 3 kém theo).

Chi sb hai long vé timg yéu t6: Ap dung cong thirc tinh Chi sé hai 1ong vé
su phuc vu hanh chinh (SIPAS) néu trén. Tuy nhién, khi &p dung cong thirc tinh
can chu y su khac biét so voi tinh SIPAS 1a:

+ a: La tong s6 cdu hoi hai 1ong ddi véi timg yéu té cla viée cung ung
dich vu hanh chinh cong, dugc xac dinh trong phiéu diéu tra x4 hoi hoc.

+ b;: Tong s6 phuong an tra 10i “Hai long” hodc “Rat hai 1ong” cia mdi
nguoi dbi voi timg yéu td cta viée cung g dich vu hanh chinh cong.

Chi s hai 10ng vé timg tiéu chi: Puoc xac dinh bang ty 1& phan tram (%)
s6 nguoi tra 101 “Hai long” hodc “Rét hai long” trén tong s ngudi tra 10i cla
ting tiéu chi (mdi tiéu chi 12 mot cau hoi cua Cau sb 7 trong Phiéu diéu tra xa
hoi hoc tai Phu luc kém theo).

- Céch tinh céc chi s6 danh gia khac

Ngoai Chi s6 hai long vé sy phuc vu hanh chinh, cac thong tin khac vé to
chic cung ung dich vy hanh chinh cong, két qua cung tmg dich vy hanh chinh
cong, mong doi ciia nguoi dan, td churc vé viée cung ung dich vu cia co quan
hanh chinh... thu dugc tir phiéu diéu tra x4 hoi hoc dugc téng hop, phan tich va
tinh toan cac chi sd twrong Gmg dé cung cap thong tin phuc vu cho cong tac quan
ly. Cac chi s6 nay duoc tinh bang ty 1é phan trim (%) giira s6 nguoi tra 10i cing
phuong an d6i véi mdi cau hoi trén tong sb ngudi tham gia tra 101 mdi cau hoi
(Cau hoi tir s6 1 - 6, Cau sb 8 cua Phiéu diéu tra xa héi hoc tai Phu luc kém
theo).

I1. TINH HINH TRIEN KHAI SIPAS 2017

Dé trién khai SIPAS 2017, B Noi vu ban hanh Ké hoach so 5198/KH-
BNV ngay 28/9/2017 vé viéc xay dung Dé an do ludong su hai long cta nguoi
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dan, t6 chtc dbi véi sy phuc vu cta co quan hanh chinh nha nuée giai doan
2017-2020; trién khai do luong sy hai long quéc gia ndam 2017.

B6 Noi vu, Ban Thuong truc Uy ban Trung wong Mit tran To qudc Viét
Nam va Trung uwong Hoi Cuu chién binh Viét Nam da ky Chuong trinh phéi hop
s6 5822/CTPH-BNV-TWMTTQVN-TWHCCBVN ngay 07/11/2017 vé phdi
hop thuc hién, giam sat thuc hién do ludong sy hai 1ong qudc gia nim 2017; Bo
Noi vu va Tong cong ty Buu dién Viét Nam da ky Chuong trinh phdi hop s6
5886/CTPH-BNV-TCTBDVN ngay 09/11/2017 vé thuc hién diéu tra xa hoi hoc
tai 63 tinh trong ca nudc. Trén co s Ké hoach s6 5198/KH-BNV ngay
28/9/2017 va céc chuong trinh phdi hop, Bo Noi vu c¢6 Cong van gui Uy ban
nhan dan cac tinh dé nghi phéi hop, hd tro cong tac chon miu diéu tra xi hoi
hoc va phuc tra két qua thu phiéu diéu tra xa hoi hoc SIPAS 2017.

1. Chon miu diéu tra xa héi hoc
a) Mau diéu tra xa hoi hoc:

Viéc chon mau duoc thuc hién theo quy trinh: (1) Chon cic co quan hanh
chinh cép tinh, huyén, xa; (2) chon cac dich vu/linh vuc dich vu ctia mdi co
quan; (3) chon ngudi dan, to chirc da thuc hién ndp hd so va nhan két qua giai
quyét hd so cia mdi dich vu/linh vuc dich vu lam déi tuong doi tuong diéu tra.
Tiéu chi, sb luong co quan, dich vy/linh vyuc dich vu va d6i tuong diéu tra dugc
chon cu thé nhu sau:

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

- 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 cap huyén Loai II va 02 don vi hanh chinh cap huyén Loai IIT (phan
loai theo quy dinh tai Nghi quyét sé 1211/2016/UBTVQH13 ngay 25/5/2016
cia Uy ban Thuong vu Qubc hdi vé tiéu chuan cia don vi hanh chinh va phan
loai don vi hanh chinh). Riéng déi véi Ha Noi va Thanh phd HO Chi Minh, chon
09 huyén tai mdi dia phuong, v6i 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 thudéc don vi hanh chinh cép Xa
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Loai Il (theo phan loai don vi hanh chinh cdp x3 quy dinh tai Nghi quyét
1211/2016/UBTVQH13 ngay 25 thang 5 nam 2016 cua Uy ban Thuong vu
Quéc hoi Vé tiéu chuan cia don vi hanh chinh va phan loai don vi hanh chinh);

- Chon dich vu/linh vuc dich vu: Pi véi mdi co quan hanh chinh cép
tinh, huyén, xa da chon, tién hanh chon 02 dich vu/linh vuc dich vu chinh cta co
quan;

- Chon dbi tugng diéu tra: Tir co s di liéu vé nguoi dan, to chire di giao
dich va nhan két qua caa mdi dich vu/linh vuc dich vu da chon, chon ngau
nhién cac c4 nhan dé tién hanh diéu tra, véi sé luong bang ¢& miu duoc phan bod
cho dich vy/linh vuc dich vu d6. Ngoai ra, SIPAS 2017 ciing tién hanh chon di
tuong diéu tra du phong cho ting dich vu/linh vuc dich vy, véi s6 luong bang
tdi thiéu 50% sb luong mau diéu tra chinh thuc.

b) C& mau diéu tra xa hoi hoc:

C& mau diéu tra xa hoi hoc caa SIPAS 2017 14 33.900 nguoi dan, ngudi
dai dién cho t6 chtrc. Phan b ¢& mau diéu tra cho tung dich vu/linh vuc dich vy
clia cac co quan hanh chinh di chon tai mdi tinh, thanh phé theo nguyén tic dya

trén Iuwgng giao dich cua dich vu/linh vuc dich vu (Bang 1).
Bang 1: Phan bo phiéu diéu tra SIPAS 2017

TT 02i DVHC | 3 Ngi, TP. Hd Tinh Tinh Tong sb
. Chi Minh loai | loai I1, 111 phiéu/
Cap HC ) ) C4 nudc
1. | Coquan hanh | - 06 so/tinh - 06 so/tinh - 06 so/tinh 8.460
chinh cap tinh | - Téng s6 - Tong s6 phiéu: | - Téng s phiéu: | Phieu
phiéu: 270 180 phieu/tinh 120 phieu/tinh
phicu/tinh
2. | Co quan hanh | - UBND cap - UBND cép - UBND cép 12.480
chinh cap huyén cua 09 huyén cua 06 huyén cua 06 phicu
huyén huyén (03 loai | huyén (02 loai I, | huyén (02 loai I,
I, 03 loai Il, 03 | 02 loai Il, 02 02 loai II, 02
loai 111)/tinh loai 111)/tinh loai 111)/tinh
- Tong s6 - Tong s6 phiéu: | - Tong sb phiéu:
phiéu: 450 240 phigu/tinh 180 phicu/tinh
phiéu/tinh
3. | Coquanhanh |-UBNDcapxa |-UBNDcipxd |-UBNDcapxa |12.960
chinh cap xa | cua 27 xa (09 cua 18 xa (06 cua 18 xa (06 phieu
loai I, 09 loai I, | loai I, 06 loai Il, | loail, 06 loai Il,
09 loai I)/tinh | 06 loai Il1)/tinh | 06 loai I11)/tinh
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- Tong s6 - Tong so phiéu: | - Tong so phiéu:
phicu: 540 270 phiéu/tinh 180 phicu/tinh
phiéu/tinh
Tong sb 1.260 T — 33.900
phiéu ohibu/tinh 690 phieu/tinh | 480 phieu/tinh phiéu

2. Trién khai diéu tra xa hoi hoc
a) Lua chon, hudng dan di€u tra vién:

Diéu tra vién cua SIPAS 2017 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 duoc B Noi vu hudng dan vé noi dung, phuong
phép phat phiéu, thu thap thong tin diéu tra xa hoi hoc.

Mdi diéu tra vién déu duoc cung cip danh sach mau diéu tra chinh thic,
danh sach mau diéu tra du phong, phiéu diéu tra (do Bo Noi vu phat hanh) va
cac vin ban quy dinh, tai liéu huéng dan thuc hién diéu tra xa hoi hoc SIPAS
2017.

b) Trién khai diéu tra xa hoi hoc:

Viéc phat, thu phiéu diéu tra xa hoi hoc SIPAS 2017 do diéu tra vién thuc
hién. Diéu tra vién phat phiéu diéu tra dén timg ca nhan nguoi dan, ngudi dai
dién t6 chuc 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
khéng thé phat phiéu cho d6i twong diéu tra c6 tén trong danh sach mau chinh
thire (do ddi twong khong con sbng tai dia phuong; 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 dung d6i tuong trong danh sach
mau; khong goi v noi dung tra 1oi; khong tra 1oi thay.

¢) Giao ndp phiéu diéu tra:

Két qua thu phiéu caa diéu tra vién dugc guri vé Buu dién tinh dé phan
loai, sip xép va giao nop V& Bd Noi vu. Cac co quan cua chinh quyén dia
phuong khong tham gia qua trinh phat phiéu diéu tra.

3. Kiém tra, giam sat va phic tra két qua diéu tra xa hdi hoc

a) Kiém tra, giam sat diéu tra xa héi hoc:

B6 Noi vu chu tri, phdi hop véi Ban Thuong truc Uy ban Trung wong Mit
tran T6 qudc Viét Nam, Trung wong Hoi Cuu chién binh Viét Nam tién hanh
) Kiém tra, giam sat viéc thuc hién diéu tra xa hoi hoc tai 12 tinh trong ca nudc.
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Tai mdi tinh, ba co quan dé 1am viéc, trao d6i V&i cac co quan lién quan cia dia
phuong, gdm UBND tinh, S Noi vu, Mat tran To6 qudc tinh, Hoi Cuu chién
binh tinh, Buu dién tinh, dai dién cac S& va UBND huyén, xd dugc chon diéu tra
dé nam bat tinh hinh trién khai diéu tra xa 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, ddy du, khach quan. Bong thoi, ba co quan ciing trao d6i, lang nghe ¥ 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 x3 hoi hoc do luong sy hai long qudc gia
trong nhitg nam tiép theo.

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

Viéc phuc tra két qua diéu tra xa hoi hoc SIPAS 2017 duoc thyc 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% so phiéu
cua tinh, theo phuong thirc goi dién thoai cho ddi twong diéu tra dé khang dinh
viéc tham gia tra 10i phiéu cua ddi twong do. Phiic tra diéu tra xa hoi hoc SIPAS
2017 khong tién hanh thuc hién phat phiéu lai hay phong van lai déi véi ddi
tuong da tham gia tra 10i phiéu.

4. Két qua phan tich thanh phin tra 10i phiéu diéu tra

a) SO luong phiéu thu vé:

Tong sé phiéu thu vé 14 30,991/33,900 phiéu, dat 91,42% s6 phiéu phat ra.
S6 phiéu thu vé hop 1é 1a 30.741, dat 90,68% s phiéu phat ra (dit liéu SIPAS
2017 trong bao cao ndy s& duoc tong hop, phan tich tir 30.741 phiéu thu vé hop
18).

b) Thanh phan tra 16i phiéu:

SIPAS 2017 tién hanh phan tich thanh phan d6i tuong tra loi phiéu diéu
tra dé thiy duoc mirc do dai dién cho tiéng néi ciia ngudi dan, t6 chirc thuoc moi
thanh phan trong cac thong tin ma SIPAS mang lai. Két qua tir 30.741 phiéu thu
vé hop 18 cho thay thanh phan d6i tuong tra 10 phiéu diéu tra xa hoi hoc SIPAS
2017 nhu sau:

- Ngudi dan, nguoi dai dién té chic: Trong s6 30.741 ngudi tham gia tra
loi phiéu diéu tra xa hoi hoc SIPAS 2017, 88,91% la nguoi dan va 11,09% la
nguoi dai dién td chic (Biéu do 1).
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Biéu d6 1: Thanh phan ngwoi tra 161 phiéu diéu tra

m Nguwdidan T8 chie

11,09%

- 6 tudi: SO ngudi tham gia tra 1o phiéu diéu tra x4 hoi hoc SIPAS 2017
& d6 tudi 35 - 49 chiém ty 18 cao nhat 1a 36.07%; tiép dén 1a s6 nguoi & do tudi
25 - 34, chiém 24,41%; s6 nguoi ¢ d6 tudi 50 - 60, chiém 20,34%; s6 ngudi & do
tudi trén 60, chiém 14,25% va sb nguoi & do tudi dudi 25 chiém ty 16 thap nhat,
4,93% (Biéu d6 2).

Biéu dd 2: P9 tudi ngwoi tra 101 phiéu diéu tra

m Dudéi 25 25-34 W 35-49 m50-60 Trén 60

4,93%

24,41%

- Giéi tinh: Nguoi tham gia tra loi diéu tra x4 hoi hoc SIPAS 2017 1a nam
gidi chiém gan 2/3 s nguoi tra loi, véi ty 18 63,24%; nit gisi chiém 36,76%
(Biéu do 3).
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Biéu dd 3: Giéi tinh ngudi tra 10i phiéu diéu tra

B Nam \[vg

36,76%

- Trinh d6 hoc van: S6 ngudi tham gia tra 1oi phiéu diéu tra xa hoi hoc
SIPAS 2017 c6 trinh do tir day nghé, trung cap, cao dang tro 1én chiém gan
40%, cu thé: Trén dai hoc chiém 2,32%; trinh d6 dai hoc chiém 23,37%; trinh do
day nghé, trung cap, cao dang chiém 13,51%. S6 ngudi c6 trinh d6 trung hoc
phd thong 1a 24,08%; trinh do trung hoc co so 1a 24,57%; trinh d tiéu hoc 1a
11,09% (Biéu do 4).

Biéu do 4: Trinh d6 hoc vAn ngudi tra 1o phiéu diéu tra
EMTiéuhoc ' THCS MTHPT ®mDN/TC/CD Mbaihoc MTréndaihoc  Khac

2,32% 1,06%

13,51%

- Noi sinh song: 52,53% s6 nguoi tra 16i phiéu diéu tra sinh séng ¢ néng
thon; 33,18% sbng ¢ do thi; 12,92% sdng & mién ndi va sd con lai sb & hai dao
hay cac ving khac (Biéu db 5).
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Biéu do6 5: Noi sinh song ciia ngwdi tra 1o phi€u di€u tra
Pothi EMNOngthén Mién nii mHai ddo mKhac
0,69% 0,68%

12,92%

- Nghé nghiép: Trong s6 nhiing nguoi tra 1i phiéu voi tu cach ca nhan
nguoi dan, nguoi 1lam nghé lao dong tu do, nodi trg chiém ty 1& 16n nhat trong s6
nguoi tra 101 phiéu diéu tra, 53,01%. Tiép dén 13 ngudi lam viéc tai cac to chic,
doanh nghiép tu nhan, 15,78%; lam can bg, cong chuc, vién chic, 13,51%;
nguoi nghi huu, 7,63%; sinh vién, 0,88% va nganh nghé khac 1a 9,19% (Biéu do
6).

Biéu d6 6: Nghé nghiép ciia nguoi tra 10i phiéu diéu tra

H NT/LDTD Nghihwu mSinhvién mTC/DN tw CB/CC/VC/LLVT m®Khac

m

- Loai hinh t6 chtrc ngudi tra 161 dang lam viéc: Dbi véi nhitng nguoi tra
161 phiéu diéu tra x3 hoi hoc 1a nguoi dai dién cho té chuc, ty 18 dai dién cho cac
loai hinh t6 chic nhu sau: 66,78% lam viéc cho doanh nghiép tu nhéan, cong ty
trach nhiém hitu han, cong ty c6 phan, cong ty hop danh; 17,69% lam viéc cho
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cac co quan hanh chinh nha nudc, don vi su nghiép cong, luc lugng vii trang;
8,06% lam viéc cho doanh nghiép nudc ngoai, doanh nghiép lién danh, cong ty
nudc ngoai; 5,09% lam viéc cho doanh nghiép nha nuéc; va sd con lai 1am viéc
cho t6 chtrc nude ngoai, to chire phi chinh phi, hoi, hiép hoi (Biéu do 7).

Biéu dd 7: Loai hinh t6 chirc ciia nguoi tra 161 phiéu diéu tra

Co quan HCNN, SNCL, LLVT Té chire nwdc ngoai
B TCPCP/HH/H m Doanh nghiép nha nuwéc
B DNTN/CTTNHH/CTCP/CTHD DNNNG/DNLD/CTNN

17,69%

- Vi tri cong viéc: Nhitng ngudi dai dién cho té chac tham gia tra 10i
phiéu diéu tra xa hoi hoc SIPAS 2017 gitr vi tri giam doc , pho giam doc chiém
28,80%; nhan vién, k¥ thuat vién 25,31%; truéng phong, phd truéng phong
16,33%; ky su/ké toan 13,05%; ké toan truong va cac vi tri khac 1an luot 1a
5,23% va 11,28% (Biéu do 8).

Biéu d0 8: Vi tri cong viéc ciia ngwoi tra 101 phiéu diéu tra
Giam déc, phé Gb m Trwdng phong, Phé TP m Ké toan trudng
m Ky sw/Ké toan B Nhan vién/Ky thuat vién m Khac

28,80%
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Két qua phan tich thanh phan nhan khau hoc cua ngudi tham gia tra 10
diéu tra xa hoi hoc SIPAS 2017 cho thay két qua SIPAS 2017 c6 tiéng néi cua
ngudi dan, to chic thudc moi thanh phan, véi ty 18 dai dién phu hop.

Bang 2: Thanh phan nhan khau hoc ciia ngwoi tra loi phiéu diéu tra

Thanh phén Ty 18 phan hdi (%)
Cé nhan, t6 chuc C4 nhan nguoi dan 88,91%
Nguoi dai dién t6 chiic 11,09%
Do tudi Dudi 25 tudi 4,94%
25-34 tuoi 24,41%
35-49 tuoi 36,07%
50-60 tuoi 20,34%
Trén 60 tudi 14,25%
Gidi tinh Nam 63,24%
Nt 36,76%
Trinh do hoc van Tiéu hoc 11,09%
Trung hoc co so 24,57%
Trung hoc pho thon 24,08%
Day nghé/trung cap/cao dang 13,51%
DPai hoc 23,37%
Trén dai hoc 2,32%
Khac 1,06%
Noi sinh song D6 thi 33,18%
Nong thon 52,53%
Mién nui 12,92%
Hai dao 0,69%
Khac 0,68%
Nghé nghiép NT/LDTD 53,01%
Nghi huu 7,63%
Sinh vién 0,88%
TC/DN tu 15,78%
CB/CC/VC/LLVT 13,51%
Khac 9,19%
Loai hinh t6 chtic Co quan HCNN, SNC, LLVT 17,69%
T6 chirc nuée ngoai 1,10%
TCPCP/HH/H 0,58%
Doanh nghiép nha nudc 5,79%
DNTN/CTTNHH/CTCP/CTHD 66,78%
DNNNG/DNLD/CTNN 8,05%
Chtc vu Giam doc, pho GD 28,80%
Truong phong, Pho TP 16,33%
Ké toan truong 5,23%
K5 su/Ké toan 13,05%
Nhan vién/K§ thuat vién 25,31%
Khac 11,28%
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PHAN HAI

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 2017

I. MOT SO NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC VE
VIEC TO CHUC CUNG UNG DICH VU HANH CHINH CONG

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

63,92% s6 ngudi duoc hoi trong ca nudc di giai quyét cong viéc lién
quan va nhan két qua cung ung dich vu tai Bo phan tiép nhan va tra két qua theo
co ché mot cira, mot cira lién thong (sau ddy goi tat 1a Bo phan mot ctra) & cac
dia phuong; 36,67% tai co quan hanh chinh va 0,41% tai noi khac (Biéu d6 9).

Biéu dd 9: Co quan giai quyét cong viée va tra két qua

63,92% M Tai B6 phan
mot ctra

mTaico
quan hanh
chinh va
co quan
khac

Tai B& phan mot clra

Tai co quan hanh
chinh va co quan
khac

63 tinh trong ca nudc c6 khac biét 16n vé ty 1& nguoi dan, t6 chuc giai
quyét cong viéc va nhan két qua cung ung dich vu hanh chinh cong tai Bo phan
tiép nhan va tra két qua (Biéu d6 10). Tinh c6 s6 ngudi duoc hoi da giai quyét
cong viéc va nhan két qua cung ung dich vu hanh chinh cong tai Bo phan tiép
nhan va tra két qua cao nhat 1a 98%, tinh thap nhat 1a 28,21%. Gia tri trung vi
62,60% phan anh mot nira sb tinh 6 ty 1 nguoi dan, té chac giai quyét cong
viéc va nhan két qua cung tng dich vu hanh chinh cong tai Bo phan tiép nhan va
tra két qua nam trong khoang 62,60 - 98,60% va mot ntra s6 tinh nam trong
khoang 28,21- 62,60%.
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Biéu d6 10: Chi s6 nhén dinh cao nhit, thip nhit va trung vi vé co quan giai
quyét cong viéc

100% 98,60%
T Chi sér
— cao nhat
W 71,10% .
' W Chi s
60% ®_62.60% thap nhét
® Gi4 tri
40% O 37.40% trung vi
W 28,21%
0,
20% W 16,70%
0% ; .

Tai B phan tiép nhan va tra két qua Tai CQHC va co quan khac

Theo quy dinh, viéc giai quyét thi tuc hanh chinh, cung tng dich vy hanh
chinh céng cho nguoi dan, to chuac phai thuc hién tai Bo phan tiép nhan va tra
két qua cta co quan chuyén mén, UBND céc cap dé tao diéu kién thuan loi, dé
dang cho ngudi déan, t6 chic dong thoi tranh cac tiéu cuc phat sinh. Két qua
SIPAS 2017 chi ra trung binh trong ca nuéc co 36,08% sbé ngudi dugc hoi
khéng giai quyét cong viéc tai Bo phan mot cira va ty 16 va ¢ 63 tinh 13 tir 16,70-
71,10%. Hién nay maot so tinh dang trién khai thi diém mé hinh trung tdm hanh
chinh cong thay thé mé hinh mot cira, mot cira lién thong, tuy nhién theo két qua
trén thi thdy c6 tinh khong trién khai thi diém trung tdm hanh chinh c6ng nhung
khéng giai quyét cong viéc cho ngudi dan, to chic tai B phan tiép nhan va tra
két qua. Chinh quyén cac dja phuwong can kiém tra, chan chinh va dam bao thuc
hién dung quy dinh vé giai quyét thii tuc hanh chinh, cung Gng dich vu hanh
chinh cong tai Bo phan mot cia.

2. Kénh théng tin dé biét vé co quan tiép nhan hd so, giai quyét thi
tuc hanh chinh

71,92% sb nguoi dugc hoi trong ca nudc da tiép can thong tin vé dich vu
va co quan cung (ng dich vu hanh chinh cong thong qua chinh quyén cap xa;
17,33% thong qua hdi nguodi than, ban be; 15,54% thong qua cac phuong tién
thong tin dai chung; 5,17% thong qua mang internet va 2,03% thong qua cac
kénh khac (Biéu db 11).
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Biéu dd 11: Kénh thong tin tiép cin co quan giai quyét cong viéc

71,92%

m Nguoi
than, ban
bé
Chinh
quyén xa

.. m Thong tin
Nguoi dai chung
than, ban Chinh quyén
be X3 Thong tin
dai chung Mang

internet

Mang
Khac internet

Biéu d6 12 cho thay tinh trang nay ciing dién ra tuong ty & 63 tinh, mac

du cac muc chi s6 c6 thé khac nhau. Chinh quyén x4 van 1a kénh thong tin duoc
st dung nhiéu nhat, vai tinh c¢6 s6 ngudi duoc hoi sir dung kénh nay nhiéu nhat
1a 83,70% va tinh thap nhat 1a 51,60%. Kénh thong tin qua mang internet lun
duoc str dung it nhat, véi ty 1& ngudi duoc hoi st dung kénh nay ¢ 63 tinh chi
nam trong khoang 1,30 - 17,30%, trong d6 mot nta s tinh ¢6 chi s tir 1,30 -
4,40% va 3 tinh trén 10%.

100%

80%

60%

40%

20%

0%

Biéu dd 12: Chi s6 nhan dinh cao nhét, thip nhit va trung vi kénh théng tin
tiép can co quan gidi quyet cong viéc
T 83,70% ¥ Chi s
cao nhat
72,00%
WChisb
* thap nhat
51,60%
T39,00% ¢ Gid tri
,UU% .
T 33,80% trung vi
I 16,40% i 13.60% I 17,30% 1593%
6,90% 6,40% 4,40%
T T T 1 'anl/n _6'66%3'950/00
Nguoi Chinh quyén Théng tin dai Mang internet Khéc
than, ban bé xa chung

Trong nhimg nim gan day, chinh quyén dia phuong cua 63 tinh trién khai
manh mé& chuong trinh cung ¢ng dich vu cong truc tuyén qua mang internet,
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tham chi 1én dén cap d6 3, cap do 4 va xay dung chinh quyén dién tir. Tuy vay,
két qua SIPAS 2017 cho thay chi c6 5,17% sb nguoi duoc hoi trong ca nudc tiép
can thong tin vé viéc cung ung dich vu hanh chinh céng qua mang internet. Cac
dia phuong can xac dinh rd nguyén nhan cia tinh trang trén, dé c6 giai phap
khic phuc, dam bao viéc trién khai cung &ng dich vu cong truc tuyén, xay dung
chinh quyén dién ti thyc su hiéu qua.

3. S6 lan di lai dé giai quyét cong viée

Véi cac nd luc cai cach hanh chinh cta Chinh phu, chinh quyén dia
phuong trong thoi gian qua, dac biét 1a cai cach thu tuc hanh chinh, thyc hién co
ché mot cira, mot cira lién thong, viéc ngudi dan, to chic phai di lai nhiéu lan dé
giai quyét cong viéc da giam dang ké, thé hién qua 78,09% s6 nguoi dugc hoi
khang dinh chi can di lai 1- 2 1an trong qua trinh giai quyét cong viéc; 16,94% di
lai 3 - 4 lan (Biéu d6 13). Tuy nhién, ciing van con c¢6 nguoi dan, té chic phai di
lai nhiéu lan dé giai quyét cong viéc, véi 2,42% sd nguoi dugc hoi di lai 5 - 6
an va 2,47% di lai 7 1an tro 1én.

Biéu dd 13: S6 lan di lai

78,09%

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

W7 antrd 1én

7 lan tro 1én

Khi xem xét ting tinh trong ca nuéc (Biéu do 14), c¢6 tinh dat 95,36% s
nguoi dugc hoi chi can di lai 1- 2 1an dé giai quyét cong viéc va nhan két qua
cung @ng dich vu hanh chinh cong, tuy nhién c6 tinh con c6 16,90% s6 nguoi
dugc hoi phai di lai 5 - 6 1an va ¢6 tinh c6 7,30% s nguoi duoc hoi di lai 7 1an
tré 1én.
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Biéu d6 14: Chi s6 nhin dinh cao nhit, thap nhit va trung vi vé s6 lan di lai
100%
T 95,36%
. T Chi s
80% 78,20% cao nhat
W Chi s6
0, AO-000, , ,
60% oU, 0070 thﬁp nhét
40% ® Gia tri .
trung vi
T 29,10%
20% =
17,10% 16,90%
0 6,90% 7.30%
2,30% ; 2,17%
0% ; —0,00%——=-0,20%——=-0,00%"
1-2 lan 3-4 lan 5-6 lan 7 lan tr& lén

Thuc té hién nay ¢ linh vuc dich vu hanh chinh cong cip x3 & nhiéu dia
phuong, ngudi dan, t6 chie ¢ thé chd va nhan két qua ngay hoic nhan két qua
trong ngay. Két qua SIPAS 2017 d3 phan 4nh dugc cac nd luc trén cta chinh
quyén dia phuong.

Tuy nhién, két qua SIPAS 2017 ciing cho thay nhiéu dia phuong van dé
Xay ra tinh trang mot sé ngudi dan, t6 chuc phai di lai nhiéu lan dé giai quyét
cong viée. Cac dia phuong nay can xem xét, dam bao thyuc hién dung quy dinh
vé giai quyét thu tuc hanh chinh theo co ché mot cira, mot cta lién thong, dic
biét trong viéc dam bao hudéng dan ké khai ho so day du, chinh xac dé nguoi
dan, t6 chtic bo sung hd so khong qué 1 1an.

4. Cong chirc gay phién ha, sach nhiéu

3,35% sb nguoi duoc hoi trong ca nudc cho rang cong chirc giy phién ha,
sach nhiéu trong qua trinh giai quyét cong viéc (Biéu d6 15).
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Biéu do 15: Cong chirc giy phién ha, sich nhiéu

96,65%

H Khong

mCo

Khong

Co

Tinh c6 s6 ngudi duoc hoi phan anh cong chic giy phién ha, sach nhiéu
nhiéu nhat 1 7,30%, thap nhat 1a 0,20% (Biéu d6 16). Gi4 tri trung vi 2,99% cho
thay mot nira s tinh co ty 1é ngudi dan, t6 chic duoc hoi khiang dinh cong chirc
gy phién ha, sach nhiéu nam trong khoang 0,20 - 2,99% va mdt nira s tinh c6
ty 1é nam trong khoang 2,99 - 7,30%.

Biéu dd 16: Chi s6 nhan dinh, danh gia cao nhat, thip nhat, trung vi vé
cong chirc gay phién ha, sach nhiéu

7,30
Chi s6 cao nhat %

2,99
L

Thuc té trong thoi gian qua, chinh quyén cac dia phuong di rat nd lec
nang cao chét luong doi ngii cong chirc & Bo phan mot cira va thuc hién cac bién

Gia tri trung vi

Chi s6 thap nhat

phap giam sat, xt 1y ddi voi cac truong hop cong chire vi pham quy dinh trong
giai quyét cong viéc cho ngudi dan, t6 chirc. Két qua trén da phan anh duoc két
qua cac nd lyc do cua cac dia phuong.

Qua bao cdo két qua cai cach hanh chinh cua cac dia phuong va du luan,
co thé thay viéc cong chirc gay phién ha, sach nhiéu cho ngudi dan, to chuc xay
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ra & cac linh vuc dich vu cong nhiéu hon & cac linh vuc dich vy hanh chinh
cong; va trong cac linh vuc dich vu hanh chinh cong thi chi tap trung & mot vai
linh vuc dich vu cu thé nhu dat dai, xdy dung...Tuy khong nhiéu nhung tinh
trang cong chire gy phién ha, sach nhidu trong qua trinh cung ung dich vy hanh
chinh cong hién nay van dién ra ¢ tat ca 63 tinh trong ca nuéc. Cac dia phuong
can tiép tuc bdi dudng, nang cao chat lugng cong chuc truc tiép giai quyét cong
viéc voi nguoi dan, to chic; Xt 1y nghiém cac truong hop cong chic vi pham
trong giai quyét cong viéc voi ngudi dan, t6 chirc dé dam bao khong con xay ra
tinh trang céng chitc gy phién ha, sach nhidu ddi véi nguoi dan, to chic trong
qua trinh giai quyét cong viéc, cung tng dich vy hanh chinh cong.

5. Cong chirc goi y ndp thém tién ngoai phi/l¢ phi

1,85 % s6 ngudi dugc hoi trong ca nudc cho rang cong chic goi ¥ nguoi
dan, to chirc ndp thém tién ngoai phi/ & phi theo quy dinh (Biéu do 17).

Biéu dd 17: Cong chirc goi y ndp thém tién ngoai phi/lé phi

98,15%

H Khong

mCo

Khéng

Cé

Tinh Xay ra tinh trang cong chiic goi y ndp thém tién ngoai phi/lé phi
nhiéu nhat 1 4,30%, va c6 tinh khong xay ra tinh trang nay (Biéu do 18).
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Biéu d6 18: Chi s6 nhan dinh, danh gia cao nhit, thip nhat, trung vi vé
cong chic goi y ngp thém tién ngoai phi/l€ phi

4,30
Chi s6 cao nhat %

e
®

Mic du co tinh, theo ¥ kién cua nhiing ngudi dan, t6 chuac duoc hoi,

Gia tri trung vi

Chi s6 thap nhét

khong c6 tinh trang cong chirc goi y ndp thém tién ngoai phi/lé phi nhung s6 nay
khong nhiéu (Phy luc 2 vé chi sb SIPAS 2017 cua 63 tinh). Cac dia phuong can
c6 bién phap giam sat, xir Iy nghiém dé dam bao khong con tinh trang cong chirc
goi y nguoi dan, to chirc ndp thém tién ngoai phi/lé phi theo quy dinh.

6. Co quan ding hen

91,73% s6 ngudi dan, to chuac dugc hoi tra 16i nhan dugc két qua cung
ung dich vu cua co quan hanh chinh nha nudc dung hen; 2,37% nhan sém hon
hen va 5,90% tré hen (Biéu do 19).

Biéu d6 19: Co quan diing hen

91,73%

H Dung hen

Sém hen

90% B Tré hen

bung hen
Sdm hen

Tré hen
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Déi véi cac tinh, ty 1é dung hen tra két qua cua co quan ciing rat cao (Biéu
d6 20). S6 ngudi duoc hoi ¢ 63 tinh danh gia co quan dung hen nam trong
khoang 84,40 - 96,70%. Ngoai ra, cic tinh con ¢ ty 18 sém hen nam trong
khoang 0,21 - 11,90%. Tuy nhién, van con tinh trang tré hen ¢ tt ca 63 tinh, V4i
ty 1€ trong khoang 1,80 - 13,20%.

Biéu @6 20: Chi s6 nhan dinh cao nhit, thip nhit, trung vi vé co quan ding hen
100%
00% T 96,70%
t 91,80%
84,40% ™ Chi b
L cao nhét
W Chi s6
0, ; 7
20 thap nhat
40% ® Gia tri
trung vi
20%
W 11,90% T 13,20%
0 5,90%
0% ; 02 21% * 1.80%.
Pung hen Sém hen Tré hen

7. Co quan thong bao vé sur tré hen

Trong s6 nhitng dan, t6 chac bi tré hen tra két qua néi chung trong ca
nuéc (chiém 5,90% sb nguoi duoc hoi), chi ¢ 32,77% nhan duoc thong béo cua
co quan vé su tré hen (Biéu d6 21).
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Biéu dd 21: Co quan thong bio vé su tré hen

32,77%

mCo

B Khong

Co

Khong

Ty 18 nguoi dan, to chic bi tré hen nhan dugc thong bao ciia co quan & 63
tinh (Biéu d6 22) nam trong khoang 0,00 - 88,50%. Mac du ty 1é tré hen khong
l6n nhung c6 thé thay c6 tinh khong thuc hién bat ky thong bao nao viéc tré hen
tra két qua toi nguoi dan, té chic va mot nira s6 tinh trong ca nudc chi thong
béo cho tir 0,00 - 31,60% s truong hop bi tré hen.

Biéu do622: Chi s6 nhan dinh, danh gia cao nhat, thap nhat, trung vi ve
co quan thong bao ve sw tre hen

88,50
Chi s6 cao nhat %

Gia tri trung vi

Chi s6 thap nhat

Q

Ciing trong s nhitng ngudi bi tré hen trong ca nudc, 88,91% khong nhan
duoc xin 16i tir co quan vé su tré hen (Biéu do 23).

8. Co quan xin 16i vi su tré hen

BAO CAO SIPAS 2017



Biéu d0 23: Co quan xin 15i vi su tré hen

mCo

B Khong

Déi voi 63 tinh, tinh thuc hién tot nhat vé viéc xin 16i ngudi dan, to chic
vi tré hen tra két qua ciing chi thuc hién xin 13i téi 33,33% s ngudi bi tré hen,
tinh kém nhat 1a tinh khong xin 15i bat ky nguoi dan, t6 chic bi tré hen nao
(0,00%) va nira sb tinh trong ca nuéc chi thuc hién xin 16i ¢én 0,00 - 7,30% sb
nguoi dan, to chic bi tré hen (Biéu do 24).

Biéu dd 24: Chi s6 nhan dinh, danh gia cao nhat, thip nhat, trung vi vé
co’ quan xin 10i vi sw tre hen

33,33
Chi s6 cao nhat %

e
®

Tir cac chi s6 phan 4nh viéc co quan théng bao vé sy tré hen, co quan xin
15i Vi sy tr& hen c6 thé thdy quy dinh ctia Chinh phu vé viéc thong bao va xin 15i
nguoi dan, t6 chic khi tré hen tra két qua cung ung dich vu chua thyc hién
nghiém & hau hét cac dia phuong.

Gia tri trung vi

Chi s6 thap nhit
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Bang 3: Tong hep cac chi s6 nhan dinh, danh gia clia ngwoi dén, té chic vé
viéc t6 chirc cung ng dich vu hanh chinh cong

TT Chisé | Chung | Tinhcao | Tinh Gia tri
Noi dung Ca nuwo6cC nhat thap trung vi
nhat
1. Bo phan ticp
Co quan truc| nhanvatrakét | 63,92% | 98,60% | 28,21% | 62,60%
tiep giai quyet qua
cong viee Co %‘Eﬁﬁaﬂh 36,08% | 71,10% | 16,70% | 37,40%
2. Qua Egg%léthan’ 17.33% | 33.80% | 6.90% | 16,40%
Kénh thong tin Q“alfl?é‘r‘lh q;ge” 71.92% | 83.70% | 51,60% | 72,00%
d& bibt vé& co —PRHONS,Xa
uan truc tié Qua phuong tién
quan tryc Hep i ong tindai | 15,54% | 39,00% | 6,40% | 13,60%
glal quyet cong ching
Viéc
Qua mang 517% | 17,30% | 1,30% | 4,40%
Internet
Khéc 203% | 1593% | 000% | 3,95%
3 | o8 1an dt i dén 1-2 1an 78.09% | 9536% | 60,00% | 78.20%
C;’ afllanl d"?‘él ieéi 3-4 14n 16,94% | 29,10% | 0,00% | 17,10%
¥ %t S V?éc 5-7 1an 242% | 1690% | 020% | 2.30%
quy g VIS Trén 7 1an 247% | 730% | 000% | 217%
4. | Cong chuc gay
phidn ha, sach Co 3350 | 7.30% | 022% | 2.99%
nhiéu
5. | Cong chuc goi
¥ nop tidn ngoai Co 185% | 430% | 000% | 1,70%
phi/lé phi
6. Dung hen 91,73% | 96,70% | 84,40% | 91.80%
Co quan trd ket Sm hen 237% | 11.90% | 021% | 2,00%
qua dang hen
Tr& hen 590% | 13.20% | 1.80% | 5,90%
7. | Co quan thong
bio vé& viéc tré Co 32.77% | 8850% | 0,00% | 31,60%
hen tra ket qua
8. | Co quan xin 1€~?i
vi tré hen tra két Co 11,09% | 33.33% | 000% | 7.,30%
qua
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II. SU HAI LONG CUA NGUOI DAN, TO CHUC POI VOI SU PHUC
VU CUA CO QUAN HANH CHINH NHA NUOC

SIPAS 2017 do ludng su hai long ctia nguoi dan, t6 chirc ddi véi 5 yéu to
co ban cua qué trinh cung tng dich vu hanh chinh céng, gom: (1) Tiép can dich
vy; (2) tha tuc hanh chinh; (3) cong chuc; (4) két qua; (5) viéc tiép nhan, giai
quyét ¥ kién gop v, phan anh, kién nghi. Trén co s& tdng hop, phan tich cac dit
liéu diéu tra xa hoi hoc, SIPAS 2017 tinh toan, xac dinh chi s6 hai 1ong chung vé
su phuc vy hanh chinh trong pham vi ca nuéc (goi tit 1a chi s6 hai long chung ca
nudc), cac chi s6 thanh phan vé cac yéu td tiép can dich vy, tha tuc hanh chinh,
cong chuc, két qua cung ang dich vu va tiép nhan, xir 1y ¥ kién goép v, phan anh,
kién nghi; chi s6 nhan dinh, danh gia va chi s6 mong doi ciia ngudi dan, to chic.
Cac chi sb trén ciing duoc phan tich theo cic cAp hanh chinh ¢ dia phuong, theo
cac linh vuc dich vu hanh chinh va theo 63 tinh, thanh phé truc thudc Trung
uong.

1. Chi s6 hai long vé tiép cin dich vu

SIPAS 2017 do ludng su hai long ctia nguoi dan, to chirc vé tiép can dich
vu V&i 4 tiéu chi: (1) Noi ngdi cho tai co quan giai quyét thi tuc hanh chinh/Bo
phan tiép nhan va tra két qua c6 du chd ngoi; (2) trang thiét bi phuc vu nguoi
dan, t6 chic tai co quan giai quyét thu tuc hanh chinh/Bo phan tiép nhan va tra
két qua day du; (3) trang thiét bi phuc vu nguoi dan, t6 chic tai co quan giai
quyét thu tuc hanh chinh/Bo phan tiép nhan va tra két qua hién dai; (4) trang
thiét bi phuc vu nguoi dan, to chuc tai co quan giai quyét tha tuc hanh chinh/Bo
phan tiép nhan va tra két qua dé st dung.

Két qua cho thay 84,36% s6 ngudi dugc hoi trong ca nudc hai long vé
viéc noi ngdi chd co du chd ngdi, 80,31% hai long vé trang thiét bi day du,
71,61% hai 1ong vé trang thiét bi hién dai va 75,18% hai long vé trang thiét bi dé
st dung. Chi s hai long vé tiép can dich vu 1a 77,86% (Biéu d 25).
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Biéu d6 25: Chi s6 hai long chung ca nudc vé tiép can dich vu

100%
84,36% 80.31%
80% +— ' 71,61% 7518% e
i Hai long
60% +—
m Binh
thwong

40%

H Khong

20% hai long

0%

Noi ngoi cho co Trang thiét bi  Trang thiét bi Trang thiét bi d& Tiép can dich vu
dd cho ngoi day du hién dai str dung noi chung

Chi s6 hai long vé tiép can dich vu cua tinh cao nhat 1a 94,38%, tinh thap
nhat 1a 45,22% va gia tri trung vi 1a 77,29% (Biéu do 26). Khoang cach chénh
léch cua chi s6 hai 1ong vé tiép can dich vu giira tinh cao nhét va tinh thap nhat
1a rat 16n, 1én dén gan 50%.

Gia tri trung vi cho thay ntra s6 tinh ¢6 chi sb hai 1ong trung binh vé tiép
can dich vu nam trong khoang 77,29 - 94,38% va nira s6 tinh c6 chi sb trong
khoang 45,22 - 77,29%. Nhu vy, hon nira sé tinh trong ca nuéc c6 chi sé duéi
mirc trung binh chung ca nuac (77,87%).

Céc chi s6 hai 10ng theo timg tiéu chi vé tiép can dich vu (gom chi sb hai
1ong vé noi ngdi cho c¢o du chd ngdi; chi sé 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 d& su dung)
cling c6 su cach biét gitra tinh cao nhat, thap nhat va trung vi tuong ty nhu chi
s6 hai long trung binh vé tiép can dich vu (Biéu d6 26, Bang 4). bac biét, chi sb
hai long vé trang thiét bi d& str dung c6 su chénh 1éch giita tinh cao nhat va tinh
thap nhat tham chi 1én téi xap xi 55%.
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Biéu do 26: Chi s6 hai long cao nhit, thip nhit, trung vi vé tiép can dich vu
100% u
97,08% w - o
‘ 0 9BA% o g1 260 95,00% 94,38%
84,62% ™ Chi s6
80% 79,09% 77,29% A
L o , 0
| 70,15% d 74,79% cao nhat
60% W Chi sb
W 54,26% L thip nhét
47,40% 45,22%
40% W 382596 T 40:96% ———— ®Gia tri
trung vi
20%
0%
Noi ngéi cho Trang thiét bi Trang thiét bi Trang thiét bi Tiép can dich
c6 dichdngdi  day du hién dai désir dung  vu noi chung
Bang 4: Chi s6 hai long vé tiép can dich vu
Chisé | Chisb Chi s6 Chisé | Gia tri
chungca | tinhcao | tinhthap | trungvi
Tiéu chi nuwoc nhat nhat
Noi ngdi cho giai quyét cong viéc tai
co quan c6 du cho ngoi cho nguoi | 84,36% 97,08% 54,26% | 84,62%
dan, to chirc
Trang thict bi phuc vu ngudi dan, 10 | g0 3195 | 954205 | 47,40% | 79,09%
chuc day du
Trang thiet bi phuc vu ngudi dan, ©0 | 29 5104 | 999505 | 38.25% | 70,15%
chuac hién dai
Trang thict bi phuc vu ngudi dan, 0 | 75 1000 | 950006 | 40,96% | 74,79%
chuc de su dung
Chi s6 hai long vé tiép can dich va | 77,86% | 94,38% | 4522% | 77,29%

Céac co quan hanh chinh cap tinh, cap huyén va cap xa trong ca nudc cé
chi s6 hai long trung binh Vé tiép can dich vu nam trong khoang 77,36 - 78,29%,
véi su chénh 1éch rat nho, chi khoang 1%. Co quan hanh chinh cép x3 c6 chi sd
cao nhat va co quan hanh chinh cap huyén c6 chi s6 thap nhat (Biéu do 27).

Céc co quan hanh chinh thudc linh vuc lao dong, tu phap cap x4; linh vuc
tu phap cap tinh; linh vuc kinh doanh; linh vuc néng nghiép va phat trién nong
thon; linh vuc van héa, thé thao du lich; linh vuc giao thong, van tai; linh vuc
xay dung, quan 1y du an; linh vuc dat dai, moi truong (sau ddy goi tat 1a 8 linh
vuc) ¢o chi s6 hai 10ng trung binh vé tiép can dich vu nam trong khoang 73,69 -
- 82,22%, chénh 1éch khoang 9%. Céc co quan hanh chinh thudc linh vuc tu phap
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(cap tinh) dat chi s6 cao nhit va co quan thudc linh vuc xay dung, quan 1y du an
dat chi s6 thap nhat (Biéu d6 27).

Biéu d6 27: Chi s hai long chung ca nwor, cac cap, cac linh vie
vé tiép can dich vu
Ca nuwéc
Cap tinh
Cap huyén
CAap x3
Linh vuc tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)
Linh vwe kinh doanh
Linh virc ndng nghiép, phét trién...
Linh viee van héa, thé thao, du lich
Linh vy giao thdng van tai

Linh vuc xay dung, quan ly du an

Linh viwc dat dai, mdi trwong

i Hai long i Binh thwong H Khéng hai long

Céc chi sb hai long theo timg tiéu chi vé tiép can dich vu cia co quan
hanh chinh cac cép va cac linh vyuc néi trén cling ¢ su chénh l¢ch tuong tu nhu
chi s6 hai long vé tiép can dich vu noi chung (Biéu dd 28, 29, 30, 31). O 04 chi
sb nay, co quan hanh chinh cip tinh, cip huyén, cap xa thay nhau chiém vi tri
cao nhat, thap nhat trong sé 3 nhom co quan phan theo cép chinh quyén; tuy
nhién trong sé 8 nhém co quan phan theo 1inh vyc, co quan hanh chinh thudc
linh vuc tu phap (c4p tinh) ludn giit vi tri cao nhat va co quan hanh chinh thudc
linh vyuc xay dung, quan Iy du 4n ludn & vi tri thap nhat.
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Biéu d6 28: Chi sf')‘ hai long chung ca nudr, cac cip, cac linh vuc
veé noi ngoi cho cé di cho ngoi

Ca nuwéc - ,00%
Cap tinh | ,95%
Cap huyén | ,12%
Cap xa - ,91%
Linh vie tw phap, lao déng (cap xa) - ,91%
Linh vie tw phap (S& Tw phap) - ,29%
Linh vyc kinh doanh - /66%
Linh virc ndng nghiép, phat trié’n...- ,41%
Linh vic van héa, thé thao, du lich - ,02%
Linh vyc giao théng van tai | ,45%
Linh vuc xay dung, quan ly du én | ,34%
Linh vic dat dai, mdi truong - ,35%

M Hai Ibng- i Binh thwong H Khong hai long

Biéu d6 29: Chi sb hai long chung ca nwor, cac cip, cac linh vuc
vé trang thiéet bi day da

Ca nuwéc - 41,93%
Cap tinh - ,93%
Cap huyén - ,04%
Cap x3 - ,80%
Linh vic tw phap, lao dong (cép xa) - ,80%
Linh vuc tw phap (S& Tw phap) - ,09%
Linh vyec kinh doanh - ,94%
Linh virc ndng nghiép, phat trién...- ,82%
Linh vwe van hoa, thé thao, du lich - ,79%
Linh vyc giao théng van tai - ,58%
Linh vie xay dwng, quan ly du én - ,34%
Linh vuc dat dai, méi trwong - 1,09%

MHailong  WBinhthuong B Khéng hai long
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Biéu d6 30: Chi sb hai long chung ca nudr, cac cip, cac linh vuc
vé trang thiét bj hién dai

Ca nuwéc ,26%
Cap tinh ,51%
Cap huyén ,25%
Cap xa 11%
Linh v tw phap, lao déng (cap xa) ,11%
Linh vie tw phap (S& Tw phap) ,80%
Linh vire kinh doanh ,25%
Linh vire n6ng nghiép, phat trién... ,03%
Linh vwe van hoa, thé thao, du lich ,24%
Linh vyc giao théng van tai ,22%
Linh vire xay dung, quan ly dy an 2,21%
Linh virc dat dai, méi truéng ,43%

M Hai long i Binh thwong H Khdng hai long

Biéu d6 31: Chi sb hai long chung ca nwac, cac cip, cac linh vue
ve trang thiét bi dé sir dung

Ca nuwoc ,93%
Cap tinh ,01%
Cép huyén ,01%
Cap xa ,80%
Linh vic tw phap, lao déng (cép xa) ,80%
Linh v tw phap (S& Tw phap) ,09%
Linh vyec kinh doanh ,83%
Linh vire n6ng nghiép, phat trién... ,83%
Linh viee van héa, thé thao, du lich ,91%
Linh vyc giao théng van tai ,51%
Linh vire xay dung, quan ly dy an A1%
Linh vic dét dai, méi treong ,12%

E Hai long i Binh thwdong H Khong hai long
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Két qua phan tich cho thay, trong sé 5 yéu té cta qua trinh cung @ng dich
vu hanh chinh céng ma SIPAS 2017 do luong su hai long (gom: Tiép can dich
vy, thi tuc hanh chinh, cong chirc, két qua cung tng dich vu va tiép nhan, xir 1y
y kién gop ¥, phan anh, kién nghi), yéu té tiép can dich vu cé chi s hai long
thap thir 2. Nhin chung, cac kénh thong tin dé ngudoi dan, to chic tiép can dich
vy, co quan cung tng dich vu hién nay kha da dang nhung chua thuc sy dé
dang, thudn tién cho ngudi dén, to chuc; trang thiét bi dé nguoi dan, to chic sir
dung trong qué trinh giai quyét cong viéc kha diy du nhung chua thuc sy hién
dai, dé str dung.

2. Chi s6 hai long vé thii tuc hanh chinh

SIPAS 2017 do ludng viéc giai quyét tha tuc hanh chinh cila cac co quan
hanh chinh nha nuéc ¢ dia phuong véi 5 ti€u chi: (1) Thua tuc hanh chinh duoc
niém yét cong khai day du; (2) thu tuc hanh chinh duoc niém yét cong khai
chinh xac; (3) thanh phan hd so ma nguoi dan, t6 chic phai nop 1a ding quy
dinh; (4) phi/lé phi ma ngudi dan, t6 chuac phai nop 1a dung quy dinh; (5) thoi
han giai quyét (tinh tir ngay nop ho so dén ngay nhan két qua) 1a dung quy dinh.
SIPAS 2017 khong danh gia mtrc do phuc tap/don gian hay mac do phu hop caa
cac quy dinh tha tuc hanh chinh do céac khia canh nay khong thudc tham quyén,
chtic ning cua chinh quyén dia phuong.

Két qua cho thay 85,04% sé ngudi dugc hoi trong ca nudc hai long vé
Viéc co quan niém yét thii tuc hanh chinh cong khai, day du; 83,94% hai long vé
Vviéc co quan niém yét thu tuc chinh xac; 85,82% hai long vé viéc ndp thanh
phan ho so ding theo quy dinh; 84,07% hai long vé viéc nop phi/lé phi theo
dung quy dinh va 82,69% hai long vé viéc thoi han giai quyét hd so dung quy
dinh. Chi sb hai long trung binh vé viéc giai quyét thii tuc hanh chinh cta co
quan hanh chinh nha nuéc ndi chung trong ca nudce 1a 84,31% (Biéu do 32).
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Biéu do 32: Chi s6 hai long chung ca nwéc vé thii tuc hanh chinh

100%

85,04% 83,94% 85,82% 84,07% 82,69% 84,31%
80% — i Hai long
60%
m Binh
40% +— thuwong
20%
° B Khong
hai long
0%

Niém yét tha Niém yét tha Nop thanh  Nop phi/lé  Thoi han Viéc giai
tuc hanh tuchanh phan hdé so phi dung gidi quyét quyét thi tuc
chinh cong  chinh chinh  ddngquy  quydinh  dung quy  hanh chinh

Chi s6 hai long vé yéu t6 tha tuc hanh chinh cia tinh cao nhat 13 97,54%;
chi s6 cua tinh thap nhat 1a 57,59%; gia tri trung Vi cua chi s6 hai long vé yéu tb
thu tuc hanh chinh 1a 84,20% (Biéu d6 33). Chi sb hai long vé yéu to thu tuc
hanh chinh cua tinh cao nhat va tinh thap nhat c¢6 sy chénh 1éch 40%.

Két qua gia tri trung vi cho thay ntra s6 tinh trong ca nudc ¢ chi s6 hai
1ong vé yéu té tha tuc hanh chinh ndm trong khoang 84,20 - 97,54% va nira 6
tinh ¢ chi s6 nam trong khoang 57,59 - 84,20%. Vi chi s6 hai long vé yéu to
thu tuc hanh chinh cta chung ca nudc la 84,31% va gia tri trung vi 1a 84,20% thi
c6 thé thdy mét nira so tinh trong ca nudc dat chi sé dudi mic trung binh chung
ca nudc.

5 chi s6 hai long thanh phan vé thi tuc hanh chinh (gom chi s6 hai long vé
niém yét tha tyc hanh chinh cong khai, day du; chi s6 hai long vé niém yét thu
tuc hanh chinh chinh xac; chi s6 hai 10ng vé ndp thanh phan hd so dang quy
dinh; chi s6 hai 1ong vé ndp phi/lé phi ding quy dinh va chi s hai 1ong vé thoi
gian giai quyét cong viéc ding quy dinh) cling c6 muc cao nhat, thap nhat va
trung vi twong tu nhu chi s6 hai 1ong vé yéu t6 thu tuc hanh chinh (Biéu do 33,
Bang 5).
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Biéu d6 33: Chi s6 hai l1ong cao nhit, thip nhat, trung vi vé thii tuc hanh chinh
100% — o — - =
6 l 98,95% 97,06% — 93,33% 97,50% 96,67% L 97,54%
— 83,99% 83,47% 85,76% 83,75% 83,13% 84,20%
T Chi sé
cao
60% : 62,79% 9%  nhat
57,17% W 56,34% W 5593% W 55,72% 57,59%
W Chisd
40% thap
nhat
20% ® Giatri
trung
0% vi
Niém yét thi Niém yét tha NOp thanh  NOp phi/lé Thoi han giai  Viéc giai
tuc hanh tuchanh  phan ho so phi ding quy quyét ddng quyét tha tuc
chinh cdng  chinh chinh  dUng quy dinh quy dinh  hanh chinh
khai day du Xac dinh néi chung
Bang 5: Chi so hai long vé thi tuc hanh chinh
Chisé | Chisé | Chisé | Chisd | Giatri
chung | tinh cao | tinh thap | trung vi
Tiéu chi Ca nuwoc nhat nhat
Niém yét thu tuc hanh chinh day di 85,04% | 98,95% | 57,17% | 83,99%

Niém yét tha tuc hanh chinh chinh xac | 83,94% | 97,06% | 56,34% | 83,47%
Nop thanh phan hd so ding quy dinh | 85,820 | 93,33% | 62,79% | 85,76%
Nop phi/l¢ phi déng quy dinh 84,07% | 97,50% | 5593% | 83,75%
Thoi han giai quyét ding quy dinh 82,69% | 96,67% | 55,72% | 83,13%
Chi s6 hai 1ong v& thii tuc hanh chinh | 84,31% | 97,54% | 57,59% | 84,20%

Céac co quan hanh chinh cap tinh, cip huyén va cap xa trong ca nudc cé
chi s6 hai long vé yéu t6 tha tuc hanh chinh nam trong khoang 83,52 - 85,16%,
chénh 1éch gan 2%. Céac co quan hanh chinh cip xd c6 chi s hai 1ong vé yéu tb
thu tuc hanh chinh cao nhat va co quan cap huyén cé chi sé thap nhat (Biéu do
34).

Céc co quan hanh chinh thudc 8 linh vuc c¢6 chi s6 hai long vé yéu to thu
tuc hanh chinh nam trong khoang 82,37 - 87,87%, chénh 1éch khoang 5%. Cac
co quan thudc linh vuc tu phap (cap tinh) c6 chi s6 cao nhat va co quan thudc
linh vuc dat dai, méi truong co chi sé thap nhét (Biéu dd 34).

Céac chi s6 hai long theo timg tiéu chi vé viéc giai quyét thu tuc hanh

chinh cta co quan hanh chinh céac cap va cac linh vuc noi trén cling c6 su chénh
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léch tuong tu nhu chi s6 hai 1ong vé tiép can dich vu noi chung (Biéu do 35, 36,
37, 38, 39). O 05 chi s6 thanh phan ndy, cac co hanh chinh cap xi ludn co vi tri
cao nhit va cac co quan hanh chinh cap huyén ludn co vi tri thip nhat, mac du
su chénh léch vé chi sb giita hai nhdm co quan 13 khong dang ké. Trong s6 8
nhom co quan hanh chinh phan theo linh vuc dich vu, cac co quan hanh chinh
thudc linh vuc tu phap (cap tinh) ludn gilt vi tri cao nhit; cic co quan hanh
chinh thudc linh vuc x4y dung, quan 1y dy 4n va cac co quan thudc linh vuc dat
dai, moi trudng thay nhau & vi tri thap nhét (Biéu d6 34, 35, 36, 37, 38, 39).

Ca nuwoc
Cap tinh
Cap huyén
Cap xa
Linh vic tw phap, lao dong (cap xa)
Linh virc tw phap (S& Tw phap)
Linh vye kinh doanh
LTnh vic ndng nghiép, phat trién...
Linh viec van héa, thé thao, du lich
Linh v giao thdng van tai
Linh vuc xay dung, quan ly du an

Linh vic dat dai, mdi truong

i Hai long

LI Binh thwong

Biéu do 34: Chi s6 hai long chung ca nwéc, cac cip, cac linh vuc
veé thu tuc hanh chinh.

14,269491,43%

H Khong hai long

,44%
,73%
,09%
,09%
,69%
,04%
,93%
,00%
,22%

,57%

2,09%
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Biéu Q(‘“) 35: Chi s6 hai long chung ca nuorc, cac cap, cac linh vuye
vé thi tuc hanh chinh dwgc niém yét cong khai day da

Ca nuéc
Cap tinh
Cap huyén
Cap xa

Linh vic tw phap, lao dong (cép..
Linh virc tw phap (S& Tw phap)
Linh vire kinh doanh

Linh viec ndng nghiép, phat trién...
Linh vuwc van hoa, thé thao, du lich
Linh vy giao théng van tai
Linh vire xay dung, quan ly dy an

Linh vic dat dai, mdi truéng

4 Hai long L1Binh thwong H Khong hai long

oW1,47%

1,28%
1,56%

1,38%

D,98%
D,98%
1,49%
1,13%

D,82%

1,54%

1,81%

1,58%

Biéu do 36: Chi s6 hai 1ong chung ca nuér, cac cip, cac linh vue
ve thu tuc hanh chinh dwgc niém yét chinh xac
Ca nuwéc
Cap tinh
Cap huyén
Cap xa
Linh vic tw phap, lao dong (cap xa)
Linh vyc tw phap (S& Tw phap)
Linh vwe kinh doanh
Linh virc ndng nghiép, phat trién...
Linh vire van hoa, thé thao, du lich
Linh vire giao thong van tai

Linh vuc xdy dwng, quan ly du an

Linh virc dat dai, mdi truong

i Hai long L1 Binh thuwdng H Khong hai long

1,21%
1,34%
,30%
1,01%
,01%
1,49%
,93%
,13%
,79%
1,15%
1,47%

,56%
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Biéu do 37: th s0 hai long c‘hun‘g ca nudec, cac cé‘ip, cac linh vue
vé n¢p thanh phan ho so ding quy dinh

Ca nuoc
Cap tinh
C3p huyén
Cap xa
Linh vic tw phap, lao dong (cap xa)
Linh vyc tw phap (S& Tw phap)
Linh vuec kinh doanh
Linh viec ndng nghiép, phat trién...
Linh vic van héa, thé thao, du lich
Linh v giao thdong van tai

Linh vuc xay dwng, quan ly du an

Linh vic dat dai, mdi truong

MHailong  wBinhthwong  ®Khong hailong

,68%
,69%
,76%
,60%
,60%
,50%
,59%
,41%
,68%
,45%
,74%

,91%

Biéu d6 38: Chi s‘f’) hai 10ng chung c nwéc, cac cp, cac linh vuc
veé n¢p phi/l¢€ phi ding quy dinh
Ca nuoc
Cap tinh
Cap huyén
Cap xa
Linh vic tw phap, lao dong (cap xa)
Linh vyc tw phap (S& Tw phap)
Linh vuc kinh doanh
LTnh virc ndng nghiép, phat trién...
Linh vwe van hoa, thé thao, du lich
Linh vyc giao théng van tai
Linh vwe xay dung, quan ly du an

Linh vic dat dai, mdi trwong

i Hai long L1Binh thwong H Khong hai long

,94%
,77%
,35%
,65%
,65%
29%
01%
41%
,68%
03%

,80%

,31%
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Biéu d6 39: Chi s6 hai l1ong chung ca nuéc, cac cip, cac linh vuc
veé thoi han gidi quyét cong viéc ding quy dinh

Ca nuwéc 14,29%93,02%

| I N R
Ciptinh |l 83,40% . 13,74%2,86%
T I N R
C3p huyén . 81,0%  1511% §3,87%
Linh vie tw phap, lao déng (cap xa) _ . 13,82% W2,22%

Linh virc tw phap (S& Tw phap) 3,68%

. 888% 941
Wt 1 [

Linh vue kinh doanh 13,13%| 1,52%

LTnh vwc ndng nghiép, phat trié’n..._ _ 1,86%

Linh ve van hoéa, thé thao, du lich _ ﬁm 1,36%

Linh vyc giao théng van tai _ ___ 14,63% 91,92%

Linh vuc xay dung, quan ly du an _ _ 14,79% I93,01%

Linh virc d4t dai, moi trwong _ /5,08%
MHailong  LBinhthuong  mKhéng hai long

Két qua phan tich cho thay chi s6 hai long vé yéu t6 thu tuc hanh chinh
cao thir 2 trong s6 5 chi s hai 1ong yéu té cua qua trinh cung ung dich vu hanh
chinh céng ma SIPAS 2017 do ludng. Piéu nay thé hién viéc giai quyét thu tuc
hanh chinh ¢ cac dia phuong dang ngay cang dé dang, thuan loi hon cho ngudi
dan, t6 chirc theo hudng: S6 lan di lai cua ngudi dan, to chic trong qua trinh giai
quyét cong viéc giam, tham chi phan 16n ngudi déan, t6 chic chi can di lai 1- 2
lan; thu tyc hanh chinh duoc niém yét cong khai day du, chinh xac; thanh phan
hd so, phi/lé phi, thoi han giai quyét cong viée duoc tuan thu ding quy dinh.

3. Chi s6 hai long vé cong chirc

SIPAS 2017 do luong sy hai 1ong cua nguoi dan, to chirc ddi véi cong
chuc truc tiép giai quyét cong viéc voi ngudi dan, to chuac véi 6 tiéu chi: (1)
Cong chirc co thai do giao tiép lich sy; (2) cong chire chi y 1ing nghe ¥ kién cua
nguoi dan/dai dién t6 chic; (3) cong chirc tra 1oi, giai dap day du cac y kién cua
ngudi dan/dai dién t6 chic; (4) cong chirc huéng dan ké khai hd so tan tinh, chu
dao; (5) cong chic hudng dan hd so dé hiéu; (6) cong chirc tun thu dung quy
dinh trong giai quyét cong viéc.
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Nhin chung, ngudi dan, t6 chirc kha hai long voi cac cong chirc truc tiép
giai quyét cong viéc cho ho. 82,80% s6 nguoi duoc hoi trong ca nude hai 1ong
vé cong chirc c6 thai do giao tiép lich su; 80,78% hai 1ong vé cong chirc chi ¥
ling nghe; 80,93 % hai long vé cong chic tra 1o, giai dap day du; 81,96% hai
1ong vé cong chic hudng dan ké khai hd so tan tinh, chu dao; 81,22% hai long
vé cong chire huéng dan hd so dé hiéu; 83,15% hai long vé cong chirc tuan thu
dung quy dinh. Chi sb hai 1ong chung vé cong chic 1a 81,81% (Biéu do 40).

Biéu do 40: Chi so hai long chung ca nwéc vé cong chirc

100%

82,80%  g078%  80,93%  8196%  81,22%  8315%  81,81%
80%

i Hai long
60% -—

m Binh

40% 1 thuwong

A7% H Khong
hai long

20% -

72%

0% -

Co6 thai dd chay ling Tra &, gidiHwong dAnHwéng ddn Tuén thd  Cong chire
giao tiép nghey kién thich day khaihé so ké khai hd dudng quy néi chung
lich sw da tan  sodéhiéu  dinh
tinh, chu
dao

Chi sb hai 1ong vé cong chirc cua tinh cao nhat 14 96,74%; tinh thap nhat
1a 56,10%; gia tri trung vi 1a 81,56% (Biéu do 41). Khoang cach chénh léch cua
chi sb hai long vé cong chirc gitra tinh cao nhat va tinh thap nhat 1a khoang 40%
(thap hon su chénh 1éch cua chi s hai long vé tiép can dich vu va tha tuc hanh
chinh).

Gia trj trung vi cho thay nira so tinh c6 chi s6 hai 1ong trung binh vé cong
chac nam trong khoang 81,56 - 96,74% va ntra s6 tinh c¢6 chi sé trong khoang
56,10 - 81,56%. Vi chi s6 hai long vé cong chirc caa chung ca nudc 81,81% va
gia tri trung vi 81,56% thi c6 thé thay mot ntra s6 tinh trong ca nuéc dat chi sb
hai long vé cong chirc dudi mire trung binh chung ca nudc (81,81%).

Céc chi s6 hai long theo ting tiéu chi vé cong chtic (gom chi sé hai long
vé cong chirc c6 thai do giao tiép lich su; chi s6 hai long vé cong chirc cha y
ling nghe; chi s6 hai long vé cong chuc tra 1o, giai thich ddy du; chi s6 hai long

vé cong chirc huéng dan ké khai ho so tan tinh, chu d4o; chi s6 hai long vé cong

BAO CAO SIPAS 2017



chtrc hudng dan ké khai hd so d& hiéu; chi sé hai long vé cong chirc tudn thu

dung quy dinh) cling c6 su cach biét giita tinh cao nhat, thap nhat va trung vi

tuong tu nhu chi s6 hai 1ong trung binh vé cong chuc (Biéu dd 41, Bang 6).

Biéu d0 41: Chi s6 hai long cao nhit, thip nhit, trung vi vé cong chirc
100% T 9750% T 96,34% T 96,46% T 96,67% T 96,46% T 97.85% T 96,74%
80% 83,30% @ g0 75% @-80,75% @ 82,50% @ 81,250 @ 82.98% @ _81,56% e
1SO
Ccao
60% o ¥
56,55% W 5572% W S4,47% W sqogy | ool W 56,10% ”h:"‘tﬂ
W Chi sb
40% thp
nhat
20% ® Gié tri
trung
O% T T T T T T 1 VI
Co thai do chaylang Traloi, giai Hwdng Hwéng  Tuanthd Céng chic
giao tiép ngheykién thichddy dankhai dank& dangquy néichung
lich sw du hd so tan khaihdso  dinh
tinh, chu  dé hiéu
dao
Bang 6: Chi s6 hai long vé cong chic
Chiso| Chisé | Chisé | Chisé | Gia tri
chung | tinh cao | tinh thap | trung vi
Tiéu chi Ca nw6C nhat nhat
Cong chirc c6 thai d6 giao tiép lich sy | 82,80% | 97,50% | 59,67% | 83,30%
Cong chue chu ¥ ling nghe ¥ kién 80,78% | 96,34% | 56,55% | 80,75%
Cong chirc tra 1o, giai thich day du 80,93% | 96,46% | 55,72% | 80,75%
Cong chic huong dan ké khai hd so | 81,96% | 96,67% | 54,47% | 82,50%
tan tinh, chu dao
Cong chirc huéng dan ké khai hd so d& | 81,22% | 96,46% | 51,98% | 81,25%
hiéu
Cong chuc tudn thu ding quy dinh| 83,15% | 97,85% | 58,21% | 82,98%
trong giai quyet cong viéc
Chi s6 hai long vé cong chirc 81,81% | 96,74% | 56,10% | 81,56%

Chi s6 hai 1ong vé cong chuc cua cac co quan hanh chinh cép tinh, co
quan hanh chinh cip huyén, co quan hanh chinh c4p xa nam trong khoang 80,78
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- 83,06%, chénh léch hon 2%; trong d6 cac co quan cép x4 ¢6 chi sb cao nhat va
cac co quan hanh chinh cap huyén co chi s6 thap nhat (Biéu do 42).

Chi s6 hai 1ong vé cong chiic clia cac co quan hanh chinh thudc 8 linh vuc
dich vu nam trong khoang 79,50 - 85,40%, chénh 1éch khoang 6%. Cac co quan
thuc linh vuc tu phap (cAp tinh) dat chi s6 hai 10ng cao nhét va cic co quan
hanh chinh thudc linh vuc dat dai, moi trudng dat chi s6 thap nhat (Biéu db 42).

Bicu do 42: Chi so hai long chung ca nuéc, cac cap, cac linh vue
veé cong chire

A |

Ca nuwéc ,72%

Cép tinh ,67%

Cép huyén 96%

Cip x5 WHMM%
Linh vic tw phap, lao dong (cAp x4) WEMLM%

Linh vuc tw phap (S& Tw phap) 67%

Linh vie kinh doanh 37%

Linh virc ndng nghiép, phét trién néng... 00%

Linh vwe van hoa, thé thao, du lich ,40%

LTnh vyc giao théng van tai ,46%

Linh vuc xay dung, quan ly du an ,58%

Linh vic dat dai, mdi truong ,25%

i Hai long H Binh thwong H Khong hai long

Céc chi s6 hai 1ong theo ting tiéu chi vé cong chuc cia co quan hanh
chinh céc cép, cac linh vuc dich vu cling ¢6 su chénh 1éch nhu chi s6 hai long
trung binh vé cong chirc. Trong sé cac co quan hanh chinh cp tinh, cip huyén,
cap x3, cac co quan cap x3 hau nhu ludn co chi s6 hai long thanh phan vé cong
chtrc cao nhat; co quan cap huyén c6 chi s6 thap nhat. Trong sé cac co quan
hanh chinh thudc 08 linh vuc, co quan thudc linh vuc tu phap (cp tinh) ludn c6
chi s6 cao nhat va co quan thudc linh vyc dat dai, moi trudng co chi sb thap nhat
(Biéu db 43, 44, 45, 38, 47, 48).
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Biéu do 43: Chi s6 hai 1ong chung ca nuorc, cac cip, cac linh vuc
veé cong chirc co thai do giao tiep lich sy

Ca nuwéc - ,51%
Cap tinh - 43%
Cap huyén - ,68%
Cap x3 - ,38%
Linh vuc tw phap, lao dong (cap xa) - ,38%
Linh vuc tw phap (S& Tw phap) - 2,49%
Linh vyec kinh doanh - 37%
Linh viee ndng nghiép, phat trié’n...- ,93%
Linh vwe van hoa, thé thao, du lich - ,13%
Linh vyc giao théng van tai - 41%
Linh vire xay dung, quan ly du an - ,34%
Linh vc @t dai, méi treong - ,80%

i Hai I(‘)ng- H Binh thwdng H Khéng hai long

Biéu d6 44: Chi sb hai long chung ca nuwdc, cac cip, cac linh vue
veé cong chirc chi y lang nghe

Ca nwoc - 7%
Cép tinh - 71%
Cap huyén - 2,02%
Cap X3 - 1,54%
Linh vic tw phap, lao dong (cép xa) - 1,54%
Linh vire tw phap (S& Tw phép) | 3,18%
Linh vuc kinh doanh - 50%
Linh virc ndng nghiép, phét trié’n...- 0,93%
Linh viee van héa, thé thao, du lich | ,24%
Linh vyc giao thong van tai - 73%
Linh vire xay dung, quan ly dy an - 1,47%
Linh vic dat dai, mdi truong - 2,24%

L Hai Ic‘>ng- H Binh thwdng H Khéng hai long
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Biéu db 45: Chi s6 hai long chung ca nuéc, cac cip, cac linh vuc
vé cong chirc tra 1o, giai thich day da
Ca nuwéc 1,99%
Cép tinh 1,83%
C3p huyén 2,29%
Cap xa 1,80%
Linh vic tw phap, lao déng (cép xa) L,80%
Linh vie tw phap (S& Tw phap) 2,88%
Linh vyc kinh doanh 1,55%
Linh virc ndng nghiép, phat trién... 0,82%
Linh vic van héa, thé thao, du lich 1,70%
Linh vyc giao théng van tai 1,60%
Linh vire xay dung, quan ly dy an L,74%
Linh vic dat dai, mdi truéng /:_,67%
i Hai long H Binh thwong H Khoéng hai long
Biéu (‘iﬁ 46: Chi s6 hai long chung ca nudr, cic cip, cac linh vue
vé cong chirc hwéng dan ké khai ho so tan tinh, chu dao
Ca nuwéc 1,84%
CAp tinh 89%
Cap huyén 08%
Cap xa ,55%
Linh vie tw phap, lao déng (cap xa) ,55%
Linh virc tw phap (S& Tw phap) ,49%
Linh vwe kinh doanh ,37%
Linh viee ndng nghiép, phat trién ndng... ,24%
Linh vwe van hoa, thé thao, du lich ,92%
Linh vie giao thdng van tai ,66%
Linh vwe xay dung, quan ly du an ,87%
Linh vic dat dai, mdi trwong ,46%
i Hai long H Binh thwong H Khéng hai long
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Biéu do 47: Chi s6 hai long chung ci nudc, cac cz“'1~p, cic linh vie
veé cong chirc hwong dan ké khai ho so dé hiéu

Ca nuworc

Cap tinh

C3p huyén +
Cap xa
Linh vic tw phap, lao dong (cép xa)
Linh vwe tw phap (S& Tw phap)
Linh vwe kinh doanh

Linh viyc ndng nghiép, phat trién...
Linh vire van hoa, thé thao, du lich
Linh vyc giao théng van tai

Linh vyc xdy dwng, quan ly du én

Linh vuc dat dai, méi trwong

MHailong  ®EBinhthwong  ®Khong hailong

,69%

,65%

1,93%

,46%

,46%

0,29%

,32%

,34%

,36%

,35%

47%

2,27%

Biéu d0 48: Chi sb hai long chung ci nudrc, cac cip, cac linh vue
ve cong chirc tuin thu diung quy dinh

Ca nuwéc

Cap tinh

Cap huyén

Cap xa

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

Linh vwe kinh doanh

LTnh vic ndng nghiép, phat trién...

Linh vic van hoa, thé thao, du lich
Linh vyc giao théng van tai

Linh vuc xay dung, quan ly du én

Linh vic dat dai, mdi truéng

i Hai long H Binh thuwdng H Khéng hai long

,49%

,48%

76%

,21%

,21%

2,68%

,08%

,73%

,02%

02%

,61%

2,06%
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Chi s hai 1ong vé yéu té cong chic cao thir 3 trong sd 5 chi s6 hai 1ong
vé yéu t6 cua SIPAS 2017. Piéu d6 cho thay nhitng nd luc cia cac dia phuong
trong Vviéc tang cuong nang cao nang luc, trach nhiém, k¥ nang, nghiép vu va
tinh than, thai d6 phuc vu cta doi ngii can bd, céng chuc; timg budc chong té
quan liéu, hach dich, cira quyén trong doi ngii can bd, cong chuc di giup chinh
quyén tré nén gan dan hon, tao duoc niém tin d6i véi nguoi dan, t6 chic va
dugc ngudi dan, td chirc danh gia tich cuc hon.

4. Chi s6 hai 1ong vé két qua cung ing dich vu

Trong pham vi caa SIPAS 2017, su hai long ctia ngudi dan, t6 chic vé két
qua cung tng dich vu cong dugc danh gia thong qua 3 tiéu chi: (1) Két qua duoc
giai quyét ding quy dinh; (2) két qua co thong tin day du; (3) két qua c6 thong
tin chinh x4c.

85,37% s6 ngudi dugc hoi trong ca nudc hai long vé két qua dung quy
dinh; 85,95% hai long vé két qua co thong tin day du; 85,88% hai long vé két
qua c6 thong tin chinh xac. Chi s6 hai 1ong vé yéu té két qua cung tng dich vu
cong 1a 85,73% (Biéu d6 49).

Biéu dd 49: Chi s6 hai long chung ca nwéc vé két qua cung ing dich vu

100%

85,37% 85,95% 85,88% 85,73%

80%
i Hai long

60%

m Binh
40% thwong

B Khong
hai long

20%

0%

Két qua ding quy Két qua €6 thong tin Két qua c6 thong tin Két qua cung (ng dich
dinh day du chinh xac VU néi chung

Chi sb hai long vé yéu t6 két qua cung tng dich vu hanh chinh cong cua
tinh cao nhat 1a 98,47%; tinh thap nhat 1a 67,29%; gia tri trung vi 1a 85,51%
(Biéu db 50). Khoang cach chénh 1éch cuaa chi sb hai long vé yéu té két qua cung
tng dich vy hanh chinh cong giita tinh cao nhat va tinh thap nhat 1a khoang
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30%, nho hon so v6i khoang cach chénh 1éch caa chi s hai long vé yéu té tiép
can dich vy, thu tuc hanh chinh, cong chuc.

Gia tri trung vi cho thay nira sé tinh c6 chi sb hai long vé yéu t6 két qua
cung tng dich vy hanh chinh céng nam trong khoang 85,51-98,47%; nia sé tinh
c¢6 chi sé trong khoang 67,29-85,51% va ntra sb tinh trong ca nuéc cé chi s6
dudi mic trung binh chung ca nudc (Biéu d6 50, Bang 7).

Céc chi s6 hai 1ong theo timg tiéu chi vé két qua cung tng dich vu c6 mirc
cao nhat, thdp nhat va trung vi tuong dong véi gia tri cao nhat, thap nhat va
trung vi caa Chi s6 hai long vé yéu té két qua cung ang dich vu (Biéu d6 50,

Bang 7).
Biéu d0 50: Chi s6 hai long cao nhit, thip nhit, trung vi
veé két qua cung ing dich vu
100% 98,75% 98,54% 98,13% " 98,47%
# 85,15% 4 85,83% L 85,58% L 85,51% Chisé
80%
! i i
l 65,90% 67,98% 67,98% 67,29% Lk
60% W Chi s6
thap
40% nhat
® Gia trj
20% fLE
Vi
0%
Két qua dung quy Két qua €0 thdng Keét qua co thong tin - Két qua cung (rng
dinh tin day dua chinh xac dich vu néi chung
Bang 7: Chi s6 hai long vé két qua cung wng dich vu
Chisé | Chisb Chi s6 Chiso | Gia tri
chungca | tinh cao | tinh thap | trung vi
Tiéu chi nwéc nhat nhat
Két qua dung quy dinh 85,37% | 98,75% | 6590% | 85,15%
Két qua c6 thong tin day du 85,95% | 98,54% | 67,98% | 85,83%
Két qua c6 thong tin chinh xac 85,88% 98,13% 67,98% 85,58%
Chi sé hai long vé két qua cung | 85,73% | 98,47% | 67,29% | 85,51%
wng dich vu
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Céc chi sb hai long vé yéu té két qua cung tng dich vu caa cac co quan
hanh chinh cip tinh, cap huyén, cap xi nam trong khoang 84,77 - 86,41%, chénh
léch hon 2%, trong d6 chi s6 hai 1ong vé yéu té két qua cung tng dich vu cia
cac co quan cAp xa cao nhat va chi s6 ciia cac co quan cap huyén thap nhat (Biéu
d6 51).

Céc chi s6 hai long vé yéu té két qua cung &ng dich vu caa cic co quan
hanh chinh thugc 8 linh vuc nam trong khoang 83,27 - 89,28%, chénh 1éch 6%.
Céc co quan thudc linh vuc tu phap (cap tinh) dat chi s6 hai long vé yéu té két
qua cung wng dich vy cao nhét va cac co quan thudc linh vuc dat dai, moi truong
dat chi s6 thap nhat (Biéu do 51).

Biéu d6 51: Chi so hai long chung ca nwédc, cac cap, cac linh vue
vé két qua cung ing dich vu

Ca nuwoéc ,63%

Cap tinh 21%
Cap huyén 2,11%

Cap xa ,42%

Linh vuc tw phap, lao dong (cap xa) ,42%
Linh vie tw phap (S& Tw phap) 2,56%
Linh vire kinh doanh #0,91%

Linh vic ndng nghiép, phat trién... o90,41%

Linh vwec vén héa, thé thao, du lich #0,60%
Linh virc giao théng van tai ,75%
Linh vurc xay dung, quan ly dy an 91,20%

,59%

Linh vic dat dai, mdi truéng

i Hai long L1 Binh thuwdong H Khéng hai long

Céc chi sé hai 1ong theo timg tiéu chi vé két qua cung tng dich vu ciing
¢ su chénh léch twong tu nhu chi s6 hai 1ong vé yéu té két qua cung ang dich
vu (Biéu d6 52,53, 54). Trong sé cac co quan hanh chinh cap tinh, cap huyén,
Cap x4, cac co quan cap tinh, cip xa thay nhau c6 cac chi sb hai long thanh phan
vé két qua cung tng dich vu cao nhat, cac co quan cap huyén ludn cé chi s6 thap
nhat. Trong sé cac co quan hanh chinh thudc 8 linh vuc, cic co quan thudc linh
vuc tu phap (cap tinh) ludn co cac chi s6 hai long theo timg tiéu chi vé két qua
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cung tng dich vu cao nhit va cac co quan thudc linh vuc dat dai, méi truong
ludn 6 cac chi sb thap nhat.

Biéu dd 52: Chi s hai long chung ca nudr, cac cip, cac linh vuc
ve két qua ding quy dinh
Ca nuoc
Cap tinh
Cap huyén
Cap xa
Linh v tw phap, lao dong (cép..
Linh vyc tw phap (S& Tw phap)
Linh vwe kinh doanh
Linh vic ndng nghiép, phét trién...
Linh vy van hoa, thé thao, du lich
Linh vire giao thdng van tai

Linh vuc xay dung, quan ly du an

Linh vwc dat dai, mdi trwong

i Hai long LI1Binh thwong H Khong hai long
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Biéu dd 53: Chi sf')‘hﬁ'i long chung ca nudr, cac cip, cac linh vuc
veé ket qua c6 thong tin day du
Ca nuwéc
Cap tinh
C3p huyén
Cap x3
Linh vic tw phap, lao dong (cap xa)
Linh vwc tw phap (S& Tw phap)
Linh vuc kinh doanh
LTnh vc ndng nghiép, phat trién...
Linh vwe van hoa, thé thao, du lich
Linh vyc giao théng van tai

Linh vire xay dung, quan ly du an

Linh vic dat dai, mdi trwong

4 Hai long LI Binh thudng H Khéng hai long

Biéu d6 54: Chi so hai long chung ca nwéc, cac cap, cac linh vue
ve ket qua c6 thong tin chinh xac

Ca nuwéc ,70%

Cap tinh ,33%

Cap huyén 2,15%

Cép x3 ,49%

Linh vuc tw phap, lac ddng (cap x&) ,49%
Linh vwe tw phap (S& Tw phap) 2,99%
Linh vuc kinh doanh ,03%

Linh vurc ndng nghiép, phat trién... ,72%

Linh vwe van hoa, thé thao, du lich ,79%
Linh vy giao thong van tai ,64%

Linh vire xay dung, quan ly dy an ,20%
Linh vyc dét dai, méi trwdng 2,57%

i Hai long L1 Binh thwong H Khong hai long
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Céc chi s6 hai long theo timg tiéu chi va chi s6 hai 1ong chung vé két qua
cung tng dich vu 1a nhém chi sb cao thir 1 trong 5 nhom chi sé hai 1ong cua
SIPAS 2017.

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

SIPAS 2017 do luong su hai 10ng cta ngudi dan, to chuc vé viéc tiép
nhan, xt 1y ¥ kién gop ¥, phan anh, kién nghi véi 4 tiéu chi: (1) Co quan c¢6 bd
tri hinh thuc tiép nhan goép ¥, phan anh, kién nghi; (2) ngudi dan, t6 chuc dé
dang thuc hién gop y, phan anh, kién nghi; (3) co quan hanh chinh tiép nhan, xi
Iy g6p ¥, phan anh, kién nghi cia ngudi dan, t6 chic mot cach tich cuc; (4) co
quan hanh chinh c6 théng bao kip thoi vé két qua xa 1y gop v, phan anh, kién
nghi cho nguoi dan.

Gan 60% s nguoi duoc didu tra trong ca nudc da timg co gop ¥, phan
anh, kién nghi vé viéc cung tng dich vu cia co quan hanh chinh nha nuéc.
Trong s6 nhimg nguoi da ting gdp ¥, phan anh, kién nghi, 76,62% hai long vé
Viéc co quan c6 bé tri hinh thirc tiép nhan y kién goép y, phan anh, kién nghi;
74,66% hai 1ong vé viéc dé dang thuc hién gop ¥, phan anh, kién nghi; 74,82%
hai 1ong vé viéc co quan tiép nhan, xir Iy goép ¥, phan anh, kién nghi mot cach
tich cuc; 75,27% hai 10ng vé Viéc co quan thong bao két qua xir Iy gop ¥, phan
anh, kién nghi kip thoi. Chi s6 hai long vé yéu té tiép nhan, xt 1y v kién gop v,
phan anh, kién nghi 1a 75,34% (Biéu d6 55).

Biéu d6 55: Chi s6 hai 1ong chung ca nwéc vé viéce tiép nhan, xir Iy
y kién gép y, phdn anh, kién nghi

100%

80y - 706:62% 74,66% 74,82% 75,27% 75,34% i Hai long

60% 1— E Binh
thwong

40% +— W Khong
hai long

20%

0%

Co b6 trihinh  Thuc hién gép  Tiép nhan, xirly Thoéng bdo k&t Tiép nhan, x&r ly y
thire ti€p nhan vy, phan dnh, kién  gdpy, phan qua xrly gép kién gép vy, phan
gép y, phan nghidédang  &nh, kién nghi vy, phan anh, ki€n 4&nh, kién nghi

anh, kién nghj tich cuwc nghi kip thoi noi chung
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Chi s6 hai long vé yéu t6 tiép nhan ¥ kién gop ¥, phan anh, kién nghi caa
tinh cao nhat 1a 95,83%, tinh thap nhat 1a 49,80% va gia tri trung vi caa chi s6
hai long vé yéu t6 tiép nhan ¥ kién gop ¥, phan anh, kién nghi 1a 74,50% (Biéu
d6 56). Khoang cach chénh 1éch cta chi s6 hai long vé viéc tiép nhan ¥ kién gop
¥, phan anh, kién nghi gitra tinh cao nhat va tinh thap nhat trong ca nudc 1a 46%.

Mot nira s6 tinh trong ca nudc co chi sb hai long vé yéu té tiép nhan y
kién gop v, phan anh, kién nghi nam trong khoang 74,50 - 95,83%; mot nira s6
tinh c6 chi s6 nam trong khoang 49,80 - 74,50%. Hon nira s6 tinh c6 chi s6 thap
hon chi s6 trung binh chung ca nuéc vé yéu té nay.

Céc chi sb hai 1ong theo ting tiéu chi vé viéc tiép nhan, xir 1y y kién gop
¥, phan anh, kién nghi (gom chi s6 hai 1ong vé viéc co quan c¢6 bo tri hinh thirc
tiép nhan y kién gbép ¥, phan anh, kién nghi; chi s6 hai 1ong vé viéc dé dang thuc
hién gop ¥, phan anh, kién nghi; chi s6 hai 1ong vé viéc co quan tiép nhan, xir ly
y kién gop y, phan anh, kién nghi tich cuc; chi s6 hai 1ong vé viéc co quan thong
bao két qua xir Iy ¥ kién gop ¥, phan anh, kién nghi kip thoi) cling ¢ chi s6 cao
nhat, chi s6 thip nhat, gia tri trung vi va khoang cach chénh 1éch twong ti nhu
chi s6 hai 1ong vé yéu t6 nay (Biéu d6 56, Bang 8).

Biéu dd 56: Chi s6 hai 1ong cao nhét, thap nhat, trung vi vé viéc
tiep nhan, xir ly y kién gép y, phan anh, kién nghi

100%
° 97,22% 95,37% 95,37% 95,37% 95,83%
80% 2 2
° ® 7515% O 7365% O 321% ® 7259% ©® 7450% Chisd
cao
60% nhat
W 50,82% W 48,15% W 24.44% W 46 15% w 49,80% W Chi sé
0, 12 0 4 "
40% thap
nhat
20% ® Gia tri
trung
O% T T T T 1 Vi
Co b6 trihinh  Thyc hién gép Ti€p nhan, x&¢ ly Thong bdo két Tiép nhan, x& ly
thirc ti€p nhan y, phan gopy, phan  quaxt ly gép y ki€n gbp
gopy, phan  anh, ki€n nghi anh, kién nghij y, phan y, phan
anh, kién nghj dé dang tich cuc anh, kién nghj  anh, kién nghj
kip thoi noi chung
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Bang 8: Chi s6 hai long vé viéc tiép nhan, xir 1y y kién gop ¥,
phan anh, kién nghi

Chiso | Chisé | Chiso | Chiso | Gia tri
chungca | tinhcao | tinh thap | trungvi

Tiéu chi nuéc nhat nhat
C6 bo tri hinh thuC tiep nhan gop ¥, | 76 goor | 97.2006 | 50,82% | 75.15%
phan anh, kién nghi
Thuc hién gop y, phan anh, kiennghi | ) ceor | 953706 | 481506 | 73.65%
de dang
Tiep nhan, xir 1y gép y, phan anh, | ) go00 | 953706 | 44.44% | 73.21%
kien nghi tich cuc
Thong bao ket qua xur ly gop ¥, phan | o5 5000 | 953704 | 46150 | 74.50%
anh, kien nghi kip thoi
Chi 50 hai long ve tip nhan, Xt 1y | o0 010 | 958306 | 4980% | 74.50%
y kién goép y, phan anh, kién nghi

Chi s6 hai long vé yéu t6 tiép nhan, xtr 1y v kién goép ¥, phan anh, kién
nghi cua cac co quan hanh chinh cap tinh, cip huyén, cap xa nam trong khoang
74,33 - 76,99%, chénh l1éch hon 2%, trong d6 chi sé hai long vé yéu té tiép
nhan, xir 1y y kién goép ¥, phan anh, kién nghi cia cac co quan cp xa cao nhét va
chi s6 cta cac co quan cap tinh thap nhét (Biéu dd 57).

Chi s6 hai long vé yéu té tiép nhan, xu 1y ¥ kién gop ¥, phan anh, kién
nghi cua cac co quan hanh chinh thudc 8 linh vuc nam trong khoang 73,08 -
79,11%, chénh léch khoang 6%. Cac co quan hanh chinh thudc linh vuc tu phap
(cap tinh) tiép tuc dat chi s6 hai 10ng cao nhat va cic co quan hanh chinh thudc
linh vyc dat dai, moi truong ciing lai dat chi s6 hai long thap nhét (Biéu d6 57).
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Biéu do 57: Chi so hai long chung ca nwdc, cac cap, cac linh vue
veé viéc tiép nhan, xir ly y kién gop y, phan anh, kién nghi
- |
Canuoe I e
Chptinn [
S O I S —
ol I S e — —
Linh vie tw phap, lao déng (cép.. _ 20,40% 2,70%
Linh vt phap (SO Turphap) IR .
Hnhweekinh doanh B Sy
Linh virc ndng nghiép, phat trién... _ 21,70% 3,29%
Linh vwe van hoa, thé thao, du lich ___ 22,47% 3,60%
fin vy giao thong vin i B i
Linh vurc xay dung, quan ly dy an _ 18,41% B%48%
Linh vuwc dat dai, moi trwong 22,81% 4,11%
H Hailong L1 Binh thwdng H Khong hai long

Céc chi s6 hai 1ong theo ting tiéu chi vé vé viéc tiép nhan, xir 1y y kién
gop ¥, phan anh, kién nghi cia cac co quan hanh chinh cac cép, cac linh vuc
cling ¢6 su chénh léch tuong ty nhu chi s6 hai 10ng vé yéu t6 tiép nhan, xt Iy y
kién gop ¥, phan anh, kién nghi (Biéu d6 58, 59, 60, 61). Trong sé cac co quan
hanh chinh cap tinh, cip huyén, cap xi, cac co quan hanh chinh cip x3 luén co
céc chi sb hai long theo timg tiéu chi vé viéc tiép nhan, xu 1y y kién gbp ¥, phan
anh, kién nghi cao nhét; cac co quan hanh chinh cip tinh va cap huyén chia sé
chi sb thap nhat. Trong s6 cac co quan hanh chinh thudc 8 linh vuc, cac co quan
hanh chinh thudc linh vuc tu phap ciing lai tiép tuc co cac chi s6 hai long theo
ting tiéu chi vé tiép nhan, xir Iy ¥ kién gop ¥, phan anh, kién nghi cao nhat; linh
vuc xay dung, quan 1y dyu 4n va linh vuc dat dai, moi truong chia sé chi sb thap
nhét.
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. Biéu do 58: Chi s6 hai long chung ca nuéc, cac cip, cac linh vure
veé co’ quan c6 bo tri hinh thirc tiép nhan y kién gop y, phan anh, kién nghi
Ca nuwéc 2,86%
Cap tinh 2,86%
Cap huyén 3,36%
Cap xa 2,33%
Linh viee tw phap, lao dong (cép xa) 2,33%
Linh vic tw phap (S& Tw phap) 2,88%
Linh vyc kinh doanh 2,08%
Linh vuc ndng nghiép, phat trién... 2,53%
Linh vwe van hoa, thé thao, du lich 3,10%
Linh vyc giao théng van tai 2,34%
Linh viee xay dwng, quan ly du én 3,00%
Linh vic dét dai, méi trwong /3,94%
H Hai long L1 Binh thudong H Khéng hai long
Biéu dd 59: Chi s6 hai 1ong chung ca nuworc, cac cfip, cac linh vue
ve thuc hién gép y, phdn anh, kién nghi de dang
- I
Ca nuwéc 0% 3,24%
' I R N
Cép tinh 00% 3,56%
T I R
Cép huyén 48% 3,53%
T I R
Cap xa 08% 2,71%
o I N
Linh viee tw phap, lao dong (cép xa) 08% 2,71%
I I
Linh viee tw phap (S& Tw phap) . 17,76% 93,05%
Linh vuc kinh doanh | ___ % 2,78%
Linh vire ndng nghiép, phat trién... 4,02% 3,05%
o I R
Linh vue van héa, thé thao, du lich % 4,01%
Linh vyc giao thong van tai _- 03% 3,11%
Linh vire xay dung, quan ly dy an | ___ % 3,56%
Linh viwc dét dai, méi trwong _ 23,82% /1,08%
H Hai Ic‘>ng_ L1 Binh thuwdng H Khong hai long
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Biéu do 60: Chi s6 hai long chung ca nwéc, cac cip, cac linh vuc
vé co quan tiép nhén, xir ly y kién gop y, phan anh, kién nghi tich cuc

Ca nuwéc [ 2165% D3°3%

Cép tinh _ === 45% 3,92%

et e | F—— —

C3p x3 _ — 0,48% I92,88%

Linh vic tw phap, lao dong (cap x&) _ I [ 20,48% [§%.88%
Linh vwe tw phap (S& Tw phap) _ .. 90% M>,25%
Linh vie kinh doanh 0,54% 2,74%

Linh vire ndng nghiép, phat trién..._ ==__.T-m 3,38%

Linh vwe van hoa, thé thao, du lich | --I 9% 3,28%
Linh vuc giao thdng van tai | e 91% 3,34%

Linh vire xdy dung, quan ly du an | i — 4,91% 3,34%
Linh vwc dat dai, mdi trwong | [ 23,65% | /1,73%

H Hailong LI Binhthwong H Khong hai long

Biéu d6 61: Chi s’f') hai long chung ca nudr, cac cip, cac linh vye vé co quan
thong bao ket qua xir ly y kién gép y, phan anh, kién nghi kip thoi

. I

el e e e
CGrtinh i
Cohuyen T R
S S e — N
Linh v tw phap, lao déng (cap xa) i —_— 0,31% I92,99%
Linh v e phép (SO T phap) [ [
Linh vire kinh doanh _ 19,22% 2,94%
LTnh vic ndng nghiép, phat trién... _- 20,81% 2,88%
Linh vuc vén héa, thé thao, du lich —— [ 20,04%  I94,19%
Linh vyc giao théng van tai __ 4% 3,67%
Hinh vre xéy dyng, quén I di an B i
Linh vwc dat dai, méi treong 22,61% 3,53%

/

H Hai long L1 Binh thwong H Khong hai long
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Chi s6 hai long vé yéu tb tiép nhan, xt Iy v kién goép ¥, phan anh, kién
nghi 1a nhom chi sé thap nhat trong 5 nhém chi s6 hai 10ng theo tirng yéu t6 cua
SIPAS 2017. Qua d6, co6 thé thay viéc tiép nhan, xtr 1y ¥ kién gép v, phan anh,
kién nghi cua cac co quan hanh chinh & dia phuong chua duoc quan tim, giai
quyét dung mac; cac co quan chua thuc sy ling nghe, c6 trach nhiém giai trinh
d6i véi ngudi dan, to chirc. Diéu nay thé hién & tat ca cac khia canh tir viéc co
quan b tri hinh thirc tiép nhan ¥ kién gop ¥, phan anh, kién nghi; tiép nhan, xir
Iy v kién gop ¥, phan anh, kién nghi; cong bd két qua tiép nhan, xu 1y ¥ kién gop
¥, phan 4nh, kién nghi t6i nguoi dan, t6 chic dén viéc nguoi dan, t6 chuc thuc
hién gop ¥, phan anh, kién nghi.

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

Chi s6 hai long vé sy phuc vu hanh chinh cua cac co quan hanh chinh no6i
chung trong ca nudc 1a 80,90 % (Biéu do 62).

Chi s6 hai long vé sy phuc vy hanh chinh cua tinh cao nhét 1a 95,75%,
tinh thap nhat 1a 67,70% va gia tri trung vi 1a 79,76% (Biéu do 63). Nura s6 tinh
trong ca nudc co chi s6 hai long vé sy phuc vu hanh chinh nam trong khoang
79,76 - 95,75% va nira so tinh ¢ chi s6 nam trong khoang 67,70 - 79,76%. Hon
nira s tinh trong ca nudc c6 chi s6 hai 1ong V& sy phuc vu hanh chinh thap hon
chi s6 trung binh chung ca nudc.

Biéu d0 62: Chi s hai long chung ca Biéu d6 63: Chi s6 hai long cao
nuéce vé s phuc vu hanh chinh nhat, thap nhat, trung vi vé su phuc vu
hanh chinh
100% 100%
95,75% .
80,90% Chi so
80% m-Hai long 80% +—— @-79,76% ——  2C
* nhat
. 67,70%
60% t?]'”h 60% WChisé
wong thap
m Khong nhat
0,
HlLE hai long a0%
® Gia tri
17,14% -
20% . 20% trung vi
1,96%
0% T T 1 0%
Hai long Binh Khong hai
thwong long
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Chi sb hai 10ng vé su phuc vu hanh chinh cta cac co quan hanh chinh cap
tinh, cap huyén, cap xa nam trong khoang 80,34 - 81,93%, chénh 1éch hon 1%;
trong d6 cic co quan hanh chinh cp xi c6 chi s6 hai 1ong vé su phuc vu hanh
chinh cao nhat; co quan hanh chinh cap huyén c6 chi sb thap nhat (Biéu d6 64).

Chi s hai 1ong vé sy phuc vu hanh chinh cua cic co quan hanh chinh
thuoc 8 linh vuc dich vu nam trong khoang 78,87 - 84,85%, c6 su chénh léch
khoang 6%; trong d6 cac co quan hanh chinh thudc linh vuc tu phép (cp tinh)
c6 chi s6 hai long vé su phuc vu hanh chinh cao nhat; cac co quan hanh chinh
thudc linh vuc dat dai, méi truong cé chi sé thap nhét (Biéu db 64).

Biéu do 64: Chi s6 hai long chung ca nwéc, cac cap, cac linh vuc dich vu
vé sw phuc vu hanh chinh

I I I I
Ca nuwoc 80,90%

captinh |, 30,74%

Cép huyén [N 80,34%

cépxa | 51,93%

Linh vuc tu phap, lao dong (cap x2) | 21.93%

Linh vye tw phap (S& Tw phap) 84,85%

tinh vire kinh doanh | 245%

Linh vuc ndng nghiép, phat trién ndn
fenong e iee P ¢ I s188%

Linh vyc vén héa, thé thao, du lich || NENNENENGTGEGEGNGEGEEEEEEEEE 52.10%

Linh vyc giao thong van tai 80,62%

Linh vre xéy dung, quan ly dv an [N 79,28%

Linh vuc dat dai, méi trwong F 78,87%

Chi s hai long vé sy phuc vu hanh chinh cta cac tinh nam trong khoang
67,70 - 95,75% (Biéu dd 65). Chi s6 hai 1ong vé viéc cung ung dich vu hanh
chinh cong cua tinh cao nhat va tinh thap nhat chénh 1éch nhau khoang 28%.
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Biéu do 65: Chi s6 hai long vé sw phuc vu hanh chinh ciia 63 tinh

A Gl — 87,57%
Ba Ria -V ing Tau 8%
Bac Giang 93,14%
ot I 83,669
BAC Ninh e e — 80,79%
B T e — 88,49%
Binh Dinh 81,43%
Binh Dwong 79,58%
Biinh Phuoc 5,33%
Binh Thuén e %
Ca Mau 81,84%
Can Tho 76,47%
Cao Bing e ——— 70,17%
DA Ning | e—— 86,19%
Pak Lak 73,09%
ik Nong i i i 78,15%
Dién Bién 79,31%
DONg Nai e ——— 88,70%
DONg Thip _ e——— 82,50%
Gia Lai 74,29%
Ha Giang 79,50%
Ha Nam 83,08%
Ha Tinh e — 84,68%
e I o e E— — 92,18%
A I e m— — — 88,92%
ol O — 82,87%
TP HB Chi Minh 71,19%
Hoa Binh I I I 78,58%
Hwng Yén 76,18%
Khanh Hoa et 63,42%
Ki€n Giang 80,13%
Kon Tum 67,70%
Lai Chau 75,39%
L&m DONG _p—— 72,83%
Lang Son 87,57%
O A — 86,35%
Nam Dinh 69,80%
Nghé An 78,99%
Ninh Thuan - e——— 2, 44%
I e E——E—— — 93,10%
Phd Tho 86,65%
Pha Yén | | | 77,01%
Quang Binh 78,71%
QUANg Nam 83,16%
Quang Neai 4,84%
I e — —— 92,88%
QU T e ——— 83, 13%
Séc Trang 80,43%
Son La 79,38%
Tay Ninh 79,76%
Thai Binh b,66%
T N Uy e — 94,04%
Thanh Hoa - e— 80,58%
Thira Thién Hué 81,35%
T Y — 86,08%
Tuy€n Quang 4,64%
VTN L0 g ——82,30%
Vinh Phuc 95,75%
Yén Bai , , , 7,71%
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Ngoai ra, SIPAS 2017 ciing tién hanh phan tich chi s6 hai long vé su phuc
vu hanh chinh cta céc tinh phan theo loai don vi hanh chinh cap tinh (Biéu dd
66, 67, 68, 69) va phan theo ving, mién (Biéu d6 70, 71, 72, 73, 74, 75) dé so
sanh, phat hién sy khac biét giita cac nhom. Két qua cho thay khong cé su khac
biét dic trung vé chi s6 hai 1ong gitta cac nhom tinh phan theo loai don vi hanh
chinh c4p tinh va phan theo ving, mién.
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Biéu dd 66: Chi s6 hai long vé‘su’ phuc vu hanh
chinh ciia Ha N§i, TP.Ho Chi Minh

Ha Noi
mHL
TP. HCM

Biéu db 67: Chi s6 hai long vé sw phuc vu hanh
chinh cua cac tinh loai I

Can Tho
DPa Nang
bik Lak
DPong Nai
Gia Lai THL
Hai Phong
Nghé An
Quang Nam
Son La
Thanh Hoa

Biéu d6 69: Chi s hai long vé sy phuc vu hanh
chinh cua cac tinh loai ITI

Bac Liéu
Bic Kan
Bic Ninh
Dic Néong
Ha Nam
Hau Giang
= HL
Hung Yén
Ninh Binh
Ninh Thuan
Quang Tri
Tra vinh
Tuyén Quang
Vinh Long
Vinh Phic

Biéu d6 68: Chi s6 hai 1ong vé sw phuc vu
hanh chinh cia cac tinh loai Il

An Giang
BR-VT

Bic Giang
Bén Tre
Binh Duong
Binh Binh
Binh Phuédc
Binh Thuan
Ca Mau
Cao Bing

bién Bién
Dong Thap
Ha Giang
Ha Tinh
Hai Duong
Hoa Binh
Khanh Hoa
Kién Giang
Kon Tum
Lai Chéau
Lang Son
Lao Cai
Lam Ddng
Long An
Nam Binh
Pht Tho
Phu Yén
Quang Binh
Quang Ngai
Quang Ninh

Séc Trang
Tay Ninh
Thai Binh
Thai Nguyén
TT-Hué
Tién Giang
Yén Bai
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Biéu db 70: Chi s hai long vé sw phuc vu

hanh chinh ciia cac tinh Mién nii phia Bac
Bic Giang
Bic Kan
Cao Bing
Dién Bién
Ha Giang
Hoa Binh
Lai Chau
Lang Son
Lao Cai
Phu Tho
Son La
Thai Nguyén
Tuyén Quang
Yén Bai

Biéu @ 72: Chi s6 hai long vé sw phuc vu hanh
chinh cia cac tinh Duyén hai Mién Trung

Binh Binh
Ha Tinh
Khanh Hoa
Nghé An
Pht Yén
Quang Binh
Quang Nam
Quang Ngai

Quang Tri
Thanh Hoa
TT-Hué

Biéu d6 71: Chi s6 hai long vé sw phuc vu hanh
chinh cua cac tinh Pong bang Song Hong

Bic Ninh
Ha Nam
Ha Noi
Hai Duong
Hai Phong

Nam Dinh
Ninh Binh
Phti Tho
Quang Ninh
Thai Binh
Vinh Phuc

Biéu do 73: Chi s hai long vé sw phuc vu
hanh chinh ciia cac tinh Mién Pong Nam Bj

BR-VT
Binh Duong
Binh Phuéc
Binh Thuin

HL
Pong Nai
TP.HCM
Ninh Thuan
Tay Ninh

Hu‘ng Yén ®HL

Biéu do 74: Chi s6 hai long vé sw phuc vu
hanh chinh ciia cac tinh Tay Nguyén

Pik Lik
Dik Nong
Gia Lai
Kon Tum

Lam Dong

BAO CAO SIPAS 2017

Biéu d6 75: Chi s6 hai long vé sw phuc vu hanh
chinh cia cac tinh Pong Bang Séng Ciru Long.

An Giang
Bac Li¢u
Bén Tre
Ca Mau
Cén Tho
Ddng Thap
Hau Giang
Kién Giang
Long An
Séc Trang
Tién Giang
Tra Vinh
Vinh Long




Bang 9: Tong hop chi sé hai 1ong vé sw phuc vu hanh chinh SIPAS 2017

hisoé | Chung ca

nuoc

Cap
nhat

Thép
nhat

Trung
Vi

bR I?gg;’(',fg‘;’nti;z‘;ggan €6 di chd ngol | g/ a60n | 954206 | 47,40% | 79,09%
2. ;’g;ngﬁthiét bi phuc vu nguoi dan, to chic 8031% | 91.25% | 38.25% | 70.15%
3. I{;T% ;ihiét bi phuc vu ngudi dan, t chic 7161% | 95.00% | 40.96% | 74.79%
* J;Z?Jﬂ:fgt bi phyc vu ngudi din, 10 ehiic | 7 1000 | 97,0805 | 542606 | 84,62%

5. | Niém yét cong khai day du tha tuc 85,04% | 98,95% | 57,17% | 83,99%
6. | Niém yét cong khai chinh xac thi tyc | 83,94% | 97,06% | 56,34% | 83,47%
7. | Thanh phan ho so diing quy dinh 85,82% | 93,33% | 62,79% | 85,76%
8. | Muc phi/l¢ phi dung quy dinh 84,07% | 97,50% | 55,93% | 83,75%
9. | Thoi han giai quyét dang quy dinh 82,69% | 96,67% | 55,72% | 83,13%

C6 bo tri hinh thirc tiép nhan goép v,

10. | C¢ thai d giao tiép lich sy 82,80% | 97,50% | 59,67% | 83,30%
11. | Chu y ling nghe y kién 80,78% | 96,34% | 56,55% | 80,75%
12. | Tra 10i, giai thich day du 80,93% | 96,46% | 55,72% | 80,75%
13. I(;I;)ong dan ké khai ho so tan tinh, chu 81.96% | 96.67% | 54.47% | 82.50%
14. | Huéng dan ké khai ho so dé hiéu 81,22% | 96,45% | 51,98% | 81,25%
15| Tuan thu ding quy dinh trong gial | g5 1500 | 97,8505 | 58,219% | 82,98%
gquyet cong vieC
IV. | KET QUA 85,73% | 98,47% | 67,29% | 85,51%
16. | Két qua diing quy dinh 85,37% | 98,75% | 65,90% | 85,15%
17. | Két qua c6 thong tin day di 85,95% | 98,54% | 67,98% | 85,83%
18. | Két qua co thong tin chinh xac 85,88% | 98,13% | 67,98% | 85,58%

anh, kién nghi Kip thoi

DO trl hinh thu 76.62% | 97.22% | 50.82% | 75.15%
phan anh, kien nghi

20. | Thuc hién gop y, phan anh, kién nghi | ) ceor | 95 3704 | 481506 | 73.65%
de dang

21| Ticp nhan, xir Iy gop ¥, phan anh, kien | 2 070/ | o5 3700 | 44.44% | 73.21%
nghi tich cuc

22. | Théng bao ket qua Xtr Iy g6p ¥, phan | ¢ o200 | 95 3704 | 461506 | 74.50%
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III. SU MONG DPOQI CUA NGUOI DAN, TO CHUC VE VIEC CUNG
UNG DICH VU HANH CHINH CONG.

Ngoai cac chi s6 phan anh nhan dinh, chi s6 hai long & trén, SIPAS 2017
con dua ra cac chi s6 phan anh sy mong doi cua ngudi dan, to chirc d6i véi co
quan hanh chinh nha nudc trong viéc uu tién cai cach nham nang cao chat luong
cung ung dich vu hanh chinh cong, nang cao chit lwong phuc vu nguoi dan, t6
chuc.

Sy mong doi cua ngudi dan, té chic vé uu tién cai cach ddi voi co quan
hanh chinh nha nudc noéi chung tap trung ¢ 3 ndi dung (sip xép theo thi tu tir
mong doi nhiéu nhat): (1) Tiép tuc don gian hoa thi tuc hanh chinh (74,72% s6
nguoi dugc hoi); (2) Mo rong cac hinh thic thong tin (56,22% sé nguoi duoc
hoi); (3) Rut ngan thoi gian giai quyét thu tuc hanh chinh (41,49% s6 nguoi
duoc héi) (Biéu dd 76).

Biéu dd 76: Sw mong doi ciia ngudi din, té chirc ddi véi co
quan hanh chinh néi chung.

M@ réng cac hinh thirc thdng tin
Cai thién hé théng co s& vat
chat, trang thiét bj

Tiép tuc don gian hoéa cac tha tuc
hanh chinh

72%
T&ng cwong niém yét céng khai, minh
bach thd tuc hanh chinh

Tang cwdng rng dung cdng nghé
théng tin

RUt ngdn thoi gian gidi quyét tha tuc
hanh chinh

Gidm phi/lé phi gidi quyét thd tuc hanh
chinh

Cai thién thai do giao tiép cla cong
chire

Cai thién tinh than phuc vu cla cdng chirc

Nang cao nang lwc clia cong chire

Tiép nhan, giai quyét t6t cac gép v, phan
anh, kién nghj

Y ki€n khac
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Yéu té vé viéc giai quyét thu tuc hanh chinh cua chinh quyén dja phuong
trong ca nudc nodi chung va cua tung tinh noi riéng co ty 1€ hai long cao thir 2
trong s6 5 yéu t6 duoc SIPAS 2017 danh gia. Tuy nhién, yéu té nay lai duoc
nguoi dan, to chic mong chd tiép tuc cai cach nhiéu nhat, voi 74,72% sb nguoi
dugc hoi mong mudn tiép tuc don gian héa cac thu tuc hanh chinh; 43,49%
mong muén rat ngan thoi gian giai quyét tha tuc hanh chinh. Yéu té tiép nhan,
xt 1y ¥ kién gop vy, phan anh, kién nghi c6 chi sé hai long thap nhat, nhung sb
nguoi dugc hoi mong mudn co quan uu tién cai cach dbi voi yéu td nay khong
nhiéu (14%). Qua d6 c6 thé thay, dé nang cao chét lvgng phuc vu, ning cao su
hai long cta nguoi dan, to chire thi cic co quan déng thoi phai xem xét cac khia
canh c6 chi s6 hai long thap va cac khia canh duoc ngudi dan, to chic quan tim,
mong doi cai cach nhiéu nhat.

Két qua SIPASS 2017 vé su mong doi ciia nguoi dan, to chic ddi voi cac
co quan hanh chinh c4p tinh, cap huyén, cap x4 cling tap trung & 3 ndi dung (sap
xép theo trat ty tir mong doi nhiéu nhat tro xuéng): (1) Tiép tuc don gian hoa thu
tuc hanh chinh (trén 70% sb ngudi duoc hoi); (2) Mé rong céac hinh thic thong
tin (trén 50% s6 nguoi duoc hoi); (3) Rat ngin thoi gian giai quyét thi tuc hanh
chinh (khoang 40% sb nguoi dugc hoi) (Biéu d6 77). Riéng ddi véi cac co quan
hanh chinh cap tinh, ngudi dan, té chitc mong doi cic co quan ndy ting cudng
tng dung cong nghé thong tin (39,64% sd ngudi duoc hoi) cling gan nhu 13
mong doi rit ngan thoi gian giai quyét thi tuc hanh chinh (39,80% s nguoi
duogc hoi).
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Biéu dd 77: Sw mong doi ddi véi co quan hanh chinh céc cip.

M& réng cac hinh thire théng tin

Cai thién hé théng co' s& vat
chat, trang thiét bj

Tiép tuc don gian héa cac tha tuc
hanh chinh

Tang cwdng niém yét cdng khai, minh
bach thu tuc hanh chinh

y N . . B Cap
Tang cwdng ng dung céng nghé tinh
thong tin
W Cap
RUt ngan thoi gian gidi quyét thi tuc huyén
hanh chinh !
W Cap xa

Gidm phi/lé phi gidi quyét tha tuc hanh
chinh

Cai thién thai do giao tiép clia cong

chirce

Cai thién tinh than phuc vu cla céng chirc

Nang cao nang lwc clia cong chirc

Ti€p nhan, gidi quyét tét cac gop v, phan
anh, kién nghj

Y kién khac

Sy mong doi ctia ngudi dan, to chirc ddi Vi cac co quan hanh chinh thudc
8 linh vuc dich vu déu tap trung vao 3 yéu td (sip xép theo thir tu tir mong mudn
nhiéu nhat tré xubng): (1) M rong cac hinh thire thong tin (trén 50% s6 nguoi
duoc hoi); (2) Rat ngan thoi gian giai quyét tha tuc hanh chinh (khoang 40% sb
nguoi dugc hdi); (3) Tang cuong ung dung cong nghé¢ thong tin (khoang trén
30% s6 ngudi duoc hoi) (Biéu do 78). Riéng dbi véi co quan hanh chinh thudc
linh vuc tu phap, lao dong (cap x4), ngudi dan, to chic mong mudn cac co quan
nay uu tién cai thién hé thdng co s¢ vat chat, trang thiét bi (31,00%) nhiéu hon
1a mong mudn ting cudng ung dung cong nghé thong tin (28,50%).
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Biéu dd 78: Sw mong doi di v6i co quan hanh chinh thudc céac linh vie dich vu.

M& réng cac hinh thic théng tin

Cai thién hé thong co s& vat
chat, trang thiét bi

Tiép tuc don gidn hda cac thi tuc hanh
chinh.

T&ng cudng niém yét cong khai, minh
bach thu tuc hanh chinh.

Tang cwong ng dung céng nghé
thong tin

RUt ngan thoi gian giai quyét thi tuc hanh
chinh.

Gidm phi/lé phi gidi quyét thd tuc hanh
chinh.

Cai thién thai do giao tiép clia cong

chtrc.

Cai thién tinh than phuc vu cla céng chirc.

Nang cao nang lwc clia cong chirc.

Tiép nhan, giai quyét t6t cac gép v, phan
anh, ki€n nghi

Y kién khac

L)

4353

9,

Q
’

0,

7

m Déat, moi
treong

B Xay
dung, QL
du an

B Giao
thong, va
n tai

mVan
héa, thé
thao, du
lich

B Nong
nghiép

B Kinh
doanh

Tw phap
(cap tinh)

M Lao
dong, tw
phap
(chp x&)
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PHAN BA
KET LUAN
I. PANH GIA CHUNG
1. Vé két qua dat dwoc ciia SIPAS 2017

Nam 2017, cong tac cai cach hanh chinh da duwgc Chinh phu, Tha tuéng
Chinh phu, cic bd, nganh, dia phuong quan tam trién khai thuc hién, véi nhiéu
giai phap ddng bo, hiéu qua, tao sy chuyén bién manh mé trong hoat dong cua
bo may hanh chinh cac cip tir Trung wong t6i co sd. Nén hanh chinh di co
chuyén bién tich cuc theo huéng nén hanh chinh phuc vu, chuyén nghiép, hién
dai, nang dong, trach nhiém, dap tmg ngay cang tot hon yéu cau cua ngudi dan
va x4 hoi va phat trién kinh té - xa hoi cua dat nudc. Két qua cai cach hanh chinh
dat dugc toan dién trén cac linh vuc da dong gbp quan trong vao thanh tyu
chung phat trién kinh té - xa hoi, hoi nhap qudc té cua dat nude trong giai doan
vira qua. Viéc Bo Noi vu trién khai do ludng su hai 1ong cua nguoi dan, to chic
d6i véi su phuc vu ciia co quan hanh chinh 1a mot hoat dong c6 y nghia quan
trong va can thiét, noi 1én nhiing nd luc cai cach hanh chinh, nang cao chat
luong cung @ng dich vy hanh chinh cong ctiia Chinh phu, lay sy hai 1ong cta
nguoi dan, t6 chic 13 thudc do danh giad hiéu qua hoat dong cia cic co quan
hanh chinh nha nudc. Thong qua do, phat huy dan chu, sy tham gia cua nguoi
dan, to chirc trong viéc danh gia chat lugng phuc vu ciia cac co quan hanh chinh;
gitp co quan hanh chinh nha nudc xay dung, cung ung cac dich vu hanh chinh
cong c6 chat luong; déng thoi, c6 co s¢ diéu chinh muc tiéu, nhiém vu cai cach
hanh chinh pht hop, dap tmg yéu ciu, mong doi cia nguoi dan, xa hoi va su
phat trién cia dat nudc.

Pay 14 lan dau tién, Bo Noi vu trién khai danh gia su hai 1ong cta ngudi
dan, t6 chtrc doi v6i sy phuc vu cia co quan hanh chinh tai 63 tinh, thanh phd
truc thuoc Trung wong trong ca nudc. Viéc danh gia mang tinh toan dién trén ca
ba cip hanh chinh ¢ dia phuong (cac sd nganh cap tinh, UBND cép huyén;
UBND cip x4), v6i cac linh vuc dich vy hanh chinh cong trong tim, lién quan
mat thiét toi doi séng kinh té, xa hoi cua ngudi dan, to chic tai cac dia phuong.
Véi quy mo khao sat 33.900 nguoi dan, t6 chuc di thé hién duge quy mé, tinh
toan dién cua viéc danh gia. Két qua SIPAS 2017 phan anh toan dién cac khia
canh cung ung dich vu hanh chinh cong, tir viéc tiép can dich vy; viéc cong khai
thu tuc, giai quyét thu tuc; cong chuc truc tiép giai quyét cong viéc voi nguoi
dan, t6 chirc; két qua nguoi dan, to chic nhan duge cho dén viéc tiép nhan, xir ly
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¥ kién gop ¥, phan anh, kién nghi cua nguoi dan, to chtc vé viéc cung tng dich
vu.

V& phuong phap danh gia, trén co s tiép thu kinh nghiém qudc té va cac
t6 chtrc trong nudc, Bo Noi vu dd xdy dung, ban hanh Dé an do luong su hai
1ong cua ngudi dan, to chic dbi véi su phuc vu cia co quan hanh chinh nha
nudc giai doan 2017 - 2020, trong d6 quy dinh mdt cach khoa hoc, cu thé va chi
tiét tr muc dich, muc tiéu, noi dung, phuong phap, giai phap, trach nhié¢m,
ngudn luc trién khai do ludong sy hai 1ong qubc gia hang nam. Trén co sd do,
viéc trién khai SIPAS 2017 di duoc thuc hién theo cac quy dinh, huéng dan cua
Pé an do luong su hai long giai doan 2017 - 2020 nén thuan loi va hiéu qua.

Qua trinh trién khai SIPAS 2017, Bo Noi vu d3 nhan duoc su phdi hop
chat ché cua Ban Thuong tryc Uy ban Trung wong Mat tran T6 quéc Viét Nam,
Trung wong Hoi Cuu chién binh Viét Nam, Tong Cong ty Buu dién Viét Nam
va su tham gia tich cuc, c¢6 trach nhiém cua ddi ngli can bg, cong churc, vién
chtic, nhan vién trong cac co quan hanh chinh, Buu dién tinh, thanh phd tai cac
dia phuong.

B Noi vu dd ap dung phuong phap chon mau diéu tra khoa hoc, chit
ch&, dam bao dung yéu cau dé chon ra 33.900 nguoi dan, to chuc dugc phat
phiéu diéu tra ¢ tat ca cac vung, mién trong ca nudc. Cac phiéu diéu tra duoc Bo
Noi vu xay dung bao dam d& doc, d& hiéu, dé tra loi; phuong phap phat phiéu
truc tiép t4i ting nguoi dan, ngudi dai dién té chirc duoc chon lam déi twong
diéu tra dé ho tu nghién ctu, tra 161 gitp ngudi dan, to chic c6 thé danh gia
thang than d6i véi cac nodi dung hoi nhay cam. Véi sy huéng dan, giam sat, hd
tro tich cuc caa Vu Cai cach hanh chinh, Bo NoOi vu va su tich cuc, trach nhiém
cia diéu tra vién tai Buu dién cac tinh nén viéc td chirc phat phiéu diéu tra,
huéng dan, thu phiéu da dat két qua tdt, bao dam tién do thoi gian va dap Gng
yéu cau dé ra. S6 luong phiéu diéu tra thu vé hop Ié dat ty 18 cao (dat 90,68% s6
phiéu phat ra) va dbi tuong tra loi phiéu c6 tinh dai dién cao cho moi thanh phan
nhan khau hoc, moi loai hinh t6 chirc. Viéc trién khai chon mau; phat phiéu diéu
tra dugc giam sat, phic tra boi cac cac co quan, t6 chirc thude cac linh vuc khac
nhau, cac cip khac nhau... qua d6, bao dam tinh khach quan, trung thuc, phan
anh sat thuc tién cua cac dia phuong. Cong tac téng hop, xur 1y s liéu tdng hop
phiéu diéu tra xa hoi hoc dugc thuc hién nghiém tac, khoa hoc, bao dam dung
phuong phap.
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Qua tong hop dir liéu diéu tra xa hoi hoc, phan tich cic thong tin, chi s6
cho thay SIPAS 2017 da cung cap mét hé théng thong tin danh gia khach quan,
tuong doi toan dién tir phia ngudi déan, to chuc vé chat luong cung tng dich vu
hanh chinh cong cua ting tinh, ting cap hanh chinh ¢ dia phuong va timg linh
vuc dich vu hanh chinh céng. Qua dé, cho thiy thuc trang chat luong cung ng
dich vu hanh chinh cong tai cac dia phuong va nhitng mong mudn cua nguoi
dan, t6 chure, dé tir d6 cac co quan hanh chinh nha nuéce ¢ co sd cai thién, nang
cao chat lugng cung tng dich vu hanh chinh céng cta minh.

V& két qua, Chi s hai 1ong vé su phuc vu hanh chinh chung cta chung ca
nuéc 1a 80,90%. Chi sb hai long vé sy phuc vu hanh chinh cta tinh cao nhat 1a
95,75% va Chi s6 hai 1ong vé su phuc vy hanh chinh tinh thap nhat 12 67,70% va
gia tri trung vi caa Chi s6 hai long vé su phuc vu hanh chinh 1a 79,76%. Qua d6
cho thy, hon mét nira s6 tinh ¢ Chi s6 hai 1ong vé su phuc vu hanh chinh cua
tinh thap hon Chi sé hai 1ong vé su phuc vy hanh chinh chung cua chung ca
nuéc (80,90%). Két qua nay cho thay, muc do hai 1ong ciia nguoi dan, t6 chuc
d6i vé&i sy phuc vu cta co quan hanh chinh nha nudc di dap ung duoc muc tiéu
dé ra cta Chinh phu, diéu d6 thé hién nd luc cai cach hanh chinh cua tat ca cac
dia phuong trong ca nudc. Tuy nhién, v6i Sy chénh 1énh twong ddi cao giira tinh
dat Chi s6 hai 10ng cao nhat va thap nhat (28%) va gia tri trung vi néu trén, cho
thay nhiéu dia phuong can phai nd luc, diy manh cai cach hon trong thoi gian
to1 thi mai bao dam dat muc tiéu cai cach cua Chinh phu.

Céc chi s6 SIPAS 2017 vé nhan dinh, mirc d6 hai 1ong, sy mong doi cua
nguoi dan, to chic 1 nhimg thong tin rat quan trong, can thiét thu thap duoc qua
khéo sat, gitp cac dja phuwong c6 thé danh gia thuc trang viéc cung tng dinh vu
hanh chinh céng ctia minh, thuc hién cac phép so sanh giita cac yéu to cua cung
mét dich vu; so sanh cung mot dich vy giita cac co quan, cac cip, cac linh vuc,
cac dia phuong. .., tir d6 giup cac co quan, dia phuong xac dinh dugc cac ton tai
trong cai cach hanh chinh, nang cao chat lwong cung tng dich vu cia co quan,
dia phuong dé tim giai phap khac phuc phu hop. Chang han, viéc 5.17% sb
ngudi dugc hoi trong ca nudce tiép can thong tin vé dich vu qua mang internet
cho thiy cac chinh quyén dia phuong can phai xem xét, danh gia két qua thuc
hién cung cap dich vu cong truc tuyén va xay dung chinh quyén dién tu trong
thoi gian qua & dia phuong. Viéc 67,23% sb ngudi bi tré hen tra két qua dich vu
trong ca nuéc phan anh co quan khong théng bao trudc cho ho vé viéc tré hen
va 88,91% khong nhan duoc thu xin 15i ciia co quan hanh chinh cho thay chinh
quyén dia phuong can chi dao cac co quan, don vi thuc hién nghiém quy dinh

BAO CAO SIPAS 2017



ctia Chinh phu V& viéc co quan phai thong bao, xin 15i nguoi dén, to chuc khi tré
hen tra két qua giai quyét thu tuc hanh chinh. Hoic, viéc bén canh tinh dat chi s6
hai long & muc trén 90% thi ciing c6 tinh chi dat & mic dudi 50% cho thay tinh
dat chi s6 thap can nd luc manh mé, quyét liét trong cai cach hanh chinh, nang
cao chat luong phuc vu ngudi dan, té chic trong thoi gian toi dé bét kip voi cac
tinh khéac, dé dam bao dat chi sb hai long tdi thiéu 12 80% vao nam 2020.

2. Khé khiin, han ché va nguyén nhin

Po ludong su hai 10ng ctia ngudi dan, to chie ddi véi sy phuc vu cua co
quan hanh chinh 13 mot viéc 1am méi va kho. Nhiéu nudc c6 nén hanh chinh
phat trién, hién dai trén thé gisi da va dang trién khai do luong su hai long cua
khach hang/cong dan d6i véi viéc cung ung dich vu cong ciia chinh quyén, tuy
nhién v6i cac cach tiép can, phuong phap, mo hinh rat khac nhau. Cé thé noi
khong c6 mot phuong phap, mé hinh chung vé trién khai do luong sy hai long
ctia khach hang/nguoi dan di véi dich vu hanh chinh cong. Do vay, SIPAS phai
vira trién khai, vira rat kinh nghiém, diéu chinh cho phu hop véi nhiing thay doi
Clia yéu cau cai cach hanh chinh; ctia cac quy dinh; cua thuc tién cung ung dich
vu hanh chinh cong; ctia nhu cau ciia nguoi dan, to chic & nude ta va dong thoi
bat kip véi xu thé cua cac nudc trén thé gidi.

Viéc trién khai SIPAS 2017 gip phai mot s6 kho khin, han ché trong qué
trinh trién khai, nhu ngudn kinh phi trién khai thap, quy mé diéu tra 16n, pham
vi diéu tra rong, dién ra ¢ nhiéu cap hanh chinh trén pham vi chung ca nudéc.
Ngoai ra, day 1a mot ngi dung méi, nhay cam, gay tam ly e ngai cho cac co quan
hanh chinh khi trién khai. Mot s6 dia phuong chua lam tét viéc tuyén truyén,
cung cip diy du thong tin cho nguoi dan, té chiic vé muc dich, ndi dung cua
viéc khao sat su hai 10ng, nén nguoi dan, to chirc chua tich cuc tham gia cung
cap thong tin, tra 16i phiéu khao sat. Do vay, trong thoi gian téi can co giai phap
thong tin, tuyén truyén phi hop dé ting cudng nhan thuc cua nguoi dan, to chic
va doi ngii cong chirc vé SIPAS, tir d6 tich cuc ung ho, tham gia dé viéc trién
khai SIPAS thuc sy hiéu qua, két qua SIPAS phan anh dang thuc tién chat lugng
cung tng dich vu cong, sy mong doi ciia ngudi dan, t chic.

Qua trinh chon miu diéu tra x3 hoi hoc va phat phiéu diéu tra xa hoi hoc
SIPAS 2017 mat nhiéu thoi gian, cong stic do co sd dit liéu giao dich cung ung
dich vu hanh chinh cong tai nhiéu dia phwong khong thuc hién theo ding quy
dinh ctia Chinh phu dan dén tinh trang thong tin vé d6i tuong diéu tra bi thiéu
hoac sai léch. O mot s6 dija phuong, kha nhiéu ngudi dan tir chéi tham gia tra 10
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phiéu diéu tra xa hoi hoc; mot sb tra 1oi phiéu diéu tra qua loa ma khong doc k§
cau hoi...

C6 su khac biét rat 16n vé sé lwong va thanh phan nhan khau hoc cta doi
tuong diéu tra gitta cac dich vu trong cung mdt dia phuong va cua ciing mot dich
vu giita cac dija phuong trong ca nuéc. Trinh do dan tri, nhu cau, nép sdng, tu
duy ctia nguoi dan gitta cac ving, mién, dic biét 1a giira cac thanh phd 16n truc
thudc Trung wong véi cac tinh rat chénh léch. Do cac yéu té nay co tac dong,
anh huong dén nhan dinh, hai long va mong doi ciia nguoi dan, to chirc nén két
qua SIPAS 2017 nén duoc doc va hiéu trén co s¢ xem xét phu hop vai bdi canh
ciia nguoi tra 1oi, co sy so sanh twong dong giira cac dich vu, giita cac dia
phuong va so sanh theo thoi gian (gitta cac nam, cac giai doan). Hon nira,viéc
cac tidu chi do luong cua SIPAS 2017 vira phai phan 4anh thuc tién cung (ng
dich vu hanh chinh céng, vira phai phan anh céc tiéu chuan va quy dinh lién
quan tai cic van ban cua Chinh phu, cac bd, nganh va chinh quyén dia phuong
c6 thé dan dén mot so thuat ngir duoc st dung trong mot so tiéu chi danh gia,
cdu hoi diéu tra xa hoi hoc tré nén triru twong, khién ngudi nghe hiéu theo
nhitng cach khac nhau va do vay cung cap cac thong tin tra 101 khong thong
nhét, chinh x4c.

I1. PE XUAT, KIEN NGHI
1. P6i v6i Chinh phii, Thii twéng Chinh phii

- Chi dao cac bd, nganh, dia phuong str dung két qua Chi s6 hai 1ong vé
su phuc vu hanh chinh ndm 2017 dé 1am co so xéac dinh, thuc hién cac giai phap
nang cao chéat luong cung ung dich vu hanh chinh céng, nang cao su hai 1ong
ctia ngudi dan, to chic.

- Chi dao céc co quan thong tin truyén thong thuc hién thong tin, tuyén
truyén vé muc dich, y nghia, ndi dung, két qua trién khai do luong sy hai long vé
su phuc vy hanh chinh nam 2017 t&i nguoi dan, to chic trong ca nudc; ¢ hinh
thic biéu duong, khuyén khich, khen thuéng déi véi cac dia phuong, cac nganh
d3 to chuc tét viéc cung tng dich vu hanh chinh cong cho ngudi dan, to chic va
da dat Chi s6 hai 1ong Vé sy phuc vu hanh chinh cao, nham tao sy lan toa, dong
lyc thic diy cac dia phuong, cac nganh cung ¢ng dich vu hanh chinh cong co
chat luong tét hon, phuc vu ngudi dan, to chie tot hon.

- Qua két qua SIPAS 2017, cho thay thu tuc hanh chinh & mét s6 linh vuc
con chwa duge don gian, chwa dé hiéu va dé thuc hién, chua tiét kiém thoi gian

va chi phi cho ¢4 nhan, t6 chtc va doanh nghiép trong qué trinh tuan thu, thuc
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hién; tinh 6n dinh, d6ng bo cua mot s6 vin ban chwa cao giy khé khin cho ca ca
nhan, t6 chirc va can bo, cong chirc khi thyuc hién vi vay dé nghi Chinh pha, Tha
tudng Chinh phu tiép tuc chi dao ddy manh viéc don gian héa tha tuc hanh chinh
thudc tham quyén quan 1y ciia cac bd, nganh, dia phuong.

- Chi dao cac bd, nganh, dja phuong tiép tuc ddy manh hon nira tng dung
cong nghé thong tin trong hoat dong cua cac co quan hanh chinh nha nudc, gop
phan thuc hién muc tiéu hién dai hoa nén hanh chinh va xdy dung chinh quyén
dién tir; day manh viéc trién khai dich vu cong truc tuyén mirc d6 3, 4 nham tao
su minh bach trong cung cp dich vu cong ctia cac co quan hanh chinh nha
nudc.

- Tao diéu kién, bd tri kinh phi phu hop cho hoat dong trién khai do luong
su hai long vé su phuc vu hanh chinh hang nam trong giai doan 2017 - 2020,
g6p phan thyc hién thanh céng muc tiéu xay dung nén hanh chinh phyc vu theo
Chuong trinh téng thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020.

2. Poi v6i cac By, co quan ngang Bo; Uy ban nhin dan cac tinh,
thanh phé truc thudc Trung wong

- St dung hiéu qua két qua SIPAS 2017; xac dinh, thuc hién cac giai phap
phu hop dé khac phuc cac ton tai, nang cao chit lwong cung tng dich vu hanh
chinh cong thudc nganh, linh vuc, dia phuong, nang cao chét luong phuc vu
nguoi dan, t6 chire; dinh ky 6 thang, hang nim giri bao cao két qua thuc hién vé
Bo Noi vu dé tong hop, trinh Chinh phu, Thi tudng Chinh phu.

- Bdi véi cac dia phuong, cac linh vuc dich vy nhan duoc sy hai 10ng thap
ciia nguoi dan, t6 chic, thuc hién kiém tra, danh gia, xac dinh thuc trang va
nguyén nhan dé tim ra cic giai phap cu thé, thiét thyc; trién khai cai cach mot
cach manh mé, kién quyét dé dam bao quyén loi ctia ngudi déan, to chuc trong
viéc duoc nhan duoc cac dich vu hanh chinh cong c6 chit lugng tot nhu cac dia
phuong, linh vuc khéc.

- Péi v6i cac dia phuong, cac linh vuc nhin dugc su hai 10ng cao cua
nguoi dan, to chic, can xem xét, so sanh tat ca cac yéu td, yéu té thanh phan cua
qua trinh cung @ng dich vu cong cua dia phuong, linh vuc dé chi ra nhitng yéu
t, yéu t6 thanh phﬁn nhan duoc su hai long thép hon, mong mudn cai cach
nhiéu hon, tir d6 c6 cac giai phap khic phuc dé nang cao chat lugng cua cac yéu
t6, yéu té thanh phan do.
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- Tang cuong thong tin, tuyén truyén vé muc dich, ¥ nghia, noi dung caa
SIPAS giai doan 2017 - 2020 va két qua SIPAS 2017 t&i toan thé ddi ngii can
bo, cong chirc, vién chirc thuoc pham vi nganh, linh vuc; toi toan thé doi ngi
can bo, cong chirc, vién chirc, nguoi dan, t6 chtc cua dia phwong nham nang cao
nhan thirc va su tham gia tich cuc cua cac déi twong nay vao qua trinh trién khai
SIPAS, cung cép thong tin cho diéu tra xa hoi hoc ciia SIPAS hang nim.

- Tang cuong chi dao cong tac cai cach thu tuc hanh chinh, nhét 1a thu tuc
hanh chinh trong linh vuc dat dai, xay dung, do day 1a cac linh vuc gy ra nhiéu
phién ha cho ngudi dan, doanh nghiép.

- Tang cudng chi dao viéc xdy dung co s¢ dit liéu vé thi tuc hanh chinh
va giai quyét thu tuc hanh chinh tai cac cap chinh quyén, tir d6 s& tao diéu kién
cho viéc chon mau diéu tra x3 hoi hoc duoc thuc hién khoa hoc, dam bao d6 tin
cay cao.

3. P6i véi 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 xac, day du muc dich, ¥ nghia, ndi dung ciia SIPAS giai doan 2017 - 2020
va két qua SIPAS 2017 t6i ngudi dan, to chiic nham nang cao nhan thuc vé
quyén lgi va trach nhiém, thac day sy tham gia tich cuc, khach quan cia nguoi
dan, t6 chuc trong viéc giam sat, phan hdi ¥ kién vé viéc cung tng dich vu hanh
chinh cong; gitip co quan hanh chinh ¢ co s& dé xac dinh cac giai phap nang
cao chat lugng cung tng dich vy, nang cao chat luong phuc vu nguoi dan, t6
chuc.

- Tang cuong dua tin vé& nhirng viéc 1am tét va chua t6t cua cac b, nganh,
dia phuong trong giai quyét thu tuc hanh chinh, cung tng dich vu hanh chinh; y
kién ctia nguoi dan, to chic vé chat lugng dich vu hanh chinh cong, chét lwgng
phuc vu cta co quan hanh chinh nha nudc, tir d6 gép phan cing véi cac bo,
nganh, dia phuong xay dung mot nén hanh chinh phuc vy theo yéu cau caa cong
cudc cai cach hanh chinh & nuéc ta.

- Tang cuong cong tac thong tin dé ngudi dan, to chuc coi viéc tham gia
cung cap thong tin cho qua trinh diéu tra xa hoi hoc SIPAS 1a quyén loi va nghia
vy, phtt hop Véi tinh than cia Hién phap vé xay dung Nha nudc cua dan, do dan
va vi dan. Qua d6 ngudi dan, t6 chuc chi dong, tich cuc nam bat thong tin, tham
gia giam sat, phan hdi ¥ kién véi co quan hanh chinh nha nuwéc vé viéc cung tng
_dich vu hanh chinh cong dé giip co quan hanh chinh nha nuéc ndm bit dugc
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cam nhan, mong doi cta nguoi déan, to chuc, trén co s& d6 xac dinh duoc cac
giai phap phu hop khic phuc ton tai, nng cao chat luong cung tng dich vy,
nang cao chét luong phuc vu ngudi dan, t6 chuc.

4. Pbi v6i Ban Thuong truc Uy ban Trung wong Mit tran T6 qudc
Viét Nam, Trung wong Hdi Cuu chién binh Viét Nam, Tong Cong ty Buu
dién Viét Nam.

a) Bdi v6i Ban Thuong truc Uy ban Trung uwong Mit tran T6 qubc Viét
Nam, Trung uong Hoi Cuyu chién binh Viét Nam:

- Tiép tuc phdi hop hiéu qua vai Bé Noi vu trién khai SIPAS 2018; giam
sat diéu tra xa hoi hoc SIPAS 2018.

- Chi dao céac t6 chtc nganh doc tai cac dia phuong trong ca nudc phoi
hop v&i S Noi vu thuc hién gidam sat chon mau diéu tra xa hoi hoc, phuc tra két
qua diéu tra x4 hoi hoc SIPAS 2018 nghiém tic, chit ché.

- Tuyén truyén, van dong nguoi dan tham gia giam sat qua trinh cung (ng
dich vu hanh chinh cong ¢ dia phuong va phan hoi y kién vé chét luong cung
tng dich vu hanh chinh cong thong qua cung cip théng tin cho diéu tra xa hoi
hoc SIPAS 2018 mot cach khach quan, trung thuc, day da.

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
2018 tai cac dia phuong trong ca nudc.

- Phéi hop, hd trg véi Bo Noi vy, Ban Thuong truc Uy ban Trung uong
Mt tran T6 quéc Viét Nam, Trung wong Hoi Cuu chién binh Viét Nam trong
cong tac kiém tra, danh gia viéc trién khai diéu tra xa hoi hoc SIPAS 2018 ¢ mot
s6 dia phuong.

- Chi dao cac don vi thudc, truc thudc; cac don vi nganh doc; cac can bo,
nhan vién li€n quan; doi ngi diéu tra vién thuc hién diéu tra xa hoi hoc SIPAS
2018 tai cac dia phuong theo dung phuong phép, yéu cau hudng dan cua Bo Noi
vy, nghiém tic, trung thuc, khach quan.

I1I. MOT SO NHIEM VU CUA BOQ NOI VU TRONG THOI GIAN TOI

1. Tham muu cho Chinh phu, Thu tuéng Chinh phu, Ban Chi dao Cai
cach hanh chinh ciia Chinh phu dinh ky kiém tra, ddnh gia cong tic cai cach
hanh chinh, cung @ng dich vu hanh chinh coéng cua cac dia phuong. Viéc kiém
tra, danh gia duoc thuc hién ddi véi cac tinh nhan duoc su hai long thap, dé tim

BAO CAO SIPAS 2017



ra nguyén nhan cu thé va giai phap khac phuc; va ddi véi cac tinh nhan dugc su
hai long cao dé xac dinh nguyén nhan, rat ra bai hoc kinh nghiém. Theo déi,
t6ng hop, bao cao Chinh phi, Tha tuéng Chinh phi, Ban Chi dao cai cach hanh
chinh ctia Chinh phu tinh hinh, két qua sir dung chi s6 SIPAS 2017 cua cac b,
nganh, dia phuong.

2. To chirc cac hoi thao, cung cap thong tin dé chia sé kinh nghiém, bai
hoc cho cac dia phuong, giup cac dia phuong trién khai céng tac nay t6t hon
trong thoi gian toi, dic biét trong thuc hién muc tiéu caa Chuong trinh tong thé
cai cach hanh chinh 1a tat ca cac linh vyc dich vu, cac dich vu va cac yéu tb dich
vu déu phai dugc trén 80% ngudi déan, to chirc hai 1ong vao nam 2020.

3. Tang cuong phdi hop Véi cac to chire, doan thé, co quan théng tin dai
chang thyc hién tuyén truyén vé muc dich, ndi dung, két qua SIPAS.

4. Tiép tuc nghién ctru, hoan thién ndi dung, phuong phap SIPAS dé dam
bao két qua SIPAS phan anh dung thuc tién chat lwong cung ung dich vy cong
va sy mong doi ctia ngudi dan, t6 chic. Trén co so do, trién khai ké hoach xac
dinh Chi sb hai long vé su phuc vu hanh chinh nim 2018 bao dam chat lugng,
hiéu qua.
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33.900 phiéu. Phiéu diéu tra duoc phan bd nhu sau:

1. Phiéu phat ra

PHU LUC 1
PHIEU PIEU TRA XA HOQI HQC SIPAS 2017

Téng sd phiéu diéu tra xa hoi hoc SIPAS 2017 phat ra trong ca nude 1a

TT| Coquan Ha N§i, TP. Tinh Tinh Tong so
hanh chinh | Ho Chi Minh loai | loai 11, 111 phieu/chung
nha nwéc ’ ) ca nuwdC
1. | Coquanhanh | - 06 sé/tinh - 06 so/tinh - 06 so/tinh 8.460 phiéu
chinh cap tinh | - Téng s6 - Tong sb - Tong s6
phiéu: 270 phiéu: 180 phiéu: 120
phicu/tinh phicu/tinh phicu/tinh
2. | Coquanhanh |-UBNDcap |-UBNDcap |-UBNDcap |12.480 phiéu
chinh cap huyén cua 09 | huyéncua 06 | huyén cua 06
huyén. huyén (03 loai | huyén (02 loai | huyén (02 loai
I, 03 loai Il, I, 02 loai Il, I, 02 loai Il,
03 loai 02 loai 02 loai
[11)/tinh [11)/tinh [1)/tinh
- Tong s0 - Tong s0 - Tong s6
phiéu: 450 phiéu: 240 phiéu: 180
phiéu/tinh phiéu/tinh phiéu/tinh
3. |Coquanhanh |-UBNDcap |-UBNDcap |-UBNDcap |12.960 phiéu
chinhcapxa. |xacua27xa |xacual8xa |[xacual8xa
(09 loai 1,09 | (06 loail, 06 | (06 loai I, 06
loai 11, 09 loai | loai Il, 06 loai | loai I, 06 loai
[11)/tinh [11)/tinh [1)/tinh
- Tong sb - Tong so - Tong so
phiéu: 540 phiéu: 270 phiéu: 180
phiéu/tinh phiéu/tinh phiéu/tinh
Tong so 1.260 690 480 33.900 phiéu
phieu. phieu/tinh phieu/tinh phieu/tinh
2. Phiéu thu vé

Tong sé phiéu thu vé 1a 30,991 phiéu, dat 91,42% sb phiéu phat ra
(33,900 phiéu). Sé phiéu thu vé hop 18 1a 30.741, dat 90,68% sb phiéu phat ra.
S6 phiéu thu vé hop 18 tai mdi tinh nhu sau:
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TT Tinh Phiéu TT Tinh Phiéu
1. | An Giang 480 33. | Kién Giang 447
2. | BaRia- Viing Tau 409 34. | Kon Tum 481
3. | Bic Giang 480 35. | Lai Chau 417
4. | BicKan 480 36. | Lam Dong 460
5. | Bac Liéu 452 37. | Lang Son 481
6. | Bic Ninh 437 38. | Lao Cai 416
7. | BénTre 464 39. | Long An 422
8. | Binh Dinh 481 40. | Nam Pinh 336
9. | Binh Duong 480 41. | Nghé An 691
10. | Binh Phuéc 339 42. | Ninh Binh 479
11. | Binh Thuan 473 43. | Ninh Thuan 481
12. | Ca Mau 438 44. | Phu Tho 484
13. | Can Tho 661 45. | Phu Yén 473
14. | Cao Bing 481 46. | Quang Binh 446
15. | Pa Nang 446 47. | Quang Nam 664
16. | bak Lak 633 48. | Quang Ngii 242
17. | Bk Nong 481 49. | Quang Ninh 423
18. | bién Bién 453 50. | Quang Tri 480
19. | Bong Nai 690 51. | Soc Tring 481
20. | Bong Thap 429 52. | SonLa 687
21. | Gia Lai 690 53. | Ty Ninh 397
22. | Ha Giang 480 54. | Thai Binh 431
23. | Ha Nam 460 55. | Thai Nguyén 465
24. | Ha Noi 1015 56. | Thanh Hoa 691
25. | Ha Tinh 449 57. | Thira Thién Hué 479
26. | Hai Duong 480 58. | Tién Giang 480
27. | Hai Phong 662 59. | Tra Vinh 415
28. | Hau Giang 451 60. | Tuyén Quang 455
29. | TP. H6 Chi Minh 355 61. | Vinh Long 404
30. | Hoa Binh 438 62. | Vinh Phuc 480
31. | Hung Yén 473 63. | Yén Bai 430
32. | Khanh Hoa 483 Tong 30.741
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PHU LUC 2

CHI SO SIPAS 2017 CUA CAC TINH, THANH PHO

1. AN GIANG
TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai Bo phan tiép nhan va tra két qua 68,80
Tai co quan hanh chinh nha nude 31,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 24,90
Biét thong tin qua chinh quyén dja phuong 72,00
Biét thong tin qua co quan thong tin dai chung 20,30
Biét thong tin qua Internet 8,70
Khac 2,80
3 | S6 lan di lai giai quyét cong viéce
Tur 1-2 lan 71,70
Tu 3-4 1an 22,80
Tur 5-6 lan 2,30
>7 lan 3,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 94,90
Co 5,10
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khoéng 96,70
Co 3,30
6 | Co quan tra két qua dung hen
bung hen 87,50
Sém hon 2,00
Tré hen 10,40
Co quan thong bio vé tré hen
Co 27,00
Khong 73,00
Co quan c6 giri thu xin 16i khi tré hen
Co 13,90
Khong 86,10

1. | Mo rong céc hinh thirc thong tin dé nguoi dan dé dang tiép can dich vu hanh chinh cong. 53,20
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 23,30
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 77,70
4. | Tang cuong niém yét cong khai, minh bach thii tuc hanh chinh. 23,80
5. | Tang cuong ung dung cong nghe thong tin trong giai quyét thi tuc 22,80
6. | Rat ngan thoi gian giai quyet thu tuc hanh chinh. 44,90
7. | Giam phi/1é phi giai quyét thi tuc hanh chinh. 10,90
8. | Cai thién thai do giao tiép clia cong chirc. 7,50
9. | Cai thién tinh than phuc vu cua cong chitrc. 6,10
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuec. 11,40
11. Tlep nhdn, giai quyét tot cac ¥ kién gop ¥, phan anh, kién nghi ctia ngudi dan 18,00
12. | Y kién khéc 0,30
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AN GIANG

1 | Noingdi chd ¢ di chd ngdi cho ngudi dan, to chirc. -
2 | Trang thiét bi phuc vu ngudi dan, t6 chirc diy di. 1417
3 | Trang thiét bi phuc vu ngudi dan, t6 chire hién dai. -
4 | Trang thiét bi phuc vu nguoi dan, td chure dé str dung. -
5 | Tha tuc hanh chinh duoc niém yét cong khai day du. -
6 | Thii tuc hanh chinh dwoc niém yét chinh xéc. | 1167
7 | Thanh phén hd so phai ndp ding quy dinh. 979
8 | Murc phi/I¢€ phi phai nop diing quy dinh. -
9 | Thoi han giai quyét cong viée dung quy dinh. -
10 | Cong churc co thai do giao tiép lich su. -
11 | Cong chire chu ¥ 1ing nghe ¥ kién. | 1063
12 | Cong chire tra 104, giai thich ddy du. | 1000
13 | Cong chirc huéng din ké khai hd so tan tinh, chu déo. 017
14 | Cong chire huong din ké khai hd so d& hiéu. | 1021
Cong chirc tuan thu dang quy dinh trong giai quyét -
15 | cong viéc.
16 | Két qua giai quyét hd so dung quy dinh. -
17 | Két qua c6 thong tin day du. -
18 | Két qua co thong tin chinh xac. -

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

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

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhén va tra két qua 73,30
Tai co quan hanh chinh nha nudc 22,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 12,20
Biét thong tin qua chinh quyén dia phuong 68,90
Biét thong tin qua co quan thong tin dai chung 14,90
Biét thong tin qua Internet 5,60
Khac 1,70
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan | 69,70
Tu3-414n | 19,10
Tir 5-6 lan 3,90
>7 lan 7,30
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,10
Co 3,90
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,00
Co 2,00
6 | Co quan tra két qua ding hen
bung hen 84,40
Sém hon 4,90
Tré hen 10,80
Co quan thong bio vé tré hen
Co 38,60
Khong 61,40
Co quan c6 giri thu xin 16i khi tré hen
Co 18,20
Khong 81,80
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 58,70
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguodi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 28,40
3. | Tiép tuc don gian hoa cac thii tuc hanh chinh. 81,40
4. | Tang cuong niém yét cong khai, minh bach thu tyc hanh Chll’lh 23,70
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 24,20
6. | Rat ngin thoi gian giai quyet tha tuc hanh chinh. 47,90
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 13,00
8. | Cai thién thai do giao tiép cua cong chic. 8,80
9. | Cai thién tinh than phuc vu ctia cong chic. 5,90
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chirc. 11,00
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 14,20
12. | Y kién khac 3,20
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BA RIA-VUNG TAU

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO 0| B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai do giao tiép lich su.

|
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Cong chirc chu ¥ lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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3. BAC GIANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 73,20
Tai co quan hanh chinh nha nudce 26,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 18,10
Biét thong tin qua chinh quyén dia phuong 71,70
Biét thong tin qua co quan thong tin dai ching 30,20
Biét thong tin qua Internet 4,80
Khac 1,00
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 89,50
T 3-4 lan 7,50
T 5-6 lan 1,00
>7 lan 1,90
4 | Cong chirc gay phién ha, sach nhiéu
Khong 99,00
Co 1,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,60
Co 0,40
6 | Co quan tra két qua ding hen
Dung hen 93,10
Sém hon 3,60
Tré hen 3,40
Co quan thong bio vé tré hen
Co 13,90
Khong 86,10
Co quan c6 giri thu xin 16i khi tré hen
Co 21,40
Khong 78,60
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 63,80
Cai thién hé théng co sO Vat chit, trang thiét bi phuc vu nguodi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 31,00
3. | Tiép tuc don gian hoa cac thii tyc hanh chinh. 82,10
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 21,20
5. | Tang cuong mg dung cong nghé thong tin trong giai quyét thi tuc 28,30
6. | Rut ngin thoi gian giai quyét thi tuc hanh chinh. 40,80
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 7,70
8. | Cai thién thai do giao tiép ciia cong chirc. 4,60
9. | Cai thién tinh than phuc vu ciia cong chc. 4,60
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 9,60
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 5,60
12. | Y kién khac 0,10
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BAC GIANG

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/l¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chtc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thyc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

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

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 63,94
Tai co quan hanh chinh nha nudce 36,06
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 22,38
Biét thong tin qua chinh quyén dia phuong 78,24
Biét thong tin qua co quan thong tin dai ching 13,18
Biét thong tin qua Internet 3,56
Khac 0,84
3 | S6 lan di lai giai quyét cong viéc
Tur 1-2 lan 74,84
Tu3-4lan | 20,13
T 5-6 lan 3,77
>7 lan 1,26
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,44
Co 3,56
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,54
Co 1,46
6 | Co quan tra két qua ding hen
Dung hen 90,57
Sém hon 0,21
Tré hen 9,22
Co quan thong bio vé tré hen
Co 23,91
Khong 76,09
Co quan c6 giri thu xin 16i khi tré hen
Co 2,27
Khong 97,73
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vy hanh
1. | chinh cong. 58,79
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 24,90
3. | Tiép tuc don gian hoa cac thii tyc hanh chinh. 67,36
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 26,15
5. | Tang cuong mg dung cong nghé thong tin trong giai quyét thi tuc 25,10
6. | Rut ngin thoi gian giai quyét thi tuc hanh chinh. 42,89
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 7,32
8. | Cai thién thai d¢ giao tiép cuia cong chirc. 5,44
9. | Cai thién tinh than phuc vu cta cong chirc. 5,65
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 11,30
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 24,48
12. | Y kién khac 0,84
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BAC KAN

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gbp ¥, phan anh, kién
22 | nghi kip thoi.

w
~
-
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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5. BAC LIEU

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 81,60
Tai co quan hanh chinh nha nudce 18,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 11,30
Biét thong tin qua chinh quyén dia phuong 79,20
Biét thong tin qua co quan thong tin dai ching 8,60
Biét thong tin qua Internet 1,30
Khac 0,90
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 80,30
Tu3-4lan | 16,80
T 5-6 lan 0,90
>7 lan 2,00
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,80
Co 2,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,80
Co 0,20
6 | Co quan tra két qua ding hen
Dung hen 92,70
Sém hon 2,00
Tré hen 5,30
Co quan thong bio vé tré hen
Co 54,20
Khong 45,80
Co quan c6 giri thu xin 16i khi tré hen
Co 12,00
Khong 88,00
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 52,90
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thi tuc hanh chinh/ Bo phén tiép nhéan va tra két qua. 29,40
3. | Tiép tuc don gian hoa cac thii tyc hanh chinh. 79,20
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 24,80
5. | Tang cuong mg dung cong nghé thong tin trong giai quyét thi tuc 25,20
6. | Rut ngin thoi gian giai quyét thi tuc hanh chinh. 50,40
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 22,80
8. | Cai thién thai do giao tiép ciia cong chirc. 10,20
9. | Cai thién tinh than phuc vu cta cong chirc. 7,50
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 8,60
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 21,20
12. | Y kién khac 1,10
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BAC LIEU

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh duoc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chirc tra 10, giai thich day du.
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Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
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Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chace thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép y, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

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

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua | 59,70
Tai co quan hanh chinh nha nudc 40,30
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, banbé | 19,50
Biét thong tin qua chinh quyén dia phuong | 59,30
Biét thong tin qua co quan thong tin dai chung | 21,50
Biét thong tin qua Internet 6,40
Khac 1,60
3 | S6 lan di lai giai quyét cong viéc
Ti1-2lan | 88,80
Tu3-4lan| 9,30
Tu5-6lan| 0,70
>7lan | 1,20
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,00
Co 3,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 97,50
Co 2,50
6 | Co quan tra két qua ding hen
Dung hen 95,90
Sém hon 2,30
Tré hen 1,80
Co quan thong bio vé tré hen
Co| 4410
Khong 55,90
Co quan c6 giri thu xin 16i khi tré hen
Co| 25,00
Khong 75,00
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. chinh cong. 65,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguoi dan tai co quan
2. | giai quyét thu tuc hanh chinh/ Bo phén tiép nhan va tra két qua. 24,50
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 77,80
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 19,00
5. | Tang cuong uing dung cong nghé thong tin trong giai quyét thu tuc 39.40
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 32,30
7. | Giam phi/l¢ phi giai quyét thii tuc hanh chinh. 10,30
8. | Cai thién thai do giao tiép ctia cong chirc. 2,30
9. | Cai thién tinh than phuc vu cua cong chuc. 2,70
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 6,40
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 18,50
12. | Y kién khac 0,50
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BAC NINH

1 | Noingdi chd c¢6 du chd ngdi cho ngudi dan, to chirc.
2 | Trang thiét bi phuc vu ngudi dan, t6 chire day du.
3 | Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.
4 | Trang thiét bi phuc vu nguoi dan, td churc dé str dung.
5 | Tha tuc hanh chinh duoc niém yét cong khai day du.
6 | Thu tuc hanh chinh dugc niém yét chinh xac.
7 | Thanh phan hd so phai nép dung quy dinh.
8 | Murc phi/I¢€ phi phai nop diing quy dinh.
9 | Thoi han giai quyét cong viée dung quy dinh.
10 | Cong churc co thai do giao tiép lich su.
11 | Coéng chic chii y ling nghe y kién.
12 | Cong chirc tra 101, giai thich day du.
13 | Cong churc hudng din ké khai ho so tan tinh, chu déo.
14 | Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.
16 | Két qua giai quyét hd so ding quy dinh.
17 | Két qua c6 thong tin day du.
18 | Két qua co thong tin chinh xac.

Co quan 6 b6 tri hinh thirc tiép nhan gop ¥, phan anh,
19 | kién nghi.

Nguoi dan, to chie thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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7. BEN TRE

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua | 69,61
Tai co quan hanh chinh nha nugc | 30,39
2 | Biét thong tin vé dich vu
Biét thong tin qua nguoi than, banbé | 20,47
Biét thong tin qua chinh quyén dia phwong | 70,91
Biét théng tin qua co quan thong tin dai chung | 10,56
Biét thong tin qua Internet 2,16
Khac 4,04
3 | S6 lan di lai giai quyét cong viéc
Tir1-21an | 84,27
Tu3-41an | 13,36
TuS5-6lan | 1,29
>71an | 1,08
4 | Cong chirc gay phién ha, sach nhiéu
Khong 98,49
Co 1,51
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,35
Co 0,65
6 | Co quan tra két qua diing hen
Dung hen 95,04
Sém hon 2,37
Tré hen 2,59
Co quan thong bio vé tré hen
Co| 33,33
Khong 66,67
Co quan c6 giri thu xin 16i khi tré hen
Co| 16,67
Khong | 88,33
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. chinh cong. 66,44
Cai thién hé théng o s& vat chat, trang thiét bi phuc vu nguoi dan tai co quan
2. | giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 23,06
3. | Tiép tuc don gian hoa cic thu tuc hanh chinh. 69,18
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 26,29
5. | Tang cuong img dung cong nghé thong tin trong giai quyét thu tuc 31,68
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 39,01
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 8,19
8. | Cai thién thai do giao tiép ctia cong chic. 3,66
9. Cai thién tinh than phuc vu cua cong chuec. 3,23
10. | Nang cao nang luc giai quyét cong viéc clia cong chirc. 8,19
11. | Tiép nhan, giai quyét tot cac ¥ kién gbp ¥, phan anh, kién nghi ctia ngudi dan 21,98
12. | Y kién khéc 0,43
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BEN TRE

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi dan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.

|
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Cong chirc chu ¥ lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

Co quan c6 bb tri hinh thirc tiép nhan gop ¥, phan anh,
19 | kién nghi.

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

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

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 72.70
Tai co quan hanh chinh nha nudce 27,30
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 22,70
Biét thong tin qua chinh quyén dja phuong 68,50
Biét thong tin qua co quan thong tin dai chung 14,40
Biét thong tin qua Internet 5,20
Khac 2,50
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 74,20
T 3-4 lan 20,80
T 5-6 lan 2,10
>7 lan 2,90
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,00
Co 4,00
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 96,90
Co 3,10
6 | Co quan tra két qua dung hen
Dung hen 92,30
Sém hon 0,80
Tré hen 6,90
Co quan thong bao vé tré hen
Co 28,90
Khong 71,10
Co quan c6 giri thu xin 16i khi tré hen
Co 9,10
Khong 90,90
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M¢ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 57,50
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét tha tuc hanh chinh/ B phan tiép nhan va tra két qua. 24,40
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 67,70
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 26,20
5. | Tang cudng Gmg dung cong nghé thong tin trong giai quyét thu tuc 34,20
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 39,40
7. | Giam phi/lé phi giai quyét thu tuc hanh chinh. 15,60
8. | Cai thién thai do giao tiép ciia cong chic. 2,90
9. | Cai thién tinh than phuc vu ctia cong chirc. 4,40
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chiurc. 8,30
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 19,00
12. | Y kién khac 0,20
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BINH PINH

Noi ngoi chd ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thu tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.

|
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai ho so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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9. BINH DUONG

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhén va tra két qua 56,20
Tai co quan hanh chinh nha nudce 43,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 13,80
Biét thong tin qua chinh quyén dja phuong 75,60
Biét thong tin qua co quan thong tin dai chung 12,90
Biét thong tin qua Internet 8,10
Khac 1,70
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 60,00
T 3-4 lan 29,10
T 5-6 lan 5,40
>7 lan 5,40
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,70
Co 3,30
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 99,20
Co 0,80
6 | Co quan tra két qua dung hen
Dung hen 92,90
Sém hon 0,80
Tré hen 6,30
Co quan thong bao vé tré hen
Co 20,30
Khong 79,70
Co quan c6 giri thu xin 16i khi tré hen
Co 20,00
Khong 80,00
MONG PQI CUA NGUOI DAN, TO CHUC
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 52,20
Cai thién hé théng co s6 vt chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ B phén tiép nhan va tra két qua. 18,80
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 78,70
4. | Tang cudong niém yét cong khai, minh bach tha tuc hanh chinh. 23,20
5. | Tang cudng Gmg dung cong nghé thong tin trong giai quyét thu tuc 33,60
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 39,50
7. | Giam phi/lé phi giai quyét thu tuc hanh chinh. 13,60
8. | Cai thién thai do giao tiép ciia cong chic. 6,30
9. | Cai thién tinh than phuc vu ctia cong chirc. 6,10
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chitrc. 6,30
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 15,70
12. | Y kién khac 1,70
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BINH DUONG

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan tha dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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10. BINH PHUOC

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 57,48
Tai co quan hanh chinh nha nudce 42,56
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 18,15
Biét thong tin qua chinh quyén dja phuong 60,12
Biét thong tin qua co quan thong tin dai chung 15,77
Biét thong tin qua Internet 3,27
Khac 8,63
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 73,09
T 3-4 lan 18,35
T 5-6 lan 3,36
>7 lan 5,20
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,01
Co 2,99
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 98,22
Co 1,78
6 | Co quan tra két qua dung hen
Dung hen 89,02
Sém hon 1,19
Tré hen 9,79
Co quan thong bao vé tré hen
Co 42,86
Khong 51,14
Co quan c6 giri thu xin 16i khi tré hen
Co 33,33
Khong 66,67
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 55,19
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ Bo phén tiép nhan va tra két qua. 28,49
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 70,33
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 26,71
5. | Tang cudng Gmg dung cong nghé thong tin trong giai quyét thu tuc 32,64
6. | Rat ngan thoi gian giai quyét thu tuc hanh chinh. 35,31
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 8,90
8. | Cai thién thai do giao tiép ciia cong chic. 5,34
9. | Cai thién tinh than phuc vu ctia cong chirc. 5,04
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chitrc. 9,52
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 16,67
12. | Y kién khac 3,26
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BINH PHUOC

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day du.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
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Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé& hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

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

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 78,56
Tai co quan hanh chinh nha nudce 21,14
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 27,70
Biét thong tin qua chinh quyén dja phuong 70,19
Biét thong tin qua co quan thong tin dai chung 16,07
Biét thong tin qua Internet 6,13
Khac 3,17
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 76,96
T 3-4 lan 16,70
T 5-6 lan 3,17
>7 lan 3,17
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94,50
Co 5,50
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 98,73
Co 1,27
6 | Co quan tra két qua dung hen
Dung hen 90,70
Sém hon 3,17
Tré hen 6,13
Co quan thong bao vé tré hen
Co 10,13
Khong 89,87
Co quan c6 giri thu xin 16i khi tré hen
Co 19,13
Khong 80,65
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 46,09
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phén tiép nhan va tra két qua. 25,37
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 76,53
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 24,74
5. | Tang cudng Gmg dung cong nghé thong tin trong giai quyét thu tuc 31,29
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 51,59
7. | Giam phi/lé phi giai quyét thu tuc hanh chinh. 16,91
8. | Cai thién thai do giao tiép ciia cong chic. 11,21
9. | Cai thién tinh than phuc vu ctia cong chirc. 7,19
10. Nang cao nang luc g1a1 quyét cong viéc cua cong churc. 9,73
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 17,12
12. | Y kién khac 3,81
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BINH THUAN

Noi ngodi cho ¢é du chd ngdi cho ngudi dan, to chirc.

Trang thiét bi phuc vu ngudi dan, to chirc dy di.

Trang thiét bi phuc vu ngudi dan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan hé so phai ndp ding quy dinh.

Murc phi/l¢ phi phai ndp ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chtrc c6 thai d6 giao tiép lich su.

[
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Cong chtrc chi ¥ lang nghe y kién.
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Cong chc tra 101, giai thich day du.
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Cong chirc huéng dan ké khai hd so tan tinh, chu d4o.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét ho so ding quy dinh.

17 | Két qua co thong tin day du.

18 | Két qua c6 thong tin chinh xac.

Co quan co bb tri hinh thirc tiép nhan goép ¥, phan anh,
19 | kién nghi.

Nguoi dan, t6 chirc thuc hién goép ¥, phan anh, kién
20 | nghi de dang.

Co quan tiép nhén, xir Iy gop ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xir 1y gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé su phuc vu hanh chinh tinh
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12. CA MAU

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 58,90
Tai co quan hanh chinh nha nudce 41,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 19,90
Biét thong tin qua chinh quyén dja phuong 73,00
Biét thong tin qua co quan thong tin dai chung 10,80
Biét thong tin qua Internet 5,00
Khac 1,80
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 78,00
T 3-4 lan 19,20
T 5-6 lan 1,60
>7 lan 1,10
4 | Cong chirc gay phién ha, sach nhiéu
Khong 98,10
Co 5,90
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 94,50
Co 5,50
6 | Co quan tra két qua dung hen
Dung hen 90,20
Sém hon 3,40
Tré hen 6,40
Co quan thong bao vé tré hen
Co 36,10
Khong 63,90
Co quan c6 giri thu xin 16i khi tré hen
Co 25,00
Khong 75,00
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 55,40
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ Bo phén tiép nhan va tra két qua. 28,40
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 68,00
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 24,30
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 29,10
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 41,40
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 13,30
8. | Cai thién thai do giao tiép cua cong chirc. 7,80
9. | Cai thién tinh than phuc vu cua cong chue. 6,20
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 8,00
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 16,70
12. | Y kién khéc 0,50
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CA MAU

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh duoc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO 0| B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chace thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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13. CAN THO

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 62,20
Tai co quan hanh chinh nha nude 37,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 17,50
Biét thong tin qua chinh quyén dja phuong 73,40
Biét thong tin qua co quan thong tin dai chung 7,90
Biét thong tin qua Internet 4,20
Khac 3,50
3 | S6 lan di lai giai quyét cong viéc
Tir1-2lan | 68,10
Tu3-4lan | 24,80
T 5-6 lan 4,10
>7 lan 3,00
4 | Cong chirc gay phién ha, sach nhiéu
Khong 95,60
Co 4,40
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khoéng 97,60
Co 2,40
6 | Co quan tra két qua dung hen
Pung hen 92,70
Sém hon 2,20
Tré hen 5,30
Co quan thong bio vé tré hen
Co 27,50
Khong 72,20
Co quan c6 giri thu xin 16i khi tré hen
Co 14,30
ﬂ Khong 85,70
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 48,70
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phén tiép nhan va tra két qua. 19,20
3. | Tiép tuc don gian hoa céc thi tuc hanh chinh. 71,60
4. | Tang cudong niém yét cong khai, minh bach thi tyc hanh chinh. 20,30
5. | Tang cudng tmg dung cong nghé thong tin trong giai quyét thu tuc 26,90
6. | Rut ngan thoi gian giai quyét thu tuc hanh chinh. 54,00
7. | Giam phi/lé phi giai quyét thu tuc hanh chinh. 18,50
8. | Cai thién thai d6 giao tiép cua cong chirc. 7,30
9. | Cai thién tinh than phuc vu cua cong chuec. 7,40
10. | Nang cao ning luyc giai quyét cong viée ciia cong chic. 9,50
11. | Tiép nhan, giai quyét tt cac y kién gop y, phan anh, kién nghi ctia ngudi dan 18,20
12. | Y kién khéc 0,20
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CAN THO

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai do giao tiép lich su.

|
|

Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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14. CAO BANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 83,30
Tai co quan hanh chinh nha nudce 16,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15,40
Biét thong tin qua chinh quyén dja phuong 70,20
Biét thong tin qua co quan thong tin dai chung 14,00
Biét thong tin qua Internet 3,10
Khac 0,20
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 75,10
T 3-4 lan 18,40
T 5-6 lan 3,80
>7 lan 2,70
4 | Cong chirc gay phién ha, sach nhiéu
Khong 93,30
Co 6,70
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 97,10
Co 2,90
6 | Co quan tra két qua dung hen
Dung hen 35,30
Sém hon 64,70
Tré hen 00,00
Co quan thong bao vé tré hen
Co 00,00
Khong 00,00
Co quan c6 giri thu xin 16i khi tré hen
Co 00,00
Khong 00,00
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 54,40
Cai thién hé théng co sO vt chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ B phén tiép nhan va tra két qua. 26,50
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 62,70
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 34,00
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 19,20
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 42,90
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 10,20
8. | Cai thién thai d6 giao tiép cua cong chirc. 6,20
9. | Cai thién tinh than phuc vu cua cong chuec. 9,20
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 12,90
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 22,50
12. | Y kién khéc 0,20
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CAO BANG

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai do giao tiép lich su.

|
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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15. DA NANG

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhén va tra két qua 76,80
Tai co quan hanh chinh nha nudce 23,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,90
Biét thong tin qua chinh quyén dja phuong 69,60
Biét thong tin qua co quan thong tin dai chung 22,10
Biét thong tin qua Internet 10,40
Khac 1,80
3 | S6 lan di lai giai quyét cong viéc
Tir1-21an | 82,00
T 3-4 lan 14,90
T 5-6 lan 1,80
>7 lan 1,40
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,50
Co 2,50
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 97,70
Co 2,30
6 | Co quan tra két qua dung hen
Dung hen 89,80
Sém hon 4.30
Tré hen 5,90
Co quan thong bao vé tré hen
Co 46,20
Khong 53,80
Co quan c6 giri thu xin 16i khi tré hen
Co 11,50
Khong 88,50
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 50,80
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ Bo phén tiép nhan va tra két qua. 26,40
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 78,60
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 40,40
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 54,40
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 36,30
7. | Giam phi/lé phi giai quyét thu tuc hanh chinh. 12,20
8. | Cai thién thai d6 giao tiép cua cong chirc. 5,00
9. | Cai thién tinh than phuc vu cua cong chue. 1,80
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 4,50
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 10,40
12. | Y kién khéc 3,60
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DA NANG

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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16. PAK LAK

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 53,50
Tai co quan hanh chinh nha nudc 46,50
Khac 1,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 17,10
Biét thong tin qua chinh quyén dia phuong 69,40
Biét thong tin qua co quan thong tin dai ching 9,80
Biét thong tin qua Internet 4,40
Khac 4,60
3 | S6 lan di lai giai quyét cong viéc
Tur 1-2 lan 72,63
T 3-4 lan 19,94
T 5-6 lan 3,96
>7 lan 3,48
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94,30
Co 5,70
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 96,20
Co 3,80
6 | Co quan tra két qua ding hen
Dung hen 89,10
Sém hon 1,70
Tré hen 9,20
Co quan thong bio vé tré hen
Co 10,90
Khong 89,10
Co quan c6 giri thu xin 16i khi tré hen
Co 1,70
Khong 98,30
Mo rong céc hinh thirc thong tin & ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 48,80
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thi tuc hanh chinh/ Bo phén tiép nhéan va tra két qua. 26,70
3. | Tiép tuc don gian hoa cac thii tyc hanh chinh. 72,90
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 21,90
5. | Tang cuong mg dung cong nghé thong tin trong giai quyét thi tuc 21,60
6. | Rut ngin thoi gian giai quyét thi tuc hanh chinh. 50,20
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 16,20
8. | Cai thién thai d6 giao tiép cua cong chirc. 7,60
9. | Cai thién tinh than phuc vu cua cong chure. 5,10
10. | Nang cao ning luc giai quyét cong viée ciia cong chirc. 10,00
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 18,20
12. | Y kién khac 2,20
BAO CAO SIPAS 2017 112




PAK LAK

Noi ngoi chd ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thu tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai ho so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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17. PAK NONG

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 65,30
Tai co quan hanh chinh nha nudce 34,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 27,00
Biét thong tin qua chinh quyén dja phuong 73,40
Biét thong tin qua co quan thong tin dai chung 16,60
Biét thong tin qua Internet 4,40
Khac 1,10
3 | S6 lan di lai giai quyét cong viéc
Ti1-21an | 80,00
T 3-4 lan 14,80
T 5-6 lan 2,90
>7 lan 2,30
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94.00
Co 6,00
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 96,00
Co 4,00
6 | Co quan tra két qua dung hen 91,10
Dung hen 1,90
Sém hon 7,10
Tré hen
Co quan thong bao vé tré hen
Co 14,70
Khong 85,30
Co quan c6 giri thu xin 16i khi tré hen
Co 5,90
Khong 94,10
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 60,10
Cai thién hé théng co sO vt chét, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ B phén tiép nhan va tra két qua. 19,80
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 77,30
4. | Tang cudong niém yét cong khai, minh bach thu tuc hanh chinh. 22,90
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 29,70
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 45,70
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 12,30
8. | Cai thién thai d6 giao tiép cua cong chirc. 4,40
9. | Cai thién tinh than phuc vu cua cong chure. 4,80
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 10,40
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 14,80
12. | Y kién khéc 1,00
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PAK NONG

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai do giao tiép lich su.

|
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan tha dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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18. PIEN BIEN

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 66,90
Tai co quan hanh chinh nha nude 33,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 14,30
Biét thong tin qua chinh quyén dja phuong 70,00
Biét thong tin qua co quan thong tin dai chung 19,60
Biét thong tin qua Internet 4,40
Khac 3,30
3 | S6 lan di lai giai quyét cong viéc
Tur1-21an | 95,36
T 3-4 lan 4,64
T 5-6 lan 2,65
>7 lan 1,99
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,90
Co 3,10
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 97,60
Co 2,40
6 | Co quan tra két qua dung hen
Dung hen 92,90
Sém hon 1,10
Tré hen 6,00
Co quan thong bao vé tré hen
Co 22,60
Khong 77,40
Co quan c6 giri thu xin 16i khi tré hen
Co 7,40
Khong 92,60
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M¢ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 58,10
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ Bo phén tiép nhan va tra két qua. 21,90
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 75,90
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 33,10
5. | Tang cudng Gmg dung cong nghé thong tin trong giai quyét thu tuc 21,40
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 46,60
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 13,20
8. | Cai thién thai d6 giao tiép cua cong chirc. 4,20
9. | Cai thién tinh than phuc vu ctia cong chirc. 3,50
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 8,20
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 13,00
12. | Y kién khéc 0,20
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PIEN BIEN

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day du.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh x4c.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc c6 thai d6 giao tiép lich su.

|
|

Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé& hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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19. PONG NAI

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 75,90
Tai co quan hanh chinh nha nudce 24,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 18,00
Biét thong tin qua chinh quyén dja phuong 67,10
Biét thong tin qua co quan thong tin dai chung 12,50
Biét thong tin qua Internet 7,70
Khac 1,30
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 81,45
T 3-4 lan 14,49
T 5-6 lan 1,88
>7 lan 2,17
4 | Cong chirc gay phién ha, sach nhiéu
Khong 95,70
Co 4,30
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 96,20
Co 3,80
6 | Co quan tra két qua dung hen
Dung hen 91,40
S6m hon 5,10
Tré hen 3,50
Co quan thong bao vé tré hen
Co 40,70
Khong 58,30
Co quan c6 giri thu xin 16i khi tré hen
Co 20,80
Khong 79,20
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 71,00
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ Bo phén tiép nhan va tra két qua. 21,00
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 70,70
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 25,80
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 43,20
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 49,30
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 11,70
8. | Cai thién thai d6 giao tiép cua cong chirc. 5,90
9. | Cai thién tinh than phuc vu ctia cong chirc. 3,50
10. | Nang cao ning luc giai quyét cong viée ciia cong chiic. 6,20
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 12,20
12. | Y kién khéc 0,90
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PONG NAI

Noi ngoi cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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20. PONG THAP

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhén va tra két qua 73,90
Tai co quan hanh chinh nha nudce 26,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 21,00
Biét thong tin qua chinh quyén dja phuong 65,30
Biét thong tin qua co quan thong tin dai chung 13,30
Biét thong tin qua Internet 2,60
Khac 1,60
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 77,20
T 3-4 lan 18,60
T 5-6 lan 2,30
>7 lan 1,90
4 | Cong chirc gay phién ha, sach nhiéu
Khong 98,40
Co 1,60
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 99,30
Co 0,70
6 | Co quan tra két qua dung hen
Dung hen 89,70
Sém hon 7,00
Tré hen 3,30
Co quan thong bao vé tré hen
Co 56,20
Khong 43,80
Co quan c6 giri thu xin 16i khi tré hen
Co 14,30
Khong 85,70
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 64,80
Cai thién hé théng co sO vt chét, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tyc hanh chinh/ B phén tiép nhan va tra két qua. 31,70
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 75,50
4. | Tang cuong niém yét cong khai, minh bach thu tuc hanh chinh. 25,90
5. | Tang cudng tng dung cong nghé thong tin trong giai quyét thi tuc 43,40
6. | Rut ngan thoi gian gidi quyét thu tuc hanh chinh. 36,60
7. | Giam phi/Ié phi giai quyét thu tuc hanh chinh. 18,40
8. | Cai thién thai d6 giao tiép cua cong chirc. 8,20
9. | Cai thién tinh than phuc vu cua cong chue. 7,00
10. | Nang cao ning lyc giai quyét cong viéc cua cong chic. 8,20
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 15,40
12. | Y kién khéc 0,00
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PONG THAP

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.
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Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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21. GIA LAl

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 68,80
Tai co quan hanh chinh nha nudce 31,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 24,90
Biét thong tin qua chinh quyén dja phuong 72,00
Biét thong tin qua co quan thong tin dai chung 20,30
Biét thong tin qua Internet 8,70
Khac 2,80
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 71,70
T 3-4 lan 22,80
T 5-6 lan 3,30
>7 lan 3,20
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94,90
Co 5,10
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 96,70
Co 3,30
6 | Co quan tra két qua dung hen
Dung hen 87,50
Sém hon 2,00
Tré hen 10,40
Co quan thong bao vé tré hen
Co 27,00
Khong 73,00
Co quan c6 giri thu xin 16i khi tré hen
Co 13,90
Khong 86,10
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 53,20
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 23,30
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 77,70
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh chinh. 23,80
5. | Tang cuong tng dung cong nghé thong tin trong giai quyét thu tuc 22,80
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 49,00
7. | Giam phi/é phi giai quyét thi tuc hanh chinh. 10,90
8. | Cai thién thai do giao tiép cua cong chirc. 7,50
9. | Cai thién tinh than phuc vu cua cong chue. 6,10
10. | Nang cao nang lyc giai quyét cong viéc cua cong chic. 11,40
11. | Tiép nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ctia nguoi dan 18,00
12. | Y kién khac 0,30
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GIA LAI

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc dﬁy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.
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Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
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Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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22. HA GIANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 62,00
Tai co quan hanh chinh nha nude 38,00
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 25,40
Biét thong tin qua chinh quyén dja phuong 77,30
Biét thong tin qua co quan thong tin dai chung 29,60
Biét thong tin qua Internet 3,80
Khac 1,20
3 | S6 lan di lai giai quyét cong viéc
Tul1-2lan | 79,90
Tu3-4lan | 16,10
T 5-6 lan 2,90
>7 lan 1,00
4 | Cong chirc gay phién ha, sach nhiéu
Khong 96,70
Co 3,30
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 97,70
Co 2,30
6 | Co quan tra két qua dung hen
bung hen 95,00
Sém hon 1,00
Tré hen 4,00
Co quan thong bio vé tré hen
Co 34,40
Khong 65,60
Co quan c6 giri thu xin 16i khi tré hen
Co 26,30
ﬂ Khong 73,70
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 63,50
Cai thién hé théng co sO vt chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 21,50
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 70,60
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 30,80
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 17,70
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 51,00
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 9,40
8. | Cai thién thai do giao tiép cua cong chic. 5,80
9. | Cai thién tinh than phuc vu cua cong churc. 4,60
10. | Nang cao nang lyc giai quyét cong viéc cua cong chirc. 8,80
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 13,10
12. | Y kién khac 0,80
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HA GIANG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.
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Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
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Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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23. HA NAM

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 55,20
Tai co quan hanh chinh nha nude 44,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 21,20
Biét thong tin qua chinh quyén dja phuong 67,90
Biét thong tin qua co quan thong tin dai chung 27,50
Biét thong tin qua Internet 3,30
Khac 2,80
3 | S6 lan di lai giai quyét cong viéc
Ti1-2lan | 78,80
Tu3-4lan | 17,00
T 5-6 lan 2,80
>7 lan 1,30
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,40
Co 2,60
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khoéng 98,90
Co 1,10
6 | Co quan tra két qua dung hen
bung hen 93,20
Sém hon 2,20
Tré hen 4,60
Co quan thong bio vé tré hen
Co 9,10
Khong 90,90
Co quan c6 giri thu xin 16i khi tré hen
Co 4,80
Khong 95,20
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 62,50
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 32,90
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 80,80
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 33,30
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 36,60
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 14,80
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 5,20
8. | Cai thién thai do giao tiép cua cong chic. 2,60
9. | Cai thién tinh than phuc vu cua cong chuec. 2,20
10. | Nang cao nang lyc giai quyét cong viéc cua cong chirc. 7,20
11. | Tiép nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 10,00
12. | Y kién khac 0,00
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HA NAM

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai do giao tiép lich su.

|
|

Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép y, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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24. HA NOI

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai B phan tiép nhan va tra két qua 68,50
Tai co quan hanh chinh nha nudce 31,50
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15,40
Biét thong tin qua chinh quyén dja phuong 70,00
Biét thong tin qua co quan thong tin dai chung 13,40
Biét thong tin qua Internet 10,20
Khac 3,60
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 69,00
T 3-4 lan 22,10
T 5-6 lan 3,60
>7 lan 5,30
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94.60
Co 5,40
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 96,40
Co 3,60
6 | Co quan tra két qua dung hen
Dung hen 92,30
Sém hon 1,70
Tré hen 6,00
Co quan thong bao vé tré hen
Co 19,50
Khong 80,50
Co quan c6 giri thu xin 16i khi tré hen
Co 1,70
Khong 98,30
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 57,50
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thi tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 20,70
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 75,30
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh chinh. 30,00
5. | Tang cudong ung dung cong nghé thong tin trong giai quyét thu tuc 37,00
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 40,90
7. | Giam phi/¢é phi giai quyét thi tuc hanh chinh. 7,80
8. | Cai thién thai do giao tiép cua cong chirc. 5,30
9. | Cai thién tinh than phuc vu cua cong chue. 4,50
10. | Nang cao nang lyc giai quyét cong viéc cua cong chic. 7,40
11. | Tiép nhan, giai quyét tot cc y kién gop y, phan anh, kién nghi ciia nguoi dan 15,00
12. | Y kién khac 0,40
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HA NOI

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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25. HA TINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 61,90
Tai co quan hanh chinh nha nudce 38,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 7,60
Biét thong tin qua chinh quyén dja phuong 83,10
Biét thong tin qua co quan thong tin dai chung 10,90
Biét thong tin qua Internet 2,90
Khac 2,40
3 | S6 lan di lai giai quyét cong viéc
Tuw1-21an | 83,70
Tur 3-4 lan 12,50
Tl 5-6 lan 1,60
>7 lan 2,20
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,30
Co 2,70
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,00
Co 2,00
6 | Co quan tra két qua dung hen
Dung hen 94,20
Sém hon 1,60
Tré hen 4,20
Co quan théng bao vé tré hen
Co 7,10
Khong 92,10
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 60,40
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 22,30
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 76,40
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 25,60
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 20,30
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 44,30
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 21,60
8. | Cai thién thai do giao tiép cta cong chiic. 3,10
9. | Cai thién tinh than phuc vu cuia cong chic. 3,30
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 5,10
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 16,50
12. | Y kién khac 0,90
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HA TINH

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai do giao tiép lich su.

|
|

Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu ddo.

[N
SN

Cong chirc hudéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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26. HAI DUONG

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 71,60
Tai co quan hanh chinh nha nudce 28,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,10
Biét thong tin qua chinh quyén dja phuong 79,50
Biét thong tin qua co quan thong tin dai chung 27,30
Biét thong tin qua Internet 6,30
Khac 1,00
3 | S6 lan di lai giai quyét cong viéc
Tir1-21an | 83,70
T 3-4 lan 15,40
T 5-6 lan 0,40
>7 lan 0,40
4 | Cong chirc gay phién ha, sach nhiéu
Khong 99,40
Co 0,60
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 99,20
Co 0,80
6 | Co quan tra két qua dung hen
Dung hen 94,40
Sém hon 2,90
Tré hen 2,70
Co quan thong bao vé tré hen
Co 42,90
Khong 57,10
Co quan c6 giri thu xin 16i khi tré hen
Co 15,40
Khong 84,60
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M¢ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 47,80
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 51,80
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 77,70
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh chinh. 18,60
5. | Tang cuong tng dung cong nghé thong tin trong giai quyét thu tuc 54,90
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 22,50
7. | Giam phi/lé phi giai quyét thii tuc hanh chinh. 10,40
8. | Cai thién thai do giao tiép ctia cong chirc. 3,80
9. | Cai thién tinh than phuc vu cta cong chic. 6,90
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chitrc. 2,30
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 1,90
12. | Y kién khac 0,00
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HAI DUONG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chure.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Nguoi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh

BAO CAO SIPAS 2017




27. HAI PHONG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 79,10
Tai co quan hanh chinh nha nudce 20,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 33,80
Biét thong tin qua chinh quyén dja phuong 52,80
Biét thong tin qua co quan thong tin dai chung 33,90
Biét thong tin qua Internet 6,50
Khac 1,10
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 82,60
Tur 3-4 lan 0,00
Tl 5-6 lan 16,90
>7 lan 0,50
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,40
Co 2,60
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,00
Co 2,00
6 | Co quan tra két qua dung hen
Dung hen 87,20
Sém hon 8,30
Tré hen 450
Co quan théng bao vé tré hen
Co 31,60
Khong 68,40
Co quan c6 giri thu xin 16i khi tré hen
Co 8,30
Khong 91,70
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 57,00
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 30,90
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 72,10
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 29,60
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 69,00
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 15,30
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 5,30
8. | Cai thién thai do giao tiép cta cong chiic. 5,90
9. | Cai thién tinh than phuc vu cuia cong chic. 5,30
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 6,60
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 5,70
12. | Y kién khac 0,30
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HAI PHONG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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28. HAU GIANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 71,00
Tai co quan hanh chinh nha nudce 29,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 15,10
Biét thong tin qua chinh quyén dja phuong 72,50
Biét thong tin qua co quan thong tin dai ching 9,80
Biét thong tin qua Internet 5,80
Khac 2,00
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 74,50
Tur 3-4 lan 18,40
Tl 5-6 lan 3,50
>7 lan 3,50
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,30
Co 2,70
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,40
Co 1,60
6 | Co quan tra két qua dung hen
bung hen 93,80
Sém hon 2,70
Tré hen 3,50
Co quan théng bao vé tré hen
Co 18,90
Khong 81,10
Co quan c6 giri thu xin 16i khi tré hen
Co 11,80
Khong 88,20
TT MONG PQI CUA NGUOI DAN, TO CHUC %
Mo rong céac hinh thire thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 46,60
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 25,70
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 65,90
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 20,00
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 22,40
6. | Rat ngdn thoi gian giai quyét thu tuc hanh chinh. 54,10
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 21,30
8. | Cai thién thai do giao tiép cta cong chiic. 6,90
9. | Cai thién tinh than phuc vu cuia cong chic. 6,70
10. Nang cao nang luc g1a1 quyét cong viéc cia cong churc. 10,40
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 21,10
12. | Y kién khac 1,30
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HAU GIANG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chure.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chie thye hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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29. TP. HO CHI MINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 41,20
Tai co quan hanh chinh nha nudce 58,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 24,60
Biét thong tin qua chinh quyén dja phuong 51,60
Biét thong tin qua co quan thong tin dai chung 13,60
Biét thong tin qua Internet 17,30
Khac 7,60
3 | S6 lan di lai giai quyét cong viéc
Tel1-21an | 72,40
Tu3-41an | 22,40
Tl 5-6 lan 2,30
>7 lan 2,80
4 | Cong chirc gay phién ha, sach nhiéu
Khong 94,10
Co 5,90
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,30
Co 1,70
6 | Co quan tra két qua dung hen
bung hen 90,40
Sém hon 2,50
Tré hen 7,10
Co quan théng bao vé tré hen
Co 33,30
Khong 66,70
Co quan c6 giri thu xin 16i khi tré hen
Co 8,00
Khong 92,00
TT MONG PQI CUA NGUOI DAN, TO CHUC %
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 45,90
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 24,10
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 78,50
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 25,50
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 35,70
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 44,80
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 13,30
8. | Cai thién thai do giao tiép cta cong chiic. 8,20
9. | Cai thién tinh than phuc vu cuia cong chic. 9,30
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 15,90
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cia nguoi dan 10,50
12. | Y kién khac 0,80
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TP. HO CHi MINH

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich sy.
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Cong chirc chu ¥ lang nghe v kién.
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N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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30. HOA BINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 62,60
Tai co quan hanh chinh nha nudce 37,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 8,90
Biét thong tin qua chinh quyén dja phuong 83,70
Biét thong tin qua co quan thong tin dai chung 6,40
Biét thong tin qua Internet 1,80
Khac 1,60
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 72,10
Tu3-4lan | 21,10
Tl 5-6 lan 1,90
>7 lan 4,90
4 | Cong chirc gay phién ha, sach nhiéu
Khong 95,90
Co 4,10
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,60
Co 1,40
6 | Co quan tra két qua dung hen
bung hen 90,80
Sém hon 2,10
Tré hen 7,10
Co quan théng bao vé tré hen
Co 23,50
Khong 76,50
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
TT MONG PQI CUA NGUOI DAN, TO CHUC %
Mo rong céac hinh thire thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 55,60
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 34,00
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 70,40
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 29,80
5. | Tang cudng timg dung cong nghé thong tin trong giai quyét thu tuc 29,10
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 36,60
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 8,70
8. | Cai thién thai do giao tiép cta cong chiic. 5,00
9. | Cai thién tinh than phuc vu cuia cong chic. 5,00
10. Nang cao nang luc g1a1 quyét cong viéc cia cong churc. 9,90
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 10,90
12. | Y kién khac 0,00
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HOA BINH

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.
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Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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31. HUNG YEN

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 61,40
Tai co quan hanh chinh nha nudce 38,60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 15,60
Biét thong tin qua chinh quyén dja phuong 73,40
Biét thong tin qua co quan thong tin dai chung 10,00
Biét thong tin qua Internet 4,20
Khac 1,70
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 79,00
Tur 3-4 lan 17,10
Tl 5-6 lan 2,30
>7 lan 1,70
4 | Cong chirc gay phién ha, sach nhiéu
Khong 95,80
Co 4,20
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 96,90
Co 3,10
6 | Co quan tra két qua dung hen
Pung hen 92,10
Sém hon 4,00
Tré hen 4,00
Co quan théng bao vé tré hen
Co 20,40
Khong 79,60
Co quan c6 giri thu xin 16i khi tré hen
Co 5,30
Khong 94,70
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 62,80
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 30,80
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 77,50
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 23,30
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 23,70
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 43,00
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 13,10
8. | Cai thién thai do giao tiép cta cong chiic. 5,00
9. | Cai thién tinh than phuc vu cuia cong chic. 3,30
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 5,20
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 14,80
12. | Y kién khac 1,20
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HUNG YEN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich sy.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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32. KHANH HOA

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 78,90
Tai co quan hanh chinh nha nuéc 21,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 23,40
Biét thong tin qua chinh quyén dia phuong 65,80
Biét thong tin qua co quan thong tin dai ching 11,20
Biét thong tin qua Internet 4,80
Khéc 3,50
3 | S6 lan di lai giai quyét cong viéc
Tul1-2lan | 74,70
Tu3-4lan | 19,90
Tur 5-6 lan 1,90
>7 lan 3,50
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 94,80
Co 5,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,10
Co 1,90
6 | Co quan tra két qua dung hen
bung hen 90,00
Sém hon 1,70
Tré hen 8,30
Co quan thong bao vé tré hen
Co 20,60
Khong 79,40
Co quan c6 giri thu xin 16i khi tré hen
Co 5,00
Khong 95,00
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 51,30
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 28,20
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 72,50
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 21,90
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 27,70
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 41,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 10,60
8. | Cai thién thai do giao tiép ctia cong chirc. 9,50
9. | Cai thién tinh than phuc vu cua cong chic. 10,80
10. Nang cao nang lyc glal quyét cong viéc cua cong chuc. 10,10
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 16,60
12. | Y kién khac 1,50
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KHANH HOA

Noi ngoi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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33. KIEN GIANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 63,10
Tai co quan hanh chinh nha nuéc 36,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,40
Biét thong tin qua chinh quyén dia phuong 75,60
Biét thong tin qua co quan thong tin dai chung 14,80
Biét thong tin qua Internet 4,70
Khéc 0,90
3 | S6 lan di lai giai quyét cong viéc
Trl1-2lan| 7573
T 3-4 lan 19,10
Tur 5-6 lan 2,47
>7 lan 2,70
4 | Cong chirc gdy phién ha, sach nhiéu
Khoéng 97,50
Co 2,50
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,20
Co 1,80
6 | Co quan tra két qua diing hen
bung hen 91,90
Sém hon 2,00
Tré hen 6,10
Co quan thong bao vé tré hen
Co 25,90
Khong 74,10
Co quan c6 giri thu xin 16i khi tré hen
Co 11,10
Khong 88,90
Mo rong céc hinh thirc thong tin d& ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 44,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 17,10
3. | Tiép tuc don gian héa cic thu tuc hanh chinh. 80,70
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 18,40
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 19,10
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 64,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 14,60
8. | Cai thién thai d6 giao tiép clia cong chirc. 5,40
9. | Cai thién tinh than phuc vu cua cong chic. 3,40
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 9,90
11. Tlep nhan, giai quyét ot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 22,90
12. | Y kién khac 0,20
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KIEN GIANG

Noi ngodi cho ¢6 du chd ngdi cho ngudi dan, to chirc.

Trang thiét bi phuc vu ngudi dén, t6 chirc day du.

Trang thiét bi phuc vu ngudi dan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, t6 chirc d& su dung.

Tha tuc hanh chinh duoc niém yét cong khai ddy du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chtrc chi ¥ lang nghe y kién.
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Cong chc tra 101, giai thich day du.
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Cong chirc huéng dan ké khai ho so tan tinh, chu d4o.

[EEY
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Cong chtrc huéng dan ké khai hd so d& hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua co thong tin day du.

18 | Két qua c6 thong tin chinh xac.

Co quan co bb tri hinh thirc tiép nhan goép ¥, phan anh,
19 | kién nghi.

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 | nghi de dang.

Co quan tiép nhén, xir Iy gop ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé su phuc vu hanh chinh tinh
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34. KON TUM

TT NHAN DPINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhén va tra két qua 49,90
Tai co quan hanh chinh nha nudce 50,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 21,40
Biét thong tin qua chinh quyén dja phuong 81,50
Biét thong tin qua co quan thong tin dai chung 12,30
Biét thong tin qua Internet 4,40
Khac 0,80
3 | S6 lan di lai giai quyét cong viéc
T 1-2 lan 74,00
T 3-4 lan 23,70
T 5-6 lan 1,90
>7 lan 0,40
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,10
Co 2,90
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/lé phi
Khong 98,30
Co 1,70
6 | Co quan tra két qua dung hen
Dung hen 92,70
Sém hon 3,30
Tré hen 4.00
Co quan thong bao vé tré hen
Co 32,50
Khong 67,50
Co quan c6 giri thu xin 16i khi tré hen
Co 5,30
Khong 94,70
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M¢ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 39,70
Cai thién hé théng co sO vt cht, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 31,40
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 70,90
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh chinh. 28,10
5. | Tang cudng ung dung cong nghé thong tin trong giai quyét thu tuc 37,80
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 41,60
7. | Giam phi/1¢ phi giai quyét thi tuc hanh chinh. 16,80
8. | Cai thién thai do giao tiép ctia cong chirc. 9,10
9. | Cai thién tinh than phuc vu cta cong chic. 9,40
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 11,40
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 7,50
12. | Y kién khac 0,00
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KON TUM

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh

BAO CAO SIPAS 2017




35. LAI CHAU

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 55,60
Tai co quan hanh chinh nha nudce 44,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 11,50
Biét thong tin qua chinh quyén dja phuong 74,60
Biét thong tin qua co quan thong tin dai chung 13,40
Biét thong tin qua Internet 3,40
Khac 0,70
3 | S6 lan di lai giai quyét cong viéc
Tur1-21an | 80,10
Tur 3-4 lan 14,90
Tl 5-6 lan 1,40
>7 lan 3,60
4 | Cong chirc gay phién ha, sach nhiéu
Khong 93,30
Co 6,70
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 95,90
Co 4,10
6 | Co quan tra két qua dung hen
Pung hen 91,10
Sém hon 1,20
Tré hen 7,70
Co quan théng bao vé tré hen
Co 34,30
Khong 65,70
Co quan c6 giri thu xin 16i khi tré hen
Co 15,60
Khong 84,40
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 50,80
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 35,00
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 63,80
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 34,10
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 33,80
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 38,80
7. | Giam phi/1¢ phi giai quyét thi tuc hanh chinh. 14,90
8. | Cai thién thai do giao tiép cta cong chiic. 10,80
9. | Cai thién tinh than phuc vu cuia cong chic. 9,10
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 13,20
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 16,50
12. | Y kién khac 0,20
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LAI CHAU

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh duoc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO 0| B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chace thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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36. LAM DPONG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 56,40
Tai co quan hanh chinh nha nuéc 43,60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15,50
Biét thong tin qua chinh quyén dia phuong 71,50
Biét thong tin qua co quan thong tin dai ching 13,50
Biét thong tin qua Internet 5,20
Khac 1,10
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 68,20
Tu3-4lan| 21,60
Tur 5-6 lan 3,10
>7 lan 7,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 92,80
Co 7,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,30
Co 1,70
6 | Co quan tra két qua dung hen
bung hen 88,70
Sém hon 1,50
Tré hen 9,80
Co quan thong bao vé tré hen
Co 19,60
Khong 80,40
Co quan c6 giri thu xin 16i khi tré hen
Co 8,90
Khong 91,10
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 64,90
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 25,10
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 76,90
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 21,60
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 22,40
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 42,30
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 11,30
8. | Cai thién thai do giao tiép ctia cong chirc. 7,20
9. | Cai thién tinh than phuc vu cua cong chic. 8,30
10. Nang cao nang luc glal quyét cong viéc cua cong chuc. 9,60
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 10,70
12. | Y kién khac
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LAM PONG

Noi ngoi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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37. LANG SON

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 64,40
Tai co quan hanh chinh nha nuéc 39,60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 6,90
Biét thong tin qua chinh quyén dia phuong 57,00
Biét thong tin qua co quan thong tin dai chung 35,30
Biét thong tin qua Internet 1,50
Khéc 0,60
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 80,70
T 3-4 lan 15,40
Tur 5-6 lan 1,90
>7 lan 2,10
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,00
Co 1,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi 98,80
Khong 1,20
Co
6 | Co quan tra két qua dung hen
bung hen 94,00
Sém hon 1,20
Tré hen 4.80
Co quan thong bao vé tré hen
Co 34,60
Khong 65,40
Co quan c6 giri thu xin 16i khi tré hen 8,30
Co 91,70
Khong
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 60,50
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 37,80
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 81,10
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 37,40
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 30,10
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 52,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 17,00
8. | Cai thién thai d6 giao tiép cua cong chirc. 7,10
9. | Cai thién tinh than phuc vu cua cong chic. 7,70
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 8,70
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cta nguoi dan 12,30
12. | Y kién khac 0,40
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LANG SON

1 | Noingdi chd ¢ di chd ngdi cho ngudi dan, to chirc. -
2 | Trang thiét bi phuc vu ngudi dan, t6 chirc diy di. 1185
3 | Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai. -
4 | Trang thiét bi phuc vu nguoi dan, td churc dé str dung. -
5 | Tha tuc hanh chinh duoc niém yét cong khai day du. -
6 | Thii tuc hanh chinh dwoc niém yét chinh xéc. 956
7 | Thanh phn hd so phai ndp ding quy dinh. g1
8 | Murc phi/I¢€ phi phai nop diing quy dinh. -
9 | Thoi han giai quyét cong viée dung quy dinh. -
10 | Cong churc co thai do giao tiép lich su. -
11 | Cong chire chu ¥ 1ing nghe ¥ kién. 936
12 | Cong chire tra 104, giai thich ddy du. | 1060
13 | Cong chirc huéng din ké khai hd so tan tinh, chu déo. | gs52)
14 | Cong chire huong din ké khai hd so d& hiéu, g3
Cong chirc tuan thu dang quy dinh trong giai quyét -
15 | cong viéc.
16 | Két qua giai quyét hd so dung quy dinh. -
17 | Két qua c6 thong tin day du. -
18 | Két qua co thong tin chinh xac. -

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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38. LAO CAI

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 63,30
Tai co quan hanh chinh nha nudce 33,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 15,10
Biét thong tin qua chinh quyén dja phuong 71,20
Biét thong tin qua co quan thong tin dai chung 14,70
Biét thong tin qua Internet 9,40
Khac 1,20
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 74,00
Tu3-41an | 20,70
Tl 5-6 lan 2,60
>7 lan 2,60
4 | Cong chirc gay phién ha, sach nhiéu
Khong 4,80
Co 95,20
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 97,80
Co 2,20
6 | Co quan tra két qua dung hen
bung hen 90,10
Sém hon 1,70
Tré hen 8,20
Co quan théng bao vé tré hen
Co 52,50
Khong 47,50
Co quan c6 giri thu xin 16i khi tré hen
Co 32,40
Khong 67,60
TT MONG PQI CUA NGUOI DAN, TO CHUC %
M@ rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 58,70
Cai thién hé théng co SO vat chét, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 35,60
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 78,10
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 30,80
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 31,00
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 32,50
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 9,40
8. | Cai thién thai do giao tiép cta cong chiic. 7,00
9. | Cai thién tinh than phuc vu cuia cong chic. 3,60
10. Nang cao nang luc g1a1 quyét cong viéc cia cong churc. 6,50
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 15,90
12. | Y kién khac 1,00
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LAO CAI

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chure.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh duoc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO 0| B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chie thye hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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39. LONG AN

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 58,80
Tai co quan hanh chinh nha nuéc 41,20
2 | Biét thong tin vé dich vu 11,20
Biét thong tin qua ngudi than, ban bé 79,20
Biét thong tin qua chinh quyén dia phuong 7,20
Biét thong tin qua co quan thong tin dai chung 3,80
Biét thong tin qua Internet 1,90
Khéc
3 | S6 lan di lai giai quyét cong viéc 71,20
Tul1-2lan | 22,10
T 3-4 lan 5,00
Tur 5-6 lan 1,70
>7 lan
4 | Cong chirc gay phién ha, sach nhiéu 97,90
Khong 2,10
Co
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi 98,60
Khong 1,40
Co
6 | Co quan tra két qua dung hen 92,40
bung hen 1,00
Sém hon 6,70
Tré hen
Co quan thong bao vé tré hen 53,30
Co 46,70
Khong
Co quan c6 giri thu xin 16i khi tré hen 28,60
Co 71,40
Khong 58,80
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 54,06
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 24,30
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 67,90
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 20,50
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 25,20
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 53,10
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 14,30
8. | Cai thién thai do giao tiép ctia cong chirc. 4,30
9. | Cai thién tinh than phuc vu cua cong chic. 4,50
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 7,60
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 21,20
12. | Y kién khac 1,40
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LONG AN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich sy.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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40. NAM PINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 38,20
Tai co quan hanh chinh nha nuéc 61,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15,80
Biét thong tin qua chinh quyén dia phuong 78,30
Biét thong tin qua co quan thong tin dai ching 17,60
Biét thong tin qua Internet 2,40
Khéc 1,50
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 78,20
Tu3-4lan | 14,60
Tur 5-6 lan 3,90
>7 lan 3,30
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 96,10
Co 3,90
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,20
Co 1,80
6 | Co quan tra két qua dung hen
bung hen 89,30
Sém hon 1,50
Tré hen 9,20
Co quan thong bao vé tré hen
Co 24,10
Khong 75,90
Co quan c6 giri thu xin 16i khi tré hen
Co 3,20
Khong 68,95
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 58,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 26,80
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 72,60
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 35,40
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 27,70
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 32,10
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 12,50
8. | Cai thién thai do giao tiép ctia cong chirc. 4,80
9. | Cai thién tinh than phuc vu cua cong chic. 5,10
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 8,00
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 9,80
12. | Y kién khac 2,10
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NAM PINH

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chure.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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41. NGHE AN

NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC

1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 59.80
Tai co quan hanh chinh nha nuéc 40,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 18,20
Biét thong tin qua chinh quyén dia phuong 76,40
Biét thong tin qua co quan thong tin dai chung 12,10
Biét thong tin qua Internet | 3,801,60
Khéc
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 87,30
T 3-4 lan 12,30
Tur 5-6 lan 0,20
>7 lan 0,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,40
Co 0,60
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,60
Co 0,40
6 | Co quan tra két qua dung hen
bung hen 95,70
Sém hon 0,60
Tré hen 3,60
Co quan thong bao vé tré hen
Co 52,60
Khong 47,40
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 56,40
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 24,90
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 72,60
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 28,10
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 26,60
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 44,40
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 9,30
8. | Cai thién thai do giao tiép ctia cong chirc. 5,80
9. | Cai thién tinh than phuc vu cua cong chic. 4,10
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 9,30
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 17,90
12. | Y kién khac 0,70
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NGHE AN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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42. NINH BINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 64,10
Tai co quan hanh chinh nha nuéc 35,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 10,50
Biét thong tin qua chinh quyén dia phuong 81,10
Biét thong tin qua co quan thong tin dai ching 9,50
Biét thong tin qua Internet 2,30
Khéc 0,00
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 87,30
T 3-4 lan 12,30
Tur 5-6 lan 0,20
>7 lan 0,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,40
Co 0,60
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,60
Co 0,40
6 | Co quan tra két qua dung hen
bung hen 95,70
Sém hon 0,60
Tré hen 3,60
Co quan thong bao vé tré hen
Co 52,60
Khong 47,40
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 57,70
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 31,40
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 75,50
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 28,30
5. | Tang cuong ung dung cong nghe thong tin trong giai quyét thii tuc 33,50
6. | Rt ngan thoi gian gidi quyet thu tuc hanh chinh. 31,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 9,20
8. | Cai thién thai do giao tiép ctia cong chirc. 4,80
9. | Cai thién tinh than phuc vu cua cong chic. 2,90
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuc. 5,00
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 13,00
12. | Y kién khac 0,00
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NINH BINH

Noi ngoi cho ¢6 du cho ngdi cho ngudi dan, to churce.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.
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Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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43. NINH THUAN

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 61.40
Tai co quan hanh chinh nha nudc 38.60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15.60
Biét thong tin qua chinh quyén dia phuong 73.40
Biét thong tin qua co quan thong tin dai chung 10.00
Biét thong tin qua Internet 4.20
Khéc 1.70
3 | S6 lan di lai giai quyét cong viéc
Trl1-2lan | 79.00
T 3-4 lan 17.10
Tur 5-6 lan 2.30
>7 lan 1.70
4 | Cong chirc gay phién ha, sach nhiéu
Khong 95.80
Co 4.20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 96.90
Co 3.10
6 | Co quan tra két qua dung hen
Duing hen 92.10
Sém hon 4.00
Tré hen 4,00
Co quan thong bao vé tré hen
Co 20.40
Khong 79.60
Co quan c6 giri thu xin 16i khi tré hen
Co 5.30
Khong 94.70
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 62.80
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 30.80
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 77.50
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chlnh 23.30
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 23.70
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 43.00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 13.10
8. | Cai thién thai d6 giao tiép cua cong chirc. 5.00
9. | Cai thién tinh than phuc vu cua cong chic. 3.30
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 5.20
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ctia nguoi dan 14.80
12. | Y kién khac 1.20
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NINH THUAN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.
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Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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44. PHU THO

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 98,60
Tai co quan hanh chinh nha nuéc 1,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 19,00
Biét thong tin qua chinh quyén dia phuong 74,20
Biét thong tin qua co quan thong tin dai chung 7,20
Biét thong tin qua Internet 2,50
Khac 1,40
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 9150
T 3-4 lan 7,90
Tur 5-6 lan 0,20
>7 lan 0,40
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,40
Co 0,60
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,20
Co 0,80
6 | Co quan tra két qua dung hen
bung hen 95,70
Sém hon 1,70
Tré hen 2,70
Co quan thong bao vé tré hen
Co 46,20
Khong 53,80
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 59,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 26,50
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 70,00
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 24,80
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 35,40
6. | Rt ngan thoi gian gidi quyet thu tuc hanh chinh. 35,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 16,60
8. | Cai thién thai do giao tiép ctia cong chirc. 2,30
9. | Cai thién tinh than phuc vu cua cong chic. 3,50
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 8,30
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 15,70
12. | Y kién khac 0,20
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PHU THQ

Noi ngoi chd ¢ du cho ngoi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.
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N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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45. PHU YEN

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 62,10
Tai co quan hanh chinh nha nuéc 37,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 12,50
Biét thong tin qua chinh quyén dia phuong 68,10
Biét thong tin qua co quan thong tin dai chung 14,00
Biét thong tin qua Internet 1,90
Khac 4,70
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 7550
Tu3-4lan | 18,00
Tur 5-6 lan 2,80
>7 lan 3,70
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 95,80
Co 4,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,40
Co 0,60
6 | Co quan tra két qua dung hen
bung hen 89,80
Sém hon 2,10
Tré hen 8,10
Co quan thong bao vé tré hen
Co 26,40
Khong 73,60
Co quan c6 giri thu xin 16i khi tré hen 5,30
Co 94,70
Khong
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 57,60
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 29,40
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 71,00
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chlnh 21,00
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 31,60
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 42,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 10,80
8. | Cai thién thai do giao tiép ctia cong chirc. 5,70
9. | Cai thién tinh than phuc vu cua cong chic. 5,50
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 10,00
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 16,90
12. | Y kién khac 2,10
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PHU YEN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dung quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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46. QUANG BINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 58,90
Tai co quan hanh chinh nha nuéc 41,10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 11,90
Biét thong tin qua chinh quyén dia phuong 79,60
Biét thong tin qua co quan thong tin dai chung 10,30
Biét thong tin qua Internet 4,00
Khéc 1,80
3 | S6 lan di lai giai quyét cong viéc
Trl1-2lan | 79,10
Tu3-4lan | 14,60
Tur 5-6 lan 4,90
>7 lan 1,30
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 96,30
Co 4,70
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 97,30
Co 2,70
6 | Co quan tra két qua dung hen
bung hen 90,40
Sém hon 0,70
Tré hen 9,00
Co quan thong bao vé tré hen
Co 32,30
Khong 67,70
Co quan c6 giri thu xin 16i khi tré hen
Co 7,30
Khong 92,70
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 55,20
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 27,40
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 75,10
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 22,00
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 26,70
6. | Rt ngan thoi gian gidi quyet thu tuc hanh chinh. 47,30
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 9,90
8. | Cai thién thai d6 giao tiép cua cong chirc. 5,40
9. | Cai thién tinh than phuc vu cua cong chic. 5,80
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuc. 8,10
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 16,40
12. | Y kién khac 0,90
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QUANG BINH

Noi ngoi chd ¢ du cho ngoi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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47. QUANG NAM

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 67,00
Tai co quan hanh chinh nha nuéc 33,00
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 12,50
Biét thong tin qua chinh quyén dia phuong 72,00
Biét thong tin qua co quan thong tin dai chung 14,00
Biét thong tin qua Internet 5,60
Khac 1,70
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 81,80
T 3-4 lan 12,80
Tur 5-6 lan 2,70
>7 lan 2,70
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 97,60
Co 2,40
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,20
Co 0,80
6 | Co quan tra két qua dung hen
bung hen 93,70
Sém hon 2,10
Tré hen 4,20
Co quan thong bao vé tré hen
Co 27,10
Khong 72,90
Co quan c6 giri thu xin 16i khi tré hen
Co 3,60
Khong 96,40
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 55,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 25,50
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 67,80
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 28,00
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 38,30
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 39,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 7,50
8. | Cai thién thai do giao tiép ctia cong chirc. 4,20
9. | Cai thién tinh than phuc vu cua cong chic. 3,80
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 10,50
11. Tlep nhan, giai quyét ot cac y kién gop y, phan anh, kién nghi cta nguoi dan 18,80
12. | Y kién khac 1,70
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QUANG NAM

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

N
©
~
o
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48. QUANG NGAI

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 45,90
Tai co quan hanh chinh nha nudc 54.10
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 25,20
Biét thong tin qua chinh quyén dia phuong 67,40
Biét thong tin qua co quan thong tin dai ching 19,40
Biét thong tin qua Internet 7,40
Khéc 4,50
3 | S6 lan di lai giai quyét cong viéc
Trl1-2lan| 73,10
Tu3-4lan| 2150
Tur 5-6 lan 2,50
>7 lan 2,90
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,10
Co 2,90
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,80
Co 1,20
6 | Co quan tra két qua dung hen
bung hen 95,50
Sém hon 0,40
Tré hen 410
Co quan thong bao vé tré hen
Co 55,30
Khong 44,70
Co quan c6 giri thu xin 16i khi tré hen
Co 10,00
Khong 90,00
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 66,50
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 23,60
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 68,20
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 25,20
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 32,20
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 40,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 11,60
8. | Cai thién thai d6 giao tiép cua cong chirc. 5,00
9. | Cai thién tinh than phuc vu cua cong chic. 4,50
10. Nang cao nang lyc glal quyét cong viéc cua cong chuc. 3,70
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ctia nguoi dan 16,10
12. | Y kién khac 0,80
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QUANG NGAI

Noi ngoi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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49. QUANG NINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 65,20
Tai co quan hanh chinh nha nuéc 34,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 11,60
Biét thong tin qua chinh quyén dia phuong 63,70
Biét thong tin qua co quan thong tin dai chung 24,70
Biét thong tin qua Internet 6,70
Khéc 0,70
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 90,70
T 3-4 lan 7,20
Tur 5-6 lan 1,90
>7 lan 0,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,80
Co 0,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong | 100,00
Co 0,00
6 | Co quan tra két qua dung hen
bung hen 96,70
Sém hon 1,00
Tré hen 2,40
Co quan thong bao vé tré hen
Co 0,00
Khong | 100,00
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 49,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 20,80
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 86,40
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 32,70
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 22,50
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 31,40
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 9,20
8. | Cai thién thai do giao tiép ctia cong chirc. 10,10
9. | Cai thién tinh than phuc vu cua cong chic. 8,40
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 19,10
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 4,50
12. | Y kién khac 0,20
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QUANG NINH

1 | Noingdi chd ¢ di chd ngdi cho ngudi dan, to chirc. -
2 | Trang thiét bi phuc vu ngudi dan, t6 chirc diy di. 738
3 | Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai. -
4 | Trang thiét bi phuc vu nguoi dan, td churc dé str dung. -
5 | Tha tuc hanh chinh duoc niém yét cong khai day du. -
6 | Thii tuc hanh chinh dwoc niém yét chinh xéc. 405
7 | Thanh phn hd so phai ndp ding quy dinh. 405
8 | Murc phi/I¢€ phi phai nop diing quy dinh. -
9 | Thoi han giai quyét cong viée dung quy dinh. -
10 | Cong churc co thai do giao tiép lich su. -
11 | Cong chire chu ¥ 1ing nghe ¥ kién. 907
12 | Cong chire tra 104, giai thich ddy du. | 667
13 | Cong chirc huéng din ké khai hd so tan tinh, chu déo. | 689
14 | Cong chire huong din ké khai hd so d& hiéu, 760/
Cong chirc tuan thu dang quy dinh trong giai quyét -
15 | cong viéc.
16 | Két qua giai quyét hd so dung quy dinh. -
17 | Két qua c6 thong tin day du. -
18 | Két qua co thong tin chinh xac. -

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh

BAO CAO SIPAS 2017




50. QUANG TRI

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 63,10
Tai co quan hanh chinh nha nuéc 36,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 14,80
Biét thong tin qua chinh quyén dia phuong 74,40
Biét thong tin qua co quan thong tin dai ching 20,80
Biét thong tin qua Internet 4,60
Khéc 2,30
3 | S6 lan di lai giai quyét cong viéc
Turl-2lan | 82,92
T 3-4 lan 13,13
Tur 5-6 lan 2,92
>7 lan 1,04
4 | Cong chirc gay phién ha, sach nhiéu
Khong 99,00
Co 1,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,40
Co 0,60
6 | Co quan tra két qua dung hen
bung hen 91,50
Sém hon 5,00
Tré hen 3,50
Co quan thong bao vé tré hen
Co 29,40
Khong 70,60
Co quan c6 giri thu xin 16i khi tré hen
Co 11,80
Khong 88,70
TT MONG PQI CUA NGUOI DAN, TO CHUC %
Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vy hanh
1. | chinh cong. 55,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 27,70
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 79,00
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 27,50
5. | Tang cuong ung dung cong nghe thong tin trong giai quyét thii tuc 38,80
6. | Rt ngan thoi gian gidi quyet thu tuc hanh chinh. 36,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 6,50
8. | Cai thién thai d6 giao tiép cua cong chirc. 1,20
9. | Cai thién tinh than phuc vu cua cong chirc. 3,10
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 4,40
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 10,60
12. | Y kién khac 0,20
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QUANG TRI

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich su.
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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51. SOC TRANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 53,80
Tai co quan hanh chinh nha nuéc 46,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 25,00
Biét thong tin qua chinh quyén dia phuong 64,80
Biét thong tin qua co quan thong tin dai chung 8,80
Biét thong tin qua Internet 3,10
Khéc 2,30
3 | S6 lan di lai giai quyét cong viéc
Tul1-2lan | 7453
Tu3-4lan | 20,46
Tur 5-6 lan 1,88
>7 lan 3,13
4 | Cong chirc gay phién ha, sach nhiéu
Khong 1,90
Co 98,10
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,20
Co 0,80
6 | Co quan tra két qua dung hen
bung hen 91,50
Sém hon 4,00
Tré hen 4,60
Co quan thong bao vé tré hen
Co 30,90
Khong 69,10
Co quan c6 giri thu xin 16i khi tré hen
Co 9,10
Khong 90,90
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 51,10
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 30,50
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 75,40
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 20,00
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 23,80
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 49,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 20,70
8. | Cai thién thai do giao tiép ctia cong chirc. 7,90
9. | Cai thién tinh than phuc vu cua cong chic. 6,90
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 9,00
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cta nguoi dan 15,20
12. | Y kién khac 0,80
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SOC TRANG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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52.SON LA

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 50,40
Tai co quan hanh chinh nha nuéc 49,60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 9,90
Biét thong tin qua chinh quyén dia phuong 77,10
Biét thong tin qua co quan thong tin dai ching 13,50
Biét thong tin qua Internet 2,30
Khac 1,70
3 | S6 lan di lai giai quyét cong viéc
Tul-2lan | 89,52
T 3-4 lan 8,15
Tur 5-6 lan 1,02
>7 lan 1,46
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 98,50
Co 1,50
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,00
Co 1,00
6 | Co quan tra két qua dung hen
bung hen 90,50
Sém hon 1,60
Tré hen 7,90
Co quan thong bao vé tré hen
Co 47,10
Khong 52,90
Co quan c6 giri thu xin 16i khi tré hen
Co 16,70
Khong 83,30
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 62,90
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 27,20
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 73,40
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 34,50
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 30,10
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 34,40
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 6,40
8. | Cai thién thai d6 giao tiép cua cong chirc. 2,80
9. | Cai thién tinh than phuc vu cua cong chic. 5,10
10. Nang cao nang luc glal quyét cong vi€c cua cong chuc. 8,70
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 12,40
12. | Y kién khac 0,90
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SON LA

Noi ngoi cho ¢6 du cho ngdi cho ngudi dan, to chuece.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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53. TAY NINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 57,40
Tai co quan hanh chinh nha nuéc 42.60
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,40
Biét thong tin qua chinh quyén dia phuong 7,80
Biét thong tin qua co quan thong tin dai chung 9,30
Biét thong tin qua Internet 3,00
Khéc 2,30
3 | S6 lan di lai giai quyét cong viéc
Turl1-2lan | 72,54
Tu3-4lan | 18,89
Tur 5-6 lan 4,79
>7 lan 3,78
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 95,00
Co 5,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,70
Co 1,30
6 | Co quan tra két qua dung hen
Duing hen 89,40
Sém hon 2,00
Tré hen 8,60
Co quan thong bao vé tré hen
Co 19,50
Khong 80,50
Co quan c6 giri thu xin 16i khi tré hen
Co 2,90
Khong 97,10
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 63,50
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 28,00
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 69,50
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 27,20
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 27,00
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 54,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 12,60
8. | Cai thién thai do giao tiép ctia cong chirc. 5,80
9. | Cai thién tinh than phuc vu cua cong chic. 5,50
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 8,30
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 19,10
12. | Y kién khac 0,80
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TAY NINH

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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Chi s6 hai long vé sw phuc vu hanh chinh tinh
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54. THAI BINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 48,80
Tai co quan hanh chinh nha nuéc 51,20
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 11,40
Biét thong tin qua chinh quyén dia phuong 79,30
Biét thong tin qua co quan thong tin dai ching 26,70
Biét thong tin qua Internet 8,60
Khéc 0,50
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan| 7850
Tu3-4lan | 18,22
Tur 5-6 lan 1,64
>7 lan 1,64
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 96,00
Co 4,00
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,40
Co 1,60
6 | Co quan tra két qua dung hen
bung hen 91,60
Sém hon 2,10
Tré hen 6,30
Co quan thong bao vé tré hen
Co 21,10
Khong 78,90
Co quan c6 giri thu xin 16i khi tré hen
Co 9,40
Khong 92,60
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 52,60
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 25,60
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 86,00
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 22,30
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 21,20
6. | Rt ngan thoi gian gidi quyet thu tuc hanh chinh. 50,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 13,70
8. | Cai thién thai d6 giao tiép cua cong chirc. 7,90
9. | Cai thién tinh than phuc vu cua cong chic. 4,90
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 7,20
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 7,70
12. | Y kién khac 0,70
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THAI BINH

Noi ngoi chd ¢ du cho ngoi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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55. THAI NGUYEN

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 62,00
Tai co quan hanh chinh nha nuéc 38,00
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,80
Biét thong tin qua chinh quyén dia phuong 80,20
Biét thong tin qua co quan thong tin dai chung 12,70
Biét thong tin qua Internet 4,70
Khéc 0,20
3 | S6 lan di lai giai quyét cong viéc
Tu1-2lan| 85,10
Tu3-4lan| 1361
Tur 5-6 lan 0,86
>7 lan 0,43
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,80
Co 0,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 0,00
Co 100,00
6 | Co quan tra két qua dung hen
bung hen 96,70
Sém hon 0,70
Tré hen 2,60
Co quan thong bao vé tré hen
Co 88,50
Khong 11,50
Co quan c6 giri thu xin 16i khi tré hen
Co 28,20
Khong 77,80
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 58,50
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 25,20
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 82,40
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 17,20
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 26,50
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 55,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 12,50
8. | Cai thién thai do giao tiép ctia cong chirc. 1,50
9. | Cai thién tinh than phuc vu cua cong chic. 3,40
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 4,50
11. Tlep nhan, giai quyét ot cac y kién gop y, phan anh, kién nghi cta nguoi dan 8,20
12. | Y kién khac 0,00
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THAI NGUYEN

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
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Cong chirc ¢6 thai d6 giao tiép lich sy.

|
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Nguoi dan, to chie thyc hién gop y, phan anh, kién

20 | nghi dé dang. 7

(o]
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Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

7.28

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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56. THANH HOA

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 69,10
Tai co quan hanh chinh nha nudce 30,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 16,10
Biét thong tin qua chinh quyén dja phuong 75,10
Biét thong tin qua co quan thong tin dai chung 20,90
Biét thong tin qua Internet 10,40
Khac 0,90
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 75,00
Tur 3-4 lan 19,28
Tl 5-6 lan 2,75
>7 lan 2,17
4 | Cong chirc gay phién ha, sach nhiéu
Khong 97,70
Co 2,30
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 98,70
Co 1,30
6 | Co quan tra két qua dung hen
bung hen 95,10
Sém hon 06,00
Tré hen 4,30
Co quan théng bao vé tré hen
Co 30,30
Khong 69,70
Co quan c6 giri thu xin 16i khi tré hen
Co 23,30
Khong 76,70
TT MONG PQI CUA NGUOI DAN, TO CHUC %
Mo rong céac hinh thire thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 50,40
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhan va tra két qua. 26,70
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 79,40
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 36,10
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 37,00
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 39,00
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 13,20
8. | Cai thién thai do giao tiép cta cong chiic. 2,80
9. | Cai thién tinh than phuc vu cuia cong chic. 2,00
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chitrc. 5,10
11. Tlep nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi ciia nguoi dan 8,80
12. | Y kién khac 0,30
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THANH HOA

Noi ng6i cho ¢é du cho ngoi cho ngudi dan, to chuec.

Trang thiét bi phuc vu ngudi déan, to chirc day di.

Trang thiét bi phuc vu ngudi déan, to chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td chure dé st dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tha tuc hanh chinh duoc niém yét chinh xac.

Thanh phan ho so phéi ndp dung quy dinh.

Murc phi/I¢ phi phai nop ding quy dinh.
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Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai do giao tiép lich su.
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Cong chirc chu y lang nghe ¥ kién.

[N
N

Cong chc tra 10, giai thich day du.

[EEN
w

Cong chtrc huéng dan ké khai ho so tan tinh, chu ddo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong vigce.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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57. THUA THIEN — HUE

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 69,30
Tai co quan hanh chinh nha nudce 30,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 14,00
Biét thong tin qua chinh quyén dia phuong 68,70
Biét thong tin qua co quan thong tin dai ching 13,60
Biét thong tin qua Internet 4,60
Khac 4,40
3 | S6 lan di lai giai quyét cong viéc
Tr1-2lan | 80,79
T 3-4 lan 14,61
T 5-6 lan 1,67
>7 lan 2,92
4 | Cong chirc gay phién ha, sach nhiéu
Khong 98,10
Co 1,90
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,50
Co 1,50
6 | Co quan tra két qua ding hen
Dung hen 92,10
Sém hon 2,90
Tré hen 5,0
Co quan thong bio vé tré hen
Co 44,40
Khong 55,60
Co quan c6 giri thu xin 16i khi tré hen
Co 2,80
Khong 79,20
Mo rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vy hanh
1. | chinh cong. 65,30
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 29,90
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 78,10
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 24,60
5. | Tang cudng ing dung cong nghé thong tin trong giai quyét thu tuc 33,60
6. | Rit ngan thoi gian giai quyét thi tuc hanh chinh. 37,20
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 6,90
8. | Cai thién thai do giao tiép cta cong chirc. 2,50
9. | Cai thién tinh than phuc vu cua cong chirc. 1,70
10. Nang cao nang luc g1a1 quyét cong vi€c cua cong chuc. 6,10
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 11,30
12. | Y kién khac 150
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THUA THIEN — HUE

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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58. TIEN GIANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 55,20
Tai co quan hanh chinh nha nuéc 44,80
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 30,00
Biét thong tin qua chinh quyén dia phuong 75,20
Biét thong tin qua co quan thong tin dai ching 13,10
Biét thong tin qua Internet 10,60
Khéc 0,20
3 | S6 lan di lai giai quyét cong viéc
Tul-2lan | 72,92
T 3-4 lan 18,75
Tur 5-6 lan 3,96
>7 lan 4,38
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 96,90
Co 3,10
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,00
Co 1,00
6 | Co quan tra két qua dung hen
bung hen 90,60
Sém hon 1,20
Tré hen 8,10
Co quan thong bao vé tré hen
Co 34,00
Khong 66,00
Co quan c6 giri thu xin 16i khi tré hen
Co 10,30
Khong 89,70
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 61,00
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 38,30
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 76,50
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 26,50
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 37,70
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 36,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 9,20
8. | Cai thién thai d6 giao tiép cua cong chirc. 5,60
9. | Cai thién tinh than phuc vu cua cong chic. 3,10
10. Nang cao nang luc glal quyét cong vi€c cua cong chuc. 6,70
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 12,50
12. | Y kién khac 0,40
BAO CAO SIPAS 2017 196




TIEN GIANG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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59. TRA VINH

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 56,10
Tai co quan hanh chinh nha nuéc 43,90
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 9,20
Biét thong tin qua chinh quyén dia phuong 82,40
Biét thong tin qua co quan thong tin dai chung 7,50
Biét thong tin qua Internet 1,40
Khéc 1,00
3 | S6 lan di lai giai quyét cong viéc
Trl-2lan| 86,51
Tu3-4lan | 10,84
Tur 5-6 lan 1,45
>7 lan 1,20
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 99,30
Co 0,70
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,50
Co 0,50
6 | Co quan tra két qua dung hen
Duing hen 94,20
Sém hon 2,70
Tré hen 3,10
Co quan thong bao vé tré hen
Co 68,80
Khong 31,20
Co quan c6 giri thu xin 16i khi tré hen
Co 23,10
Khong 76,90
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 49,60
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 21,70
3. | Tiép tuc don gian hoa cac thu tuc hanh chinh. 72,30
4. | Tang cudng niém yét cong khai, minh bach thii tuc hanh Chll’lh 30,40
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 31,30
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 39,00
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 12,50
8. | Cai thién thai do giao tiép ctia cong chirc. 4,80
9. | Cai thién tinh than phuc vu cua cong chic. 3,60
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 10,60
11. Tlep nhan, giai quyét ot cac y kién gop y, phan anh, kién nghi ctia nguoi dan 20,50
12. | Y kién khac 0,70
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TRA VINH

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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60. TUYEN QUANG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai BO phan tiép nhan va tra két qua 57,60
Tai co quan hanh chinh nha nuéc 42 .40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 13,40
Biét thong tin qua chinh quyén dia phuong 82,60
Biét thong tin qua co quan thong tin dai ching 21,10
Biét thong tin qua Internet 6,40
Khéc 1,50
3 | S6 lan di lai giai quyét cong viéc
Tur 1-2 lan 72,75
Tu3-4lan| 18,68
Tur 5-6 lan 3,52
>7 lan 5,05
4 | Cong chirc gdy phién ha, sach nhiéu
Khong 92,70
Co 7,30
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 97,80
Co 2,20
6 | Co quan tra két qua diing hen
bung hen 87,30
Sém hon 1,30
Tré hen 11,40
Co quan thong bao vé tré hen
Co 12,80
Khong 87,20
Co quan c6 giri thu xin 16i khi tré hen
Co 7,70
Khong 92,30
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 59,10
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 31,40
3. | Tiép tuc don gian héa cic thu tuc hanh chinh. 71,40
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 30,10
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 23,50
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 34,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 10,10
8. | Cai thién thai d6 giao tiép clia cong chirc. 6,60
9. | Cai thién tinh than phuc vu cua cong chic. 4,40
10. Nang cao nang luc glal quyét cong viéc cua cong chuc. 8,10
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 21,30
12. | Y kién khac 1,10
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TUYEN QUANG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.
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61. VINH LONG

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viéc
Tai Bo phan tiép nhan va tra két qua 78,00
Tai co quan hanh chinh nha nudce 22,00
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban beé 18,80
Biét thong tin qua chinh quyén dja phuong 71,30
Biét thong tin qua co quan thong tin dai chung 15,10
Biét thong tin qua Internet 2,70
Khac 2,20
3 | S6 lan di lai giai quyét cong viéc
Tu1-21an | 75,74
Tur 3-4 lan 19,31
Tl 5-6 lan 2,72
>7 lan 2,23
4 | Cong chirc gay phién ha, sach nhiéu
Khong 98,30
Co 1,70
5 | Cong chirc goi ¥ ndp thém tién ngoai phi/1é phi
Khong 99,30
Co 0,70
6 | Co quan tra két qua dung hen
bung hen 91,80
Sém hon 2,20
Tré hen 5,90
Co quan théng bao vé tré hen
Co 54,80
Khong 45,20
Co quan c6 giri thu xin 16i khi tré hen
Co 16,70
Khong 83,30
MONG PQI CUA NGUOI DAN, TO CHUC
Mo rong céac hinh thire thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 53,20
Cai thién hé théng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co
2. | quan giai quyét thii tuc hanh chinh/ Bo phan tiép nhéan va tra két qua. 26,50
3. | Tiép tuc don gian hoa cac tha tuc hanh chinh. 73,30
4. | Tang cuong niém yét cong khai, minh bach thi tuc hanh chinh. 28,00
5. | Tang cudong ing dung cong nghé thong tin trong giai quyét thu tuc 37,60
6. | Rat ngan thoi gian giai quyét thi tuc hanh chinh. 42,60
7. | Giam phi/Ié phi giai quyét thi tuc hanh chinh. 13,90
8. | Cai thién thai do giao tiép cta cong chiic. 5,70
9. | Cai thién tinh than phuc vu cuia cong chic. 3,00
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chirc. 12,60
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi ciia nguoi dan 16,80
12. | Y kién khac 1,00
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VINH LONG

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh duoc niém yét cong khai day du.

Thu tuc hanh chinh dugc niém yét chinh xac.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO 0| B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.
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Cong chirc ¢6 thai d6 giao tiép lich sy.

|
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Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chirc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai ho so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chace thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir 1y gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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62. VINH PHUC

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 75,60
Tai co quan hanh chinh nha nuéc 24,40
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 16,90
Biét thong tin qua chinh quyén dia phuong 66,70
Biét thong tin qua co quan thong tin dai ching 17,70
Biét thong tin qua Internet 5,20
Khéc 1,20
3 | S6 lan di lai giai quyét cong viéc
Turl-2lan | 90,21
T 3-4 lan 9,17
Tur 5-6 lan 0,63
>7 lan 0,00
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 98,80
Co 1,20
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 99,80
Co 0,20
6 | Co quan tra két qua dung hen
bung hen 86,00
Sém hon 11,90
Tré hen 2,10
Co quan thong bao vé tré hen
Co 64,50
Khong 35,50
Co quan c6 giri thu xin 16i khi tré hen
Co 30,00
Khong 70,00
Mo rong céac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 65,60
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 44,40
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 80,80
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 37,50
5. | Tang CU.’O’ng ung dung cong nghe thong tin trong giai quyét thii tuc 30,20
6. | Rut ngan thoi gian giai quyet thu tuc hanh chinh. 17,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 5,60
8. | Cai thién thai do giao tiép ctia cong chirc. 2,70
9. | Cai thién tinh than phuc vu cua cong chic. 4,00
10. Nang cao nang luc glal quyét cong viéc cua cong chuc. 3,10
11. Tlep nhan, giai quyét tot cac ¥y kién gop y, phan anh, kién nghi cta nguoi dan 4,40
12. | Y kién khac 4,40
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VINH PHUC

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai nop diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich su.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chtrc tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

o1

Ngudi dan, t6 chire thuc hién gop y, phan 4nh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

H

: ¢ o (
N
~

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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63. YEN BAI

TT NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC %
1 | Noi giai quyét cong viée
Tai BO phan tiép nhan va tra két qua 28,20
Tai co quan hanh chinh nha nuée 71,10
Khac 0,70
2 | Biét thong tin vé dich vu
Biét thong tin qua ngudi than, ban bé 15,90
Biét thong tin qua chinh quyén dia phuong 78,80
Biét thong tin qua co quan thong tin dai chung 10,00
Biét thong tin qua Internet 6,10
Khéc 1,60
3 | S6 lan di lai giai quyét cong viéc
Turl-2lan | 81,12
Tu3-4lan | 12,82
Tur 5-6 lan 3,96
>7 lan 2,10
4 | Cong chirc gay phién ha, sach nhiéu
Khoéng 97,90
Co 2,10
5 | Cong chirc goi y ndp thém tién ngoai phi/lé phi
Khong 98,10
Co 1,90
6 | Co quan tra két qua dung hen
Dung hen 94,70
Sém hon 0,70
Tré hen 4,70
Co quan thong bao vé tré hen
Co 3,80
Khong 96,20
Co quan c6 giri thu xin 16i khi tré hen
Co 0,00
Khong 100,00
Mo rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh
1. | chinh cong. 44,20
Cai thién hé théng co sO vat chat, trang thiét bi phuc vu ngudi dan tai co
2. | quan giai quyét thu tuc hanh chinh/ B phan tiép nhan va tra két qua. 25,30
3. | Tiép tuc don gian hoa céc thu tuc hanh chinh. 74,90
4. | Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh. 23,30
5. | Tang cuong tng dung cong nghé thong tin trong giai quyét thu tuc 29,30
6. | Rut ngan thoi gian giai quyét thi tuc hanh chinh. 40,50
7. | Giam phi/l¢ phi giai quyét thi tuc hanh chinh. 21,90
8. | Cai thién thai d6 giao tiép cua cong chirc. 6,50
9. | Cai thién tinh than phuc vu cua cong chirc. 6,50
10. Nang cao nang luc g1a1 quyét cong viéc cua cong chuec. 9,80
11. Tlep nhan, giai quyét tot cac y kién gop y, phan anh, kién nghi cta nguoi dan 17,90
12. | Y kién khac 1,40
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YEN BAI

Noi ngdi cho ¢6 du cho ngdi cho ngudi dan, to chue.

Trang thiét bi phuc vu nguoi dan, td churc déy du.

Trang thiét bi phuc vu ngudi dan, t6 chirc hién dai.

Trang thiét bi phuc vu nguoi dan, td churc dé str dung.

Thi tyc hanh chinh dugc niém yét cong khai day du.

Tht tuc hanh chinh duoc niém yét chinh xéc.

Thanh phan ho so phai ndp dung quy dinh.

Muc phi/I¢ phi phai n¢p diing quy dinh.

Ol N OO Ol | B~ W IN|F

Thoi han giai quyét cong viéc ding quy dinh.

[EEN
(@)

Cong chirc ¢6 thai d6 giao tiép lich sy.

|
|

Cong chirc chu ¥ lang nghe v kién.

[N
N

Cong chic tra 10, giai thich day du.

[EEN
w

Cong chtrc hudng dan ké khai hd so tan tinh, chu déo.

[N
SN

Cong chirc huéng dan ké khai hd so dé hiéu.

Cong chirc tuan thu dang quy dinh trong giai quyét
15 | cong viéc.

16 | Két qua giai quyét hd so dung quy dinh.

17 | Két qua c6 thong tin day du.

18 | Két qua co thong tin chinh xac.

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

Ngudi dan, to chice thye hién gop y, phan anh, kién
20 [ nghi d¢ dang.

Co quan tiép nhan, xir Iy gép ¥, phan anh, kién nghi
21 | tich cuec.

Co quan thong bao két qua xtr Iy gop ¥, phan anh, kién
22 | nghi kip thoi.

N
I
|—\
~

Chi s6 hai long vé sw phuc vu hanh chinh tinh
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PHU LUC 3
MAU PHIEU PIEU TRA XA HOI HQC

PHIEU PIEU TRA XA HQI HOC POI VOI NGUOI DAN

BO NOI VU

PHIEU KHAO SAT SU HAI LONG

CUA NGUOI DANDPOI VOI SU PHUC VU CUA CO QUANHANH
CHINH NHA NUOC

Tén dichvu hanh chinh cOng: ................................ i,

.................................................................................................

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Pé co co so cai thién chat luong phuc vu ngudi dan, to chiccua co quan
hanh chinh nha nudc, Bd Noi vu tién hanh khao sat mirc d6 hai 1ong ctia ngudi
dan, to chirc d6i voi viéccung tng dich vy hanh chinh cong ......................

Bo Noi vu kinh mong nhén dugc sy hop tac caa Ong/Ba thong qua tra loi
day du, khach quan céc cau 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 vudng( O) hodc khoanh tron vao murc
diém (5,4,3,2,1) tuong (ng V4i phuong an tra 16i ma Ong/Ba chon d6i véi ting
cau hoi.
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III. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban than Ong/Ba theo cac ndi dung
dwéi day:

1. P$ tudi:

O Duéi 25 tuoi

O 25 - 34 tuoi

O 35 - 49 tuoi

0 50 - 60 tudi

O Trén 60 tudi

2. Giégi tinh:
O Nam
O N

3. Trinh @9 hoc van:

O Tiéu hoc (cap 1)

O Trung hoc co sé (cap 11)

O Trung hoc phd thong (cap 111)

0 Day nghé/Trung cap/Cao dang

[ Pai hoc

0 Trén Dai hoc

00 Khac (XIN VIEt Cuthé): ...

4. Nghé nghiép:

OLam ndi trg/Lao dong tu do

O Nghi huu

OSinh vién

0 Lam viéc tai to chizc/doanh nghiép trong linh vuc tu

OCén bd/cong chirc/vién chire/ngudi cong tac trong lyc lugng vil trang
CIKhAc (XIN VISt Cuu the): oo,
5. Noi sinh song:

OD6 thi

OONong thon

OMién nii

OHai dao

OOKhAC (XIN VIGE C1tNE): oo
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B. PHAN CAU HOI

Ciu 1.0ng/Ba da giai quyét cong viéc va nhan két qua & co' quan nao?

OTai B6 phan tiép nhan va tra két qua.

O Tai co quan hanh chinh nha nuéc.

[0 Khac (XIN VISt CUthé): ..o

Ciu 2.0ng/Ba biét dén co quan giai quyét cong viéc cho Ong/Ba qua
hinh thirc nao(#én co quan, dia diém va ngay/gio lam viéc Cia co quan dé) ?

[0 Qua hoi nguoi than, ban be.

O Qua chinh quyén phuong, xA.

O Qua phuong tién thong tin dai chung (xem tivi, nghe dai, doc bao...).

[0 Qua mang Internet.

00 Khac (XIN VIEt Cuthé): ..ol

Ciu 3.0ng/Ba di lai bao nhiéu lantrong qua trinh giai quyét cong viéc
(ké tir lan dau tién dén co quan cho dén lan nhan két qud)?

Céu 4.Cong chirc c6 gy phién ha, sich nhiéu doi véi Ong/Ba trong
qua trinh giai quyét cong viéc khong?

OCo OKhong

Cau 5. Cong chtc c6 goi ¥y ndp thém tién ngoai phi/lé phi d6i V4i
Ong/Ba trong qua trinh giai quyét cong viéc khong?

OCo6  OKhong

Ciu 6. Co quan tra két qua cho Ong/Ba cé diing hen khong?

OObung hen [0Sém hon hen OTré hen

- Néu cdu tra \oi trén ciia Ong/Ba la “Tré hen”, xin Ong/Ba tra 1oi tiép
cdu hoi sau:

Co quan c6 thong bao trude cho Ong/Ba vé viéctré hen khong?

OCo6  OKhong

Co quan c6 giri thw xin 18i Ong/Ba vi tré hen khong?

OC6  OKhong
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Céu 7. Xin Ong/Ba vui long cho biét mirc d6 hai long ciia Ong/Ba vé nhirng

noi dung sau:

(Xin Ong/Ba khoanh tron vao mét mire diém ma Ong/Ba Iya chon, trong
dé diém 5= rat hai long, 4= hai long, 3= binh thuwong, 2= khéng hai long va 1=

rat khéng hai long)

RAt Hai Binh | Khéng | Rt
Nhén dinh, danh gia hai long | thwong hai | khong
long long hai
long
5 4 3 2 1
I. TIEP CAN DICH VU
1. Noi ngoi cho gial quyét cong Vviéc tai co 5 4 3 9 1
quan c6 du chd ngoi
2. Trang thiét bi phuc vu nguoi déan, t6 chic
. X s 5 4 3 2 1
tai co quanday du
3. Trang thiét bi phuc vu nguoi dan, t6 chic
. A 5 4 3 2 1
tai co quanhién dai
4. Trang thiet bi phuc vu nguoi dan, to chic
. X oo 5 4 3 2 1
tai co quande sir dung
Il. THU TUC HANH CHINH
5. ThuA tucqhanh chinh dugc ni€m yét cong 5 4 3 9 1
khai day du
6. Thu ’tuc h’anh chinh dugc ni€m yét cong 5 4 3 9 1
khai chinh x4c
7. Thanh phan ho so ma Ong/Ba phai nop
i . 5 4 3 2 1
la ding quy dinh
8. Mtrc phl'/lc phi ma Ong/Ba phai nfp la 5 4 3 5 1
ding quy dinh
9. Thoi han giai quyetghl trong giay hen
(tinh tr ngay tiép nhan hd so dén ngay tra 5 4 3 2 1
két qua) 1a diing quy dinh ]
III. CONG CHUC TRUC TIEP GIAl
QUYET CONG VIEC
10. Cong chirc co thai do giao tiéplich sy 5 4 3 2 1
11. Cong chirc chu y lang nghe y kién cua
AP S 5 4 3 2 1
nguoi dan/dai dién t6 chuc
12. Cong chuec tra loi, giai thich day du cac 5 4 3 9 1
y kien cua nguoi dan/dai dién to chic
1‘3. Cong C’hlIC hudng dan ké khai ho so tan 5 4 3 5 1
tinh, chu dao
14. Cong chirc hudng dan ké khai ho so dé
hiéu 5 4 3 2 1
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15. Cong chirc tuén thu dung quy dinh
trong giai quyet cong viéc

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma Ong/Ba nhén duogc 1a dung
quy dinh

(Két qua cé thé la dwoc cap gidy to hodc bi
tir choi cap gidy to)

17. Két qua ma Ong/Ba nhin duoc c6 théng
tin day du

18. Két qua ma Ong/Ba nhan duoc c6 thong
tin chinh xac

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

Néu Ong/Ba dd cé y kién gop ¥, phan dnh,
kien nghi, xin Ong/Ba tra \oi cdc cdu hoi tir
6 19 dén sé 22:

19. Co quan ¢6 bo tri hinh thirc tiep nhan
gop ¥, phan anh, kién nghi cua ngudi dén,
to chac

20. Ong/Bé dé dang thyc hién gép y, phan
anh, kién nghi

21. Co quan tiép nhan va xir 1y tich cuc cac
gop v, phan anh, kién nghi ciia Ong/Ba

22. Co quan thong bao kip thoi ket qua xir
1y cac y kién gop y, phan anh, kién nghi cho
Ong/Ba

Ciu 8. Pé nang cao chit lwong phuc vu ngudi dén, té chirc trong thoi
gian téi, theo Ong/Ba co quan hanh chinh nha nwéc can phai quan tim dén
Noi dung nao dudi day?

(Xin Ong/Ba wu tién chon 3 ngi dung trong sé cdc néi dung dwéi day)

M& rong cac hinh thirc théng tin dé ngudi dan dé dang tiép can dich

Cai thién hé thong co so vat chat, trang thiét bi phuc vu ngudi dan tai
co quan giai quyét tha tuc hanh chinh/ bo phan tiép nhan va tra két

Tiép tuc don gian hoa cac thi tyc hanh chinh.
Tang cudng niém yét cong khai, minh bach tha tuc hanh chinh.
Tang cuong ung dung cong nghé thong tin trong giai quyét tha tuc

O
vu hanh chinh cong.
O
qua.
O
O
O
hanh chinh.
O

Rt ngan thoi gian giai quyét tha tuc hanh chinh.
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0 Giam phi/lé phi giai quyét thi tuc hanh chinh.

0  Cai thién thai d6 giao tiépcua cong chuc.

0  Cai thién tinh than phuc vu cua cong chic.

O Nang cao ning luc giai quyét cong viéc ciia cong chic.

O Tiép nhan, giai quyét tt cac y kién gop ¥, phan anh, kién nghi cua
nguoi dan

O Khac (xin viét cu thé):

................................................................................................

XIN TRAN TRONG CAM O'N ONG/BA !
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PHIEU PIEU TRA XA HOI HOC POI VOI TO CHUC

PHIEU KHAO SAT SU HAI LONG

CUA TO CHU'C POI VOI SU PHUC VU CUA CO QUANHANHCHINH
NHA NUOC

Tén dichvu hanh chinh cOng: ................................ i,

.................................................................................................

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Pé co co so cai thién chat lugng phuc vu ngudi dan, to chiccua co quan
hanh chinh nha nudc, Bd Noi vu tién hanh khao sat mirc d6 hai 10ng ctia ngudi
dan, to chirc d6i voi viéccung tng dich vy hanh chinh cong ......................

Bo Noi vu kinh mong nhén dugc sy hop tac cia Ong/Ba thong qua tra loi
day du, khach quan cac cau 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 mirc
diém (5,4,3,2,1) twong (g V4i phuong 4n tra 161 ma Ong/Ba chon d6i véi ting
cau hoi.

BAO CAO SIPAS 2017 214



III. THONG TIN VE TO CHUC

Xin Ong/Ba cho biét thong tin vé t6 chirtc ma Ong/Ba dang dai dién dé
giao dich thwc hién dich vu hanh chinh cdéng va théng tin vé ban than
Ong/Batheo cac ndi dung duéi diy:

1. Loai hinh to chirc:

OCo quan hanh chinh nha nuéc/Pon vi sy nghiép cong/Co quan luc
luong vil trang/T6 chirc chinh tri x3 hoi.

O T6 chirc nudc ngoai.

0 T6 chire phi chinh pha/Hiép hoi/Hoi.

ODoanh nghiép nha nudc.

ODoanh nghiép tu nhan/Cong ty TNHH/Cong ty c6 phan/Cong ty hop
danh.

ODoanh nghiép nudc ngoai/Doanh nghiép lién doanh/Cong ty nudc
ngoai.

OKhac (XN VIEt Cuthé): ..ol

2. Giéi tinh ciia Ong/Ba:
O Nam
O N

3. Trinh @9 hoc van ciia Ong/Ba:

O Trén Dai hoc

0 Pai hoc

O Day nghé/Trung cap/Cao dang

O Trung hoc phd thong (cap 111)

O Trung hoc co sé (cap 1)

O Tiéu hoc (cap 1)

[0 Khac (XiN VISt Cu thé): ..oove e,

4. Vi tri cong viéc cia Ong/Ba trong to chuc:

OGiém doc/Phé Gidm doc.

OTruong phong/Phoé trudng phong hoac twong duong.

K¢ toan truong.

OKY$ su/Ké toan

ONhan vién van phong/ky thuat vién

OIKhAC (XIN VIGE CtNE): oo
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B. PHAN CAU HOI

Ciu 1.0ng/Ba da giai quyét cong viéc va nhan két qua & co' quan nao?

OTai Bo phan tiép nhan va tra két qua.

O Tai co quan hanh chinh nha nuéc.

[0 Khac (XIN VISt CUthé): ..ol

Cau 2.0ng/Ba biét dén co quan giai quyét cong viéc cho Ong/Ba qua
hinh thirc nao(#én co quan, dia diém va ngay/gio lam viéc Cia co quan dé) ?

[0 Qua hoi nguoi than, ban be.

O Qua chinh quyén phuong, xA.

O Qua phuong tién thong tin dai chung (xem tivi, nghe dai, doc bao...).

[0 Qua mang Internet.

00 Khac (XIN VIEt Cuthé): ..ol

Ciu 3.0ng/Ba di lai bao nhiéu lantrong qua trinh giai quyét cong viéc
(ké tir lan dau tién dén co quan cho dén lan nhdn két qua)?

Céu 4.Cong chirc c6 gy phién ha, sich nhiéu d6i véi Ong/Ba trong
qua trinh giai quyét cong viéc khong?

OCo OKhong

Cau 5. Cong chtc c6 goi ¥y ndp thém tién ngoai phi/lé phi d6i V4i
Ong/Ba trong qua trinh giai quyét cong viéc khong?

OCo6  OKhong

Ciu 6. Co quan tra két qua cho Ong/Ba c6 ding hen khong?

OObung hen [0Sém hon hen OTré hen

- Néu cdu tra \oi trén ciia Ong/Ba la “Tré hen”, xin Ong/Ba tra 1oi tiép
cau hoi sau:

Co quan c6 thong bao trude cho Ong/Ba vé viéctré hen khong?

OCo  OKhong

Co quan cé giri thur xin 16i Ong/Ba vi tré hen khong?

OC6  OKhong
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Cau 7. Xin Ong/Ba vui 1ong cho biét mirc d9 hai long ciia Ong/Ba vé

nhirng ndi dung sau:

(Xin Ong/Ba khoanh tron vao mét mire diém ma Ong/Ba Iya chon, trong
dé diém 5= rat hai long, 4= hai long, 3= binh thuwong, 2= khéng hai long va 1=

rat khéng hai long)

RAt Hai Binh | Khéng | Rt
Nhén dinh, danh gia hai long | thwong hai | khong
long long hai
long
' 5 4 3 2 1
I. TIEP CAN DICH VU
1. Noi ,ng(q)l Cf;o 9'3_' quyét cong viéc tai co 5 4 3 5 1
quan c6 du cho ngoi
2. Trang thiét bi phuc vu nguoi dan, t6 chic
. A 5 4 3 2 1
tai co quan day du
3. Trang thiet bi phuc vu nguoi dan, t6 chic
. A 5 4 3 2 1
tai co quan hién dai
4. Trang thiét bi phuc vu nguoi dan, to chic
. X o 5 4 3 2 1
tai co quan de sur dung
Il. THU TUC HANH CHINH
5. ThuA tucvhanh chinh dugc niém yét cong 5 4 3 9 1
khai day du
6. Thu :[uc h:anh chinh dugc niém yét cong 5 4 3 9 1
khai chinh xac
7. Thanh phan ho so ma Ong/Ba phai nop
NP . 5 4 3 2 1
la ding quy dinh
8.’ Mtrc ph1'/1¢ phi ma Ong/Ba phai njp la 5 4 3 5 1
dang quy dinh
9. Thoi han giai quyet ghi trong giay hen
(tinh tir ngay tiep nhan ho so dén ngay tra 5 4 3 2 1
két qua) la ding quy dinh ]
III. CONG CHUC TRUC TIEP GIAl
QUYET CONG VIEC
10. Cong chirc co thai do giao tiép lich su 5 4 3 2 1
11. Cong chuc cha y lang nghe y kién
s an N S 5 4 3 2 1
nguoi dan/dali dién t6 chuc
12. Cong chuc tra 1oi, giai thich day du cac 5 4 3 9 1
y kién cua nguoi dan/dai dién to churc
1‘3. Cong c’hufc hudéngdan ké khai ho so tan 5 4 3 9 1
tinh, chu dao
14. Cong chirc huéng dan ké khai ho so dé
hiéu 5 4 3 2 1
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15. Cong chirc tuén thu dung quy dinh
trong giai quyet cong viéc

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma Ong/Ba nhén duogc 1a dung
quy dinh

(Két qua cé thé la dwoc cap gidy to hodc bi
tir choi cap gidy to)

17. Két qua ma Ong/Ba nhin duoc c6 théng
tin day du

18. Két qua ma Ong/Ba nhan duoc c6 thong
tin chinh xéc

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

Néu Ong/Ba dd cé y kién gop ¥, phan dnh,
kien nghi, xin Ong/Ba tra \oi cdc cdu hoi tir
S6 19 dén sé 22 duwdi day:

19. Co quan ¢6 bo tri hinh thirc tiep nhan
gop ¥, phan anh, kién nghi cua ngudi dén,
to chac

20. Ong/Bé dé dang thyc hién gép y, phan
anh, kién nghi

21. Co quan tiép nhan va xir 1y tich cuc cac
gop v, phan anh, kién nghi ciia Ong/Ba

22. Co quan thong bao kip thoi ket qua xir
1y cac y kién gop y, phan anh, kién nghi cho
Ong/Ba

Ciu 8. Pé nang cao chit lwong phuc vu ngudi dén, té chirc trong thoi
gian téi, theo Ong/Ba co quan hanh chinh nha nwéc can phai quan tim dén
Noi dung nao dudi day?

(Xin Ong/Ba wu tién chon 3 ngi dung trong sé cdc néi dung dwéi day)

M& rong cac hinh thirc théng tin dé ngudi dan dé dang tiép can dich

Cai thién hé thong co so vat chat, trang thiét bi phuc vu ngudi dan tai
co quan giai quyét tha tuc hanh chinh/ bo phan tiép nhan va tra két

Tiép tuc don gian hoa cac thu tuc hanh chinh.
Tang cudng niém yét cong khai, minh bach tha tuc hanh chinh.

Tang cudng wng dung cong nghé thong tin trong giai quyét thu tuc

Rt ngan thoi gian giai quyét tha tuc hanh chinh.

O
vu hanh chinh cong.
O
qua.
O
O
O
hanh chinh.
O
O

Giam phi/lé phi giai quyét thi tuc hanh chinh.
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Cai thién thai d6 giao tiépcua cong chuc.
Cai thién tinh than phuc vu cua cong chic.
Nang cao nang luc giai quyét cong viéc caa cong chic.
Tiép nhan, giai quyét tét cac y kién gop ¥, phan anh, kién nghi cua
nguoi dan
O Khac (xin viét cu thé):

................................................................................................

XIN TRAN TRONG CAM ON ONG/BA !
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