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VIET TAT

SIPAS Satisfaction Index of Public Administrative Services, dich tiéng Anh cua
cum tur “Po luong su hai long caia NDTC d6i véi su phuc vu cia co
quan hanh chinh nha nuéc”.

NDTC Nguoi dan, t6 chtc

TTHC Thu tuc hanh chinh

UBND Uy ban nhan dan.

CQHC Co quan hanh chinh
HCNN Hanh chinh nha nudc

HCC Hanh chinh cong

SNCL Su nghiép cong lap

LLVT Lyc lugng vii trang
TCPCP T6 chuc phi chinh pha
HH/H Hiép hoi/hoi

DNTN Doanh nghiép tu nhan
CTTNHH  Cong ty trach nhiém hitu han
CTCP Cong ty cb phan
CTHDCong ty hop danh

DNTN Doanh nghiép tu nhan
DNNNG Doanh nghiép nudc ngoai
DNLD Doanh nghiép lién danh
CTNNCoéng ty nudc ngoai

GYPAKN  Gopy, phan anh, kién nghi
XHH Xa hoi hoc
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PHAN MOT
TINH HINH TRIEN KHAI PO LUONG SU HAI LONG CUA NGUOI DAN,
TO CHUC POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA
NUOC NAM 2019

I. TONG QUAN VE PO LUGNG Sy’ HAI LONG,CI?A NDTC DPOI VOI
SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOC

1. Co so

Chuong trinh tong thé cai cach hanh chinh nha nudc giai doan 2011 - 2020 cua
Chinh phu xac dinh mét trong cac muc tiéu cua cai cach hanh chinh nha nudc giai
doan nay 1a “Bao dam su hai 10ng caa ca nhan, t6 chie di véi sy phuc vu caa co quan
hanh chinh nha nudc dat muac trén 80% vao nam 2020 va mét trong cac trong tdm cua
cai cach hanh chinh nha nudc 1a “Nang cao chét luong dich vy hanh chinh cong”.
Quyét dinh sé 225/QD-TTg ngay 04/02/2016 cua Tha tuéng Chinh phu ban hanh Ké
hoach cai cach hanh chinh nha nuéc giai doan 2016 - 2020 di giao Bd Noi vu trién
khai thuc hién Dé an Po ludng su hai long cia NDTC d6i véi su phuc vu caa co quan
hanh chinh nha nudc. Trén co s d6, ngay 10/10/2017 B truéng Bo Noi vu da ban
hanh Quyét dinh sé 2640/QD-BNV phé duyét Bé an do ludng su hai long cia NDTC
d6i vai su phuc vu ciia co quan hanh chinh nha nudc giai doan 2017 - 2020 quy dinh
cu thé muc dich, muc tiéu, yéu cau, ndi dung, phuong phép, giai phap, trach nhiém,
thoi gian va kinh phi trién khai do luong su hai long cua NDTC dbi vai su phuc vu cua
co quan hanh chinh nha nuéc theo yéu cau cua Chinh phu, Tha tuéng Chinh phu trong
giai doan nay.

2. Muc dich

Do luong su hai 1ong cia NDTC ddi véi sy phuc vu caa co quan hanh chinh
nha nuwéc nhim danh gia khach quan chét luong cung Gng dich vu hanh chinh cong
cua cac co quan hanh chinh nha nudc. Thong qua do, cac co quan hanh chinh nha
nuéce ndm bat dugc yéu cau, mong mudn cia NDTC dé c6 nhitng bién phap cai thién
chét luong phuc vu va cung ung dich vu nham nang cao sy hai long va lgi ich ctua
NDTC.

3. N¢i dung do luwdng su hai long

Po luong su hai 1ong cia NDTC dbi véi sy phuc vu cia co quan hanh chinh
nha nudc (sau day goi tat 1a do luong sy hai 1ong) duoc thyuc hién ddi voi 5 yéu td co
ban ciia qua trinh cung ng dinh vy hanh chinh céng, gom: (1) Tiép can dich vy hanh
chinh cong cua co quan hanh chinh nha nuéc; (2) TTHC; (3) cong chuc tryc tiép giai
quyet cong viéc; (4) két qua cung tng dich vy hanh chinh cong; (5) viéc tiép nhan, giai
quyét gop y, phan &nh, kién nghi.

Noi dung do luong la cac nhan dinh, danh gia, mirc d6 hai long va sy mong doi
ciia NDTC dbi voi viéc cung tng dich va hanh chinh céng cta co quan hanh chinh nha
nuoc.

Céc tiéu chi danh gia vé t6 chic cung tng dich vu ciia co quan hanh chinh nha
nuéc, mic do hai long va sy mong doi cia NDTC dbi véi viéc cung ang dich vu cua
co quan hanh chinh nha nuéc gom:
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a) Tiéu chi danh gia cua NDTC ve¢ viéc t6 chirc cung ung dich vu cua co quan
hanh chinh nha nuéc:

- Co quan tryc tiép giai quyét cong viéc cho NDTC;

- Kénh thong tin dé biét vé co quan tryc tiép giai quyét cong viéc cho NDTC;
- Kénh théng tin dé biét vé TTHC;

- S6 lan di lai dén co quan dé giai quyét cong viéc;

- Viéc cong chire gay phién ha, sach nhiéu;

- Viéc codng chire goi ¥ ndp tién ngoai phi/lé phi;

- Viéc co quan dang hen;

- Viéc co quan thong bao tré hen;

- Viéc co quan xin 15i vi tré hen;

- Sy phu hop cta cac hinh thirc cung tng dich vy hanh chinh cong.
b) Tiéu chi do luong sy hai long cia NDTC:

Gom ¢6 24 tiéu chi, twong (ng véi 5 yéu td co ban cia qué trinh cung tng dich
vu hanh chinh cong.

- Vé tiép cdn dich vu:

+ Tru & co quan tiép nhan hd so, tra két qua giai quyét cong viéc co bién hiéu,
hudng dan r6 rang, dé thay;

+ Tru s& co quan tiép nhan hd so, tra két qua giai quyét céng viéc c6 du chd
ngoi cho nguoi dan, to chuc;

+ Trang thiét bi phuc vu nguoi dan, t chic day du;

+ Trang thiét bi phuc vu nguoi dan, té chic dé st dung.

- Vé TTHC:

+ TTHC duogc niém yét cong khai d& thay;

+ TTHC duogc niém yét cong khai day du;

+ Thanh phan ho so ma NDTC phai nop 1a dung quy dinh;
+ Phi/l¢ phi ma NDTC phai nop 1a dang quy dinh;

+ Thoi han giai quyét (tinh tir ngay ho so dugc tiép nhan dén ngay nhan két
qua) la dang quy dinh.

- Vé cdng chure truc tiép gidi quyét cong viéc:

+ COng chirc ¢o thai do giao tiép lich su;

+ Cong chic chd y lang nghe cau hoi, y kién cia NDTC;

+ Cong chuc tra 10i, giai dap day du cac y kién cia NDTC;

+ Cong chic tra 10i, giai thich day du cac cau hoi, y kién cia NDTC;
+ Cong chirc huéng dan ké khai ho so dé hiéu;
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+ Cong chirc hudng dan Ong/Ba ké khai ho so mot lan Ia Ong/Ba c6 thé hoan
thién ho so;

+ Cong chic giai quyét cong viéc dung quy dinh.

- Vé két qua dich vu:

+ Két qua phu hop voi quy dinh;

+ Két qua c6 thong tin day du;

+ Két qua c6 théng tin chinh xac;

+ Két qua dam bao tinh cong bang.

- Vé tiép nhan, gidi quyét gop y, phan anh, kién ngh;:

+ Co quan c6 bé tri hinh thic tiép nhan gép y, phan anh, kién nghi cia NDTC ;
+ NDTC dé dang thuc hién gép y, phan anh, kién nghi;

+ Co quan tiép nhan va xu ly tich cuc cac gop y, phan &nh, kién nghi caa
NDTC;

+ Co quan c6 thong bao kip thoi két qua xir ly cac y kién gop ¥, phan anh, kién
nghi cua NDTC.

(Céc tiéu chi do luong mac do hai 16ng vé viéc tiép nhan, xu ly y kién gop v,
phan &nh, kién nghi chi ap dung trong truong hop NDTC da thuc hién gop y, phan
anh, kién nghi lién quan dén viéc cung ung dich vu).

c¢) Tiéu chi do luong sy mong doi cia NDTC:

M3i NDTC duoc dé nghi dua ra 03 ndi dung mong doi nhat ddi véi co quan
hanh chinh nha nudc trong viéc wu tién cai cach, nang cao chat luong cung tng dich
vy, thong qua lua chon tir cac ndi dung sau:

- M¢ rong cac hinh thie thong tin dé NDTC biét dén co quan noi nop ho so va
nhan két qua dich vu cong mot cach dé dang, nhanh chong.

- Cai thién chit luong co sé vat chat; hién dai hoa trang thiét bi phuc vu NDTC.
- Tang cuong niém yét cong khai, minh bach quy dinh TTHC.

- Tang cuong tiép nhan ho so va tra két qua dich vu céng qua dudng buu dién.
- Bay manh dich vu cong truc tuyén muc do 3, 4.

- Tiép tuc don gian héa TTHC.

- RUt ngan thoi gian dich vu cong.

- Giam phi/l¢ phi dich vu cong.

- Cai thién thai do giao tiép cua cong chic.

- Cai thién tinh than phuc vu caa cong chuc.

- Nang cao nang luc giai quyét cong viéc cia cong chuc.

- B4 tri hinh thuc tiép nhan y kién gop y, phan anh, kién nghi cia NDTC dé
dang, thuan tién hon.
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- Tiép nhan, giai quyét y kién gop y, phan anh, kién nghi caa NDTC kip thoi,
tich cuc.

4. Phwong phap thu thip thong tin do lwong, xac dinh Chi sé hai long

Ap dung phuong phéap diéu tra xd hoi hoc thong qua Phiéu diéu tra dé,thq thap
thong tin do luong, xac dinh Chi so hai long (sau day goi la SIPAS - chit viét tat ctia
tiéng Anh: Satisfaction Index of Public Administrative Services).

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

- Béi tuong

Pé danh gia chat lugng cung ung dich vu hanh chinh cong dya trén phan hoi
cua NDTC, SIPAS xac dinh d6i tugng dleu tra xa hoi hoc 1a NDTC da truc tiép giai
quyét cong viéc va nhan két qua giai quyét tai co quan hanh chinh nha nuéc.

- Pham vi

SIPAS duogc thuc hién tai 63 tinh, thanh Ehé tryc thudc Trung vong (sau day
go1 chung 1a tinh) thong qua phuong phap chon mau di€u tra xa hdi hoc.

b) Chon méu diéu tra x3d hoi hoc:

Mau diéu tra xi hoi hoc duoc xac dinh theo phuong phap chon mau ngu nhién,
phan tang, nhiéu giai doan; dugc thuc hi¢n theo cac budc sau day:

- Budc 1: Chon co quan

O mdi tinh, chon cic co quan chuyén mén thuéc UBND cép tinh; don vi hanh
chinh cap huyén, cap xa diéu tra xa hoi hoc. Tiéu chi chon va so lugng co quan dugc
chon nhu sau:

Tiéu chi:
+ Ddi v6i co quan chuyén mon thuéc UBND cép tinh: C6 thuc hién cung Gng

dich vu hanh chinh cong truc tiép cho NDTC va c6 phat sinh giao dich cia NDTC véi
co quan hanh chinh.

+ Dbi voi don vi hanh chinh cap huyén, cap xa: Dai dién cho cac loai don vi
hanh chinh cip huyén, cip xi theo quy dinh tai Nghi quyét 1211/2016/UBTVQHI13
ngiy 25 thang 5 ndm 2016 cua Uy ban Thuong vu Qudc hoi vé tiéu chuan ciia don vi
hanh chinh va phéan loai don vi hanh chinh.

Sb luong co quan, don vi dugc chon: Pugc xac dinh trén co s¢ dam bao tinh
dai dién cua mau; phu hop vdi yéu cau, diéu kién nguon luc thuc té; thong nhat gitra
63 tinh.

- Budc 2: Xac dinh téng sb giao dich cua cac dich vu hanh chinh cong da duogc
hoan thanh trong khoang thoi gian quy dinh diéu tra xa hdi hoc doi vdi cac co quan
hanh chinh dugc chon diéu tra xa hdi hoc cia moi tinh

+ Lap danh sach NDTC da st dung dich vu hanh chinh cong trong khoang thoi
gian quy dinh di€u tra xa hoi hoc cta ting co quan dugc chon dicu tra xa hdi hoc &
Bude 1;

+ Tong hop danh sich NDTC da sir dung dich vu trong khoang thoi gian quy
dinh diéu tra xa hoi hoc cua tat ca cac co quan da dugc chon diéu tra xa hoi hoc cua
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mdi tinh.
- Budc 3: Xac dinh ¢& mau diéu tra xa hoi hoc

+ C& mau diéu tra xa hoi hoc d6i voi tung co quan dugc chon diéu tra xa hoi
hoc theo cong thirc sau:

Trong do:
+n: C& mau diéu tra xa hoi hoc.

+ N: La tong thé chung. Trong truong hop nay 13 téng s giao dich cua cac dich
vu hanh chinh cong da dugc hoan thanh trong khoang thoi gian quy dinh di€u tra xa
ho1 hoc doi vai tung co quan duge chon diéu tra xa hoi hoc.

+ e la sai s6 cho phép (5%).

Ngoai ra, ¢& miu c6 thé duoc tinh toan trén co so ap dung cac cong thirc tinh
khéac hoac theo kinh nghiém diéu tra thyc t€ tuong tu. Co quan chu tri trién khai do
luong su hai long quyét dinh &p dung cong thirc, kinh nghiém tinh ¢c& mau phu hop véi
diéu kién cua bg, nganh, dia phuong, dong thoi1 ddm bao cd mau c6 du dai di¢n.

- Budc 4: Chon NDTC dé diéu tra xa hoi hoc dbi véi mdi tinh

+ Chon ngau nhién NDTC dé diéu tra xa hdi hoc tir danh sach NDTC da str
dung dich vu dugc lap ¢ Budc 2, bdo dam sb lugng theo cd mau di€u tra xa hoi hoc
duoc xac dinh & Budc 3.

+ Lap danh sdch NDTC duoc chon diéu tra x3 hoi hoc d6i vai ting co quan
duoc chon cua moi tinh;

+ Téng hop danh sach NDTC duoc chon diéu tra x3 hoi hoc ddi v6i mdi tinh.
c) Phiéu diéu tra xa hoi hoc:

- Phiéu dicu tra xa hdi hoc (tai Phyu luc 2 kém theo) gom cac cau hoi cd san
phuong an tra 161 @& NDTC Iua chon. Cau hoi cua phiéu di€éu tra xa hdi hoc thé hién
ndi dung cia céc tiéu chi do luong su hai long; dong thoi phan anh qué trinh, két qua
cung Ung dich vu hanh chinh cong, sy mong doi cia NDTC doi véi viée cung ing
dich vu hanh chinh cong ctia co quan hanh chinh nha nudc.

- Phiéu diéu tra xa hoi gom hai loai: Phiéu diéu tra xa hoi hoc ap dung doi véi
nguoi dan va phiéu diéu tra xa hoi hoc ap dung doi véi té chirc.

- Phi€u diéu tra xa hoi hoc c6 bo cuc va ndi dung nhu sau:

+ Phan thong tin chung, gdm: Muc dich cta diéu tra xa héi hoc do ludng su hai
long; hudng dan céch tra 161 cac cau hoi; thong tin c4 nhan ngudi dan/to chue.

+ Phan cau hoi, gom: Cac cau héi vé qua trinh giao dich va két qua cung ung
dich vu hanh chinh cong ctua co quan hanh chinh nha nudc; cac cau hoi vé muc do hai
long cia NDTC doi voi viéc cung ung dich vu hanh chinh céng ciia co quan hanh
chinh nha nudc; cau hoi vé sy mong doi cia NDTC d6i véi viée cung tng dich vu
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hanh chinh c6ng ctua co quan hanh chinh nha nuéec.
d) Phuong thuc diéu tra x3 hoi hoc:
Phét phiéu diéu tra xa hoi hoc truc tiép dén NDTC dé tra 101 phiéu.
d) Tong hop, phan tich dit liéu va tinh todn céc chi s:
- Tong hop, phan tich dit lidu

Trén co so thu thap thong tin tur phleu diéu tra xa hoi hoc, tién hanh tong hop,
phan tich cac dir liéu thong ké. Vige tong hop, phan tich dir lidu dwa vao cac phan
mém théng ké phu hop véi yéu ciu, diéu kién cua ting co quan.

- Cach tinh chi s6 hai long
+ Chi s6 hai long chung (sau day goi tit 1a Chi s hai 10ng vé su phuc vu hanh

chinh hay Chi s6 SIPAS): n
Cong thirc tinh: Z b,
i=1
SIPAS = T *100(%)
a.n
Trong do:

+ a: La tong s6 cdu hoi hai long ma mdi nguoi phai tra 10 trong Phiéu diéu tra
xa hdi hoc (Cau so6 8 cua Phiéu di€u tra xa hdi hoc);

+ bi: La tong sd phuong 4n tra 161 “Hai 1ong” hodc “RAt hai long” dbi véi cac
cau hdéi mic dg hai 1ong ma moi nguoi da tra 101 trong Phi€u dié€u tra xa hoi hoc.

+ n: Tong sd ngudi tra 161 dbi véi cau hoi vé mirc do hai 10ng (tdng sb ngudi tra
161 Cau s6 8 cua Phiéu di€u tra xa hoi hoc).

+ Chi s6 hai long vé timg yéu t6: Ap dung cong thie tinh Chi sé hai long vé su
phuc vu hanh chinh (chi s6 SIPAS) néu trén. Tuy nhién, khi ap dung cong thirc tinh
can chu y su khac biét so véi tinh chi so SIPAS la:

+ a: La tong sO cau hoi hai long dbi véi timg yéu t6 cua viée cung ung dich vu
hanh chinh céng, dugc xac dinh trong phiéu diéu tra xa hoi hoc.

+ b: Tong so phuong an tra 1oi “Hai long” hodc “Rét hai long” cia mdi nguoi
d6i voi timg yéu to cua viéc cung tng dich vu hanh chinh cong.

+ Chi sb hai long vé timg tiéu chi: Pugc xac dinh bang ty 1& phan tram (%) sd
nguoi tra 101 “Hai 10ng” hodc “Rat hai long” trén tong 0 nguoi tra 101 cua tung tiéu
chi (mdi tiéu chi 1a mot cau hoi ciia Cau sé 8 trong Phiéu diéu tra x4 hoi hoc).

- Cach tinh céc chi s6 danh gia khac

Ngoai Chi s6 hai 1ong vé sy phuc vu hanh chinh, cac thong tin khac vé to chuc
cung umg dich vy hanh chinh cong, két qua cung tng dich vu hanh chinh cong, mong
doi caa NDTC vé viée cung umg dich vu cta co quan hanh chinh... thu dugce tur phleu

dleu tra x4 hoi hoc duoc tong hop, phan tich va tinh toan cac chi sO tuong ng de cung
cap thong tin phuc vu cho cong tic quan 1y. Cac chi s6 nay dugc tinh bang ty 1& phan
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tram (%) gitra s6 nguoi tra 101 ciing phuong 4n d6i voi mdi cau hoi trén téng sd ngudi
tham gia tra 161 moi cau héi (Cau hdi tir so 1 - 7, 9 cua Phicu dicu tra xa hdi hoc).
II. TINH HINH TRIEN KHAI

Chinh phu, Tha tuéng Chinh phia giao B6 No§i vu - co quan Thuong truc cua
Chinh pha V& té chtc thuc hién Chuong trinh t6ng thé cai cach hanh chinh nha nudc
giai doan 2011 - 2020 - chu tri trién khai SIPAS giai doan 2017 - 2020. Thuc hién
nhiém vu dugc giao, Bo Noi vu di ky Chuong trinh phdi hop sé 5822/CTPH-BNV-
TWMTTQVN-TWHCCBVN ngay 07/11/2018 v&i Ban Thuong truc Uy ban Trung
wong Mit tran T6 qudc Viét Nam va Trung wong Hoi Cyu chién binh Viét Nam dé
trién khai SIPAS giai doan 2018 - 2020, nham ting cudng su giam sat, phan bién va
phuc tra két qua thu phiéu diéu tra x4 hoi hoc SIPAS caa Mit tran T qudc Viét Nam
(MTTQVN), Hoi Cuu chién binh Viét Nam (HCCBVN) céc cap trong qua trinh trién
khai.

Dé trién khai SIPAS 2019. Bo Noi vu di ban hanh Ké hoach s 1444/KH-BNV
ngay 03/4/2019 vé viéc trién khai do ludng su hai 1ong cia NDTC d6i voi su phuc vu
ctia co quan hanh chinh nha nuéc nim 2019. Bong thoi, B6 Noi vu da c6 Vin ban sb
3893/BNV-CCHC ngay 16/8/2019 gui Uy ban nhan dan 63 tinh dé nghi phéi hop thuc
hién, hd trg céng tac chon mau diéu tra xd hoi hoc; ky Chuong trinh phdi hop sé
01/CTPH-BNV-TCTBDVN ngiy 06/9/2019 va ky hop dong diéu tra xa hoi hoc véi
Tong cong ty Buu dién Viét Nam dé thuc hién phét, thu phiéu diéu tra x4 hoi hoc tai
63 tinh.

Ban Thuong tryuc Uy ban Trung wong Mit tran T6 quéc Viét Nam ban hanh
Cong vin sb 6905/MTTW-BTT ngay 05/9/2019 va Trung uwong Hoi Cuu chién binh
Viét Nam ban hanh Cong vin sb 304/CCB-BPL ngay 16/9/2019 dé huéng dan Uy ban
Mt tran T4 qudc, Hoi Cuu chién binh céc tinh thuc hién giam sét va phc tra két qua
diéu tra x& hoi hoc SIPAS 2019.

B No6i vy, Ban Thuong truc Uy ban Trung wong Mat tran T6 qudc Viét Nam,
Trung wong Hoi Cuu chién binh Viét Nam va Tong cong ty Buu dién Viét Nam chiju
trach nhiém chi dao, huéng din co quan nganh doc tai 63 tinh phdi hop thuc hién
nhiém vu dugc giao.

1. Chon miu diéu tra xa hoi hoc SIPAS 2019

a) Xac dinh d6i tuong diéu tra xa hoi hoc:

Doi twong dieu tra xa hoi hoc SIPAS 2019 1a ngudi dan, nguoi dai dién to chirc
da truc tiép giao dich va nhan két qua dich vu cdng tai Trung tdm Phuc vu hanh chinh
cong tinh hoac tai Bo phan Mot ctra ctia cac co quan chuyén mon thuoc UBND tinh,
tai UBND huyén, UBND xa trong khoang thoi gian tinh tir 01/01/2019 den 31/7/2019.

b) Chon mau diéu tra x4 hdi hoc:

Viéc chon mau duoc thuc hién theo quy trinh: (1) Chon cac co quan hanh chinh
cap tinh, huyén, xa; (2) chon cac dich vy/linh vyc dich vu cua mdi co quan; (3) chon
NDTC da thyc hién ndp hd so va nhan két qua giai quyét ho so ctia mdi dich vy/linh
vuc dich vu 1am d6i twong diéu tra. Tiéu chi, s6 lugng co quan, dich vu/linh vyc dich
vu va d6i tuong diéu tra dugc chon cu thé nhu sau:

- Chon co quan hanh chinh cip tinh: Tai mdi tinh, chon thdng nhat 06 s c6
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nhiéu giao dich cung ting dich vy, gom: S¢ Tai nguyén va Moi truong; So Giao thong
van tai; So Xay dung; S& Van hoa, Thé thao va Du lich; S& Nong nghiép va Phat trién
nong thon; S& Tu phap;

- Chon don vi hanh chinh cip huyén: Tai mdi tinh, chon 06 don vi hanh chinh
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 Ill (theo phan loai don vi
hanh chinh cap huyén quy dinh tai Nghi quyét sé6 1211/2016/UBTVQH13 ngay
25/5/2016 cua Uy ban Thuong vu Qudc hoi vé tiéu chuan caa don vi hanh chinh va
phan loai don vi hanh chinh). Riéng d6i voi Ha Noi va Thanh phd HO Chi Minh, chon
09 huyén tai mdi dia phuong, véi 03 don vi moi loai;

- Chon don vi hanh chinh cp x&: Tai mdi huyén di chon, chon 03 don vi hanh
chinh cip x4, trong d6 01 don vi hanh chinh cap x& Loai I, 01 don vi hanh chinh cip
x4 Loai Il va 01 don vi hanh chinh cip x& Loai Ill (theo phan loai don vi hanh chinh
cép xa quy dinh tai Nghi quyét 1211/2016/UBTVQH13 ngay 25/5/2016 cua Uy ban
Thuong vu Qudc hoi vé tiéu chuan caa don vi hanh chinh va phan loai don vi hanh
chinh):

- Chon linh vuc dich vu: Ddi véi mdi co quan hanh chinh cép tinh, don vi hanh
chinh cép huyén, cip xa di chon, tién hanh chon 02 linh vuc dich vu chinh caa co
quan, don vi. Cac linh vuc dich vu duoc chon dé trién khai SIPAS 2019 gdm nhu sau
(Bang 1):

Bang 1: Chon miu diéu tra x4 hai hoc SIPAS 2019

Co quan, don vi Linh vuc dich vu

S& Tai nguyén va Mbi truong Cép Gidy ching nhan quyén st dung dat
Moi truong

S¢ Giao théng van tai Cép Gidy phép lai xe
Van tai

S¢ Xay dung Cép Gidy phép xay dung
Quy hoach/ xay dung

S& Vin hoa, Thé thao va Du lich Vian hoa co s¢

Thé duc, thé thao

So N6ng nghiép va Phat trién néng thdn | Trong trot va Bao vé thyc vat

Chéan nuoi va Thu y

S¢ Tu phap Ly lich tu phap
Tro gitip phap ly nha nudce

Pon vi hanh chinh cap huyén Cép Giay ching nhan quyén st dung dat
Cap Giay phép kinh doanh

Pon vi hanh chinh cap xa Tu phap

Lao dong, Thuong binh va Xa hoi

- Chon dbi tugng diéu tra: Tir co so dit liu vé NDTC da giao dich va nhan két
qua cua moi linh vuc dich vu da chon, chon ngau nhién cac ca nhan d¢ tién hanh diéu
tra, voi so lugng bang & mau dugc phan bo cho linh vuc dich vy d6. Ngoai ra, SIPAS
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2019 ciing tién hanh chon doi tugng diéu tra du phong cho timg linh vuc dich vy, Voi
s0 lugng toi thieu bang 100% s6 lwgng mau diéu tra chinh thirc.

¢) Phan b6 ¢& mau diéu tra xa hoi hoc:

C& mau diéu tra xa hoi hoc cua SIPAS 2019 1a 36.630 ngudi dan, nguoi dai
dién cho té chirc. Phan bd ¢& mau diéu tra cho tirng dich vu/linh vuc dich vu cua céc
co quan hanh chinh d chon tai mdi tinh theo nguyén tic dua trén lwong giao dich cua
dich vu/linh vuc dich vu (Bang 2).

Bang 2: Phan bé phiéu diéu tra SIPAS 2019

TT 0ai PVHC | Ha Nai, TP. Tinh Tinh Tong sb
Ho Chi Minh loai | loai 11, 111 phiéu/
Cap HC CA nwéC
1. | Cap tinh - 06 sa/tinh - 06 so/tinh - 06 sa/tinh 8.700
- Tong sb - Tong s6 phiéu: | - Tong so phiéu: | phiéu
phiéu: 360 180 phiéu/tinh | 120 phiéu/tinh
phiéu/tinh
2. | Céap huyén - 09 huyén (03 | -06 huyén (02 |-06 huyén (02 | 12.720
loai I, 03 loai 11, | loai I, 02 loai 11, | loai I, 02 loai Il, | phiéu
03 loai lIN)/tinh | 02 loai I1l)/tinh | 02 loai I11)/tinh
- Tong sé - Tong sé phiéu: | - Tong sé phiéu:
phiéu: 540 240 phiéu/tinh | 180 phiéu/tinh
phiéu/tinh
3. |Capxa - 27 x& (09 loai |- 18 x& (06 loai |- 18 x& (06 loai | 15.210
I, 09 loai 11,09 | 1,06 loaill,06 | 1,06 loaill, 06 | phiéu
loai I11)/tinh loai 111)/tinh loai I11)/tinh
- Tong sb - Tong sé phiéu: | - Tong sé phiéu:
phiéu: 1.620 270 phiéu/tinh | 180 phiéu/tinh
phiéu/tinh
Tong so 2.520 690 phiéu/tinh | 480 phiéu/tinh | 36.630
phiéu phiéu/tinh (11 tinh) (50 tinh) phiéu

2. Trién khai diéu tra xa héi hoc

a) Lua chon, huéng dan diéu tra vién:

biéu tra vién cua SIPAS 2019 14 cac vién chirc, nhan vién cua Buu dién tinh va
Buu dién huyén, xa tai cac huyén, xa duoc chon ¢ 63 tinh. Piéu tra vién do Buu dién
tinh lya chon va dugc Bo Noi vu hudng dan vé noi dung, phuong phap phat phiéu, thu
thap thong tin diéu tra xa hoi hoc.

MGi diéu tra vién déu dugc cung cap danh sach mau dieu tra chinh thuc, danh
sach mau diéu tra du phong, phiéu diéu tra xa hoi hoc (do B6 Noi vu ban hanh) va cac
van ban quy dinh, tai liéu huéng dan thuc hién diéu tra xa hoi hoc SIPAS 2019.

b) Trién khai diéu tra xa hoi hoc:

Viéc phat, thu phiéu diéu tra xa hoi hoc SIPAS 2019 do diéu tra vién thuc hién.
bieu tra vién phat phicu dieu tra xa hoi hoc dén tung ngudi dan, nguoi dai dién to
chic 6 tén trong danh sach mau diéu tra chinh thic; giai thich phicu diéu tra; dé doi
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tugng diéu tra ty tra 10i; thu phiéu diéu tra. Trong truong hop khéng thé phat phiéu
cho ddi tugng diéu tra cé tén trong danh sach mau chinh thire (do d6i twong khong con
sbng tai dia phuong; tir chdi tra 10i phiéu...), diéu tra vién tién hanh phat phiéu cho ddi
tugng trong danh sach mau du phong. Piéu tra vién thuc hién phat phiéu theo nguyén
tic dung di twong diéu tra trong danh sach mau; khéng goi ¥ noi dung tra 10i; khdng
tra 1oi thay.

¢) Giao ndp phiéu diéu tra:

Két qua thu phiéu cua diéu tra vién dugc gui vé Buu dién tinh dé phan loai, sap
xep va giao nop ve Bo Noi vu. Cac co quan cua chinh quyen dia phuong khong tham
gia qud trinh phét phiéu dicu tra.

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

B6 Noi vu cha tri, phdi hop v6i 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 x hoi hoc tai 10 tinh trong ca nudc. Tai mdi tinh, ba
co quan da 1am viéc, trao ddi V6i cac co quan lién quan cua dia phuong, gdbm UBND
tinh, S& Noi vu, Mit tran T6 qudc tinh, Hoi Cyu chién binh tinh, Buu dién tinh, dai
dién cac S& va UBND huyén, x3 duoc chon diéu tra dé nim bit tinh hinh trién khai
diéu tra xa hoi hoc va c6 cac huéng dan, nhic nha kip thoi dé dam bao viéc trién khai
diéu tra xa hoi hoc dat két qua chinh xac, day du, khach quan. Bong thoi, ba co quan
cling trao d6i, lang nghe y kién cua dia phuong, dic biét 1a cac thuan loi, kho khan,
kién nghi lién quan dé rat kinh nghiém cho trién khai diéu tra x4 hoi hoc do luong sy
hai 16ng trong nhitng nim tiép theo.

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

Viéc phuc tra két qua diéu tra XHH SIPAS 2019 duoc thuc hién tai cac tinh, do
S¢ Noi vy, Mat tran T6 quéc tinh, Hoi Cuu chién binh tinh thuc hién. Theo quy dinh,
ba co quan nay phdi hop phuc tra tbi thiéu 20% sb phiéu cua tinh (riéng Ha Noi va TP.
HG6 Chi Minh 1a 10%), theo phuong thuc goi dién thoai cho d6i tuong diéu tra dé
khang dinh viéc tham gia tra 1oi phiéu cua dbi tuong do. Phic tra dleu tra xa hoi hoc
SIPAS 2019 khong tién hanh thuc hién phat phiéu lai hay phong van lai d6i véi doi
tugng da tham gia tra loi phiéu.

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

SIPAS 2019 tién hanh dicu tra x& hoi hoc vei tong s6 phiéu phét ra tai 63 tinh
trong ca nudc la 36.630 phicu. Tong so phiéu thu vé hop I 1a 35.268 phicu, dat
96.28%.
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Trong s6 35.268 nguoi tham gia tra loi phiéu dieu tra XHH SIPAS 2019,
88,16% la nguoi dan va 11,84% 1a nguoi dai dién té chuc (Bidu db 1).

Biéu d@d 1: Thanh phan nguoi tra loi phiéu diéu tra

= Nguwoidan mT6 chirc

- D6 tudi (Biéu dd 2): S6 nguoi tham gia tra 1oi phiéu diéu tra XHH SIPAS
2019 ¢ d6 tudi 35 - 49 chiém ty Ié cao nhat 1a 39.45%; tiép dén 1a s6 ngudi ¢ do tudi
25 - 34, chiém 25,95%; do tudi 50 - 60 chiém 18,37%; trén 60 chiém 12,32% va s6
ngudi ¢ do tudi dudi 25 chiém ty 18 thap nhat, 3,92%.

Biéu do 2: P tudi cia nguoi tra loi phiéu diéu tra

m Duwéi 25 25-34 m35-49 m50-60 = Trén 60
3.92%

‘l 25.95%
18.37%
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- Gidi tinh (Bicu do 3): Trong s6 nhimg ngudi tham gia dieu tra XHH SIPAS
2019, nam gidi chiem ty I¢ 61,71%, nir gidi chiem 38,29%.

Biéu do 3: Giéi tinh ctia nguoi tra 107 phiéu diéu tra

= Nam | NI

- Trinh d% hoc Van (Biéu do 4): Nhitng ngudi tham gia diéu tra XHH SIPAS
2019 dugc phan theo 07 nhém trinh d6 hoc Vén, trong 03 nhom trinh d6 hoc van cé ty
Ié6 kha tuong dong nhau, d6 1a trung hoc phéd théng chiém 24,96%, dai hoc chiém
24,69%, trung hoc co s& chiém 23,18%. 04 nhém trinh do hoc van con lai chi chiém
hon 30% sb nguoi tham gia diéu tra XHH SIPAS 2019, trong d6 trén dai hoc chiém
2,33%, trinh d6 nghé, trung cép, cao dang chiém 13,91%, tiéu hoc va trinh d6 khac déu
chiém 10,03%.

Biéu dd 4: Trinh dd hoc vAn ca ngudi tra loi phiéu diéu tra

B Tiéu hoc THCS ®™mTHPT ®mDN/TC/CD M Paihoc mTrén dai hoc Khac

I 23.18%

10.03%
2.33%

24.69%
%
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- Noi sinh song (Biéu do 5): Nguoi tham gia tra 10i diéu tra XHH SIPAS 2019
sinh s6ng ¢ ndng thon chiem 44,81%, ¢ d6 thi chiem 42,21%, mién nui chiem 11,83%
va con lai la hai dao hay cac vung khac chiém 1,16%

Biéu d6 5: Noi sinh séng ciia ngwoi tra 1oi phiéu diéu tra

Do thi B Néngthén mMiénnai  Hai ddo mKhac

0.91% 0.25%

11.83%

42.21%

- Nghé nghiép (Biéu dd 6, 7): 88,16% ngudi tham gia diéu tra XHH SIPAS
2019 la dich vu c6ng cho ca nhan, trong sé d6: Ngudi thuoc nhém nghé lao dong tu
do, noi trg chiém ty 18 52,00%, ngudi 1am viéce tai cac td chirc, doanh nghiép tu nhan
chiém 22,31%, ngudi 1a can bo, cong chirc, vién chirc chiém 13,11%, nguoi nghi huu
chiém 6,63% va con lai 1a sinh vién va nganh nghé khac chiém khoang 6% (Biéu d6
6).

Biéu do 6: Nghé nghiép ciia ngudi tra loi phiéu diéu tra

ENT/LDTD = Nghi hwu = Sinhvién TC/DNtv ®mCB/CC/VC/LLVT mKhac

5.22%

q

22.31%

0.73% l

6.63%

- 11,84% ngudi tham didu tra XHH SIPAS 2019 1a ngudi dai dién cho to chuc.
Trong sé nhitng nguoi dai dién cho to chirc, 66,23% la dai dién cho DNTN, CTTNHH,
CTCP, CTHD; 21,56% dai dién cho CQHCNN, SNCL, LLV/T; 6,24% dai dién cho DNNNG, DNLD,
CTNN va s con lai DNNN, TCNN, TCPCP, H/HH. . (Biéu do 7).
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Biéu dd 7: Loai hinh té chirc ciia ngudi tra loi phiéu diéu tra

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

2.14% 2-71%

21.56%

1.77%
,///0.52%

w

66.23%

- Vi tr cong viéc (Biéu db 8): Nhitng nguoi tham gia tra loi phiéu diéu tra XHH
SIPAS 2019 véi tu cach dai dién cho té chac nam gitr nhiéu chtc vu/chire danh khéc
nhau. Nguoi ¢6 chic danh nhan vién/ky thuat vién chiém ty 18 cao nhit, 1a 40,73%;
tiép dén 1a giam déc, pho giam dbc chiém 21,04%; truong phong, pho truéng phong
14,35%; ki su/ké toan 11,91%; ké toan trudng va cac vi tri khac chiém 12% .

Biéu dé 8: Vi tri cong viéc ciia nguoi tra loi phiéu diéu tra

Giam déc, phé Gb Trwdng phong, Pho TP Ké toan trwdng
m Ky sw/Ké toan B Nhan vién/Ky thuat vién m Khac
8.56%
21.04%
14.35%

3.42%

Két qua phan tich thanh phan nhan khau hoc cua nguoi tham gia tra 1oi diéu tra
x& hoi hoc SIPAS 2019 cho thiy SIPAS 2019 c6 tiéng ndi caa NDTC thudéc moi thanh
phan nhan khau hoc.Thanh phan nhan khau hoc cua d6i tuong diéu tra xa hoi hoc
SIPAS nam 2019 kha twong dong so véi cac nam 2017, 2018 (Bang 3).
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Bang 3: Thanh phan nhan khau hoc ciia ngwoi tra 1o phiéu diéu tra XHH
nam 2019, 2018, 2017

Thanh phin nhin khau hoc Nim2019 | Nim2018 | N:im2017
Canhan, to | Ca nhan nguoi dn 88.16% 88,96% | 88,91%
chirc Nguoi dai dién td chirc 11.84% 11,04% | 11,09%
Do tudi Dudi 25 tuoi 3.92% 3,98% 4,94%

25-34 tuoi 25.95% 2432% | 24,41%
35-49 tuoi 39.45% 37,84% | 36,07%
50-60 tuoi 18.37% 19,94% | 20,34%
Trén 60 tudi 12.32% 13,91% | 14,25%
Gi6i tinh Nam 61.71% 62,28% | 63,24%
Nir 38.29% 37,72% | 36,76%
Dan toc Kinh 87.01%
Khéc 12.99%
Trinh d6 Tiéu hoc 10.03% 10,77% | 11,09%
hoc van Trung hoc co s6 23.18% 23,70% | 24,57%
Trung hoc pho thonG 24.96% 24,68% 24,08%
Day nghé/trung cap/cao dang 13.91% 13,02% | 13,51%
Dai hoc 24.69% 2512% | 23,37%
Trén dai hoc 2.33% 2,07% 2,32%
Khéc 10.03% 0,64% 1,06%
Nghé NT/LDTD 52.00% 55,59% | 53,01%
nghiép Nghi huu 6.63% 7,51% 7,63%
Sinh vién 0.73% 0,72% 0,88%
TC/DN tu 22.31% 16,26% | 15,78%
CB/CC/VC/LLVT 13.11% 13,71% | 13,51%
Khéc 5.22% 6,21% 9,19%
Noi sinh D6 thi 42.21% 36,18% | 33,18%
song Nong thon 44.81% 50,36% | 52,53%
Mién nui 11.83% 12,75% | 12,92%
Hai dao 0.91% 0,48% 0,69%
Khéc 0.25% 0,23% 0,68%
Loai hinh t6 | Co quan HCNN, SNC, LLVT 21.56% 55,59% | 53,01%
chirc T chic nuéc ngoai 1.77% 7,51% 7,63%
TCPCP/HH/H 0.52% 0,72% 0,88%
Doanh nghiép nha nudc 5.07% 16,26% | 15,78%
DNTN/CTTNHH/CTCP/CTHD | 66.23% 13,71% | 13,51%
DNNNG/DNLD/CTNN 2.14% 6,21% 9,19%
Khéc 2.71% 55,59% | 53,01%
Chtc vy Giam ddc, phé GD 21.04% 24,70% | 28,80%
Truong phong, Phé TP 14.35% 15,67% 16,33%
Ké toan truaong 3.42% 5,78% 5,23%
Ky su/Ké toan 11.91% 13,46% | 13,05%
Nhan vién/Ky thuat vién 40.73% 33,43% 25,31%
Khéc 8.56% 6,97% 11,28%
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’ ~ PHAN HAI ,
KET QUA PO LUONG SU HAI LONG CUA NDTC POI VOI SU PHUC VU
CUA CO QUAN HANH CHINH NHA NUGC NAM 2019

|. MOT SO NHAN DINH, PANH GIA CUA NDTC VE VIEC TO CHUC
CUNG UNG DICH VU HANH CHINH CONG

Hién nay ¢ nudc ta, sd lugng co quan hanh chinh nha nudc cac cip & dia
phuong thuc hién cung tng dich vu cong va sb luong dich vu cong 13 rat 16n. Trong
nhiing ndm qua, nhiéu dia phuong da tich cuc, chi dong thuc hién cai cach, nang cao
chat lugng cung tmg dich vu cong theo yéu cau ctia Chuong trinh tong thé Cai cach
hanh chinh nha nudc giai doan 2011 - 2020, do do, chat lugng cua nhiéu dich vu cong
da duoc nang 1én dang ké. Két qua cai cach hanh chinh néi chung va két qua SIPAS
2019 noi riéng cho thay sy phuc vu cta co quan hanh chinh nha nudc ddi véi NDTC
thong qua cung tmg dich vu cong ngay cang tot hon va NDTC ngay cang hai 1ong hon;
su khong hai 10ng ciing nhu sy phan nan cia NDTC thuong tap trung ¢ mot s6 dich vu
nhat dinh va tai mét sé it dia phuong.

1. Co quan tiép nhan ho so va tra két qua dich vu cong

SIPAS 2019 cho thay 46,88% s nguoi duoc hoi trong ca nudc da nop hd so va
nhan két qua dich vu cong cong tai Bo phan Mot cira cap x&; 37,67% & Bo phan Mot
ctra cap huyén; 13,93% & Bo phan Mot cira cua co quan chuyén mén cap tinh va
10,22% tai Trung tdm Phuc vu hanh chinh céng cip tinh va chi c6 0,78% tai noi khac
(Biéu dd 9). Nhu vay, c6 thé n6i hién ‘nay, chinh quyén dia phuong cac cip di thuc
hién nghiém quy dinh cua Chinh phu vé giai quyét TTHC cho NDTC tai Bo phan Mot
clra CAC cap va Trung tam Phyc vu hanh chinh cong; NDTC khong phai dén truc tiép co
quan giai quyét TTHC dé nop hd so va nhan két qua dich vu cong.

Biéu d6 9: Chi s6 vé co’ quan tiép nhan hd so va tra két qua dich vu cong nim 2019

M Tai B6 phan TN, TKQ
cap xa.

46.88% Tai BO phan TN,TKQ
cap huyén.

M Tai B6 phan TN, TKQ
cép tinh.
Tai Trung tam Phuc
vy HCC cép tinh

B Khac

Ty 16 NDTC nop hé so va nhan két qua dich vu cong & Bo phan Mét cta cap
tinh, huyén, xa cua 63 tinh rat khac nhau (Biéu d6 10): O Trung tdm Phuc vy HCC cap
tinh nam trong khoang 1,27 - 26,14%, & Bo phan Mot cira ciia co quan chuyén mén
cap tinh nam trong khoang 4,66 - 29,17%, & Bo phan Mot cira cip huyén nam trong
khoang 25,37 - 52,83%, & Bo phan Mot cira cip xa nam trong khoang tir 35,00 -
57,41%. Céc tinh c6 ty 16 NDTC nop hd so, nhan két qua dich vu cdng tai cip tinh
thap duong nhu da thuc hién dich vu cong lién thong véi cap huyén, xa nhiéu hon.
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Biéu d6 10: Chi s6 vé co quan tiép nhan hd so va tra két qua dich vu cong
nam 2019: Cao nhat, thap nhat va trung vi

100%
80% e A
T 69.24% Ch} SO cao
60% | ' nhat
™ 51.99% s
. >L99% i 43.61% W Chi 56 thip
40% : 0 hi
‘ ‘ W 34.33% nhat
™ 26.14%
20% | 22.18% ® Gié tri trung
® O 12.84% 3.27% .
0% - 1.2704/3 4.550|/0 T T . 0 0
Tai Trungtdm Tai B phén Tai BO phén  Tai Bo phan Khac
Phuc vu HCC TN,TKQcap TN,TKQcap TN,TKQ cép
cap tinh tinh. huyén. Xa.

Theo quy dinh, viéc cung ung dich vu hanh chinh cng cho NDTC phai thuc
hién tai Bo phan Mot cira nham tao diéu kién thuan lgi, d& dang cho NDTC dong thoi
tranh cac tiéu cyc phat sinh trong qua trinh cung tng dich vu cong. Tuy nhién, két qua
SIPAS 2019 cho thay van con cd 0,78% NDTC duoc héi trong ca nuée va hon nira s6
tinh ¢c6 NDTC nop hd so, nhan két qua dich vu cdng ngoai Trung tdm Phuc vu
HCC/B6 phan Mot cira. Qua ddy, cac dia phuong can xem xét, chan chinh dé dam bao
thuc hién dung quy dinh vé viéc cung tng dich vu cong tai B phan Mot cira.

2. Kénh théng tin dé biét vé co quan tiép nhan hd so va tra két qua dich vu cong

Kénh thong tin dé biét vé co quan noi nop hd so, nhan két qua dich vu cong
(Biéu d6 11) ma NDTC sir dung nhiéu nhét 1a thdng qua chinh quyén cap x4, Voi
57,93% s6 nguoi duoc hoi sir dung kénh nay. Tiép dén 1a kénh théng tin qua ngudi
than, ban be, vdi 25,52% nguoi st dung; qua phuong tién thong tin dai ching la
19,96%; qua mang internet la 8,20% va qua cac kénh khac la 2,17%.

Biéu d6 11: Chi s6 vé kénh thong tin tiép can co quan tiép nhan hd so,
tra ket qua dich vu cong nam 2019

m Ngu&i than, ban
bé

57.93% .
° Chinh quyén xa

25.52%

B Thong tin dai
chung

Mang internet

B Khac
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Mic di nguoi dai dién cac to chire thuong duoc cho 12 ¢6 trinh d6 tin hoc va co
hoi tiép can, sit dung may tinh va mang internet cao hon nhiéu so véi ngudi dan
nhung ciing chi ¢6 27,73% s6 nguoi dai dién t6 chiac duoc hoi trong ca nude da tiép
can thdng tin vé co quan noi ndép hd so, nhan két qua dich vu cong truc tuyén qua
mang internet va chi s6 twong tng ddi voi ngudi dan 13 5.85% (Biéu d6 12).

) ‘Biéu do 12: So sanh chi s6 vé tiép can co quan
tiep nhan ho so, tra ket qua dich vu cong qua mang internet nam 2019

H Internet Khac H Internet Khac H Internet Khac
B o
%
91.80 . 585
% 9415 %
%
I 25.73
74.27 %
r 1 r 1 r Uo 1
Ca nuwéc Ngw@i dan T6 chirc

Buc tranh vé cac kénh théng tin tiép can co quan noi nop hd so, nhan két qua
dich vu cong va ty 16 NDTC st dung cac kénh théng tin d6 ¢ 63 tinh (Biéu d6 13)
cling twong tu nhu birc tranh chung cua ca nuéc. Chinh quyén x4 van 1a kénh théng tin
dugc st dung nhiéu nhit, voi s6 NDTC dugc hoi di st dung kénh ndy niam trong
khoang 41,37 - 69,20%, tiép dén 13 théng qua ngudi than, ban bé trong khoang 14,36 -
46,82%, thong qua phuong tién thong tin dai ching trong khoang 10,00 - 33,76% va
théng qua mang internet la 2,42 - 19,87%.

Biéu do 13: Chi s6 vé& kénh thdng tin tiép can co' quan tiép nhan ho se, tré két qua
dich vu c6ng nam 2019: Cao nhat, thap nhat, trung vi

100%
80% ¥ Chi s6 cao
_ nhat
69.20%
00% 57.93% W Chi 56 thip
_ nhat
| 46.82% 41.37%
40% 11.37% 0 Gis (v
W 33.76% f}la trg.
24.96% e
20% B 1236% ~19:58% - 19.879
2670 ¥ 10.00% 7 9.79%
6.36% ‘ 1799
0% T T T 2 ‘2“ - . /
Nguoi than, ban Chinh quyén xi Théngtindai  Mang internet Khéac
be ching
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So sanh nam 2019 vai 2018, 2017, két qua cho thay s6 NDTC sir dung kénh
thong tin qua nguoi than, ban be, kénh thdng tin qua phuong tién thong tin dai chdng
va kénh théng tin qua mang internet tiép tuc ting nhe qua cac nam, khoang 1 - 4%
trong khi d6 sé NDTC str dung kénh théng tin qua chinh quyén cip x4 giam dang ké,
14% (Biéu d6 14). Dudng nhu NDTC dang ngdy cang chu dong, tich cuc tim kiém,
tiép can théng tin hon va do vay, chinh quyén can cung cap thong tin kip thoi hon, trén
cac kénh thong tin da dang hon. Tuy nhién, vai 8,20% NDTC duogc hoi trong ca nudc
va tir 2,42 - 19,87% NDTC ¢ 63 tinh tiép can thong tin vé co quan noi ndp hd so, nhan
két qua dich vu cdng qua mang internet trong nim 2019 (Biéu d6 11, 12), mic du c6
taing mot chdt so v6i ndam 2018 nhung van con rat thap dé cé thé thuc hién duoc muc
tiéu thuc hién dich vu cdng truc tuyén cap do 3, 4 d6i voi 30% dich vu hanh chinh
cong ma céac bo, nganh, dia phuong phai trién khai theo Chuong trinh tong thé CCHC
giai doan 2011 - 2020 cua Chinh phii. Cac co quan chue ning lién quan can thong tin,
tuyén truyén pha hop, tich cuc, hiéu qua dé nang cao nhan thic va thic ddy NDTC sir
dung mot cach hiéu qua céc két qua ma chuong trinh xay dung Chinh pha, chinh
quyén dién tir va tng dung céng nghé thdng tin trong cung tng dich vu cdng mang lai.

Biéu do 14: So sanh chi s vé kénh thong tin tiép can co quan tiép nhan ho so,
tra két qui dich vu cong nim 2019 véi 2018, 2017

71.92%
W 2019
59.63%
57.93%
H 2018
2017

25.529
> 620.79%

17.33%

19.47%
19.96% 5.54%

8.20%

7.10%

5.17% 2.86%
17%

2.04%

Nguwoi than, ban Chinh quyénxd Thoéngtindai  Manginternet Khac
bé ching

3. Kénh thong tin tiép cin cac quy dinh vé TTHC

Trong s6 NDTC duoc hoi, 71,66% tiép can cac quy dinh vé TTHC qua cong
chuc tai noi nop ho so, 26,61% tiép can qua cac cac noi dung duoc niém yét cong khai
tai noi nop ho so, 7,34% tiép can qua mang internet, 6,84% tiép can qua ngudi than,
ban bé va 0,52% tiép can qua céc hinh thirc khac (Biéu db 15).
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Biéu do 15: Chi s6 vé kénh thong tin tiép cin cic quy dinh vé TTHC nim 2019

71.66% [ Qu.a ciéngxchu’c tai
noi nép ho so

Qua niém yét cong
khai tai noi nop hd
S0,

B Qua qua Internet

Qua qua ngwoi than,
ban bé.

Khac

Ty 16 NDTC da tiép can thdng tin V& co quan tiép nhan hd so, tra két qua dich
vu ¢ong truc tuyén qua mang internet thap, véi nguoi dan 1a 5,85 va t6 chuc 1a 27,73%
tuy nhién ty 16 NDTC d4 tiép can cac quy dinh vé TTHC truc tuyén qua mang internet
cling thip va tham chi con thap hon, cu thé voi ngudi dan 1a 5,92% va to chic la
17,93% (Biéu db 16).

Biéu d 16: So sanh chi sé vé tiép can TTHC qua mang internet nim 2019

H Internet Khac H Internet Khac H Internet Khac
92.66 %
» - 02
('
94.08

%

e 17.93
82.07 %

o/
o

Ca nuéc Nguwoi dan T6 chire

O 63 tinh, s6 NDTC tiép can cac quy dinh vé TTHC thdng qua cong chiic nam
trong khoang 55,00 — 85,83%, théng qua cac noi dung niém yét cong khai nam trong
khoang 9,38 — 44,38%, thong qua mang internet nam trong khoang 1,67 — 21,86%,
thong qua ngudi than, ban bé nam trong khoang 1,76 — 18,96% (Biéu d6 17). Céc chi
sb trén cho thiay mirc do NDTC phu thudc vao cdng chic 1am viéc tai Bo phan Mét
ctra dé biét quy dinh vé TTHC van rat 16n va viéc nay dién ra ¢ tat ca c4c tinh trong ca
nuéc. Viéc phu thudc vao cdng chire nhu vay c6 thé khién NDTC gap phién ha, duoc
thong tin khong day du, chinh xac néu cong chic qué ban ron hoic nang luc chuyén
mon, ki nang giao tiép han ché. S6 lwong NDTC tiép can quy dinh TTHC qua mang
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internet & 63 tinh ting dang ké so voi nam 2018, tir trong khoang 0,83 — 14,71% lén
khoang 1,67 — 21,86%.
Biéu do 17 : Chi s vé kénh thdng tin tiép can TTHC niim 2019:
Cao nhat, thap nhat, trung vi

100%
— 0 ]
80% | 85.83% 7 Chi 6 cao
‘ 73.26% nhat
60% W Chi s6 thap
W 55.00% ohit
W 44.38%
40% ® Gié tri
24.40% trung vi
20% * il 21.86% T-18.96%
9.38% 6. 24% 3 13%
Qua cong chic  Qua niém yét Qua qua Internet Qua qua ngudi Khac
cdng khai than, ban be.

Khi so sénh céc chi s6 phan anh kénh théng tin ma NDTC sir dung dé tiép can
quy dinh TTHC cua nam 2019 véi 2018 (do 2017 khong thuc hién do ludng chi sb
nay), két qua cho thay ty 16 NDTC sir dung kénh théng qua mang internet, qua ngudi
than/ban be tang nhe tir 1 — 2% trong khi d6 ty NDTC tiép can thdng tin vé TTHC
thdng qua cong chic giam nhe khoang 2% (Biéu do 18).

Thong qua s6 liéu ty 16 NDTC tiép can thong tin vé co quan noi nop hd so,
nhan két qua dich vu cong va ty 16 NDTC tiép can quy dinh TTHC qua mang internet,
c6 thé thay Chinh phu, chinh quyen dja phuong can c6 giai phap tich cuc va phu hop
hon dé nang cao cac ty 1€ nay nham thuc hién thanh cong muc tiéu cung tng dich vu
cong truc tuyén theo Chuong trinh tong thé CCHC nha nuée giai doan 2011 — 2020.

Biéu do 18: So sanh chi sé vé kénh théng tin tiép can quy dinh TTHC
nam 2019 véi 2018

71.66% /3-60%

m 2019
2018
26.61%
7.34% 6.84%
l 4.92% -4.52% 0.529 0-59%
Quacéngchc  Qua niém yét Qua qua Internet Qua qua ngu®i Khéac
coéng khai than, ban be.
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4. Sb 1an di lai dé thwe hién dich vu cong

28,25% s6 NDTC dugc hoi khang dinh chi can di lai 1 1an trong qué trinh thyc
hién dich vu cong; 54,88% di lai 2 1an, 11,47% di lai 3 lan; 4,43% di lai 4 lan va
0,98% di lai 5 lan tro én (Biéu d6 19). Theo quy dinh ctia Chinh phu, cdng chitic phai
huéng dan hd so cho NDTC va dam bao huéng dan day du trong 01 lan 1a NDTC ¢
thé hoan thién hd so. Nhu vay, NDTC di lai toi da 03 1an trong qué trinh dich vu cong
dé nhan duoc két qua. Céc chi sb trén cho thiy cé khoang 83% NDTC di lai it hon 3
lan va khoang gan 6% NDTC phai di lai trén 3 lan.

Biéu d 19: Chi s6 vé s6 1in NDTC di lai khi thue hién dich vu cong nim 2019

m1lan

54.88%

2 lan

m3lan

4 [an

B Khac

V& s6 lan di lai caa NDTC khi thuc hién dich vu cong ¢ 63 tinh (Biéu d6 20), ty
16 NDTC di lai 1 lan nam trong khoang 12,85% - 47,90%; di lai 2 lan nam trong
khoang 38,68 — 70,63%; 3 lan trong khoang 5,21 — 18,37%, 4 lan trong khoang 0,63 —
10,60% va trén 4 lan nam trong khoang 0,00 — 2,71%. Nhu vdy, c6 tinh dé xay ra tinh
trang dén 10% NDTC phai di lai nhiéu lan trong qué trinh dich vu cong.

Biéu dd 20: Chi s6 vé s6 lan di lai khi thuc hién dich vu cong nim 2019:
Cao nhat, thap nhat va trung vi

100%
80% ,
W 70.63% fﬁgtso cao
60% .
56.28% W Chi s6 thép
T 47.90% nhat
0,
40% ‘ 38.68% ® Gia tri trung
27.21% vt
20% 18:37%
10.60%
W 12.85% ® 1180 Wl 2.71%
0 W 521% @398 $0.83%
0% . ' A ' A ' =-0:63% ' 0.00%
11an 2 lan 3 lan 4 lan Khéac
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So sanh nam 2017, 2018 va 2019, ty I¢ NDTC di lai 1-2 lan tang khoing 5%, ty
& di lai 3 — 4 lan giam khoang 1% va ty 1€ di lai trén 4 lan giam gan 4%. (Bleu d6 21).
Piéu d6 chung to Chinh quyen dia phuong cac cap cua 63 tinh van dang tiép tuc nd
lyc cai thién su phuc vu ddi véi NDTC, khdng nging nang cao chat luong huéng dan
TTHC va dich vu c¢6ng (nhanh chéng va day du hon) nham giam céng stc, thoi gian di
lai cho NDTC.

Biéu dd 21: So sanh chi sb vé sb lan di lai khi thwc hién dich vu cong
nam 2019 véi 2018, 2017

83.13%
79.30% 78 09%

m 2019
m 2018

2017

15.90% 16.30% 16:94%

0,
0.98% 4‘50%4.894

1-2 lan 3-4 [an Trén 4 1an

5. Cong chirc gay phién ha, sich nhiéu
SIPAS 2019 cho thay van con tinh trang cong chiic gay phién ha, sach nhiéu
trong qua trinh giai quyet cong viéc, voi 1,41% s6 NDTC dugc hoi trong ca nudc
khang dinh diéu nay (Biéu do 22).
Tinh trang cong chic gay phién ha, sach nhidu nam 2019 dién ra ¢ 62/63 tinh,
v6i tinh ¢6 chi so cao nhat la 4,78% (Bicu do 23). C6 01/63 tinh khdng c6 NDTC phan
anh bi cong churc gay phién ha, sach nhiéu.

Biéu @6 22: Chi s6 vé céng chiic Biéu do 23: Chi sb vé cong chiic gayphlen ha, sach
gay phiéen ha, sach nhiéu nam 2019 nhiéu niim 2019: Cao nhét, thip nhét, trung vi
100%
98.59% 80% " Chi
- KE?“ngh‘ cao nhét
phién h3,
sach nhidu| | 60% W Chisd
thap nhét
40%
® Gis tri
1.41% B C6 phién trilelllgri/i
ha, sach 20% '
hié 4.78%
e = 1.25%
0% @ 000%

Cong chirc gay Phién ha, sach
nhicu
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- Tuy nhién,~m©t tin hiéu tich cuc la ty 1€ NDTC phan anh bi cdng chuac géy
phién ha, sach nhiéu qua lién tuc giam qua cac nam 2017, 2018, 2019, tir 3,35% xuong

1,41% (Biéu db 24).

Biéu d6 24: So sanh chi s6 vé cdng chitc gay phién ha sach nhiéu
nam 2019 véi 2018, 2017

98.59%

97.55% 96.65%

1.41% 245% 3-35%

m 2019

m 2018

2017

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

A

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

0,47% s6 NDTC duoc hoi trong ca nudc cho rang cdng chic goi y NDTC nop

thém tién ngoai phi/ 1& phi (Biéu d6 25).

Tinh trang cong chic goi y NDTC nop thém tién ngoai phi/lé phi dién ra &
46/63 tinh, vai tinh 6 ty 1€ cao nhat 1a 1.74% (Biéu do 26). NDTC ¢ 17/63 tinh khdng
phan anh bi cong chuc goi y nop thém tien ngoai phi/lé phi.

Biéu do 25: Chi s0 vé cong chirc goi ¥ ndp
thém tién ngoai phi/l¢ phi nam 2019

99.53%

B Khong goi
y nop tién

0.47%

ECogoiy
nodp tién

Biéu d0 26: Chi s0 vé cdng chiic goi y
ndp thém tién ngoai phi/l¢ phi nm 2019:

Cao nhit, thip nhit, trung vi
100%
80% T Chisd
cao nhat
60% WChisb
thap nhat
40% ® Gi tri
trung vi
20%
1.74%
0.41%
0% +———@-6:00%
Cong chirc goi y nop thém
tién ngoai phi/l¢ phi
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Két qua SIPAS 2019 cho thay ty Ié cong chac goi y NDTC nop thém tién
ngoai phi/l¢ phi trong qué trinh cung ung dich vu hanh chinh céng néi chung trong ca
nuéc ciing lién tyc giam qua cac nam 2017, 2018 va 2019, tir 1,85% xudng 0,47%
(Biéu d6 27). Néu nhimg nam trugc tinh trang nay dién ra ¢ tit ca 63 tinh thi nim
2019 di c6 mot so tinh khong dé xay ra tinh trang nay.

Biéu do 27: So sanh chi sé vé cong chirc gei y ndp thém tién
ngoai phi/l¢ phi nam 2019 véi 2018, 2017

99.53% 98.58% 98.15%

m 2019
H 2018

2017

0.47% 1.42% 1.85%

Khéng goiy ndp thém tién ngoai  C6 goiy ndp thém tién ngoai
phi/lé phi phi/lé phi

7. Co quan dang hen

93,92% s6 NDTC duoc hoi trong ca nuéc khang dinh co quan hanh chinh nha
nuadce tra ket qua dich vy cong dung hen; 1,64% khang dinh sém hen va 4,44% khang
dinh tré hen (Biéu do 28).

Biéu do 28: Chi s6 vé co quan ding hen nim 2019

93.92%

B Dung hen
S&dm hen

B Tré hen

Ty Ié tra két qua dich vy cong ding hen ¢ 63 tinh (Biéu d6 29) nam trong
khoang 84,57 — 98,33%, sém hen nam trong khoang 0 — 9,25% va tré hen trong
khoang 0 — 14,35%. G4 trj trung vi cua ty Ié tré hen 1a 3,83% cho thay mét nira s6 tinh
c6 ty Ié tré hen nam trong khoang 3,83 — 14,35% va tinh c6 ty 18 tré hen cao nhat la
14,35%. Kha nhiéu tinh khong dé xay ra tré hen, tuy nhién nira sé tinh xay ra tré hen
vai ty 1€ cao va kha cao.
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Biéu do 29: Chi 6 Vé co’ quan ding hen niim 2019: Cao nhat, thap nhat, trung vi

100% 2 98:33%
® 9 12%
50 W 84.57% ,
0 ™ Chi so cao
nhat
60% o
’ W Chi s6 thép
nhat
40%
©® Gia tri trung vi
20% —
— 9.25% 14.35%
1.46% ® 383%
0% - ‘ 0.00% =0.00%
bung hen S6ém hen Tre hen

Song song v4i viée ty 18 tra két qua dung hen ting thi ty 1¢ tra két qua tré hen
ciia co quan nodi chung trong ca nudc nam 2019 giam mot chut so vai nam 2018 va
2017, tir 5,90 % xudng 4,44% (Biéu do 30). Tuy nhién, chi s tra két qua tré hen cao
nhit cua 63 tinh lai ting so voi nam 2018 va 2017, v&i tinh tré hen cao nhat ting tir
13,20% Ién 14,35%.

Biéu d 30: So sanh chi s6 vé co quan ding hen nim 2019 véi 2018, 2017

93.92% 93.03% 91.73%

W 2019
m 2018

2017

1.64% 1.85% 2.37% 4.44% 5-12% 5.90%

. _ —

Dung hen Sé&m hen Tré hen

8. Co quan thong bao vé su tré hen

Trong s6 NDTC bj tra két qua tré hen n6i chung trong ca nuoc (Chlem 4,44% sb
nguoi dugc hoi), co 42,639% nhan dugc théng bao clia co quan vé sy tré hen, con lai
57,37% khong nhan dugc thdng bao cia co quan vé su tré hen (Biéu do 31).

Céc chi sb cao nhat, thap nhat va gia tri trung vi vé viéc co quan hanh chinh nha
nuéc ¢ thdng bao tra két qua tré hen cho NDTC cua 63 tinh (Biéu d6 32), cho thay c6
tinh di thuc hién nghiém quy dinh cua Chinh phu vé thong bao tré hen cho NDTC tuy
nhién ciing c6 tinh khéng thuc hién hoac thuc hién chua nghiém.
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Biéu dd 31: Chi s6 vé co quan Biéu dd 32: Chi s6 vé co quan

thdng bao vé su tré hen nim 2019 thong béo vé sur tré hen nim 2019:
Cao nhat, thap nhat, trung vi
100% — - 100.00%
57.37% 80% WChisd
42.63% cao nhat
mCo 60% WChisd
thap nhat
B Khong 40.00%
40% ® ® Gié trj
trung vi
20%
0% +—W-0:00%—

Co quan thong bao vé su tré hen

Tinh trang co quan hanh chinh nha nudc khéng thuc hién hoac thuc hién khéng
nghiém quy dinh vé viéc thdng béo tra két qua trd hen cho NDTC trong nim 2018 hau
nhu khong dugc khic phuc so véi nam 2017, tuy nhién ty 18 nay nam 2019 giam gan
10% (Biéu do 33).

Biéu do 33: So sanh chi sé vé co quan thdng bao vé su tré hen
nam 2019 véi 2018, 2017

66.71% 67.23%
H 2019

m 2018

33.29%32.77%
2017

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

9. Co quan xin 16i vi sur tré hen

Chi ¢6 27,12% s6 NDTC bi tré hen trong ca nudc (chiém 5,12% s6 nguoi duoc
héi) nhan dugc xin 16i cua co quan Vi sy tré hen, con lai 72,88% la khong nhan duogc
xin 13i (Biu db 34).

Trong s6 63 tinh, c6 tinh thyc hién xin 18i dbi vai 100% NDTC bj tré hen tra
két qua tuy nhién c6 tinh hoan toan khéng thuc hién xin 18i (0%) hoac c6 ty 18 xin 16i
NDTC rét thap (Biéu 35).
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Biéu d6 34: Chi sb vé co quan xin 15i Biéu d6 35: Chi sb vé co quan xin i

Vi sur tré hen nim 2019 vé sy tré hen nim 2019:
Cao nhat, thap nhat, trung vi
100% —— - 100.00%
72.88% 80% W Chisb
cao nhat
) = o 60% WChiso
27.12% thap nhat
B Khong
40% ® Gid tri
21.43% trungvi
20% o
0% +—MW-0:00%—
Co quan xin 15i vé sy tré hen

So sanh ndm 2019, 2018 va 2017, ty I¢ NDTC duoc hoi nhan dugc Xin 15i cua
co quan vi tre hen tra ket qua tang kha dong déu, tir 11,09% [én 27,12% tuy nhién van
con rat thap (Bicu do 36).

Biéu do 36: So sanh chi sé vé co quan xin 15i vé sy tré hen
nam 2019 véi 2018, 2017

88.91%

81.43%

m 2019

H 2018

2017

27.12%

Cé xin 16i vé sy tré hen Khong xin 16i vé sy tré hen

10. Tinh phu hgp cia cac kénh cung &ng dich vu cong

Nam 2019 1a nam dau tién do luong cam nhan cia NDTC veé tinh phi hop caa
cac hinh thirc dich vu ¢éng ma chinh quyén thuc hién cho NDTC, gom: Tiép nhan ho
so va tra két qua tai Bo phan Mot cira, tiép nhan ho so tai Bo phan Mot ctra va tra két
qua qua dich vu Buu chinh, tiép nhan hd so va tra két qua qua dich vu Buu chinh, tiép
nhan hd so truc tuyén trén mang internet va tra két qua tai Bo phan Mét cira. Két qua
phan anh ca 04 hinh thic déu dugc NDTC duoc hoi déanh gia tinh phu hop kha cao,
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VGi ty 18 tir 86,20 - 88,80% (Bicu do 37). Khi so 84,94% NDTC khing dinh viéc nop
hd so truc tuyen qua mang internet voi ty 1€ chua dén 10% NDTC da st dung mang
internet de tiép can thong tin vé dich vu va vé quy dinh TTHC thi ¢6 the thay rang chinh
quyén can 1am t6t hon cong tac thong tin, tuyén truyén ¢ NDTC biét vé kénh théng tin va
dich vu cdng qua mang internet.

Biéu dd 37: Chi s vé tinh phi hop ciia cac kénh cung vimg dich vu cong nim 2019

100%

88.20% 88.80% 86.20% 84.94%

80% -

60% -

40% -

20% -

0% -

Tiép nhén hd so va Tiép nhén h(‘A),so tai Tiép r}hém hd so va Tiép’nhém hd so truc
tra ket qua tai BPMC BPMC, trakétqua  trakét qua quadv  tuyen qua internet,
qua dv Buu chinh Buu chinh tra két quéa tai BPMC

Chi s6 Vé tinh ph hop cuia cac kénh cung ting dich vu cong theo danh gia cia NDTC
& tinh Ba Ria - Viing Tau c6 su khac biét 16n so véi 62 tinh con lai. Cu thé, s6 NDTC duoc
hoi & tinh Ba Ria - Viing Tau danh gi4 tinh phu hop cua kénh tiép nhan ho so va tra két qua
tai BPMC la 66,53%; tiép nhan hd so tai BPMC va tra két qua qua dich vu Buu chinh 1a
19,66%; tiép nhan hd so va tra két qua qua dich vu Buu chinh 13 17,48%; tiép nhan hd so qua
mang internet va tra két qua tai BPMC 1a 6,83%. Ddi v6i 62 tinh con lai, ty I8 NDTC dénh gia
tinh phu hop cua 4 kénh cung tng dich vy cong nay tuong d6i cao va rit cao (Biéu db 38). Ty
1€ NDTC dugc hoi ¢ 62 tinh danh gia kénh tlep nhan hd so va tra két qua tai BPMC phtl hop
nam trong khoang tir 89,29 - 99,78%; kénh tiép nhan hd so tai BPMC va tra két qua qua dich
vu Buu chinh 13 91,09 - 99,56%: kénh tiép nhan hé so va tra két qua qua dich vu Buu chinh 1a
85,45 - 99,16%; kénh tiép nhan hd so qua mang internet va tra két qua tai BPMC 1a 73,41 -
97,57%.

Biéu do 38 : Chi sb ve tinh phu hop ciia cac kénh cung ing dich vu nim 2019:
Cao nhat, thap nhat, trung vi

100% - = 99.56% = aoRe. 97.57%
‘- 9997‘7‘8%—.99% 96.76% @ 916 go
’ 0,
80% 89.29% 91.06% W 95.22% ® 86.10%
0J.594070
W 73.41% .,
Chiso
60% cao nhat
40% WChisd
thap nhat
20% ® Gia tri
trung vi
0% . . :
Tiépnhanhosova Tiépnhinhdsotai Tiépnhanhdsova Tiép nhanho so truc
tra ket qua tai BPMC BPMC, trakétqua  trakeétquaquadv  tuyén qua internet,
qua dv Buu chinh Buu chinh tra ket qua tai BPMC
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Bang 4: So sanh céc chi s6 nhan dinh, danh gia cia NDTC veé viéc té chiic cung
wng dich vu cong nam 2019 véi 2018, 2017

TT Nim2019 | Nim2018 Niim 2017
Bo phan TNTKQ xa 46.88% 45,46%
| BopmnTNTKQ huyén | 37.67% 36,47%
1. ng“an%'n?"ég“yét @9 | Byphan TNTKQ tilh | 13.93% 15,12%
' Trungtim HCC tinh 10.22% 8,74%
Khéc. 0.78% 1,04%
Qua nguoi than, ban. 25.52% 20,79% 17,33%
2. | coquangiiquyétodng | Quathéngtindaiching. | 19.96% 19,47% 15,54%
VKL, Quaintermet. 8.20% 7,10% 5,17%
Khéc 2.17% 2,86% 2,04%
Qua odng chiic 71.66% 73,60%
A 14 ~ . . 0
o Quanemﬁtcgg khaitai | 26.61% 25 19%
5 | Kenhthongtindébietve MGG OO ED)
| biétve quydinh TTHC Qua qua Intermet 7.34% 4,92%
Quaquanguoithén ban | 6.84% 4,52%
Khéc 0.52% 0,59%
1kn 28.25% | 79,3006 (1-2kn) | 78,09% (1-2kn)
o 2kn 54.88% | 16,30% (34kn) | 16,94% (3-4kn)
a | P bndéﬁ%d\figc'a' quyet 36n 11.47% | 270%(56Bn) | 242% (56 Bn)
' 4Bn 4.43% | 180%(nhiéu) | 247% (nhidu)
Khéc 0.98%
A o A By N 0
5 | CETEEEEETLAl Co. LR 2,45% 3,350
sach nhiéu.
A , FES X 0
6. | Congehucgolynoptien co. 0.47% 1,42% 1,85%
ngoai phi/é phi.
L Bung hen. 93.92% 93,03% 91,73%
7. O"q”am‘;‘ef]aq“ad‘mg sémhen. 1.64% 1,85% 2.37%
' Tréhen. 4.44% 5,12% 5,90%
A ) A 0
8. O"q‘\]/?gcﬂt‘r%nhgeﬁaove co. 42.63% | 33990 32,77%
9. | Coquanxinlivitrdhen C6. 27.12% 18,57% 11,09%
Tiép nhan ks vatra kq tai . 88.20%
: : Phit hop
BPMC ;
Tiép nhan hs tai BPMC, . 88.80%
10 trakqguadvBD Phuhiop
" | Tiégpnhanhsvatrakqqua Phiihop 86.20%
dvBD -
Tiép nhan hsvatrakqqua A 84.94%
intermet Ph hop
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_IL SU'HAI LONG CUA NDTC POI VOI SU PHUC VU CUA CO QUAN
HANH CHINH NHA NUOC
1. Chi s6 hai long vé tiép can dich vu
K&t qua SIPAS 2019 cho thay trong 4 ndi dung dénh gia Ve tiép can dich vu
(Bicu d6 39), NDTC hai long nhat ve viéc tru s co du cho ngoi, voi ty 1€ 88,01%; ticp
den la tru s& co bién hiéu, huong dan rd rang, dée thﬁy, véj ty 1€ 87,53%; trang thiét bi
day du, vei ty 1€ 85,60%; va cuoi cung la trang thict bi de s dung, voi ty I 84,78%.
Ty 1€ hai long veé tiép can dich vu noi chung la 86,48% - cao thir 2 trong s6 5 yéu to
dugc danh gia.

Biéu dd 39: Chi sé hai long chung ca nwéc vé tiép can dich vu nam 2019

100%
° 87.53% 88.01% 85.60% 84.78% 86.48%

80%

60%

40%

20%

0% T T T T 1
Trus® co bién  Noi ngéiN cho  Trang thiét bi Trang thiét bi dé& Tiép can dich vu
hiéu dé thay c6 du chd ngoi day du sir dung néi chung

Trong 63 tinh, chi s6 hai long vé tiép can dich vu cua tinh cao nhét 1a 95,76%,
tinh thap nhat 1 75,54% va gi4 tri trung vi 12 87,17% (Biéu db 40). Chi sb thip nhit va
gia tri trung vi vé yéu té tiép can dich vy cia nim 2019 ting khoang 10% madi chi s6
so vé6i nam 2018, chi sé cao nhit & mirc twong tw. Khoang cach chénh Iéch cua chi s6
hai 1ong vé tiép can dich vu giira tinh cao nhat va tinh thap nhat 1a khoang 20% ( nim
2018 khoang 30% va 2017 khoang 50%). Cac chi sé hai 16ng thanh phan vé tiép can
dich vu giira tinh cao nhat, tinh thdp nhat va gia tri trung vi ciing c6 su cach biét tuong
tur nhu chi s6 hai long vé tiép can dich vu néi chung.

Biéu do 40: Chi sb hai long cao nhat, thap nhat, trung vi
ve tiep can dich vu nam 2019

0,
100% T 9504% W 9501% W 9560% ' 96.22% ' 95.76%
80% ® 58.52% : 88.26% @ 86.04% @ g5.44% @ 87.17%
W 75.00% 76.66% W 7587%  t 130405 W 75.54%
60% ¥ Chi s6 cao
nhat
40% W Chi s6 thip
nhat
20% ® Gi4 tri
trung vi
0% . . : . .
Tru s& dé thdy Noi ngf)i cl}é da Trang thiétbi Trangthiétbi dé Tiép can dich
cho ngoi day du st dung vu ndi chung
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Cac co quan nha nudc phan theo cap hanh chinh, theo linh vyc dich vu c6 cac
chi sé hai 1ong vé tiép can dich vu khac biét khong dang ké gitra cac nhom (Bleu d6
41). Céc co quan hanh chinh cap tinh, cip huyén va cip x4 trong ca nudc c6 chi s6 hai
long vé tiép can dich vu nam trong khoang 86,56 - 88,73% (nam 2018 1a 80,10 -
81,79%), trong d6 co quan hanh chinh cép huyén cao nhét va Cép x4 thap nhat (nim
2018, co quan hanh chinh cap tinh cao nhait va Cap huyén thap nhat). Cac co quan hanh
chinh thu¢c 16 linh vuc dich vu duge dénh gia (g6m linh vuc lao dong va tu phap cap
x4, linh virc tu phap cap tinh, linh vuc kinh doanh, linh vuc néng nghiép va phat trién
ndng thén, linh vuc vin héa, thé thao du lich, linh vuc giao théng, van tai, linh vuc xay
dung, quan ly du an, linh vuc dat dai, méi trudng) c6 chi sé hai 16ng vé tiép can dich
vu nam trong khoang 85,62 - 90,99% (nim 2018 1a 80,03 - 84,30%), trong d6 c4c co
quan hanh chinh thudc linh virc vin hoa, thé thao dat chi sé cao nhat va cac co quan
hanh chinh thudc linh vuc dat dai, moi truong dat chi s6 thap nhat (nam 2018 linh vuc
giao thong, van tai cao nhat).

Biéu dd 41: Chi sé hai Idng ca nwéc, cac cap, c4c linh vuc
ve tieép can dich vu ndéi chung nam 2019

Ca nuéc % 86.48%
Cap tinh 87.05%
Cap huyén | | | | 88.73%
Cdp x | | | | 86.56%
Linh vic tw phap, lao dong (cap xa) _ 36.56%
Linh v ly lich tw phap, tro giup.. 88.56%
Linh viec kinh doanh 88.73%
Linh viec ndng nghiép, phat trién nong... 88.36%
Linh virc van héa, thé thao, du lich 90.99%
Linh v giao thong van tai 90.76%
Linh vure xay dung, quan ly dy an 87.72%
Linh vuc dat dai, méi trudrng 85 629%
0% 20% 40% 60% 80% 100%

Cac chi s6 hai long thanh phan vé tiép can dich vu cta cdc nhém co quan hanh
chinh néi trén ciing c6 sy chénh léch khong dang ké (Biéu dd 42, 43, 44, 45). Cac co
quan hanh chinh cap huyén thuong cé chi sé thanh phan vé tiép can dich vy cao nhat
va cap tinh thap nhat (ndm 2018, c4p tinh thuong cao nhat va cac co quan hanh chinh
cap huyén thap nhat). Trong s6 cac co quan hanh chinh thugc 16 linh vuc dich vy, cac
co quan hanh chinh thudc linh vuc van héa, thé thao c6 cac chi s6 hai long cao nhat va
linh vuc dat dai, moi truong thap nhat (nam 2018, linh vuc giao théng, van tai cd cac
chi s6 cao nhat).
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Biéu a6 42: Chi sé hai long ca nwéc, c4c cap, cac linh vuc

Vé tru sé ¢é co’ quan c6 bién hiéu hwéng din rd rang, dé thiy nim 2019

Ca nuoc % 87.53%
Cap tinh 87.86%
Cép huyén | | | | 89.38%
Cap x3 | | | | 88.18%
Linh vuc tw phap, lao déng (cap xa) | 88.18%
Linh vie ly lich tw phap, tro giuap.. 89.84%
Linh vuc kinh doanh 89.38%
Linh vuc ndng nghiép, phat trién nong... 90.00%
Linh vic van héa, thé thao, du lich 91.94%
Linh vue giao thdng van tai 91.31%
Linh vuc xay dung, quan ly dy an 88.92%
Linh vuc dat dai, méi truorng 86.179
0% 20% 40% 60% 80% 100%

Biéu d6 43: Chi sé hai long ca nudrc, c4c cip, cac linh vuc
Ve tru sé co quan c¢o da cho ngoi cho NDTC nam 2019

Ca nuéc
Cap tinh
C3p huyén
Cap x3
Linh vc tw phap, lao dong (cip xa)
Linh vic ly lich tw phap, tro’ giup.
Linh viec kinh doanh
Linh vic ndng nghiép, phat trién nong..
Linh vwe van hoa, thé thao, du lich
Linh virc giao thong van tai
Linh vue xay dung, quan ly dy an

Linh vuc dat dai, méi trudng

%
3%
%
%

0% 20% 40% 60% 80%

88.01
83.80
| | | |
90.1
| | | |
88.32
83.32
. 89.5¢
90.1
. 89.7
92.
91.
89.55
87.63

10

0%
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Biéu do 44: Chi s6 hai long ci nwéc, cac cap, cac linh vyc
ve trang thiet bi phuc vu NDTC day dia nam 2019

Ca nuoc % 85.60%
Cap tinh 86.61%
Cap huyén | | | | 87.38%
Cép x3 | | | 85.37%
Linh vwc tw phap, lao déng (cap x&) | 85.37%
Linh viec ly lich tw phap, trg’ giup.. 87.95%
Linh vie kinh doanh 87.38%
Linh viec ndng nghiép, phat trién nong... 86.269
Linh vwe van hda, thé thao, du lich 90.68%
Linh vyc giao théng van tai 90.95%
Linh vire xay dung, quan ly dy an 86.62%
Linh vuc dat dai, méi trwdng 85.28%
0:% 2(;% 4CI)% 60% 80% 100%

Biéu dé 45: Chi s6 hai long ci nwéc, cac cAp, cac linh vuc
ve trang thiet bi phuc vu NDTC de sir dung nam 2019

Ca nuoc % 84.78%
Cap tinh 84.92%
C3p huyén | | | 86.54%
Cap x3 | | | 84.37%
Linh vue tw phap, lao ddng (cap xa) | 84.37%
Linh viee ly lich tw phap, tro giap.. 87.56%
Linh vuc kinh doanh 86.54%
Linh vuc ndng nghiép, phat trién nong... 84.11%
Linh vwe van hoa, thé thao, du lich 89.21%
Linh vuc giao théng van tai 89.11%
Linh vire xay dung, quan ly dy an 85.80%
Linh vuc dat dai, méi truorng 83.40%
0:% 2(I)% 4(;% 6('I)% 8(I)% 100%

Su hai long cua NDTC Ve tiép can dich vu nam 2019 ting gan 6% so Vi nam
2018, va gan 10% so véi nam 2017 (Biéu db 46). Trong sb cac chi s hai long thanh
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phan vé tiép can dich vu, chi sé hai 16ng vé trang thiét bi d& sir dung cling c6 mtc ting
tuong tu, tuy nhién cac chi so hai long thanh phan khac tang thap hon.
Biéu d0 46: So sanh chi sé hai 1ong ca nwéc vé tiép can dich vu
nam 2019 véi 2018, 2017

100% - -
87.53% 88.01%g6.569%

32 369870043 31% 84.78%
0.31% P

_21.61%

80% -

60% -

40% -

20% -

0% -

Tru s& c6 bién Tru s cé du Trang thiét bi Trang thiét bi Trang thiétbi Tiép can dich

hiéu d& thdy chd ngdicho  phuc vy phuc vu  phyc vy NDTC vu néi chung
NDTC  NDTC ddy di NDTChién  d& st dung
dai

Trong 30 5 yeu t6 cua qua trinh dich vu cong (gom yeu to tiép can dich vu, yeu
t6 TTHC, yeu t6 cong chuc, yéu to két qua va yeu t6 tiép nhan, xir ly y kién
GYPAKN), yéu t6 tiép can dich vu c6 chi sé hai 1ong & mic giira - cao tha 3 (nim
2018 cao tht 4). Cac co quan hanh chinh nha nuéc ¢ dia phuong dang quan tm nhiéu
hon dén diéu kién tru so, trang thiét bi phuc vu NDTC nham dam bao gitp NDTC
thoai mai, d& dang, nhanh chéng trong qué trinh giai quyét cong viéc.

2. Chi s6 hai long vé TTHC

Nhu cac nam trude, SIPAS 2019 tap trung dénh gia viéc cung ung dich vu cong
cua chinh quyeén dia phuong ma khong danh gia viéc quy dinh TTHC caa Chinh phu
va cac Bo, nganh.

85,99% s6 NDTC duogc hoi hai 1ong vé viéc quy dinh TTHC duoc niém yét
cong khai dé thay; 86,16% hai long vé TTHC duoc niém yét cong khai day du;
88,00% hai long vé viéc nop thanh phan ho so dung quy dinh; 86,80% hai 1ong vé nop
phi/lé phi dung quy dinh va 85,73% hai 10ng vé thoi han giai quyét cong viéc (Biéu do
47). Chi s hai 1ong vé TTHC noi chung nam 2019 1a 86,54%.
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Biéu a6 47: Chi sé hai long vé TTHC nim 2019

100%

85.99% 86.16% 88.00% 86.80% 85.73% 86.54%

80%

60%

40%

20%

O% T T T T T 1
Niémyét cong Niém yét cong Thanh phan hoPhi/lé phi ding Thoi han gidi  Viéc gidi quyét
khai dé thay khai chinh day so dung quy quy dinh quyét ding TTHCnéi chung
da dinh quy dinh

Trong s6 63 tinh (Biéu d6 48), chi sb hai 1dng v&é TTHC néi chung caa tinh cao
nhat 12 96,10%, chi sb cua tinh thap nhat 1a 76,13% va gia tri trung vi 1a 87,39% (cé4c
chi s nay tiang khoang 1% so voi 2018). Chi s6 hai long vé TTHC cua tinh cao nhat
va tinh thap nhat chénh léch khoang 20% (nam 2018 1a 23%, 2017 12 40%). 5 noi dung
dugc danh gia cua yéu té TTHC ciing ¢ cac chi s6 hai 10ng cao nhét, thip nhat va gia
trj trung vi rat trong dong.

Biéu d6 48: Chi s6 hai 1ong cao nhat, thip nhét, trung vi vé TTHC niam 2019

0,

100% W 95.60% 96.91% W 96.38% W 96.07% W 9553% T 96.10%
® s6.73% # 86.00% @ 88.47% 87.77% @ 86.73% @ 87.39%
800 | I

% W 75.22% W 74.22% 76.96% 76.08% W 74.04% 76.13%

. ™ Chisé
60% cao nhat
40% W Chisd

thap

o nhat
20% ® Gia tri

trungvi
O% T T T T T 1
Niém yét cong Niém yéjt cong Thanh phdn  Phi/léphi  Thoi han gidi Viécgiai quyét
khai d& thdy  khaiday di  ho so dung dung quy dinh quyét ding TTHC néi chung
quy dinh quy dinh

So sanh chi s6 hai l1ong vé TTHC nam 2019 giita cdc nhém co quan phan theo
cap hanh chinh va phan theo linh vuc dich vy (Biéu d6 49) cho thay su chénh léch
giita cac nhom khdng nhiéu. Cac co quan thudc 3 cap hanh chinh cé chi sé hai 1ong vé
TTHC nam trong khoang 86,32 - 88,19% (nam 2018 14 85,11 - 87,18%), trong d6 céac
co quan cap huyén co chi s6 cao nhat va cap tinh ¢ chi s6 thap nhat (nim 2018, cap
X& ¢6 chi s6 cao nhat va cac co quan cap huyén c6 chi sb thap nhat). Cac co quan hanh
chinh thudc 16 linh vuc dich vu ¢d chi s6 hai long vé TTHC nam trong khoang 84,75 -
90,58% (nam 2018 1a 84,53 - 89,43%), trong d6 cac co quan hanh chinh thudc linh
vuc giao thdng, van tai ¢ chi s cao nhit va cac co quan hanh chinh thudc linh vuc
dat dai, moi truong cd chi sé thap nhat (twong tu nam 2018).
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Biéu d0 49: Chi s6 hai 1ong ca nwéc, cac cip, cac linh vuc
vé TTHC ndi chung nam 2019

Ca nuéc % 86.54%
Cap tinh 86.329
C4p huyén | | | | 88.19%
C3p x3 | | | | 87.39%
Linh vwc tw phap, lao déng (cap x&) | 87.39%
Linh vwe ly lich tw phap, tro giup.. 88.33%
Linh vyc kinh doanh 88.19%
Linh viec ndng nghiép, phat trién néng... 88.04%
Linh vie van hda, thé thao, du lich 88.72%
Linh vuc giao thong van tai 90.58%
Linh vuc xay dwng, quan ly du an 87.15%
Linh vc dat dai, méi trwong 84.75%
0:% 2(;% 4(;% 6(I)% 8(;% 100%

5 chi s6 hai long thanh phan vé TTHC cua cac co quan hanh chinh thudc 3 cip
va 16 linh vuc dich vu ciing & c&c muc tuong tu va c6 sy chénh léch khong dang ké
gitta cac muc (Biéu dd 50, 51, 52, 53, 54). Trong 3 nhom co quan phén theo cAp, cac
co quan hanh chinh cip huyén c6 céc chi s6 hai 10ng thanh phan cao nhét va co quan
hanh chinh cp tinh thdp nhat (nim 2018, cap xa cao nhat va cip huyén thip nhat).
Trong sb c4c co quan hanh chinh phén theo linh vuc dich vu, cic co quan hanh chinh
thudc linh virc giao théng,van tai c6 cac chi sé cao nhit va co quan hanh chinh thudc
linh vuc dit dai, méi trudng c6 cac chi sb thap nhit (twrong tu 2018).
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Biéu d6 50: Chi s6 hai long ci nwéc, cac cap, cac linh vyc
ve TTHC dwgc niém yet cong khai dé thay nam 2019

Ca nuéc
Cap tinh
Cap huyén
Cap xa

Linh vuc tw phap, lao déng (cap xa)

Linh viee ly lich tw phap, tro giap..

Linh vie kinh doanh

Linh vuc ndng nghiép, phat trién nong...

Linh virc van hoa, thé thao, du lich
Linh vyrc giao théng van tai
Linh vure xay dung, quan ly dy an

Linh vwc dat dai, méi trwéerng

% 85.99%

85.65%
| | | |

87.239

86.939

86.939

88.24

87.239

86.73Y

86.219

89.7

85.16%

84.54%
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Biéu d6 51: Chi sé hai long ca nwérc, c4c cip, cac linh vuc

vé TTHC dwoc

niém yét cong khai day dia nim 2019

Ca nuwéc
Cap tinh
Cap huyén
Cap x3

Linh vc tw phap, lao dong (cap xa)

Linh v ly lich tw phap, tre’ gidp..

Linh vwe kinh doanh

Linh vire ndng nghiép, phat trién ndng...

Linh vie van héa, thé thao, du lich
Linh v giao thdng van tai
Linh vuc xay dung, quan ly dy an

Linh vuc dat dai, méi trudng

% 26.165
|

| | | 85.75%

87.76

87.139

87.139

87.499

87.76

87.48

87.189

89.7

85.61%

84.53%

6%
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Biéu @6 52: Chi sé hai long ca nwéc, c4c cap, cac linh vuc
ve thanh phan ho so phai ngp 1a dung quy dinh nam 2019

Ca nuée % 85.000¢

Cap tinh 88.02%

Cép huyén | | | | 89.62%

Cép xa | | | | 88.66%

Linh vuc tw phap, lao déng (cap xa) | 88.66%

Linh vie ly lich tw phap, tro giap.. 88.81%
Linh vye kinh doanh 89.62%

Linh virc ndng nghiép, phat trién nong... 89.99%
Linh vwe van hoa, thé thao, du lich 90.29%
Linh vyec giao théng van tai 91.91%

Linh vic xay dung, quan ly du én 88.41%

Linh vuc dat dai, méi truérng 86.71%
0:% ZCI)% 4(;% 6(;% 8(;% 100%

Biéu dd 53: Chi s6 hai long ca nuéc, cac cap, cac linh vuc
ve phi/l¢ phi phai ngp la dung quy dinh nam 2019

Ca nwée % 86.50%

Cap tinh 87.16%

Cap huyén | | | | 87.91%

Cap xa | | | | 87.39%

Linh vuc tw phap, lao ddng (cép xa) | 87.39%
Linh vy ly lich tw phap, trg’ gidp.. 89.18%

Linh vue kinh doanh 87.91%

Linh vuc ndng nghiép, phat trién ndng... 87.38%
Linh vwc van hda, thé thao, du lich 89.81%
Linh vyc giao théng van tai 90.42%

Linh vuc xay dung, quan ly dy an 88.98%

Linh vc dat dai, méi trudng 85.75%

0% 20% 40% 60% 80% 100%
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Biéu @b 54: Chi sé hai Idng ca nwéc, cac cap, cac linh vuc
ve thai han giai quyet cong viéc Ia dung quy dinh nam 2019

Ca nuoc % 85.73%
C4p tinh 85.00%
Cap huyén | | | | 88.42%
Cép xa | | | | 86.83%
Linh vuc tw phap, lao déng (cap xa) | 86.83%
Linh veee ly lich tw phap, tro giup.. 87.95%
Linh vue kinh doanh 88.42%
Linh vuc ndng nghiép, phat trién nong... 88.60%
Linh vwc van hoda, thé thao, du lich 90.10%
Linh vire giao thong van tai 91.02%
Linh vic xay dwng, quan ly dy an 87.58%
Linh vuc dat dai, méi trudng 82.22%
0% 20% 40% 60% 80% 100%

So sanh chi sé hai long vé TTHC nam 2019 véi 2018 va 2017 (Biéu d6 55) cho
thdy chi sb hai 1ong vé TTHC n6i chung va cac chi sé hai long thanh phan nim 2019
taing khoang 1% so voi 2018 va khoang 2% so véi 2017. Céc chi sb hai 1ong thanh
phan vé TTHC ciing c6 muc ting twong dong qua cac niam.
Biéu dé 55: So sanh chi s6 hai 16ng chung c& nwéc
vé TTHC niam 2019 véi 2018, 2017

m2019 m2018 w2017

: 86.32% o S030% g5 73% 2%
o : 86.46% 9 :
85.99%  86.16% __8504% 3.94% 2 07% 34,4%9% 431%
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0%

Niém yét Niém yét Niémyét Thanh phan Phi/llé phi  Thoi han TTHC néi
cong khaidé cong khai  congkhai hoso dung dangquy  giai quyet chung
thay daydi  chinhchinh  quy dinh dinh dung quy
Xac dinh

~ Tuong tu cac nam truéc, TTHC dat dugc mue do hai long cao thir 2 trong 56’5
yéu to co ban cua qué trinh cung ng dich vu c6ng dugc danh gia nam 2019 (gom yeu
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to tiép can dich vy, yéu td TTHC, yéu t6 cong chirc, yeu to két qua va yéu to tiép nhan,
xu ly y kien GYPAKN).

3. Chi s6 hai long vé cong chirc

Qua két qua SIPAS 2019, c6 thé thidy NDTC kha hai long véi cac cong chuc
tryc tiép giai quyét cong viéc cho ho (Biéu d6 56). 7 ndi dung danh gia cong chirc
nhan duoc muac do hai long tir 84,75 - 86,72% (nam 2018 1a 84,35 - 86,57%). Cu thé
13, 86,72% s6 NDTC duoc hoi hai long vé& cong chirc c6 thai do giao tiép lich su;
85,08% hai long vé cong chac chd y lang nghe; 85,50% hai long vé cong chic tra 1o,
giai thich day du; 85,79% hai long vé cong chirc hudng dan ké khai hd so dé& hiéu;
84,75% hai long vé cdng chirc huéng dan ké khai h so 1 1an la ¢6 the hoan thign ho
50, 86,64% hai long ve cong chuc tuan thu ding quy dinh trong khi giai quyet cong
viéc va 84,86% hai 1ong vé cong chuc tan tinh gidp d&. Chi s hai long vé cong chirc
noi chung la 85,62%.

Biéu a6 56: Chi sé hai long vé cong chirc nim 2019
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Trong 63 tinh, tinh c6 chi sb hai long vé cdng chtic ndi chung (Biéu db 57) cao
nhat 12 94,94% va thap nhit 1 73,49% va gié trj trung vi 1a 85,91% (nam 2018 la
97,61% va 71,29%). Khoang cach chénh léch cua chi s6 hai l1ong vé cong chuc giira
tinh cao nhat va tinh thap nhat la khoang 21% (nam 2018 1a 26%, 2017 1a 40%). 7 chi
s6 hai 1ong thanh phan vé céng chiic ¢c6 muc cao nhat, thap nhat va su cach biét gitra
cac muc ciing kha twong déng vai chi sé hai long vé cong chirc néi chung.
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Biéu d657: Chi sb hai long cao nhat, thiap nhat, trung vi vé cong chire nim 2019
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° ™ 95.59% 95.53% " 96.69%m 94.76%T 95.83%W 94.53%W 93.76%™ 94.94%
s ‘ 87.03%Q) 85.0694 85.639%8) 85.80%@) 85.18%9 87. 22/‘ 85.2098 85.91%
(]
W 75, 09%my 72,8298 72.399M 74, 04%.k 091%™ 73. 87%m 71 78%i 73.49%
60% ™ Chi sé
. )
cao nhat
40% W Chisd
thap
20% nhat
® Gia tri
- trungvi
(s] T T T T T T T 1
Cothéidd Chuykingrghe Tralbigdi  Huongdln HudngdBn1 Tuanthi  Tantirhgidp Congchtendi
giaotiéplich thichddydl hdsodhiéu Bnlacothé dingquydnh & chung
s hoanthienhd
SO

Chi sb hai 1dng vé& cong chic cua cac co quan thudc 3 cap hanh chinh (Biéu db
58) nam trong khoang 85,30 - 86,71% ( ndm 2018 la 83,99 - 86,21%). Céc co quan
Cap x4 c6 chi sb hai long vé cong chuc cao nhét va cac co quan Cap tinh ¢6 chi s6 thap
nhat (nim 2018, cap huyén c6 chi sé thip nhat). Chi sb hai ldng vé cdng chirc caa céc
co quan thudc 16 linh vyc dich vu nam trong khoang 83,82 - 88,29% (nam 2018 1a
81,52 - 86,76%). Cac co quan thudc linh vuc giao thdng, van tai ¢é chi sé hai 1dng cao
nhat va co quan thudc linh vuc dat dai, méi truong c6 chi sé thap nhat (nam 2018, linh
vuc ndng nghiép, phat trién ndng thén cd chi sé hai long vé cdng chic cao nhat).

Biéu d658: Chi s6 hai Iong ca nudc, cac Cap, cac Enh vuc vé cong chiic nim 2019

Ca nube % 85.62%
Cép tinh 85.30%
Cap huyén | | | 86.519
Cip xa | | | 86.71%
Linh vuc tw phap, lao ddng (cép xa) | 86.71%
Linh vyce ly lich tw phap, tre’ gitp.. 87.33%
Linh vuc kinh doanh 86.519
Linh viec ndng nghiép, phat trién néng... 87.66%
Linh vwe van hoa, thé thao, du lich 88.28%
Linh vuc giao thong van tai 88.29%
Linh vire xay dung, quan ly dy an 86.01%
Linh vwc dat dai, moi trwong 83.82%
0% 20% 40% 60% 80% 100%

Bay chi s6 hai long thanh phan vé cong chiic ciia cac co quan thudc 3 cap hanh
chinh, 16 linh vyc dich vu cling & cAc muc tuong duong véi chi so hai long vé cong
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chtc néi chung (Biéu db 59, 60, 61, 62, 63, 64, 65). Trong 3 cap hanh chinh, cac co
quan cap xa ludn c6 chi sb hai l1ong thanh phan vé cong chirc cao nhat; cac co quan cap
huyén c6 chi s thap nhat. Trong sé 16 linh vuc dich vu, cac co quan thudc linh vuc
giao thdng, van tai va linh vuc vin hoéa, thé thao chia nhau cac vi tri cao nhit va cic co
quan thudc linh vuc thudc finh vie dat dai, méi truong thap nhat (twong tir 2018).

Biéu dd 59: Chi s6 hai long ca nwéc, cac cip, cac linh vuc vé
cong chirc giao tiep lich sw nam 2019

Ca nuée % 86.72%
Cép tinh 86.97%
Cap huyén | | | | 86.92%
Cap x3 | | | | 87.88%
Linh vuc tw phap, lao déng (cap xa) | 87.88%
Linh vy ly lich tw phap, trg’ giup.. 88.05%
Linh vuc kinh doanh 86.92%
Linh vire ndng nghiép, phat trién nong... 88.60%
Linh vwe van hoa, thé thao, du lich 90.10%
Linh virc giao thong van tai 88.46%
Linh vuc xay dung, quan ly dy an 87.96%
Linh vuc dat dai, méi trudng 85.84%
0% 20% 40% 60% 80% 100%
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Biéu d@d 60: Chi s hai long ca nwéc, cac cip, cac linh vuc vé
céng charc chu y lang nghe nam 2019

ca nusc % 85.08%
Cap tinh 84.99%
Cap huyén | | | | 85.14%
Cap x3 | | | 86.229
Linh vc tw phap, lao dong (cap xa) | 86.229
Linh viee ly lich tw phap, tro giap.. 86.369
Linh vie kinh doanh 85.14%
Linh vuc ndng nghiép, phat trién nong... 86.73%
Linh vwc van hda, thé thao, du lich 87.57%
Linh vire giao thong van tai 88.04%
Linh vuc xay dung, quan ly dy an 85.92%
Linh vuc dat dai, méi trudrng 83.64%
0:% ZCI)% 4(;)% 6(;% 8(3% 100%

Biéu d6 61: Chi sé hai long ca nwdérc, cac cip, cac linh vuc
ve cOng chirc tra loi, gidi thich day du nam 2019

Ca nuoc %
|

Cap tinh | | |

Cap huyén

Cap xa

Linh vuc tw phap, lao déng (cap xa)
Linh v ly lich tw phap, tro’ gidp..
Linh viec kinh doanh
Linh vic ndng nghiép, phat trién nong...
Linh vwe van hoa, thé thao, du lich
Linh vue giao thong van tai
Linh vire xay dung, quan ly dy an

Linh vc dat dai, méi trudng

85.50%

85.49%

86.279
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Biéu d0 62: Chi s6 hai 1ong ca nwéc, cac cap, cac linh vuc
ve cOng chirec hwong dan ké khai ho sor dé hieu nam 2019

ca nuée % 85.79%

Cap tinh 85.48%

Cap huyén | | | 86.65%

Cap x3 | | | 86.75%

Linh vuc tw phap, lao déng (cap xa) | 86.75%
Linh vic ly lich tw phap, tro giap.. 87.49%
Linh vue kinh doanh 86.65%
Linh vic ndng nghiép, phat trién nong... 87.94%
Linh vwc van héa, thé thao, du lich 88.45%
Linh v giao thdng van tai 87.75%

Linh vuc xay dung, quan ly dy an 85.99%

Linh vwc dat dai, méi trudng 84.16%
0:% Z(I)% 4('.;% 6(;% 8(;% 100%

Biéu do 63: Chi s6 hai long ca nuéc, cac cAp, cdc linh vic vé cong chire huéng
dan ké khai hé 01 lan 1a NDTC c6 thé hoan thién ho so nim 2019

Ca nuse % 84.75%
Cép tinh 83.79%
Cap huyén | | | 86.369
Cap xa | | | | 85.75%
Linh vuc tw phap, lao ddng (cép xa) | 85.75%
Linh viee ly lich tw phap, tro giap.. 86.74%
Linh vue kinh doanh 86.369
Linh viec ndng nghiép, phat trién néng... 85.33%
Linh vwe van hoa, thé thao, du lich 86.50%
Linh vire giao thdng van tai 88.28%
Linh vic xay dung, quan ly du én 84.39%
Linh v dat dai, méi trudng 82.11%
0:% Z(I)% 4('.;% 6(;% 8(;% 100%
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Biéu dd 64: Chi sé hai long chung ca nwéc, cac cép, cac linh vuc
ve cong chire hudng giai quyet cong viéc ding quy dinh nam 2019

ca nuoe % 86.64%
Cap tinh 86.289
Cap huyén | | | 88.07%
Cap x3 | | | | 87.78%
Linh vic tw phap, lao dong (cap xa) | 87.78%
Linh vire ly lich tw phap, tro giap.. 89.27%
Linh vwe kinh doanh 88.07%
Linh vuc ndng nghiép, phat trién nong... 89.53%
Linh vwc van hoéa, thé thao, du lich 90.68%
Linh vire giao thong van tai 89.89%
Linh vuc xay dung, quan ly dy an 87.20%
Linh vwc dat dai, méi trudng 84.30%
0:% Z(I)% 4('.;% 6(;% 8(;% 100%

Biéu dd 65: Chi sé hai long chung ca nwéc, cac cép, cac linh vuc
veé cOng chirc tan tinh giup dé nim 2019

Ca nue % 84.86%
Cap tinh 84.11%
Cap huyén | | | 86.169
Cép x3 | | | 86.03%
Linh vuc tw phap, lao dong (cép xa) | 86.03%
Linh viec ly lich tw phap, tro giup.. 85.98%
Linh viee kinh doanh 86.169
Linh vuc ndng nghiép, phat trién nong... 87.57%
Linh vwe van hoa, thé thao, du lich 86.89%
Linh vuc giao thong van tai 86.97%
Linh vire xay dung, quan ly dy an 84.27%
Linh vuc dat dai, méi trudng 82.66%
0:% 2(I)% 4(I)% 6('I)% 8('I)% 100%
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~ Chi s6 hai 1ong vé cong chirc n6i chung nam 2019 tang 0,5% s0 v4i ndm 2018
va gan 4% so véi nam 2017 (Biéu d6 66). Cac chi so hai long thanh phén ting hoac
giam gan 1% so véi nam 2018 va tang 3 - 4% so v&i nam 2017.

Biéu 66: So sanh chi sb hai 1ong vé cong chic nam 2019 véi 2018, 2017

m2019 ®m2018 w2017
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8537% 9 _ 5 .
509 82.80% %6 3% ., mEitt S6% 2 B2 81204 159 gou-86%
- N

60% - —

40% - —

20% -

0% -
Co thai dé chay lang Tra 10, giai Huwéng Hwéng  Tuéntha Téntinh  Congchirc
giao tiép nghe thich day dan hd so dan hd so dang quy giupd& néichung

lich sw dua dé hiéu 11an dinh

Trong 5 yeu t6 co ban cua qua trinh dich vy cong ndm 2019 (gom yéu t tiép
can dich vu, yéu té TTHC, yéu tb cong chtrc, yéu t6 két qua va yéu tb tiép nhan, xu ly
y kién GYPAKN), cong chiic 1a yéu td nhan dugc sy hai 1ong cao thir 4 (nam 2018
dang thir 3).

4. Chi s6 hai 1ong vé két qua dich vu

Cac noi dung danh gia vé két qua dich vu cong nhan duoc sy hai 1ong 16n caa
NDTC (Biéu d6 67). 88,32% s6 nguoi dugc hoi hai 1ong vé két qua pha hop véi quy
dinh; 88,87% hai 1ong vé két qua c6 thong tin day du, 89,00% hai long vé két qua c6
thong tin chinh xac va 88,06% hai 1ong vé két qua dam bao tinh céng bang. Chi s6 hai
long vé két qua dich vu cdng néi chung 1a 88,56%.

Biéu dd 67: Chi s6 hai 1ong vé két qua dich vu nim 2019

0,
100% 88.32% 88.87% 89.00% 88.06% 88.56%
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Két qua ding  Két qua co thong K&t qua c6 thong Két qua dam béo Két qua dich vy
quy dinh tin day dua tinchinhxdc  tinh cdng bang néi chung

So sénh chi s6 hai long ve két qua dich vu cong cia 63 tinh (Biéu do 68), két
qua cho thay chi s6 hai 1ong ve ket qua cung ung dich vu cdng cua tinh cao nhat la
97,73% va tinh thap nhat 1a 76,68% (nam 2018 1a 99,16%, 73,87%). Su cach biét gitra
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chi s6 cua tinh cao nhat va thap nhat 1a 24% (nam 2018 1a 26%, 2017 Ia 31%). Céc chi
so hai long thanh phan vé ket qua cua 63 tinh cling phan anh mac cao nhat, thap nhat
va su chénh léch tuong tu nhu chi s6 hai long chung

Biéu d0 68: Chi s6 hai 1ong cao nhét, thip nhit, trung vi vé két qua dich vu nim 2019
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Céc co quan thudc 3 cap hanh chinh c6 chi s6 hai long vé két qua dich vu cong
néi chung (Biéu d6 69) nam trong khoang 88.17 - 90,63% (ndm 2018 la 86,65 -
89,22%), trong do, cac co quan cap huyén c6 chi s6 hai long vé ket qua cao nhat va
cac co quan cap tinh co chi s6 thap nhat (nam 2018, céc co quan cap x4 c6 chi sb cao
nhit va cac co quan cip huyén co chi sé thap nhat). Cac co quan thudc 16 linh vuc
dich vu c6 chi sé hai 1ong vé két qua dich vu nam trong khoang 86.35 - 92,31% (nim
2018 la 85,25 - 91,33%), trong d6 cac co quan thudc linh vuc van hoa, thé thao dat chi
sb cao nhat va co quan thudc linh virc dat dai, méi truong dat chi sé thip nhat (nim
2018 lan luot 1 co quan thude linh vuc ndng nghiép, phét trién noéng thon va co quan
thudc linh vire dat dai, moi truong).

Biéu d6 69: Chi s hai 1ong chung c nudc, cic cip, linh vire vé két qua dich vu nim 2019

Ca nuoc % 88.56%
Cap tinh 88.17%
Cép huyén | | | 90.63%
Cap x3 | | | | 89.06%
Linh vuc tw phap, lao ddng (cap xa) | 89.06%
Linh vwe ly lich tw phap, tre giup phap ly 90.18%
Linh vue kinh doanh 90.63%
Linh vuc ndng nghiép, phat trién ndng thén 91.41%
Linh vwe van hoa, thé thao, du lich 92/31%
Linh vyc giao théng van tai 89.33%
Linh vuc xay dung, quan ly dy an 87.68%
Linh vuc dat dai, méi trudrng 86.35%
0% 20% 40% 60% 80% 100%
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Bén chi sb hai 1ong thanh phan vé két qua dich vu céng cua cac co quan thudc 3
cap hanh chinh, 16 linh vuc dich vu ciing & cac mirc twong ng Vi chi s6 hai long vé
két qua dich vu ndi chung (Biéu d6 70, 71, 72, 73). Trong 3 cap hanh chinh, cac co
quan cap huyén ludn c6 céc chi so cao nhat va cic co quan cap tinh thap nhat (nim
2018, cap x4 cao nhat va cip huyén thap nhat). Trong s6 16 linh vuc dich vy, cac co
quan thudc linh vuc giao théng, van tai c6 cac chi s6 cao nhat va cac co quan thudc
linh vyc dat dai, moi trudng cd chi s thap nhat (ndm 2018, cac co quan thudc linh vyc
ndng nghiép, néng thén hau nhu c6 cac chi sé cao nhat).

Biéu do 70: Chi sb hai long ci nuéc, cac cap, cac linh vuc
ve ket qua diang quy dinh nam 2019

Ca nuéc % 88.320%

Cép tinh 87.67%

C4p huyén | | | 89.82%

Cap x3 | | | | 88.72%

Linh vc tw phap, lao dong (cap xa) | 88.72%
Linh vy ly lich tw phap, trg’ gidp.. 90.02%
Linh vie kinh doanh 89.82%

Linh vire ndng nghiép, phat trién ndng... 90.28%
Linh vwc van hoda, thé thao, du lich 90.78%
Linh vuc giao théng van tai 91.61%

Linh vic xay dung, quan ly du én 89.68%

Linh vuc dat dai, méi truong 85.71%
0:% 2(;% 4(;% 6(';% SCI)% 100%
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Biéu d6 71: Chi s6 hai 1ong ca nwéc, cac cap, cac linh vuc
ve ket qua co6 thong tin day di nam 2019

Ca nwre % 88.87%

Cap tinh 88.76%
Cap huyén | | | | 90.42%
Cap x3 | | | | 89.31%
Linh vuc tw phap, lao ddng (cép xa) | 89.31%
Linh vucly Iigné’;g I;;,hép, tro giup 91.24%
Linh vwe kinh doanh 90.42%
Linh vuc ndng nghiép, phat trién ndng... 91.03%
Linh vwc van hoéa, thé thao, du lich 92/52%
Linh vire giao thong van tai 92.86%
Linh vuc xay dung, quan ly dy an 89.75%
Linh v dat dai, méi trudng 86.90%
0:% 2(;% 40I% 6(';% 8(;% 100%

Biéu do 72: Chi s6 hai long chung cé nwér, cAc cip, cac linh vyc
ve ket qua co thong tin chinh xac nam 2019

Ca nuée % 89.00%
Cap tinh 88.76%
Cap huyén | | | 90.69%
Cép xa | | | | 89.55%
Linh vc tw phap, lao dong (cap xa) | 89.55%
Linh vec ly lich tw phap, tro giup.. 90.68%
Linh vue kinh doanh 90.69%
Linh vuc ndng nghiép, phat trién nong... 91.50%
Linh vie van hoéa, thé thao, du lich 91.46%
Linh vire giao thong van tai 92[74%
Linh vyc xay dung, quan ly du én 89.94%
Linh vuc dat dai, méi trudng 87.03%
OI% ZCI)% 40% 60% 80% 100%
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Biéu dd 73: Chi s6 hai long chung ca nwéc, cac cép, cac linh vuc
ve két qua dam bao tinh cong bang nam 2019

Ca nuoe % 88060
Cap tinh 87.47%
Céap huyén | | | 89.80%
Cap x3 | | | | 88.66%
Linh vuc tw phap, lao déng (cap xa) | 88.66%
Linh v ly lich tw phap, tro giup.. 89.17%
Linh vuee kinh doanh 89.80%
Linh vue ndng nghiép, phat trién ndng... 89.72%
Linh vwc van hda, thé thao, du lich 90.87%
Linh vyc giao théng van tai 92.03%
Linh vuc xay dung, quan ly du an 87.96%
Linh vuc dat dai, méi trudng 85.74%
OI% Z(I)% 4(;% 6(;% 8(I)% 100%

So sanh cac chi s6 hai long vé két qua dich vu cong néi chung va cac chi s hai
long thanh phan nam 2019 véi ndm 2018, 2017 (Biéu do 74), ket qua cho thay tat ca
cac chi so hai long ndm 2019 tang khong dang ké so vei 2018, déu chua dén 1% va
tang gan 3% so vdi 2017.

Biéu dd 74: So sanh chi sé hai 1dng vé két qua dich vu nim 2019 véi 2018, 2017

m 2019 m2018 w2017
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dinh tin day da tin chinh xac tinh cdng bang chung

Két qua dich vu cong 1a yeu t6 c6 chi so hai long cao nhat trong 5 yeu t6 co ban
cua qua trlnh duoc danh gia trong khuén kho chi s6 SIPAS 2019 (gom yéu td tiép can
dich vu, yéu t6 TTHC, yéu té cong chuc, yéu té két qua va yéu td tiép nhan, xt ly y
kién GYPAKN).
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5. Chi s6 hai 1ong vé viéc tiép nhan, xir Iy ¥ kién gop ¥, phan anh, kién nghi

Céc chi s6 hai 16ng va chi s6 hai long thanh phan vé viéc tiép nhan, xir Iy ¥ kién
GYPAKN khéng cao (Biéu d6 75). Trong s6 nhitng NDTC duoc hoi da ting ¢6 v kién
GYPAKN, 74,76% hai Iong Vé Viéc co quan c6 bd tri hinh thic tiép nhan y klen
GYPAKN; 74,95% hai 1ong vé viéc dé dang thuc hién GYPAKN; 73,35% hai long vé
viéc co quan tiép nhan, xu Iy y kién GYPAKN mét cach tich cuc va 71, 59% hai Iong
Vé Viéc co quan thong bao két qua xir Iy y kién GYPAKN kip thoi. Chi s6 hai long vé
viéc tiép nhan, xtr Iy y kién GYPAKN n6i chung 1a 73,66%.

Biéu d 75 Chi s6 hai long chung cé nwéc vé viéc tiép nhan, xi ly
y kién GYPAKN nam 2019

100%

0,
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C6 bé tri hinh thircThue hién GYPAKN Tiép nhan, x&r ly Théng bdo két qua Tiép nhan, xr ly y

ti€p nhan GYPAKN dé dang GYPAKN tich cwc  x{& Iy GYPAKN kip kién GYPAKN néi
thoi chung

So sanh chi sé hai long vé viéc tiép nhan, xt ly y klen GYPAKN nam 2019 cua
63 tinh (Biéu db 76), co thé thiy cac chi s6 hai long vé viéc tiép nhan, xu 1y y kién
GYPAKN néi chung nam trong khoang 50,00% - 91,82%, vé&i gia tri trung vi la
74,04% (nim 2018 1a 40 - 100%). Su chénh léch vé chi b hai long vé viéc tiép nhan,
xu ly y kién GYPAKN giira tinh cao nhat, thip nhat 1a gan 42% (ndm 2018 13 56% va
2017 14 46%). 4 chi sb hai 16ng thanh phan vé viéc tiép nhan, xir ly y kién GYPAKN
cia 63 c6 cac muc thap nhat, cao nhat kha khac biét, vai cac muac chi s6 nam trong
khoang 45% - 97% (nam 2018 1a 39 - 100%) va su chénh léch giira tinh cao nhat voi
tinh thap nhat bién dong tir 42% - 54% (ndm 2018 14 55 - 60%).
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Biéu dd 76: Chi sb hai 1ong cao nhat, thap nhat, trung vi vé tiép nhan, xir 1y

GYPAKN nam 2019
100% 0
94.55% 94.55% 96.36% 90.48% 91.82%
80% 76.00% ¥ 76.00% O 9 | @
.00% | .00% 7467% @ 72.00% 74.04%
60% i ‘
52.00% L o mChish
4o l o W 45.71% 45.71% 20-00% - FEn 50 cao
(o] U H/0
0 W Chi s6 thap
20% nhat
0% T T T T 1 ® Gia tri
C6 b tri hinh Thuyc hién Tiép nhan, xr ly Thoéng bdo két Ti€p nhan, xt ly trung vi
thire ti€p nhan  GYPAKN dé& dang GYPAKN tich cwc  qua xtr Iy y ki€n GYPAKN
GYPAKN GYPAKN kip thoi ndi chung

Chi s6 hai long vé viéc tiép nhan, xir 1y y kién GYPAKN cua cac co quan hanh
chinh thudc 3 cap (Biéu dd 77) nam trong khoang 69,94 - 74,43% (ndm 2018 la 71,57
- 77,21%), trong d6 cdc co quan cap huyén c6 chi So cao nhat va cac O quan Cap tinh
thap nhat (ndm 2018, cap xa co chi sb cao nhat va cap huyén c6 chi 30 thap nhat). Cac
co quan thudc 16 linh vuc dich vu ¢6 cac chi sé hai long thanh phan nam trong khoang
65,27 - 80,30%, trong d6 cac co quan hanh chinh thuc linh vyc giao thong, van tai dat
chi s6 cao nht va cic co quan hanh chinh thudc linh vuc tro gidp phap ly, 1y lich tur
phap thap nhat (ndm 2018, cic co quan hanh chinh thudc linh viec néng nghiép, phét trién
ndng thdn cé chi s6 cao nhat va linh vuc xay dung, quan ly dy &n thap nhat).

Biéu d6 77: Chi s6 hai 1ong chung ca nudrc, c4c cip, cac linh vuc vé tiép nhan,
xw ly GYPAKN 2019

Ca nue * 7366%
Cap tinh 69.94%
Cap huyén | | | 74.43%
Cap xa | | | 72.13%
Linh vuc tw phap, lao ddng (cap xa) | 72.13%
Linh vyce ly lich tw phap, tro giup..
Linh vuc kinh doanh 1.43%
Linh vire ndng nghiép, phat trién ndng... 78.78%
Linh vie van hda, thé thao, du lich 5.57%
Linh viye giao thdng van tai 80.30%
Linh vure xay dung, quan ly dy an .69%
Linh vuc dat dai, méi trudrng 66.679
0% 20% 40% 60% 80% 100%
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4 chi s6 hai long thanh phan vé viéc tiép nhan, xir ly y kién GYPAKN cua cac
co quan hanh chinh thudc 3 cap, 16 linh vuc dich vu ciing & cdc mic va c6 sy chénh
léch tuong tu nhu chi s6 hai long vé viéc tiép nhan, xir ly y kién GYPAKN néi chung
(Biéu d6 78, 79, 80, 81). Cac co quan hanh chinh cip x4 lai tiép tuc cd céac chi sé cao
nhat va cac co quan hanh chinh cip huyén lai tiép tuc c6 céac chi s thap nhat trong sé
3 cap. Tuy nhién trong s6 16 linh vuc dich vy, cac co quan hanh chinh thudc linh vuc
ndng nghiép, phat trién ndng thén va cic co quan hanh chinh thugc linh vuc giao
thdng, van tai thay nhau cé chi s6 cao nhat, con cac co quan hanh chinh thugc linh vuc

dat dai, moi truong lai tiép tuc cd chi s thap nhat.

Biéu dd 78: Chi s6 hai long chung ca nwéc, cac cip, cac linh vuc Vé co quan c6 bd
tri hinh thirc tiep nhan GYPAKN niam 2019

Linh vuc tw phap, lao déng (cap xa)

Linh viee ly lich tw phap, tro giup..

Ca nuoc * 70.76%
C5p tinh 70.96%
CAap huyén | | 76.24%
Cap x3 | | 73.50%

.50%

(]

Linh viec kinh doanh 76.24%
Linh vuc ndng nghiép, phat trién nong... 77.31%
Linh vwe van hda, thé thao, du lich 78.20%
Linh vuc giao thong van tai 80.61%
Linh vire xay dung, quan ly dy an 1.86%
Linh vwc dat dai, moi trworng 67.39%
40% 60% 80% 100%
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Biéu do 79: Chi s6 hai long chung ca nuéc, cac cap, cac linh vuc
ve thuc hiégn GYPAKN de dang nam 2019

Ca nuoe * 7
Cap tinh 72.
Cap huyén | | | 73
Cip x3 | | | 72

Linh vuc tw phap, lao ddng (cép xa)

Linh v ly lich tw phap, tro giap..

Linh vwe kinh doanh

Linh virc ndng nghiép, phat trién nong...

Linh vwc van hda, thé thao, du lich
Linh vyec giao théng van tai
Linh vuc xay dung, quan ly dy an

Linh vuc dat dai, méi trudrng

72

73

69.18

1.95%

D8%

04%

69%

69%

04%

80.67%

5.94%

81.21%

.74%

%

0%

20%

40%

60% 80%

100%

Biéu do 80: Chi s6 hai long chung cé nwdér, cac cip, cac linh vuc Vé co quan tiép
nhan, xir ly y kien GYPAKN tich cwe nam 2019

Ca nuoe % 73/35%
Cép tinh 68.65%
Cap huyén | | 74.87%
Cap xa | | | 71.77%

Linh vuc tw phap, lao ddng (cép xa)

Linh virc ly lich tw phap, tre giup..

Linh viee kinh doanh

Linh virc ndng nghiép, phét trién néng...

Linh vye van hda, thé thao, du lich
Linh vuc giao thong van tai
Linh vire xay dung, quan ly dy an

Linh vuc dat dai, méi trudng

J7%

1.87%

77.31%

93%

80.00%

.83%

65.73%

0%

20%

40%

60% 80%

100%
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Biéu d6 81: Chi S(‘)’ hai 1ong chung ca nuéc, cac cap, cac linh vuc Vé co quan thong bao
ket qua xir ly y kien GYPAKN ghi kip thoi niam 2019

Ca nube # 71.50%

Cap tinh 68.05%

Cap huyén 73.56%

Cép xa .54%

Linh vuc tw phap, lao déng (cap xa) .54%

Linh veee ly lich tw phap, tro giup..

Linh vue kinh doanh .56%
Linh vire ndng nghiép, phat trién ndng... 79.83%
Linh vwc van hda, thé thao, du lich 5.19%
Linh vyc giao théng van tai 79.39%
Linh vue xay dwng, quan ly dy an %
Linh vuc dat dai, méi trudng 64.36%
OI% 2('.;% 4(;% 6(;% 80% 100%

Khéc voi 4 yéu té duoc danh gia ¢ trén (gom: Tiép can dich vy, TTHC, cdng
chuc va két qua dich vu cong), yéu té tiép nhan, giai quyét y kién GYPAKN nhan
dugc sy hai 1ong cia NDTC lién tiép giam qua cac nim 2017, 2018 va 2019 (Biéu d6
82), Vi cac mic giam cua cac chi sé ciia nim 2019 so v6i 2018 1a gan 1% va so véi
nam 2017 13 gan 3%. Céc chi s6 hai 1ong thanh phan vé viéc tiép nhan, giai quyét y
kién GYPAKN ciing tuong tu nhu vay.

Biéu dd 82: So sanh chi sé hai 1dng chung ca nwéc vé viéc tiép nhan, xir ly
GYPAKN nam 2019 véi 2018, 2017

2019 ®2018 @2017

100%
76.62%

80% 74 9 74.95% _ 74.66% 704.82% 75.27% o70l>-34%
- 2 71.59% 73.66%

60% -

40% -

20% -

0% -

C6 bé tri hinh thirc Thye hién GYPAKN  Ti€p nhan, xtr ly  Théng bdo két qua  Ti€p nhan, x{ ly
ti€p nhan GYPAKN dé dang GYPAKN tich circ  x&r ly GYPAKN kip GYPAKN néi chung
thoi
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6. Chi so hai long vé sy phuc vu hanh chinh

Chi sb hai 1ong vé su phuc vu hanh chinh cia céc co quan hanh chinh néi chung
trong ca nudc 1a 84,45%, tuy nhién, chi so hai long vé s phuc vy hanh chinh cua 63
tinh ndm 2019 c6 sy khac biét twong doi Ion, nam trong khoang tir 73,81 - 95,26%
(Biéu do 83, 84).

Biéu d6 83: Chi s6 hai Iong chung ¢ nuéc véswr  Biéu do 84: Chi s6 hai 1ong cao nhit, thip nhit,

phuc vu hanh chinh nim 2019 trung vi vé sy phuc vu hanh chinh nim 2019
100% 100%
0,
84.45% 93.26%
85.16%
n 73.81%
60% +— —— 60%
40% +——— _ 40%
20% +——— ———————— 20%
0% 0%
Chi s6 cao nhat W Chisé thap nhat ® Gid tri trung vi

Chi s hai 16ng vé si phuc vu hanh chinh cua cac co quan HCNN thudc céc cap
tinh, huyén, x4 (Biéu d6 85) nam trong khoang 83,35 - 85,53%, trong d6 cic co quan
cap huyén cd chi sé cao nhét va cic co quan cap tinh thip nhit. Cac co quan HCNN
thudc 16 linh vyuc dich vu c6 cac chi sb hai 1ong vé su phuc vu hanh chinh nim trong
khoang 79,06 - 88,45%, trong d6 cac co quan hanh chinh thudc linh vyc giao thong,
van tai dat chi sb cao nhat va cac co quan hanh chinh thudc linh vuc dit dai, moi
truong thip nhat.
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Bang 85: Chi s6 hai l1ong vé sy phuc vu hanh chinh cac cép, cac linh vue dich vu

nam 2019
ca nuo % 84.45%
Céap tinh 83.35%
Céap huyén | | | | 85.53%
Cap x3 | | | | 84.37%
Linh vic tw phap, lao dong (cap xa) _ 84.37%
Linh vicly Iigﬂé’[:’ Ip;/hép, tro giup 83.99%
Linh vyec kinh doanh 85.53%
Linh vire néng nghiAép, phét trién néng 86.539
thon
Linh vwe van hoa, thé thao, du lich 86.99%
Linh vire giao thdng van tai 88.45%
Linh vie xay dung, quan ly du én 84.38%
Linh vuc dat dai, méi truorng 79.06%
OI% 2(;% 4(;% 6(;% 8(;% 100%

Chi sé hai long vé& su phuc vu hanh chinh néi chung trong ca nuéc nim 2019
ting gan 2% so v&i nam 2018 va gan 3% so vai nim 2017. Cu thé, chi s6 hai long vé
su phuc vu hanh chinh nam 2019 1a 84,45%, nam 2018 1a 82,99% va nam 2017 1a
80,90% (Biéu do 86).

Biéu do 86: Chi s6 hai 1ong chung ca nwéc vé sw phuc vu hanh chinh (Chi s6
SIPAS) nam 2019, 2018, 2017

100%
0,
84.45% 82.99% 80.90%
80% -
H 2019
60% -
m 2018
40% - 2017
20% -
0% -
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Chi s hai 1ong vé su phuc vu hanh chinh cua 63 tinh chénh Iéch tuong dbi 16n,
nam trong khoang 73,81 - 95,26%, nim 2019, 69,98 - 97,88% nim 2018 va 67,70 -
95,75% nam 2017 (Biéu dd 87). Tinh ¢d chi sb hai 16ng vé su phuc vu hanh chinh cao
nhat nim 2019 thap hon so v&i 2018 va 2017 nhung tinh ¢6 chi sb thap nhat va gia tri
trung vi ctia 2019 cao hon so véi chi s6 thip nhat va gié tri trung vi ciia 2018 va 2017. Sy
chénh léch giita tinh ¢d chi s cao nhat va thip nhat & nam 2019 d4 thu hep dap ké so vai 2018
va 2017, cu thé 1a tir muc chénh léch giam tir khoang 28% vao cac nam 2017, 2018 xudng con
gan 22% vao nam 2019.

Biéu d6 87: Chi s6 hai 1ong cao nhat, thip nhat, trung vi vé sw phuc vu hanh
chinh nam 2019, 2018, 2017

100%
° 95.26% 97.88% 95.75%
a0% t 85.16% ‘ 21 99y e
73.81%
69.98% * 67.70% .

60% Chi s6 cao
nhat

40% | | Chiﬂsé’ thap
nhat

20% ® Gia tri trung
vi

0% T T 1
N&am 2019 Nam 2018 Nam 2017

Chi sb hai 16ng chung ca nuéc vé céc yéu té duoc danh gia ctia qué trinh cung
ng dich vu cdng & 63 tinh nhin chung ciing ting twong (ng vai chi sé hai 1ong vé su
phuc vu hanh chinh néi chung qua 3 nam, trir chi s6 hai l1ong vé yéu té tiép nhan, xu ly
GYPAKN déu giam qua cac ndm ké tir nim 2017 (Biéu do 88).

Biéu d6 88: Chi s6 hai long chung céa nudc vé cac yéu tb tiép can dich vy, TTHC,
cong chire, ket qua dich vu va tiép nhan, xir ly GYPAKN nam 2019, 2018, 2017

H2019 ®W2018 ®2017

100%

N 86.54% 85.62% 88.56%
8648% ) 62% . 85.10% 88.13%,c -39,
: - 81.81% 75.34%

0,
80% - _73_6_6_%7A_01A_
60% -

40% -

20% -

0% -

Tiép candichvu Thd tuc hanh chinh Céng chirc K&t qua Tiép nhan, xr ly
GYPAKN
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Trong sé 63 tinh, bén canh nhiing tinh c¢6 chi s6 hai long vé su phuc vu hanh
chinh cao, di dat va vuot muyc tiéu dit ra tai Chuong trinh téng thé cai cach hanh chinh
nha nuéc giai doan 2011 - 2020 caa Chinh pha thi cling con nhiéu tinh ¢d chi sé hai
long vé su phuc vu hanh chinh thap, chua dat muc tiéu. Ngay ca cac tinh ¢6 chi s6 hai
long Vé sy phuc vy hanh chinh cao ciing khong phai 1a ¢6 tat ca cac cac chi sb hai long

thanh phan cao twong g, ma van con mot sb chi s6 kha thap (Biéu do 89, 90, 91, 92, 93).

Biéu d6 89: Chi s6 hai 1ong cao nhat, thip nhit, trung vi vé tiép can dich vu

nam 2019, 2018, 2017
100%
’ 95.76% 96.38% 94.38%
87.17% 21 250
0, 0.
80% e 77.29% o
. ‘ Chi s6 cao
60% 65.63% nhat
l 45.22% W Chi so tha
20% 0 C |A,sot ap
nhat
20% ® Gia tri trung
vi
0% T
Nam 2019 Nam 2018 Nam 2017

Biéu d6 90: Chi s6 hai long cao nhat, thip nhit, trung vi vé TTHC

nam 2019, 2018, 2017
100% 96.10% 98.90% 97.54%
87.39% + 86.25% ‘ 84.20%
80% T
° ¥ 76.13% M 75.21% .
Chi s6 cao
nhat
60% 57.59%
W Chi s6 thap
40% nhat
0% ( Qié tri trung
Vi
0% T
Nam 2019 Nam 2018 Nam 2017
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Biéu d6 91: Chi s6 hai 1ong cao nhét, thip nhat, trung vi vé cong chire nim 2019, 2018, 2017

100% 94.90% 97.61% 96.74%
S0 D 85.91% * 85.43% 21 EEO/

(]

w 73.49% * 71.29% ‘

60%

b ¥ 56.10%
40%
20%

0% '
Nam 2019 Nam 2018 Nam 2017

Chi s6 cao
nhat

W Chi sb thap
nhat

® Gia tri trung
vi

Biéu d6 92: Chi s6 hai 1ong cao nhét, thap nhét, trung vi vé két qua dich vu niim 2019, 2018, 2017

100% 97.73% 99.16% 98.47%
89.63% + 88.21% ‘ 85.51%
80% '
76.68% W 73.87% i
67.29%
60%
40%
20%
0%
Nam 2019 Nam 2018 Nam 2017

Chi s6 cao
nhat

W Chi s6 thap
nhat

® Gia tri trung
vi

Biéu d6 93 Chi s6 hai long cao nhit, thip nhit, trung vi vé tiép nhan, xir Iy
GYPAKN nam 2019, 2018, 2017

100%
97.969
91.82% ’ 95.83%
80%
© 74.04% ©® 72.23% ©® 74.50%
60%
™ 50.00% M 49.80%
40% W _41.89%
20%
0%
Nam 2019 Nam 2018 Nam 2017

Chi s6 cao
nhat

W Chi sb thap
nhat

® Gia tri trung
vi
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Chi s6 hai long vé sy phuc vu hanh chinh cua cac co quan HCNN thudc 3 cap
va 16 linh vuc dich vu nhin chung déu ting qua cic nam ké tir nim 2017 (Biéu d6 94).
Chi sb hai long vé su phuc vu hanh chinh cua céc co quan thudc cap huyén ting nhiéu
nhét trong s 3 cip va cua cac co quan hanh chinh thudc linh vyc giao théng, van tai
tang nhiéu nhat trong sé 16 linh vuc dich vy, Tuy nhién, chi sé hai l1ong vé& su phuc vu
hanh chinh nim 2019 cta cac co quan hanh chinh thudc linh vuc tu phap cap sé va dat
dai, mo6i treong giam nhe so véi nam 2017.

Biéu dd 94: Chi s6 hai l1ong vé sw phuc vu hanh chinh cac cp, cac linh vure dich vu
nam 2019, 2018, 2017

2019 m2018 w2017
| | |

84.45%
82.99%
80.90%

Ca nudc

. 83.35%
Cap tinh 83.23%
80.74%

85.53%

C4p huyén 81.47%
80.34%

. 84.37%
Cap xa 84.04%
81.93%

84.37%

. 00

Linh ve ly lich tw phap, tro gidp phap 5333389/’
ly 84.85%

85.53%
81.47%
82.48%

Linh viec kinh doanh

Linh vuc ndng nghiép, phat trién ndng 88562158%’/00
A . 0
than 81.88%

|

86.999

Linh vic van hoa, thé thao, du lich 83.03%
82.10%

. A 2 88.45%
Linh vyc giao thong van tai 85.799

80.62%

o

. . ] 84.38%
Linh vyc xay dung, quan ly dy an 82.02%

79.28%

_ e 79.06%
Linh vy dat dai, moi tredng 80.54%

78.87%

0% 20% 40% 60% 80% 100%
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Bang 5: So sanh chi s6 hai 16ng ndi chung ciia ca nwéc nim 2019 véi 2018, 2017

N:im 2019 N:iim 2018 Niim 2017
Ca Tinh 'I'ir"lh GT Ca Tinh Tir"lh GT Ca Tinh Tiljh GT
nuéc | 0 | thap | trung | nuéc | cao | thdp | g | mudc | ca0 | thap | trung
nhat | nhat Vi nhat | nhat Vi nhat | nhat Vi
I. TIEP CAN
1 Traso déthiy | 5758 | %94 | 7500 8852 | 865 | 9707 | 7000 | 8729 | 8436 | 9708 | 5426 | 842
: % | % | % | % | % | % | % | % | % | % | % | %
2. Noingdichd | 8801 | 9591 | 7666 | 826 | 8331 | 97,83 | 639% | 8386 | 8031 | 942 | 4740 | 7909
i chd ngdi % | % | % | % | % | % | % | % | % | % | % | %
3. Trang thiét bi | 8560 | 9660 | 7587 | 8604 | 7400 | 939 | 5580 | 7511 | 7161 | 9125 | 3825 | 7015
day da % | % | % | % | % | % | % | % | % | % | % | %
4. Trang thiétbi | 8478 | 9622 | 7304 | 8544 | 7862 | %624 | 6331 | 7930 | 7518 | 900 | 4096 | 7470
dé sir dung % | % | % | % | % | % | % | % | % | % | % | %
Hai long vé tiép | 8648 | 9576 | 7554 | 87.17 | 8062 | 96,33 | 6563 | 81,85 | 7786 | 4,38 | 4522 | 77,9
can dich vu % | % | % | % | % | % | % | % | % | % | % | %
Il. THU TUC
ﬁi eTmTf/Ie(t: g;]%c B9 | 60| 7522 8673 | 869 | I3 | 7542 | 86| B4 | B | 5717 | B
chai G they | % | B | %[ % % | % | % | % | % | % | % | %
ﬁi eTmTf/Ie(t: g;]%c 8616 | 9691 | 7422 | 8694 | 8632 | 9013 | 7375 | 8622 | 8394 | 97.06 | 5634 | 8347
bt Gy % | % | % | % | % | % | % | % | % | % | % | %
7.Thanh phainhd | 8300 | 9638 | 7696 | 8347 | 87.78 | 9042 | 7708 | 8813 | 8582 | 933 | 6279 | 8576
so dang quy dinh % % % % | % % % % | % % % %
8. Mtic phi/lé phi | 8680 | 9607 | 7608 | 87.77 | 8646 | 9958 | 7415 | 8604 | 8407 | 9750 | 5593 | 8375
dtng quy dinh % | % | % | % | % | % | % | % | % | % | % | %
9. Thoi han giai 8573 | 9553 | 7404 | 8673 | 8446 | 9813 | 7224 | 83% | 8260 | 9667 | 5572 | 8313
quybtdingquydinh | % | % | % | % | % | % | % | % | % | % | % | %
Hai long vé thi. | 8654 | 9610 | 7613 | 87.39 | 8640 | 9890 | 7521 | 8625 | 8431 | 9754 | 5759 | 8420
tuc hanh chinh % | % | % | % | % | % | % | % | % | % | % | %
1. CONG CHUC
10. Cong chic 8672 | 9550 | 7500 | 8708 | 8537 | 9811 | 7182 | 8280 | 8280 | 97550 | 59,67 | 8330
lich su % | % | % | % | % | % | % | % | % | % | % | %
11. Céng chic 8508 | 9553 | 7282 | 8506 | 8440 | 9750 | 6928 | 8078 | 8078 | 96,34 | 565 | 80,75
chu y lang nghe % % | % | % | % | % | % | % | | % | % | %
12. Cong chac tra | 8550 | 9669 | 7239 | 8563 | 8435 | 9729 | 66,74 | 8093 | 8093 | 9646 | 5572 | 8075
loi day du % | % | % | % | % | % | % | % | %| % | % | %
13.Congchic | 8579 | 9476 | 7404 | 8580 | 8491 | 9812 | 6886 | 8563 | 8122 | 9646 | 5% | 8L
huongddn dihidu | % | % | % | % | % | % | % | % | % | % | % | %
3;?&? Igh;?ﬂ%“’”g 8475 | %58 | 7091 | 8518
hoan thien ho so %o W% %
15. Cong chic tuan | 8664 | 9453 | 7387 | 87.22 | 8501 | 9841 | 719 | 8478 | 8315 | 97,85 | 5821 | 828
thu dung quy dinh % % | % | % | % | % | % | % | % | % | % | %
16. Cong chac tan | 8486 | 9876 | 7178 | 8520 | 8657 | 9841 | 7354 | 8640 | 8196 | 9667 | 5447 | 82550
tinh gitip d& % | % | % | % | % | % | % | % | % | % | % | %
Hailongvecong | oo | 9104 | 7349 | a501 | 8510 | 9761 | 7020 | 8543 | 8161 | 9674 | 5610 | 8156
chiéc noi chung % | % | % | % | % | % | % | % | % | % | % | %
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Ca [Trh| Trh | GT | Ca | T | Trh | GT | Ca | Tih | Tim | GT
nuéc | €0 | tup | tung | nuéc | cao | thép | tung | e | ceo | thap | trung
' it | nhat | i it | nhét | i it | nhét | vi
IV. KET QUA
17. Két quading | 8832 | 9760 | 7587 | 8917 | 8745 | 995 | 7415 | 8750 | 8537 | 9875 | 6590 | 8515
quy dinh % | % | % | % | % | % | % | % | % | % | % | %
18. Két qua c6 8887 | 97.60 | 7739 | 8970 | 8856 | 99,16 | 7283 | 8853 | 8595 | 9854 | 6798 | 8583
thong tin diy da % | % | % | % | % | % | % | % | % | % | % | %
19, Két qua c6 8000 | 97.84 | 7783 | 9000 | 8838 | 99,17 | 7458 | 8363 | 8588 | 9813 | 6798 | 8558
thdng tin chinhxac | % % | % | % | % | % | % | % | % | % | % | %
20. Ket quacong | 8306 | 9769 | 7565 | 8882
bang % | % | % | %
Hai long vé két | 8856 | 97.73 | 7663 | 8063 | 8313 | 99,16 | 7387 | 8321 | 8573 | 9847 | 6729 | 8551
qué n6i chung % | % | % | % | % | % | % | % | % | % | % | %
Cau 9: o | 2826 125 | 844
DA ¢t o 0, | 981% | o | op | o
;Lr'i ﬁﬁ]ﬁ‘;ﬁn ; (t’i b0 1 2476 | oass | d074 | 7600 | 7508 | 100 | 4324 | 7474 | 7662 | 972 | 02 | 515
nhénGYF:IAKlilp % | % | % | % | % | % | % | % | % | % | % | %
ihl,\iggg :jgﬁ”’ © | e | s | 5200 7600 | 7375 | 9796 | 4210 | 7323 | 7466 | 9537 | 4815 | 7365
G\‘(IPAf(Ng % | % | % | % | % | % | % | % | % | % | % | %
3.Coquan xrly 7335 | 9636 | 4571 | 7467 | 7397 | 9796 | 3913 | 7292 | 7482 | 9537 | 4424 | 7321
GYPAKN tich cuc % | % | % | % | % | % | % | % | % | % | % | %
éé?@%fgﬁfm 7150 | 9048 | 4571 | 7200 | 7352 | %592 | 3513 | 7407 | 7527 | 9637 | 2615 | 7459
¥ GYPAKN % | % | % | % | % | % | % | % | % | % | % | %
;'g' E’;‘gﬂviz’r'fF 7366 | 9182 | 5000 | 7404 | 7407 | 9796 | 4189 | 7423 | 7534 | 9583 | 2980 | 7450
G\EPAKI\]V%%%%%%%%%%%%
CHUNG CA 8445 | 9526 | 7381 | 8516 | 8290 | 97.88 | 6998 | 8192 | 800 | 9575 | 67.70 | 7976
NUOC % | % | % | % | % | % | % | % | % | % | % | %

Khi xem xét chi sb hai 10ng cua ting tinh trong ca nuée (Biéu db 95, 96, 97, 98,

99, 100), SIPAS 2019 cho thdy nhém céc tinh c6 chi sé hai 16ng cao 14 Quang Ninh,
Hai Phong, Ca Mau, Hung Yén, Hai Duong, Son La trong d6 Quang Ninh la tinh co
chi s6 cao nhat, Nhém cac tinh c6 chi sé thdp gom Vinh Long, Quang Ngdi, Kién
Giang, Thira Thién - Hué, Bak Nong, Khanh Hoa, Nam Dinh, Cao Bang, Dak Lik va
Binh Thuan, trong ¢6 Binh Thuan 1 tinh cd chi s6 thap nhat. Nam 2019, C6 6 tinh dat
chi s6 hai long vé sy phuc vu hanh chinh & muc trén 90%, 27 tinh & muc trong khoang
85 - 90%, 20 tinh & mirc 80 - 85% va 10 tinh & mirc dudi 80%. CAac tinh thuong dat chi
s6 hai long vé su phuc vu hanh chinh ndi chung va cac chi sé hai long thanh phan &
cac mic khac nhau, hau nhu khong dong déu, riéng Quang Ninh ¢ ca 5 chi s6 hai
long vé yéu td ciing cao nhét trong ca nudc.
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Biéu do 95: Chi so hai long vé sw phuc vu hanh chinh cua 63 tinh nam 2019
Quang Ninh 95.26%
Hai PN g e —— 92.22%

Ca Mau 91.57%
Hwng Yén 91.03%
Hai DUong e 30.74%
Son La 90.61%
Tra Vinh 89.95%
A G a1 — 89.81%
B G e s 89.18%
88.78%
0
0

L e s A
88.379
88.339

I s B — E— 88.029
i 87.84%
87.62%

Dérlg Thap S S S S e
. (]
86.94%

Bac Ninh
Kom Tum

Doéng Nai 86.89%
Yén Bai 86.84%

L aM D 0N e e — 86.78%
Bén Tre 86.58%
Thanh Héa 86.33%
Thai Nguyén 86.26%
Ha Tinh 86.05%

Phu Tho 85.89%
Tuyén Quang e 85.81%
Long An 85.59%

Da Nang e — 85.49%

Hoa Binh 85.33%
Quang Tri 85.26%
Théi Binh 85.17%

Bic Kan 85.16%

pién Bién 85.00%
Biinh Phuwéc 84.87%
Ha Giang | s s — 84.80%

Ninh Binh 84.63%

PhU Yén 84.54%
Gia Lai 84.45%

Ba Ria - Viing tau 83.70%
Tay Ninh 83.45%
83.43%

83.39%
83.05%
82.33%

Lai Chau
Binh Dinh 81.81%
Quang Nam 81.41%
Lang Son 81.17%
Bac Liéu 81.08%
Ninh Thudn 81.04%
TP Hb Chi Minh 80.80%
Can Tho 80.39%
Ha Noi 80.09%
Nghé An | 80.04%
Vinh Long | | | | 79.77%
Quang Ngdi | I | | 79.40%
Kién Giang | | | | 78.73%
Thira Thién Hué | | | | 78.37%
Pac Néng | | | | 77.69%
Khanh Hoa | | i ' 77.64%
Nam Dinh | | | | 75.95%
Cao Bang | | | | 75.91%
baclac | | | | 75.07%
Binh Thuan | 73/81%
Cé nu’é’c % 8445%
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Biéu dd 96: Chi s6 hai long vé yéu to tiép can dich vu cia 63 tinh nim 2019

Quang Ninh _e— 3p.76%
Hai Phong _ e—————— 94,23%
o O —— E— 94,16%
BAC Giang e 93.D2%
BN e E—— E———— 92.45%
HILPNG Y&N e e — 92.43%
HEi DU e — I1.78%
SOC TraNG IL.72%
S e B E— 91.69%
T S —— E——E— 91.68%
B e B E— — 91.45%
e e E———— — 90.49%
P e E—— —— —— 90.26%
R e I E—— — 89.74p6
e e B E—— —— 89.51p6
BAC Ninh et — 89.16%
Binh DUONG e — 89.14%
G U e E— —— — 89.06%
A e ———— — 88.98%
B e e—— —— —— 88.70%
DONg Thap e ———— 88.62%
88.35%

Tuy&n Quang
Ninh Binh e 88.189
HOa Binh 88.06
L e —— —— — 87.889
Thanh HGa e s 87.81%
O A — 87.76%4
DONg Nai e e —— 87.63%
PG Y & — 87.40%
B T e e — 87.28%
BAC Kan e ——— 87.19%
LAm DONg _j— 87.17%
R I e — —— — 87.16%

L0 i 87.10%

TIEN Gang s s — 86.93%
L e s O 86.84%
I o I E—— — 86.38%
ot et O — 85.70%

Tay Ninh _fe—— 85, 34%
Bilnh PhuGC. e e e — 85.16%
Ba Ria - Vling tau s e — 85.16%
Lang Son  f——— 84.75%

Gia Lai e m——————— 84.65%

TP HO Chi Minh s e s e 84.60%
Quang Binh s s s — 84.29%
Quang Ngail s s s — 83.82%
Ha Giang _frmm s s —— 83.40%

Ha NG e s s . 83.14%
Lai Chau s s —— 82.87%
QuAng T e s s —— 82.64%
Vinh Long e s ——— 82.54%
Ngh& An s s s — 81.42%
Binh Dinh e ———— 81.41%
Kién Giang | s — 81.31%

Thira Thign HUE _fes s s 81.26%
Ninh Thuan s — 81.07%
Quang Nam e s s . 81.06%

80.26%

Khanh Hoa
Dac Néng 79.87%
Cao Bang 79.58%
Nam Dinh 78.75%
Déc Lic 5.74%
Binh Thuan 5.54%
Ca nuwéc 86.48%
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Biéu d6 97: Chi s6 hai long vé yéu té thi tuc hanh chinh ciia 63 tinh nim 2019

Quang Ninh _e—— %6.10%
e e E— —— — 93/66%
Hai PhOng e 32.47%
A e s E— —— 92.22%
Thiai NgUy @ s s — 91.80%
Ha Nam e —— 91.77%
BAC Giang e — 91.67%
B e B e — IL.1p%
Y e —E— — 90.93%
Tra Vinh 90.73%
SOC TraNG 90.46%
A e O B 90.41%
g e S O S 90.01%
Vinh Phuic e 89.796
Ninh Binh _s— 89.21%
HQU Giang e 89.15%
BAc Ninh e e o — 88.98%
Thanh H o s e — 88.94%
A e —— E—— — 88.85%
Binh DUONG _te——— 88.64%
R e E— — — 88.61%
B e B— E—— — 88.58%
L AN —— 88.56%
BAC Kan e e — 88.46%
HOa Binh 88.39%
;0 S O E— 88.35%
Lang Son _em——— 88.169
R e I— E—— — 88.039
e e E— —— — 88.02
DONgE Nai e e — 87.80%
LAm DOng e — 87.67%
I e E— E—— 87.39%
I e —— —— — 87.20%
PhU Tho e ——— 87.13%
Tuyen QUANg e —— 87.12%
Ha AN g e — 86.79%
Tien Giang s —— 86.78%
N T O e e s 86.49%
BilNh PG G e —— 86.35%
R A I s E— —— — 85.91%
QAN g T s s = 85.12%
L a0 i e — 85.09%
Gia Lai _femmm s ——— 84.90%
Lai Chau s s . 84.76%
Bac LiGu fmm s s —_ 84.13%
Quang Binh s s ——————— 84.13%
Kién Giang | s m—— 83.47%
TP HO Chi Minh s e . 83.19%
Quang Ng8i s s s — 83.04%
Ha NOT e s s . 82.95%
Binh Dinh s s —— 82.58%
Quang Nam s e — 82.58%
Ngh& An e s e — 82.21%
Ninh Thuan s m—— 82.11%
L e s B E— ¢ U
Dac NOng e e s — 81.28%
Thira Thién HUé _fesm s ) 80.54%
Khanh Hoa 80.46%
Ba Ria - Viing tau 79.63%
Nam Dinh 78.86%
Vinh Long 78.02%
Binh Thudn 6.52%
Dac Lac 6.13%
Ca nudc 86.54%
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Biéu d6 98: Chi sé hai Idng vé yéu té cong chikc cia 63 tinh nim 2019

Quang Ninh _e————— 94.94%
e e — — — 93)99%
e T e e —— —— 93.19%
p e I e e ——— 93.118%
H&i DUONQ  ——— 92.p9%
BEC Giang e e 92.86%
Tra Vinh _—r 92.37%
SON L2 e —— 91.83%
A e e B E— 21.3y%
HUNG Yén e 91.18%
VP e e — 90.43%
Ha T e — 89.83y%6
A e I B—— E— 83.70%
Binh Durong e 89.29
89.22

BAC Ninh e — :
B e E— —— — 87.36%
TUYEn QUANg. e e — 87.22%

Thi Binh 86.99%

N S O E— 86.97%

L8M D0 s e — 86.88%

R e E—— E——— 86.82%

BAC Kan e e — 86.82%

Ty NI — 86.04%

Thanh HOa _———— 85.98%

HOa Binh 85.96%

L0 A —— 85.91%

I e S—— —— — 85.86%

BAC LiGu e s ——— 85.80%

Y B S = 85.39%

NN B S —— 85.21%

TIEN Giang s s s . 84.94%

Lang Somn fmmm s ——— 84.90%

Ba Ria - Viing tau s s . 84.70%
Phi Tho [ s . 84.67%
Can Tho s s e 84.23%

Quang Binh s s s — 84.22%

Gia Lai e m————— 83.70%
Bilnh Phudc e s . 83.51%
Ha Giang _jrsmm s s . 83.45%
Ninh Thuan - s s s " 83.42%
Binh Dinh s —— 83.39%
Lao Cai s s — 83.00%

TP HO Chi Minh s e s 82.32%
Kién Giang s s 81.47%
Lai Chau s s = 80.87%
Quang Nam e e 80.74%
Quang Ngi _fesmmm . 80.58%
Ngh& An s =] 80.55%
80.45%

Thira Thién Hué |
Cao Bang | I I I 79.97%
Khanh Hoa | I I I 78.87%
“HaN6i | I I I 78.38%
bac Nong | I I I 77.85%
Vinh Long | I I I 77.80%
Nam Binh | I I I 76.29%
Binh Thuan | I I I 74.81%
Dic Lic | 73.49%
Ca nudc % 85.62%
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Biéu d6 99: Chi sé hai long vé yéu td két qua ciaa 63 tinh nim 2019

Quang Ninh _e——

e e —— — —
e T o e e —
SOC T rENQ e e
R e e— —— ——
HLPNG Y&N e e —

SO L2l e ——
H&i DUPONQ e —

L s e — —
T e s B
AN G A e ——

G L ——
HAU Giang e —
D2 Nang s ————
B e e E— —
B e B — —
HOa Binh _—
BAC Kan e

Thanh Hoa
n P I N N
Yén Bai
N . .../ [/ [ |
Binh Dinh
N s I N N

Lang Son e —
0 e s S E—
I e — ———

Bilnh PhUGC.
DN Nl ——
U e E—— — —
L e B ——
D e I E—— E—
Ty NI —
Ninh Thuin | —
QuAng Binh | —
QAN N @M e e e —
B e s S B
BaC LU e —

Quang Ngai
N P |  f{f [ |
TP HO6 Chi Minh
N A 11 { [ |
Thira Thién Hué
|  f{f [ |

Ba Ria - Viing tau
86.48%

Ca nudc

97.73%
94.33%
94113%
93196%
93.72%
93.60%
93.40%

92.63%
92.54%
92.08%
92.07%
91.72%
91.56%
91.58%
91.5%
91.43%
91.12%
90.75%
90.57%
90.57%
90.42%
90.26%
90.25%
90.22%
90.16%
90.07%
89.99%
89.90%
89.85%
89.73
89.67
89.63
89.39
89.30
88.979
88.899
88.589
88.53Y%
88.499
88.399
88.129
87.979
87.78%
87.71%
87.28%
87.22%
87.04%
85.75%
85.19%
84.91%
84.22%
84.07%
84.05%
83.87%
83.60%
83.23%
83.18%
82.51%
81.78%
80.71%
80.60%
80.36%

<
o

o
o

o
o

O ONONON o8 o~ o8
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Biéu dd 100: Chi s6 hai long vé yéu té tiép nhan, xir Iy GYPAKN ciia 63 tinh niim 2019

Quang Ninh _e————— 91.82%

B3 Ria - Vling 13U | — 88.89%

HLPNQ YEN e e — 86.87%

SO L — 86.56%

I T e E——— — 86.29%
LaM DONg e o ——  82.98%
AN Glang e ———————  82.76%
DOng Thap e e s — 82.37%
Hai DUong e e e — 82.04%
Ha Giang _fem s s — 81.91%
Vinh Long s e —— 81.82%
Yen Bai e ——— 81.77%
Bilnh PhUGC e s e m— 81.43%
KO T UM e e—— 81.25%
Tra Vinh - e ——— 80.92%
80.71%

Phi Tho e ——
Binh DioNg _ pe— 79.84%
Vinh Phuc _fe——— 79.41%
Ca Mau _fem e — 79.35%
Dong Nai | 73.35%
Quang Trj s s 73.17%
Lai Chau e —— 78.75%
Thanh HOa e ——— 78.45%
Gia Lai _m— 78.04%
Hau Giang s e — [7.27%
BEN Tre i 17.04%
N . R 16.76%
Quang Binh _jmm——— 16.44%
Long An s s — 76.14%
Quang Nam e —— 7.67%
Tuyén Quang _jem— 73.23%
Ha Nam _fe ——— 74,04%
BAc Giang s s 72.92%
HOa Binh e s — 72.60%
DiGn Bién e — 72.35%
Ha NQT e e p— 72.33%
Pl Yen e e — 72.18%
AT AT O E— 71.0p%
Ngh& An e e——— 71.0p%
SOC Trang _frm ey 70.83%
Da Nang _jem —— 70.59%
Binh Dinh _je— 70.37%
Lao Cai _jmmmmmmmm s 69.76p6
Tay Ninh _fes— 69.596
Tién Giang _f 69.23%
Dac Lac | 69.10%
Ninh Thuan _je—— 68.84%
Ninh Binh _j——— 68.84%
TP HO Chi Minh s 68.53%
Thai Nguyen _fe — 67.50%
Thai Binh e — 67.24%
DAc NONg s 65.95%
Thira Thién Hug s = 64.25%
Ha Tinh e e 64.19%
Nam Binh s 64.17%
Binh Thuan s . 64.04%
Quang Ngai 63.93%
Khanh Hoa
Bac Liéu
Kien Giang _e————
Lang Son
Can Tho
Cao Bdng _fr
Ca nudc 66%
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Ngoai ra, SIPAS 2019 ciing tién hanh phan tich chi sé hai long vé su phuc vu
hanh chinh caa cac tinh phan theo loai don vi hanh chinh cap tinh (Biéu ¢ 101, 102,
103, 104, 105) va chi s6 hai long vé su phuc vu cua cac tinh phan theo ving, mién
(Biéu dd 106, 107, 108, 109, 110, 111) dé so sanh, phat hién sy khac biét giira céc
nhém tinh. Két qua cho thay khong cd su khéac biét dic trung giira cac tinh phan theo
don vi hanh chinh cép tinh va phan theo viing mién. Chi sé hai long vé su phuc vu
hanh chinh nim 2019 cta cac tinh phan theo cap hanh chinh, theo viing mién hau hét
déu c6 & cac muc thap, trung vi, cao. Chi sé hai long vé su phuc vu hanh chinh trung
binh caa cac nhém tinh hau hét déu ting so v&i nam 2018 trir nhém cac tinh thudc
ving Bong bang Séng Hong vai chi sé trung binh giam hon 2%.

So sanh chi s6 hai 10ng vé su phuc vu hanh chinh cua ting tinh giita nam 2019
v&i nam 2018 cho thdy c6 41/63 tinh ¢6 chi s hai 1ong vé su phuc vu hanh chinh ting
va 22/63 tinh c6 chi s6 hai 1ong vé su phuc vu hanh chinh giam. So sanh chi sb hai
long Vvé sy phuc vu hanh chinh cua ting tinh gita ndam 2019, 2018 va 2017, SIPAS
2019 cho thay 25/63 tinh ¢6 chi s6 hai 1ong vé su phuc vu hanh chinh tang bén viing
qua cic nidm, 35/63 tinh ting thiéu bén vitng va 03/63 tinh c6 chi sb hai long vé su
phuc vu hanh chinh giam dan qua cac nam (Biéu d6 112).
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Biéu dd 101: Chi s6 hai 1ong vé sy phuc vu hanh
chinh ciia TPTW déc biét nim 2019

Ha Noi 80.09%
TP.HCM 80/80%
Trung binh 80.45%

Biéu d6 102: Chi s6 hai long vé sy phuc vu hanh
chinh cia TPTW nam 2019

Hai Phong

Da Ning

Can Tho

Trung binh

Biéu @6 103: Chi s6 hai long vé sy phuc vu hanh
chinh cia cac tinh loai I ndm 2019

Hai Phong
Son La
Pong Nai
Thanh Hoa
Pa Ning
Gia Lai
Quang Nam
Can Tho
Pic Lic

Trung binh %

Biéu d6 105: Chi s6 hai long vé sy phuc vu hanh
chinh cia cac tinh loai III nidm 2019

Hung Yén oLpae
Tra Vinh 88.37%
Vinh Phuc 89.95%
Ha Nam 88.33%
Hau Giang 87.84%
Biéc Ninh 87.05%
Tuyén Quang 85.8(L%
Quang Tri 85.26%
Bic Kan 85.16%
Ninh Binh 84.639
Bac Liéu 81.08%
Ninh Thuén 81.04%
Vinh Long 79.77%
Dic Nong 7.69%
Trung binh 85.22%

Biéu d6 104: Chi s6 hai long vé sy phuc vu

hanh chinh ciia cac tinh loai Il nim 20185 )

Quang Ninh
Ca Mau

Hai Duong
An Giang
Béc Giang
Soéc Trang
Binh Duong
DPdng Thap
Kom Tum
Yén Béi
Lam Ddng
Bén Tre
Thai Nguyén
Ha Tinh
Pht Tho
Long An
Hoa Binh
Thai Binh
bién Bién
Biinh Phudc
Ha Giang
Pha Yén

Ba Ria -..

Tay Ninh
Quang Binh
Tién Giang
Lao Cai

Lai Chau
Binh Binh
Lang Son
Quang Ngai
Kién Giang

Thira Thién..

Khanh Hoa
Nam Dinh
Cao Bing
Binh Thuin
Trung binh

6%

.5[1%
T4%

1%

18%
.78%

88.02%

87.62%

86.94%

86.84%

86.7

8%

86.58%

86.26%

85.5

79.40%
78.73%
78.37%
77.64%

75.95%

75.91%

3.81%

84.43

%
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Biéu d6 106: Chi s6 hai long vé sy phuc vu hanh
chinh ctia cac tinh Mién nii phia Bic nam 2019

Biéu d 108: Chi sb hai long vé sy phuc vu hanh
chinh ciia cac tinh Duyén hai Mién Trung nim 2019

Son La Thanh Hoa 86.33%
Bic Giang Ha Tinh 86.05%
Yén Bai DPa Ning 85.49%
Théi Nguyén Quang Tri 85.26%
Pha Tho Phua Yén 84.54%
Tuyén Quang Quang Binh 83.43%
Hoa Binh Binh Dinh 81.81%
Bic Kan Quang Nam 81.41%
bién Bién Nghé¢ An 80.049
Ha Giang Quang Ngai 79.40%
Lao Cai Khanh Hoa 7.64%
Lai Chau Trung binh 82.856
Lang Son - - -
Cao Bin Bicu dd 110: Chi so hai long vé sw phuc vu hanh
& chinh cia cdc tinh Mién Dong Nam B ndm 2019
Trung binh .
Binh Duong 88.02%
2 . | Déng Nai 86.89%
Biéu d6 107: Chi so hai long vé sw phuc vu hanh . . )
chinh ciia cac tinh Pong biang Séng Hong nim 2019 Binh Phuce 84.87%
: : BaRia-.. 83.70%
Quang Ninh 6% :
fe o s Tay Ninh 83.45M%
Hai Phong o
. ’ Ninh Thuén 81.04%
Hung Yén %
. TP. HCM 80.80%
Hai Duong 1%
Binh Thué 3.81%
Vinh Phic do6 o han '
. Trung binh 82.8206
Ha Nam 3%
Béc Ninh L6 - - )
Thai Binh ' Bicu dd 111: Chi s hai long vé sw phuc vu hanh
1% chinh cac tinh Pong Bang Song Ciru Long nam 2019
Ninh Binh .
. % Ca Mau 57%
Ha Noi % g
Tra Vinh .
Nam Dinh 6 ] 5%
. An Giang 1%
Trung binh % o
Séc Trang 9%
Hau Giang 84%
Biéu d6 109: Chi s hai long vé sw phuc vu hanh N .
v v 3 P Th .62%
chinh ciia cic tinh Tay Nguyén nim 2019 ong 1hap ’
Bén Tre %
Kon Tum 86.94% Long An do%
Lam Ddng 86.78% Tidn Giang \
Gia Lai 84.45% Bac Liéu
Dic Nong 77.69% Cén Tho
Péc Lic 5.07% Vinh Long
T binh Kién Giang
rung bin 82.199 )
g Trung binh 47%
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Biéu do 112: Chi s6 hai long vé sw phuc v hanh chinh ciia 63 tinh nim 2019 so
véi 2018, 2017 (phan 1/3)

0% 20% 40% 60% 80% 100%
00
An Giang %
Ba Ria - Viing tau
s D0
Bac Giang
[14%
Bic Kan
Bac Liéu o
%
Bac Ninh
Bén Tre
(]
Binh Dinh
. 88.029
Binh Dwong 8503% |
m 2019
. , 4.87%
Biinh Phudc 80 5a:57%
5.33%
510 m 2018
Binh Thuan 33%
3%
2017
91.57%
Ca Mau 91.14%
81.84%
N 80.39%
Can Tho 79.67%
6.47%
3 . 10
Cao Bang °3 %
%
y 85.49%
D3 Ning 87,439
86.19%
.. >.07%
Diéc Lic 80.33%
09%
] 7.69%
Déc Nong 7:51%
7815%
85.00%
pién Bién 86.01%
0,
Pong Nai 8867%9841
88.70%
. , 87.629
bong Thap 89.37%
82.50%
84.45%
Gia Lai 74.21% 0
| | | 74.:99%
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Biéu do 112: Chi s6 hai long vé sw phuc v hanh chinh ciia 63 tinh nim 2019 so
véi 2018, 2017 (phan 2/3)

0% 20% 40% 60% 80% 100%
84.809
Ha Giang 8% 7%
79.50%
88.339
Ha Nam 87.99%
83.08%
80.09%
Ha Nai 83.00%
I e e el
86.05%
Ha Tinh 2:17%
84.68%
. 90.74%
Hai Duong 91:83%
92.18%
JUNEEN 92.229
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Biéu dd 112: Chi sb hai l1ong vé su phuc vu hanh chinh cia 63 tinh nim 2019 so

véi 2018, 2017 (phan 3/3)
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Bang 6: Chi s6 hai long vé sw phuc vu hanh chinh cia 63 tinh

nam 2019, 2018, 2017

TT Tinh Hai bng Tinh Hai long Tinh Hai long
2019 2018 2017
1. | Quang Ninh 95.26% | Son La 97.88% | Vinh Phuc 95.75%
2. | Hai Phong 92.22% | Ninh Binh 96.60% | Ninh Thuan 95.10%
3. | CaMau 91.57% | Hung Yén 95.24% | Thai Nguyén 94.04%
4. | Hung Yén 91.03% | Ha Tinh 92.17% | Bic Giang 93.14%
5. | Hai Duong 90.74% | Hai Duong 91.83% | Quang Ninh 92.88%
6. | SonLa 90.61% | Thai Binh 91.62% | Hai Duong 92.18%
7. | Tra Vinh 89.95% [ Quang Ninh 91.15% | Bac Liéu 89.66%
8. | AnGiang 89.81% | Ca Mau 91.14% | Hai Phong 88.92%
9. | Bic Giang 89.18% | Hai Phong 90.86% | Ddng Nai 88.70%
10. | Soc Tring 88.78% | An Giang 89.62% | Bén Tre 88.49%
11. | Vinh Phuc 88.37% | Bong Thap 89.37% | Lang Son 87.57%
12. | Ha Nam 88.33% | Bac Liéu 88.89% | An Giang 87.57%
13. | Binh Dwong 88.02% | Vinh Phuc 88.20% | Phu Tho 86.65%
14. | Hau Giang 87.84% | Ha Nam 87.99% | Long An 86.35%
15. | Pong Thap 87.62% | Nam Dinh 87.90% | Pa Ning 86.19%
16. | B4c Ninh 87.05% | Bong Nai 87.48% | Tra Vinh 86.08%
17.| Kom Tum 86.94% | Pa Ning 87.43% | Ha Tinh 84.68%
18. | ong Nai 86.89% | Thanh Hoéa 86.75% | Quang Nam 83.16%
19. | Yén Bai 86.84% | Bén Tre 86.56% | Quang Tri 83.13%
20. | Lam Bong 86.78% | Hau Giang 86.38% | Ha Nam 83.08%
21.| Bén Tre 86.58% | Thai Nguyén 86.02% | Hau Giang 82.87%
22. | Thanh Hoéa 86.33% | bién Bién 86.01% | Bdong Thap 82.50%
23. | Thai Nguyén 86.26% | Binh Duong 85.03% | Ninh Binh 82.44%
24.| Ha Tinh 86.05% | Quang Binh 84.78% | Vinh Long 82.30%
25.| Phii Tho 85.89% | Soc Trang 84.40% | Ca Mau 81.84%
26. | Tuyén Quang 85.81% | Tra Vinh 83.91% | Binh Dinh 81.43%
27.| Long An 85.59% | Quang Nam 83.31% | Thua Thien-Hué | 81.35%
28. | ba Néng 85.49% | BR-VT 83.04% | Bic Ninh 80.79%
29. | Hoa Binh 85.33% | Ha Noi 83.00% | Thanh Hoa 80.58%
30. | Quang Trj 85.26% | Bic Giang 82.45% | Soc Tring 80.43%
31.| Thai Binh 85.17% | ThuaThién-Hué | 82.25% | Kién Giang 80.13%
32. | Bac Kan 85.16% | Phu Yén 82.04% | Tay Ninh 79.76%
33. | bién Bién 85.00% | Bac Ninh 81.92% | Binh Duong 79.58%
34. | Biinh Phudc 84.87% | Nghé An 81.87% | Ha Giang 79.50%
35. [ Ha Giang 84.80% | Kon Tum 81.81% | Son La 79.38%
36. | Ninh Binh 84.63% | Tay Ninh 81.24% | bién Bién 79.31%
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37.| Phi Yén 84.54% | Quang Ngai 81.07% | Tién Giang 79.18%
38. | Gia Lai 84.45% | Kién Giang 80.35% | Lao Cai 79.16%
39. | Ba Ria - Viing tau | 83.70% | Pic Lic 80.33% | Nghé An 78.99%
40. | Tay Ninh 83.45% | Binh Phudc 80.25% | Quang Binh 78.71%
41.| Quang Binh 83.43% | Lam Ddng 80.04% | Hoa Binh 78.58%
42.| Tién Giang 83.39% | Bic Can 79.87% | Bic Nong 78.15%
43. | Lao Cai 83.05% | Khanh Hoa 79.79% | Yén Bai 77.71%
44.| Lai Chau 82.33% | Hoa Binh 79.72% | Phu Yén 77.01%
45. | Binh Pinh 81.81% | Can Tho 79.67% | Ha Noi 76.53%
46. | Quang Nam 81.41% | Lao Cai 79.45% | Can Tho 76.47%
47.| Lang Son 81.17% | Yén Bai 79.37% | Hung Yén 76.18%
48. | Bac Liéu 81.08% | Pac Nong 77.51% | Bic Kan 76.14%
49. | Ninh Thuan 81.04% | Ninh Thuan 77.40% | Thai Binh 75.66%
50. | TP H6 Chi Minh | 80.80% | Long An 76.68% | Lai Chau 75.39%
51.| Can Tho 80.39% | Tién Giang 76.42% | Biinh Phudc 75.33%
52. | Ha Noi 80.09% | Tuyén Quang 76.31% | Quang Ngéi 74.84%
53. | Nghé An 80.04% | Phii Tho 75.87% | Tuyén Quang 74.64%
94. | Vinh Long 79.77% | Lang Son 75.70% | Gia Lai 74.29%
55. | Quang Ngai 79.40% | Lai Chau 74.95% | Pic Lic 73.09%
56. | Kién Giang 78.73% | Gia Lai 74.21% | Lam bong 72.83%
57. | Thura Thién-Hué | 78.87% | Vinh Long 73.93% | BaRija- Vingtau | 72.18%
58. | Pic Nong 77.69% | Binh Thuan 73.33% | TP H) Chi Minh | 71.19%
59. [ Khanh Hoa 77.64% | Quang Tri 73.31% | Binh Thuan 70.23%
60. | Nam Dinh 75.95% | HCM 71.91% | Cao Bing 70.17%
61. | Cao Bang 75.91% | Binh Dinh 71.81% | Nam Dinh 69.80%
62. | Pic Lic 75.07% | Cao Bing 70.46% | Khanh Hoa 69.42%
63. | Binh Thuan 73.81% | Ha Giang 69.98% | Kom Tum 67.70%
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L. SU MONG DPQI CUA NDTC DPOI VOI SU PHUC VU CUA CO
QUAN HANH CHINH NHA NUOC

Pé cung tng duoc cac dich vu cong cd chat lwgng tét, mang lai su hai 1dng cho
NDTC thi viéc hiéu dugc nhu ciu, mong doi cia NDTC ddi véi dich vu cbng ciing
quan trong khong kém viéc hiéu dugc mic do hai 1ong cia NDTC. Vi vay, ngoai cac
chi s6 phan &nh nhan dinh, chi sé phan &nh sy hai long & trén, SIPAS 2019 con tinh
toan, xay dung céc chi s phan &nh s mong doi cia NDTC ddi véi viéc cung tng dich
vu ¢6ng va su phuc vu cia co quan hanh chinh nha nudc (Biéu d6 113). Két qua cho
thay 03 noi dung ma NDTC mong doi co quan hanh chinh nha nudc wu tién cai thién
nhiéu nhat 12: Co quan hanh chinh nha nudc can ma rong cac hinh thirc thong tin tiép
can dich vu céng (62,50% sé6 NDTC duogc hoi), tiép dén la tiép tuc don gian hoa
TTHC (44,00% s NDTC dugc hoi) va rut ngan thoi gian dich vu céng (43,27% sb
NDTC duoc hoi).

Nhu vay, yéu t6 TTHC va tiép can dich vu dugc NDTC mong doi cai cach
nhiéu nhat, cho du 2 yéu té ndy nhan duoc mic d6 hai 10ng cao thir 2 va thtr 3 trong sé
5 yéu t6 dugc danh gia. Yéu t6 cong chirc va yéu t tiép nhan, xir 1y y kién GYPAKN
nhén duwgc murc d6 hai long thap va thap nhit nhung 2 yéu to nay lai dugc NDTC
mong doi cai thién it nhat Diéu nay ching to NDTC chua dt yéu t6 tiép nhan, xtr ly y
kién GYPAKN va yéu to cong chic la quan trong va can tap trung uu tién cai thién
nhu yéu t6 TTHC va yéu tb tiép can dich vu. Qua d6 co thé thay, dé nang cao chat
luong phuc vy, nang cao su hai long cuia NDTC thi cac co quan hanh chinh nha nudc
ddng thoi phai xem xét cac khia canh c6 chi s6 hai 1ong thip va céc khia canh duogc
NDTC quan tdm, mong doi cai cach nhiéu nhat. Diéu nay cang dugc khang dinh khi
két qua so sénh cac chi sé mong doi gitra cac nhom co quan hanh chinh nha nuéc theo
cap va theo linh vyc dich vy cta ndm 2019 véi nhau va chi sé mong doi ciia nim 2019
v6i nam 2018, 2017 (Biéu dd 114, 115, 116).
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Biéu d6 113: Sy mong doi ciia NDTC dbi v6i co’ quan hanh chinh ci nuwée nim 2019
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Biéu a6 114: Su mong doi ddi Véi co' quan hanh chinh cic cip nim 2019
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Biéu d6 115: Sw mong doi ddi véi co' quan hanh chinh thudc cac linh vuc dich vu nim 2019
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Biéu @6 116: So sanh su mong dei ciia NDTC ddi v6i co quan hanh chinh ca nuéc
nam 2019 véi 2018, 2017
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PHAN III
KET LUAN
I. PANH GIA CHUNG
1. Vé két qua dat dwoc ciia SIPAS 2019

Thuc hién Chuong trinh tong thé CCHC nha nudc giai doan 2011 - 2020, Bo
Noi vu trién khai SIPAS 2019 theo yéu cau cta Chinh phu, Tha tuéng Chinh pha
nham d4nh gia khach quan két qua trién khai cai cach hanh chinh, nang cao chit lwong
cung tng dich vu ¢éng ¢ cac dija phuong trong ca nudc. SIPAS 2019 tiép tuc danh gia
16 linh vuc dich vu céng duoc thuc hién & cac cap chinh quyén tinh, huyén, xa cua 63
tinh thong qua viéc do luong su hai 1ong dbi voi gan 36.000 NDTC trong ca nudc.
Ciing nhu SIPAS 2017 va 2018, SIPAS 2019 tiép tuc mang dén mot bic tranh toan
dién, chi tiét vé chit luong cung &ng dich vu cong, su phuc vu cia co quan HCNN
thdng qua y kién phan hoi vé cam nhan, mirc do hai 1ong va sy mong doi cua NDTC,
tir viéc tiép can dich vu, viéc cdng khai va tuan thi cac quy dinh TTHC, viéc giao tiép
va xu ly cong viéc caa d6i ngii cong chire, két qua dich vu ma NDTC nhan duogc cho
dén viéc tiép nhan, xu ly cua co quan HCNN dbi vai cac y kién gop y, phan anh, kién
nghi cia NDTC. Két qua SIPAS 2019 gidp Chinh phu, Thi tuéng Chinh pha, Ban Chi
dao Cai cach hanh chinh cua chinh pha ¢ thém théng tin dé phuc vu cong tac chi dao,
diéu hanh nham nang cao chat lugng, hiéu qua cai cach hanh chinh cua céc b, nganh,
dia phuong noi chung va viéc nang cao chat lugng cung ung dich vu cong noi riéng.
Két qua SIPAS 2019 ciing gilp cac cap chinh quyén ¢ dia phuong nim bét dugc thuc
trang chat lwong cung ung dich vu cdng, chat lwgng phuc vu NDTC cua cac co quan
hanh chinh nha nudc ¢ dia phuong cling nhu sy mong dgi cua NDTC, dac biét khi so
sanh véi cac dia phuong khac dé rat ra bai hoc kinh nghiém, trén co s d6 tim ra cac
giai phap phu hop dé khic phuc ton tai va nang cao chét luong cung wng dich vu cong,
phuc vu NDTC. Viéc trién khai SIPAS 2019 thé hién trach nhiém giai trinh cua cac co
quan HCNN, chinh quyén dia phuong déi v6i NDTC dong thoi 1a mot hinh thie dé
NDTC thyc hién quyén va nghia vu gidm sat, phan anh tiéng néi ciaa minh di voi co
guan HCNN, chinh quyén dia phuong.

Két qua SIPAS 2019 cho thay nim 2019 c¢6 84,45% ngudi dan, to chic hai long
vé su phuc vu néi chung cia co quan hanh chinh nha nuéc & dia phuong. S6 nguoi hai
long vé su phuc vu hanh chinh nim 2019 ting gan 1,5% so v&i nam 2018 va tang gan
2,3% s0 véi nam 2017. Ty Ié NDTC hai long vé 5 yéu té dugce danh gia cua qué trinh,
két qua cung ung dich vu cong cia co quan HCNN ¢ dia phuong trong nim 2019
khong dong deu, nam trong khoang 73,66 - 88,56%. Ty Ié NDTC hai long vé két qua
dich vu dat muc cao nhét (88,56%), tiép den la vé TTHC (86,54%), vé tiép can dich vu
(86,48%), vé cong chuc 85,62%) va cudi cing la vé viéc tiép nhan, xu ly y kién
GYPAKN (73,66%). Két qua dich vu nhian dugc su hai 10ng nhiéu nhat va viéc tiép
nhan, xir ly ¥ kién GYPAKN nhan dugc su hai 10ng thap nhat khdng chi dién ra trong
nam 2019 ma ca trong nam 2018 va 2017. Mac du NDTC hai long Vé su phuc vu hanh
chinh néi chung tang déu qua cac nim 2017, 2018 va 2019 nhung s NDTC hai long
vé cac yéu té cua qua trinh nay co su tang, giam khac nhau, trong d6 tiép can dich vu
c6 s6 NDTC hai long tang nhiéu nhat va tiép nhan, xt Iy y kién GYPAKN giam nhiéu
nhat. Cu thé, ty 16 NDTC hai long ndm 2019 vé tiép can dich vy ting 5,68% SO VOi
nam 2018, ting 8,62% so v&i nam 2017; vé TTHC tang 0,14% so véi nam 2018, ting
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2,23% s0 véi nam 2017; vé cdng chac giam 0,29% so véi nam 2018, ting 3,81% so
VGi 2017; vé két qua dich vu ting 0,37% so v&i nam 2018, tang 2,63% so véi 2017; vé
viéc tiép nhan, xir Iy y kién GYPAKN giam 0,41% so v&i nam 2018, giam 2,68% so
vo1 nam 2017.

Két qua SIPAS 2019 ciing cho thiy NDTC hai 1ong ddi vai sy phuc vu cia co
quan HCNN thudc cé&c cip va cac linh vuc dich vu & cdc mac khac nhau. Trong sé cac
co quan HCNN thudc 3 cap, NDTC hai long nhiéu nhét vé céc co quan cap huyén va
hai 10ng it nhat vé cac co quan cap tinh. Trong s6 cic co quan HCNN thudc 16 linh
vuc dich vu, NDTC hai long nhiéu nhat vé cac co quan thudc linh vuc giao thong, van
tai va hai 1ong it nhat vé& cic co quan thudc linh vic dat dai, mdi tredng. Chi sb hai
long vé su phuc vu hanh chinh cua cac co quan HCNN thudc 3 cap va 16 linh vuc dich
vu nhin chung déu ting qua cac nam ké tir ndm 2017. Chi sb hai Iong Ve su phuc vu
hanh chinh cua cac co quan thudc cp huyén ting nhiéu nhat trong s6 3 cap va cua cac
co quan hanh chinh thudc linh vuc giao thdng, van tai ting nhiéu nhat trong sb 16 linh
vuc dich vy, Tuy nhién, chi s6 hai 16ng vé su phuc vy hanh chinh nim 2019 cua cac co
quan hanh chinh thudc linh vuc ly lich tu phap, trg gitp phap 1y va linh vuc dat dai,
moi trudng giam nhe so véi nam 2017.

Déi vai 63 tinh, két qua SIPAS 2019 cung cap c4c chi sb chi tiét, cu thé vé
nhan dinh, hai 10ng, mong doi cia NDTC ddi véi qua trinh, két qua cung tng dich vu
cong, su phuc vu cia co quan HCNN néi chung cia ting tinh. Chi sé hai long vé su
phuc vu hanh chinh ndm 2019 cua 63 tinh nam trong khoang 73,81 - 95,26%, Véi gia
tri trung vi 1a 85,16%. Diéu nay cho thay tinh cd ty 16 NDTC hai long cao nhit 1a
95,26%, tinh thip nhat 1a 73,81%, 31/63 tinh c6 ty 16 NDTC hai long vé su phuc vu
hanh chinh nam trong khoang khoang 85,16 - 95,26% va 31/63 tinh ¢6 ty 16 NDTC hai
long vé su phuc vu hanh chinh nam trong khoang 73,81 - 85,16 %. So sanh nim 2019
v6i nam 2018 cho thay 41/63 tinh c6 ty 16 NDTC hai 1ong vé su phuc vu hanh chinh
tang, 22/63 tinh ¢ ty 16 NDTC hai 16ng vé su phuc vu hanh chinh giam. Tuy nhién, so
sanh chi sb hai l1ong vé su phuc vy hanh chinh cua ting tinh nim 2019, nim 2018 va
niam 2017 cho thdy 25/63 tinh ¢6 chi sé hai 1ong vé sy phuc vu hanh chinh ting bén
vitng qua cac ndm, 35/63 tinh ting thiéu bén virng va 03/63 tinh giam dan qua cac
nam.

SIPAS 2019 ciing phan nhdm céc tinh theo loai don vi hanh chinh va theo vung
mién dé so sanh mic do hai long cia NDTC tuy nhién ciing twong tu nhu nam 2018 va
nam 2017, SIPAS 2019 cho thay khéng c6 su khéac biét dic trung vé mirc do hai long
cia NDTC d6i vé6i cac tinh phan theo loai don vi va phan theo viing mién ma trong
mdi nhom déu cé tinh c6 chi sb cao, kha, trung binh, thap.

Két qua SIPAS 2019 so voi nam 2018, 2017 ciing cho thay NDTC ngay cang it
phai di lai hon, it bi tré hen hon va it bi phién ha, sach nhiéu, tiéu cuc hon trong qua
trinh giai quyét cong viéc. Ngay cang c6 nhiéu NDTC nhan dugc théng bao, xin 15i vé
su tré hen tra két qua dich vu tir co quan c6 tham quyén.

Nhu vdy, qua 3 naim 2017, 2018 va 2019, nhiéu tinh da thuc sy nd luc thyc hién
cai cach hanh chinh néi chung, dic biét 1a thuc hién nang cap, hién dai hoa cong so;
cong khai, minh bach thong tin, quy dinh vé TTHC; dao tao, boi dudng cén bo, cong
chtrc; cai cach TTHC, trién khai co ché mot cira, mot cira lién thong... Nhitng nd luc
nay da mang lai nhiéu két qua, tac dong tich cuc ddi voi NDTC, giip NDTC tiép can
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dich vu cong dérda‘lng hon, dugc phuc vu tét hon trong qué trinh giai quyét cong viéc
va nhan duoc két qua dich vu cdng c6 chat lwgng cao hon. NDTC hai long hon, tin
tuong hon doi véi co quan HCNN, chinh quyén dia phuong.

Két qua SIPAS 2019 ciing chi ra mot s6 ton tai, han ché trong cung ung dich vu
cong, phuc vu NDTC cua co quan HCNN. Theo yéu cau cia Chinh phu, dén nam 2020
cac dia phuong phai dam bao téi thiéu 30% dich vu cong dugc cung ung truc tuyén
murc do 3, 4. Tuy nhién, SIPAS 2019 cho thay dén nay méi c6 8,20% NDTC dugc hoi
trong ca nudc da tiép can thong tin vé dich vu qua mang internet va 7,34% tiép can
quy dinh TTHC qua mang internet. Cac chi sé nay cua 63 tinh déu thap, chi trong
khoang 2,42 - 19,87% va 1,67 - 21,86%. Mac du da tang hon nam 2018 va nam 2017
nhung cac ty 1€ nay cia ndm 2019 van 1a qua thip so v&i muc tiéu xay dung chinh
quyen dién tu, ung dung cong ngh¢ thdng tin trong hoat dong cua cac co' quan HCNN
va trién khai cung tng dich vu cdng dat ra tai K& hoach cai cach hanh chinh nha nuéc
giai doan 2016 - 2020 cua Chinh phu. Ngoai ra, SIPAS 2019 danh gia tinh phu hop
cua cac kénh cung ang dich vu cong ddi véi NDTC va két qua cho thiy 84,94 %
NDTC cho rang viéc cung tng dich vu cong truc tuyén qua mang internet va tra két
qua qua duong buu dién 1a phu hop. Nhu vay, cac bd, nganh, dia phuong can xem xét
lai viéc cung cip théng tin va cung ung dich vu cdng truc tuyén qua mang internet
trong thoi gian qua, can dam bao théng tin, dich vu d tiép can, tinh d& st dung, nhanh
chéng, an toan, bao mat ... d6i voi NDTC dé NDTC sir dung hinh thirc ndy ngay cang
nhiéu hon.

SIPAS 2019 con cho thay hién van c6 5,41% NDTC duoc hoi trong ca nuGe
phai di lai nhiéu lan dé thyc hién dich vu cong, 4,44% bi tré hen tra ket qua va trong )
nhitng nguoi bi tr& hen thi chi c6 42,63% nhan duoc thdng béo vé viéc tré hen va
27,12% nhan dugc xin I5i vé viéc tré hen. Cac chi s6 phan anh s6 lan NDTC di lai d¢
giai quyét cong viéc, bi tré hen, bi phién ha, sach nhidu, tiéu cuc & muc thap va co xu
huéng giam dan qua cac nam, tuy nhién van cho thdy 63/63 tinh dé xay ra tinh trang
NDTC di lai nhiéu lan, 62/63 tinh xay ra tr& hen tra két qua dich vu; 62 tinh tr& hen
déu thuc hién khong nghiém quy dinh vé thong bao, xin 16i vé viéc tré hen ddi véi
NDTC, trong d6 ¢ 01 tinh khdng thuc hién bat ky thong béo nao va 6 tinh khdng thuc
hién bat ky xin 13i ndo; 62/63 tinh c6 cong chic gay phién ha, sach nhidu; 46/63 tinh
c6 cong chic goi y NDTC nop thém tién ngoai phi/lé phi.

Mic dua ty Ié NDTC phan anh cong chic gay phién ha, sach nhiéu va cong chic
goi ¥ nop thém tién ngoai phi/lé phi thap nhung tinh trang cong chic gay phién ha,
sach nhiéu nam 2019 van dién ra & 62/63 tinh va tinh trang cong chiic goi y NDTC
nop thém tién ngoai phi/lé phi dién ra ¢ 46/63 tinh.

Ty 1& hai long caa NDTC ndi chung trong ca nudc vé yéu tb tiép nhan, xir ly y
kién GYPAKN khong chi thap trong ca 3 nam 2017, 2018 va 2019 ma con giam dan
qua cac nam. Chi s6 nay ciing thap ¢ hau hét cac tinh. Nhu vay, nhin chung hau hét
cac tinh chua quan tam, chua thyuc hién tot viéc tiép nhan, xir 1y y kién cia NDTC

Van con 10 tinh ¢6 chi s6 hai 1ong cia NDTC dbi véi sy phuc vu cia co quan
HCNN khong dat yéu cau dit ra tai Chuong trinh tong thé CCHC nha nuéc giai doan
2011 - 2020 (dudi 80%); 20 tinh c6 chi s hai long da dat yéu cau tuy nhién chua dat
murc do tét. 38/63 tinh cd chi s6 hai 1ong thiéu bén vitng hoic giam dan qua cac nam,
tham chi ¢ tinh ¢6 chi s6 hai 1ong giam dén 12%.
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Qua d6 c6 thé thay nhiéu dia phuong chua quan tam, trién khai mot cach tich
cuc, hiéu qua mot s6 noi dung cai cach hanh chinh theo yéu cau cua Chinh pha, trong
d6 dang quan tdm nhat I viéc thuc hién quy dinh caa Chinh phi vé viéc théng béo,
xin 16i NDTC Vvé viéc tré hen tra két qua dich vu; viéc trién khai cung tng dich vu
cong truc tuyén cap do6 3,4 va viéc tiép nhan, xir 1y y kién GYPAKN cua NDTC.

Ngoai c4c chi s& phan &nh cam nhan va muc do hai l1ong caa NDTC, SIPAS
2019 con cho thiy sy mong doi cia NDTC ddi voi viéc cung tng dich vu cdng cia co
quan hanh chinh nha nudc. Ba noi dung ma NDTC mong dgi nhat 1a: (1) M rong céc
hinh thae théng tin tiép can dich vu cong (62,50% s6 ngudi dugc hoi), (2) tiép tuc don
gian hoa TTHC (44,00% s6 nguoi dugc hoi) va (3) rit ngén thoi gian cung tng dich
vu cong (44,27% s6 nguoi dugc hoi). Cac thong tin nay rat hira ich d6i véi chinh
quyén dia phuong cac cap. Pé c6 duoc cac giai phap phu hop nham nang cao chit
luong dich vu cong, dap ung ngay cang t6t hon nhu cau, mong doi cua NDTC thi
chinh quyen khong chi can phai nam bat dwoc mirc do hai long cua NDTC ma con can
phai hiéu dugc NDTC mong muédn gi. Trén co s¢ do, chinh quyen dia phuong xac
dinh uu tién cai thién khéng chi cac yéu té nhan duoc sy hai long thap ma con ca yéu
t6 quan trong ddi véi NDTC, dugc NDTC mong doi nhiéu.

2. Thuan lgi, kho khan

a) Thudn lgi

- SIPAS 2019 tiép tuc nhan duoc sy quan tdm, chi dao cua Chinh phu, Thu
twéng Chinh phi, Ban Chi dao cai cach hanh chinh caa Chinh phu; su phéi hop chat
ché caa Lanh dao co quan va sy trién khai tich cuc, sang tao cua can b, cong chirc cua
B6 Noi vu, Ban Thuong truc Uy ban Trung wong Mit tran T6 qudc Viét Nam, Trung
wong Hoi Cuu chién binh Viét Nam, Tong Cong ty Buu dién Viét Nam; su phdi hop,
hd tro kip thoi tir Uy ban nhdn dan va co quan, t6 chic lién quan caa 63 tinh trong ca nuéc.

- Nhan thae vé viéc trién khai do luong sy hai 1ong cia NDTC trong d6i ngii
lanh dao, cdng chic ¢ cac dia phuong di dugc nang 18n, gép phan gilp qua trinh trién
khai diéu tra XHH thuan loi, hiéu qua hon. NDTC tich cuc, trach nhiém hon khi tham
gia tra loi phiéu diéu tra.

- Mic di ngudn luc han ché nhung cac co quan lién quan da chu dong, tich cuc,
sang tao trong trién khai SIPAS, nho d6 SIPAS 2019 da khao sét, ling nghe dugc y
kién phan hoi tir 35.268 NDTC thudc moi thanh phan, dén tir moi viing mién trong ca nudc.

- Phuong phéap trién khai SIPAS 2019 dugc thyc hién theo Quyét dinh sb
2640/QD-BNV ngiy 10 thang 10 nim 2017 ctia Bo trusng Bo Noi vu phé duyét “Dé
an Po luong sy hai long cua nguoi dan, to chirc ddi véi sy phuc vu cia co quan hanh
chinh nha nuéc”, dam bao khoa hoc, rd rang, cu thé, dé trién khai va mang lai két qua
khéch quan, phan &nh sét thuc tién cung ung dich vu cdng ciia co quan HCNN céc cap
o 63 tinh.

b) Khé khin
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- Kho khan 16n nhét 1a nhan thac cua nhiéu cén bo, cong chic, vién chic va
NDTC vé viéc do ludng sy hai long chua day dua, thong nhat; can bo, cong chic, vién
chtc con ¢6 biéu hién vi thanh tich; mot sé NDTC & dia phuong e ngai, tham chi tir
chéi cung cap thong tin khi dugc hoi.

- SIPAS 2019 ciing gip kho khin trong qué trinh chon mau. Déi tuong diéu tra
x& hoi hoc qua I16n vé sé lugng, da dang, phic tap vé thanh phan vi phai dam bao dai
dién cho tat ca cac thanh phan nhan khau hoc cua nguoi dan, loai hinh cua to chirc dén
tir tat ca cac don vi hanh chinh cip x4, huyén, tinh thugc moi viing, mién trong ca nu6c
va c6 su phat trién kinh té - x& hoi & moi cap do. He thong co sé dir liéu qudc gia vé
giao dich cung tng dich vu cong chua c6; co so dit liéu vé giao dich cung tng dich vu
cong cua nhiéu tinh khéng théng nhat ma phan tan va duoc quan Iy riéng ré tai cac Bo
phan Mot ctra cac cap, con thiéu thdng tin hoic thong tin khong chinh xac... Diéu nay
dan dén viéc chon mau diéu tra xa hoi hoc ton nhiéu cong suc, chit luong danh sach
mau cua nhiéu dia phuong chwa dam bao din dén viéc phat, thu phiéu cua diéu tra vién
con gap nhiéu khé khan...

- Déi tuong diéu tra x& hoi hoc dugc chon dai dién cho moi thanh phan nhan
khau hoc, tir moi viing mién trong ca nudc, co trinh d6, hiéu biét, nhan thirc da dang
(nguoi co6 trinh d§ trén dai hoc, nguoi khong di hoc, nguoi gia, thanh nién...). Noi
dung, tiéu chi danh gia ciia SIPAS 2019 phan &nh nhiéu quy dinh phap ly vé viéc cung
ung dich vu cong ma NDTC chua quan tam, it quan tdm; c6 tinh nhay cam, triu
tuong, dic biét 1a trong bdi canh quy dinh phap Iy, nhan thic cua can bo, cong chuc,
vién chiic va NDTC vé chit lugng dich vu cdng khdng thong nhét ...Mot s6 diéu tra
vién & mot So tinh con han ché vé ki nang diéu tra, tinh than trach nhiém chua dap ung
dugc yéu cau cua diéu tra x& hoi hoc SIPAS 2019. Céc co quan lién quan ¢ mot s6 tinh
chua thyc hién nghiém tic, ddy da yéu cau vé phic tra...

- Biéu kién ngudn han ché nén phan nao gy kho khin, anh hudng ddi véi viéc
trién khai do luong sy hai 1ong, dic biét trong viéc mé rong quy mé diéu tra, thuc hién
da dang hoa phuong thirc diéu tra, thuc hién théng tin, tuyén truyén chi sé SIPAS rong
khép, bang nhiéu hinh thic téi NDTC thudc tat ca cac nhém déi twong ¢ tit ca céc
viing, mién trong ca nudc...

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

- Chi dao céc b, nganh, dia phuong sir dung hiéu qua két qua Chi sé hai long
vé su phuc vu hanh chinh nam 2019 dé lam co s& xac dinh, thuc hién cac giai phap
nang cao chat lugng cung tng dich vy cong, su hai long cia NDTC. Trén co s¢ Chi s6
hai 1ong vé sy phuc vy hanh chinh nam 2019, ¢6 hinh thuc biéu duong, khen thuong,
xt ly di vai cac bd, nganh, dja phuong nham tao sy lan téa, dong luc thuc day trong
viéc cung tng dich vu hanh chinh céng, phuc vu NDTC tét hon.

- Chi dao cé4c b, nganh, dia phuong trién khai c6 hiéu qua cac linh vuc, noi
dung cai cach hanh chinh lién quan, tac dong dén viéc cung ing dich vu cong, phuc vu
NDTC cia cic co quan hanh chinh nha nuéc cac cap, dic biét 1a cac linh vuc, noi
dung duoc NDTC danh gi4 chua t6t, hai 1ong thap hay mong doi cai thién nhiéu hon,
nhu: Chat luong doi ngii cong chirc; TTHC; hién dai hoa hanh chinh; viéc tiép nhan,
xt ly y kién gop y, phan anh, kién nghi.
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- Pay manh xay dyng Chinh pha dién tir theo huéng thuc chat, hiéu qua hon; to
chtc van hanh Céng dich vu cdng cac cap va Cong dich vu cdng quéc gia thiét thuc,
phl hop véi NDTC ¢ dia phuong, coi day 1a kénh giao tiép dién tir gitra nguoi dan,
doanh nghiép va céac co quan hanh chinh Nha nuéc.

- Chi dao cac co quan thong tin truyén théng tich cuc thuc hién thong tin, tuyén
truyén day du, kip thoi, khach quan vé két qua cai cach hanh chinh ndi chung, két qua
Chi sé hai 1ong vé su phuc vu hanh chinh néi riéng téi NDTC nham gép phan nang
cao nhan thirc cua NDTC ve quyén loi va tréach nhigm trong viéc tham gia gidm sét,
phan hdi y kién vé chat luong cung ung dich vu cong, chat luong phuc vu NDTC cua
co quan hanh chinh nha nudc cac cap.

- Quan tam chi dao, tao diéu kién, bd tri ngudn lyc phi hop cho hoat dong trién
khai do luong su hai 1ong vé su phuc vy hanh chinh nham néng cao chat lugng dich vu
cong, dap tng ngay cang tét hon nhu cau mong doi cua NDTC, tir d6 gop phan thuc
hién thanh cong muc tiéu xay dung nén hanh chinh phuc vu theo Chuong trinh tong
thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020, dap Gng duoc yéu cau hoi
nhap qudc té.

2. Péi v6i cac Bo, co quan ngang B, Uy ban nhan dan cac tinh

- Str dung hiéu qua két qua SIPAS 2019, dic biét chu trong cac khia canh, noi
dung ma NDTC danh gia chua cao théng qua cac chi s6 phan anh: Tlep can thong tin
vé dich vu, vé TTHC qua mang internet; di lai nhiéu lan dé giai quyét cong viéc; su
phién ha, sach nhiéu, tiéu cuc cua cong chuc; tra két qua tre hen; khong théng bao,
khéng xin 15i NDTC vé viéc tre hen tra két qua; viéc tiép nhan, xu ly cac y kién
GYPAKN...Déng thoi, cling can quan tdm dén khia canh, noi dung ma NDTC mong
doi co quan hanh chinh nha nudc tap trung cai thién nhu: M6 rong cac hinh thac thong
tin tiép can dich vu hanh chinh cong; don gian héa TTHC; rat ngan thai gian dich vu
cdng. Panh gia, xac dinh nguyén nhan cua céc ton tai; xay dung, thuc hién ké hoach
hanh d6ng, giai phap khic phuc tén tai nhim nang cao chét lugng cung @ng dich vu
cong, chat lwong phuc vu NDTC ciia cac co quan hanh chinh nha nuéc thudéc nganh,
linh vuc, dia phuong.

- Chi dao, kiém tra, danh gia, khen thuéng, xt Iy nghiém tdc, kip thoi ddi voi
viéc trién khai va két qua trién khai cac noi dung cai cach hanh chinh lién quan dén
chat luong cung tng dich vu cong, chat lwong phuc vu NDTC, nhu: Nang cao chat
luong d6i ngil cong chic, vién chic; cai cach TTHC, nhat 1a TTHC vé dat dai, xay
dung; xay dung Chinh phu dién tir; tng dung cong nghé thdng tin trong hoat dong caa
cac co quan nha nudc; cung cap dich vu cong truc tuyén muic do 3, 4, ...

- Tang cuong thong tin, tuyén truyén nham nang cao nhan thic cia doi ngii can
bo, cong chic, vién chiic va NDTC vé muc dich, y nghia, noi dung cia SIPAS giai
doan 2017 - 2020 noi chung va két qua SIPAS 2019 ndi riéng. Hinh thac, noi dung
thdng tin, tuyén truyén phai da dang, phi hop, hiéu qua ddi voi timg nhom déi tugng
nham dam bao tat ca cac ddi twong thuéc pham vi quan Iy cta nganh, linh vuc, dia
phuong déu co thé dé dang tiép can, nam bat, st dung thdng tin.

- Chi dao, kiém tra, danh gia, xtr ly nghiém tuc, kip thoi viéc xay dung, quan ly

va khai thac co s¢ dir liéu vé TTHC va dich vy cong tai cac cap chinh quyén dia
phuong dé dam bao dit liéu duoc cap nhat kip thoi, dung quy dinh va cé thong tin day

SIPAS 2019 89



du, chinh xac.

- Pinh ky danh gia viéc trién khai va két qua trién khai thong tin, tuyén truyén,
sir dung cac chi s6 SIPAS 2019 trong pham vi nganh, linh vuc, dia phuong va bao cao
két qua danh gia 16ng ghép trong bao céo cai cach hanh chinh gui vé Bo Noi vu dé
téng hop, trinh Chinh pha, Thu tuéng Chinh phu.

- Xay dyng vin héa ang xu, phuc vu NDTC theo huéng lay NDTC lam trung
tdm, vi su hai long caia NDTC trong d6i ngii can bg, cdng chuc, vién chirc thudc pham
vi quan Iy cua nganh, dia phuong thong qua cac hoat dong dao tao, bdi dudng, quan 1y,
khen thuong, ky luat ... can bo, cdng chirc, vién chic.

- Nghién ctiu néi dung, phuong thirc do luong sy hai long cia NDTC dbi véi Su
phuc vu cua co quan hanh chinh nha nuéc, dam bao phu hop, dap tng duoc yeu cau
cua CCHC cua Chinh phu trong giai doan toi va bat kip véi xu thé, chuan muc, cac chi
sb cua qudc té trong bdi canh todn cau hoa, gitp nudc ta ngdy cang hoi nhap sau, rong
VGi thé gidi.

- B6i v6i UBND 63 tinh, chi dao, dén dbc cac co quan lién quan dén diéu tra x&
hoi hoc do Iuwong su hai long ¢ dia phuong phai dam bao tinh nghiém tuc, trung thuc,
dung quy dinh trong qua trinh chon mau diéu tra x& hoi hoc, phét, thu phiéu diéu tra
x& hoi hoc, phc tra két qua diéu tra x4 hoi hoc trong thoi gian téi; nhic nha, xir ly cac
Co quan, ca nhan thyc hién khéng nghiém tuc, khéng trung thue, dang quy dinh trong
nam 2019.

- Dbi v6i Bo Tai nguyén va Mbi truong phu trach cac dich vu cdng thudc linh
vuc dat dai va UBND caa 10 tinh ¢d Chi s6 hai long vé& su phuc vu hanh chinh nim
2019 chua dat muc tiéu dé ra tai Chuong trinh té)ng thé cai cach hanh chinh nha nudc
giai doan 2011 - 2020, can tap trung day manh, thuc hién hiéu qua, thiét thuc cong tac
cai cach hanh chinh, nang cao chat lwong cung tng dich vu cdng, chit luong phuc vu
clia co quan hanh chinh nha nudc dbi véi NDTC dé dam bao dat muc tiéu cai cach
hanh chinh cua Chinh phu 1a “Hon 80% NDTC hai long Ve su phyc vu cua co quan
hanh chinh nha nuéc vao nam 2020”. Di voi céc tinh con lai, can tiép tuc duy tri, phéat
huy va dam bao tinh bén viing caa cac thanh tich hién nay.

3. Poi véi co quan thong tin, truyén thong

- Tang cudng thdng tin, tuyén truyén vé muc dich, y nghia, ndi dung cua SIPAS
giai doan 2019 - 2020, két qua SIPAS 2019 theo nhiéu hinh thirc thiét thuc nham nang
cao nhan thuc, hiéu biét vé quyén loi, trach nhiém va thuc day su tham gia caa NDTC
trong viéc giam sat va phan hoi y kién vé chat lugng cung ang dich vy cong, phuc vu
clia co co quan HCNN ddi véi chinh quyén, co co quan HCNN, cong chuc.

- Tang cudng dua tin vé nhitng viéc 1am tét va chua tét cua cac bo, nganh, dia
phuong trong dich vu cdng, cung &ng dich vu cong; vé phan anh, kién nghi cia NDTC
dé gop phan cling vai cac bo, nganh, dia phuong xay dung mot nén hanh chinh phuc
vu theo yéu cau cua cong cudc cai cach hanh chinh ¢ nudc ta.

4. Poi véi Ban Thuong true Uy ban Trung wong Mit tran Té qudc Viét
Nam, Trung wong Hgi Cuu chién binh Viét Nam, Tong Cong ty Buu dién Viét Nam
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a) Pdi voi Ban Thuong truc Uy ban Trung wong Mit tran T6 qudc Viét Nam,
Trung wong HO1 Cyu chién binh Vi¢t Nam:

- Phdi hop hiéu qua vai Bo Noi vu trien khai SIPAS 2020; thyc hién giam sat,
phuc tra két qua diéu tra xa hoi hoc SIPAS 2020.

- Huéng dan, kiém tra, don doc cac té chirc nganh doc tai cac dia phuong trong
ca nudc thuc hién mot cach cha dong, tich cuc, ¢ chat lugng cdng tac gidm sét chon
mau diéu tra xa hoi hoc dbi véi S Noi vu; gidm sat, phuc tra két qua phat, thu phiéu
diéu tra xa hoi hoc SIPAS 2020 ddi v6i Buu dién tinh nham dam bao viéc chon mau,
phat, thu phiéu diéu tra x& hoi hoc khach quan, dang yéu cau dat ra va két qua chon
mau, phéat thu phiéu diéu tra chinh xéc, khach quan. Rt kinh nghiém dbi véi cac Uy
ban Mat tran T quéc Viét Nam va Hoi Cuu chién binh tinh thyc hién chua tét cong
tac giam sat, phuc tra trong nam 2019.

- Tuyén truyén két qua SIPAS 2019 va ké hoach trién khai SIPAS 2020; van
dong NDTC tich cyc tham gia gidm sat qué trinh cung tng dich vu céng, phuc vu
NDTC cua co quan hanh chinh nha nu6c ¢ dia phuong; tich cyc tham gia phan hoi y
kién vé chat lugng cung tng dich vu cong, chat luong phuc vu cia co quan HCNN
thdng qua cung Cap thong tin cho diéu tra x& hoi hoc SIPAS 2020 mét cach khach
quan, trung thuc, day du.

b) Bdi voi Tong Cong ty Buu dién Viét Nam:

- Phéi hop véi Bo Noi vu thuc hién diéu tra x4 hoi hoc SIPAS 2020 tai cac dia
phuong trong ca nudc. Bé tri doi ngii diéu tra vién co ky ning giao tiép, dao dirc nghe
nghiép tét dé dam bao viéc thuc hién phat, thu phiéu diéu tra xa hoi hoc dang yéu cau
dit ra va két qua phét, thu phiéu diéu tra xa hoi hoc khach quan, chinh x4c.

- Rt kinh nghiém ddi véi Buu dién c4c tinh vé nhiing ton tai, han ché trong quéa
trinh trién khai SIPAS 2019; 1am rd va c6 hinh thirc xu ly phu hop véi nhiing don vi,
ca nhan mac sai sot, khuyét dieém trong qua trinh thuc hién diéu tra XHH nam 2019.

- Cung cap thong tin day du, kip thoi va phdi hop chat ché voi Bo Noi vu, Ban
Thuong truc Uy ban Trung wong Mit tran T6 qudc Viét Nam, Trung wong Hoi Cuu
chién binh Viét Nam trong cong tac kiém tra, phuc tra, xt Iy vi pham d6i véi viéc trién
khai diéu tra x& hoi hoc SIPAS 2020.

- Chi dao cac don vi thudc, truc thudc, cac don vi nganh doc, cac can bd, nhan
vién lién quan va doi ngii diéu tra vién thyuc hién diéu tra x& hoi hoc SIPAS 2020
nghiém tlc, trung thyc va tuan thi dang yéu cau, huéng dan cia Bo Noi vu. Ting
cuong quan ly, kiém tra chat chg, xa Iy nghiém tic, kip thoi cac vi pham d6i véi viéc
phét, thu phiéu diéu tra x& hoi hoc dé dam bao két qua diéu tra x& hoi hoc SIPAS 2020
day du, chinh xéac, khach quan./.

SIPAS 2019 91



PHU LUC 1: CHI SO HAI LONG CUA 63 TINH NAM 2019

AN GIANG

Nam 2019
Bo phan TNTKQ x4 39.82%
Bo phan TNTKQ huyén 46.61%
Co quan giai quyét cong Viéc. B6 phan TNTKQ tinh 11.09%
Trung tam HCC tinh 12.44%
Khéc. 0.23%
Qua ngudi than, ban be. 36.88%

, A ~ 0
Kénh thong tin dé biét vé co quan ua ?hlnh quy-en X,a' 50.230/0
gidi quyét cong viec. Qua thong tin dai chdng. 17.19%
Qua internet. 8.60%
Khéc 1.81%
Qua cong chirc tai noi ndp hd so 74.43%
X . s .. | Quaniém yétcong khai tai noi nop ho so 21.72%
Kénh thong t(lin (:]e_l?_ll_elz_tlée biet ve Qua qua Internet 5 66%
sy A Qua qua nguoi than, ban be. 8.14%
Khéac 0.68%
1 lan 30.32%
2 lan 55.88%
S6 lan di lai dé giai quyét cong viec 3 lan 8.82%
4 1an 2.26%
Khéac 2.71%
Cong chuc gay phién ha, sach nhidu Co 1.58%
Cong chic goi Y nop tién ngoai phiflé phi Cé 0.45%
bung hen 91.63%
Co quan tra két qua dung hen Sém hen 3.62%
Tré hen. 4.75%
Co quan thong bao vé Viéc tré hen Co 38.10%
Co quan xin 16i Vi tré hen Co 14.29%
Tiep nhggléh;hsé(rr] Kzgiiﬁkzt qua tai Phil hop 98.64%
Ay
i v Bt
Tiep nhan ho so va tra két qua Phil hop 92.08%

tryc tuyén qua internet
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AN GIANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 92.08%
Tru 6 co quan c6 di chd ngdi cho NDTC 93.89%
Trang thiét bi phuc vu NDTC day du 91.18%
Trang thiét bi phuc vu NDTC dé st dung 89.59%
Tiép can dich vu ndi chung 91.69%
I1. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 89.37%
Quy dinh TTHC duoc niém yét cong khai day du 90.05%
Thanh phan hd so yéu cau nop dung quy dinh 92.53%
Murc phi/lé phi yéu cau nop dung quy dinh 91.40%
Thoi han giai quyét cong viéc dung quy dinh 88.69%
TTHC ndi chung 90.41%

Cong chuc c6 thai d6 giao tiép lich sy 92.53%
Cong chiic cham cha ling nghe 90.27%
Cong chuc tra 1o, giai thich day dua 90.95%
Cong chie hudng dan ké khai hd so d& hiéu 92.53%
Cong chac hudng dan ké khai hd so 01 1an 1a 6 thé hoan thién hé so 90.95%
Cong chirc giai quyét cong viéc dung quy dinh 91.86%
Cong chuc tan tinh gitp do 90.50%
Cong chwc n6i chung 91.37%

Két qua pha hop voi quy dinh 90.72%
Két qua giai co thong tin day du 91.86%
Ké&t qua co thong tin chinh xac 92.08%
Két qua dam bao tinh cong bang 91.40%
Két qua néi chung 91.52%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 82.76%
NDTC d& dang thyc hién GYPAKN 82.76%
Co quan tiép nhan , xir ly GYPAKN tich cuc 86.21%
Co quan c6 thong bao kip thoi két qua xi Iy GYPAKN 79.31%
Vigc tiép nhan, xir ly GYPAKN noéi chung 82.76%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 89.81%
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AN GIANG

Nam 2019

Mo rong cac hinh thuc thong tin dé ~bié't dén co quan noi nop hd so va

nhan két qua dich vu cong mét cach dé dang, nhanh chong 66.97%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 19.46%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 28.28%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cbng ich 27.60%
Pay manh cung tng dich vu cdng truc tuyén muac do 3, 4 12.44%
Tiép tuc don gian héa TTHC 52.71%
Rt ngan thoi gian dich vu cong 47.96%
Giam phi/I€ phi dich vu cong 14.06%
Cai thién thai d6 giao tiép ctia cong chirc 2.95%
Cai thién tinh than phuc vu cta cong chirc 4.08%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.48%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.71%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.94%
Khac 0.68%
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BA RIA - VUNG TAU

Nam2019
B6 phan TNTKQ xa 36.88%
Bo phan TNTKQ huyén 37.92%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 14.38%
Trung tdm HCC tinh 11.04%
Khac. 0.00%
Qua ngudi than, ban be. 22.92%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. >9.17%
giai quyét cong viec. Qua thong-tm dai chdng. 10.21%
Qua internet. 7.08%
Khéc 0.63%
Qua cong chirc tai noi ndp hd so 76.46%
Knh thong tin 46 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 16.25%
quy dinh TTHC Qua qua_lnternet 1.88%
Qua qua nguoi than, ban be. 5.21%
Khac 0.00%
1 lan 18.13%
2 lan 61.67%
S lan di lai dé giai quyét cong viec 3 lan 15.21%
4 lan 5.00%
Khéac 0.00%
Cong chuc gay phién ha, sach nhidu Co 0.21%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 93.54%
Co quan tra két qua dung hen Sém hen 0.63%
Tré hen. 5.83%
Co quan thong bao vé Viéc tré hen Co 50.00%
Co quan xin 16i vi tré hen Co 35.71%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 66.53%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 0.83%
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BA RIA - VUNG TAU

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 86.46%
Tru s¢ co quan c6 di chd ngdi cho NDTC 87.29%
Trang thiét bi phuc vu NDTC day du 86.04%
Trang thiét bi phuc vu NDTC d& st dung 80.83%
Tiép can dich vu ndi chung 85.16%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 81.46%
Quy dinh TTHC duoc niém yét cong khai day du 81.88%
Thanh phan hd so yéu cau nop dung quy dinh 80.00%
Muc phi/lé phi yéu cau nop dung quy dinh 77.29%
Thoi han giai quyét cong viéc ding quy dinh 77.50%

TTHC néi chun

79.63%

Cong chuc c6 thai d6 giao tiép lich sy 87.92%
Cong chac cham cha 1ang nghe 85.00%
Cong chuc tra 1o, giai thich day du 85.83%
Cong chic husng dan ké khai hd so d& hiéu 83.96%
Cong chic hudng dan ké khai hd so 01 1an 1a 6 thé hoan thién ho so 81.25%
Cong chirc giai quyét cong viéc ding quy dinh 84.38%
Cong chirc tan tinh giap do 84.58%
Cong chirc nbi chung 84.70%

Két qua pht hop voi quy dinh 80.63%
Két qua giai c6 thong tin day du 82.08%
Ké&t qua co thong tin chinh xac 79.79%
Két qua dam bao tinh céng bang 78.96%
Két qua ndi chung 80.36%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 88.89%
NDTC dé dang thyc hién GYPAKN 87.30%
Co quan tiép nhan , xt ly GYPAKN tich cuc 88.89%
Co quan cé thong bao kip thoi két qua xir Iy GYPAKN 90.48%
Viéc tiép nhan, xir Iy GYPAKN noi chung 88.89%
CHI SO HAI LONG VE SU'PHUC VU HANH CHINH CUA TINH 83.70%
SIPAS 2019 96



BA RIA - VUNG TAU

Nam 2019

Mo rong cac hinh thac thong tin dé ~biét dén co quan noi nop hd so va

nhan két qua dich vu cbng mét cach dé dang, nhanh chong 58.13%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 21.46%
Tang cuong niém yét céng khai, minh bach quy dinh TTHC 31.04%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 25.63%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 7.92%
Tiép tuc don gian héa TTHC 51.04%
Rt ngan thoi gian dich vu cong 50.21%
Giam phi/I€ phi dich vu cong 11.67%
Cai thién thai d6 giao tiép ctia cong chirc 6.88%
Cai thién tinh than phuc vu cta cong chirc 5.83%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.58%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.33%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.25%
Khac 0.42%
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BAC GIANG

Nam2019
B6 phan TNTKQ xa 43.33%
Bo phan TNTKQ huyén 40.00%
Co quan giai quyét cong viéc. Bo6 phan TNTKQ tinh 18.13%
Trung tdam HCC tinh 6.04%
Khéc. 0.21%
Qua ngudi than, ban be. 17.71%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. ol.2o%
giai quyét cong viec. Qua thong -tln dai chdng. 23.33%
Qua internet. 5.42%
Khéc 0.83%
Qua cong chirc tai noi ndp hd so 63.13%
Kenh thong tin 06 biét vé biét vé |- MemyeLeong el ainoindphoso | 34.179%
quy dinh TTHC Qua qua_lnternet 4.79%
Qua qua nguoi than, ban be. 3.54%
Khéac 0.63%
1 lan 31.25%
2 lan 56.04%
S lan di lai dé giai quyét cong viec 3 lan 8.33%
4 lan 4.17%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 1.04%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 96.88%
Co quan tra két qua dung hen Som hen 1.04%
Tré hen. 2.08%
Co quan thong b&o V& viéc tré hen Co 40.00%
Co quan xin 16i vi tré hen Co 18.18%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.29%
oy
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.83%
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BAC GIANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 92.92%
Tru s6 co quan co du chd ngdi cho NDTC 94.17%
Trang thiét bi phuc vu NDTC day du 92.50%
Trang thiét bi phuc vu NDTC d& st dung 92.50%
Tiép can dich vu ndi chung 93.02%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 90.83%
Quy dinh TTHC duoc niém yét cong khai day du 91.88%
Thanh phan hd so yéu cau nop dung quy dinh 93.33%
Muc phi/lé phi yéu cau nop dung quy dinh 91.25%
Thoi han giai quyét cong viéc ding quy dinh 91.04%

TTHC néi chun

91.67%

Cong chuc c6 thai d6 giao tiép lich sy 93.54%
Cong chac cham cha 1ang nghe 92.92%
Cong chuc tra 1o, giai thich day du 92.92%
Cong chic husng dan ké khai hd so d& hiéu 93.33%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 91.88%
Cong chirc giai quyét cong viéc ding quy dinh 93.75%
Cong chirc tan tinh giap do 91.67%
Cong chirc nbi chung 92.86%

Két qua pht hop voi quy dinh 91.46%
Két qua giai c6 thong tin day du 92.71%
Ké&t qua co thong tin chinh xac 92.71%
Két qua dam bao tinh céng bang 91.46%
Két qua ndi chung 92.08%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 66.67%
NDTC dé dang thuc hién GYPAKN 77.78%
Co quan tiép nhan , xt ly GYPAKN tich cuc 72.22%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 75.00%
Viéc tiép nhan, xir Iy GYPAKN noi chung 72.92%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 89.18%
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BAC GIANG

Nam2019

Mo rong cac hinh thuc thong tin dé ~bié't dén co quan noi nop hd so va

nhan két qua dich vu cong mét cach dé dang, nhanh chong 71.25%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 24.58%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.21%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cbng ich 43.13%
Pay manh cung tng dich vu cdng truc tuyén muac do 3, 4 5.21%
Tiép tuc don gian héa TTHC 46.04%
Rt ngan thoi gian dich vu cong 38.33%
Giam phi/I€ phi dich vu cong 11.04%
Cai thién thai d6 giao tiép ctia cong chirc 6.25%
Cai thién tinh than phuc vu cta cong chirc 6.25%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.50%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.00%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 5.63%
Khac 0.63%
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BAC KAN

Nam 2019
B6 phan TNTKQ xa 47.92%
Bo phan TNTKQ huyén 32.08%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 18.75%
Trung tdam HCC tinh 6.04%
Khac. 0.00%
Qua ngudi than, ban be. 21.46%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en x,a. 00.63%
giai quyét cong viec. Qua thong -tln dai chdng. 20.42%
Qua internet. 3.33%
Khéac 1.25%
Qua cong chirc tai noi ndp hd so 81.04%
T P Qua niém yét cong khai tai noi nop hd so 17.50%
quy dinh TTHC Qua qua_lnternet 2.92%
Qua qua nguoi than, ban be. 5.00%
Khéac 0.42%
1 lan 34.17%
2 lan 42.29%
S lan di lai dé giai quyét cong viec 3 lan 13.13%
4 lan 8.33%
Khéac 2.08%
Cong chuc gay phién ha, sach nhidu Co 1.25%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 94.79%
Co quan tra két qua dung hen Som hen 1.04%
Tré hen. 4.17%
Co quan thong bao vé Viéc tré hen Co 20.00%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 96.67%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 82.92%
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BAC KAN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.96%
Tru s6 co quan co du chd ngdi cho NDTC 88.75%
Trang thiét bi phuc vu NDTC day du 85.63%
Trang thiét bi phuc vu NDTC d& st dung 85.42%
Tiép can dich vu ndi chung 87.19%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 86.67%
Quy dinh TTHC duoc niém yét cong khai day du 86.88%
Thanh phan hd so yéu cau nop dung quy dinh 91.25%
Muc phi/lé phi yéu cau nop dung quy dinh 89.38%
Thoi han giai quyét cong viéc ding quy dinh 88.13%

TTHC néi chun

88.46%

Cong chuc c6 thai d6 giao tiép lich sy 88.54%
Cong chac cham cha 1ang nghe 86.46%
Cong chuc tra 1o, giai thich day du 87.29%
Cong chic husng dan ké khai hd so d& hiéu 87.71%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 84.58%
Cong chirc giai quyét cong viéc ding quy dinh 87.50%
Cong chirc tan tinh giap do 85.63%
Cong chirc nbi chung 86.82%

Két qua pht hop voi quy dinh 90.00%
Két qua giai c6 thong tin day du 90.42%
Ké&t qua co thong tin chinh xac 90.00%
Két qua dam bao tinh céng bang 90.63%
Két qua ndi chung 90.26%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 70.45%
NDTC dé dang thuc hién GYPAKN 75.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 68.18%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 70.45%
Viéc tiép nhan, xir Iy GYPAKN noi chung 71.02%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.16%
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BAC KAN

Nam 2019

Mo rong cac hinh thuc thong tin dé ~bié't dén co quan noi nop hd so va

nhan két qua dich vu cong mét cach dé dang, nhanh chong 72.50%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 27.71%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 26.88%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 31.88%
Pay manh cung tng dich vu cdng truc tuyén muac do 3, 4 11.67%
Tiép tuc don gian héa TTHC 46.88%
Rt ngan thoi gian dich vu cong 37.71%
Giam phi/l¢ phi dich vu cong 10.00%
Cai thién thai d6 giao tiép ctia cong chirc 3.54%
Cai thién tinh than phuc vu cta cong chirc 3.33%
Nang cao ning luc giai quyét cong viée ciia cong chire 10.00%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 6.25%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.67%
Khac 0.00%
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BAC LIEU

Nam2019
B6 phan TNTKQ xa 45.51%
Bo phan TNTKQ huyén 38.20%
Co quan giai quyét cong viéc. Bo6 phan TNTKQ tinh 14.82%
Trung tdm HCC tinh 9.60%
Khéc. 0.42%
Qua ngudi than, ban be. 29.23%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' >3. 14V
giai quyét cong viec. Qua thong -tln dai chdng. 17.75%
Qua internet. 3.55%
Khéc 1.88%
Qua cong chirc tai noi ndp hd so 81.00%
T P Qua niém yét cong khai tai noi nop hd so 17.12%
quy dinh TTHC Qua qua_lnternet 2.92%
Qua qua nguoi than, ban be. 7.10%
Khac 0.21%
1 lan 26.51%
2 lan 58.46%
S lan di lai dé giai quyét cong viec 3 lan 11.90%
4 lan 2.51%
Khéac 0.63%
Cong chuc gay phién ha, sach nhidu Co 0.84%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.42%
bung hen 94.57%
Co quan tra két qua ding hen Sém hen 2.09%
Tré hen. 3.34%
Co quan thong b&o V& viéc tré hen Co 68.75%
Co quan xin 16i vi tré hen Co 37.50%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.29%
TR B i
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 86.64%
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BAC LIEU

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.94%
Tru s6 co quan co du chd ngdi cho NDTC 87.27%
Trang thiét bi phuc vu NDTC day du 83.72%
Trang thiét bi phuc vu NDTC dé str dung 82.88%
Tiép can dich vu néi chung 85.70%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 83.30%
Quy dinh TTHC duoc niém yét cong khai day du 84.13%
Thanh phan hd so yéu cau nop dung quy dinh 85.39%
Muc phi/lé phi yéu cau nop dung quy dinh 84.13%
Thoi han giai quyét cong viéc ding quy dinh 83.72%

TTHC néi chun

84.13%

Cong chuc c6 thai d6 giao tiép lich sy 88.10%
Cong chac cham cha 1ang nghe 84.13%
Cong chuc tra 1o, giai thich day du 87.68%
Cong chic husng dan ké khai hd so d& hiéu 85.80%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 85.18%
Cong chirc giai quyét cong viéc ding quy dinh 84.76%
Cong chirc tan tinh giap do 84.97%
Cong chirc nbi chung 85.80%

Két qua pht hop voi quy dinh 87.27%
Két qua giai c6 thong tin day du 85.80%
Ké&t qua co thong tin chinh xac 85.80%
Két qua dam bao tinh céng bang 84.13%
Két qua ndi chung 85.75%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 72.22%
NDTC dé dang thuc hién GYPAKN 55.56%
Co quan tiép nhan , xt ly GYPAKN tich cuc 55.56%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 55.56%
Viéc tiép nhan, xir Iy GYPAKN noi chung 59.72%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 81.08%
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BAC LIEU

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 67.85%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 33.82%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 33.61%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 26.10%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 17.95%
Tiép tuc don gian héa TTHC 38.00%
Rt ngan thoi gian dich vu cong 38.00%
Giam phi/I€ phi dich vu cong 1.72%
Cai thién thai d6 giao tiép ctia cong chirc 4.38%
Cai thién tinh than phuc vu cta cong chirc 6.26%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.14%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.14%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.39%
Khac 0.63%
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BAC NINH

Nam 2019
Bo phan TNTKQ x4 34.54%
Bo phan TNTKQ huyén 47.86%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 11.51%
Trung tdm HCC tinh 15.58%
Khac. 0.23%
Qua ngudi than, ban be. 28.89%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en X,a' 44.92%
giai quyét cong viec. Qua thong-tm dai chdng. 29.57%
Qua internet. 8.80%
Khéac 2.26%
Qua cong chirc tai noi ndp hd so 65.46%
Knh thong tin 46 bidt vé bidevé |- Son oM yeteong el einoindphoso | 29.80%
quy dinh TTHC Qua qua_lnternet 6.55%
Qua qua nguoi than, ban be. 8.58%
Khac 0.68%
1 lan 22.80%
2 lan 60.27%
S lan di lai dé giai quyét cong viec 3 lan 11.96%
4 lan 3.84%
Khéac 1.13%
Cong chuc gay phién ha, sach nhidu Co 2.26%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.68%
bung hen 93.45%
Co quan tra két qua ding hen Sém hen 0.90%
Tré hen. 5.64%
Co quan thong bao vé Viéc tré hen Co 40.00%
Co quan xin 15i Vi tré hen Co 40.00%
Tiep nhaBnéh;hzc:] \Sgiiﬁkzt qua tai Ph hop 96.39%
e dich v Bty e
Tle[zr?rlgaltrllj)tlgnsgu\;airt_]rtzrl;]zttqua Phu hop 50.97%
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BAC NINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.84%
Tru s6 co quan co du chd ngdi cho NDTC 91.20%
Trang thiét bi phuc vu NDTC day du 88.26%
Trang thiét bi phuc vu NDTC d& st dung 87.36%
Tiép can dich vu ndi chung 89.16%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 89.62%
Quy dinh TTHC duoc niém yét cong khai day du 89.84%
Thanh phan hd so yéu cau nop dung quy dinh 88.04%
Muc phi/lé phi yéu cau nop dung quy dinh 88.49%
Thoi han giai quyét cong viéc ding quy dinh 88.94%

TTHC néi chun

88.98%

Cong chuc c6 thai d6 giao tiép lich sy 89.62%
Cong chac cham cha 1ang nghe 87.58%
Cong chuc tra 1o, giai thich day du 88.71%
Cong chic husng dan ké khai hd so d& hiéu 86.46%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.68%
Cong chirc giai quyét cong viéc ding quy dinh 88.94%
Cong chirc tan tinh giap do 86.46%
Cong chirc nbi chung 87.78%

Két qua pht hop voi quy dinh 89.84%
Két qua giai c6 thong tin day du 93.45%
Ké&t qua co thong tin chinh xac 91.42%
Két qua dam bao tinh céng bang 91.42%
Két qua ndi chung 91.53%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 77.46%
NDTC dé dang thuc hién GYPAKN 76.06%
Co quan tiép nhan , xt ly GYPAKN tich cuc 78.87%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 74.65%
Viéc tiép nhan, xir Iy GYPAKN noi chung 76.76%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 87.05%
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BAC NINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 45.60%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.57%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 32.73%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 17.16%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 18.28%
Tiép tuc don gian héa TTHC 47.40%
Rt ngan thoi gian dich vu cong 42.66%
Giam phi/I€ phi dich vu cong 20.54%
Cai thién thai d6 giao tiép ctia cong chirc 15.80%
Cai thién tinh than phuc vu cia cong chirc 10.38%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.35%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.84%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.45%
Khac 0.23%
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BEN TRE

Nam2019
B6 phan TNTKQ xa 50.22%
Bo phan TNTKQ huyén 30.82%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 13.58%
Trung tdm HCC tinh 8.62%
Khac. 0.65%
Qua ngudi than, ban be. 25.00%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 29.10%
giai quyét cong viec. Qua thong -tln dai chdng. 26.29%
Qua internet. 4.31%
Khéc 4.09%
Qua cong chirc tai noi ndp hd so 71.55%
Knh thong tin 46 bidt vé bidevé |- Soniemyeteong el einoindphoso | 31.47%
quy dinh TTHC Qua qua_lnternet 7.76%
Qua qua nguoi than, ban be. 6.90%
Khac 1.08%
1 lan 29.53%
2 lan 51.72%
S lan di lai dé giai quyét cong viec 3 lan 13.15%
4 lan 4.53%
Khéac 1.08%
Cong chuc gay phién ha, sach nhidu Co 2.16%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.86%
bung hen 95.91%
Co quan tra két qua dung hen Sém hen 1.72%
Tré hen. 2.37%
Co quan thong béo Vé Viéc tré hen Cé 9.09%
Co quan xin 16i vi tré hen Co 9.09%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 99.14%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 82.54%
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BEN TRE

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.44%
Tru s6 co quan co du chd ngdi cho NDTC 88.15%
Trang thiét bi phuc vu NDTC day du 85.78%
Trang thiét bi phuc vu NDTC dé str dung 85.78%
Tiép can dich vu ndi chung 87.28%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 85.78%
Quy dinh TTHC duoc niém yét cong khai day du 87.93%
Thanh phan hd so yéu cau nop dung quy dinh 90.30%
Muc phi/lé phi yéu cau nop dung quy dinh 88.36%
Thoi han giai quyét cong viéc ding quy dinh 87.72%

TTHC néi chun

88.02%

Cong chuc c6 thai d6 giao tiép lich sy 89.44%
Cong chac cham cha 1ang nghe 86.85%
Cong chuc tra 1o, giai thich day du 88.15%
Cong chic husng dan ké khai hd so d& hiéu 88.15%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 88.15%
Cong chirc giai quyét cong viéc ding quy dinh 90.52%
Cong chirc tan tinh giap do 88.36%
Cong chirc nbi chung 88.52%

Két qua pht hop voi quy dinh 89.87%
Két qua giai c6 thong tin day du 90.30%
Ké&t qua co thong tin chinh xac 91.16%
Két qua dam bao tinh céng bang 89.66%
Két qua ndi chung 90.25%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 81.63%
NDTC dé dang thuc hién GYPAKN 73.47%
Co quan tiép nhan , xt ly GYPAKN tich cuc 75.51%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 77.55%
Viéc tiép nhan, xir Iy GYPAKN noi chung 77.04%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.58%
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BEN TRE

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 69.18%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 32.11%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.60%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 20.91%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.64%
Tiép tuc don gian héa TTHC 50.65%
Rt ngan thoi gian dich vu cong 41.81%
Giam phi/I€ phi dich vu cong 7.33%
Cai thién thai d6 giao tiép ctia cong chirc 3.66%
Cai thién tinh than phuc vu cia cong chirc 4.53%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.97%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.70%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.62%
Khac 1.08%
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BINH PINH

Nam2019
B6 phan TNTKQ xa 42.29%
Bo phan TNTKQ huyén 48.33%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 13.54%
Trung tdm HCC tinh 9.58%
Khéc. 1.04%
Qua ngudi than, ban be. 31.88%
X T Qua chinh quyén x4. 58.75%
Kénh tg;?% S;je?i cl)’r']‘;t\‘/’lzcc" quan Qua thong tin dai chang, 28.54%
Qua internet. 7.08%
Khéac 2.92%
Qua cong chirc tai noi ndp hd so 71.04%
A . s .. | Quaniém yétcong khai tai noi nop hd so 29.38%
Kénh thczlrlllitéliln(:]e_lp_;_el:_tlge biet ve Qua qua Internet 5.00%
' Qua qua nguoi than, ban be. 18.96%
Khac 0.63%
1lan 15.42%
2 lan 70.63%
S lan di lai dé giai quyét cong viec 3 lan 10.83%
4 lan 2.71%
Khéac 0.42%
Cong chuc gay phién ha, sach nhidu Co 0.42%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 94.58%
Co quan tra két qua dang hen Som hen 1.46%
Tré hen. 3.96%
Co quan thong bao vé Viéc tré hen Co 68.42%
Co quan xin 16i vi tré hen Co 21.05%
Tiep nhaBnéh;hzc:] \Sgiiﬁkzt qua tai Ph hop 98.54%
T dich v B i
Tle[zr?rlgaltrllj)tlgnsgu\;airt_]rtzrl;]zttqua Phu hop 84.38%
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BINH PINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 83.13%
Tru s6 co quan co du chd ngdi cho NDTC 88.75%
Trang thiét bi phuc vu NDTC day du 76.67%
Trang thiét bi phuc vu NDTC d& st dung 77.08%
Tiép can dich vu néi chung 81.41%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 80.63%
Quy dinh TTHC duoc niém yét cong khai day du 80.42%
Thanh phan hd so yéu cau nop dung quy dinh 88.13%
Muc phi/lé phi yéu cau nop dung quy dinh 76.88%
Thoi han giai quyét cong viéc ding quy dinh 86.88%

TTHC néi chun

82.58%

Cong chuc c6 thai d6 giao tiép lich sy 88.96%
Cong chac cham cha 1ang nghe 79.58%
Cong chuc tra 1o, giai thich day du 81.46%
Cong chic husng dan ké khai hd so d& hiéu 82.08%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.79%
Cong chirc giai quyét cong viéc ding quy dinh 86.67%
Cong chirc tan tinh giap do 85.21%
Cong chirc nbi chung 83.39%

Két qua pht hop voi quy dinh 89.17%
Két qua giai c6 thong tin day du 91.04%
Ké&t qua co thong tin chinh xac 90.00%
Két qua dam bao tinh céng bang 89.38%
Két qua ndi chung 89.90%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 81.48%
NDTC dé dang thuc hién GYPAKN 74.07%
Co quan tiép nhan , xt ly GYPAKN tich cuc 62.96%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 62.96%
Viéc tiép nhan, xir Iy GYPAKN noi chung 70.37%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 81.81%
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BINH PINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 67.29%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 27.08%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 39.58%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 35.00%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 7.29%
Tiép tuc don gian héa TTHC 38.96%
Rt ngan thoi gian dich vu cong 37.71%
Giam phi/I€ phi dich vu cong 8.54%
Cai thién thai d6 giao tiép ctia cong chirc 2.50%
Cai thién tinh than phuc vu cia cong chirc 2.08%
Nang cao ning luc giai quyét cong viée ciia cong chire 15.00%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.08%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.04%
Khac 0.21%
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BINH DUONG

Nam2019
B6 phan TNTKQ xa 43.22%
Bo phan TNTKQ huyén 38.20%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 12.73%
Trung tdm HCC tinh 6.68%
Khac. 0.21%
Qua ngudi than, ban be. 21.92%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 28.87%%
giai quyét cong viec. Qua thong -tln dai chdng. 14.82%
Qua internet. 6.89%
Khéac 1.04%
Qua cong chirc tai noi ndp hd so 73.49%
T P Qua niém yét cong khai tai noi nop hd so 22.34%
quy dinh TTHC Qua qua_lnternet 4.18%
Qua qua nguoi than, ban be. 2.71%
Khéac 0.21%
1 lan 23.80%
2 lan 54.28%
S lan di lai dé giai quyét cong viec 3 lan 18.37%
4 lan 3.34%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.21%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 96.24%
Co quan tra két qua dung hen Som hen 0.42%
Tré hen. 3.34%
Co quan thong b&o V& viéc tré hen Co 62.50%
Co quan xin 16i vi tré hen Co 37.50%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 99.37%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 91.86%
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BINH DUONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 91.23%
Tru s6 co quan co du chd ngdi cho NDTC 90.81%
Trang thiét bi phuc vu NDTC day du 88.73%
Trang thiét bi phuc vu NDTC d& st dung 85.80%
Tiép can dich vu ndi chung 89.14%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.73%
Quy dinh TTHC duoc niém yét cong khai day du 87.47%
Thanh phan hd so yéu cau nop dung quy dinh 90.61%
Muc phi/lé phi yéu cau nop dung quy dinh 88.52%
Thoi han giai quyét cong viéc ding quy dinh 87.89%

TTHC néi chun

88.64%

Cong chuc c6 thai d6 giao tiép lich sy 93.53%
Cong chac cham cha 1ang nghe 89.56%
Cong chuc tra 1o, giai thich day du 87.47%
Cong chic husng dan ké khai hd so d& hiéu 87.89%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 88.10%
Cong chirc giai quyét cong viéc ding quy dinh 89.98%
Cong chirc tan tinh giap do 88.52%
Cong chirc nbi chung 89.29%

Két qua pht hop voi quy dinh 92.07%
Két qua giai c6 thong tin day du 92.28%
Ké&t qua co thong tin chinh xac 93.11%
Két qua dam bao tinh céng bang 90.81%
Két qua ndi chung 92.07%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 80.65%
NDTC dé dang thuc hién GYPAKN 87.10%
Co quan tiép nhan , xt ly GYPAKN tich cuc 77.42%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 74.19%
Viéc tiép nhan, xir Iy GYPAKN noi chung 79.84%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 88.02%
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BINH DUONG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 61.17%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.76%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 29.44%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 26.93%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 14.82%
Tiép tuc don gian héa TTHC 49.06%
Rt ngan thoi gian dich vu cong 52.61%
Giam phi/I€ phi dich vu cong 13.57%
Cai thién thai d6 giao tiép ctia cong chirc 5.22%
Cai thién tinh than phuc vu cta cong chirc 5.22%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.10%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.59%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.52%
Khac 0.21%
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BINH PHUOC

Nam 2019
B6 phan TNTKQ xa 41.96%
Bo phan TNTKQ huyén 37.17%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 7.39%
Trung tdm HCC tinh 15.87%
Khac. 1.09%
Qua ngudi than, ban be. 25.22%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en x,a. 02.83%
giai quyét cong viec. Qua thong -tln dai chdng. 15.87%
Qua internet. 5.00%
Khéc 6.52%
Qua cong chirc tai noi ndp hd so 75.43%
T P Qua niém yét cong khai tai noi nop hd so 21.52%
quy dinh TTHC Qua qua_lnternet 3.91%
Qua qua nguoi than, ban be. 5.87%
Khac 0.43%
1 lan 21.30%
2 lan 54.13%
S lan di lai dé giai quyét cong viec 3 lan 13.48%
4 lan 9.13%
Khéac 1.96%
Cong chuc gay phién ha, sach nhidu Co 1.74%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.43%
bung hen 91.74%
Co quan tra két qua dung hen Sém hen 2.17%
Tré hen. 6.09%
Co quan thong bao vé Viéc tré hen Co 39.29%
Co quan xin 16i vi tré hen Co 17.86%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.70%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.43%
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BINH PHUOC

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.65%
Tru s6 co quan co du chd ngdi cho NDTC 88.26%
Trang thiét bi phuc vu NDTC day du 83.91%
Trang thiét bi phuc vu NDTC dé str dung 82.83%
Tiép can dich vu néi chung 85.16%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 85.43%
Quy dinh TTHC duoc niém yét cong khai day du 85.43%
Thanh phan hd so yéu cau nop dung quy dinh 87.61%
Muc phi/lé phi yéu cau nop dung quy dinh 88.26%
Thoi han giai quyét cong viéc ding quy dinh 85.00%

TTHC néi chun

86.35%

Cong chuc c6 thai d6 giao tiép lich sy 84.78%
Cong chac cham cha 1ang nghe 83.26%
Cong chuc tra 1o, giai thich day du 83.26%
Cong chic husng dan ké khai hd so d& hiéu 84.13%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 83.48%
Cong chirc giai quyét cong viéc ding quy dinh 83.91%
Cong chirc tan tinh giap do 81.74%
Cong chirc nbi chung 83.51%

Két qua pht hop voi quy dinh 86.96%
Két qua giai c6 thong tin day du 89.35%
Ké&t qua co thong tin chinh xac 89.13%
Két qua dam bao tinh céng bang 88.70%
Két qua ndi chung 88.53%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 82.86%
NDTC dé dang thuc hién GYPAKN 77.14%
Co quan tiép nhan , xt ly GYPAKN tich cuc 82.86%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 82.86%
Viéc tiép nhan, xir Iy GYPAKN noi chung 81.43%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 84.87%
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BINH PHUOC

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 58.70%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.04%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 27.39%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 27.61%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.30%
Tiép tuc don gian hoa TTHC 46.74%
Rt ngan thoi gian dich vu cong 55.43%
Giam phi/I€ phi dich vu cong 8.26%
Cai thién thai d6 giao tiép ctia cong chirc 4.13%
Cai thién tinh than phuc vu cia cong chirc 5.00%
Nang cao ning luc giai quyét cong viée ciia cong chire 13.04%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.91%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.57%
Khac 0.65%
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BINH THUAN

Nam 2019
B6 phan TNTKQ xa 49.57%
Bo phan TNTKQ huyén 34.57%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 8.48%
Trung tdm HCC tinh 12.17%
Khac. 0.87%
Qua ngudi than, ban be. 25.87%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' >4.76%
gidi quyét cong viec. Qua thong -tln dai chdng. 16.52%
Qua internet. 6.74%
Khéac 4.35%
Qua cong chirc tai noi ndp hd so 73.26%
Keén thong tin 08 bidt vé bidtve |- 2Uamem yetobng Khai tainoingphoso | 10.13%
quy dinh TTHC Qua qua_lnternet 4.13%
Qua qua nguoi than, ban be. 8.04%
Khac 0.87%
1 lan 21.74%
2 lan 57.83%
S lan di lai dé giai quyét cong viec 3 lan 13.26%
4 lan 5.00%
Khac 2.17%
Cong chuc gay phién ha, sach nhidu Co 4.78%
Cong chirc goi y ndp tién ngoai phiflé phi Co 1.74%
bung hen 84.57%
Co quan tra két qua dung hen Som hen 1.09%
Tré hen. 14.35%
Co quan thong b&o V& viéc tré hen Co 59.09%
Co quan xin 16i Vi tré hen Co 37.88%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 94.78%
T o
i v By i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.22%
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BINH THUAN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 75.00%
Tru s6 co quan co du chd ngdi cho NDTC 78.26%
Trang thiét bi phuc vu NDTC day du 75.87%
Trang thiét bi phuc vu NDTC d& st dung 73.04%
Tiép can dich vu néi chung 75.54%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 75.22%
Quy dinh TTHC duoc niém yét cong khai day du 76.09%
Thanh phan hd so yéu cau nop dung quy dinh 76.96%
Muc phi/lé phi yéu cau nop dung quy dinh 78.70%
Thoi han giai quyét cong viéc ding quy dinh 75.65%

TTHC néi chun

76.52%

Cong chuc c6 thai d6 giao tiép lich sy 75.87%
Cong chac cham cha 1ang nghe 73.26%
Cong chuc tra 1o, giai thich day du 72.39%
Cong chic husng dan ké khai hd so d& hiéu 74.78%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 75.65%
Cong chirc giai quyét cong viéc ding quy dinh 76.30%
Cong chirc tan tinh giap do 75.43%
Cong chirc nbi chung 74.81%

Két qua pht hop voi quy dinh 75.87%
Két qua giai c6 thong tin day du 77.39%
Ké&t qua co thong tin chinh xac 77.83%
Két qua dam bao tinh céng bang 75.65%
Két qua ndi chung 76.68%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 65.38%
NDTC dé dang thuc hién GYPAKN 66.92%
Co quan tiép nhan , xt ly GYPAKN tich cuc 62.31%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 61.54%
Viéc tiép nhan, xir Iy GYPAKN noi chung 64.04%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 73.81%
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BINH THUAN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu cong mot cach dé dang, nhanh chéng 68.70%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 27.39%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.43%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.22%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.74%
Tiép tuc don gian héa TTHC 38.26%
Rt ngan thoi gian dich vu cong 45.00%
Giam phi/l¢ phi dich vu cong 10.00%
Cai thién thai d6 giao tiép ctia cong chirc 7.17%
Cai thién tinh than phuc vu cta cong chirc 7.83%
Nang cao ning luc giai quyét cong viée ciia cong chire 10.00%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.17%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.13%
Khac 1.74%
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CA MAU

Nam 2019
B6 phan TNTKQ xa 38.11%
Bo phan TNTKQ huyén 39.65%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 7.93%
Trung tdm HCC tinh 18.28%
Khac. 2.20%
Qua ngudi than, ban be. 29.07%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en x,a. 02.20%
giai quyét cong viec. Qua thong -tln dai chdng. 22.03%
Qua internet. 6.39%
Khéac 1.32%
Qua cong chirc tai noi ndp hd so 72.25%
Knh thong tin 06 bidt vé bidevé |- e iemyeteong el einoindphoso | 31.50%
quy dinh TTHC Qua qua_lnternet 4.41%
Qua qua nguoi than, ban be. 2.86%
Khéac 0.22%
1 lan 28.19%
2 lan 55.07%
S lan di lai dé giai quyét cong viec 3 lan 12.11%
4 lan 2.86%
Khéac 1.76%
Cong chuc gay phién ha, sach nhidu Co 0.66%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.22%
bung hen 95.81%
Co quan tra két qua dung hen Som hen 2.42%
Tré hen. 1.76%
Co quan thong bao vé Viéc tré hen Co 37.50%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.90%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.68%
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CA MAU

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 94.27%
Tru s6 co quan co du chd ngdi cho NDTC 94.93%
Trang thiét bi phuc vu NDTC day du 93.83%
Trang thiét bi phuc vu NDTC d& st dung 93.61%
Tiép can dich vu ndi chung 94.16%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 93.17%
Quy dinh TTHC duoc niém yét cong khai day du 93.39%
Thanh phan hd so yéu cau nop dung quy dinh 94.05%
Muc phi/lé phi yéu cau nop dung quy dinh 93.61%
Thoi han giai quyét cong viéc ding quy dinh 94.05%

TTHC néi chun

93.66%

Cong chuc c6 thai d6 giao tiép lich sy 95.59%
Cong chac cham cha 1ang nghe 93.61%
Cong chuc tra 1o, giai thich day du 94.27%
Cong chic husng dan ké khai hd so d& hiéu 94.49%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 92.29%
Cong chirc giai quyét cong viéc ding quy dinh 94.27%
Cong chirc tan tinh giap do 93.39%
Cong chirc nbi chung 93.99%

Két qua pht hop voi quy dinh 94.49%
Két qua giai c6 thong tin day du 94.71%
Ké&t qua co thong tin chinh xac 94.05%
Két qua dam bao tinh céng bang 94.05%
Két qua ndi chung 94.33%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 78.26%
NDTC dé dang thuc hién GYPAKN 82.61%
Co quan tiép nhan , xt ly GYPAKN tich cuc 82.61%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 73.91%
Viéc tiép nhan, xir Iy GYPAKN noi chung 79.35%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 91.57%
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CA MAU

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 69.38%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 28.19%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 19.82%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.84%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 8.37%
Tiép tuc don gian héa TTHC 51.10%
Rt ngan thoi gian dich vu cong 49.12%
Giam phi/I€ phi dich vu cong 9.47%
Cai thién thai d6 giao tiép ctia cong chirc 2.86%
Cai thién tinh than phuc vu cia cong chirc 1.98%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.07%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 12.33%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.23%
Khac 0.22%
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CAN THO

Nam2019
B6 phan TNTKQ xa 40.12%
Bo phan TNTKQ huyén 36.20%
Co quan giai quyét cong viéc. Bo6 phan TNTKQ tinh 22.17%
Trung tdm HCC tinh 2.71%
Khac. 0.30%
Qua ngudi than, ban be. 18.40%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 29.43%
giai quyét cong viec. Qua thong -tln dai chdng. 13.12%
Qua internet. 10.11%
Khéac 4.22%
Qua cong chirc tai noi ndp hd so 75.57%
T P Qua niém yét cong khai tai noi nop hd so 17.95%
quy dinh TTHC Qua qua_lnternet 5.73%
Qua qua nguoi than, ban be. 4.83%
Khac 0.90%
1 lan 15.54%
2 lan 61.24%
S lan di lai dé giai quyét cong viec 3 lan 15.23%
4 lan 6.49%
Khéac 1.51%
Cong chuc gay phién ha, sach nhidu Co 2.11%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.30%
bung hen 94.12%
Co quan tra két qua ding hen Sém hen 1.66%
Tré hen. 4.22%
Co quan thong b&o V& viéc tré hen Co 25.00%
Co quan xin 16i vi tré hen Co 7.14%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.89%
TR B i
i i B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 90.80%
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CAN THO

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 86.88%
Tru s6 co quan co du chd ngdi cho NDTC 89.14%
Trang thiét bi phuc vu NDTC day du 86.27%
Trang thiét bi phuc vu NDTC dé str dung 85.07%
Tiép can dich vu ndi chung 86.84%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 86.73%
Quy dinh TTHC duoc niém yét cong khai day du 84.92%
Thanh phan hd so yéu cau nop dung quy dinh 87.63%
Muc phi/lé phi yéu cau nop dung quy dinh 86.43%
Thoi han giai quyét cong viéc ding quy dinh 86.73%

TTHC néi chun

86.49%

Cong chuc c6 thai d6 giao tiép lich sy 85.52%
Cong chac cham cha 1ang nghe 83.11%
Cong chuc tra 1o, giai thich day du 84.92%
Cong chic husng dan ké khai hd so d& hiéu 84.16%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 83.56%
Cong chirc giai quyét cong viéc ding quy dinh 84.92%
Cong chirc tan tinh giap do 83.41%
Cong chirc nbi chung 84.23%

Két qua pht hop voi quy dinh 87.78%
Két qua giai c6 thong tin day du 88.54%
Ké&t qua co thong tin chinh xac 88.39%
Két qua dam bao tinh céng bang 87.78%
Két qua ndi chung 88.12%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 40.74%
NDTC dé dang thuc hién GYPAKN 55.56%
Co quan tiép nhan , xt ly GYPAKN tich cuc 51.85%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 59.26%
Viéc tiép nhan, xir Iy GYPAKN noi chung 51.85%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 80.39%
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CAN THO

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 62.14%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.53%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 23.23%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 25.04%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.22%
Tiép tuc don gian héa TTHC 44.19%
Rt ngan thoi gian dich vu cong 50.53%
Giam phi/I€ phi dich vu cong 12.07%
Cai thién thai d6 giao tiép ctia cong chirc 7.69%
Cai thién tinh than phuc vu cia cong chirc 6.33%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.95%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11.01%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.76%
Khac 0.15%
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CAO BANG

Nam2019
B6 phan TNTKQ xa 45.47%
Bo phan TNTKQ huyén 37.09%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 20.31%
Trung tdm HCC tinh 2.87%
Khac. 0.22%
Qua ngudi than, ban be. 21.63%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 09.56%
giai quyét cong viec. Qua thong -tln dai chdng. 12.80%
Qua internet. 5.74%
Khéc 2.43%
Qua cong chirc tai noi ndp hd so 76.38%
Knh thong tin 06 bidt vé bidevé |- Soniemyeteong el einoindphoso | 20.97%
quy dinh TTHC Qua qua_lnternet 6.62%
Qua qua nguoi than, ban be. 8.39%
Khac 0.22%
1 lan 30.46%
2 lan 46.80%
S lan di lai dé giai quyét cong viec 3 lan 10.60%
4 lan 10.60%
Khéac 1.55%
Cong chuc gay phién ha, sach nhidu Co 2.65%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.88%
bung hen 95.58%
Co quan tra két qua ding hen Sém hen 0.00%
Tré hen. 4.42%
Co quan thong bao vé Viéc tré hen Co 42.86%
Co quan xin 16i vi tré hen Co 5.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.68%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 83.80%
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CAO BANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 82.78%
Tru s6 co quan co du chd ngdi cho NDTC 83.44%
Trang thiét bi phuc vu NDTC day du 78.81%
Trang thiét bi phuc vu NDTC d& st dung 73.29%
Tiép can dich vu néi chung 79.58%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 79.25%
Quy dinh TTHC duoc niém yét cong khai day du 79.47%
Thanh phan hd so yéu cau nop dung quy dinh 86.31%
Muc phi/lé phi yéu cau nop dung quy dinh 84.33%
Thoi han giai quyét cong viéc ding quy dinh 78.15%

TTHC néi chun

81.50%

Cong chuc c6 thai d6 giao tiép lich sy 78.59%
Cong chac cham cha 1ang nghe 79.03%
Cong chuc tra 1o, giai thich day du 82.34%
Cong chic husng dan ké khai hd so d& hiéu 83.89%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 77.04%
Cong chirc giai quyét cong viéc ding quy dinh 80.13%
Cong chirc tan tinh giap do 78.81%
Cong chirc nbi chung 79.97%

Két qua pht hop voi quy dinh 83.44%
Két qua giai c6 thong tin day du 84.77%
Ké&t qua co thong tin chinh xac 84.11%
Két qua dam bao tinh céng bang 83.89%
Két qua ndi chung 84.05%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 51.43%
NDTC dé dang thuc hién GYPAKN 57.14%
Co quan tiép nhan , xt ly GYPAKN tich cuc 45.71%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 45.71%
Viéc tiép nhan, xir Iy GYPAKN noi chung 50.00%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 75.91%
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CAO BANG

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 66.00%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.30%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 33.77%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 22.08%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 7.06%
Tiép tuc don gian héa TTHC 38.63%
Rt ngan thoi gian dich vu cong 46.80%
Giam phi/I€ phi dich vu cong 15.45%
Cai thién thai d6 giao tiép ctia cong chirc 4.64%
Cai thién tinh than phuc vu cia cong chirc 2.87%
Nang cao ning luc giai quyét cong viée ciia cong chire 11.48%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11.70%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 15.67%
Khac 0.00%
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DA NANG

Nam2019
B6 phan TNTKQ xa 40.16%
Bo phan TNTKQ huyén 36.69%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 5.98%
Trung tdm HCC tinh 17.95%
Khéc. 0.16%
Qua ngudi than, ban be. 22.83%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 48.82%
giai quyét cong viec. Qua thong-tm dai chdng. 20.16%
Qua internet. 12.13%
Khéc 2.83%
Qua cong chirc tai noi ndp hd so 70.24%
T P Qua niém yét cong khai tai noi nop hd so 22.68%
quy dinh TTHC Qua qua_lnternet 9.61%
Qua qua nguoi than, ban be. 3.62%
Khéac 0.79%
1 lan 17.80%
2 lan 59.53%
S lan di lai dé giai quyét cong viec 3 lan 17.01%
4 lan 4.57%
Khéac 1.10%
Cong chuc gay phién ha, sach nhidu Co 0.79%
Cong chiic goi Y nop tién ngoai phifké phi Co 0.47%
bung hen 96.06%
Co quan tra két qua dang hen Som hen 0.94%
Tré hen. 2.99%
Co quan thong b&o V& viéc tré hen Co 63.16%
Co quan xin 16i vi tré hen Co 36.84%
Tiep nhaBnéh;hzc:] \Sgiiﬁkzt qua tai Ph hop 98.58%
e dich v Bty e
Tle[zr?rlgaltrllj)tlgnsgu\;airt_]rtzrl;]zttqua Phu hop 85.04%
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DA NANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 90.39%
Tru s6 co quan co du chd ngdi cho NDTC 91.34%
Trang thiét bi phuc vu NDTC day du 87.87%
Trang thiét bi phuc vu NDTC d& st dung 86.30%
Tiép can dich vu ndi chung 88.98%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.03%
Quy dinh TTHC duoc niém yét cong khai day du 88.98%
Thanh phan hd so yéu cau nop dung quy dinh 90.55%
Muc phi/lé phi yéu cau nop dung quy dinh 87.09%
Thoi han giai quyét cong viéc ding quy dinh 87.09%

TTHC néi chun

88.35%

Cong chuc c6 thai d6 giao tiép lich sy 87.56%
Cong chac cham cha 1ang nghe 86.46%
Cong chuc tra 1o, giai thich day du 88.03%
Cong chic husng dan ké khai hd so d& hiéu 87.87%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 85.35%
Cong chirc giai quyét cong viéc ding quy dinh 88.19%
Cong chirc tan tinh giap do 85.35%
Cong chirc nbi chung 86.97%

Két qua pht hop voi quy dinh 90.71%
Két qua giai c6 thong tin day du 91.81%
Ké&t qua co thong tin chinh xac 91.65%
Két qua dam bao tinh céng bang 88.82%
Két qua ndi chung 90.75%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 76.47%
NDTC dé dang thuc hién GYPAKN 70.59%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.65%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 67.65%
Viéc tiép nhan, xir Iy GYPAKN noi chung 70.59%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.49%
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DA NANG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 54.96%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 24.41%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 31.18%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 28.19%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 18.43%
Tiép tuc don gian héa TTHC 49.45%
Rt ngan thoi gian dich vu cong 44.57%
Giam phi/l¢ phi dich vu cong 10.08%
Cai thién thai d6 giao tiép ctia cong chirc 4.41%
Cai thién tinh than phuc vu cia cong chirc 3.94%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.29%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.50%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 10.71%
Khac 0.16%
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PAK LAK

Nam2019
B6 phan TNTKQ xa 40.42%
Bo phan TNTKQ huyén 45.47%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 20.03%
Trung tdam HCC tinh 4.01%
Khac. 0.52%
Qua ngudi than, ban be. 25.44%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 23.40%
giai quyét cong viec. Qua thong-tm dai chdng. 16.38%
Qua internet. 6.27%
Khéc 3.83%
Qua cong chirc tai noi ndp hd so 67.94%
A .o s ..+ | Quaniém yétcong khai tai noi nop hd so 27.00%
R th(z;ll%] té?nie_lp_'ﬁ_tl ge sl Qua qua Internet 2.96%
' Qua qua nguoi than, ban be. 7.67%
Khéc 0.17%
1 lan 26.48%
2 lan 49.13%
S8 lan di lai dé giai quyét cong viec 3 lan 14.29%
4 lan 9.23%
Khéac 0.87%
Cong chuc gay phién ha, sach nhidu Co 3.48%
Cong chuc goi Y nop tién ngoai phiflé phi Cé 0.87%
bung hen 88.33%
Co quan tra két qua ding hen Sém hen 1.92%
Tré hen. 9.76%
Co quan thong bao vé Viéc tré hen Co 33.93%
Co quan xin 16i vi tré hen Co 19.64%
Tiep nhaBnéh;)hz(ry] \Sgiiﬁkzt qua tai Ph hop 96.34%
Ty
T e dich v B
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 50.59%
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PAK LAK

Nam 2019

Tru s6 co quan c6 bién hiéu, huéng dan rd rang, dé thiy 75.78%
Tru s6 co quan co du chd ngdi cho NDTC 76.66%
Trang thiét bi phuc vu NDTC day du 75.96%
Trang thiét bi phuc vu NDTC d& st dung 74.56%
Tiép can dich vu ndi chung 75.74%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 75.96%
Quy dinh TTHC duoc niém yét cong khai day du 74.22%
Thanh phan hd so yéu cau nop dung quy dinh 78.22%
Muc phi/lé phi yéu cau nop dung quy dinh 78.22%
Thoi han giai quyét cong viéc ding quy dinh 74.04%

TTHC néi chun

76.13%

Cong chuc c6 thai d6 giao tiép lich sy 75.09%
Cong chac cham cha 1ang nghe 72.82%
Cong chuc tra 1o, giai thich day du 75.96%
Cong chic husng dan ké khai hd so d& hiéu 74.04%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 70.91%
Cong chirc giai quyét cong viéc ding quy dinh 73.87%
Cong chirc tan tinh giap do 71.78%
Cong chirc nbi chung 73.49%

Két qua pht hop voi quy dinh 83.09%
Két qua giai c6 thong tin day du 81.57%
Ké&t qua co thong tin chinh xac 82.44%
Két qua dam bao tinh céng bang 80.00%
Két qua ndi chung 81.78%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 69.81%
NDTC dé dang thuc hién GYPAKN 68.26%
Co quan tiép nhan , xt ly GYPAKN tich cuc 69.72%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 68.60%
Viéc tiép nhan, xir Iy GYPAKN noi chung 69.10%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 75.07%
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PAK LAK

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 45.82%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.09%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 27.70%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 23.17%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 18.29%
Tiép tuc don gian héa TTHC 50.00%
Rt ngan thoi gian dich vu cong 50.70%
Giam phi/l¢ phi dich vu cong 15.33%
Cai thién thai d6 giao tiép ctia cong chirc 7.49%
Cai thién tinh than phuc vu cia cong chirc 6.62%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.45%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.23%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.58%
Khac 0.35%
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DPAK NONG

Nam2019
B6 phan TNTKQ xa 39.75%
Bo phan TNTKQ huyén 38.10%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 12.84%
Trung tdm HCC tinh 14.70%
Khac. 0.00%
Qua ngudi than, ban be. 19.25%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 29.21%
giai quyét cong viec. Qua thong -tln dai chdng. 19.67%
Qua internet. 8.07%
Khéc 0.83%
Qua cong chirc tai noi ndp hd so 66.87%
Kenh thong tin dé bidt vé biétvé [ 2iemyetoong kel ainoingphoso | 26.16%
quy dinh TTHC Qua qua_lnternet 6.42%
Qua qua nguoi than, ban be. 4.35%
Khéac 0.41%
1 lan 20.91%
2 lan 58.18%
S8 lan di lai dé giai quyét cong viec 3 lan 12.22%
4 lan 8.07%
Khéac 0.62%
Cong chuc gay phién ha, sach nhidu Co 2.69%
Cong chiic goi Y nop tién ngoai phifké phi Co 1.24%
bung hen 92.96%
Co quan tra két qua ding hen Sém hen 2.69%
Tré hen. 4.35%
Co quan thong b&o V& viéc tré hen Co 28.57%
Co quan xin 16i vi tré hen Co 9.52%
Tiep nhaBnéh;)hz(ry] \Sgiiﬁkzt qua tai Ph hop 97 31%
T B L
R dich v Bt i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.92%
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DPAK NONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 79.30%
Tru s6 co quan co du chd ngdi cho NDTC 83.23%
Trang thiét bi phuc vu NDTC day du 79.30%
Trang thiét bi phuc vu NDTC d& st dung 77.64%
Tiép can dich vu ndi chung 79.87%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 79.71%
Quy dinh TTHC duoc niém yét cong khai day du 81.16%
Thanh phan hd so yéu cau nop dung quy dinh 83.02%
Muc phi/lé phi yéu cau nop dung quy dinh 83.64%
Thoi han giai quyét cong viéc ding quy dinh 78.88%

TTHC néi chun

81.28%

Cong chuc c6 thai d6 giao tiép lich sy 78.05%
Cong chac cham cha 1ang nghe 77.43%
Cong chuc tra 1o, giai thich day du 78.88%
Cong chic husng dan ké khai hd so d& hiéu 78.26%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 75.78%
Cong chirc giai quyét cong viéc ding quy dinh 80.54%
Cong chirc tan tinh giap do 75.98%
Cong chirc nbi chung 77.85%

Két qua pht hop voi quy dinh 81.57%
Két qua giai c6 thong tin day du 82.61%
Ké&t qua co thong tin chinh xac 83.02%
Két qua dam bao tinh céng bang 82.82%
Két qua ndi chung 82.51%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 65.17%
NDTC dé dang thuc hién GYPAKN 68.62%
Co quan tiép nhan , xt ly GYPAKN tich cuc 68.28%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 61.72%
Viéc tiép nhan, xir Iy GYPAKN noi chung 65.95%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 77.69%
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DPAK NONG

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 63.98%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 21.53%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 35.20%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 34.99%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.73%
Tiép tuc don gian héa TTHC 34.58%
Rt ngan thoi gian dich vu cong 40.79%
Giam phi/l¢ phi dich vu cong 8.90%
Cai thién thai d6 giao tiép ctia cong chirc 8.07%
Cai thién tinh than phuc vu cta cong chirc 4.76%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.70%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 15.32%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.59%
Khac 0.62%
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PIEN BIEN

Nam2019
B6 phan TNTKQ xa 35.91%
Bo phan TNTKQ huyén 33.61%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 26.72%
Trung tdam HCC tinh 5.43%
Khac. 0.21%
Qua ngudi than, ban be. 24.43%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 23.03%
giai quyét cong viec. Qua thong -tln dai chdng. 17.12%
Qua internet. 6.89%
Khéac 1.04%
Qua cong chirc tai noi ndp hd so 64.93%
Knh thong tin 06 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 26.10%
quy dinh TTHC Qua qua_lnternet 5.64%
Qua qua nguoi than, ban be. 5.64%
Khéac 0.00%
1 lan 18.37%
2 lan 63.05%
S8 lan di lai dé giai quyét cong viec 3 lan 12.73%
4 lan 4.59%
Khéac 1.25%
Cong chuc gay phién ha, sach nhidu Co 1.46%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 92.90%
Co quan tra két qua ding hen Sém hen 1.25%
Tré hen. 5.85%
Co quan thong bao vé Viéc tré hen Co 28.57%
Co quan xin 16i vi tré hen Co 7.14%
Tiep nhaBnéh;)hz(ry] \Sgiiﬁkzt qua tai Ph hop 97.91%
T oo
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 82.88%
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PIEN BIEN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.52%
Tru s6 co quan co du chd ngdi cho NDTC 89.77%
Trang thiét bi phuc vu NDTC day du 85.80%
Trang thiét bi phuc vu NDTC dé str dung 84.55%
Tiép can dich vu ndi chung 87.16%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 87.06%
Quy dinh TTHC duoc niém yét cong khai day du 87.06%
Thanh phan hd so yéu cau nop dung quy dinh 89.56%
Muc phi/lé phi yéu cau nop dung quy dinh 87.68%
Thoi han giai quyét cong viéc ding quy dinh 85.59%

TTHC néi chun

87.39%

Cong chuc c6 thai d6 giao tiép lich sy 87.47%
Cong chac cham cha 1ang nghe 84.34%
Cong chuc tra 1o, giai thich day du 86.64%
Cong chic husng dan ké khai hd so d& hiéu 86.64%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.85%
Cong chirc giai quyét cong viéc ding quy dinh 87.89%
Cong chirc tan tinh giap do 87.89%
Cong chirc nbi chung 86.82%

Két qua pht hop voi quy dinh 89.56%
Két qua giai c6 thong tin day du 89.35%
Ké&t qua co thong tin chinh xac 90.40%
Két qua dam bao tinh céng bang 87.89%
Két qua ndi chung 89.30%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 71.19%
NDTC dé dang thuc hién GYPAKN 72.88%
Co quan tiép nhan , xt ly GYPAKN tich cuc 71.19%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 74.14%
Viéc tiép nhan, xir Iy GYPAKN noi chung 72.35%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.00%
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PIEN BIEN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 68.48%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 24.22%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 32.57%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 31.32%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.68%
Tiép tuc don gian héa TTHC 41.54%
Rt ngan thoi gian dich vu cong 46.97%
Giam phi/I€ phi dich vu cong 14.20%
Cai thién thai d6 giao tiép ctia cong chirc 7.52%
Cai thién tinh than phuc vu cia cong chirc 2.71%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.85%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.14%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.77%
Khac 0.42%
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PONG NAI

Nam2019
B6 phan TNTKQ xa 55.10%
Bo phan TNTKQ huyén 51.99%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 23.34%
Trung tdm HCC tinh 26.14%
Khéc. 2.07%
Qua ngudi than, ban be. 46.82%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 03.66%
giai quyét cong viec. Qua thong -tln dai chdng. 31.61%
Qua internet. 18.46%
Khéc 0.89%
Qua cong chirc tai noi ndp hd so 80.21%
Kenh thong tin 06 biét vé biét vé. |2 MemyeLeong il ainoindphoso | 40.479%
quy dinh TTHC Qua qua_lnternet 21.86%
Qua qua nguoi than, ban be. 16.40%
Khéac 0.44%
1 lan 34.71%
2 lan 56.28%
S lan di lai dé giai quyét cong viec 3 lan 7.53%
4 lan 1.03%
Khéac 0.44%
Cong chuc gay phién ha, sach nhidu Co 0.74%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 93.80%
Co quan tra két qua ding hen Sém hen 3.99%
Tré hen. 2.22%
Co quan thdng b&o V& viéc tré hen Cé 60.00%
Co quan xin 16i vi tré hen Co 73.33%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.82%
T il b0y
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 93.33%
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PONG NAI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.22%
Tru s6 co quan co du chd ngdi cho NDTC 89.36%
Trang thiét bi phuc vu NDTC day du 86.56%
Trang thiét bi phuc vu NDTC d& st dung 85.38%
Tiép can dich vu néi chung 87.63%
I. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 86.56%
Quy dinh TTHC duoc niém yét cong khai day du 86.24%
Thanh phan hd so yéu cau nop dung quy dinh 88.92%
Muc phi/lé phi yéu cau nop dung quy dinh 88.48%
Thoi han giai quyét cong viéc ding quy dinh 88.77%

TTHC néi chun

87.80%

Cong chuc c6 thai d6 giao tiép lich sy 92.32%
Cong chac cham cha 1ang nghe 88.48%
Cong chuc tra 1o, giai thich day du 88.48%
Cong chic husng dan ké khai hd so d& hiéu 88.18%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién ho so 90.55%
Cong chirc giai quyét cong viéc ding quy dinh 89.51%
Cong chirc tan tinh giap do 87.00%
Cong chirc nbi chung 89.22%

Két qua pht hop voi quy dinh 88.43%
Két qua giai c6 thong tin day du 88.31%
Ké&t qua co thong tin chinh xac 89.05%
Két qua dam bao tinh céng bang 88.17%
Két qua ndi chung 88.49%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 80.43%
NDTC dé dang thyc hién GYPAKN 78.26%
Co quan tiép nhan , xt ly GYPAKN tich cuc 76.09%
Co quan cé thong bao kip thoi két qua xir Iy GYPAKN 82.61%
Viéc tiép nhan, xir Iy GYPAKN noi chung 79.35%
CHI SO HAI LONG VE SU'PHUC VU HANH CHINH CUA TINH 86.89%
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PONG NAI

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 74.89%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.69%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.13%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 22.45%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 15.66%
Tiép tuc don gian héa TTHC 51.99%
Rt ngan thoi gian dich vu cong 42.25%
Giam phi/I€ phi dich vu cong 7.39%
Cai thién thai d6 giao tiép ctia cong chirc 4.73%
Cai thién tinh than phuc vu cta cong chirc 4.73%
Nang cao ning luc giai quyét cong viée ciia cong chire 4.73%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.87%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 4.58%
Khac 1.33%
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PONG THAP

Nam 2019
B6 phan TNTKQ xa 40.60%
Bo phan TNTKQ huyén 42.74%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 9.62%
Trung tdm HCC tinh 10.26%
Khéc. 0.85%
Qua ngudi than, ban be. 27.99%
X T Qua chinh quyén x4. 55.98%
Kénh tgg?% 3}‘}5‘; cl)’r']‘;t\‘/’lzgo’ quan Qua thong tin dai chang, 21.58%
Qua internet. 4.70%
Khéc 3.85%
Qua cong chirc tai noi ndp hd so 79.06%
A . s .. | Quaniém yétcong khai tai noi nop hd so 20.73%
Kénh thczlrllitéliln(:]e_lp_;_elz_tlge biet ve Qua qua Internet 3420
' Qua qua nguoi than, ban be. 4.27%
Khéc 2.99%
1 lan 20.73%
2 lan 60.04%
S lan di lai dé giai quyét cong viec 3 lan 13.25%
4 lan 3.85%
Khéac 2.14%
Cong chuc gay phién ha, sach nhidu Co 1.07%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 92.52%
Co quan tra két qua dung hen Sém hen 1.50%
Tré hen. 5.98%
Co quan thong bao vé Viéc tré hen Co 21.43%
Co quan xin 16i vi tré hen Co 21.43%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 99.36%
Tl B Wi
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 94.23%
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PONG THAP

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.74%
Tru s6 co quan co du chd ngdi cho NDTC 89.32%
Trang thiét bi phuc vu NDTC day du 87.82%
Trang thiét bi phuc vu NDTC d& st dung 87.61%
Tiép can dich vu néi chung 88.62%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 86.75%
Quy dinh TTHC duoc niém yét cong khai day du 87.39%
Thanh phan hd so yéu cau nop dung quy dinh 89.74%
Muc phi/lé phi yéu cau nop dung quy dinh 87.61%
Thoi han giai quyét cong viéc ding quy dinh 88.68%

TTHC néi chun

88.03%

Cong chuc c6 thai d6 giao tiép lich sy 89.96%
Cong chac cham cha 1ang nghe 87.82%
Cong chuc tra 1o, giai thich day du 88.89%
Cong chic husng dan ké khai hd so d& hiéu 89.10%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.11%
Cong chirc giai quyét cong viéc ding quy dinh 88.68%
Cong chirc tan tinh giap do 87.18%
Cong chirc nbi chung 88.25%

Két qua pht hop voi quy dinh 89.74%
Két qua giai c6 thong tin day du 89.96%
Ké&t qua co thong tin chinh xac 91.24%
Két qua dam bao tinh céng bang 89.96%
Két qua ndi chung 90.22%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 83.33%
NDTC dé dang thuc hién GYPAKN 80.77%
Co quan tiép nhan , xt ly GYPAKN tich cuc 82.05%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 83.33%
Viéc tiép nhan, xir Iy GYPAKN noi chung 82.37%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 87.62%
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PONG THAP

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 62.82%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 20.94%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 21.79%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 33.55%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 14.53%
Tiép tuc don gian héa TTHC 39.96%
Rt ngan thoi gian dich vu cong 55.56%
Giam phi/l¢ phi dich vu cong 18.80%
Cai thién thai d6 giao tiép ctia cong chirc 5.34%
Cai thién tinh than phuc vu cia cong chirc 3.21%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.77%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.12%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.62%
Khac 0.85%
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GIA LAI

Nam2019
B6 phan TNTKQ xa 42.18%
Bo phan TNTKQ huyén 34.81%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 8.41%
Trung tdm HCC tinh 17.26%
Khac. 0.00%
Qua ngudi than, ban be. 20.35%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 48.67%
giai quyét cong viec. Qua thong -tln dai chdng. 26.11%
Qua internet. 4.87%
Khéc 2.65%
Qua cong chirc tai noi ndp hd so 69.47%
T P Qua niém yét cong khai tai noi nop hd so 21.83%
quy dinh TTHC Qua qua_lnternet 5.01%
Qua qua nguoi than, ban be. 5.01%
Khéac 0.15%
1 lan 33.78%
2 lan 55.31%
S lan di lai dé giai quyét cong viec 3 lan 7.67%
4 lan 3.10%
Khéac 0.15%
Cong chuc gay phién ha, sach nhidu Co 0.29%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.15%
bung hen 96.61%
Co quan tra két qua ding hen Sém hen 0.59%
Tré hen. 2.80%
Co quan thong b&o V& viéc tré hen Co 88.89%
Co quan xin 15i Vi tré hen Co 94.44%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 92.48%
Tl B Wi
e dich v Bty e
Tiep nhan ho so va tra két qua Ph hop 81.97%

tryc tuyén qua internet
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GIA LAI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.43%
Tru s6 co quan co du chd ngdi cho NDTC 86.46%
Trang thiét bi phuc vu NDTC day du 83.07%
Trang thiét bi phuc vu NDTC d& st dung 83.66%
Tiép can dich vu ndi chung 84.65%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 82.77%
Quy dinh TTHC duoc niém yét cong khai day du 84.10%
Thanh phan hd so yéu cau nop dung quy dinh 87.05%
Muc phi/lé phi yéu cau nop dung quy dinh 85.72%
Thoi han giai quyét cong viéc ding quy dinh 84.84%

TTHC néi chun

84.90%

Cong chuc c6 thai d6 giao tiép lich sy 85.87%
Cong chac cham cha 1ang nghe 83.07%
Cong chuc tra 1o, giai thich day du 82.48%
Cong chic husng dan ké khai hd so d& hiéu 82.63%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 82.77%
Cong chirc giai quyét cong viéc ding quy dinh 85.13%
Cong chirc tan tinh giap do 83.95%
Cong chirc nbi chung 83.70%

Két qua pht hop voi quy dinh 92.02%
Két qua giai c6 thong tin day du 90.17%
Ké&t qua co thong tin chinh xac 90.90%
Két qua dam bao tinh céng bang 92.63%
Két qua ndi chung 91.43%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 78.38%
NDTC dé dang thuc hién GYPAKN 81.08%
Co quan tiép nhan , xt ly GYPAKN tich cuc 78.38%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 74.32%
Viéc tiép nhan, xir Iy GYPAKN noi chung 78.04%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 84.45%
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GIA LAI

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 94.57%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.70%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 25.81%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 32.74%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.98%
Tiép tuc don gian hoa TTHC 40.12%
Rt ngan thoi gian dich vu cong 48.38%
Giam phi/l¢ phi dich vu cong 18.88%
Cai thién thai d6 giao tiép ctia cong chirc 5.31%
Cai thién tinh than phuc vu cia cong chirc 4.72%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.29%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.96%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 12.09%
Khac 0.00%
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HA GIANG

Nam2019
B6 phan TNTKQ xa 35.86%
Bo phan TNTKQ huyén 41.98%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 5.27%
Trung tdam HCC tinh 24.47%
Khac. 0.21%
Qua ngudi than, ban be. 23.84%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 02110
giai quyét cong viec. Qua thong -tln dai chdng. 33.76%
Qua internet. 11.39%
Khéc 0.00%
Qua cong chirc tai noi ndp hd so 57.38%
Knh thong tin 48 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 38.40%
quy dinh TTHC Qua qua_lnternet 12.03%
Qua qua nguoi than, ban be. 8.44%
Khac 0.21%
1 lan 22.15%
2 lan 58.65%
S lan di lai dé giai quyét cong viec 3 lan 16.03%
4 lan 2.53%
Khéac 0.63%
Cong chuc gay phién ha, sach nhidu Co 0.84%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 96.84%
Co quan tra két qua dung hen Sém hen 2.32%
Tré hen. 0.84%
Co quan thong bao vé Viéc tré hen Co 25.00%
Co quan xin 16i vi tré hen Co 25.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 99.37%
TRp TR B L
e dich v Bty e
Tiep nhan ho so va tra két qua Ph hop 89.66%

tryc tuyén qua internet

SIPAS 2019

155




HA GIANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 82.41%
Tru s6 co quan co du chd ngdi cho NDTC 82.62%
Trang thiét bi phuc vu NDTC day du 80.93%
Trang thiét bi phuc vu NDTC d& st dung 87.66%
Tiép can dich vu ndi chung 83.40%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 84.30%
Quy dinh TTHC duoc niém yét cong khai day du 85.83%
Thanh phan hd so yéu cau nop dung quy dinh 86.56%
Muc phi/lé phi yéu cau nop dung quy dinh 87.83%
Thoi han giai quyét cong viéc ding quy dinh 89.45%

TTHC néi chun

86.79%

Cong chuc c6 thai d6 giao tiép lich sy 82.24%
Cong chac cham cha 1ang nghe 83.19%
Cong chuc tra 1o, giai thich day du 82.97%
Cong chic husng dan ké khai hd so d& hiéu 84.61%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 82.82%
Cong chirc giai quyét cong viéc ding quy dinh 84.93%
Cong chirc tan tinh giap do 83.40%
Cong chirc nbi chung 83.45%

Két qua pht hop voi quy dinh 88.77%
Két qua giai c6 thong tin day du 89.19%
Ké&t qua co thong tin chinh xac 89.98%
Két qua dam bao tinh céng bang 87.93%
Két qua ndi chung 88.97%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 82.91%
NDTC dé dang thuc hién GYPAKN 80.21%
Co quan tiép nhan , xt ly GYPAKN tich cuc 83.62%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 80.91%
Viéc tiép nhan, xir Iy GYPAKN noi chung 81.91%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 84.80%
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HA GIANG

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.40%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.57%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 26.37%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 44.73%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.92%
Tiép tuc don gian héa TTHC 42.41%
Rt ngan thoi gian dich vu cong 42.62%
Giam phi/l¢ phi dich vu cong 12.90%
Cai thién thai d6 giao tiép ctia cong chirc 5.71%
Cai thién tinh than phuc vu cia cong chirc 3.81%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.77%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.71%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.21%
Khac 0.21%
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HA NAM

Nam2019
B6 phan TNTKQ xa 40.09%
Bo phan TNTKQ huyén 35.39%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 10.02%
Trung tdm HCC tinh 17.27%
Khac. 0.00%
Qua ngudi than, ban be. 22.17%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 2.69%
giai quyét cong viec. Qua thong -tln dai chdng. 18.98%
Qua internet. 5.33%
Khéc 0.43%
Qua cong chirc tai noi ndp hd so 66.10%
T P Qua niém yét cong khai tai noi nop hd so 27.08%
quy dinh TTHC Qua qua_lnternet 4.48%
Qua qua nguoi than, ban be. 5.97%
Khéac 0.00%
1 lan 29.42%
2 lan 55.65%
S lan di lai dé giai quyét cong viec 3 lan 11.09%
4 lan 3.62%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.43%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 97.01%
Co quan tra két qua dung hen Som hen 0.64%
Tré hen. 2.35%
Co quan thong b&o V& viéc tré hen Co 36.36%
Co quan xin 16i vi tré hen Co 9.09%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.08%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 84.80%
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HA NAM

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 91.47%
Tru s6 co quan co du chd ngdi cho NDTC 93.39%
Trang thiét bi phuc vu NDTC day du 91.90%
Trang thiét bi phuc vu NDTC d& st dung 89.98%
Tiép can dich vu néi chung 91.68%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 91.90%
Quy dinh TTHC duoc niém yét cong khai day du 90.62%
Thanh phan hd so yéu cau nop dung quy dinh 93.60%
Muc phi/lé phi yéu cau nop dung quy dinh 91.47%
Thoi han giai quyét cong viéc ding quy dinh 91.26%

TTHC néi chun

91.77%

Cong chuc c6 thai d6 giao tiép lich sy 89.34%
Cong chac cham cha 1ang nghe 89.34%
Cong chuc tra 1o, giai thich day du 89.77%
Cong chic husng dan ké khai hd so d& hiéu 89.77%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 88.91%
Cong chirc giai quyét cong viéc ding quy dinh 90.62%
Cong chirc tan tinh giap do 90.19%
Cong chirc nbi chung 89.70%

Két qua pht hop voi quy dinh 91.68%
Két qua giai c6 thong tin day du 92.11%
Ké&t qua co thong tin chinh xac 93.60%
Két qua dam bao tinh céng bang 92.75%
Két qua ndi chung 92.54%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 73.08%
NDTC dé dang thuc hién GYPAKN 80.77%
Co quan tiép nhan , xt ly GYPAKN tich cuc 73.08%
Co quan cé thong bao kip thoi két qua xit ly GYPAKN 69.23%
Viéc tiép nhan, xir Iy GYPAKN noi chung 74.04%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 88.33%
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HA NAM

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 69.94%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 18.55%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 31.77%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 26.65%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.09%
Tiép tuc don gian héa TTHC 53.94%
Rt ngan thoi gian dich vu cong 46.48%
Giam phi/I€ phi dich vu cong 10.45%
Cai thién thai d6 giao tiép ctia cong chirc 3.41%
Cai thién tinh than phuc vu cia cong chirc 4,90%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.97%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.96%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.46%
Khac 0.00%
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HA NOI

Nam2019

Bo phan TNTKQ xa 69.24%

Bo phan TNTKQ huyén 42.71%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 12.13%
Trung tdam HCC tinh 5.04%

Khac. 3.27%

Qua ngudi than, ban be. 26.40%

Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 09.20%
giai quyét cong viec. Qua thong-tm dai chdng. 21.04%

Qua internet. 13.77%

Khéac 2.23%

Qua cong chirc tai noi ndp hd so 75.57%

A . s .. | Quaniém yétcong khai tai noi nop hd so 38.47%
e th(z;ll%] tcltliln(:]e'lp'lr?-tl ge st e Qua qua Internet 14.36%
' Qua qua nguoi than, ban be. 8.16%

Khéac 0.59%

1 lan 34.11%

2 lan 48.24%

S lan di lai dé giai quyét cong viec 3 lan 10.90%
4 lan 5.24%
Khéac 1.50%
Cong chuc gay phién ha, sach nhidu Co 3.23%
Cong chic goi Y nop tién ngoai phiflé phi Co 1.27%
bung hen 90.35%
Co quan tra két qua ding hen Sém hen 0.91%
Tré hen. 8.74%
Co quan thong bao vé Viéc tré hen Co 53.89%
Co quan xin 16i vi tré hen Co 43.52%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 92.91%
Ty
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 87.16%
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HA NOI

Nam 2019

Tru s& co quan co bién hiéu, huéng dan rd rang, dé thiy 83.73%
Tru s6 co quan co du chd ngdi cho NDTC 83.73%
Trang thiét bi phuc vu NDTC day du 82.46%
Trang thiét bi phuc vu NDTC d& st dung 82.64%
Tiép can dich vu néi chung 83.14%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 81.78%
Quy dinh TTHC duoc niém yét cong khai day du 82.42%
Thanh phan hd so yéu cau nop dung quy dinh 84.64%
Muc phi/lé phi yéu cau nop dung quy dinh 83.82%
Thoi han giai quyét cong viéc ding quy dinh 82.09%

TTHC néi chun

82.95%

Cong chuc c6 thai d6 giao tiép lich sy 80.24%
Cong chac cham cha 1ang nghe 76.33%
Cong chuc tra 1o, giai thich day du 78.83%
Cong chic husng dan ké khai hd so d& hiéu 78.33%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 77.28%
Cong chirc giai quyét cong viéc ding quy dinh 81.05%
Cong chirc tan tinh giap do 76.60%
Cong chirc nbi chung 78.38%

Két qua pht hop voi quy dinh 83.55%
Két qua giai c6 thong tin day du 84.55%
Ké&t qua co thong tin chinh xac 85.05%
Két qua dam bao tinh céng bang 83.72%
Két qua ndi chung 84.22%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 72.12%
NDTC dé dang thuc hién GYPAKN 73.33%
Co quan tiép nhan , xt ly GYPAKN tich cuc 72.33%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 71.56%
Viéc tiép nhan, xir Iy GYPAKN noi chung 72.33%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 80.09%
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HA NOI

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 57.36%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.91%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 32.05%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 23.81%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 20.76%
Tiép tuc don gian héa TTHC 43.07%
Rt ngan thoi gian dich vu cong 38.35%
Giam phi/I€ phi dich vu cong 10.22%
Cai thién thai d6 giao tiép ctia cong chirc 8.68%
Cai thién tinh than phuc vu cia cong chirc 6.77%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.63%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.50%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 10.00%
Khac 1.91%
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HA TINH

Nam2019
B6 phan TNTKQ xa 42.40%
Bo phan TNTKQ huyén 37.41%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.12%
Trung tdm HCC tinh 18.14%
Khac. 0.23%
Qua ngudi than, ban be. 21.32%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 23970
giai quyét cong viec. Qua thong -tln dai chdng. 21.54%
Qua internet. 5.44%
Khéac 2.72%
Qua cong chirc tai noi ndp hd so 65.31%
T P Qua niém yét cong khai tai noi nop hd so 24.94%
quy dinh TTHC Qua qua_lnternet 4.99%
Qua qua nguoi than, ban be. 7.26%
Khac 0.23%
1 lan 30.61%
2 lan 60.09%
S lan di lai dé giai quyét cong viec 3 lan 7.26%
4 lan 1.59%
Khéac 0.45%
Cong chuc gay phién ha, sach nhidu Co 1.13%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.23%
bung hen 97.51%
Co quan tra két qua ding hen Sém hen 0.91%
Tré hen. 1.59%
Co quan thong b&o V& viéc tré hen Co 28.57%
Co quan xin 16i vi tré hen Co 14.29%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.87%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 50.48%
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HA TINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.44%
Tru s6 co quan co du chd ngdi cho NDTC 90.48%
Trang thiét bi phuc vu NDTC day du 90.25%
Trang thiét bi phuc vu NDTC d& st dung 88.89%
Tiép can dich vu ndi chung 89.51%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 90.70%
Quy dinh TTHC duoc niém yét cong khai day du 91.16%
Thanh phan hd so yéu cau nop dung quy dinh 91.38%
Muc phi/lé phi yéu cau nop dung quy dinh 90.93%
Thoi han giai quyét cong viéc ding quy dinh 90.48%

TTHC néi chun

90.93%

Cong chuc c6 thai d6 giao tiép lich sy 91.16%
Cong chac cham cha 1ang nghe 89.34%
Cong chuc tra 1o, giai thich day du 90.25%
Cong chic husng dan ké khai hd so d& hiéu 90.02%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 89.57%
Cong chirc giai quyét cong viéc ding quy dinh 89.80%
Cong chirc tan tinh giap do 88.66%
Cong chirc nbi chung 89.83%

Két qua pht hop voi quy dinh 92.29%
Két qua giai c6 thong tin day du 92.52%
Ké&t qua co thong tin chinh xac 91.84%
Két qua dam bao tinh céng bang 90.25%
Két qua ndi chung 91.72%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 64.86%
NDTC dé dang thuc hién GYPAKN 67.57%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.57%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 56.76%
Viéc tiép nhan, xir Iy GYPAKN noi chung 64.19%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.05%
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HA TINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 72.34%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 19.05%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 21.77%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 40.14%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 21.32%
Tiép tuc don gian héa TTHC 52.15%
Rt ngan thoi gian dich vu cong 37.64%
Giam phi/I€ phi dich vu cong 12.47%
Cai thién thai d6 giao tiép ctia cong chirc 1.13%
Cai thién tinh than phuc vu cia cong chirc 2.49%
Nang cao ning luc giai quyét cong viée ciia cong chire 4.76%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.71%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.98%
Khac 1.59%
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HAI DUONG

Nam2019
B6 phan TNTKQ xa 46.25%
Bo phan TNTKQ huyén 35.00%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 8.33%
Trung tdm HCC tinh 20.83%
Khac. 0.00%
Qua ngudi than, ban be. 36.04%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 28.54%
giai quyét cong viec. Qua thong -tln dai chdng. 29.58%
Qua internet. 18.96%
Khéc 0.00%
Qua cong chirc tai noi ndp hd so 56.67%
T P Qua niém yét cong khai tai noi nop hd so 44.38%
quy dinh TTHC Qua qua_lnternet 17.08%
Qua qua nguoi than, ban be. 8.75%
Khéac 0.00%
1 lan 32.08%
2 lan 60.42%
S lan di lai dé giai quyét cong viec 3 lan 6.88%
4 lan 0.63%
Khéac 0.00%
Cong chuc gay phién ha, sach nhidu Co 0.00%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 98.13%
Co quan tra két qua ding hen Sém hen 0.63%
Tré hen. 1.25%
Co quan thong bao vé Viéc tré hen Co 83.33%
Co quan xin 16i vi tré hen Co 50.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.92%
TR B i
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 92.08%
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HAI DUONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 91.25%
Tru s6 co quan co du chd ngdi cho NDTC 91.92%
Trang thiét bi phuc vu NDTC day du 90.00%
Trang thiét bi phuc vu NDTC d& st dung 93.96%
Tiép can dich vu ndi chung 91.78%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 92.17%
Quy dinh TTHC duoc niém yét cong khai day du 90.33%
Thanh phan hd so yéu cau nop dung quy dinh 91.79%
Muc phi/lé phi yéu cau nop dung quy dinh 92.21%
Thoi han giai quyét cong viéc ding quy dinh 94.58%

TTHC néi chun

92.22%

Cong chuc c6 thai d6 giao tiép lich sy 92.71%
Cong chac cham cha 1ang nghe 91.63%
Cong chuc tra 1o, giai thich day du 92.88%
Cong chic husng dan ké khai hd so d& hiéu 94.38%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 95.83%
Cong chirc giai quyét cong viéc ding quy dinh 92.29%
Cong chirc tan tinh giap do 91.21%
Cong chirc nbi chung 92.99%

Két qua pht hop voi quy dinh 92.92%
Két qua giai c6 thong tin day du 91.71%
Ké&t qua co thong tin chinh xac 93.13%
Két qua dam bao tinh céng bang 92.75%
Két qua ndi chung 92.63%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 82.10%
NDTC dé dang thuc hién GYPAKN 82.10%
Co quan tiép nhan , xt ly GYPAKN tich cuc 81.87%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 82.10%
Viéc tiép nhan, xir Iy GYPAKN noi chung 82.04%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 90.74%
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HAI DUONG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 53.96%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 21.88%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 27.92%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 40.21%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.04%
Tiép tuc don gian héa TTHC 57.50%
Rt ngan thoi gian dich vu cong 39.79%
Giam phi/l¢ phi dich vu cong 20.63%
Cai thién thai d6 giao tiép ctia cong chirc 2.71%
Cai thién tinh than phuc vu cia cong chirc 3.54%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.88%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.42%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.50%
Khac 0.21%
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HAI PHONG

Nam2019
B6 phan TNTKQ xa 39.57%
Bo phan TNTKQ huyén 36.67%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 23.04%
Trung tdm HCC tinh 1.30%
Khac. 0.00%
Qua ngudi than, ban be. 25.36%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 44.49%
giai quyét cong viec. Qua thong -tln dai chdng. 18.55%
Qua internet. 12.75%
Khéc 0.58%
Qua cong chirc tai noi ndp hd so 58.89%
Knh thong tin 06 bidt vé bidevé |- Son oM yeteong el einoindphoso | 23.91%
quy dinh TTHC Qua qua_lnternet 11.81%
Qua qua nguoi than, ban be. 6.71%
Khéac 0.00%
1 lan 24.89%
2 lan 58.22%
S lan di lai dé giai quyét cong viec 3 lan 12.66%
4 lan 4.08%
Khéac 0.15%
Cong chuc gay phién ha, sach nhidu Co 0.00%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 97.82%
Co quan tra két qua dung hen Sém hen 0.29%
Tré hen. 1.89%
Co quan thdng b&o V& viéc tré hen Cé 38.46%
Co quan xin 16i vi tré hen Co 38.46%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.09%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 92.54%
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HAI PHONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 95.94%
Tru s6 co quan co du chd ngdi cho NDTC 95.07%
Trang thiét bi phuc vu NDTC day du 93.31%
Trang thiét bi phuc vu NDTC d& st dung 92.61%
Tiép can dich vu néi chung 94.23%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 92.75%
Quy dinh TTHC duoc niém yét cong khai day du 92.89%
Thanh phan hd so yéu cau nop dung quy dinh 93.48%
Muc phi/lé phi yéu cau nop dung quy dinh 92.46%
Thoi han giai quyét cong viéc ding quy dinh 90.75%

TTHC néi chun

92.47%

Cong chuc c6 thai d6 giao tiép lich sy 94.06%
Cong chac cham cha 1ang nghe 93.62%
Cong chuc tra 1o, giai thich day du 94.19%
Cong chic husng dan ké khai hd so d& hiéu 93.33%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 92.03%
Cong chirc giai quyét cong viéc ding quy dinh 93.19%
Cong chirc tan tinh giap do 91.88%
Cong chirc nbi chung 93.19%

Két qua pht hop voi quy dinh 94.64%
Két qua giai c6 thong tin day du 95.07%
Ké&t qua co thong tin chinh xac 93.62%
Két qua dam bao tinh céng bang 93.19%
Két qua ndi chung 94.13%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 87.10%
NDTC dé dang thuc hién GYPAKN 87.10%
Co quan tiép nhan , xt ly GYPAKN tich cuc 87.10%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 83.87%
Viéc tiép nhan, xir Iy GYPAKN noi chung 86.29%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 92.22%
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HAI PHONG

Nam 2019

M& rong cac hinh thirc thong tin dé biét dén co quan noi nop hd so va

nhan két qua dich vu cdng mét cach dé dang, nhanh chéng 67.68%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 28.41%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 39.13%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 32.32%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 16.38%
Tiép tuc don gian héa TTHC 42.75%
Rt ngan thoi gian dich vu cong 41.45%
Giam phi/I€ phi dich vu cong 5.94%
Cai thién thai d6 giao tiép ctia cong chirc 3.91%
Cai thién tinh than phuc vu cia cong chirc 4.49%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.10%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.20%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 4.93%
Khac 0.00%

SIPAS 2019 172




HAU GIANG

Nam2019
B6 phan TNTKQ xa 46.84%
Bo phan TNTKQ huyén 41.61%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 12.42%
Trung tdm HCC tinh 10.24%
Khac. 0.00%
Qua ngudi than, ban be. 26.14%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 28.61%
gii quyét cong viec. Qua thong -tln dai chdng. 16.12%
Qua internet. 3.70%
Khéac 0.44%
Qua cong chirc tai noi ndp hd so 76.91%
. ... | Quaniém yétcong khai tai noi nop hd so 19.83%
Kénh th(z;ll%, téliln(:]e_lp_;_elz_tl ge biet ve Qua qua Internet 4.36%
' Qua qua nguoi than, ban be. 4.79%
Khéc 0.00%
1 lan 12.85%
2 lan 64.92%
S lan di lai dé giai quyét cong viec 3 lan 14.16%
4 lan 7.84%
Khac 0.22%
Cong chuc gay phién ha, sach nhidu Co 1.09%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 94.55%
Co quan tra két qua dung hen Som hen 1.74%
Tré hen. 3.70%
Co quan thong b&o V& viéc tré hen Co 52.94%
Co quan xin 16i vi tré hen Co 17.65%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.26%
Ty
i v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 88.24%
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HAU GIANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 90.20%
Tru s6 co quan co du chd ngdi cho NDTC 94.99%
Trang thiét bi phuc vu NDTC day du 91.07%
Trang thiét bi phuc vu NDTC dé str dung 89.54%
Tiép can dich vu ndi chung 91.45%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 89.32%
Quy dinh TTHC duoc niém yét cong khai day du 88.45%
Thanh phan hd so yéu cau nop dung quy dinh 90.41%
Muc phi/lé phi yéu cau nop dung quy dinh 89.11%
Thoi han giai quyét cong viéc ding quy dinh 88.45%

TTHC néi chun

89.15%

Cong chuc c6 thai d6 giao tiép lich sy 87.58%
Cong chac cham cha 1ang nghe 88.67%
Cong chuc tra 1o, giai thich day du 90.41%
Cong chic husng dan ké khai hd so d& hiéu 89.32%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 88.24%
Cong chirc giai quyét cong viéc ding quy dinh 89.11%
Cong chirc tan tinh giap do 89.76%
Cong chirc nbi chung 89.01%

Két qua pht hop voi quy dinh 90.41%
Két qua giai c6 thong tin day du 91.29%
Ké&t qua co thong tin chinh xac 91.50%
Két qua dam bao tinh céng bang 91.29%
Két qua ndi chung 91.12%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 78.79%
NDTC dé dang thuc hién GYPAKN 78.79%
Co quan tiép nhan , xt ly GYPAKN tich cuc 75.76%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 75.76%
Viéc tiép nhan, xir Iy GYPAKN noi chung 77.27%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 87.84%
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HAU GIANG

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.14%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.58%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 28.32%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.72%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.54%
Tiép tuc don gian héa TTHC 45.75%
Rt ngan thoi gian dich vu cong 44.66%
Giam phi/I€ phi dich vu cong 14.60%
Cai thién thai d6 giao tiép ctia cong chirc 5.01%
Cai thién tinh than phuc vu cta cong chirc 5.01%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.63%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.37%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.93%
Khac 0.00%
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TP. HO CHI MINH

Nam2019

Bo phan TNTKQ x& 65.44%

Bo phan TNTKQ huyén 34.39%

Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 10.35%

Trung tdm HCC tinh 3.79%

Khac. 2.06%

Qua ngudi than, ban be. 30.72%

ot ua chinh quyén xa. 65.98%

Kénh thong tin dé biét vé co quan 9 . d y. he -

gidi quyét cong viec. Qua thong tin dai chung. 15.34%

' Qua internet. 12.00%

Khéac 2.64%

Qua cong chirc tai noi ndp hd so 75.32%

Kenh thong tin 06 biét vé biét vé |- MemyeLeong kil ainoindphoso | 27.86%

qu%, dinh TTHC Qua qua Internet 13.87%

' Qua qua nguoi than, ban be. 7.51%

Khéac 0.70%

1 lan 28.47%

2 lan 53.84%

S4 lan di lai dé giai quyét cong viéc 3lan 12.27%

4 lan 3.97%

Khéac 1.45%

Cong chuc gay phién ha, sach nhidu Co 1.86%

Cong chic goi Y nop tién ngoai phiflé phi Co 0.41%

bung hen 94.27%

Co quan tra két qua ding hen Sém hen 1.07%

Tré hen. 4.66%

Co quan thong béo vé Viéc tré hen Co 30.97%

Co quan xin 16i vi tré hen Co 17.86%

Tiép nhan ho so va tra két qua tai N

P Bo phan Mot cira ek Phu hop 96.83%
Tiép nhan ho so tai Bo phan Mot cira, . .

tra két qua qua dich vu Buu chinh Phu hop 91.06%
Tiép nhan ho so va tra két qua . .

qua dich vy Buu chinh Phuhop 87.63%
Tiép nhan ho so va tra két qua . .

tryc tuyén qua internet Phuhop 85.19%
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TP. HO CHI MINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.70%
Tru s6 co quan co du chd ngdi cho NDTC 86.27%
Trang thiét bi phuc vu NDTC day du 84.20%
Trang thiét bi phuc vu NDTC d& st dung 82.25%
Tiép can dich vu ndi chung 84.60%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 82.77%
Quy dinh TTHC duoc niém yét cong khai day du 83.06%
Thanh phan hd so yéu cau nop dung quy dinh 84.13%
Muc phi/lé phi yéu cau nop dung quy dinh 83.01%
Thoi han giai quyét cong viéc ding quy dinh 82.97%

TTHC néi chun

83.19%

Cong chuc c6 thai d6 giao tiép lich sy 84.12%
Cong chac cham cha 1ang nghe 82.80%
Cong chuc tra 1o, giai thich day du 82.11%
Cong chic husng dan ké khai hd so d& hiéu 82.39%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 80.82%
Cong chirc giai quyét cong viéc ding quy dinh 83.18%
Cong chirc tan tinh giap do 80.83%
Cong chirc nbi chung 82.32%

Két qua pht hop voi quy dinh 82.55%
Két qua giai c6 thong tin day du 84.28%
Ké&t qua co thong tin chinh xac 84.61%
Két qua dam bao tinh céng bang 82.95%
Két qua ndi chung 83.60%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 68.96%
NDTC dé dang thuc hién GYPAKN 69.54%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.23%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 68.38%
Viéc tiép nhan, xir Iy GYPAKN noi chung 68.53%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 80.80%
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TP. HO CHI MINH

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 52.76%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.63%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 26.34%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 21.60%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 14.63%
Tiép tuc don gian héa TTHC 41.18%
Rt ngan thoi gian dich vu cong 45.47%
Giam phi/I€ phi dich vu cong 22.92%
Cai thién thai d6 giao tiép ctia cong chirc 8.00%
Cai thién tinh than phuc vu cia cong chirc 7.54%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.48%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.56%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.30%
Khac 1.53%
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HOA BINH

Nam2019
Bo phan TNTKQ xa 49.89%
Bo phan TNTKQ huyén 46.04%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 9.42%
Trung tdm HCC tinh 12.42%
Khac. 0.00%
Qua ngudi than, ban be. 30.41%
Kénh thong tin dé biét vé co quan Qua ?hmh quy_en X,a' 07.88%
giai quyét cong viec. Qua thong_tln dai chdng. 18.84%
Qua internet. 4.07%
Khéac 1.50%
Qua cong chirc tai noi ndp hd so 76.23%
. ... | Quaniém yétcong khai tai noi nop hd so 32.55%
Kénh th(z;ll%, téliln(:]e_lp_;_elz_tl ge biet ve Qua qua Internet 4.93%
' Qua qua nguoi than, ban bé. 7.49%
Khac 0.21%
1 lan 29.34%
2 lan 48.18%
S lan di lai dé giai quyét cong viec 3 lan 13.49%
4 lan 7.71%
Khac 1.28%
Cong chuc gay phién ha, sach nhidu Co 1.71%
Cong chic goi Y nop tién ngoai phiflé phi Co 1.28%
bung hen 94.00%
Co quan tra két qua dung hen Som hen 1.07%
Tré hen. 4.93%
Co quan thong béo vé Viéc tré hen Co 17.39%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 97.00%
TEp TG B i
Tl v B i
Tlerir?rlgatrl;;gnsgu‘;airt'lrtaerl:lzttqua Phu hop 89.29%
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HOA BINH

Nam 2019

Tru s& co quan co bién hiéu, huéng dan rd rang, dé thiy 90.36%
Tru s6 co quan co du chd ngdi cho NDTC 88.87%
Trang thiét bi phuc vu NDTC day du 86.94%
Trang thiét bi phuc vu NDTC d& st dung 86.08%
Tiép can dich vu ndi chung 88.06%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.01%
Quy dinh TTHC duoc niém yét cong khai day du 86.94%
Thanh phan hd so yéu cau nop dung quy dinh 91.43%
Muc phi/lé phi yéu cau nop dung quy dinh 89.72%
Thoi han giai quyét cong viéc ding quy dinh 85.87%

TTHC néi chun

88.39%

Cong chuc c6 thai d6 giao tiép lich sy 88.01%
Cong chac cham cha 1ang nghe 83.73%
Cong chuc tra 1o, giai thich day du 83.94%
Cong chic husng dan ké khai hd so d& hiéu 87.79%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 85.44%
Cong chirc giai quyét cong viéc ding quy dinh 88.87%
Cong chirc tan tinh giap do 83.94%
Cong chirc nbi chung 85.96%

Két qua pht hop voi quy dinh 89.51%
Két qua giai c6 thong tin day du 91.65%
Ké&t qua co thong tin chinh xac 91.01%
Két qua dam bao tinh céng bang 89.51%
Két qua ndi chung 90.42%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 73.08%
NDTC dé dang thuc hién GYPAKN 71.15%
Co quan tiép nhan , xt ly GYPAKN tich cuc 75.00%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 71.15%
Viéc tiép nhan, xir Iy GYPAKN noi chung 72.60%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.33%
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HOA BINH

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.10%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.98%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 37.26%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 29.55%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.71%
Tiép tuc don gian héa TTHC 42.83%
Rt ngan thoi gian dich vu cong 41.33%
Giam phi/l¢ phi dich vu cong 15.63%
Cai thién thai d6 giao tiép ctia cong chirc 3.43%
Cai thién tinh than phuc vu cia cong chirc 2.57%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.57%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.07%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 7.92%
Khac 0.21%
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HUNG YEN

Nam2019
B6 phan TNTKQ xa 48.50%
Bo phan TNTKQ huyén 29.91%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 20.73%
Trung tdm HCC tinh 1.92%
Khac. 0.21%
Qua ngudi than, ban be. 31.20%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' >4.210%
giai quyét cong viec. Qua thong -tln dai chdng. 26.71%
Qua internet. 19.87%
Khéac 1.92%
Qua cong chirc tai noi ndp hd so 75.85%
Knh thong tin 46 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 36.75%
quy dinh TTHC Qua qua_lnternet 13.68%
Qua qua nguoi than, ban be. 7.69%
Khac 0.43%
1 lan 40.17%
2 lan 46.58%
S lan di lai dé giai quyét cong viec 3 lan 10.04%
4 lan 2.78%
Khéac 0.43%
Cong chuc gay phién ha, sach nhidu Co 1.07%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.85%
bung hen 96.79%
Co quan tra két qua ding hen Sém hen 1.71%
Tré hen. 1.50%
Co quan thdng b&o V& viéc tré hen Cé 14.29%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97 44%
TR B i
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 88.40%
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HUNG YEN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 91.94%
Tru s6 co quan co du chd ngdi cho NDTC 92.44%
Trang thiét bi phuc vu NDTC day du 91.73%
Trang thiét bi phuc vu NDTC dé st dung 92.80%
Tiép can dich vu néi chung 92.23%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 90.73%
Quy dinh TTHC duoc niém yét cong khai day du 91.37%
Thanh phan hd so yéu cau nop dung quy dinh 92.22%
Muxc phi/lé phi yéu cau nop ding quy dinh 90.37%
Thoi han giai quyét cong viéc dang quy dinh 90.94%

TTHC néi chun

91.12%

Cong chirc ¢6 thai do giao tiép lich sy 89.30%
Cong chirc cham chu ling nghe 90.44%
Cong chirc tra loi, giai thich day du 90.94%
Cong chirc huéng dan ké khai hd so dé hiéu 91.15%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién ho so 92.66%
Cong chirc giai quyét cong viéc ding quy dinh 92.08%
Cong chirc tan tinh giap do 91.66%
Cong chirc nbi chung 91.18%

Két qua pht hop voi quy dinh 96.58%
Két qua giai c6 thong tin day du 93.29%
Ké&t qua co thong tin chinh xac 93.08%
Két qua dam bao tinh céng bang 91.44%
Két qua ndi chung 93.60%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 88.75%
NDTC dé dang thuc hién GYPAKN 85.20%
Co quan tiép nhan , xt ly GYPAKN tich cuc 86.20%
Co quan cé thong bao kip thoi két qua xit ly GYPAKN 87.30%
Viéc tiép nhan, xir Iy GYPAKN noi chung 86.87%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 91.03%
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HUNG YEN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 66.67%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 17.09%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 24.57%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 64.74%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 13.68%
Tiép tuc don gian héa TTHC 54.49%
Rt ngan thoi gian dich vu cong 34.19%
Giam phi/I€ phi dich vu cong 4.91%
Cai thién thai d6 giao tiép ctia cong chirc 3.42%
Cai thién tinh than phuc vu cta cong chirc 3.42%
Nang cao ning luc giai quyét cong viée ciia cong chire 3.85%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.49%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 4.06%
Khac 0.43%
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KHANH HOA

Nam 2019
B6 phan TNTKQ xa 39.38%
Bo phan TNTKQ huyén 39.58%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 20.21%
Trung tdam HCC tinh 6.46%
Khac. 1.04%
Qua ngudi than, ban be. 31.04%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en X,a' >4.17%
giai quyét cong viec. Qua thong -tln dai chdng. 19.58%
Qua internet. 8.54%
Khéc 3.13%
Qua cong chirc tai noi ndp hd so 73.54%
Knh thong tin 06 bidt vé bidevé |- Son oM yeteong el einoindphoso | 25.21%
quy dinh TTHC Qua qua_lnternet 6.46%
Qua qua nguoi than, ban be. 10.00%
Khéac 0.63%
1 lan 19.17%
2 lan 60.83%
S lan di lai dé giai quyét cong viec 3 lan 15.21%
4 lan 3.75%
Khéac 1.04%
Cong chuc gay phién ha, sach nhidu Co 1.88%
Cong chic goi Y nop tién ngoai phiflé phi Co 1.25%
bung hen 92.71%
Co quan tra két qua dung hen Sém hen 2.71%
Tré hen. 4.58%
Co quan thong bao vé Viéc tré hen Co 50.00%
Co quan xin 16i vi tré hen Co 13.64%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 93.96%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 92.29%
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KHANH HOA

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.83%
Tru s6 co quan co du chd ngdi cho NDTC 83.13%
Trang thiét bi phuc vu NDTC day du 77.50%
Trang thiét bi phuc vu NDTC d& st dung 74.58%
Tiép can dich vu ndi chung 80.26%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 81.67%
Quy dinh TTHC duoc niém yét cong khai day du 80.21%
Thanh phan hd so yéu cau nop dung quy dinh 81.46%
Muc phi/lé phi yéu cau nop dung quy dinh 78.13%
Thoi han giai quyét cong viéc ding quy dinh 80.83%

TTHC néi chun

80.46%

Cong chuc c6 thai d6 giao tiép lich sy 82.71%
Cong chac cham cha 1ang nghe 78.75%
Cong chuc tra 1o, giai thich day du 78.33%
Cong chic husng dan ké khai hd so d& hiéu 78.54%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 75.21%
Cong chirc giai quyét cong viéc ding quy dinh 80.83%
Cong chirc tan tinh giap do 77.71%
Cong chirc nbi chung 78.87%

Két qua pht hop voi quy dinh 81.67%
Két qua giai c6 thong tin day du 84.38%
Ké&t qua co thong tin chinh xac 84.17%
Két qua dam bao tinh céng bang 82.50%
Két qua ndi chung 83.18%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 63.85%
NDTC dé dang thuc hién GYPAKN 68.72%
Co quan tiép nhan , xt ly GYPAKN tich cuc 61.28%
Co quan cé thong bao kip thoi két qua xit ly GYPAKN 61.28%
Viéc tiép nhan, xir Iy GYPAKN noi chung 63.78%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 77.64%
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KHANH HOA

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 55.21%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.17%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 28.54%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 27.29%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.58%
Tiép tuc don gian héa TTHC 41.88%
Rt ngan thoi gian dich vu cong 46.25%
Giam phi/I€ phi dich vu cong 17.50%
Cai thién thai d6 giao tiép ctia cong chirc 8.96%
Cai thién tinh than phuc vu cia cong chirc 8.75%
Nang cao ning luc giai quyét cong viée ciia cong chire 10.42%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.50%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.75%
Khac 1.05%
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KIEN GIANG

Nam2019
B6 phan TNTKQ xa 38.51%
Bo phan TNTKQ huyén 51.80%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 40.77%
Trung tdm HCC tinh 6.98%
Khac. 0.23%
Qua ngudi than, ban be. 19.82%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 06.67%
giai quyét cong viec. Qua thong-tm dai chdng. 12.84%
Qua internet. 2.48%
Khéc 0.68%
Qua cong chirc tai noi ndp hd so 65.77%
Knh thong tin 4é bidt vé bidevé |- Son oM yeLeong el einoindphoso | 30.18%
quy dinh TTHC Qua qua_lnternet 2.93%
Qua qua nguoi than, ban be. 5.63%
Khac 0.23%
1 lan 24.55%
2 lan 60.81%
S lan di lai dé giai quyét cong viec 3 lan 9.91%
4 lan 4.28%
Khéac 0.45%
Cong chuc gay phién ha, sach nhidu Co 1.35%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.45%
bung hen 94.59%
Co quan tra két qua dung hen Sém hen 1.58%
Tré hen. 3.83%
Co quan thong b&o V& viéc tré hen Co 52.94%
Co quan xin 16i vi tré hen Co 29.41%
Tiep nhaBnéh;hzc:] \Sgiiﬁkzt qua tai Ph hop 99.32%
e dich v Bty e
Tle[zr?rlgaltrllj)tlgnsgu\;airt_]rtzrl;]zttqua Phu hop 91.67%
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KIEN GIANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 77.93%
Tru s6 co quan co du chd ngdi cho NDTC 84.68%
Trang thiét bi phuc vu NDTC day du 81.31%
Trang thiét bi phuc vu NDTC d& st dung 81.31%
Tiép can dich vu ndi chung 81.31%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 83.33%
Quy dinh TTHC duoc niém yét cong khai day du 83.33%
Thanh phan hd so yéu cau nop dung quy dinh 83.78%
Muc phi/lé phi yéu cau nop dung quy dinh 83.33%
Thoi han giai quyét cong viéc ding quy dinh 83.56%

TTHC néi chun

83.47%

Cong chuc c6 thai d6 giao tiép lich sy 78.38%
Cong chac cham cha 1ang nghe 82.43%
Cong chuc tra 1o, giai thich day du 81.76%
Cong chic husng dan ké khai hd so d& hiéu 81.08%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 81.76%
Cong chirc giai quyét cong viéc ding quy dinh 83.11%
Cong chirc tan tinh giap do 81.76%
Cong chirc nbi chung 81.47%

Két qua pht hop voi quy dinh 83.78%
Két qua giai c6 thong tin day du 86.26%
Ké&t qua co thong tin chinh xac 85.81%
Két qua dam bao tinh céng bang 84.91%
Két qua ndi chung 85.19%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 45.33%
NDTC dé dang thuc hién GYPAKN 52.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 74.67%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 64.00%
Viéc tiép nhan, xir Iy GYPAKN noi chung 59.00%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 78.73%
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KIEN GIANG

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 59.01%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.97%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 24.55%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.86%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.39%
Tiép tuc don gian héa TTHC 42.79%
Rt ngan thoi gian dich vu cong 49.10%
Giam phi/I€ phi dich vu cong 15.77%
Cai thién thai d6 giao tiép ctia cong chirc 10.36%
Cai thién tinh than phuc vu cta cong chirc 5.86%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.08%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11.26%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.11%
Khac 0.23%
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KON TUM

Nam 2019
Bo phan TNTKQ xa 36.42%
Bo phan TNTKQ huyén 39.51%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 20.09%
Trung tdm HCC tinh 5.53%
Khac. 0.66%
Qua ngudi than, ban be. 42.26%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en x,a. A1.37%
giai quyét cong viec. Qua thong -tln dai chdng. 21.24%
Qua internet. 10.40%
Khéc 0.88%
Qua cong chirc tai noi ndp hd so 73.67%
Knh thong tin 06 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 25 44%
quy dinh TTHC Qua qua_lnternet 4.20%
Qua qua nguoi than, ban be. 8.19%
Khac 0.00%
1 lan 25.44%
2 lan 59.73%
S lan di lai dé giai quyét cong viec 3 lan 12.83%
4 lan 1.55%
Khéac 0.44%
Cong chuc gay phién ha, sach nhidu Co 0.44%
Cong chic goi Y nop tién ngoai phiflé phi Co 1.10%
bung hen 89.87%
Co quan tra két qua ding hen Sém hen 9.25%
Tré hen. 0.88%
Co quan thong bao vé Viéc tré hen Co 0.00%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 99.78%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 91.57%
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KON TUM

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.19%
Tru s6 co quan co du chd ngdi cho NDTC 87.61%
Trang thiét bi phuc vu NDTC day du 85.41%
Trang thiét bi phuc vu NDTC d& st dung 87.29%
Tiép can dich vu ndi chung 86.38%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 89.49%
Quy dinh TTHC duoc niém yét cong khai day du 88.93%
Thanh phan hd so yéu cau nop dung quy dinh 89.37%
Muc phi/lé phi yéu cau nop dung quy dinh 88.71%
Thoi han giai quyét cong viéc ding quy dinh 87.71%

TTHC néi chun

88.85%

Cong chuc c6 thai d6 giao tiép lich sy 88.36%
Cong chac cham cha 1ang nghe 88.14%
Cong chuc tra 1o, giai thich day du 86.13%
Cong chic husng dan ké khai hd so d& hiéu 89.26%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 89.81%
Cong chirc giai quyét cong viéc ding quy dinh 90.26%
Cong chirc tan tinh giap do 88.04%
Cong chirc nbi chung 88.57%

Két qua pht hop voi quy dinh 88.58%
Két qua giai c6 thong tin day du 89.24%
Ké&t qua co thong tin chinh xac 87.92%
Két qua dam bao tinh céng bang 86.14%
Két qua ndi chung 87.97%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 85.00%
NDTC dé dang thuc hién GYPAKN 80.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 80.00%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 80.00%
Viéc tiép nhan, xir Iy GYPAKN noi chung 81.25%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.94%
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KON TUM

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 67.99%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 36.87%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 37.75%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 48.12%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 18.32%
Tiép tuc don gian héa TTHC 39.74%
Rt ngan thoi gian dich vu cong 28.92%
Giam phi/l¢ phi dich vu cong 5.96%
Cai thién thai d6 giao tiép ctia cong chirc 1.55%
Cai thién tinh than phuc vu cia cong chirc 1.10%
Nang cao ning luc giai quyét cong viée ciia cong chire 5.08%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.28%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 3.31%
Khac 0.00%
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LAI CHAU

Nam2019
B6 phan TNTKQ xa 44.05%
Bo phan TNTKQ huyén 34.14%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 19.16%
Trung tdam HCC tinh 2.42%
Khac. 0.22%
Qua ngudi than, ban be. 23.79%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 20.83%
giai quyét cong viec. Qua thong -tln dai chdng. 17.18%
Qua internet. 2.42%
Khéac 1.32%
Qua cong chirc tai noi ndp hd so 68.06%
T P Qua niém yét cong khai tai noi nop hd so 21.81%
quy dinh TTHC Qua qua_lnternet 5.51%
Qua qua nguoi than, ban be. 4.85%
Khac 0.22%
1 lan 24.89%
2 lan 56.61%
S lan di lai dé giai quyét cong viec 3 lan 11.89%
4 lan 6.61%
Khéac 0.00%
Cong chuc gay phién ha, sach nhidu Co 2.86%
Cong chic goi Y nop tién ngoai phiflé phi Co 1.32%
bung hen 94.05%
Co quan tra két qua dung hen Sém hen 2.20%
Tré hen. 3.74%
Co quan thong b&o V& viéc tré hen Co 41.18%
Co quan xin 16i vi tré hen Co 41.18%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.90%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 87.00%
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LAI CHAU

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.68%
Tru s6 co quan co du chd ngdi cho NDTC 83.92%
Trang thiét bi phuc vu NDTC day du 81.28%
Trang thiét bi phuc vu NDTC d& st dung 80.62%
Tiép can dich vu ndi chung 82.87%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 84.36%
Quy dinh TTHC duoc niém yét cong khai day du 85.90%
Thanh phan hd so yéu cau nop dung quy dinh 87.89%
Muc phi/lé phi yéu cau nop dung quy dinh 84.36%
Thoi han giai quyét cong viéc ding quy dinh 81.28%

TTHC néi chun

84.76%

Cong chuc c6 thai d6 giao tiép lich sy 83.70%
Cong chac cham cha 1ang nghe 81.28%
Cong chuc tra 1o, giai thich day du 81.28%
Cong chic husng dan ké khai hd so d& hiéu 81.72%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.07%
Cong chirc giai quyét cong viéc ding quy dinh 81.50%
Cong chirc tan tinh giap do 77.53%
Cong chirc nbi chung 80.87%

Két qua pht hop voi quy dinh 85.02%
Két qua giai c6 thong tin day du 85.68%
Ké&t qua co thong tin chinh xac 84.80%
Két qua dam bao tinh céng bang 84.14%
Két qua ndi chung 84.91%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 83.87%
NDTC dé dang thuc hién GYPAKN 78.69%
Co quan tiép nhan , xt ly GYPAKN tich cuc 77.05%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 75.41%
Viéc tiép nhan, xir Iy GYPAKN noi chung 78.75%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 82.33%
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LAI CHAU

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 59.91%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 27.97%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 33.92%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 21.59%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.17%
Tiép tuc don gian héa TTHC 41.85%
Rt ngan thoi gian dich vu cong 40.97%
Giam phi/I€ phi dich vu cong 17.88%
Cai thién thai d6 giao tiép ctia cong chirc 7.28%
Cai thién tinh than phuc vu cta cong chirc 7.51%
Nang cao ning luc giai quyét cong viée ciia cong chire 13.00%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.79%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.45%
Khac 0.00%
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LAM DONG

Nam2019
B6 phan TNTKQ xa 44.70%
Bo phan TNTKQ huyén 39.19%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.57%
Trung tdm HCC tinh 11.65%
Khac. 0.64%
Qua ngudi than, ban be. 17.37%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 63.14%
giai quyét cong viec. Qua thong -tln dai chdng. 15.47%
Qua internet. 4.66%
Khéac 4.24%
Qua cong chirc tai noi ndp hd so 73.73%
T P Qua niém yét cong khai tai noi nop hd so 22.25%
quy dinh TTHC Qua qua_lnternet 3.60%
Qua qua nguoi than, ban be. 3.39%
Khéac 2.12%
1 lan 31.99%
2 lan 50.64%
S lan di lai dé giai quyét cong viec 3 lan 11.44%
4 lan 5.08%
Khéac 0.85%
Cong chuc gay phién ha, sach nhidu Co 1.06%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.42%
bung hen 96.61%
Co quan tra két qua ding hen Sém hen 1.06%
Tré hen. 2.33%
Co quan thong bao vé Viéc tré hen Co 36.36%
Co quan xin 16i vi tré hen Co 36.36%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.73%
T o
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 50.45%
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LAM DONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.95%
Tru s6 co quan co du chd ngdi cho NDTC 87.53%
Trang thiét bi phuc vu NDTC day du 86.77%
Trang thiét bi phuc vu NDTC d& st dung 85.44%
Tiép can dich vu néi chung 87.17%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.43%
Quy dinh TTHC duoc niém yét cong khai day du 87.37%
Thanh phan hd so yéu cau nop dung quy dinh 88.22%
Muc phi/lé phi yéu cau nop dung quy dinh 87.58%
Thoi han giai quyét cong viéc ding quy dinh 86.74%

TTHC néi chun

87.67%

Cong chuc c6 thai d6 giao tiép lich sy 86.31%
Cong chac cham cha 1ang nghe 87.10%
Cong chuc tra 1o, giai thich day du 86.47%
Cong chic husng dan ké khai hd so d& hiéu 87.10%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.68%
Cong chirc giai quyét cong viéc ding quy dinh 88.13%
Cong chirc tan tinh giap do 86.37%
Cong chirc nbi chung 86.88%

Két qua pht hop voi quy dinh 88.07%
Két qua giai c6 thong tin day du 89.70%
Ké&t qua co thong tin chinh xac 89.64%
Két qua dam bao tinh céng bang 88.13%
Két qua ndi chung 88.89%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 83.55%
NDTC dé dang thuc hién GYPAKN 82.71%
Co quan tiép nhan , xt ly GYPAKN tich cuc 83.32%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 82.32%
Viéc tiép nhan, xir Iy GYPAKN noi chung 82.98%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.78%
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LAM DONG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 59.11%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 25.64%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 29.87%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 22.88%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.23%
Tiép tuc don gian hoa TTHC 43.22%
Rt ngan thoi gian dich vu cong 48.94%
Giam phi/I€ phi dich vu cong 13.14%
Cai thién thai d6 giao tiép ctia cong chirc 9.96%
Cai thién tinh than phuc vu cia cong chirc 8.47%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.47%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.47%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.11%
Khac 0.64%
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LANG SON

Nam2019
B6 phan TNTKQ xa 44.67%
Bo phan TNTKQ huyén 35.83%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 13.15%
Trung tdm HCC tinh 10.20%
Khac. 0.45%
Qua ngudi than, ban be. 26.53%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 02.36%
giai quyét cong viec. Qua thong -tln dai chdng. 21.32%
Qua internet. 4.54%
Khéac 4.31%
Qua cong chirc tai noi ndp hd so 78.23%
Knh thong tin 06 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 16.78%
quy dinh TTHC Qua qua_lnternet 3.63%
Qua qua nguoi than, ban be. 7.71%
Khéac 1.13%
1 lan 27.21%
2 lan 52.61%
S lan di lai dé giai quyét cong viec 3 lan 12.70%
4 lan 5.44%
Khéac 2.04%
Cong chuc gay phién ha, sach nhidu Co 2.27%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.91%
bung hen 90.02%
Co quan tra két qua dung hen Som hen 0.45%
Tré hen. 9.52%
Co quan thong b&o V& viéc tré hen Co 19.51%
Co quan xin 16i vi tré hen Co 12.20%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.05%
T o o
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 78.23%
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LANG SON

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.26%
Tru s6 co quan co du chd ngdi cho NDTC 85.26%
Trang thiét bi phuc vu NDTC day du 84.81%
Trang thiét bi phuc vu NDTC d& st dung 83.67%
Tiép can dich vu néi chung 84.75%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 87.07%
Quy dinh TTHC duoc niém yét cong khai day du 89.34%
Thanh phan hd so yéu cau nop dung quy dinh 90.48%
Muc phi/lé phi yéu cau nop dung quy dinh 90.93%
Thoi han giai quyét cong viéc ding quy dinh 82.99%

TTHC néi chun

88.16%

Cong chuc c6 thai d6 giao tiép lich sy 85.03%
Cong chac cham cha 1ang nghe 84.58%
Cong chuc tra 1o, giai thich day du 84.13%
Cong chic husng dan ké khai hd so d& hiéu 85.49%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.17%
Cong chirc giai quyét cong viéc ding quy dinh 84.35%
Cong chirc tan tinh giap do 84.58%
Cong chirc nbi chung 84.90%

Két qua pht hop voi quy dinh 88.44%
Két qua giai c6 thong tin day du 90.02%
Ké&t qua co thong tin chinh xac 90.70%
Két qua dam bao tinh céng bang 89.34%
Két qua ndi chung 89.63%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 56.41%
NDTC dé dang thuc hién GYPAKN 58.97%
Co quan tiép nhan , xt ly GYPAKN tich cuc 48.72%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 51.28%
Viéc tiép nhan, xir Iy GYPAKN noi chung 53.85%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 81.17%
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LANG SON

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 64.40%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.58%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 37.41%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 19.27%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 7.48%
Tiép tuc don gian héa TTHC 40.59%
Rt ngan thoi gian dich vu cong 43.31%
Giam phi/I€ phi dich vu cong 10.43%
Cai thién thai d6 giao tiép ctia cong chirc 4.99%
Cai thién tinh than phuc vu cta cong chirc 5.90%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.62%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 15.87%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 17.23%
Khac 0.68%
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LAO CAI

Nam 2019
B6 phan TNTKQ xa 42.07%
Bo phan TNTKQ huyén 31.71%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 24.95%
Trung tdm HCC tinh 1.27%
Khac. 0.85%
Qua ngudi than, ban be. 27.12%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en X,a' 47.46%
giai quyét cong viec. Qua thong -tln dai chdng. 16.95%
Qua internet. 6.36%
Khéac 2.12%
Qua cong chirc tai noi ndp hd so 71.88%
Knh thong tin 06 bidt vé bidevé |- SoniemyeLeong el einoindphoso | 18.82%
quy dinh TTHC Qua qua_lnternet 3.59%
Qua qua nguoi than, ban be. 5.50%
Khac 0.21%
1 lan 24.95%
2 lan 56.66%
S lan di lai dé giai quyét cong viec 3 lan 11.84%
4 lan 5.92%
Khéac 0.63%
Cong chuc gay phién ha, sach nhidu Co 1.90%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.63%
bung hen 91.31%
Co quan tra két qua dung hen Sém hen 1.91%
Tré hen. 6.78%
Co quan thong bao vé Viéc tré hen Co 48.28%
Co quan xin 16i vi tré hen Co 30.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 96.19%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 80.51%
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LAO CAI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 92.60%
Tru s6 co quan co du chd ngdi cho NDTC 87.53%
Trang thiét bi phuc vu NDTC day du 84.36%
Trang thiét bi phuc vu NDTC d& st dung 83.93%
Tiép can dich vu néi chung 87.10%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 82.88%
Quy dinh TTHC duoc niém yét cong khai day du 82.24%
Thanh phan hd so yéu cau nop dung quy dinh 89.77%
Muc phi/lé phi yéu cau nop dung quy dinh 87.50%
Thoi han giai quyét cong viéc ding quy dinh 83.09%

TTHC néi chun

85.09%

Cong chuc c6 thai d6 giao tiép lich sy 88.37%
Cong chac cham cha 1ang nghe 82.88%
Cong chuc tra 1o, giai thich day du 81.82%
Cong chic husng dan ké khai hd so d& hiéu 81.61%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.07%
Cong chirc giai quyét cong viéc ding quy dinh 83.93%
Cong chirc tan tinh giap do 83.30%
Cong chirc nbi chung 83.00%

Két qua pht hop voi quy dinh 89.64%
Két qua giai c6 thong tin day du 88.58%
Ké&t qua co thong tin chinh xac 90.27%
Két qua dam bao tinh céng bang 90.91%
Két qua ndi chung 89.85%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 75.81%
NDTC dé dang thuc hién GYPAKN 69.35%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.74%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 66.13%
Viéc tiép nhan, xir Iy GYPAKN noi chung 69.76%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 83.05%
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LAO CAI

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 55.60%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 24.10%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 31.92%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 46.30%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.78%
Tiép tuc don gian héa TTHC 44.19%
Rt ngan thoi gian dich vu cong 37.42%
Giam phi/l¢ phi dich vu cong 9.09%
Cai thién thai d6 giao tiép ctia cong chirc 2.54%
Cai thién tinh than phuc vu cia cong chirc 4.02%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.77%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.99%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 14.16%
Khac 0.63%
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LONG AN

Nam2019
B6 phan TNTKQ xa 34.33%
Bo phan TNTKQ huyén 41.20%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 12.45%
Trung tdm HCC tinh 15.45%
Khac. 1.50%
Qua ngudi than, ban be. 24.25%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 18.26%
giai quyét cong viec. Qua thong -tln dai chdng. 22.75%
Qua internet. 5.36%
Khéc 5.79%
Qua cong chirc tai noi ndp hd so 75.54%
T P Qua niém yét cong khai tai noi nop hd so 17.81%
quy dinh TTHC Qua qua_lnternet 3.43%
Qua qua nguoi than, ban be. 7.08%
Khac 1.50%
1 lan 21.89%
2 lan 62.66%
S lan di lai dé giai quyét cong viec 3 lan 11.37%
4 lan 1.50%
Khéac 2.58%
Cong chuc gay phién ha, sach nhidu Co 0.86%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 92.49%
Co quan tra két qua dung hen Som hen 4.94%
Tré hen. 2.58%
Co quan thong b&o V& viéc tré hen Co 50.00%
Co quan xin 16i vi tré hen Co 25.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.50%
T g
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 90.13%
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LONG AN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.92%
Tru s6 co quan co du chd ngdi cho NDTC 87.06%
Trang thiét bi phuc vu NDTC day du 86.06%
Trang thiét bi phuc vu NDTC d& st dung 88.99%
Tiép can dich vu ndi chung 87.76%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 89.25%
Quy dinh TTHC duoc niém yét cong khai day du 89.25%
Thanh phan hd so yéu cau nop dung quy dinh 88.47%
Muc phi/lé phi yéu cau nop dung quy dinh 87.77%
Thoi han giai quyét cong viéc ding quy dinh 88.04%

TTHC néi chun

88.56%

Cong chuc c6 thai d6 giao tiép lich sy 88.42%
Cong chac cham cha 1ang nghe 85.06%
Cong chuc tra 1o, giai thich day du 84.91%
Cong chic husng dan ké khai hd so d& hiéu 85.20%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.54%
Cong chirc giai quyét cong viéc ding quy dinh 86.06%
Cong chirc tan tinh giap do 85.20%
Cong chirc nbi chung 85.91%

Két qua pht hop voi quy dinh 88.13%
Két qua giai c6 thong tin day du 89.78%
Ké&t qua co thong tin chinh xac 87.99%
Két qua dam bao tinh céng bang 88.42%
Két qua ndi chung 88.58%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 81.82%
NDTC dé dang thuc hién GYPAKN 77.271%
Co quan tiép nhan , xt ly GYPAKN tich cuc 68.18%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 77.27%
Viéc tiép nhan, xir Iy GYPAKN noi chung 76.14%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.59%
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LONG AN

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 64.16%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 19.10%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 25.11%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 19.53%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.02%
Tiép tuc don gian héa TTHC 52.15%
Rt ngan thoi gian dich vu cong 51.93%
Giam phi/l¢ phi dich vu cong 12.66%
Cai thién thai d6 giao tiép ctia cong chirc 2.58%
Cai thién tinh than phuc vu cia cong chirc 2.58%
Nang cao ning luc giai quyét cong viée ciia cong chire 12.23%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.52%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 12.88%
Khac 1.94%
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NAM PINH

Nam2019
Bo phan TNTKQ xa 50.74%
Bo phan TNTKQ huyén 26.22%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 21.56%
Trung tdm HCC tinh 5.07%
Khac. 0.21%
Qua ngudi than, ban be. 20.30%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. °7.93%
giai quyét cong viec. Qua thong -tln dai chdng. 19.45%
Qua internet. 13.74%
Khéac 0.21%
Qua cong chirc tai noi ndp hd so 59.20%
Knh thong tin 46 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 34.67%
quy dinh TTHC Qua qua_lnternet 10.78%
Qua qua nguoi than, ban be. 6.77%
Khac 0.00%
1 lan 28.33%
2 lan 57.93%
S lan di lai dé giai quyét cong viec 3 lan 8.88%
4 lan 4.65%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.63%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.42%
bung hen 90.27%
Co quan tra két qua dung hen Som hen 0.42%
Tré hen. 9.30%
Co quan thong bao vé Viéc tré hen Co 27.27%
Co quan xin 16i vi tré hen Co 13.64%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.10%
T g
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 86.89%
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NAM PINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 80.76%
Tru s6 co quan co du chd ngdi cho NDTC 79.49%
Trang thiét bi phuc vu NDTC day du 78.01%
Trang thiét bi phuc vu NDTC d& st dung 76.74%
Tiép can dich vu néi chung 78.75%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 79.07%
Quy dinh TTHC duoc niém yét cong khai day du 78.22%
Thanh phan hd so yéu cau nop dung quy dinh 78.44%
Muc phi/lé phi yéu cau nop dung quy dinh 79.28%
Thoi han giai quyét cong viéc ding quy dinh 79.28%

TTHC néi chun

78.86%

Cong chuc c6 thai d6 giao tiép lich sy 76.11%
Cong chac cham cha 1ang nghe 74.63%
Cong chuc tra 1o, giai thich day du 73.57%
Cong chic husng dan ké khai hd so d& hiéu 75.26%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 76.53%
Cong chirc giai quyét cong viéc ding quy dinh 79.92%
Cong chirc tan tinh giap do 78.01%
Cong chirc nbi chung 76.29%

Két qua pht hop voi quy dinh 80.55%
Két qua giai c6 thong tin day du 81.18%
Ké&t qua co thong tin chinh xac 80.97%
Két qua dam bao tinh céng bang 80.13%
Két qua ndi chung 80.71%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 66.25%
NDTC dé dang thuc hién GYPAKN 65.21%
Co quan tiép nhan , xt ly GYPAKN tich cuc 63.13%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 62.08%
Viéc tiép nhan, xir Iy GYPAKN noi chung 64.17%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 75.95%
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NAM PINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 60.68%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 22.20%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 42.71%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.66%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.34%
Tiép tuc don gian héa TTHC 36.58%
Rt ngan thoi gian dich vu cong 37.21%
Giam phi/I€ phi dich vu cong 8.46%
Cai thién thai d6 giao tiép ctia cong chirc 6.55%
Cai thién tinh than phuc vu cia cong chirc 4.23%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.73%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.15%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 21.35%
Khac 0.00%
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NGHE AN

Nam2019
B6 phan TNTKQ xa 49.06%
Bo phan TNTKQ huyén 31.20%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 19.74%
Trung tdam HCC tinh 4.64%
Khac. 0.15%
Qua ngudi than, ban be. 25.69%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 29.07%
giai quyét cong viec. Qua thong-tm dai chdng. 14.80%
Qua internet. 9.43%
Khéac 1.74%
Qua cong chirc tai noi ndp hd so 65.89%
Knh thong tin 06 bidt vé bidevé |- Soniemyeteong el einoindphoso | 31.93%
quy dinh TTHC Qua qua_lnternet 8.27%
Qua qua nguoi than, ban be. 6.10%
Khéac 0.29%
1 lan 47.90%
2 lan 39.48%
S lan di lai dé giai quyét cong viec 3 lan 9.14%
4 lan 3.05%
Khéac 0.44%
Cong chuc gay phién ha, sach nhidu Co 1.31%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.58%
bung hen 94.34%
Co quan tra két qua ding hen Sém hen 0.58%
Tré hen. 5.08%
Co quan thong béo Vé Viéc tré hen Co 44.44%
Co quan xin 15i Vi tré hen Co 31.43%
Tiep nhaBnéh;hzc:] \Sgiiﬁkzt qua tai Ph hop 93.03%
e dich v Bty e
Tle[zr?rlgaltrllj)tlgnsgu\;airt_]rtzrl;]zttqua Phu hop 84.91%
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NGHE AN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.34%
Tru s6 co quan co du chd ngdi cho NDTC 83.02%
Trang thiét bi phuc vu NDTC day du 79.68%
Trang thiét bi phuc vu NDTC d& st dung 77.65%
Tiép can dich vu ndi chung 81.42%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 82.15%
Quy dinh TTHC duoc niém yét cong khai day du 81.13%
Thanh phan hd so yéu cau nop dung quy dinh 84.62%
Muc phi/lé phi yéu cau nop dung quy dinh 82.44%
Thoi han giai quyét cong viéc ding quy dinh 80.70%

TTHC néi chun

82.21%

Cong chuc c6 thai d6 giao tiép lich sy 81.57%
Cong chac cham cha 1ang nghe 79.83%
Cong chuc tra 1o, giai thich day du 79.54%
Cong chic husng dan ké khai hd so d& hiéu 81.57%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.39%
Cong chirc giai quyét cong viéc ding quy dinh 83.45%
Cong chirc tan tinh giap do 78.52%
Cong chirc nbi chung 80.55%

Két qua pht hop voi quy dinh 83.31%
Két qua giai c6 thong tin day du 84.91%
Ké&t qua co thong tin chinh xac 84.18%
Két qua dam bao tinh céng bang 83.89%
Két qua ndi chung 84.07%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 76.14%
NDTC dé dang thuc hién GYPAKN 71.59%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.05%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 69.32%
Viéc tiép nhan, xir Iy GYPAKN noi chung 71.02%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 80.04%
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NGHE AN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 61.10%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 32.51%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 34.83%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 21.34%
Pay manh cung tng dich vu cdng truc tuyén mac do 3, 4 11.76%
Tiép tuc don gian héa TTHC 40.35%
Rt ngan thoi gian dich vu cong 37.74%
Giam phi/l¢ phi dich vu cong 11.03%
Cai thién thai d6 giao tiép ctia cong chirc 6.68%
Cai thién tinh than phuc vu cia cong chirc 7.84%
Nang cao ning luc giai quyét cong viée ciia cong chire 13.06%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11.61%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.71%
Khac 0.29%
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NINH BINH

Nam2019
B6 phan TNTKQ xa 46.88%
Bo phan TNTKQ huyén 32.92%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 18.96%
Trung tdm HCC tinh 2.29%
Khac. 0.42%
Qua ngudi than, ban be. 21.46%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 28.75%
giai quyét cong viec. Qua thong -tln dai chdng. 13.75%
Qua internet. 4.58%
Khéac 2.29%
Qua cong chirc tai noi ndp hd so 69.38%
T P Qua niém yét cong khai tai noi nop hd so 22.92%
quy dinh TTHC Qua qua_lnternet 3.13%
Qua qua nguoi than, ban be. 5.00%
Khac 0.63%
1 lan 41.88%
2 lan 50.83%
S lan di lai dé giai quyét cong viec 3 lan 5.21%
4 lan 1.67%
Khéac 0.42%
Cong chuc gay phién ha, sach nhidu Co 1.04%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.63%
bung hen 95.63%
Co quan tra két qua dung hen Sém hen 0.83%
Tré hen. 3.54%
Co quan thong bao vé Viéc tré hen Co 52.94%
Co quan xin 16i vi tré hen Co 47.06%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 92.29%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 84.79%
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NINH BINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.17%
Tru s6 co quan co du chd ngdi cho NDTC 89.58%
Trang thiét bi phuc vu NDTC day du 87.50%
Trang thiét bi phuc vu NDTC d& st dung 86.46%
Tiép can dich vu ndi chung 88.18%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 89.17%
Quy dinh TTHC duoc niém yét cong khai day du 89.38%
Thanh phan hd so yéu cau nop dung quy dinh 89.79%
Muc phi/lé phi yéu cau nop dung quy dinh 89.38%
Thoi han giai quyét cong viéc ding quy dinh 88.33%

TTHC néi chun

89.21%

Cong chuc c6 thai d6 giao tiép lich sy 85.42%
Cong chac cham cha 1ang nghe 85.42%
Cong chuc tra 1o, giai thich day du 85.21%
Cong chic husng dan ké khai hd so d& hiéu 85.63%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 84.38%
Cong chirc giai quyét cong viéc ding quy dinh 85.63%
Cong chirc tan tinh giap do 84.79%
Cong chirc nbi chung 85.21%

Két qua pht hop voi quy dinh 89.17%
Két qua giai c6 thong tin day du 90.42%
Ké&t qua co thong tin chinh xac 90.83%
Két qua dam bao tinh céng bang 90.21%
Két qua ndi chung 90.16%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 78.08%
NDTC dé dang thuc hién GYPAKN 69.86%
Co quan tiép nhan , xt ly GYPAKN tich cuc 63.01%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 64.38%
Viéc tiép nhan, xir Iy GYPAKN noi chung 68.84%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 84.63%
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NINH BINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 94.17%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.25%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.83%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 28.96%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 13.75%
Tiép tuc don gian hoa TTHC 49.17%
Rt ngan thoi gian dich vu cong 38.54%
Giam phi/l¢ phi dich vu cong 9.38%
Cai thién thai d6 giao tiép ctia cong chirc 7.08%
Cai thién tinh than phuc vu cia cong chirc 6.46%
Nang cao ning luc giai quyét cong viée ciia cong chire 15.21%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.50%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.79%
Khac 0.00%
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NINH THUAN

Nam2019
Bo phan TNTKQ xa 50.42%
Bo phan TNTKQ huyén 22.78%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 19.41%
Trung tdm HCC tinh 8.86%
Khéc. 0.21%
Qua ngudi than, ban be. 21.52%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' >4.43%
giai quyét cong viec. Qua thong -tln dai chdng. 18.35%
Qua internet. 6.12%
Khéc 1.69%
Qua cong chirc tai noi ndp hd so 73.42%
Knh thong tin 06 bidt vé bidevé |- Son oM yeteong el einoindphoso | 23.21%
quy dinh TTHC Qua qua_lnternet 1.90%
Qua qua nguoi than, ban be. 2.53%
Khéac 0.00%
1 lan 26.37%
2 lan 61.81%
S lan di lai dé giai quyét cong viec 3 lan 9.70%
4 lan 1.90%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.63%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 93.46%
Co quan tra két qua ding hen Sém hen 4.22%
Tré hen. 2.32%
Co quan thong b&o V& viéc tré hen Co 45.45%
Co quan xin 16i vi tré hen Co 36.36%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 99.16%
Tl B Wi
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 86.08%
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NINH THUAN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.65%
Tru s6 co quan co du chd ngdi cho NDTC 82.49%
Trang thiét bi phuc vu NDTC day du 78.48%
Trang thiét bi phuc vu NDTC d& st dung 77.64%
Tiép can dich vu néi chung 81.07%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 81.86%
Quy dinh TTHC duoc niém yét cong khai day du 81.01%
Thanh phan hd so yéu cau nop dung quy dinh 82.91%
Muc phi/lé phi yéu cau nop dung quy dinh 83.12%
Thoi han giai quyét cong viéc ding quy dinh 81.65%

TTHC néi chun

82.11%

Cong chuc c6 thai d6 giao tiép lich sy 84.39%
Cong chac cham cha 1ang nghe 83.76%
Cong chuc tra 1o, giai thich day du 82.70%
Cong chic husng dan ké khai hd so d& hiéu 81.22%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 82.49%
Cong chirc giai quyét cong viéc ding quy dinh 83.97%
Cong chirc tan tinh giap do 85.44%
Cong chirc nbi chung 83.42%

Két qua pht hop voi quy dinh 86.08%
Két qua giai c6 thong tin day du 89.24%
Ké&t qua co thong tin chinh xac 88.82%
Két qua dam bao tinh céng bang 86.71%
Két qua ndi chung 87.71%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 74.07%
NDTC dé dang thuc hién GYPAKN 69.23%
Co quan tiép nhan , xt ly GYPAKN tich cuc 65.38%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 66.67%
Viéc tiép nhan, xir Iy GYPAKN noi chung 68.84%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 81.04%
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NINH THUAN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu cong mot cach dé dang, nhanh chéng 55.49%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.58%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.59%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 36.50%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 13.92%
Tiép tuc don gian héa TTHC 52.95%
Rt ngan thoi gian dich vu cong 42.62%
Giam phi/I€ phi dich vu cong 14.35%
Cai thién thai d6 giao tiép ctia cong chirc 2.74%
Cai thién tinh than phuc vu cta cong chirc 4.43%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.86%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.06%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 3.80%
Khac 0.42%
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PHU THQ

Nam 2019
Bo phan TNTKQ xa 50.42%
Bo phan TNTKQ huyén 31.04%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 7.50%
Trung tdm HCC tinh 14.79%
Khac. 0.00%
Qua ngudi than, ban be. 20.42%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en x,a. 00.42%
giai quyét cong viec. Qua thong -tln dai chdng. 20.83%
Qua internet. 5.00%
Khéc 0.83%
Qua cong chirc tai noi ndp hd so 66.04%
Knh thong tin 06 bidt vé bidevé |- Soniemyeteong el einoindphoso | 30.00%
quy dinh TTHC Qua qua_lnternet 6.25%
Qua qua nguoi than, ban be. 4.17%
Khac 0.00%
1 lan 33.75%
2 lan 55.21%
S lan di lai dé giai quyét cong viec 3 lan 7.92%
4 lan 2.92%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.42%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 97.29%
Co quan tra két qua dung hen Sém hen 1.25%
Tré hen. 1.46%
Co quan thong bao vé Viéc tré hen Co 42.86%
Co quan xin 16i vi tré hen Co 57.14%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.29%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 92.50%
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PHU THQ

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 87.92%
Tru s6 co quan co du chd ngdi cho NDTC 88.63%
Trang thiét bi phuc vu NDTC day du 88.79%
Trang thiét bi phuc vu NDTC d& st dung 86.17%
Tiép can dich vu néi chung 87.88%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 86.79%
Quy dinh TTHC duoc niém yét cong khai day du 86.58%
Thanh phan hd so yéu cau nop dung quy dinh 88.25%
Muc phi/lé phi yéu cau nop dung quy dinh 87.25%
Thoi han giai quyét cong viéc ding quy dinh 86.79%

TTHC néi chun

87.13%

Cong chuc c6 thai d6 giao tiép lich sy 84.79%
Cong chac cham cha 1ang nghe 83.96%
Cong chuc tra 1o, giai thich day du 85.63%
Cong chic husng dan ké khai hd so d& hiéu 85.21%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 83.54%
Cong chirc giai quyét cong viéc ding quy dinh 84.79%
Cong chirc tan tinh giap do 84.79%
Cong chirc nbi chung 84.67%

Két qua pht hop voi quy dinh 90.25%
Két qua giai c6 thong tin day du 89.67%
Ké&t qua co thong tin chinh xac 88.88%
Két qua dam bao tinh céng bang 89.88%
Két qua ndi chung 89.67%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 78.95%
NDTC dé dang thuc hién GYPAKN 80.84%
Co quan tiép nhan , xt ly GYPAKN tich cuc 82.84%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 80.21%
Viéc tiép nhan, xir Iy GYPAKN noi chung 80.71%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.89%
SIPAS 2019 222



PHU THQ

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 68.54%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 28.33%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 33.13%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 24.79%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 14.38%
Tiép tuc don gian héa TTHC 38.33%
Rt ngan thoi gian dich vu cong 36.04%
Giam phi/I€ phi dich vu cong 17.50%
Cai thién thai d6 giao tiép ctia cong chirc 3.54%
Cai thién tinh than phuc vu cia cong chirc 4.17%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.46%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.63%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 12.92%
Khac 0.00%
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PHU YEN

Nam2019
B6 phan TNTKQ xa 46.97%
Bo phan TNTKQ huyén 29.02%
Co quan gidi quyét cong viéc. B phan TNTKQ tinh 16.08%
Trung tdam HCC tinh 9.60%
Khac. 0.00%
Qua ngudi than, ban be. 27.35%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 26.99%
giai quyét cong viec. Qua thong -tln dai chdng. 15.24%
Qua internet. 5.22%
Khéac 1.67%
Qua cong chirc tai noi ndp hd so 77.45%
T P Qua niém yét cong khai tai noi nop hd so 17.33%
quy dinh TTHC Qua qua_lnternet 4.59%
Qua qua nguoi than, ban be. 6.05%
Khac 0.42%
1 lan 22.55%
2 lan 59.71%
S lan di lai dé giai quyét cong viec 3 lan 11.69%
4 lan 5.22%
Khéac 0.84%
Cong chuc gay phién ha, sach nhidu Co 1.88%
Cong chiic goi y ndp tién ngoai phi/lé phi Cé 0.84%
bung hen 92.48%
Co quan tra két qua ding hen Sém hen 2.71%
Tré hen. 4.80%
Co quan thong b&o V& viéc tré hen Co 45.45%
Co quan xin 16i vi tré hen Co 36.36%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.74%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 79.29%
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PHU YEN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 88.08%
Tru s6 co quan co du chd ngdi cho NDTC 87.66%
Trang thiét bi phuc vu NDTC day du 88.08%
Trang thiét bi phuc vu NDTC d& st dung 85.77%
Tiép can dich vu néi chung 87.40%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 85.56%
Quy dinh TTHC duoc niém yét cong khai day du 87.24%
Thanh phan hd so yéu cau nop dung quy dinh 89.54%
Muc phi/lé phi yéu cau nop dung quy dinh 88.49%
Thoi han giai quyét cong viéc ding quy dinh 85.15%

TTHC néi chun

87.20%

Cong chuc c6 thai d6 giao tiép lich sy 87.03%
Cong chac cham cha 1ang nghe 86.19%
Cong chuc tra 1o, giai thich day du 84.52%
Cong chic husng dan ké khai hd so d& hiéu 86.19%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 83.89%
Cong chirc giai quyét cong viéc ding quy dinh 87.45%
Cong chirc tan tinh giap do 85.77%
Cong chirc nbi chung 85.86%

Két qua pht hop voi quy dinh 88.28%
Két qua giai c6 thong tin day du 88.70%
Ké&t qua co thong tin chinh xac 88.91%
Két qua dam bao tinh céng bang 87.66%
Két qua ndi chung 88.39%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 74.19%
NDTC dé dang thuc hién GYPAKN 75.81%
Co quan tiép nhan , xt ly GYPAKN tich cuc 74.19%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 64.52%
Viéc tiép nhan, xir Iy GYPAKN noi chung 72.18%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 84.54%
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PHU YEN

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.27%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 31.80%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 29.71%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 20.29%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.34%
Tiép tuc don gian héa TTHC 40.79%
Rt ngan thoi gian dich vu cong 42.26%
Giam phi/I€ phi dich vu cong 24.48%
Cai thién thai d6 giao tiép ctia cong chirc 5.23%
Cai thién tinh than phuc vu cia cong chirc 3.56%
Nang cao ning luc giai quyét cong viée ciia cong chire 7.11%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.21%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 6.90%
Khac 0.84%
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QUANG BINH

Nam2019
B6 phan TNTKQ xa 39.78%
Bo phan TNTKQ huyén 42.61%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 11.09%
Trung tdm HCC tinh 9.35%
Khac. 0.43%
Qua ngudi than, ban be. 25.65%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. o1.96%
giai quyét cong viec. Qua thong -tln dai chdng. 16.96%
Qua internet. 5.22%
Khéc 1.09%
Qua cong chirc tai noi ndp hd so 71.09%
T P Qua niém yét cong khai tai noi nop hd so 24.35%
quy dinh TTHC Qua qua_lnternet 7.17%
Qua qua nguoi than, ban be. 5.65%
Khac 0.22%
1 lan 26.96%
2 lan 59.35%
S lan di lai dé giai quyét cong viec 3 lan 9.13%
4 lan 3.70%
Khéac 0.87%
Cong chuc gay phién ha, sach nhidu Co 2.39%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.87%
bung hen 92.39%
Co quan tra két qua dung hen Sém hen 1.96%
Tré hen. 5.65%
Co quan thong bao vé Viéc tré hen Co 50.00%
Co quan xin 16i vi tré hen Co 46.15%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 92.83%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 78.48%
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QUANG BINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.87%
Tru s6 co quan co du chd ngdi cho NDTC 85.65%
Trang thiét bi phuc vu NDTC day du 83.26%
Trang thiét bi phuc vu NDTC dé str dung 82.39%
Tiép can dich vu ndi chung 84.29%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 83.91%
Quy dinh TTHC duoc niém yét cong khai day du 85.00%
Thanh phan hd so yéu cau nop dung quy dinh 85.22%
Muc phi/lé phi yéu cau nop dung quy dinh 83.26%
Thoi han giai quyét cong viéc ding quy dinh 83.26%

TTHC néi chun

84.13%

Cong chuc c6 thai d6 giao tiép lich sy 85.22%
Cong chac cham cha 1ang nghe 82.61%
Cong chuc tra 1o, giai thich day du 84.35%
Cong chic husng dan ké khai hd so d& hiéu 86.96%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 84.13%
Cong chirc giai quyét cong viéc ding quy dinh 84.57%
Cong chirc tan tinh giap do 81.74%
Cong chirc nbi chung 84.22%

Két qua pht hop voi quy dinh 88.48%
Két qua giai c6 thong tin day du 87.17%
Ké&t qua co thong tin chinh xac 87.83%
Két qua dam bao tinh céng bang 85.65%
Két qua ndi chung 87.28%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 72.41%
NDTC dé dang thuc hién GYPAKN 80.70%
Co quan tiép nhan , xt ly GYPAKN tich cuc 77.19%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 75.44%
Viéc tiép nhan, xir Iy GYPAKN noi chung 76.44%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 83.43%
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QUANG BINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 61.09%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 36.52%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 30.00%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 25.65%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.65%
Tiép tuc don gian héa TTHC 40.87%
Rt ngan thoi gian dich vu cong 45.65%
Giam phi/I€ phi dich vu cong 16.52%
Cai thién thai d6 giao tiép ctia cong chirc 4.57%
Cai thién tinh than phuc vu cia cong chirc 2.83%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.78%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.78%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.78%
Khac 0.65%
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QUANG NAM

Nam2019
B6 phan TNTKQ xa 43.15%
Bo phan TNTKQ huyén 35.57%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 7.89%
Trung tdm HCC tinh 15.77%
Khac. 1.04%
Qua ngudi than, ban be. 17.71%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 29.67%
giai quyét cong viec. Qua thong -tln dai chdng. 21.13%
Qua internet. 5.95%
Khéac 1.79%
Qua cong chirc tai noi ndp hd so 69.49%
T P Qua niém yét cong khai tai noi nop hd so 24.40%
quy dinh TTHC Qua qua_lnternet 6.55%
Qua qua nguoi than, ban be. 6.55%
Khéac 0.60%
1 lan 23.36%
2 lan 51.19%
S lan di lai dé giai quyét cong viec 3 lan 13.39%
4 lan 9.52%
Khéac 2.53%
Cong chuc gay phién ha, sach nhidu Co 1.64%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.45%
bung hen 90.18%
Co quan tra két qua dung hen Som hen 0.74%
Tré hen. 9.08%
Co quan thong b&o V& viéc tré hen Co 37.70%
Co quan xin 16i vi tré hen Co 19.67%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 95.39%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.57%
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QUANG NAM

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 83.78%
Tru s6 co quan co du chd ngdi cho NDTC 83.93%
Trang thiét bi phuc vu NDTC day du 80.06%
Trang thiét bi phuc vu NDTC d& st dung 76.49%
Tiép can dich vu ndi chung 81.06%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 82.38%
Quy dinh TTHC duoc niém yét cong khai day du 80.53%
Thanh phan hd so yéu cau nop dung quy dinh 84.85%
Muc phi/lé phi yéu cau nop dung quy dinh 83.06%
Thoi han giai quyét cong viéc ding quy dinh 82.08%

TTHC néi chun

82.58%

Cong chuc c6 thai d6 giao tiép lich sy 85.27%
Cong chac cham cha 1ang nghe 82.44%
Cong chuc tra 1o, giai thich day du 79.02%
Cong chic husng dan ké khai hd so d& hiéu 80.95%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.17%
Cong chirc giai quyét cong viéc ding quy dinh 78.87%
Cong chirc tan tinh giap do 79.46%
Cong chirc nbi chung 80.74%

Két qua pht hop voi quy dinh 87.70%
Két qua giai c6 thong tin day du 86.23%
Ké&t qua co thong tin chinh xac 87.08%
Két qua dam bao tinh céng bang 87.89%
Két qua ndi chung 87.22%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 76.00%
NDTC dé dang thuc hién GYPAKN 77.33%
Co quan tiép nhan , xt ly GYPAKN tich cuc 78.00%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 71.33%
Viéc tiép nhan, xir Iy GYPAKN noi chung 75.67%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 81.41%
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QUANG NAM

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu cdng mét cach dé dang, nhanh chéng 67.11%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 27.23%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 31.40%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 28.57%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.20%
Tiép tuc don gian héa TTHC 36.61%
Rt ngan thoi gian dich vu cong 45.09%
Giam phi/I€ phi dich vu cong 12.20%
Cai thién thai d6 giao tiép ctia cong chirc 6.10%
Cai thién tinh than phuc vu cta cong chirc 6.10%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.97%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.48%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.63%
Khac 0.30%
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QUANG NGAI

Nam 2019
B6 phan TNTKQ xa 43.97%
Bo phan TNTKQ huyén 45.98%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.70%
Trung tdm HCC tinh 15.18%
Khéc. 0.22%
Qua ngudi than, ban be. 22.10%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en X,a' >4.24%
giai quyét cong viec. Qua thong -tln dai chdng. 22.32%
Qua internet. 6.70%
Khéac 3.79%
Qua cong chirc tai noi ndp hd so 76.79%
) . s .. | Quaniém yétcong khai tai noi nop hd so 18.75%
e th(z;ll%] tcltliln(:]e'lp'lr?-tl ge st e Qua qua Internet 4.69%
' Qua qua nguoi than, ban bé. 7.14%
Khéac 0.67%
1 lan 34.60%
2 lan 49.11%
S lan di lai dé giai quyét cong viec 3 lan 10.49%
4 lan 3.57%
Khéac 2.23%
Cong chuc gay phién ha, sach nhidu Co 2.01%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.45%
bung hen 91.96%
Co quan tra két qua ding hen Sém hen 1.79%
Tré hen. 6.25%
Co quan thong bao vé Viéc tré hen Co 21.43%
Co quan xin 16i vi tré hen Co 21.43%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.44%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 86.13%
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QUANG NGAI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 83.26%
Tru s6 co quan co du chd ngdi cho NDTC 85.94%
Trang thiét bi phuc vu NDTC day du 84.15%
Trang thiét bi phuc vu NDTC d& st dung 81.92%
Tiép can dich vu néi chung 83.82%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 80.13%
Quy dinh TTHC duoc niém yét cong khai day du 81.70%
Thanh phan hd so yéu cau nop dung quy dinh 85.71%
Muc phi/lé phi yéu cau nop dung quy dinh 85.04%
Thoi han giai quyét cong viéc ding quy dinh 82.59%

TTHC néi chun

83.04%

Cong chuc c6 thai d6 giao tiép lich sy 82.59%
Cong chac cham cha 1ang nghe 80.80%
Cong chuc tra 1o, giai thich day du 80.36%
Cong chic husng dan ké khai hd so d& hiéu 81.47%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 79.02%
Cong chirc giai quyét cong viéc ding quy dinh 81.25%
Cong chirc tan tinh giap do 78.57%
Cong chirc nbi chung 80.58%

Két qua pht hop voi quy dinh 83.93%
Két qua giai c6 thong tin day du 83.93%
Ké&t qua co thong tin chinh xac 84.60%
Két qua dam bao tinh céng bang 83.04%
Két qua ndi chung 83.87%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 64.29%
NDTC dé dang thuc hién GYPAKN 67.14%
Co quan tiép nhan , xt ly GYPAKN tich cuc 62.86%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 61.43%
Viéc tiép nhan, xir Iy GYPAKN noi chung 63.93%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 79.40%
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QUANG NGAI

Nam2019

M& rong céc hinh thic thong tin dé biét dén co quan noi nop hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 67.86%
Cai thién chat lugng co so vat chit; hién dai hoa trang thiét bi phuc vu

NDTC 25.00%
Tang cuong niém yét céng khai, minh bach quy dinh TTHC 29.75%
Tang cuong tiép nhan ho so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 30.43%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.71%
Tiép tuc don gian héa TTHC 31.25%
Rt ngan thoi gian dich vu cong 40.27%
Giam phi/I€ phi dich vu cong 11.41%
Cai thién thai d6 giao tiép ctia cong chirc 6.94%
Cai thién tinh than phuc vu cia cong chirc 7.83%
Nang cao ning luc giai quyét cong viée ciia cong chire 12.30%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 15.66%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 16.11%
Khac 0.67%
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QUANG NINH

Nam2019
B6 phan TNTKQ xa 41.61%
Bo phan TNTKQ huyén 46.27%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.99%
Trung tdm HCC tinh 17.08%
Khac. 2.64%
Qua ngudi than, ban be. 25.00%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 20.62%
giai quyét cong viec. Qua thong -tln dai chdng. 32.45%
Qua internet. 12.89%
Khéc 0.78%
Qua cong chirc tai noi ndp hd so 68.32%
Knh thong tin 46 bidt vé bidevé |- Soniemyeteong el einoindphoso | 33.23%
quy dinh TTHC Qua qua_lnternet 11.02%
Qua qua nguoi than, ban be. 6.21%
Khac 0.16%
1 lan 32.14%
2 lan 59.78%
S lan di lai dé giai quyét cong viec 3 lan 6.06%
4 lan 1.09%
Khéac 0.93%
Cong chuc gay phién ha, sach nhidu Co 0.00%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 97.05%
Co quan tra két qua ding hen Sém hen 2.95%
Tré hen. 0.00%
Co quan thdng b&o V& viéc tré hen Cé 100.00%
Co quan xin 16i vi tré hen Co 100.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 89.29%
TR B i
i i B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 84.47%
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QUANG NINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 95.29%
Tru s6 co quan co du chd ngdi cho NDTC 95.91%
Trang thiét bi phuc vu NDTC day du 95.60%
Trang thiét bi phuc vu NDTC d& st dung 96.22%
Tiép can dich vu néi chung 95.76%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 95.60%
Quy dinh TTHC duoc niém yét cong khai day du 96.91%
Thanh phan hd so yéu cau nop dung quy dinh 96.38%
Muc phi/lé phi yéu cau nop dung quy dinh 96.07%
Thoi han giai quyét cong viéc ding quy dinh 95.53%

TTHC néi chun

96.10%

Cong chuc c6 thai d6 giao tiép lich sy 95.22%
Cong chac cham cha 1ang nghe 95.53%
Cong chuc tra 1o, giai thich day du 96.69%
Cong chic husng dan ké khai hd so d& hiéu 94.76%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 94.07%
Cong chirc giai quyét cong viéc ding quy dinh 94.53%
Cong chirc tan tinh giap do 93.76%
Cong chirc nbi chung 94.94%

Két qua pht hop voi quy dinh 97.69%
Két qua giai c6 thong tin day du 97.69%
Ké&t qua co thong tin chinh xac 97.84%
Két qua dam bao tinh céng bang 97.69%
Két qua ndi chung 97.73%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 94.55%
NDTC dé dang thuc hién GYPAKN 94.55%
Co quan tiép nhan , xt ly GYPAKN tich cuc 96.36%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 81.82%
Viéc tiép nhan, xir Iy GYPAKN noi chung 91.82%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 95.26%
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QUANG NINH

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 75.62%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 28.88%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 29.81%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 37.01%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.47%
Tiép tuc don gian héa TTHC 42.39%
Rt ngan thoi gian dich vu cong 33.07%
Giam phi/I€ phi dich vu cong 9.94%
Cai thién thai d6 giao tiép ctia cong chirc 2.48%
Cai thién tinh than phuc vu cia cong chirc 2.95%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.83%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.23%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.39%
Khac 0.16%

SIPAS 2019 238




QUANG TRI

Nam2019
B6 phan TNTKQ xa 47.08%
Bo phan TNTKQ huyén 42.08%
Co quan giai quyét cong viéc. Bo6 phan TNTKQ tinh 27.29%
Trung tdm HCC tinh 2.29%
Khac. 0.00%
Qua ngudi than, ban be. 30.00%
X T Qua chinh quyén x4. 58.96%
Kénh tg;?% S;lefi c?r:‘;t\\/'lzgc quan Qua thong tin dai chung. 31.67%
Qua internet. 9.38%
Khéac 1.25%
Qua cong chirc tai noi ndp hd so 73.54%
. ... | Quaniém yétcong khai tai noi nop hd so 36.46%
Kénh thczlrllitéliln(:]e_lp_;_elz_tlge biet ve Qua qua Internet 83304
' Qua qua nguoi than, ban be. 10.83%
Khac 0.42%
1 lan 35.42%
2 lan 56.67%
S lan di lai dé giai quyét cong viec 3 lan 5.83%
4 lan 1.88%
Khéac 0.21%
Cong chuc gay phién ha, sach nhidu Co 0.83%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 94.58%
Co quan tra két qua ding hen Sém hen 3.13%
Tré hen. 2.29%
Co quan thdng b&o V& viéc tré hen Cé 36.36%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 97.29%
T o i il
i dih s B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 77.08%

SIPAS 2019 239




QUANG TRI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.00%
Tru s6 co quan co du chd ngdi cho NDTC 82.29%
Trang thiét bi phuc vu NDTC day du 81.63%
Trang thiét bi phuc vu NDTC d& st dung 81.63%
Tiép can dich vu ndi chung 82.64%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 85.75%
Quy dinh TTHC duoc niém yét cong khai day du 86.96%
Thanh phan hd so yéu cau nop dung quy dinh 87.04%
Muc phi/lé phi yéu cau nop dung quy dinh 83.33%
Thoi han giai quyét cong viéc ding quy dinh 82.50%

TTHC néi chun

85.12%

Cong chuc c6 thai d6 giao tiép lich sy 83.96%
Cong chac cham cha 1ang nghe 84.29%
Cong chuc tra 1o, giai thich day du 84.38%
Cong chic husng dan ké khai hd so d& hiéu 85.75%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 92.92%
Cong chirc giai quyét cong viéc ding quy dinh 94.17%
Cong chirc tan tinh giap do 90.33%
Cong chirc nbi chung 87.97%

Két qua pht hop voi quy dinh 89.83%
Két qua giai c6 thong tin day du 88.83%
Ké&t qua co thong tin chinh xac 90.25%
Két qua dam bao tinh céng bang 88.63%
Két qua ndi chung 89.39%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 75.00%
NDTC dé dang thuc hién GYPAKN 83.33%
Co quan tiép nhan , xt ly GYPAKN tich cuc 79.17%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 79.17%
Viéc tiép nhan, xir Iy GYPAKN noi chung 79.17%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.26%
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QUANG TRI

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng S7.71%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 25.21%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 24.79%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 62.50%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.88%
Tiép tuc don gian hoa TTHC 45.21%
Rt ngan thoi gian dich vu cong 36.46%
Giam phi/I€ phi dich vu cong 12.29%
Cai thién thai d6 giao tiép ctia cong chirc 2.50%
Cai thién tinh than phuc vu cia cong chirc 6.46%
Nang cao ning luc giai quyét cong viée ciia cong chire 4.58%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 3.33%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 6.04%
Khac 0.83%
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SOC TRANG

Nam2019
B6 phan TNTKQ xa 41.88%
Bo phan TNTKQ huyén 33.96%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 14.79%
Trung tdm HCC tinh 9.79%
Khéc. 0.21%
Qua ngudi than, ban be. 27.29%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. >4.36%
giai quyét cong viec. Qua thong -tln dai chdng. 14.17%
Qua internet. 3.54%
Khéac 1.67%
Qua cong chirc tai noi ndp hd so 85.83%
Knh thong tin 46 bidt vé bidevé |- Soniemyetcong el einoindphoso | 9.38%
quy dinh TTHC Qua qua_lnternet 1.67%
Qua qua nguoi than, ban be. 3.75%
Khac 0.21%
1 lan 17.92%
2 lan 65.83%
S lan di lai dé giai quyét cong viec 3 lan 10.42%
4 lan 5.42%
Khéac 0.42%
Cong chuc gay phién ha, sach nhidu Co 0.63%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 98.33%
Co quan tra két qua ding hen Sém hen 0.83%
Tré hen. 0.83%
Co quan thong bao vé Viéc tré hen Co 50.00%
Co quan xin 16i vi tré hen Co 0.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 98.75%
Tl B Wi
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 87.71%
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SOC TRANG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 92.08%
Tru s6 co quan co du chd ngdi cho NDTC 93.13%
Trang thiét bi phuc vu NDTC day du 91.46%
Trang thiét bi phuc vu NDTC d& st dung 90.21%
Tiép can dich vu néi chung 91.72%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 90.00%
Quy dinh TTHC duoc niém yét cong khai day du 89.58%
Thanh phan hd so yéu cau nop dung quy dinh 91.67%
Muc phi/lé phi yéu cau nop dung quy dinh 90.83%
Thoi han giai quyét cong viéc ding quy dinh 90.21%

TTHC néi chun

90.46%

Cong chuc c6 thai d6 giao tiép lich sy 94.38%
Cong chac cham cha 1ang nghe 93.13%
Cong chuc tra 1o, giai thich day du 93.54%
Cong chic husng dan ké khai hd so d& hiéu 93.33%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 91.67%
Cong chirc giai quyét cong viéc ding quy dinh 92.71%
Cong chirc tan tinh giap do 93.54%
Cong chirc nbi chung 93.18%

Két qua pht hop voi quy dinh 93.54%
Két qua giai c6 thong tin day du 93.96%
Ké&t qua co thong tin chinh xac 94.38%
Két qua dam bao tinh céng bang 93.96%
Két qua ndi chung 93.96%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 66.67%
NDTC dé dang thuc hién GYPAKN 66.67%
Co quan tiép nhan , xt ly GYPAKN tich cuc 83.33%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 66.67%
Viéc tiép nhan, xir Iy GYPAKN noi chung 70.83%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 88.78%
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SOC TRANG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 67.29%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 15.83%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 17.92%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 33.96%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.46%
Tiép tuc don gian héa TTHC 56.25%
Rt ngan thoi gian dich vu cong 60.63%
Giam phi/I€ phi dich vu cong 18.75%
Cai thién thai d6 giao tiép ctia cong chirc 3.75%
Cai thién tinh than phuc vu cia cong chirc 1.25%
Nang cao ning luc giai quyét cong viée ciia cong chire 2.92%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 4.79%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 5.42%
Khac 0.00%
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SON LA

Nam2019
B6 phan TNTKQ xa 44,99%
Bo phan TNTKQ huyén 30.19%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.68%
Trung tdm HCC tinh 18.14%
Khac. 0.87%
Qua ngudi than, ban be. 24.96%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 18.19%
giai quyét cong viec. Qua thong -tln dai chdng. 25.40%
Qua internet. 5.81%
Khéc 0.15%
Qua cong chirc tai noi ndp hd so 62.84%
Knh thong tin 06 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 28.16%
quy dinh TTHC Qua qua_lnternet 4.06%
Qua qua nguoi than, ban be. 6.24%
Khac 0.29%
1 lan 38.32%
2 lan 53.70%
S lan di lai dé giai quyét cong viec 3 lan 5.81%
4 lan 1.89%
Khéac 0.29%
Cong chuc gay phién ha, sach nhidu Co 0.15%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.15%
bung hen 98.11%
Co quan tra két qua ding hen Sém hen 1.16%
Tré hen. 0.73%
Co quan thong b&o V& viéc tré hen Co 33.33%
Co quan xin 16i vi tré hen Co 66.67%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 99.13%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 93.60%
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SON LA

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 91.15%
Tru s6 co quan co du chd ngdi cho NDTC 91.00%
Trang thiét bi phuc vu NDTC day du 90.42%
Trang thiét bi phuc vu NDTC d& st dung 89.39%
Tiép can dich vu ndi chung 90.49%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.24%
Quy dinh TTHC duoc niém yét cong khai day du 89.70%
Thanh phan hd so yéu cau nop dung quy dinh 90.57%
Muc phi/lé phi yéu cau nop dung quy dinh 90.86%
Thoi han giai quyét cong viéc ding quy dinh 90.71%

TTHC néi chun

90.01%

Cong chuc c6 thai d6 giao tiép lich sy 92.89%
Cong chac cham cha 1ang nghe 91.00%
Cong chuc tra 1o, giai thich day du 91.87%
Cong chic husng dan ké khai hd so d& hiéu 91.87%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 90.71%
Cong chirc giai quyét cong viéc ding quy dinh 92.60%
Cong chirc tan tinh giap do 91.87%
Cong chirc nbi chung 91.83%

Két qua pht hop voi quy dinh 93.18%
Két qua giai c6 thong tin day du 93.76%
Ké&t qua co thong tin chinh xac 93.61%
Két qua dam bao tinh céng bang 93.03%
Két qua ndi chung 93.40%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 89.25%
NDTC dé dang thuc hién GYPAKN 84.95%
Co quan tiép nhan , xt ly GYPAKN tich cuc 87.10%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 84.95%
Viéc tiép nhan, xir Iy GYPAKN noi chung 86.56%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 90.61%
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SON LA

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 64.88%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 25.83%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 38.32%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 29.90%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 6.10%
Tiép tuc don gian héa TTHC 43.83%
Rt ngan thoi gian dich vu cong 44.70%
Giam phi/I€ phi dich vu cong 10.74%
Cai thién thai d6 giao tiép ctia cong chirc 4.21%
Cai thién tinh than phuc vu cia cong chirc 2.32%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.13%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 10.45%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 10.45%
Khac 0.15%
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TAY NINH

Nam2019
B6 phan TNTKQ xa 43.61%
Bo phan TNTKQ huyén 46.87%
Co quan giai quyét cdng viéc. B6 phan TNTKQ tinh 12.53%
Trung tdm HCC tinh 15.04%
Khac. 0.75%
Qua ngudi than, ban be. 32.08%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 20.89%
giai quyét cong viec. Qua thong -tln dai chdng. 20.05%
Qua internet. 8.52%
Khéc 3.01%
Qua cong chirc tai noi ndp hd so 77.19%
T P Qua niém yét cong khai tai noi nop hd so 22.81%
quy dinh TTHC Qua qua_lnternet 71.271%
Qua qua nguoi than, ban be. 12.03%
Khac 1.00%
1 lan 27.07%
2 lan 46.87%
S lan di lai dé giai quyét cong viec 3 lan 14.79%
4 lan 9.52%
Khéac 1.75%
Cong chuc gay phién ha, sach nhidu Co 1.25%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 91.73%
Co quan tra két qua dung hen Sém hen 0.75%
Tré hen. 7.52%
Co quan thong bao vé Viéc tré hen Co 40.00%
Co quan xin 16i vi tré hen Co 20.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 97.74%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.96%
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TAY NINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.21%
Tru s6 co quan co du chd ngdi cho NDTC 86.72%
Trang thiét bi phuc vu NDTC day du 85.46%
Trang thiét bi phuc vu NDTC d& st dung 83.96%
Tiép can dich vu ndi chung 85.34%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 84.71%
Quy dinh TTHC duoc niém yét cong khai day du 85.21%
Thanh phan hd so yéu cau nop dung quy dinh 87.72%
Muc phi/lé phi yéu cau nop dung quy dinh 86.47%
Thoi han giai quyét cong viéc ding quy dinh 85.46%

TTHC néi chun

85.91%

Cong chuc c6 thai d6 giao tiép lich sy 86.72%
Cong chac cham cha 1ang nghe 85.96%
Cong chuc tra 1o, giai thich day du 85.96%
Cong chic husng dan ké khai hd so d& hiéu 87.97%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 84.46%
Cong chirc giai quyét cong viéc ding quy dinh 87.22%
Cong chirc tan tinh giap do 83.96%
Cong chirc nbi chung 86.04%

Két qua pht hop voi quy dinh 87.72%
Két qua giai c6 thong tin day du 87.72%
Ké&t qua co thong tin chinh xac 87.72%
Két qua dam bao tinh céng bang 87.97%
Két qua ndi chung 87.78%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 70.27%
NDTC dé dang thuc hién GYPAKN 70.27%
Co quan tiép nhan , xt ly GYPAKN tich cuc 67.57%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 70.27%
Viéc tiép nhan, xir Iy GYPAKN noi chung 69.59%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 83.45%
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TAY NINH

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 62.16%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 18.80%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 24.81%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 25.31%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 11.28%
Tiép tuc don gian héa TTHC 43.86%
Rt ngan thoi gian dich vu cong 50.88%
Giam phi/l¢ phi dich vu cong 18.55%
Cai thién thai d6 giao tiép ctia cong chirc 9.52%
Cai thién tinh than phuc vu cia cong chirc 9.02%
Nang cao ning luc giai quyét cong viée ciia cong chire 8.77%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.77%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.02%
Khac 1.00%

SIPAS 2019 250




THAI BINH

Nam2019
Bo phan TNTKQ xa 45.42%
Bo phan TNTKQ huyén 35.63%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 6.04%
Trung tdm HCC tinh 24.17%
Khéc. 0.21%
Qua ngudi than, ban be. 26.25%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' >4.79%
gii quyét cong viec. Qua thong -tln dai chdng. 20.21%
Qua internet. 8.75%
Khéac 1.88%
Qua cong chirc tai noi ndp hd so 76.88%
Kenh thong tin dé bidt vé bidt v [ 22memyeteong ki ainoi ngphoso | 22.08%
quy dinh TTHC Qua qua_lnternet 6.04%
Qua qua nguoi than, ban be. 8.54%
Khéac 0.00%
1 lan 32.50%
2 lan 45.21%
S lan di lai dé giai quyét cong viec 3 lan 16.46%
4 lan 5.21%
Khac 0.63%
Cong chuc gay phién ha, sach nhidu Co 1.46%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 93.33%
Co quan tra két qua dung hen Som hen 1.88%
Tré hen. 4.79%
Co quan thong b&o V& viéc tré hen Co 39.13%
Co quan xin 16i vi tré hen Co 8.70%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 92.08%
T o o
i v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 78.13%
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THAI BINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 90.00%
Tru s6 co quan co du chd ngdi cho NDTC 91.04%
Trang thiét bi phuc vu NDTC day du 89.79%
Trang thiét bi phuc vu NDTC d& st dung 90.21%
Tiép can dich vu néi chung 90.26%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.75%
Quy dinh TTHC duoc niém yét cong khai day du 88.54%
Thanh phan hd so yéu cau nop dung quy dinh 90.42%
Muc phi/lé phi yéu cau nop dung quy dinh 90.42%
Thoi han giai quyét cong viéc ding quy dinh 84.79%

TTHC néi chun

88.58%

Cong chuc c6 thai d6 giao tiép lich sy 88.33%
Cong chac cham cha 1ang nghe 85.63%
Cong chuc tra 1o, giai thich day du 86.46%
Cong chic husng dan ké khai hd so d& hiéu 88.13%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 87.29%
Cong chirc giai quyét cong viéc ding quy dinh 88.75%
Cong chirc tan tinh giap do 84.38%
Cong chirc nbi chung 86.99%

Két qua pht hop voi quy dinh 90.21%
Két qua giai c6 thong tin day du 90.63%
Ké&t qua co thong tin chinh xac 91.04%
Két qua dam bao tinh céng bang 90.42%
Két qua ndi chung 90.57%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 65.52%
NDTC dé dang thuc hién GYPAKN 75.86%
Co quan tiép nhan , xt ly GYPAKN tich cuc 68.97%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 58.62%
Viéc tiép nhan, xir Iy GYPAKN noi chung 67.24%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 85.17%
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THAI BINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 66.88%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.79%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 34.79%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 33.33%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 8.33%
Tiép tuc don gian héa TTHC 40.00%
Rt ngan thoi gian dich vu cong 42.29%
Giam phi/l¢ phi dich vu cong 10.00%
Cai thién thai d6 giao tiép ctia cong chirc 2.92%
Cai thién tinh than phuc vu cta cong chirc 3.75%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.79%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.21%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 12.29%
Khac 0.83%
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THAI NGUYEN

Nam2019
B6 phan TNTKQ xa 51.46%
Bo phan TNTKQ huyén 36.82%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 21.13%
Trung tdm HCC tinh 5.02%
Khac. 0.21%
Qua ngudi than, ban be. 17.99%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. o1.09%
giai quyét cong viec. Qua thong-tm dai chdng. 24.69%
Qua internet. 7.95%
Khéac 3.77%
Qua cdng chirc tai noi ndp hd so 69.67%
Knh thong tin 46 biétvé bidevé |- SR TIemYeLCOng el fainoindphoso | 35.15%
quy dinh TTHC Qua qua_lnternet 5.86%
Qua qua nguoi than, ban be. 5.23%
Khéac 0.00%
1lan 31.17%
2 lan 51.05%
S lan di lai dé giai quyét cong viec 3 lan 14.44%
4 lan 3.35%
Khéac 0.00%
Cong chuc gay phién ha, sach nhidu Co 1.26%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 95.82%
Co quan tra két qua dung hen Sém hen 2.51%
Tré hen. 1.67%
Co quan thong bao vé Viéc tré hen Co 37.50%
Co quan xin 16i vi tré hen Co 37.50%
Tiep nha;éh;hzc:] \Sgiiﬁkzt qua tai Ph hop 97.49%
e dich v Bty e
Tle[zr?rlgaltr&)tlgnsgu\;airt_]rtzrl;;ttqua Phu hop 79.71%
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THAI NGUYEN

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 87.87%
Tru s6 co quan co du chd ngdi cho NDTC 88.91%
Trang thiét bi phuc vu NDTC day du 88.91%
Trang thiét bi phuc vu NDTC d& st dung 89.12%
Tiép can dich vu néi chung 88.70%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 91.42%
Quy dinh TTHC duoc niém yét cong khai day du 92.89%
Thanh phan hd so yéu cau nop dung quy dinh 92.26%
Muc phi/lé phi yéu cau nop dung quy dinh 92.26%
Thoi han giai quyét cong viéc ding quy dinh 90.17%

TTHC néi chun

91.80%

Cong chuc c6 thai d6 giao tiép lich sy 86.61%
Cong chac cham cha 1ang nghe 86.40%
Cong chuc tra 1o, giai thich day du 88.91%
Cong chic husng dan ké khai hd so d& hiéu 87.87%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.40%
Cong chirc giai quyét cong viéc ding quy dinh 89.54%
Cong chirc tan tinh giap do 85.77%
Cong chirc nbi chung 87.36%

Két qua pht hop voi quy dinh 93.72%
Két qua giai c6 thong tin day du 93.31%
Ké&t qua co thong tin chinh xac 94.14%
Két qua dam bao tinh céng bang 93.72%
Két qua ndi chung 93.72%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 70.00%
NDTC dé dang thuc hién GYPAKN 75.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 65.00%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 60.00%
Viéc tiép nhan, xir Iy GYPAKN noi chung 67.50%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.26%
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THAI NGUYEN

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 64.23%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.43%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 21.55%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 31.80%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.67%
Tiép tuc don gian héa TTHC 47.28%
Rt ngan thoi gian dich vu cong 42.47%
Giam phi/I€ phi dich vu cong 15.27%
Cai thién thai d6 giao tiép ctia cong chirc 4.39%
Cai thién tinh than phuc vu cia cong chirc 3.97%
Nang cao ning luc giai quyét cong viée ciia cong chire 12.13%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 7.74%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 14.02%
Khac 0.84%
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THANH HOA

Nam2019
B6 phan TNTKQ xa 49.20%
Bo phan TNTKQ huyén 37.12%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 9.17%
Trung tdm HCC tinh 17.76%
Khac. 0.29%
Qua ngudi than, ban be. 23.87%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en X,a' 02.45%
giai quyét cong viec. Qua thong -tln dai chdng. 23.44%
Qua internet. 7.13%
Khéac 2.91%
Qua cong chirc tai noi ndp hd so 64.48%
Kenh thong tin 06 biét vé biét vé |- MemyeLeong il ainolndphoso | 36979%
quy dinh TTHC Qua qua_lnternet 6.70%
Qua qua nguoi than, ban be. 5.68%
Khéac 0.58%
1 lan 30.86%
2 lan 55.46%
S lan di lai dé giai quyét cong viec 3 lan 8.30%
4 lan 4.66%
Khéac 0.73%
Cong chuc gay phién ha, sach nhidu Co 1.46%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.73%
bung hen 93.16%
Co quan tra két qua ding hen Sém hen 3.20%
Tré hen. 3.64%
Co quan thong b&o V& viéc tré hen Co 32.00%
Co quan xin 16i vi tré hen Co 16.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 95.05%
TRp TR B L
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 80.35%
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THANH HOA

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.67%
Tru s6 co quan co du chd ngdi cho NDTC 89.96%
Trang thiét bi phuc vu NDTC day du 86.46%
Trang thiét bi phuc vu NDTC dé str dung 85.15%
Tiép can dich vu néi chung 87.81%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.06%
Quy dinh TTHC duoc niém yét cong khai day du 88.94%
Thanh phan hd so yéu cau nop dung quy dinh 91.41%
Muc phi/lé phi yéu cau nop dung quy dinh 90.68%
Thoi han giai quyét cong viéc ding quy dinh 85.59%

TTHC néi chun

88.94%

Cong chuc c6 thai d6 giao tiép lich sy 83.70%
Cong chac cham cha 1ang nghe 86.03%
Cong chuc tra 1o, giai thich day du 87.63%
Cong chic husng dan ké khai hd so d& hiéu 85.59%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 86.32%
Cong chirc giai quyét cong viéc ding quy dinh 87.34%
Cong chirc tan tinh giap do 85.30%
Cong chirc nbi chung 85.98%

Két qua pht hop voi quy dinh 89.52%
Két qua giai c6 thong tin day du 90.54%
Ké&t qua co thong tin chinh xac 91.27%
Két qua dam bao tinh céng bang 88.94%
Két qua ndi chung 90.07%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 74.14%
NDTC dé dang thuc hién GYPAKN 81.03%
Co quan tiép nhan , xt ly GYPAKN tich cuc 79.31%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 79.31%
Viéc tiép nhan, xir Iy GYPAKN noi chung 78.45%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.33%
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THANH HOA

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 68.12%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 32.46%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 34.50%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 31.73%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 8.30%
Tiép tuc don gian héa TTHC 36.83%
Rt ngan thoi gian dich vu cong 41.92%
Giam phi/I€ phi dich vu cong 12.37%
Cai thién thai d6 giao tiép ctia cong chirc 3.93%
Cai thién tinh than phuc vu cta cong chirc 2.47%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.40%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.46%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 11.06%
Khac 0.73%
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THUA THIEN - HUE

Nam2019
B6 phan TNTKQ xa 42.24%
Bo phan TNTKQ huyén 31.88%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 4.55%
Trung tdm HCC tinh 23.19%
Khac. 0.83%
Qua ngudi than, ban be. 21.95%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 28.16%
giai quyét cong viec. Qua thong -tln dai chdng. 18.43%
Qua internet. 10.35%
Khéc 1.86%
Qua cong chirc tai noi ndp hd so 69.98%
T P Qua niém yét cong khai tai noi nop hd so 22.15%
quy dinh TTHC Qua qua_lnternet 8.49%
Qua qua nguoi than, ban be. 6.63%
Khéac 1.86%
1 lan 19.25%
2 lan 60.87%
S lan di lai dé giai quyét cong viec 3 lan 14.29%
4 lan 3.52%
Khéac 2.07%
Cong chuc gay phién ha, sach nhidu Co 1.45%
Cong chiic goi Y nop tién ngoai phifke phi Co 0.21%
bung hen 93.79%
Co quan tra két qua dung hen Sém hen 2.69%
Tré hen. 3.52%
Co quan thong béo vé Viéc tré hen Co 47.06%
Co quan xin 16i vi tré hen Co 23.53%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.96%
TR il
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 50.48%
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THUA THIEN - HUE

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 82.40%
Tru s6 co quan co du chd ngdi cho NDTC 84.47%
Trang thiét bi phuc vu NDTC day du 80.75%
Trang thiét bi phuc vu NDTC d& st dung 77.43%
Tiép can dich vu ndi chung 81.26%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 79.09%
Quy dinh TTHC duoc niém yét cong khai day du 80.54%
Thanh phan hd so yéu cau nop dung quy dinh 81.99%
Muc phi/lé phi yéu cau nop dung quy dinh 81.16%
Thoi han giai quyét cong viéc ding quy dinh 79.92%

TTHC néi chun

80.54%

Cong chuc c6 thai d6 giao tiép lich sy 82.61%
Cong chac cham cha 1ang nghe 78.88%
Cong chuc tra 1o, giai thich day du 80.54%
Cong chic husng dan ké khai hd so d& hiéu 82.19%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 78.88%
Cong chirc giai quyét cong viéc ding quy dinh 81.78%
Cong chirc tan tinh giap do 78.26%
Cong chirc nbi chung 80.45%

Két qua pht hop voi quy dinh 80.54%
Két qua giai c6 thong tin day du 83.02%
Ké&t qua co thong tin chinh xac 86.13%
Két qua dam bao tinh céng bang 83.23%
Két qua ndi chung 83.23%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 64.00%
NDTC dé dang thuc hién GYPAKN 65.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 64.67%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 63.33%
Viéc tiép nhan, xir Iy GYPAKN noi chung 64.25%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 78.37%
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THUA THIEN - HUE

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 60.66%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 29.19%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 37.68%
Tang cudng tiép nhan ho so va tra két qua dich vu cong qua dich vy buu

chinh cong ich 24.64%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.52%
Tiép tuc don gian héa TTHC 47.62%
Rt ngan thoi gian dich vu cong 42.65%
Giam phi/I€ phi dich vu cong 10.77%
Cai thién thai d6 giao tiép ctia cong chirc 4.55%
Cai thién tinh than phuc vu cia cong chirc 2.69%
Nang cao ning luc giai quyét cong viée ciia cong chire 10.56%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 6.42%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 12.42%
Khac 0.41%
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TIEN GIANG

Nam2019
B6 phan TNTKQ xa 44.92%
Bo phan TNTKQ huyén 41.90%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 16.41%
Trung tdm HCC tinh 2.16%
Khac. 0.86%
Qua ngudi than, ban be. 22.03%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en x,a. or.3%%
gial quyét cong viec, Qua théng -tm dai chdng. 12.10%
Qua internet. 6.26%
Khéac 3.24%
Qua cong chirc tai noi ndp hd so 82.07%
) . s .. | Quaniém yétcong khai tai noi nop hd so 19.01%
Kénh thczlrllitéliln(:]e_lp_;_elz_tlge biéet ve Qua qua Internet 3.24%
' Qua qua nguoi than, ban be. 7.78%
Khéac 0.43%
1 lan 33.48%
2 lan 41.68%
S lan di lai dé giai quyét cong viec 3 lan 15.55%
4 lan 7.56%
Khéac 1.73%
Cong chuc gay phién ha, sach nhidu Co 1.51%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.22%
bung hen 90.50%
Co quan tra két qua ding hen Sém hen 1.73%
Tré hen. 7.78%
Co quan thong bao vé Viéc tré hen Co 33.33%
Co quan xin 16i vi tré hen Co 11.11%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.06%
T o i
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 83.15%
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TIEN GIANG

Nam 2019

Tru s& co quan co bién hiéu, huéng dan rd rang, dé thiy 88.55%
Tru s6 co quan co du chd ngdi cho NDTC 87.47%
Trang thiét bi phuc vu NDTC day du 85.96%
Trang thiét bi phuc vu NDTC dé str dung 85.75%
Tiép can dich vu ndi chung 86.93%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 86.83%
Quy dinh TTHC duoc niém yét cong khai day du 86.83%
Thanh phan hd so yéu cau nop dung quy dinh 87.90%
Muc phi/lé phi yéu cau nop dung quy dinh 87.69%
Thoi han giai quyét cong viéc ding quy dinh 84.67%

TTHC néi chun

86.78%

Cong chuc c6 thai d6 giao tiép lich sy 86.61%
Cong chac cham cha 1ang nghe 86.39%
Cong chuc tra 1o, giai thich day du 85.31%
Cong chic husng dan ké khai hd so d& hiéu 84.45%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 81.86%
Cong chirc giai quyét cong viéc ding quy dinh 85.96%
Cong chirc tan tinh giap do 84.02%
Cong chirc nbi chung 84.94%

Két qua pht hop voi quy dinh 85.96%
Két qua giai c6 thong tin day du 87.47%
Ké&t qua co thong tin chinh xac 87.26%
Két qua dam bao tinh céng bang 87.47%
Két qua ndi chung 87.04%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 71.79%
NDTC dé dang thuc hién GYPAKN 69.23%
Co quan tiép nhan , xt ly GYPAKN tich cuc 69.23%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 66.67%
Viéc tiép nhan, xir Iy GYPAKN noi chung 69.23%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 83.39%
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TIEN GIANG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.23%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 24.84%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 32.61%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 22.03%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.37%
Tiép tuc don gian héa TTHC 40.60%
Rt ngan thoi gian dich vu cong 49.03%
Giam phi/I€ phi dich vu cong 13.82%
Cai thién thai d6 giao tiép ctia cong chirc 6.70%
Cai thién tinh than phuc vu cia cong chirc 5.83%
Nang cao ning luc giai quyét cong viée ciia cong chire 9.07%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 9.94%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 9.94%
Khac 2.16%
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TRA VINH

Nam2019
B6 phan TNTKQ xa 45.42%
Bo phan TNTKQ huyén 26.88%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 12.92%
Trung tdm HCC tinh 16.04%
Khac. 0.63%
Qua ngudi than, ban be. 14.38%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 03.13%
giai quyét cong viec. Qua thong -tln dai chdng. 10.00%
Qua internet. 4.79%
Khéc 9.79%
Qua cong chirc tai noi ndp hd so 76.88%
T P Qua niém yét cong khai tai noi nop hd so 12.92%
quy dinh TTHC Qua qua_lnternet 4.17%
Qua qua nguoi than, ban be. 4.17%
Khéc 3.13%
1 lan 27.29%
2 lan 56.67%
S lan di lai dé giai quyét cong viec 3 lan 10.42%
4 lan 4.79%
Khéac 0.83%
Cong chuc gay phién ha, sach nhidu Co 1.25%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.63%
bung hen 94.79%
Co quan tra két qua dung hen Sém hen 1.67%
Tré hen. 3.54%
Co quan thong bao vé Viéc tré hen Co 35.29%
Co quan xin 16i vi tré hen Co 29.41%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 94.38%
Tl B Wi
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 85.00%
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TRA VINH

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 94.17%
Tru s¢ co quan c6 di chd ngdi cho NDTC 95.21%
Trang thiét bi phuc vu NDTC day du 90.00%
Trang thiét bi phuc vu NDTC d& st dung 90.42%
Tiép can dich vu ndi chung 92.45%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 91.46%
Quy dinh TTHC duoc niém yét cong khai day du 90.83%
Thanh phan hd so yéu cau nop dung quy dinh 93.33%
Muc phi/lé phi yéu cau nop dung quy dinh 88.13%
Thoi han giai quyét cong viéc ding quy dinh 90.00%

TTHC néi chun

90.75%

Cong chuc c6 thai d6 giao tiép lich sy 93.96%
Cong chac cham cha 1ang nghe 91.46%
Cong chuc tra 1o, giai thich day du 92.29%
Cong chic husng dan ké khai hd so d& hiéu 92.71%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién ho so 90.63%
Cong chirc giai quyét cong viéc ding quy dinh 92.92%
Cong chirc tan tinh giap do 91.25%
Cong chirc nbi chung 92.17%

Két qua pht hop voi quy dinh 91.67%
Két qua giai c6 thong tin day du 90.83%
Ké&t qua co thong tin chinh xac 92.92%
Két qua dam bao tinh céng bang 90.83%
Két qua ndi chung 91.56%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 84.21%
NDTC dé dang thyc hién GYPAKN 81.58%
Co quan tiép nhan , xt ly GYPAKN tich cuc 81.58%
Co quan cé thong bao kip thoi két qua xir Iy GYPAKN 76.32%
Viéc tiép nhan, xir Iy GYPAKN noi chung 80.92%
CHI SO HAI LONG VE SU'PHUC VU HANH CHINH CUA TINH 89.95%
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TRA VINH

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 72.29%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 25.21%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 34.17%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 26.04%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.58%
Tiép tuc don gian hoa TTHC 40.42%
Rt ngan thoi gian dich vu cong 44.58%
Giam phi/I€ phi dich vu cong 12.29%
Cai thién thai d6 giao tiép ctia cong chirc 6.46%
Cai thién tinh than phuc vu cia cong chirc 4.17%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.88%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 8.13%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 8.75%
Khac 0.63%
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TUYEN QUANG

Nam2019
B6 phan TNTKQ xa 41.54%
Bo phan TNTKQ huyén 37.58%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 18.24%
Trung tdam HCC tinh 4.40%
Khéc. 0.44%
Qua ngudi than, ban be. 32.31%
Kénh thong tin dé biét vé co quan Qua ?hmh quy-en x,a. 29.56%
gial quyét cong viec, Qua théng -tm dai chdng. 12.53%
Qua internet. 2.86%
Khéac 1.10%
Qua cong chirc tai noi ndp hd so 73.41%
Knh thong tin 46 bidt vé bidevé |- SoniemyeLeong el einoindphoso | 28.13%
quy dinh TTHC Qua qua_lnternet 3.08%
Qua qua nguoi than, ban be. 1.76%
Khéac 0.44%
1 lan 41.98%
2 lan 38.68%
S lan di lai dé giai quyét cong viec 3 lan 11.43%
4 lan 7.03%
Khéac 0.88%
Cong chuc gay phién ha, sach nhidu Co 1.76%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.66%
bung hen 95.16%
Co quan tra két qua dung hen Som hen 0.44%
Tré hen. 4.40%
Co quan thong bao vé Viéc tré hen Co 25.00%
Co quan xin 16i vi tré hen Co 10.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.24%
T o L
T dich v B i
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TUYEN QUANG

Nam 2019

Tru s& co quan co bién hiéu, huéng dan rd rang, dé thiy 89.89%
Tru s¢ co quan c6 di chd ngdi cho NDTC 90.55%
Trang thiét bi phuc vu NDTC day du 86.37%
Trang thiét bi phuc vu NDTC d& st dung 86.59%
Tiép can dich vu néi chung 88.35%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai d& thay 85.93%
Quy dinh TTHC duoc niém yét cong khai day du 85.71%
Thanh phan hd so yéu cau nop dung quy dinh 88.13%
Muc phi/lé phi yéu cau nop dung quy dinh 88.79%
Thoi han giai quyét cong viéc ding quy dinh 87.03%

TTHC néi chun

87.12%

Cong chuc c6 thai d6 giao tiép lich sy 89.23%
Cong chac cham cha 1ang nghe 85.05%
Cong chuc tra 1o, giai thich day du 83.30%
Cong chic husng dan ké khai hd so d& hiéu 86.59%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién ho so 89.23%
Cong chirc giai quyét cong viéc ding quy dinh 90.99%
Cong chirc tan tinh giap do 86.15%
Cong chirc nbi chung 87.22%

Két qua pht hop voi quy dinh 88.13%
Két qua giai c6 thong tin day du 89.89%
Ké&t qua co thong tin chinh xac 90.11%
Két qua dam bao tinh céng bang 90.77%
Két qua ndi chung 89.73%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 76.92%
NDTC dé dang thyc hién GYPAKN 76.00%
Co quan tiép nhan , xt ly GYPAKN tich cuc 76.00%
Co quan c6 thdng béo kip thoi két qua xir Iy GYPAKN 72.00%
Viéc tiép nhan, xir Iy GYPAKN noi chung 75.23%
CHI SO HAI LONG VE SU'PHUC VU HANH CHINH CUA TINH 85.81%
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TUYEN QUANG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 66.37%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 26.15%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 22.20%
Tang cudng tiép nhan ho so va tra két qua dich vu cong qua dich vy buu

chinh cong ich 20.44%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 12.97%
Tiép tuc don gian héa TTHC 38.24%
Rt ngan thoi gian dich vu cong 39.78%
Giam phi/I€ phi dich vu cong 25.27%
Cai thién thai d6 giao tiép ctia cong chirc 9.23%
Cai thién tinh than phuc vu cia cong chirc 7.03%
Nang cao ning luc giai quyét cong viée ciia cong chire 6.59%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11.65%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 13.85%
Khac 0.00%
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VINH LONG

Nam2019
B6 phan TNTKQ xa 49.57%
Bo phan TNTKQ huyén 32.76%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 10.34%
Trung tdam HCC tinh 8.41%
Khac. 0.43%
Qua ngudi than, ban be. 16.16%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 03.58%
giai quyét cong viec. Qua thong -tln dai chdng. 16.16%
Qua internet. 3.45%
Khéc 0.65%
Qua cong chirc tai noi ndp hd so 73.28%
Knh thong tin 06 bidt vé bidevé |- Son oM yeLeong el einoindphoso | 18.97%
quy dinh TTHC Qua qua_lnternet 2.80%
Qua qua nguoi than, ban be. 5.60%
Khéac 0.00%
1 lan 24.78%
2 lan 59.91%
S lan di lai dé giai quyét cong viec 3 lan 11.64%
4 lan 2.59%
Khéac 1.08%
Cong chuc gay phién ha, sach nhidu Co 0.00%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.00%
bung hen 93.75%
Co quan tra két qua ding hen Sém hen 1.08%
Tré hen. 5.17%
Co quan thong b&o V& viéc tré hen Co 70.83%
Co quan xin 16i vi tré hen Co 37.50%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Phil hop 99.78%
Tt
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 92.67%
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VINH LONG

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 85.99%
Tru s6 co quan co du chd ngdi cho NDTC 84.05%
Trang thiét bi phuc vu NDTC day du 81.47%
Trang thiét bi phuc vu NDTC d& st dung 78.66%
Tiép can dich vu ndi chung 82.54%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 79.31%
Quy dinh TTHC duoc niém yét cong khai day du 77.80%
Thanh phan hd so yéu cau nop dung quy dinh 78.02%
Muc phi/lé phi yéu cau nop dung quy dinh 76.08%
Thoi han giai quyét cong viéc ding quy dinh 78.88%

TTHC néi chun

78.02%

Cong chuc c6 thai d6 giao tiép lich sy 81.47%
Cong chac cham cha 1ang nghe 79.31%
Cong chuc tra 1o, giai thich day du 79.74%
Cong chic husng dan ké khai hd so d& hiéu 77.16%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 73.71%
Cong chirc giai quyét cong viéc ding quy dinh 77.37%
Cong chirc tan tinh giap do 75.86%
Cong chirc nbi chung 77.80%

Két qua pht hop voi quy dinh 82.54%
Két qua giai c6 thong tin day du 80.82%
Ké&t qua co thong tin chinh xac 79.96%
Két qua dam bao tinh céng bang 79.09%
Két qua ndi chung 80.60%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 86.36%
NDTC dé dang thuc hién GYPAKN 78.79%
Co quan tiép nhan , xt ly GYPAKN tich cuc 80.30%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 81.82%
Viéc tiép nhan, xir Iy GYPAKN noi chung 81.82%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 79.77%
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VINH LONG

Nam2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 65.52%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.28%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 22.63%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 42.46%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 9.05%
Tiép tuc don gian héa TTHC 40.52%
Rt ngan thoi gian dich vu cong 39.66%
Giam phi/I€ phi dich vu cong 10.13%
Cai thién thai d6 giao tiép ctia cong chirc 5.39%
Cai thién tinh than phuc vu cta cong chirc 5.17%
Nang cao ning luc giai quyét cong viée ciia cong chire 13.58%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 6.68%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 6.47%
Khac 0.43%
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VINH PHUC

Nam 2019
B6 phan TNTKQ xa 42.50%
Bo phan TNTKQ huyén 38.75%
Co quan giai quyét cong viéc. Bo phan TNTKQ tinh 15.42%
Trung tdm HCC tinh 8.96%
Khac. 0.00%
Qua ngudi than, ban be. 22.08%
Kénh thong tin dé biét vé co quan Qua E:hmh quy-en X,a' >4.38%
giai quyét cong viec. Qua thong -tln dai chdng. 24.79%
Qua internet. 10.63%
Khéac 0.63%
Qua cong chirc tai noi ndp hd so 55.00%
Kenh thong tin 06 biét vé biét vé |- MemyeLeong kil ainoindphoso | 28,96%
quy dinh TTHC Qua qua_lnternet 15.63%
Qua qua nguoi than, ban be. 13.96%
Khéac 0.00%
1 lan 38.54%
2 lan 50.00%
S lan di lai dé giai quyét cong viec 3 lan 9.58%
4 lan 1.88%
Khéac 0.00%
Cong chuc gay phién ha, sach nhidu Co 0.21%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.21%
bung hen 93.96%
Co quan tra két qua dung hen Sém hen 0.83%
Tré hen. 5.21%
Co quan thong bao vé Viéc tré hen Co 96.00%
Co quan xin 16i vi tré hen Co 88.00%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.54%
Tl B Wi
e dich v Bty e
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 96.04%
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VINH PHUC

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.79%
Tru s6 co quan co du chd ngdi cho NDTC 91.46%
Trang thiét bi phuc vu NDTC day du 88.54%
Trang thiét bi phuc vu NDTC d& st dung 89.17%
Tiép can dich vu néi chung 89.74%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.75%
Quy dinh TTHC duoc niém yét cong khai day du 89.17%
Thanh phan hd so yéu cau nop dung quy dinh 90.00%
Muc phi/lé phi yéu cau nop dung quy dinh 91.67%
Thoi han giai quyét cong viéc ding quy dinh 89.38%

TTHC néi chun

89.79%

Cong chuc c6 thai d6 giao tiép lich sy 91.04%
Cong chac cham cha 1ang nghe 91.46%
Cong chuc tra 1o, giai thich day du 90.00%
Cong chic husng dan ké khai hd so d& hiéu 90.21%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 89.58%
Cong chirc giai quyét cong viéc ding quy dinh 91.67%
Cong chirc tan tinh giap do 89.17%
Cong chirc nbi chung 90.45%

Két qua pht hop voi quy dinh 91.46%
Két qua giai c6 thong tin day du 91.04%
Ké&t qua co thong tin chinh xac 90.63%
Két qua dam bao tinh céng bang 89.17%
Két qua ndi chung 90.57%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 80.39%
NDTC dé dang thuc hién GYPAKN 86.27%
Co quan tiép nhan , xt ly GYPAKN tich cuc 74.51%
Co quan c6 théng bao kip thoi két qua xir Iy GYPAKN 76.47%
Viéc tiép nhan, xir Iy GYPAKN noi chung 79.41%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 88.37%
SIPAS 2019 276



VINH PHUC

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu céng mot cach dé dang, nhanh chéng 53.75%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 32.29%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 32.50%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 41.25%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 10.42%
Tiép tuc don gian héa TTHC 43.54%
Rt ngan thoi gian dich vu cong 37.92%
Giam phi/I€ phi dich vu cong 6.67%
Cai thién thai d6 giao tiép ctia cong chirc 4.58%
Cai thién tinh than phuc vu cia cong chirc 5.42%
Nang cao ning luc giai quyét cong viée ciia cong chire 18.33%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 5.83%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 6.25%
Khac 0.00%
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YEN BAI

Nam2019
B6 phan TNTKQ xa 48.01%
Bo phan TNTKQ huyén 33.54%
Co quan giai quyét cong viéc. B6 phan TNTKQ tinh 10.90%
Trung tdm HCC tinh 9.85%
Khac. 1.05%
Qua ngudi than, ban be. 19.08%
Kénh thong tin dé biét vé co quan Qua ?hlnh quy-en x,a. 00.50%
giai quyét cong viec. Qua thong -tln dai chdng. 24.11%
Qua internet. 5.87%
Khéc 1.68%
Qua cong chirc tai noi ndp hd so 69.81%
Kenh thong tin 46 biét vé biét vé |2 MemyeLeong el ainoindphoso | 266206
quy dinh TTHC Qua qua_lnternet 4.19%
Qua qua nguoi than, ban be. 7.34%
Khac 0.21%
1 lan 25.79%
2 lan 55.56%
S lan di lai dé giai quyét cong viec 3 lan 13.42%
4 lan 3.98%
Khéac 1.26%
Cong chuc gay phién ha, sach nhidu Co 0.84%
Cong chic goi Y nop tién ngoai phiflé phi Co 0.42%
bung hen 96.02%
Co quan tra két qua dung hen Som hen 0.84%
Tré hen. 3.14%
Co quan thong b&o V& viéc tré hen Co 46.67%
Co quan xin 16i vi tré hen Co 13.33%
Tiep nhaBnéh;)hzcrw] \Sgiiﬁkzt qua tai Ph hop 98.95%
T il b0y
T dich v B i
Tlerzrglgatrllj;lgnsgu\;airt_]rtzrl:]f;ttqua Phu hop 91.40%
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YEN BAI

Nam 2019

Tru s& co quan c6 bién hiéu, huéng dan rd rang, dé thiy 89.94%
Tru s6 co quan co du chd ngdi cho NDTC 88.87%
Trang thiét bi phuc vu NDTC day du 88.24%
Trang thiét bi phuc vu NDTC d& st dung 89.19%
Tiép can dich vu ndi chung 89.06%
Il. TTHC

Quy dinh TTHC duoc niém yét céng khai dé thay 88.57%
Quy dinh TTHC duoc niém yét cong khai day du 89.03%
Thanh phan hd so yéu cau nop dung quy dinh 89.66%
Muc phi/lé phi yéu cau nop dung quy dinh 88.24%
Thoi han giai quyét cong viéc ding quy dinh 87.57%

TTHC néi chun

88.61%

Cong chuc c6 thai d6 giao tiép lich sy 85.68%
Cong chac cham cha 1ang nghe 85.68%
Cong chuc tra 1o, giai thich day du 87.10%
Cong chic husng dan ké khai hd so d& hiéu 84.31%
Cong chac hudng dan ké khai hd so 01 1an 1a c¢6 thé hoan thién hd so 84.00%
Cong chirc giai quyét cong viéc ding quy dinh 85.94%
Cong chirc tan tinh giap do 85.05%
Cong chirc nbi chung 85.39%

Két qua pht hop voi quy dinh 89.66%
Két qua giai c6 thong tin day du 90.08%
Ké&t qua co thong tin chinh xac 90.55%
Két qua dam bao tinh céng bang 89.66%
Két qua ndi chung 89.99%

Co quan c6 b tri hinh thic tiép nhan GYPAKN 87.50%
NDTC dé dang thuc hién GYPAKN 83.33%
Co quan tiép nhan , xt ly GYPAKN tich cuc 79.17%
Co quan c6 thong bao kip thoi két qua xir ly GYPAKN 77.08%
Viéc tiép nhan, xir Iy GYPAKN noi chung 81.77%
CHI SO HAI LONG VE SU PHUC VU HANH CHINH CUA TINH 86.84%
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YEN BAI

Nam 2019

M& rong céc hinh thirc thong tin dé biét dén co quan noi ndp hd so va

nhan két qua dich vu cong mot cach dé dang, nhanh chéng 65.83%
Cai thién chat luong co sd vat chat; hién dai hoa trang thiét bi phuc vu

NDTC 23.90%
Tang cuong niém yét cong khai, minh bach quy dinh TTHC 26.83%
Tang cuong tiép nhan hd so va tra két qua dich vu cdng qua dich vu buu

chinh cong ich 27.04%
Pay manh cung tng dich vu cong truc tuyén muac do 3, 4 5.66%
Tiép tuc don gian héa TTHC 47.59%
Rt ngan thoi gian dich vu cong 42.56%
Giam phi/I€ phi dich vu cong 14.88%
Cai thién thai d6 giao tiép ctia cong chirc 3.14%
Cai thién tinh than phuc vu cia cong chirc 3.35%
Nang cao ning luc giai quyét cong viée ciia cong chire 10.48%
B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 12.16%
Tiép nhan, giai quyét GYPAKN kip thoi, tich cuc 15.30%
Khac 0.84%
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PHU LUC 2
MAU PHIEU PIEU TRA XA HQI HQC NAM 2019

BO NOI VU x Ay A
Ma sophieu

Tinh: oo,

PHIEU KHAO SAT SU'HAI LONG CUA NGUOI DAN, TO CHUC POI VOI SU
PHUC VU CUA CO QUAN HANH CHINH NHA NUOC NAM 2019

Dich vua hanh chinh cong: ...

A. PHAN THONG TIN CHUNG

I. MUC PiCH KHAO SAT

Dé c6 co sd gitip cac co quan hanh chinh nha nudc thyc hién cai cach hanh
chinh, nang cao cht lugng phuc vu ngudi dan, to chicc mot cach hiéu lec, hiéu qua,
Bo Noi vu trién khai do luong su hai long cua nguoi dan, t6 chie dbi véi sy phuc vu
Cuia co quan hanh chinh nha nuéc theo su phan cong cua Chinh phu, Tha tuéng Chinh
phu.

Trén co s kinh nghiém giai quyét thu tuc hanh chinh cua ban than Ong/Ba, B
Noi vu kinh mong Ong/Ba danh gia chat lwgng phuc vu cta co quan hanh chinh nha
nuéc va cho biét mic do hai long va nhu cau cua Ong/Ba théng qua cung cip thong tin
vao phiéu khao sat dugc giri kém theo day.

Kinh mong Ong/Ba cung cap thong tin day du, chinh xac, khach quan dé két
qua khao sat phan anh dung chat luong phuc vu ciia co quan hanh chinh nha nudc doi
véi Ong/Ba.

Xin tran trong cam on Ong/Ba!

1. HUONG DAN TRA LOI CAC CAU HOI

Xin Ong/Ba khoanh tron vao chir sé (1, 2, ...) ding trude phuong an tra 10i ma
Ong/Ba chon dbi voi tiing cau hoi.

Piéu tra vién
Ho tén: . oo,
S8 GIBNthOAIL: ..ol
Piachi: ...,
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I11. THONG TIN CA NHAN

Xin Ong/Ba tra loi cac cau héi & HOP 1. Néu Ong/Ba lam tha tuc hanh
chinh cho co quan/té chirc/doanh nghiép noi Ong/Ba lam viéc thi xin Ong/Ba tra
loi thém cac cau héi & HOP 2.

HOP 1 HOQP 2
Gigi tinh: Loai hinh co' quan/td chirc noi dang
1. Nam lam viéc:
2. Nt 1. Co quan hanh chinh nha nuéc/Pon vi
su nghiép céng/Co quan luc lugng vil trang/TH
Dan toc: chiec chinh tri xa hoi.
1. Kinh 2. T6 chirc nudc ngoai.

2. Khac (xin viét cu thé):
P tudi:

1. Duéi 25 tudi

2. 25 - 34 tudi

3. 35 - 49 tudi

4. 50 - 60 tudi

5. Trén 60 tudi

Trinh dé hoc van:

1. Tiéu hoc (cap )

2. Trung hoc co s& (cap 1)

3. Trung hoc phé théng (cap 1)
4. Day nghé/Trung cip/Cao dang
5. Pai hoc

6. Trén Dai hoc

7. Khac (xin viét cu thé):

Nghé nghiép:

1. Lam ndi trg/Lao dong tu do
2. Nghi huu

3. Sinh vién

3. T6 chuc phi chinh pha/Hiép hoi/Hai.

4. Doanh nghi¢p nha nudc.

5. Doanh nghiép tu nhan/Cong ty
TNHH/Cong ty c6 phan/Cong ty hop danh.

6. Doanh nghiép nudc ngoai/Doanh
nghiép lién doanh/Céng ty nudc ngoai.

7. Khéc (xin viét cu thé):

Vi tri cong viéc:

1. Gidam dbc/Phé Giam déc.

2. Truéng phong/Pho trudong phong hoac
tuong duong.

3. Ké toan truong.

4. K¥ su/Ké toan

5. Nhan vién van phong/ky thuat vién

6. Khac (xin viét cu thé):

4. Lam viéc tai to chuc/doanh nghiép
trong linh vyc tu

5. Can bd/céng chic/vién chirc/ngudi
cong tac trong luc lugng vil trang

6. Khéc (xin viét cu thé):
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Noi sinh song:

1. D6 thi

2. NOng thén

3. Mién nui

4. Hai dao

5. Khac (xin viét cu thé):

nao?

B. PHAN CAU HOI
Cau 1.0ng/Ba di nép ho so va nhdn két qud gidgi quyét cong viéc 6 co quan

1.Tai Bo phan tiép nhan va tra két qua cap xa.

2.Tai Bo phan tiép nhan va tra két qua cap huyén.

3.Tai B6 phan tiép nhan va tra két qua cua co quan chuyén mon cap tinh.

4.Tai Trung tam Phuc vu hanh chinh c¢éng cap tinh.

5. KhAC (XIN VIAt CUt the): ... e

Cau 2. Ong/Ba biét vé Bé phdn tiép nhdn va trd két qua/Trung tam Phuc vu

hanh chinh céng/co quan noi Ong/Ba nép hé so va nhgn két qua (bao gom céc
thdng tin vé tén co quan, dia diém ciia co quan; ngdy, gio 1am viéc cia co quan, ...)
thong qua hinh tha#c nao?

1. Thong qua nguoi than, ban be.

2. Thong qua chinh quyén cép x4.

3. Thong qua phuong tién thong tin dai chung (tivi, dai, béo...).

4. Théng qua mang Internet.

5. KhAC (XIN VIAt CUu the): «... et

Cau 3. Ong/Ba biét vé quy dinh thii tuc hanh chinh (gom thanh phan hoé so;

trinh tw gidi quyét cong viéc, thoi han gidi quyét cong viéc, mizc phi/lé phi) théng qua
hinh thizc nao?

1. Théng qua cbng chic tai noi ndp hd so, tra két qua.

2. Thdng qua tai liéu niém yét cong khai tai noi nop hd so, tra két qua.

3. Théng qua mang Internet.

4. Thong qua nguoi than, ban bé.

5. KhAC (XIN VAt Cut thé): ..ooeneeee e
Ciu 4. Ong/Ba di lgi bao nhiéu lan dé gidi quyét cong viéc?

1. 01 1an (chd nhan két qua ngay).

2. 02 lan (01 lan nop ho so, 01 1an nhan két qua).

3. 03 1an (01 1an ndp hd so, 01 1an bd sung hd so, 01 1an nhan két qua).

4. 04 1an tro 18n (do bd sung hd so nhiéu lan).

5. KNAC (XIN VAt Cut thé): «.ooveeee e
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Cau 5. Cong chirc c6 gay phién ha, sach nhiéu déi véi Ong/Ba trong qua

trinh giai quyét cong viéc khong?
1. Khong
2.Co

Néu ¢, Xin ONG/BA NBU CU thé:........iee e

Cau 6. Cong chirc c6 goi y Ong/Ba np thém tién ngoai khoan phi/lé phi
khong (khoan phi/lé phi 1a khoan tién phdi déng theo quy dinh)?

1. Khong
2.Co

Néu c8, Xin ONg/BA NBU Cuthé:........oiie e

Ciu 7. Co quan tri két qua gidi quyét cong viéc cho Ong/Ba cé diing hen khong?

1. Bung hen
2. Sé6m hon hen
3. Tré hen

Néu Ong/Ba bi tré hen tra két qud, xin Ong/Ba cho biét:
- Co' quan c6 théng bdo trwéc cho Ong/Ba vé vigc tré hen khong?

1.Co
2. Khong

- Co quan cé givi thw xin 161 Ong/Ba vi tré hen khong?

1.Co
2. Khodng

Cau 8. Xin Ong/Ba vui long cho biét mize dé hai 1ong ciia Ong/Ba vé sw phuc
Vu Ciia co quan hanh chinh nha nwéc khi gidgi quyét cong viéc cho Ong/Ba théng

gua cac ngi dung sau:

Xin Ong/Ba khoanh tron vao 01 mic diém ma Ong/Ba lua chon, trong do: 5 =

“Rat hai long”, 4 = “Hai long”, 3 = ‘“’Binh thuong”, 2 = “Khoéng hai long”; 1 = “Rat
khong hai long”.
Rathai | Hai Binh | Khéng | Ratkhong
long long | thuwong | hailong | hailong
_ =5 =4 =3 =2 =1

I. TIEP CAN DICH VU
1. Try s¢ co quan tiép nhan ho so, tra két
qua gial quyét cong viéc cd bién hiéu, 5 4 3 2 1
hudng dan rd rang, dé thay
2. Tru s¢ co quan tiép nhan ho so, tra ket
qua giai quyet cong viéc c6 du chd ngoi cho 5 4 3 2 1
ngudi dan, to chuc
3; Trapg thict bi phuc vu nguoi dan, to chac 5 4 3 5 1
day du
4.: Tfang thict bi phuc vu nguoi dan, t6 chac 5 4 3 5 1
de su dung
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Rathai | Hai Binh | Khong | Ratkhong
long long | thuong | hailong | hailong
= = = = =1

Il. THU TUC HANH CHINH
5. Quy dinh thu tuc hanh chinh dugc niém
SR COX A 5 4 3 2 1
yéet cong khai d¢é thay
6. Quy dinh thu tuc hanh chinh dugc niém
SR C A 5 4 3 2 1
yét cong khai day du
7.Thanh phan ho so ma Ong/Ba dugc yéu
A a1y : 5 4 3 2 1
cau nop la dang quy dinh
8. Mic phi/lé phi ma Ong/Ba dugc yéu cau
A Tx a4 : 5 4 3 2 1
nop la dung quy dinh
9. Thoi han giai quyet cong viéc cua
Ong/Ba la ding quy dinh (tinh tr ngay 5 4 3 2 1
Ong/Ba nop ho so dén ngay nhan két qua)
I11. CONG CHUC
1(’)._ Cong ghl’rc c6 thai do giao tiep lich su 5 4 3 5 1
véi Ong/Ba
11. Cbng chirc cham chu lang nghe cau hoi,
S Y A N 5 4 3 2 1
y kién cua Ong/Ba
12. Cong chc tra loi, giai thich day du cac
NN A S \ 5 4 3 2 1
cau hoi, y kien cua Ong/Ba
13 Corlg ppuc hudéng dan Ong/Ba ké khai 5 4 3 5 1
ho so de hiéu
14. Cong chirc huéng dan Ong/Ba ké khai 5 4 3 9 1
mot lan la Ong/Ba co thé hoan thién ho so
15. Cong chuac giai quyéet cong viéc cho 5 4 3 5 1
Ong/Ba theo diing quy dinh A
16. Cong chutc tan tinh giap do Ong/Ba
g 2, 2B 5 4 3 2 1
trong qua trinh giai quyet cong viéc
IV. KET QUA DICH VU
17. Két qua giai quyét ho so ciia Ong/Ba la
phu hop véi quy dinh 5 4 3 2 1
(Két qud €6 the la dwoc cap gidy to hogc bi
tir choi cap gidy to)
18. Két qua giai quyét ho so ciia Ong/Ba co
PR 5 4 3 2 1
thong tin day du
19. Két qua giai quyét ho so ciia Ong/Ba co
PR 5 4 3 2 1
thong tin chinh xac
20. Két qua giai quyét ho so cia Ong/Ba
e 3 5 4 3 2 1
dam bao tinh cong bang
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Ciu 9: Ong/Ba di ting 6 y kién gop y, phan anh, kién nghi déi véi co quan
vé viéc giai quyét thii tuc hanh chinh cho Ong/Ba chwa?

1. Chua c6

2.baco

- Néu Ong/Ba di cé Y kién gop ¥, phdn anh, kién nghi déi véi co quan, xin
Ong/Ba cho biét mire dg hai long cia Ong/Ba vé viée co quan tiép nhan, xi 1y y
kién gop y, phan anh, kién nghi ciia Ong/Ba?

Rathai | Hai Binh | Khong | Ratkhong
long long | thuong | hailong | hailong
=5 =4 =3 =2 =1

1. Co quan c6 bd tri hinh thac tiép nhan| 5 4 3 2 1
gop y, phan anh, kién nghi cia nguoi dan,

t6 chuc

2. Ong/Ba dé dang thuc hién gop y, phan 5 4 3 2 1
anh, kién nghi

3. Co quan tiép nhan va xu ly tich cuc cac | 5 4 3 2 1
gop ¥, phan anh, kién nghi caa Ong/Ba

4. Co quan c6 thong bao kip thoi kétqua x| 5 4 3 2 1
ly cac y kién gop y, phan &nh, kién nghi cua

Ong/Ba

Cau 10: Hién nay trong gidi quyét tha tuc hanh chinh, co quan hanh chinh
c6 thé thuc hién céac hinh thic tiép nhdn hé so va trd két qud gidi quyét thi tuc
hanh chinh khdc nhau. Ong/Ba dinh gid mirc dp phu hgp cia méi hinh thire doi
voi ban than Ong/Ba?

a. Tiép nhdn hé se, trd két qud gidi quyét thi tuc hanh chinh tai Bo phan tiép
nhan va tra két qua /Trung tm phuc ve hanh chinh cong

1. Phu hop

2. Khéng phu hop

b. Tiép nhdn hé se gidi quyét thi tuc hanh chinh tai Bo phan tiép nhan va tra
két qua /Trung tdm phuc vu hanh chinh céng va trad két qud gidi quyét thai tuc hanh
chinh qua dich vu Buu chinh cong ich

1. Phu hop

2. Khéng phu hop

c. Tiép nhdn hé so, trd két qud gidgi quyét thi tuc hanh chinh qua dich vy buu
chinh cong ich

1. Phu hop

2. Khéng phu hop
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d. Tiép nhdn hé se gidi quyét thai tuc hanh chinh qua mang internet (dich vu
cong truc tuyén cdp dé 3, 4) va trd két qud gidi quyét thi tuc hanh chinh tgi Bo phan
tiép nhan va tra két qua/Trung tdm phuc v hanh chinh céng

1. Phu hop

2. Khéng phu hop

Ciu 11. Dé nang cao chdt lwong phuc vu ngwoi dan, té chic trong thei gian
téi, Ong/Ba muén co quan hanh chinh nha nwéc wu tién cdi cach 03 néi dung nao
trong sé cac ngi dung dwdi day?

1. Mé rong céc hinh thirc thong tin dé ngudi dan, to chuc biét dén co quan noi
nop hd so va nhan két qua giai quyét thu tuc hanh chinh mot cach dé& dang, nhanh
chong.

2. Cai thién chat luong co s& vat chat; hién dai hoa trang thiét bi phuc vu nguoi
dan, to chuec.

3. Tang cuong niém yét cong khai, minh bach quy dinh thu tuc hanh chinh.

4. Tang cudng tiép nhan hd so va tra két qua giai quyét thu tuc hanh chinh qua
dich vu buu chinh cong ich.

5. Bay manh cung tng dich vu cdng truc tuyén mac do 3, 4.

6. Tiép tuc don gian hda thu tuc hanh chinh.

7. Rt ngédn thoi gian giai quyét thu tuc hanh chinh.

8. Giam phi/lé phi giai quyét thu tuc hanh chinh.

9. Cai thién thai do giao tiép cua céng chuc.

10. Cai thién tinh than phuc vu cta céng chic.

11. Nang cao nang luc giai quyét cdng viéc cua cdng chuc.

12. B4 tri hinh thc tiép nhan y kién gop y, phan &nh, kién nghi cua nguoi dan,
t6 chuc dé dang, thuan tién hon.

13. Tiép nhan, giai quyét y kién gop y, phan &nh, kién nghi cia nguoi dan, to
chuec kip thoi, tich cuc.

14. Khéc (xin viét cu thé):

XIN TRAN TRONG CAM ON ONG/BA !
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