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Biéu do 10: Cac chi s6 phan anh nhéan dinh, danh g &,na vé co quan not1 nop hé so va 25
nhén két qua dich vu cong nam 2020: Chi s6 cao nhat, thap nhét. trung vi
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vé quy dinh TTHC nam 2018, 2019, 2020 (nam 201 7 khong danh gid)
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Biéu dd 20: Céc chi s6 phan anh nhan dinh, déanh gia vé s0 lan di lai 30
thue hién dich vu con0 nam 2020: C hi s6 cao nhat, thap nhat va trung vi

Biéu do 21: Cac chi s6 phan anh so lan di lai khi thue hién dich vu cong nam 2017, 31
2018, 2019, 2020

Biéu do 22: Chi so phan anh nhan dinh, danh gia vé viéc cong chirc gay phién ha, 31
sach nhiéu ndm 2020

Biéu dd 23: Chi s6 phan anh nhén dinh, danh gia vé viée cong chirc gdy phién ha, 31
sach nhiéu nam 2020: Chi s cao nhét, thap nhét, trung vi

Biéu do 24: Cac chi so phan anh nhan dinh, danh gia vé viéc cong chirc gdy phién | 32
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Biéu do 25: Chi so phan anh nhan dinh, danh gia vé viéc cong chire goi ¥ ndp thém | 32
tién ngoai phi/lé phi nam 2020

Biéu dd6 26: Chi s6 phan 4anh nhén dinh, danh gia ve viéc ¢dng chirc goi y ndp thém 32
tién ngoai phi/lé phi nam 2020: Chi s cao nhat, thap nhat trung vi

Biéu do 27: Céc chi s6 phan anh nhan dinh, danh gia vé viéc cong chirc goi vy nop | 33
thém tién ngoai phi/lé phi nam 2017, 2018, 2019, 2020

Biéu do 28: Cac chi so phan anh nhan dinh, danh gia vé viéc co quan co gidy hen 33
tra két qua nam 2020

Biéu d6 29: Cac chi s6 phan anh nhan dinh, danh gia vé viée co quan co gidy hen 34
tra két qua nam 2020: Chl s6 cao nhat, thap nhat va trung vi

Biéu do 30: Cac chi s0 phan anh nhan dinh, danh gia vé viéc co quan 34
dung hen tra két qua ndm 2020

Biéu do 31: Cac chi so phan anh nhan dinh, danh gia vé viéc co quan 35
ding hen tra két qua nam 2020: Chi s6 cao nhét, thip nht, trung vi

Biéu dd 32: Cac chi so phan anh nhan dinh, danh gia vé viéc co quan 35
dung hen tra két qua ndm 2017, 2018, 2019, 2020

Biéu do 33: Cac chi s6 phan anh vé viée co quan thong bao vé sur tré hen tra két qua | 36
nam 2020

Biéu d6 34: Cac chi s6 phan anh vé viée co quan thong bao vé su tré hen tra két qua | 36
nam 2020: Chi sé cao nhét, thp nhat, trung vi

Biéu dd 35: Cac chi s phan anh vé viéc co quan thong bao vé su tré hen tra | 36
két qua nam 2017, 2018, 2019, 2020

Biéu dd 36: Cac chi s0 phan anh nhan dinh, danh gia vé viéc co quan xin 161 vi s | 37
tré hen nam 2020

Bxeu d6 37: Cac chi s6 phan anh nhén dinh, danh gia vé viée co quan xin 181 vé sur 37
tré hen nim 2020: C hl s0 cao nhét, thap nhét, trung vi

Biéu do 38: Cac chi so phan anh nhan dinh, danh gia veé viéc co quan xin 10i vé su 37
tré hen ndm 2017, 2018, 2019, 2020

Biéu do 39: Cac chi s6 phan anh nhan dinh, danh gia vé tinh phi hop cta cac hinh 38
thirc niém yét cong khai, hudng dan quy dinh TTHC nam 2020

Biéu db 40: Cac chi s6 phan anh nhan dinh, danh gia vé tinh phu hop cta cac hinh 39
thirc niém yét cong khai, huéng dan quy dinh TTHC nam 2020: Chi sb cao nhat,

thap nhat, trung vi

Biéu do 41: Cac chi so phan anh nhan dinh, danh gia vé tinh phi hop cua cac 39

hinh thac cung tmg dich vy cong nam 2020
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Biéu d6 42; Cac chi so phan anh nhan dinh, danh gia vé tinh phu hop cua cac hinh 40
thire cung (g dich vu cong nam 2020: Chi 50 cao nhat thap nhat, trung vi

Biéu do 43: Céc chi s6 phan anh nhan dinh, danh gia vé tinh phi hop cia cac hinh 40
thirc cung trng dich vu cong nam 2020, 2019 (nam 2018 va 2017 khong danh gia)

Biéu do 44: Cac chi sO hai long vé tiép can dich vu cong cua ca nude nam 2020 43
Biéu d6 45: Cac chi s6 hai long vé tiép can dich vu nam 2020: Chi sd cao nhat, thap | 43
nhét, trung vi

Biéu do 46: Cac chi so hai 1ong vé tiép can dich vu ctia ca nudce, cac cap, cac linh 44
vue nam 2020

Biéu do 47: Cac chi so hai long vé tiép can dich vu cong ctia ca nude nam 2017, 45
2018, 2019, 2020

Biéu do 48: Cac chi so hai long vé tiép can dich vu ndi chung cua ca nudc, cac cap, | 46
cac linh vuc nam 2017, 2018, 2019, 2020

Biéu do 49: Chi s0 hai long ve tiép can dich vu cia ca nude nam 2017, 2018, 2019, 2020 47
Biéu do 50: Chi so hai long ve tiep can dich vu ctia ca nude nam 2017, 2018, 2019, 47
2020: Chi s6 cao nhat, thép nhat, trung vi

Biéu do 51: Cac chi s6 hai long vé thi tuc hanh chinh cua ca nude nam 2020 47
Biéu do 52: Cac chi s6 hai long vé thu tuc hanh chinh ndm 2020: Chi s6 cao nhat, 48
thap nhat, trung vi

Biéu do 53: Cac chi so hai long vé TTHC cuia ca nude, cac cép, cac linh vue nam 2020 48
Biéu do 54: Cac chi so hai long vé thu tuc hanh chinh cia ca nude nam 2017, 49
2018, 2019, 2020

Biéu do 55: Cac chi so hai long vé TTHC néi chung ctia ca nude, cac cap, 50
cac linh vuc nam 2017, 2018, 2019, 2020

Biéu do 56: Chi sd hai long vé TTHC cua ca nude nam 2017, 2018, 2019, 2020 51
Biéu d6 57; Chi s hai long vé TTHC ca nude nam 2017, 2018, 2019, 2020: Chisé | 51
cao nhat, thép nhat, trung vi

Biéu db 58: Cac chi s6 hai long vé cong chire cuia ca nude nam 2020 51
Biéu do 59: Cac chi so hai 1ong vé cong chirc nam 2020 Chi so cao nhat, thap 52
nhat, trung vi

Biéu do 60: Cac chi s6 hai long vé cong chire noi chung cia ca nudc, 52
cac edp, cac linh vire nam 2020

Biéu 61: Cac chi §0 hai long vé cong chire cua ca nuge nam 2017, 2018, 2019, 2020 | 53
Biéu do 62: Cac chi so hai long vé cong chire néi chung cua ca nude, cac cap, cac 54
lIinh vuc nam 2017, 2018, 2019, 2020

Biéu do 63: Chi s6 hai long vé cong chirc ctia ca nwde nam 2017, 2018, 2019, 2020 | 55
Biéu d6 64: Chi sb hai long vé cong chirc ca nude nam 2017, 2018, 2019, 2020: Chi | 55
sd cao nhat, thap nhét, trung vi

Biéu d6 65: Cac chi s6 hai long vé két qua dich vu cua ca nude nam 2020 55
Biéu d6 66: Cac chi so hai long vé ket qua dich vu nam 2020: Chi s6 cao nhat, thap 56
nhét, trung vi

Biéu do 67: Cac chi so hai long vé ket qua dich vu cua ca nude, cac cép, cac linh 56
vue ndm 2020

Biéu do 68: Cac chi so hai long vé ket qua dich vu ctia ca nude nam 2017, 2018, 57

2019, 2020

SIPAS 2020




6

Biéu do6 69: Cac chi so hai long vé két qua dich vu noi chung cua ca nudc, céc cép, 58
cac linh vuc nam 2017, 2018, 2019, 2020

Biéu do 70: Chi s6 hai long vé két qua dich vu ¢ong cua ca nude nam 2017, 2018, 59
2019, 2020

Biéu d6 71: Chi sd hai long vé két qua dich vu cong clia ca nude nam 2017, 2018, 59
2019, 2020: Chi sd cao nhét, thap nhét, trung vi

Biéu do 72: Céc chi s6 hai long vé viée tiép nhén, xir Iy y kién G YPAKN cua ca 59
nudc nam 2020

Biéu do 73: Cac chi s0 hai long vé viéc tiép nhan, xir Iy GYPAKN nam 2020: Chi 60
s0 cao nhat, thap nhét, trun&, Vi

Biéu do 74: Céc chi s6 hai long vé viée tiép nhan, xir ly GYPAKN cua ca nude, 61
cac cap cac linh vuc nam 2020

Biéu d6 75: Céac chi s0 hai long vé viée tiép nhan, xir Iy GYPAKN ciia ca nude nam | 62
2017, 2018, 2019, 2020

Biéu do 76° Cac chi s6 hai long vé viée tiép nhan, xir Iy GYPAKN néi chung cua 63
ca nuoc, cac cép, cac linh vuc nam 2017, 2018, 2019, 2020

Biéu do 77: Chi s hai long vé viée tiép nhéan, xir ly GYPAKN ctia ca nude nam 64
2017, 2018, 2019, 2020

Biéu do 78: Chi so hai long viec tlep nhan, xur ly GYPAKN cua ca nuoc nam 2017, 64
2018, 2019, 2020: Chi sd cao nhat thip nhat, trung vi

Biéu d6 79: Chi s6 hai long vé su phuc vu hanh chinh cta ca nude nim 2020 64
Biéu do 80: Chi sb hai long vé su phuc vu hanh chinh nam 2020: Chi cao nhat, 64
thp nhat, trung vi

Biéu d6 81: Chi s6 hai long vé su phuc vy hanh chinh ctia ca nude (Chi so SIPAS) | 65
nam 2017, 2018, 2019, 2020

Biéu d6 82: Chi sd hai long vé su phuc vu hanh chinh ctia ca nude nam 2017, 2018, | 65
2019, 2020: Chi sb cao nhat, thép nhat, trung vi

Biéu do 83: Cac chi so hai long vé su phuc vu hanh chinh cua ca nude, cac cap, cac | 66
linh virc ndm 2017, 2018, 2019, 2020

Biéu do 84: Cac chi so hai long Ve su phuc vu hanh chinh cua ca nudc, cac cép, cac 67
Iinh vire ndm 2017, 2018, 2019, 2020 (so sanh)

Biéu do 85: Chi s6 hai long vé su phuc vu clia co quan hanh chinh nha nude noi 68
chung cua 63 tinh ndm 2020

Biéu do 86: Chi sd hai long vé su phuc vu ctia co quan hanh chinh nha nude noi 69
chung cua 63 tinh nam 2020 (so sanh)

Bjéu d06 87: Chi s6 hai long vé su phuc vu hanh chinh ciia 63 tinh ndm 2020 (ban 70
do)

Biéu do6 88: Chi so hai long Ve sur phuc vu hanh chinh cua thanh phé dac biét truc 71
thudc Trung wong nam 2020

Biéu d6 89: Chi sd hai long vé su phuc vu hanh chinh ctia thanh pho truc thude 71
trung uong nam 2020

Biéu do 90: Chi sd hai long vé su phuc vu hanh chinh ciia cac tinh loai I nam 2020 71
Biéu do 91: Chi sd hai long vé su phuc vu hanh chinh ciia cac tinh loai I1 ndm 2020 | 71
Biéu d6 92: Chi s6 hai long vé su phuc vu hanh chinh cta cac tinh loai 111 ndm 2020 71
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VIET TAT

SIPAS Satisfaction Index of Public Administrative Services, dich tiéng Anh cua
cum tir “Po luong sy hai long cua NDTC doi véi sy phuc vu ciua co
quan hanh chinh nha nuéc™.

NDTC Neudi dan, to chirc

TTHC Thu tuc hanh chinh

UBND Uy ban nhan dan

CQHC Co quan hanh chinh

CQHCNN  Co quan hanh chinh nha nudce

HCNN Hanh chinh nha nuoc

HCC Hanh chinh cong

SNCL Swu nghiép cong lap

LLVT Luyc lugng va trang

TCFEP To chirc phi chinh pha

HH/H Hiép hoi/hgi

DNTN Doanh nghi¢p tur nhan

CTTNHH  Coéng ty trach nhiém hiru han

CTCP Céng ty co phan

CTHD Cong ty hop danh

DNTN Doanh nghiép tu nhan

DNNNG Doanh nghi¢p nude ngoai

DNLD Doanh nghiép lién danh

CTNN Cong ty nude ngoai

GYPAKN  Gopy, phan anh, kién nghj

XHH Xa hoi hoc
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PHAN MOT
TINH HINH TRIEN KHAI PO LU ONG SU HAI LONG CUA VGUOI DAN,
TO CHUC POI1 VOI SU PHUC VU CUA Cco QUAN HANH CHINH NHA
NUGC NAM 2020

I. TONG QUAN VE PO LUONG SU' HAI LONG CUA NDTC DOI VOI
SU'PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

1. Co s¢

Chuong trinh tong thé cai cach hanh chinh nha nwdc giai doan 2011 - 2020 cua
Chinh phu xac dinh mot trong cac muyc tiéu cua cai cach hanh chinh nha nudc giai
doan nay la “Bao dam sy hai long cuiia ca nhan, to chitc d6i voi si phuc vu clia co quan
hanh chinh nha nurée dat mire trén 80% vao nam 2020 va moét trong cac trong tam cua
cai cach hanh chinh nha nudce 1a “Nang cao chat lugng dich vu hanh chinh cong”.
Quyét dinh s6 225/QD-TTg ngay 04/02/2016 cua Thu tudéng Chinh phu ban hanh Ké
hoach cai cach hanh chinh nha nudc giai doan 2016 - 2020 da giao B6 Néi vu trién
khai thye hién Dé an Do luong su hai long ctia NDTC doi vai su phuc vu ctia co quan
hanh chinh nha nudc. Trén co s¢ do, ngay 10/10/2017 B truong Bo Noi vu da ban
hanh Quyét dinh s6 2640/QD-BNV phé duyét Dé an do luong sy hai long ciia NDTC
doi vaGi su phuc vu cua ¢ quan hanh chinh nha nuée giai doan 2017 - 2020 quy dinh
cu thé muc dich. muc tiéu, yéu cau, ndi dung, phurong phap, giai phap. trach nhiém.,
thoi gian va kinh phi trién khai do luong sir hai 1ong cia NDTC déi véi sy phuc vu cua
co quan hanh chinh nha nuéce theo yéu cau cia Chinh phu, Thu twdng Chinh phu trong
giai doan nay.

2. Muc dich

Do luong sy hai long cua NDTC d6i voi su phuc vu ctia CQHCNN nham danh
gia khach quan chat hrong cung tmg dich vu hanh chinh cong cua cac co quan hanh
chinh nha nuge. Théng qua do, cac CQHCNN nam bat dugc yéu cau, mong mudn cua
NDTC dé c6 nhimng bién phép cai thién chat lrgng phuc vu va cung tmg dich vu cong
nhim nang cao sy hai long va loi ich cia NDTC.

3. N¢i dung do lwdng sy hai long

Po luong sy hai long cua NDTC doi voi su phuc vu cua CQHCNN (sau day goi
tat 1a do ludmg sur hai 1ong) duoc thue hign ddi vai 5 yéu td co ban cua qué trinh cung
tmg dinh vu hanh chinh cong, gom: (1) Txep can dich vu hanh chinh cong cua
CQHCNN; (2) TTHC; (3) cong chire trye tiep g,ldl quyct cong viée; (4) két qua cung
tmg dich vu hanh chinh cong; (5) viéc tiép nhan, giai quyét gop v, phan anh, kién nghi.

Noi dqng do luong la cac nhan dinh, danh gia, mirc d6 hai long va su mong doi
cua NDTC doi véi viée cung tmg dich vy hanh chinh céng cua CQHCNN.

Cac tiéu chi danh gia vé télchl’rc cung tmg dich vu cua CQHCNN, ml'rc‘d(f) hai
long va s mong doi cua NDTC déi vai viée cung timg dich vu cua CQHCNN gom:

a) Tiéu chi danh gia cia NDTC vé viéc t6 chirc cung tng dich vu cua
CQHCNN:

- Co quan trire tiép giai quyét cong viéc cho NDTC:
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- Kénh thong tin dé biét vé co quan tryrc tiép giai quyét cong viéc cho NDTC;
- Kénh thong tin dé biét vé TTHC;

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

- Viée cong chirc gay phién ha, sach nhiéu;

- Viéc cong chirc goi y ndp tién ngoai phi/lé phi;

- Viéc co quan diang hen;

- Viéc co quan thong bao tré hen:

- Viéce co quan xin 16i vi tré hen;

- Sur phu hgp cua cac hinh thirc cung tmg dich vy hanh chinh cong.

b) Tiéu chi do luong sy hai long cua NDTC:

Gom ¢6 24 tiéu chi, twong tmg voi 5 yéu t6 co ban cua qua trinh cung tmg dich
vu hanh chinh cong,

- Vé Iiép can dich vu:

+ Tru s6 co quan tlép nhan ho so, tra két qua giai quyét cong viéc ¢o bién hiéu,
huwdng dan ro rang, dé thay:

.+ Tru s co quan tiép nhan ho so. tra két qua giai quyét cong viée co du chd

ngoi cho NDTC;

+ Trang thiét bi phuc vu NDTC déy du:

+ Trang thiét bj phuc vu NDTC dé sir dung.

- Vé TTHC:

+ TTHC dugc niém yét cong khai dé thay:

+ TTHC dugc niém yét cong khai day du;

+ Thanh phan hd so ma NDTC phai ndp 1a dang quy dinh;

+ Phi/I¢ phi ma NDTC phai ndp la ding quy dinh:

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

- vé cong chire truc Iiép giai quytfl cong viéc:

+ Cong chire ¢o thai do giao tiép lich sir;

+ Cong chirc chii y ling nghe ciu hoi, y kién cua NDTC;

+ Cong chire tra 1o, giai dap day du cac y kién cua NDTC;

+ Cong chirc tra 161, giai thich day du cac cau hoi, v kién cia NDTC;

+ Cong chirc huéng dan ké khai ho so dé hiéu;

+ Céng chirc huéng dan Ong/Ba ké khai ho so mét lan 1a Ong/Ba ¢6 thé hoan
thién ho so;

+ Cong chirc giai quyét cong viéc ding quy dinh.

-—
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- Vé két qua dich vu:

+ Két qua phi hop véi quy dinh;

+ Két qua co thong tin day du;

+ Két qua co thong tin chinh xac;

+ Két qua dam bao tinh cong béng.

- Vé tiép nhan, giai quyét gop ¥, phan dnh, kién nghi:

+ Co quan ¢6 bo tri hinh thirc tiép nhan gop v, phan anh, kién nghi cia NDTC ;
+NDTC dé dang thyc hién gop y. phan anh, kién nghi;

+ Co quan tiép nhan va xur ly tich cuc cac gop v, phan anh, kién nghi cua
NDTC;

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

(Céc tiéu chi do lwong mirc do hai long vé viéc tiép nhan, xir 1y y kién gop v,
phéan anh, kién nghi chi ap dung trong truong hop NDTC da thyuc hién gop y, phan
anh, kién nghi lién quan dén viéc cung (mg dich vu).

¢) Tiéu chi do luomg sir mong doi cua NDTC:

Mdi NDTC duoc dé nghi dua ra 03 néi dung mong doi nhat doi véi CQHCNN
trong viéc uu tién cai cach, nang cao chat luong cung ung dich vy, thong qua lyra chon
tir cac noi dung sau:

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

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

- Tang cudng tiép nhan hd so va tra két qua dich vu ¢ong qua dich vu buu chinh
cong ich.

- Bay manh dich vu cong truc tuyén mirc do 3, 4.

- Tiép tuc don gian hda TTHC.

- Rut ngén thot gian dich vu cong.

- Giam phi/l¢ phi dich vu cong.

- Cai thién thai do giao tiép cua cong chire.

- Cai thién tinh than phuc vu cua cong chirc.

- Nang cao ning lyc giai quyét cong viée ctia cong chirc.

- B4 tri hinh thire tiép nhan y kién gop y, phan 4nh, kién nghi cua NDTC dé
dang. thuan tién hon.

- Tiép nhan, giai quyét y kién gop y. phan 4nh, kién nghi cuia NDTC kip thoi,
tich cure.
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4. Phwong phéip thu thip théng tin do ludmg, xic dinh Chi s6 hai long

Ap dung phwong phap diéu tra xa hi hoc théng qua Phicu dicu tra dé thu thap
théng tin do lwong, xac dinh Chi so hai long (sau day goi la SIPAS - chir viét tat cua
tieng Anh; Satisfaction Index of Public Administrative Services).

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

- Béi trong

Dé danh gia chét lwgng cung tmg dich vu hanh chinh cong dwa trén phan hoi
cua NDTC, SIPAS xac dinh doi twgng diéu tra xa hgi hoc 1a NDTC da tryc tiép gidi
quyet cong viéc va nhan ket qua giai quyét tat CQHCNN.

- Pham vi

SIPAS dugc thwe hién tai 63 tinh, thanh Qh(‘) tryc thugc Trung wong (sau day
goi chung la tinh) thong qua phuong phap chon mau di¢u tra xa héi hoc.

b) Chon mau diéu tra xa héi hoc:

Mau diéu tra xa hdi hoe duge xac dinh theo phuong phap chon mau ng?lu nhién,
phan tang, nhiéu giai doan; dugc thuc hién theo cac bude sau day:

- Bude 1: Chon co quan

O mbi tinh, chon cac co quan chuyén mon thuge UBND cép tinh; don vi hanh
chinh cap huyén, cap xa de thyc hién dicu tra xa héi hoc. Tiéu chi chon va so lugng co
quan, don vi duge chon nhur sau:

Tiéu chi:

+ Poi véi co quan chuyén moén thuoc UBND cap tinh: C6 thuc hién cung (g
dich vu hanh chinh c¢ong truc tiép cho NDTC va ¢6 phat sinh giao dich cua NDTC véi
co quan hanh chinh.

+ P6i voi don vi hanh chinh c¢dp huyén, cdp xa; Pai dién cho cac loai don vi
hanh chinh cap huyén, cdp xa theo quy dinh tai Nghi quyét 1211/2016/UBTVQHI13
ngay 25 thang 5 nam 2016 cua Uy ban Thuong vu Quédc hdi vé tiéu chuan cua don vi
hanh chinh va phan loai don vi hanh chinh.

S6 lugng co quan, don vi duge chon: Puogc xac dinh trén co s& dam bao tinh
dai dién cua mau; phu hop véi yéu cau, diéu kién nguon luc thuc té; thong nhat giira
63 tinh.

- Budc 2: Xéc dinh téng s6 giao dich cua cac dich vu hanh chinh cong da duoc
hoan thanh trong khoang thoi gian quy dinh diéu tra xa hoi hoc doi véi cac co quan
hanh chinh duoc chon diéu tra xa hoi hoc cua moi tinh

+ Lap danh sach NDTC da st dung dich vu hanh chinh cong trong khoang
thai gian quy dinh dicu tra xa hdi hoc cua tirng co quan duge chon diéu tra xa hoi
hoc & Budce 1;

+ Tong hop danh sach NDTC da sir dung dich vy trong khoang thai gian quy
digh dieu tra xa hoi hoc cua tat ca cac co quan da duge chon diéu tra xa hdi hoc cua
moi tinh.
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- Bude 3: Xac dinh ¢& mau diéu tra xa hdi hoc

+ C& mau diéu tra xa hoi hoc d6i véi timg co quan duoc chon diéu tra xa hoi
hoc theo cong thirc sau:

Trong dé:

+ n: C& méu diéu tra xa hoi hoc.

+ N: La tong thé chung. Trong trudong hop nay la tong s6 giao dich caa cac dich
vu hanh chinh coéng d4 dwoc hoan thanh trong khoang thoi gian quy dinh diéu tra xa
ho1 hoc doi vai timg co quan duoc chon diéu tra xa hoi hoc.

+ e 1a sai s6 cho phép (5%).

Ngoai ra, ¢& mau cé thé duoc tinh toan trén co sé ap dung cac cong thire tinh
khac hodc theo kinh nghiém diéu tra thuc té twong ty. Co quan chu tri trién khai do
lwong su hai 1ong quyét dinh ap dung cong thire, kinh nghiém tinh ¢& mau phu hop véi
diéu kién ctia bd. nganh, dia phwong, dong thoi dam bao ¢& mau co du dai dién.

- Bude 4: Chon NDTC dé diéu tra xa hdi hoe ddi véi mdi tinh

+ Chon ngau nhién NDTC dé diéu tra xa hoi hoc tir danh séch NDTC da sur
dung dich vu diroc 1ap & Budc 2, bao dam so lwong theo ¢& mau diéu tra xa hoi hoc
duoc xac dinh o Bude 3.

+ Lap danh sach NDTC duoc chon diéu tra xa hoi hoc ddi véi tirng co quan
duoc chon cua morn tinh:

+ Téng hop danh sach NDTC duoc chon diéu tra x4 hoi hoc doi voi mdi tinh.
5. Phuong thirc diéu tra xa hdi hoc

‘ Diéu tra xa hdi hoc do Tudmg sir hai long dugce thye hién thong qua phat phiéu
diéu tra xa hoi hoc truc tiép dén NDTC dé tra 161 phiéu.

- Phiéu diéu tra xa hoi hoc (tai Phu luc 2 kém theo) gdm cée cdu héi ¢ sin
phuong 4n tra 161 d¢ NDTC lua chon. Céu hoi ciia Phiéu diéu tra x4 hdi hoc thé hién
noi dung cua cac tiéu chi do luong sy hai long; dong thoi phan anh qua trinh, két qua
cung tmg dich vu hanh chinh cong. su mong doi cia NDTC doi véi viéc cung (mg
dich vu hanh chinh cong cua CQHCNN.

- Phiéu diéu tra xa hoi gom hai loai: Phicu diéu tra x4 héi hoc 4p dung déi véi
ngudi dan va Phiéu diéu tra x3 hoi hoe ap dung dbi vai to chire.

- Phiéu diéu tra xa hoi hoc ¢6 bo cue va né1 dung nhu sau:

+ Phan théng tin chung, gom: Muc dich cua diéu tra xa héi hoc do ludong sur hai
long; hudng dan cach tra 161 cac cau hoi; thong tin ca nhan ngudoi dén/to chire.

+ Phan cdu hoi, gdm: Cée cau héi vé qua trinh giao dich va két qua cung img
dich vu hanh chinh cong cua CQHCNN; cac cau hoi vé mirc d6 hai long cua NDTC

d6i v&i viée cung tmg dich vu hanh chinh cong cia CQHCNN; ciu héi vé sy mong doi
S —
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cia NDTC déi véi viée cung tng dich vu hanh chinh cong cia CQHCNN.
6. Téng hop, phan tich dir li¢u va tinh toan céc chi s6
- Tong hop, phan tich dir liéu

Trén co sa thu thap thong tin tur Phleu diéu tra xa hoi hoc, tién hanh tong hop
phan tich cac dir ligu thong ke. Vige tong hop, phan tich dir liéu dya vao cac phan
mém thong ké phu hop véi yéu cau, diéu kién cua timg co quan.

- Cach tinh chi s6 hai long

+ Chi 56 hai 1ong vé sy phyc vy hanh chinh (sau day goi tat 1a Chi s6 hai long
hay Chi so SIPAS):

Cong thirc tinh: n
2."
i=1
SIPAS = —  *100(%)
an
Trong dé:

+a: La tong s6 cAu hoi hai 1ong ma mdi ngudi phai tra 1oi trong Phiéu diéu tra
xa hoi hoc;

+ b;: La tong so phuong 4n tra 161 “Hai long” hogc “Rat hai long™ déi véi cac
cau hot mire d6 hai 1ong ma moi nguoi da tra 161 trong Phieu dicu tra xa héi hoc.

+n: Tong s6 nguoi tra 1oi dbi voi cau hoi vé mire do hai long (tong s6 ngudi tra
16i Céu s6 8 cua Phiéu diéu tra xd héi hoc).

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

+a: La téng s6 cau hoi hai long déi voi timg yéu té cua viée cung img dich vu
hanh chinh cong, duoc xac dinh trong phicu dicu tra xa héi hoc.

+ by Tong so phuong an tra 161 “Hai 1ong” hodc “Rat hai long” cua modi nguai
déi véi timg yéu t6 cua viée cung img dich vu hanh chinh cong.

+ Chi s0 hai long vé timg ti€u chi: Puge xac dinh bang_, ty 1& phan tram (%) s6
nguoi tra 161 “Hai long™ hodc “Rat hai long trén tong s6 nguoi tra 1oi cua timg tiéu
chi (mdi tiéu chi dugc thé hién qua mot cau hoi).

- Cach tinh cac chi s6 danh gia khac

Ngoai Chi s6 hai long Ve sur phuc vu hanh chinh, cac thong tin khac ve 10 chirc
cung tmg dich vu hanh chinh céng, két qua cung tmg dich vu hanh chinh cong, mong
doi cua NDTC vé viéc cung tmg dich vu cua co quan hanh chinh... thu dugc tir Phiéu
dleu tra xa héi hoc dugce tong hop, phan tich va tinh toan cac chi sé tuong mg dé cung
cap thong tin phuc vu cho cong tac quéan ly. Céc chi SO nay dugc tinh bang ty le phan
tram (%) giira so nguon tra 1o cung phurong an ddi véi moi cau hoi trén tong sé ngudi
tham gia tra 161 moi cau hoi .

B
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1. TINH HINH TRIEN KHAI NAM 2020

Chinh phu, Thu tuéng Chinh phu giao B Noi vu - co quan Thudng true cua
Chinh phu vé to chirc thuc hién C huong trinh tong thé cai cach hanh chinh nha nudc
giai doan 2011 - 2020 - chu tri trién khai SIPAS giai doan 2017 - 2020. Thuc hién
nhiém vu durge giao, Bo Noi vu di ky Chwong trinh phdi hop s6 02/CTPH-BNV-
TWMTTQVN-TWHCCBVN ngay 24 thang 7 nam 2018 v6i Ban Thuong truc Uy ban
Trung wong Mt trgn Té qude Viét Nam va Trung wong Hoi Cyu chién binh Viét Nam
de trien khai SIPAS giai doan 2018 - 2020, nham ting cuong sy giam sat, phan bién va
phiic tra két qua thu phleu diéu tra xa hoi hoc SIPAS cua Uy ban Mat tran T6 quoc
Viét Nam, Hoi Cyu chién binh Viét Nam céc cap trong qua trinh trién khai.

Pé trién khai SIPAS 2020. Bo hucm,t: BO N6i vu da ban hanh Quyel dinh sb
243/QD-BNV ngay 03 thang 4 nam 2020 vé viéc ban hanh Ké hoach do luomg sir hai
long cua ngudi dan, td chirc d6i vai su phuc vu cua co quan hanh chinh nha nude nam
2020; dong thoi, BO Noi vu da co Cong véan s 4626/BNV-CCHC ngay 07 thang 9
nam 7020 gtri Uy ban nhan dan cac tinh veé viéc diéu tra xa hoi hoc do luomg sur hal
long vé sy phuc vu hanh chinh nam 2020 va ky Chuong trinh phdi hgp sé
4710/CTPH-BNV-TCTBDVN ngay 09 thang 9 nam 2020 vé Piéu tra xa hdi hoc do
luong sy hai long cua nbum dan, to chirc d6i vai sur phuc vu ctia co quan hanh chinh
nha nude nam 2020 véi Tong cong ty Buu dién Viét Nam dé thyc hién phat, thu phiéu
diéu tra xa héi hoc tai 63 tinh.

B6 Noi vu, Ban Thuong truc Uy ban Trung wong Mat tran T6 qudc Viét Nam,
Trung wong Hoi Cyu chién binh Viét Nam va Téng céng ty Buu dién Viét Nam chiu
trach nhiém chi dao. hudng dan co quan nganh doc tai 63 tinh pho1 hop thyue hién
nhiém vu duge giao. Ban Thuong trirc Uy ban Trung wong Mat tran To qudc Viét
Nam ban hanh Céng vin s6 1387/MTTW-BTT ngayl5 thang 9 nam 2020 va Trung
wong Hoi Cuu chién binh Viét Nam ban hanh Céng van s6 707/HD-CCB-BPL ngay
18 than;: 9 nam 2020 dé huong dan Uy ban Mat tran T6 quéc Viét Nam, Hoi Cuu
chién binh cac tinh thyc hién giam sat va phic tra két qua dicu tra xa hoi hoc do luong
sur hai long vé sur phuc vu hanh chinh nam 2020.

Nim 2020 Ia mét nam day bién déng, thach thic dbi véi phat trien kinh té, xa
hoi néi chung va viéc trien khai SIPAS 2020 n01 rieng do anh huomg cua dai dich
COVID -19 va thién tai tan pha tai cac tinh mién trung. Tuy nhién véi sy chu dong,
sang tao va quyct tam thyc hién cua B Noi vu, Ban Thuong tryc Uy ban Trung uong
Mt tran T6 quoc Viét Nam, Trung wong Hoi Cyu chién binh Viét Nam va Tong cong
ty Buu dién Viét Nam, SIPAS 2020 di tién hanh diéu tra khao sat truc tiep d01 Vol
36.630 nguoi dan. nguén dai dién cho to chirc duge chon ngau nhién trong sd nguoi
dan, to chirc da truc tlep nop hé so va nhan két qua giai quyet TTHC tai co quan hanh
chinh nha nude cac cap trong nam 2020 & 63 tinh, thanh phé trre thude Trung wong
trong pham vi ca nudc.

1. Chon méu diéu tra xa héi hoc SIPAS 2020
a) Xac dinh doi tugng diéu tra xa hoi hoc:

DOI tugng di¢u tra xa hoi hoc SIPAS 2020 la ngudi dan, ngudi dai dién to chire
da truc tiép giao dich va nhan két qua dich vu cong tai Trung tam Phuc vu hanh chinh

cong tinh hoac tai B¢ phan Tiép nhan va tra két qua cua cic co quan chuyén mon
. ]
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thudc UBND tinh, tat UBND huy¢n, UBND xa trong khoang thoi gian tinh tur
01/01/2020 den 31/7/2020.

b) Chon mau diéu tra xa hoi hoc:

Viéc chon mau dugce thue hién theo quy trinh: (1) Chon cac co quan chuyen
moén thude UBND cép tinh, don vi hanh chinh cap huyén va cap xa: (2) chon cac dich
vu/lmh vuc dich vu cua moi cd quan; (3) chon NDTC da thyc hién ndp ho so va nhan
két qua giai quyét hd so ciia mdi dich vu/linh vure dich vu 1am déi tuong diéu tra. Tiéu
chi. s lugng co quan, dich vy/linh vue dich vu va doi turong diéu tra duoc chon cu thé
nhur sau:

- Chon co quan. chuyén moén thugc UBND cap tinh: Tai mdi tinh, chon théng
nhat 06 s& c6 nhiéu giao dich cung tmg dich vy, gom: S¢ Tai nguyén va Mo1 truong;
S¢ Giao théong van tai; S¢ Xady dung: So Van hoa, Thé thao va Du lich; S& Nong
nghiép va Phét trién nong thén; S& Tu phép;

- Chon don vi hanh chinh cap huyén: Tai mdi tinh, chon 06 don vi hanh chinh
cap huyén, trong d6 ¢6 02 don vi hanh chinh cap huyén Loai 1. 02 don vi hanh chinh
cap huyén Loai I va 02 don vi hanh chinh cap huyén Loai ITI (theo phan loai don vi
hanh chinh cap huyén quy dinh tai Nghi quyet so 1211/2016/UBTVQHI13 ngay
25/5/2016 cua Uy ban Thuong vu Qudc hoi vé tiéu chuan cua don vi hanh chinh va
phan loai don vi hanh chinh). Riéng d6i véi Thanh pho Ha Noéi va Thanh phé HO Chi
Minh, chon 09 huyén tai mdi dia phuong, véi 03 don vi mdi loai;

- Chon don vi hanh chinh cép xd: Tai mdi don vi hanh chinh cép huyén da
chon, chon 03 don vi hanh chinh cap xa, trong d6 01 don vi hanh chinh cép xa Loai I,
01 don vi hanh chinh cap xaL oai IT va 01 don vi hanh chmh cép xa Loai ITT (theo phan
loai don vi hanh chinh cap xi quy dinh tai Nghi quyet 1211/2016/UBTVQH13 ngay
25/5/2016 cua Uy ban Thuong vu Quéc hoi vé tiéu chuan cua don vi hanh chinh va
phéan loai don vi hanh chinh);

- Chon linh vye, dich vu: Doi Vol modi co quan chuyén mén thugc UBND cép
tinh, don vi hanh chinh cap huyén, cap xa da chon, tién hanh chon dich vu thudc 02
linh vue (Bang 1):

Bing 1: Chon mau diéu tra xa hji hoc SIPAS 2020

Co quan, don vi Linh vue dich vu
S¢ Tai nguyén va Moi truimg | Quyén sir dung dat
Moi trrong
S& Giao thong van tai Lai xe
Van tai
Quy hoach
S¢& Vin hoa, Thé thao va Du lich Vin héa co s&
Thé duc, thé thao
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Co quan, don vi Linh vue dich vu

Ly hch tur phap

ply nha nudc

Tu phap
Lao dong. Thuong binh va Xa hoi

- Chon doi twong diéu tra: Tir ca s¢ dir liu vé NDTC da giao dich va nhén két
qua cua m01 linh vue da chon, chon ngau nhlen cac ca nhan dé tién hanh diéu tra, véi
so lugng bing co mau dugc phan bo cho mdi linh vue. Ngoa‘u ra, SIPAS 2020 ciin

tién hanh chon mau dy phong cho tirng linh vire v&i s6 lugng t6i thidu bang 100% s6
lirgng mau diéu tra chinh thirc.

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

Co mau diéu tra xa hoi hoc cua SIPAS 2020 la 36.630 nguoi dan, nguoi dai
dién cho td chuc Phan bé c&r mau diéu tra cho tlmg linh vyce cua cac co quan, don vi
da chon tai mdi tinh theo nguyén tac dia trén lugng giao dich cua linh vire d6 (Bang 2).

Bing 2: Phéan bé phiéu diéu tra SIPAS 2020

Don vi hanh chinh cép xa

TT [hoaiDVHC | Ha Ngi, TP. Ho Tinh Tinh Toén
loai |

Ciap H Chi Minh logi I1, 111

loai 1. 03 loai 11

03 loai 1I)/tinh

- Téng s6 phiéu:

loal I. 02 loai 11,
02 loai lIl)/ﬁnh
- Tong s6 phiéu:

loai 1, 02 loai 11

02 loai I11)/tinh

- Tong s6 phiéu:

phiéu

| 180 phiéu/tinh

| 540 phicu/tinh __| 240 phicu/tinh

480 phiéu/tinh
(50 tinh)

[ 690 phiéu/tinh

A -
2.520 phiu/tinh | °7 PN

phiéu

2. Trién khai diéu tra xa hgi hoc
a) Lira chon, huéng dan diéu tra vién:

Piéu tra vién thuc hién diéu tra XHH SIPAS 2020 1a cac vién chirc. nhin vién
cua Buu dién tinh, huyén. xa ¢ 63 tinh. Piéu tra vién do Buu dién tinh lya chon va

—_—
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dugc Bo Noi vu hudng dan vé noi dung, phuwong phap phat phiéu, thu thap thong tin
diéu tra xa hoi hoc.
\/101 diéu tra vién déu dugc cung cap danh sach mau diéu tra chinh thirc, danh

sach mau diéu tra du phong, Phiéu diéu tra xa th hoc (do B§ Noi vu ban hanh) va cac
vin ban quy dinh, tai liéu hudng dan thyc hién diéu tra xa hoi hoc SIPAS 2020.

b) Trién khai diéu tra xa hoi hoc:

Viéce phat, thu phleu diéu tra xd hoi hoc SIPAS 2020 do diéu tra vién thuc hién.
Piéu tra vién phat phiéu diéu tra xa hoi hoc dén ting ngum dan, n;,um dai dién to
chirc co tén trong danh sach mau diéu tra chinh thirc; giai thich phiéu diéu tra; dé doi
tu'cmg diéu tra tr tra lm phiéu; thu Phiéu diéu tra. Trong truomg hop khong the phat
phiéu cho d01 twong diéu tra co tén trong danh sach mau chinh thirc (do doi tugng
khong con song tai dia phuong; tu ch01 tra loi phiéu.. ) diéu tra vién tién hanh phat
phiéu cho déi tuong trong danh sach mau du phong. Diéu tra ~vién thuc hién phat phiéu

theo nguyén tic dung ddi trgng diéu tra trong danh sach mau; khéng goi v ndi dung
tra 101; khong tra 1o1 thay.

¢) Giao ndp phiéu diéu tra:

Két qua thu phiéu cia diéu tra vién dugc giri vé Buu dién tinh dé phén loai, sép
\ep va giao njp vé Bo Noi vu (Vu Cai cach hanh chmh) Cac co quan cua chinh quyen
dia phuong khong tham gia qua trinh phat phleu diéu tra. Buu dién tinh duge yéu cau
khong chia se thong tin trén phiéu diéu tra thu vé cho bét cir co quan, ca nhan nao dudi
bat ky hinh thirc nio.

3. Phiic tra két qua diéu tra xi hi hoc

Vi¢c phic tra két qua diéu tra XHH SIPAS 2020 dugc thyc hién tai cac tinh, do
S& Noi vu, Mat tran To quéc Viét Nam tinh va Hoi Cuu chién binh tinh plléi hop thuc
hién. Theo quy dinh, ba co quan nay phdi hop phic tra t6i thiéu 20% sé phiéu cia tinh
(rieng Ha No6i va TP. H6 Chi Minh 1a 10%). theo phuong thirc goi dién thoai cho doi
trong diéu tra dé kiém tra viéc tham gia tra 101 phleu ctia doi tugng dé. Phuc tra diéu

tra xa hoi hoc SIPAS 2020 l\hon;: tién hanh thyc hién phat phiéu lai hay phong van lai
ddi véi d6i tugng da tham gia tra 10 phiéu.

4. Két qua thu phiéu diéu tra xa hdi hoc va thanh phan tra 10 phiéu
SIPAS 2020 tién hanh diéu tra xa hoi hoc v6i tong so phicu phat ra tai 63 tinh
trong ca nude 1a 36.630 phic¢u. Tong so phicu thu vé hop 1€ 1a 35.268 phiéu, dat 96,28%.

- Thanh phan ngudi tham gia tra i Phicu dicu tra XHH SIPAS 2020 (Bicu do
1): Trong s0 35.268 ngudi tham gia tra 161 Phi¢u dicu tra XHH SIPAS 2020, 90,70%
la ngudi dan va 9,30% la nguoi dai dién to chirc.
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Biéu dé 1: Thanh phan ngudi tra 16 phiéu diéu tra

® Ngudi din = T6 chirc

- Do tudi (Bneu do 2): Nguoi tham g ga tra 1o plueu dleu tra XHH SIPAS 2020 ¢
d6 tudi 35 - 49 chiém ty I¢ cao nhét, 1én dén 40,58%; tiép dén la ngudi & do tudi 25 -
34, cl}leln 25,25%: do tudi 50 - 60 chiém 17,86%: trén 60 chiém 12.82% va nguoi o
do tudi dudi 25 chiém ty 1é thap nhat, chi chiém 3,49%

Biéu dd 2: P§ tudi ciia ngwoi tra 161 phiéu diéu tra

B Dudi 25 = 25-34 m35-49 m50-60 ®Trén 60
3.49%

-

- Gidi tinh (Biéu d0 3): Phan 16n s6 ngudi tham gia diéu tra XHH SIPAS 2020
la nam gidi - chieém 61,55%. nir gidi chi chiem 38.45%.
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Bi¢u dé 3: Gioi tinh ciia ngwdi tra 1oi phiéu diéu tra

m Nam Nir

38.45%

- Trinh d hoc van (Biéu db 4): Trong tong sé ngudi tham gia tham gia diéu tra
XHH SIPAS 2020, nhing ngudi ¢6 trinh do dai hoc va trén dai hoc chiém 28.56%,
tiép dén 1a trinh do trung hoc pho thong chiém 26,16%, trinh d¢ trung hoc co so chiém
21.55%., trinh do cao dang,/lruna cap/day nghe chiém 13, 99%, trinh do tiéu hoc chiém
9.47%.

Biéu dd 4: Trinh d9 hoc vAn ctia ngwdi tra 101 phiéu diéu tra

®Tiéu hoc ®WTHCS ®THPT ®mDN/TC/CD ®mPaihoc ™ Trén dai hoc Khac

0.59% 0.26%

2

- Noi sinh song (Biéu dé 5): Ngudi tham gia tra 161 diéu tra XHH SIPAS 2020
sinh song o nong thon va do thi co ty I¢ kha tuong don5 lan luot 1a 44.37% va
43,17%; s6 ngudi sdng & mién nui, hai dao chiém mot phan nho, 1a 11,75% va 0,55%.
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Bi¢u dd 5: Noi sinh séng cua ngudi tra loi phiéu diéu tra

W D6 thi » Nong thén ® Mién nui Hai dao m Khac

0.55%0.16%

- Nghé nghiép (Biéu do 6, 7 va 8): Trong sb nhimg ngudi tham gia diéu tra
XHH SIPAS 2020, nguoi lam nghé lao dong tu gio, néi trg chiém 51.71%. ngudi lam
vige tai cac to chirc, doanh nghi¢p tu nhan chiém 23,07%, nguoi lam can bo, cong
chirc, vién chirc chiém 13,32%, ngudi nghi huu chiém 6,64% va con lai la sinh vién va
nganh nghé khéc chiém hon 5%.

Biéu db 6: Nghé nghiép cia ngudi tra 1i phiéu diéu tra

ENT/LDTD ®Nghi huu ®Sinh vién TC/DNtu mCB/CC/VC/LLVT  mKhac

q

23.07%

0.75% l

6.54%

4.60%

- Trong s6 nhing ngudi tham gia diéu tra XHH SIPAS 2020 dai dién cho cac
co quan, to chirc: 68,17% dén tir cac DNTN, CTTNHH, CTCP, CTHD; 19,51% dén tir
cac co quan HCNN, SNCL. LLVT: 6.24% dén tir cac doanh nghiép nha nude va s6
con lai dén tir cic DNNNG, DNLD, CTNN...

—
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Biéu dé 7: Loai hinh t6 chire ciia ngudi tra 16i phiéu diéu tra

® Co quan HCNN, SNCL, LLVT ® T6 chirc nude ngoai

® TCPCP/HH/H ® Doanh nghiép nha nudc
® DNTN/CTTNHH/CTCP/CTHD » DNNNG/DNLD/CTNN
m Khac 2.74% 3:90%

0.49%

/I 0.30%

6,24%

- Vi tri cong vigc: Trong $0 nhitng ngudi tham gia diéu tra XHH SIPAS 2020
vai tur cach dai dién cho to chire, nguoi 1a nhan vién/ky thuat vién chiém 38.33%: giam
déc/phé giam doe chiém 21,11%; ky sw/ké toan chiém 14.98%: truéng/pho trudng
phong chiém 12,87%; ké toan trudng chiém 3,92% va ce vi tri, chirc danh khéc chiém 8,79%.

Biéu db 8: Vi tri cong viéc cia ngwdi tra loi phiéu diéu tra
® Giam doc, pho GD # Trudng phong, Pho TP ® K¢ toan trudng
® Ky su/Ké toan ® Nhan vién/Ky thuat vien ~ mKhac

Két qua phén tich thanh phan nhan khau hoc cua ngudi tham gia diéu tra XHH
SIPAS 2020 nhin chung la twong dong gitra cac nam (Bang 3).

T ——————————————————
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Bang 3: Thanh phéan nhan khau hoc ciia ngudi tra 1o phiéu diéu tra XHH
niam 2017, 2018, 2019, 2020

Thanh phéin nhin khiu hoc Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020

Gioi 62,28% | 61.71% | 61.55% | 63.24%
tinh 37,72% | 38.29% | 3845% | 36,76%

| Duéi 25 tudi  3.98% 3.92% 349% | 4.94%

25-34 tudi 2432% | 2595% | 25.25% | 24.41%
35-49 tudi 37.84% | 39.45% | 40.58% | 36,07%
50-60 tudi 19,94% | 1837% | 17.86% | 20.34%

Trén 60 tudi 1391% | 1232% | 12.82% | 14,25%

55.59% | 52.00%

Nghe Né1 trg/LDTD 51.71% | 53.01%
nghiép | Nghi huu 7.51% 6.63% 6.54% 7,63%
Sinh vién 0,72% 0.73% 0.75% 0,88%

T4 chire/DN trong linh vuc tu 16,26% | 2231% [ 23.07% | 15,78%
CBCCVC/LLVT 13,71% [ 13.11% | 13.32% | 13,51%

% 9,19%

K G2l_l533 A5t

Loai | Coquan HCNN, SNC, LLVT | 55.59% | 21.56% 53,01%

19.51%
hinhté | T& chic nude ngoai 7.51% 1.77% 0.49% 7,63%
chue T chire phi chinh phi/HH/H 0,72% 0.52% 0.30% 0.88%
Doanh nghiép nha nudc 1626% | 5.07% | 490% | 15.78%
DNTN/CTTNHH/CTCP/CTHD | 13,71% 66.23% 68.17% 13.51%
DNNNG/DNLD/CTNN 6,21% 2.14% 2.74% 9,19%

Khic 55.59% | 271% | 3.90% | 53.01%

SIPAS 2020






PHAN I1

KET QUA PO LUONG SU HAI LONG
CUA NGUOI DAN, TO CHUC POI VOI
SU PHUC VU CUA CO QUAN HANH HINH
NHA NUOC NAM 2020







24

PHAN HAI
KET QUA PO LUONG SU HAI LONG CUA NGU’O’I DAN TO CHUC PO1
VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC NAM 2020

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

Hién nay & nudc ta, sd luong co quan hanh chinh nha nuéc céc cap & dia
phuong thuc hién cung img dich vu cong va so lwgng dich vu cong la rat lén. Trong
nhimg nam qua, nhiéu dia phu'(mg da tich eue, chu dong thuce hién cai cach, nang cao
chat luong cung img dich vu cong, theo yéu cau ciia Chinh phu, Thu tudng Chinh phu
dat ra tai Chuong trinh tong thé Cai cach hanh chinh nha nude giai doan 2011 - 2020,
do do, chat hrgng cua nhiéu dich vu cong da dugc nang lén dang ke. Két qua cai cach
hanh chinh no6i chung va két qua SIPAS 2020 néi riéng cho thay su phuc vu cua co
quan hanh chinh nha nuéc déi véi NDTC théng qua cung (g dich vu cong ngay cang
tot hon va NDTC ngay cang hai long hon; sy khong hai long cling nhu sy phan nan
cua NDTC thurong tap trung & mot s6 dich vu nhat dinh tai mot s6 dia phuong.

1. Nhin dinh, dénh gid ciia NDTC vé co' quan noi ndp hd so' va nhin két
qua dich vu cong

Nam 2020, 48,52% ngudi dan, t6 chirc tham gia diéu tra XHH SIPAS 2020 (sau
day 1,01 tat 1a “NDTC”) trong ca nudce noi chung da nop ho so va nhan két qua dich vu
cong cong tai B phan tiép nhan va tra két qua cap xi; 36,17% & B phan tiép nhan va
tra két ‘qua cap huyén; 9,55% ¢ Bg phan tiep nhén va tra két qua cua co quan chuyén

mon cép tinh va 11,71% tai Trung tdm Phuc vu hanh chinh c¢éng cdp tinh va 0,36% tai
noi khac (Biéu do 9).

Biéu db 9: Céc chi s phén anh nhin dinh, d4nh gia vé co’ quan noi ndp ho so'va
nhin két qua dich vu cong nim 2020

B B{ phan TNTKOQ xi

®Bj phin TNTKQ
huyén

® B¢ phan TNTKQ so

“Trung tim HCC tinh

m Khac,

Ty 18 NDTC np ho so va nhan ket qua dich vu cong & Bo phan Mot cira cap
xd, huy¢n, tinh cua 63 tinh (Bicu do 10) rat khac nhau. Tinh co ty 1¢ NDTC ndp ho so.
nhan I\et qua dich vu tai B phan Uep nhan va tra két qua cip xa cao nhat la 69,54%,
tinh thiap nhat la 33,33% va tinh c6 gia tri trung vi 1a 46,68%. Ty 1¢ NDTC nop ho so
va nhan két qua dich vu cong & Bo phén tiép nhan va tra két qua cép huyén, cap tinh
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va & Trung tam phuc vu HCC cap tinh ciing cé sy chénh léch twong ty giita 63 tinh
trong ca nudc.

Biéu dd 10: Cic chi s6 phin dnh nhin dinh, dinh gi vé co' quan noi np ho so'va
nhén két qué dich vu cong nim 2020: Chi s6 cao nhit, thip nhit, trung vi

¥ Chi 50 cao

¥ 69.54% nhit
® 46.68% T 4831% ® Chi s thip

33.33% 7 36.09% nhat

24.71% w 2521% 1 26.67% ® G tri
12.78% 1.33% trung vi
8.24% %6
; v .59 We——"v&&&’o
B¢ phiin B phin BG phin  Trung tim HCC Khac.
TNTKOQ xd TNTKQ huyén  TNTKQ so tinh

Két qua SIPAS qua 3 nam, tir ndm 2018 dén 2020 (ndm 2017 khong danh gia),
cho thay NDTC ¢6 xu hudng ndp ho so va nhan ket qua dich vu cong nhicu hon ¢ Bo
phan Mot cira cap xa va Trung tam Phuc vu HCC cap tinh (Bieu do 11).

Biéu do 11: Céc chi sé phan dnh nhin dinh, dinh gia vé co' quan noi ndp ho so
va nhin két qua dich vu cong nim 2020, 2019, 2018 va 2017

2018 m=m2019 w2020

48.52%
36.47% e /636 17%
15.12%
0,
13.93%g o 7450 10 .
Bo phan TNTKQ xa B¢ phian lNlKQ B phin TNTKQ Trung tam HCC lmh Khac.
huyén tinh

Theo quy dinh, vi€¢c cung tmg dich vu hanh chinh cong cho NDTC pha1 thue
hién tai B phan Mét cira nham tao diéu kién thuén loi, dé dang cho NDTC dong thoi
tranh cac tiéu cuc phat sinh trong qua trinh cung mg dich vu cong. Tuy nhién, cho dén
nay van con xay ra tinh trang nop ho so, nhén két qua dich vu cong ngoai B phan Mot
cra va tinh trang nay dién ra & hon nira sb tinh trong ca nuéce (63 tinh ¢6 ty 1¢ NDTC
nop héd so, nhan két qua & ngoai Bo phan Mot cira nam trong khoang 0% - 1,33% vdi
gia tri trung vi la 0,22%).
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2. Nhén dinh, danh gi4 ciia NDTC vé hinh thirc tiép ciin thong tin vé co’ quan noi
ndp hd so'va nhin két qua dich vu cong

Kénh thong tin vé co quan noi nop ho so, nhan ket qua dich vu cong (Biéu do
12) ma NDTC sur dung nhiéu nhat nam 2020 1 thong qua cong chirc cap x4, véi ty 1é
lén t&i 62.00%, tiép dén la qua nguoi than, ban be la 23,73%, qua phuong tién thong
tin dai ching la 12,95%, qua mang internet la 8.22% va con lai la qua cac kénh khac.

Biéu do 12: Cic chi 50 phan anh nhin dinh, dinh gla vé hinh thirc tiép ciin théng tin
vé co quan noi ndp ho so, nhiin két qua dich vu cong nim 2020

1.49%
0,
8.22% ‘ . Nguoi thin, ban bé

® Cong chirc xa

® Loa phat thanh xa
# Thong tin dai ching
Internet

m Khic

Tiép cén thong tin vé co quan noi ndp ho so. nhan két qua dich vu cong thong
qua cong chirc cap xa ciing 1a kénh duge NDTC sir dung nhiéu nhat ¢ tit ca 63 tinh,
voi ty 18 tir 43,18 - 74,78%, tiép do 1a dén thong qua ngudi than, ban bé véi ty 1é tir
12.61 - 36,64%, thong qua mang internet vai ty 1€ tir 1,27 - 26,48%. thong qua phuong
tién thong tin dai ching 1a 3.43 - 25.00%, thong qua loa phat thanh xa 0,21 - 22.92%
(Biéu do 13).

Biéu do 13 Cic chi sb phan anh nhén dinh, danh gia vé hinh thic tlep ciin
thong tin vé co quan noi nop hé S0, nhan ket qua dich vu cong nam 2020:
Chi s6 cao nhit, thap nhat, trung vi

¥ 74.78% " Chi s
cao nhat
()2 31 0
l 'Cl}l SO
43.18% thap nhit
¥ 36.34% Gid r
: T Giatr
i 22.94% v 22.92% I 25.00%, Y 2643% trung vi
12.61% % l 6.31%
1% l 3 979 12.21% 6.82% - l)og%
, : - 0.21% 343% W 1279 0.00%
Nguoi thin, Cong chire xi Loaphat Thongtindai  Internet Khic
ban be thanh xa ching
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So sanh cac nam tir 2017 - 2020, c¢é thé néi NDTC van chu yéu sir dung kénh
thong tin tiép can co quan noi nop ho so, nhan két qua dich vu cong thong qua cong
chirc cap x4, txep dén la théng qua nguoi than, ban bé va thong qua phwong tién thong
tin dai ching (Biéu do 14).

Bleu db 14: Cc chi so phan anh nhpn dinh, dinh gla vé hinh thive tiép cin thong tin
vé cor quan noi njp ho so;, nhan ket qua dich vu cong nim 2017, 2018, 2019, 2020

2017 #2018 2019 =2020

71.92%

57.93% 62.00%
59.63%

25.52%

17.33;’2{197 3.73% ; 51%:,%19 .96%
! 5.81% I% 7.10% 8.20%° 2% _—
e m O oo
Qua nguoi than, Qua cong chire xi  Qualoa phat  Qua thong tindai Qua internet Khaic
ban b¢ thanh xa ching

Viée NDTC phuy thude nhiéu vao cong chirc cap xa dé tim hiéu thong tin vé co
quan noi ndp hod 50, nhan két qua dich vu cong co thé khién gia tang ap luc cong vige
cho céng chirc cap xa, dong, thoi cling gia ting nguy co xay ra tinh trang sach nhiéu,
tham nhing. Vi cac no luc xdy dung chinh phu, chinh quyén di¢n tir/sd va tmg dung
cong nghé thong tin trong giai quyet cong viée, cung img dich vu ¢cong ma Chinh phu,
chinh quyén dia phuong va cac co quan hanh chinh nha nuée cac cép trién khai trong
thot gian qua thi ty 1€ NDTC sir dung mang internet dé tiép can thon;, tin trong nhimg
nam qua con thap va gia tang qua tirng nam rat cham, tir 5,17% vao nam 2017 dén
8,22% vao nam 2020.

3. Nhén dinh, ddnh gid cia NDTC vé hinh thirc tiép cin théng tin vé quy
dinh TTHC

Kénh tiép can thong tin vé quy dinh TTHC (Biéu do 15) duge NDTC sir dung
nhiéu nhat nam 2020 1a thong qua cong chirc tai co' quan noi nop ho so, nhan két qua
dich vu cong, vai 70,06% NDTC sir dung, tiép dén 1a thong qua tai liéu, van ban niém
vét tai co quan giai quyét TTHC vai 17, 66% NDTC sir dung, va thong qua ngum than,
ban be. voi 14,88% NDTC st dung. Rat it NDTC tiép can thong tin vé quy dinh
TTHC thong qua website Cong dich vu cong qubc gia va website Trang thong tin cua
tinh, chi vai ty 1€ 5.25% va 5.01%.
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Biéu db 15: Cic chi s6 phan 4nh nhin dinh, dénh gid vé hinh thiic tiép cin théng tin vé
quy dinh TTHC nam 2020

B Nouoi thin, ban

® Cong chure tai noi
np ho so

* Tai liéu niém vét
cong khai

» Website Cong
DVC qudc gia

» Website tinh/ ¢q

® Khac

O 63 tinh, NDTC ciing chu yéu tlep cdn thong tin vé quy dinh TTHC (Biéu do
16) thong qua cong chirc tai co quan noi nép ho so, nhan két qua dich Vi1 cong, voi 50
luong ngum sir dung cach biét 16n so voi cac kénh thong tin khac. Cu thé, ty 16 NDTC
& 63 tinh tiép can thong tin vé quy dinh TTHC thong qua cong chire nﬁm trong khoang
53.91 - 79,39%, thong qua van ban. tai liéu niém yét tai co quan giai quyét TTHC 14 6,51
- 38,07%, thong qua ngudi than, ban bé 1a 6,45 - 24,79% va thong qua website Cong dich
vu cong quoc gia, website Trang thong tin cua tinh 1a 0,83 - 16,10% va 0.85 - 15.83%.

Biéu dd 16: Cic chisb phan anh nhan dinh, danh gui vé hmh thlrc tnep ciin thong tin vé
quy dinh TTHC nam 2020: Chi s0 cao nhit, thip nhiit, trung vi

¥ 79.39% ¥ Chi 5,
A 69.92% cao nhat
¥ Chi s0
I thip nhit
w 38.07% © Gi t
= 24.79%% l trung vi
A 14.62% > 17.18% w 16.10% w 15.83% "
6.45% 6.51% l 3.61% *4580/0 2.66%

: - 0.83% * ().85% = 8&‘(’{;
Ngudi than, Cong chire tai Tai liéu niém Website Cong  Website tinh/ Khic

ban noi nop hd so yét cong khai DVC quédc gia cq

Ciing tuong tu nhu viée tiép cin thong tin vé co quan noi nop ho s0, nhan keét
qua d]Ch vu cong, NDTC trong ca mrorc noi chung va & tat ca cac tinh nep can thong
tin vé quy dinh TTHC (Bang 17) chi yéu thong qua cong chire, voi ty 1¢ déu trén 70%
trong sudt 3 ndm danh gia, tir 2018 - 2020. Kénh tiép can thong tin vé quy dinh TTHC
duge NDTC sir dung nhleu thir 2 trong 3 nam qua la thong qua van ban, tai liu niém
yét tai co quan gidi quyét TTHC, tuy nhién cung chi ¢o nhiéu nhat la 26,62%. S6
NDTC tiép cin thong tin vé quy dinh TTHC trén mang internet tang khong dang ké
qua 3 nam va cting chi c¢6 khoang 10% NDTC sur dung kénh thong tin nay.

_-— - - -
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Biéu do 17: Céc chi s6 phan dnh nhin dinh, danh gia vé hinh thirc tiép cin théng tin
vé quy dinh TTHC nim 2018, 2019, 2020 (nam 2017 khéng » danh g gia)

2018 =2019 =2020

TIE0%. 51 66850 osn

14.88% 17660

6.84 7.34% 5.25% 50
4.52% 4,92 01% o,
l‘- =i = 059 5200-56%
Qua ngudi  Qua cong chie Qua niém vét  Qua qua Qua website  Qua website Khic
than. ban bé  tai noi nop ho  cong khai tai Internet Cong DVC  tinl/co quan
S0 noi ndp ho so. quoc gia

C6 su chénh léch lén vé ty 1€ NDTC tiép can thong tin vé co quan noi n6p ho
so, nhan két qua dich vu cong vé quy dinh TTHC thong qua mang internet gitra cac
nhoém linh vue va gitra cac cap hanh chmh (Biéu d6 18). Véi v1ec it NDTC tiép can
thong tin vé co quan noi ndp ho so, nhan két qua dich vu cong va tiép can thong tin vé
quy dinh TTHC qua mang internet (chi co khoang 10% vao nam 2020) co the thay
Chinh phu, chinh quyén dia phuorng co quan hanh chinh nha nudc cac cap can xac
dinh 16 nguyén nhéan va c6 giai phap cu thé, kha thi, hi¢u qua dé nang cao nhén thic,
diéu kién, kha nang nep can, sur dung internet cho NDTC ¢ tat ca cac vang, mién trong
ca nude, tir d6 thic day NDTC tich cye tham gia, str dung internet dé tiép can thong
tin, trao doi, lam viéc va phan hoi y kién véi Chinh phu, chinh quyén dia phuong. co
quan hanh chinh nha nudc theo hinh thirc tryc tuyén.

Biéu db 18: Céc chi sb phan anh nhén dinh, danh gia vé hmh thire tiép cin thong tin
qua mang internet vé co ‘quan noi ndp hé soy, nhin két qua dich vu cong va

ve quy dinh TTHC nam 2020
100.00% ——Tiépein
90.00% - thong tin
80.00% - vé co quan
70.00% qua
60.00% miernet
50.00%
40.00% - e TiEp CiiN
30.00% - TTHC qua
20.00% website
Cong
10.00% - ' - DVC quoc
0.00% ' | 1 I Y Y Y I 1 Y Y gia
Lvdit Lvxay Lv Lvvan Lv Lv LvIly Lvtr Cipxa Cip Cap )
dai. dung giao héa. ndng kinh lich tw phéip. huyén tinh  ==Ticp can
moi quanly théng (hé nghi¢p. doanh phdp, lao TTHC qua
truong dv dn van tai thao, phat trg dong website
du lich trien ginp  (cdp Cong
nong phap Iy xa) DVC tinh
thon
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4. Nhén dinh, danh gia ciia NDTC vé s6 lan di lai dé thyc hién dich vu cng

Nam 2020, 29.69% NDTC di lai 1 lan dé thuc hién 01 dich vu cong dugc khao
sat (sau day got la dich vy cong), ¢6: 55,71% NDTC di lai 2 lan; 9.46% NDTC di lai 3
lan: 4,,41% NDTC di lai 4 1an va 0,72 % NDTC di lai 5 1an tro 1én dé thuc hién dich
vu cong (Biéu dd 19).

Biéu dd 19: Cc chi s6 phan anh nhéin dinh, dinh gia vé sb 1an di lai
thuc hién dich vu cong nam 2020

4.41%. 0.72%
9.469
29.69% 1 lan

®2 lin

®3 lin
® 4 lin

5 lan
tro lén

O 63 tinh, NDTC ciing déu chu yéu di lai 1 - 2 lan dé thuc hién dich vu cong,
tuy nhién c6 sy khac biét 16n gitra cac tinh: Ty 1€ NDTC di lai 1 lan & 63 tinh ndm
trong khoang 12,61 - 43,22%, di lai 2 lan nam trong khoang 41,69 - 76,05%. Vi 0,22
- 15,95% NDTC di lai 4 1an va 0,72% di lai tir 5 1an tr& 1én & 63 tinh, c6 thé thay van
con tinh trang NDTC phai di lai nhiéu lan dé thic hién dich vu cong. Tat ca 63 tinh
déu dé xay ra tinh trang ¢6 NDTC phai di lai 4 lan, 49 tinh ¢6 tinh trang NDTC phai di
lai dén 5 va nhiéu hon 5 lan dé thye hién dich vu cong (Biéu do 20).

Biéu dd 20: Cac chi so phan anh nhén dinh, danh gia vé so lan di lgi
thue hién dich vu cong nim 2020: Chi s6 cao nhit, thip nhit va trung vi

T 76.05%

¥ Chi s6 cao
nhit
™ 55 1R0
H e W Chi s6 thip
W 43.22% l 11.69% nhit
» 27.03% 2 Gia tri ‘
l v 16.85% e 15.95% trung vi
8] 0
161% & 10.16% l 3.97% 2.08%
; * 030% = 0220 B hode
1 lin 2 lin 3 lin 4 lan 5 lan tro Ién

..Sé NDTC phai di lai nhiéq lﬁq dé thuc hién dich vu cong da giam dan qua cac
nim k¢ tir ndm 2017 dén nay (Bicu do 21): NDTC phai di lai 3 - 4 lﬁn’giam tr 16,94%
xuong con 13,87%, so NDTC phai di lai tir 5 lan tro Ién giam tir 4.89% xuong con 0,72%.
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Biéu do 21: Céc chi s6 phan anh s6 lan di lai khi thue hién dich vu cong
nim 2017, 2018, 2019, 2020
2017 ®2018 ®2019 ®2020

78.09% 79.30% 83.13% 85.40%

—_——

16.94% 1¢ 300

. % 4 so%
0% 0.98% 0,779

1-2 ldn 3-4 lin 5 1an tro 1én

S0 liéu vé viéc NDTC phai di lai it lan trong qua trinh thyc hién dich vu cong ¢6 v
nghia rat 16n, vira giam bot ton kém vé kinh té, thoi gian, cong sirc cho NDTC, vira thé hién
giam su phién ha, nhing nhiéu clia cong chire trong qua trinh giai quyét TTHC cho NDTC.
Bén canh su no I ciia chinh quyén, co quan hanh chinh va cong chirc dé ngdy cang giam
b0't phlen ha, t6n kém cho NDTC trong qua trinh thuc hién dich vu «cong thi van con dén
gan ¥ so tinh trong ca nudc dé xay ra tinh trang NDTC phai di lai nhiéu va rat nhiéu lan.

5. Nhén dinh, dénh gis ciia NDTC vé viéc cong chirc gy phién ha, séch nhiéu

Dén nay. vén con tinh trang NDTC bi cong chirc gy phién ha, sich nhiéu trong
qua trinh thyc hién dich vu cong, voi ty 1€ 1a 1,23% (Bieu do 22).

Tinh trang NDTC bi cong chirc gay phien ha, sach nhiéu (Bicu do 23) xay ra &
57/63 tinh, trong do, tinh ¢6 s6 NDTC bi phién ha, sach nhiéu nhicu nhat la 4,62%.
6/63 tinh khong bi NDTC phan anh vé véc bi cong chirc gay phién ha, sach nhiéu
trong qua trinh thyuc hi¢n dich vu cong (tang 5 tinh so véi nam 2019).

Biéu dd 22: Chi s6 phan danh nhan dinh, Bleudozii Chi s6 phéan snh nhin dinh, dinh
danh gia vé viéc cong chire giy phlen ha, gia vé viéc cong chirc gay phlen ha,sach nhiéu

sich nhiéu nim 2020 néim 2020: Chi s6 cao nhat,thapnhat, trung vi
1.23%
Chi s6 cao nhit
® Khong
phién ha,
sach nhicu
= C6 phidn Gia tri trung vi 0.85%
ha. sach
nhicu

Chi s6 thap nhat
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Ké tir ndm 2017 dén nay, s6 NDTC bi gay phién ha, sach nhi€u giam dan qua
cac nam, tir 3,35% xuong 1,23% (Biéu do 24).
Biéu dé 24: Céc chi s6 phin dnh nhén dinh, ddnh gia vé viéc cong chirc giy
phién ha, sdch nhiéu nim 2017, 2018, 2019, 2020

96.65% 97.55% 98.59% 98.77%

2017
2018
=2019
w2020

3.35% 245% 1.41% 123%

Khong gay phién ha, sach nhiéu Co giy phién ha. sach nhiéu

Viée NDTC it bi gay phién ha, sach nhiéu hon cho thay ky luat, ky cwong hanh
chinh va tinh than phuc vu cua co quan hanh chinh nha nug&c doi voi ND]:C d~ang guqc
cai thi¢n. Tuy nhién, \(éi viéc tinh trang NDTC bi gay phién ha. sach nhicu van dién ra
¢ 57/63 tinh thi cd the néi ky ludt, ky cwong hanh chinh va tinh than phuc vu cua co
quan hanh chinh nha nudc van con la diéu dang ban tam.

6. Nhén dinh, déinh gid ciia NDTC vé viée cdng chire goi y np thém tién ngoai philé phi

C6 0.59% NDTC dugc khao sat da phai nop tién ngoai Phi/ 1€ phi, hay con goi
14 tién “boi tron™, khi thye hién dich vu ¢ong nam 2020 (Biéu do 25).

48/63 tinh dé xay ra tinh trang NDTC phai nop tién ngoai phi/l¢ phi (tang 02
tinh so véi nam 2019), trong do tinh ¢ s6 NDTC phai nop nhicu nhat 1a 2,43% (Bicu
dd 26). C6 15/63 tinh khong bi phan anh NDTC phai ndp thém tién ngoai phi/lé (tién
“baoi tron™) phi khi thyc hién dich vu cong.

Biéu d6 25: Chi s6 phén dnh nhin dinh, dianh  Biéu do 26: Chi s6 phan anh nhén dinh, dénh gia
gid vé viéc cong chire goi ¥ ndp thém tién vé viée cdng chiic goiy ndp th'émtlén ngoai phid¢ phi
ngoai phi/I¢ phi nam 2020 nam 2020: Chiso cao nhat, thap nhat, trung vi
0.59% -

Chi sd cao nhat
m Khong
P nop
tién ngoai
phi/i¢ phi

Gia tri trung vi - 042%

™ Phai np
tién ngodi
phi/I¢ phi

Chi s6 thap nhat
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' S6 NDTC phai ndp tién ngoai phi/lé phi giam dan qua cac nam, tir 1.85% xpéng 047%
ké tirnam 2017 - 2019, tuy nhién tang trd lai vao nam 2020, tir 0.475 1én 0,59% (Biéu do 27).

Biéu dd 27: Céc chi s6 phan 4nh nhin dinh, dinh gid vé viéc cong chirc goi ¥
nop thém tién ngoai phi/lé phi nim 2017, 2018, 2019, 2020

98.15% 98.58% 99.53% 99.41%

1.85%1.42% 0.47% 0.59%

Khong phai nop tién ngoai phi/l¢ phi Phai ndp tién ngoai phi/lé phi

Sau 3 nam giam lién tuc thi dén nam 2020, ty 16 NDTC phai “boi tron” khi thyrc
hién dich vu cong tang tr& lai va so tinh dé xay ra tinh trang nay cling tang lén. Viéc
NDTC phai ndp tién ngoai phi/lé phi, hay tién “béi tron”, . phan énh tinh trang cong
chirc tham nhting trong qua trinh cung tmg dich vu cong. Két qua SIPAS 2020 cho
thiay co dau hiéu cua sy gia ting vé tham nhiing trong qua trinh cung img dich vu cong.

7. Nhéin dinh, dénh gid cia NDTC vé viée co' quan cé glay hen tra két qua

Nam 2020 1a ndgm dau tién thue lnen danh gia viéc co quan thyc hién viét gléy hen
tra ket qua dich vu cong cho NDTC. Két qua cho thay 82.03% NDTC nhan dugc glay hen
tra két qua khi thyc hién dich vu cong, 12.63% khong nhan dugce giay hen do chd lay két
qua ngay. 4.88% l\hong, nhin duoc gidy hen ma duge cong chirc hen miéng va 0.47%
khong nhan duoe gidy hen du két qua dich vu cong dugce tré vao ngay sau do (Biéu do 28).
Theo quy dinh, co quan phai thye hién v1et gidy hen tra két qua cho NDTC, tuy vdy van co
4.95% NDTC khong duge nhan dugc giay hen tra két qua dich vu cong tir co quan.

Biéu dd 28: Céc chi s6 phin anh nhan dinh, dinh gia vé viéc co' quan cé
gidy hen tra két qua nim 2020

4.88% | 0-47%

B CH gidy hen

® Khong. do liy
két qua ngay

Khong. nhung
hen miéng

® Khong. di tra
kq ngay sau
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Viéc co quan viét gidy hen tra két qua dich vu cong cho NDTC ¢ 63 tinh khong
duoc thue hign nghiém tiic, day di nhu quy dinh (Biéu d6 29). Tinh thyc hién tét nhat quy
dinh vé viéc vnet giay hen tra két qua dich vu cong cho NDTC dat ty &€ 99,38% NDTC
nhén duoc gidy hen tra két qua tuy nhién ¢ 56/63 tinh dé xay ra tinh trang ¢c6 NDTC
khéng dugc nhan gidy hen tra két qua dich vu cong theo quy dinh va cd 63/63 tinh déu co
tinh trang cong chie hen miéng thay vi viét giay hen tra két qua theo quy dinh. Day la mét
nguy co, nguyen nhén quan trong dan dén tinh trang cong chirc gay phlen ha, sach nhiéu,
tham nhiing d6i véi NDTC va NDTC phai di lai nhi¢u lan trong qua trinh cung {mg dich
vu cong.

Bleu do 29: Cac chi s0 phan dnh nhan dmh danh gla vé vu;c co’ quan ¢o
gmy hen tra két qua nam 2020: Chi 50 cao nhit, thap nhit va trung vi

¥ 99.38%
83.54% ¥ Chi s6 cao
nht
S844% ¥ Chi 56
thip nhat
¥ 2835% TG tn '
l w 1822% trung vi
O
10.74% | _264%
- 042% ¥ 0.21% Yt
Co gidy hen Kh_c'mg'giz‘l_\' hen. do  Khong gify hen. ma Khong gidy hen. du
lay ket qua ngay hen miéng két qua dugc tra sau

8. Nhén dinh, ddnh gid cia NDTC vé viée co' quan ding hen

Nam 2020, 93,56% NDTC dugc tra két qua dich vu cong ding hen, 2,43% som
hon hen va 4,09% tré hen (Biéu d6 30).

Biéu dd 30: Cac chi s6 phan 4nh nhin dinh, dinh gid vé viéc co' quan
ding hen tra két qua nam 2020

2.34%\‘ 1.09%

® Dung hen
® Som hen

®Tré hen

Cac tinh thuc hién tSt va kha t6t viée tra két qua dich vu ¢ong ding hen, sém
hen cho NDTC (Biéu db 31). Ty 1¢ ding hen ciia 63 tinh nam trong Khoang 85,98% -

98,75%, sdm hen 1a 0, 7]% - 6,69%. Tuy nhién, cé dén 62/63 tinh dé xay ra tinh trang
S
SIPAS 2020



35

tré hen tra két qua dich vu cong cho NDTC, trong doé c6 tinh tré hen 1én dén 10,79%.
Chi ¢6 duy nhat 01/63 tinh khong ¢ NDTC phén anh bi tré hen tra két qua dich vy cong.

Biéu dd 31: Cic chi s6 phin dnh nhin dinh, dinh gia vé viéc co quan
ding hen tra két qua niim 2020: Chi s6 cao nhét, thip nhat, trung vi

7 98.75%
& 93.67%
85.98%

= Chi s6
cao nhat
® Chi s6
thip nhat
©Giatr
trung vi
6.69% w 10.7%
% 1.93% g 417%
=T021% T TTo%
Diing hen Sém hen Tré hen

Tir ndm 2017 - 2020, ty 1¢ NDTC duogc tra két qua dich vu cong ding hen va
som hen tang déu qua mdi nam, tir 94, 10% tang lén 95,90%, dong thoi ty 1é bi tré hen
dwgc cai thién dan, tir 5.90% giam xudng con 4,09% (Biéu do 32). Tuy nhién, s6
luong tinh khong dé xay ra tré hen thi van khong duoc cai thién.

Biéu dd 32: Céc chi s6 phan 4nh nhén dinh, ddnh gid vé viéc co’ quan

ding hen tra két qua nim 2020, 2019, 2018 va 2017

2017 w2018 ® 2019 = 2020

91 730, 93:03%93.92% 93.56%

2‘37%| 85% 1.64%2~34% 5.90% 5.12% 4.44% 4.09%
—_ — W

Piing hen Sém hen Tré hen

D1 ty 1¢ tré hen ¢ nhiéu tinh khong cao nhung véi tinh trang 62/63 tinh dé xay
ra tré hen tra két qua dich vu cong cho NDTC va ¢6 tinh Ién dén 10,79% NDTC bj tré
hen thi céc chinh quyén dia phuong. co quan quan ly va B phan Mét cura can phai tlm
ra nguyén nhan va xir Iy ngay, dé dam bao NDTC khong bi phién ha, sach nhiéu, ton
kém thoi gian, cong sirc trong qua trinh thyc hién dich vu cong.

e
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9. Nhan dinh, danh gia cua NDTC vé viée co’ quan thong bao vé viée tré
hen tra két qua

Mac du s6 NDTC bi tra két qua dich vu cong tré hen khong nhiéu nhung nim
2020, c6 62/63 tinh dé xay ra tinh trang NDTC bi tré hen tra két qua va cac co quan
ciing khong thyuc hién tot vxec thong bao cho NDTC ve v:ec tré hen tra két qua nhu
quy dinh cua Chinh phu (Biéu do 33). Trong s6 NDTC bi tré hen tra két qua, chi ¢6
41,36% nhan duoc thong bao cua co quan vé viée tré hen.

a9 le‘NDTC dugc thong bao vé viée tye hen tra két qua dich vu cong 0 62 tinh
co tre hen nam trong khoang tir 0 - 100% (Bieu do 34). Chi ¢6 01/62 tinh ¢o tre hen da
thuc hién thong bao vé viée tré hen cho tit ca nhimg NDTC bi tré hen (100%) va
02/62 tinh khong thyue hién thong bao nao (0%).
Biéu do 33: Cic chi s phan énh nhan Biéu d0 34: Chiséphﬁnélﬂmhgndilh.délil gifi vé

dinh vé viée cor quan thong bdo vé swiré  viécooquan ﬂnigbhvesgrh'ehmhﬁketquanim
hen tri két qua nam 2020 mallmmommuﬂmprimt,nmg

Chi s6 cao nhat

m Khong

Gia tri trung vi

Chi s6 thap nhat

Vige co quan thong bao cho NDTC vé viéc tré hen tra két qua dich vu cong trong giai
doan 2017 - 2020 khong dugc thye hl¢l1 tot va s cai thién con cham. chi tir 32.77% vao nam
2017 1én 42.63 % vao nam 2019 va dén nam 2020 thi lai giam xuong 41,36% (Biéu d6 35)

Biéu db 35: Cic chi sb phan anh vé viéc co’ quan thong bido vé sy tré hen
tra két qua nam 2017, 2018, 2019, 2020

2017 w=2018 m=m2019 w2020

67.23% 66.71%
57.37% >8-64%

42.63% 41.36%

32.77% 33.2

N——

Co thong bao vé sir tré hen Khong thong bao vé sy tré hen
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10. Nhén dinh, danh gid ciia NDTC vé viéc co quan xin 16i vi sy tré hen

Trong s6 NDTC bi tré hen tra két qua dich vu cong ndm 2020, chi c6 40.94%
nhan dugc xin 15i cila co quan vé viée tré hen tra két qua (Biéu do 36).

Ty le NDTC bi tré hen tra két qua nhan duorc xin 16i cua co quan 0 62/63 tinh
co tré hen nam trong khoang 0 - 100% (Biéu d6 37), tuy nhién chi c¢6 01 tinh da thuc

hi¢n xin 16i d6i vdi tat ca NDTC bi tré hen (100%) va 01 tinh khong thyuc hién xin 16i
dén bat ky NDTC bi tré hen nao (0%).

Biéu dd 36: Cic chi s6 phin inh nhin Biéu d6 37: Chi s6 phén anh nhéin dinh, danh gid vé
dinh, ddnh gia vé viée co quan xin 15i viée co'quan m:;mvemmmwk&qmm
vi sur tré hen niim 2020 2020: Chi so cao nhat, théip nhit, trung vi

Chi s6 cao nhat
mCo

m Khéng

Gia tri trung vi

Chi s6 thap nhat

Qua 4 nam, 2017 - 2020, viéc co quan thuc hién xin 16i NDTC vé viée tré hen
tra két qua dich vy c,ong da dugce cai thién, tir 11,09 - 40,94%, tuy nhién van chua duoc
thuc hién ngluem tac, day du lheo quy dmh (Biéu do 38). Vlcc ¢6 tinh khong thuc hién
bat ky lm xm 16i nao vé viéc tré hen két qua dich vu cong dén nhing NDTC bj tré hen
cung van ton tai.

Biéu do 38: Cic chl s6 phan anh nhin dinh, dinh gid vé viéc co' quan xin 15i
vé sur tré hen nim 2017, 2018, 2019, 2020

2017 w2018 w2019 w2020

88.91%

81L.43%

72.88%

59.06%

40.94%

—

C6 xin 16i vé sur tré hen Khéng xin 16i vé sy tré hen
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Vxec tré hen tra két qua dich vu cong co thé do yéu to khach quan nhu tinh phirc
tap cua ho SO dan dén yéu cau phai xac minh, bd sung, tuy nhién, vi¢c thong bao cho
NDTC vé viée tré hen tra két qua dich vu cong cha yéu do nguyén nhan chi quan ciia
co quan, cong chirc - d6 la tinh chuyén nghiép khong cao, ky ludt, ky cuong long léo,
thiéu tinh than, thai doi phuc vy huéng dén NDTC, thiéu trach nhi¢m giai trinh. ..

11. Nhén dinh, dinh gid cia NDTC vé tinh phu hgp ciia cic hinh thic
niém yét cong khai, hwéng din quy dinh TTHC

Niam 2020 1a nam déu tién do lwong cam nhan cia NDTC vé tinh phu hop cua
cac hinh thirc niém yét cong khai, huéng dan quy dinh TTHC nham xac dinh duge cac
hinh thirc phi hop véi NDTC dé tir d6 cai thién, ting cudng cic hinh thirc d6 gitp
NDTC dé dang tiép can, nim bit quy dinh TTHC.

NDTC danh gia hinh thic cong chire tryc tiép hudng din quy dinh TTHC la
pht hop nhiét - véi 89.03% NDTC lya chon, tiép dén la niém yét TTHC trén gidy tai
Bo phan Mét cira - vdi ty 16 87.82%. niém yét trén Cong thong tin dién tir cua tinh -
voi ty 18 85.50% va cudi cing la niém yét trén Cong dich vu cong qubc gia - vai ty 1é
85,34% (Bicu do 39).

Biéu dé 39: Céc chi s phin énh nhin dinh, d4nh gi4 vé tinh phit hop ciia cdic hinh thire
niém yét cong khai, hwéong dan quy dinh TTHC nim 2020

89.03% 87.82% 85.50% 85.34%

Cong chire trye tiép  Niém yét trén gify  Niém yét trén cong  Niém yét trén Cong
huromg din tai try s& BPMC  thong tindién tirtinh ~ DVC quoc gia

NDTC ¢ 63 tinh danh gia rat khac nhau vé tinh phu hop cua 4 hinh thirc niém
yét cong khai, hudng dan quy dinh TTHC néi trén (Biéu d6 40). Hinh thirc cong chirc
truc tiep hudng dan quy dinh TTHC déu dugec NDTC & 63 tinh danh gia la pha hop
nhét trong s6 4 hinh thirc, tuy nhién c6 tinh thi 98.33% NDTC danh gia hinh thire nay
la phu hop, c6 tinh thi chi 65,87% NDTC danh gia nhu vay. Hinh thirc niém yét cong
khai quy dinh TTHC trén gidy tai tru s& Bo phan Mot cua dugc NDTC ¢ 63 tinh danh
gia phu hop vai ty 1€ tr 64,13 - 97,92%, hinh thirc niém yét cong khai quy dinh TTHC
trén cong thong tin dién tir cua tinh 1a tir 61,74 - 97,92% va hinh thirc niém yét cong
khai quy dinh TTHC trén Cong dich vu cong qudc gia la tir 60,87 - 97,71%.
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Biéu do 40: Cac chi s6 phan dnh nhén dinh, danh gia vé tinh phit hp cua cac hinh
thirc niém yét cong khai, hwéng dan quy dinh TTHC niim 2020: Chi s6 cao nhit,

théip nht, trung vi
v 98.33% w 97.92% ¥ 97.929% w 97.71%
90.17% & 87.94% il 85.41% L 85.01%
l . l l l ¥ Chi sd )
65.87% 64.13% 61.74% 60.87% cao nhat
® Chi s0
thap nhét
2 Giatrj
trung vi

Cong chirc trye ticp Niém yét trén gidy tai  Niém yét tréncong  Niém yét trén Cong
hrong dan tru so0 BPMC thong tin dién tur tinh - dich vu cong quéc gia

12. Nhin dinh, ddnh gid cia NDTC vé tinh phu hop cia cic hinh thirc
cung ung dich vu cong

Nam 2020 la nam thir 2 do luong cam nhan cua NDTC vé tinh phu hop cua cac
hinh thirc cung ung, dich vu cong:, ma chinh quyén thyc hié¢n cho NDTC (Bleu do 41).
Hinh thirc nhan ho SO va tra két qua dich vu cong tai Bo phan Mot ctra duge NDTC
danh gia phu hop nhat - vai ty 18 1a 89,00%, tiép dén 1a hinh thirc nhan ho so tai Bo
phan Mat cira va tra két qua qua dich vu buu chinh - véi ty 1é 88, 73%, hinh thirc nhan
ho 50 va tra két qua qua dich vu buu chinh - vm ty 1é 87,29%, hinh thirc nhan hé so va
tra két qua truc ruyen voi ty 1€ 84,02% va cudi cung, hinh thirc nhin ho so tric tuycn
va tra két qua tai Bo phan Mot cira dugce danh gia it phi hop nhat - véi ty 1é 83,17%.

Biéu dd 41: Céc chi sb phan anh nhan dinh, danh gia vé tinh phii hop ciia cic
hinh thirc cung img dich vu cong nam 2020

o
89.00% 88.73% 87.29% 83.17% 84.02%

1l

Nhin ho so. tra ~ Nhin hd so tai Nlun 1 so. tra Nh.,m hd so true  Nhin hé so. tra
két qua tai BPMC BPMC, trakét qua kétquaquadv  tuyén, tra két qua két qua truc tuyén
qua dv buu chinh buu chinh tai BPMC

NDTC ¢ 63 tinh ciing danh gla rat khac nhau vé tinh phu hop cua 5 hinh thirc
cung tmg dich vy cong do chinh quven dia phuong thyc hién (Biéu do 42). Hinh thirc
nhén ho so tai Bo phan Mot cira va tra két qua qua dich vu buu chinh nhéan duoc ty 1€
NDTC danh gia phu hop dong déu hon tir 63 tinh, nam trong khoang tir 70,43 -
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98,96%: hinh thirc nhan ho so va tra két qua tai Bo phan Mot cira 1a 69,13 - 98,96%:
hinh thirc nhan ho so va tra két qua qua dich vu buu chinh 1a 71,30 - 98,67%: hinh
thirc nhan ho so truc tuyen va tra két qua tal Bo phan Mgt cura la 60,65 - 97,50% va
hinh thirc nhan hd so va tra két qua truc tuyen la 66,30 - 97.28%.

Biéu dd 42: Cac chisd phan anh nhén dinh, danh gid vé tmh phu hqp cua cic
hinh thitc cung rng dich vu cong niim 2020: Chi s6 cao nhit, thip nhat, trung vi

# Chi 56 cao nhat ® Chi s6 thap nhat T Gia tr trung vi
T 98.96% T 98.96% ¥ 98.67% ¥ 97.50% ¥ 97.28%
l 88.89% l 89.24% T 87.55% vLsz 29% 5 83.06%
71.30%
69.13% 70.43% l
§) () 60.65% 66.30%

Nhin hé so, tra két Nhién hd 50 tai Nhan hé so. tra két  Nhanhésotnire Nhén hé so, tra két
qua tai BPMC BPMC, tra két qua qua qua dv buu chinh tuyén, trd két qua tai  qua tnee tuyén
qua dv buu chinh BPMC
Nhin chung qua 2 nam, cac hinh thirc cung tng dich vu cong duge NDTC danh
gia phu hop déu ¢ mirc tir 83 - 89% va co sy tang, giam khong dang ké (Biéu do 43).

Biéu db 43: Cic chi so phan anh nhéin dinh, dinh gid vé tinh phit hep cia cic
hinh thire cung trng dich vu cong nam 2020, 2019 (nam 2018 va 2017 khong danh gia)
12019 m 2020
ool 8.80% 88.73% 87.29%  86.20% S3AT%  84.94%8402%

|

Nhan hd so vatra két  Nhin hd so tai Nhan hé so va tra két N}u_m hé sotrie  Nhan hd so va tra két
qua tai BPMC BPMC, tra két qua  qua qua dv buu chinh tuyén, tra két qua tai qua trire tuyeén
qua dv buu chinh BPMC

So sanh ty I¢ NDTC ¢ 63 tinh tiép cén théng tin vé co quan cung tng dich vu
cong va tiép can thong tin vé quy dinh TTHC thong qua mang internet - trong khoang
tr 1 - 30% vai ty 1€ NDTC ¢ 63 tinh danh gia tinh phu hop cua hinh thirc niém yet
cong khai, giai thich quy dinh TTHC va hinh thirc cung ung dich vy cong truc tuyen
trén internet - trong khoang 60 - 90% thi c6 thé thay NDTC kha san sang thuc hi¢n
dich vu cong truc tuyen nhung thyc té vigéc cung cap thong tin Vvé co quan cung (g
dich vu cong, TTHC ciing nhu cung g dich vu cong truc tuyén trén internet hién nay
lai chura dwoe NDTC biét dén, chua thyc sy phit hop. thuan tién cho NDTC sir dung.
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Bing 4: Céc chi s6 phén dnh nhin dinh, dinh gia ciia NDTC vé vige t6 chirc
cung ung dich vu cong nam 2017, 2018, 2019, 2020

TT Nhan dinh Niam2017 | Nam2018 | Nam2019 | Nam 2020
Bg phan TNTKQ xa 45.46% 46,88% 48.52%
comni | 3647% | 37.67% | 36,17%
1. | quyeteong [ Bgphan TNTKQ tinh | 15.012% | 13,93% | 9.55%
viée
- Trung tam HCC finh 874% | 1022% | 11.71%
Khac. 1,04% 0,78% 0,36%
Qua nguoi than, ban bé 20.79% 25,52% 23.73% 17.33%
Kénh_ thc}ng . Qua cong chirc xa 59.63% 57.93% 62.00% 71.92%
tin dé bnet'\‘/_e Qua loa phat thanh xa 5.81%
2. | co quan giai T ;
quyét cong Qua thong tin dai chung | 19,47% 19,96% 12,95% 15.54%
viec Qua internet 7.10% 8.20% 8.22% 5.17%
Khac 2,86% 2,17% 1.49% 2.04%
Qua nguoi thin, ban bé 4.52% 6.84% 14.88%
Sé'ﬁlfé"li chictaingl | 3 600 | 71,66% | 70,06%
- .- v ~ - -
Kerth théng g;‘jl;.‘fl‘gpyﬁé‘;‘;“g Khal | 2s19% | 26.61% | 17.66%
. AgrA A 2
3. |findebictve o o Intenet 492% | 734%
biét ve quy bsite Cona DVC
dishTTHC | 2 websiteCong 5,2%5
quoc gia
quan
Khac 0,59% 0.52% 0.56%
; 79,30% vi. | e | 1809
| lan (1-2 1an) 28,25% 29.69% (1-214n)
; 16,30% 16,94%
713 P 0 0 -l
Shlindila |- (G-4ln) | S488% | 35T1% | (5 414n)
4. | dégidi quyet |33, 2R G- | qyamy | ouew | H2BG-
Cf)ng ViéC 6 lan) ? ‘ 6 Ian)
: 180% (7 i o | 247%(7
4 lan tintrér1én) 4.43% 4.41% tin 1)
Khac 0.98% 0,72%
Cong chire
5. | gdy phiénha, |Co 245% | 141% | 123% | 3,35%
sach nhieu
Cong chie goi
¥ ndp tién
6. |ngoaiphite |Co 142% | 047% | 059% | 185%

phi
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TT Nhin dinh Nam2017 | Nam2018 | Nim2019 | Nim 2020
Cé gidy hen 82.03%
Khong, do lay ket qua
Cg quan co | ngay 12.63%
7. |giayhentra | Khong nhung cong chirc AR5
ket qua hen miéng S
nKé\éc;nE; :u lay két qua 0.47%
Pung hen 93.03% 93,92% 93.56% 91,73%
Sém hen 1,85% 1,64% | 234% | 2.37%
¢ | Coquantra Tré hen 5,12% 4,44% 4,09% 5,90%
L Loquancothdng | 439000 | 43630 | 4136% | 32.77%
bao vé viéc tré hen ) ’ ' ’ ’
i hcez quan eoXinloi | g 590, | 271295 | 40.94% | 11.09%
s
Sur phu hop e e
caa hinh the g“’é‘l‘,&% m“"“[g’cam‘ ‘“‘ 87.82%
1. | v yeccong e yét trén Cong o
hat, IS | thong tin dién ts tinh Eipi7e
Niém yét trén Cong 25 34%
thong tin dién tir quoc gia saindts
Nhan ho so va tra ket " "
qui tai BPMC 88.20% | 89,00%
R i Nhan hé so tai BPMC,
U PAUAOP | i két qua qua dv buu 88.80% | 88,73%
cua cac hinh chinh
thire tiép nhan e TR
12: | ia o Nhan ho so va tra két
i . 7200
'I:gtsc;yu:iag?; qua qua dv buu chinh 820w
- A A
quyét TTHC E;‘i%:‘;ﬁ?‘g;ﬁg"* 86,20% | 83,17%
a X T 1K
s e 84.94% | 84.02%

qua truc tuyén
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Il SU" HAI LONG CUA NGUOI DAN, TO CHUC POI VOI SU PHUC
VU CUA CO QUAN HANH CHINH NHA NUGC

1. Sur hai long cia NDTC vé tiép cin dich vu

Nam 2020, 87.41% NDTC hai long veé viée tlep can dlch vu cong noi chung
(Bicu do 44). Ty 18 NDTC hai long vé 4 ndi dung danh gia vé viéc tiép can dich vu
cong nam trong khoang tr 86,52 - 88,02%. Cu the, co: 86,52% NDTC hai long ve
trang thiét bi hoat dong tot, de sir dung; 87,18% NDTC hai long vé trang thiét bi day
du; 87,94% NDTC hai long vé tru s gon gang, sach s& va 88,02% NDTC hai long vé
tru s& ¢6 bién hiéu ro rang, dé thay

Biéu db 44: Cic chi s6 hai long vé tiép cin dich vy ¢ong ciia ¢i nuée nim 2020

88.02% 87.94% 87.18% 86.52% 87.41%

Tru so C(')‘bié,n Truso gon Trang thiét bi Trang thiét bl Tiép can dich
hi¢u rd. d¢ thay  gang. sach s¢ day du hoat dong 101. vy noi chung
dé sir dyng

NDTC ¢ 63 tinh hai long vé viée ﬁép can dich vu & cdc mire khac nhau (Biéu
do 45) Tinh ¢6 sy hai 1011g cua NDTC vé viéc tiép can dich vu cao nhat 1a 95.92%
(chi s6 cao nhit), tinh thap nhat 1a 74.80% (chi sd thap nhat) mét nira sé tinh trong cé
nudc (gia tri trung vi) cé sy hai Iong cua NDTC ve viée tiép can dich vy nam trong
khoang 74,70 - 87.66% va mot nira s0 tinh nam trong khoang 87,66 - 95,92%. 4 ndi dung
danh gia ve tlep can dich vy cting nhan dugc mirc hai long twong ty cua NDTC ¢ 63 tinh.

Biéu db 45: Cac ch| s0 hai long ve tnep can dich vu nam 2020:
Chi s6 cao nhiit, thap nhit, trung vi

¥ 9743% : 96.18% I 95.62% T 95.62% W 95.92%
' 87.75% 88.13% 87.67% S 87.05% 87.66%

76.09% l 75.22% 73 78% - l 74.80%
71.34% .
¥ Chi so
cao nhit
® Chi 6
thip nhét

2 Gia tri
trung vi
Try s co bien Ty so gon gang, Trang thiét bj day  Trang lhié} bi  Tiép can dich vy
hiéu &, dé thay sach s& du hoat dong tot, d&  néi chung
sur dung
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Su hai long cua NDTC ve tiép can dich vu cua 3 cap hanh chinh va 08 nhom
hnh vuc & cac muc khac nhau (Biéu db 46). NDTC hai long ve tlep can dich vu cia 3
cap hanh chinh nam trong khoang 88,45 - 90,16%, trong do, NDTC hai long nhicu
nhat vé tiép cén dich vu & cap huyen va hai 1ong it nhat vé tiép can dich vu & cap tinh.
Ty 1¢ hai long ctia NDTC vé tiép can dich vu cua 8 nhém linh vuc nam trong khoang
86,63 - 92,21%, trong d6. NDTC hai 1ong nhiéu nhat vé tiép can dich vu & linh vuc
giao thong, van tai va hai long it nhat ve tiép can dich vy & linh vuc dat dai. moi
truong.

Biéu dd 46: Céc chi so hai long vé tiép cén dich vu cua
ca nuée, cac cap, cac linh vue nam 2020

Ty s¢ ¢o bién hi¢u, lrémg diin 1o rang, d& thy ~ ®Tru so gon ging. sach s&
#® Trang thiét bj diy du ® Trang thiét bi hoat dong t6t. dé sir dung
* Hai long vé tiép cin dich vu noi chung
Ca nude : 87.94%
Ciptinh  88.69% BFENYI™
Cép huyén
Cép xi Yie M 90.19%
Linh vire tir phdp, lao dong (céip xa)  90.27% BERREDS
Linh vye v lich tu phap. trg gitip phap 1y 92.60%
Linh vuc kinh doanh ~ 90.49% [:leia: A
Linh virc nong nghiép. phat trién ndng thon
Linh vire van hoa, thé thao, du lich
Linh vire giao théng van tai
Linh vuc xdy dung. quan ly dyr an

Linh vire dat dai, méi tnrong y 87.15%

Qua 4 nam ké tir 2017 - 2020, NDTC ngay cang hai 16ng hon vé viée tiép cén
d1ch vy cong (Biéu dd 47). Ty 16 NDTC hai long vé viée tiép can dich vu cong ting
déu mon nam, tir 77,86% vao nam 2017 lén 87,41% vao nam 2020. 5/6 ndi dung danh
gid ve tnep can dich vy cong cung nhan duge sy hai long ngay cang tang cua NDTC
(do 1 noi dung dwoc danh gia lan dau vao nam 2020), cu thé: (1) “Tru s& c6 bién hiéu
rd rang, dé thay” tang tir 87,53% lén 88,02% (tir nam 2019 dén 2020); (2)"tru s& ¢6 du
chd ngdi cho NDTC” tang tir 84.36% lén 88,01% (tir nam 2017 dén 2019); (3) “trang
thiét b phuc vu NDTC dﬁy du” tang tir 80,31% 1én 87,18%; (4) “trang thiét bi phuc vu
NDTC hién dai” tang tir 71,61% lén 74,00% (tir nam 2017 dén 2018); (5) “trang thiét
bi phuc vu NDTC dé sir dung” tang tir 75, 18% lén 86,52%.
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Biéu dd 47: Céc chi s hai long vé tiép cin dich vu cong ciia ca nuéc
nam 2017, 2018, 2019, 2020

2020 ®2019 w2018 w2017
87.41%

Tiép can dich vu néi chung e
77.86%

=

88.02%

PR A e o I 27
Tru so ¢ bién hiéu rd rang. dé thé_v 87.53%

87.94%
Tru so gon gang, sach sé
Tru s6 co du chd ngdi cho NDTC P
84.36%
87.18%

80.31%
Trang thiét bi phuc vu NDTC hién dai 41005
T 71,655

86.52%

Sy hai long caa NDTC vé tiép can dich vu néi chung ddi véi 3 cap hanh chinh,
8 nhom linh vue déu taing manh ké tir nim 2017 (Bicu d6 48). Trong 3 cap hanh chinh,
cép huyén nhan duwoc su hai long cia NDTC tang nhiéu nhét, tir 78,29% 1én 90,16%,
cﬁp tinh tang it nhat, tir 77,36% 1én 88,45%. Trong 8 linh vuc, nhoém linh vyc giao
thong, van tai c¢6 ty 18 NDTC hai long vé tiép can dich vu tang nhiéu nhat, tir 78,56%
1én 92,21% va linh vyc dat dai, moi trudng tang it nhat, tir 76,86% Ién 86,63%.

[EEEEE————————SSSS—————————————m——m—m_————
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Biéu dd 48: Cic chi s6 hai long vé tiép cin dich vy néi chung cia céc cép,
cic linh vue nam 2017, 2018, 2019, 2020

2020 ®2019 2018 w2017

Ca nuoc

Cap tinh

Cip huyén

Cap xa

Linh vuc tu phap. lao dong (cap xa)

Linh vye Iy lich tu phap. tro gitap phap 1v
Linh vyc kinh doanh

Linh virc nong nghiép, phat trién nong thén
Linh vue van hoa, thé thao, du lich

Linh vire giao thong vian tai

Linh vure xay dung, quan Iy du an

Linh vuc dat dai, moi truong

Nam 2020, sy hai long ciia NDTC vé tiép can dich vu néi chung tiang 9.55% so
voi nam 2017 (Biéu do 49). Khoang cach giita tinh ¢6 chi s6 hai long cao nhat va tinh
¢6 chi s6 hai long thap nhat vé tiép can dich vu cong trong 63 tinh da thu hep dan qua
mdi nam (Biéu dd 50), tir 49.16% vao nam 2017 xudng 21,12% vao nam 2020 - thu
hep 28.04%.
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Biéu dd 49: Chi sé hai long vé tiép cAn dich  Biéu dé 50: Chi s6 hai long vé tiép cin dich vu
vu cia ci nude nam 2017, 2018, 2019, 2020 ctia ¢d nude niim 2017, 2018, 2019, 2020:
Chi s6 cao nhét, thap nhét, trung vi

94.38% 96.38%  95.76%  95.92%

86.48% 87.41% 717% B7.66%
4 81.45%
77.86% 80-62%, 772W

75.54%
65.63% F:4500

45.22%

2017 2018 2019 = 2020 2017 2018 2019 2020

Nam 2020, 88,45% NDTC hai long vé TTHC néi chung (Biéu do 51). Sy hai
long cia NDTC hai long vé 5 ndi dung danh gia vé TTHC nam trong khoang 87,78 -
89.05%. Cu thé, 87,78% NDTC hai lbng vé thoi han giai quyet TTHC ding quy dinh;
88.16% ha1 long vé viéc TTHC dugc niém yét cong khai day du; 88,47% hai Iong vé
viéc yéu cau ndp phi/I¢ phi dung quy dinh; 88,76% hai long vé viéc TTHC dugc niém
yét cong khai dé thay va 89,05% hai long vé viéc yéu cau ndp ho so ding quy dinh.

Biéu dd 51: Céc chi s6 hai long vé thi tuc hanh chinh ciia ca nwée nam 2020

88.76% 88.16% 89.05% 88.47% 87.78% 88.45%

Niém yét cong Niém yét cong HO so ding quy Phi/l¢ phi ding Thoi han dang  Giai quyét
khai dé thiy  khai day du dinh quy dinh quy dinh TTHC noi
chung
Trong 63 tinh (Bleu a6 52) tinh co su hai long cua NDTC vé TTHC noi chung
cao nhat 14 98.,63% (chi s6 cao nhat), tinh thap nhat la 74, 89% (chi s thap nhat). Mot
nira s6 tinh trong ca nude (gia tri trung vi) ¢0 ty 1¢ NDTC vé TTHC néi chung nﬁm
trong khoang 89,19 - 98,63% va mét nira s tinh con lai ¢6 ty 1€ NDTC hai long nam
trong khoang 74.89 - 89.19%. 5 ndi dung danh gia vé TTHC cung cé s cach biét
tuong tir vé mirc do hai long cua NDTC ¢ 63 tinh.

-_
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Biéu dé 52: Cic chi s6 hai long vé thii tuc hanh chinh nim 2020
Chi s6 cao nhit, thfap nhat, trung vi

W 98.81% ¥ 98.96% I 98.96% W 99.17% = 98.96% W 98.63%
b go23%  ® 8921% D 8977% S 89.19% & grim O 89.19%
l 74.87% l 75.65% l 73.70% * 76.52% 73.70% 74.89%
¥ Chi 56
cao nhit
w Chi 50
thép nhit
2 Gidn
. y ; . trung vi
Niém yét cong Niém yét cong Ho so ding quy Phi/I¢ phi ding Thai han ding — Giai quyét
khai dé thily  khai diy do dinh quy dinh quy dinh TTHC n6i
chung

Sy hai long cia NDTC ve TTHC néi chung cua 3 cap hanh chinh va 08 nhom
linh yye ¢ cac muce khac nhau (Biéu d6 53). NDTC hai long vé TTHC cua 3 cap hanh
chinh nam trong khoang 87.77 - 89.57%, trong d6, NDTC hai long nhiéu nhat vé
TTHC cua cap xa va hai long it nhat vé T THC cua cap tinh. Ty 1¢ hai long ciia NDTC
vé TTHC cua 8 nhém linh vuc dich vu nam trong khoang 85,80 - 92.42%, trong do,
NDTC hai 1ong nhiéu nhat vé TTHC cua linh vyc giao thong, van tai va hai long it
nhit vé TTHC cua linh vue dit dai, mbi truong.

Biéu dd 53: Cic chi s6 hai long vé TTHC ctia ¢i nudr, cic cAp, cdc linh vue nim 2020
® Niém vét cong khai dé thay CINiém yét cong khai day du » Ho so diing quy dinh
® Phi/I¢ phi ding quy dinh “ Théi han dung quy dinh * Hai long vé TTHC néi chung

Ca nuoc

Cip tinh

Cép huyén

Cap xa

Linh vyrc tr phap, lao dong (cip xi)

Linh vue Iy lich tw phép, trg gitip phap 1y
Linh vure kinh doanh

Linh virc nong nghiép. phit trién nong thon
Linh virc vin hoa. thé thao, du lich

Linh vuc giao thong van tai

Linh vie xay dung. quan ly diran

Linh vuc dat dai. méi truong
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Ké tir nam 2017 - 2020, sy hai long cua NDTC vé TTHC noi chung tang tu
84,31% 1én 88.45% (Biéu do 54). Su hai long cua NDTC vé 6 noi dung danh gia vé
TTHC ciing ting ¢ mic twong tu: (1) “Niém yet cong khai TTHC dé thay” tang tur
85.99% lén 88.76% (tir nam 2019 dén 2020): (2) “niém yét cong khai TTHC day du”
tang tir 85,04% lén 88,16%; (3) “niém yét cong kha1 TTHC chinh x4c™ tang tir 83.94%
1én 86,32% (tir nam 2017 dén 2018); (4) “yéu cau ndp hd so ding quy dinh” tang tir
85,02 1én 89.05%: (5) “yeu cau nop phi/l¢ phi ding quy dinh” tang tir 84,07% lén
88.47%:; (6) “thoi gian giai quyét ding quy dinh” tang tir 82,69% lén 87,78%.

Mac du sy hai long cia NDTC vé TTHC tang it hon s0 voi sy hai long cua
NDTC vé tiép can dich vu trong giai doan 2017 - 2020 nhung yéu té TTHC van nhin
dwoc su hai long cia NDTC cao thir 2 trong s6 5 yéu t6 dugce danh gia cua qua trinh
cung ng dich vu céng & dia phuong.

Biéu dd 54: Céc chi s6 hai long vé thii tuc hanh chinh ciia ¢ nude
nam 2017, 2018, 2019, 2020

2020 2019 u2018 m2017
= — 1| 88 4\%

e
Yo

. . IIImm————. 8810
Niém vét cong khai d€ thay 85.99%

T 88.16%
86.10%

Niém vét cong khai day du X5 900,
R 5 117,

Niém yét cong khai chinh chinh xac 86.32%
. . 317,

—— 39.05%
88.00%

HG so ding quy dinh 87 78%
R

Phi/lé phi ding quy dinh 32.5}3%’
[

e R7.78%
R
82.09%

Sy hai long cua NDTC vé TTHC néi chung cua 3 cap hanh chinh, 8 nhém linh
vire déu ting nhe ké tir nim 2017 - 2020 (Biéu d6 55). Trong 3 cip hanh chinh, cap
huyén nhan duoc sy hai 1ong cua NDTC vé TTHC tang nhiéu nhat, tir 83,50% lén
89.30%, cép tinh tang it nhat, tir 84.29% lén 87,77%. Trong 8 linh virc, nhém linh vye
giao thong, van tai ¢ ty 1é NDTC hai long vé TTHC tang nhiéu nhat, tir 83,97% lén
92.42% va linh vuc dit dai, méi truong tang it nhat, tir 82,37% 1én 85,80%.

e
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Biéu db 55: Céc chi s6 hai long vé TTHC néi chung ciia cic ciip, cac linh vire
nam 2017, 2018, 2019, 2020

w2020 2019 w2018 m2017
" i
Ca nude 86.40%
84.31%
. 87.77%
Cap tinh e,

84.29%
89.30%
Cap huyén

Cap xa

Linh vue tu phap. lao dong (cap xa)

Linh vuc ly lich tu phap. tro giap phap Iy 87080,
Linh vuc kinh doanh e

Linh vuc néng nghiép. phat trién néng thén 38 5705

¥9.30%
-~ - » . o
Linh vuc van hoa. thé thao. du lich o
85 86%
92.42%
Linh vuc giao théng vén tai 89430,
83.97%

80.98%
-~ A « . r o
Linh vuc xay dung, quan Iy dv an s?‘zlosclf
83.40%

85.80%
Linh vue dat dai. méi truong L
82.37%

Nam 2020, sy hai long cia NDTC vé TTHC néi chung tang 4,14% so vdi nam
2017 (Biéu d6 56). Khoang cach giira tinh ¢ chi s6 hai long cao nhat va tinh ¢ chi 50
hai long thap nhat vé TTHC noi chung trong s6 63 tinh da thu hep dan qua mdi nam
(Bicu do 57), tir 39,95% xuong 23,74% - thu hep 16.21%.
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Biéu d 56: Chi sé hai long vé TTHC ciaca  Biéu dd 57: Chi sb hai long vé TTHC ca nuéc
nude nim 2017, 2018, 2019, 2020 niim 2017, 2018, 2019, 2020: Chi s6 cao nhit,
thap nhat, trung vi

97.54% 98.90%  96.10% 98.63%

o 86.40% 86.54% 88.45%
" 84.20b 86 15% 2 39%  B9.19%

l 75. 21% 6.13% 74.89%
57.59%
2017 w2018 = 2019 m=m2020 2017 2018 2019 2020

< e N . : A ¥
3. Sy hai long cua NDTC ve cong chire

Nam 2020, 86,53% NDTC hai long vé cong chirc néi chung (Biéu do 58). Ty 1¢
NDTC hai long vé 7 ndi dung danh gia vé cong chire nam trong khoang 85,88 -
87.13%. Cu thé, (1) 87, 13% NDTC hai long ve cong chie giao tiép lich su; (2)
86. 16% NDTC hai long vé cong chirc chy y lang nghe cau héi, y kién; (3) 86,58% hai
long vé cong chire tra 161, giai thich day du: (4) 86, 65% NDTC hai long vé cong chirc
hudng dan ho so dé hiéu; (5) 85,88% NDTC hai long vé cong chirc hudng dan ho so 1
lan 1a c6 thé hoan thién ho so; (6) 87,19% NDTC hai long vé cong chirc glél quyét
cong viéc ding quy dinh va (7) 86,08% NDTC hai long vé ¢cong chire tin tinh giup d.

Bidu dé 58: Cic chi s hai long vé cong chirc cia ca nuwdc nam 2020

87.13% 86.16% 86.58% 86.65% 85.88% 87.19% 86.08% 86.53%

I I 1 I I 1 I I f I I

Giao tiép lich Chu y lang Traloi. giai Huong dan Hudngdan  Ping quy Téan tinh giup Cong chire
sur nghe thich diy du ho so dé hiéu hd so 1 lin dinh do néi chung

Trong 63 tinh (Biéu do 59) tinh ¢ su hai long cia NDTC vé cong chirc noi
chung cao nhat la 99,05% (chi s0 cao nhat), tinh thap nhat la 74, 25% (chi 50 thap
nhit). Mot nira s6 tinh trong ca nudc (gia tri trung vi) ¢ ty 1€ NDTC vé cong chire noi
chung nam trong khodng 86,32 - 99.05% va mot nira s6 tinh con lai ¢6 ty 1¢ NDTC hai
long vé cong chirc ndi chung ndm trong khodng 74,25 - 86.32%. 7 ndi dung danh gia
vé cong chirc ciing nhan duge mirc d6 hai long twong tu ciia NDTC & 63 tinh,
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Biéu db 59: Cac chi sb hal long vé cong chire nam 2020:
Chi s6 cao nhat, thap nhat, trung vi

I 98.96% I 99.17% I 99.38% W 98.75% 98.96% I 99.17% % 98.96% T 99.05%
" 87.16% 86.58% 86.40% ) 87.12% J‘ 85.92% ° 87.05% ‘L 86.46% ‘L 86.32%

* 4
Ik Jr 72.61% I 72.61% l7z g3 W 7326% ¥ 7801% L . % 74.25%
¥ Chi s6
cao nhét
¥Chiso
thip nhét
T Y T T | ‘Giém

Glao tiép Chu v ling Tra 10i, giai Hudng d&n Hudmg din Pingquy Tintinh Congchic U VI
lich sir nghe thichdiy hd sodé hdso 1 lin dinh giip A noi chung
du hiéu

Sur hai 1ong cia NDTC veé cong chirc néi chung cua 3 céap hanh chinh (Biéu do
60) nim trong khoang 87.02 - 89, 57%, trong d6, céng chirc cua cap xé nhan duoc su
hai long cao nhat va cong chirc cua cap tinh nhan duoc sy hai long thap nhat. Sy hai
long ciia NDTC vé cong chirc cua 8 nhdm linh vire nam trong khoang 85,12 - 90,72%,
trong do, cong chire cua linh vue ly lich tu phap, tro gitp phap ly (thude So Tu phap)
nhén duoc sur hai long cao nhét va cong chire cua linh vue dat dai, méi truong nhan duoc su
hai long thap nhat.

Biéu dd 60: Cac chisé hai long vé cong chirc néi chung ciia ca nuwdre,
céic ciip, cac linh vye nim 2020

® Giao tiép lich sy * Chu ¥ liing nghe ® Tra 1, giai thich diy du ® Huéng din ho so dé hicu
® Hudng din ho so 1 1in @ Biing quy dinh # Téan tinh ginp do © Cong clire noi chung

Ca nuge E13) 86.58% 85.88% 871990 R R
Cép tinh m 5
Cip huvén

@AREN 90, 1674:LXEL 89 58% 88.99% 90, 14%: "
Linh vise t phap. lao dong (cp 1) [ERRIRR 89.01K8 LAL Il 88.99% 90,1490 - kL
Linh vire 1 Tich tr phap, tro gitp phap 1y [  89.87% 90.27% 91.19%4
Linh vue kinh doanh 85%&: 269 88.64% 89.81%¢::47
Linh vue nong nghiép. phit trién nong
thén
Linh vue van hoa, thé thao. du lich PEL R 87.47% 90.76%:1:
[inh vue giao thong vim L4 m 63%:2) 90.06% 91.72%:: JEk
Linh vye xay dimg, quan Iy dwan [ERSPLE 89,14% ) 88.95% 92.24%%: 1%}
Linh vye dét dai, moi tudng 8 5, _ { 83.60% 85.62%

SIPAS 2020



53

Qua 4 nam , 2017 - 2020, sy hai long ciia NDTC vé céng chirc néi chung tan
tir 81,81% 1én 86,53% (Biéu do 61). Sur hai long cua NDTC vé 7 noi dung danh gia ve
cong chirc cung tang ¢ mirc twong tw, cy thé: (1) Su hai long cua NDTC vé cong chire
giao tiép lich sur tang tir 82.80% lén 87.13%: (2) ve cong churc cha y ling nghe tang tir
80.,78% lén 86,16%: (3) vé cong chire tra 101, giai thich day du tur 80,93% 1én 86,58%:;
(4) vé cong chirc hudng dan ho so dé hiéu tir 81,96% 1én 86,65%; (5) vé cong chire
huong dan ho so 1 lan 1a c6 thé hoan thién tang tir 84.75% lén 85,88% (nam 2019 -
2020); (6) veé cong chirc giai quyét cong viée dang quy dinh tang tir 83,15% lén
87.19% va (7) vé cong chire tén tinh giap d& tang tir 81,96% 1én 86.08% (tir nam 2019
dén na 2020).

Biéu 61: Cic chi so hai long vé cong chirc ciia ci nuéc
nam 2017, 2018, 2019, 2020

= 2020 2019 2018 m2017
==
Cdng chuce noi chung g

N ©1.31%

_ I 2 7.13%
Giao ticp lich su 85 37

N .00

I 55.15%
Chu v ling nghe ] 8845 Bge%
I c0. 5%

‘ I .5
Tra 1o, giai thich day du 84 355

A 50.93%
1 6.65%

- x x . A 1. 0
Hudng dan ho so dé hicu e

N G122

I 85.88%

Hudng dan ho so | lan 84.75%

e S7.19%
Pung quy dinh 3250?36%

I : .15

I cG.08%
Tan tinh giap do m— 8358236%

I ! 05

Sir hai 1ong ciia NDTC vé cong chitc néi chung ciia 3 cap hanh chinh, 8 nhém
linh vuc ¢6 cac muc ting khac nhau ké tir nam 2017 dén 2020 (Biéu do 62). Trong 3
cap hanh chinh, cip huyén nhan duoc sy hai 1ong cia NDTC vé cong chirc néi chung
tang nhicu nhat, tir 80,78% lén 88,92%, cap tinh tang it nhat, tir 81.57% lén 87,02%.
Trong 8 linh virc, nhom linh vyc giao thong, van tai ¢ ty 16 NDTC hai long vé cong
chirc tang nhiéu nhat, tir 79,74% 1én 90,36% va nhom linh vire tu phap, tro gitip phap
ly (thuéc Sé Tu phap) tang it nhat, tir 85.40% lén 90,72%.
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Biéu db 62: Cac chi sb hai long vé cong chire néi chung ciia cdc cp, cic linh vue
nam 2017, 2018, 2019, 2020

| 2020

Ca nuoc

Cap tinh

Cap huyén

Cap xa

Linh vure tur phap. lao déng (cap xd)

Linh vye Iv lich tur phap, tro gitp phap 1y

Linh vue kinh doanh

Linh vyc nong nghiép, phat tri¢n nong thén

Linh vue vian hoa, thé thao, du lich

Linh vuc giao thong van tai

Linh vyre xay dung, quan ly du an

Linh vyre dat dai, méi truong
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Nam 2020, sy hai long cia NDTC ve cong chirc néi chung tang 4,72% so voi
nam 2017 (Bicu do 63). Khoang cach giira tinh ¢ chi s0 hai long cao nhat va tinh c6
chi so hai long thap nhat vé cong chirc trong s 63 tinh ciing da thu hep dan (Biéu do
64), tir 40,64% vao nam 2017 xuong 24,80% vao nam 2020 - thu hep 15.84%.
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Biéu db 63: Chi s6 hai long vé cong chire ctia Biéu d6 64: Chi sb hai long vé cong chire ca
¢i nwdc nam 2017, 2018, 2019, 2020 nudc nim 2017, 2018, 2019, 2020:
Chi so cao nhat, thap nhat, trung vi
a1 815 85-10% 85.62% 86.53% 96.74%  97.61% oagax oo
8156 85.;;3% ls.91%  B6.32%
56.10%
2017 m2018 m2019 m 2020 2017 i 2018 | 2019 2020

4. Sur hai long ciia NDTC vé két qua dich vu

Nam 2020, 89,73% NDTC hai long ve két qua dich vu néi chung ma ho nhan
duoc (Biéu dd 65). Ty 1€ NDTC hai long vé 4 noi dung danh gia vé két qua dich vu
nam trong khoang 89,29 - 90,07%. Cu thé, 89,29% NDTC hai long vé két qua dich vu
ding quy dinh; 90,07% NDTC hai long vé két qua dich vu ¢6 thong tin day du;
89.92% hai long veé két qua co thong tin chinh xac va 89,65% hai long ve két qua dich
vu dam bao tinh cong bang.

Biéu db 65: Cic chi s§ hai long vé két qua dich vu ciia ca nuée nim 2020

89.29% 90.07% 89.92% 89.65% 89.73%

Kel qua dimg quy Két qua co lhonb Két qua co thong Két qua dam bao Két qua néi
dinh tin diay du tin chinh xic  tinh cong bing chung

Su hai long cua NDTC vé két qua dich vu céng ¢ 63 tinh ¢ su chénh Iéch
khong qua lon ( Biéu d6 66). Tinh nhan duoc sy hai long cao nhat vé két qua dich vu
cong 14 99.11% va tinh nhan dwgc sy hai long thap nhat Ia 80,53%. Mot nira so tinh
trong ca nudc (gia tri trung vi) nhin dugc sy hai long vé két qua dich vu cong nam
trong khoang 90,42 - 99,11% va mot nra so tinh con lai c6 ty I¢ NDTC hai long vé
cong chirc ndi chung nam trong khoang 80,53 - 90,42%. 4 ndi dung danh gia vé két
qua dich vu cting nhan duwoc mirc do hai long tuong tu cua NDTC & 63 tinh.
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Biéu db 66: Cac chl s0 hai long ve két qua dich vu nam 2020:
Chi s6 cao nhat, thap nhat, trung vi

99.17% 99.38% 99.17% 98.75% 99.11%
89.99% Y 90.79% 90,40% Y 90.39% ) 90.42%
i 268,455 82.17% 80.65% 80.53% 80.53%

~ 0 ™ | o T 1

Két qua dang quy Két qua co thong Két qua co thong Két qua dambao  Két qua noi
dinh tin day du tin chinh xdc  tinh cong bing chung
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 Chi s0
cao nhit

¥ Chiso
thap nhét

2Giatn
trung vi

Su hai long ciia NDTC vé két qua dich vu cong ciia 3 cap hanh chinh ném {trong
khoédng 89,26 - 91. 0]% (Biéu do 67), trong do NDTC hai 1ong nhiéu nhat ve két qua
dich vu cong cuia cap xﬁ va hai long it nhat vé két qua dich vu cong cua cap tinh. Su
hai long cia NDTC vé két qua dich vu cong cua 8 nhém linh vue nam trong khoang
86.96 - 93,76%, trong d6, NDTC hai long nhiéu nht‘it vé két qua dich vu cong cua
nhoém linh vuc gxao thong, van tai va hai long it nhat vé két qua dich vu cong cua linh

vuc dit dai, moi truomg.

Biéu db 67: Cic chi so hai long vé két qua dich vu cia ci nudére,

cac cap, cac linh vue nim 2020

B K&t qua co thong tin day du
= Két qua dam bao tinh cong bing

® Két qua ding quy dinh
® K&t qua co théng tin chinh xdc
@ Két qua dich vu néi chungCa nude

Cap tinh

Cap huyén

Cap xi

Linh virc tir phap. lao dong (cap x3)

Linh vuc ly lich tu phap. tro gitup phap ly
Linh vuc kinh doanh

Linh virc ndng nghiép. phat trién néng thén
Linh vuc vin hoa. thé thao. du lich

Linh virc giao thong van tai

Linh vyc xay dung. quan ly du an

Linh vire dét dai. méi truong
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Su hai long cua NDTC vé két qua dich vu cong ndi chung tiang tir 85,73% lén
89.73% ké tir nam 2017 dén nay (Biéu do 68). Su hai long cua NDTC vé 4 noi dung
danh gia vé két qua dich vu cong ciing ting & mirc twong tur, cu thé: (1) Su hai long
cua NDTC veé két qua dich vu ding quy dinh ting tir 85,37% lén 89,29%; (2) vé két
qué dich vu c6 thong tin day di ting tir 85,95% lén 90,07%; (3) vé két qua dich vu ¢6
thong tin chinh xac ting tir 85.88% 1én 89,92% va (4) vé két qua dich vu dam bao tinh
cong bang tang tir 88.06% 1én 89.65% (nam 2019 - 2020).

Biéu db 68: Cac chi sé hai long vé két qua dich vu ciia ci nuéc
nam 2017, 2018, 2019, 2020

= 2020 2019 m2018 w2017
—— o7
Két qua dich vi n6i chung, N 56.13%

I co.29%
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Két qua dich vy dam bao tinh cong bang

Ké tir nam 2017 dén nay, su hai long cia NDTC vé két qua dich vu cong néi
chung ctia 3 cép hanh chinh, 8 nhom linh vye tang dang ké (Biéu do 69). Trong 3 cip
hanh chinh, sy hai long cua NDTC veé két qua dich vu ¢ong cua cfip huyén tang nhiéu
nhét, tir 84,77% 1én 90,90%, cap tinh tang it nhat, tir 86,24% lén 89,26%. Trong 8
nhom linh vyuc, sy hai long cia NDTC ve ket qua dich vu cia nhom linh vyre giao
thong, van tai tang nhiéu nhét, tir 86,21% lén 93.76% va nhém linh vuc dat dai. méi
truong ting it nhat, tir 83,27% lén 86,96%.
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Biéu dd 69: Cac chi sb hai long vé két qua dich vu néi chung ciia cic cip,
cic linh vee nam 2017, 2018, 2019, 2020

=2020 2019 m2018 = 2017

Ca nuoe
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Cap huyén |

Cap xa

Linh vuc tur phap, lao dong (cap xi)
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Linh vue kinh doanh
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K& tir nam 2017 - 2020, sy hai long ciia NDTC vé két qua dich vu néi chung
tang 4% (Biéu do 70). Khoang cach giira tinh ¢é chi s6 hai long cao nhat va tinh ¢6 chi
s0 hai long thap nhat vé két qua dich vu cong trong so 63 tinh da thu hep dan (Biéu do
71), tir 38,18% vao nam 2017 xuéng 18.58% vao nam 2020 - thu hep 19,60%.
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Biéu db 70: Chi s hai long vé két qui dich vu  Biéu dd 71: Chi s6 hai long vé két qua dich vu
cong cua ca nwdc nim 2017, 2018, 2019, 2020 cong cua i nude niim 2017, 2018, 2019, 2020:
Chi s6 cao nhat, thap nhat, trung vi

98.47%  99.16%  97.73%  99.11%

89.73%
85.73% 88.13% 88.56% B 88.41% B963% L ooaay
L”"EOJ,' 53%
73.87%  /6.68%

67.29%

2017 w2018 w2019 m 2020 2017 2018 2019 2020

5. Sur hai long cua NDTC vé viée tiep nhan, xur Iy ¥ kién gop v, phan anh, kién nghi

Nam 2020, 11,64% NDTC da ¢6 y kién gop v, phan 4nh, kién nghi vé dich vu
cong ddi véi co quan hanh chinh nha nuée cac cip & dia phuong. Trong so nhlmg
NDTC da ¢ y kién gop y. phan anh, kién nghi, 73,76% NDTC hai long vé viée co
quan tiép nhén, xur ly y kién gop v. phan anh, klen nghi noi chung (Bleu do 72). Ty 1¢
NDTC hai long vé 4 noi dung danh gia vé viéc tiep nhan, xir ly y kién gop y, phan anh
kién nghi nim trong khoang 72,69 - 75,05%. Cu thé, (1) 75.05% NDTC hai long vé
vige co quan ¢ b6 tri hinh thirc tiép nhan y kién gop v, phan anh, kién nghi; (2) 4, 24%
hai 1ong vé viéc thuc hién gop y, phan anh, kién nghi dé dang; (3) 73.07% hai long vé
viéc co quan tlep nhén, xir ly y kién gOp y, phan anh, kién nghi tich cuc va (4) 72.69%
hai long vé viée co quan thong bao két qua xir 1y v kién gop v, phan anh, kién nghi kip
thoi.

Biéu d6 72: Céc chi s hai long vé viée tiép nhan, xir Iy ¥ kién GYPAKN
cua ca nuée nam 2020

75.05% 74.24% 73.07% 72.69% 73.76%

Co quan bo tri NDTC thue hign  Co quan tiép Co quan thong Tlc,p nhin, xir ly
hinh thirc tiep  GYPAKN dé  nhiin, xirly  bao két qua xur Iy ¥ kien GYPAKN
nhin GYPAKN dang GYPAKN tich GYPAKN kip noi chung
cyuc thoi
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Mic dii s6 NDTC dacoy klen g6p v, phan anh, kién ngh1 vé dich vu cong o 63
tinh 1a kha it nhung viéc co quan tiép nhén, xir Iy v kién g gop y, phan anh, kién nghi vé
dich vu cong nhan dugc su hai long khong cao tir NDTC (Bleu do 73). Tinh nhan duoc
su hai long caa NDT C vé viéc tiép nhan, xir lyy kién gop . phan anh, kién nghi cao
nhat 12 92,69% (chi so cao nhat) tinh thap nhat la 30,77% (chi 50 thap nhat): mot nira
sO tinh (gla tri trung vi) trong ¢a nudc nam trong khoang 75, 98 92,69% va mot nira
con lai nam trong Khoang 30,77 - 75,98%. 4 n6i dung, danh gia vé viéc tiép nhan, xir 1y y
kién gop y. phan anh, kién nghi ciing nhin dugc cac mirc hai long tuong tu.

Biéu dd 73: Cic chi sb hai Iong vé vnec tlep nhzm, xir ly GYPAKN nim 2020:
Chi s6 cao nhit, thip nhit, trung vi

I 93.44% I 94.53% I 91.94% I 91.94% I 92.69%
79.67% 76.92% Y 76.10% 76.47% * 75.98%
¥ Chi s6
cao nhit
33.33% 33.33% 33,33% 30.77%  ®Chi so
23.08% thap nhat
2Giatn
. trung vi

Coquanbd i NDTC thuc hién Co quan tiép nhdn. Co quan thong bio Tiép nhdn, xir Iy y
hinh thirc tiép GYPAKN dé dang xir Iy GYPAKN  kétquaxirly  kién GYPAKN
nhian GYPAKN tich cyc GYPAKN kip thoi noi chung

NDTC hai long vé viée tiép nhan, xu ly y kién gop v, phan anh, kién nghi noi
chung cua 3 cép hanh chinh (] Biéu d6 74) ndm trong khoang 72,89 - 79,92%, lrong, do,
I\DTC hai lon;, nhiéu nhat vé VIec tlep nhan xir Iy v kién g gop Y, phan anh, kién ng,h;
cua cap xa va hai long it nhat vé viéc tiép nhan, xu Iy y kién gop v. phan anh, kién
nghi cua cép tinh. Sy hai 1ong cuaa NDTC ve viéc tiép nhén, xir Iy y kién gop y, phan
anh, kién nghi cua 8 nhom linh vyc niam trong khoang 69.40 - 80,36%, trong do. viée
tiép nhan, xur ly y kién gép . phan anh, kién nghi cia nhém linh vie van héa, thé thao
va du lich nhan dugc mirc d hai long cao nhat va nhom linh vyc dat dai, moi truong
thap nhat.
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Biéu do 74: Cac chi sé hai Iong vé vige tiép nhin, xir Iy GYPAKN
cua cia nuoe, cac cap, ciac linh vue nim 2020

® Co quan bo tri hinh thirc tiép nhin GYPAKN ®NDTC thyc hi¢n GYPAKN dé diang
® Co quan tiép nhin, xir Iy GYPAKN tich cyc ® Co quan thong bdo két qua xir Iy GYPAKN kip thoi
% Tiép nhan. xir Iy GYPAKN ndi chung

(O B0 110 o 75 05% 74.249 73.07 72,6998

Cip tinh

81 40% T9.65% 78.88% 78.92%

Cap huyén

TR 50.9 1% 80.51% 79.80% 184494 (XL
Linh vuc tur phap, lao dong (cap x3) EEUBIRA s ERDEGPAS:* EUH 79 9204
Linh vure Iv lich tur phap, tro gitp phap |y [ERESZE S St FRPRATZS 3 Syt

Linh vuc kinh doanh EIREIRAG SRS RTS8 bl

Linh vuc ndng nghiép, phat trién ndng thon  [EEREa L RN /05 18 7

Linh vuc viin hoa, thé thao. du lich IR L BERLd: [ ) 80.36%

81.77% T0.60% 78.65% 80 13%akL

Linh vye giao thong van tai
Linh vyc xay dung, quan 1y dy an  [EIOUURAS Sk 0 Srpm Tz 7

71.73%

Linh vye dat dai, méi truong 69 849 68.02968.01%

Tir nam 2017 - 2019, sy hai long cua NDTC vé viéce tiép nhan, xir ly y kién gop
¥, phan anh, kién nghi khong chi ¢ mirc thap ma con giam dan qua cc nam, tir 75.34%
xuong 73.66% (Biéu db 75). Nam 2020, sy hai long cia NDTC vé viée tiép nhan, xir
1y y kién gop y. phan énh, kién nghi ¢6 tang hon so v&i nam 2019 nhu'ng hau nhu
khon&, dang ké, tir 73,66% 1én 73,76%. Su hai Iong cua NDTC vé 4 néi dung danh gia
vé viée tiép nhan, xur ly y kién gop y. phan anh, kién nghi deu giam xuong ké tir nam
2017 - 2020, cu the (1) Vé viéc co quan bd tri hinh thirc tiép nhan y kién GYPAKN
giam tir 76,62% xudng 75.05%: (2) vé viée NDTC dé dang thuc hién GYPAKN giam
tir 74,66% xudng 74, 24% (3) ve viée co quan tiép nhan, xir Iy y kién GYPAKN tich
cue glam tir 74,82% xuong 73,07%; (4) vé viéc co quan thong bao két qua tiép nhan,
xir ly y kién GYPAKN kip thoi giam tir 75,27% xudng 72,69%.
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Biéu dé 75: Cac chi s hai long vé viée tiép nhin, xir Iy GYPAKN
cua ca nwde nam 2017, 2018, 2019, 2020

2020 m2019 w=2018 w2017

73.76%

73.66%
. 74.07%
| 75.34%

Tidpnbin, 19§ kié GYPAKN i chung IR
Co quan bé tri hinh thirc tiép nhan GYPAKN o

o 76.862%

74.24%
NDTC thyre hién GYPAKN d@ dang ey

74.66%

73.07%
73.35%
. 73.97%
74.82%

Co quan tiép nhan. xir Iy GYPAKN tich cuc

Co quan thong bao két qua xir Iy GYPAKN 71.59%
b 73.52%
kip thoi 75.27%

Qua 4 nam, 2017 - 2020, s hai long cia NDTC vé viéc tiép nhan, xir Iy ¥ kién
g6p v, phan anh, kién nghi néi chung cua 3 cap hanh chinh va 8 nhém linh vuc ¢6 su
tang, giam khong dong déu (Biéu d6 76). Trong 3 cap hanh chinh, sy hai long ciia
NDTC vé viéc tiép nhén, xir ly y kién gop vy, phan anh, kién nghi cta cap tinh giam tir
74.33% vao nam 2017 xudng 72.89% vao nam 2020; cua cap huyén va xa déu ting
nhung cép huyén tang nhiéu hon, tir 74,44% 1én 79.71%. Trong 8 nhém linh vy, linh
vuc vin hoa, thé thao va du lich nhan dugc sy hai long ciia NDTC ve viée tiép nhan,
xir ly y kién gop y, phan anh, kién nghi tang nhiéu nhat, tir 73.93% vao nam 2017 1én
80.36% vao nam 2020. 5/8 linh vire nhan dugc sir hai 1ong tang khong dang ké. gom:
Tu phap, lao déng cap x4, Iy lich tur phap, tro gitp phap ly (thudc So Tu phap), cap
phép kinh doanh, nong nghiép va phat trién ndng thon, giao thong, vén tai. 2/6 nhom
linh vuc duge NDTC hai long giam, la xdy dung, quan Iy dw an va dat dai, méi truong.
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Biéu dd 76: Céc chi sé hai long vé viée tiép nhén, xir Iy GYPAKN néi chung
ctia cdc cip, cic linh vere nim 2017, 2018, 2019, 2020

m2020 m2019 2018 2017

1 73.76%
73.66%

| 74.07%
75.34%

Ca nuoc

T

- A 1 .

Cap tinh | 73.22%
74.33%

79.71%

Cap huyén

Cap xi

Linh vuc tu phap, lao dong (cap xa)

Linh vuc lv lich tu phap. tro gitp phap Iv

75.03%

79.71%
Linh vue kinh doanh 71.57%
77.50%

5.25%

Linh vuc néng nghiép. phat trién néng thén & | 35250

75.01%

80.36%

Linh vire van hoa, thé thao, du lich 727255.,;’%

73.93%

79.69",‘6
Linh vue giao thong vin tai : 7907‘;‘02’6

76.32%

78 15%
Linh vue xay dung. quan lv du an » 59357%

69.40%
Linh vue dat dai, méi truong R0l %
‘ 73.08%

Ké tir nam 2017 - 2020, sy hai long cia NDTC vé viée tiép nhan, xir ly y kién
gop v, phan anh, kién nghi g,lam 1 37% (Biéu dd 77) l\hoang, cach gitra tinh c6 chi 50
hai Ion;: cao nhat va tinh cé chi so hai long thap nhat vé viée tiép nhan, xir ly v kién
gop y. phan énh, kién nghi trong s6 63 tinh khong nhimg khéong duge thu hep ma con
gia tang qua mdi nam (Bicu do 78), tir 46,03% vao nam 2017 1én 61,83% vao nam
2020 - tang 15,80%.
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Biéu dd 77: Chi s6 hai long vé viéc tiép nhan, Biéu dd 78: Chi s6 hai long viéc tiép nhén, xir ly
xir Iy GYPAKN ciia ci nuée nim GYPAKN ciia cii nwée nim 2017, 2018, 2019,
2017, 2018, 2019, 2020 2020: Chi sé cao nhit, thap nhit, trung vi

95.83% 97.:6% 91.82% 92.69%

i L
0,
75:38% 34.01% 73.66% 73.76% l
74.23% ngg% A75.98%
74.50% i l |

49.80% -\
4189%  50.00%

w
30.77%

£2017 w2018 W2019 2020 S 2017 2008 2019 2020

Nam 2020, 85.48% NDTC hai long ve sw phuc vu cua co quan hanh chinh nha
nude noi chung trong pham vi ca nudce (Biéu d6 79). Su hai long cia NDTC vé su
phuc vu hanh chinh cua 63 tinh nam trong khoang 75,68 - 95,76% (Bi¢u do 80), trong
dé mot nira sd tinh trong ca nudce co su hai long Ve su phuc vu hanh chinh nam trong
khoang 85,17 - 95,76% va mt nira s6 tinh con lai nam trong khoang 75,68 - 85,17%.

Biéu d6 79: Chi so hai long vé sy phuc vu Biéu d6 80: Chi s6 hai long vé sy phuc vu
hanh chinh cia ca nuwée nam 2020 hanh chinh nim 2020 Chi cao nhit,
thip nhit, trung vi

Chi s6 cao nhit

Gia tri trung vi

Chi s6 thdp nhit
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Sy hai long ciia NDTC vé sy phuc vy hanh chinh tang dan qua moi nam ké tir
nam 2017 dén nay (Biéu do 8[) tir 80,90% lén 85,48% - tang, 4.58%. Khoang cach
chénh Iéch giira tinh ¢ chi s6 hai long cao nhat va tinh c6 chi so hai long thap nhat vé
su phuc vu cua cac co quan hanh chinh nha nudc trong s0 63 tinh da thu hep dan, tir
28.50% xudng 20,08% - thu hep 8.42% (Biéu d6 82). So sanh cac chi so hai long cao
nhat va cac chi s6 hai long thap nhat cua 63 tinh ké tir ndm 2017 - 2020 c6 thé thiy
qua 4 nam, chi s6 hai long cao nhat cua 63 tinh hau nhu khéng thay doi tuy nhién, chi
s0 hai long thap nhat ciia 63 tinh tang 1én dang ké, tir 67,70% vao nam 2017 Ién
75,68% vao nam 2020.

Biéu dd 81: Chi s6 hai long vé sw phuc vu hanh  Biéu d6 82: Chi s6 hai long vé su phuc yu hanh
chinh ciia cd nuwée (Chisb SIPAS) chinh ciia cd nwéc nim 2017, 2018, 2019, 2020:
nim 2017, 2018, 2019, 2020 Chi s6 cao nhit, thip nhit, trung vi

95.75%  97.88%  9526%  95.76%

82.99% 84.45% 85.48%
= 79.76% .92% TSS 16% 5.17%

Paty Rk

0,
67.70% 69,98%

m2017 w2018 2019 m 2020 2017 2018 2019 2020

Sy hai long ctia NDTC vé 4/5 khia canh duoc danh gia cua qua trinh cung (mg
dich vu cong, phuc vu NDTC trong ca nudc noi chung, bom (1) Tlep can dich vy, (2)
TTHC, (3) cong chirc va (4) két qua dich vy, cunz, tang dan qua cac nam trong giai
doan 2017 - 2020. Cu thé, sy hai long cua NDTC vé tiép can dich vu tang manh nhat,
tir 77.86 % lén 87.41% (tang 9,55%): tiép dén 1a su hai long cua NDT C veé cong chire,
tang tur 81.81% lén 86.53% (tang 4 77%) sir hai long cua NDTC vé TTHC tang tur
84.31% 1én 88.45% (tang 4,14%); va cudi cung la su hai long cua NDTC vé két qua
d1ch v, tang tir 85,73% 1én 89,73% (tang 4%). Riéng khia canh ve tlep nhan xir ly y
kién g0p vy, phan anh, kién nghi nhan dugc sy hai long cia NDTC giam dan qua moi
nam ké tir nim 2017 - 2019 va tang tr¢ lai khong dang ké vao nam 2020 tuy nhién so
voi nam 2017 van giam, tir 75,34% xudng con 73,76% (giam 1,58%).

Su hai long cua NDTC Ve sur phuc vu cua co quan hanh chinh nha nudc cua 3
cép tang khong dong déu qua cac nam: Cap huyén tang nhiéu nhat, tir 80.34% vao nam
2017 lén 88,00% vao nam 2020 (ting 7.66%); cdp tinh ting it nhat, tir 80,75% lén
85,43% (tang 4,68%). Trong 8 nhom linh vye, sir hai long cia NDTC veé si phuc vu
cua co quan hanh chinh nha nuéc cua linh vire xay dyng, quan ly du an va giao thong,
van tai tang nhiéu nhat, tir 79,28% lén 88.55% (tang 9,27%) va tir 80,62% lén 89.88%
(tang 9.26%); linh vuc dit dai, mdi trudong tang it nhat, tir 78.87% 1én 83,20% (ting
4.33%) (Biéu d6 83, 84).
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Biéu dd 83: Cic chi s6 hai long vé sw phuc vu hanh chinh ciia cic cép, cic linh vuc
nam 2017, 2018, 2019, 2020

m2020 w2019 w2018 w2017

85.48%
Ca nudce Po3bh
80.50%
. §5,43%
Cap tinh 3
80.74%
Cép huyén
; i
Linh vuc tu phap, lao dong (cap xa) 84049

81.93%

89.58%
Linh vire ly lich tu phap, trg gitp phap 1y £3.08%
84.85%
88.00%
Linh vuc kinh doanh 35
: 87,75%
Linh vuc nong nghi€p. phat trién néng thon Sl
$1.88%
; 88.65%
Linh vire vin hoa. thé thao. du lich B Rl

82.10%

89.48%
88 45%

83.79%
30.62%
88.55%

1 84.308%
82.02%
79.28%

Linh vyc giao thong van tai

Linh vyre xay dung, quan Iy du an

83.20%
Linh vyc dat dai. mbi truong o,

T8.87%
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Biéu do 84: Céc chi s6 hai long vé sw phuc vu hanh chinh cia ci nudre, cic cip,
cic linh voe nim 2017, 2018, 2019, 2020 (so sanh)
——2017 —»-2018 —e—2019 —8—2020

100.00%
90.00% ——— @ e—
— ¢ & ¢ K —9——§ § S —9o
80.00% { - 1
70.00%
60.00%
50.00%
40.00%
30.00%
20.00%
10.00%
0.00% -
Linh vire Linhvye Linhvge Linhvye Linh wre Linh vyre Linh vige Linh vire  Cap x@ Cip  Captinh Canude
dit dai. xdy dymg,  giso  vinhoa,  néng Kinh 1y lich fir 1w phap, huyén
moi quan IV thong vin thd thao, nghiép.  doanh phnp o lno ding
trutmg  dwan tai dulich phat trién gitip phap (cdp x3)
nong thon ¢

7. Sy haii long ctia NDTC déi véi s phue vy ciia co'quan hanh chinh nha nute ciia 63 tinh

Nam 2020, 63 tinh nhan dugc sy hai long cua NDTC vé su phuc VUL clia co quan
hanh chinh nha nuéc nam trong khoang tir 75,68 - 95,76% (Biéu do 85 - 87). Quang
Ninh, Hai Phong, Hai Duong, Hung Yén tlep tuc thuoc nhom tinh ¢6 chi s6 hai long
cao nhat. cung vai 2 tinh mdi cua nhom la Bac Giang va Vinh Phuac. Binh Thuan, Pak
Lak, Cao Béang, Quang Ngdi, Kién Giang tiép tuc nam trong nhom cac tinh ¢ chi so
hai long thap nhat, cing véi 2 tinh méi la Binh Phudc va Quang Binh,

SIPAS 2020 ciing tién hanh phan tich chi s6 hai long vé su phuc vu hanh chinh
clia cac tinh phan theo loai don vi hanh chinh (Biéu d6 88 - 92) va phén theo ving
mién (Biéu db 93 - 98) dé so sanh, phat hién sy khac biét vé mirc do hai long cua
NDTC giira cac loai don vi hanh chinh cap tinh va giira cac vimg mién. Két qua cho
thay ¢6 sy chénh léch nho vé mirc do hai long cia NDTC giira cac loai don vi hanh
chinh cap tinh, trong do cac tinh thugce loai thanh phé truc thuge Trung wong cé mirc
hai long trung binh cao nhat - 86.89% va cac tinh thuoc loai thanh ph6 dac biét truc
thude Trung uong co mirc hai long trung binh thap nhat - 84,45%. C6 su chénh 1éch
kha lom vé mirc do hai long ctia NDTC giira cac ving mién. trong do cac tinh thugc
Dong, bang Séng Hong c6 mirc hai 1ong trung binh cao nhat - 89,27% va céc tinh thude
Mién Pong Nam Bo cé mitc hai long trung binh thap nhat - 83.62%.
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Biéu do 85: Chi s6 hai long vé s phuc vu ciia co’ quan hanh chinh nha nuéc néi
chung caa 63 tinh nim 2020 (cao thip)

Quang Ninh — 95.76%
Hai Phong 93.57%
Bic Glan,  e— 2, 51%
Hai Ducmg, 92.20%
Vinh Phixc i 90.53%

89.83%

Son La _
Tra Vinh 89.71%
Bac Ninh 89.69%
CaMau 89.60%
Ha T'nh 89.13%
Dong 89.06%
%h Hoéa 88.70%
Soc Trang 88.67%
Dong Nar _ 88.62%
Yén Bar 88.61%
Bac Kan 88.54%
T
Ninh Binh ! 88.36%
Beén Tre 88.35%
Phu Tho 88.20%
Binh Duong 88.07%
Kom Tum 87.70%
Thai Nguyén 87.66%
Ha Giang 87.60%
Dién Bién 86.55%
Long An 86.49%
Gia Lai 86.41%
Binh Dijnh 86.17%
Lam Dong 86.06%
Thira Thién-Huc 85.98%
Ninh Thudn 85.17%
Ha NQ! 85.15%
%‘ 1 84.60%
mh | 84.34%
Lm Chau I — 4. 349,
Pak Nong 84.30%
Can Tho | 84.14%
Lang Son 83.97%
Tay Ninh 83.94%
Bac Liéu 83.91%
Ba Rja - Ving tau 83.85%
TP.H6 Chi Minh _ 83.74%
Vinh Long w— 83.67%
An Giang 83.25%
83.20%

Tl%] Gngﬂng _—- 82.97%
Nghe rv 82.34%
T“vcn Quang —_— R0 25%,
82.14%

Nam D'nh ,
Khanh ] 81.82%
Hau Gxang 81.09%
Quang Nam S — 80.98%
Hoa Binh L ——— 3} 825/,
Phu Yén e 80.67%
Lao Cai 80.01%
Binh Phuoc 79.85%
Kién Giang | 79.72%
Quang Ngai | 79.61%
Quang Bmnh 78.88%
Cag Ban 78.85%
Pac N 77.42%
Binh Thuan p 75.68%

SIPAS 2020



Aw/‘*

P

0i chung cua 63 tinh nim 2020 (so sanh)

0'C no

h nha nw

m

r

69

*quan hanh ch

-

uc vu cua co

h

A

ong ve su p

hai |

A
180

-

Ch

Biéu dd 86

100.00%
90.00%
80.00%
70.00%
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Biéu dé 87: Chi s6 hai long vé sy phuc vy hanh chinh ciia 63 tinh nim 2020 (ban do)

B - o0% voten [ = 85% - dusi 0% = 80% - dudi 85% - = Dusi 80%
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Biéu d6 88: Chi 6 hai long vé sw phuc vu hanh
chinh ciia TPTW diic biét niim 2020

Ha Noi 85.15%
TP. HCM 83.74%
Trung binh £4.45%
Biéu db 89: Chi s6 hai long vé sy phuc vu hanh
chinh ciia TPTW niim 2020
Hai Phong 93.57%
Can Tho 84.14%
Pa Niing 82.97%
Trung binh 86.89%

Biéu 6 90: Chi s6 hai long vé sy phuc vu hinh
chinh caa cic tinh loai I nam 2020

Hai Phong 93.57%
Son La 89.83%
Thanh Hoéa 86.70%
Dong Nai §8.62%
GiaLai 86.41%
Cin Tho 84.14%
Pi Ning 297%
Ngh¢ An £234%
Quang Nam 80.98%
Pik Lik 77.42%
Trung binh S

Biéu 6 92 Chi s6 hai long vé sw phuc vu hanh
chinh cua cic tinh loai I11 nim 2020

Hung Yén e
Vinh Phiic PN
Tra Vinh 90.53%
Béc Ninh 89.69%
Bic Kan 88.54%
Ha Nam 88.39¢%
Ninh Binh 88.36%
Ninh Thuin 85.17%
Quang Tri } 84.60%
Pic Nong - 84 30%
Bac Liéu 8391%
Vinh Long ' 83.67%
Tuyén Quang 82.25%
Hiu Giang 81.0%%
Trung binh — 86.56%

SIPAS 2020

Bi¢u dd 91: Chi s6 hai long vé sw phuc vu

hanh chinh cua cic tinh logi 11 nim 2020
Quang Ninh

'5—2' 54%

Bic Giang
Hai Ducng
Ca Mau
Ha T“nh

89.06%
Dong Thap —

-4

Soc Trang
Yén Bai
Bén Tre

Phii Tho ]

Binh Duong
Kon Tum
Thai Nguyén
Ha Giang
Di¢n Bién
Long An
Binh Binh
Lam Déng

Thira Thién.

Thai Binh
Lai Chau
Lang Son
Tay Ninh

Ba Ria -.

An Giang

Tién Giang
Nam Dinh
Khanh Hoa
Hoa Binh
Phit Yén
Lao Cai
Binh Phurdc
Kién Giang
Quang Ngii
Quang Binh
Cao Biing

Binh Thusin
Trung binh

T6%

92.20%

R9.60%

£9.13%
88.67%
"
— 5
— 5 20
—— s 07,

— .70%

_ 87.66%

_ §7.60%

—86 55%

S 1
— .7
1

—————

.—85.9&?b

- [TRNA
1
I, 84.34%
1

_ 83.97%
— 83.94%

_ 83.85%
— 83.25%
i

I S3.20%

— 82 14%

1

I S | 52
— 80.82%
_ 80.67%
— 80.01%
_ 79.85%
T79.72%
7961
—m 85%
_7s 85%
— 75.68%

—85 12°
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Biéu dd 93: Chi s hi long vé sy phuc vy hanh
chinh ciia cic tinh Mién ndi phia Bic nim 2020

Bic Giang > <,
SonLa I 0 537

Yén Bii I 5 5 G 1o
Biic Kan /5 <4
Phii Tho /¢ 20" ;
Thai Nguyén e "
Ha Giang _ 87.60%
Dién Bién | ) 55
Lai Chau _ 84.34%
Lang Son S — S} 57
Tuyén Quang I £ 5%

Hoa Binh | E—— 0 527

Lao Cai | E—— ) (]

Cao Bing — 5

T —————"

Biéu d6 94: Chi s6 hai long vé su phuc vu hanh chinh
ciia cic tinh Dong biing Sng Hong nim 2020

Quang Ninh — 76%

Hai Phong I —
Hai Duony  — .
Hung Yén I
Vinh Phic /. ..
Bic Ninh ‘—;9.owo
HANam | ————— 1o,
Ninh Binh | -

Ha Noi
Thai Binh I .. <.
Nam Dinh | > o

Trung binh _89.27";;

Biéu d6 96: Chi s6 hii long vé su phuc vu hanh
chinh caa cic tinh Ty Nguyén nam 2020

Kon Tum . 7 70
GiaLai | 1%
Lam Dong S (G
Dik Nong . 30"
Diic Lik | ——— 7 2%
Trung binh | 35

Biéu dd95: Chi sb hai long vé sw phucvy hanh
chinh ciia cic tinh Duyén hii Mién Trung niim 2020

Ha Tinh 89.13%
Thanh Hoéa 88.70%
Binh Binh 86.17%
Thira Thién-Hué ! 85.98%
Quang:l"ri — 84.60%
Pa Niing 82.97%
Nghe An = 82.34%
Khinh Hoa S, 1.82°;
Quang Nam {— 80.98%
Phi Yén 4_ BO.67%
Quang Ngii I 79.61%
Quang Binh = 78 .88%
Trung binh | 83.49%

Biéu dd 97: Chi s6 hai long vé s phucvu hanh
chinh ciia ciic tinh Mién Dong Nam Bj nam 2020

Dong Nai /I §5.6270
Binh Duong ‘— 88.07%
Ninh Thuiin I &5.]7"

Tay Ninh I 3 947

Ba Ria-.._ 83.85%

TP, HCM |y 3. 747
Binh Phudc I — 79 557
Binh Thuan ‘_ 75.68%
Trung binh I §3 627

Biu di98: Chi s hai long vé sw phuc vy hanh chinh
cac tinh Dong Bing Song Ciu Long nam 2020

Tra Vinh '_ 89.71%
Ca Mau — 89.60%

Dong Thip I

Soéc Tring — 886790

Bén Tre K8.35%
Long An 86.49%
Can Tho 84.14%
Bac Liéu 1 $3.91%

Vinh Long — 83.67%
An Giang 83.25%
Tién Giang | 83.20%
Hiu Giang 81.09%
Kién Giang 79.72%

Trung binh I S 50

|
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Nam 2020, 49/63 tinh nhan dugc su hai long cua NDTC vé su phuc vu cua co
quan hanh chinh noéi chung cua tinh tang va 14/63 tinh giam so véi nam 2019. Trong
giai doan 2017 - 2020, 21/63 tinh nhan dugc sy hai long cia NDTC tang bén vimng,
41/63 tinh c6 su thay doi ting, giam va 01/63 tinh giam dan qua mdi nam (Biéu d6 99
- 102). SO lugng cac tinh nhan duoc su hai long cua NDTC vé sy phuc vu cua co quan
hanh chinh néi chung & mirc dudi 80% giam manh, tir 32 tinh vao nam 2017 xubng 22
tinh nam 2018, 10 tinh nam 2019 va 07 tinh nam 2020.

Trung binh cua ca giai doan 2017 - 2020 (Biéu dd 103 - 105), ¢6 4 tinh thudc
nhém c6 chi s6 hai long cao, gom: Quang Ninh, Hai Duong, Hai Phong, Vinh Phic;
13 tinh thudc nhém cé chi sé hai long thap, gdm: Binh Thuan, Cao Bang, Pak Lak,
TP. H6 Chi Minh, Khanh Hoa, Quang Ngii, Nam Dinh, Lai Chau, Pak Nong, Kién
Giang. Tuyén Quang. Gia Lai va Vinh Long.

Trong giai doan 2017 - 2020, mét s6 tinh hau nhur ludn dat chi sd SIPAS ciia
céc nam & mirc dudi 80% (tir 3 dén 4 nam), gébm: Binh Thuén, Cao Bang, Pik Lak,
Pik Nong, Khanh Hoa, Kién Giang, Quang Ngii

-— -
SIPAS 2020
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Biéu dd 99: Chi s6 hai long vé su phuc vu hanh chinh ciia 63 tinh
niim 2017, 2018, 2019, 2020 (phan 1/3)

Bic Kan 7% DA
6445 *°

- 8 21’)0
Bgo Liey e w2019

12020

z 9%
Béc Ninh %2}235@" ® 2018

Bén Tre w2017

Binh Binh
Binh Duong
Binh Phudc
Binh Thuin
Ca Mau
Cén Tho
Cao Bing
Pa Nang
Pic Lak
Pik Néng
Dién Bién
Déng Nai
Pdng Thap

Gia Lai
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Biéu dd 99: Chi s6 hai long vé su phuc vu hanh chinh ciia 63 tinh
niim 2017, 2018, 2019, 2020 (phan 2/3)

Ha Giang
Ha Nam
Ha Noi

Ha Tinh
Hai Duong

Hai Phong

Hau Giang

TP. Ho Chi Minh
Hoa Binh
Hung Yén
Khanh Hoa
Kién Giang
Kom Tum
Lai Chau
Lam Déng
Lang Son
Lao Cai
Long An
Nam Binh
Nghé An

Ninh Binh

SIPAS 2020

2020

= 2019

m 2018

m 2017
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Biéu dd 99: Chi s6 hai long vé su phuc vu hanh chinh ciia 63 tinh
niim 2017, 2018, 2019, 2020 (phan 1/3)

55,,1,7%
- 3 4%
A Thisia B
Phii Tho L
86.65%
Phu Yén
Quang Binh
Quang Nam 2020
™ 2019
Quang Ngai
= 2018
Quang Ninh
= 2017

Quang Tri
Séc Trang
Son La

Tay Ninh
Thai Binh
Thai Nguyén
Thanh Hoa
Thira Thién- Hué
Tién Giang
Tra Vinh
Tuyén Quang
Vinh Long
Vinh Phuc

Yén Bai
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Biéu dé 100: Chi s6 hai long vé sy phuc vy hanh chinh ciia 63 tinh
nam 2017, 2018, 2019, 2020 (tang, giam cua tirng tinh)

I |An Giang 33 [Kién Giang

2 |Ba Rija-Ving tau 34 |Kom Tum

3 |Béc Giang 35 |Lai Chau =/""'

4 |Bic Kan 36 |Lam Déng

5 |Bac Liéu 37 |Lang Son

6 |Bic Ninh 38 |Lao Cai

7 |Bén Tre 39 |Long An

8 |Binh Dinh e~ || 40 Nam Binh

9 |Binh Duong |41 [Nghean g

10 |Binh Phudce 42 |Ninh Binh

11 |Binh Thuén 43 |Ninh Thuan

12 [Ca Mau |44 |phaTho e

13 |Can Tho /——/' 45 [Phi Yén /’\

14 |Cao Bing 46 |Quang Binh

15 |Pa Nang 47 |Quang Nam Q
16 |Pék Lak ] 48 [Quing Ngi Ml e

17 [Pk Nong 49 |Quéng Ninh e A
18 |Pién Bién 50 |Quang Tri S

19 |Pdng Nai 51 [Soc Trang /—r
20 [Péng Thap — + ||52]sonLa T

21 |Gia Lai J 53 |Tay Ninh

22 |Ha Giang 54 |Thai Binh

23 |Ha Nam 55 |Thai Nauyén

24 [Ha Noi || 56 [Thanh Hea %5
25 |Ha Tinh 57 |Thira Thién-Hué

26 |Hai Duong 58 |Tién Giang 34
27 [Hai Phong || 5 [ra Vinh S

28 |Hau Giang 60 |Tuyén Quang ’____/\‘

29 |TP.Hé Chi Minh 61 |Vinh Long |
30 [Hoa Binh v || 62 |Vinh Phic

31 |Hung Yén || 3 |venBii

32 |Khanh Hoa /‘/

SIPAS 2020
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Biéu do 103: Chi s6 hai long vé sy phuc vy hanh chmh cua 63 tinh:
Trung binh giai doan 2017 - 2020 (cao, thap)

Quén Ninh ——————————————— )3 76%
91.74%

Hai Duong
Hai Phong 91.39%
Vinh Phie 90.71%
Son La 89.43%
Biic Giang 89.33%
Ca Mau 88.54%
Hung Yén 88.53%
Thai Ngu\ én 88.50%
Ha Tinh 88.01%
\th Binh 88.01%
Doné Nai 87.92%
1an, 87.56%
Bén Tre 87.50%
Tra Vinh 87 .41%
DPéng Thap 87.14%
I'EI Nam 86.95%
Bac Liéu 85.89%,
Thanh Hoa 83.59%
Séc Trang 85.57%
Da Nang 85.52%
Binh Dwon 85.18%
Bic Nin 84.86%
th Thuan 84.68%
84.55%
'ﬂlm Bmﬁ 84.25%
Dién Bién 84.22%
Phu Tho 84.15%
Long An 83.78%
Yén Bai 83.13%
Bac Kan 82.43%
Quang Nam , 82.22%
Lan i 82.10%
Ta\ 82.10%
Thira Thién- Hue 81.99%
Quang Tri 81.58%
({u;ng B}nh [ 81.45%
m Dong 81.43%
Ha Noi 81.19%
Hoa Binh 81.11%
Phi Yén 81.07%
Kom Tum 81.04%
Nghé An 80.81%
Ba Ria - Vung tau 80.69%
Tién Glang 80.55%
Gxang 80.47%
Lao Cai 80.42%
Binh Binh 80.31%
Can Tho 80.17%
Binh Phudc 80.08%
Vinh Long 79.92%
Gia Lal 79.84%
Tuvcn lang 79.75%
ang 79.73%
Bﬁk Nong 79.41%
Lai Chau 79.25%
Nam Dinh 78.95%
(%(uha:lﬁ Ngii 78.73%
\ Hoa 77.17%
TP. H6 Chi Minh 76.91%
Dac Lak 76.48%
Cao Bang 73.85%
Binh Thuan 73.26%
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2017 -2020 (so sanh)

i doan

1ai

Trung binh g

inh

nh chinh cua 63 ti

ong ve su phuc vu ha

l\

Chi sb hai

Biéu dd 104

100.00%

90.00%
¢

‘0

e oo

o

80.00% s |7

70.00%

60.00%

50.00%

40.00%

30.00%

20.00%

10.00%

0.00%
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NIANON IYHL
HNIE IVHL
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ONY¥L 208
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Biéu d6 105: Chi s6 hai long vé sy phuc vu hanh chinh ciia 63 tinh:
Trung binh giai doan 2017 - 2020 (bin dd)

- =90% tr6 1én - = 85% - dudi 90% = 80% - dudi 85% - = Dudi 80%
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Bing 6: Chi sb hai long vé su phuc vu hanh chinh caa 63 tinh

nim 2017, 2018, 2019, 2020 (van abc)

Niam 2017 | Nam 2018 ’ Nam 2019 | Nam 2020

TB giai doan
2017-2020

76.14%

81.43%

79.58%

= N7y
75.33%

70.23%

76.47%

70.17%

73.09%

78.15%

79.31%

| 82.50%

74.29%

79.50%

71.19%

78.58%

76.18%

69 42%,
| 80.13%

()7 7( )U"g

75.39%

72.83%

T Tinh
¥ An Giang
2 Ba Ria - Viing tau
3. | Bic Giang
4, | Bic Kan
3, Bac Liéu
6. | Bic Ninh
7. Bén Tre
8. Binh Dinh
9. Binh Duong
10. | Binh Phude
11. | Binh Thuin
12. | CaMau
13, | Can Tho
14. | Cao Bang
I5S. | Pa Nang
16. | bak Lak
17. | Pak Néng
18, | ién Bién
19. | Pong Nai
20. | Pong Thap
21. | GialLai
22. | Ha Giang
23. | Ha Nam
24, | Ha Noi
- 25. | Ha Tinh
26. | Hai Duong
27. | Hai Phong
28. | Hau Giang
29. | Ho Chi Minh
30, | Hoa Binh
31. | Hung Yén
32, | Khanh Hoa
33. | Kién Giang
34, | Kom Tum
35. | Lai Chau
36. | Lam Pong
37. | Lang Son
38. | Lao Cai
39. | Long An

79.16%

79 87%

71.81%

." H (l

73 .81%

79.85%

75 68%

82.43%

84.86%

80.08%

73 2(‘0‘0

79.67%

70.46%

77.51%

74.21%
69 9R%

71.91%

0 1IN0
79 72%

79.79%

74 .95%

75.70%
79.45%
76.68%

75.91%

75.07%

77 69%

76 53%

80.80%
77 ('\40 0
78.73%
82.33%

81.17%

78.85%

77.42%

73.85%
76.48%

79.41%
84.22%

79.84%

76.91%

79.72%
84.34%

83.97%

77.17%
79 73%
81.04%
79.25%
81.43%
82.10%

83.05%

80.01%

80.42%
83.78%
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. 2 TB giai doan
T Tinh Nim 2017 | Nam 2018 Nam 2019 | Niam 2020 2017-2020

40. | Nam Dinh 69.80% 75.95% 78.95%
41. | Ngh¢ An 78.99%

42. | Ninh Binh

43. | Ninh Thuan 77 40%

44. | Phi Tho 75.87%

45. | Pha Yén AL 82.04% | 84.54% | 8067% | 81.07%
46. | Quang Binh AL 84.78% | 83.43% [RERTEA 81.45%
47. | Quang Nam 83.16% | 8331% @ 81.41% 82.22%

48, Qui'u‘lg Ngﬁl 74.84% 81 07% 79.40% 79.61% 78.73%
49. | Quang Ninh

50. | Quang Tri | 83.13% [ENEEICH 84.60% | 81.58%

51. | Soc Trang | 80.43%

52. | SonLa 79.38%

53. | Tay Ninh 79.76% 83.94% | 82.10%
54. | Thai Binh 75.66% 84.54% 84.25%
55. | Thai Nguyén

56. | Thanh Hoa . 80.58%

57. | Thira Thién - Hué 81.35% 78.37%

58. | Tién Giang 79.18% | 76.42% 80.55%
59. | Tra Vinh

60. | Tuyén Quang 7464% | 76.31% 79.75%
61. | Vinh Long 73.93%  79.77% 79.92%
62. | Vinh Phiic

63. | Yén Bai 171.71% 79.37% : 83.13%

- = 90% trd lén - = 85% - dudi 90% = 80% - dudi 85% - = Dudi 80%
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IIl. SU" MONG D@1 CUA NDTC POI VOL SU PHUC VU CUA CO
QUAN HANH CHINH NHA NUGC

Pé c6 the cung cap thong, tin va tham muu chinh sach cho Chinh phu va khuyen
nghi gidi phap cho chinh quyén dia phuong cac cap SIPAS khong chi do ludmg mirc
do hai long, nhan dinh, danh gia cia NDTC doi voi dich vu cong ma con tim hiéu
nhimg mong doi cia NDTC doi vGi viée cung tmg dich vu cong cua co quan hanh
chinh nha nuée ké tir nam 2017 dén nay. Két qua nam 2020 (Biéu do6 106) cho théy 3
no1 dung ma NDTC mong doi nhat la: (1) Tlep tuc don gian hoa TTHC - voi ty 1€
54,02%; (2) rat ngan thoi gian giai quyét TTHC - voi ty 1& 52.20%; va (3) tang cuong
nhéan ho so va tra két qua qua dich vu buu chinh cong ich - vai ty 1€ 40.32%. Khi phan
tich nhimg mong doi cia NDTC doi v6i dich vu cong cua 03 cap hanh chinh va 08
nhém linh vue, két qua cho thay 3 ndi dung ma NDTC mong doi nhat déi véi dich vu
cong cua 03 cap hanh chinh va 08 nhom linh vuc cung lan luot la: Tlep tuc don glan
héa TTHC, rat ngan thoi gian giai quyét TTHC va tang cudong nhin ho so va tra két
qua qua dich vu buru chinh (Biéu do 107, 108).

So sanh sy mong doi cia NDTC ddi véi dich vu cong qua cac nam ké tir nim
2017 - 2020 (Biéu do 109) ¢6 thé thay 2 trong 3 ndi dung ma NDTC mong doi nhat
trong sudt 4 nam qua la tlcp tuc don gian hoa TTHC va rat ngan thoi gian giai quyét
TTHC:; ndi dung thir 3, ké tir naim 2017 - 2019, la tang cuong cac hinh thice thong tin
va ndi dung nay, dén nam 2020, di dugc thay bang noi dung3 tang cudng nhan hd so va
tra két qua qua dich vu buu chinh. Viéc NDTC mong muon co quan hanh chinh nha
nuoc cac cap o dia phucmg tang cuorng nhan ho so va tra két qua qua dich vu buu
chinh cho thay sy phat trién kinh te xi hoi cua dat nude, dic blet la dai1 dich COVID -
19, da tac dong, lam thay d6i nhu cau, mong doi cia NDTC vé cach thirc co quan hanh
chinh nha nudc cung tmg dich vu cong cho NDTC.

Chi s6 SIPAS cho thay dé cai thién chat lugng dich vu cong, mang lai sy hai
long cao hon cho NDTC thi chinh quyén dia phuong, co quan hanh chinh nha nudc
’ A " . ~ ~ : A ’ A ~ , A
céc cap ¢ dia phuong khéng nén chi quan tam, chu trong den nhimg Khia canh, néi
dung nhan duoc mic do hai long thap, nhu viée tiep nhan, xur ly y kien gop y, phén
anh, kien nghi hay cong chirc ma con can phai quan tim dén nhimg khia canh, noi
dung ma NDTC mong dgi nhicu, nhur cai cach thu tuc hanh chinh, cach thirc cung img
dich vu cong.
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Biéu db 106: Céc chi s6 phan snh sy mong dogi cia NDTC déi véi cic co' quan hanh
chinh nha nude néi chung trong ca nude nim 2020

Tiép tuc don gian hoa thu tue hinh chinh

Riit ngén thei gian giai quyét thi e hanh chinh

Ting cwong nhin hd so va tra két qua dudmg b
dién

Mg rong cac hinh thirc thong tin

Cai thién chit hrong co so vt chat; hién dai hoa
trang thiét bi
Ting cuong niém yét cong khai. minh bach
TTHC

Déy manh dich vu cong trre tuyén mirc dé 3. 4.
Giam phi/1¢ phi giai quyét thi wic hanh chinh
Tiép nhiin, giai GYPAKN kip thov, tich cuc

Néng cao nang lyrc cua cong chirc

B tri hinh thirc tiép nhan GYPAKN dé dang.
thuantién hon

Cai thién thai do giao tiép cua cong chirc
Cai thi¢n tinh than phuc vy cua cong chirc

Khac

52.20%

I

- 22.59%
==

19.46%

16.38%

B w052
B o
B o
B so3x
B s

| 0.56%
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Biéu dé 107: Céc chi sb phin anh sy mong doi ciia NDTC dbi véi cac cip nim 2020

56.46%
2.55%
51.87%

Rut ngan thoi gian giai quyét thu tuc hanh 157_5%3/0%
270

chinh 49.19%

Tiép tuc don gian hoa tha tuc hanh chinh

39.82%

4421%

39.65%

18.79% = Cip

32.56% :

32.66% i

31.76% A

Mo réng cac hinh thire thong tin 21.20% lca?.
27.02% myen

20.88% R

20.43% Cap xa

22.63%

20.58%

19.30%

4. 18.34%

16.89%

16.88%

15.70%

9.52%

11.12%
11.39%

BG tri hinh thirc ticp nhan GYPAKN dé dang. 7oL
thudntién hon 9.86%

Tang cuong nhin hd so va tra két qua duong
buru dién

Cai thién chat luong co so vat chét; hién dai
héa trang thiét bi

Tang cudng niém yét cong khai. minh bach
TTHC

~

A - ~ y
DAy manh dich vu cong trire tuyén mire do 3,

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

Tiép nhan. giai GYPAKN kip thon, tich cue

10.00%
9. 16%
9.61%

5.67%

Cai thién thai do giao ticp cua cong chire 5.71%
L 652%

Nang cao néng luc cua cong chirc

5.153%
Cai thién tinh than phuc vu cua cong chirc 432%
5.44%

) 0.74%
Khac | 033%
0.43%
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Biéu do 108: Céc chi s phin dnh sy mong dei ciia NDTC ddi véi céc linh vure nim 2020

51.87%
57.18%

2.55%
Tiép tuc don gidn héa thi tuc hanh chinh ” -
=%
55, 56%29%

3 43,19%

. - yoo e A A d‘) 75%
Rat ngin thoi gian giai quyét thu tue hanh 05;2’-
chinh

Tang cuwdong nhin ho so va tra két qua duong

R WLy tw phap,
buu dién o

lao djng
(xa)

B 1inh vue ly
lich tir
phap, tr¢
gitp phap

P\ kinh
doanh
(huyén)

M@ réng cac hinh thire thong tin

Cai thién chat luong co so vt chat: hién dai
hoa trang thiét bi

BLv néng
nghiép

Niém y¢t cong khai, minh bach TTHC

Dfi} manh dich vu cong truc tu_\'én mirc do 3.

4, Bly vin

hoa, the
thao

BLv giao
thong. van
tal

Giam phi/I¢ phi giai quyét thi tue hanh chinh

Tiép nhan. giai GYPAKN kip thoi, tich cuc BLy xéy
dimg, quan

v DA

B4 tri hinh thirc tiép nhan GYPAKN dé

dang. thuén ti¢n hon By dit, mbi

trudmg

L0on  Lefe®oon
i :

Nang cao nang lyc cua cong chic

et
&

&g &

o
Sy

o
i
o4
3

Cai thién thai d6 giao tiép cua cong chirc

(E mzmu'rbtﬂ
3 #RR ogg e

‘-.u'\aw»w
V\m

Cai thién tinh than phuc vu cua cong chire

Bt

RERE LR S
2

£
E

Khac
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Biéu d6 109: Cac chi s6 phan dnh sy mong dgi ciia NDTC déi véi co quan hanh
chinh nha nwéc néi chung trong ca nuwde nam 2017, 2018, 2019 va 2020

54.02%
Tiép tuc don gian hoa thi tyc hanh chinh ;

* St 74.72%
3 : i s S2h ’ 3 52.20%
Rat ngan thoi gian giai quyét thu tuc hanh - A !
chinh | _”‘i 'o‘/o
3 . ; 0
Tang cuomg nhan hé so va tra két qua durong W0, 32%
buu dién 30.73%
‘ 32.25% .
§ 62.50%
M¢ rong cac hinh thire thong tin 60) 89% © w2020
] p— 56.22%
Cai thién chat luong co so vat chat; hién dai 2;; i?(i (o@ ®2019
hoa trang thiét bi el 1-3%@

-

' 57% w2018

e

t 26.38%

] 19.46% 2017
0,

-

1 16.38%

.

‘ﬁ4.£§%o

| 9,72%

Tang cudng niém yét cong khai, minh bach
TTHC

Day manh dich vu cong truc tuyén mire do 3.
4.

Giam phi/l¢ phi giai quyét thu tuc hanh chinh

Tiép nhan, giai GYPAKN kip thoi. tich cye

Nang cao nang luc cua cong chic §§?<%’

T R50%
0,

B tri hinh thirc tiép nhin GYPAKN d& S aan
dang. thuantién hon 8.94%

e

6.03%
Cai thién thai do giao tiép cua cong chire l LA
5.68%

~ |

Cai thién tinh than phuc vu cua cong chirc l 5%‘%
3

5 d10%
Khc ]ﬁ%‘?‘%
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PHAN 111
KET LUAN

1. PANH GIA
1. B6i canh thuc hién SIPAS

SIPAS dugc thyc hign theo yéu cau cita Chinh phu, Thii tuéng Chinh phu tai
Chuong trinh tong thé CCHC nha nudc giai doan 2011 - 2020 nhim ning cao chat
luong dich vu cong, mang lai sur hai 1ong cho NDTC trén co sé¢ danh gia khach quan
két qua trién khai cai cach hanh chinh, nang cao chat lugng cung ung dich vu cong &
dia phuong théng qua y kién phan hoi ctia NDTC trong ca nude. B Noi vu - co quan
Thuong true cua Chinh phu ve cai cach hanh chinh - chu tri, phéi hop cing voi Ban
Thuong truc Uy ban Trung wong Mit tran To quéc Vigt Nam, Trung wong Hoi Cyu
chién binh Viét Nam va Téng cong ty Buu dién Viét Nam t6 chire trién khai thuc hién
SIPAS.

Nam 2020 14 nam cudi thue hién Chuong trinh tong thé cai cach hanh chinh nha
nudc giai doan 2011-2020, cang 1a nam cudi ctia nhiém ky Chinh phu 2016-2021, la
nam ma thé gidi va Viét Nam chiu tac dong rat 16ém cua dai dich COVID-19. Nhiém vu
ma Chinh phu, chinh quyén dia phuong tap trung chi dao trong, nam 2020 la thuc hién
hi¢u qua “muc tiéu kép” vira phong,, chong, dich bénh, bao v¢ sirc khoé nhan dan vira
phuc hoi va phat trién kinh té - xa hoi trong trang thai binh thuong mai. Nhing kho
khan, thach thirc d6 da tac dong rat 16n dén qua trinh trién khai thuc hién SIPAS 2020.

a) Thuan loi

- Viéc thuc hién SIPAS 2020 tiép tuc nhan duoc su quan tam. chi dao sat sao
ctia Chinh phu, Thu tuéng Chinh phu, Ban Chi dao céi” cach hanh chinh cua Chinh
phu; su ph()i hop chat ché cua Lanh dao co quan va su trien khai tich cyc, sang tao cia
can bg, cong chirc cua B Noi vy, Ban Thuémg truc Uy ban Trung wong Mt trén To
quoc Viét Nam, Trung uong Hoi Cyu chién binh Viét Nam, Tong Cong ty Buu di¢n
Viét Nam; sy phdi hop. hd tro kip thoi tir Uy ban nhén dan va co quan, t6 chire lién quan
cua 63 tinh trong ca nudc.

- Déy la nam thir tu to chirc trién khai SIPAS trén pham vi ca nuéc nén ngay
cang nhan duoc sy quan tdm, ung hd cua xa hoi néi chung, NDTC, cong chirc néi
riéng dén viéc trién khai do Iuong s hai long Ve sir phuc vu hanh chinh. gop ph?m
gitup qua trinh thyue hién SIPAS 2020 thuan loi, hiéu qua hon.

- Phuong phap trién khai SIPAS 2020 tiép tuc dwoc thue hién theo Quyét dinh
s0 2640/QD-BNV ngay 10 thang 10 nam 2017 cua B§ truong B N¢i vu phé duyét
“Pé an Do luong sur hai long cua ngudi dan, t6 chirc déi vai su phuc vu cua co quan
hanh chinh nha nuéce”, dam bao khoa hoc, 10 rang, cu thé, dé trién khai va mang lai két
qua khach quan, phan anh st thuc tién cung (mg dich vu cong cua co quan HONN céc cap
& 63 tinh.

- Céac co quan, cong chure lién quan da tiép tuc phat huy tinh chi dong, tich cyc.
sang tao trong trién khai SIPAS, gép phan gitip SIPAS 2020 khao sat, lang, nghe dugc
y kién phan hoi tir 35.268 NDTC thudc moi thanh phan, dén tir moi ving mién trong ca
nudc trong bdi canh dai dich Covid 19 dién bién phirc tap.
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b) Kh¢é khan

- Mau diéu tra xd hoi hoc SIPAS doi hoi phai lya chon chat ché, chinh xac qua
nhiéu bude vdi sy tham gia coa nhiéu co quan, don vi tu' co so dir liéu vé cung tmg
dich vu cong tai Bo phan Mot cira ciia cac co quan cac cap. Tuy nhién, hién chira ¢é co
s& dir liéu quoc gia vé giao dich cung g dich vu cong: co so dir li¢u cua nhiéu tinh
khong tuan thu diang quy dinh, thiéu su théng nhat, thleu thong tin hoac thong tin
khong chinh xac... Piéu nay dan chit luong danh sich mau cia mét sé dia phuong
khong dap (ng yéu cau, gdy kho khan cho diéu tra vién, ton nhiéu cong sirc, thoi gian
dé chon va lap lai danh sach mau...

- Déi tuong diéu tra xa hoi hoc la NDTC da trai nghiém cac dich vu céng duge
d4anh gia tir khdp tat ca cac ving, mién trong ca mrde nén rat 1én vé sd luc,mg va rat da
dang, khac biét vé thanh phan, trinh d¢, nhan thirc... Trong khi d6, néi dung, tiéu chi
danh gia cia SIPAS phai phan anh nhiéu quy dinh phap ly. thudt ngit chuyén mén,
khai niém triru tuong vé dich vu cong, chét luong dich vu cong, su hai long.. . Diéu tra
vién & mot s6 dia phwong han ché vé k§ ning glao tiep kinh nghi¢m khao sat, tinh
lhan trach nln¢m trong cong vige... Do do, mot ) phleu diéu tra xi hdi hoc SIPAS thu
ve khong dat chat lugng.

- Khéng it NDTC con e ngai tham gia tra 1oi khao sat SIPAS, trd 16i phicu dieu
tra xa hoi hoc SIPAS mot cach qua loa khién két qua diéu tra xa hot hoc phan nao bi
anh huong.

- “Bénh thanh tich™ cua co quan hanh chinh nha nuéde ton tai & mot s6 dia
phuong khién viée thuc hién SIPAS ton nhicu thoi gian, cong sirc hon dé thuc hién céac
bién phap nham dam bao tinh khach quan, chinh xac cua két qua SIPAS,

- Piéu kién ngudn han ché, dinh mirc chi theo quy dinh thap gay khé khan cho
vigc chu dong, tich cyc, sang tao trong thuc hi¢n SIPAS.

2. Két qua dat dugc cia SIPAS 2020

Nam 2020 1a nam thir 4 SIPAS dugc thye hién va cling tuong tyr nhu cac nam
truge, SIPAS 2020 danh gia 16 nhom dich vu cong thu¢c 8 nhom linh vuc ¢ 3 cap
chinh quyen dia phuo’ng, ctia 63 tinh duwa trén két qua khao sat é,an 36.000 NDTC tur
khép cac vung, mién trong ca nudc. SIPAS 2020 tiép tuc mang dén mot birc tranh toan
dién, chi tiét vé chat luong cung tmg dich vu cong sur phuc vu cua co quan HCNN ¢
63 tinh, phan anh ca nhirng két qué tich curc va ton tai, dong thoi ciing cho thay nhimg
mong dgi cia NDTC vé cung mg dich vu cong.

SIPAS 2020 cho thay trong cac hinh thu'c tiép can thong tin dé blet vé co quan
noi ndp ho so, vé quy dinh TTHC, NDTC chu yéu st dung hinh thirc tiép cén thong tin
thong qua cong chirc cap xd, chiém ty 1é trén 60%. Trong khi d6, hinh thic tiép can
thong tin qua mang internet chi ¢6 dudi 10% NDTC sir dyng, dic biét ¢o tinh chi ¢6
chua dén 1%. Nhin chung, tinh trang nay hau nhu khéng thay déi ké tir nam 2017.

Trai nguoc véi ty 18 dudi 10% NDTC sir dung mang internet dé tiép can thong
tin vé co quan cung 1m1, d1ch vu cong va quy dinh TTHC thi lai c6 hon 85% NDTC
danh gia hinh thirc niém yét cong khai, huong dan quy dinh TTHC trén mang internet
la phu hgp va hon 84% NDTC danh gia hinh thirc nhan ho so va tra két qua dich vy
trwe tuyén qua mang internet 1a phu hop, trong do tinh c6 ty 1é thap nhat ciing 1a trén
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60%. Nhu vay, co thé thady NDTC kha sin sang sir dung cac hinh thirc tryc tuyén qua
mang internet dé l‘iép can thong tin va thyce hién dich vu cong.

85 40% NDTC di lai 1 dén 2 lan de thuc hi¢n dich vu cong dugc khao sat, tuy
nhién van c¢6 nhiéu NDTC phai di lai nhiéu lan, trong d6 4,41% di lai 4 lan va 0,72%
di lai tir 5 1an tro 1én. Tat ca 63 tinh déu dé xay ra tinh trang NDTC phai di lai 4 lan, 49
tinh ¢6 NDTC phai di lai dén 5 va nhiéu hon 5 lan. S6 NDTC phai di lai nhiéu lan dé
thuc hién dich vu cong dad giam dan qua cac nam ké tir nam 2017 dén nay, dac biét Ia
s0 NDTC phai di lai 5 1an trg 1én giam tir 4,89% xudng con 0,72%.

1,23% NDTC van bi cong chirc gdy phién ha, sach nhiéu va 0,59% NDTC da
phai ngp tién ngoai phi/ 1¢ phi, hay con goi la tién “boi tron”™ trong qua trinh thuc hi¢n
dich vu cong. Tinh trang NDTC bi cong chirc gay phién ha, sach nhiéu xay ra & 57/63
tinh, trong do, tinh ¢6 s6 NDTC bj phién ha, sach nhiéu nhiéu nhat 1a 4 .62%; NDTC
phai nop tién ngoai phi/l¢ phi xay ra & 48/63 tinh. Ké tir nam 2017 dén nay. so NDTC
bi gay phJen ha, sach nhiéu glam din qua céc nam, tir 3,35% xudng 1,23%: s6 NDTC
phai ndp tién ngoai phi/lé phi giam tir 1,85% xudng 0,47% va tang trd lai vao nam
2020, tir 0.47% lén 0,59%. Tuy nhién, 56 lwgng tinh dé xdy ra tinh trang NDTC bi
phién ha, sach nhiéu va phai np tién “boi tron” khong giam.

Nim 2020 la nam dau tién thuc hién danh ¢ gia v:ec co quan thyc hién viét g|ay
hen tra ket qua dich vu cong cho NDTC. Két qua cho thay 4,95% NDTC khong dugce
nhan giay hen tra két qua dich vu cong tir co quan; 56/63 tinh dé xay ra tinh trang
NDTC khong dugc nhén gidy hen tra két qua dich vu cong va ca 63/63 tinh déu dé xay
ra tinh trang cong chirc hen miéng thay vi viét gidy hen theo quy dinh - tic 1a lam sai
quy dinh.

93,56% NDTC duoc tra két qua dich vu cong ding hen, 2.43% sém hon hen va
4.09% tré hen nhung co dén 62/63 tinh dé xay ra tinh trang tré hen, trong doé co tinh tré
hen 1én dén 10.79%. Sau 4 nam, ty 1¢ NDTC bi tré hen khong dugc cai thign nhiéu, chi
giam duoc 1,81% va 50 luong tinh dé Xay ra tré hen thi van khong dwoc cai thién.

Mic du ty 1€ NDTC bj tré hen khong cao nhung chi ¢é 41,36% NDTC bi tré
hen nhan duoc thong bao vé viéc tré hen va 40.94% NDTC bi tré hen nhan duoc xin
16i vé viéc tré hen tir co quan nha nudc. Trong 62 tinh dé xay ra tré hen, chi ¢6 01 tinh
¢6 thong bao va xin 16i dén toan bo NDTC bi tré hen. Qua 4 nam danh gia, s6 NDTC
nhan dugc thong bao, xin 16i vé viéc tré hen co tang nhunb rat cham, tuy nhién so
lugng tinh dé xay ra tinh trang khong thong bao, xin 16i dén tat ca NDTC bi tré hen thi
khong thay doi. Cac tinh van khong thue hién nghiém quy dinh veé viée thong bao, xin
16i NDTC vé viée tré hen tra két qua dich vu cong.

Két qua SIPAS 2020 cho thay 85.48% NDTC hai long vé viéc cung {mg dich
vu cong. sur phuc vu cua co quan hanh chinh nha nude noéi chung trong ca nudc. Ty 1§
NDTC hai long déi voi 5 yéu to dugc danh gia cua qua trinh cung (ng dich vu cong ¢
cac muc do khac nhau, trong do két qua dich vu nhan dugc ty 1€ hai long cao nhat -
89,73%, tlep den la TTHC - 88,45%, tlep can dich vu - 87,41%, cong chirc - 86,53%
va cudi ctng la viée tiép nhan, xu ly y kien GYPAKN - 73,76%.

Nam 2020, ty I¢ hai long cua NDTC dbi véi 3 cap hanh chinh nam trong
khoang 85,43 - 88,18%, trong do c,ap xa c0 ty I hai long cao nhat va cap tinh thap
nhit. Ty 1& hai 1ong cua NDTC db6i véi 8 nhom linh ve nam trong khoang 83,20 -
89.88%, trong do linh vuc giao thong, van tai cao nhat va linh vyuc dat dai, moéi truong
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thap nhat. 63 tinh nhan duoc sy hai long cia NDTC nam trong khoang tir 75,68 -
95,76%, vai khoang cach chénh léch giira tinh cao nhat va thap nhat 1a 20, 08%. Quéng
Ninh, Hai Phong Hai Ducmg Hung Yén tlep tuc thudc nhom tinh co chi s6 hai long
cao nhat, cung voi 2 tinh méi cua nhom la Bac Giang va Vinh Phuc: Binh Thuan, Dak
Lik, Cao B{mg, 'Quang Ngu Kién Glang, tiép tuc nam trong nhém cac tinh ¢6 chi s6
hai long thap nhat, cung véi 2 tinh méi 1a Binh Phude va Quang Binh.

SIPAS 2020 ciing tién hanh phan tich chi s6 hai long ve su phuc vy hanh chinh
cua cac tinh phan theo Ioal don vi hanh va phan theo vung mién va két qua cho thay ¢6
sit chénh 1éch kha nho ve ty 1¢ hai long, cua NDTC giira cac loai don vi hanh chinh,
trong do. cac tinh thudc logi thanh phé trwe thude Trung wong ¢6 mirc hai long trung
binh cao nhat - 86,89% va cac tinh thudc loai thanh phd dac biét truc thude Trung
wong ¢6 mirc hai 1ong trung binh nhét nhat - 84,45%. C6 su chénh 1éch kha 16m vé mirc
d6 hai long ciia NDTC giita cac ving mién. trong d6 cac tinh thudc Pong bang Song
Hong ¢6 mirc hai 1ong trung binh cao nhat - 89,27% va cac tinh thuoc Mién Pong
Nam B0 ¢6 mic hai long trung binh thap nhat - 83,62%,

Trong giai doan 2017 - 2020, ty 1¢ NDTC hai long vé su phuc vu cua co quan
hanh chinh nha nudc nédi chung tang dan qua moi nam. tir 80,90% lén 85,48%. Khoang
cach chénh léch vé mirc do hai long cua NDTC giira tinh cao nhat va tinh thap nhat
trong 63 tinh dugc thu hep dan, tir 28.5% xuéng 20,08%. Hau nhu khong ¢o6 su thay
d6i dang ké vé& mirc hai 1ong cao nhat vé su phuc vu hanh chinh ctia 63 nhung mirc hai
long thap nhét vé su phuc vu hanh chinh ciia 63 tinh tang 1én dang ké, tir 67.70% vao
nam 2017 lén 75,68% vao nam 2020. Trong giai doan nay, 21/63 tinh ¢ chi s hai
lonz, cua NDTC tang ben vimg, 41/63 tinh co Chl 56 hai long tang, gidm gitra cac nam
va 01/63 tinh ¢6 chi s6 hai long giam dan qua mdi nam. S6 luqng cac tinh ¢6 chi s6 hai
long & mirc dudi 80% giam manh, tir 32 tinh vao nam 2017 xuong 22 tinh nam 2018,
10 tinh ndm 2019 va 07 tinh nam 2020. Tinh trung binh cua ca giai doan 2017 - 2020,
¢6 4 tinh thudc nhém c6 chi s6 hai long cao, gom Quéng Ninh, Hai Duong, Hai
Phong, Vinh Phiic va 13 tinh thudc nhoém c6 chi so hai long thap, gom: Binh Thun,
Cao Bing, Pak Lak, TP. H6 Chi Minh, Khanh Hoa, Quang Ngii, Nam Dinh, Lai
Chau, Dik Nong, Kién Giang, Tuyén Quang. Gia Lai va Vinh Long. Trong 3 cap, cap
tinh thudémg c6 chi s6 hai long thap nhat trong s6 3 cap va cap xa thuomg chi so hai
long cao nhat. Trong 8 linh vue, linh vye tai nguyén, mai truong ludén cé ty 1€ hai long
ciia NDTC thap nhat; linh vuc ¢6 ty 1¢ hai 1ong cao nhét chia nhau giita céc linh vuc tu
phép. trg gitip phap ly, linh vire van hoa, thé thao va du lich, linh vir nong nghiép va
phat trién néng thon,

Ngoai nhian dinh, danh gia va muac d¢ hai long cia NDTC, SIPAS 2020 con
phan anh sy mong dgi cia NDTC doi véi viéc cung ing dich vu cong cua co quan
hanh chinh nha nude. Ba ndi dung ma NDTC mong doi nhit nam 2020 la: (1) Tiép tuc
don gian héa TTHC - voi ty 1€ 54,02%: (2) rit ngﬁn thoi gian giai quyét TTHC - véi ty
1& 52,20%: va (3) tang cuong nhan ho so va tra két qua qua dich vu buu chinh cong ich
- vai ty 1€ 40,32%. So sanh sy mong dol cua NDTC qua cac nam ké tir nam 2017 -
2020 co thé thay 2 trong 3 noi dung vé dich vu cong ma NDTC mong doi nhat trong
sudt 4 nim qua la tiép tuc cai cach TTHC va rat ngan thoi gian giai quyét TTHC; noi
dung thir 3, ké tir nam 2017 - 2019, 1a tang cuong cac hinh thire thong tin va néi dung
nay, dén nam 2020, di duoc thay bang ndi dung tang cudmg nhan ho so va tra két qua
qua dwong buu dién. Viéc NDTC mong mudn co quan hanh chinh nha nude cac cap o
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dia phuong tang cuong nhan ho so va tra két qua qua dich vu buu chinh cho thay su
phat trién kinh té - xa hoi cua dat nude. dac blel la dai dich COVID - 19, da tac dong,
lam thay d6i nhu cau, mong doi ciia NDTC vé cach thitc co quan hanh chinh nha nuée
cung tmg dich vu cong cho NDTC. bé cai thién chat lwong dich vu cong, mang lai su
hai lon;, cao hon cho NDTC thi chinh quyén dia phu(mb, co quan hanh chinh nha nudc
céc cap ¢ dia phuong can phai quan tam, dap tng nhu cau, mong doi cua NDTC.

SIPAS 2017 - 2020 cho thay chi 1/3 s6 tinh trong cac nude o chi s6 hai long
ting bén vimg, cho dit hang nam hau hét cac tinh déu nd lyc thyce hién cai cach hanh
chinh, nang cao chat lugng dich vu cong, nang cao chat lugng phuc vu NDTC. Ngay
nay, toan cau hoéa va su phat trién nhanh chong vé kinh té - xa hoi, khoa hoc, cong
nghé thong tm/so tri tué nhan tao. dicu kién song... tac dong, lam cho NDTC ngay
cang ¢6 nhu cau, mong doi cao hon dbi véi Chinh phu chinh quyén dia phuong,, co
quan hanh chinh nha nuége, dac bi¢t trong viée cung ung> dich vu cong cé chat Iuomg
dap umg duoc nhu cau c,ua NDTC. Do vdy, chinh quyén, co quan hanh chinh nha nude
cac cap o dia phuong can phai thuomg xuyen nghién ciru, xay dung va to chirc thye
hién cac chuong trinh, ké hoach cai cach hanh chinh, nang cao chat luong cung g
dich vu cong. chat luong phuc vu NDTC ngudt dan mot cach thuc sy phu hop, hi¢u
qua cting nhu phai lay NDTC 1am trung tdm phuc vu, vi loi ich caa NDTC.

Viée NDTC phu thuoc nhiéu vao cong chirc cap x4 dé tim hiéu thong tin vé co
quan noi ndp ho S0, nhan két qua dich vu cong c6 thé khién gia tang ap luc cong viée
cho cong chirc cap xa, dong thoi cling gia tang nguy co xay ra tinh trang sach nhiéu,
tham nhiing. Vi cac no luc xdy dung chinh phu, chinh quyén dién ti/s6 va (mg dung
cong nbhe thong tin trong glal quyet cong vige, cung g dich vu cong, ma Chinh phu,
chinh quyen dia phuong va céc co quan hanh chinh nha nude cac cap trién khai trong
thoi gian qua thi ty 16 NDTC sir dung mang internet dé tiép can thong tin trong nhimg
nam qua khong nhig rat thap ma con tang rat cham. Trong khi d6, trén 80% NDTC
khang dinh hinh thirc cung tmg dich vu cong qua mang internet la pha hop. Qua do
cho thay, Chinh phii, chinh quyén dia phuomg, co quan hanh chinh nha nudc cac cap
can xac dinh rd nguyén nhan va 6 giai phap cu thé, kha thi, hiéu qua dé ning cao
nhan thire, diéu kién, kha nang tlep can, st dung internet cho NDTC ¢ tat ca cac vung,
mién trong ca nude, tir d6 thue day NDTC tich cuc tham gia, sir dung internet de tiep
can thong tin, trao doi, lam viéc va phan hoi y kién véi Chinh phu, chinh quyén dia
phuong, co quan hanh chinh nha nuée theo hinh thire truc tuyén, so.

Viéc NDTC phai di lal nhiéu lan, bi cong chirc gay phién ha, sach nhiéu. phai ndp
tien “boi tron”, bj tré hen tra két qua khong nhan duoc thong bao xin 16i vé viéc tré hen ..
trong qua trinh thuce hlen dich vu ¢ong, mac du co glam vé $0 lugng vu viée (ty 1é glam)
nhung khong giam ve quy mo (van xay ra & hau hét s6 tinh trong ca nudc) cho thay cac quy
dinh cua Chinh phu vé hoat dong cung tmg dich vu ¢ong cua co quan hanh chinh nha nudc
cac cap chua dugc thuc hién nghiém tic, day du o dia phuong, Piéu nay phan anh tinh
thiéu chuyén nghiép: ky ludt, ky cuong long leo: thiéu tinh than, thai d6 phuc vu,
hudng dén 1gi ich cia NDTC; thiéu tinh trach nhiém, gidi trinh d6i véi NDTC; tham
nhiing... trong qua trinh cung ung dich vu cong ¢ cac dia phuong.

TTHC ludn nhan dugc ty 1¢ hai long ciia NDTC cao thir 2 trong 5 yéu t dugce
danh gia cua qua trinh cung (mg dich vu cong tuy nhién trong sudt 4 nim qua tuy
nhién NDTC ludén mong chinh quyén, co quan hanh chinh nha nuéce tiép tuc don gian
hoa TTHC va rit ngén thoi gian giai quyét TTHC - 2 ndi dung c6 ty 1é mong doi cao
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nhat trong 56 12 noi dung dugc tham van NDTC. Qua do, ¢6 thé thfiy dé cai thién chat
luong dich vu cong, mang lai su hai 1ong cho NDTC thi chinh quyen dia phu(mg co
quan hanh chinh nha nu¢e & dia phuong khong chi can phai quan tim dén mic do hai
long, cac nhan dinh, danh gia cua NDTC ma con can phai quan tim dén mong doi cua
NDTC vé dich vu cong.

Viée trién khai SIPAS thé hién trach nhiém giai trinh cua cac co quan HCNN,
chinh quyén dia phuong,, Chinh pht d&i véi NDTC dong thoi 1a mét hinh thirc dé
NDTC thyc hi¢n quyen va nghia vu giam sat, phan anh t:eng néi ciia minh ddi véi co
quan HCNN, chinh quyén dia phwong, Chinh phii. Vi viéc danh gia toan dién, cu thé
toan bo qua trinh cung {mg dich vu céng cua co quan hanh chinh nha nuée cac cap.
céc linh vure ctia 63 tinh dua trén y kién phan hoi cua NDTC, két qua SIPAS 2020 giap
Chinh phu, Thu tuéng Chinh phu, Ban Chi dao Cai cach hanh chinh cua chinh phu ¢é
thém thong tin khach quan dé phuc vu cong tac chi dao, diéu hanh nham nang cao chat
lugng, hiéu qua thyuc Inen cai cach hanh chinh cia cac bg, nganh, dia phuomg, noi
chung va ning cao chat luqug cung ang dich vu cong, phuc vu NDTC noi riéng. Két
qua SIPAS 2020 cting giap cac cap chinh quyén, co quan hanh chinh nha nuée ¢ dia
phuong nam bat duoc thuc trang chat lrong cung mg dich vu cong, chat luong phuc
vu NDTC cua cac co quan hanh chinh nha nudc ¢ dia phuong cing nhu su mong doi
cia NDTC, dac biét khi so sanh véi cac dia phuong khac dé rit ra bai hoc kinh
nghiém, trén co s& d6 tim ra cac giai phap phu hop dé khic phuc ton tai va niang cao
chat lwong cung (mg dich vu cong, phuc vu NDTC.

IL. PE XUAT, KIEN NGHI

1. P6i véi Chinh pha, Thii twéng Chinh pha

- Chi dao cac bg, nganh, dia phuong su dung hi¢u qua két qua Chi s6 hai long
vé su phuc vu hanh chinh nam 2020 dé lam co so xac dinh, thuc hién céc giai phap
nang cao chat lugng cung tmg, dich vu cong, mang lai sy hai long cho NDTC. Trén co
s& két qua Chi s6 hai long vé sy phuc vu hanh chinh nam 2020 va giai doan 2017 -
2020, ¢6 hinh thic biéu dwong, khen thuwong. xir 1y kip thoi d6i vai cac bé, nganh, dia
phuong nhim dong lyc thic déy trong vi¢c cung ung dich vy hanh chinh cong co chat
luong tot, lay NDTC lam trung tam phuc vu va hudng dén sy hai long ciia NDTC.

- Chi dao cac bo, nganh, dia phuong men khai c6 hi¢u qua cac linh vuc, ndi
dung cai cach hanh chinh lién quan, tac dong dén vi¢e cung img dich vu cong, phuc vu
NDTC cua cac co quan hanh chmh nha nudc cac cap dac biét la cac khia canh, ndi
dung duoc NDTC danh gia chua tot, hai long thap va cac khia canh, noi dung dugc
NDTC mong doi cai thién nhiéu hon; trién khal xay dyng Chinh phu dién tir, cung cap
théng tin va cung tng dich vu cong truc tuyén dam bao hiéu qua, thiét thuc, phu hop
voi NDTC ¢ dia phuong.

- Chi dao cac co quan thong tin truyen thong tich cuc thuc hién thon&, tin, tuyén
truyen day du, klp thoi, khach quan vé két qua cai cach hanh chinh néi chung, két qua
Chi so hai long ve su phuc vy hanh chinh ndm 2020 va giai doan 7017 2020 noi rieng
téi NDTC nham gop phan nang cao nhan thiac cua NDTC vé quyén loi va trach nhiém
trong viéc tham gia giam sat, phan hoi v kién vé chit luong cung img dich vu cong,
chat lugng phuc vu NDTC ctia co quan hanh chinh nha nudc cac cap.
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- Tiép tuc chi dao thyc hién ra soat, C_Ion gian hoa thu tuc hanh chinh va rit ngén
thoi gian giai quyét thii tuc hanh chinh nham dap (g cac mong doi cia NDTC theo
ket qua dieu tra, khao sat SIPAS 2020.

- Tlep tuc blao Bo Néi vu chii tri, phbi hop véi cac co quan co lién quan dé xay
dung va trién khai Dé an “Po lucmg su hai long cua nguoi dan, to chire vé sy phuc vu
cta co quan hanh chinh nha nuéce giai doan 2021-2030” nham nang cao chat luong
phuc vu cua co quan hanh chinh nha nuéc dbi véi ngudi dan, xa hoi.

2. D6i véi cac Bj, co' quan ngang Bj, Uy ban nhin din cic tinh

- Sir dung hiéu qua két qua SIPAS 2020 va giai doan 2017 - 2020, d3c biét cha
trong cac khia canh, ngi dung ma NDTC danh chua tich cuc, hai long thap va cac noi
dung duge NDTC mong doi nhiéu nhat. Panh gia, xac dinh nguyén nhan chi quan,
khach quan cua cac ton tai; xay dung, thyc hién ké hoach hanh dong, giai phap khic
phuc; chi dao, kiém tra, danh gia, khen thudng, xir Iy nghiém tic, kip thoi nham néng
cao chat luong cung {mg dich vu céng, chat luong phuc vu NDTC caa céc co quan
hanh chinh nha nudc thude nganh, linh vire, dia phuong.

- Tang cudng thong tin, tuyén tmy'én nham nang cao nhan thirc ctia ddi ngii cén
b6, cong chirc, vién chirc va NDTC vé két “qua SIPAS 2020 va giai doan 2017 - ’7020
Hinh thic, ndi dung thong tin, tuyén truyen phal da dang, phu hop, hiéu qua doi voi
timg nhom ddi twong nhim dam bao tat ca cac d01 tuong thudc pham vi quan ly cua
nganh, linh vuc, dia phwong déu c6 thé dé dang tiép can, nim bat, sir dung thong tin.

- Xéy dung van hoa cong vu trong doi nga can bo, cong chire, vién chae theo
hudng lady NDTC lam trung tdm phuc vu, mang lai su hai long, niém tin cho NDTC.
Nghién ctru, d6i méi tur duy. phuong phap lam viéc, cung cap thong tin. cung tmg dich
vu cong cho NDTC dap img duoc nhu cau, mong doi ngay cang cao cua NDTC cung
nhu yéu cau hoi nhap cua dat nudc trong boi canh toan cau hoa. dic biét la yéu cau
thich (rmg cua xa hdi vai boi canh dai dich Covid 19.

- Nghién ciru noi dung, phwong thirc do luong sy hai long cia NDTC doi vi su
phuc vu cua co quan hanh chinh nha nude trén co s¢ dam bao phu hop, dap tng dugc
yéu cau cua CCHC cua Chinh phu trong giai doan t6i, bat kip véi xu thé, chuan muc,
céc chi so cua quoc té trong bm canh toan cau hoa, tir d6 dua ra cac khuyén nghi phu
hop. hiéu qua vé xay dung nén hanh chinh phuc vy, gitp nudée ta ngay cang hoi nhap
sdu, rong vai thé gioi.

- i voi cac tinh €0 Chi s0 SIPAS cuia hiu hét cac nam trong giai doan 2017 -
2020 ¢ mirc dudi 80%, can phai xem xét, ¢6 giai phap kién quyét dé khac phuc cac ton
tal, nang cao chat lugng cung tmg dich vu cong, phuc vu NDTC, nang cao sy hai long
cua NDTC trong thoi gian ti.

3. Pdi v6i co' quan thong tin, truyén thong

- Tang cuong thong tin, tuyén truyén vé két qua SIPAS 2020 va giai doan 2017
- 2020 v6i ndi dung, hinh thire thiét thye, pht hop véi NDTC nhidm nang cao nhin
thirc. hiéu biét vé quyén loi, trach nhigm va thiic day su tham gia ciia NDTC trong viée

giam sat va phan hoi v kién ve chat wong cung tmg dich vy cdng, phuc vu cia co co
quan HCNN dbi vai chinh quyén, co co quan HCNN, cong chirc.
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- Tang cuong dua tin vé nhitng viéc lam tot va chua tot cua cac bo, nganh, dia
phuong trong cai cach hanh chinh, cung img dich vu cong; vé gop v. phan anh, kién
nghi cia NDTC & gop phan cling véi cac bo, nganh, dia phuong xay dung mot nen
hanh chinh phuc vu theo yéu cau cua cong cude cai cach hanh chinh & nudc ta.

4. Poi véi Ban ThuO'ng truc Uy ban Trung wong Mat trin Té qubc Viét
Nam, Trung wong Hgi Cyu chién binh Viét Nam, Tong Cong ty Buu dién Viét Nam

a) Pbi véi Ban Thuong truc Uy ban Trung vong Mit trin T6 quoe Viét Nam,
Trung wong Hoi Cuu chién binh Viét Nam:

- Thong tin, pho bién két qua SIPAS 2020 va giai doan 2017 - 2020 t6i nguoi
dan thuoc moi thanh phan, & moi viing, mién trong ca nudc.

- Tuyén truyén, van dong nhan dan tich cyc tham gia glam sat va phan hoi y
kién vé chat lugng cung {mg dich vu cong, phuc vu NDTC cua cac co quan hanh chinh
nha nudc ¢ dia phuong.

- Rat kinh nghi¢m di vc'{i cac Uy ban Mit tran TO quéc Viét Nam va Ho1 Cuu
chién binh tinh thuc hién chua tot cong tac giam sat, phuc tra trong nam 2020.
b) Doi véi Tong Cong ty Buu dién Viét Nam:
Rut kinh nghi¢ém d6i véi Buu dién cac tinh vé nhimg ton tai, han ché trong qua
trinh trién khai SIPAS 2020, giai doan 2017 - 2020; lam 1o va c6 hinh thirc khen

thudng, xir ly phu hop vai nhirng don vi, ca nhian mac sai sot, khuyét diém trong qua
trinh thyc hién diéu tra XHH nam 2020./.









101

PHU LUC 1: CHI SO HAI LONG CUA 63 TINH NAM 2020

~ AN GIANG
Cic chi s6 phin anh nhn dinh, dénh gid ciia D |
Nhin dinh Nim 2017 | Nam 2018 | Nam 2019 | N:im 2020
_ Bophan TNHS,TKQcapxd | 39.66% | 39.82% | 37.44% | 68.80%
'-h(f" dpen G€p | Baphin TNHSTKQcip huyén | 43.07% | 46.61% | 46.92%
nhan ho so e e —
(’I;NHS) va tra Boplm'[NHS,’]KQcapunh 15.57% 11,09% 6.17%
ket qua (TKQ) Trung tm phuc vu hanh | 5 ¢o0. | 13 440, | 17,18%
giai quyet TTHC chinh cong cap tinh
Khac 0.21% 0.23% 0,00% 31.20%
Qua nguoi than, ban be 20.85% 36.88% 36.34% 24.90%
2 Hinh thirc tiép chﬁxlbé,oﬁlgmﬁcépxﬁ 5023% | 50,23% | 51.10% | 72.00%
can thong tin vé Qua loa phat thanh cap xa 3.74% 20,30%
co quan TNHS, | Qua phuong tién thong tin )
TKOQ gidi quyét &3 ehing 1471% | 1719% | 925% | 20.30%
TTHC Qua mang internet 5.97% | 8.60% | 551% | 8.70%
Khac 5.76% 1.81% 1.10% 2.80%
Qua nguoi than, ban be 3.84% 8.14% 18.28%
2u
Qua cng chictai noi ndp | 49 560, | 744305 | 69,82%
ho so, tra két qua o o o
Qua niém yet cong khai tai noi ’
3.Kénh théng tin nép h6 S0, t['akét (B,la 18.98% 21.72% 10.35%
ALt A ALt A
dé biet ve biet vé Qua Internet 2.13% | 5.66%
quy dinh TTHC s
Qua website Cong dich vu
2 X e 4.85%
cong quoc gia '
Qua website tinh/co quan 3.30%
Khac 0.00% 0.68% 0.44%
 lan 79.78% | 3032% | 2643% | 71.70%
s o : 2 1an 55.88% | 52,20%
4.S0 lan di lai dé X =
s, o ik T7% .829 78% 809
gidi quyét TTHC 3 la‘m 16.77% 8.82% 12.78% 22 .80%
4 lan 2.26% 8.37%
Khac 1.51% 2,71% 0.22% 2.30%
;f;’lidgﬁyw Co 235% | 158% | 220% | 3.30%
6.Cdng chure goi
y nop tién ngoai Co 0,64% 0.45% 0,22%
phi/l€ phi
Co giay hen 86.56%
7.Yiéc ¢ quan Khéng cp giay hen, do lay 7.93%
viét hen tra ket _ ket qua ngay
qui gidi quyét | KPonecogidy hen, hung 520
TTHC cong Cl?l‘IC hen miéng
Khong co giay hen, mac du tra 0.22%

két qua vao ngay sau do
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e e L CIANG
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC | ;
Nhin dinh Nam2017 | Nam 2018 | Nam2019 | Nam 2020
2 Biing hen 92.75% | 91.63% | 8656% | 87.50%
Viee co -
quan gii dlhlg SO'IP hen 2.77% 3.62% 2.64% 2.00%
hen tra két ' Tré hen 4.48% 4.75% 10.79% 10,40%
‘171;‘7‘ {22’{'"" quyer 6 thong bao vé viée ré hen 47.62% | 38.10% | 51.02% | 27.00%
' C6 xin 16i vi tré hen 19.05% | 14.29% | 55.10% | 13.90%
.Su phi hop Céng chire true tiép hudng dan 87.89%
o as . Niém yét trén giay tai tru so .
cua hinh thic Y gidy tat 87.22%
niém yét cong - BP?"C{TTH‘CC t"fh -
khai, huéng Niém yét t.rfen ?opg thong tin 81.72%
dan quy dinh _ {dle? tr \tmh —
TTHC Niém yet tren CoPg t}long tin 82 82%
dién t(r quoc gia ’
TNHS va TKQ tai o
10.Sur d6 phi BPMC/TTPVHCC tinh A% | STk
hop cua cac TNHS tai BPMC/TTPVHCC
hinh thirc tiep TKQ qua dich vu buu chinh ; WaRsie ||| $987
nhan ho so ; o ;
56%
(I'NHS) 93 14 TMJSva';Kqu:a;lz—'v;tgnt;cmm 86.56°
ket qua (TKQ) I'NHS quai i
gdi quydt BPMC/TTPVHCC finh Pp2%
TTHC TNHS qua intemet, ".!"KQ qua 92.08% | 81.94%
—— | dichvubuuchinh
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Niim 2019 | Niam 2020
1.M@ rong cac hinh thire thong tin 53,20% | 66,10% | 66,97% | 32,16%
2.Cai thién chat luong coso vt chat, iendai | g 3500 | 1e7604 | 19.46% | 20.70%
hoa trang thiét bi
J.T{m‘g cuong niém yet cong khai, minh bach tha 23.80% | 17.70% | 28.28% | 20.26%
tuc hanh chinh
. A A \ . -~ )
:u'l;légi I(iuomg nhan ho so va tra két qua duong 20.85% | 27.60% | 36.56%
S.Béy manh dich vu cong truc tuyén mure do 3.4 22.80% 11.51% 12,44% 17.18%
6.Tiép tuc don gian hoa thii tuc hanh chinh 77.70% | 54.80% | 52,71% | 57.49%
7 Rut ngén thoi gian gidi quyét thu tuc hanh chinh 44.90% | 46,70% | 47.96% | 59.91%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 10,90% | 21,96% | 14.06% | 18.28%
9.Cai thién thai do giao tiép clia cong chirc 7.50% | 832% | 295% | 9.91%
10.Cai thién tinh than phuc vu cua cong chire 6,10% 3.20% 4.08% 4 85%
11.Nang cao nang luc cua cong chirc 11,40% | 8,10% 7,48% 11,01%
12.B6 tri hinh thire tiép nhan GYPAKNdé dang, 661% | 7719% | a.85%
thuantién hon ’ . :
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 18,00% | 810% | 7.94% | 6,61%
14 Khac 0,30% 0,85% 0,68% 0,22%
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AN GIANG

Cic chi s6 phin dnh sy hai long ciia NDTC ,_

Hailong Nim 2017 | Niim 2018 | Naim 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay 89.79% | 92.75% | 92.08% | 87.89%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 85.83% 88.91% 93.89% 88.77%
3. Trang thiét bj phuc vu nguoi dan, to chirc day du 79.17% | 8145% | 91.18% | 89.65%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 80.63% | 86.35% | 89.59% | 88.77%
Tiép can dich vu noi chung 83.86% |  8737% | 91.69% | 88.77%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay |  89.58% | 89.77% | 89.37% | 8634%
6. Quy dinh TTHC dugc niém yét cong khai day
d, dé hiéu 87.71% | 88.49% | 90,05% | 8921%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh 90.00% 88.70% 92.53% 86.12%
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la ding quy dinh 88.96% | 88.70% | 91.40% | 86.56%
9. Thoi han giai quyét tha tuc hanh chinh la dang
quy dinh, 89.79% 89.98% 88.69% 83.70%
Thu tuc hanh chinh n6i chung 89.21% | 89.13% | 9041% 86.39%
11L. CONG CHUC
10, Cong chirc co thai do giao tiép lich su 90,00% |  92.96% | 92.53% | 86.78%
11. Cong chirc cham chii lang nghe cau hoi, v kién 87.92% | 9147% | 9027% | 85.68%
12. Cong chirc tra 161, giai thich cauhoi, ykienday di |  88.54% | 9083% | 9095% | 86.34%
13. Cong chirc huong ké khai ho so dé hiéu 88.54% | 9339% | 9253% | 88.33%
14. Cong chirc hudng dan ké khai hé so mot lan
la c6 the hoan thién ho so 94.03% | 90.95% |  86.12%
15. Cong chirc giai quyeét cong viée dung quy dinh 91.25% |  9254% | 9186% | 87.89%
16, Céng chuc tan tinh giup do 90.50% | 85,90%
Cong chirc noi chung 89.25% | 9254% | 9137% | 86.72%
IV. KET QUA
17. Keét qua phi hop véi quy dinh 9125% | 92.75% | 90.72% | 86.34%
18. Két qua co thong tin day du 90.63% |  93.60% | 91.86% | 87.44%
19. Két qua co thong tin chinh xac 89.79% |  93.60% | 92.08% | 87.89%
20. Két qua dam bao tinh cong bang 91,40% | 87.44%
Két qua noi chung 90.56% |  93.32% | 91.52% | 87.28%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 88.64% 89.66% 82.76% 70.97%
22. Dé dang thuc hién gop v, phan anh, kién nghi 84.66% | 84.48% | 82.76% | 64,52%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
y, phan anh, kién nghi 84.66% | 82.76% | 8621%| 6129%
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi 82.95% | 84.48% | 7931% | 58.06%
Tiép nhan, xir Iy GYPAKN néi chung 85,23% | 8534% | 82,76% | 63,71%
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BA RIA - VUNG TAU

Nim 2020

Nhén dinh N:im2017 | Nim2018 | Niim 2019
% 5 pha ip XA 4342% | 36.88% | 36.55° 73.30%
[ Coquan bty Bo phan TNHS,"I'KQ cap xa ) o 55% o
nhan hd so Bophin TNHS,TKQcip huyén | 3531% | 37.92% | 43.07%
(TNHS) va tra Bg phan TNHS, TKQ cép tinh 17.76% | 1438% | 10.92%
két qua (TKQ) = : :
gidi quyét Trung ‘32’652‘-‘02&:3"}‘ chinh | ¢ g006 | 11.04% | 9.66%
TTHE Khac 0.66% 0.00% 021% | 22.70%
Qua nguoi than, ban be 2149% | 2292% | 12.61% 12,20%
2 Hinh thue Qua can bd, cong chire cap xa 59.17% | 39.17% | 63.03% | 68.90%
tiep can thong ; z = 3579
i 5 909
i & 6o dusn Qu;l loa phzft‘than}} cmp_xad . 3.57% 14.90%
TNHS, TKQ | Quaphuongtiénthongtindai | 64100 | 10219% | 1020% | 14.90%
giai quyét chung
TTHC Qua mang internet 15.79% 7.08% 10.50% 5.60%
Khac 0.66% 0,63% 0.42% 1.70%
Qua nguoi than, ban be 5.04% 5.21% 10.29%
Qua cong chuc tai noi nop ho 73.25% 76.46% 67.23%
s0, tra ket qua iR { il
3Kénhthong | Quanmemydtcongkhaitaingl |\ cgo0 | 650 | 1230%
tin dé biét vé ndp ho so, tra ket qua
b]ét Vé quy Qua Internet 11.18% 1.88%
dinh TTHC Qua website Cong dich vu 5.67%
cdng quoc gia p ki
Qua website tinh/co quan 4.62%
Khac 0.00% 0.00% 0.00%
I 1an 77.14% | 18,13% | 12.61% | 69,70%
4.5 14n di lai 2 lan 61.67% | 76.05%
dé giai quyét 3 lan 17.80% | 1521% | 1008% | 19.10%
TTHC 41an 5.00% | 1.26%
Khac 1.98% 0,00% 0.00% 3.90%
5.Congchirc gy : <
R 3.53° 219 429 009
bién e sichri Co 53% 0.21% 0.42% 2.00%
6.Cong churc
201 v ndp tién Co 1.32% | 000% | 0.00%
ngoai phi/l€ phi
Co giay hen 88.24%
7.Viée co quan Khong co giay hen, do lay ket 7.98%
viét hen tra két T ‘Ea:gayh .
qua giai quyet ong co glay fien, niumg cong 2.94%
TTHC chire hen mi¢ng .
Khong c6 giay hen, mac du tra ket =

qua vao ngay sau do
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BA RIA - VUNG TAU

Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC _

Nam 2018

Nam 2019

Nam 2020

Nhan dinh Nam 2017
8 Via Dung hen 91.85% 93.54% 97.25% 84.40%
Viéc co , :
quan giir 'dl'mg SOI’I] hen 1.76% 0,63% 1.27% 4.90%
hen tra két qua Tré hen 6.39% 5.83% 1.48% 10.80%
giai q(‘:’YB‘ C6 thong bao vé vige ré hen 38,71% | 50,00% | 2857% | 38.60%
Co xin I6i vi tré hen 2581% | 35.71% | 50.00% | 18.20%
- . - A . X —0/0
9.Sir phi hop Cﬁr'lg chui ltruc u'e:p l:u.ot?f :;n 86.35°
ctia hinh thirc Ve Y, SRIL Sy T P 82,56%
niém yét cong — BP?"ICCITPECC t"_’h -
khai, hung Niém yetdt.rfen ?opni thong tin 77.52%
dan quy dinh m— 0
TTHC Niém yet trén Cong thong tin 77.10%
dién tr quoc gia ’
TNHS va TKQ tai o .
10.Sur dd phis BPMC/TTPVHCC tinh 06-0% || BeaaA
hop cua cdc ™ TNHS 131 BPMC/TTPVHCC
3 i al - ] 0 5079
h;l"Ah 'l]:?c ucp TKQ qua dich vu buu chinh 19.66% | 8592%
nhén ho so 7 : > 090
(TNHS) va tré TNHSva'IKquad;dwubuu_dmm 85.92%
ket qua (TKQ) PAERS qogmanet, Tk 77.73%
giai quyet BPMC/TTPVHCC tinh
TTHC TNHS qua internet, TKQ qua 4 570/
- N dah Vubu‘u chinh o 6.83% 78.57%
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nim 2017 | Nam 2018 | Niim 2019 | Niam 2020
1. M@ rong cac hinh thire thong tin 58,70% | 72,59% | 58,13% | 44,12%
F, .~ o, - A A . A A 2 . ,; .
2.Cai thign chat luong co so vat chat, hien dai | »g yo0r | 30480 | 21.46% | 15.76%
hoa trang thiét bi
;Su'(l:'ixﬁ }::Léz?fhmem yet cong khai, minh bach tha 2370% | 21.27% | 31.04% | 19.12%
. - A . o A '
giigigérc]uong nhan ho so va tra két qua duong 2039% | 25.63% | 41.18%
5. Pay manh dich vi cong tnre tuyén mite 4o 3, 4 2420% | 17.54% | 7.92% | 19,96%
6.Tiép tuc don gian hoa thu tuc hanh chinh 81,40% | 57.46% | 51,04% | 50,84%
7 Rut ngén thoi gian gidi quyét th tuc hanh chinh 4790% | 46,05% | 5021% | 57,14%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 13,00% | 10,53% | 11.,67% | 10,29%
9.Cai thién thai do giao tiép ctia cong chirc 880% | 329% | 688% | 3,15%
10.Cai thién tinh thin phuc vu cua cong chirc 5.90% 3,07% 5.83% 4 83%
11.Nang cao nang luc cua cong chuc 11,00% | 6,58% 9,58% 10,92%
2 A ’ ) B . A -~ x .
|...IA30.tr1 hinh thirc tiép nhan GYPAKNdé dang, 3.07% 8.33% 9.66%
thuédntién hon
l3.Tiép nhén, giai GYPAKN kip thoi. tich cuc 14.20% 6,36% 11,25% | 11,13%
14 Khac 3,20% 0,22% 0,42% 1,89%
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BA RIA - VONG TAU

Ciic chi sé phiin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niim 2020
L TIEP CAN DICH VU
1. Tru s& co quan uep nhan ho so, tra ket qua cd
bién hiéu, huéng dan rd rang, dé thay 83.37% | 87.72% | 86.46% | 86,55%
2. Tru s& co quan tiép nhin hé so, tra két qua
gon gang, sach sé 76.53% 85.75% 87.29% 86.34%
3. Trang thiét bi phuc vu nguoi dan, td chic day di | 68,70% |  80,70% | 86,04% | 86,34%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat
dong tot, dé sir dung 68.95% 83.99% 80.83% 84.66%
Tiép cin dich vu n6i chung 7439% | 84.54% | 85.16% | 85.98%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay |  78,48% | 84.87% | 81,46% | 84,87%
6. Quy dinh TTHC duoc niém yet cong khai day
du, dé hiéu 70,90% | 83.77% | 81.88% | 8130%
7. Thanh phan ho so dugc yéu cau ndp la ding quy
dinh 73.11% 83.99% 80,00% 82.56%
8. Mirc phi/lé phi duoc yéu cau ndp yéu cau nop
la dung quy dinh T1,15% | 82,02% | 7729% | 80,67%
9. Thoi han giai quyét thti tuc hanh chinh la dung
quy dinh, 66,75% | 80.22% | 77.50% | 81.89%
Thu tuc hanh chinh néi chung 72,08% | 8297% | 79.63% | 82.26%
11L. CONG CHUC
10. Cong chirc c6 thai do giao tiep lich su 78,24% | 8684% | 87.92% | 8571%
11.Cong chirc cham chii lang nghe cau héi, y kién 71.64% | 85.96% | 85.00% | 84.63%
12. Cong chirc tra 101, giai thich cau hoi, y kienday du | 72.86% | 86.40% | 85.83% | 84.42%
13. Cong chirc hudng ké khai ho so dé hiéu 7335% | 8640% | 83.96% | 80.88%
14. Cong chuc huong dan ké khai ho so mét lan
la co thé hoan thién hd so 86,18% | 81.25% | 80,00%
15. Cong chirc giai quyet cong viéc ding quy dinh 75,06% 85.96% 84.38% 82,14%
16. Cong chure tan tinh giup do 84,58% | 85,50%
Cong chire n6i chung 7423% | 8629% | 84.70% | 8333%
IV. KET QUA
17. Két qua phu hop voi quy dinh 75.06% | 85.53% | 80.63% | 83.58%
18. Ket qua co thong tin day du 7482% | 8640% | 82.08% | 8291%
19. Két qua co thong tin chinh xac 75.55% | 87.06% | 7979% | 84.36%
20. Két qua dam bao tinh céng bang 78.96% | 84.57%
Két qua néi chung 75.14% 86.33% 80.36% 83.85%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan ¢6 bo tri hinh thire tiép nhan gop v,
phan anh, kién nghi 71.26% 71,08% 88.89% 86.67%
22. Dé dang thuc hién gop y, phan anh, kién nghi 62.17% | 8025% | 8730%| 8525%
23. Co quan ticp nhan va xu ly tich cuc cac gop
y, phan anh, kién nghi 62,76% | 71.60% | 88.89% | 8333%
24 Co quan co thong, bao kip thoi két qua xir ly
cac v kién gop v, phan anh, kién nghi 60.41% |  74.07% | 90.48% | 83.33%
Tlep nhén, xir ly GYPAKN néi chung 64,15% 74.25% | 88.89% | 84.64%
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. BACLIEU
Cic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC | |
Nhin dinh Niim 2017 | Nim 2018 | Niim 2019 | Niim 2020
T B6 phin TNHS, TKQ cép xi 4220% | 4551% | 46,09% | 81,60%
nhén hd so Bophin TNHSTKQcp huyén | 30,77% | 38,20% | 34.88%
(TNHS) va tra Bo phan TNHS. TKQ cép tinh 23,49% | 14.82% | 825%
két qua (TKQ) : - -
gidi quydt Trung ‘a?ég';"‘c%;‘t‘izﬁnh chinh | 59106 | 0.60% | 1649%
TG Khac 0,62% | 042% | 1,06% | 18,40%
Qua ngudi thin, ban bé 20,37% | 29,23% | 22.41% | 11,30%
2.Hinh thue Qua can bd, cong chitc cap xa 55,74% | 55.74% | 68,08% | 79.20%
tiep can thong , T 5 F
tin v& cif quan Qua loa phat thanh cap xa 1,06% 8,60%
TNHS, TKQ | Quaphwongtién thongtindai | 15 400, | 17750, | 9,09% | 8.60%
giai qﬁyét chung ' : E ,
TTHC Qua mang internet 5.61% 3.55% 3.81% 1,30%
Khac 894% | 188% | 063% | 0,90%
Qua nguoi than, ban beé 3.97% 7.10% 7.19%
Qua cong chirc tai noi ndp ho . . e
o0, tri k&, qui 76,83% | 81,00% | 73,57%
3.Kénh thong | Quaniém yetcongkhaitainoindp | ¢ hgar | 17,129 | 18.82%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 3.97% 2.92%
dinh TTHC Qua website Cg:)ng dich vu 2 549
cOng quoc gia S
Qua website tinh/co quan 4.44%
Khac 0,00% | 021% | 0,63%
| 1an 81,63% | 26,51% | 23,26% | 80,30%
4 S6 14n di lai 2 lan 58,46% | 55,18%
dé giai quyét 3 lan 17,12% | 11,90% | 12,47% | 16,80%
TTHC 4 14n 251% | 7.82%
Khac 063% | 063% | 127% | 0,90%
;f;’fnd;mdﬁ{m Co 125% | 084% | 190% | 020%
6.Cong chuc
201 y nop tién Co 0,42% 0,42% 0,21%
ngoai phi/l¢ phi
Ca gidy hen 84,78%
7.Viéc co quan Khong co giﬁ-y hen, do lay két 9.51%
viét hen tra két Khone & q4a ;:gay B =
qua giai quyet Ong co gidy hien, NAung cong 5,50%
TTHC chirc hen miéng
Khéng co giay hen, mac du tra ket 0.21%

qua vao ngay sau do
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A . .. A
Cic chi s6 phin dnh nhén dinh, ddnh gid ciia NDTC _.
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vi Duang hen 95,63% | 94,57% | 93,87% | 92,70%
Viéc co
g Som hen 167% | 209% | 1.69% | 2,00%
hen tra két qua Tré hen 271% | 334% | 444% | 530%
%‘;'H‘gye‘ Co thong bdo vé viée iré hen 38,46% | 68,75% | 38,10% | 54,20%
C6 xin 16i vi tré hen 7,69% | 37,50% | 42,86% | 12,00%
§ ; iep huong da 4,32%
T o o TR s
cua hinh thirc R 84 99%
niém yet cong - BPL“C{ TTHACC t"_’h .
khai, huéng Niém yet t_rfan Copg théng tin 35.41%
dan quy dinh ___diénw tinh : ‘
TTHC Niém yét trén Cong thong tin 35.41%
dién tir qudc gia s
TNHS va TKQ tai
10.Sur d phu BPMC/TTPVHCC tinh TARIE | 805K
hgp cua cac TNHS tai BPMC/TTPVHCC
\ . . A $ g y ’ 0 0
hinh thifc iep | TKQ qua dich vu buu ehin |
nhén ho so , = 5
(TNHS) va tré mng%dmrkgm 90,91%
két qua (TK INHS qua intemet, ¢ 530,
" éiqquy%t @ BPMC/TTPVHCC finh 87,53%
TTHC TNHS qua intemet, TKQ qua % S
S B dich vubuu chin»h‘ sl 86,64% | 89,01%
Cic chi so phan anh mong dgi ciia NDTC
Mong digi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M@ rng cac hinh thirc thong tin 5290% | 67,98% | 67,85% | 28,12%
" T v A % - . A A 1t A . .
2.Cai th.u;:n (;hat lugng co so vat chat; hién dai hoa 20.40% | 35.14% | 33.82% | 22.83%
trang thiét bi
3.Tng, cuong niém yet cong khai, minh bach tha 24.80% | 31.60% | 33.61% | 19.66%
tuc hanh chinh
y - - ' + A A
g.t;l;ég;géﬁuong nhan ho so va tra két qua duong 33.47% | 26.10% | 50.53%
S.Dﬁy manh dich vu cong tnrc tuyén mircdo 3.4 25.20% 3.95% 17.95% | 21,99%
6.Tiép tuc don gian hoa thu tuc hanh chinh 79.20% | 45,11% | 38,00% | 55.39%
7 Ritt ngén thoi gian giai quyét thi tuc hanh chinh 50,40% | 42,00% | 38,00% | 50,53%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 22.80% | 13,51% | 7,72% | 17,55%
9.Cai thién thai do giao tiép cua cong chirc 10,20% | 0.83% | 438% | 3.81%
10.Cai thién tinh théan phuc vu ctia cong chirc 7,50% 1,25% 6,26% 6,98%
11.Nang cao nang luc cua cong chirc 8,60% 6,86% 8,14% 8.67%
lQ.]?o_tfl hinh thuc tiép nhan GYPAKNde dang, 6.44% $.14% 8.25%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 21.20% | 1143% | 939% | 5,50%
14 Khac 1,10% 0,42% 0,63% 0,63%
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_ . BACLIEU
Cic chi s6 phin dnh sy hai long cua NDTC ‘
Hailong Nim 2017 | Niim 2018 | Nam 2019 | Niim 2020
L TIEP CAN DICH VU ‘ '
1. Tru 56 co quan ticp nhan ho s, tra ket qua €0 | gg o409, | g8 0go% | 88,94% | 86,05%
bién hiéu, hudng dan ré rang, dé thay
A « K ~ A 2 A .

;I]T;ug;ghc; quan tiép nhan ho so, tra két qua gon 87.61% | 87.94% | 8727% | 87.95%
3. Trang thiét bi phuc vu nguoi dan, t6 chire day du 84.73% | 82,95% | 83,72% | 86,26%
4. Trang thict bi phuc vu ngudi dan, t6 chic hoat | g7 ¢ 0. | 85249 | 82.88% | 85.84%
dox}g tot, de str dung
Tiép can dich vu noi chung 87,22% | 86,28% | 85,70% | 86,52%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yet cong khai dé thay 90,49% | 91,06% | 83,30% | 86,89%

. .- A - . A "
gé(glue{; dinh TTHC dugc niém yét cong khai day du, 90.71% | 90.44% | 84.13% | 86.26%
7. Thanh phén ho so duoc yéu caungp la dung quy dinh | 92,26% | 91,48% | 8539% | 87,74%
8.' Mire phl{le phi duoc yéu cau ndp yéu cau nop la 0049% | 89.60% | 84.13% | 86.62%
dung quy dinh )
3Q;g$11han giai quyét thu tuc hanh chinh la dung 90.49% | 90.23% | 83.72% | 86.89%
Thu tuc hanh chinh néi chung 90.89% | 90,56% | 84.13% | 86.88%
I1l. CONG CHUC
10. Cong chirc c6 thai dg giao tiép lich su i 90,04% | 89.60% | 88.10% | 86.47%
11, Cong chirc cham chi lang nghe cau hoi, v kién 90,71% | 88,15% | 84.13% | 84,78%
12. Cong chire tra 101, giai thich cau hoi, v kien day du 88,50% | 90,23% | 87.68% | 85,84%
13. Cong chirc hudng ké khai ho so dé l}iéu 91,15% | 91,48% | 85.80% | 86,05%
lt’t. Cxong‘chu&huoing dan ké khai hd so mot lan la 01.48% | 85.18% | 84.99%
¢d the hoan thién ho so
15. Cong chire giai quyét cong viee dung quy dinh 90,71% | 89.60% | 84.76% | 85,84%
16. Cong chirc tan tinh giup d& 8497% | 84,78%
Cong chire néi chung 90.22% | 90.09% | 85.80% | 85.53%
IV. KET QUA
17. Két qua phu hop véi quy dinh 90,71% | 92,50% | 87.27% | 89,01%
18. Két qua co thong tin day du 03,58% | 93,13% | 85,80% | 90,06%
19. Két qua c6 thong tin chinh xac 93,14% | 92,71% | 85.80% | 90,49%
20. Két qua dam bao tinh cong bang 84,13% | 90,06%
Két qua néi chung 92.48% | 92,78% | 85,75% | 89,90%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
5 > % 2 t-1.% v T X ~ y r
..l.” Cg quan ¢co bg tri hinh thue tiép nhan gop vy, 87.03% | 80.56% | 72.22% | 70.83%
phan anh, kién nghi ’
22. DE dang thuc hién gop ¥, phan anh, kién nghi 8829% | 86,11% | 55.56% | 75,00%
23.' Cq quar}‘nep nhan va xur ly tich cuc cac gop vy, 87.03% | 86.11% | 55.56% | 66.67%
phan anh, kién nghi
) ’ A ’ . y o A v s v -
24,Co quan co thong bao dp thon ket qua xu y 09 | e | 86,1196 | 55.56% | 6aseme
y kién gop v, phan anh, kién nghi
Tiép nhin, xir Iy GYPAKN néi chung 87,27% | 84,72% | 59,72% | 68,75%
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BAC GIANG
chi s phin dnh nhin dinh, dinh gid cia NDTC
Nhén dinh Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
‘ Bophan TNHS,TKQcapxa | 4292% | 4333% | 4021% | 73.20%
‘~h(f° et tiep Bophan TNHS.TKQcip huyén | 38.33% | 40.00% | 4042%
nhan ho so -
; s & | BOphan TNHSTKQcip tinh | 11.67% | 18,13% | 5.83%
(TNHS) va tra két s
qua (TKQ) giai Trung tam phuc vuhanh 116 400 | 60406 | 19.17%
quyét TTHC chinh cong cap tinh
Khac 0.21% 0.21% 0.83% 26.80%
Qua nguoi than, ban be 1542% | 17.711% | 17.71% 18,10%
2 Hinh thirc tiép Quacinb,congchiiccipxd | 61.25% | 61.25% | 62.71% | 71.70%
can thong tin veé Qua loa phat thanh cap x3 3.13% | 30,20%
co quan TNHS, Qua phuong tién thong tin .
TKQ giai quyét dai ching 23.13% 23.33% 14.79% 30.20%
TTHC Qua mang internet 5.42% | 5.42% | 1271% | 4.80%
Khac 1.46% 0.83% 2.29% 1.00%
Qua nguoi than, ban bé 1.88% 3.54% 8.77%
Qua cong chictainainép | ¢, se00 | 63,13% | 68.48%
ho so, tra két qua
Qua niém yet cong khai tai noi :
dé biét ve bict ve Qua Internet 5.00% 4.79%
quy dinh TTHC —— -
Qua website Cong dich vu 3.13%
cdng quoc gia s
Qua website tinh/co quan 11.27%
Khac 0.63% 0.63% 0.84%
I lan 84.17% | 3125% | 2636% | 89.50%
. , 2 lan 56.04% | 6527%
4.S0 lan di lai de TE = "
S ; 4 339 1Y S50%
gii quyét TTHC 3 Ia\m 11.04% 8.33% 7.11% 7.50%
4 lan 417% | 0.63%
Khac 2.71% 0.21% 0.63% 1.00%
~ ’ ~ . A
féﬁdm‘;’gj%ma' Co 1.25% | 1.04% | 0.00% | 040%
6.Cong chure goi y
nop tién ngoai Co 1.25% 0.21% 0.00%
phi/I€ phi
Co gidy hen 84.,13%
7.Viée co quan Khéngkcfh gia:\f hen, do lay 13.57%
viét hen tra két _SPqUA nEAY
qua gidi quyet Khang c6 gidy hen, nhung 2.09%
TTHC cong chire hen miéng
Khéng co giay hen, mac du tra 0.21%

két qua vao ngay sau do
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R ____BACGIANG
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhén dinh Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
Dung hen 96.88% 96.88% 93.96% 93.10%
8.Viéc co quan Som hen 0.83% | 104% | 5.63% | 3.60%
gt Cmp oo, Tré hen 229% | 2.08% | 042% | 3.40%
tra két qua giai _ -
quyét TTHC Co thong bao ve vige tre hen 9.09% 40,00% 0.00% 13.90%
C xin 16i vi tré hen 18,18% | 18.18% | 0.00% | 21.40%
Cong chire truc tiép hudng dan 93.23%
9.8y phu hop Niém yeét trén giay tai tru so e
cua hinh thire BPMC/TTHCC tinh U
niém yet eéng | Niém yét trén Cong thong tin "
khai, hudng dan dién tir tinh 93,33%
quy dinh TTHC | Niém yét trén Cong thong tin "
o LT 92.92%
dién tir quoc gia
TNHS va TKQ tai R
19 512 40 ol BPMC/TTPVHCC tinh 2L | AT
hop cua cac TNHS tai BPMC/TTPVHCC
hinh thuc tiép TKQ qua dich vu buu chinh ’ T | S
nhén hé so ; " :
L 1 86.01¢
(TNHS) va trd 'l'\lHSvaTKQc_[uad1d1wbw_c}nnh 01%
két qua (TKQ) IS ey, TRO w 93.51%
giai quyét BPM.C{]TPVHCC tinh
TTHC TNHS qua internet, TKQ qua < 930 3
E— ) dichisn i chinh» | o 85.83% 92.90%
Cic chi 50 phan dnh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Niam 2020
1 M@ rong cac hinh thirc thong tin 63.80% 60.33% 71.25% 44 26%
q g .- A A . A s - A . -
2 Cai th.lg;n (fhat luong co so vat chat; hién dai hoa 31.00% | 29.85% | 24.58% | 27.77%
trang thiét bi
3.TZu?g cuong niém yet cong khai, minh bach tha 2120% | 21.92% | 3021% 19.83%
tuc hanh chinh
\ - - A “ A \
4.Téng«cuong nhan ho so va tra két qua duong 41.54% | 43.03% | 44.05%
buu dién
5 Pay manh dich vu cong tnre tuyén mirc d6 3, 4 2830% | 7.52% 521% | 19.83%
6.Tiép tuc don gian hoa tha tuc hanh chinh 82.10% | 51.57% | 46,04% | 47.81%
7 Riit ngdn thoi gian giai quyét thu tuc hanh chinh 40.80% | 40,50% | 38.33% | 52.61%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 720% | 12.11% | 11,04% | 1336%
9.Cai thién thai do giao tiép cla cong chirc 460% | 334% | 625% | 271%
10.Cai thién tinh than phuc vu ciia cong chire 460% | 271% | 625% | 2.92%
11.Nang cao nang luc cua cong chirc 9.60% 8.98% 7.50% 9.39%
) A - 4 . . A - x ‘
l...?o_tp hinh thire tiép nhan GYPAKNde dang, 5.43% 5.00% 6.89%
thuantién hon
13 Tiép nhan, giai GYPAKN kip thdi, tich cuc 560% | 12.11% | 35.63% 7.10%
14 Khac 0.10% 0,63% 0,63% 0,00%




112

BAC GIANG
Ciic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020

L TIEP CAN DICH VU

I. Tru s& co quan ~tiép nhan hQ S0, tra két qua co 7 7 94.13%
bién hiéu, hudng dan rd rang, dé thay 9438% | 87.29% | 9292% ’

2. Tru s& co quan tiép nhan ho so, tra két qua gon 93.08%
gang, sach sé 94.38% | B417% | 9417% | "

3. Trang thiét bi phuc vu nguoi dan, to chirc day du 9021% |  79.79% | 92,50% | 93.63%
4. Trang thiét bi phuc vu ngudi din, to chirc hoat _
dong tot, dé sir dung 95,00% 82.29% 92,50% | 77770
Tiép cin dich vu n6i chung 93.49% | 8339% | 93.02%| 93.22%
1. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay 96,04% | 88,96% | 90.83% | 93.08%
6. Quy dinh TTHC dugc niém yeét cong khai day 93 41%
du, dé hiéu 95.21% 89.38% 91.88% ’

7. Thanh phan ho sor dugc yéu cau ndp la ding quy dinh 97.08% | 88.13% | 9333% | 93.23%
8. Mirc phi/Ié phi dugc yéu cau ndp yéu cau ndp la 92.14%
dung quy dinh 95.83% 85.83% 91.25% ?

9. Thai han giai quyét tha tuc hanh chinh la ding 92 77%%
quy dinh, 93,96% 84.38% 91,04% =
Thu tye hanh chinh néi chung 95.62% | 87.33% | 91,67% | 92.93%
IIL. CONG CHUC

10. Cong chirc co thai do giao tiep lich sy 93.54% | 84.38% | 9354% | 91,66%
11. Cong chirc cham chi l{'mg nghe cau hoi, y kién 94.79% 84.17% 92.92% | 91.41%
12. Cong chirc tr 101, giai thich cau hoi, y kién day du 95.21% | 8521% | 92.92% | 90.41%
13. Cong chirc hudng ké khai ho so dé hiéu 95.00% | 88.75% | 93.33% | 91.03%
14. Cong chirc hudng dan ké khai ho so mot lan la ] 653 459
¢O thé hoan thién ho so 88.75% 91.88% “

15. Cong chirc giai quyeét cong viée ding quy dinh 96.25% | 86.25% | 93.75% | 92.49%
16. Cong chire tan tinh giap do 91.67% | 90.83%
Céng chire ndi chung 94.96% 86,25% 9286% | 91.47%
IV. KET QUA

17. Két qua phu hop véi quy dinh 96.25% | 88.354% | 9146% | 97.30%
18, Két qua co thong tin day du 96.67% | 88.33% | 92.71% | 9844%
19, Két qua co thong tin chinh xac 96.25% | 89.38% | 92.71% | 9822%
20. Két qua dam bao tinh cong bang 0146% | 98.12%
Két qua néi chung 96.39% | 88.75% | 92.08% | 98.02%
V. TIEP NHAN, XU LY Y KIEN GYPAKN

21. Co quan ¢ bo tri hinh thirc tiép nhan gop v, | 87 78%
phan anh, kién nghi 84.16% 60.00% 66.67% p A
22. Dé dang thuc hién gdp v. phan anh, kién nghi 86.00% | 61.76% | 77.78% | 87.78%
23. Co quan tiép nhan va xur ly tich cuc cic gop y, ) 87 78%
phan anh, kién nghi 83.50% 70,59% 72,22% d
24.Co quan co thong bao kip thoi ket qua xu ly 97 78%
céc v kién gop v, phan anh, kién nghi 83.00% | 67.65% | 75.00% i
Tiép nhin, xir Iy GYPAKN néi chung 84.17% | 63.00% | 7292% | 87.78%
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Cic chi s6 phin d4nh nhin dinh, dinh gii cia NDTC
Nhin dinh Niim 2017 | Nim2018 | Niim 2019 | Niim 2020
i - R B RS 0 oL 0 o/
1. o quantip Bo phan TNHS,'IKQ capxa 4990% | 47.92% | 46,93% | 63,94%
nhan hé so Bophin TNHS.TKQcap huyén | 38,00% | 32.08% | 39.04%
(TNHS) va tra B phén TNHS, TKQcép tinh 17,75% | 18.75% | 8.77%
ket qua (TKQ) Y : :
gidi quydt Trung ta?ésgyl% ;l:i:ls:nh chinh 3.13% 6.04% 7.89%
FIHG Khac 084% | 0,00% | 0.22% | 36,06%
Qua nguoi than, ban be 23.80% | 21.46% | 16,45% | 22,38%
2 Hinh thirc tip Quacinbd, congchiiccapxa | 60,63% | 60,63% | 74.78% | 78.24%
can thong tin vé Qua loa phat thanh cap xa 2.85% | 13,18%
co quan TNHS, ién théne ti i
TKO gidi quydt | o PonERen one AN 13 57g | 2042% | 1031% | 13,18%
TTHC Qua mang internet 6,89% | 3.33% | 439% | 3.56%
Khac 271% | 125% | 1.10% | 0.84%
Qua ngudi than, ban bé 564% | 5.00% | 8.11%
Qua cong chuc tai nOLnOP RO | 7 750, | g7 049 | 79,39%
s0, tra ket qua
3Kénhthong | Quaniemyeonghal @noindp | 59 3304 | 17,509 | 15,13%
tin dé biét vé @80, 1R 1 qua
biét vé quy dinh Qua Internet 543% | 2,92%
TTHC Qua WCE)Slte (,‘ong.dlch vu 1.97%
cong quoc gia
Qua website tinh/co quan 2.85%
Khéc 1.04% | 042% | 044%
| 1an 77,04% | 34,17% | 28,51% | 74.84%
4:56 léll di lal 2 ]%ﬂ 42.29% 59,21%
dé giai quyét 3 lan 17,75% | 13,13% | 8,11% | 20,13%
I'THC 41an 8,33% | 3,07%
Khac 3.55% | 2.08% | 1,10% | 3.77%
SCéngchirc giy A 4 " - "
i b sichohid Co 271% | 125% | 044% | 1.46%
6.Cong chire goi
¥ ndp tién ngoai Co 1,25% | 021% | 0,00%
phi/l€ phi
Co gidy hen 68,86%
7.Vige o quan Khong co glay hen, do lay két 17.76%
viéet hen tra lgét Khono o s }I:gav =
qua gidi quyet b 11,84%
TTHC chire hen miéng :
Khong co giay hen, mac du tra ket | 54%

qua vao ngay sau do
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BAC KAN

Cic chi s phin dnh nhén dinh, ddnh gid cia NDTC

Nam 2019 | Nam 2020

Nhin dinh Nam 2017 | Nam 2018
8 Vi Dung hen 93,53% | 94,79% | 94,08% | 90,57%
Viéc co ,
quan gilt 'dl'mg SmP hen 0,63% 1,04% 2,85% 0,21%
hen tra ket qua Tré hen 5,85% 4.17% 3.07% 9,22%
%‘fr“HqC“Ye‘ Co thong bdo vé viée tré hen 3571% | 20,00% | 42.86% | 23,91%
C6 xin 16i vi ré hen 1429% | 0,00% | 42,86% | 227%
- v & . A . = 9 0/
o o L T
cua hinh thire ’ Al 88.38%
niém yét cong — BPLWC(IT}{CC t“fh -
khai, huéng Niém yét trén Cong thong tin 85.00%
dinquydinh | diéntrtinh ‘
TTHC Niém yet trén Cong thong tin 33 559
dién tir quoc gia s e
TNHS va TKQ tai
10.Su d6 phu BBV TAPVECE il i i
hop cua cac ™ TNHS 13 BPMC/TTPVHCC
. P . A » 3 0 0
h;:[h t:;}‘c ucp TKQ qua dich vu buu chinh S8;1%:| - AL01¥
nhén ho so z : >
S79
('IA'NHS) - TNHS va ';Kquadd\Tv;t&u:;:lmﬂ) 90,57%
ket qua (TK INHS qua intemet, : 0
i e - BPMC/TTPVHCC finh Bal%
TTHC TNHS qua intemet, TKQ qua 82.92% | 77.63%
e—— ___dichvubuu chmh‘ —
Cic chi s0 phan anh mong dgi cua NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢@ rong cac hinh thirc thong tin 58,79% | 66,60% | 72,50% | 38,60%
2.Cai thi¢n chat lugng co s vét chat; hién dai swo0% | 26:93% | 27719 | 21:05%
hoa trang thiét bi ' T : T
Su;;r?:‘%, ;zz?fhnlenl yét cong khai, minh bach thu 26.15% | 23.80% | 26.88% | 16.45%
g.uTuégigéﬁuong nhan ho so va tra két qua duong 32.36% | 31.88% | 37.50%
5.Pay manh dich vu cong trye tuyén mirc do 3, 4 25.10% | 11,69% | 11,67% | 20,39%
6.Tiép tuc don gian hoa thu tuc hanh chinh 67,36% | 44,05% | 46,.88% | 50,22%
7 Rit ngan thoi gian gidi quyét thi uc hanh chinh 42,89% | 3946% | 37.71% | 52.63%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 732% | 877% | 10,00% | 15,35%
9.Cai thién thai do giao tiép ciia cong chire 544% | 522% | 3.54% | 2.85%
10.Cai thién tinh than phuc vu cua cong chirc 5,65% 4.80% 3.33% 3.29%
11.Nang cao nang luc cua cong chirc 11,30% | 11,27% | 10,00% | 11,40%
A ’ . » .. N T 41X \
12.{30}{1 hinh thirc tiép nhan GYPAKNde dang, 13.99% | 625% | 1031%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 24.48% | 10,44% | 11,67% | 18,86%
14 Khac 0,84% 0,63% 0,00% 0,44%
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BAC KAN

Cic chi s6 phin dnh sy hai long ciia NDTC | _

Hailong Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
L. TIEP CAN DICH VU
1. Tru s& co quan tiép nhan ho so, tra két qua co | 82,.85% | 83,30% | 88,96% | 90,79%
bién hiéu, huéng dan rd rang, dé thay
2. Tru s co quan tiép nhan ho so, tra két qua gon | 78.87% | 80,38% | 88,75% | 90,57%
gang, sach sé
3. Trang thiét bi phuc vu nguoi din, to chirc day di | 58,49% | 62.21% | 85,63% | 90.13%
4. Trang thiét bi phuc vu ngudi dan, to chuc hoat | 66,95% | 71,61% | 85,42% | 88,38%
dong tot, dé sir dung
Tiép cin dich vy néi chung 71,79% | 7437% | 87,19% | 89,97%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 86,37% | 85,59% | 86,67% [ 89.91%
6. Quy dinh TTHC dugc niém yeét cong khai day | 85,98% | 86,85% | 86,88% | 89,69%
dir, dé hiéu
7. Thanh phan ho so duoe yéu cdu ndpladingquy dinh [ 90,17% | 90.40% | 91.25% | 92.32%
8. Mirc phi/l€ phi duoc yéu cau ndp yéu cau nop la | 89,54% | 88,94% | 89,38% |92,11%
dung quy dinh
9. Thaoi han giai quyét tha tuc hanh chinh la dung | 82,32% | 84,97% | 88,13% | 89,91%
quy dinh,

Thu tue hanh chinh néi chung 86,88% | 87,35% | 88,46% | 90,79%
111. CONG CHUC

10. Cong chire o thai do giao tiep lich su 81,09% |83.30% |88,54% |9145%
11.Céng chirc cham chii ling nghe cau hoi, y kién 78,66% | 81.42% | 86,46% | 91,45%
12. Cong chire tra 10, giai thich ciu hoi, y kien day do | 80,75% | 81,63% |87,29% | 91,89%
13. Cong chirc hudng ké khai ho so dé hiéu 81,17% |8497% |87,71% |92,11%
14. Cong chic hudng dan ké khai ho so mat lan la 82,05% | 84,58% | 89,25%
co thé hoan thién hd so

15. Cong chirc giai quyét cong viée dung quy dinh 89,33% | 86,43% |87,50% |91,67%
16. Cong chirc tan tinh giap do 85,63% | 90,79%
Cong chire néi chung 82,20% | 83,30% | 86,82% | 91,23%
IV. KET QUA

17. Két qua phi hop voi quy dinh 8933% | 87.89% |90,00% [92,76%
18. Két qua co thong tin day du 89,12% | 87.89% |90,42% | 93.86%
19. Két qua c6 théng tin chinh xéac 89.12% | 8831% | 90,00% | 93,20%
20. Két qua dam bao tinh cong bang 90,63% | 92,76%
Két qui néi chung 89,19% | 88,03% |90,26% | 93,15%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, [ 50,82% | 68,18% | 70,45% | 84.62%
phdn anh, kién nghi
22. Dé dang thuc hién gop v, phan anh, kién nghi 49,18% | 63,64% | 75,00% | 76,92%
23. Co quan tiép nhan va xu 1y tich cuc cac gop v, | 52.46% | 63,64% | 68,18% | 69.23%
phén anh, kién nghi
24 Co quan co thong bao kip thoi két qua xur ly | 49,18% | 63,64% | 7045% | 69.23%
cac v kién gop v, phan anh, kién nghi
Tiép nhin, xir Iy GYPAKN néi chung 50,41% | 64,77% | 71,02% | 75,00%
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e BACNINE__
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhén dinh Nam 2017 | Nim2018 | Nam 2019 | Nim 2020
- A nha Arins 0 % 0 5 0
1 G quan G Ba& phén 'INHS,'IKQ cap xa 37.97% 34.54% 40,49% 9.70%
sihida hd 50 Bophan TNHS,TKQcip huyén | 52.83% | 47.86% | 36.91%
(TNHS)vatra | BophanTNHSTKQciptinh | 991% | 11.51% | 11,19%
két qua (TKQ) Trune 13 -
i \ g tam phuc vu hanh 2
gidi quyét chinh eAng cap finh 13.44% | 15.58% | 16,33%
TG Khac 0,00% 0.23% 0.22% 40.30%
Qua nguoi thin, ban be 0,2382 28.89% 28.86% 19,50%
2 Hinh thue Quacanbd,congchiiccapxa | 44.92% | 44.92% | 43,18% | 59.30%
tiep can thong A I = P
v o iah Qua loa phat thanh cap xa 7,83% 21,50%
TNHS, TKQ | Quaphuongtiénthdngtin |, g0, | 295705 | 19.01% | 21,50%
giai quyét dai chung
TTHC Qua mang internet 4.48% 8.80% 7.38% 6,40%
Khac 2,83% 2,.26% 0,45% 1,60%
Qua nguoi than, ban be 4,73% 8,58% 19,69%
Qua cong chuc til bl 10D | weco0c | gs.a6% | 53.91%
ho so, tra két qua RS i Sl
3Kénhthong | Quaniémyctcongkhaitingl | o5 1700 | 298005 | 2438%
tin dé bidt vé ndp ho so, tra ket qua
b]ét vé quy Qua Internet 2,60% 6.5 5%
dinh TTHC Qua website ng)ng dich vu 5 829
cOng quoc gia i it
Qua website tinh/co quan 2.91%
Khac 0,24% 0.68% 0.45%
I lan 82,45% | 22,80% | 2595% | 88,80%
4.S614n di lai 2 lan 60.27% | 60,85%
dé giai quyét 3 lan 13,70% | 11,96% | 9.62% 9,30%
I'THC 414n 3.84% | 3,13%
Khac 2.40% 1,13% 0,45% 0,70%
5 Cangchircgiy , . . , ot
phién hi sichnhid Co 3,07% 2.26% 1.57% 2,50%
6.Cong chure
g0 ¥ ndp tién Co 1,65% | 0.68% | 022%
ngoai phi/lé phi
Co gidy hen 83,22%
7.Viée co quan Khong c:') giﬁ”_y hen, do lay 10.74%
viet hen tra két . ket qua ngay
qué gidi quyér | Khong co gidy hen, nhung 4,92%
TTHC cong chire hen miéng
Khéng co gidy hen, méc du tra o
L 2 3 1,12%
ket qua vao ngay sau do
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BAC NINH
Cic chi s phin dnh nhén dinh, ddnh gid cia NDTC

Nam 2019 | Nam 2020

Nhén dinh Niam 2017 | Nim 2018
8 Via Duang hen 94 81% | 93.45% | 93,51% | 95,90%
Viéc co ,
quan gi&'dl'mg Sorrl hen 0,71% 0,90% 1,12% 2,30%
hen tra két qua Tré hen 4 48% 5,64% 5,37% 1.80%
%';'H‘}';Ye‘ Co thong bado vé viée tré hen 31,58% | 40,00% | 62,50% | 44,10%
Co6 xin 16i vi tré hen 26,32% | 40,00% | 58,33% | 25,00%
A . . A . = 9 0’/
9.Sur phi hop Cor'lg chu:c tn_Axc u.eip hu.'omg dfm 90,38%
cia hinh thie | TN1€m yet trén gidy tai tru so 91,28%
niém yet cong - BP[}’[C{ TT}{CC t"fh .
khai, huéng Niém yet t_rfen g‘.opg théng tin 87.70%
dan quy dinh __ diénw tinh :
TTHC Niém yét trén Cong thong tin 37 929
dién tir quoc gia =
S— TNHS va TKQ tai
}: 0.Sur d6 ph BPMC/TTPVHCC tinh 934 | IL25%
RRCHAERC TNHS tai BPMC/TTPVHCC, 5 ,
hinh thitc iép | _TKQ qua dich vu bu chinh M6k | S92
nhén ho so , . x = e
(TNHS) v tri MSW;KQ(-IM&&%’(&M 83.41%
ket qua (TK INHS qua intemet, - 0
" éiqquy%t @ BPMC/TTPVHCC finh 79.60%
TTHC TNHS qua internet, TKQ qua 2 %
S | dichvubuuchinh 90,97% | 82,33%
Cic chi s0 phan dnh mong dgi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢@ rong cac hinh thirc thong tin 65,00% | 58,49% | 45,60% | 35,79%
2.Cai thién cl)ét lwong co sa vat chat; hién dai 24.50% | 17.22% | 22.57% | 19.02%
hoa trang thiét bj " ’ >
i‘gﬂi;zz?ﬁghmem yét cong khai, minh bach thu 19.00% | 22.41% | 32.73% | 28.41%
g.uTuégigéﬁuong nhan ho so va tra két qua duong 23.58% | 17.16% | 44.30%
5.Pay manh dich vu cong trye tuyén mirc do 3, 4 39.40% | 10,38% | 18.28% | 36.,02%
6.Tiép tuc don gian hoa thu tuc hanh chinh 77,80% | 54,72% | 47.40% | 46,53%
7 Rit ngan thoi gian gidi quyét thi uc hanh chinh 32,30% | 50,24% | 42,66% | 38,70%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 1030% | 13,68% | 20,54% | 8,50%
9.Cai thién thai do giao tiép clia cong chire 230% | 4.72% | 1580% | 8.72%
10.Cai thién tinh than phuc vu cua cong chirc 2.70% 3.77% 10.38% 6,71%
11.Nang cao nang luc cua cong chuc 6.40% 9.20% 8.35% 10,07%
A , . » .. N T 41X -
12.{30}{1 hinh thirc tiép nhan GYPAKNde dang, 13.44% | 10.84% | 7.61%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 18,50% | 15,09% | 7,45% 7.61%
14 Khac 0,50% 2.36% 0,23% 0,89%




118

BAC NINH

Cic chi s phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Niam 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay 87.64% | 90,57% | 8984% | 91.95%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 83.07% | 82,78% | 9120% | 91,72%
3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 76,66% | 75,71% | 8826% | 92,62%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 81.01% | 78,77% | 8736% | 90,38%
Tiép cin dich vy néi chung 82,10% | 8196% | 89.16% | 91.67%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82.84% | 87.97% | 89,62% | 94.41%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 82,84% | B8703% | 8984% | 92.62%
7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh 81,92% | 86,56% | 88,04% | 91,70%
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la dung quy dinh 84.67% | 82.31% | 88.49% | 90,16%
9. Thoi han giai quyét tha tuc hanh chinh la dung
quy dinh, 84.21% | 8231% | 88.94% | 91.05%
Thi tuc hanh chinh néi chung 83,30% | 8524% | 88,98% | 91.99%
11L. CONG CHUC
10, Cong chirc co thai do giao tiép lich su 80,78% | 80,90% | 89,62% | 89,93%
11. Cong chirc cham chii lang nghe cau hoi, v kién 76,20% | 79.01% | 87.58% | 87.47%
12. Cong chirc tra 101, giai thich cau hoi, ykienday du | 8124% | 80.90% | 88.71% | 88.81%
13. Cong chirc huong ké khai ho so dé hiéu 80,32% | 8538% | 86,46% | 89,26%
14. Céng chirc huong dan ké khai ho so mot lan
la co the hoan thién ho so 79.01% | 86,68% | 88.14%
15, Cong chirc giai quyét cong viéc dung quy dinh 8535% | 8184% | 88.94% | 89.26%
16. Céng chure tan tinh giup do 86,46% | 89.26%
Cong chire noi chung 80,78% | 81,17% | 87.78% | 88,88%
IV. KET QUA
17. Két qua phu hop vai quy dinh 85.35% | 86.32% | 89.84% | 92.62%
18. Két qua co thong tin day du 81,01% | 8939% | 93.45% | 93.74%
19. Két qua co thong tin chinh xac 83.52% | 88,68% | 91.42% | 94,63%
20. Két qua dam bao tinh cong bang 91,42% | 93,06%
Két qui néi chung 8329% | 88,13% | 91,53% | 93.51%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 7645% | 7526% | 7746% | 84.96%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 7235% | 7423% | 76,06% | 81.42%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
y, phan anh, kién nghi 74,74% | 72,16% | 78.87% | 82.88%
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi 75,09% | 75.26% | 74.65% | 80.53%
Tiép nhin, xir Iy GYPAKN néi chung 74,66% | 74,23% | 76,76% | 82.45%
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e BENTRE ___
¢ chi s6 phin dnh nhin dinh, dinh gii cia NDTC .
Nhén dinh Nim 2017 | Nim 2018 | Niim2019 | Niim 2020
' A 1A AL ua 0 0 0, .10
| o Bj phén TNHS,TKQ cip xa 4771% | 50,22% | 52,58% | 69.61%
nhén hd so Bophan TNHSTKQcdp huyén | 34,17% | 30,82% | 29.83%
(TNHS) va tra B6 phin TNHS.TKQ cép tinh 19.79% | 13.58% | 10,73%
ket qua (TKQ) ™Tring tam phuc vu hanh chinh
gidi quyét 8 cc‘)sgli:a'ip ‘:inh 3.75% | 8.62% | 8,15%
FEHG Khéc 0.63% | 065% | 0,00% | 30.39%
Qua ngudi thin, ban be 20.21% | 25,00% | 13,95% | 20.,47%
2. Hinh thre Qua can b, cong chire cip xa 59.70% | 59,70% | 6824% | 70.91%
gipvga:ou;?;ﬁ Qua loa phat thanh cap xa 4,94% | 10,56%
TNHS, TKQ | Quaphuongtiénthongtindai | o 700, | 249005 | 10,00% | 10,56%
giai quyét ching
TTHC Qua mang internet 5,00% 431% 3.65% 2,16%
Khéc 6,25% | 4.09% | 1,29% | 4,04%
Qua nguoi than, ban be 3,75% 6,90% 6,45%
Qg .- ci’r‘;ﬁ(t:t‘ (;g 0P RO | g0 00% | 71,55% | 76,13%
3.Kénh thong | Quaniém yctcongkhal Rinoin0p | ¢ o400 | 31.479% | 13,55%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 2,08% | 7.76%
dinh TTHC Qua website Cong dich vu 3239
cong quoc gia i
Qua website tinh/co quan 1,72%
Khac 0,63% | 1,08% | 0,43%
I lan 76,04% | 29,53% | 30,04% | 84.27%
4,56 1an di lai 2 1§n 51,72% | 51,93%
de giai quyet 3 lan 20,42% | 13,15% | 12,02% | 13,36%
ITHC 4 lan 453% | 6,01%
Khéc 292% | 1,08% | 0,00% | 1,29%
5 Cangchirc gy
phién ha, sach Co 2,71% | 2,16% | 0,64% | 0,65%
nhiéu
6.Cdng chue
goi v nop tién Co 1,67% | 0,86% | 0,43%
ngodai phi/l€ phi
C6 giay hen 74,57%
7.Viée co quan Khong co giéy hen, do lay ket 18.97%
viét hen tra két e qua n3ay -
qua gidi quyét Ong co giay hen, _xlhung cong 6.25%
TTHC chug: hen miéng )
Khong co giay hen, mac du tra ket 0.22%

qua vao ngay sau do
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R e BENTRE
Cic chi s6 phin dnh nhin dinh, dinh gi cia NDTC _ | ..
Nhéin dinh Nam 2017 | Nam2018 | Nam 2019 | Nam 2020
g Via Pung hen 97.08% | 9591% | 92,69% | 95,04%
Viéc co
quane;i& dung Sém hen 1,25% 1,72% 0,86% 2,37%
hen tra két qua Tré hen 1,67% | 237% | 645% | 2,59%
%';'H‘}';Ye‘ Co thong béo vé viée tré hen 25,00% | 9,09% | 37,93% | 33.33%
C6 xin 16i vi 1ré hen 2500% | 9,09% | 3571% | 16,67%
o5 i Cong chire true tiép hudng dan 92,04%
s 3 . Niém yét trén giay tai tru so
cua hinh thirc 5 89,70%
niém yet cong — BPE\’IC‘AI ”AICC t"}h -
kl;ai, hudng Niém yetdt_rfen (.Zoplﬁ. thong tin 86.27%
din quy dinh - 1 AF AN .
TTHC Nieém yét trén Cong thong tin 36.05%
dién tir quoc gia D
TNHS va TKQ tai
10.5u 6 phi BPMC/TTPVHCC tinh ] R
hgp cua cac TNHS tai BPMC/TTPVHCC
\ . . A & 1 0 0,
h;l"Ah tll:frc ticp TKQ qua dich vu buu chinh 9,380 | HFT
nhén ho so . 7 , =
(TNHS) va tré TN%;KQﬂi]TV;&m 87,55%
két qua (TK quar 0
e » BPMC/TTPVHCC tinh SR
TTHC TNHS qua internet, TKQ qua 82.54% | 83.48%
o . __dichvubuuchinh = ot
Cic chi s0 phian anh mong dgi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢@ rong cac hinh thirc thong tin 66,44% | 61,04% | 69,18% | 29,40%
2C<u thién (.;l:ét !uo*ng co s¢ vat chat; hién dai 23.06% | 22.08% | 32.11% | 26.82%
hoa trang thiét bi ’ ’ ‘ ’
3.Tar!g cuong niém yét cong khai, minh bach thu 2629% | 16.28% | 30.60% | 22.75%
tuc hanh chinh :
g.uTuégigéﬁuong nhan ho so va tra két qua duong 2729% | 2091% | 28.11%
5.Pay manh dich vu cong trye tuyén mirc do 3, 4 31,68% | 1021% | 11,64% | 1545%
6.Tiép tuc don gian hoa thu tuc hanh chinh 69,18% | 51,25% | 50,65% | 59,23%
7 Rit ngan thoi gian gidi quyét thi uc hanh chinh 39,01% | 54,58% | 41.81% | 59,66%
8.Giam phi/lé phi giai quyét tha tuc hanh chinh 8,19% | 13,54% | 7.33% | 12,88%
9.Cai thién thai do giao tiép ciia cong chire 3.66% | 6.04% | 3.66% | 6.87%
10.Cai thién tinh than phuc vu cua cong chirc 3.23% 4.58% 4.53% 2.58%
11.Nang cao nang luc cua cong chuc 8,19% 7.71% 7,97% 11,80%
A , . » .. N T 41X \
12.{30}{1 hinh thirc tiép nhan GYPAKNde dang, 9.17% 9.70% 9.23%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 21,98% | 11,46% | 8.62% | 14,59%
14 Khac 0,43% 1,46% 1,08% 0,21%
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BEN TRE

Cic chi s phin dnh sy hai long ciia NDTC |

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co 90.26%
bién hiéu, hudng din rd rang, dé thay 92,67% | 89.38% | 89,44% ’
2. Tru sO co quan tiép nhan ho so, tra két qua 91.42%
gon gang, sach sé 87.93% | 86.88% | 88,15% >
3. Trang thiét bj phuc vu nguoi dan, to chire day di | 74,14% | 76,46% | 85,78% | 90.63%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 89.77%
dong tot, de sir dung 82.54% | 8229% | 85,78% k
Tiép cin dich vy néi chung 8432% | 8375% | 8728% | 90,52%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 92.24% | 89.38% | 85,78% | 91.42%
6. Quy dinh TTHC dugc niém yét cong khai déy 90,549
du, dé hiéu 91,16% | 89.38% | 87.93% S
7. Thanh phan ho so duge yéu cau ndp 1a ding quy O1.859%
dinh 9181% | 8875% | 9030% | ~
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop 89.89%
la diing quy dinh 90,09% | 87,71% | 88,36% A
9. Thoi han giai quyét thu tuc hanh chinh la dang 89.66%
quy dinh, 91,38% | 89,58% | 87,72% ’
Thi tuc hanh chinh néi chung 91,34% | 88,96% | 88,02% | 90,67%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 90,30% | 87.50% | 8944% | 88,13%
11. Cong chirc cham chii lang nghe cau hoi, v kién 88,15% | 86,04% | 86.85% | 87.61%
12. Cong chirc tra 101, giai thich cauhoi, y kienday da | 89,87% | 87.29% | 88.15% | 87.20%
13. Cong chirc hudng ké khai ho so dé hiéu 90,52% | 8729% | 88,15% | 87.13%
14. Céng chirc huong dan ké khai ho so mét lan 86.40%
la co the hoan thién ho so 87.29% | 88,15% ’
15, Cong chirc giai quyét cong viéc dung quy dinh 9224% | 87.71% | 90.52% | 87.77%
16. Cdng chure tan tinh giup d& 88,36% | 88.85%
Cong chire noi chung 90,22% | 87.,19% | 88,52% | 87.59%
IV. KET QUA
17. Két qua phu hop vai quy dinh 9224% | 91,02% | 8987% | 89,99%
18. Két qua co thong tin day du 9181% | 91.02% | 9030% | 90.85%
19. Két qua co thong tin chinh xac 92.03% | 90,81% | 91,16% | 89.99%
20. Két qua dam bao tinh cong bang 89.66% | 91,63%
Két qui néi chung 92,03% | 9095% | 90.25% | 90,61%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, 31.26%
phan anh, kién nghi 8284% | 87.76% | 81,63% K
22. Dé dang thuc hién gop v, phan anh, kién nghi 85,21% | 79,59% | 73,47% | 82,37%
23. Co quan tiép nhdn va xir 1y tich cuc cac gop G5 AR
y, phan anh. kién nghi 83.43% | 79,59% | 75,51% *
24.Co quan co thong bao kip thoi ket qua xu ly 83.42%
cac y kién gop v. phan anh, kién nghi 85.21% | 81,63% | 77.55% ’
Tlep nhan, xir Iy GYPAKN néi chung 84.17% | 82,14% | 77.04% | 82,36%
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... BINHDUONG _
Cic chi s6 phin dnh nhin dinh, dénh gid cia NDTC |
Nhén dinh Niim 2017 | Nim2018 | Nim 2019 | Niim 2020
) P S 0 0 0 5 0
| o B3 phén TNHS,TKQ clp xa 4331% | 43.22% | 50,32% | 56,20%
nhén hd so Bophan TNHS,TKQcdp huyén | 33.89% | 38,20% | 31.16%
(TNHS) va tra BG phan TNHS,TKQ cép tinh 7.74% | 12,73% | 11,37%
ket qua (TKQ) rune 13 T z
g g tam phuc vu hanh chinh
%,mé,_yé, ool et dinh 17,36% | 6,68% | 9,26%
Khac 021% | 021% | 0,00% | 43,80%
Qua nguoi thin, ban bé 17,99% | 21.92% | 26,37% | 13,80%
2. Hinh thie Quacinbd congchirccapxa | 58.87% | 58.87% | 53.38% | 75,60%
gipv‘éa:o“;‘l’]‘;ﬁ Qua loa phat thanh cap xa 3.80% | 12.90%
TNHS, TKQ | QuaphuongPon mongtindal | 1y 730, | 1482% | 6.96% | 12.90%
gial quyet
TTHC Qua mang internet 11,92% 6,89% 13,08% 8.10%
Khéc 2,09% | 1.04% | 1,05% | 1,70%
Qua nguoi than, ban be 3,14% 2.71% 9,70%
Qua cong chirc tai noi ndp hO | 4 590, | 73 4904 | 66,24%
so, tra két qua e gt ik
3.Kénh thong | Quaniém yetcongkhai @inoindp | o5 4300 | 293494 | 17.51%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 481% | 4,18%
dinh TTHC Qua website Cong dich vu 3 569
cong quoc gia ik
Qua website tinh/co quan 5,70%

Khac 0,00% | 021% | 0,00%

| lan 79,71% | 23,.80% | 19,79% | 60,00%
4.86 14n di lai 2 lan 54,28% | 69,05%
dé giai quyét 3 lan 17,15% | 1837% | 821% | 29,10%
ITHC 4 1an 334% | 2,74%

Khac 042% | 021% | 021% | 5,40%
5Céngchic gy . . . " "
b, sich nhid Co 126% | 021% | 021% | 080%
6.Cong chire
goi y ndp tién Co 0,63% | 021% | 0,00%
ngoai phi/1€ phi

Co giﬁy hen 91.35%
7.Viéc co quan Khdng co gié_y hen, do lay két 6.12%
viét hen tra két e qua ngay .
qua giai quyet Ong 0 gidy hen, nhimg cong 2.32%
TTHC chue hen miéng
Khong eo gidy hen, mac du trd ket 0.21%

qua vao ngay sau do
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— .. BINHDUONG
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC
gl
Nhéin dinh Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
R Pung hen 94.56% | 96,24% | 96,84% | 92,90%
Viéc ca >
quan giit ding SO’rP hen 0,42% 0,42% 0,42% 0,80%
hen tra két qua Tré hen 5,02% 3.34% 2.74% 6.30%
?;‘H‘lcuye‘ (6 théng bdo vé vie tré hen 33.33% | 62,50% | 75,00% | 20,30%
' C6 xin I6i vi 1ré hen 37.50% | 37.50% | 63,64% | 20,00%
‘ong chi iép huong di 93,67%
) o AT
cua hinh thuc R 90,30%
niém yeét cong — BPMC{TTI'ECC t”fh -
khai, huéng Niém yét t.rAen qopg thong tin 89 87%
din quy dinh | diénurtinh___
TTHC Niém yet trén Copg t_hong tin 90.30%
dién tir quoc gia ’
TNHS va TKQ tai
10.Sur 6 pha BPACh P VECE i i i
hop cua cac [T TNHS tai BPMC/TTPVHCC
N ’ . A ? 220, 0,
h;}'{h [}I:”c tuep TKQ qua dich vu buu chinh e | 9A50ve
nhédn ho so : . =
(TNHS) v trd TNH?N vr:l{'gKquaddlﬁtéuuw chinh 89,66%
ket qua (TK R INKCITEL, 0
" éiqquy(ét @ BPMC/TTPVHCC finh 88,61%
TTHC TNHS qua internet, TKQ qua 7 8
S - dich VUAI_)U_UChin»h - 91,86% | 90,08%
Cic chi so phan anh mong dgi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢@ rong cac hinh thirc thong tin 52,20% | 53,35% | 61,17% | 45,15%
Z.Cm thién (.;l:at !uo*ng co so vat chat; hién dai 18.80% | 30.75% | 22.76% | 27.22%
hoa trang thiét bj
i‘gﬂi;zz?ﬁghmem yét cong khai, minh bach thu 2320% | 21.13% | 29.44% | 39.24%
g.uTuégigéﬁuong nhan ho so va tra két qua duong 3033% | 26.93% | 48.95%
5.Pay manh dich vu cong trye tuyén mirc do 3, 4 33,60% | 24,48% | 14,82% | 25,53%
6.Tiép tuc don gian hoa thu tuc hanh chinh 78,70% | 50,21% | 49,06% | 39.87%
7 Rit ngan thoi gian gidi quyét thi uc hanh chinh 39,50% | 50,00% | 52,61% | 41,14%
8.Giam phi/lé phi giai quyét tha tuc hanh chinh 13,60% | 11,09% | 13,57% | 7,81%
9.Cai thién thai do giao tiép ciia cong chire 630% | 4.18% | 5.22% | 2.32%
10.Cai thién tinh than phuc vu cua cong chirc 6,10% 2.93% 5,22% 3.16%
11.Nang cao nang luc cua cong chirc 6.30% 5.23% 7,10% 8,02%
A ’ . » .. N T 41X \
12.{30}{1 hinh thirc tiép nhan GYPAKNde dang, 6.90% 4.59% 527%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 15,70% | 8.58% 7,52% 6,33%
14 Khac 1,70% 0,84% 0,21% 0,00%
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BINH DUONG

Cic chi s6 phin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Niaim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co 91.77%
bién hiéu, hudng din rd rang, dé thay 82,46% | 86,82% | 91,23% ’
2. Tru sO co quan tiép nhan ho so, tra két qua 90.72%
gon gang, sach sé 78,29% | 83.68% | 90.81% i
3. Trang thiét bj phuc vu nguoi dan, to chic day di | 74,11% | 7720% | 88,73% | 88.61%
4. Trang thiét bi phuc vu ngudi dan, t6 chure hoat 91.14%
dong tdt, dé sir dung 74,74% | 80,75% | 85,.80% 3
Tiép cin dich vy néi chung 77,40% | 82,11% | 89,14% | 90,56%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,46% | 83,26% | 88,73% | 91,73%
6. Quy dinh TTHC dugc niém yét cong khai day 92,629
du, dé hiéu 80,58% | 83,26% | 8747% | ~—U°7
7. Thanh phan ho so duge yéu cau ndp 1a ding quy I —
dinh 80,58% | 83,89% | 9061% | "
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop 91.54%
la diing quy dinh 81,21% | 81,17% | 88,52% ;
9. Thoi han giai quyét thu tuc hanh chinh la dang 91.14%
quy dinh, 79,75% | 80,75% | 87.89% ’
Thi tuc hanh chinh néi chung 80,92% | 8247% | 88,64% | 91.76%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 81,00% | 86,82% | 93,53% | 84.21%
11. Cong chirc cham chii lang nghe cau hoi, v kién 78,29% | 8536% | 89.56% | 82.21%
12. Cong chrc tra 161, giai thich cauhoi, ykienday da | 76,20% | 84.94% | 87.47% | 84.51%
13. Cong chirc hudng ké khai ho so dé hiéu 79.12% | 88,49% | 87.89% | 83.47%
14. Céng chirc huong dan ké khai ho so mét lan 83.83%
la co the hoan thién ho so 87,45% | 88,10% Y
15, Cong chirc giai quyét cong viéc dung quy dinh 80,38% | 87.87% | 89.98% | 84.32%
16. Cdng chure tan tinh giup d& 88,52% | 81,89%
Cong chire noi chung 79,00% | 86,82% | 8929% | 83.49%
IV. KET QUA
17. Két qua phu hop vai quy dinh 80,38% | 87.45% | 92.07% | 91.42%
18. Két qua co thong tin day du 81.84% | 8849% | 92.28% | 9145%
19. Két qua co thong tin chinh xac 83,00% | 8870% | 93,11% | 90.81%
20. Két qua dam bao tinh cong bang 90,81% | 90,39%
Két qui néi chung 81,77% | 8821% | 92,07% | 91.02%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, , 87 83%
phan anh, kién nghi 82.96% | 86,75% | 80,65% ?
22. Dé dang thuc hién gop v, phan anh, kién nghi 79,42% | 84.77% | 87,10% | 94,53%
23. Co quan tiép nhdn va xur 1y tich cuc cac gop SR
y, phan anh. kién nghi 79.42% | 8543% | 77.42% ]
24.Co quan co thong bao kip thoi ket qua xu ly 82 83%
cac y kién gop v. phan anh, kién nghi 79.65% | 8742% | 74.19% ’
Tlep nhan, xir Iy GYPAKN néi chung 80,36% | 86.09% | 79.84% | 86.00%
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BINH PINH

Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC

Nhin dinh Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
| Co quan tiép Bo phan TNHS, TKQ cép xa 4625% | 42,29% | 47,89% | 72,70%
nhan hid s¢ Bophan TNHS,TKQcdp huyén | 51,67% | 48.33% | 32,49%
(TNHS) va tr Bophan TNHS TKQ cap tinh 20,00% | 13,54% | 35.06%
két qua (TKQ) = - .
gidi quyét Trung tag})gg“c%;‘t‘i:;"h chinh | 0004 | 9.58% | 18.78%
TIEE Khéc 0,63% | 1.04% | 021% | 27.30%
Qua ngudi thin, ban beé 33.96% | 31,88% | 27.22% | 22,70%
2 Hinh thire Qua can b, cing chire cip xa 58.75% | 58,75% | 59,92% | 68,50%
gﬁpvg‘-‘;‘oﬂc‘l‘;:ﬁ Qua loa phat thanh cip xa 13,08% | 14,40%
TNHS, TKQ | Quaphuongtién thongtindai | ,, se0r | 2 5404 | 16.67% | 14,40%
giai quyét ching z ~ i i
TTHC Qua mang internet 7,08% 7.08% 8,65% 5.20%
Khéc 1,04% | 292% | 148% | 2.50%
Qua ngudi than, ban beé 14,17% | 18,96% | 22,57%
Qua R Ci‘r‘;‘i(te“:‘;g nOPho | 78 130 | 71.04% | 65.61%
3.Kénh thong | Quaniem yetcng khal inoindp | 50 30, | 29380 | 24.26%
fin dé biét vé ho so, tra ket qua ' :
biét vé quy Qua Internet 6,46% 5.00%
dinh TTHC Qua website C '(X)ng, dich vu 5 70,
cong quoc gia gl
Qua website tinh/co quan 5,70%
Khac 042% | 0.63% | 1,05%
I lan 68,27% | 1542% | 37.97% | 74,20%
456 lﬁn di lal 2 lﬁn 70,63% 45,99%
de giai quyet 3 lan 28,39% | 10,83% | 11,60% | 20,80%
TTHC 3
4 lan 2.71% 3.59%
Khéc 251% | 042% | 0,84% | 2,10%
5 Cangchitc gay
phién ha, sach Co 6,04% | 042% | 0,00% | 3.10%
nhidu
6.Cong chire
goi ¥ ndp tién Co 2,71% | 0,00% | 0,00%
ngoai phi/I€ phi
Co6 giay hen 86,08%
7 Viée co quan Khong co gizi.y hen, do lay ket 7.50%
viét hen tra ket . HOGTZ0 .
qua giai quyét | Khongco giay hen, nhung cong 6,12%
TTHC chire hen mieng S
Khéng co giay hen, mic du tra ket 1%

qua vao ngay sau do
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| BINH DINH
Cic chi s phiin anh nhin dinh, dénh gid cia NDTC
Nhén dinh Nam 2017 | Niim 2018 | Niim 2019 | Nam 2020
8 Vid Pung hen 89.79% | 94,58% | 96,62% | 92.30%
Viéc co = :
quan giir diing Sm:n hen 1,88% 1,46% 0,84% 0,80%
hen tra két qua Tré hen 8.33% 3,96% 2.53% 6,90%
%?JH ‘I(BYG‘ (6 thong bdo vé viée ré hen 40,00% | 68.42% | 833% | 28.90%
' C6 xin 16i vi 1ré hen 10,00% | 21,05% | 33,33% | 9,10%
A 0 A . X ; 0
osuphiton [Catic et b
cta hinh thirc : : o 95 36%
khai, hudng Niém yét t.rAen (-‘,opg thong tin 91.77%
dén quy dinh | ____dienurtinh ____
TTHC Niém yettrén Cong thong tin 93.04%
dién tuir quoc gia ;
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh 3% | low
hop clia cac TNHS tai BPMC/TTPVHCC
\ P - A . fhoati ) 0 0,
h;]“_h t:gc tiep TKQ qua dich vu buu chinh 98,75%. | 23,04%
nhén ho so r : . 5
(TNHS) va tré 'l‘NHSwTKngd@vubw@mh 92,83%
kétqua (TKQ) | TNHSquainteme, TKQta 91,14%
‘s ; BPMC/TTPVHCC tinh :
glar quyet =
TTHC HNH quariiecns (A0 g 84,38% | 93,88%
e Vb chinh ’ ’
Cic chi s6 phan dnh mong dgi cia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Naim 2020
1.M& réng cac hinh thirc thong tin 57,50% | 57,92% | 67,29% | 28,06%
2.'Ca1 thién gl}at .lu'orng co sO vat chat; hién dai 2440% | 34.79% | 27.08% | 26.79%
hoa trang thiét bi
3.Taqg cuong niém yét cong khai, minh bach thu 26.20% | 34.38% | 39.58% | 32.28%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 21.04% | 35.00% | 43.25%
S.Péy manh dich vu cong truc tuyén mire d6 3, 4 34,20% | 417% | 7.29% | 13,50%
6.Tiép tuc don gian hoa thu tuc hanh chinh 67,70% | 4729% | 38.96% | 47,47%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 39,40% | 45,63% | 37.71% | 47.47%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 15,60% | 12,29% | 854% | 16,67%
9.Cai thién thai do giao tiép ciia cong chirc 290% | 7.92% | 2.50% | 549%
10,Cai thién tinh théan phuc vu cta cong chic 440% | 6,04% | 2,08% | 570%
11.Nang cao nang luc cua cong chire 8.30% 13,33% 15,00% 8.02%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 7.29% 7.08% 6.96%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 19,00% | 7.29% | 11,04% | 14,77%
14 Khac 0,20% 0,00% 0,21% 3,80%
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BINH DINH

Ciic chi s6 phiin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co 86.84%
bién hiéu, hudng din rd rang, dé thay 87,50% | 70,00% | 83,13% ’
2. Tru sO co quan tiép nhan ho so, tra két qua 86.41%
gon gang, sach sé 78,96% | 68,96% | 88.,75% >
3. Trang thiét bj phuc vu ngudi dan, to chirc day du 67,92% | 58,75% | 76,67% | 87.83%
4. Trang thiét bi phuc vu ngudi dan, t6 chure hoat 85.19%
dong tot, dé sir dung 74.79% | 64,79% | 77,08% | °>°
Tiép cin dich vu néi chung 77,29% | 65.63% | 81.41% | 86,57%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay | 90.42% | 75.42% | 80,63% | 90,68%
6. Quy dinh TTHC dugc niém yét cong khai déy 80,849
du, dé hiéu 88,33% | 73,75% | 80.42% e
7. Thanh phan ho so duge yéu cau ndp 1a ding quy o1 16%
dinh 89.17% | 77,08% | 88.13% ’
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop 91.26%
la dung quy dinh 84.58% | 75,63% | 76,88% i
9. Thoi han giai quyét thu tuc hanh chinh la dang 91.84%
quy dinh, 83,13% | 74,17% | 86.,88% ’
Thi tuc hanh chinh néi chung 87,13% | 7521% | 82,58% | 90.75%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 83,54% | 74,17% | 88,96% | 85,05%
11. Cong chirc cham chii lang nghe cau hoi, v kién 80,21% | 7125% | 79,58% | 82.41%
12. Cong chrc tra 101, giai thich cauhoi, y kienday da | 80,00% | 7229% | 81.46% | 83.78%
13. Cong chirc huong ké khai ho so dé hiéu 81,04% | 73,54% | 82,08% | 84.47%
14. Céng chirc hudng dan ké khai ho so mét lan 81.89%
la co the hoan thién ho so 73.33% | 79,79% i
15, Cong chirc giai quyét cong viéc dung quy dinh 83.96% | 72,71% | 86.67% | 8531%
16. Cong chure tan tinh giup d& 8521% | 85,05%
Cong chire noi chung 81,75% | 72,88% | 83,39% | 83.99%
IV. KET QUA
17. Két qua phu hop vai quy dinh 83,96% | 76.04% | 89.17% | 88.52%
18. Két qua co thong tin day du 85.83% | 78.13% | 91.04% | 87.26%
19. Két qua co thong tin chinh xac 86,67% | 77,29% | 90,00% | 89,16%
20. Két qua dam bao tinh cong bang 89.38% | 88.73%
Két qui néi chung 8549% | 77,15% | 89,90% | 88.42%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, 82 31%
phan anh, kién nghi 75.75% | 68,63% | 81,48% K
22. Dé dang thuc hién gop v, phan anh, kién nghi 7143% | 68,63% | 74,07% | 81,51%
23. Co quan tiép nhdn va xir 1y tich cuc cac gop -
y, phan anh. kién nghi 74,75% | 68,63% | 62,96% 2
24.Co quan co thong bao kip thoi ket qua xu ly 81.88%
cac y kién gop v. phan anh, kién nghi 75.75% | 66,67% | 62.96% ’
Tlep nhan, xir Iy GYPAKN néi chung 7442% | 68,14% | 7037% | 81.58%
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R _______BINHPHUOC
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC |
Nhin dinh N:im 2017 | Nim2018 | Niim 2019 | Niim 2020
. A ShS N 0 0 0 0
f Bl ity B6 phéin TNHS.TKQ cap xa 40,68% | 41,96% | 38.80% | 57.48%
nhén hé so Bophan TNHS,TKQcip huyén | 37,29% | 37.17% | 44,12%
(TNHS) va tré B phin TNHS,TKQ cép tinh 10,17% | 7.39% | 7.10%
két qua (TKQ) = ~ ,
idi quybt Trung tamﬂ phuc‘ vu.hanh chinh 13.56% | 15.87% | 15.96%
TTHC cong cap tinh
Khac 0,85% | 1,09% | 133% | 42,56%
Qua ngudi than, ban bé 23,73% | 2522% | 2749% | 18,15%
2.Hinh thire Qua can bd, cong chire cap xa 52.83% | 52.83% | 54.99% | 60,12%
tiep cgn thong | ™ 1 phit thanh chp xa 5.76% | 15.77%
tin vé ¢o quan b e tnda ’ ’
TNHS, TKQ | Quaphuongtiénthongtindai | 15600, | 158704 | 11,75% | 15,77%
giai quyét ching
TTHC Qua mang internet 445% | 500% | 13,53% | 3.27%
Khac 3.60% | 6,52% | 421% | 8,63%
Qua ngudi than, ban beé 3.60% | 5,87% | 22,17%
~ ’ . . -~ A
Qua cong chuc tinoi n0pho. | oo youe | 75:43% | 61,64%
s0, tra két qua
3.Kénh thong | Quaniém yctcongkhaitainoindp | o g300 | 2 5205 | 11,53%
tin dé bidt vé ho so, tra ket qua
biét vé quy Qua Internet 2.97% 3.91%
dinh TTHC Qua we!)sne Cfmg_d;ch vu 5.76%
cong quoc gia
Qua website tinh/co quan 6,21%
Khac 1,69% | 043% | 2,66%
I lan 72,34% | 21,30% | 25,28% | 73,09%
4.5 14n di lai 2 lan 54,13% | 41,69%
dé giai quyét 3 lan 21,28% | 13.48% | 16,85% | 18,35%
TTHC 4 1an 9,13% | 14,19%
Khac 3.40% | 1,96% | 2,00% | 3.36%
5Cangchirc gy
phién ha sach Co 3,60% | 1,74% | 222% | 1,78%
nhiéu
6.Céng chuc
goi v ndp tién Co 127% | 0,43% | 0,44%
ngoai phi/l€ phi
Co giay hen 85,37%
7 Viée co quan Khoéng co giéy hen, do lay két 8.87%
viet hen tra ket —___quangy .
qué gidi quyét | Khongcd gidy hen, nhung cong 5,32%
TTHC chirc hen miéng i
Khong co giay hen, mac du tra ket 0.44%

qua vao ngay sau do
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‘ BINH PHUOC
Cic chi s6 phan anh nhfn dinh, dénh gid cia NDTC

Nhin dinh Niam 2017 | Niim 2018 | Nam 2019 | Niam 2020
4 vig DBung hen 87.92% | 91,74% | 88,47% | 89,02%
Viéc co
quanegifr dung Som hen 1,06% 2,17% 2,44% 1,19%
hen tra ket qua Tré hen 11,02% | 6,09% | 9.09% | 9.79%
%‘E'H q(Byé‘ (6 théng béo vé viée ré hen 46,15% | 3929% | 2927% | 42,86%
' C6 xin 16i vi 1ré hen 21,15% | 17.86% | 34,15% | 33,33%
b daiidion Cong chire true tiép hudng din 81,82%
S : Niém yeét trén giay tai tru so
cua hinh thirc o 80,93%
niém yét cong — BPE’IC/:I TH.CC m}h :
khai, huong Niém yét t_rf:n (-‘.opg thong tin 78.71%
dan quy dinh | dientutinh
TTHC Niém yettrén Cong thong tin 78.04%
dién tr quoc gia ?
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh il R
hop cua cac TNHS tai BPMC/TTPVHCC
\ » « A . oati 0 0,
hinh thit iép | _TKQ qua dich yu bu chinh PRI, | 83,15
nhén ho so . : 5
(TNHS) va tré TNHS Va'IS'Kprad&Tviléxichmh 80,93%
két qua (TK TINHS qua intemet, o/
an R0 BPMC/TTPVHCC tinh Tighad
grar quyet -
TTHC TNHS qua intemet, TKQ qua 85.43% | 78.05%
IR ) __dich vu buu chinh . : :
Cic chi s6 phan dnh mong di ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 55,19% | 53,39% | 58,70% | 30,82%
2.Cai thién cl}ﬁt luong co sd vt chat; hién dai 28.49% | 26.48% | 23.04% | 2528%
hoa trang thiét bi T - o B
3.Taqg cuong niém yét cong khai, minh bach thu 26.71% | 23.31% | 27.39% | 26.16%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 3538% | 27.61% | 36.59%
S.Déy manh dich vu cong truc tuyén muc do 3,4 32,64% | 13,77% | 11.30% | 21,73%
6.Tiép tuc don gian hoa thu tuc hanh chinh 70,33% | 43,01% | 46.74% | 45,45%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 35,31% | 45,55% | 55.43% | 54,77%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 8,90% | 1589% | 826% | 1530%
9.Cai thién thai do giao tiép cua cong chirc 5.34% 4.66% 4.13% 5.76%
10,Cai thién tinh thédn phuc vu cta cong chic 504% | 381% | 5.00% | 532%
11.Nang cao nang luc cua cong chire 9.52% 8.26% 13,04% 931%
12.B6 tri hinh thire tiép nhan GYPAKNdé dang, viitene. | goiez | itais
thuantién hon ety | SRR e
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 16,67% | 14,62% | 9,57% | 11,09%
14 Khac 3.26% 0,85% 0,65% 1,55%
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BINH PHU OC

Cic chi s6 phin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Niam 2018 | Nam 2019 | Nim 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng dan r6 rang, dé thay 78.34% | 8136% | 8565% | 86.92%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 7470% | 80,08% | 8826% | 88.,03%
3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 64,18% | 6928% | 83.91% | 87.58%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 6647% | 73,73% | 82.83% | 87,36%
Tiép cin dich vy néi chung 7092% | 76,11% | 85.16% | 87.47%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 81.85% | 81,99% | 85.43% | 84,26%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 8244% | B8369% | 8543% | 8537%
7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh 85,76% | 83.26% | 87,61% | 86,03%
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh 80,12% | 81,36% | 88,26% | 85.81%
9. Thoi han giai quyét tha tuc hanh chinh la dang
quy dinh, 7761% | 79.24% | 85.00% | 83.59%
Thi tuc hanh chinh néi chung 81,56% | 8191% | 86,35% | 85.01%
11L. CONG CHUC
10, Cong chirc co thai do giao tiép lich su 79,17% | 78,60% | 84,78% | 80,49%
11. Cong chirc cham chii lang nghe cau hoi, v kién 74.70% | 78.81% | 8326% | 79.16%
12. Cong chirc tra 101, giai thich cau hoi, ykienday du | 75.82% | 77.33% | 83.26% | 80,04%
13. Cong chirc huong ké khai ho so dé hiéu 78,34% | 83.69% | 84,13% | 80.93%
14. Céng chirc hudng dan ké khai ho so mét lan
la ¢o thé hoan thién ho so 8220% | 83,48% | 81,15%
15, Cong chirc giai quyét cong viéc dung quy dinh 82,44% | 8220% | 8391% | 82.71%
16, Cong chuc tan tinh giup d& 81,74% | 80,04%
Cong chire noi chung 78,09% | 80.47% | 83,51% | 80,65%
IV. KET QUA
17. Két qua phu hop vai quy dinh 8244% | 83,26% | 86,96% | 85,59%
18. Ket qua co thong tin day du 82.44% | 8559% | 89.35% | 8537%
19. Két qua co thong tin chinh xac 80,95% | 84.96% | 89.13% | 85.37%
20. Két qua dam bao tinh cong bang 88,70% | 84,92%
Két qui néi chung 81,94% | 8460% | 8853% | 8531%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 67.39% | 7795% | 8286% | 60,71%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 66,38% | 7795% | 77.14% | 53.57%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
v, phan anh, kién nghj 63,09% | 79.53% | 82.86% | 57,14%
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi 65,09% | 79,53% | 8286% | 64.29%
Tiép nhin, xir Iy GYPAKN néi chung 65,49% | 78,74% | 8143% | 5893%
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o BINHTHUAN _
Cic chi s phin dnh nhin dinh, dinh gii cia NDTC |
Nhin dinh Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
. Ao N g 0 0 0 0
1.Corquan-ibp Bo phén TNHS.T.KQ@pxa 53,75% | 49.57% | 49.57% | 78,56%
nhén hd so Baphin TNHS.TKQcap huyén | 29,58% | 34.57% | 33,91%
(TNHS) va tra BG phan TNHS, TKQ cép tinh 8,96% | 8.48% | 3.48%
két qua (TKQ) 3 - .
i quyét Trung tamﬂ phuc; vu hanh chinh 15.63% | 12.17% | 15.00%
TTHC cong cap tinh
Khac 1,04% | 087% | 0,65% | 21,14%
Qua ngudi than, ban bé 22,29% | 25.87% | 18,48% | 27,70%
2.Hinh thire Qua can bd, cong chirc cip xa 54,78% | 54,78% | 68,04% | 70,19%
tiep can thong : z n
i v& o Gian Qua loa phat thanh cap xa 239% | 16,07%
INES, TR [ oswBhu Ezﬁghm‘g indal | 16259 | 16,52% | 826% | 1607%
gial quyet
TTHC Qua mang internet 7.08% 6,74% 4.35% 6,13%
Khac 229% | 435% | 1,96% | 3.17%
Qua nguoi than, ban be 5.00% 8.04% 10,22%
~ » . . -~ A
Qua cong chuc tai nai n0pho | o5 5100 | 739604 | 75.20%
s, tra két qua
Iy i A . . - A
3.Kénh thong | Quaniém yctcong khai tainoin0p | o5 500r | 10,139 | 11,30%
tin dé biét vé ho so, tra ket qua
b]ét ve quy Qua Internet 4.38% 4.13%
dinh TTHC Qua we!)sxte C?ng_dgch vu 3.48%
cong quoc gla
Qua website tinh/co quan 3.48%
Khéc 0,63% | 0.87% | 0,00%
| lan 77,78% | 21,74% | 21,74% | 76,96%
4.56 14n di lai 2 lan 57,83% | 57,17%
dé giai quyét 3 lan 16,98% | 13,26% | 11,09% | 16,70%
TTHC 4 14n 500% | 8,26%
Khéc 3.,04% | 2,17% | 1,74% | 3,17%
5.Cangchirc gy
phién ha, sich Co 3.13% | 4,78% | 3.04% | 127%
nhidu
6.Cdng churc
goi ¥ ndp tién Co 1,88% | 1,74% | 0.87%
ngoai phi/l€ phi
Co giay hen 86,74%
7.Yiéc co quan Khong co giéy hen, do lay ket 10.43%
viét hen tra két —__qua ngay .
qua gidi quyée | Khongco@ay hen, nhung cong 2,39%
TTHC chirc hen miéng i
Khong co gidy hen, méc du tra ket 0.43%

qua vao ngay sau do
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‘ BINH THUAN
Cic chi s6 phan dnh nhén dinh, dinh gii cia NDTC

Nim 2017

Niim 2020

Nhén dinh Nim 2018 | Niim 2019
& v Pung hen 92,08% | 84,57% | 89,57% | 90,70%
Viéc co -
quan giir ﬂﬁng Sorrn hen 2.50% 1,09% 1,74% 3.17%
hen tra két qua Tré hen 5,42% 1435% | 8,70% 6,13%
ﬁwg’ye‘ (6 thong beo vé viée tré hen 30,77% | 59,09% | 27,50% | 10,13%
' C'6 xin 16i vi tré hen 3,85% | 37.88% | 32,50% | 19,13%
: 5 i iép huong da 5,879
osupnion [ CE8eic ey ine T
ctia hinh thirc : ol o 64,13%
niém yét cong _ BP[}AC{ITHFC ln}h ‘
khai, huong Niém vyet t.rAen (_Topg thdng tin 61.74%
din quy dinh | ____dientufinh___
TTHC Niém yc.:tk trén CoPg ghong tin 60.87%
dién tr quoc gia ?
o TNHS va TKQ tai o
105y do sl BPMC/TTPVHCC tinh il i
Op. (LA GG TNHS tai BPMC/TTPVHCC
. » - A > 0 0
h;]"qh lll:t'c tep TKQ qua dich vu buu chinh 2391%; | 04X
nhén ho so S : z 7
(TNHS) va tré NISVa’;KQm:TV;l(&@mh 71,30%
két qua (TK TNHS qual : 50
g éiqquv(ét @ BPMC/TTPVHCCinh SN
TTHC . TNHS qua internet, TKQ qua 85.22% | 66.30%
7 _ ) ' dich vu buu chmh ) ? :
Cic chi 50 phian 4nh mong dgi eiia NDTC
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Naim 2020
1.M¢& rong cac hinh thire thong tin 46,09% | 62,29% | 68,70% | 24,13%
2.'Ca1 thién gl3at }uomg co sO vat chat; hién dai 2537% | 25.42% | 27.39% | 34.13%
hoa trang thiét bi
SUIT:;% lftéﬁ?fhmem yét cong khai, minh bach thu 24.74% | 24.58% | 30.43% | 19.35%
g.u'l;agigéﬁuong nhéan ho so va tra két qua duong 2021% | 3022% | 17.83%
S.Péy manh dich vu cong truc tuyén mire d6 3, 4 31,29% | 7.71% | 6,74% | 8,04%
6.Tiép tuc don gian hoa thu tuc hanh chinh 76,53% | 46,25% | 38,26% | 63,48%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 51,59% | 51,04% | 45,00% | 69,78%
8.Gidm phi/lé phi giai quyét tha tuc hanh chinh 1691% | 17,92% | 10,00% | 12,61%
9.Cai thién thai do giao tiép cua cong chirc 11,21% 7.29% 7.17% 7.61%
10,Cai thién tinh thédn phuc vu cta cong chic 719% | 7.50% | 7.83% | 7,39%
11.Nang cao nang luc cua cong chire 9.73% 8.96% 10,00% 8.04%
12.Ba tri hinh thirc tiép nhan GYPAKNdé dang, 57t —_—_r
thuantién hon iz | st o
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 17,12% | 10,00% | 9,13% | 17,17%
14 Khac 3.81% 0,83% 1,74% 0,43%
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BINH THUAN

Cic chi s phin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Naim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co 26.09%
bién hiéu, hudng din rd rang, dé thay 75,26% | 78,96% | 75,00% T
2. Tru sO co quan tiép nhan ho so, tra két qua 75.22%
gon gang, sach sé 68.08% | 70.83% | 78,26% ’
3. Trang thiét bj phuc vu ngudi dan, to chirc day du 56,45% | 58,13% | 7587% | 78.04%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 73.91%
dong tot, de sir dung 60,47% | 63.31% | 73,04% ?
Tiép cin dich vy néi chung 65,07% | 6781% | 7554% | 75,82%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay | 76,11% | 76,04% | 75,22 74.87%
6. Quy dinh TTHC dugc niém yét cong khai déy 75,65
du, dé hiéu 75.48% | 76,67% | 76,09% i
7. Thanh phan ho so duge yéu cau ndp la ding quy 73709
dinh 7484% | 7871% | 76,96% 4
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop 76.52%
la dung quy dinh 74.00% | 78,08% | 78,70% 3
9. Thoi han giai quyét thu tuc hanh chinh la dang 73.70%
quy dinh, 70,61% | 75,73% | 75.65% ’
Thi tuc hanh chinh néi chung 7421% | 77.05% | 76,52% | 74.89%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 73,15% | 77.71% | 7587% | 78,70%
11. Cong chirc cham chii lang nghe cau hoi, v kién 69.98% | 75.83% | 73.26% | 72.61%
12. Cong chirc tra 101, giai thich cau hoi, ykienday du | 70,40% | 7438% | 72.39% | 72.61%
13. Cong chirc hudng ké khai ho so dé hiéu 69.98% | 7958% | 74,78% | 72.83%
14. Cong chirc huong dan ké khai ho so mét lan 73.26%
la co the hoan thién ho so 76,67% | 75.65% v
15, Cong chirc giai quyét cong viéc dung quy dinh 76,32% | 77.92% | 7630% | 78.04%
16, Céng churc tan tinh giup do 7543% | 71,74%
Cong chire noi chung 7197% | 7701% | 7481% | 74,25%
IV. KET QUA
17. Két qua phu hop vai quy dinh 76,32% | 8021% | 75.87% | 84.57%
18. Két qua co thong tin day du 75.05% | 8021% | 77.39% | 86.30%
19. Két qua co thong tin chinh xac 74.84% | 8021% | 77.83% | 80,65%
20. Két qua dam bao tinh cong bang 75,65% | 82,22%
Két qui néi chung 7540% | 8021% | 76,68% | 83.43%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, 71.43%
phan anh, kién nghi 65,96% | 61.86% | 6538% *
22. Dé dang thuc hién gop v, phan anh, kién nghi 65,65% | 6325% | 6692% | 70,67%
23. Co quan tiép nhdn va xur 1y tich cuc cac gop 1 A
y, phan anh. kién nghi 65,96% | 64,10% | 62.31% 2
24.Co quan co thong bao kip thoi ket qua xu ly 71.32%
cac y kién gop v. phan anh, kién nghi 64.74% | 64.96% | 61.54% ’
Tlep nhan, xir Iy GYPAKN néi chung 65,58% | 63.54% | 64,04% | 71.26%
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Ciic chi s6 phiin dnh nhin dinh, dinh gi ciia NDTC
Nhian dinh Nim 2017 | Nim 2018 | Nam 2019 | Nam 2020
) ~ ~ A = 0 0, 589, 0,
| Corquantits Bo phén 'l’NHS.T.Kchpxa 36.85% | 38.11% | 53.58% | 58,90%
nhan ho so BG phan TNHS, TKQ cap huyén 45,04% | 39,65% | 36,49%
(TNHS) va tra BG phan TNHS TKQ cép tinh 12,50% | 7.93% 6,93%
ket qua (TKQ) = : :
oidi quyét Trung tam phuc‘ vu.hanh chinh 17.67% | 18.28% | 9.47%
TTHC cong cap tinh
' Khac 1,72% 2,20% 0,00% | 41,10%
Qua nguoi than, ban be 30.17% | 29,07% | 19,40% | 19,90%
2 Hinh thae Qua can bd, cong chire cip xa 52,20% | 52,20% | 67,44% | 73,00%
tiep can thong : Z > e
{4178 001 i Qua loa phat thanh cap xa 3,23% | 10,80%
INH TR [ Ossbhuend Egﬂéh"“g tindal | 17800 | 22,03% | 11,09% | 10,80%
gial quyet
TTHC Qua mang internet 9.91% 6.39% 3.00% 5,00%
Khac 2.16% 1,32% 0,46% 1,80%
Qua nguoi than, ban be 2,16% 2,86% | 12,70%
Qua cong chirc ta1 not np ho | g5 500 | 729504 | 70.21%
s, tra két qua
3Kénh thong | Quaniém yetcongkhai @inoindp | 15 no0 | 31509 | 16,40%
tin dé biét vé ho sor tr ket qua
biét vé quy Qua Internet 3,02% 4.41%
dinh TTHC Qua website Cong dich vu 1.62%
cong quoc gia e
Qua website tinh/co quan 3,93%
Khac 0.22% 0,22% 0,23%
| 1an 79,70% | 28,19% | 39,26% | 78,00%
4.86 lan di lai Zlan 55.07% | 54,97%
dé giai quyét 3 lan 19.01% | 12,11% | 3,70% | 19,20%
TTHC 4 lan 2,86% | 1,62%
Khac 1,08% 1,76% 0,46% 1,60%
5 Cangchirc giy
phién ha, sach Co 1,94% 0,66% 0,46% 5,50%
nhidu
6.Cong chuc
goi y nop tién Co 3,45% 0,22% 0,69%
ngoai phi/lé phi
Co giay hen 84,06%
7 Viée co quan Khong co giéy hen, do lay ket 14.09%
viet hen tra ket T gua ngay :
qué gidi quyét | Khongco@iay hen, nhung cong 1.39%
TTHC chug hen miéng i
Khong co gidy hen, mac du tra ket 0.46%

qua vao ngay sau do
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‘ CA MAU
Ciic chi s6 phin dnh nhin dinh, dénh gid ciia NDTC

Niam 2017

Niim 2020

Nhén dinh Niim 2018 | Niam 2019
& 1is Bung hen 96,77% | 95.81% | 95,84% | 90,20%
Viéc co
finb it i Som hen 194% | 242% | 2.77% | 3.40%
hen tra két qua Tré hen 129% | 1.76% | 139% | 6.40%
%‘% qcuye‘ (6 thong béo vé viée ré hen 16,67% | 37,50% | 33,33% | 36,10%
' C'6 xin 16i vi tré hen 16,67% | 0,00% | 50,00% | 25,00%
: ~ , ‘A ’ x S°
osupiion [ Cooschic ety v A
cia hinh thirc : = s 93,53%
niém yét cong _ BP[:\/IC{I THXCC m}h :
khai, huong Niém vyet t.rAen (_Topg thdng tin 87 76%
dan quy dinh _ f"‘*’{‘ wtinh
TTHC Niém yettrén Coglg thong tin 87.07%
dién tr quoc gia !
o TNHS va TKQ tai ,
105w 49 ph BPMC/TTPVHCC tinh sl Rl
REACen TNHS tai BPMC/TTPVHCC
. o SR i p > 0, 0,
h;]"qh ll:’?" ep TKQ qua dich vu buu chinh i) i
nhan ho so ST : . .
(TNHS) v trd TNHS va’éKQqnad;ch Tv}u(%n;d'unh 94,23%
két qua (TKQ INHS qua mteret, , o
7ol BPMC/TTPVHCC tinh 18da%e
g1al quyet -
TTHC TNHS qua internet, TKQ qua 85.68% | 79.45%
e — - RCR K )
Cic chi 56 phan anh mong dgi cia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Naim 2020
1.M¢ rong cac hinh thire thong tin 55,40% | 63,15% | 69,38% | 30,72%
2.'Ca1 thién gl}at .lu'orng co sO vat chat; hién dai 28.40% | 24.78% | 28.19% | 27.48%
hoa trang thiét bi
3.Taqg cuong niém yét cong khai, minh bach thu 2430% | 17.24% | 19.82% | 15.47%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 30.17% | 30.84% | 39.49%
S Pay manh dich vu cng truc tuyén mic do 3, 4 29.10% | 10,15% | 837% | 6.70%
6.Tiép tuc don gian hoa thu tuc hanh chinh 68,00% | 37,80% | 51.10% | 51,73%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 41,40% | 40,26% | 49,12% | 57.51%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 1330% | 12,12% | 9.47% | 23,09%
9.Cai thién thai do giao tiép cua cong chirc 7.80% 1.73% 2.86% 6,24%
10,Cai thién tinh thédn phuc vu cta cong chic 6,20% | 1,08% | 1,98% | 4,85%
11.Nang cao nang luc cua cong chire 8.00% 3.90% 5,07% 15,47%
12.B6 tri hinh thire tiép nhan GYPAKNdé dang, cove | ingsse | emus
thuantién hon il ianll Wik
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 16,70% | 8.44% | 11,23% | 11,78%
14 Khac 0,50% 1,73% 0,22% 0,00%
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CA MAU

Cic chi s6 phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co 91.00%
bién hiéu, hudng din rd rang, dé thay 87.19% | 92.67% | 94,27% ’
2. Tru sO co quan tiép nhan ho so, tra két qua 90.01%
gon gang, sach sé 84.44% | 8987% | 94,93% >
3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 77.35% | 8534% | 93.83% | 91.42%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 91.00%
dong tot, de sir dung 78,49% | 87.72% | 93,61% *
Tiép cin dich vy néi chung 81.87% | 8890% | 94,16% | 90,86%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay | 82.61% | 94,18% | 93.17% | 95,38%
6. Quy dinh TTHC dugc niém yét cong khai déy 94.00%
du, dé hiéu 83,52% | 93.97% | 93.39% e
7. Thanh phan ho so duge yéu cau ndp la ding quy 65:38%
dinh 8421% | 9525% | 9405% | "
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop 93.30%
la dung quy dinh 81,01% | 9483% | 93.61% =R
9. Thoi han giai quyét thu tuc hanh chinh la dang 96.07%
quy dinh, 81,24% | 95,69% | 94,05% ’
Thi tuc hanh chinh néi chung 82.52% | 94.78% | 93,66% | 94.83%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 85,13% | 9590% [ 95,59% | 90,46%
11. Cong chirc cham chii lang nghe cau hoi, v kién 83.30% | 9547% | 93.61% | 91,15%
12. Cong chrc tra 101, giai thich cauhoi, y kienday da | 8238% | 95.69% | 9427% | 91.38%
13. Cong chirc huong ké khai ho so dé hiéu 83,98% | 9569% | 94.49% | 90.46%
14. Céng chirc huong dan ké khai ho so mét lan 01.72%
la co the hoan thién ho so 05.04% | 92,29% ?
15, Cong chirc giai quyét cong viéc dung quy dinh 81,69% | 9526% | 94.27% | 90.46%
16. Céng chure tan tinh giup do 93.39% | 90,69%
Cong chire noi chung 83.30% | 9551% | 93,99% | 90,90%
IV. KET QUA
17. Két qua phu hop vai quy dinh 81,69% | 9634% | 94.49% | 93.15%
18. Két qua co thong tin day du 85.35% | 96.55% | 94.71% | 94.30%
19. Két qua co thong tin chinh xac 85,58% | 96,12% | 94,05% | 94.54%
20. Két qua dam bao tinh cong bang 94.05% | 94,61%
Két qui néi chung 8421% | 9634% | 9433% | 94.15%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v, 75.00%
phan anh, kién nghi 76.97% | 7797% | 78,26%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 78.43% | 7797% | 82.61% | 75,00%
23. Co quan tiép nhdn va xir Iy tich cuc cac gop 5 oL
y, phan anh. kién nghi 74,34% | 79.66% | 82,61% *
24.Co quan co thong béo kip thoi ket qua xu ly 75.00%
cac y kién gop v. phan anh, kién nghi 76,38% | 7797% | 73.91% ’
Tlep nhan, xir Iy GYPAKN néi chung 76.53% | 7839% | 7935% | 75.00%
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qua vao ngay sau do

e CANTHO___
Cic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC
Nhin dinh Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
. a ~ A ~ 0, 0, 0, <) 0
| Corquan 6 Bo phan TNHS,TKQ cip xa 39,66% | 40,12% | 42,08% | 62.20%
nhén hé so Bophin TNHS,TKQcip huyén | 43,07% | 36.20% | 42,24%
(TNHS) va tré B phan TNHS.TKQ cép tinh 15.57% | 22,17% | 15,51%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 7.89% 2.71% 1.16%
C cong cap tinh
e Khac 021% | 030% | 0,50% | 37,80%
Qua nguoi thin, ban bé 20.85% | 18,40% | 23,27% | 17.50%
2 Hinh thire Qua can bd, cdng chirc cap xa 59.43% | 59.43% | 58,25% | 73.40%
gipvga:o[mﬁ Qua loa phat thanh cap xa 2,15% 7,90%
TNHS, TKQ | Quaphuongtienthongtindai | 14100 | 13 1096 | 10.40% | 7.90%
gidi quyet chung
TTHC Qua mang internet 5,97% 10,11% 8,25% 4.20%
Khac 576% | 422% | 3.80% | 3,50%
Qua ngudi than, ban be 3.84% | 4.83% | 13,37%
Qua cang chuctainai nop hO. | 49 ge0r | 755704 | 73.60%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitaingindp | g ggor | 179504 | 11.22%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 2,13% 5,73%
dinh TTHC Qua website Cg“')ng dich vu 330%
cong quoc gia e
Qua website tinh/co quan 2.48%
Khéc 0,00% | 090% | 0,50%
I lan 79,78% | 15,54% | 16,50% | 68,10%
4.S4 14n di lai 2 lan 61,24% | 64,36%
dé giai quyét 3 1an 16,77% | 15,23% | 10,89% | 24,80%
TTHC 4 14n 6,49% | 6,27%
Khac 151% | 1,51% | 1,98% | 4,10%
5Cangchirc giy
phién ha sich Co 235% | 2,11% | 1,82% | 2,40%
nhidu
6.Cong chuc
goi y ndp tién Co 0,64% | 0,30% | 0,50%
ngoai phi/lé phi
Co giay hen 91,25%
7.Viée co quan Khéng co giay hen, do lay ket 6.27%
viét hen tra ket (————— qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 2,48%
TTHC chgg: hen miéng .
Khéng co giay hen, mac du tra ket 0.00%
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| CAN THO
Ciic chi s6 phan dnh nhdn dinh, dénh gid cia NDTC

Niam 2017

Nhéin dinh Niim 2018 | Nim 2019 | Niim 2020
8 Vi Pung hen 92,75% | 94,12% | 93,07% | 92,70%
Viéc co
quanegifr dung Sém hen 2,77% 1,66% 1,98% 2.20%
hen tra két qua Tré hen 4,48% | 422% | 495% | 530%
%‘;}'H%’Ye‘ (6 théng beo vé viéc tré hen 47.62% | 25,00% | 40,00% | 27,50%
C6 xin 16i vi 1ré hen 19,05% | 7,14% | 36,67% | 14,30%
o, S pli g Cong chire true tiép hudng din 92.24%
Ll - Niém yét trén giay tai tru so
cua hinh thuc ) 4 3 87,13%
niém yét cong — BPE\AC/AT] l-{CC l"}h .
khai, huong Niém yet trén Cong thong tin 86.30%
dan quy dinh _ Ad'ef] winh
TTHC Niém yet trén Cong thong tin 86.80%
dién tr quoc gia i
TNHS va TKQ tai ,
10.Su dd phu BPMC/TTPVHCC tinh SRR | P2NE
hop cua cac TNHS tai BPMC/TTPVHCC
A ok AV Set ) 0
h;’".h tll::Ic tiep TKQ qua dich vu buu chinh 26,087 | ‘#11n
nhan ho so g : . 3
(TNHS) va tré 'I'NIISva’;Kpramev;l(Ent;@mh 88,12%
két qua (TK TNHS qua intemet, : 0
e BPMC/TTPVHCC tinh saAs
gidi quyet :
TTHC R s 90,80% | 86,14%
N I R B : :
Ciic chi s6 phan 4nh mong dgi ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 5440% | 50,84% | 62,14% | 33.83%
2.'Cz'1i thién cl}at .lu'orng co so vt chat; hién dai 26.50% | 25.04% | 23.53% | 2541%
hoa trang thiét bi ) : i i
3.Taqg cuong niém yét cong khai, minh bach thu 34.00% | 21.66% | 23.23% | 23.43%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 25.19% | 25.04% | 29.04%
5.Déy manh dich vu cng truc tuyén mirc d6 3, 4 19,20% | 12,14% | 12.22% | 13,70%
6.Tiép tuc don gian hoa thu tuc hanh chinh 62,70% | 50,69% | 44,19% | 56,27%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 42,90% | 47.61% | 50.53% | 56,77%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 10,20% | 15,10% | 12,07% | 18,65%
9.Cai thién thai do giao tiép cua cong chirc 6,20% 7.55% 7.69% 7.76%
10,Cai thién tinh than phuc vu cua cong chirc 9,20% | 755% | 633% | 6,77%
11.Nang cao nang luc cua cong chire 1290% | 11,71% 9.,95% 9.74%
12.B6 tri hinh thire tiép nhan GYPAKNdé dang, i | vigise | oo
thuantién hon 2 > i
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 22.50% | 14,48% | 11,76% | 9,08%
14 Khac 020% | 0.62% | 0,15% | 0,50%
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CAN THO

Cic chi s6 phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Nam 2018 | Nam 2019 | Nim 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay 7897% | 82.80% | 86,88% | 90,59%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 76,85% | 78.80% | 89,14% | 91,58%
3. Trang thiét bj phuc vu ngudi din, to chire day du 68,99% | 70.81% | 8627% | 91,09%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 71,56% | 72,04% | 8507% | 88.61%
Tiép cin dich vy néi chung 74,09% | 76,11% | 86.84% | 90.47%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 83,36% | 8295% | 86,73% | 88,94%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 82,60% | B8095% | 8492% | 87.79%
7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh 83.96% | 81,57% | 87,63% | 89,77%
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la dung quy dinh 80,79% | 77.42% | 86,43% | 89,60%
9. Thoi han giai quyét tha tuc hanh chinh la dung
quy dinh, 8230% | 79,11% | 86,73% | 87.62%
Thi tuc hanh chinh néi chung 82,60% | 80,40% | 8649% | 88.75%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 7867% | 79.88% | 8552% | 9142%
11. Cong chirc cham chii lang nghe cau hoi, v kién 7746% | 79.57% | 83,11% | 88.61%
12. Cong chrc tra 161, giai thich cauhoi, y kienday da | 76,55% | 78.65% | 84.92% | 89.11%
13. Cong chirc huong ké khai ho so dé hiéu 76,10% | 81,11% | 84,16% | 90.92%
14. Céng chirc huong dan ké khai ho so mot lan
la ¢o thé hoan thién ho so 78,19% | 83,56% | 88.28%
15, Cong chirc giai quyét cong viéc dung quy dinh 81,69% | 79,72% | 84.92% | 89.93%
16. Céng chure tan tinh giup do 83.41% | 88.12%
Cong chire noi chung 78,09% | 79,52% | 84.23% | 89,49%
IV. KET QUA
17. Két qua phu hop vai quy dinh 8169% | 81,11% | 87.78% | 9125%
18. Két qua co thong tin day du 83,.96% | 8341% | 88,54% | 92.08%
19. Két qua co thong tin chinh xac 83.21% | 83,10% | 8839% | 92,74%
20. Két qua dam bao tinh cong bang 87.78% | 91.25%
Két qui néi chung 82,95% | B8254% | 88,12% | 91.83%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 68,19% | 81.44% | 40,74% | 56,00%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 63.88% | 8247% | 55,56% | 60,00%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
v, phan anh, kién nghj 65.23% | 79.38% | 51.85% | 52.00%
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi 64.69% | 7835% | 5926% | 52.00%
Tlep nhan, xir Iy GYPAKN néi chung 65,50% | 8041% | 51.85% | 55,00%
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qua vao ngay sau do

Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC ,
Nhén dinh Niim 2017 | Nim 2018 | Niim 2019 | Niim 2020
. SO B S 5] 0 ¢ 0 2720, 0
1 Corquan tidh Bo phéan TNHSTKQ cap xa 52.46% | 4547% | 48.22% | 83.30%
nhén hé so Bophan TNHSTKQcAp huyén | 33,40% | 37.09% | 40,67%
(TNHS) va tré B phan TNHS.TKQ cép tinh 2034% | 2031% | 4,67%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 2.36% 2.87% 1.11%
C cong cap tinh
s Khac 0,00% | 022% | 0,00% | 16,70%
Qua nguoi than, ban be 26,12% | 21,63% | 20,00% | 15,40%
2 Hinh thire Qua can bd, cdng chirc cap xa 65,56% | 65.56% | 69,56% | 70,20%
HCpenihing Qua loa phat thanh cap xa 3,56% | 14,00%
tin vé€ o quan E s > ’
TNHS, TKQ | Quaphuongtienthongtindai | 1o 5000 | 12809 | 15.78% | 14,00%
gidi quyét chung
TTHC Qua mang internet 4.07% 5,74% 6,00% 3,10%
Khac 1,71% | 243% | L,11% | 0,20%
Qua nguoi than, ban be 7.92% 8.39% 10,44%
Qua cong chuc tal noindp hO | 44 1905 | 76.38% | 72,44%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitaingindp | s 5000 | 209704 | 19,78%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 321% | 6,62%
dinh TTHC Qua website Cg“')ng dich vu 333%
cong quoc gia .
Qua website tinh/co quan 4,67%
Khac 0,00% | 022% | 022%
I lan 67,45% | 3046% | 26,22% | 75,10%
4.S4 14n di lai 2 lan 46.80% | 48,22%
dé giai quyét 3 1an 20,77% | 10,60% | 15,33% | 18,40%
ITHC 4 1an 10.60% | 9,56%
Khac 9,64% | 1,55% | 0,67% | 3,80%
5Congchirc giy
phién ha sich Co 6.21% | 2.65% | 0,89% | 2,90%
nhidu
6.Cong chuc
goi y ndp tién Co 4,93% | 0,88% | 022%
ngoai phi/lé phi
Co giay hen 58.44%
7.Viée co quan Khéng co giay hen, do lay ket 22.67%
viét hen tra ket (————— qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 18,22%
TTHC chgg: hen miéng .
Khéng co giay hen, mac du tra ket 0.67%
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‘ CAO BANG
Cic chi s6 phian anh nhin dinh, dinh gii cia NDTC

Nhan dinh Niam 2017 | Niim 2018 | Niim 2019 | Niim 2020
- Pung hen 89.51% | 95.58% | 94,67% | 35,30%
8 Viéc co - " = = =
quan gir diing Som hen 0,64% | 0,00% | 1,11% | 64,70%
hen tra két qua Tré hen 9.85% | 4.42% | 422% | 0,00%
gT{?H%‘Ye‘ (6 théng bdo ve viée tré hen 15.22% | 42,86% | 47,37% | 0,00%
C6 xin 16i vi tré hen 217% | 5,00% | 36,84% | 0,00%
A ¢ . A . x )
osupton [ Cetic et b
cua hinh thure 5 78.,44%
niém yét cong _ BPE{\AC{FTHFC m}h ‘
khai, hudng Niém yet l.r.en ?opg thong tin 76.44%
H . dién t tinh g
dan quy dinh T
TTHC Niém yg{ trén Co?g t‘hong tin 74.89%
dién tir quoc gia
TNHS va TKQ tai ;
10.Su d6 phi BPMC/TTPVHCC tinh SRR | 8200w
hop cta cac TNHS tai BPMC/TTPVHCC
\ 5 « A o it} 0, 30,
hinh thic tiép | TKQ qua dich vu buu chinh i il [t
nhén ho so . . 5
(TNHS) va tré TNHSva';Kprad&Tv;l(bléx;dnnh 81,56%
két qua (TK TINHS qua ntemnet, o
A 1RO BPMC/TTPVHCC tinh e
giai quyet <
TTHC TNHS Qua internet, TKQ qua 83.89% | 73.56%
N I T e e : :
Cic chi s§ phan dnh mong di ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Niim 2020
1.M¢ rong cac hinh thire thong tin 50,80% | 67,02% | 66,00% | 35,11%
2.'Ca1 thién gl}at .lu'orng co 8o vat chat; hién dai 26.40% | 20.98% | 22.30% | 27.56%
hoa trang thiét bi
3.Taqg cuong niém yét cong khai, minh bach thu 4040% | 32.55% | 33.77% | 27.33%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 21.84% | 22.08% | 39.78%
S.Péy manh dich vu cong truc tuyén mire d6 3, 4 54.40% | 5.14% | 7.06% | 7.78%
6.Tiép tuc don gian hoa thu tuc hanh chinh 78,60% | 34,69% | 38,63% | 41,11%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 36,30% | 34,05% | 46,80% | 48,89%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 12,20% | 13,49% | 15.45% | 15,33%
9.Cai thién thai do giao tiép cua cong chirc 5,00% 6,42% 4.64% 8.44%
10,Cai thién tinh thédn phuc vu cta cong chic 1,80% | 4.07% | 2.87% | 4,44%
11.Nang cao nang luc cua cong chire 4.50% 9.85% 11,48% | 15,56%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 16.06% | 11.70% | 13.33%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 10,40% | 23,34% | 15,67% | 15,33%
14 Khac 3.60% 0,43% 0,00% 0,00%
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CAO BANG

Cic chi s phin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng dan r6 rang, dé thay 75.83% | 81,58% | 82.78% | 80.67%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 68,13% 73,66% | 83.,44% | 78.89%
3. Trang thiét bj phuc vu nguoi dan, to chic day di | 57.71% | 5589% | 78.81% | 75,78%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 59.79% | 6681% | 73,29% | 77.11%
Tiép cin dich vy néi chung 6537% | 6949% | 79,58% | 78.11%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay | 77.71% | 77.30% | 79,25% | 77,56%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 78,54% | 78,16% | 7947% | 76,00%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh 8208% | B83,08% | 8631% | 81,33%
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh 78,75% | 8244% | 8433% | 82.67%
9. Thoi han giai quyét tha tuc hanh chinh la dang
quy dinh, 73,75% | 74.09% | 78.15% | 79.56%
Thi tuc hanh chinh néi chung 78.17% | 79,01% | 81,50% | 79.42%
11L. CONG CHUC
10, Cong chirc co thai do giao tiép lich su 69,58% | 77,52% | 78,59% | 81,11%
11. Cong chirc cham chii lang nghe cau hoi, v kién 68,75% | 76,87% | 79,03% | 77.78%
12. Cong chirc tra 101, giai thich cau hoi, ykienday du | 68.75% | 76.23% | 82.34% | 80.67%
13. Cong chirc huong ké khai ho so dé hiéu 70,00% | 80.51% | 83.89% | 80.,00%
14. Céng chirc hudng dan ké khai ho so mot lan
la co the hoan thién ho so 76,45% | 77,04% | 75,56%
15, Cong chirc giai quyét cong viéc dung quy dinh 7521% | 7682% | 80.13% | 81.78%
16, Cong chuc tan tinh giup d& 78,81% | 81.11%
Cong chire noi chung 7046% | 77.40% | 7997% | 79,71%
IV. KET QUA
17. Két qua phu hop vai quy dinh 7521% | 79.01% | 83.44% | 81,78%
18. Két qua co thong tin day du 77.08% | 8351% | 84,77% | 8533%
19. Két qua co thong tin chinh xac 7625% | 82,66% | 84,11% | 85,11%
20. Két qua dam bao tinh céng bang 83,80% | 84,44%
Két qui néi chung 76,18% | 81,73% | 8405% | 84,17%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 6220% | 4324% | 5143% | 76,47%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 5082% | 48,65% | 57.14% | 64.71%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
y, phan anh, kién nghi 58,93% | 4054% | 4571% | 70,59%
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi 6131% | 3514% | 45.71% | 76.47%
Tiép nhin, xir Iy GYPAKN néi chung 60,57% | 41.89% | 50,00% | 72,06%
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R, - 5.1, ¢ T
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC ,
Nhin dinh Niam 2017 | Nim 2018 | Niam 2019 | Nim 2020
y 3pha A0 x5 0 0 59 0
{ Corquantiéh BG phan TNHSTKQ cap xa 3975% | 40,16% | 39,65% | 76,80%
nhan ho so B0 phan TNHS, TKQ cap huyén 3537% | 36,69% | 48,31%
(TNHS) va tra B& phan TNHS.TKQ cap tinh 5.01% 598% | 11,01%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 18.94% | 17.95% | 10.43%
C cong cap tinh
Khac 3,13% 0,16% 1,17% | 23,20%
Qua nguoi than, ban be 19,72% | 22.83% | 18,80% | 16,90%
2 Hinh thire Qua can bd, cdng chirc cap xa 48,82% | 48.82% | 54,19% | 69,60%
gipvga:o[mﬁ Qua loa phat thanh cap xa 1,91% | 22,10%
TNHS, TKQ | Qua ph“"“gcﬁgzg‘h"“g tindai | 553504 | 2016% | 23.05% | 22.10%
gial quyet
TTHC Qua mang internet 12,21% | 12,13% | 11,16% | 10,40%
Khac 5,16% 2,83% 6,31% 1,80%
Qua nguoi than, ban be 4.69% 3.62% 13,80%
Qua cang chirc tai noi n0p ho | ¢ cg0 | 7024% | 69,75%
50, tra két qua
3Kénh thong | Quaniém yetcongkhai @incinop | 1o 1500 | 25689 | 17,18%
fin dé biét vé ho so, tra ket qua
biét veé quy Qua Internet 8,76% 9.61%
dinh TTHC Qua website Cg“')ng dich vu 6.75%
cong quoc gia i
Qua website tinh/co quan 7,78%
Khac 0,47% 0,79% 1,17%
I lan 7788% | 17,80% | 24,38% | 82,00%
4.56 lin di lai 2 la?m 59.53% | 55,36%
dé giai quyét 3 lan 1896% | 17,01% | 13,51% | 14,90%
TTHC 4 lan 4.57% 4.85%
Khac 1,58% 1,10% 1,91% 1,80%
5Cangchire giy
phién ha, sach Co 2,66% 0,79% 1.91% 2,30%
nhidu
6.Cong chuc
goi y ndp tién Co 1,88% | 047% | 0,88%
ngoai phi/lé phi
Co giay hen 90,46%
7 Viée co quan Khong co gié“y hen, do lay ket 7.05%
viét hen tra ket s qua ngay :
qua giai quyét G0 C0 gidy hen, nhung cfag 2,20%
TTHC churc hen miéng i
Khong co giay hen, méc du tra ket i
S . 2 0,29%
qua vao ngay sau do
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| DA NANG
Cic chi s6 phin anh nhin dinh, ddnh gii cia NDTC |
Nhin dinh Niim 2017 | Nim 2018 | Niim 2019 | Niim 2020
8 Via Buang hen 80.80% | 96,06% | 94,71% | 89,80%
.Viéc co =
quan giir ding SOII] hen 3,45% 0,94% 2,50% 4.30%
hen tra ket qua Tré hen 6,75% 2,99% 2,79% 5,90%
gT{;"H‘g'Ye‘ €6 thong bao vé viée tré hen 34,09% | 63.16% | 63,16% | 46,20%
C6 xin 16i vi tré hen 2727% | 36,84% | 47,37% | 11,50%
& Sirphidion Cong chire truc tiéyp hudng dan 86,64%
. ps - Niém yét trén giay tai tru so
cua hinh thue 3 84 88%
niém yét cong _ BPI:lC/:FTH_CC lu]h .
khai, huong Niém yetdt.rqen (jfop%‘thong tin 81.94%
dén quy dinh oS
TTHC Niém yét trén Cong thong tin 31359
dién tir qudc gia =t
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh #B,58% | 18825
hop cua cac TNHS tai BPMC/TTPVHCC
. )k . 4 gl 270, 2 1R0,
h;:lh t:f'c Hep TKQ qua dich vu buu chinh Al | i
nhén ho so e 2 5
(TNHS) va tr TNIISVaﬂ(Qandcth;,l(b(sn;finnh 78,27%
két qua (TK TINHS qua nteme, 0
Sau 1RO BPMC/TTPVHCC v W
gial quyét .
TTHC TNHS qua intermet, TKQ qua 85.04% | 77.97%
S e SlEE R DR it : :
Cic chi s6 phan dnh mong dgi cia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 48,80% | 53,52% | 54.96% | 30,54%
2.'Cz'1i thién cl}at .lu'orng co sO vat chat; hién dai 26.70% | 28.64% | 24.41% | 20.12%
hoa trang thiét bi ) : ’ :
3.Taqg cuong niém yét cong khai, minh bach thu 2190% | 22.22% | 31.18% | 22.91%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 20.89% | 28.19% | 36.86%
S.Déy manh dich vu cong truc tuyén muc do 3,4 21,60% | 16,90% | 18.43% | 20,56%
6.Tiép tuc don gian hoa thu tuc hanh chinh 72,90% | 47,42% | 49.45% | 55.21%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 50,20% | 47,73% | 44.57% | 56,09%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 16,20% | 19,09% | 10,08% | 16,89%
9.Cai thién thai do giao tiép cua cong chirc 7.60% 12,52% 4.41% 6,75%
10,Cai thién tinh thédn phuc vu cta cong chic 5,10% 8,29% 3,94% 5,58%
11.Nang cao nang luc cua cong chire 10,00% | 12,05% 9,29% 10,57%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 14,55% | 8.50% 8.52%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 18,20% | 16,28% | 10,71% | 8,96%
14 Khac 2.20% 3.45% 0,16% 0,59%
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DA NANG

Cic chi s phin dnh sy hai long ciia NDTC _

Hailong Niam 2017 | Niam 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua ¢o
bién hiéu, hudng din rd rang, dé thay 89.39% | 90,77% | 9039% | 89.43%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 88.71% | 87.48% | 9134%| 88.11%
3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 81,94% | 8028% | 87.87% | 88.25%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 84.88% | 83,10% | 8630% | 86,78%
Tiép cin dich vy néi chung 86,23% | 8541% | 88.98% | 88.14%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 91,20% | 89,98% | 88,03% | 86,78%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 8939% | 87.79% | 8898% | 85,02%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh 90,52% | 9139% | 9055% | 87,37%
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la dung quy dinh 88.71% | 89.83% | 87.09% | 86,93%
9. Thoi han giai quyét tha tuc hanh chinh la dung
quy dinh, 86,68% | 87.32% | 87.09% | 87.22%
Thii tuc hanh chinh néi chung 89.30% | 89.26% | 8835% | 86.67%
11L. CONG CHUC
10. Cong chirc co thai do giao tiép lich su 89,62% | 87,64% | 87,56% | 87,22%
11. Cong chirc cham chii lang nghe cau hoi, v kién 87.81% | 8701% | 86.46% | 84.58%
12. Cong chrc tra 101, giai thich cau hoi, y kienday da | 86,68% | 87.48% | 88.03% | 85.76%
13. Cong chirc huong ké khai ho so dé hiéu 8533% | 8889% | 8787% | 85,61%
14. Céng chirc huong dan ké khai ho so mot lan
la ¢o thé hoan thién ho so 88,42% | 8535% | 84.73%
15, Cong chirc giai quyét cong viéc dung quy dinh 89,62% | 88,42% | 88.19% | 87.22%
16. Céng chure tan tinh giup do 85,35% | 83.,99%
Cong chire noi chung 8781% | 8798% | 86,97% | 85,59%
IV. KET QUA
17. Két qua phu hop vai quy dinh 89.62% | 89.67% | 90.71% | 89.57%
18. Két qua co thong tin day du 9142% | 90.45% | 9181% | 89.72%
19. Keét qua co thong tin chinh xac 92,55% | 89.83% | 91,65% | 87,96%
20. Két qua dam bao tinh cong bang 88,82% | 87.81%
Két qui néi chung 91,20% | 8998% | 90,75% | 88,77%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 7928% | 85.96% | 7647% | 64,44%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 77.30% | 78,95% | 70.59% | 64.44%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
v, phan anh, kién nghj 75.33% | 87.72% | 67.65% | 62,22
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi 7599% | 85,09% | 67.65% | 60.00%
Tiép nhén, xir Iy GYPAKN néi chung 76,98% | 84,43% | 70,59% | 62,78%
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o DAKLAK ___
Cic chi s6 phin dnh nhén dinh, ddnh gid ciia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
i Arha Sh 0 ) 0 0
{ Corquantip Bo phan TNHS,TKQ@pxa 4985% | 4042% | 50,97% | 53.50%
nhén hé so Bophin TNHS,TKQclp huyén | 32,42% | 45.47% | 39,82%
(TNHS) va tra B phan TNHS.TKQ cép tinh 23,79% | 20,03% | 847%
két qua (TKQ) P : :
iy Tryng tag‘ésh‘-‘cg "‘l‘i:;"h chinh | 3 7005 | 4.01% | 12,78%
TTHC e
Khac 0,45% | 0.52% | 0,74% | 46,50%
Qua nguoi thin, ban bé 23,64% | 25.44% | 24.52% | 0,00%
2 Hinh thirc Qua cén b, cdng chirc cap xa 55,40% | 55.40% | 67,16% | 17,10%
Hpicen thing Qua loa phét thanh cap xa 490% | 69,40%
tin v€ co quan E s : :
TNHS, TKQ | Quaphuongtiénthongtindai | 1o o0, | 16389 | 006% | 69,40%
gidi quyét chung
TTHC Qua mang internet 8,18% | 6,27% | 8,62% | 9,80%
Khac 3,03% | 3.,83% | 327% | 4.40%
Qua nguoi than, ban be 2,58% 7.67% | 17,68%
Qua cong chic tai noi ndp ho | o ee0 | 67 940, | 70,13%
50, tra két qua g y :
3Kénh thong | Quaniém yetcongkhaitaingindp | ¢ 4e0r | 27000 | 17.24%
tin dé biét vé ho s0, trd ket qua
biét veé quy Qua Internet 5,76% 2.96%
dinh TTHC Qua website Cg“')ng dich vu 4.16%
cong quoc gia i
Qua website tinh/co quan 5,20%
Khac 091% | 0,17% | 2.53%
I lan 74,70% | 26,48% | 26,60% | 0,00%
486 13n di lai 2 lan 49.13% | 44,73%
dé giai quyét 3 1an 20,00% | 14,29% | 15,75% | 72.63%
ITHC 4 14n 9.23% | 10,85%
Khac 3,79% | 0,87% | 2,08% | 19,94%
5Cang chirc giy
phién ha, sich Co 4.10% | 3.48% | 3.42% | 96,20%
nhiéu
6.Cong chuc
goi y ndp tién Co 2,58% | 087% | 1,49%
ngoai phi/lé phi
Co giay hen 73,55%
7.Vige co quan Khong co gidy hen, do lay ket 13.22%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 12,04%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket il
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| PAK LAK
Cic chi s6 phin anh nhin dinh, ddnh gii cia NDTC |
Nhén dinh Nim 2017 | Nam 2018 | Niaim 2019 | Nam 2020
. Bung hen 91,36% | 8833% | 91,38% | 0,00%
8.Viéc co = v = = =
quan giir ding SOII] hen 1,52% 1,92% 1,49% | 89,10%
hen tra ket qua Tré hen 7.12% 9,76% 7.13% 1,70%
gT{?H%‘Ye‘ C6 thong hao vé viée tré hen 3191% | 33.93% | 29,17% | 0,00%
C6 xin 16i vi tré hen 10,64% | 19,64% | 29,17% | 0,00%
~ ’ ‘A ¢ -4 qo
oSupnbo [ s
cua hinh thue 3 78,90%
niém yét cong _ BPI}flC{FTH_CC mjh .
khai, hudng Niém yet t.rqen (__‘opg thong tin 77.27%
dan quy dinh dién tu tinh
TTHC Niém yét trén Copg t'hong tin 76.82%
dién tr quoc gia
o TNHS va TKQ tai A
1025y gl BPMC/TTPVHCC tinh R | 18aT
VP che.cac TNHS tai BPMC/TTPVHCC, g 8
th.h tl:lgc tiep TKQ qua dich vy buu chinh 95,47% | 85,14%
nhén ho so e : gy
(TNHS) va tr TNIISVﬂﬂ(Qandcth;b(sn;:hnh 83,95%
két qua (TK TINHS qua nteme, 529
Sau 1RO BPMC/TTPVHCC v AR
gial quyét :
TTHC EISEL e tiamt; TR i 90,59% | 78,16%
S e SlEE R DR it ' :
Cic chi s6 phan dnh mong dgi cia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 48 80% | 48,33% | 45.82% | 22,29%
2.'Ca1 thién gl}at .lu'orng co sO vat chat; hién dai 26.70% | 23.94% | 29.09% | 14.86%
hoa trang thiét bi
3.Taqg cuong niém yét cong khai, minh bach thu 2190% | 13.48% | 27.70% | 16.79%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 25.91% | 23.17% | 30.76%
S Pay manh dich vu cng truc tuyén mic do 3, 4 21,60% | 12,12% | 18,29% | 16,05%
6.Tiép tuc don gian hoa thu tuc hanh chinh 72,90% | 53,79% | 50,00% | 57.65%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 50,20% | 57,88% | 50,70% | 62.41%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 16,20% | 14,85% | 1533% | 22,14%
9.Cai thién thai do giao tiép ciia cong chirc 7.60% | 682% | 7.49% | 10,70%
10.Cai thién tinh than phuc vu cua cong chire 5.10% 6.36% 6.62% 8,17%
11.Nang cao nang luc cua cong chire 10,00% | 12.27% 6.45% 13.97%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 12,58% | 9.23% 11.14%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 18,20% | 10,45% | 9,58% | 12,48%
14 Khac 2,20% 0,00% 0,35% 0,59%
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PAK LAK

Cic chi s phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Niam 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay 7801% | 84,70% | 75,78% | 80.,53%
2. Tru s& co quan tiép nhan ho so, tra két qua
gon gang, sach sé 73.89% | 8091% | 76,66% | 80.,98%
3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 60.86% | 73,79% | 75,96% | 78.75%
4. Trang thiét bi phuc vu nguoi dan, t6 chirc hoat
dong tot, dé sir dung 67,73% | 79,55% | 74,56% | 78.90%
Tiép cin dich vy néi chung 70,12% | 79,73% | 75,74% | 79.79%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai déthay | 81,33% | 89.24% | 75,96% | 82,62%
6. Quy dinh TTHC dugc niém yét cong khai day
du, dé hiéu 76,42% | 87,58% | 7422% | 80.68%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh 8085% | 8894% | 7822% | 80,39%
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la dang quy dinh 80,82% | 88,33% | 78,22% | 81,13%
9. Thoi han giai quyét tha tuc hanh chinh la dang
quy dinh, 75,12% | 84.24% | 74,04% | 78.45%
Thi tuc hanh chinh néi chung 7891% | 87.67% | 76,13% | 80,65%
11L. CONG CHUC
10, Cong chirc co thai do giao tiép lich su 75,16% | 79,39% | 75,09% | 79,05%
11. Cong chirc cham chii lang nghe cau hoi, v kién 70,89% | 79.70% | 72.82% | 77.27%
12. Cong chirc tra 101, giai thich cau hoi, ykienday du | 72,78% | 78.18% | 75.96% | 77.86%
13. Cong chirc huong ké khai ho so dé hiéu 75,79% | 83.64% | 74,04% | 78.60%
14. Céng chirc hudng dan ké khai ho so mét lan
la co the hoan thién ho so 82,42% | 7091% | 76,52%
15, Cong chirc giai quyét cong viéc dung quy dinh 80,13% | 82,73% | 73.87% | 78.01%
16, Cong chuc tan tinh giup d& 71,78% | 77,12%
Cong chire noi chung 7495% | 81,01% | 7349% | 77.78%
IV. KET QUA
17. Keét qua phu hop véi quy dinh 80,13% | 86,52% | 83,09% | 78.45%
18. Két qua co thong tin day du 8153% | 87.73% | 8157%| 82.17%
19. Két qua co thong tin chinh xac 81,34% | 86,67% | 8244% | 80,98%
20. Két qua dam bao tinh cong bang 80,00% | 80,53%
Két qui néi chung 81,00% | 86,97% | 81,78% | 80,53%
V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc tiép nhan gop v,
phan anh, kién nghi 65,06% | 6296% | 6981% | 69,09%
22. Dé dang thuc hién gop vy, phan anh, kién nghi 62,05% | 66,67% | 68.26% | 67,88%
23. Co quan tiép nhan va xur 1y tich cuc cac gop
y, phan anh, kién nghi 5542% | 7037% | 69.72% | 66,67%
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi 57.23% | 6296% | 68.60% | 6545%
Tiép nhén, xir Iy GYPAKN néi chung 59.94% | 6574% | 69,10% | 67,27%
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Cic chi s6 phin dnh nhéin dinh, ddnh gii cia NDTC |
Nhin dinh Niam 2017 | Nim 2018 | Nim 2019 | Nim 2020
y 3pha A0 x5 0 () 20 0
1 Coquantiép Bo phéan TNHS,TKQ@pxa 47.19% | 39.75% | 48,52% | 65.30%
nhéan hé so B6 phin TNHS, TKQ cap huyén 33,47% | 38.10% | 34,75%
(TNHS) va tra B& phan TNHS.TKQ cap tinh 9,15% | 12.84% | 6,78%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 15.80% | 14.70% | 16.53%
C cong cap tinh
Khac 0,00% 0,00% 0.00% | 34.70%
Qua nguoi than, ban be 18,54% | 19.25% | 22,03% | 27.00%
2 Hinh thirc Qua can bd, cdng chirc cap xa 59.21% | 59.21% | 59,11% | 73,40%
tiep can thong . - 5 A
bt o6 Gian Qua loa phat thanh cap xa 6,14% | 16,60%
TNHS, TKQ | Quaphuongtienthongtindai | 15 560, | 196705 | 1928% | 16,60%
gidi quyet chung
TTHC Qua mang internet 3,13% | 8,07% | 7.20% | 4,40%
Khac 3.33% 0,83% 1,91% 1,10%
Qua nguoi than, ban be 2,29% 4.35% 12,29%
Qua cong chuc tat BL0OP O | meoner | 6em7o | 69,92%
50, tra két qua
3 Kénh théng | Qua "‘e";?"‘ cmsk‘:ha‘ WRINOINOP | 193805 | 28.16% | 19.28%
tin dé biét vé 50, U el Ul
biét veé quy Qua Internet 2.29% 6,42%
dinh TTHC Qua website Cg“')ng dich vu 5939
cong quoc gia i
Qua website tinh/co quan 6,99%
Khac 0,63% 0.41% 0,42%
I 1an 78,96% | 2091% | 25,64% | 80,00%
4.56 lin di lai 2 lz“m 58.18% | 57,63%
dé giai quyét 3 lan 16,04% | 12,22% | 10,59% | 14,80%
[THC 414n 807% | 530%
Khac 3,13% 0,62% 0,85% 2,90%
5Congchic gy
phién ha sach Co 1,88% 2,69% 2.33% 4,00%
nhic
6.Cong chuc
goi y ndp tién Co 021% | 1,24% | 1,06%
ngoai phi/lé phi
Co giay hen 86.86%
7.Viée co quan Khong co gié“y hen, do lay ket 8.05%
viét hen tra két —__qua ngay _
qua giai quyét | Khongcogiay hen, nhung cong 487%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket G

qua vao ngay sau do
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DPAK NONG

Cic chi s§ phan anh nhén dinh, dénh gii cia NDTC

N

Niam 2017

Niim 2020

Nhin dinh Niim 2018 | Niim 2019
& Vi Buang hen 94.17% | 9296% | 94,70% 1,90%
Viec co =
quan giir ding SOII] hen 2,29% 2,69% 2,12% 7,10%
hen tra ket qua Tré hen 3.54% 4.35% 3,18% 0,00%
gT{?“H qélyet C6 thong bao vé viée tré hen 17,65% | 28.57% | 33,33% | 14,70%
Cé xin 16i vi tré hen 5,88% 9.52% | 40,00% 5,90%
~ ’ ‘A ¢ 4 0
oSupnibo [t e ncns
cua hinh thue : : 85,59%
khai, hudng Niém yet trén Cong thong tin 84.53%
dz?‘m quy dinh dlén tu tinh 2
TTHC Niém yét trén Cong thong tin 83 479
dién tr quoc gia ki
TNHS va TKQ tai 3
10.Su d6 phi BPMC/TTPVHCC tinh AL | 186250
hop cua cac TNHS tai BPMC/TTPVHCC
N ’ v A . v : My 0 2009,
h:{h l:?c uep TKQ qua dich vu buu chinh Ml | 81280
nhén ho so e 2 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 88,98%
két qua (TK TNHS qua nteme, o
A 1RO BPMC/TTPVHCC v e s
gial quyét .
TTHC TNHS qua intermet, TKQ qua 85.92% | 8136%
r———— LD chinh : :
Cic chi s6 phan dnh mong dgi eiia NDTC |
Mong doi Nim 2017 | Nam 2018 | Niim 2019 | Niim 2020
1.M¢& rong cac hinh thire thong tin 60,10% | 59,17% | 63,98% | 24,15%
2.'Ca1 thién gl3at }uomg co sO vat chat; hién dai 19.80% | 22.50% | 21.53% | 19.28%
hoa trang thiét bi
3.Tar3g cuong niém yet cong khai, minh bach tha 2290% | 16.67% | 35.20% | 20.13%
tuc hanh chinh
g.u'l;agigéﬁuong nhéan ho so va tra két qua duong 24.58% | 34.99% | 46.40%
5. Pay manh dich vu cong truc tuyén mic d6 3, 4 29,70% | 10,63% | 9,73% | 12,92%
6.Tiép tuc don gian hoa thu tuc hanh chinh 7730% | 52,92% | 34,58% | 51,06%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 45,70% | 47,92% | 40,79% | 56,78%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 1230% | 1542% | 890% | 17,16%
9.Cai thién thai do giao tiép cua cong chirc 4.40% 6,88% 8.07% 7.42%
10,Cai thién tinh thédn phuc vu cta cong chic 480% | 688% | 476% | 593%
11.Nang cao nang luc cua cong chire 10,40% | 13,33% 8.70% 12,29%
12.lﬂ3‘o’t‘n hinh thire tiép nhan GYPAKNde dang, 9.79% 1532% | 8.90%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 14,80% | 11,06% | 11,59% | 17,58%
14 Khac 1,00% 0,42% 0,62% 0,21%
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PAK NONG

Cic chi s6 phin dnh sy hai long ciia NDTC |

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay
2. Tru sO co quan tiép nhan ho so, tra két qua 73.60% | 77.08% | 83.23% 80.04%
gon gang, sach sé
3. Trang thiét bj phuc vu nguoi dan, to chire day di | 65,90% | 62,92% | 7930% | 82.98%
4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chice hoat 68.81% | 72.50% | 77.64% $1.29%
dong tot, de sir dung
Tiép cin dich vy néi chung 71,73% | 73,44% | 79.87% 81,52%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 78,38% | 8229% | 79.71% | 87.92%
2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 77.96% | 80.83% | 81.16% $6.65%

u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dang

78,59% | 81,25% | 79,30% 81,77%

83,99% | 84.38% | 83,02% 89.41%

80,87% | 86,04% | 83,64% 89,19%

81,70% | 83.54% | 78,88% 87.71%

quy dinh,

Thi tuc hanh chinh néi chung 80,58% | 83,42% | 81,28% 88.18%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 83,58% | 82,08% | 78,05% 84,08%
11. Cong chirc cham chii lang nghe cau hoi, v kién 81,91% | 81,04% | 77.43% | 82.23%
12. Cong chirc tra 161, giai thich cau hoi, y kien day da | 80,04% | 82,50% | 78.88% 83.42%
13. Cong chirc hudng ké khai ho so dé hiéu 79,00% | 83,75% | 78.26% 83.65%

14. Cong chirc hudng dan ké khai ho so mét lan

\ ) ~0 0 0
la co the hoan thién ho so 1429 | 73,78% 3.65%

15. Cong chirc giai quyeét cong viée dung quy dinh 85,65% | 83,33% | 80,54% 82,23%
16. Cong chirc tan tinh giup d& 75.98% | 82,23%
Cong chire noi chung 82,04% | 8235% | 77.85% 83.07%
IV. KET QUA

17. Két qua phu hop véi quy dinh 85.65% | 89.17% | 81.57% | 91.10%
18. Két qua co thong tin day du 85.45% | 8894% | 82.61% | 90.89%
19. Két qua co thong tin chinh xac 85,65% | 88,73% | 83,02% 91,53%
20. Két qua dam bao tinh cong bang 82.82% | 90,89%
Két qui néi chung 85,58% | 8894% | 82.51% 91,10%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7136% | 5833% | 65.17% 79.67%
phan anh, kién nghi " il B ok

22. Dé dang thuc hién gop v, phan anh, kién nghi 71,36% | 62.50% | 68.62% 77.78%
23. Co quan tiep nhan va xu ly tich cuc cac gop 7277% | 54.17% | 68.28% 77 78%
y, phan anh. kién nghi RS = ¢ ?
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 71.95% | 5833% | 65,95% 77.56%

72,30% | 58,33% | 61,72% 75,00%
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qua vao ngay sau do

Cic chi s6 phin dnh nhén dinh, ddnh gid ciia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
y 3pha A0 x5 0 0 2109 : 0
| Corquan 6 Bo phén TNHS,TKQcapxa 40,51% | 3591% | 43,10% | 66,90%
nhén hé so Bophan TNHS,TKQcip huyén | 45,15% | 33.61% | 43,95%
(TNHS) va tra B phan TNHS.TKQ cip tinh 20,89% | 26.,72% | 15,92%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 2.32% 5.43% 0.42%
C cong cap tinh
s Khac 0,00% | 021% | 000% | 33,10%
Qua ngudi than, ban bé 25,74% | 24.43% | 17,62% | 14,30%
2 Hinh thire Qua can bd, cdng chirc cap xa 53,03% | 53.03% | 67.94% | 70,00%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phét thanh cap xa 3,18% | 19,60%
TNHS, TKQ | Quaphuongtienthongtindai | »5 7000 | 17129 | 1338% | 19,60%
giai quyét chung
TTHC Qua mang internet 3,38% 6,89% 4.88% 4.40%
Khac 295% | 1,04% | 0,00% | 3.30%
Qua nguoi than, ban be 2,74% 5,64% | 11,46%
-~ ’ . - -~ -
Qua cong chuctainai nop RO | 77 2501 | 649304 | 68,15%
50, tra két qua
3Kénh thong | Quaniem yetcongkhaiinoindp | 5, jgor | 26 109 | 22.72%
tin dé biét vé ho s0, trd ket qua
biét vé quy Qua Internet 2.95% 5,64%
dinh TTHC Qua we!asne C‘ong‘dgch v 234%
cong quoc gia
Qua website tinh/co quan 0,85%
Khéc 0.84% | 0,00% | 0,00%
I lan 81,14% | 18,37% | 33,33% | 95,36%
486 13n di lai 2 lan 63,05% | 53,50%
dé giai quyét 3 1an 16,10% | 12,73% | 934% | 4,64%
ITHC 4 14n 459% | 3.82%
Khac 2,54% | 125% | 0,00% | 2,65%
5Cangchirc giy
phién ha sich Co 233% | 146% | 085% | 240%
nhidu
6.Cong chuc
goi y ndp tién Co 0,63% | 021% | 085%
ngoai phi/lé phi
Co giay hen 71,76%
7.Vige oo quan Khong co giay hen, do lay ket 16.56%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 10,62%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket i ek
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‘ DIEN BIEN
Cic chi s6 phan anh nhin dinh, ddnh gii cia NDTC |
Nhin dinh Nim 2017 | Nim 2018 | Niim 2019 | Nam 2020
8 Via Buang hen 95,99% | 9290% | 93,21% | 92,90%
.Viéc co =
quan giir ding SOII] hen 1,69% 1,25% 2,34% 1,10%
hen tra ket qua Tré hen 2,32% 5.85% 4,46% 6,00%
gT{;"H‘g'Ye‘ €6 thong bao vé viée tré hen 54.55% | 28.57% | 9,52% | 22,60%
Co xin loi vi ré hen 9.09% 7.14% 19,05% 7.40%
~ ’ ‘A ¢ 4 )
osuphitey [ e e e i
cua hinh thue 3 88,54%
niém yét cong _ BPI:\/lC/:l"THACC th '
khai, hudng Niém yet t.rqen (__‘opg thong tin 85.14%
H . dién tu tinh g
dan quy dinh Rt
TTHC Niém yét trén Cong thong tin 87 05%
dién tr quoc gia ;
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh A | 1898
hop cua cac TNHS tai BPMC/TTPVHCC
\ s « A a 5 Ay 0, 0,
h;:lh t:f'c uep TKQ qua dich vu buu chinh 90,B7%: | 81,68
nhén ho so e : 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;b(sn;:hnh 87,69%
két qua (TK TNHS qua intemet, 0
o BPMC/TTPVHCC fnh 53.01%
yet :
TTHC TNHS qua intermet, TKQ qua 82.88% | 84.93%
S e SlEE R DR it : :
Cic chi s6 phan dnh mong dgi ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 58,10% | 50,42% | 68,48% | 30,57%
ﬁéga&;ﬁ‘g‘;?gfg“""g cosovatchat hiéndai | 5y 9000 | 30.50% | 24.22% | 17.62%
3.Téqg cudflg niém yét cong khai, minh bach tha 33.10% | 29.96% | 32.57% | 33.97%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 21.73% | 31.32% | 29.30%
5. Pay manh dich vu cong truc tuyén mic d6 3, 4 21,40% | 4.85% | 6,68% | 12,53%
6.Tiép tuc don gian hoa thu tuc hanh chinh 75.90% | 51,90% | 41,54% | 59,45%
7.Rut ngan thoi gian gidi quyét thi tuc hanh chinh 46,60% | 4937% | 46.97% | 56,90%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 1320% | 21,94% | 14.20% | 16,14%
9.Cai thién thai do giao tiép cua cong chirc 4.20% 4.64% 7.52% 7.01%
10.Cai thién tinh than phuc vu cua cong chire 3.50% 1,69% 2.71% 7.64%
11.Nang cao nang luc cua cong chire 8.20% 8.,44% 5.85% 11,25%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 1034% | $.14% 7.86%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 13,00% | 12,03% | 8,77% 9,77%
14 Khac 0,20% 0.21% 0,42% 0,00%
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PIEN BIEN

Ciic chi sb phin dnh sy hai long cita NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 8035% | 85.44% | 8977% | 89.81%
gon gang, sach sé g : s g

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 69,09% | 75,53% | 85.80% | 88.75%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 78.59% | 80.59% | 84.55% | 87.90%
dong tot, de sir dung ¥ ? v g
Tiép cin dich vy néi chung 77,81% | 81,80% | 87,16% | 89,07%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 83.22% | 86,71% | 87,06% | 87.26%
6. Quy dinh TTHC dugc niém yét cong khai day 81.02% | 88.19% | 8706% | 87.47%
du, dé hiéu T ’ ’ ’
7. Thanh phan ho so duge yéu cau ndp 1a dung quy
dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

83,22% | 85,65% | 88,52% | 89.81%

83,00% | 89,66% | 89.56% | 89,17%

82,56% | 86,71% | 87.68% | 90,02%

78,37% | 87,76% | 85,59% | 87.69%

quy dinh,

Thi tuc hanh chinh néi chung 81,63% | 87.81% | 87.39% | 88.32%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 80,57% | 87,97% | 87.47% | 87,26%
11. Cong chirc cham chii lang nghe cau hoi, v kién 7748% | 8734% | 8434% | 86,84%
12. Cong chrc tra 101, giai thich cau hoi, y kién day da | 80.57% | 87.34% | 86.64% | 87.90%
13. Cong chirc huong ké khai ho so dé hiéu 76,38% | 87,76% | 86,64% | 89.17%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0 0 0
la co the hoan thién ho so 82,050 | 89350 | 83,500

15. Cong chirc giai quyeét cong viée dung quy dinh 83.22% | 86,50% | 87,89% | 88.75%
16. Céng chure tan tinh giup do 87.89% | 85,77%
Cong chire noi chung 79,64% | 87,10% | 86,82% | 87.32%
IV. KET QUA

17. Két qua phu hop véi quy dinh 83.22% | 90.51% | 89.56% | 90.87%
18. Két qua co thong tin day du 83.66% | 9135% | 89.35% | 92.36%
19. Két qua co thong tin chinh xac 84.77% | 91,98% | 90,40% | 92,78%
20. Két qua dam bao tinh cong bang 87.89% | 92,14%
Két qui néi chung 83,88% | 91,28% | 89.30% | 92.04%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 7726% | 78.69% | 71.19% | 80.49%
phan anh, kién nghi ? ? i il
22. Dé dang thuc hién gop v, phan anh, kién nghi 75,22% | 81,97% | 72.88% | 78.05%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7201% | 8361% | 71.19% | 73.17%
y, phan anh. kién nghi : 2 g 2
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 74,56% | 8238% | 7235% | 75,00%

73,76% | 85,25% | 74,14% | 68,29%
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qua vao ngay sau do

e DUNGNAL __
Cic chi s6 phin dnh nhén dinh, ddnh gid ciia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
i Arha Sh 0 0 ) 0
1 Corquan tidh Bo phéan TNHS,TKQ@pxa 4391% | 55.10% | 50.51% | 75.90%
nhén hé so Bophin TNHS,TKQcip huyén | 36,99% | 51.99% | 35,89%
(TNHS) va tra B phan TNHS.TKQ cép tinh 4,66% | 2334% | 4,49%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 15.19% | 26.14% | 22.14%
C cong cap tinh
s Khac 0,15% | 2,07% | 0,00% | 24,10%
ua nguoi than, ban be ,06% 6.82% | 30,25% | 18,00%
Qua ngudi than, ban bé 24,06% | 46.82% | 30,25° 8,00%
2 Hinh thire Qua can bd, cdng chirc cap xa 63,66% | 63.66% | 55,14% | 67.10%
HCprcen thing Qua loa phat thanh cap xa 2,03% | 12,50%
tin vé€ ¢co quan E s . .
TNHS, TKQ | Quaphuongtienthongtindai | /5900 | 376195 | 18.00% | 12.50%
gidi quyét chung
TTHC Qua mang internet 6,02% 18.46% | 11,43% | 7,70%
Khac 241% | 0,89% | 0,00% | 1.30%
Qua ngudi than, ban be 496% | 16,40% | 14,62%
Qua céng chic tai noi ndp ho | g 5000 | 802104 | 70.33%
50, tra két qua g | i
3Kénh thong | Quaniém yetcongkhaitaingindp | 5 o300 | 404704 | 13,17%
tin dé biét vé ho so, tra ket qua
biét veé quy Qua Internet 3,76% 21,86%
dinh TTHC Qua website Cg“')ng dich vu 11.87%
cong quoc gia i
Qua website tinh/co quan 5.21%
Khac 030% | 044% | 0,14%
I lan 88,84% | 34,71% | 23,01% | 81,45%
486 13n di lai 2 lan 56.28% | 64,83%
dé giai quyét 3 1an 920% | 7.53% | 8,83% | 14,49%
ITHC 4 14n 1,03% | 333%
Khac 0,60% | 044% | 000% | 1.88%
5Cangchic giy
phién ha sich Co 1.21% | 0,74% | 0,72% | 3,80%
nhidu
6.Cong chuc
goi y ndp tién Co 1,05% | 0,00% | 0,58%
ngoai phi/lé phi
Co giay hen 95,08%
7.Viée co quan Khéng co giay hen, do lay ket 301%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 1,01%
TTHC chgg: hen miéng .
Khéng co giay hen, mac du tra ket 0.00%
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| PONG NAI
Ciic chi s phéin 4nh nhin dinh, dénh gid ciia NDTC _
Nhén dinh Nim 2017 | Nim 2018 | Niim 2019 | Nam 2020
8 Via Buang hen 93,38% | 93.80% | 93,34% | 91,40%
Viéc co
quanegitr ding Som hen 2,11% 3,99% 3,18% 5,10%
hen tra két qua Tré hen 451% | 222% | 347% | 3.50%
0 thor )w‘viécrrg el 00% [ 60.,00% ,33% 0%
gT{;"H‘g'Ye‘ Co thong bao vé he, 70,00% | 60.00% | 58,33% | 40,70%
Cé xin 16i vi tré hen 50,00% | 73.33% | 62,50% | 20,80%
8 Sirhidion Céng chire tryc tiép huong dan 89,15%
St - Niém yét trén giay tai tru s&
cua hinh thue 3 87,99%
niém yét cong _ BP{}dC{FTH_CC mjh .
khai, hudng Niém yet t.rqen (__‘opg thong tin 86.98%
dan quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 38 429/
dién tir qudc gia B
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh 2B88% | 18915
hop cua cac TNHS tai BPMC/TTPVHCC
\ s “ A a 5 Ay 0, 0
h;:lh t:f'c nep TKQ qua dich vu buu chinh i | i i
nhan ho so e : o
(TNHS) va tr TNIISVaﬂ(Qandcth;,l(b(sn;finnh 89,87%
két qua (TK TNHS qua nteme, 089
o BPMC/TTPVHCC finh 36,38%
yet :
TTHC TNHS qua intermet, TKQ qua 93.33% | 87.99%
S e SlEE R DR it — —
Cic chi s6 phan dnh mong dgi ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢ rong cac hinh thire thong tin 71,00% | 73,08% | 74,89% | 42,69%
ﬁégat‘r:::t‘h?gf{)i'“""g cosovatehat hiendai | 5y go0r | 20,75% | 20,69% | 20,41%
3.Téqg cudflg niém yét cong khai, minh bach tha 25.80% | 27.22% | 30.13% | 20.84%
tuc hanh chinh ¥ ; ) ¢
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 25.11% | 22.45% | 37.63%
5.Pay manh dich vu cong truc tuyén mic do 3, 4 43,20% | 6,62% 15,66% | 15,20%
6.Tiép tuc don gian hoa thu tuc hanh chinh 70,70% | 54,59% | 51.99% | 64.11%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 49,30% | 46,77% | 42,25% | 47.61%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 11,70% | 12,93% | 7.39% | 7.81%
9.Cai thién thai do giao tiép ciia cong chire 500% | 331% | 473% | 3,76%
10,Cai thién tinh thédn phuc vu cta cong chic 3,50% 2,26% 4,73% 4,63%
11.Nang cao nang luc cua cong chire 6,20% 5.41% 4.73% 12,74%
12.B6 tri hinh thire tiép nhan GYPAKNdé dang, a6 | asie | sase
thuantién hon = sl B
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 12,20% | 14,44% | 4,58% | 13,75%
14 Khac 0,90% 1,20% 1,33% 0,00%
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PONG NAI

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 00.29% | 86.77% | 89.36% 91.50%
gon gang, sach sé e g : 2

3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 88.84% | 82,11% | 86,56% | 90.78%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 88.41% | 83.16% | 85.38% 90.78%
dong tot, de sir dung ? i 2 2
Tiép cin dich vy néi chung 89,75% | 85,60% | 87.63% | 91,49%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 90,87% | 89,02% | 86,56% | 90,16%
6. Quy dinh TTHC dugc niém yét cong khai day 00.72% | 80.47% | 86.24% | 90.45%
du, dé hiéu T ’ - T
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

01,45% | 90,38% | 89,22% 92.91%

89,71% | 88,12% | 88.92% 92,62%

88,41% | 88,12% | 88.48% 92.91%

90,14% | 90.,53% | 88,77% 92.47%

quy dinh,

Thi tuc hanh chinh noéi chung 89,97% | 89,05% | 87,80% 91.72%
111. CONG CHUC

10. Cong chirc co thai do giao tiep lich su 89,13% | 92,63% | 92,32% 87,91%
11. Cong chirc cham chii lang nghe cau hoi, v kién 87,83% | 91,43% | 88,48% | 86,76%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 87.97% | 9128% | 88.48% | 86.76%
13. Cong chirc huong ké khai ho so dé hiéu 88,55% | 89.47% | 88,18% | 84.76%

14. Cong chirc hudng dan ké khai ho so mét lan

\ ) "0 0 0
la co the hoan thién ho so 8932 | 0,95% 3,625

15, Cong chirc giai quyét cong viéc dung quy dinh 89.57% | 89,47% | 89,51% 85,62%
16. Cong chirc tan tinh giup d& 87,00% | 84,76%
Cong chire noi chung 88.61% | 90,60% | 89,22% 86,03%
IV. KET QUA

17. Két qua phu hop vai quy dinh 89.57% | 91,58% | 88.43% | 90.79%
18. Két qua co thong tin day du 89.86% | 90.83% | 8831% | 90.79%
19. Két qua co thong tin chinh xac 90,43% | 90,53% | 89,05% 90,79%
20. Két qua dam bao tinh cong bang 88,17% | 91,93%
Két qui néi chung 89,95% | 90,98% | 88.49% 91.08%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop vy, 35.80% | 8222% | 80.43% 83.02%
phan anh, kién nghi R " il 2

22. Dé dang thuc hién 20p v, phan anh, kién nghi 85.65% | 79,78% | 78.26% 83.02%
23. Co quan tiep nhan va xu ly tich cuc cac gop 85.50% | 79.78% | 76.09% 84.91%
y, phan anh. kién nghi 2 e d ?
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 85,61% | 80,11% | 79,35% 83,96%

85,50% | 78,65% | 82,61% 84.91%
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o DONGTHAP
Cic chi s6 phin dnh nhéin dinh, ddnh gii cia NDTC |
Nhén dinh Nim 2017 | Nim 2018 | Niim 2019 | Niim 2020
y 3pha A0 x5 0 0, 0 0
| Borqan i Bo phén TNHS,TKQ cip xa 43,13% | 40,60% | 42,68% | 73.90%
nhén hé so Bophan TNHS.TKQcAp huyén | 34,17% | 42.74% | 41,40%
(TNHS) va tra B phan TNHS.TKQ cép tinh 11,67% | 9,62% | 7.64%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 17.08% | 1026% | 14.86%
C cong cap tinh
s Khac 0,00% | 0.85% | 0,64% | 26,10%
Qua nguoi thin, ban bé 27,71% | 27.99% | 24,63% | 21,00%
2 Hinh thirc Qua can bd, cdng chirc cap xa 55.98% | 55.98% | 62.85% | 65,30%
HCprcen thing Qua loa phit thanh cép xa 802% | 13,30%
tin vé ¢o quan h TR 17 ,
TNHS, TKQ | Quap ”mﬁcﬁzzg ongundal | 541705 | 21.58% | 19.75% | 13.30%
gial quyet
TTHC Qua mang internet 5.21% 4.70% 9.55% 2,60%
Khac 229% | 3,85% | 0,64% | 1.60%
Qua nguoi thin, ban be 7.08% | 427% | 19,11%
-~ ’ . - -~ -
Qua cong chuctal p01 0P RO | o 940 | 79.06% | 76.43%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitainginGp | 4 oa0r | 207305 | 14.23%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 6,67% | 3,42%
dinh TTHC Qua website Cg“')ng dich vu 6.16%
cong quoc gia i
Qua website tinh/co quan 9.34%
Khac 1,67% | 2.99% | 0,85%
I lan 84,48% | 20,73% | 25,27% | 77,20%
4.86 1an di lai 2 le?m 60,04% | 61,78%
dé giai quyét 3 lan 13,15% | 13,25% | 10,40% | 18,60%
TTHC 4 14n 3.85% | 1,49%
Khac 129% | 2,14% | 106% | 230%
5Congchirc giy
phién ha sich Co 250% | 1,07% | 064% | 0,70%
nhicu
6.Cong chuc
goi y ndp tién Co 0,63% | 021% | 0,00%
ngoai phi/lé phi
Co giay hen 95,75%
7.Viée co quan Khéng co giay hen, do lay ket 297%
viét hen tra két —__qua ngay _
qua gidi quyét Khoéng ¢o6 giay hen, .rzhung cong 0.85%
TTHC churc hen miéng i
Khong co giay hen, méc du tra ket "
PN : 0,42%
qua vao ngay sau do
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| DONG THAP
Cic chi s6 phin anh nhin dinh, dinh gii cia NDTC
Nhén dinh Nim 2017 | Nim 2018 | Niim 2019 | Niim 2020
8 Via Buang hen 94 57% | 92,52% | 92,57% | 89,70%
Viéc co =
quan giir ding SOII] hen 2,71% 1,50% 2,55% 7,00%
hen tra ket qua Tré hen 2,71% 5,98% 4,88% 3,30%
gT{?H%‘Ye‘ C6 thong bao vé viée tré hen 53.85% | 21.43% | 30,43% | 56,20%
C6 xin 16i vi tré hen 23,08% | 21.43% | 21,74% | 14,30%
~ ’ ‘A ¢ = 5 0
o3uphitey | ot e hine &
cua hinh thue 3 84.71%
niém yét cong _ BPI}/lC{FTH_CC lu]h .
khai, hudng Niém yet t.rqen (__‘opg thong tin 83.44%
H . dién tu tinh g
dan quy dinh - e B
TTHC Niém yét trén Cong thong tin 83.01%
dién tir quéc gia A
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh il ik
hop cua cac TNHS tai BPMC/TTPVHCC
. Ry < a f gl 0, 760
h;:lh t:f'c uep TKQ qua dich vu buu chinh VA | 8ili200e
nhén ho so e 2 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;b(sn;:hnh 85,77%
két qua (TK TNHS qua nteme, o
A 1RO BPMC/TTPVHCC v s
gial quyét :
TTHC TNHS qua intermet, TKQ qua 0423% | 83.65%
R T i L s —
Cic chi s6 phan dnh mong dgi ciia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 64,80% | 62,71% | 62,82% | 31,00%
ﬁéga&;ﬁ‘g‘;?gfg“""g cosovatchat hiendai | 5y 7000 | 28 549 | 20,04% | 28.24%
3.Taqg cuong niém yét cong khai, minh bach thu 2590% | 24.38% | 21.79% | 13.59%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 35.63% | 33.55% | 30.79%
S.Déy manh dich vu cong truc tuyén murc do 3, 4 43.40% | 12,71% | 14.53% | 15,50%
6.Tiép tuc don gian hoa thu tuc hanh chinh 75,50% | 49,79% | 39,96% | 56,90%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 36,60% | 51,67% | 55,56% | 50,96%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 18,40% | 22,92% | 18,80% | 15,71%
9.Cai thién thai do giao tiép cua cong chirc 8.20% 6.88% 5.34% 5,52%
10.Cai thién tinh than phuc vu cua cong chire 7.00% 7.29% 3.21% 4.67%
11.Nang cao nang luc cua cong chire 8.20% 7.92% 5.77% 8,70%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 7.71% $.12% 7.64%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 15,40% | 7.10% 9,62% | 13,38%
14 Khac 0,00% 0.63% 0,85% 0,64%
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PONG THAP

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 82 529% | 8938% | 89.32% 38.11%
gon gang, sach sé i : : £

3. Trang thiét bj phuc vu nguoi dan, to chire day du | 76,22% | 77.71% | 87.82% | 85.37%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 75.06% | 85.42% | 87.61% 86.62%
dong tot, de sir dung ik -1 2 ia
Tiép cin dich vy néi chung 79,72% | 86,20% | 88,62% | 87,05%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 84,62% | 90,00% | 86,75% | 90,35%
6. Quy dinh TTHC dugc niém yét cong khai day 84.38% | 89.58% | 8739% 93.06%
du, dé hiéu ’ ’ ” ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

85,08% | 92,29% | 89,74% 88,11%

86,01% | 91,67% | 89,74% 92,13%

84,38% | 88,75% | 87.61% 92,13%

84,15% | 89.79% | 88,68% 89,93%

quy dinh,

Thi tuc hanh chinh néi chung 84,71% | 89,96% | 88,03% 91,52%
111. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 87,41% | 90,83% | 89,96% | 90,66%
11. Cong chirc cham chii lang nghe cau hoi, v kién 84,62% | 89,79% | 87,82% | 91,08%
12. Cong chirc tra 11, giai thich cau hoi, y kien day du | 85,08% | 90.42% | 88.89% | 90.23%
13. Cong chirc huong ké khai ho so dé hiéu 82,98% | 9042% | 89.10% | 91.08%

14. Cong chirc hudng dan ké khai ho so mét lan

: ) 0 0 0
la co the hoan thién ho so B30 | 36.11% R0,92%

15. Cong chirc giai quyeét cong viée dung quy dinh 82,98% | 90,42% | 88,68% | 90,23%
16. Cdng chirc tan tinh gitp do 87,18% | 89,60%
Cong chire noi chung 8461% | 90,21% | 88,25% 90,42%
IV. KET QUA

17. Két qua phu hop vai quy dinh 82,98% | 9125% | 89.74% | 93.62%
18. Két qua co thong tin day du 8531% | 91.04% | 89.96% | 93.62%
19. Két qua co théng tin chinh xac 86,71% | 9229% | 9124% | 90,32%
20. Két qua dam bao tinh cong bang 89.96% | 90,32%
Két quil néi chung 85,00% | 91,53% | 90.22% | 91.97%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 79.50% | 89.57% | 83.33% 84.62%
phan anh, kién nghi i o ?

22. Dé dang thuc hién gop v, phan anh, kién nghi 76,97% | 87.83% | 80.77% 80,77%
23. Co quan tiep nhan va xu ly tich cuc cac gop 76.68% | 8870% | 82.05% 84.62%
y, phan anh. kién nghi ? 2 FS2 ?
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 78,14% | 8891% | 8237% 82.69%

79,30% | 89,57% | 83.33% 80,77%
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qua vao ngay sau do

GIA LAI
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC .
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
y 3 pha A0 X3 0 0 0 0
| Borqan i Bo phén TNHS,TKQ capxa 44.64% | 42.18% | 68,80% | 38.91%
nhén hé so Bophan TNHSTKQcip huyén | 35,51% | 34.81% 35,80%
(TNHS) va tra B& phan TNHS,TKQ cap tinh 20,14% | 8,41% 0,59%
két qua (TKQ) A : :
gidi quyét Trung tamﬂ phuci vu‘_hanh chinh 435% 17.26% 25.30%
C cong cap tinh
s Khac 1,01% | 0,00% | 3120% | 0,30%
Qua ngudi than, ban bé 14,49% | 20,35% | 24,90% | 26,18%
2 Hinh thic Quacinbd, cngchiccapxd | 48,67% | 48.67% | 72,00% | 61,24%
gipvga:oﬂcmﬁ Qua loa phat thanh cp xa 20,30% | 1,33%
TNHS, TKQ | Quaphuongtiénthongtindai | 14 930 | 26179 | 2030% | 6.07%
giai quyét ching
TTHC Qua mang internet 7.25% | 4.87% | 8,70% | 26,48%
Khac 1,45% | 2,65% | 280% | 0,15%
Qua ngudi than, ban be 2.90% | 5,01% 21,01%
Qua cong G LBoLA0P O | oy 510z | 60479 69.23%
S0, tra ket qua
3 Kénh thong | Quaniém yetcong khail @inoindp | 7 540, | 5) 305 6,51%
tin dé biét vé ho s0, trd ket qua ’ | '
biét veé quy Qua Internet 3,04% 5,01%
dinh TTHC Qua we!asne C‘ong‘dgch vu 2.96%
cong quoc gia
Qua website tinh/co quan 15,83%
Khéc 0,58% | 0,15% 0,59%
I lan 73,40% | 33,78% | 71,70% | 27,07%
486 13n di lai 2 lan 55.31% 71,89%
dé giai quyét 3 1an 1991% | 7,67% | 22.80% | 0,30%
TTHC 4 14n 3,10% 0,44%
Khac 451% | 0,15% | 3,30% | 0,30%
5Cangchirc giy
phién ha sich Co 421% | 0,29% | 3.30% | 0,00%
nhidu
6.Cong chuc
goi y ndp tién Co 2,75% | 0,15% 0,15%
ngoai phi/lé phi
Co giay hen 75,74%
7 Viée co quan Khong co giéy hen, do lay ket 23.82%
viét hen tra ket S qua ngay :
qué giai quyét ong o gidy hen, .rzhung cong 0.44%
TTHC ChUS hen mieng s
Khong co giay hen, méc du tra ket 0.00%




162

‘ GIA LAI
Cic chi s6 phan anh nhin dinh, dinh gii cia NDTC |
Nhin dinh Nim 2017 | Nam 2018 | Niim 2019 | Niam 2020
8 Via Buang hen 84.49% | 96,61% | 97,04% | 87,50%
Viéc co = - :
quan gir diing Som hen 3,62% | 0,59% | 296% | 2,00%
hen tra ket qua Tré hen 11,88% | 2,80% 0,00% 10,40%
gT{?H%‘Ye‘ C6 thong bao vé viée tré hen 39,02% | 88.89% | 66,67% | 27.00%
C6 xin 16i vi tré hen 23,17% | 94.44% | 66,67% | 13,90%
~ ’ ‘A ¢ = )
osuphitey [ Cooschic ety v
cua hinh thue 3 96,30%
niém yét cong _ BP{}dC{FTH_CC lu]h .
khai, hudng Niém yet t.rqen (__‘opg thong tin 95.12%
dan quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 96.01%
dién tir qudc gia B
TNHS va TKQ tai ,.
10.Su d6 phu BPMC/TTPVHCC tinh H445% |29,
hop cua cac TNHS tai BPMC/TTPVHCC
\ ’ oA . 2 Iy 0, 20,
h;:lh t:f'c uep TKQ qua dich vu buu chinh PLA5%: | 9820
nhén ho so e 2 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;b(sn;:hnh 98,67%
két qua (TK TNHS qua nteme, o
A 1RO BPMC/TTPVHCC v Srgd
gial quyét .
TTHC TNHS qua intermet, TKQ qua 8127% | 89.05%
R T i L —
Ciic chi s6 phan dnh mong dgi cia NDTC |
Mong doi Nim 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢& rong cac hinh thire thong tin 53,20% | 53,04% | 54,57% | 29,88%
2.'Cz'1i thién cl}at .lu'orng co sO vat chat; hién dai 2330% | 26.00% | 26.70% | 976%
hoa trang thiét bi . ’ : .
3.Taqg cuong niém yét cong khai, minh bach thu 2380% | 17.68% | 25.81% | 18.64%
tuc hanh chinh
g.u'll"lagggéﬁuong nhéan ho so va tra két qua duong 45.65% | 32.74% | 36.83%
S.Péy manh dich vu cong truc tuyén mire d6 3, 4 22.80% | 7.54% | 12,98% | 39,64%
6.Tiép tuc don gian hoa thu tuc hanh chinh 77,70% | 51,45% | 40,12% | 50,44%
7.Riit ngan thoi gian gidi quyét thi tue hanh chinh 49,00% | 51,01% | 48.38% | 47.04%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 10,90% | 11,01% | 18,88% | 23,37%
9.Cai thién thai do giao tiép cua cong chuc 7.50% 8.70% 5.31% 3,99%
10.Cai thién tinh than phuc vu cua cong chire 6,10% 6.09% 4,72% 4.14%
11.Nang cao nang luc cua cong chire 11,40% 6.,52% 9,29% 11,98%
lz‘l}o’trl hinh thire tiép nhan GYPAKNde dang, 739% 7.96% 13.46%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 18,00% | 8,70% | 12,09% | 10,50%
14 Khac 0,30% 0,14% 0,00% 0,15%
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GIA LAl

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 75.36% | 75.80% | 86.46% 85.15%
gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 64.35% | 68,12% | 83.07% | 85.15%
4; Tra?g tbi(?t bi phuc vu nguoi dan, to chice hoat 68.84% | 71.16% | 83.66% $4.40%
dong tot, deé sir dung
Tiép cin dich vy néi chung 72,32% | 73,44% | 84,65% | 84,78%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dethay | 79,71% | 79,57% | 82,77% | 90,56%
gﬁ_Qduéyh?:ézh TTHC dugc niém yet cong khai day 78.41% | 79.97% | 84.10% 90.56%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

80,72% | 78,70% | 85,43% 84,40%

80,43% | 80,12% | 87,05% 92.,00%

79,42% | 81,30% | 85,72% 90,75%

77.97% | 75,65% | 84,84% 90,75%

quy dinh,

Thi tuc hanh chinh néi chung 79,19% | 79,32% | 84,90% 90,92%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 74,06% | 75,80% | 85,87% 84,50%
11. Cong chirc cham chii lang nghe cau hoi, v kién 72,32% | 73.88% | 83,07% | 84,50%
12. Cong chirc tra 101, giai thich cau hoi, y kienday da | 72.61% | 74,20% | 82.48% | 85.15%
13. Cong chirc huong ké khai ho so dé hiéu 72,75% | 7547% | 82,63% | 85.15%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so 78 | S277% 3,15%

15, Cong chirc giai quyét cong viéc dung quy dinh 79.42% | 74,20% | 85,13% 85.15%
16. Cong chirc tan tinh giup d& 83,95% | 84.50%
Cong chire noi chung 74,23% | 74,72% | 83,70% 84.87%
IV. KET QUA

17. Keét qua phu hop véi quy dinh 79,42% | 78,08% | 92,02% 90,40%
18. Két qua co thong tin day du 80,00% | 80.72% | 90,17% | 90.40%
19. Két qua co thong tin chinh xac 80,43% | 81,45% | 90,90% 90,40%
20. Két qua dam bao tinh cong bang 92,63% | 90,40%
Két qui néi chung 79,95% | 80,09% | 91.43% 90.40%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 68.59% | 65.06% | 78.38% 31 12%
phan anh, kién nghi " B 2 ?

22. Dé dang thuc hién 20p v, phan anh, kién nghi 67,15% | 63,25% | 81,08% 81.12%
23. Co quan tiep nhan va xu ly tich cuc cac gop 6451% | 6205% | 7838% 31.12%
y, phan anh. kién nghi REEES d ’ 2
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 66,49% | 63,40% | 78.04% 81.12%

65,71% | 63,25% | 74,32% 81,12%
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qua vao ngay sau do

Cic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
. oA B S 0 0, y'79, 2 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 44.92% | 3586% | 56,67% | 62.00%
nhén hé so Bophin TNHS,TKQcip huyén | 36,86% | 41.98% | 33,13%
(TNHS) va tra B0 phan TNHS. TKQ cip tinh 1441% | 527% | 6.67%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 14.83% | 24.47% | 17.92%
C cong cap tinh
s Khac 021% | 021% | 063% | 38,00%
Qua ngudi than, ban bé 24,58% | 23.84% | 31,88% | 25,40%
2 Hinh thire Qua can bd, cdng chirc cap xa 52,11% | 52,11% | 65,00% | 77,30%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phét thanh cap xa 6,88% | 29.60%
TNHS, TKQ | Quaphuongtienthongtindai | s 300 | 33769 | 17.08% | 29.60%
gidi quyét chung
TTHC Qua mang internet 1547% | 11.39% | 7.71% 3,80%
Khac 021% | 0,00% | 063% | 1.20%
Qua ngudi than, ban be 10,59% | 8.44% | 20,21%
Qua cong chic tai noi ndp ho | ¢ oco | 573804 | 64,179
50, tra két qua g - ;
3Kénh thong | Quaniém yetcongkhaitaingindp | 3¢ 5700 | 38 4004 | 25429
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 15,04% | 12,03%
dinh TTHC Qua website Cg“')ng dich vu 3.96%
cong quoc gia e
Qua website tinh/co quan 3.54%
Khéc 042% | 021% | 0,00%
I lan 66,74% | 22,15% | 42,50% | 79,90%
486 13n di lai 2 lan 58.65% | 47,71%
dé giai quyét 3 1an 2945% | 16,03% | 7.71% | 16,10%
TTHC 4 14n 2,53% | 2,08%
Khac 3,18% | 0,63% | 000% | 290%
5Cangchirc giy
phién ha sich Co 2,76% | 0,84% | 0,00% | 230%
nhidu
6.Cong chuc
goi y ndp tién Co 2,97% | 0,00% | 0,00%
ngoai phi/lé phi
Co giay hen 92,92%
7.Viée co quan Khong co giay hen, do lay ket 2.08%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 4,38%
TTHC chgg: hen miéng .
Khéng co giay hen, mac du tra ket 0.63%
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‘ HA GIANG
Cic chi s6 phian anh nhin dinh, ddnh gii cia NDTC |
Nhén dinh Niam 2017 | Nim 2018 | Niim 2019 | Nam 2020
8 Via Buang hen 91,95% | 96,84% | 98,33% | 95,00%
Viec co =
quan gi ding Som hen 2,54% | 232% | 1,04% | 1,00%
hen tra ket qua Tré hen 551% 0,84% 0,63% 4,00%
gT{?H%‘Ye‘ C6 thong bao vé viée tré hen 1923% | 25.00% | 77,78% | 34.40%
Cé xin 16i vi tré hen 11,54% | 25.00% | 55,56% | 26,30%
~ ’ ‘A ¢ 4 )
osupitey [ Cooschic et v
cua hinh thue 3 97.,29%
niém yét cong _ BPI:lC/:FTH_CC th '
khai, huong Niém yet t.rqen (__‘opg thong tin 95.42%
dan quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 95.91%
dién tir qudc gia S
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh AT | 182
hop cua cac TNHS tai BPMC/TTPVHCC
\ s “ A a 5 Ay 0, 0,
h;:lh t:f'c uep TKQ qua dich vu buu chinh PRI | LI
nhén ho so e : 5
(TNHS) va tr TNIISVaﬂ(Qandcth;,l(b(sn;finnh 97,92%
két qua (TK TINHS qua miemt, 30
A 1RO BPMC/TTPVHCC v .
gial quyét :
TTHC TNHS qua internet, TKQ qua 89.66% | 95.83%
e SR DU CliE____ :
Cic chi 50 phan dnh mong dgi cia NDTC |
Mong doi Nim 2017 | Niim 2018 | Niim 2019 | Nim 2020
1.Mo rong céac hinh thire thong tin 63,50% | 6441% | 65,40% | 36,88%
. . A A . - AL, .- A .
2.Cai thién chat luong co so vat chat; hiendai | 5, 500, | 29 1895 | 22.579% | 33.96%
hoa trang thiét bi
3.Tang cuong niém yét cong khai, minh bach 30.80% | 17.16% | 2637% | 16.67%
thu tuc hanh chinh
:iag;gézuong nhéan ho so va tra két qua duong 19.92% | 44.73% | 50.83%
5Py manh dich vu cong tnre tuyén mirc d6 3, 4 17.70% | 7,63% | 992% | 14,58%
6,Tiép tuc don gian hoa thu tuc hanh chinh 70.60% | 3432% | 42,41% | 41,88%
7. Rit ngn thoi gian giai quyét thi tuc hanh chinh 51,00% | 44.49% | 42,62% | 48,13%
8 Giam phi/lé phi giai quyét thii tuc hanh chinh 940% | 2034% | 12,90% | 22,08%
9.Cai thién thai do giao tiép cua cong chirc 5.80% 11,86% 5,71% 3,54%
10.Cai thién tinh than phuc vu cia cong chirc 4,60% | 1081% | 3.81% | 1,67%
I 1.Nang cao ndng luc cua cong chuc 8.80% 2.29% 6.77% 10,00%
IZ.E!o'tArl hinh thirc tiép nhan GYPAKNde dang, 12.50% | 5.71% 11,04%
thudntién hon
13.Tiép nhan, giai GYPAKN kip thai, tich cuc 13,10% | 13,98% | 11,21% | 6,88%
14 Khac 0,80% 0,21% 0,21% 0,63%
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HA GIANG

Cic chi s6 phin dnh sy hai long ciia NDTC |

Hailong Nim 2017 | Niim 2018 | N&im 2019 | Niim 2020
L. TIEP CAN DICH VU
1. Tru s& co quan tiep nhan ho so, tra ket qua co
bién hiéu, huéng dan rd rang, dé thay '
2. Tru s6 co quan ticp nhin ho so, td ket QUi | o0 5400 | 729504 | 82.60% | 8438%
gon gang, sach sé
3. Trang thiét bi phuc vu ngudi dan, to chirc day di | 73.13% | 61,44% | 8093% | 83,58%
4. Trang thict bi phyc vy nguti din, to.chichoat | 45 710, | 6610% | 87.66% | 8271%
dong tot, de sir dung
Tiép cin dich vy néi chung 78,80% | 69.49% | 83,40% 84.71%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 87,50% | 78,60% | 84.30% | 92,00%
g.__ Quy dinh TTHC duogc niém yet cong khai day 85.63% | 75.85% | 85.83% | 91.17%

u, de hiéu

7. Thanh phéan ho so duoe yéu cau nop la ding quy
dinh
8. Mirc phi/lé phi duoc yéu cau ndp yéu cau ndp
la diing quy dinh
9. Thai han giai quyét thu tuc hanh chinh la dung

85,83% | 78,18% | 82.41% 88,17%

86,25% | 7881% | 86.,56% 92.00%

83,75% | 74,15% | 87.83% 91,17%

80,42% | 72,67% | 89,45% 91,17%

quy dinh,

Thi tuc hanh chinh néi chung 84.71% | 76,02% | 86,79% 91,50%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 78,75% | 71,82% | 82,24% | 8892%
11. Cong chirc cham chii lang nghe cau hoi, v kién 77,04% | 69.28% | 83.19% 87,33%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 76.88% | 66,74% | 82.97% | 86,96%
13. Cong chirc huong ké khai ho so dé hiéu 77,50% | 79,03% | 84.61% | 87.33%

14. Cong chirc hudng dan ké khai ho so mét lan

£ 3 0 0, 0
186 thé hoan thién ho so 68,80% | #2,82% | '86,90%

15. Cong chirc giai quyeét cong vige dung quy dinh 84,17% | 72,03% | 84,93% | 87.33%
16. Cong chirc tan tinh giup d& 83,40% | 86,96%
Cong chire néi chung 78.87% | 7129% | 83.45% 87.40%
IV. KET QUA

17. Két qua phu hop vai quy dinh 84,17% | 74,15% | 88.77% | 93,96%
18. Két qua co thong tin day du 83.54% | 72.88% | 89.19% | 93.75%
19. Keét qua co thong tin chinh xac 8497% | 74,58% | 89,98% 94.38%
20. Két qua dam bao tinh cong bang 87.93% | 9521%
Két qui néi chung 84.23% | 73.87% | 88.97% 94.32%

V. TIEP NHAN, XU LY Y KIEN GYPAKN

~ " ~ . B ’ Y ~ ” B
..1._ Cq quan co bo.m hinh thire tiép nhan gop v, 77.09% | 61.61% | 82.91% 76.94%
phan anh, kién nghi

22. Dé dang thuc hién gop v, phan anh, kién nghi 75, 70% | 54.46% | 80.21% 76.94%
23. Co quan. tiep nhyn vixi ly tich oy cle 80p | v guoe | 'siioa% | 8369% | 83725
y, phan anh. kién nghi

24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop y, phan anh, kién nghi

Tiép nhan, xir Iy GYPAKN néi chung 76,40% | 58,04% | 8191% 79,27%

76,82% | 58,04% | 80,91% 79,47%
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Cic chi s6 phin dnh nhin dinh, dinh gid cia NDTC ‘,
Nhin dinh Niim 2017 | Nim2018 | Niim 2019 | Niim 2020
A A A S o 0 0 0 0
1 Chrauan 8 B0 phan TNHSTKQ cap xa 4331% | 40.09% | 4492% | 55.20%
nhan hé so Bophan TNHS, TKQcip huyén | 41,00% | 35.39% | 33.26%
(TNHS) va tra BG phan TNHS, TKQ cép tinh 11,72% | 10,02% | 18,64%
két qua (TKQ) > - '
ik Qe Trung ‘a':égh‘;‘gv‘t'i:;"h chinh | 15 4805 | 1727% | 3.39%
TTHC £ <ep
Khéc 0,00% | 000% | 000% | 44.80%
Qua nguoi thin, ban be 19,04% | 22,17% | 17,16% | 21.20%
2 Hinh thae Qua can b, cong chire cap xa 55,65% | 55.65% | 67,16% | 67.90%
tiép can thong 2 I & 5
vt o dia Qua loa phat thanh cap xa 2.97% 27.50%
TNHS, TKQ | Quaphuongtisn thongtindal | 5 30, | 18,089 | 11,44% | 27.50%
gidi quyet gng
TTHC Qua mang internet 4.60% 5,33% 1.27% 3.30%
Khéc 1.05% | 043% | 021% | 2.80%
Qua nguoi than, ban be 4.60% 5,97% 7.63%
Qua cong chuc Qi noi ndp hO | 3 430, | 66 100 | 77.54%
so, tra két qua 5 % >
3.Kénhthong | Quaniém yetcongkhai tinoinGp | »g g0, | 27.08% | 12.20%
tin dé biét vé ho so, tra ket qua
biét veé quy Qua Internet 2,93% | 4,48%
dinh TTHC Qua website Cong dich vu i, 469
cong quoc gia e
Qua website tinh/co quan 0,85%
Khac 0,63% | 0,00% | 021%
I lan 83,26% | 2942% | 43,22% | 78,80%
4.56 14n di lai 2 lan 55,65% | 48,09%
dé giai quyét 3 lan 13,60% | 11,09% | 530% | 17.00%
TTHC 4 lan 3,62% | 3.39%
Khac 251% | 021% | 000% | 2,80%
S'thgd’ﬁcéﬁy : 0 0 20 0
i e, sich nhid Co 126% | 043% | 042% | 1,10%
6.Cong chure goi
¥ ndp tién ngoai Cé 0,00% | 0,00% | 0,21%
phi/l¢ phi
Co giay hen 77,33%
7.Viéc co quan Khéng co gié_y hen, do lay két 19.28%
viet hen tra ket e Q‘fa;“ga);h .
qua giai quyet Ong co gidy fien, niing cong 3,18%
TTHC chue hen miéng
Khong eo gidy hen, mac du trd ket 0.21%

qua vao ngay sau do
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Cic chi s6 phin dnh nhén dinh, dinh gid cia NDTC

Nam 2019 | Nam 2020

Nhin dinh Nam2017 | Nam 2018
Ping hen 94,56% | 97,01% | 97,88% | 93,20%
8.Vi€c co quan Som hen 1,05% | 0,64% | 021% | 220%
ﬁ‘;&‘:‘;ﬁl Zzgai Tré hen 43% | 235% | 1.91% | 4,60%
quyét TTHC (6 thong beo vé viéc tré hen 2381% | 36,36% | 41,67% 9,10%
C6 xin I6i vi 1ré hen 1429% | 9,09% | 52,17% | 4.80%
\ Py v . A ¢ X 9 9/
osuptiny [ Cschie e i o
cua hinh thirc Y 93,86%
niém yét cong — RE MC{TTP{CC t",m :
khai, hudng Niém yet t.r:en ?opg théng tin 92.80%
dan quy dinh (dién tr tinh '
TTHC Niém yét trén Cong thong tin 92 589
dién tir quic gia 2R
TNHS va TKQ tai
10.Sur dd phi BPMC/TTPVHCC tinh ROTA | BT
hop.clia cag TNHS tai BPMC/TTPVHCC
. . . 4 . ‘2 4 0 0
h;]"Ah t:irc uep TKQ qua dich vu buu chinh S6,38% | DAfS%s
nhédn ho so R ; oA
(TNHS) vé tré 'INHTSNv:{'éKqudd\Tvitignt;dunh 93,86%
két qua (TK (A intemet, 0
giéiqquv(ét & BPMC/TTPVHCC tinh i
TTHC TNHS qua internet, TKQ qua 84.86% | 92.58%
——— S VbR chinh : :
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nam2017 | Nam2018 | Nam2019 | Nam 2020
1. Mo rong cac hinh thirc thong tin 62,50% 66,95% 69.94%, 45 97%
2.Cal thién g&lat !ucmg co 8O vat chat; hién dai 32.90% 28.66% 18.55% 20.13%
hoa trang thiét bi
?uzix;% ;L(r:(;?nghmem yét cong khai, minh bach thu 33.30% 36.82% | 31.77% 19.92%
T A A AECE \
:.L};ﬁgﬁ;uong nhan ho so va tra ket qua duong 18.62% | 26.65% | 45.13%
5Py manh dich vu cong tnye tuyén mirc 46 3, 4 36,60% | 837% | 11,09% | 21,61%
6.Tiép tuc don gian hoa thu tuc hanh chinh 80,80% | 46,23% | 53.94% | 52,54%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 14,80% | 3891% | 4648% | 49,36%
8.Giam phi/lé phi giai quyét tha tuc hanh chinh 5,20% 14,85% 10,45% 8,26%
9.Cai thién thai do giao tiép cua cong chirc 2,60% 3,97% 3,41% 1.91%
10.Cai thién tinh than phuc vu ctia cong chirc 2.20% 3.56% 4. 90% 1.91%
I1.Nang cao nang luc cua cong chirc 7,20% 8,16% 5,97% 12,29%
) A . Y r ‘A -~ X g
I....l?o_tfl hinh thirc tiép nhan GYPAKNde dang, 11.30% 8.96% 7.42%
thuantién hon
13.Tiép nhn, giai GYPAKN kip thai, tich cuce 10,00% 13,18% 7,46% 12,50%
14 Khac 0,00% 0,00% 0,00% 0,42%




169

HA NAM

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L TIEP CAN DICH VU '

1. Tru s0 co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 86.06% | 8933% | 93.39% 89.62%
gon gang, sach sé ¢ : i S

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 73.86% | 72,59% | 9190% | 87.78%
4; Tra?g tbi(?t bi phuc vu nguoi dan, to chuc hoat 78.87% | 79.92% | 89.98% 87.78%
dong tot, deé sir dung
Tiép cin dich vy néi chung 82,19% | 83,84% | 91,68% | 88,70%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 86,93% | 90,17% | 91.90% | 90.44%
6.q Qu:y c_iifh TTHC dugc niém yét cong khai day 86.71% | 91.63% | 90.62% 90.09%
du, de hiéu

7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh

8. Muc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

89,98% | 93,51% | 91,47% 89,62%

90,85% | 91.84% | 93,60% 90,09%

87,36% | 93,10% | 91.47% 90,44%

84,53% | 88,70% | 91,26% 90.44%

quy dinh,

Thi tuc hanh chinh néi chung 87.28% | 91,09% | 91.,77% 90,44%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 84,31% | 85,56% | 89,34% 89,41%
11. Cong chirc cham chii lang nghe cau hoi, v kién 8431% | 86,40% | 89,34% | 88,77%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 83.44% | 86,40% | 89.77% | 88.98%
13. Cong chirc huong ké khai ho so dé hiéu 83,44% | 88,70% | 89.77% | 88.77%

14. Cong chirc hudng dan ké khai ho so mét lan

. A 0 0 0
la co the hoan thién ho so §14%% | 36,31% 88,387

15. Cong chirc giai quyeét cong vige dung quy dinh 87.80% | 87,03% | 90,62% | 90.47%
16, Cdng chirc tan tinh giup do 90,19% | 88.56%
Cong chire noi chung 84,66% | 86,92% | 89,70% 89,13%
IV. KET QUA

17. Két qua phu hop vai quy dinh 87.80% | 91.84% | 91.68% | 91.83%
18. Két qua co thong tin day du 86,06% | 93,51% | 92.11% | 91.47%
19. Két qua co thong tin chinh xac 87,36% | 94,14% | 93,60% 91.47%
20. Két qua dam bao tinh cong bang 92.75% | 90,47%
Két qui néi chung 87,07% | 93,17% | 92.54% 91.31%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7741% | 83.87% | 73.08% 31.48%
phan anh, kién nghi ! ? x 2 ’

22. Dé dang thuc hién gop v, phan anh, kién nghi 74.48% | 93,33% | 80,77% 81.48%
23. Co quan tiep nhan va xu ly tich cuc cac gop 71.97% | 80.00% | 73.08% 81.48%
y, phan anh. kién nghi BESS 2 d ”
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v, phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 74,06% | 8597% | 74,04% 81,48%

72,38% | 86,67% | 69,23% 81,48%
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HA NOI
Cic chi s6 phin dnh nhin dinh, dénh gi cia NDTC .
Nhin dinh Nim2017 | Nim2018 | Nim 2019 m
- S nha & 5 0 249 540 500
G B6 phan TNHS,TK({ cap X 5741% | 69.24% | 69.54% | 68.50%
nhén hd so Bophan TNHSTKQcap huyén | 31,31% | 42.71% | 24.71%
(TNHS) va tra B phin TNHS.TKQ cép tinh 18,55% | 12,13% | 10,90%
két qua (TKQ) A 13 -
oidi quyét Trung tar(:})';])hl,::{:;i »xtji:lz:nh chinh 6.71% 5.04% 131%
TTHC 2etb
Khac 1,49% | 3.27% | 033% | 31.50%
Qua ngudi than, ban be 21.44% | 26,40% | 22.27% | 15.40%
2 Hinh thire Qua can b, edng chirc cap xa 69,20% | 69.20% | 62,56% | 70,00%
tiép can thong " T - 5
A Qua loa phat thanh cap xa 9.92% 13.40%
tin v€ co quan D TR
TNHS, TKQ | Quaphuongtien thongtindai | o3 110, | 51 0404 | 12.21% | 13.40%
gidi quyét chung
TTHC Qua mang internet 16,03% | 13.77% | 14,69% | 10,20%
Khac 2,14% | 223% | 1,55% | 3,60%
Qua nguoi than, ban be 5.68% 8,16% 14,97%
Qua cong chuc tai noi ndp ho | 4, chor | 75 5704 | 69,77%
so, tra két qua
3 Kénhthong | Quaniem ytcongkhai @inoindp | 54 7c0r | 38470, | 24.24%
tin dé biét vé ho s0, trd ket qua
biét vé quy Qua Internet 12,49% | 14,36%
dinh TTHC Qua website Cg‘mg dich vu 16.10%
cOng quoc gia W
Qua website tinh/co quan 5,52%
Khac 0,56% | 0,59% | 0,66%
I lan 78,20% | 34,11% | 40,38% | 69.,00%
4.8514n di lai 2 lan 48,24% | 53.72%
dé giai quyét 3 lan 16,00% | 10,90% | 3.93% | 22.10%
TTHC 4 1an 524% | 1,73%
Khac 402% | 1,50% | 023% | 3.60%
5 Congchirc giy
phién ha, sich Co 224% | 323% | 051% | 3,60%
nhiéu
6.Cong chue
goi y nop tién Co 1,30% | 1,27% | 0,42%
ngoai phi/l€ phi
Co giay hen 82,87%
7.Viée co quan Khong co giéy hen, do lay ket 15.86%
viét hen tra két T qua ngay .
qua giai quyet ONg-Co 21y gt TN chng 1,22%
TTHC ?hl.'l”c hen miéng : i
Khong co giay hen, mac du tra két 0.05%

qua vao ngay sau do
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HA NOI

Cic chi s6 phin dnh nhan dinh, dénh gid ciia NDTC

Nhin dinh Nim 2017 | Nim 2018 | Nim 2019 | Niam 2020
§\iE Pung hen 94,22% 90,35% 92,00% 92,30%
Viéc co
quanegm i Som hen 130% | 091% | 669% | 170%
hen tra két qua Tré hen 447% | 874% | 131% | 6,00%
%‘}'H‘glyet €6 thong heo vé viéc tré hen 29.17% | 53.89% | 60,00% | 19,50%
‘ C6 xin Ii vi tré hen 14,58% | 43,52% | 60,00% | 1,70%
~ v . A . x () 0
supnibon [ CRE et s
cua hinh thuc 2 : 96,16%
niém yét cong — BPIKMC{ FTPECC “'}h -
khai, huong Niém yét l_r‘en (_‘.0{1g thong tin 95.74%
dan quy dinh _ :dlep tu:tmh _
TTHC Niém yet trén Copg thong tin 95.27%
dién tir quoc gia !
TNHS va TKQ tai .
10.Sy d6 phu BPMC/TTPVHCC tinh AN | =
hop cua cac TNHS tai BPMC/TTPVHCC
A . <A ¥ < & 0, 0
bgh l:yc i€p: | TKQ qua dich va buu chinh XA || Speaa
nhan ho so s . Z
(TNHS) va tré TNHSvaTKquacidl ngdmh 92,89%
két qua (TK TNHS qua infemt, 0
i GRO) BPMC/TTPVHCC finh -
giai quyet .
TTHC TNHS qua internet, TKQ qua 87.16% 93.35%
e == dich vu b}ru.chmh e ;
Cic chi 50 phin 4nh mong dgi cia NDTC
Mong doi Nim 2017 | Niam2018 | Nam2019 | Nim 2020
1.M¢ rong cac hinh thirc thong tin 57.50% 61,32% 57.36% 33.55%
~ s X = = 1A v
Eé*‘t‘rg‘;‘t‘h‘.:gfg”"“g cosavatchathigndai | 50 7000 | 24.88% | 2691% | 21,67%
ful"alx]r;i ;iz?fhnlem yet cong khai, minh bach thu 30.00% 26.56% 32.05% 16.89%
g.t;l;lag{géguong nhan ho so va tra két qua duong 28.98% | 23.81% | 4221%
5 iy manh dich vu cong tnre tuyén mire d6 3, 4 37,00% | 19,85% | 20,76% | 41.27%
6.Tiép tuc don gian hoa thu tuc hanh chinh 75,30% 47 81% 43,07% 58,82%
7 Rut ngan thoi gian gidi quyét thi tuc hanh chinh 40,90% | 46,13% | 3835% | 43.85%
8 Giam phi/lé phi gidi quyét thi tuc hanh chinh 7.80% 9,13% | 1022% | 13,38%
9.Cai thién thai d6 giao tiép cua cong chirc 5,30% 6,34% 8.68% 4,02%
10.Cai thién tinh than phuc vu ctia cong chirc 4,50% 4,38% 6,77% 3.32%
I1.Néang cao néng luc cua cong chure 7.40% 5.87% 8.63% 4. 77%
) A . B - " A ~ X 3.
tlh,.t.ll;:ﬁté; }:]lg: thirc tiep nhan GYPAKNdé dang, 8.57% 9.50% 6.69%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 15,00% 7,92% 10,00% 8.47%
14 Khac 0,40% 0,19% 1,91% 0,37%
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HA NOI

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L TIEP CAN DICH VU '
1. Tru s0 co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay
7

Tru s& co quan tiép nhan ho so, tra két qua 76.31% | 85.18% | 83.73% 85.13%
gon gang, sach s€ _ y
3. Trang thiét bi phuc vu nguoi dan, to chire day da | 69,15% | 76,89% | 82,46% 85.04%
4; Tra?g tim?t bi phuc vu nguoi dan, t6 chice hoat 71.10% | 80.11% | $2.64% $4.81%
dong tot, de sir dung
Tiep cdn dich vu néi chung 74.36% | 82,56% | 83,14% 84,85%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,06% | 88,.82% | 81.78% | 89,23%

. .- A - . A

g.ﬁQduéyhciig;h TTHC dugc niém yet cong khai day 78.00% | 86.86% | 82.42% 89.85%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dang

80,87% | 88,07% | 83,73% 84,43%

82,24% | 88,63% | 84,64% 90,32%

82,36% | 87,84% | 83,82% 88.43%

79,19% | 8433% | 82,09% 88,15%

quy dinh,

Thi tuc hanh chinh néi chung 80,97% | 87,29% | 82,95% 89.20%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 77,50% | 8545% | 80,24% 83,64%
11. Cong chirc cham chii lang nghe cau hoi, v kién 7431% | 84,05% | 76,33% | 83,36%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 74.73% | 84.33% | 78.83% 83.64%
13. Cong chirc huong ké khai ho so dé hiéu 74,93% | 85,09% | 78,33% 83,59%

14. Cong chirc hudng dan ké khai ho so mét lan

. ) 0 Q0 o
la co the hoan thién ho so 63,980 | 77.28% 354%

15. Cong chirc giai quyeét cong viée dung quy dinh 82,36% | 84,62% | 81,05% 84,10%
16, Céng chirc tan tinh giup d& 76,60% | 83,40%
Cong chire noi chung 76,77% | 84,57% | 78.38% 83.61%
IV. KET QUA

17. Két qua phu hop vai quy dinh 82,36% | 89,19% | 8355% | 8832%
18. Ket qua co thong tin day du 83.,65% | 9030% | 8455% | 88.51%
19. Ket qua co thong tin chinh xac 83,15% | 8956% | 8505% | 87.69%
20. Két qua dam bao tinh cong bang 83,72% | 8543%
Két qui néi chung 83,05% | 89,68% | 8422% | 87.49%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 127% | 7266% | 72.12% 80.36%
phan anh, kién nghi ! g ? ?

22. Dé dang thuc hién 20p v, phan anh, kién nghi 69,70% | 72,46% | 73,33% 80.73%
23. Co quan tiep nhan va xu ly tich cuc cac gop 67.03% | 7029% | 7233% 81.07%
y, phan anh. kién nghi 2 A > 2
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 69,23% | 70,70% | 72,33% 80,74%

68,92% | 67,39% | 71,56% 80,80%
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Cic chi s6 phin dnh nhin dinh, dinh gid ciia NDTC _ ,,
Nhin dinh Niim 2017 | Nim 2018 | Niim 2019 | Niim 2020
i A LA An w3 0 0 0 0,
) Gl Bo phan TNHS,TKQ cép xa 4925% | 42,40% | 43.54% | 61.90%
nhén hé so Bophan TNHS,TKQcAp huyén | 25.37% | 37.41% | 31.88%
(TNHS) va tra B6 phan TNHS, TKQ cap tinh 746% | 6,12% | 3.75%
ket qua (TKQ) - : :
gidi quyét Trung ‘a'c’gﬁ""‘c%“;,'}:"“ chinh | 17 489 | 18.14% | 26.67%
TTHC P
Khac 469% | 0,23% | 0.00% | 38.10%
Qua nguoi than, ban be 15,14% | 21.32% | 21,04% 7,60%
2 Hinh thue Quacan bd, cng chirc cip xa 53,97% | 53.97% | 53,96% | 83,10%
gzpv‘éa:otg‘l’l‘;ﬁ Qua loa phat thanh cép xa 8,54% | 10,90%
TNHS, TK Qua phuong tién thong tin dai - o " "
ek Q ching 25,59% | 21.54% | 25,00% | 10,90%
TTHC Qua mang internet 7.68% 5.44% 8.13% 2.90%
Khac 235% | 2.72% | 000% | 2,40%
Qua nguoi than, ban be 2.35% 7.26% 15.83%
Qua cong chic i noindp ho | 79 7400 | 65319 | 64,17%
50, tra két qua
3.Kénh thong | Quaniem yetcong Khal inoingp | 17570, | 24049 | 21,88%
tin dé biét vé ho so, tra ket qua = : i
biét vé quy Qua Internet 5.33% 4.99%
dinh TTHC Qua wePsnte C‘(‘)ng.d;ch vu 6.67%
cong quoc gia
Qua website tinh/co quan 4,58%
Khac 021% | 023% | 000%
I 1an 90,83% | 30,61% | 26,88% | 83,70%
4.86 14n di lai 2 lan 60,09% | 69,58%
dé giai quyét 3 lan 832% | 7.26% | 3,13% | 12,50%
TTHC 41an 1,59% | 042%
Khac 021% | 045% | 000% | 1,60%
S.Céng chirc giy : 0 10 0 0
hidn b, sichiid Co 224% | 1,13% | 021% | 2,00%
6.Cong chuc
01 ¥ ndp tién Co 1,30% | 0.23% | 0,00%
ngoai phi/l¢€ phi
Co gidy hen 99,38%
7.Viée co quan Khéng co gié-y hen, do lay ket 0.42%
viéthen tra keét | qua :g“y —
qua giai quyet ong co giay ign, Mung cong 0,21%
TTHC guchavmiong
Khong co giay hen, mac du tra ket 0.00%

qua vao ngay sau do
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Cic chi s6 phin dnh nhin dinh, dénh gi cia NDTC _ |
Nhén dinh Nam 2017 | Nam 2018 | Nim 2019 | Niam 2020
- Dang hen 97.23% | 97.51% | 98,75% | 94.20%
8.Vigc co . o 0 ~10 o
quan gitr diing Som hen 1,71% | 091% | 021% | 1,60%
hen tra két qua Tre hen 1,07% 1.59% 1,04% 4.20%
%‘;‘élcuyél Co thong beio vé vige ré hen 0,00% | 2857% | 100,00% | 7,10%
(6 xin I6i vi tré hen 0,00% | 14,29% | 100.00% | 0,00%
n . . & ‘ X 59
) T B
cua hinh thie e ; 95,42%
niém yét cong - B PLVIC/_T TI“!CC t‘[’h -
khai, hudng Niém yeét t.rAen Qopg théng tin 90.83%
x : d tinh ¥
dan quy dinh S L0R0 S
TTHC Niém yét trén Cong thong tin 80.38Y%
dién tr qudc gia EGR
TNHS va TKQ tai .
10.Su d6 phu BPMC/TTPVHCC tinh WA | TG
hop ciia cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0 0
h;l'lh t}l:krc tiep TKQ qua dich vu buu chinh il s i
nhén ho so . x 5 =
(TNHS) vé trd Tx\IHSva'IKpradd)r\[f]u(gJ;dmh 95,83%
két qua (TK INHS qua intemet, 380
i quyét Q BPMC/TTPVHCC finh 89,38%
TTHC TNHS qua intemet, TKQ qua 90.48% | $8.33%
L dichvubuuchish | ’ :
Ciic chi s6 phan anh mong doi cia NDTC
Mong dgi Nam2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M& rong cac hinh thire thong tin 60,40% 56,50% 72,34% 33,75%
y . . a ‘A . "A A R - A .
Z.Fal thién g}zat !ucmg co s vat chat; hién dai 2230% 30.49% 19.05% | 22.92%
hoa trang thiét bi
3.Tang cuong niém yct cong khai, minhbach | 5o0000 | 15630 | 20.77% | 1479%
thu tuc hanh chinh :
2;&;15;rcluong nhan ho so va tra két qua duong 36.89% | 40.14% | 51.04%
5. Pay manh dich vu cong tnre tuyén mirc do 3, 4 2030% | 15,78% | 2132% | 2021%
6.Tiép tuc don gian hoa thu tuc hanh chinh 76,40% | 43,50% | 52,15% | 60.21%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 4430% | 41,79% | 37.64% | 41,04%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 21,60% | 1087% | 1247% | 10,83%
9.Cai thién thai do giao tiép cua cong chirc 3.10% 2,13% 1.13% | 11,25%
10.Cai thién tinh than phuc vu cua cong chirc 3.30% 2.56% 2.49% 5,63%
11.Nang cao nang luc cua cong chire 5,10% 13,65% 4.76% 13,75%
lf?.Bo tri Inr{h_ thure tiep nhan GYPAKNde 15.57% 771% 6.88%
dang, thuantién hon
13.’Fiép nhan, giai GYPAKN kip thoi, tich cuc 16,50% 12,58% 9,98% 7,92%
14.Khac 0,90% 0,21% 1,59% 0.21%
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HA TINH
Cic chi s phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay
2. Tru sO co quan tiép nhan ho so, tra két qua 85.08% | 92.75% | 90.48% 88.79%
gon gang, sach sé
3. Trang thiét bj phuc vu nguoi dan, to chire day di | 78,40% | 86,99% | 9025% | 87.13%
4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chice hoat 81.07% | 90.60% | 8$8.89% 89.38%
dong tot, de sir dung
Tiép cin dich vy néi chung 83,02% | 91,41% | 89,51% 88,58%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 89,76% | 9531% | 90,70% | 92.79%
2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 88.42% | 95.09% | 91.16% 01,88%

u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dang

87,53% | 9531% | 88,44% 89,04%

89,53% | 97.01% | 91,38% 91,88%

85,30% | 95,51% | 90.93% 91,21%

86,64% | 96,16% | 90,48% 91,75%

quy dinh,

Thi tuc hanh chinh néi chung 87,93% | 95,82% | 90,93% 91,90%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 83,96% | 94,88% | 91,16% 87,42%
11.Cong chirc cham chii lang nghe cau hoi, v kien 86,19% | 92,96% | 8934% | 88,13%
12. Cong chirc tra 101, giai thich cau hoi, y kién day di | 84.86% | 93.39% | 90.25% | 88.33%
13. Cong chirc huong ké khai ho so dé hiéu 84.86% | 94.46% | 90,02% | 89.71%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so 9,397 | 89,37% 86,23%

15. Cong chirc giai quyeét cong viée dung quy dinh 87,97% | 94,88% | 89.80% 85.17%
16, Cong chirc tan tinh giup do 88,66% | 86,92%
Cong chire noi chung 85.57% | 93,99% | 89.83% 87.43%
IV. KET QUA

17. Két qua phu hop vai quy dinh 87.97% | 94.86% | 92.29% | 90.33%
18. Két qua co thong tin day du 87.53% | 9595% | 92.52% | 93.21%
19. Két qua co thong tin chinh xac 86,86% | 95,52% | 91,84% 93.25%
20. Két qua dam bao tinh cong bang 90,25% | 92,00%
Két quil néi chung 87,45% | 9544% | 91.72% | 92,20%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 7859% | 8197% | 64.86% 80 47%
phan anh, kién nghi " ? ? o

22. Dé dang thuc hién 20p v, phan anh, kién nghi 79.66% | 83,61% | 67.57% 84.79%
23. Co quan tiep nhan va xu ly tich cuc cac gop 80.00% | 83.61% | 67.57% 85.11%
y, phan anh. kién nghi 2 ? : "2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 79.85% | 83,20% | 64,19% 86.12%

81,13% | 83,61% | 56,76% 85,11%
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qua vao ngay sau do

o _HAIDUONG
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC |
Nhén dinh Nim 2017 | Niim 2018 | Niim 2019 | Niim 2020
. SO B Sh 0 ) 0 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 4521% | 4625% | 50,00% | 71.60%
nhén hé so Bophin TNHS,TKQcip huyén | 39,17% | 35,00% | 40.21%
(TNHS) va tra B phan TNHS.TKQ cép tinh 22,50% | 833% | 896%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 1.88% | 20.83% | 15.21%
C cong cap tinh
s Khac 1,46% | 0,00% | 0,00% | 2840%
Qua nguoi thin, ban bé 23,13% | 36,04% | 24,38% | 16,10%
2 Hinh thire Quacinbd,congchiccapxd | 58,54% | 58.54% | 67,29% | 79.50%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phat thanh cAp xa 11,88% | 27,30%
TNHS, TKQ | Quaphuongtienthongtindai | ) 1700 | 29589 | 13.06% | 27.30%
gidi quyet chung
TTHC Qua mang internet 8.54% 18,96% | 7.08% 6,30%
Khac 1,46% | 0,00% | 0,63% | 1,00%
Qua nguoi thin, ban be 3.96% | 8,75% | 20,00%
Qua cong chuc tal p01 80P O | oy se0r | 56679 | 73,54%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitaingindp | ¢ gaur | 44380 | 21.46%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 3,96% 17,08%
dinh TTHC Qua website Cg“')ng dich vu 5919
cong quoc gia e
Qua website tinh/co quan 4,38%
Khéc 0.83% | 0,00% | 042%
I lan 87,71% | 32,08% | 34,58% | 83,70%
4.S4 14n di lai 2 lan 60.42% | 60,42%
dé giai quyét 3 1an 10,83% | 6,88% | 3,75% | 15,40%
TTHC 4 14n 0,63% | 1,04%
Khac 1.25% | 0,00% | 021% | 0,40%
5Cangchic giy
phién ha sich Co 021% | 0,00% | 042% | 0,80%
nhicu
6.Cong chuc
goi y ndp tién Co 021% | 0,00% | 042%
ngoai phi/lé phi
Co giay hen 84.17%
7.Vige oo quan Khong co giay hen, do lay ket 13.75%
viét hen tra két —__qua ngay _
qua giai quyér | Khongcogiay hen, nhung cong 1,67%
TTHC chug: hen miéng i
Khéng co giay hen, mac du tra ket 0.42%
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— e HAIDUONG
Cic chi s6 phin dnh nhin dinh, dénh gii cia NDTC _,
Nhién dinh Niam 2017 | Niam 2018 | Naim 2019 | Niim 2020
i Pung hen 99,17% | 98,13% | 98,13% | 94,40%
-VieC cO
i it e Sém hen 042% | 063% | 1,67% | 2,90%
hen tra két qua Tré hen 0,42% 1,25% 0,21% 2,70%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 100,00% | 83.33% | 41,67% | 42,90%
C6 xin 16i vi ré hen 100,00% | 50,00% | 50,00% | 15,40%
'3 ' iép huong da 97.70%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 97,70%
ot hioh thie | ISPLIGEDEEY R bye 97,70%
niém yeét cong - BPIKVIC_ THACC tn}h -
khai, hudng Niém yét trén Cong thong tin 97 49%
din quy dinh vdién tu tinh '
TTHC Niém yét trén Cong thong tin 97 49%
dién tr qudc gia S
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh el i
hop cua cac TNHS tai BPMC/TTPVHCC
3 ? o b A L] 0, 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh ey |5
an ho so A . 2 =
(TNHS) va tré TVHva:';KQ mn;dTZlTv;bélumdnm 98,33%
két qua (TK INFLS qual ; 0
gidi quydt Q BPMC/TTPVHCC finh e
TTHC m”i&f\;ﬁ‘g&eﬁhm‘) qud 92,08% | 97,28%
Cic chi so phan anh mong dgi ciia NDTC
. Niim Nim Niim Nim
Mg ok 017 | 208 | 2009 | 2020
1.Mo rong cac hinh thirc thong tin 47.80% | 63,13% | 53,96% | 31,67%
ﬁoi"‘t‘r;z:"'t‘h‘fgfl‘):”‘mg cosgvatehat hiendai | 5y gh00 | 32719 | 21,88% | 24,58%
?uzi“ai e khai, minh bach thd | ¢ g000 | 32.08% | 27.92% | 21.46%
;L;ll'] igigézudng nhan ho so va tra két qua duong 3042% | 4021% | 48.54%
5.Pay manh dich vu cong truc tuyén mirc dé 3. 4 5490% | 1021% | 11,04% | 10,83%
6. Tiép tuc don gian hoa thi tuc hanh chinh 77,70% | 44,79% | 57,50% | 60,63%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 22,50% | 41,04% | 39,79% | 54,79%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 10,40% | 12,92% | 20,63% | 13,54%
9.Cai thién thai do giao tiép cua cong chirc 3.80% | 2,92% | 2,71% | 2.29%
10.Cai thién tinh than phuc vu cua cong chirc 6.90% 2.92% 3.54% 4.38%
I 1.Nang cao nang luc cua cong chirc 2.30% 7.92% 6,88% 6,46%
:}3@58;3:;1 Iil:;: thirc tiép nhan GYPAKNdé dang, 5.21% 5.42% 4.38%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 1,90% | 11,25% | 7.50% | 12,50%
14 Khac 0.00% | 000% | 0,21% | 0,00%
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HAI DUONG
Cic chi s6 phin dnh sy hai long ciia NDTC | |
Hailong Nim Nim Nam Nim
2017 2018 2019 2020

L. TIEP CAN DICH VU ,

1. Tru s¢ co quan tiép nhan ho so, tra két qua co
bién hiéu, huong dan 5 rang, dé thay )

2. Tn,f sG co quim tiep nhan ho so, tra két qua 01.23% | 92.08% | 91.92% 94.79%
20N gang, sgch s€ ) i

3. Trang thiét bi phuc vu nguoi dan, to chuc day du | 89,98% | 82.88% | 90.00% | 93,79%
4. Trang thict bi phuc vy nguai dan, 10 chirchoat | o 110, | 99069 | 93.96% | 9238%
dong tot, deé sur dung
Tiép cin dich vy néi chung 91.91% | 89,67% | 91.78% | 93.33%
I. THU TUC HANH CHIiNH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 96,03% | 95.40% | 92,17% | 95,58%
gi’loduéyh?ézh TTHC dugc niém yet cong khai day 93.95% | 93.72% | 90.33% | 94.79%
7. Thanh phan ho so dugc yéu cau ndp lading quy dinh | 95.82% | 94.99% | 91,79% | 95,58%
8. Murc phi/lé phi dugc yéu cau ndp yéu cau nop 05.62% | 9435% | 92.21% | 95.00%

93.32% | 93,75% | 91,25% | 92.38%

1a dung quy dinh

(9;”3'121?:1}:1@ giai quyeét tha tuc hanh chinh la dung 91.65% | 94.15% | 94.58% | 94.79%
Thii tuc hanh chinh néi chung 94.61% | 94.52% | 92.22% | 95,15%
I1I. CONG CHUC

10. Cong chure ¢o thai do giao tiep lich su 94,36% | 94,17% | 92,71% | 90,17%
11. Cng chirc cham chi Iing nghe cau hoi, y kién 92,48% | 92.92% | 91,63% | 89,91%
12. Cong chire tra 101, giai thich cau hoi, y kien day da | 91.86% | 92.29% | 92.88% | 89.91%
13. Cong chire huang ke khai ho so de hieu 95.62% | 94,79% | 94.38% | 91,52%

14. Cong chirc huéng dan ké khai ho so mét lan

i da Ere G 93.74% | 95.83% 89.32%
la ¢o thé hoan thién ho so

15. Cong chirc gidi quyét cong viée ding quy dinh 96,45% | 9226% | 92,29% | 91,52%
16. Cong churc tan tinh giup do 91,21% | 89,32%
Cong chirc néi chung 94.15% | 93.36% | 92,99% | 90,24%
1V. KET QUA

17. Két qua phu hop vai quy dinh 96,45% | 9435% | 92.92% | 94,00%
18. Két qua co thong tin day du 96.87% | 94.79% | 91.71% | 94.30%
19, Két qua co théng tin chinh xac 97.70% | 93.96% | 93.13% | 93.50%
20. Két qua dam bao tinh cong bang 92,75% | 95,79%
Két qua néi chung 97.01% | 94,37% | 92,63% | 94,40%

V. TIEP NHAN, XU LY Y KIEN GYPAKN

. . A ] 9 ) . A ~ ’ ’
21. Co quan c6 bo tr1 hinh thitc tiep nhan 80p Y, | 5 g7 | 86,750 | 82,10% | '87.50%
phan anh, kién nghi
22. De dang thuc hién gop y, phan anh, kién nghi 78,05% | 85,54% | 82,10% | 89,54%
23. Co quan tiep nhan va xu Iy tich cuc cac g0p | o) g0 | 86.75% | 81,87% | 88.66%
y, phan anh, kién nghi
24 Co quan co thong bao kip thoi két qua xur ly
cac v kién gop v, phan anh, kién nghi
Tiép nhan, xir Iy GYPAKN néi chung 83.33% | 86,45% | 82,04% | 88,61%

84,55% | 86,75% | 82,10% | 88,66%
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qua vao ngay sau do

.. HAIPHONG
Cic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
i Arha S0 i 0 0 ) 0
| Corquan 6 Bo phén TNHS,TKQcapxa 4456% | 39.57% | 50,61% | 79.10%
nhén hé so Bophian TNHS,TKQcip huyén | 39,04% | 36.67% | 35,63%
(TNHS) va tra B phan TNHS.TKQ cép tinh 29,17% | 23.04% | 14,37%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 1.74% 1.30% 0.76%
C cong cap tinh
[TH Khac 0,73% | 0,00% | 0.15% | 20,90%
Qua nguoi thin, ban bé 16,84% | 2536% | 22,94% | 33,80%
2 Hinh thirc Qua can bd, cong chirc cap xa 44.49% | 44.49% | 59.63% | 52.80%
ticpcan thong. ™) |, phét thanh cip =& 3.06% | 33.90%
tin vé€ ¢co quan h Ton thine i a3 - =
TNHS, TKQ | Quap ”"“f’cﬁzzg ongundal | »900% | 18.55% | 7.34% | 33.90%
gial quyet
TTHC Qua mang internet 9.58% | 12,75% | 5,50% | 6,50%
Khac 2,76% | 0,58% | 199% | 1,10%
Qua nguoi than, ban be 2,04% 6,71% 16,51%
-~ ’ . - -~ -
Qua cong chuctainai nop ho- | o 6401 | 58.80% | 70,80%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitainoindp | g 40, | 239195 | 8.72%
tin dé biét vé ho s0, trd ket qua
biét vé quy Qua Internet 10,79% | 11.81%
dinh TTHC Qua website Cg“')ng dich vu 1.53%
cong quoc gia e
Qua website tinh/co quan 2.60%
Khéc 0,00% | 0,00% | 0,15%
I lan 83,53% | 24,89% | 38,02% | 82,60%
4.56 14n di lai 2 lajm 58.22% | 48,55%
dé giai quyét 3 lan 1529% | 12,66% | 11,76% | 0,00%
ITHC 4 14n 4,08% | 137%
Khac 0,44% | 0,15% | 031% | 16,90%
5Cang chirc giy
phién ha, sich Co 1,16% | 0,00% | 046% | 2,00%
nhiéu
6.Cong chuc
goi y ndp tién Co 0,15% | 0,00% | 0,46%
ngoai phi/lé phi
Co giay hen 82.60%
7.Vige oo quan Khong co giay hen, do lay ket 10,69%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 6,41%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket G
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| HAI PHONG
Cic chi s6 phan anh nhin dinh, dénh gii cia NDTC

Niam 2017

Niim 2020

Nhén dinh Nim 2018 | Niam 2019
& Vi Buang hen 98,11% | 97.82% | 97.40% | 87,20%
Viéc co
quanegiﬁ i Sém hen 029% | 029% | 0,76% | 830%
hen tra két qua Tré hen 1.60% | 1.89% | 1.83% | 4.50%
gT{;“H qélyet €6 thong bao vé viée tré hen 36,36% | 38.46% | 61,54% | 31,60%
C6 xin 16i vi tré hen 18,18% | 38.46% | 15,38% | 8,30%
& Siphiviion Céng chire tryuc tiép hudng dan 90,38%
Tt : Niém yét trén gidy tai tru so
cua hinh thuc y ,g' y.al 86,87%
niém yét cong _ BPI:\flC/:l"”l l-{CC m]h .
khai, hudng Niém yet t'rfan Qopg thong tin 31.22%
din quy dinh | _dientatinh___
TTHC Niém yét trén Cong thong tin 81.68%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh LN | 18615
hop cua cac TNHS tai BPMC/TTPVHCC
. R { . : g Ay 730 7730,
h:{h l:?c nep TKQ qua dich vu buu chinh il |
nhan ho so e : 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 85,80%
két qua (TK TINHS qua miemet, %
o BPMC/TTPVHCC finh 81,98%
yet :
TTHC TNHS qua Internet, TKQ qua 92.54% | 83.05%
e SR chinh : ’
Ciic chi s6 phan anh mong dgi cia NDTC |
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢ rong cac hinh thic thong tin 57,00% | 52.83% | 67.68% | 34,20%
2.'Cz'1i thi¢n chat lrong co 50 vat chat; hién dai 30.90% | 2203% | 28.419% | 28.70%
hoa trang thiet bi ' ’ ’ ’
3.Taqg cuong niém yet cong khai, minh bach tha 2960% | 2540% | 39.13% | 21.37%
tuc hanh chinh
gu"l;l agigé l?lucmg nhan ho so va tra két qua dudng 31.49% | 32.32% | 49.01%
5 Pay manh dich vu cong truc tuyén mire 46 3, 4 69.00% | 15,09% | 16,38% | 20,00%
6.Tiép tuc don gian hoa thu tuc hanh chinh 72,10% | 51.96% | 42,75% | 43,97%
7 Rit ngin thoi gian gidi quyét thi tue hanh chinh 15,30% | 47.02% | 41.45% | 43,66%
8.Giam phi/1é phi giai quyét thu tuc hanh chinh 530% | 12,65% | 5.94% | 17,71%
9.Cai thién thai do giao tiép cua cong chirc 5,90% 5,68% 3.91% 6,56%
10.Cai thién tinh thin phuc vu cta cong chirc 530% | 5.68% | 449% | 7.79%
11.Nang cao néang lyuc cia cong chirc 6,60% 7.42% 7.10% 6.87%
12.B6 tri hinh thirc tiép nhan GYPAKNdé dang, wanve | anees. | isais
thuantién hon S || TS i
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 570% | 13,54% | 4,93% 6,41%
14 Khac 0,30% 0,00% 0,00% 0,00%
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HAI PHONG
Cic chi s6 phin dnh sy hai long ciia NDTC | |
Hailong Nim Nim Nim Nim
2017 2018 2019 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan tiép nhan ho so, tra két qua co
bién hiéu, huong dan ro rang, dé thay

) * ‘A ~ ~ v ~ >

2. Tn,f sG co quim tiep nhan ho so, tra két qua 89.35% | 92.74% | 95.07% | 96.18%
gon gang, sach sé ) .
3. Trang thiét bi phuc vu ngudi dan, t6 chuc day da | 85.84% | 89,23% | 93.31% | 94.20%
4.4 lra?g tlm?t bi phuc vu ngudi dan, t6 chire hoat 89.04% | 91.29% | 92.61% | 93.89%
dong tot, deé sur dung
Tiép can dich vu néi chung 88.24% | 91.54% | 94.23% | 95.04%
I. THU TUC HANH CHIiNH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 89.35% | 94.63% | 92.75% | 95.57%
gi’loduéyh?g:.h TTHC dugc niém yet cong khai day 91.02% | 94.61% | 92.89% | 95.11%
7. Thanh phan ho so duoc yéu caundp ladang quy dinh | 91.01% | 94,47% | 93.48% | 96,34%
8. Murc phi/lé phi dugc yéu cau ndp yéu cau nop 01.93% | 94.16% | 92.46% | 96.79%

88,74% | 92,89% | 95,94% | 95,88%

la dung quy dinh

(9;”31:1?:1 }llxan giai quyeét thu tuc hanh chinh la dung 90.37% | 93.61% | 90.75% | 96.49%
Thi tuc hanh cl}inh noi chung 90.74% | 94.30% | 92.47% | 96,06%
I1I. CONG CHUC

10. Cong chure ¢o thai do giao tiep lich su 71,58% | 92,02% | 94,06% | 93.28%
11. Cong chixe cham ch lang nghe cau hoi, y kien 74,35% | 92,45% | 93,62% | 92,67%
12. Cong chire tra 01, giai thich cau hoi, v kien day du | 78,23% | 93.32% | 94.19% | 92.82%
13. Cong chirc huong ké khai ho so de hiéu 85,54% | 93.76% | 93.33% | 92.37%

14. Cong chirc huéng dan ké khai ho so mét lan

) ) 0 0 0
14 of thé hoin thién hd so 93510%; | S&,03% | 2,074

15. Cong chirc gidi quyét cong viée ding quy dinh 90,98% | 92.89% | 93,19% | 93,74%
16. Cong churc tan tinh giup do 91.88% | 92,98%
Cong chirc néi chung 80.14% | 92,94% | 93.19% | 92,93%
1V. KET QUA

17. Két qua phu hop vai quy dinh 90,98% | 94,78% | 94.64% | 96,34%
18. Két qua co6 thong tin day du 89.14% | 94,92% | 95,07% | 97.10%
19, Két qua ¢o théng tin chinh x4c 86,39% | 9521% | 93.62% | 97.56%
20. Két qua dam bao tinh céng bang 93,19% | 96,64%
Két qua néi chung 88.84% | 94.97% | 94,13% | 96,91%

V. TIEP NHAN, XU LY Y KIEN GYPAKN

. . A ] 9 ¢ . A -~ ’ ’
21.' Cq quan ¢6 bo_tn hinh thirc tiép nhan gop ¥, 81.14% | 81.16% | 87.10% | 89.80%
phan anh, kién nghi
22. De dang thuc hién gop y, phan anh, kién nghi 7851% | 79,71% | 87,10% | 87,76%
23. Co quan tiep nhan va xu Iy tich cuc cac g0p | g5 1500 | 78.26% | 87.10% | 85.71%
y, phan anh, kién nghi
24 Co quan co thong bao kip thoi két qua xur ly
cac v kién gop v, phan anh, kién nghi
Tiép nhan, xir Iy GYPAKN néi chung 79,14% | 79,71% | 86,29% | 86,73%

74,89% | 79,71% | 83.87% | 83,67%
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qua vao ngay sau do

e —————— L LCIANG
Cic chi s6 phin dnh nhéin dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
y 3pha A0 x5 0 o 2 759 0
| Borauantith Bo phan TNHS,TKQcapxa 4333% | 46.84% | 43,75% | 71,00%
nhén hé so Bophian TNHS,TKQcip huyén | 34,79% | 41.61% | 38,96%
(TNHS) va tra B0 phan TNHS. TKQ cip tinh 15,83% | 12.42% | 10,83%
két qua (TKQ) P : :
gidi quyt Trung ta:méshl_;% lexi:Iz:nh chinh $.33% 1024% | 11.46%
TTHC e
Khac 0,00% | 0,00% | 042% | 29.90%
Qua nguoi thin, ban beé 18,13% | 26,14% | 24,38% | 15,10%
2 Hinh thire Qua can bd, cdng chirc cap xa 58,61% | 58.61% | 55.63% | 72,50%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phit thanh cép xa 10,00% | 9,80%
TNHS, TKQ | Quaphuong E?" thongtindai | 159000 | 16.12% | 1229% | 9.80%
giai quyét CHuIg
TTHC Qua mang internet 542% | 3,70% | 6,88% | 5.80%
Khac 292% | 044% | 146% | 2.00%
Qua nguoi than, ban be 5,22% 479% | 18,75%
-~ ’ . - -~ -
Qua cong chuc tal no1nOp RO | 93 5004 | 76.919% | 64,58%
50, tra két qua
3 Kénh théng | Qua "‘e";?"‘ cmsk‘:ha‘ RInOINOP | 51 09% | 19.83% | 19,38%
tin dé biét vé 50, e et gua
biét vé quy Qua Internet 251% | 4,36%
dinh TTHC Qua we!asne C‘ong‘dgch v 4.79%
cong quoc gia
Qua website tinh/co quan 6,25%
Khac 1,04% | 0,00% | 0,63%
I lan 79.62% | 12.85% | 24,38% | 74,50%
4.56 14n di lai 2 la“m 64.92% | 61,04%
dé giai quyét 3 lan 1635% | 14,16% | 10,21% | 18,40%
ITHC 4 14n 7.84% | 4,38%
Khac 1,70% | 022% | 0,00% | 3,50%
5Cang chirc giy
phién ha, sich Co 1.88% | 1,09% | 083% | 1,60%
nhiéu
6.Cong chuc
goi y ndp tién Co 1,04% | 0,00% | 0,42%
ngoai phi/lé phi
Co giay hen 93,96%
7.Vige co quan Khong co gidy hen, do lay ket 3.13%
viét hen tra két —__qua ngay _
qua giai quyét | Khongco@ay hen. nhung cong 2,71%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket G
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E HAU GIANG
Cic chi s6 phin 4nh nhén dinh, dédnh gi ciia NDTC
Nhan dinh Niim 2017 | Naim 2018 | Nim 2019 | Nim 2020
8 VB Pung hen 94 34% | 94,55% | 90,63% 93,80%
Viéc co -
quan giir diing Som hen 3,14% 1,74% 6,67% 2,70%
hen tra ket qua Tré hen 2,52% 3,70% 2,71% 3,50%
%‘?Hq(?ye‘ Co6 thong beo vé viée tré hen 25.00% | 52.94% | 4595% | 18,90%
' C6 xin 16i vi tré hen 10,00% | 17,65% | 35,14% | 11,80%
~ - . A ’ x 7 70
osupiicp [ 8 oy ine —
cua hinh thuc S el 87,55%
niém yét cong - BP;MC{TI HCC tinh _
khai, huong Niém yeét l.r.en Copg thong tin 83.61%
dan quy dinh = Adlezl t Atmh -
TTHC Niém yet trén Copg thong tin 83.82%
dién fr quoc gia ;
TNHS va TKQ tai
10.Su d6 phi e il R
hop cua cac [ TNHS tai BPMC/TTPVHCC
\ ’ .« A - 2 et 0 0
h;:{h l}l:krc fcp TKQ qua dich vy buu chinh i sl s
nhéan ho so 5 5 y z
(TNHS) va tré TNHSva;Kprad;ch TVTml(lz)w;ichmh 86,72%
két qua TNHS qua intemet, 0
SAm IR BPMC/TTPVHCC tinh i s
giai quyet .
TTHC TNHS qua intemet, 1"KQ qua 88.24% | 86.31%
I | __dichwu l_)u‘u chinh — ? :
Ciic chi s phan 4nh mong dgi ciia NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nim 2020
1.M¢ rong cac hinh thirc thong tin 46,60% | 54,58% | 65,14% | 25,52%
~ =t = X oA T 1A .
2.Cai thién chat lugng co so vatchat hiendal | o5 000 | 13069 | 26,58% | 3237%
hoa trang thiét bi
3.Taqg cuong niém yét cong khai, minh bach thu 20.00% | 21.25% | 2832% | 13.07%
tuc hanh chinh '
g.tlagigé;uong nhan ho so va tra ket qua duong 32.08% | 3072% | 42.95%
S.Déy manh dich vu cong trure tuyén muc do 3, 4 22.40% 10.00% 6.54% 21,99%
6. Tiép tuc don gian hoa thu tuc hanh chinh 65,90% | 48,13% | 4575% | 5145%
7 Rt ngiin thoi gian gidi quyét tha tuc hanh chinh 54.10% | 50,42% | 44.66% | 51,66%
R.Giam phi/lé phi giai quyét thi tuc hanh chinh 21,30% | 17,29% | 14,60% | 20,54%
9.Cai thién thai do giao ti ép cua cong chirc 6,90% 6,67% 5,01% 4.56%
10.Cai thién tinh than phuc vy cua cdng chire 6,70% | 417% | 501% | 4,15%
I 1.Nang cao nang luc cua cong chirc 10,40% 10.83% 7.63% 6,64%
,7 ~ B \ v S ~ =4 -
l‘_.l}o.tnrl hinh thirc tiép nhan GYPAKNde dang, 11.88% 9.37% 6.85%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 21,10% | 12,29% | 8,93% 5,60%
14.Khac 130% | 042% | 0,00% | 0,00%
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HAU GIANG

Ciic chi sb phin dnh sy hai long cita NDTC |
Hailong Niam 2017 | Nim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 86.92% | 86.04% | 9499% | 88.33%
gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day da | 79.60% | 79,12% | 91,07% | 91,88%
4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chire hoat 83.15% | 81.80% | 89.54% | 90.63%
dong tot, de sir dung
Tiép cin dich vy néi chung 84.65% | 84,44% | 91,45% | 89.27%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dethay | 86,47% | 87,06% | 89.32% | 91.88%
6.q Qu:y anh TTHC dugc niém yet cong khai day 84.48% | 86.22% | $8.45% | 91.04%
du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

88,91% | 90,81% | 90,20% | 86,25%

87,58% | 88,94% | 90.41% | 89,58%

85,81% | 89,31% | 89,11% | 88,96%

86,92% | 87.27% | 88,45% | 89,79%

quy dinh,

Thi tuc hanh chinh néi chung 86,25% | 87,76% | 89.15% | 90.25%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 89,14% | 89,75% | 87,58% | 91,04%
11. Cong chirc cham chii lang nghe cau hoi, v kién 88,47% | 9125% | 88,67% | 91,46%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 90.02% | 91.04% | 9041% | 91.46%
13. Cong chirc hudng ké khai ho so dé hiéu 87,14% | 92,08% | 89.32% | 92.29%

14. Cong chirc hudng dan ké khai hé so mot lan

. ) "0 240 0
la co the hoan thién ho so 20,42 | 98.24%. | 91,88%

15, Cong chirc giai quyét cong viéc dung quy dinh 90,47% | 88,54% | 89,11% | 93.33%
16. Cdng chure tan tinh giup d& 89.76% | 93.13%
Cong chire noi chung 89,05% | 90,51% | 89.01% | 92,08%
IV. KET QUA

17. Két qua phu hop véi quy dinh 9047% | 87.82% | 90.41% | 92.29%
18. Két qua co thong tin day du 9091% | 89.92% | 91.29% | 93.33%
19. Két qua co thong tin chinh xac 9047% | 88,63% | 91,50% | 92,50%
20. Két qua dam bao tinh cong bang 91,29% | 92,08%
Két qui néi chung 90,62% | 88,79% | 91,12% | 92.55%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7040% | 8136% | 78.79% | 33.33%
phan anh, kién nghi ? 43 o ' 2
22. Dé dang thuc hién 20p v, phan anh, kién nghi 79.65% | 76,79% | 78,79% | 33.33%
23. Co quan tiep nhan va xur ly tich cuc cac gop 79.40% | 79.65% | 75.76% | 33.33%
y, phan anh. kién nghi 2 * G ;
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 79,15% | 78,59% | 77,27% | 30,77%

78,16% | 76,58% | 75,76% | 23.08%
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.. TP.HOCHIMINH
Cic chi s phin dnh nhén dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
y 3pha A0 x5 0 ' 0 0 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 4590% | 65.44% | 60,30% | 41,20%
nhén hé so Bophin TNHS,TKQcip huyén | 43,71% | 34.39% | 35,74%
(TNHS) va tra B phan TNHS.TKQ cip tinh 10,54% | 1035% | 12,26%
két qua (TKQ) [Frune 3 - :
\ g tam phuc vu hanh chinh =
gla] qéjyet Céng Cép lmh 5, 1 7% _\,799/0 3,780/0
[TH Khac 3,12% | 2,06% | 048% | 58,80%
Qua ngudi than, ban bé 20,20% | 30,72% | 28,91% | 24,60%
2 Hinh thire Qua can b, cdng chirc cap xa 65.98% | 65.98% | 64,26% | 51,60%
ticpcan thong ™) |, phét thanh cip =& 726% | 13.60%
tin vé co quan : T - ’
TNHS, TKQ | Quap ”““Scﬁzzg ongtindai | g g004 | 1534% | 987% | 13.60%
gial quyet
TTHC Qua mang internet 8.49% 12.00% 9.52% 17,30%
Khac 6,63% | 2.64% | 2,57% | 7.60%
Qua ngudi than, ban be 517% | 7.51% | 17.17%
Qua cong chuctai noinop ho | o4 630, | 753294 | 74.30%
50, tra két qua
3 Kénh théng | Qua "‘e";l?‘" cmsk‘:h"“ RINOINOP | 54 789, | 27.86% | 18,96%
tin dé biét vé 0 50, trd ket qua
biét veé quy Qua Internet 6,34% 13.87%
dinh TTHC Qua website Cong dich vu 7 570
cong quoc gia e
Qua website tinh/co quan 5,52%
Khac 2,05% | 0,70% | 091%
I lan 73,24% | 28.47% | 33,48% | 72,40%
486 lén di lai 2 15.1'1 53.84% 52,78%
dé giai quyét 3 lan 17.84% | 12.27% | 9,09% | 22,40%
[THC 4 1an 3.97% | 326%
Khac 461% | 145% | 139% | 2.30%
5Cangchirc giy
phién ha, sich Co 4.60% | 1.86% | 139% | 1,70%
nhidu
6.Cong chuc
goi y np tién Co 1,86% | 0,41% | 1,30%
ngoai phi/lé phi
Co giay hen 74.42%
7.Viée co quan Khong co giay hen, do lay ket 10.70%
viét hen tra ket __Ua DGRy :
qua gidi quyét Khoéng ¢ giay hen, .rzhung cong 5.44%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket G

qua vao ngay sau do
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TP. HO CHI MINH

Cic chi s6 phin anh nhin dinh, dinh gii cia NDTC

Niim 2020

Nhin dinh Nim 2017 | Nim 2018 | Niam 2019
& Vi Buang hen 85,95% | 9427% | 93,39% | 90,40%
Viéc co
quanegifr A Som hen 2,24% 1,07% 1,39% 2,50%
hen tra két qua Tré hen 11.80% | 4.66% | 522% | 7.10%
gT{?“H qélyet C6 thong hao vé viée tré hen 30,33% | 3097% | 45,00% | 33.30%
Cé xin 16i vi tré hen 35,54% | 17.86% | 45,00% 8,00%
& Sur i o Céng chire tryc tiép huong dan 79,61%
Tt : Niém yét trén gidy tai tru so
cua hinh thuc y ,g' y.al 77,78%
niém yét cong _ BPI:\flC/:l"”l l-{CC m]h .
khai, hudng Niém yet trén Cong thong tin 74.99%
dz?‘m quy dinh dlén tu tinh ?
TTHC Niém yét trén Cong thong tin 74,389
dién tr quoc gia pERE0
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh il I
hop cua cac TNHS tai BPMC/TTPVHCC
\ s “ A a ¥ ’ Ay 0 0,
h:{h l:?c nep TKQ qua dich vu buu chinh i il | K
nhén ho so . -
g @ ﬁ (4]
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 75,57%
két qua (TK TNHS qua intemet, 0
i BPMC/TTPVHCC v s
giai quyet :
TTHC TNHS qua intermet, TKQ qua 85.19% | 72.96%
- » __dichvubuuchinh e z
Cic chi s0 phan anh mong dgi ciia NDTC
Mong doi Nam 2017 | Niam 2018 | Nam 2019 | Nam 2020
1.M0¢ rong cac hinh thic thong tin 45.90% | 53,17% | 52,76% | 29.96%
2.Céi thién gl}él !uong co so vat chat; hién dai 2410% | 25.24% | 26.63% | 16.87%
hoa trang thiét bi g . : .
3.Ta1?g cuong niém yet cong khai, minh bach thu 25.50% | 22.61% | 26.34% | 24.04%
tuc hanh chinh ‘
:.L;l‘uagigélcluong nhan ho so va tra két qua duong 25.63% | 21.60% | 35.09%
5Py manh dich vu cong truc tuyén mirc dd 3, 4 35.70% | 14.91% | 14,63% | 25.48%
6.Tiép tuc don gian hoa thu tuc hanh chinh 78,50% | 48,15% | 41,18% | 53,22%
7 Rut ngén thoi gian giai quyét thi tuc hanh chinh 44.80% | 51,66% | 45.47% | 49,61%
8.Giam phi/lé phi giai quyét thii tuc hanh chinh 1330% | 1637% | 22.92% | 16,65%
9.Cai thién thai dj giao tiép cua cong chirc 8,20% | 867% | 8,00% | 9,17%
10.Cai thién tinh than phuc vu ctia cong chire 930% | 6,04% | 7.54% | 7.52%
1 1.Nang cao nang lyc cua cong chire 15,90% 5.95% 9.48% 9.26%
12.[36'tAri hinh thirc tiép nhan GYPAKNde dang, 770% 9.56% 11.00%
thuantién hon ? 2 :
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 10,50% | 11,89% | 11,30% | 10,91%
14 Khac 0,80% 2,14% 1,53% 1,22%
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TP. HO CHi MINH

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 67.71% | 76.59% | 86.27% 85.43%

gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day du | 54.39% | 67,12% | 8420% | 85.14%

4; Tra?g tbi(?t bi phuc vu nguoi dan, to chice hoat 61.47% | 68.78% | 82.25% $4.96%

dong tot, de sir dung

Tiép cin dich vy néi chung 63,81% | 72,98% | 84,60% 85,62%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 75,07% | 77.76% | 82.77% | 86.91%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 70,54% | 75.98% | $3.06% $5.04%
u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop

la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

71,67% | 79,43% | 85,70% 86,96%

79,04% | 77.81% | 84,13% 84.39%

76,77% | 77,10% | 83,01% 84.39%

75,92% | 72,24% | 82,97% 85.89%

quy dinh,

Thi tuc hanh chinh néi chung 7547% | 76,18% | 83,19% 85.33%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 72,52% | 75,71% | 84,12% 84,17%
11.Cong chirc cham chii lang nghe cau hoi, v kien 66,01% | 75,80% | 82.80% | 82,83%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 66.86% | 73.27% | 82.11% 82.83%
13. Cong chirc hudng ké khai ho so dé hiéu 68,84% | 76,10% | 82,39% 82.17%

14. Cong chirc hudng dan ké khai ho so mét lan

i ), 20, 20,
la co the hoan thién ho so a:22% | S032% 83,3%%

15, Cong chirc giai quyét cong viéc dung quy dinh 78,69% | 71,96% | 83,18% 84.17%
16, Céng chirc tan tinh giup d& 80,83% | 84,78%
Cong chire noi chung 70,58% | 74,68% | 82.32% 83.48%
IV. KET QUA

17. Két qua phu hop vai quy dinh 78,69% | 7694% | 82,55% | 8557%
18. Ket qua co thong tin day du 80,68% | 79.24% | 8428% | 84.65%
19. Ket qua co thong tin chinh xac 80,11% | 79.43% | 84,61% | 84.65%
20. Két qua dam bao tinh cong bang 82.95% | 85,57%
Két quil néi chung 79,83% | 78,53% | 83.60% | 85,11%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 6932% | 5580% | 68.96% 79.70%
phan anh, kién nghi ” e J 2

22. Dé dang thuc hién 20p v, phan anh, kién nghi 65,14% | 57.25% | 69,54% 78.75%
23. Co quan tiep nhan va xu ly tich cuc cac gop 63.43% | 54.01% | 6723% 78.75%
y, phan anh. kién nghi RS = : =
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 65,19% | 56,36% | 68,53% 78.99%

62,86% | 58,39% | 68,38% 78,75%
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qua vao ngay sau do

e _____HOABINH
Cic chi s6 phin dnh nhén dinh, ddnh gii cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
i A A S ol 0, 0, 20 2 &0o
1 Corquan tidh Bo phéan TNHSTKQ cap xa 4990% | 49.89% | 46,92% | 62.60%
nhén hé so Bophin TNHS,TKQcip huyén | 35.28% | 46,04% | 37,00%
(TNHS) va tra B phan TNHS.TKQ cép tinh 9.60% | 9.42% | 7.49%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 1127% | 12.42% | 16.08%
C cong cap tinh
s Khac 021% | 0,00% | 000% | 37,40%
Qua nguoi thin, ban bé 22.34% | 30.41% | 22,47% | 8,90%
2 Hinh thirc Qua can bd, cdng chirc cap xa 67,88% | 67.88% | 65,42% | 83,70%
ticpcgn thong ™) |, phit thanh cip =& 374% | 6.40%
tin vé€ ¢co quan h TR TITTETTT - =
TNHS, TKQ | Quaphuongtienthongtindai | ¢ neor | 188495 | 13.20% | 6.40%
giai quyét chung
TTHC Qua mang internet 3,76% | 4,07% | 661% | 1,80%
Khac 292% | 1,50% | 1,10% | 1,60%
Qua nguoi than, ban be 4,18% 749% | 11,67%
-~ ’ . - -~ -
Qua cong chuctainai nop hO- | 5 4400 | 762304 | 72.69%
50, tra két qua
3Kénh thong | Quaniém yctcongkhaitaingingp | 7 350, | 35 5504 | 19,16%
tin dé biét vé ho s0, trd ket qua
biét vé quy Qua Internet 2,09% | 4,93%
dinh TTHC Qua website Cg“')ng dich vu 3.30%
cong quoc gia ot
Qua website tinh/co quan 3.30%
Khac 042% | 021% | 0,66%
I lan 81,63% | 29,34% | 3524% | 72,10%
486 13n di lai 2 lan 48,18% | 42,07%
dé giai quyét 3 1an 1441% | 13,49% | 13,66% | 21,10%
ITHC 4 14n 7.71% | 8,59%
Khac 251% | 1,28% | 044% | 1,90%
5Cang chirc giy
phién ha sich Co 3,14% | 1,71% | 242% | 1,40%
nhiéu
6.Cong chuc
goi y ndp tién Co 3.34% | 1,28% | 1,98%
ngoai phi/lé phi
Co giay hen 72,69%
7.Vige oo quan Khong co giay hen, do lay ket 16.30%
viét hen tra két T qua ngay _
qua giai quyet 0ng 0 giay hen, nhumg cbag 10,13%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket G
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HOA BINH

Cic chi s6 phan dnh nhén dinh, dénh gid cia N

Niim 2020

Nhén dinh Niam 2017 | Nim 2018 | Nim 2019
g Buang hen 90.81% | 94,00% | 90,31% | 90,80%
8 Viéc co . o o 0 0
quan giir ding SOII] hen 1,88% 1,07% 1,54% 2,10%
hen tra ket qua Tré hen 7.31% 4.93% 8,15% 7,10%
gT{?“H qélyet C6 thong hao vé viée tré hen 1429% | 17.39% | 25,00% | 23.50%
C6 xin 16i vi tré hen 11,43% | 0,00% | 25,00% | 0,00%
~ . ‘A ¢ -4 )
ossphitmy | et o
cua hinh thuce 4 : 85,90%
niém yét cong _ BP.I?dC{F1 l-{CC m]h .
khai, hudng Niém yet trén Cong thong tin 79.74%
d;-m :quy dinh dlén tu tinh !
TTHC Niém yét trén Cong thong tin 79.96%
dién tr quoc gia 2t
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh e | 188239
hop cua cac TNHS tai BPMC/TTPVHCC
) P « : . / g 0, .70
h:{h l:?c uep TKQ qua dich vu buu chinh P07 | ST
nhan ho so e : 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 86,12%
két qua (TK TINHS qua miemet, 30
i BPMC/TTPVHCC v s
giai quyet :
TTHC I'NHS qua interet, TKQ qua 8929% | 78.63%
e 1 T ) . = :
Ciic chi s6 phan dnh mong dgi ciia NDTC |
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Niim 2020
1.M@ rong cac hinh thire thong tin 55,60% | 62,21% | 65,10% | 30,62%
2.Ca1 thién <':l;1al !uong co sO vat chat; hién dai 34.00% | 30.90% | 29.98% | 18.94%
hoa trang thiét bi
3.Ta1?g cuong niém yet cong khai, minh bach thu 2080% | 26.51% | 37.26% | 24.45%
tuc hanh chinh ‘
4.Tan% cuong nhan ho so va tra két qua duong 32.78% | 29.55% | 38.99%
buu dién
5Py manh dich vu cong truc tuyén mirc dd 3, 4 29,10% | 6.89%% | 10,71% | 18,50%
6.Tiép tuc don gian hoa thu tuc hanh chinh 70,40% | 4530% | 42.83% | 47,58%
7 Rit ngén thoi gian giai quyét thi tuc hanh chinh 36,60% | 39,87% | 41,33% | 4537%
8.Giam phi/l¢ phi giai quyét thu tuc hanh chinh 8,70% | 17,54% | 15,63% | 20,26%
9.Cai thién thai d§ giao tiép ciia cong chirc 500% | 438% | 343% | 639%
10.Cai thién tinh than phuc vu ctia cong chire 5,00% 5,01% 2,57% 6,39%
I 1.Nang cao nang luc cua cong chirc 990% | 6,68% | 557% | 11,01%
12.[30'&” hinh thure tiép nhan GYPAKNde dang, 8.35% 7.07% 12.78%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 10,90% | 12,11% | 7.92% | 12.33%
14 Khac 0,00% 0,21% 0,21% 1,54%
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HOA BINH

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Niam 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 77.98% | 76.62% | 88.87% | 87.00%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chirc day da | 67.21% | 62,.89% | 8694% | 87.67%

4; Tra?g tim?t bi phuc vu nguoi dan, t6 chire hoat 73.15% | 73.43% | 86.08% | $6.78%

dong tot, de sir dung

Tiép cin dich vy néi chung 76,20% | 73,59% | 88,06% | 86,95%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 88,76% | 86,19% | 88,01% | 87,89%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 87.50% | 84.55% | $6.94% | 88.99%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Muc phi/l¢ phi dugc yéu cau nop yéu cau ndp

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

86,47% | 81,42% | 90,36% | 86,34%

88,28% | 84,76% | 91.43% | 88.33%

84,33% | 83,72% | 89,72% | 88,11%

80,05% | 79,54% | 85,87% | 87.22%

quy dinh,

Thi tuc hanh chinh néi chung 85,80% | 83.,75% | 88,39% | 88.11%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 80,14% | 79,54% | 88,01% | 85,02%
11. Cong chirc cham chii lang nghe cau hoi, v kién 79,72% | 79,12% | 83,73% | 82,16%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 80.00% | 79.54% | 83.94% | 82.82%
13. Cong chirc hudng ké khai ho so dé hiéu 77.24% | 86,01% | 87.79% | 83.,92%

14. Cong chirc hudng dan ké khai hé so mot lan

. ), 2 250 0 2 {720,
la co the hoan thién ho so 8525% | B340 | 82555

15, Cong chirc giai quyét cong viéc dung quy dinh 83,45% | 81,63% | 8887% | 84,80%
16, Cong chirc tan tinh giup do 83,94% | 86,56%
Cong chire noi chung 80,11% | 81,35% | 8596% | 84,02%
IV. KET QUA

17. Két qua phu hop vai quy dinh 8345% | 83,92% | 89.51% | 87.44%
18. Két qua co thong tin day du 8525% | 84.76% | 91,65% | 88.77%
19. Keét qua co thong tin chinh xac 8437% | 84,52% | 91,01% | 88,11%
20. Két qua dam bao tinh cong bang 89,51% | 87.89%
Két quil néi chung 84,36% | 84.40% | 90.42% | 88.05%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 2903% | 76.29% | 73.08% | 47.929%
phan anh, kién nghi ? ? e e

22. Dé dang thuc hién 20p v, phan anh, kién nghi 70.68% | 74.23% | 71.15% | 57.14%
23. Co quan tiep nhan va xur ly tich cuc cac gop 71.80% | 72.929% | 75.00% | 55.10%
y, phan anh. kién nghi ? 2 g =2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 71,94% | 7487% | 72,60% | 52,78%

72,35% | 76,04% | 71,15% | 50,94%
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qua vao ngay sau do

.. HUNGYEN
Cic chi s6 phin dnh nhén dinh, ddnh gii cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
. = ~ A ~ ” 0 ) 0 < 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 42.77% | 48,50% | 48,93% | 61,40%
nhén hé so Bophin TNHS,TKQcip huyén | 38,16% | 29.91% | 32,83%
(TNHS) va tra B phan TNHS.TKQ cép tinh 23,48% | 20.73% | 6.22%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 1.05% 1.92% 13.52%
C cong cap tinh
s Khac 2,10% | 021% | 043% | 38,60%
Qua ngudi than, ban bé 18,66% | 31.20% | 18,88% | 15,60%
2 Hinh thire Qua can bd, cdng chirc cap xa 5427% | 5427% | 62,45% | 73.40%
tiep cén thong . - . o
Vil 6 ciian Qu; loa phz}tathﬁl} cap 'xad . 2.79% 10,00%
TNHS, TKQ | Quaphuongtienthongtindai | 4, 5100 | 26719 | 13.30% | 10,00%
giai quyét chung
TTHC Qua mang internet 7.55% | 19.87% | 5,58% | 4,20%
Khac 2,52% | 1,92% | 0,86% | 1,70%
Qua nguoi than, ban be 3,.35% 7,69% 11,59%
-~ ’ . - -~ -
Qua cong chuctainai nop hO- | 45 caor | 758504 | 72,32%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitaingindp | 47 g00r | 367504 | 11,379%
tin dé biét vé ho s0, trd ket qua
biét vé quy Qua Internet 5,24% 13,68%
dinh TTHC Qua we!asne C‘ong‘dgch v 2.79%
cong quoc gia
Qua website tinh/co quan 5,36%
Khac 1,05% | 043% | 021%
I lan 92,03% | 40,17% | 42,92% | 79,00%
4.56 1an di lai 2 lan 46,58% | 44.42%
dé giai quyét 3 1an 7.13% | 10,04% | 9,66% | 17,10%
ITHC 4 1an 2.78% | 193%
Khac 042% | 043% | 107% | 2,30%
5Cangchirc giy
phién ha sich Co 021% | 1,07% | 043% | 3,10%
nhidu
6.Cong chuc
goi y ndp tién Co 0,00% | 0,85% | 021%
ngoai phi/lé phi
Co giay hen 69,96%
7.Vige oo quan Khong co giay hen, do lay ket 23.39%
viét hen tra két —__qua ngay _
quz'l glal quyét Khong co glay hCIL l}hung cong 4.94%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket /6
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. HUNG YEN
Cic chi s6 phin anh nhin dinh, dinh gii cia NDTC |
Nhén dinh Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020
& Vi Buang hen 86,79% | 96,79% | 96,57% | 92,10%
Viéc co
quanegifr A Sém hen 12,79% | 1,71% 1,72% 4,00%
hen tra két qua Tré hen 042% | 1.50% | 1.72% | 4.00%
gT{;“H qélyet €6 thong bao vé viée tré hen 50,00% | 14.29% | 65,38% | 20,40%
Cé xin 16i vi tré hen 0,00% 0,00% | 62,96% 5,30%
& Sur i o Céng chire tryc tiép huong dan 94,64%
Tt : Niém yét trén gidy tai tru so =
cua hinh thuc y ,g' Y. 1t 93,56%
niém yét cong _ BP.I:VIC/:N H_CC m]h .
khai, hudng Niém yet t'rfan Qopg thong tin 92.70%
dan quy dinh dién tu tinh g
TTHC Niém yét trén Cong thong tin 93.13%
dién tr quoc gia Sand
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh e | 2%
hop cua cac TNHS tai BPMC/TTPVHCC
\ ’ oA . " 2 Iy 0 20,
h:{h l:?c uep TKQ qua dich vu buu chinh VL0 | 195,420
nhan ho so e 2 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 92,49%
két qua (TK INHS quaintemet, 90.56%
i BPMC/TTPVHCC finh i
giai quyet :
TTHC TNHS qua internet, TKQ qua 88.46% | 91.20%
= = __dichvubuuchinh : B
Cic chi 56 phan dnh mong dgi eiia NDTC
Mong doi Nam 2017 | Niam 2018 | Nam 2019 | Nam 2020
1.M0¢ rong cac hinh thic thong tin 62,80% | 72,12% | 66,67% | 45.92%
2.Ca1 thién <':l;1al !uong co so vat chat; hién dai 30.80% | 49.48% | 17.09% | 22.96%
hoa trang thiét bi
;Ia:;i };:l::zrilfhnlem yet cong khai, minh bach thu 23.30% | 26.62% | 24.57% | 18.88%
:L"rl‘u a,g]gé Icltwng nhan ho so va tra két qua duong £3.61% | 64.74% | 48.50%
S.Dﬁy manh dich vu ¢dng truc tuyén mircdo 3. 4 23.70% 16,77% 13.68% 15,02%
6.Tiép tuc don gian hoa thu tuc hanh chinh 77.50% | 44,03% | 5449% | 59.87%
7 Rut ngén thoi gian giai quyét thi tuc hanh chinh 43,00% | 20,75% | 34,19% | 50,86%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 13,10% | 9.85% | 491% | 13.52%
9 Cai thién thai do giao tiép cua cong chirc 500% | 231% | 342% | 2,58%
10.Cai thién tinh than phuc vu cua cong chue 3,30% 1,89% 3.42% 4.29%
1 1.Nang cao nang lyc cua cong chire 5,20% 2.31% 3.85% 6,01%
12.B6 tri hinh thirc tiép nhan GYPAKNde dang, couiz || waon | wowss
thuantién hon g g ;
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 14,80% | 3.35% 4,06% 6,22%
14 Khac 1,20% 0,42% 0,43% 0,21%
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HUNG YEN

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 7738% | 97.48% | 92449 94.21%
gon gang, sach sé e g g 2

3. Trang thiét bj phuc vu nguoi dan, to chirc day du | 64.48% | 91.61% | 91,73% | 94.85%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 70.82% | 96.02% | 92.80% 93.56%
dong tot, de sir dung ? ; i o
Tiép cin dich vy néi chung 73,47% | 95,55% | 92.23% | 94,26%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,45% | 98,32% | 90,73% | 91,78%
6. Quy dinh TTHC dugc niém yét cong khai day 81.40% | 97.06% | 9137% | 91.78%
du, dé hiéu ’ ’ ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

81,18% | 97,06% | 91,94% 94,42%

81,18% | 97.27% | 92.22% 93,49%

80,76% | 97.27% | 90.37% 93.49%

80,55% | 96,02% | 90,94% 92,06%

quy dinh,

Thi tuc hanh chinh néi chung 81,27% | 97.19% | 91,12% 92.52%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 83,30% | 98,11% | 8930% | 91,99%
11. Cong chirc cham chii lang nghe cau hoi, v kién 75,69% | 96.86% | 90.44% | 91,56%
12. Cong chirc tra 1i, giai thich cau hoi, ykien day da | 76,11% | 97.27% | 90,94% | 91.56%
13. Cong chirc huong ké khai ho so dé hiéu 76,96% | 9790% | 91,15% | 93.78%

14. Cong chirc hudng dan ké khai ho so mét lan

. ) 20 3 GAEO 50
la co the hoan thién ho so 96,00% | F%060e e

15. Cong chirc giai quyeét cong viée dung quy dinh 83,09% | 98,11% | 92,08% | 92.85%
16. Céng chure tan tinh giup do 91,66% 91,99%
Cong chire noi chung 79,03% | 9738% | 91,18% | 92.47%
IV. KET QUA

17. Két qua phu hop vai quy dinh 83,09% | 99.15% | 96.58% | 94.42%
18. Ket qua co thong tin day du 86,68% | 99.16% | 9329% | 95.49%
19. Ket qua co thong tin chinh xac 84.71% | 99.16% | 93,08% | 9592%
20. Két qua dam bao tinh cong bang 91,44% | 95,49%
Két quil néi chung 84,83% | 99,16% | 93.60% | 95.33%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7721% | 84219% | $8.75% 8121%
phan anh, kién nghi ? e i ?

22. Dé dang thuc hién gop v, phan anh, kién nghi 76,41% | 80,56% | 85.20% 84.04%
23. Co quan tiep nhan va xu ly tich cuc cac gop 75.07% | 88.89% | 86.20% 82 38%
y, phan anh. kién nghi SRS 2 i g
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 76,21% | 86,33% | 86.87% 82.92%

76,14% | 91,67% | 87,30% 84,04%
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Cic chi s6 phin d4nh nhin dinh, dinh gii cia NDTC :
Nhén dinh Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
i S A ws 2 0 0 ) o,
| Gorquen B phan TNHS, TKQ cép xa 35,00% | 3938% | 33.33% | 78.90%
nhén hé so Bophan TNHS,TKQcip huyén | 43.96% | 39.,58% | 48.13%
(TNHS) va tra B6 phin TNHS TKQ cép tinh 21,25% | 2021% | 25,21%
ket qua (TKQ) - : :
o quyél Trung tamA phu(:A vuﬁhanh chinh 271% 6.46% 10,42%
TTHC cong cap tinh
Khac 042% | 1,04% | 000% | 21,10%
Qua ngudi thin, ban bé 27,29% | 31,04% | 29,38% | 23.40%
2 Hinh thirc Qua can bd, cong chirc cap xa 54,17% | 54.17% | 59,58% | 65.80%
tiep can thong . z e =
i ok s G Qua loa phat thanh cap xa 22.92% | 11,20%
TNHS, TKQ | Quaphuong tién thongtindai | oy 1500 | 195804 | 23.33% | 11.20%
gidi quyét chung :
TTHC Qua mang internet 8.96% 8,54% 14,17% 4.80%
Khac 3,13% | 3,13% | 000% | 3,50%
Qua nguoi thin, ban bé 7.92% | 10,00% | 24,79%
Qua cong chic i noindp ho | 45 he0r | 73 5404 | 66.25%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitainoinbp | 5 o700 | 255194 | 28.75%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 5.83% 6,46%
dinh TTHC Qua wePsnte C‘ong.d;ch vu 14.38%
cong quoc gia
Qua website tinh/co quan 10,42%
Khac 083% | 0,63% | 000%
I lan 80,92% | 19,17% | 19,38% | 74,70%
484 13n di lai 2 lan 60,83% | 60,00%
dé giai quyét 3 lan 14,88% | 1521% | 13,75% | 19,90%
TTHC 41an 3,75% | 6,88%
Khac 126% | 1,04% | 000% | 1,90%
S.Céng chirc giy : 0 0 0 0
hidn b, sichiid Co 125% | 1.88% | 104% | 1,90%
6.Cong chuc
201 ¥ nop tién Co 1,25% 1,25% 0,42%
ngoai phi/l¢€ phi
Ca gidy hen 83,54%
7.Yiéc co quan Khéng co gié-y hen. do lay ket 8.75%
viéthen tra keét | qua ngay -
qua giai quyet fhgien glay hin, nliing cang 7.29%
TTHC guchavming
Khong co giay hen, mac du tra két 0.42%

qua vao ngay sau do
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P .. KHANHHOA
Cic chi s6 phan dnh nhén dinh, ddnh gid cia NDTC ;
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vi Duang hen 9292% | 92,71% | 90,83% | 90,00%
Viéc co .
quan gitr diing Som hen 3,13% | 271% | 375% | 1,70%
hen tra két qua Tré hen 3,96% 4.58% 5,42% 8.30%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 31,58% | 50.00% | 21,74% | 20,60%
Cé xin 16i vi tré hen 5,26% | 13,64% | 17,39% | 5,00%
‘ong cht iép huong da 79,79%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an ,79%
cuia hinh thire Niém yeét tr/e;n gidy tai try so 81.67%
niém yeét cong - BPIKVIC_ THACC tn}h !
khai, hudng Niém yét trén Cong thong tin 78.33%
din ;]uy dinh vdién tu tinh ? 0
TTHC Niém yét trén Cong thong tin 77 92%
dién tr qudc gia AN
TNHS va TKQ tai
10.Su do phu BPMC/TTPVHCC tinh il e
hop cua cac TNHS tai BPMC/TTPVHCC
3 ? o A L] 0 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh i e |
an ho so A . 3 =
(TNHS) va tré WH%";ZKQ "n‘;fi‘;ul(z’“md“"h UL
két qua (TK LY Gl : 50
gidi quydt - BPMC/TTPVHCC finh 76,25%
TTHC TNHS qua intemet, TKQ qua G0 8
e L | o] (Rhits
Cic chi s0 phian anh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Niim 2019 | Nam 2020
1. M@ rong cac hinh thire thong tin 51,30% | 52,92% | 55.21% | 32,92%
2.’Ca: thién g}:at _lucmg co s¢ vat chat; hién dai 28.20% | 32.08% | 29.17% | 19.17%
hoa trang thiét bi )
3.Téqg cuong niém yet cong khai, minh bach tha 2190% | 19.58% | 28.54% | 26.46%
tuc hanh chinh
- ~ ~ ~ . - A y
gu]; agigéﬁuong nhan ho so va tra két qua duong 31.67% | 27.20% | 41.88%
5 Déay manh dich vu cong tnre tuyén mire do 3, 4 27,70% | 1521% | 9,58% | 2521%
6.Tiép tuc don gian hoa thu tuc hanh chinh 72,50% | 47.29% | 41,.88% | 54,38%
7 Rut ngdn thoi gian giai quyét thi tuc hanh chinh 4120% | 43,96% | 46,25% | 51,67%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 10,60% | 11,88% | 17,50% | 31,25%
9.Cai thién thai do giao tiép cua cong chirc 950% | 542% | 896% | 21,46%
10.Cai thién tinh than phuc vu cua cong chirc 10,80% 6.25% 8.75% 16,46%
11.Nang cao nang luc cua cong chirc 10,10% | 10,83% | 10,42% | 13,75%
l2.l?o_tf1 hinh thuc tiép nhan GYPAKNdé dang, $.13% 7.50% 7.08%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cure 16,60% | 13.33% | 8,75% 4.17%
14.Khac 1,50% 0,63% 1,05% 0,00%
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KHANH HOA

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 70.12% | 78.50% | 83.13% | 88.13%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 58,63% | 66,60% | 77.50% | 86.88%

4; Tra?g t?i(?t bi phuc vu nguoi dan, t6 chire hoat 62.45% | 7035% | 74.58% | 85.83%

dong tot, de sir dung

Tiép cin dich vy néi chung 67,36% | 75,11% | 80,26% | 86,77%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 73,80% | 82,08% | 81.67% | 84,79%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 7401% | 79.79% | 8021% | 85.00%
u, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

78,22% | 85,00% | 85,83% | 86,25%

75,00% | 82,50% | 81.46% | 85.00%

69,85% | 78,33% | 78.13% | 82,50%

73,33% | 79,58% | 80,83% | 82.92%

quy dinh,

Thi tuc hanh chinh néi chung 73,20% | 80,46% | 80,46% | 84,04%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 75,52% | 83,54% | 82,71% | 83,54%
11. Cong chirc cham chii lang nghe cau hoi, v kién 67.84% | 80,21% | 78,75% | 83,13%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 72.56% | 80.21% | 78.33% | 82.29%
13. Cong chirc hudng ké khai ho so dé hiéu 71,58% | 84.38% | 78,54% | 83,75%

14. Cong chirc hudng dan ké khai hé so mot lan

. ), 30 219 2 0,
la co the hoan thién ho so SR.03% | 7321 | 82,50%

15, Cong chirc giai quyét cong viéc dung quy dinh 77,39% | 82,67% | 80,83% | 83.96%
16, Cong chirc tan tinh giup do 77,71% | 84,38%
Cong chire noi chung 72,98% | 81,94% | 78.87% | 83,36%
IV. KET QUA

17. Két qua phu hop véi quy dinh 7739% | 8431% | 81.67% | 84.58%
18. Két qua co thong tin day du 78.63% | 88.28% | 84.38% | 84.58%
19. Keét qua co thong tin chinh xac 7796% | 88,45% | 84,17% | 84,79%
20. Két qua dam bao tinh cong bang 82,50% | 84,58%
Két quil néi chung 77,99% | 87,01% | 83,18% | 84.64%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 6555% | 74.47% | 63.85% | 68.57%
phan anh, kién nghi Tam ! i 8

22. Dé dang thuc hién 20p v, phan anh, kién nghi 63,87% | 72,34% | 68,72% | 67,14%
23. Co quan tiep nhan va xur ly tich cuc cac gop 6779% | 76.60% | 6128% | 6857%
y, phan anh. kién nghi 2 2 g i
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 65,97% | 75,00% | 63,78% | 68,57%

66,67% | 76,60% | 61,28% | 70,00%
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Cic chi s6 phin d4nh nhin dinh, dénh gid cia NDTC _ :
Nhén dinh Nim 2017 | Niim 2018 | Niim 2019 | Niim 2020
] . a A ~ 20 5 0 0 0,
) Gl Bo phan TNHS, TKQ cép xa 36,32% | 38,51% | 51,82% | 63,10%
nhén hé so Bophan TNHS,TKQcip huyén | 40.92% | 51.80% | 38.97%
(TNHS) va tra B6 phin TNHS TKQ cép tinh 22.30% | 40,77% | 6.64%
ket qua (TKQ) - : :
gidl quyét Trung tar;) l;:hg::% vl,:i::nh chinh 0.23% 6.98% 7.92%
TTHC L
Khac 023% | 023% | 021% | 36.90%
Qua nguoi than, ban be 21,15% | 19.82% | 20,77% | 16.40%
2.Hinh thic Qua can bd, cong chirc cap xa 66,67% | 66,67% | 72,59% | 75.60%
tiep can thong . z = =
i o SR Qua loa phat thanh cap xa 2.14% 14,80%
TNHS, TKQ | Quaphuong tiénthongtindai | 1, 500 | 158404 | 343% | 14.80%
gidi quyét chung : :
TTHC Qua mang internet 3.45% 2.48% 1,28% 4,70%
Khac 2,76% | 0,68% | 0.86% | 0,90%
Qua nguoi than, ban be 2.99% 5,63% 14,99%
Qua cong chic i noindp ho | 45 ch00 | 65779 | 75.37%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitainaindp | 55 o900 | 301895 | 6.64%
tin dé biét vé h so, tra ket qua
biét vé quy Qua Internet 1,38% 2.93%
dinh TTHC Qua website C,cx)ng dich vu 1 71%
cdng quoc gia i
Qua website tinh/co quan 1.50%
Khac 023% | 023% | 021%
I lan 69,43% | 24,55% | 32,12% | 75,73%
484 13n di lai 2 lan 60,81% | 52,03%
dé giai quyét 3 lan 22.53% | 991% | 11,56% | 19,10%
TTHC 41an 428% | 4.07%
Khac 6,90% | 0,45% | 021% | 2.47%
SCIrtgd'n'Jc@y : 10 350 0 0
hidn b sichiid Co 161% | 135% | 1,07% | 1,.80%
6.Cong chuc
01 ¥ ndp tién Co 023% | 045% | 021%
ngoai phi/l¢€ phi
Ca gidy hen 80,73%
7.Viée co quan Khéng co gié-y hen. do lay ket 13.49%
viét hen tra két ____quangay -
qué gidi quyét | Khong o @idy hen, nhung cong 535%
TTHC guchavming
Khong co giay hen, mac du tra két
o : 0,43%
qua vao ngay sau do
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e D CEANE
Cic chi s6 phin dnh nhin dinh, dénh gii cia NDTC _,
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
S Pung hen 91,94% | 94,59% | 92,51% | 91,90%
Viéc co .
quan gifr'dﬁng SO’I? hen 0,46% 1,58% 2,57% 2,00%
hen tra két qua Tré hen 7,60% 3,83% 4.93% 6,10%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 18,18% | 52.94% | 19,05% | 25.90%
C6 xin I6i vi tré hen 9,38% | 29.41% | 26,09% | 11,10%
0 ’ ié 3 a %
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 82,44%
e Kinh thite Niém yét trén giay tai try sO 32 23%
niém yét cong - BP{,“C’_T“{CC tn}h !
khai, hudng Niém yét t-raen copg thong tin 79.44%
din quy dinh vdlen tu tinh ?
TTHC Niém yét trén Cong thong tin 79 87%
dién tr qudc gia o
TNHS va TKQ tai
10.Sur do phi BPMC/TTPVHCC tinh AN (2678
hop cua cac TNHS tai BPMC/TTPVHCC
3 ? o A L] 0 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh =lyfoe9, ||/S6,0506
an ho so A . 3 =
(TNHS) vé tra WH%";ZKQ "n‘;fi‘;ul(z’“md“"h 89,8006
két qua (TK LY Gl : 580
gidi quydt D BPMC/TTPVHCC tinh 81,58%
TTHC TNHS qua intemet, TKQ qua a7 o
“ - - dichvuubu_uchinhv . 91,67% | 80,94%
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@& rong cac hinh thirc thong tin 44.00% | 56,78% | 59,01% | 29,12%
TR X " X, L-a .
2.'Ca1 thién c;l)at !ucng co s& vat chat; hién dai 1710% | 25.75% | 22.97% | 16.92%
hoa trang thiét bi
3.Tﬁqg cuong niém yét cong khai, minh bach thu 18.40% | 14.48% | 24.55% | 31.26%
tuc hanh chinh
= . ~ X . - 1. A ,
gl;l'u égis l(iu'ong nhan ho so va tra két qua duong 32.87% | 30.86% | 26.34%
5 Pay manh dich vu cong truc tuyén mirc do 3, 4 19.10% | 5,29% | 12.39% | 6,64%
6.Tiép tuc don gian hoa thi tuc hanh chinh 80.70% | 52,18% | 42.79% | 57.39%
7 Ritt ngén thoi gian giai quyét tha tuc hanh chinh 64.00% | 57.47% | 49,10% | 6552%
8.Giam phi/l¢ phi giai quyét thu tuc hanh chinh 14.60% 17,70% | 15,77% | 31.05%
9.Cai thién thai do giao tiép cua cong chirc 540% | 7.36% | 10,36% | 8,99%
10.Cai thién tinh than phuc vu cua cong chire 3,40% 5.06% 5.86% 4.93%
11.Nang cao nang lyc cua cong chirc 9,90% 6,67% 6,08% 3.85%
,) A ’ . , . - = -
l...l?o.lp hinh thirc tiép nhan GYPAKNde dang, 5.75% 11.26% | 11.56%
thuantién hon
13.Tiép nhén, giai GYPAKN kip thoi, tichcue | 22.90% | 1241% | 811% | 6.85%
P g p
14 Khac 0,20% 0,00% 0,23% 0,00%
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B KIEN GIANG
Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niam 2019 | Nim 2020

L TIEP CAN DICH VU '
1. Tru s0 co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay
7

Tru s& co quan tiép nhin ho so, tra két qua 84.04% | 8525% | 84.68% | 84.15%
gon gang, sach s€ _ y
3. Trang thiét bi phuc vu nguoi dan, to chirc day da | 79.78% | 80,18% | 8131% | 81.37%
4. Trang thiet bi phuc yu ngudi dan, to chirc hoat | g 70, | 85 499 | 8131% | 79.44%
dong tot, de sir dung
Tiep cin dich vu néi chung 82,53% | 83,13% | 81,31% | 81.75%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 87.64% | 84,14% | 83,33% | 82.66%

. . A A - . A

6.__ Qu:y (_ith TTHC dugc niém yet cong khai day 8620% | 83.41% | 83.33% | $2.01%
du, dé hiéu
7. Thanh phan ho so dugce yéu cau ndp la dimg quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nép yéu cau nop
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dung

85,62% | 84,60% | 77,93% | 82,01%

86,74% | 82,72% | 83,78% | 82.23%

83,37% | 82,72% | 83,33% | 79.87%

84,94% | 82,72% | 83,56% | 81.37%

quy dinh,

Thi tuc hanh chinh néi chung 85,80% | 83,14% | 83,47% | 81.63%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 86,97% | 82,30% | 78,38% | 80,09%
11. Cong chirc cham chii lang nghe cau hoi, v kién 86,07% | 80,92% | 82.43% | 80.73%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 84.27% | 81.34% | 81.76% | 80.30%
13. Cong chirc huong ké khai ho so dé hiéu 81,57% | 83,18% | 81,08% | 80.30%

14. Cong chirc huong dan ké khai ho so mot lan

g ) 0 0 7 GED
la co the hoan thién ho so ulAnie | SLI6% [ 8a0a%

15, Cong chirc giai quyét cong viéc dung quy dinh 85,17% | 84,56% | 83,11% | 82.23%
16. Cong chirc tan tinh giup d& 81,76% | 80.73%
Cong chire noi chung 8481% | 82,46% | 8147% | 81.00%
IV. KET QUA

17. Két qua phu hop vai quy dinh 85.17% | 86,41% | 83.78% | 87.37%
18. Két qua co thong tin day du 86,52% | 87.59% | 86.26% | 86.08%
19. Két qua co thong tin chinh xac 8494% | 84,10% | 85,81% | 86,51%
20. Két qua dam bao tinh cong bang 84.91% | 86,72%
Két quil néi chung 85,54% | 86,03% | 85,19% | 86.67%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop v, 7412% | 63.44% | 45.33% | 67.80%
phan anh, kién nghi i ¢ 2 ?

22. Dé dang thuc hién gop v, phan anh, kién nghi 75.20% | 68,28% | 52.00% | 66,10%
23. Co quan tiep nhan va xu ly tich cuc cac gop 75.20% | 6720% | 74.67% | 64.41%
y, phan anh. kién nghi P g 2 i
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 7486% | 66,67% | 59,00% | 66,10%

7493% | 67,74% | 64,00% | 66,10%




200

qua vao ngay sau do

. ;¢ 1. —
Cic chi s phin dnh nhén dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
i Arha S0 i 0 ) 0 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 4917% | 36,42% | 46,46% | 49.90%
nhén hé so Bophan TNHSTKQcAp huyén | 30,63% | 39.51% | 33,96%
(TNHS) va tra B phan TNHS.TKQ cip tinh 2021% | 20,09% | 2.,50%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 0.42% 5.53% | 25.00%
C cong cap tinh
s Khac 0,00% | 0.66% | 0.63% | 50,10%
Qua nguoi thin, ban bé 6.88% | 4226% | 28,54% | 21,40%
2 Hinh thire Qua can bd, cdng chirc cap xa 4137% | 41,37% | 67,50% | 81,50%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phét thanh cap xa 7,08% | 12,30%
TNHS, TKQ | Quaphuongtienthongtindai | 1, 5000 | 21249 | 2125% | 12.30%
gidi quyet chung
TTHC Qua mang internet 4.17% 10,40% | 13,33% 4.40%
Khac 1,88% | 0,88% | 125% | 0,80%
Qua nguoi than, ban be 0,83% 8,19% | 21,04%
Qua cong chuc il b0l 0P 1O | 56 400 | 73:67% | 76,88%
50, tra két qua
3Kénh thong | Quaniém yctcongkhaitaingindp | 4, 5s0r | 254404 | 17,02%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 250% | 4.20%
dinh TTHC Qua we!asne C‘ong‘dgch v 14.38%
cong quoc gia
Qua website tinh/co quan 10,63%
Khéc 0,42% | 0,00% | 042%
I lan 85,98% | 25.44% | 21,88% | 74,00%
4.S4 14n di lai 2 lan 59,73% | 65,83%
dé giai quyét 3 1an 12,13% | 12,83% | 8,13% | 23,70%
ITHC 4 14n 1,55% | 3,33%
Khac 1,67% | 0,44% | 083% | 190%
5Cangchirc giy
phién ha sich Co 2,92% | 044% | 3.12% | 1,70%
nhidu
6.Cong chuc
goi y ndp tién Co 1,04% | 1,10% | 0,63%
ngoai phi/lé phi
Co giay hen 78,96%
7.Viée co quan Khéng co giay hen, do lay ket 13.33%
viét hen tra két —__qua ngay _
qua giai quyér | Khongcogiay hen, nhung cong 7.08%
TTHC chug: hen miéng i
Khéng co giay hen, mac du tra ket 0.63%
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‘ KON TUM
Cic chi s phin dnh nhén dinh, dénh gii ciia NDTC |
Nhin dinh Nim 2017 | Nim 2018 | Niaim 2019 | Nam 2020
- Buang hen 09229% | 89.87% | 91,46% | 92,70%
8.Viéc co = - 5 O =
quan giir ding SOII] hen 2,92% 9,25% 4.38% 3,30%
hen tra ket qua Tré hen 4,79% 0,88% 4,17% 4,00%
gﬁ'ﬂ%‘yé‘ Cothong baovéviccréhen | 47,.83% | 0,00% | 20,00% | 32,50%
Co xin loi vi ré hen 21,74% 0,00% 20,00% 5,30%
~ ’ ‘A ¢ = )
osupitey [ Cooschic et v
cua hinh thue 3 97.92%
niém yét cong _ BP{}dC{FTH_CC mjh .
khai, huong Niém yet t.rqen (__‘opg thong tin 97.92%
dan quy dinh _ id"*‘{‘ L }mh N
TTHC Niém yét trén Cong thong tin 97 71%
dién tr quoc gia 2
o TNHS va TKQ tai
10:589 et BPMC/TTPVHCC tinh il e
VP £08.CR0. TNHS tai BPMC/TTPVHCC, . "
h;:lh t:f'c uep TKQ qua dich vu buu chinh M0 | 98,00
nhén ho so . ,
d s 540
(TNHS) va tr TNIISVﬂﬂ(Qandcth;b(sn;:hnh 98,54%
két qua (TK TINHS qua miemt, o
i BPMC/TTPVHCC v g
giai quyet .
TTHC TNHS qua Internet, TKQ qua 9757% | 97.08%
| dichwubuuchinh ___ | :
Cic chi s6 phan dnh mong dgi ciia NDTC |
Mong doi Niam2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢ rong cac hinh thae thong tin 39.70% | 65,97% | 67,99% | 24.17%
2.Cai thién chat luong co sy vat chat, hien dai | 4, 4000 | 30069 | 3687% | 26.88%
hoa trang thiét bi
3.Tang cuong niém yét cong khai, minh bach 28.10% | 1628% | 37.75% | 2833%
thu tuc hanh chinh '
g;l'j agigé I(iuomg nhéan ho so va tra két qua duong 45.93% | 48.12% | 61.46%
5.Péy manh dich vu cong true tuyén mire do 3, 4 37.80% | 22,55% | 18,32% | 26,88%
6.Tiép tuc don gian hoa thu tuc hanh chinh 70.90% | 3591% | 39,74% | 49,17%
7.Riit ngan thoi gian giai quyét th tuc hanh chinh 41,60% | 3549% | 28,92% | 38.,54%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 16,80% | 11,48% | 596% | 14,79%
9.Cai thign thai do giao tiép cua cong chirc 9,10% 3,76% 1,55% 4.78%
10.Cai thién tinh than phuc vu ctia cong chirc 9.40% | 438% | 1,10% | 561%
I 1.Nang cao nang luc cua cong chirc 11.40% 5,85% 5,08% 5.82%
l2.ln3o.t~n hinh thirc tiép nhan GYPAKNde dang, 8.56% 7.28% 6.44%
thuantién hon
13.Tiép nhan, giai GYPAKN kip théi, tich cuc 7,50% | 11,06% | 3,31% 5.82%
14 Khac 0,00% 0,21% 0,00% 0,62%
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i _KONTUM

Cic chi s6 phén dnh sy hai long ciia NDTC
Hailong Nim 2017 | Nam 2018 | Niam 2019 | Nam 2020

L TIEP CAN DICH VU '

1. Tru s0 co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng dan rd rang, dé thay
7 - . A ~ A IR P ~ -
2. Trg SO co quan tiep nhan ho so, tra két qua 4740% | 76.83% | 87.61% | 89.17%
£on gang, sgch s€ ) )
3. Trang thiét bi phuc vu nguoi dan, to chirc day da | 38.25% | 67,01% | 8541% | 88,96%
4; Tra?g tlm?t bi phuc vu nguoi dan, to chice hoat 4096% | 71.64% | 87.29% | $8.96%
dong tot, de sir dung
Tiep cdn dich vu néi chung 4522% | 74,16% | 86,38% | 88,54%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 57,17% | 90,59% | 89.49% | 97,08%

. . A - s 2A

6.q Qu:y (_ith TTHC dugc niém yet cong khai day 56.34% | 89.14% | 88.93% | 98.96%
du. dé hiéu ‘
7. Thanh phan ho so duoc yéu caundplading quy dinh | 62,79% | 87,47% | 89.37% | 98,96%
8. Murc phi/l€ phi duoc yéu cau ndp yéu cau nop 55.03% | 83.30% | 88.71% | 99.17%

5426% | 81,17% | 85,19% | 87,08%

la ding quy dinh

?Iujlé?[;ﬁan giai quyét thu tuc hanh chinh la ding 5572% | 82.43% | 87.71% | 98.96%
Thu tuc hanh chinh néi chung 57,59% | 86,59% | 88.85% | 98.63%
1. CONG CHUC

10. Cong chire co thai do giao tiép lich sy 59.67% | 84,70% | 88,36% | 98,96%
11. Cong chirc cham chii lang nghe cau hoi, y kién 56,55% | 83.51% | 88.14% | 99.17%
12. Cong chirc tra 101, giai thich ciu hoi, y kién day du | 55,72% | 83,09% | 86,13% | 99.38%
13. Cong chirc hudng ké khai ho so dé hiéu 5198% | 87,68% | 89,26% | 98,75%

14. Cong chirc huong dan ké khai ho so mot lan

3 A 0 0 0
1 cb thé tiodn: thién 16 50 B267%: | 89.81% | 98.86%

15. Cong chirc giai quyét cong viée dung quy dinh 65,90% | 81,93% | 90.26% | 99,17%
16. Cong chure tan tinh giap do 88,04% | 98,96%
Cong chire néi chung 57.96% | 83,93% | 88.57% | 99.05%
IV. KET QUA

17. Két qua phu hop véi quy dinh 65,90% | 8397% | 88,58% | 99.17%
18. Két qua co thong tin day du 67,98% | 85,53% | 89,24% | 99,38%
19. Két qua c6 thong tin chinh xac 67,98% | 84.87% | 87.92% | 99.17%
20. Két qua dam bao tinh cong bang 86,14% | 98.75%
Két qui néi chung 67,29% | 84,79% | 87.97% | 99,11%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thire tiep nhan gop vy, 60.49% | 78.95% | 85.00% | 37.50%
phan i’mh, kién nghi ' ’ T ’ '

22. DE dang thuc hién gop v, phan anh, kién nghi 48,15% | 77.19% | 80,00% | 42.86%
23. Co quan tiép nhan va xu ly tich cuc cac gop aa.42% | 78.95% | 80.00% | 42.86%
v, phan anh, kién nghi ’ - ’ ’
24 Co quan co thong bao kip thoi két qua xir ly
cac y kién gop y, phan anh, kién nghi

Tiép nhin, xir Iy GYPAKN néi chung 4986% | 78,07% | 81,25% | 41,91%

46,34% | 77,19% | 80,00% | 44,44%
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qua vao ngay sau do

. LAICHAU
Cic chi s6 phin dnh nhén dinh, ddnh gii cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
i Arha S0 i 0 0 ) 0
| Borauantith Bo phan TNHS,TKQ cip xa 44.44% | 44.05% | 47,93% | 55.60%
nhén hé so Bophan TNHS,TKQcip huyén | 39,56% | 34.14% | 37.47%
(TNHS) va tra B phan TNHS.TKQ cép tinh 17,78% | 19.16% | 4.87%
két qua (TKQ) P : :
gidi quyt Trung ta:méshl_;% lexi:Iz:nh chinh 2.00% 2.42% 12.90%
TTHC e
Khac 0.89% | 0.22% | 097% | 44,40%
Qua nguoi thin, ban bé 19,78% | 23,79% | 18,00% | 11,50%
2 Hinh thire Qua can bd, cdng chirc cap xa 56,83% | 56.83% | 69.34% | 74,60%
:;ﬁpv‘ga;‘o";‘f,';ﬁ Qua loa phét thanh cap xa 5,11% | 13,40%
TNHS, TKQ | Quaphuongtienthongtindai | ») 4000 | 17180 | 11.44% | 13.40%
gidi quyét chung
TTHC Qua mang internet 556% | 2.42% | 292% | 3.40%
Khac 333% | 1,32% | 049% | 0,70%
Qua nguoi than, ban be 2.44% 485% | 10,22%
-~ ’ . - -~ -
Qua cong chuctanol n0p ho' | o7 110z | 68.069% | 61,07%
50, tra két qua
3 Kénh théng | Qua "‘e";?"‘ cmsk‘:ha‘ RInOINOP | 35 899 | 21.81% | 24.82%
tin dé biét vé 0 50, trd ket qua
biét veé quy Qua Internet 4,44% 5,51%
dinh TTHC Qua website Cg“')ng dich vu 4.38%
cong quoc gia i
Qua website tinh/co quan 2.43%
Khéc 0,44% | 022% | 097%
I lan 79,11% | 24.89% | 24,57% | 80,10%
4.56 14n di lai 2 lajm 56,61% | 54,50%
dé giai quyét 3 lan 17.33% | 11.89% | 16,30% | 14,90%
ITHC 4 14n 6,61% | 3,65%
Khac 2,00% | 0,00% | 097% | 1.40%
5Cang chirc giy
phién ha sich Co 3,33% | 2.86% | 4,62% | 4,10%
nhiéu
6.Cong chuc
goi y ndp tién Co 222% | 1,32% | 2.43%
ngoai phi/lé phi
Co giay hen 79.56%
7.Vige co quan Khong co giay hen, do lay ket 8.76%
viét hen tra két —__qua ngay _
qua giai quyér | Khongcogiay hen, nhung cong 10,46%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket i/ B
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LAI CHAU

Cic chi sb phan dnh nhén dinh, dénh gi4 ciia !

Nim 2017

Niim 2020

Nhén dinh Nim 2018 | Niim 2019
& Vi Buang hen 94 44% | 94,05% | 93,67% | 91,10%
Viéc co
quanegifr A Som hen 2,00% 2,20% 1,46% 1,20%
hen tra két qua Tré hen 3.56% | 3.74% | 487% | 7.70%
gT{?“H qélyet C6 thong hao vé viée tré hen 2500% | 41,18% | 44,44% | 34.30%
C6 xin 16i vi tré hen 12,50% | 41,18% | 43,64% | 15,60%
& Sirphidion Cong chire truc tié‘:yp hudng dian 76,89%
s , Niém yét trén giay tai try so
cua hinh thue Y Sidy '3l 79,81%
niém yét cong _ BPI}ﬁC/:H H.CC m]h .
khai, huong Niém yet t'rfan Qopg thong tin 76.16%
dan quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 78.10%
dién tr quoc gia B
o TNHS va TKQ tai 2 Rtk
1025y gl BPMC/TTPVHCC tinh A | B
VP che.cac TNHS tai BPMC/TTPVHCC ,
. UM : g A
h:{h l:?c nep TKQ qua dich vu buu chinh i il | e i
nhan ho so e : 3
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 81,75%
két qua (TK TINHS qua miemet, o
i BPMC/TTPVHCC v A
giai quyet :
TTHC TR e ToeRTiz, HAy e o 87.00% | 78,10%
. » __dichvubuuchinh
Cic chi s0 phan anh mong dgi ciia NDTC
Mong doi Nam 2017 | Niam 2018 | Nam 2019 | Nam 2020
1.M0¢ rong cac hinh thic thong tin 50,80% | 64,89% | 59,91% | 34.79%
2.Cé1 thién <':l;1al !uong co s vat chat; hién dai 35.00% | 24.89% | 27.97% | 32.85%
hoa trang thiét bi
3.Ta1?g cuong niém yet cong khai, minh bach thu 34.10% | 30.67% | 33.92% | 30.41%
tuc hanh chinh ‘
:.L;l‘uagigélcluong nhan ho so va tra két qua duong 20.89% | 21.59% | 33.58%
5Py manh dich vu cong truc tuyén mirc dd 3, 4 33,80% | 11,33% | 6,17% | 15,82%
6.Tiép tuc don gian hoa thu tuc hanh chinh 63.80% | 42.80% | 41.85% | 37.47%
7.Rut ngén thoi gian giai quyét thi tuc hanh chinh 38,80% | 40,22% | 40,97% | 39,17%
8.Giam phi/l¢ phi giai quyét thu tuc hanh chinh 14,90% | 19,56% | 17.88% | 14.36%
9 Cai thién thai do giao tiép cua cong chirc 10,80% | 5,78% | 7.28% | 10,22%
10.Cai thién tinh than phuc vu ctia cong chire 9,10% | 4,00% | 7.51% | 7.54%
1 1.Nang cao nang lyc cua cong chire 13.20% 11,78% 13.,00% 15.33%
12.[30'&” hinh thire tiép nhan GYPAKNde dang, 10,67% | 10,79% | 12.41%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 16,50% | 10,22% | 11,45% | 16,79%
14 Khac 0,20% 0,22% 0,00% 2,68%
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LAI CHAU

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L TIEP CAN DICH VU '
1. Tru s¢ co quan tiep nhan ho so, tra ket qua co | 81,26%
bién hiéu, hudng din rd rang, dé thay
7 o
Tru s& co quan tiép nhan ho so, tra két qua | 76,47% 71.56% | 83.92% $5.29%
£on gang, sgch s€ ) i
3. Trang thiét bi phuc vu nguoi dan, to chire day da | 70,15% 63,11% | 81,28% 85.29%
T T =
4; Tra?g tim?t bi phuc vu nguoi dan, to chuc hoat | 71,46% 68.00% | 80.62% $4.08%
dong tot, deé sir dung
Tiep cdn dich vu néi chung 74,84% 70,00% | 82,87% 84,84%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,79% | 76,67% | 84.36% | 87.73%
. .- A - . A 0
g.ﬁQduéyhciig;h TTHC dugc niém yet cong khai day | 80,61% 77.11% | 85.90% 85.51%
7. Thanh phan ho so duve yéu cau ndp la ding quy | 81,05%
dinh
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop | 78,43%
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dang | 76,25%

77,33% | 85,68% 84,72%

81,11% | 87,89% 85,51%

80,44% | 84,36% 86,81%

77,11% | 81,28% 86.81%

quy dinh,

Thi tuc hanh chinh néi chung 79,83% 78,49% | 84,76% 86.47%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 74,95% 73,11% | 83,70% 83,54%
11. Cong chirc cham chii lang nghe cau hoi, v kién 69,50% | 7422% | 81.28% | 84.35%
12. Cong chrc tra 161, giai thich cau hoi, y kién day du | 72,55% 73,78% | 81.28% 84,35%
13. Cong chirc hudng ké khai ho so dé hiéu 72.98% 7733% | 81,72% 82.75%

1‘4. Con;g, ch‘uc h}{ong_. dan ké khai ho so mét lan 73.33% | 79.07% $2.75%
la co the hoan thién ho so

15, Cong chirc giai quyét cong viéc dung quy dinh 76,03% 76,44% | 81,50% 83.59%

16, Céng chirc tan tinh giup d& 77.53% | 83.59%
Cong chire noi chung 73,20% 7470% | 80,87% 83.56%
IV. KET QUA

17. Keét qua phu hop véi quy dinh 76,03% 83,11% | 85,02% 86,57%
18. Ket qua co thong tin day du 79.74% | 80,89% | 85.68% | 85.78%
19. Ket qua co thong tin chinh xac 78.87% | 80,67% | 84.80% | 86,00%
20. Két qua dam bao tinh cong bang 84,14% | 86,57%
Két quil néi chung 7821% | 81,56% | 8491% | 86,23%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
~ , ~ s o1 P A o F . /
..1._ Cq quan co bo.m hinh thire tiép nhan gop y, | 76,89% 7143% | 83.87% 81.09%
phan anh, kién nghi

22. Dé dang thuc hién 20p v, phan anh, kién nghi 71,93% 69,23% | 78,69% 80,25%

X = EBXVE TN T ; °

23, C.or quan u'ekp nhap va xu ly tich cuc cac gop | 71,23% 72.53% | 77.05% 81.09%
y, phan anh. kién nghi
24.Co quan co thong bao kip thoi ket qua xu ly | 71,93%
cac y kién gop v. phan anh, kién nghi

Tiép nhan, xir Iy GYPAKN néi chung 73,00% | 70.88% | 78,75% | 80,67%

70,33% | 75,41% 80,25%
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qua vao ngay sau do

R ——— 7 . 50}, —
Cic chi s6 phan dnh nhéin dinh, dénh gid cua NDTC ,
Nhin dinh Nam 2017 | Nim 2018 | Nam 2019 | Niam 2020
) = A Lo iy 0 0. 50, X 0
| Co quan tiép B phin TNHS, TKQ cip xa 4034% | 44.67% | 47,25% | 64,40%
nhan 1 so Bophan TNHS.TKQdip huyén | 43,49% | 35.83% | 35,38%
(TNHS) va tra B& phan TNHS,TKQ cép tich 1681% | 13.15% | 10,11%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 1.89% 1020% | 14.07%
C cong cap tinh
Khac 1.47% 0.45% 0.22% | 39,60%
Qua nguoi than, ban be 21,64% | 26,53% | 32.53% | 6,90%
2 Hinh thirc Qua can bd, cdng chirc cap xa 52,38% | 52.38% | 52.97% | 57,00%
HCprcen thing Qua loa phét thanh cap xa 4,18% | 35,30%
tin vé co quan h T , 2,
TNHS, TKQ | Quap ”mscﬁzzg onguncal | 56 479% | 2132% | 12,53% | 3530%
gial quyet
TTHC Qua mang internet 3.36% | 4.54% | 571% | 1,50%
Khac 2,73% 4.31% 1,32% 0,60%
Qua nguoi than, ban be 4,20% 7.71% | 18,46%
-~ ’ . - - -
Qua cOng chitc tal no1nop IO | 79 9904 | 78239 | 68,35%
50, tra két qua
3Kénh thong | Quaniém yetcongkhaitaingindp | ¢ 5g0r | 1678% | 13.63%
fin dé biét vé ho so, trd ket qua
biét veé quy Qua Internet 1,68% 3,63%
dinh TTHC Qua website Cg“')ng dich vu 3749,
cong quoc gia i
Qua website tinh/co quan 4,18%
Khac 0,84% 1,13% 0,22%
I 1an 64,29% | 27.21% | 27,03% | 80,70%
486 lén di lai 2 15.1'1 52,61% 49 89%
de giai quyét 3 lan 2437% | 12,70% | 13,41% | 15,40%
[THC 414n 5.44% | 9,67%
Khac 5,25% 2,04% 0,00% 1,90%
5Congchic gy
phién ha sach Co 4.41% 2,27% 1,10% 0,00%
nhic
6.Cong chuc
goi y ndp tién Co 2,94% | 091% | 0,88%
ngoai phi/lé phi
Co giay hen 71,65%
7 Viée co quan Khong co gie‘x“y hen, do lay ket 14.73%
viét hen tra két T qua ngay _
qua giai quyét G0 C0 giiy hen, nhung cfag 10,99%
TTHC churc hen miéng i
Khong co giay hen, mac du tra ket _—
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LANG SON

Cic chi s6 phan 4nh nhin dinh, dénh gii ciia !

Niim 2020

Nhén dinh Nim 2017 | Nim 2018 | Niam 2019
& Vi Buang hen 89.71% | 90,02% | 91,43% | 94,00%
Viec co =
quan giir ding SOII] hen 1,26% 0,45% 1,10% 1,20%
hen tra ket qua Tré hen 9,03% 9,52% 7.47% 4.80%
gT{?“H qélyet C6 thong hao vé viée tré hen 2791% | 19,51% | 24,00% | 34,60%
C6 xin 16i vi tré hen 13,95% | 12,20% | 20,00% | 91,70%
& Sirphidion Céng chire tryuc tiép hudng dan 89,01%
Tt : Niém yét trén gidy tai tru so
cua hinh thuc y ,g' y.al 87.47%
niém yét cong _ BPI:\flC/:l"”l l-{CC m]h .
khai, huong Niém yet t'rfan Qopg thong tin 80.88%
dan quy dinh _ Ad"*‘{‘ L f"‘h I
TTHC Niém yét trén Cong thong tin 81,089
dién tr quoc gia RN
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh ke | 183,005
hop cua cac TNHS tai BPMC/TTPVHCC
\ s “ A a ¥ ’ Ay 0, 0,
h:{h l:?c uep TKQ qua dich vu buu chinh 20 | 8035
nhan ho so e 2 5
(TNHS) va tr TNIISVﬂﬂ(Qandcth;l(b(;n;:hnh 86,81%
két qua (TK TINHS qua nteme, o,
Sau 1RO BPMC/TTPVHCC v e
gial quyét :
TTHC TNHS qua internet, TKQ qua 7823% | 81.32%
— y __dichvubuuchinh E R
Cic chi so phan anh mong dgi cia NDTC
Mong doi Niim 2017 | Niim 2018 | Niim 2019 | Niim 2020
1.M¢ rong cac hinh thic thong tin 60.50% | 64.92% | 64.40% | 33.85%
2.Cai thién chat luong co s vt chat hien dai | 45 900, | 2833694 | 23.58% | 16,70%
hoa trang thiét bi
3.Tan‘g cuong niém yét cong khai, minh bach thu 37.40% | 21.43% | 37.41% | 22.64%
tuc hanh chinh
g:;, ag;% lcjutong nhan ho so va tra két qua dudng 24.16% | 1927% | 30.55%
S.Déy manh dich vu cong true tuyén mircdo 3,4 30,10% 6,30% 7.48% 10,77%
6.Tiép tuc don gian hoa thu tuc hanh chinh 81,10% | 41,60% | 40,59% | 54,51%
7 Rt ngin thoi gian giai quyét tha tuc hanh chinh 52,00% | 4622% | 43,31% | 54,51%
8.Giam phi/lé phi gidi quyét thu tuc hanh chinh 17,00% | 16,18% | 10,43% | 18,68%
9.Cai thién thai d¢ giao tiép cua cong chirc 7,10% 5.88% 4.99% 8.35%
10.Cai thién tinh than phuc vu cua cong chire 7,70% | 525% | 590% | 8,57%
11.Nang cao nang luc cua cong chuc 8,70% 10,50% | 8,62% 17,36%
IZ.Bé.tri hinh thirc tiép nhan GYPAKNdé dang, insone | isanz | iese
thuantién hon = > R
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 12.30% | 1429% | 17,.23% | 14.95%
14 Khac 0,40% 1,05% 0,68% 0,44%
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LANG SON

Ciic chi s6 phiin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru so co quan tiép nhan ho so, tra két qua 87.73% | 77.94% | 85.26% | 88.35%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chirc day da | 81,70% | 66,60% | 84.81% | 88.13%

4; Tra?g tim?t bi phuc vu nguoi dan, to chire hoat 8191% | 7437% | 83.67% | 87.03%

dong tot, de sir dung

Tiép cin dich vy néi chung 85,13% | 75,21% | 84,75% | 87,80%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 89,40% | 85,29% | 87.07% | 88,13%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 8081% | 83.40% | 89.34% | 87.25%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

89,19% | 81,93% | 85,26% | 87,69%

91,27% | 84,66% | 90.48% | 89.67%

89.81% | 85,08% | 90.93% | 88,35%

88,36% | 75,84% | 82,99% | 87.47%

quy dinh,

Thi tuc hanh chinh néi chung 89,73% | 82,86% | 88,16% | 88,18%
111. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 91,27% | 80,04% | 85,03% | 86,37%
11. Cong chirc cham chii lang nghe cau hoi, v kién 89.60% | 79.20% | 84,58% | 84,62%
12. Cong chirc tra 11, giai thich cau hoi, y kien day du | 88.15% | 76.68% | 84.13% | 86,37%
13. Cong chirc huong ké khai ho so dé hiéu 90,85% | 82,35% | 8549% | 86.81%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0, 0 0
la co the hoan thién ho so §L30% | Bl | 85,907

15, Cong chirc giai quyét cong viéc dung quy dinh 92,72% | 77,52% | 8435% | 86,37%
16. Cdng chure tan tinh giup d& 84,58% | 87.25%
Cong chire noi chung 90,52% | 79.52% | 84.90% | 86,25%
IV. KET QUA

17. Két qua phu hop véi quy dinh 92,72% | 82.14% | 88.44% | 87.69%
18. Két qua co thong tin day du 9439% | 83.19% | 90,02% | 89.01%
19. Két qua co thong tin chinh xac 9397% | 82,56% | 90,70% | 89.01%
20. Két qua dam bao tinh cong bang 89,34% | 87.91%
Két qui néi chung 93,69% | 82,63% | 89.63% | 88.41%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 8774% | 57.14% | 56.41% | 68.18%
phan anh, kién nghi ? o i 2

22. Dé dang thuc hién 20p v, phan anh, kién nghi 87.42% | 53.,85% | 58,97% | 68,18%
23. Co quan tiep nhan va xur ly tich cuc cac gop 86.45% | 57.14% | 48729 | 65.91%
y, phan anh. kién nghi REE 2 ¢ =
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 86,94% | 56,32% | 53,85% | 66,48%

86,13% | 57,14% | 51,28% | 63.64%
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. LAOCAL
Cic chi s phin d4nh nhéin dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
. A A A ~ 0 0 50 2 0
{ Corquantidp Bo phan TNHSTKQ cap xa 4229% | 42.07% | 47,35% | 63.30%
nhén hé so Bophan TNHS,TKQcap huyén | 36,04% | 31.71% | 36,09%
(TNHS) va tra Bophan TNHSTKQcép tinh | 21,04% | 24.95% | 16,77%
két qua (TKQ) Trune -
oy | g tam phuc vu hanh
s qéjyet chinh cong cap tinh 33 | 120 | 13k
[TH Khac 0,83% | 0.85% | 021% | 33,70%
Qua nguoi than, ban be 24,79% | 27,12% | 21,87% | 15,10%
2 Hinh thirc tiép | Quacinb.congchiecipxd | 47,46% | 47.46% | 61,57% | 71,20%
can thong tin vé Qua loa phat thanh cép xa 297% | 14,70%
co quan TNHS, | Qua phuong tién thong tin dai
TKO gidi quyét ching 2417% | 16,95% | 12,10% | 14,70%
TTHC Qua mang internet 6.88% | 636% | 6,79% | 9.40%
Khac 2,92% | 2,12% | 4,03% | 1,20%
Qua nguoi than, ban bé 6,04% 5,50% 7.86%
Qua cong chirc tai noi ndp h6 | 4 4o0s | 71.88% | 69.21%
s0, tra ket qua
3 Kénh thong Qua "‘F";\i’“ “”igk'iha’ QN | 59 9205 | 18.82% | 18.90%
tin dé biét vé e 3 50, T 0 G
biét vé quy dinh Qua Internet 5.21% 3,59%
TTHC Qua WC})SItC C:Sng.dgch vu 425%
cong quoc gia
Qua website tinh/co quan 425%
Khac 083% | 021% | 2,12%
1 lan 80,38% | 24,95% | 2527% | 74,00%
486 lén di lai 2 lz‘m 56.66% 56,48%
dé giai quyét 3 lan 15,87% | 11,84% | 10,83% | 20,70%
ITHC 4 1an 592% | 637%
Khac 271% | 0,63% | 106% | 2,60%
;f;‘l;d:;ﬁw Cé 2,08% | 1.90% | 255% | 2.20%
6.Cong churc goi
¥ ndp tién ngoai Co 0,63% | 063% | 0,85%
phi/l¢ phi
Co gidy hen 75,80%
7.Vie co quan Khong ¢o giﬁy hcn,' do lay ket 15.50%
viét hen tra ket T quid ngay .
qua giai quyet fng 0 iy higr, ninig Cong 7.64%
TTHC chire hen mieng
Khong co gidy hen, mac du tra 1.06%

két qu vao ngay sau do
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— e TAOCAT
Cic chi s6 phin dnh nhin dinh, dénh gii cia NDTC _,
Nhin dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
o Duang hen 94.17% | 91.31% | 90,45% | 90,10%
8 Viéc co - 5 m A .
quan gitr diing Sorr? hen 1,67% | 191% | 425% | 1,70%
hen tra két qua Tré hen 4.17% 6,78% 531% 8.20%
%’_’?'Hquel (6 thong beo veé viée tré hen 40,00% | 48.28% | 43,48% | 52.50%
C6 xin 16i vi tré hen 5,00% | 30,00% | 47,83% | 32.40%
0 s iép huong da 4,71%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 84,71%
cuia hinh thire Niém yet tr/e;n gidy tai try so 80.68%
niém yeét cong - BPIKVIC_ THACC m}h !
khai, hudng Niém yét trén Cong thong tin 76.86%
din quy dinh vdién tu tinh ?
TTHC Niém yét trén Cong thong tin 75 80%
dién tr qudc gia 7
TNHS va TKQ tai
10.Sur do phi BPMC/TTPVHCC tinh 1T (8508
hop cua cac TNHS tai BPMC/TTPVHCC
) £l o 3 ’ 0 2 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh Soe0; ||183,050
an ho so A . 3 =
(TNHS) va trd |0 JSW"ZZKQ f'n‘;dri‘;“kz';dm“‘ 81,10%
két qua (TK DNER (ual : 0
gidi quydt Q BPMC/TTPVHCC finh i
TTHC TNHS qua intemet, TKQ qua 80.51% | 76.06%
NS N Rk D ’ :
Cic chi s6 phian anh mong doi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. Mo rong cac hinh thic thong tin 58,70% | 63,33% | 55,60% | 26,48%
2.Cal thign chatlugng corso vt ohat, iendal | 45000, | 370000 | 24:70%. | 13:56%
hoa trang thiét bi
3.Tél?g cum'lg niém yét cong khai, minh bach tha 3080% | 22.92% | 31.92% | 23.94%
tuc hanh chinh i ’
- y ~ A . - A .
4.Tan.gacu<mg nhan ho so va tra két qua duong 38.54% | 46.30% | 32.84%
buu dién
S.Déy manh dich vu céng truc tuyén mircdo 3.4 31,00% 6,46% 10,78% | 15,89%
6.Tiép tuc don gian hoa tha tuc hanh chinh 78,10% | 48,13% | 44,19% | 59,.96%
7 Rut ngin thoi gian giai quyét thi tuc hanh chinh 32,50% | 40,00% | 37.42% | 58,90%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 9.40% | 10,00% | 9,09% | 22,88%
9.Cai thién thai do giao tiép clia cong chirc 7.00% | 521% | 2.54% | 6.57%
10.Cai thién tinh than phuc vu cua cong chirc 3,60% 4.38% 4.02% 3.18%
11.Nang cao néng lyc cua cong chue 6.50% | 833% | 677% | 8.69%
12.[?0_({1 hinh thuc tiép nhan GYPAKNde dang, 6.8%% | 10.99% | 11.23%
thuantién hon
13.Tiép nhan, giai GYPAKN Kkip thoi, tich cure 1590% | 7.50% | 14,16% | 10,59%
14 Khac 1,00% | 083% | 063% | 021%
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LAO CAl

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Niam 2017 | Nam 2018 | Niam 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan tiep nhan ho so, tra ket qua ¢o
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan hd so, tra két qua 78.61% | 80.00% | 87.53% 83.20%
gon gang, sach sé : : e =

3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 65.87% | 61,46% | 84.36% | 82.41%
4. Trang thiét bi phuc vu ngudi dan, to chire hoat 71.39% | 69.38% | 83.93% 80.96%
dong tot, de sir dung - i ? G
Tiép cin dich vu néi chung 75,12% | 74,53% | 87,10% | 82.44%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 86.30% | 88,33% | 82.88% | 84,08%
6. Quy dinh TTHC dugc niém yét cong khai day 8221% | 87.02% | 82.24% | 82.38%
du, dé hiéu - ’ " -

7. Thanh phan ho so duoc yéu cau ndp la ding quy
dinh

8. Muc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dung

84,62% | 87,29% | 92,60% 83,20%

88,94% | 90,83% | 89,77% 85,35%

88,22% | 88,33% | 87,50% 83,01%

84,13% | 83,13% | 83,09% 84.50%

quy dinh,

Thi tuc hanh chinh noéi chung 85,96% | 87.71% | 85,09% 83.86%
111. CONG CHUC

10, Cong chirc co thai do giao tiep lich su 84,13% | 8521% | 8837% | 82.41%
11.Cong chirc cham chii lang nghe cau hoi, v kién 84,62% | 81,88% | 82,88% | 81,08%
12. Cong chirc tra 101, giai thich cau hoi, y kien day du | 81.49% | 83.75% | 81.82% | 83.23%
13. Cong chirc huong ké khai ho so dé hiéu 8293% | 86,88% | 8161% | 83.23%

14. Cong chirc huong dan ké khai ho so mot lan

K A 0 0 0
la co the hoan thién ho so BLETW | T30T% 5,015

15, Cong chirc giai quyeét cong viée dung quy dinh 86,54% | 83,96% | 83,93% | 84,08%
16, Céng chirc tan tinh giup d& 83,30% | 84.14%
Cong chire noi chung 83,94% | 83,89% | 83,00% 83,02%
IV. KET QUA

17. Két qua phu hop vai quy dinh 86,54% | 88,54% | 89.64% 85,16%
18. Két qua co thong tin day du 88,22% | 90,42% | 88,58% | 84.14%
19. Két qua co thong tin chinh xac 88,46% | 91,46% | 9027% | 83.35%
20. Két qua dam bao tinh cong bang 90,91% | 84,14%
Két quil néi chung 87,74% | 90,14% | 89.85% | 84,20%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop v, 7971% | 60.94% | 75.81% 64.29%
phan anh, kién nghi i ’ 2 e
22. Dé dang thuc hién gop v, phan anh, kién nghi 75.43% | 56,25% | 69.35% 63.33%
23. Co quan tiep nhan va xu ly tich cuc cac gop 7429% | 5938% | 67.74% 63.33%
y, phan anh. kién nghi ? 2 ; ’
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tiép nhén, xir Iy GYPAKN néi chung 76,72% | 59,38% | 69,76% 63.30%

77,43% | 60,94% | 66,13% 62,26%
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qua vao ngay sau do

.. LAMDONG
Cic chi s6 phin dnh nhéin dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
. SO B S0 i 0 0, 0 0
| Corquan 6 Bo phén TNHS,TKQ cip xa 4521% | 44.70% | 48,58% | 56,40%
nhén hé so Bophin TNHS,TKQcip huyén | 34.58% | 39,19% | 39,84%
(TNHS) va tré B& phan TNHS.TKQ cap tinh 11,04% | 6,57% | 630%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 9.38% 11.65% | 10,16%
C cong cap tinh
[TH Khac 3.33% | 0.64% | 020% | 43,60%
Qua nguoi thin, ban bé 20,83% | 1737% | 19,11% | 15,50%
2 Hinh thirc Qua can bd, cdng chirc cAp xa 63,14% | 63.14% | 64,84% | 71,50%
HCprcen thing Qua loa phat thanh cap xa 2,44% | 13,50%
tin vé€ ¢co quan h Ton thivne 0 Ads : ’
TNHS, TKQ | Quap ”mﬁcﬁzzg ongtindal | 51 4604 | 15.47% | 11.38% | 13.50%
gial quyet
TTHC Qua mang internet 6,25% 4.66% 6.91% 5,20%
Khac 479% | 424% | 142% | 1,10%
Qua nguoi thin, ban be 542% | 3.39% | 14,.23%
Qua cong chuc L nol n0p 1O | o goor | 73 7300 | 64.43%
50, tra két qua
3 Kénh théng | Qua "‘e";?"‘ cmsk‘:ha‘ RINOINOP | 59 2994 | 22.25% | 19,11%
tin dé biét vé 0 50, trd ket qua
biét veé quy Qua Internet 3,13% 3,60%
dinh TTHC Qua we!asne C‘ong‘dgch v 3.46%
cong quoc gia
Qua website tinh/co quan 5,08%
Khac 1,04% | 2,12% | 081%
I lan 79,96% | 31,99% | 20,53% | 68,20%
4.56 14n di lai 2 la?m 50,64% | 57,93%
dé giai quyét 3 lan 12,94% | 11.44% | 14,43% | 21,60%
TTHC 4 14n 508% | 630%
Khac 292% | 0,85% | 081% | 3,10%
5Cangchirc giy
phién ha sich Co 1.88% | 1,06% | 2.85% | 1,70%
nhiéu
6.Cong chuc
goi y ndp tién Co 1,25% | 042% | 224%
ngoai phi/lé phi
Co giay hen 84.15%
7.Vige oo quan Khong co giay hen, do lay ket 8.54%
viét hen tra két —__qua ngay _
qua giai quyér | Khongcogiay hen, nhung cong 6,91%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket Gk
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| LAM DPONG
Cic chi s6 phan dnh nhén dinh, dénh gid ciia NDTC

Niam 2017

Niim 2020

Nhén dinh Nim 2018 | Niim 2019
& Vi Buang hen 95,00% | 96,61% | 85,98% | 88,70%
Vigc co = :
quan giir ding Sém hen 0,21% 1,06% 3,25% 1,50%
hen tra két qua Tré hen 479% | 233% | 10,77% | 9.80%
gT{?“H qélyet C6 thong hao vé viée tré hen 26,09% | 3636% | 74,29% | 19,60%
Cé xin 16i vi tré hen 13,04% | 36.36% | 76,47% 8,90%
& Sirphidion Céng chire tryuc tiép hudng dan 92,48%
Tt : Niém yét trén gidy tai tru so
cua hinh thuc y ,g' y.al 91,87%
niém yét cong _ BP.!?dC{F1 H.CC tn]h .
khai, huong Niém yet t'rfan Qopg thong tin 90.24%
din quy dinh | _dientatinh___
TTHC Niém yét trén Cong thong tin 90.65%
dién tr quoc gia ?
TNHS va TKQ tai 2
10.Su d6 phi BPMC/TTPVHCC tinh 8, 1%: | .0
hop cua cac TNHS tai BPMC/TTPVHCC
. PO < : d 4 Gl 0 7 7RO
h:{h l:?c nep TKQ qua dich vu buu chinh e il | i
nhan ho so T : 5
(TNHS) va trd TNIISVﬂﬂ(Qandchvubw.dnnh 91,46%
két qua (TKQ) INELS aumitkennes, TRO' 91,26%
X BPMC/TTPVHCC tinh ?
giai quyet :
TTHC EISEL e tiamt; TR i 90,45% | 90,24%
7 = ) ' dlchvubu'u chmh_ — : :
Ciic chi s6 phan anh mong dgi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Naim 2019 | Niim 2020
1.M¢ rong cac hinh thice thong tin 64,90% | 61,17% | 59.11% | 23,37%
2.Cai thién chat luong co so vat chat; hiendai | 5 1000 | 2688% | 25.64% | 2337%
hoa trang thiét bi
3.Taqg cuong niém yeét cong khai, minh bach thu 21.60% | 17.92% | 20.87% | 21.95%
tuc hanh chinh
gl;{. agigélciuong nhan ho so va tra két qua duong 30,00% | 22.88% | 32.72%
5.Pay manh dich vu cong truc tuyén mirc d6 3, 4 2240% | 9.79% | 11.23% | 11,99%
6.Tiép tuc don gian hoa thi tuc hanh chinh 76,90% | 44,58% | 43.22% | 56,50%
7 Rut ngén thoi gian giai quyét thi tuc hanh chinh 4230% | 4542% | 48.94% | 57.72%
8.Giam phi/lé phi giai quyét thii tuc hanh chinh 1130% | 17,08% | 13.14% | 20,53%
9.Cai thién thai do giao tiép cuia cong churc 7.20% 6,04% 9,96% 8,94%
10.Cai thi¢n tinh than phuc vu cua ¢dng chirc 830% | 625% | 847% | 58%%
11.Nang cao nang luc cua cong chire 9,60% 10,42% | 8,47% 10,98%
'l2.l?6_tfi hinh thirc tiép nhan GYPAKNde dang, 8.75% 8.47% 10.37%
thuantién hon ? ? 2
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 10,70% | 8.75% 9,11% 9,15%
14 Khac 0,20% 0,83% 0,64% 0.81%
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LAM PONG

Ciic chi s6 phin dnh sy hai long ciia NDTC

Hailong Nim 2017 | Niim 2018 | Niim 2019 | Niim 2020
L. TIEP CAN DICH VU
1. Tru s& co quan tiep nhan ho so, tra ket qua co
bién hiéu, huéng dan rd rang, déthdy
2. Tru sO& co quan tiép nhan ho so, tra két qua 76.47% | 71.56% | 87.53% | 76.42%
gon gang, sach sé ; : A i
3. Trang thiét bi phuc vu nguoi dan, to chirc day da | 70,15% | 63,11% | 86.77% | 73.78%
4. Trang thi€t bi phuc vu ngudi dan, to chire hoat 11.46% | 68.00% | 85.44% | 7134%
dong tot, de sir dung " ; ¥ d
Tiép cin dich vy néi chung 74.84% | 70,00% | 87.17% | 74,.80%
1. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,79% | 76,67% | 88.43% | 90.45%
6. Quy dinh TTHC dugc niém yét cong khai day 80.61% | 77.11% | 87.379% | 89.23%
du, dé hiéu ’ ’ ’ ’
7. Thanh phan ho so duoc yéu cau ndp la ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh
9. Thai han giai quyét thi tuc hanh chinh la dung

81,26% | 77,33% | 88,95% | 77,64%

81,05% | 81,11% | 88.22% | 91.87%

78,43% | 80,44% | 87.58% | 89.63%

76,25% | 77,11% | 86,74% | 87.80%

quy dinh,

Thi tuc hanh chinh néi chung 79.83% | 78,49% | 87.67% | 89.80%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 74,95% | 73,11% | 86,31% | 88,01%
11. Cong chirc cham chii lang nghe cau hoi, v kién 69,50% | 74,22% | 87,10% | 89.63%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 72.55% | 73.78% | 86.47% | 89.02%
13. Cong chirc huong ké khai ho so dé hiéu 72.98% | 77,33% | 87.10% | 89.84%
1‘4‘ Cén;g, ch‘irc h}{c'mg_. dan ké khai ho so mot lan 73.33% | 86.68% | 88.01%
la coO thé hoan thién ho so

15, Cong chirc giai quyeét cong vige dung quy dinh 76,03% | 76,44% | 88.13% | 90,65%
16, Cong churc tan tinh giup do 86,37% | 87,40%
Cong chire noi chung 73,20% | 74,70% | 86,88% | 88,94%
IV. KET QUA

17. Két qua phu hop vai quy dinh 76,03% | 83,11% | 88.07% | 92.48%
18. Két qua co thong tin day du 79.74% | 80.89% | 89.70% | 92.89%
19. Két qua co thong tin chinh xac 78.87% | 80,67% | 89,64% | 91,87%
20. Két qua dam bao tinh cong bang 88,13% | 91,87%
Két quii néi chung 78,21% | 81,56% | 88.89% | 92,28%

V. TIEP NHAN, XU'LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 76.80% | 71.43% | 83.55% | 84.75%
phan anh, kién nghi ’ 2 2 '

22. Dé dang thuc hién 20p v, phan anh, kién nghi 71,93% | 69,23% | 82.71% | 83,90%
23. Co quan tiep nhan va xur ly tich cuc cac gop 71123% | 72.53% | 83.329% | 77.12%
y, phan anh. kién nghi i i i *
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tiép nhan, xir Iy GYPAKN néi chung 73,00% | 70,88% | 82,98% | 81,40%

71,93% | 70,33% | 82,32% | 79,83%
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qua vao ngay sau do

A .|| .1 . | -
Cic chi s6 phin dnh nhéin dinh, ddnh gii cia NDTC |
Nhén dinh Nim2017 | Niim 2018 | Niim 2019 | Niim 2020
. = ~ A ~ ” 0 0 ~ 0 0
{ Corquantip Bo phan TNHS,TKQ@pxa 4229% | 3433% | 43,14% | 58.80%
nhén hé so Bophin TNHS,TKQcip huyén | 34,79% | 41.20% | 34,73%
(TNHS) va tra B& phan TNHS.TKQ cap tinh 8,75% | 12.45% | 5.67%
két qua (TKQ) P : :
gidi quydt Tryng tag‘ésh‘-‘cg "‘l‘i:;"h chinh | 16 67% | 1545% | 23,03%
TTHC e
Khac 1,67% | 1.50% | 037% | 41,20%
Qua ngudi than, ban bé 24,58% | 2425% | 27,06% | 79,20%
2 Hinh thirc Qua cin b, cong chire cép xa 48,28% | 4828% | 54,11% | 7.20%
HCprcen thing Qua loa phit thanh cép xa 622% | 3.80%
tin vé€ ¢co quan E s 0 :
TNHS, TKQ | Quap ”mﬁcﬁzzg ongundal | 4o g0, | 22.75% | 14.99% | 3.80%
gial quyet
TTHC Qua mang internet 10,63% | 536% | 8,59% | 1,90%
Khac 521% | 579% | 091% | 0,00%
Qua nguoi than, ban be 5.83% 7,08% | 17,92%
Qua cong chirc tai noi ndp ho | o 500 | 75 5404 | 60,69%
50, tra két qua g 5 ¥
3Kénh thong | Quaniém yctcongkhaitaingindp | ¢ 5300 | 787104 | 21.02%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 6.25% | 3.43%
dinh TTHC Qua we!asne C‘(“)ng‘dgch v 5.12%
cong quoc gia :
Qua website tinh/co quan 6,95%
Khac 1,88% | 1,50% | 037%
I lan 75,00% | 21,89% | 29,98% | 22,10%
456 ]511 di lai 2 15.1'1 62.66% 54.30%
de giai quyét 3 lan 21,04% | 11,37% | 11,15% 5,00%
[THC 4 14n 1,50% | 4,02%
Khac 229% | 2,58% | 0,55% | 1,70%
5Cangchirc giy
phién ha, sich Co 1,26% | 0,86% | 1.83% | 0,00%
nhidu
6.Cong chuc
goi y ndp tién Co 1,25% | 0,00% | 0,73%
ngoai phi/lé phi
Co giay hen 91,04%
7.Vige oo quan Khéng co giay hen, do lay ket 731%
viét hen tra két —__qua ngay _
qua gidi quyét Khoéng ¢o6 giay hen, .rzhung cong 1.46%
TTHC churc hen miéng i
Khong co gidy hen, méc di tra ket Gih
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E LONG AN
Cic chi sé phin anh nhén dinh, dinh gid cia NDTC_ |
Nhén dinh Nim 2017 | Nim 2018 | Niim 2019 | Nam 2020
- Buang hen 93.33% | 92.49% | 93,42% 1,00%
8Vl¢C co , 0 0 o] 0 0,
quan giir ding SOII] hen 2,71% 4,94% 2,38% 6,70%
hen tra ket qua Tré hen 3,96% 2,58% 4.20% 0,00%
gT{?“H qélyet C6 thong bao vé viée tré hen 42.86% | 50,00% | 60,00% | 46,70%
C6 xin 16i vi tré hen 28,57% | 25,00% | 80,00% | 71,40%
~ ’ ‘A ¢ = )
osuphitey [ e e e
cua hinh thue : : 89,40%
niém yét cong _ BP.l:\flIC/:ﬂ l-{CC m]h .
khai, huong Niém yet t'rfan Qopg thong tin 86.47%
dan quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 85.01%
dién tr quoc gia R
TNHS va TKQ tai
10.Su d6 phi BPMC/TTPVHCC tinh 2Ba0e | 188,67
hop cua cac TNHS tai BPMC/TTPVHCC
\ s “ A a ¥ ’ Ay 0 0,
h:{h l:?c uep TKQ qua dich vu buu chinh PA,B5%: |'80,4T0
nhan ho so e 2 ~
(TNHS) v tri TNIISVﬂﬂ(Qandchvubw.chnh 82,63%
kétqua (TKQ) |  ThiSquainiemet, TKQt 81,35%
X BPMC/TTPVHCC finh :
gial quyét :
TTHC TNHS qua intermet, TKQ qua 90.13% | 81.72%
| dichvubuuchinh R ?
Ciic chi s6 phan dnh mong dgi ciia NDTC |
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@ rong cac hinh thirc thong tin 54,06% | 67,50% | 64,16% | 28,15%
2.Ca1 thién <':l;1al !uong co sO vat chat; hién dai 2430% | 22.71% | 19.10% | 21.57%
hoa trang thiét bi
3.Ta1?g cuong niém yet cong khai, minh bach thu 20.50% | 20.63% | 25.11% | 20.11%
tuc hanh chinh ‘
4.Tm%cuong nhan ho so va tra két qua duong 30.63% | 19.53% | 36.01%
buu dién
S.Dﬁy manh dich vu cdng truc tuyén mirc do 3.4 25.20% 5.21% 12,02% | 17,00%
6,Tiép tuc don gian hoa thu tuc hanh chinh 67,90% | 50,83% | 52,15% | 57.95%
7 Rit ngén thoi gian giai quyét thi tuc hanh chinh 53,10% | 53,13% | 51,93% | 58,68%
8.Giam phi/lé phi giai quyét thii tuc hanh chinh 1430% | 6,67% | 12,66% | 18,65%
9.Cai thién thai dj giao tiép cua cong chirc 4.30% 5,63% 2.58% 6,03%
10.Cai thién tinh than phuc vu ctia cong chirc 4,50% 3,96% 2,58% 4,57%
1 1.Nang cao néang lyc cua cong chire 7.60% 8.13% 12,23% | 11,33%
12.1?0'trl hinh thire tiép nhan GYPAKNde dang, 6.46% 10.52% | 10.24%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 21,20% | 5,63% | 12,88% | 9,14%
14 Khac 1,40% 0,42% 1,94% 0,00%
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LONG AN

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 80.00% | 83.13% | 87.06% | 91.04%

gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 72.86% | 75.83% | 86,06% | 88.67%

4; Tra?g tbi(?t bi phuc vu nguoi dan, to chire hoat 76.67% | 79.79% | 88.99% | $8.48%

dong tot, de sir dung

Tiép cin dich vy néi chung 78,34% | 80,56% | 87,76% | 89,76%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 84,05% | 83,96% | 89.25% | 89,58%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 8425% | $3.33% | 89.25% | $8.48%
u, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy

dinh

8. Muc phi/l¢ phi dugc yéu cau nop yéu cau ndp

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

83,81% | 83,51% | 88,92% | 90,86%

85,71% | 84,17% | 88.47% | 89.21%

84,69% | 82,08% | 87,77% | 88,30%

83,81% | 83,96% | 88,04% | 87.20%

quy dinh,

Thi tuc hanh chinh néi chung 84,50% | 83,50% | 88,56% | 88.56%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 85,68% | 86,46% | 88,42% | 87,75%
11. Cong chirc cham chii lang nghe cau hoi, v kién 83,77% | 84,38% | 85,06% | 86,29%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 84.96% | 84.38% | 84.91% | 85,74%
13. Cong chirc hudng ké khai ho so dé hiéu 83,77% | 85,42% | 85.20% | 85,56%

14. Cong chirc hudng dan ké khai hé so mot lan

g ) 20 D) ~0,
la co the hoan thién ho so §2,03% | Ba3%h | 83,900

15, Cong chirc giai quyét cong viéc dung quy dinh 87,59% | 86,04% | 86,06% | 88,67%
16. Cdng chirc tan tinh gitp do 85.20% | 83.00%
Cong chire noi chung 85,15% | 85,38% | 8591% | 86,13%
IV. KET QUA

17. Két qua phu hop vdi quy dinh 87.59% | 87.50% | 88.13% | 85.92%
18. Két qua co thong tin day du 87.14% | 89.38% | 89.78% | 89.03%
19. Két qua co théng tin chinh xac 8595% | 8833% | 87.99% | 89.58%
20. Két qua dam bao tinh cong bang 88,42% | 88,30%
Két quil néi chung 86,89% | 88.40% | 88,58% | 8821%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 71.53% | 45.83% | 81.82% | 80.41%
phan anh, kién nghi " 4 2 :

22. Dé dang thuc hién gop v, phan anh, kién nghi 71,53% | 43,48% | 77.27% | 81.76%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7132% | 39.13% | 6%.18% | 79.73%
y, phan anh. kién nghi A= 2 g g
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 71,84% | 42,44% | 76,14% | 79,56%

72,99% | 41,30% | 77,27% | 76.35%
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qua vao ngay sau do

A . .. ; ] 1.1 | E—_—
Cic chi s6 phin dnh nhéin dinh, ddnh gid cia NDTC |
Nhén dinh Nim2017 | Nim 2018 | Niim 2019 | Niim 2020
. SR E S wE 0 0 0 0
| Corquan 6 Bo phén TNHS,TKQcapxa 4479% | 50,74% | 45,01% | 38.20%
nhén hé so Bophan TNHSTKQcAp huyén | 40,21% | 26.22% | 41,83%
(TNHS) va tré B phan TNHS.TKQ cép tinh 13.33% | 21.56% | 11,25%
két qua (TKQ) P : :
gidi quyt Trung tamﬂ phuci vu‘_hanh chinh 8.54% 5.07% 11.25%
C cong cap tinh
s Khac 250% | 021% | 0,00% | 61,80%
Qua nguoi thin, ban bé 10,42% | 20,30% | 27,39% | 15,80%
2 Hinh thirc Qua can bd, cdng chirc cap xa 57.93% | 57.93% | 52.23% | 78,30%
HCprcen thing Qua loa phat thanh cAp xa 11,89% | 17,60%
tin vé€ ¢co quan h Ton thine i a3 - -
TNHS, TKQ | Quaphuongtienthongtindai |, g30. | 19450, | 13,50% | 17.60%
gidi quyét chung
TTHC Qua mang internet 6.04% | 13,74% | 638% | 240%
Khac 1,46% | 021% | 043% | 1,50%
Qua nguoi than, ban be 4,38% 6,77% 17,62%
Qua cong chirc tai noi nop ho s7.909% | 5920% | 63.48%
s0, tra ket qua R = i
3Kénh thong | Quaniém yctcongkhaitaingingp | 5o oq0r | 346704 | 22.51%
fin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 12,08% | 10,78%
dinh TTHC Qua website Cg“')ng dich vu 4.259%
cong quoc gia o0
Qua website tinh/co quan 2,76%
Khac 0,42% | 0,00% | 021%
I lan 83,44% | 28,33% | 33,33% | 78,20%
4.S4 14n di lai 2 lan 57,93% | 55,41%
dé giai quyét 3 1an 13,63% | 8.88% | 7.43% | 14,60%
TTHC 4 14n 4,65% | 3.40%
Khac 1,05% | 021% | 042% | 3.90%
5Cangchitc gy
phién ha sich Co 0.84% | 0,63% | 021% | 1,80%
nhicu
6.Cong chuc
goi y ndp tién Co 0,63% | 042% | 0,00%
ngoai phi/lé phi
Co giay hen 82.38%
7.Viée co quan Khéng co giay hen, do lay ket 10.62%
viét hen tra ket (————— qua ngay _
qua giai quyét Ong co gidy hen, nhung cong 6.58%
TTHC chgg: hen miéng .
Khéng co giay hen, mac du tra ket 0.42%
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A i AL DINE
Cic chi s6 phin dnh nhin dinh, dénh gii cia NDTC _,
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vi Duang hen 94.17% | 90.27% | 95,97% | 89,30%
.V1€C CO
i it e Sém hen 1,04% | 042% | 085% | 1,50%
hen tra két qua Tré hen 4,79% 9.30% 3,18% 9,20%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 43,48% | 2727% | 29,09% | 24,10%
Cé xin 16i vi tré hen 26,09% | 13,64% | 2692% | 3.20%
6 ' iep huong da 3,23%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 83,23%
ciia hinh thirc Niém yét tr/e;n gidy tai try so 84.29%
niém yeét cong - BPIKVIC_ THACC tn}h !
khai, hudng Niém yét trén Cong thong tin 33.01%
din ;]uy dinh vdién tu tinh s 0
TTHC Niém yét trén Cong thong tin 82 17%
dién tr qudc gia o
TNHS va TKQ tai
10.Su do phu BPMC/TTPVHCC tinh 8,104 | 3I1%
hop cua cac TNHS tai BPMC/TTPVHCC
3 ? o A L] 0 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh 0 fikan; |80,
an ho so A . 3 200
(TNHS) va tré WH%";ZKQ "n‘;fi‘;ul(z’“md“"h BAa0%
két qua (TK LY Gl : 0
gidi quydt - BPMC/TTPVHCC finh 81,32%
TTHC TNHS qua intemet, TKQ qua i o
M _dichvubuuchinh ___| Se5 | BATA
Cic chi so phan anh mong dgi ciia NDTC
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. Mo rong cac hinh thice thong tin 58,00% | 70,21% | 60,68% | 36,94%
ﬁ é“t‘r;?]ﬁ't‘hﬁgfl‘);”“’“g cosovatchathiéndai | 50 g00r | 36.67% | 2220% | 22.51%
;Iil;%}::iz?fhmem yét cong khai, minh bach tha 35.40% | 22.76% | 42.71% | 3036%
- y ~ A . - A \
:L}‘u agi% r<iucrng nhan ho so va tra két qua duong 2296% | 30.66% | 44.16%
S.Déy manh dich vu céng truc tuyén mircdo 3.4 27.70% 11,27% 6,34% 20.81%
6.Tiép tuc don gian hoa tha tuc hanh chinh 72,60% | 4134% | 36,58% | 53,50%
7 Ritt ngdn thoi gian giai quyét thi tuc hanh chinh 32,10% | 3841% | 37.21% | 44,16%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 12,50% | 12,11% 8,46% 10,19%
9.Cai thién thai do giao tiép clia cong chirc 480% | 7.72% | 6,55% | 6,16%
10.Cai thién tinh than phuc vu cua cong chirc 5,10% 4.80% 4.23% 3,40%
11.Néang cao nang lyc cua cong chire 8,00% 7,10% 9,73% 7,64%
ll};'luzzlt;] l;llgrl: thuc tiep nhan GYPAKNde dang, 7.10% 10.15% | 9.13%
I3.Tiép nhén, giai GYPAKN kip thoi, tich cue 9,80% 18,37% | 21,35% | 10,19%
14 Khac 2,10% 2,09% 0,00% 0,21%




220

NAM DINH

Ciic chi sb phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 68.15% | 85.83% | 79.49% | 86.20%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chic day da | 6131% | 77,50% | 78.01% | 81.95%

4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chire hoat 6429% | 83.75% | 76.74% | 84.29%

dong tot, de sir dung

Tiép cin dich vy néi chung 66,97% | 83.85% | 78,75% | 84,82%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 73.21% | 91,46% | 79,07% | 85.99%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 7232% | 90.42% | 7822% | 85.77%

du, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

74,11% | 88,33% | 80,76% | 86,84%

73,51% | 88,96% | 78.44% | 83.65%

70,24% | 89,79% | 79,28% | 84,08%

69,35% | 87,29% | 79,28% | 83.01%

quy dinh,

Thi tuc hanh chinh néi chung 71,73% | 89,58% | 78,86% | 84.50%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 67,86% | 86,88% | 76,11% | 83,86%
11. Cong chirc cham chii lang nghe cau hoi, v kién 6726% | 8563% | 74,63% | 79,83%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 65.48% | 86.46% | 73.57% | 82.17%
13. Cong chirc hudng ké khai ho so dé hiéu 66,96% | 88,75% | 75.26% | 81.,95%

14. Cong chirc hudng dan ké khai hé so mot lan

. A 0 0 0
la co the hoan thién ho so §3,83% | 79,93% | 80.88%

15, Cong chirc giai quyét cong viéc dung quy dinh 72,02% | 87,92% | 79,92% | 81.95%
16, Céng chirc tan tinh giup d& 78.01% | 80,25%
Cong chire noi chung 67,92% | 86,91% | 76.29% | 81,53%
IV. KET QUA

17. Két qua pht hop véi quy dinh 72,02% | 90,00% | 80.55% | 83.65%
18. Ket qua co thong tin day du 72.92% | 90,00% | 81,18% | 84.29%
19. Két qua co thong tin chinh xac 72,62% | 91,46% | 80,97% | 84.29%
20. Két qua dam bao tinh cong bang 80,13% | 85,14%
Két qui néi chung 72.52% | 90,49% | 80.71% | 84.34%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 65.99% | 91.52% | 66.25% | 73.91%
phan anh, kién nghi 2 3 ot ’

22. Dé dang thuc hién gop v, phan anh, kién nghi 63,95% | 89,70% | 6521% | 76.81%
23. Co quan tiep nhan va xur ly tich cuc cac gop 62.59% | 89.09% | 63.13% | 73.91%
y, phan anh. kién nghi N > X i
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 64,63% | 89,39% | 64,17% | 75,36%

65,99% | 87,27% | 62,08% | 76,81%
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NGHE AN

Nim 2019

Nhén dinh Nam2017 | Nim2018 Nim 2020
. A nhA An v 0 0 0 0
1.Co quan tiép Bo phan TNHS,TKQ cap xa 48,48% 49.06% 48.26% 59,80%
nhan hd so BG phan TNHS, TKQ cap huyén 32,17% | 31,20% | 36.38%
(TNHS) va tra B phan TNHS. TKQ cép tinh 2232% | 19.74% | 14,78%
két qua (TKQ) — :
b \ g tam phuc vu hanh
gl qCuyet chinh céng cip tinh 2237 L84 1977
Khac 1,.30% 0,15% 0.87% 40,20%
Qua nguoi than, ban be 16,38% 25,69% 16,81% 18,20%
gu
2 Hinh thuc Qua cin bd, cang chire cap xa 59,07% | 59,07% | 6551% | 76,40%
gzpv‘éago'zzzﬁ Qua loa phat thanh cap xa 884% | 12,10%
TNHS, TKQ | Quaphuongtiénthongtindai | 15 o0, | 14800 | 12,00% | 12,10%
giai quyét chung
TTHC Qua mang internet 7,68% 9.43% 841% | #VALUE!
Khac 3.33% 1,74% 2,03% 0,00%
Qua nguoi than, ban bé 4,78% 6,10% 10,14%
Qua cong chuc tai noi ngp ho o
; 5 0
et 114 okt i 65,94% 65.89% 71.01%
3Kénh thong | Quaniemydtcongkhaitainoi | 5, 000 | 310305 | 22.17%
tin dé biét vé nopho so, tré ket qua
biét vé quy Qua Internet 2.90% 8.27%
dinh TTHC Qua website Cl(‘:mg dich vu 333%
cong quoc gia i
Qua website tinh/co quan 4,93%
Khac 0,43% 0,29% 0,43%
1 lan 82,12% 47.90% 38,12% 87.30%
4,86 14n di lai 2lan 39.48% | 45.65%
dé giai quyét 3 lan 12,50% | 9,14% | 928% | 12,30%
ITHC 41an 3,05% | 6.23%
Khac 2,76% 0,44% 0,72% 0,20%
m";&% Co 406% | 131% | 217% | 040%
6.Cong chire
goi y ndp tién Co 2,92% 0,58% 1.74%
ngoai phi/l€ phi
Co6 gidy hen 75,04%
7.Viée co quan Khong ¢o gi?xﬁy hen, do lay ket 16.98%
viet hen tra ket —_JUeHgay _
qua giai quyét Khéng co giay hen.pﬂhtmg cong 7.69%
TTHC chirc hen miéng i
Khong co giay hen, méc du tra ket 0.29%

qua vao ngay sau do
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e — e G AN
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC _,
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
: Duang hen 91,74% | 94,34% | 90,86% | 95,70%
8 Viéc co ) 5 por 5 :
quan gitr diing Som hen 1,45% | 058% | 087% | 0,60%
hen tra két qua Tré hen 6.81% 5,08% 8.27% 3.60%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 48,94% | 44.44% | 57,14% | 52.60%
C6 xin I6i vi tré hen 29,79% | 31.43% | 35,71% | 0,00%
6 s iep huong da 4,91%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 84,91%
cuia hinh thire Niém yét trén giay tai try sO 81.54%
niém yeét cong - BP{,“C’_T“{CC m}h !
khai, hudng Niém yét t-raen gopg thong tin 80.09%
din quy dinh Qren.ti tinh
TTHC Niém yét trén Cong thong tin 20,529
dién tr qudc gia =0
TNHS va TKQ tai
10.Sur do phi BPMC/TTPVHCC tinh sl ek
hop cua cac TNHS tai BPMC/TTPVHCC
) £l o 3 ’ 7310 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh ~agrtey; |50V
an ho so A . 3 =
(TNHS) va trd |0 JIJSW":ZKQ f'n‘;dri‘;“kz';dm“‘ 53.98%
két qua (TK LY Gl - 0
gidi quydt Q BPMC/TTPVHCC finh 11,6276
TTHC TNHS qua intemet, TKQ qua 84.91% | 79.94%
e L dich VU bu chinll ' ’
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Niim 2019 | Nam 2020
1. M rong cac hinh thirc thong tin 56,40% | 60,00% | 61,10% | 33,62%
2.Cé thign chat lugng corso vt chat, hidndal | o4 9000 | 33,600 | 32,51% | 21.88%
hoa trang thiét bi
J.Tél?g cuong niém yet cong khai, minh bach tha 28.10% | 28.12% | 34.83% | 28.26%
tuc hanh chinh
- y ~ A . - A .
:L}‘u agi% r<iucrng nhan ho so va tra két qua duong 27.10% | 21.34% | 45.36%
S.Déy manh dich vu céng truc tuyén mircdo 3.4 26.60% 7.10% 11,76% 15,07%
6.Tiép tuc don gian hoa tha tuc hanh chinh 72,60% | 43,48% | 40,35% | 51.30%
7 Rut ngin thoi gian giai quyét thi tuc hanh chinh 44.40% | 4493% | 37,74% | 46,38%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 9.30% 13.91% 11,03% 10,14%
9.Cai thién thai do giao tiép cua cong chirc 580% | 652% | 6,68% | 739%
10.Cai thién tinh than phuc vu cua cong chirc 4,10% 7.10% 7.84% 6,67%
11.Néang cao nang lyc cua cong chire 9,30% 9.86% 13,06% | 10,29%
12.[?0_({1 hinh thirc tiep nhan GYPAKNde dang, 8.55% 11.61% | 10.43%
thuantién hon
13.Tiép nhan, giai GYPAKN Kkip thoi, tich cure 17.90% | 9.86% 8,71% 9.71%
14 Khac 0,70% | 0,72% | 029% | 0,58%
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NGHE AN

Ciic chi sb phiin dnh sy hai long cita NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 77.28% | 79.71% | 83.02% | 84.35%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 64.54% | 66,.81% | 79.68% | 83.04%

4; Tra?g tim?t bi phuc vu nguoi dan, to chire hoat 7033% | 74.64% | 77.65% | 82.32%

dong tot, de sir dung

Tiép cin dich vy néi chung 73,47% | 76,66% | 81,42% | 83,77%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 83,36% | 88,55% | 82,15% | 83.77%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 82.92% | 86.52% | $1.13% | 82.17%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

81,71% | 85,49% | 85,34% | 85,36%

86,83% | 90,14% | 84.62% | 84.93%

85,67% | 87,37% | 82,44% | 85,07%

80,00% | 85,36% | 80,70% | 82.90%

quy dinh,

Thi tuc hanh chinh néi chung 83,76% | 87.59% | 8221% | 83,77%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 82,05% | 85,65% | 81,57% | 84,93%
11. Cong chirc cham chii lang nghe cau hoi, v kién 80,75% | 8536% | 79,83% | 81,30%
12. Cong chirc tra 161, giai thich cau hoi, y kien day da | 79.59% | 85.65% | 79.54% | 81.59%
13. Cong chirc hudng ké khai ho so dé hiéu 8191% | 86,81% | 81.57% | 82,46%

14. Cong chirc hudng dan ké khai hé so mot lan

; ) 0 0 2 030
la co the hoan thién ho so 82,050 | 72356 | S2%

15, Cong chirc giai quyét cong viéc dung quy dinh 85,22% | 84,78% | 83,45% | 82.46%
16. Cdng chure tan tinh giup d& 78,52% | 81.59%
Cong chire noi chung 81,90% | 85,65% | 8055% | 82,34%
IV. KET QUA

17. Két qua phu hop vai quy dinh 8522% | 87.95% | 83.31% | 84.06%
18. Két qua co thong tin day du 85.80% | 89,55% | 8491% | 85.80%
19. Két qua co thong tin chinh xac 85,53% | 90,13% | 84,18% | 85,80%
20. Két qua dam bao tinh cong bang 83.89% | 86,38%
Két qui néi chung 85,52% | 89.21% | 84.07% | 85.51%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 236% | 72.92% | 76.14% | 76.10%
phan anh, kién nghi ? ? 2 :

22. Dé dang thuc hién 20p v, phan anh, kién nghi 7446% | 65,26% | 71.59% | 74.63%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7494% | 68.42% | 6705% | 76.10%
y, phan anh. kién nghi : : 53 $
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 74.60% | 68,76% | 71,02% | 75,98%

76,63% | 68,42% | 69,32% | 77.07%
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A _______NINHBINH
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC )
Nhin dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
i kA B 0 0 0 0
{Bepquan e Bo phan TN.HS,TKQ cap xa 50,00% | 46,88% | 44.86% | 64.10%
nhan ho so Bophin TNHS.TKQcdp huyén | 32.29% | 32.92% | 37,74%
(TNHS) va tra BG phan TNHS TKQ cap tinh 17,29% | 18,96% | 15,51%
két qua (TKQ) - : :
i quvét Trung tamh phuci vu“hznh chinh 1.25% 2.29% 1 89%
TTHC. cong cap tin
Khac 0,00% 0,42% 0,00% | 35.90%
Qua nguot than, ban bé 18,54% 21,46% 25,16% 10,50%
2 Hinh thuc Qua cén bd, oong chire cap xa 58,75% | 58,75% | 5828% | 81,10%
P gin (0008 | Qualoa phit thanh cipa L68% | 9.50%
TNHS, TKQ | Quaphuongtienthongtindai | 14300, | 13750, | 0200 | 9.50%
giai quyét chung
TTHC Qua mang internet 3,13% 4,58% 6.50% 2,30%
Khac 0,83% 2,29% 0,42% 0,00%
Qua nguoi than, ban be 2.71% 5,00% 15,72%
Qua cong chuc tai no1 ndp b0 | 7¢ 6400 | 69.38% | 67.51%
so, tra ket qua
3Kénhthong | Quaniemyctcongkhaitaingi | o 500 | 550005 | 10,69%
tin dé biét vé ndp ho so, tra ket qua
biét vé quy Qua Internet 2,92% 3,13%
dinh TTHC Qua website Cong dich vu 3149
cong quoc gia ki
Qua website tinh/co quan 2,73%
Khac 0,00% 0,63% 0,21%
I lan 90,21% | 41,88% | 3564% | 87,30%
4.S6 14n di lai 2 lan 50,83% | 57,02%
dé giai quyét 3 lan 7.92% 521% 5,45% 12,30%
TTHC 4 14n 1,67% | 1,89%
Khac 0,83% 0,42% 0,00% 0,20%
5.Congchire giy : 0 0 0 0
i i, sich i Co 0,00% 1,04% 0,42% 0,40%
6.Cong chuc
201 ¥ ndp tién Co 0,00% 0,63% 0,21%
ngoai phi/l€ phi
Co giay hen 78,44%
7.Viée co quan Khong co giﬁ.y hen, do lay két 16.49%
viét hen tra két —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 4.86%
TTHC chirc hen miéng ]
Khong c6 gidy hen, méc du tra keét
A ; 0,21%
qua vao ngay sau do
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A — . NINHBINH
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC )
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vi Duang hen 98,96% | 95.63% | 96,22% | 95,70%
.V1€C CO
quanegifr dung Som hen 0,63% 0,83% 0,63% 0,60%
hen tra két qua Tré hen 0,42% 3.54% 3,15% 3.60%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 0,00% | 52.94% | 16,67% | 52.60%
C6 xin I6i vi tré hen 0,00% | 47.06% | 16,67% | 0,00%
'3 ' iép huong da 95,38%
9.8 il hiop Cor.lfg ChL{C trﬁrc n‘eAp hu.orng d.an 95,38%
ot hioh thie | ISPLIGEDEEY R bye 95,39%
niém yeét cong - BPMC_ THACC m}h !
khai, hudng Niém yét trén Cong thong tin 94,349,
din ;]uy dinh vdién tu tinh ? 0
TTHC Niém yét trén Cong thong tin 93.929
dién tr qudc gia TREE
TNHS va TKQ tai
10.Sur do phi BPMC/TTPVHCC tinh B2 (WA
hop cua cac TNHS tai BPMC/TTPVHCC
3 ? o A L] 0 0
:]1;1“‘}1 ‘}‘l‘!jc tiep TKQ qua dich vu buu chinh ey | o000
an ho so . 3 =
(TNHS) va tré WH%";?Q qﬂ‘;ﬁﬁg"f;d“"h 22006
két qua (TK S qual : 0
g éiqquy%t D BPMC/TTPVHCC tinh 92,66%
TTHC TNHS qua intemet, TKQ qua i o
S ~dichvubwuchinh | 84,79% | 92,45%
Cic chi so phan anh mong dgi cia NDTC
Mong doi Niam 2017 | Nam 2018 | Niim 2019 | Nam 2020
1. Mo rong cac hinh thice thong tin 57,70% | 62,50% | 54,17% | 41,93%
ﬁ éﬁ‘rg‘]ﬁ':h‘i’gfgi'”“’“g cosovatchat higndal | 39 4n00 | 37,50% | 2625% | 30,19%
taul‘{:;% }::Léc}:?fhmem yeét cong khai, minh bach tha 28.30% | 28.54% | 30.83% | 23.06%
) y - A . - A .
:u]; agi% I<iucrng nhan ho so va tra két qua duong 19.58% | 28.96% | 33.12%
5.Pay manh dich vy cong truc tuyén mire dg 3, 4 33,50% | 938% | 13,75% | 19,71%
6.Tiép tuc don gian hoa tha tuc hanh chinh 75,50% | 47,92% | 49,17% | 60,17%
7 Ritt ngdn thoi gian giai quyét thi tuc hanh chinh 31,00% | 39,58% | 38,54% | 53.88%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 9.20% 12,71% 9.38% 8,18%
9.Cai thién thai do giao tiép cua cong chirc 480% | 583% | 7,08% | 3.35%
10.Cai thién tinh than phuc vu cua cong chirc 2.90% 4.38% 6,46% 3,77%
11.Néang cao nang lyc cua cong chire 5,00% 6,67% 15.21% | 10,06%
ll};’lugrzlté; 111:;: thuce tiep nhan GYPAKNde dang, 9.17% 7.50% 4.82%
13.Tiép nhan, giai GYPAKN kip thoi, tich cue 13,00% | 13,96% | 9,79% 7.34%
14 Khac 0,00% 0.21% 0,00% 0,84%
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NINH BlNH

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 0413% | 96.88% | 89.58% 38.13%
gon gang, sach sé i 2 e A

3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 86,16% | 93.96% | 87.50% | 87.21%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 92.65% | 93.96% | $6.46% 88.13%
dong tot, de sir dung N ik i :
Tiép cin dich vy néi chung 92,08% | 95,52% | 88,18% 88,35%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 98,95% | 97.71% | 89,17% | 91,13%
6. Quy dinh TTHC dugc niém yét cong khai day 97.06% | 98.96% | 89.38% | 90.71%
du, dé hiéu ’ ’ ” ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

05,39% | 97,29% | 89,17% 89.92%

97,06% | 99,17% | 89,79% 91,13%

93,71% | 99,58% | 89,38% 92,71%

92,86% | 98,13% | 88,33% 92,71%

quy dinh,

Thi tuc hanh chinh néi chung 95,93% | 98.71% | 89.21% 91,68%
111. CONG CHUC

10. Cong chirc co thai do giao tiep lich su 95,18% | 97,50% | 85,42% 86,57%
11. Cong chirc cham chii lang nghe cau hoi, v kién 94,76% | 97,50% | 8542% | 89,97%
12. Cong chirc tra 1i, giai thich cau hoi, y kien day du | 96,02% | 97.29% | 85.21% | 88.45%
13. Cong chirc huong ké khai ho so dé hiéu 93,71% | 96,67% | 85.63% | 87.22%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0, 0 0
la co the hoan thién ho so 9200 | $4.38% S800%

15. Cong chirc giai quyeét cong viée dung quy dinh 96,42% | 97,50% | 85,63% 88.02%
16. Cdng chure tan tinh giup d& 84,79% | 87.22%
Cong chire noi chung 95,22% | 97,29% | 85.21% 87.99%
IV. KET QUA

17. Két qua phu hop vai quy dinh 96,42% | 98,33% | 89,17% 90.60%
18. Két qua co thong tin day du 96,63% | 98,96% | 9042% | 92.97%
19. Két qua co thong tin chinh xac 97,26% | 99,17% | 90,83% 92,97%
20. Két qua dam bao tinh cong bang 9021% | 92,97%
Két quil néi chung 96,77% | 98,.82% | 90,16% | 92.38%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 9722% | 9167% | 78.08% 81.20%
phan anh, kién nghi i i : -
22. Dé dang thuc hién gop v, phan anh, kién nghi 95.37% | 93,06% | 69.86% 81.20%
23. Co quan tiep nhan va xu ly tich cuc cac gop 9537% | 91.67% | 63.01% 80.02%
y, phan anh. kién nghi AR i ’ 2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 95,83% | 9236% | 68.84% 80,89%

95,37% | 93,06% | 64,38% 81,13%
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S ___ NINHTHUAN
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhén dinh Nim2017 | Nim2018 | Niim2019 | Niim2020
) A A R o 0 ) 0
Bl B phan TNHS.TKQcapxa 46,12% | 5042% | 43.86% | 61.40%
nhan hé so Bophin TNHS.TKQcip huyén | 29,77% | 22.78% | 32,02%
(TNHS) va tra B6 phan TNHS,TKQ cép tinh 19,08% | 1941% | 14,04%
ket qua (TKQ) = - -
oidi quyét Trung tacméip:lt;|,‘1:c21 ;l:l :lz:nh chinh 4.61% 8 86% 12.72%
TTHC : -
Khac 3.35% 0,21% 0.22% | 38.60%
Qua nguoi than, ban be 16,56% 21,52% 28.29% 15.60%
g
2.Hinh thue Qua can bd, cong chirc cap xa 5443% | 5443% | 5439% | 73.40%
tiep can thong > X o
tin v o/ ciign Qua loa phat thanh cap xa 4,61% 10,00%
TNHS, TKQ | Quaphvongtién thongtindai | 15 840 | 18359% | 11,62% | 10.00%
giai quyet chung
TTHC Qua mang internet 4.82% 6,12% 5,70% 4,20%
Khac 3,14% 1,69% 0,88% 1,70%
Qua nguoi thin, ban beé 2,73% 2,53% | 22,59%
Qua cong chirc I gL n0P RO | o 550r | 73 2005 | 61:84%
s, tra ket qua
. A A P . - . -~
3 Kénh théng | Qua - ““Tgkliha‘ @NoLnop | 56550 | 2321% | 13.16%
tin dé biét vé 1050, 1R AU
biét vé quy Qua Internet 0,63% 1,90%
dinh TTHC Qua wePsnte C?ng_dgch vu 3.29%
cOng quoc gia
Qua website tinh/co quan 3.07%
Khac 0,63% 0,00% 0,22%
1 lan 69,12% | 2637% | 21,49% | 79,00%
4,56 14n di lai 2 lan 61.81% | 72,15%
dé giai quyét 3 lan 26,05% | 9,70% 6,149% | 17,10%
TTHC 4 l4n 1,90% | 0,22%
Khac 3,57% 0,21% 0,00% | 2,30%
5Cangchire gy
phién ha, sach Co 3,14% 0,63% 022% | 3,10%
nhidu
6.Cong chirc
£0i y ndp tien Co 1,05% 0,00% 0,22%
ngoai phi/l€ phi
Co giay hen 87.06%
7.Viée co quan Khong co gié”y hen,' do lay két 8.99%
viét hen tra két —_ua NEay =
qua giai quyét | Khongco @y hen, nhung cong 3,73%
TTHC chug hen miéng '
Khéng co giay hen, méc di tra ket 0.22%

qua vao ngay sau do
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S e L THUAN
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC _ ‘
Nhén dinh Nam 2017 | Nam2018 | Niim 2019 | Nam 2020
8 Vie Dang hen 93,92% | 93,46% | 93,64% | 92,10%
Vigc co .
quan gitr ding SO‘II‘I hen 1,26% 4,22% 3.73% 4,00%
hen tra két qua Tre hen 4.82% 2.32% 2.63% 4.00%
%‘;wgyé‘ Co thong beio vé vige ré hen 17,39% | 4545% | 33.33% | 20,40%
(6 xin I6i vi tré hen 8,70% 36,36% 16,67% 5,30%
A . < 4 p X 0
osuphitey [ Closchic ety v
ctia hinh thire ey S 81,36%
niém yét cong — B PLVIC/_T T[!CC t‘[’h -
khai, huéng Niém yeét t.r‘en Qopg théng tin 85.53%
dinquy dinh | diéntrtinh___
TTHC Niém yét trén CoAng thong tin 85.53%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh Wi | 3324
hop ciia cac TNHS tai BPMC/TTPVHCC
s ¢ . A L] 20
h;:lh t::';rc tiep TKQ qua dich vu buu chinh 97,89% | 90,13%
nhén ho so 5
% \ 2 70
(TNHS) vi tré TWSW;KQ@dm;?(gJ:;m 87,72%
két qua (TK INHS quaintemet, 5 750
i quyét 2 BPMC/TTPVHCC 85,75%
TTHC o S 86.08% | 85,75%
L dithvubmchine
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M¢ rong cac hinh thie thong tin 62,80% | 53,46% | 55.49% | 25,88%
Z.F:al thién <.:lA1at !uomg co so vat chat; hién dai 30.80% | 34.59% | 26.58% | 19.08%
hoa trang thiét bi
3.Taqg cuomg niém yét cong khai, minh bach thu 2330% | 26.00% | 30.59% | 17.11%
tuc hanh chinh :
gLI, égﬁ( r<iu0'ng nhan ho so va tra két qua duong 31.87% | 36.50% | 47.15%
5 Py manh dich vu cong tnre tuyén mire 46 3, 4 2370% | 8,81% | 13.92% | 13,16%
6.Tiép tuc don gian hoa thi tuc hanh chinh 77,50% | 37,74% | 52,95% | 65,79%
7 Rt ngdin thoi gian gidi quyét thu tuc hanh chinh 43.00% | 44.65% | 42.62% | 59,43%
8 Giam phi/lé phi giai quyét thii tuc hanh chinh 13,10% | 16,98% | 14.35% | 19,30%
9.Cai thién thai do giao tiép ciia cong chire 5,00% 8.18% 2.74% 351%
10.Cai thién tinh than phuc vu cua cong chuc 3.30% 7.13% 4.43% 3.51%
11.Nang cao nang luc cua cong chirc 5,20% 11,11% 8,86% 7,02%
12.1}0}{1 hinh thire tiep nhan GYPAKNde dang, 8.81% 5.06% 10.31%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 14,80% | 10,06% | 3.80% 8.33%
14 Khac 1,20% 0,42% 0,42% 0,44%
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NINH THUAN

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 83.16% | 76.73% | 82.49% | 88.82%
gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 7526% | 68,97% | 78.48% | 87.94%
4. Trang thict bi phue vy ngudi din, to chitehoat | o 500, | 76,0204 | 77,64% | 87.06%
dong tot, de sir dung
Tiép cin dich vy néi chung 79,78% | 75,21% | 81,07% | 88,32%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 83,99% | 82,18% | 81,86% | 86,84%
6.q Qu:y c_iifh TTHC dugc niém yét cong khai day $2.12% | $1.13% | 81.01% | 82.80%
du, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy
dinh

8. Muc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

84,41% | 85,12% | 85,65% | 89,47%

85,86% | 83,44% | 8291% | 85,53%

84,41% | 79,45% | 83,12% | 86,18%

84,62% | 78,62% | 81,65% | 82.89%

quy dinh,

Thi tuc hanh chinh néi chung 84,20% | 80,96% | 82,11% | 84.87%
111. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 85,45% | 79,87% | 84,39% | 84.21%
11. Cong chirc cham chii lang nghe cau hoi, v kién 84.82% | 79,04% | 83,76% | 83,33%
12. Cong chirc tra 11, giai thich cau hoi, y kién day du | 83.99% | 79.66% | 82.70% | 85.09%
13. Cong chirc huong ké khai ho so dé hiéu 84,82% | 83,86% | 8122% | 86,84%

14. Cong chirc hudng dan ké khai hé so mot lan

K, A 0 0, 0,
la co the hoan thién ho so L 3Fe | 32A% | 83,00%

15. Cong chirc giai quyeét cong viée dung quy dinh 87.73% | 79,45% | 83,97% | 84.87%
16, Cong chirc tan tinh giup do 85,44% | 83.11%
Cong chire noi chung 85,36% | 80,54% | 83.42% | 84.43%
IV. KET QUA

17. Két qua phu hop véi quy dinh 87.73% | 8197% | 86.08% | 85.53%
18. Két qua co thong tin day du 8732% | 83.44% | 89.24% | 89.04%
19. Két qua co thong tin chinh xac 87,73% | 83,86% | 88.82% | 88,16%
20. Két qua dam bao tinh cong bang 86,71% | 87.72%
Két quil néi chung 87,59% | 83,09% | 87.71% | 87.61%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 78 12% | 70.83% | 74.07% | 84.529%
phan anh, kién nghi ? ? ; 8

22. Dé dang thuc hién gop v, phan anh, kién nghi 75,38% | 64,58% | 6923% | 79,76%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7447% | 65.63% | 6538% | 80.95%
y, phan anh. kién nghi : 2 2 %S
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 75,00% | 66,15% | 68.84% | 81,25%

72,04% | 63,54% | 66,67% | 79.76%
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Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhin dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
] = A A ~ 0 0 00 0
{Bepquan o B phan TNHS, TKQ cip x 4563% | 5042% | 44.69% | 98.60%
nhan hd so Bophin TNHS.TKQcip huyén | 3521% | 31,04% | 33,84%
(TNHS) va tra B phan TNHS. TKQ cap tinh 22,50% | 7.50% 8.24%
két qua (TKQ) - : :
gidi quyét Truog ‘ag‘égg‘;%;‘:i:z"h chinh | > 08% | 14,79% | 15.40%
TTHE Khac 021% | 000% | 043% | 1,40%
Qua nguot than, ban bé 19,58% 20.42% 23.21% 19,00%
2 Hinh thue Qua can b, cong chire cap xa 60,42% | 60,42% | 64.43% | 74,20%
tiep can thong . T o 5 ry
TR iR Qua loa phat thanh cap xa 5.42% 7,.20%
TNHS, TKQ | Qua Ph“"ngcﬁzﬁ‘:h”g ndai | 15400 | 2083% | 12.58% | 7.20%
giai quyet 2
TTHC Qua mang internet 5,42% 5,00% 5,86% 2.50%
Khac 0,21% 0,83% 1.52% 1,40%
Qua nguoi than, ban be 5,00% 4.17% 16,70%
Qua cong chuctai noi ndp ho | o6 170 | 66.04% | 69.20%
so, tra ket qua
3Kénhthong | Quaniemydcongkhaitinoi | oo 400 | 300005 | 1540%
tin dé biét vé ndp ho so, tra ket qua | :
biét vé quy Qua Internet 3.33% 6,25%
dinh TTHC Qua wePsne CA_cmg‘d;ch vu 4.77%
cong quoc gia
Qua website tinh/co quan 5.42%
Khac 0,00% 0,00% 0,00%
I lan 9250% | 33,75% | 36,44% | 91,50%
4.S6 14n di lai 2 lan 5521% | 54,23%
dé giai quyét 3 lan 6,25% 7,92% 4,77% 7,.90%
TTHC 4 14n 2,92% | 4,34%
Khac 0,83% 0,21% 0,22% 0,20%
5.Congchire giy . " . : .
i i, sich i Co 1,25% 0,42% 0,43% 0,80%
6.Cong chuc
201 v nop tién Co 0,42% 0,21% 0,00%
ngoai phi/l€ phi
Co giay hen 78,96%
7.Viée co quan Khong co giﬁ.y hen, do lay két 14.75%
viet hen tra ket = qui ngay .
qua gidi quyét | Khong co@idy hen, nhung cong 5,86%
TTHC chirc hen miéng ]
Khong c6 gidy hen, méc du tra keét 0.43%

qua vao ngay sau do
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S—— e THUTHO
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC ‘
Nhén dinh Nam 2017 | Nam2018 | Nim 2019 | Niam 2020
8 Vie Dang hen 95,63% | 97.29% | 97,40% | 95.70%
Vigc co
it it A Som hen 146% | 125% | 130% | 1,70%
hen tra két qua Tré hen 2,92% 1,46% 1.30% 2.70%
%‘;'Hqué‘ Co thong bao vé vige tré hen 3571% | 42.86% | 50,00% | 46,20%
(6 xin Ioi vi ré hen 0,00% | 57.14% | 58.82% | 0,00%
A . < 4 p X 0
osuphitey [ Closcic ety v
ctia hinh thic fem ¥ o 96,96%
niém yét cong - B PLVIC/_T T[!CC t‘[’h -
khai, huéng Niém yeét t.r‘en Qopg théng tin 96.75%
dinquy dinh | diénurtinh___
TTHC Niém yét trén CoAng thong tin 97 18%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh ARG | FAA
hop cua cde [ TNHS tai BPMC/TTPVHCC
hinh thErc tiep TKQ qua dich vu buu chinh , By || s
nhén ho so : - 3 : =
(TNHS) vi tré TmSm;KQ@adm;?(gJ;dunh 96,53%
két qua (TK INHS quaintemet, 0
i quyét Q BPMC/TTPVHCC finh 93,49%
TTHC o s S 92,50% | 93,93%
| dithvubmidhine_____
Ciic chi s6 phin dnh mong dogi ciia NDTC
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. Mo rong cac hinh thie thong tin 59,00% | 6292% | 68,54% | 2451%
2.§a1 thién (}l;nat !uong co sO vat chat; hién dai 26.50% | 30.00% | 28.33% 17.79%
hoa trang thiét bi
i:inﬁ}fiﬁ?fhmem yét cong khai, minh bach thu 24.80% | 2833% | 33.13% 19.74%
gl}fgﬁ; l<iu€mg nhan ho so va tra két qua duong 3021% | 24.79% | 39,05%
5.Pay manh dich vu cong tnye tuyén mire 46 3, 4 35,40% | 10.83% | 1438% | 15,40%
6.Tiép tuc don gian hoa thi tuc hanh chinh 70,00% | 42,71% | 3833% | 53,15%
7 Rut ngiin thoi gian giai quyét thi tuc hanh chinh 3520% | 41,25% | 36,04% | 63,77%
8.Giam phi/l€ phi giai quyét thu tuc hanh chinh 16.60% 12,29% 17,50% | 30,59%
9.Cai thién thai do giao tiép clia cong chirc 230% | 5.42% | 3.54% | 4.77%
10.Cai thién tinh than phuc vu cua cong chirc 3,50% 3.54% 4.17% 3.90%
11.Néng cao nang luc cua cong chuc 8,30% 7,29% 6,46% 8,89%
12.]?0.1{1 hinh thirc tiép nhan GYPAKNde dang, 8.54% 10.63% | 6.72%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 15,70% | 13,13% | 12,92% | 10,85%
14 Khac 0,20% 0,21% 0,00% 0,00%
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PHU THO

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niim 2018 | Nam 2019 | Nim 2020

L TIEP CAN DICH VU '
1. Tru s0 co quan tiep nhan ho so, tra ket qua co
bién hiéu, hudng din rd rang, dé thay
7

Tru s& co quan tiép nhan ho so, tra két qua 86.96% | 86.46% | 88.63% $6.83%
£on gang, sgch s€ ) i
3. Trang thiét bi phuc vu nguoi dan, to chirc day da | 64,18% | 74 38% | 88,79% 87.05%
4; Tra?g tim?t bi phuc vu nguoi dan, t6 chice hoat 76.81% | 80.83% | $6.17% 87.05%
dong tot, de sir dung
Tiep cdn dich vu néi chung 80,18% | 83,07% | 87,88% 86,78%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 94.00% | 92,71% | 86,79% | 92.10%

. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 04,00% | 92.50% | $6.58% 92.40%
du, dé hiéu
7. Thanh phan ho so duge yéu cau ndp la ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh
9. Thoi han giai quyét thu tuc hanh chinh la dang

92,75% | 90,63% | 87,92% 86,20%

94.41% | 92,71% | 88.25% 93,48%

92,96% | 93.54% | 87.25% 93,92%

92,53% | 90,00% | 86,79% 91,18%

quy dinh,

Thi tuc hanh chinh néi chung 93,58% | 92,29% | 87.13% 92,61%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 94,00% | 91,04% | 84,79% 86,13%
11. Cong chirc cham chii lang nghe cau hoi, v kién 92,75% | 90,63% | 83,96% | 87.40%
12. Cong chrc tra 101, giai thich cau hoi, y kien day da | 92.34% | 90,42% | 85.63% 87.05%
13. Cong chirc hudng ké khai ho so dé hiéu 92.75% | 9125% | 85.21% 88.13%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so A9 | 835%% §5,19%

15. Cong chirc giai quyeét cong viée dung quy dinh 95,45% | 91,67% | 84,79% 87,05%
16, Cong chirc tan tinh giup do 84,79% | 87.05%
Cong chire noi chung 93,46% | 91,01% | 84.67% 87.28%
IV. KET QUA

17. Két qua phu hop vai quy dinh 9545% | 93.54% | 90.25% | 93.13%
18. Két qua co thong tin day du 9545% | 9438% | 89.67% | 92.05%
19. Keét qua co thong tin chinh xac 94.41% | 93,96% | 88,88% 92,05%
20. Két qua dam bao tinh cong bang 89.88% | 91,55%
Két quil néi chung 95,10% | 93,96% | 89.67% | 92,19%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 6739% | 10.00% | 78.95% 81 17%
phan anh, kién nghi " . il ?

22. Dé dang thuc hién gop v, phan anh, kién nghi 69.57% 12,50% | 80,84% 82.33%
23. Co quan tiep nhan va xu ly tich cuc cac gop 65.22% | 12.50% | 82.84% 81.17%
y, phan anh. kién nghi 2 5 i 2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tiép nhén, xir Iy GYPAKN néi chung 69,02% | 11,88% | 80,71% 81.75%

73,91% | 12,50% | 80,21% 82,33%
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,,,,,, R, § | . W—-_—
Cic chi s phin dnh nhin dinh, dinh gii cia NDTC
Nhin dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
. o N 0 0 0 7 100
1 G quan i Bo phén WHS,TKprxa 49 57% 46,97% 51,07% | 62.10%
nhan hé so Baphan TNHS TKQcap huyén | 30,04% | 29,02% | 31.33%
(TNHS) va tra B6 phan TNHS, TKQ cip tinh 15.02% | 16,08% | 8.15%
két qua (TKQ) Trune t@a :
= % g tam phuc vu hanh 50 A o
Sl cgjyet chinh céng cap tinh 5,63% 9,007 H,16%
ETH Khac 0.86% | 0,00% 0.64% | 37.90%
Qua nguoi than, ban be 16,74% 27.35% 19.53% 12.50%
2 Hinh thirc Quacinbd,cngchiccapxd | 56,99% | 56,99% | 64.81% | 68.10%
Sﬁ"v%aé‘o";ﬁlli Qua loa phat thanh cap xa 1,72% | 14,00%
TNHS, TKQ | Quaphuongtienthongtindai | 15300, | 152405 | 12,02% | 14.00%
giai quyét ching
TTHC Qua mang internet 6,01% 5,22% 4.29% 1,90%
Khac 1,72% 1,67% 1.50% | 4,70%
Qua nguoi than, ban bé 3.65% | 6,05% | 1030%
Qua cong chuctai nal nOp o | g6 5600 | 774505 | 74.68%
80, tra ket qua
3Kénhthong | Quaniémyctcongkhaitaingi | s 0. | 173305 | 12.88%
tin dé biét vé ndp ho so, tra ket qua
blét vé quy Qua Internet 2,15% 4 59%
dinh TTHC Qua wepsite C §ng_dich vu 236%
cong quoc gia ’
Qua website tinh/co quan 3.65%
Khac 0,64% | 042% 0,86%
1 lan 79,40% | 22,55% | 26,82% | 75,50%
4 86 14n di lai 2 lan 59,71% | 50.86%
dé giai quyét 3 lan 1631% | 11,69% | 13,52% | 18,00%
TTHC 4 lan 522% | 7.51%
Khac 236% | 0,84% 1.29% | 2,80%
5 Cangchirc gy
phién ha, sich Co 2,36% 1,88% 2,15% | 0,60%
6.Cong chire
goi ¥ ndp tien Co 2,15% | 0,84% 0,43%
ngoai phi/l€ phi
Co gidy hen 83.91%
7 Viéc co quan Khong co giﬁ.y hen, do lay ket 11.59%
viét hen tra két . quangay "
qua gidi quyét | Khongco @idy hen, nhung cong 4,08%
TTHC chug hen miéng '
Khong co giay hen, mac du tra két B

(qua vao ngay sau do
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PHU YEN

Cic chi s6 phén dnh nhin dinh, dinh gi cia NDTC _

Nam 2019 | Nam 2020

Nhén dinh Nam 2017 | Nam 2018
- Dang hen 93,78% | 92.48% | 90,56% | 89.,80%
g Som h 129% | 271% | 1.93% | 2.10%
quan gitr ding el 29% | 2,71% 93% | 2,10%
hen tra két qua Tre hen 4.94% 4 80% 7.51% 8.10%
%‘;'Hqcuyé‘ Co thong bao vé vige tré hen 34,78% | 45,45% | 20,83% | 26,40%
(6 xin loi vi tré hen 21,74% | 36,36% 8.33% 94.70%
A . - & ‘ % 50
osstitep | o e 2
cta hinh thire Y ! 81.33%
niém yét cong — B PLVIC/_T TI“!CC t‘[’h -
khai, huéng Niém yeét t.rAen Qopg théng tin 78.11%
dinquy dinh | dientirtinh
TTHC Niém yét trén CoAng thong tin 78.76%
dién tr quoc gia )
TNHS va TKQ tai
10.Su o phu BPMC/TTPVHCC tinh WIBA || B
hop cua cac ™" TNHS tai BPMC/TTPVHCC
. ¢ o A 1 0 0
h;l'lh t}}:?c tiep TKQ qua dich vu buu chinh o 800 || Bly¥6is
nhén ho so =
. ] 3 26Y
(TNHS) Sk T\H{Sva’IKpracid)r\rf:J(t(x;;dmh 80.26%
két qua (TK INHS qua intemet, 0
i quyét @ BPMC/TTPVHCC T1,25%
TTHC AL fpiadieine, T gan 79.29% | 77,90%
L dithwubaugiiah |
Cic chi so phan anh mong dgi cia NDTC
Mong dgi Nam2017 | Nam 2018 | Nam2019 | Nam 2020
1. M& rong cac hinh thire thong tin 57.60% 60,86% 65,27% 23.82%
y . . a ‘A . "A A R - A .
Z.Fal thién g}zat !ucmg co s vat chat; hién dai 29 40% 27.96% 31.80% 18.88%
hoa trang thiét bi
3Thng cuong niém yet cng khai, minhbach | ) 5o0r | 15,409 | 29719% | 12,00%
thu tuc hanh chinh :
4.Tﬁngﬂcuomg nhan ho so va tra két qua duong 31.61% | 2029% | 31.55%
buu dién
5. Pay manh dich vu cong tnre tuyén mirc do 3, 4 31,60% | 731% | 1234% | 1137%
6.Tiép tuc don gian hoa thu tuc hanh chinh 71,00% | 46,45% | 40,79% | 56,65%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 4220% | 48.82% | 4226% | 66,09%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 10,80% | 18,92% | 2448% | 21,24%
9.Cai thién thai do giao tiép cua cong chirc 5.70% 7.10% 523% | 9.66%
10.Cai thién tinh than phuc vu cua cong chirc 5.50% 4.09% 3.56% 6,22%
11.Nang cao nang luc cua cong churc 10,00% 5,81% 7,11% 13,95%
lf?.Bo tri Inr{h_ thure tiep nhan GYPAKNde 10.97% 9.21% 14.16%
dang, thuantién hon
13.Tiép nhén, gidi GYPAKN kip thoi, tich cuc 16,90% 10,75% 6.90% 12.88%
14.Khac 2,10% 0,43% 0,84% 1.07%
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PHU YEN

Cic chi s6 phin dnh sy hai long ciia NDTC |

Hailong Niam 2017 | Niam 2018 | Niam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay
2. Tru s& co quan tiép nhan ho so, tra két qua 73.73% | 78.92% | 87.66% | 83.69%
gon gang, sach sé
3. Trang thiét bj phuc vu ngudi dan, to chire day da | 61,23% | 68,60% | 88,08% | 84.33%
4; Tra?g t?i(?t bi phuc vu nguoi dan, t6 chire hoat 63.77% | 75.05% | 85.77% | 81.97%
dong tot, de sir dung
Tiép cin dich vy néi chung 69,76% | 76,51% | 87,40% | 83,53%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 81,78% | 85.81% | 85.56% | 82.19%
2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day $3.47% | 85.16% | 87.24% | 82.19%

u, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh
9. Thoi han giai quyét tha tuc hanh chinh la dang

80,30% | 83,44% | 88,08% | 84.12%

82,42% | 86,45% | 89.54% | 84.98%

77,54% | 85,16% | 88.49% | 83.,48%

78,60% | 84,30% | 85,15% | 82.62%

quy dinh,

Thii tuc hanh chinh néi chung 80,76% | 85,38% | 87.20% | 83.09%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 79,87% | 87,10% | 87,03% | 82,40%
11. Cong chirc cham chii lang nghe cau hoi, v kién 77,12% | 8430% | 86,19% | 83,05%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 77.97% | 85.38% | 84.52% | 83.05%
13. Cong chirc hudng ké khai ho so dé hiéu 76,48% | 87.31% | 86,19% | 81.12%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0 0 0
la co the hoan thién ho so Sa100e | 93:8%n | 81,105

15, Cong chirc giai quyét cong viéc dung quy dinh 83,90% | 84,52% | 87.45% | 83,48%
16, Cong chirc tan tinh giup da 85.77% | 80.69%
Cong chire noi chung 79.07% | 85,95% | 85.86% | 82,13%
IV. KET QUA

17. Két qua phu hop vai quy dinh 83,90% | 87.74% | 88.28% | 82.83%
18. Két qua co thong tin day du 83,05% | 88,53% | 88,70% | 85.62%
19. Keét qua co thong tin chinh xac 83,05% | 87,45% | 8891% | 86,05%
20. Két qua dam bao tinh cong bang 87.66% | 84,55%
Két qui néi chung 83,33% | 87.91% | 88.39% | 84.76%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 265% | 74.74% | 74.19% | 70.97%
phan anh, kién nghi L ? v :

22. Dé dang thuc hién gop v, phan anh, kién nghi 71,55% | 72,63% | 75.81% | 67.74%
23. Co quan tiep nhan va xur ly tich cuc cac gop 72.10% | 74.74% | 74.19% | 66.13%
y, phan anh. kién nghi ? 2 2 x
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 72,72% | 73,16% | 72,18% | 68,15%

74,59% | 70,53% | 64,52% | 67.74%
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e —QUANG BINH__
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC | |
Nhén dinh Niim 2017 | Niim 2018 | Nim 2019 | Niim 2020
> AHha An X3 0 0 0
1.Cor quan tiép B phan TNHS,TKQ cip xa 4729% | 39,78% | 43,51% | 58,90%
nhan hd so Bophan TNHS,TKQcdp huyén | 34.27% | 42,61% | 35.77%
(TNHS) va tra B& phén TNHS.TKQ cép tinh 1041% | 11,09% | 12,13%
ket qua (TKQ)  ™Frung tam phuc vu hanh chinh 9.98%% oas | ioo4
gl q(t:jyet cong cap tinh A0 i B
ETH Khéc 022% | 043% | 000% | 41,10%
Qua nguoi thin, ban be 25.81% | 25,65% | 21,34% | 11,90%
2 Hinh thirc Qua can b, cong chire cip xa 61.96% | 61,96% | 64.85% | 79,60%
Bepaqn thong Qua loa phat thanh cip xa 3.56% | 10,30%
tin vé co quan - P e p' o ;207 ,30%
TNHS, TKQ | Quaphuongtienthongtindai | 15 100, | 1506% | 083% | 10,30%
giai quyét ching
TTHC Qua mang internet 7.81% 5.22% 481% 4,00%
Khéc 0,65% | 1.09% | 188% | 180%
Qua ngudi than, ban be 586% | 5.65% | 12.76%
Qua cong chirctai n01 ndp 0O | 5y 150 | 71.00% | 76.36%
50, tra két qua
3Kénh thong | Quaniém yctcongkhai inoinGp | o9 1100 | 24350 | 10,67%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 3,90% 7.17%
dinh TTH ite Cong dich v
in C Qua wePsnte C?ng.d;ch vu 2.30%
cong quoc gia
Qua website tinh/co quan 2,72%
Khac 0,00% | 022% | 0,42%
I lan 77.44% | 26,96% | 33,26% | 79,10%
484 14n di lai 2 lan 59.35% | 54.39%
dé giai quyét 3 lan 18.44% | 9,13% | 732% | 14,60%
I'THC 4 1an 3,70% | 335%
Khéc 217% | 087% | 1.67% | 4,90%
S5Cangchirc giy - 2 040 0 0 0
ohidn b, sichriid Co 3,04% | 239% | 2,09% | 270%
6.Cong chue
goi y ndp tién Cé 1,30% | 0.87% | 2,09%
ngoai phi/lé phi
Co gidy hen 87.66%
7.Viéc co quan Khéng co gié.y hen, do lay keét 711%
viet hen tra két T qua ;gay .
qua giai quyet Ong ¢ giay hen, nhung cng 3.97%
TTHC chuc hen miéng
Khéng co gidy hen, mac du tra ket L26%
% 0

qua vao ngay sau do
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QUANG BINH
Ciic chi s6 phiin dnh nhdn dinh, ddnh gid cila NDTC

Nam 2018

Niam 2020

Nhén dinh Nam 2017 Nim 2019
T Ping hen 88,94% | 92,39% | 93,72% | 90,40%
Vigc co
quanggifr ding Som hen 1,52% 1,96% 1,26% 0,70%
hen tra két qua Tré hen 9.54% 5,65% 5.02% 9,00%
%‘;'Hqué‘ Co thong bao vé vige tré hen 36,36% | 50,00% | 31.58% | 32.30%
C6 xin I6i vi tré hen 37,78% | 46,15% | 4035% | 7,30%
o:Si phili b Céng chire truc tiép huong dan 81.38%
B . Niém yet trén giay tai tru so
cua hinh thuce y gty ot ML 81,80%
niém yét cong — B PLVIC/_T T[!CC t‘[’h -
khai, hudng Niém yeét t.r‘en Qopg théng tin 81.59%
dﬁn quy dinh dién tu tinh ?
TTHC Niém yét trén Cong thong tin 80.54%
dién tr qudc gia TR
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh il i
hop ciia cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0
h;l'lh t::';rc tep TKQ qua dich vu buu chinh Ripiode: || 81,505
nhén ho so \ 3 s .
(TNHS) v tri TWSW;Kpraddl;’;l(gJ;dnnh 81,80%
két qua (TK INHS quaintemet, 0
i quyét 2 BPMC/TTPVHCC That%
TTHC TNHS qua intemet, TKQ qua 5 s
| dichvabuuchinh | 78,48% | 78,45%
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@ rong cac hinh thire thong tin 5520% | 6421% | 61,09% | 30,96%
2.Cai thién (}I}ﬁt luong co so vat chat; hién dai sqae | 2191% | 36:50% | 26.99%
hoa trang thiét bi ’ ’ T o
3.Té:3g cuong niém yet cong khai, minh bach thu 22.00% | 18.00% | 30.00% | 15.48%
tuc hanh chinh ! .
s.l;fuagig:;uong nhéan ho so va tra két qua duong 32.97% | 25.65% | 50.21%
5.Pay manh dich vu cong truc tuyén mire do 3, 4 26,70% | 325% | 10,65% | 14,02%
6.Tiép tuc don gian hoa tha tuc hanh chinh 75,10% | 49,02% | 40.87% | 51.46%
7.Rut ngdin thos gian giai quyét thi tuc hanh chinh 4730% | 50,11% | 45,65% | 57,53%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 9,90% 21,48% | 16,52% | 12,76%
9.Cai thién thai do giao tiép clia cong chirc 540% | 10,85% | 4,57% | 3.56%
10.Cai thién tinh than phuc vu cua cong chirc 5,80% 4.99% 2.83% 4.60%
11.Nang cao nang luc cua cong chuc 8,10% 7.16% 9,78% 8,58%
12.B6 tri hinh thic tiép nhan GYPAKNdé dang, 5 5 .
thuantién hon 6,72% 4,78% 3,56%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 16,40% | 6,07% 9,78% 6,90%
14 Khac 0,90% 0,22% 0,65% 0,42%
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QUANG BINH

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 76.91% | 85.25% | 85.65% | 80.96%

gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 68,61% | 75,49% | 83.26% | 78.87%

4; Tra?g tbi(?t bi phuc vu nguoi dan, to chire hoat 70.18% | 7939% | 8239% | 77.41%

dong tot, deé sir dung

Tiép cin dich vy néi chung 74,16% | 81,89% | 84,29% | 80,07%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 78,70% | 86,98% | 8391% | 80.54%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 78.02% | 85.00% | 85.00% | 82.22%
u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

80,94% | 87,42% | 85.87% | 83.,05%

82,96% | 88,72% | 85.22% | 83,26%

81,84% | 85,90% | 83,26% | 82,01%

77.80% | 83,73% | 83,26% | 80.33%

quy dinh,

Thi tuc hanh chinh néi chung 80,04% | 86,25% | 84,13% | 81,67%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 79,33% | 86,77% | 8522% | 81,80%
11. Cong chirc cham chii lang nghe cau hoi, v kién 79,33% | 85,03% | 82,61% | 82.43%
12. Cong chirc tra 161, giai thich cau hoi, y kienday da | 78.43% | 84.38% | 84.35% | 84.52%
13. Cong chirc hudng ké khai ho so dé hiéu 80,00% | 87.42% | 86,96% | 84,10%

14. Cong chirc hudng dan ké khai hé so mot lan

K, A 0 0, 0,
la co the hoan thién ho so Sa0ihe | SA0T | BATH

15. Cong chirc giai quyeét cong viée dung quy dinh 8337% | 8590% | 8457% | 8431%
16, Cong chirc tan tinh giup da 81,74% | 82.22%
Cong chire noi chung 80,09% | 85.,86% | 84.22% | 83,26%
IV. KET QUA

17. Két qua phu hop vai quy dinh 83.37% | 87.20% | 88.48% | 8180%
18. Két qua co thong tin day du 82.25% | 88,50% | 87.17% | 82.64%
19. Két qua co thong tin chinh xac 83,82% | 86,98% | 87.83% | 84,10%
20. Két qua dam bao tinh cong bang 85,65% | 83,05%
Két qui néi chung 83,15% | 87.56% | 87.28% | 82.90%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 77299 | 83.94% | 72.41% | 62.50%
phan anh, kién nghi i ; 2 3

22. Dé dang thuc hién gop v, phan anh, kién nghi 73,58% | 81,75% | 80.70% | 62.50%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7745% | 8175% | 77.19% | 5833%
y, phan anh. kién nghi A 2 ; =
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 76,48% | 82,12% | 76,44% | 62,50%

77,68% | 81,02% | 75,44% | 66,67%
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— _____QUANGNAM
Ciic chi s6 phiin dnh nh4n dinh, ddnh gid cia NDTC
Nhén dinh Nim 2017 | Nim 2018 | Niim2019 | Niim 2020
. Anha e ) 0 0 0
I Coriquan §dn B phan TNHSTKQ cap xa 44 55% | 43,15% | 46,73% | 67.00%
nhén hd so Bophan TNHS,TKQcép huyén | 32,01% | 35.57% | 33.67%
El"NHS) va tra B6 phan TNHS, TKQ cép tinh 578% | 7.89% | 8,56%
et qua (TKQ) ~ : :
il quyét Trung tagléghx::%vl,:j:ﬁnh chinh 2129% | 15.77% | 16.55%
TTHC e
Khac 0,00% | 1,04% | 029% | 33,00%
Qua nguai thin, ban bé 16,17% | 17,71% | 18,72% | 12,50%
2 Hinh thue Qua can bg, cing chirc cip xa 59.67% | 59,67% | 65,75% | 72.00%
lepeqn thong Qua loa phat thanh cap xa 3,48% | 14,00%
tin v€ co quan b a0 tho hda
Y o J
INHS, TKQ | Quaphuongtiénthongtindai | 7 400, | 271304 | 11,61% | 14,00%
giai quyét chiing
TTHC Qua mang internet 4.95% 5,95% 6,82% 5,60%
Khac 231% | 1,79% | 0,58% | 1,70%
Qua nguoi than, ban be 3.14% 6.55% 13,64%
-~ D . . - A
Qua cong chirc tai noi ndp ho | 6 5000 | 6949% | 70.97%
50, tra ket qua
3Kénh thong | Quaniém yetcongkhai inoindp | o coo0 | 24 40% | 11,61%
tin dé biét vé ho s, tré ket qua
biét ve quy Qua Internet 3,96% 6,55%
dinh TTHC Qua website Cong dich vy 3.48%
cong quoc gia i
Qua website tinh/co quan 5.08%
Khac 0,50% | 0,60% | 0,29%
| lan 76,24% | 23.36% | 28,16% | 81,80%
4.4 13n di lai 2 lan 51,19% | 52,69%
dé giai quyét 3 lan 16,17% | 13,39% | 10,16% | 12,80%
ITHC 4 1an 9.52% | 827%
Khac 413% | 2,53% | 073% | 2,70%
5Congchiic giy , B E " .
phidn b sich nhid Co 198% | 164% | 2,03% | 080%
6.Cong chirc goi
¥ ndp tién ngoai Co 1.82% | 045% | 0,73%
phi/I€ phi
Co gify hen 87,95%
7.Viée o quan Khadng co glﬁy hen, do lay ket 9.00%
viét hen tra ket ____(qua DEAY =
qua giai quyét Khong co slay hen, .'}hlmg cong 2,76%
TTHC chirc hen miéng )
Khong co giay hen, mac du tra két 0.29%

qua vao ngay sau do
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N—— . QUANG NAM
Cic chi s6 phin dnh nhin dinh, dénh gid cia NDTC
Nhén dinh Niam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vie Dung hen 91,58% | 90,18% | 91,15% 93,70%
Viéc co
quanggifr Aliia Som hen 1,65% 0,74% 0,58% 2,10%
hen tra ket qua Tré hen 6.77% | 9,08% | 827% | 4,20%
%‘;wgyé‘ Cothong baovéviec tréhen | 24.39% | 37.70% | 48,57% | 27,10%
C6 xin 16i vi 1ré hen 244% | 19,67% | 40,00% | 3.60%
o:Si phili b Céng chire truc tiép huong dan 86,65%
B . Niém yet trén giay tai tru so
cua hinh thuce y glay fal in 81,71%
niém yét cong _B PLVIC{TT HCC tinh
khai, huéng Niém yeét t_r?n (;opg théng tin 79.25%
dinquy dinh | _diénurtinh ___
TTHC Niém yet trén Cong thong tin 78.08%
dién tir quoc gia i
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh 95,392 | #5920
hop ciia cac TNHS tai BPMC/TTPVHCC
. ¢ . A b 0, 0
hinh thi iép | _TKQ qua ich vu buu chinh Sojsls | 4/
nhén ho so S 5 o,
(TNHS) va tri TNHSva';KQcpt:ﬁ‘ilmtg;dmh 82,58%
két qua (TK TNHS quain 0
squa (TEOQ) BPMC/TTPVHCC tinh 78,23%
o g TNHS qua intemet, TKQ
TTHC v qua intemet, qua o 0
| dichvubuuchih 85,57% | 77,50%
Cic chi so phan anh mong dgi ciia NDTC
doi Nam | 2018 | Nama2org | Nam
2017 2020
1.M¢ rong céac hinh thirc thong tin 55,00% | 51,98% | 67,11% | 39,19%
fr.aiz‘:; tt}l]\ilgtnbcihal luong co s vat chat; hién dai hoa 25.50% | 26.07% 2723% | 28.45%
3.Tar.|g cuong niém yét cong khai, minh bach tha 28.00% | 22.11% | 31.40% | 22.06%
tuc hanh chinh i ’
4.Tang cuong nhan ho so va tra két qua duong 21.78% 257% | 38 17
buu dién T VA o=
5 Pay manh dich vu cong truc tuyén mirc do 3, 4 38.30% | 7.10% 1220% | 13.21%
6.Tiép tuc don gian hoa tha tuc hanh chinh 67.80% | 51,16% | 36,61% | 45.86%
7 Ritt ngdin thoi gian giai quyét thi tuc hanh chinh 39.00% | 55,12% | 45,09% | 54,28%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 7,50% 18,32% 12,20% | 15,82%
9.Cai thién thai do giao tiép cta cong chirc 420% | 297% 6,10% | 4.35%
10.Cai thién tinh than phuc vu cua cong chire 3,80% 4.79% 6,10% 5,37%
1 1.Nang cao nang lyc cua cong chire 10,50% 11,22% 9.97% 10,16%
12.lﬂ36.tfi hinh thire tiép nhan GYPAKNdeé dang, 8.25% 8.48% 10.45%
thuantién hon ? ! g
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 18.80% | 12,87% 8,63% 12,05%
14 Khac 1,70% 1,82% 0,30% 0,00%
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QUANG NAM

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 8735% | 87.79% | 83.93% | 86.50%
gon gang, sach sé ¢ ’ s g

3. Trang thiét bj phuc vu ngudi dan, to chie day da | 73,19% | 75.41% | 80,06% | 84.18%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 7726% | 7921% | 76.49% | 82.87%
dong tot, dé sir dung ? oy 2 ?
Tiép cin dich vy néi chung 82,04% | 82,88% | 81,06% | 84,94%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 88,25% | 86,14% | 82.38% | 85.92%
6. Quy dinh TTHC dugc niém yét cong khai day 88.86% | 84.82% | 80.53% | 82.44%
du, dé hiéu ’ ’ " -
7. Thanh phan ho so dugce yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

90,36% | 89,11% | 83,78% | 86,21%

86,90% | 88,45% | 84.85% | 81.28%

86,14% | 86,96% | 83,06% | 79,68%

84,79% | 83,17% | 82,08% | 79,10%

quy dinh,

Thii tuc hanh chinh néi chung 86,99% | 85,91% | 82,58% | 81.68%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 88,55% | 87,29% | 8527% | 86,79%
11. Cong chirc cham chii lang nghe cau hoi, v kién 87.80% | 8548% | 82.44% | 82.58%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 86.14% | 85.64% | 79.02% | 83.31%
13. Cong chirc hudng ké khai ho so dé hiéu 86,45% | 8531% | 80,95% | 81,28%

14. Cong chirc hudng dan ké khai hé so mot lan

. A 0 0, 0
la co the hoan thién ho so S0 | TRITA | S0.54%

15, Cong chirc giai quyét cong viéc dung quy dinh 88,40% | 86,14% | 78,87% | 82.58%
16. Céng chirc tan tinh giup d& 79.46% | 80,99%
Cong chire noi chung 87.47% | 85,81% | 80.74% | 82,62%
IV. KET QUA

17. Két qua pht hop véi quy dinh 88.40% | 87.46% | 87.70% | 82.87%
18. Ket qua co thong tin day du 88,10% | 87.29% | 8623% | 82.87%
19. Két qua co thong tin chinh xac 87,65% | 86,80% | 87.08% | 81.57%
20. Két qua dam bao tinh cong bang 87.89% | 81,42%
Két qui néi chung 88,05% | 87,18% | 87.22% | 82.18%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 69.14% | 77.17% | 76.00% | 79.41%
phan anh, kién nghi ? ? 2 z

22. Dé dang thuc hién 20p v, phan anh, kién nghi 6543% | 73,23% | 77.33% | 72.06%
23. Co quan tiep nhan va xur ly tich cuc cac gop 71.60% | 73.23% | 78.00% | 67.65%
y, phan anh. kién nghi ? 2 ¥ ik
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 69,44% | 73,82% | 75,67% | 72,06%

71,60% | 71,65% | 71,33% | 69.12%
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—— ___QUANG NGAI
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC
Nhén dinh Nim2017 | Nim2018 | Niim2019 | Niim 2020
%y A kA A Xi b 0 : ) 5¢ 0
i Bovqarsith B6 phan TNHS,TKQ cipxa | 3599% | 4397% | 40,59% | 45.90%
nhan hé so Bophan TNHS,TKQcap huyén | 37,26% | 45.98% | 37.24%
(TNHS) va tra Bophan TNHSTKQcip tinh | 13,69% | 6,70% 5.44%
ket qua (TKQ) Trung (3 :
= \ ' g tam phuc vu hanh
gial q(l‘Jyet chinh cong cap tinh 132 | 15.18%. | 20.11%
FEIHE Khac 0.00% 0,22% 0,00% | 54,10%
Qua nguoi than, ban be 20,06% 22.10% 24.06% | 25.20%
2 Hinh thue Qua can bd, cong chirc cp xa 54,24% | 5424% | 55,86% | 67.40%
Sﬁpvga:otzzgi Qua loa phat thanh cp xa 5,02% 19,40%
TNHS, TKQ | Quaphuongtiénthongtin | ., 500, | 253500 | 14.85% | 19.40%
giai quyét Gpt ching
TTHC Qua mang internet 2,55% 6,70% 11,09% | 7.40%
Khéc 0,64% 3,79% 1,46% 4,50%
Qua nguot than, ban bé 6,69% 7.14% 17.57%
Qua cong chirc tai nGi ndp | o3 900, | 76.799% | 65.69%
ho so, tra két qua
3Kénh thong | Quaniémyetcongkhaitaingi | 15 g0 | 157504 | 16,95%
tin dé biét vé ndp ho s0, tra ket qua ’ : =
biét ve quy Qua Internet 2,55% 4.69%
dinh TTHC Qua wePsnte C?ng.d;ch Vil 4.39%
cong quoc gia
Qua website tinh/co quan 5,44%
Khac 0,00% 0,67% 0,21%
| lan 78,98% | 34,60% | 28,03% | 73,10%
456 1an di lai 2 lan 49.11% | 53,35%
dé giai quyét 3 lan 1497% | 1049% | 11,72% | 21,50%
TTHC 4 1an 3,57% | 544%
Khac 2,55% 2,23% 1,46% 2,50%
5Congchiic gy , . . . "
bién . sich nhid Co 4,78% 2,01% 3,56% 1,20%
6.Cdng chuc 2oi
¥ ndp tién ngoai Co 0.32% 0,45% 1,46%
phi/I€ phi
Ca gidy hen 82,01%
7.Viéc co quan | Khong co giay hen. do lay 13, 55%
viét hen tra két o ket q?ﬁ';]gavnh
qua giai quyet cng co gidy 1en, g 5,44%
TTHC cong chic hen miéng
Khéng co gidy hen, mac du tra
g S ; 0,00%
két qua vao ngay sau do
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— o QUANG NGAL
Cic chi s6 phin dnh nhin dinh, dénh gid cia NDTC
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vie Pang hen 92.36% | 91,96% | 91,42% 95,50%
Vigc co :
quan giit diing SOI:ﬂ hen 3,18% 1,79% 1,26% 0,40%
hen tra két qua Tré hen 4 46% 6,25% 7.32% 4.10%
%‘;'Hqué‘ Co thong baovéviec tréhen | 57.14% | 21.43% | 50,00% | 5530%
C6 xin 16i vi ré hen 26,67% | 21,43% | 28,57% | 10,00%
Ay &3 i . & : X )
o o T
cua hinh thuce ey B 81,59%
niém yét cong _B PLVIC{TT HCC tinh
khai, huéng Niém yeét t_r?n (;opg théng tin 77.82%
dan quy dinh — ;dlefl L ah T
TTHC Niém ye.E trep Copg thong tin 76.78%
dién tr quoc gia .
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh B | BR2E%
hop ctia cac [ TNHS tai BPMC/TTPVHCC
hinh thirc ti€p | TKQ qua dich vu buu chinh. Soppaie | B985
nhén ho so SR S — : =
(TNHS) va tri TNHSva';KprJt:ﬁ‘:’l —;::J( gz:ﬁdnnh 79,08%
két qua (TK TNHS quain 0
squa (TEOQ) BPMC/TTPVHCC tinh 74,06%
o g TNHS qua intemet, TKQ
TTHC v qua intemet, qua 0 0
B | N dichvu.bAu'L_lchinh | 86,13% | 74,48%
Cic chi s6 phin dnh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M@ réng cac hinh thire thong tin 66,50% | 62,42% | 67.86% | 30,54%
g g
Z.F:al thién <.:lA1at !uomg co so vat chat; hién dai 23.60% | 31.53% | 25.00% | 27.82%
hoa trang thiét bi ' ’
;Zﬂ%;i(;?fhmem yét cong khai, minh bach thu 2520% | 23.89% | 29.75% | 26.15%
gLI, égﬁ( r<iu0'ng nhan ho so va tra két qua duong 2062% | 30.43% | 38.08%
5 Py manh dich vu cong tnre tuyén mire 46 3, 4 3220% | 6,69% | 6,71% | 13.81%
6.Tiép tuc don gian hoa thi tuc hanh chinh 68,20% | 3599% | 31,25% | 49,58%
7 Rut ngén thoi gian gidi quyét tha tuc hanh chinh 40,50% | 3439% | 4027% | 4540%
8 Giam phi/lé phi giai quyét thii tuc hanh chinh 11,60% | 1529% | 11.41% | 17,36%
9.Cai thién thai do giao tiép ciia cong chire 500% | 1338% | 6.94% | 9,00%
10.Cai thién tinh than phuc vu cua cong chuc 4.50% 9.24% 7.83% 8,58%
11.Nang cao nang luc cua cong chuc 3.70% 9.87% 12.30% | 13,81%
t1 th.laBnoﬁtér:l l;:grl: thire tiep nhan GYPAKNde dang, 13.06% | 15.66% | 10.67%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 16,10% | 12,74% | 16,11% | 12,97%
14 Khac 0,80% 0,32% 0,67% 1,26%
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QUANG NGAI

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 7438% | 78.66% | 85.04% | 83.89%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 6033% | 64,65% | 84.15% | 84.52%

4; Tra?g t?i(?t bi phuc vu nguoi dan, t6 chire hoat 65.29% | 71.97% | 81.92% | 82.43%

dong tot, de sir dung

Tiép cin dich vy néi chung 69,84% | 74,20% | 83,82% | 83,58%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 81,82% | 83,76% | 80,13% | 80.54%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day $3.47% | 85.03% | 81.70% | 81.38%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

79,34% | 81,53% | 83,26% | 83,47%

88,43% | 86,94% | 85.71% | 85,15%

82,64% | 86,94% | 85,04% | 81,80%

86,78% | 81,53% | 82,59% | 79.29%

quy dinh,

Thi tuc hanh chinh néi chung 84,63% | 84.84% | 83,04% | 81.63%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 80,99% | 81,21% | 82.59% | 80,54%
11. Cong chirc cham chii lang nghe cau hoi, v kién 81,82% | 81,85% | 80,80% | 78,24%
12. Cong chit tra 161, giai thich cau hoi, y kién day du | 80.58% | 83.12% | 80.36% | 80.96%
13. Cong chirc huong ké khai ho so dé hiéu 78,51% | 81,53% | 8147% | 79.50%

14. Cong chirc hudng dan ké khai hé so mot lan

" ) 0 "0 o
la co the hoan thién ho so 80,077 | TH02%: | T8.34%

15. Cong chirc giai quyeét cong viée dung quy dinh 84,30% | 79,62% | 81.25% | 80,75%
16. Cong chirc tan tinh giup d& 78,57% | 77,41%
Cong chire noi chung 81,24% | 81,32% | 80.58% | 79,38%
IV. KET QUA

17. Két qua phu hop véi quy dinh 8430% | 83.12% | 83.93% | 80.96%
18. Két qua co thong tin day du 8471% | 84.08% | 83,93% | 84.10%
19. Két qua co thong tin chinh xac 84,.30% | 83,12% | 84,60% | 81,80%
20. Két qua dam bao tinh cong bang 83,04% | 82,43%
Két qui néi chung 84.44% | 83.,44% | 83.87% | 82.32%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 6154% | 7838% | 64.29% | 76.11%
phan anh, kién nghi * ? Al 2

22. Dé dang thuc hién gop v, phan anh, kién nghi 53.85% | 86,49% | 67.14% | 69.03%
23. Co quan tiep nhan va xur ly tich cuc cac gop 46.15% | 78.38% | 62.86% | 68.14%
y, phan anh. kién nghi RS 2 g i
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 51,92% | 81,08% | 63,93% | 70,80%

46,15% | 81,08% | 61,43% | 69.91%
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QUANG NINH
Ciic chi s phin dnh nhin dinh, dénh gid cia NDTC

Nhén dinh Nim 2017 | Nim2018 | Nim 2019 | Niim 2020
i A s s 2130 0 0 0
il Bo phén TNHS.TKQmpxa 36,23% | 41,61% | 46,20% | 6520%
nhan hd so B& phan TNHS, TKQcap huyén 39,48% | 46,27% | 43.54%
(TNHS) va tra B0 phan TNHS, TKQcép tinh 564% | 6,99% | 4.94%
ket qua (TKQ) P : :
gidi quyét Tryng 'a?ésgiggfi:ﬁ“h chinh |19 96% | 17.08% | 9.13%
PEHE Khac 456% | 2.64% | 057% | 34,80%
Qua ngudi than, ban bé 16,49% | 25,00% | 26,24% | 11,60%
2.Hinh thue Qua can bd, cong chire cap xa 50,62% | 50,62% | 62.74% | 63,70%
tiep can thong : % i 5
i o diisn Qua loa phat thanh cap xa 5,70% 24,70%
TNHS, TKQ Qi phumgcﬁzzgmong Gndai | og 4005 | 32.45% | 11,41% | 24,70%
gial quyet
TTHC Qua mang internet 651% | 1289% | 627% | 6,70%
Khac 369% | 078% | 019% | 070%
Qua ngudi than, ban bé 282% | 621% | 13,50%
Qua cong chic tainoindp ho | 5 7g0, | 683204 | 72,24%
S0, tra ket qua
3.Kénh thong | Quaniemyctoongkhaitainoindp | 547100 | 33239 | 1825%
tin dé biét vé ho so, trd két qua
b]ét vé quy Qua Internet 6,07% 11,02%
dinh TTHC Qua website Céng dich vu cong 3.61%
quoc gia e
Qua website tinh/co quan 4,94%
Khac 0,00% | 016% | 0,19%
I 1an 86,53% | 32,14% | 35,74% | 90,70%
4.56 14n di lai 2 lan 59,78% | 54.37%
dé giai quyét 3 lan 11,48% | 6,06% | 646% | 7.20%
TTHC 414n 1,09% | 323%
Khac 1.77% | 093% | 0,19% | 190%
5Cangchirc gy
phién ha, sach Co 1,95% | 0.00% | 0,00% | 0,00%
6.Cong chirc
2oi y ndp tién Co 1,52% | 0,00% | 0,19%
ngoai phi/lé phi
Co giay hen 81,11%
7.Viéc co quan Khong co gié_y hen, do lay két 15.46%
viét hen tra két —qua.ngay =
M v X ¥ J
qua giai quyét Khong co giay hen, 'xzhu'ng, cong 3.05%
TTHC chire hen miéng )
Khéng co gidy hen, mac du tra két i

qua vao ngay sau do
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R — ____QUANG NINH
Cic chi s6 phin dnh nhin dinh, dénh gi cia NDTC
Nhin dinh Nam 2017 | Niim 2018 | Nim 2019 | Niim 2020
G Pling hen 95.44% | 97.05% | 92,38% | 96,70%
.VigC CO
qua:gm A Som hen 325% | 295% | 6,10% 1,00%
hen tra két qua Tré hen 1.30% 0,00% 1,52% 2.40%
%‘;wgyé‘ Co thong baové viec tréhen | 50.00% | 100,00% | 46,15% | 0,00%
C'6 xin 16i vi tré hen 16,67% | 100,00% | 35,71% 0,00%
AL & v . & : X 0
osuphop | CREet o
ctia hinh thire =y B 96,58%
niém yét cong _B PLVIC{TT ffCC t"_:'h :
khai, huéng Niém yeét t_r?n (;opg théng tin 95.25%
dan quy dinh — ;dlefl L ah T
TTHC Niém ye.E trep Copg thong tin 95.44%
dién tr quoc gia ;
o TNHS va TKQ tai
10:8y:d5 gl BPMC/TTPVHCC tinh 89.29% | :5.81%
R TNHS tai BPMC/TTPVHCC,
hinh thic iép. | _TKOQ qua dich vu buu chinh S5 | Bl
nhan ho so S s : =
(TNHS) va tri TNHSva';KQcpt:ﬁ‘ilmtg;dmh 95,25%
két qua (TK INHS quain 0
o BPMC/TTPVHCC tinh e e
glal quyet TNITS - K
TTHC | dgf\;g‘;‘:‘::;m nhQ qua 84,47% | 92,94%
Cic chi s6 phain anh mong dgi cia NDTC
Mong dgi Nam 2017 | Nim 2018 | Niim 2019 | Niim 2020
1. M& rong cac hinh thire thong tin 49.00% | 62,26% | 75,62% | 31.81%
.. . - ‘A . "A A R - A .
ﬁéc;?r;?u;?h?gfuumg opser watehar iva dat 20,80% | 25.16% | 28.88% | 23.81%
i:i‘;ﬁ}f‘:;?ﬁ]"‘em yét cong khai, minh bachtht | 55 5000 | 17900 | 2081% | 17,14%
:U’Il‘lagig:}rcluong nhan ho so va tra két qua duong 39.70% | 37.01% | 52.57%
5 Pay manh dich vu cong true tuyén mire d6 3, 4 2250% | 19.09% | 947% | 2724%
6.Tiép tuc don gian hoa thu tuc hanh chinh 86.40% | 56,83% | 42,39% | 58.86%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 31,40% | 4078% | 33,07% | 47.05%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 920% | 11,50% | 9,94% | 13,52%
9.Cai thién thai d6 giao tiép cia cong chirc 10,10% | 4,56% | 2.48% | 1,90%
10.Cai thién tinh than phuc vu cua cong chirc 8,40% 3,69% 2,95% 2.48%
11.Nang cao nang luc cua cong churc 19.10% | 12,36% | 6,83% 7,62%
tl ]fuznoulér:] l;:;}: thuc tiep nhan GYPAKNde dang, 8.03% 8 23% 5.71%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 450% | 1041% | 839% | 7,05%
14.Khac 020% | 0,00% | 0,16% | 0,19%
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QUANG NINH

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 92.62% | 92.62% | 95.91% 95.00%

gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 88.60% | 89.80% | 9560% | 95.62%

4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chice hoat 89.31% | 89.80% | 96.22% 95.62%

dong tot, de sir dung

Tiép cin dich vy néi chung 91,56% | 91,65% | 95,76% 95,92%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 94,30% | 93,28% | 95.60% | 98,81%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 05.48% | 93.49% | 96.91% 96.46%
u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop

la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

95,72% | 94,36% | 95,29% 97.43%

95,48% | 94,14% | 96,38% 98.81%

94,30% | 93,28% | 96.,07% 98.81%

91,69% | 91,97% | 95,53% 98.81%

quy dinh,

Thi tuc hanh chinh néi chung 94,25% | 93,23% | 96,10% 98.34%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 91,41% | 91,11% | 9522% | 95,62%
11. Cong chirc cham chii lang nghe cau hoi, v kién 90,45% | 90,24% | 95,53% | 95,62%
12. Céng chirc tra 101, giai thich cau hoi, y kien day da | 92.86% | 90,02% | 96.69% | 94.81%
13. Cong chirc huong ké khai ho so dé hiéu 92.16% | 9241% | 9476% | 95,62%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so 0,67 | 07% 5,627

15. Cong chirc giai quyeét cong viée dung quy dinh 94,76% | 92,19% | 94,53% | 94.81%
16, Cong chirc tan tinh giup do 93,76% | 94.81%
Cong chire n6i chung 9233% | 91,11% | 9494% | 95,27%
IV. KET QUA

17. Két qua phu hop véi quy dinh 94,76% | 9349% | 97.69% | 96.64%
18. Két qua co thong tin day du 94,54% | 9436% | 97.69% | 96.24%
19. Keét qua co thong tin chinh xac 96,20% | 9436% | 97.84% 96,24%
20. Két qua dam bao tinh cong bang 97.69% | 96,04%
Két quil néi chung 95,17% | 94,07% | 97.73% | 96,29%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 91.89% | 86.73% | 94.55% 93.44%
phan anh, kién nghi o ¢ o1 ’

22. Dé dang thuc hién 20p v, phan anh, kién nghi 91,59% | 80,61% | 94.55% 93.44%
23. Co quan tiep nhan va xu ly tich cuc cac gop 91.89% | 87.63% | 96.36% 91.94%
y, phan anh. kién nghi ? ’ ’ 2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 92,19% | 8591% | 91,82% 92.69%

93,39% | 88,66% | 81,82% 91,94%
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S ____QUANGTRI
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhén dinh Nim2017 | Nim2018 | Niim2019 | Niim 2020
i A nha SHRERL o 0 30 0
Bl B phan TNHS.TKQcapxa 4583% | 47.08% | 4583% | 63,10%
nhan hé so Bophin TNHS.TKQcip huyén | 35,00% | 42,08% | 36.88%
(TNHS) va tra B phén TNHS,TKQ cép tinh 22,08% | 27.29% | 6.46%
ket qua (TKQ) = - -
oidi quyét Trung tacméggtcg;lii:;nh chinh | 88% 2.29% 16.25%
PEHE Khac 021% | 000% | 0,00% | 36.90%
Qua ngudi than, ban be 2521% | 30,00% | 33,96% | 14.80%
2 Hinh thue Qua can bo, cong chitc cap xa 58,96% | 58.96% | 5833% | 74.40%
tiep can thong ottt o 6.25% 20.80%
tin vé co quan Qualosp . cap- - £378 e
TNHS, TKQ | Quaphuongtién thongtindai | 5, 460, | 31,679 | 2042% | 20.80%
giai quyet chung
TTHC Qua mang internet 6,67% 9.38% 5,00% 4,60%
Khac 0,21% 1,25% 1,04% | 2,30%
Qua nguoi than, ban beé 3,54% | 10,83% | 23,13%
Qua cong chie tai ol 0P O | 7 ge0r | 73 549 | 75,00%
s, tra ket qua
. A A P . - . ~
3.Kénh thong | Qua ““”‘; ¥ ““Tgkliha‘ @INOLNOP | 53 13% | 36.46% | 19,17%
tin dé biét vé 1050, 1R AU
biét vé quy Qua Internet 4,38% 8.33%
dinh TTHC Qua website Cong dich vy i 889
cong quoc gia it
Qua website tinh/co quan 5,63%
Khac 0,21% 0,42% 0.21%
1 lan 86,25% | 3542% | 27,50% | 82,92%
4,56 14n di lai 2 lan 56,67% | 61.67%
dé giai quyét 3 lan 11,46% | 5,83% 7.71% | 13,13%
TTHC 4 l4n 1,88% | 1,88%
Khac 0,83% 0,21% 1.25% | 2,92%
5Cangchire gy
phiénha, sach Co 2,08% 0,83% 0.83% | 0,60%
6.Cong chirc
£0i y ndp tien Co 0,42% 0,00% 0,21%
ngoai phi/l€ phi
Co giay hen 78.54%
7.Viée co quan Khong co gié”y hen,' do lay két 17.29%
viét hen tra két —_ua NEay =
qua giai quyét | Khongco @y hen, nhung cong 3,75%
TTHC chug hen miéng '
Khéng cx')agnajly ha}, mac du tra ket 0.42%
qua vao ngay sau do i
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S L SR
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC |
Nhén dinh Nam 2017 | Nam2018 | Nam 2019 | Niam 2020
8 Viéc co Dang hen 95,42% | 94,58% | 95,00% | 91,50%
Viéc .
quan gitt dung SO‘II‘I hen 1,04% 3,13% 2.29% 5,00%
hen tra két qua Tre hen 3.54% 2.29% 2.71% 3.50%
%‘;wgyé‘ Co thong baové viec réhen | 2941% | 3636% | 80,00% | 29.40%
(6 xin Ioi vi ré hen 11,76% | 0,00% | 80,00% | 11,80%
A . < 4 p X 3 Py
) T
ctia hinh thic fem ¥ o 87,71%
niém yét cong - B PLVIC/_T T[!CC t‘[’h -
khai, huéng Niém yeét t.r‘en Qopg théng tin 84.17%
dinquydinh [ diénurtinh ____
TTHC Niém yét trén CoAng thong tin 83.96%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh WA | 2%
hgp cla cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0
h;l'lh t::';rc tiep TKQ qua dich vu buu chinh il s iz
nhén ho so \ x 5 2
(TNHS) vi tré TI\IHSva';Kpracid)r\rf:x(gJ:;dmh 88,33%
két qua (TK INHS quaintemet, 0
i quyét 2 BPMC/TTPVHCC 82,25%
TTHC o s S 77.08% | 82,29%
L dith i eliich : ’
Cic chi s6 phan anh mong dogi cia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nim 2020
1. M& rong cac hinh thire thong tin 55,00% | 6938% | 57,71% | 25,63%
y . . - ‘A . "A A R - A .
2.'Ca| thién <‘:tmt !ucmg co s vat chat; hién dai 27.70% | 30.42% | 2521% | 30.21%
hoa trang thiét bi
3.Téqg cuong niém yét cong khai, minh bach thu 27.50% | 20.83% | 24.79% | 17.29%
tuc hanh chinh
:U’Il‘lagig:}rcluong nhan ho so va tra két qua duong 72.20% | 62.50% | 51.88%
5. Pay manh dich vu cng tnre tuyén mirc do 3, 4 38.80% | 7.29% | 11,88% | 1333%
6.Tiép tuc don gian hoa thu tuc hanh chinh 79,00% | 37,08% | 4521% | 59,17%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 36,50% | 27,08% | 36,46% | 49.38%
8.Giam phi/l€ phi giai quyél thu tuc hanh chinh 6,50% 11,46% 12,29% | 22.71%
9.Cai thién thai d6 giao tiép cia cong chirc 1,20% 2,92% 2,50% 3,13%
10.Cai thién tinh than phuc vu cua cong chirc 3,10% 3.13% 6,46% 2.50%
11.Nang cao nang luc cua cong chuc 4,40% 4.38% 4.58% 7,.50%
lZ.{Bo_lAn hinh thirc tiép nhan GYPAKNde dang, 438% 3.33% 6.46%
thudntién hon
13.Tiép nhén, gidi GYPAKN kip thoi, tich cuc 10,60% | 9,17% 6,04% 9,79%
14.Khac 0,20% 0,21% 0,83% 0,63%
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QUANG TRI
Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 80.83% | 74.79% | 82.20% | 92.71%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 65,63% | 61,04% | 81,63% | 89,17%

4; Tra?g tim?t bi phuc vu nguoi dan, t6 chire hoat 70.83% | 70.00% | 81.63% | 90.21%

dong tot, de sir dung

Tiép cin dich vy néi chung 75,89% | 71,77% | 82,64% | 91,25%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 87,92% | 85,00% | 85,75% | 88,54%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 86.67% | 83.96% | 86.96% | 88.13%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

86,25% | 81,25% | 85,00% | 92,92%

90,42% | 87,50% | 87,04% | 90.42%

88,13% | 83,13% | 83,33% | 90,42%

87,71% | 83,33% | 82,50% | 88,96%

quy dinh,

Thi tuc hanh chinh néi chung 88,17% | 84,58% | 85,12% | 89,29%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 87.50% | 80,38% | 83.96% | 92,92%
11. Cong chirc cham chii lang nghe cau hoi, v kién 8542% | 79,17% | 84,29% | 91,04%
12. Cong chirc tra 161, giai thich cau hoi, y kien day da | 84,79% | 79,79% | 84.38% | 91.67%
13. Cong chirc huong ké khai ho so dé hiéu 87,71% | 83,75% | 85,75% | 89,17%

14. Cong chirc hudng dan ké khai hé so mot lan

. ) 0 5 Q70 0
la co the hoan thién ho so S,00% | T3 | 0,00%

15. Cong chirc giai quyét cong viéc dung quy dinh 91,46% | 79,79% | 94,17% | 90.00%
16, Cong chirc tan tinh giup do 90,33% | 88,13%
Cong chire noi chung 87.38% | 80,48% | 87.97% | 90,42%
IV. KET QUA

17. Két qua phu hop vai quy dinh 91,46% | 82.92% | 89.83% | 91.25%
18. Két qua co thong tin day du 88.06% | 84.38% | 88.83% | 91.04%
19. Keét qua co thong tin chinh xac 87.50% | 84,17% | 90.25% | 91,67%
20. Két qua dam bao tinh cong bang 88,63% | 91,46%
Két quil néi chung 8931% | 83.82% | 89.39% | 91.35%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 76.38% | 44.74% | 75.00% | 68.97%
phan anh, kién nghi ? ? B :

22. Dé dang thuc hién gop v, phan anh, kién nghi 72.86% | 42.11% | 83.33% | 55.17%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7337% | 42.11% | 79.17% | 48.28%
y, phan anh. kién nghi ? 2 ; 2
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 7450% | 42,11% | 79,17% | 55,17%

75,38% | 39.47% | 79,17% | 48,28%
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Cic chi s6 phin d4nh nhin dinh, dinh gii cia NDTC
Nhén dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
) 5 phan T? _ A A o 0 062 5 0,
1:Coquan tidp B0 phan T\IHSTKQ capxa 39.58% 41.88% 48.96% 53.80%
nhan hé so Bophan TNHSTKQcip huyén | 34,79% | 33.96% | 28,96%
(TNHS) va tra Bo phan TNHS,TKQ cip tinh 19,79% | 14.79% | 6,04%
ket qua (TKQ) x : :
gidi quyét Trung tag‘ésg‘;%;‘:i::“h chinh | s 2506 | 979% | 1542%
TEHE Khéc 042% | 021% | 0.63% | 46,20%
Qua nguoi thin, ban be 26,46% | 2729% | 25.63% | 25,00%
2.Hinh thue Qua can bd, cong chire cap xa 5438% | 5438% | 65.83% | 64,80%
tiep can thong F z = =
tih v& ¢/ quan Qua loa phat thanh cap xa 0,21% 8,80%
TNHS, TKQ | Quaphuongtienthongtindai | 14 330, | 14170, | 5219% | 8.80%
giai quyét chiing
TTHC Qua mang internet 5.21% 3.54% 2.71% 3.10%
Khac 1,25% 1,67% 0,83% 2,30%
Qua nguoi thin, ban be 521% 3.75% | 14,79%
Qua cong chuc tai noindp ho | g1 630, | 85839 | 74,58%
50, tra két qua
3.Kénh thong | Quaniém yctcongkhal tainoindp | 15 c400 | 93804 | 7.08%
tin dé biét vé ho so, tra ket qua
biét vé quy Qua Internet 2,50% 1,67%
dinh TTHC Qua welmte CA'ong.d;ch vu 0.83%
cong quoc gia
Qua website tinh/co quan 2.29%
Khac 0,63% 0,21% 0,42%
I lan 75,00% | 1792% | 19.38% | 74,53%
4.56 14n di lai 2 lan 65.83% | 61.67%
dé giai quyét 3 lan 20,63% | 10,42% | 13.33% | 20,46%
TTHC 4 1an 542% | 4,58%
Khac 2,92% 0,42% 1,04% 1,88%
5Cangchirc giy
phiénha, sach Co 2,08% 0,63% 0,63% 0,80%
6.Cong chirc
2oi y nop tién Co 0,83% 0,00% 0,42%
ngoai phi/lé phi
Co giay hen 90,21%
7.Viéc co quan Khong co giﬁy hen, do lay keét 7.08%
viét hen tra két —___ Suagay .
qua giai quyét Khéng co giay hcm'xlhung cong 1.88%
TTHC chirc hen miéng )
Khong co giay hen, méc du tra ket i
o : 0,83%
qua vao ngay sau do
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Cic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC ,
Nhén dinh Nam 2017 | Nam2018 | Niim 2019 | Nam 2020
8 Vie Dang hen 92,92% | 98,33% | 95.21% | 91,50%
Vigc co
it it A Som hen 125% | 083% | 271% | 4,00%
hen tra két qua Tré hen 5.83% 0,83% 2.08% 4.60%
%‘;wgyé‘ Co thong beio vé vige ré hen 10,71% | 50,00% | 000% | 30.90%
(6 xin Ioi vi ré hen 7.14% | 0,00% | 50,00% | 9.10%
o:Si phili b Céng chire truc tiép huong dan 92,71%
B . Niém yet trén giay tai tru so .
cua hinh thuce y giay 1ai in 91,46%
niém yét cong - B PyC/_T T[!CC t‘[’h -
khai, hudng Niém yeét t.r‘en Qopg théng tin 88.54%
dﬁn quy dinh dién tu tinh i
TTHC Niém yét trén Cong thong tin 87 929/
dién tr qudc gia w2
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh WA | RA2%
hgp cla cac TNHS tai BPMC/TTPVHCC
s ¢ . A L] 20, 0
h;l'lh t::';rc tiep TKQ qua dich vu buu chinh Sy | e
nhan ho so \ 3 s =
(TNHS) vé trd TM{SW’;Kpradd);f:x(gJ;dnnh 93,75%
két qua (TK INHS quaintemet, 5 00°
i quyét 2 BPMC/TTPVHCC 85,00%
TTHC TNHS qua intemet, TKQ qua " A
| dichvubwuchinh 87,711% | 85,21%
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@ rong cac hinh thire thong tin 51,10% | 57,08% | 67.29% | 30,63%
2.Cai thién (}I}ﬁt luong co so vat chat; hién dai 20.50% | 27.29% | 1583% | 18.96%
hoa trang thiét bi ” ’ T ’
fugina% }::L(r:c]:?fhmem yet cong khai, minh bach thu 20.00% | 23.54% 17.92% 14.79%
s.l;fuagig:;uong nhan ho so va tra két qua duong 23.13% | 33.96% | 45.42%
5.Pay manh dich vu cong truc tuyén mire do 3, 4 2380% | 563% | 1146% | 15.83%
6.Tiép tuc don gian hoa tha tuc hanh chinh 75,40% | 48,96% | 5625% | 71,04%
7.Rut ngdin thos gian giai quyét thi tuc hanh chinh 4950% | 4833% | 60,63% | 6521%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 20,70% | 21,88% | 18,75% | 23,54%
9.Cai thién thai do giao tiép clia cong chirc 7.90% | 625% | 3,75% | 2.71%
10.Cai thién tinh than phuc vu cua cong chirc 6,90% 6,04% 1,25% 0,83%
11.Nang cao nang luc cua cong chuc 9,00% 10,00% 2,92% 1,88%
12.B6 tri hinh thic tiép nhan GYPAKNdé dang, 5 o 5
thugntién hon 9,38% 4. 79% 3,.33%
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 1520% | 9,38% 5,42% 5.83%
14 Khac 0,80% 0,63% 0,00% 0,00%
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SOC TRANG

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 78.75% | 85.63% | 93.13% | 94.38%
gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 69.79% | 79.38% | 91,46% | 93.54%
4. Trang thiet bi phuc vu nguoi dan, to chitc hoat | 45 510, | 81 049 | 9021% | 91,88%
dong tot, de sir dung
Tiép cin dich vy néi chung 76,67% | 84,01% | 91,72% | 93,85%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 81,46% | 88,13% | 90,00% | 92,29%
6.q Qu:y c_iifh TTHC dugc niém yét cong khai day 8125% | 87.50% | 89.58% | 91.67%
du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

82,92% | 90,00% | 92,08% | 95,63%

81,46% | 88,33% | 91.67% | 91.67%

81,04% | 87,08% | 90.83% | 91,04%

82,92% | 86,25% | 90,21% | 91.04%

quy dinh,

Thii tuc hanh chinh néi chung 81,63% | 87,46% | 9046% | 91,54%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 86,46% | 88,75% | 94,38% | 92,92%
11. Cong chirc cham chii lang nghe cau hoi, v kién 81,67% | 87,08% | 93,13% | 92,71%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 83.54% | 86.88% | 93.54% | 92.92%
13. Cong chirc hudng ké khai ho so dé hiéu 81,25% | 89.38% | 93.33% | 91.88%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0 0 0
la co the hoan thién ho so 89,38% | 9L67% | 91.88%

15, Cong chirc giai quyét cong viéc dung quy dinh 84,58% | 86,43% | 92,71% | 92.08%
16. Cdng chure tan tinh giup d& 93,54% | 92.50%
Cong chire noi chung 83,50% | 87.98% | 93,18% | 92,41%
IV. KET QUA

17. Két qua phu hop véi quy dinh 84,58% | 89.17% | 93.54% | 92.50%
18. Két qua co thong tin day du 86,.88% | 9021% | 93.96% | 92.71%
19. Keét qua co thong tin chinh xac 86,67% | 90,63% | 9438% | 93.54%
20. Két qua dam bao tinh cong bang 93,96% | 92,92%
Két qui néi chung 86,04% | 90,00% | 93,96% | 92.92%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 73.08% | 73.20% | 66.67% | 70.59%
phan anh, kién nghi ? ? ? il
22. Dé dang thuc hién 20p v, phan anh, kién nghi 75,00% | 68,04% | 66,67% | 64.71%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7321% | 71.13% | 8333% | 70.59%
y, phan anh. kién nghi 2 2 * %
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 74,75% | 71,39% | 70.83% | 69,12%

76,79% | 73,20% | 66,67% | 70,59%
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SON LA
Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC
Nhén dinh Nim2017 | Nim2018 | Niim2019 | Niim 2020
) A ~ A ~ A 0 0, 5 0 5 0
. Bo phan T_NHS.TKQ cap xa 46,16% | 44.99% | 53.40% | 50,40%
nhan hé so Bophan TNHSTKQcip huyén | 36,18% | 30,19% | 33.00%
(TNHS) va tra B phin TNHS, TKQ cép tinh 7.09% 6,68% 7.53%
ket qua (TKQ) = s :
gidi quyst Trng tag})g“‘g"‘;zﬁ"h chinh | 16 3505 | 18.14% | 16,06%
TTHC g cap
' Khac 0,58% 0,87% 0.29% | 49.60%
Qua nguoi than, ban be 23,01% 24.96% 21,71% 9,90%
2 Hinh thire Qua can bd, cdng chirc cap xa 48,19% | 48.19% | 64.40% | 77.10%
gﬁpv?:o'gg’;ﬁ Qua loa phat thanh cap xa 10,56% | 13,50%
TNHS, TKQ Qua phuong tién thong tin dai 4226% | 25.40% | 1520% | 13.50%
giai quyét chung % = a :
TTHC Qua mang internet 7,24% 5.81% 7.96% 2.30%
Khac 0,29% 0,15% 0,87% 1,70%
Qua nguoi than, ban be 4.92% 6,24% 10,71%
Qua cong chuc tai noi n0p ho | 59 1904 | 62849 | 69.46%
so, tra ket qua
3.Kénh thong | Quaniem yetcongkhaitainoindp | 4o 00 | 28 16% | 31.11%
tin dé biét vé ho so, tra ket qua '
b]ét vé quy Qua Internet 6,95% 4.06%
dinh TTHC Qua website Cong dich vu 4.05%
cong quoc gia o
Qua website tinh/co quan 4,49%
Khac 0,00% 0,29% 0,58%
[ lan 86,96% | 3832% | 36,03% | 89,52%
4.S6 14n di lai 2 lan 53,70% | 59,33%
dé giai quyét 3 lan 11,45% | 5,81% 3,76% 8,15%
TTHC 4 14n 1,89% | 0.87%
Khac 1,30% 0,29% 0,00% 1,02%
5 Cangchirc giy
phién ha, sach Co 0,00% 0,15% 0,00% 1,00%
nhiéu
6.Cdng churc
goi ¥ nop tién Co 0,14% 0,15% 0,00%
ngoai phi/lé phi
Co giay hen 74.10%
7 Viée co Khong co giay hen, do lay keét 20.98%
quan viet hen U nNBoy -
tra két qua giai Khéng co giay hen, 'r}hlmg cong 4.63%
quyét TTHC chichenmiéng
Khong co giay hen, méc du tra ket
Lo e 5 0,29%
qua vao ngay sau do
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SON LA
Cic chi s6 phin 4nh nhin dinh, dinh gid cia NDTC _ |
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Niam 2020
T bung hen 97,.83% | 98,11% | 96,96% | 90,50%
Viégc co .
quan gitr diing Som hen 0.72% | 1,16% | 246% | 1,60%
hen tra két qua Tré hen 1,45% 0,73% 0,58% 7.90%
%‘;‘élcuyel Co thong béo vé vige tré hen 40,00% | 33.33% | 50,00% | 47.10%
(6 xin l6i vi ré hen 40,00% | 66.,67% | 50,00% 16,70%
~ . . A ‘ X 0
) T
cua hinh thie e ; 94,93%
niém yét cong - B PLVIC/_T TI“!CC t‘[’h -
khai, huéng Niém yeét t.rAen Qopg théng tin 93.05%
dinquy dinh | diénurtinh___
TTHC Niém yét trén CoAng thong tin 92.47%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh il R
hop ciia cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0
h;l'lh t}l:krc tiep TKQ qua dich vu buu chinh vl s
nhén ho so 5
2 } Al 2 0,
(TNHS) v tri T\H{Sva’IKpracid)r\rf:J(t(x;;dmh 94.21%
két qua (TK INHS qua intemet, 0
i quyét Q BPMC/TTPVHCC tinh 91,46%
TTHC TNHS qua intemnet, TKQ qua 03.60% | 92.33%
L dithwubaugiiah |
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M¢& rong cac hinh thire thong tin 62.90% | 6527% | 64,88% | 33,00%
2.’Ca1 thién g}:at !uqng co so vat chat; hién dai 27.20% | 3126% | 25.83% | 28.51%
hoa trang thiét bi
3.Tang, cuong niém yét cong khai, minh bach tha 34.50% | 27.06% | 38.32% | 25.33%
tuc hanh chinh
y S X N e 1.8 Ao
g;; igi rcluomg nhan ho so va tra két qua duong 4501% | 29.90% | 44.14%
5.Pay manh dich vu cong tnre tuyén mirc 46 3, 4 30,10% | 13,17% | 6,10% | 16,79%
6.Tiép tuc don gian hoa thu tuc hanh chinh 73.40% | 4891% | 43,83% | 56,30%
7 Rut ngin thoi gian gidi quyét thi tuc hanh chinh 34.40% | 3922% | 44,70% | 46,89%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 6,40% | 1027% | 10,74% | 11,87%
9.Cai thién thai do giao tiép cua cong chirc 2,80% 1.59% | 421% | 550%
10.Cai thién tinh than phuc vu ciia cong chirc 5,10% 2.46% 2,32% 7,09%
11.Nang cao nang luc cua cong chirc 8,70% 3.91% 8,13% 7.38%
7 A , v ' . A - x ‘
l-.?o.tAn hinh thirc tiep nhan GYPAKNde dang, 4.49% 1045% | 6.95%
thudntién hon ;
13.Tiép nhan, giai GYPAKN kip thi, tich cuc 12,40% | 7.38% | 10,45% | 10,27%
14 Khac 0,90% 0,00% 0,15% 0,29%
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SON LA

Cic chi s6 phin dnh sy hai long ciia NDTC _

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay
2. Tru s& co quan tiép nhan ho so, tra két qua 79.04% | 9783% | 91.00% 91.95%
gon gang, sach sé : g ’ 2
3. Trang thiét bj phuc vu nguoi dan, to chire day da | 71,72% | 93,49% | 9042% | 90.93%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 72.59% | 96.24% | 89.39% 91.95%
dong tot, de sir dung d ! L B
Tiép cin dich vy néi chung 77,20% | 96,38% | 90,49% 91,77%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 84,99% | 99,13% | 88.24% | 93,09%
6. Quy dinh TTHC dugc niém yét cong khai day 84.53% | 99.13% | 89.70% | 92.51%
du, dé hiéu T ’ -
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh
9. Thoi han giai quyét tha tuc hanh chinh la dang

85,44% | 9797% | 91,15% 92,25%

84,72% | 99,42% | 90,57% 92,51%

83,26% | 99,13% | 90.86% 92,50%

83,26% | 97.68% | 90,71% 92,07%

quy dinh,

Thi tuc hanh chinh néi chung 84.15% | 98,90% | 90,01% 92.54%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 80,61% | 96,82% | 92.89% 89,07%
11. Cong chirc cham chii lang nghe cau hoi, v kién 7711% | 96,96% | 91,00% | 89,76%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 75.40% | 96,96% | 91.87% | 90.79%
13. Cong chirc huong ké khai ho so dé hiéu 76,53% | 98.41% | 91.87% | 90,08%

14. Cong chirc hudng dan ké khai ho so mét lan

. ) "0 o o
la co the hoan thién ho so 96,12% | 20,71% 98,63%

15. Cong chirc giai quyeét cong viée dung quy dinh 86,32% | 98,41% | 92,60% 89.76%
16. Cdng chirc tan tinh gitp do 91,87% | 88.34%
Cong chire noi chung 79,19% | 97.61% | 91.83% 89,49%,
IV. KET QUA

17. Keét qua phu hop véi quy dinh 86,32% | 98,55% | 93,18% 94.65%
18. Ket qua co thong tin day du 87,90% | 9899% | 93.76% | 96,09%
19. Két qua co théng tin chinh xac 85,53% | 9826% | 93.61% | 96,40%
20. Két qua dam bao tinh cong bang 93.03% | 95,80%
Két quil néi chung 86,58% | 98.60% | 93.40% | 95.73%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 71.63% | 100.00% | 89.25% 31.48%
phan anh, kién nghi T : 2l ’

22. Dé dang thuc hién 20p v, phan anh, kién nghi 75,07% | 97,96% | 84.95% 75.93%
23. Co quan tiep nhan va xu ly tich cuc cac gop 71.06% | 9796% | 87.10% 79.63%
y, phan anh. kién nghi B=55e d ; 2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 72,47% | 97,96% | 86,56% 79.17%

72,13% | 95,92% | 84,95% 79,63%
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S e JAYNINH
Cic chi s phin dnh nhin dinh, dinh gii cia NDTC
Nhin dinh Nam2017 | Nam2018 | Nam2019 | Nam 2020
. A3 pha An 3 7 740 0 ) 0
1.Co quan 68 BG phan TNHS,TKQcapxa 52,74% 43.61% 57.83% 57,40%
nhan hd so Bo phan TNHS,TKQcap huyén | 38,13% | 46.87% | 35,04%
(TNHS) va tra Bo phan TNHS, TKQ cép tinh 10,27% 12,53% 5,98%
ket qua (TKQ) Trunz 18 -
el % ; g tam phuc vu hanh
giai qcuyet chinh cong cip tinh WLIZ%6) | 1504 | 1652%
' Khac 0.00% 0,75% 0,85% | 42.60%
Qua nguoi than, ban bé 18,04% 32,08% 23.93% 16.40%
gu
2.Hinh thue Qua can bo, cdng chirc cap xa 56,89% | 56.89% | 7037% | 7.80%
tiep can thong 7 s 5 300
tin vé'corquan Quall:)aphatt.lfanltlhciap xz? 2.85% 9.30%
TNHS, TKQ | Quaphuongtiénthongtin | ) see, | 20,05% | 7.98% | 9.30%
giai quyét gl chung
TTHC Qua mang internet 7,53% 8.52% 5,98% 3,00%
Khac 1,60% 3,01% 2,85% 2,30%
Qua nguoi than, ban bé 5,02% 12,03% 19.66%
Qua cong chure tai noi nop ho o ™ -
50, tra i 83,11% 77,19% 75,21%
3Kénhthong | Quanémyctoongkhaitingl | 40400 | 258196 | 1339%
tin dé biét vé ndp ho 0, tra ket qua ‘
biét ve quy Qua Internet 4.57% 7.27%
dinh TTHC Qua website Cong dich vu s 6%
cong quoc gia i
Qua website tinh/co quan 2,85%
Khac 0,23% 1,00% 0,85%
1 lan 71,46% 27,07% 21,08% 72,54%
456 l§n di lal 2 lén 46.87% 52,990/0
de giai quyét 3 lan 20,55% 14,79% 9,40% 18,89%
TTHC 414n 952% | 15,95%
Khac 5,94% 1,75% 0,57% 4,79%
SCongchirc gay i " o g e
[iliéﬂlﬁ,s{dmfﬁél Co 2,97% 1,25% 2,85% 1,30%
6.Cong chuc
20i ¥ np tién Cé 1,60% 0,00% 0,28%
ngoai phi/l1€ phi
Co gidy hen 86.32%
7.Yiéc co quan Khéng cf) gié}/ hen, do lay 9.40%
viéthen tra két | Kétquingay
qua giai quyét | Khong co giay hen. nhung cong 3,42%
TTHC chirc hen miéng
Khéng co giay hen, méc du tra 2
g ? ; 0,85%
ket qua vao ngay sau do
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—— e LAY NINH
Cic chi s6 phin dnh nhin dinh, ddnh gii cia NDTC _,
Nhin dinh Niam 2017 | Nam 2018 | Niim 2019 | Niim 2020
i Pung hen 92,92% | 91,73% | 88,03% | 89,40%
-VieC cO
i it e Sém hen 0,68% | 075% | 228% | 2,00%
hen tra két qua Tré hen 6,39% 7.52% 9,69% 8.60%
%’;'H‘g'ye‘ (6 thong béo vé viéc tré hen 3571% | 40.00% | 55,56% | 19,50%
C6 xin 16i vi ré hen 10,71% | 20,00% | 62,96% | 2,90%
'8 ' iép huong da 9%
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 86,89%
ctia hinh thite Niém yét tr/c::rn glay tal tru so 84.62%
niém yeét cong - BPIKVIC_ THACC m}h -
khai, hudng Niém yét trén Cong thong tin 30,349
din ;]uy dinh vdién tu tinh ’ 0
TTHC Niém yét trén Cong thong tin 20.91%
dién tr qudc gia s
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh el i
hop cua cac TNHS tai BPMC/TTPVHCC
\ Pl ok s ’ 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh 90454 |37;18%
an ho so A . 2 =
(TNHS) va tré WH%";ZKQ "n‘;fi‘;ul(z'“md“"h S0
két qua (TK NS gl - 0
gidi quydt Q BPMC/TTPVHCC finh s
TTHC TNHS qua intemet, TKQ qua o o
— __dichvubuuchinh | 200 | e
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nim 2017 | Niim 2018 | Niim 2019 | Niim 2020
1 M@ rong cac hinh thirc théng tin 63,50% | 61,42% | 62,16% | 31,62%
ﬁ Eg?r;};::?h‘i:gflt);wng cosovatchat hiéndai | 50 000 | 18.04% | 18.80% | 31.62%
:uz'{:;ﬁ }::Léc}:?fhmem yeét cong khai, minh bach tha 2720% | 15.98% | 24.81% | 22.51%
) y ~ A . - A .
:fuagi%ﬁucng nhan ho so va tra két qua duong 25.80% | 2531% | 39.32%
S.Déy manh dich vu céng truc tuyén mircdo 3.4 27.00% 7.99% 11,28% 16.81%
6.Tiép tuc don gian hoa tha tuc hanh chinh 69,50% | 42,92% | 43,86% | 49,00%
7 Ritt ngdn thoi gian giai quyét thi tuc hanh chinh 5420% | 56,62% | 50,88% | 54.42%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 12,60% | 16,21% | 18,55% | 11,40%
9.Cai thién thai do giao tiép cua cong chirc 580% | 10,05% | 9,52% | 7.98%
10.Cai thién tinh than phuc vu cua cong chirc 5,50% 7.31% 9.,02% 5,70%
11.Nang cao nang luc cua cong chire 8,30% 10,73% | 8,77% 6,84%
ll};'lu?;lt;] l;llcr;: thuc tiep nhan GYPAKNde dang, 1233% | 7.77% $.26%
13.Tiép nhén, giai GYPAKN kip thoi, tich cure 19,10% | 14,38% | 9,02% | 14,25%
14 Khac 080% | 1,60% | 1,00% | 142%




259

TAY NINH

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 70.09% | 86.07% | 86.72% | 88.89%
gon gang, sach sé g ; ’ :

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 68,51% | 75,11% | 8546% | 86.32%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 711.72% | 78.77% | 83.96% | 85.75%
dong tot, de sir dung v ; i i
Tiép cin dich vy néi chung 75,17% | 81,85% | 85,34% | 87,18%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 82,12% | 86,30% | 84,71% | 86,32%
6. Quy dinh TTHC dugc niém yét cong khai day 8131% | 86.07% | 8521% | 83.48%
du, dé hiéu ’ ’ ’ ’
7. Thanh phan ho so dugce yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

81,36% | 87,44% | 85.21% | 87.75%

82,87% | 89,27% | 87,72% | 86,04%

83,38% | 85,62% | 86.47% | 85,19%

80,86% | 82,42% | 85,46% | 84.90%

quy dinh,

Thi tuc hanh chinh néi chung 82,11% | 85,94% | 8591% | 85,19%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 85,89% | 85,62% | 86,72% | 87,18%
11. Cong chirc cham chii lang nghe cau hoi, v kién 82,12% | 84.47% | 85,96% | 86,89%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 81.82% | 85.62% | 85.96% | 87.46%
13. Cong chirc hudng ké khai ho so dé hiéu 81,36% | 85,84% | 87.97% | 87.75%

14. Cong chirc hudng dan ké khai hé so mot lan

. A 0 ) 0
la co the hoan thién ho so 86;33% | 84360 | 85,75%

15, Cong chirc giai quyét cong viéc dung quy dinh 83,12% | 84.47% | 87.22% | 85.47%
16, Cong chirc tan tinh giup do 83,96% | 83,76%
Cong chire noi chung 82.86% | 85,43% | 86,04% | 86,32%
IV. KET QUA

17. Két qua phu hop vai quy dinh 83,12% | 87.44% | 87.72% | 86.89%
18. Két qua co thong tin day du 8434% | 90.64% | 87.72% | 85.47%
19. Keét qua co thong tin chinh xac 83,88% | 89,50% | 87.72% | 88,03%
20. Két qua dam bao tinh cong bang 87,97% | 86,89%
Két quil néi chung 83,78% | 89,19% | 87.78% | 86,82%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 7400% | 65.00% | 7027% | 72.09%
phan anh, kién nghi ? i 2 %
22. Dé dang thuc hién gop v, phan anh, kién nghi 72,00% | 65,00% | 7027% | 69.77%
23. Co quan tiep nhan va xur ly tich cuc cac gop 73.00% | 60.00% | 67.57% | 74.42%
y, phan anh. kién nghi 2 2 ; g
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 73,00% | 62,50% | 69,59% | 72,09%

73,00% | 60,00% | 70,27% | 72,09%
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.. THAIBINH
Cic chi s6 phan d4nh nhin dinh, déinh gii cia NDTC |
Nhén dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
. A ~ha A v 120, 0 0 0
1.Co quan tiép B phan TNHS,TKQ capxd | 50,63% | 4542% | 45,19% | 48.80%
nhén hd so Bophan TNHS,TKQcip huyén | 29,38% | 35.63% | 35,98%
(TNHS) vatra | B phan TNHS.TKQ cép tinh 6,25% 6,04% 2,72%
ket qua (TKQ) Trung {2 .
\ g tam phuc vu hanh
$$H%,yel chinh cocg chp tinh 19,58% | 2417% | 22,18%
Khac 0.83% 0.21% 021% | 51,20%
Qua nguoi théin, ban bé 13,54% | 2625% | 22,59% | 11.40%
2 Hinh thue Qua can bd, cdng chirc cap xa 54,79% | 54.79% | 6297% | 79.30%
tiép can thong : Pz 3 =
fin'vé co quan Qua ll;)a phat than[l;1 ciap xz? 3.97% 26,70%
TNHS, TKQ | Quap UoNg HEN RO | 21.04% | 2021% | 15.69% | 26.70%
giai quyét i chung
TTHC Qua mang internet 5,83% 8.75% 10,25% 8,60%
Khac 2,08% 1,88% 0,84% | 0,50%
Qua nguoi thin, ban be 4,17% 8.54% | 17.36%
Qua cong chic tai noi ndp ho s625% | 7688% | 60.67%
so, tra két qua e it e
3Kénh thong | Quaniemycteongkhaitaingl | 5g 30, | 550804 | 1548%
tin dé biét vé ndp ho s, tra két qua
biét vé quy Qua Internet 4.17% 6,04%
dinh TTHC Qua website Cdng dich vu —
cong quoc gia g i
Qua website tinh/co quan 8,16%
Khac 0,63% 0,00% 0,21%
I lan 88,75% | 32,50% | 40,59% | 78,50%
4.4 13n di lai 2 lan 4521% | 47,07%
dé giai quyét 3 lan 9,38% 1646% | 6,90% | 18,22%
ITHC 4 1an 521% | 4,60%
Khac 1,25% 0,63% 0,84% 1,64%
5Congchiic giy . . . . .
phidn b, sichnhid Co 0,42% 1,46% 0,84% 1,60%
6.Cong chue
goi v nop tién Cé 0,00% 0,21% 0,00%
ngoai phi/l€ phi
Co giay hen 76,36%
A Khéng co giay hen, do lay
7.Viéc co quan Lt qua 17,57%
viet hen tra ket P s fl“; ngal); .
qua giai quyet | NN CO S1ay e, LM cong 5,65%
TTHC churc hen miéng
Khong 6 gidy hen, mic di tra 0,42%

ket qua vao ngay sau do
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—— . THAIBINH
Cic chi s6 phin dnh nhin dinh, dénh gii cia NDTC _,
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vi Duang hen 98,13% | 93.33% | 93,72% | 91,60%
.V1€C CO
i it e Sém hen 167% | 1,88% | 063% | 2.10%
hen tra két qua Tré hen 021% | 479% | 565% | 6,30%
%’;'H‘g'ye‘ (6 thong beo veé viée tré hen 100,00% | 39.13% | 47,06% | 21,10%
Cé xin 16i vi tré hen 0,00% | 8,70% | 41,18% | 9.40%
0 i ié ; B 9 %
9.8 il hiop COI:I? ChL{C trﬁrc n‘eAp hu.orng d.an 90,17%
ciia hinh thirc Niém yeét tr/e;n gidy tai try so 87.24%
niém yeét cong — BPIKVIC_ THACC tn}h -
khai, hudng Niém yét t-raen copg thong tin 84.94%
d?m quy dinh vdlen tu tinh
TTHC Niém yét trén Cong thong tin 84.04%
dién tir quéc gia i
TNHS va TKQ tai
10.Sur 6 phu BPMC/TTPVHCC tinh H08%. | 90,864
hop cua cac TNHS tai BPMC/TTPVHCC
3 ’ o & A L] 0 0
:;?.h tll:gc tiep TKQ qua dich vu buu chinh i i |
an ho so A . 3 =
(TNHS) va tré WH%";ZKQ "n‘;fi‘;ul(z’“md“"h BL3%
két qua (TK LA ua : 0
gidi quydt - BPMC/TTPVHCC finh 78,24%
TTHC TNHS qua internet, TKQ qua & o
————— ___dichvubruchish | st el
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Niim 2019 | Nam 2020
1. Mo rong cac hinh thice thong tin 52,60% | 55,63% | 66,88% | 32,01%
2.Cm thién (_:lgat !uong co s vat chat; hién dai 25.60% | 25.00% | 29.79% | 23.85%
hoa trang thiét bi
r)u:il;ﬁ }fi:lifhmem yeét cong khai, minh bach tha 2230% | 22.92% | 34.79% | 21.76%
- y ~ A . - A \
:L}‘u agi% r<iuorng nhan ho so va tra két qua duong 37.92% | 33.33% | 55.86%
5.Day manh dich vu cong tnre tuyén mirc d6 3, 4 21,20% 8.75% 8,33% 19.04%
6.Tiép tuc don gian hoa tha tuc hanh chinh 86,00% | 53,33% | 40,00% | 50,84%
7 Ritt ngdn thoi gian giai quyét thi tuc hanh chinh 50,20% | 4521% | 42,29% | 46,86%
8.Giam phi/lé phi giai quyét thu tuc hanh chinh 13,70% | 14.,58% 10,00% | 13,60%
9.Cai thién thai do giao tiép clia cong chirc 7.90% | 479% | 292% | 523%
10.Cai thién tinh than phuc vu cua cong chirc 4.90% 3.54% 3,75% 3.97%
11.Néang cao nang lyc cua cong chire 7,20% 8,13% 9,79% 10,25%
ll};'luzzlt;] l;llgrl: thuc tiep nhan GYPAKNdé dang, 1042% | 5.21% 6.69%
13.Tiép nhan, giai GYPAKN Kkip thoi, tich cure 7,70% 9,38% 12,29% | 9,21%
14 Khac 0,70% 0.21% 0,83% 0,63%
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THAI BlNH

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 78.60% | 91.67% | 91.04% | 87.03%

gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 69.53% | 87,50% | 89,79% | 88.28%

4. Trang thiet bi phuc vu nguoi dan, t6 chitc hoat | 43 590, | 99 4294 | 90.21% | 87.87%

dong tot, de sir dung

Tiép cin dich vy néi chung 75,99% | 90,42% | 90,26% | 87,66%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 79,77% | 93,13% | 88,75% | 87,03%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 8023% | 94.38% | $8.54% | 86.40%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

82,09% | 92,08% | 90,00% | 87.45%

82,79% | 95,63% | 90.42% | 88.91%

80,23% | 94,17% | 90.42% | 84.52%

79,07% | 93,33% | 84,79% | 83.05%

quy dinh,

Thi tuc hanh chinh néi chung 80,42% | 94,13% | 88,58% | 85,98%
11L. CONG CHUC

10, Cong chirc co thai do giao tiép lich su 74,65% | 93,13% | 8833% | 86,82%
11. Cong chirc cham chii lang nghe cau hoi, v kién 72,33% | 93,33% | 85,63% | 86,82%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 73.72% | 92.08% | 86.46% | 86.40%
13. Cong chirc huong ké khai ho so dé hiéu 73,26% | 94,58% | 88,13% | 86,61%

14. Cong chirc hudng dan ké khai hé so mot lan

g ) 0 2Q0 0
la co the hoan thién ho so WhN | BT | 8,10%

15. Cong chirc giai quyeét cong viée dung quy dinh 76,05% | 94,17% | 88,75% | 89,75%
16, Cong chirc tan tinh giup do 84,38% | 87,24%
Cong chire noi chung 74,00% | 93,65% | 86,99% | 86,82%
IV. KET QUA

17. Két qua phu hop véi quy dinh 76,05% | 93.96% | 9021% | 87.66%
18. Két qua co thong tin day du 7930% | 9521% | 90,63% | 89.12%
19. Keét qua co thong tin chinh xac 80,70% | 94,79% | 91,04% | 90,38%
20. Két qua dam bao tinh cong bang 90,42% | 89,33%
Két quil néi chung 78,68% | 94,65% | 90.57% | 89.12%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 7060% | 8750% | 65.52% | 71.05%
phan anh, kién nghi ? % i -
22. Dé dang thuc hién 20p v, phan anh, kién nghi 6731% | 83,33% | 75.86% | 73.68%
23. Co quan tiep nhan va xur ly tich cuc cac gop 69.78% | 87.50% | 68.97% | 68.42%
y, phan anh. kién nghi 2 : ¢ i
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 69,07% | 84,38% | 6724% | 71,05%

68,60% | 79,17% | 58,62% | 71,05%
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e —— HALNGUYEN
Ciic chi 6 phiin dnh nhan dinh, dénh gid cia NDTC
Nhin dinh Nim2017 | Nim2018 | Nam2019 | Niim 2020
] A 1A AL~ 0 5 .0 0 2 9,
| Gl Bophan TNHSTKQcapxa | 50.83% | 51.46% | S042% | 62,00%
nhan hé so Bophan TNHS,TKQcip huyén | 33.82% | 36,82% | 38.33%
(TNHS)vatra |  Bophan TNHSTKQaap tinh | 1826% | 21,13% | 18.54%
ket qua (TKQ) Trone 12 -
s Y g tam phuc vu hanh
%‘;}_{%’yet chinh cong cép tinh il 0% Lol
Khac 0,83% 0.21% 1,04% | 38,00%
Qua ngudi thin, ban beé 23,65% | 17,99% | 3021% | 16,80%
2 Hinh thire Quacinb,congchiccapxd | 61.09% | 61,09% | 66.25% | 80,20%
tﬁp\‘é“':d tgﬁgﬁ Qua loa phat thanh cip x3 2,92% | 12,70%
TNHS, TKQ | Qua Ph”;’;gczgggthmg 0| 1950% | 2469% | 12.50% | 12,70%
giai quyet
TTHC Qua mang internet 9.54% 7.95% 13,75% 4.70%
Khac 4,99% 3.77% 0,63% 0,20%
Qua nguoi than, ban be 3,94% 523% | 14,58%
Qua cong chic i noindp. | g 790, | 69.67% | 77.71%
ho so, tra ket qua ) : 3
3Kénh thong | Quaniemyetcongkhaitainoi | 545000 | 351504 | 18.75%
tin dé biét vé ndp ho 50, tra ket qua
biét vé quy Qua Internet 4.77% 5.86%
dinh TTHC Qua website Cong dich vu 3 5491
cong quoc gia $ers
Qua website tinh/co quan 5,63%
Khac 1,04% 0,00% 0,00%
1 lan 69,50% | 31,17% | 19,58% | 85,10%
4:56 lZAII] di la1 2 lé.n 51,05% 61.67%
dé giai quyeét 3 lan 2531% | 14,44% | 10,63% | 13,61%
I'THC 4 14n 335% | 7,92%
Khac 2,49% 0.00% 0,21% 0.86%
SC{]'gd‘:ny:y < 0 0, 0 0
b schohid Co 1,46% 1,26% 042% | 100,00%
6.Cong chue
g0 ¥ ndp tién Co 0,83% 0,00% 0,00%
ngoai phi/lé phi
Co gidy hen 87,71%
7 Via Khéng co giay hen, do lay
Vigc co quan # - 10.83%
viét hen tra lgét . ket' qua ngay
qua giai quyét Khong o giay hen, nhung 1,25%
TTHC cong chirc hen miéng
Khéng co gidy hen, mac du tra 021%

két qua vao ngay sau do
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THAI NGUYEN

Cic chi s6 phin dnh nhén dinh, dinh gii cia NDTC

Nim 2019

Nhén dinh Nam 2017 | Nam 2018 Niam 2020
T Ping hen 94,61% | 95,82% | 9542% | 96,70%
Vigc co
it it A Som hen 166% | 2.51% | 104% | 0,70%
hen tra két qua Tré hen 3.73% 1.67% 3.54% 2.60%
%‘;'Hqélyel Co thong bao vé vige ré hen 55,56% | 37.50% | 23,53% | 88.50%
(6 xin l6i vi ré hen 22.22% | 37.50% | 23.53% | 28,20%
o:Si phili b Céng chire truc tiép huong dan 96,46%
B . Niém yet trén giay tai tru so
cua hinh thuce y giay 1ai in 95,42%
niém yét cong - B PyC/_T T[!CC t‘[’h -
khai, hudng Niém yeét t.r‘en Qopg théng tin 94.38%
dﬁn quy dinh dién tu tinh
TTHC Niém yét trén Cong thong tin 95.00%
dién tir quc gia i
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh AR | RAPA
hgp cla cac TNHS tai BPMC/TTPVHCC
. P o A 1 0, 0
h;l'lh t::';rc tiep TKQ qua dich vu buu chinh Hapdve | 93,855
nhan ho so \ 3 s =
(TNHS) v tri TI\IHSva’;Kpraddlr\rf:x(gJ:;dmh 94.38%
két qua (TKQ) I'NHS qua intermet, -
i quyét BPMC/TTPVHCC finh 90,63%
TTHC TNHS qua intemet, TKQ qua 4 "
S ~dichvubwuchinh 79,711% | 91,67%
Cic chi s6 phian anh mong dogi cia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@ rong cac hinh thire thong tin 58,50% | 63,20% | 6423% | 22.92%
7 v .- A ~ > - . h’ > “A -
-.F)m thién glgat !uomg co so vat chat; hién dai 2520% | 21.21% | 23.43% 11.46%
hoa trang thiét bi
fugina% }::L(r:c]:?fhmem yet cong khai, minh bach thu 1720% | 26.40% | 21.55% 11.67%
s.l;fuagig:;uong nhan ho so va tra két qua duong 28.48% | 31.80% | 38.96%
5.Pay manh dich vu cong truc tuyén mire do 3, 4 26,50% | 16,63% | 10,67% | 18,75%
6.Tiép tuc don gian hoa tha tuc hanh chinh 82,40% | 47,40% | 4728% | 67.50%
7.Rut ngdin thos gian giai quyét thi tuc hanh chinh 55,50% | 38,88% | 42.47% | 69,58%
8.Giam phi/l€ phi giai quyét tht tuc hanh chinh 12,50% 10,81% 15,27% 17.50%
9.Cai thién thai do giao tiép clia cong chirc 1,50% | 6.86% | 439% | 229%
10.Cai thién tinh than phuc vu cua cong chirc 3.,40% 3.95% 3.97% 2.50%
11.Nang cao nang luc cua cong chuc 4.50% 9.36% 12.13% 9.79%
a A R . . A - =48
1-.?0‘111 hinh thire tiép nhan GYPAKNde dang, 11.02% 7.74% 13.33%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 8,20% 13,93% | 14,02% | 13,54%
14 Khac 0,00% 1,66% 0,84% 0,00%
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THAI NGUYEN

Cic chi s phin dnh sy hai long ciia NDTC |

Hailong Nim 2017 | Nim 2018 | Nam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s& co quan tiép nhan ho so, tra két qua co
bién hiéu, huéng dan rd rang, dé thay ,
2. Tn_f SO co quan tiép nhan ho so, tra két qua 91.18% | 88.59% | 88.91% | 95.00%
gon gang, sach sé
3. Trang thiét bj phuc vu nguoi dan, to chire day di | 82.80% | 7137% | 8891% | 93.13%
4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chire hoat 89.46% | 83.20% | 89.12% | 93.13%
dong tot, de sir dung
Tiép cin dich vy néi chung 89,25% | 83,09% | 88,70% | 94,27%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 97,85% | 92,95% | 91.42% | 94,17%
2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 96.77% | 93.78% | 92.89% | 95.21%

u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh
9. Thoi han giai quyét tha tuc hanh chinh la dang

93,55% | 89,21% | 87,87% | 95,83%

96,56% | 94,40% | 92.26% | 94.58%

95.91% | 94,19% | 92,26% | 92,29%

95,48% | 89,63% | 90,17% | 94.58%

quy dinh,

Thii tuc hanh chinh néi chung 96,51% | 92,99% | 91,80% | 94,17%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 95,26% | 86,72% | 86,61% | 95.21%
11. Cong chirc cham chii lang nghe cau hoi, v kién 96,34% | 89.,83% | 86,40% | 92,29%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 94.62% | 89.83% | 88.91% | 91.46%
13. Cong chirc huong ké khai ho so dé hiéu 95,05% | 90,04% | 87.87% | 91.67%

14. Cong chirc hudng dan ké khai hé so mot lan

. A 0 0 0,
la co the hoan thién ho so 87,760% | 80403 | 90,00%

15. Cong chirc giai quyeét cong vige dung quy dinh 96,99% | 88,17% | 89,54% | 95.63%
16. Céng chirc tan tinh giup d& 85,77% | 91,46%
Cong chire noi chung 95,65% | 88,73% | 87.36% | 92,53%
IV. KET QUA

17. Két qua phu hop vai quy dinh 96,99% | 90,66% | 93,72% | 95,00%
18. Két qua co thong tin day du 96,77% | 93.36% | 93.31% | 95.63%
19. Keét qua co thong tin chinh xac 97,20% | 92,95% | 94,14% | 95,63%
20. Két qua dam bao tinh cong bang 93,72% | 94,58%
Két quil néi chung 96,99% | 92,32% [ 93,72% | 95.21%

V. TIEP NHAN, XU LY Y KIEN GYPAKN

~ " ~ . B , - A ~ v .
..1._ Cq quan co bo.m hinh thic tiép nhan gop vy, 90.15% | 74.29% | 70.00% | 54.55%
phan anh, kién nghi

22. Dé dang thuc hién 20p v, phan anh, kién nghi 9087% | 71,43% | 75,00% | 63.64%
23 Coquan tiep nhanvaxirly tch oyo che 80| i gaar | 51,498 | 65.00%: | 636485
y, phan anh. kién nghi

24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop y, phan anh, kién nghi

Tiép nhan, xir Iy GYPAKN néi chung 91,72% | 71,43% | 67,50% | 56,82%

93,89% | 68,57% | 60,00% | 45.45%
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Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC )
Nhin dinh Nim2017 | Nam2018 | Nam2019 | Niam 2020
: 5 pha a1 X 36° 0 5 0 0
1.Co quan iép B phan TNHS, TKQ cip xa 5036% | 4920% | 52,57% | 69,10%
nhan ho so Bo phian TNHS.TKQcap huyén 3585% | 37.12% | 34,59%
(TNHS) va tra BG phan TNHS TKQ cap tinh 10,89% 9.17% 8.76%
3 P cap
két qua (TKQ) - : :
gidi quyét Trung ‘ag‘égg‘;%;‘:i:z"h chinh |18 00% | 17.76% | 18.28%
TTHE Khéc 2,18% 0,29% 0,15% 30.90%
Qua nguot than, ban bé 22.64% 23,87% 35.20% 16,10%
2 Hinh thire Qua can b, cong chire cap xa 62,45% | 62.45% | 5227% | 75.10%
tiep can thong . T o 5 5
& el i Qua loa phat thanh cap xa 22,05% | 20,90%
TNHS, TKQ | Quaphuong hénthong tindal | »3 950, | 23449 | 2175% | 20.90%
giai quyet chung
TTHC Qua mang internet 12.34% 7,13% 10,12% 10,40%
Khac 2,90% 291% 0,76% 0,90%
Qua nguoi than, ban be 7.11% 5,68% 15,71%
Qua cong chuc tal nn0p b0 | o) s5ue | 6448% | 60,12%
so, tra ket qua
3Kénhthong | Quaniemyctcongkhaitaingi | 45 o500 | 36970, | 38079%
tin dé biét vé ndp ho so, tré ket qua
biét vé quy Qua Internet 9,58% 6,70%
dinh TTHC Qua wePsne CA_cmg‘d;ch vu 6.80%
cong quoc gia
Qua website tinh/co quan 6,50%
Khac 0,44% 0,58% 0,00%
I lan 86,07% 30,86% 30,97% 75,00%
4.S6 14n di lai 2 lan 55.46% | 5544%
dé giai quyét 3 lan 11,18% | 8,30% 10,12% | 19,28%
TTHC 4 lan 466% | 3.32%
Khac 1,89% 0,73% 0,15% 2,75%
5.Congchire gy : 0 0 0 0
phién hi, sich nhidu Co 2,61% 1,46% 1.51% 1,30%
6.Cong chuc
goi y ndp tién Co 1,74% 0,73% 0,60%
ngoai phi/l€ phi
Co giay hen 76,74%
7.Viée co quan Khong co giﬁ.y hen, do lay két 13.29%
viet hen tra ket —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 9.37%
TTHC chirc hen miéng ]
Khong c6 gidy hen, méc du tra keét 0.60%

qua vao ngay sau do
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THANH HOA

Cic chi s6 phin dnh nhén dinh, dinh gi cia NDTC

Nam 2019 | Nam 2020

Nhén dinh Nam 2017 | Nam 2018
T bung hen 95,07% | 93,16% | 95,62% | 95,10%
Vigc co
qua:gm - Som hen 131% | 3.20% | 181% | 6.00%
hen tra ket qua Tré hen 363% | 3.64% | 2.57% | 4.30%
%‘;'Hqcuyé‘ Co thong bao vé vige tré hen 24,00% | 32.00% | 45,00% | 30,30%
(6 xin I6i vi tré hen 8,00% 16,00% | 38,33% | 23.30%
- , A ¢ x 950
osupitep [ SR e e
cua hinh thirc S ; 91,53%
niém yét cong — B PLVIC/_T TI“!CC t‘[’h -
khai, hudng Niém yeét t.rAen Qopg théng tin 88.35%
dﬁn quy dinh dién tu tinh i
TTHC Niém yét trén Cong thong tin 85179
dién tir quc gia a8
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh il s
hop cua cac TNHS tai BPMC/TTPVHCC
. Y ' o 30
h;l'lh t}l:krc tiep TKQ qua dich vu buu chinh il s
nhén ho so . 3 5 =
(TNHS) v tri Tx\IHSva’IKpracid)r\[f]u(gJ;dmh 90,77%
két qua (TK INHS quainteme, 549
i quyét 2 BPMC/TTPVHCC 81,54%
TTHC TNHS qua intemet, TKQ qua 8035% | 83.06%
| dichwbmchioh | ’ '
Ciic chi s§ phan anh mong doi cia NDTC
i Nam 2017 | Nam2018 | Nam2019 | Nam 2020
Mong doi
1.M@ rong cac hinh thire thong tin 50,40% 76,92% 68,12% 40,94%
> Cai thia X %A nhiaee LA -
_.pm thién gl:at !uqng co so vat chat; hién dai 26.70% 26.56% 32.46% 24 92%
hoa trang thiét bi
3.Tﬁng cuong niém yet cong khai, minh bach 36.10% | 3643% | 34.50% 19.79%
thu tuc hanh chinh 3
sfuag%ﬁuong nhan ho so va tra két qua duong 4049% | 31.73% 52.57%
5Pay manh dich vu cong truc tuyén mirc 4o 3, 4 37.00% | 5,22% 8.30% 13,29%
6.Tiép tuc don gian hoa tha tuc hanh chinh 79.40% | 4122% | 36,83% | 45,17%
7 Ritt ngdin thori gian gidi quyét thi tuc hanh chinh 39,00% | 33.82% | 4192% | 6027%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 13,20% 7,98% 12,37% 12,99%
9.Cai thién thai do giao tiép ciia cong chire 280% | 3,19% | 3.93% | 423%
10.Cai thién tinh than phuc vu cua cong chirc 2.,00% 2,32% 2.47% 4.53%
11.Nang cao nang luc cua cong chuc 5,10% 8,71% 6.40% 7,55%
" A s v . A - =
l:,.Bo tri Pm.h. thire tiép nhan GYPAKNde 5.37% 9.46% 5.14%
dang, thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 8,80% 11,03% 11.06% 8.31%
14 Khac 0,30% 0,58% 0,73% 0,00%
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THANH HOA

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhin ho so, tra két qua 81.48% | 87.52% | 89.96% | 92.60%
gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day da | 76,56% | 7533% | 86,46% | 91,09%
4; Tra?g tim?t bi phuc vu nguoi dan, to chire hoat 79.16% | 8041% | 85.15% | 90.63%
dong tot, de sir dung
Tiép cin dich vy néi chung 80,71% | 83.24% | 87.81% | 91,77%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 89,44% | 88,68% | 88,06% | 91,99%
6.q Qu:y c_iifh TTHC dugc niém yét cong khai day 86.11% | 87.95% | $8.94% | 91.69%
du, dé hiéu

7. Thanh phan ho so dugce yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau ndp
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

85,65% | 89,70% | 89,67% | 92,75%

84.80% | 89,55% | 9141% | 92.15%

82,49% | 87,95% | 90.68% | 86,71%

81,62% | 88,53% | 85,59% | 84.14%

quy dinh,

Thi tuc hanh chinh néi chung 84,89% | 88,53% | 88,94% | 89,34%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 81,33% | 86,94% | 83,70% | 89,12%
11. Cong chirc cham chii lang nghe cau hoi, v kién 78,15% | 87,08% | 86,03% | 88,52%
12. Cong chir tra 161, giai thich cau hoi, y kién day du | 76.56% | 87.52% | 87.63% | 87.92%
13. Cong chirc hudng ké khai ho so dé hiéu 75.25% | 90,71% | 85.59% | 86,86%

14. Cong chirc hudng dan ké khai hé so mot lan

g ) 0 20, 0
la ¢o thé hoan thién ho so 7,000 | 803 | 85,95%

15. Cong chirc giai quyét cong viéc dung quy dinh 85,38% | 88,24% | 8734% | 91,69%
16. Céng chure tan tinh giup do 85.30% | 89.12%
Cong chire noi chung 79.33% | 87.93% | 85,98% | 88,45%
IV. KET QUA

17. Keét qua phu hop véi quy dinh 85,38% | 89,11% | 89,52% | 91,38%
18. Ket qua co thong tin day du 82,05% | 91,44% | 90,54% | 92.59%
19. Keét qua co thong tin chinh xac 82,20% | 91,15% | 9127% | 93.04%
20. Két qua dam bao tinh cong bang 88,94% | 92,28%
Két qui noi chung 83.21% | 90,57% | 90.07% | 92.32%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7811% | 83.62% | 74.14% | 84.34%
phan anh, kién nghi ? ? e :

22. Dé dang thuc hién 20p v, phan anh, kién nghi 7495% | 85,34% | 81,03% | 83.13%
23. Co quan tiep nhan va xur ly tich cuc cac gop 76.92% | 81.03% | 7931% | 80.72%
y, phan anh. kién nghi RN ? ; ?
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 76,97% | 83,41% | 78.45% | 81,63%

7791% | 83,62% | 79,31% | 78,31%
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| THUA THIEN - HUE
Cic chi sb phin dnh nhén dinh, dénh gi4 cia NDTC

Niam 2019

Nhén dinh Nim 2017 | Nim2018 Niim 2020
| Cor quan tiép Bo phan mHS,TKQcépxs 42,50% | 4224% | 4021% | 69,30%
nhan hd so Bophan TNHS, TKQcap huyén | 32,08% | 31,88% | 38,54%
‘(<1;?1H§)(¥‘;( t(r)é B phin TNHS, TKQ cép tinh 11,67% | 4,55% | 7,08%
et qua a -
%;n: qéxyén : Tr‘;ﬁf’n;azggg‘:;;‘&:;"h 1917% | 23.19% | 21.25%
Khac 1.25% | 0.83% 1,25% | 30,70%
Qua ngudi than, ban be 13,54% | 2195% | 17.92% | 14,00%
2 Hinh thire Quacinbd,cngchiccapxa | 58,18% | 58,18% | 62.71% | 68,70%
gi"v‘é@‘é‘(;’;ﬁgﬁ Qua loa phét thanh cap xa 5,63% | 13,60%
TNHS, TKQ | Quaphuongtienthongtindal | 4 J00, | 184304 | 1479% | 13,60%
giai quyet ching
TTHC Qua mang internet 8,96% 10,35% 11,67% 4,60%
Khac 3,33% 1,86% | 2,08% | 4,40%
Qua nguoi than, ban bé 3,13% | 6.63% | 11,88%
Qua céng chitc tai noi ndp ho | 25 500 | 69 0804 | 67.50%
80, tra ket qua : ¢ !
3Kénh thong | Quaniemyétconghaifingl | g 400 | 551504 | 21,25%
tin dé biét vé nop hd so, tra ket qua i i ’
biét vé quy Qua Internet 4,17% 8.49%
dinh TTHC Qua we!)site C fmg_dich vu 3.33%
cong quoc gia ¢
Qua website tinh/co quan 8,75%
Khac 021% 1,.86% | 0,83%
1 lan 84,17% | 1925% | 24,79% | 80,79%
4_56 l?m di lai 2 lé‘m 60.87% 57.50%
dé gidi quyét 3 lan 13,13% | 1429% | 10,63% | 14,61%
TTHC 4 1an 3.52% | 5,00%
Khac 2,08% | 2,07% | 2,08% 1,67%
;S;’f’:;g‘g';yhm Co 1.88% | 145% | 2,08% | 1,50%
6.Cong chuc
goi y l%(}p tién Co 063% | 021% | 021%
ngoai phi/lé phi
Co gidy hen 81.25%
7.Vidc co quan Khong co giexl'y hen, do lay két 10.63%
viét hen tra ket _____qua ngay .
qua gidi quyét | Khongco gidy hen, nhung cng 6,88%
TTHC chug hen miéng
Khong co gidy hen, mac du tra ket 1.25%

qua vao ngay sau do
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THUA THIEN - HUE

Nhin dinh Nam 2017 | Nam 2018 | Nam 2019 | Niam 2020
T Puang hen 93,96% | 93,79% | 93,13% | 92,10%
Viéc co :
quan gitt dung Sor:n hen 1,46% 2,69% 2,71% 2,90%
hen tra két qua Tré hen 4.58% 3,52% 4.17% 5,00%
%‘;'Hqélyel Co thong baio vé vige tré hen 36,36% | 47,06% | 61,11% | 44.40%
C6 xin 16i vi tré hen 18,18% | 23.53% | 55,56% | 2.80%
Ay &5 . A : X 59
9.8t phitthop C;r.l::: chui ltn;rc u.eAp l::();ng d.an 93,75%
cta hinh thie I YL G Sy Tl i ae 93,54%
niém yét cong _B PLVIC{TT I—!CC tinh
khai, huéng Niém yeét t_r?n (;opg théng tin 91.67%
dan quy dinh — ;dlefl L ah T
TTHC Niém ye.E trep Copg thong tin 92.08%
dién tr quoc gia ’
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh BI04 | 25830
hop cua cde [ TNHS tai BPMC/TTPVHCC
hinh thite i€p | TKQ qua dich vu buu chinh S5, | Dok
nhan hé so — :
¢ T A "0
(TNHS) va tré TNHSva';KprJt:ﬁ‘:’l —;::J( gz:ﬁdnnh 92,92%
két qua (TK INHS quain 0
St (RIO) BPMC/TTPVHCC tinh 89,58%
S gy TNHS qua intemet, TKQ
TTHC v qua intemet, qua o 0
S ~dichvubuuchinh 90,48% | 90,83%
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M& rong cac hinh thire thong tin 65.30% | 65,30% | 65,30% | 65,30%
. = 4 . A e, Lt A .
2.'Ca| thién <‘:tmt !ucmg co sO vat chat; hién dai 20.90% | 29.90% | 29.90% | 29.90%
hoa trang thiét bi
3.Téqg cub'pg niém yét cong khai, minh bach thu 24.60% | 24.60% | 24.60% | 24.60%
tuc hanh chinh 2 : ! h
4. Tang cuong nhan ho so va tra két qua dudong
buu dién
5 Pay manh dich vu cong true tuyén mire d6 3, 4 33.60% | 33,60% | 33,60% | 33,60%
6.Tiép tuc don gian hoa thu tuc hanh chinh 78.10% | 78,10% | 78,10% | 78.10%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 37,20% | 37,20% | 37,20% | 37.20%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 6,90% | 6,90% | 6,90% | 6,90%
9.Cai thién thai do giao tiép cua cong chirc 2,50% | 2.50% | 2.50% | 2,50%
10.Cai thién tinh than phuc vu cua cong chirc 1,70% 1,70% 1,70% 1,70%
11.Nang cao nang luc cua cong chuc 6,10% 6.10% 6,10% 6,10%
12.B6 tri hinh thirc tiép nhan GYPAKNdé dang,
thudntién hon
13.Tiép nhén, gidi GYPAKN kip thoi, tich cuc 11,30% | 11,30% | 11,30% | 11.30%
14.Khac 1,50% 1,50% 1,50% 1,50%
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THUA THIEN - HUE
Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 80.17% | 89.58% | 8747% 85.33%
gon gang, sach sé g 4 : S

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 72,65% | 81,67% | 8596% | 85.33%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 7766% | 84.17% | 85.75% 84.29%
dong tot, dé sir dung ? ? K2 e
Tiép cin dich vy néi chung 79,39% | 86,46% | 86,93% 85,43%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 91,02% | 89,38% | 86,83% | 91,67%
6. Quy dinh TTHC dugc niém yét cong khai day 89.77% | 89.58% | 86.83% | 90.17%
du, dé hiéu ’ ’ ’ ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

87,06% | 90,42% | 88,55% 86,75%

91,02% | 92,08% | 87,90% 90,17%

88,31% | 90,21% | 87,69% 91,88%

89,77% | 87,50% | 84,67% 91.88%

quy dinh,

Thi tuc hanh chinh néi chung 89,98% | 89,75% | 86,78% 91,15%
111. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 90,40% | 91,46% | 86,61% 87,67%
11. Cong chirc cham chii lang nghe cau hoi, v kién 87,47% | 89,79% | 86,39% | 85,08%
12. Cong chirc tra 1i, giai thich cau hoi, y kien day du | 86,.85% | 88,54% | 8531% | 85.63%
13. Cong chirc huong ké khai ho so dé hiéu 87,68% | 88,54% | 84.45% | 87.67%

14. Cong chirc hudng dan ké khai ho so mét lan

. A 0 10 0
la co the hoan thién ho so 86,950 | SL.a% 93,63%

15, Cong chirc giai quyét cong viéc dung quy dinh 88,10% | 87,29% | 85,96% 86,28%
16. Cong chirc tan tinh giup d& 84.02% | 86,28%
Cong chire noi chung 88,10% | 88,75% | 84.94% 86,32%
IV. KET QUA

17. Két qua phu hop véi quy dinh 88.10% | 89.79% | 85.96% | 89.83%
18. Két qua co thong tin day du 89.56% | 90.42% | 87.47% | 90.87%
19. Két qua co thong tin chinh xac 89,77% | 91,04% | 87.26% 90,17%
20. Két qua dam bao tinh cong bang 87.47% | 89,83%
Két quil néi chung 89,14% | 9042% | 87.04% | 90,17%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 5065% | 61.11% | 71.79% 78 05%
phan anh, kién nghi T ? il o
22. Dé dang thuc hién gop v, phan anh, kién nghi 57.89% | 50,00% | 69.23% 76,62%
23. Co quan tiep nhan va xu ly tich cuc cac gop 5789% | 50.00% | 6923% 71.85%
y, phan anh. kién nghi 2 X i 2
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 57,02% | 52,78% | 69,23% 75,28%

52,63% | 50,00% | 66,67% 73,68%
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e L CIANG__
Cic chi s6 phin dnh nhan dinh, dinh gii cia NDTC
Nhin dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
, 5pha A1 X3 0 0 19 0
{Bepquan o Bo phan TN.HS,TKQ cap xa 41,88% | 44,92% | 44,76% | 55.20%
nhan hd so Bophin TNHS.TKQcip huyén | 42,08% | 41.90% | 37,99%
(TNHS) va tra B& phan TNHS.TKQ cap tinh 17,08% | 1641% | 12.66%
: p cap
két qua (.TKQ-) Trung tam phuc vu hanh chinh
gidi quyét S e LT | 2l || 502
TTHE Khic 1.88% | 086% | 0.66% | 44.80%
Qua nguot than, ban bé 20.83% 22.03% 19,21% 30,00%
2 Hinh thic Qua can bd, cong chire cap xa 6739% | 67.39% | 64.41% | 75.20%
gﬁpvgac“o"c‘lzgﬁ Qua loa phat thanh cip xa 524% | 13,10%
TNHS, TKQ | Quaphuong énthongtindal | 7710, | 19100 | 939% | 13.10%
giai quyet chung
TTHC Qua mang internet 4,58% 6,26% 3.71% 10,60%
Khac 7.71% 3,24% 5.90% 0,20%
Qua nguoi than, ban be 5,63% 7.78% 11,35%
Qua cong chuc ta no1 ndp b0 | 49101 | 82.079% | 72.93%
S0, tra két qua
3Kénhthong | Quaniémyctcongkhal@ingl |y, g0 | jog104 | 15720%
tin dé biét vé nop ho so, tré ket qua
biét vé quy Qua Internet 3.33% 3.24%
dinh TTHC Qua website Cong dich vu 11679
cong quoc gia i
Qua website tinh/co quan 4.37%
Khac 1,67% 0,43% 1,53%
I lan 67.50% | 33,48% | 27,51% | 72,92%
4.56 14n di lai 2 lan 41,68% | 47.16%
dé giai quyét 3 lan 23.13% | 15,55% | 14,19% | 18,75%
ITHC 4 14n 756% | 9,83%
Khac 5,83% 1,73% 1,31% 3.96%
SCf"I\gd‘lfrcg?y I 0 0 4;0 0
i b, sich i Co 1,67% 1,51% 1,75% 1,00%
6.Cong churc
201 v nop tién Co 0,83% 0,22% 0,87%
ngoai phi/l€ phi
Co gidy hen 88,86%
7.Viée co quan Khong co gié.y hen, do lay két 9.83%
viet hen tra ket —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 1.09%
TTHC chug: hen miéng i
Khong c6 gidy hen, méc du tra keét 0.22%

qua vao ngay sau do
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TIEN GIANG

Cic chi s6 phin dnh nhin dinh, dinh gii cia NDTC

Nam 2020

Nhén dinh Nam 2017 | Nam2018 | Niim 2019
T Ping hen 91,88% | 90,50% | 94,32% | 90,60%
Vigc co .
quan gitr diing Som hen 188% | 1.73% | 1.75% | 1,20%
hen tra két qua Tre hen 6,25% 7.78% 3.93% 8,10%
%‘;'Hqué‘ Co thong bao vé vige tré hen 40,00% | 33.33% | 38,10% | 34.00%
(6 xin Ioi vi ré hen 13,33% | 11.11% | 47.62% | 10,30%
A . < 4 p X 0
osuphitey [ Closchic ety v
ctia hinh thirc ey ki 82,10%
niém yét cong - B PLVIC/_T T[!CC t‘[’h -
khai, hudng Niém yeét t.r‘en Qopg théng tin 77.51%
dﬁn quy dinh dién tu tinh i
TTHC Niém yét trén Cong thong tin 78.17%
dién tir quc gia 2l
TNHS va TKQ tai
10.Su dd phu BPMC/TTPVHCC tinh il R
hop ciia cac TNHS tai BPMC/TTPVHCC
. P . A 1 0 2 i}
h;l'lh t::';rc tep TKQ qua dich vu buu chinh BT | ¥3,80%
nhan ho so \ 3 s =
(TNHS) vé trd TM{SW’;Kpradd);f:x(gJ;dnnh 73,80%
két qua (TK INHS quaintemet, 370
i quyét 2 BPMC/TTPVHCC 05,37%
TTHC TNHS qua intemet, TKQ qua ” 5
B - dichvu‘b}mchinh — 83,15% | 69,80%
Cic chi so phan anh mong dgi ciia NDTC
Mong dgi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1.M@ rong cac hinh thire thong tin 61,00% | 59.58% | 65.23% | 33.19%
> Cal thia X %P nliaee LA -
-.F)m thién glgat !uomg co so vat chat; hién dai 3830% | 37.08% | 24.84% | 22.71%
hoa trang thiét bi
3.Té:3g cuong niém yet cong khai, minh bach thu 26.50% | 22.08% | 32.61% | 22.49%
tuc hanh chinh ! .
s.l;fuagig:;uong nhan ho so va tra két qua duong 2125% | 22.03% | 30.35%
5.Pay manh dich vu cong truc tuyén mire do 3, 4 37,70% | 854% | 1037% | 14.85%
6.Tiép tuc don gian hoa tha tuc hanh chinh 76,50% | 41,88% | 40,60% | 59.61%
7.Rut ngdin thos gian giai quyét thi tuc hanh chinh 36,00% | 4938% | 49,03% | 48,91%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 9,20% 13,96% | 13.82% | 15,72%
9.Cai thién thai do giao tiép clia cong chirc 560% | 729% | 670% | 7.21%
10.Cai thién tinh than phuc vu cua cong chirc 3,10% 6,04% 5,83% 5.68%
11.Nang cao nang luc cua cong chuc 6,70% 8.13% 9,07% 11.57%
12.Bo tri hinh thic tiép nhin GYPAKNdé dang, 1269% | 6.94% | 12.66%
thuantién hon = 1 *
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 12,50% | 11,67% | 9,94% 14.41%
14 Khac 0,40% 1,67% 2,16% 0,66%
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TIEN GIANG

Ciic chi sé phin dnh sy hai long ciia NDTC_ |

Hailong Nim 2017 | Niam 2018 | Niam 2019 | Niam 2020
L. TIEP CAN DICH VU
1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay
2. Tru sO co quan tiép nhin ho so, tra két qua 73.54% | 75.21% | 87.47% | 86.90%
gon gang, sach sé
3. Trang thiét bj phuc vu ngudi dan, to chire day di | 66,46% | 66,67% | 8596% | 86,03%
4; Tra?g tbi(?t bi phuc vu nguoi dan, to chire hoat 69.38% | 69.58% | 85.75% | 85.59%
dong tot, deé sir dung
Tiép cin dich vy néi chung 72,29% | 72,03% | 86,93% | 86,24%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 81,67% | 79,38% | 86,83% | 85.59%
2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 79.17% | 7938% | 86.83% | 85.59%

u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy
dinh
8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh
9. Thoi han giai quyét tha tuc hanh chinh la dang

79,79% | 76,67% | 88,55% | 86,46%

84.79% | 82,71% | 87,90% | 86.46%

83,33% | 80,83% | 87,69% | 84,06%

83,13% | 80,42% | 84,67% | 84.93%

quy dinh,

Thi tuc hanh chinh néi chung 82,42% | 80,54% | 86,78% | 85,33%
111. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 81,67% | 81,67% | 86,61% | 86,03%
11. Cong chirc cham chii lang nghe cau hoi, v kién 8021% | 81.46% | 86,39% | 8537%
12. Cong chirc tra 161, giai thich cau hoi, y kien day du | 83.33% | 80.21% | 8531% | 85.59%
13. Cong chirc huong ké khai ho so dé hiéu 81,46% | 81,67% | 84.45% | 87.12%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0 ) )
la co the hoan thién ho so S0.00% | 812Gk | 95450

15. Cong chirc giai quyét cong viéc dung quy dinh 83,96% | 79,79% | 85,96% | 86.68%
16. Cdng chirc tan tinh gitp do 84.02% | 86,46%
Cong chire noi chung 82,13% | 80,80% | 8494% | 86,24%
IV. KET QUA

17. Két qua phu hop vai quy dinh 83,96% | 83,33% | 8596% | 86,03%
18. Két qua co thong tin day du 86,67% | 83.75% | 87.47% | 87.34%
19. Két qua co théng tin chinh xac 86,46% | 84.17% | 87.26% | 85,59%
20. Két qua dam bao tinh cong bang 87.47% | 85.81%
Két quil néi chung 85,70% | 83,75% | 87.04% | 86,19%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 7515% | 61.39% | 71.79% | 72.09%
phan anh, kién nghi T ; & %
22. Dé dang thuc hién gop v, phan anh, kién nghi 73,65% | 60,40% | 6923% | 72.09%
23. Co quan tiep nhan va xur ly tich cuc cac gop 7246% | 6535% | 6923% | 67.44%
y, phan anh. kién nghi ’ 2 * ~
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 73,58% | 63,61% | 69.23% | 69,19%

73,05% | 67,33% | 66,67% | 65,12%
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S —— ____TRAVINH
Cic chi s6 phin 4nh nhin dinh, dinh gii cia NDTC
Nhin dinh Nim2017 | Nim2018 | Nim2019 | Niim 2020
. 5 pha a1 X 0 0 5 9 0
{Bepquan o Bo phan TN.HS,TKQ cap xa 46,54% | 4542% | 50,73% | 56.10%
nhan hd so Bophin TNHS,TKQcip huyén | 37.74% | 26.88% | 30,98%
(TNHS) va tra Bo phin TNHS,TKQ cap tinh 1530% | 1292% | 8.11%
két qua (TKQ) - : :
Siai gyl Truog ‘ag‘égg‘;%;‘:i:z"h chinh | 1060% | 16,04% | 10.81%
TTHE Khac 1,26% 0.63% 0,00% | 43.90%
Qua nguot than, ban bé 20,75% 14,38% 15.80% 9,20%
2 Hinh thire Qua cén b, cong chire cap xa 63,13% | 63.13% | 69.02% | 82.40%
gﬁpvgac“o"c‘lzgﬁ Qua loa phat thanh cip xa 2,08% | 7,50%
TNHS, TKQ | Quaphuong Bénthongtindal | 700, | 10.00% | 7.48% | 7.50%
giai quyet chung
TTHC Qua mang internet 3,14% 4.79% 2.91% 1,40%
Khac 5.87% 9,79% 2.91% 1,00%
Qua nguoi than, ban be 5,45% 4.17% 8.11%
Qua cong chuc i n01 0P b0 | 7 570, | 76.88% | 75,05%
so, tra ket qua
3Kénhthong | Quaniemyctcongkhaitaingi |\ go00 | 150000 | 12,68%
tin dé biét vé nop ho so, tra ket qua
biét vé quy Qua Internet 3.56% 4. 17%
dinh TTHC Qua website c§ng_dich vu 125%
cong quoc gia
Qua website tinh/co quan 2,08%
Khac 2,10% 3,13% 1,66%
I lan 80,50% | 27.29% | 26,61% | 86,51%
4.56 14n di lai 2 lan 56,67% | 51,35%
dé giai quyét 3 lan 1551% | 1042% | 13,72% | 10,84%
TTHC 4 14n 479% | 6,65%
Khac 3,14% 0,83% 1,66% 1,45%
5Congchirc gy . 0 0 0 509
i i, sich i Co 1,68% 1,25% 1,25% 0,50%
6.Cong chuc
201 v nop tién Co 1,26% 0,63% 0,00%
ngoai phi/l€ phi
Co giay hen 80,87%
7.Viée co quan Khong co giﬁ.y hen, do lay két 12.06%
viét hen tra két —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 6.65%
TTHC chirc hen miéng ] ’
Khong c6 gidy hen, méc du tra keét 0.42%

qua vao ngay sau do
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EN— L IRAVINH__
Cic chi s6 phin dnh nhén dinh, dinh gid cia NDTC .
Nhéin dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
i Pung hen 92,66% | 94,79% | 93,56% | 94.20%
Viéc co
quanegifr 'dl'mg S('n:n hen 2,10% 1,67% 2,08% 2,70%
hen tra ket qua Tré hen 5.24% 3,54% 4.37% 3,10%
%‘;‘H‘IC"YG‘ Co thong béo vé viée iré hen 52,00% | 35,29% | 68,00% | 68.80%
' C6 xin 167 vi tré hen 28,00% | 29,41% | 80,00% | 23,10%
-,\ ’ v A v x 50/
oSyt [Coscic e s b
cua hinh thie e 87,94%
niém yét cong — BPMC/AT TI‘{CC mfh ’
khai, hudng Niém yét t_r‘en Copg thong tin 84.82%
din quy dinh dicn 1 énb '
TTHC Niém yeét trén Cong thong tin 84.41%
dién tir quéc gia i
TNHS va TKQ tai
10.Su do phi BPMC/TTPVHCC tinh % | B0
hop cila cac TNHS tai BPMC/TTPVHCC
: T ! al s 0 0
th‘h tll;}rc ticp TKQ qua dich vu buu chinh 9557 || BepUse
nhén ho so : . 5 =
('IZNHS) s TNHSWTKQCP:;?}::-UKZZM 85,86%
ket qua (TK INHS quai _ e
i qquy(ét 2 BPMC/TTPVHCC tinh 83,99%
TTHC TNHS qua internet, TKQ qua 3 T
S ~dichvubuuchioh 85,00% | 83,78%
Ciic chi s6 phan anh mong dgi cia NDTC
Mong dgi Nam 2017 | Nam2018 | Nam 2019 | Nam 2020
1. M@ rong cac hinh thirc thong tin 49,60% 62,26% 72,29% | 33,06%
" - 7Y A v Py A > .~ -
Z.F?m thién c;l:at }uong co s¢ vat chat; hién dai 21.70% | 31.66% | 2521% | 1933%
hoa trang thiét bi
J.Téx?g cuong niém yet cong khai, minh bach tha 30.40% 19.08% | 34.17% | 25.36%
tuc hanh chinh
o ~ - A . - IS N
gL;Iu aglg23 r<iu0'ng nhan ho so va tra két qua duong 32.49% | 26.04% | 34.51%
5.Pay manh dich vy cong truc tuyén mire do 3, 4 3130% | 6,50% | 9.58% | 1538%
6.Tiép tuc don gian hoa thu tuc hanh chinh 72,30% | 46,75% | 40,42% | 55.93%
7 Rit ngan thoi gian giai quyét thi tuc hanh chinh 39,00% | 46,54% | 44,58% | 54,05%
8.Giam phi/l€ phi giai quyét thu tuc hanh chinh 12,50% 11,11% 12,29% 21,83%
9.Cai thién thai do giao tiép ciia cong chire 4,80% 8.39% 6.46% | 3.,95%
10.Cai thién tinh than phuc vu ctia cong chire 3,60% 5,24% 4,17% 437%
11.Nang cao nang lue cua cong chirc 10,60% 10,27% 6,88% 9,36%
12.[?0'11"1 hinh thire tiep nhan GYPAKNde dang, 734% $.13% 8.11%
thuantién hon
I3.Tiép nhan, giai GYPAKN kip thot, tich cue 20.50% 11.11% 8.75% 13.10%
14 Khac 0,70% 1,26% 0,63% 2,08%
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TRA VINH

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Niam 2017 | Niim 2018 | Nam 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 8482% | 83.86% | 9521% | 91.80%
gon gang, sach sé % ¢ B .

3. Trang thiét bj phuc vu ngudi dan, to chire day da | 79.76% | 76,52% | 90,00% | 90.85%
4. Trang thiét bi phuc vu ngudi dan, t6 chire hoat 81.69% | 76.10% | 90.42% | 90.23%
dong tot, de sir dung ? ? ? 2
Tiép cin dich vy néi chung 83,38% | 81,18% | 92,45% | 91,01%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 87,47% | 87.21% | 91.46% | 90,23%
6. Quy dinh TTHC dugc niém yét cong khai day 85.78% | 85.53% | 90.83% | 89.81%
du, dé hiéu ’ - ’ ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop
la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

87,23% | 88,26% | 94,17% | 91,06%

88,19% | 87,42% | 93,33% | 89.60%

88,19% | 83,86% | 88.13% | 88,15%

85,06% | 85,74% | 90,00% | 88,15%

quy dinh,

Thi tuc hanh chinh néi chung 86,94% | 85,95% | 90,75% | 89,19%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 86,02% | 87.84% | 93,96% | 90,85%
11. Cong chirc cham chii lang nghe cau hoi, v kién 8627% | 86,58% | 91.46% | 90,02%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 87.23% | 85.74% | 92.29% | 89.81%
13. Cong chirc hudng ké khai ho so dé hiéu 88.92% | 85,74% | 92,71% | 90,85%

14. Cong chirc hudng dan ké khai hé so mot lan

X A 0 0 0
la co the hoan thién ho so 8540 | 20636 | $9,80%

15. Cong chirc giai quyeét cong viée dung quy dinh 86,75% | 81,76% | 9292% | 91,48%
16. Céng chure tan tinh giup do 91,25% | 90,64%
Cong chire noi chung 87.04% | 85,19% | 92,17% | 90,47%
IV. KET QUA

17. Két qua phu hop vai quy dinh 86,75% | 86,58% | 91.67% | 90,64%
18. Két qua co thong tin day du 89.16% | 8532% | 90,83% | 92.31%
19. Két qua co thong tin chinh xac 88,92% | 8595% | 92,92% | 92,31%
20. Két qua dam bao tinh cong bang 90,83% | 91,68%
Két quil néi chung 88,28% | 8595% | 91,56% | 91,74%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop vy, 36.86% | 83.75% | 8421% | 86.43%
phan anh, kién nghi ? T e i
22. Dé dang thuc hién 20p v, phan anh, kién nghi 83,14% | 81,25% | 81.58% | 87.14%
23. Co quan tiep nhan va xur ly tich cuc cac gop 8457% | 80.00% | 8158% | 84.20%
y, phan anh. kién nghi = ? ’ :
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 84,79% | 80,63% | 80,92% | 85,71%

84,57% | 77,50% | 76,32% | 85,00%
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TUYEN QUANG

Nim 2019

Nhén dinh Nim2017 | Niim 2018 Niim 2020
. BRI e 0 0 ) 0
[ Coquan 8% Bo phén TNHS,TKchp xd | 4328% | 41,54% | 4632% | 57.60%
nhén hd so Bophan TNHSTKQcép huyén | 41.46% | 37.58% | 32,25%
(TNHS) vatra |  Bophan TNHS,TKQ cép tich 1526% | 18,24% | 20,56%
ket qua (TKQ) Trung {4 :
. \ g tam phuc vu hanh <0 7 i
{%}%’H qCuyel chinh céng cap tinh G.15% 5407 281
Khac 0,68% 0,44% 0,00% | 42.40%
Qua nguoi than, ban be 22.10% 32.31% 24.68% 13.40%
2 Hinh thue Quacinbg,congchiccapxa | 59.56% | 59,56% | 61.04% | 82.60%
:;ﬁpv‘éa:oﬂ;i’l’;ﬁ Qua loa phét thanh cip xi 3,00% | 21,10%
TNHS, TKQ Qua phuong tién thong tin | 10910, | 12539 | 11.04% | 21,10%
giai quyét dai ching ! 2 ’
TTHC Qua mang internet 7.29% 2.86% 4.55% 6,40%
Khac 1,37% 1,10% 1,08% 1,50%
Qua nguoi thin, ban beé 6,15% 1.76% | 14.50%
Qua cong chictainoi ndp ho | o5 4500 | 734194 | 71.86%
sa, tra két qua
3Kénh thong | Quaniemyctcongkhaitaingl | g o306, | 55 130, | 15379%
tin dé biét vé nop ho so, tra ket qua
biét vé quy Qua Internet 7.29% 3,08%
dinh TTHC Qua website Cong dich vu R
cong quoc gia i
Qua website tinh/co quan 1,.52%
Khac 0,00% 0,44% 0,22%
1 lan 7494% | 41,98% | 39,39% | 72,75%
4.4 13n di lai 2 lan 38,68% | 45.24%
dé giai quyét 3 lan 1686% | 11,43% | 887% | 18,68%
ITHC 4 1an 7,03% | 541%
Khac 5.47% 0,88% 1,08% 3,52%
;f;‘f:;ﬁw Co 478% | 176% | 108% | 220%
6.Cong chuc
goi v nop tién Cé 5.01% 0,66% 1,30%
ngoai phi/l€ phi
Co gidy hen 64,72%
7.Viéc co quan Khéng c:') gié}/ hen, do lay 28.35%
viet hen tra két e !“#:E;‘ ngay
qua giai quyét 001G 20 @iy e, nining cong 6,71%
TTHC chirc hen miéng
Khong co giay hen, méc du tra 0.22%

két qua vao ngay sau do
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TUYEN QUANG

Cic chi s6 phin dnh nhin dinh, dénh gid cia NDTC

Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
8 Vie Pang hen 89,52% | 95,16% | 91,34% 87.30%
Vigc co :
quan glﬁ' dung SOI’I‘I hen 0.91% 0,44% 3,25% ].30%
hen tra két qua Tré hen 9.57% 4.40% 5,41% 11,40%
%‘;'Hque‘ Co thong béo vé viée tré hen 19.05% | 25,00% | 2500% | 12,80%
C6 xin 16i vi ré hen 19,05% | 10,00% | 36,36% | 7,70%
Ay &3 i . & : X 56%
9.8t phitthop C;r.l::: chui ltn;rc u.eAp l::();ng d?n 91,56%
ctia hinh thirc I YELHGI 1Ay Sl 1 et 88,53%
niém yét cong _B PLVIC{TT HCC tinh _
khai, hudng Niém yeét t_r?n (;opg théng tin 85.71%
dﬁn quy dinh Vdnen w }mh g
TTHC Niém yet trén Cong thong tin 35.93%
dién tir quoc gia el
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh 824 | B35
hop ciia cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0, 0
hinh thi icp | _TKQ qua ich vu buu chinh A% | Bl
nhén ho so S s .
(TNHS) va tré TNHSva';KprJt:ﬁ‘:’l —;::J( gz:ﬁdnnh 90,04%
két qua (TK TNHS quain 0
s BPMC/TTPVHCCtinh Al
o g TNHS qua intemet, TKQ
TTHC v qua intemet, qua 0 o
S ~dichvubuuchinh 73.41% | 83,55%
Cic chi s6 phian anh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
1. M@ rong cac hinh thire thong tin 59,10% | 66,06% | 66,37% | 28,79%
7 v .- A ~ > - . A' > “A -
-.F)m thién glgat !uomg co so vat chat; hién dai 31.40% | 3121% | 26.15% | 33.77%
hoa trang thiét bi
fugina% }::L(r:c]:?fhmem yet cong khai, minh bach thu 30.10% | 33.03% | 2220% | 21.86%
sl;fuagl% ,c1uomg nhan ho so va tra két qua duong 3075% | 20.44% | 36.58%
5.Pay manh dich vu cong truc tuyén mire do 3, 4 2350% | 957% | 1297% | 15.15%
6.Tiép tuc don gian hoa tha tuc hanh chinh 71,40% | 34,85% | 3824% | 53.46%
7 Rat ngdin thoi gian giai quyét thu tue hanh chinh 3450% | 35,76% | 39.78% | 52.81%
8 Giam phi/lé phi giai quyét thi tuc hanh chinh 10,10% | 10,93% | 2527% | 15,37%
9.Cai thién thai do giao tiép clia cong chirc 6,60% | 592% | 923% | 3.03%
10.Cai thién tinh than phuc vu cua cong chirc 4.40% 3,19% 7,03% 3.90%
11.Nang cao nang luc cua cong chuc 8,10% 5,69% 6,59% 12.77%
a A R . . A - =48
1-.?0‘111 hinh thire tiép nhan GYPAKNde dang, 14.81% | 11.65% 8.87%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 2130% | 17,77% | 13.85% | 11,69%
14 Khac 1,10% 0,23% 0,00% 0,00%
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TUYEN QUANG

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Nim 2018 | Niim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru s& co quan tiép nhan ho so, tra két qua 70.77% | 69.93% | 90.55% | 90.26%

gon gang, sach sé

3. Trang thiét bj phuc vu ngudi dan, to chire day di | 59,12% | 59.23% | 8637% | 85.71%

4; Tra?g t?i(?t bi phuc vu nguoi dan, to chire hoat 62.64% | 68.11% | 86.59% | 85.93%

dong tot, de sir dung

Tiép cin dich vy néi chung 67,14% | 68,62% | 88,35% | 87,55%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yét cong khai dé thay | 78,90% | 79.27% | 8593% | 87,66%

2.“ Qu:y c_iifh TTHC dugc niém yét cong khai day 79.56% | 7927% | 85.71% | 87.66%
u, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a dung quy

dinh

8. Murc phi/l¢ phi dugc yéu cau ndp yéu cau nop

la diing quy dinh

9. Thoi han giai quyét tha tuc hanh chinh la dang

76,04% | 77,22% | 89,89% | 88.31%

81,98% | 85,19% | 88,13% | 91.13%

83,96% | 84,51% | 88.79% | 91,34%

76,48% | 75,40% | 87,03% | 87.45%

quy dinh,

Thi tuc hanh chinh néi chung 80,18% | 80,73% | 87.12% | 89,05%
111. CONG CHUC

10. Cong chirc co thai do giao tiep lich su 76,26% | 80,87% | 89,23% | 88,96%
11. Cong chirc cham chii lang nghe cau hoi, v kién 76,04% | 7836% | 8505% | 86,58%
12. Cong chirc tra 11, giai thich cau hoi, y kien day du | 72.53% | 77.45% | 83.30% | 88.10%
13. Cong chirc huong ké khai ho so dé hiéu 72,09% | 83,37% | 86,59% | 88.10%

14. Cong chirc hudng dan ké khai hé so mot lan

. ) 0 20 o
la co the hoan thién ho so SO | 8206 | 83,907

15. Cong chirc giai quyeét cong viée dung quy dinh 80,44% | 79,04% | 90,99% | 88.74%
16, Cong chirc tan tinh giup do 86,15% | 87,23%
Cong chire noi chung 75,47% | 79,88% | 87.22% | 87.66%
IV. KET QUA

17. Két qua phu hop véi quy dinh 8044% | 8155% | 88.13% | 89,18%
18. Két qua co thong tin day du 80,66% | 82.46% | 89.89% | 90.69%
19. Két qua co thong tin chinh xac 81,54% | 8337% | 90,11% | 91,34%
20. Két qua dam bao tinh cong bang 90,77% | 90,48%
Két qui néi chung 80,88% | 82.46% | 89.73% | 90.42%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bd tri hinh thirc ti€p nhan gop y, 73.04% | 74.14% | 76.92% | 46.15%
phan anh, kién nghi ? ? & i
22. Dé dang thuc hién gop v, phan anh, kién nghi 70.85% | 72.41% | 76,00% | 53.85%
23. Co quan tiep nhan va xur ly tich cuc cac gop 6897% | 68.97% | 76.00% | 46.15%
y, phan anh. kién nghi 2 ? d i
24.Co quan co thong bao kip thoi ket qua xur ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 70,30% | 68,53% | 75.23% | 50,82%

68,34% | 58,62% | 72,00% | 57.14%
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— e LULLONG
Ciic chi s6 phin dnh nhén dinh, ddnh gid cia NDTC
Nhin dinh N:im2017 | Nim2018 | Nim2019 | Niim 2020
i kA B 0 5709 0 0
G quenifo Bo phan TNHS,TKQ cap xa 4926% | 49,57% | 46,68% | 78.00%
nhan hd so Bophan TNHSTKQcip huyén | 38,11% | 32,76% | 35.76%
| vatra o pha : ap ti 63% 34% 9,64%
(TNHS) va tr B0 phan TNHS, TKQ cép tinh 16,63% | 10,34% 9.64%
két qua (TKQ) - : :
Siai gyl Truog ‘ag‘égg‘;%;‘:i:z"h chinh | > 119% | 841% | 1049%
TTHE Khac 0.42% 0.43% 021% | 22.,00%
Qua nguot than, ban be 16,21% 16,16% 30,13% 18.80%
2 Hinh thire Qua cén b, cong chire cap xa 63,58% | 63.58% | 54,06% | 71.30%
gﬁpvgac“o"c‘lzgﬁ Qua loa phat thanh cip xa 2,78% | 15,10%
TNHS, TKQ | Quaphwongtienthongtindai | 5900 | 14169 | 919% | 15,10%
giai quyét chung
TTHC Qua mang internet 4,63% 3.45% 3.63% 2,70%
Khac 2,53% 0,65% 2,14% 2,20%
Qua nguoi than, ban be 4.21% 5,60% 16,09%
Qua cong chuc IO nOp IO | oo onne | 73:28% | 71.24%
so, tra ket qua
3Kénhthong | Quaniemydtcongkhaitaingi | 5 1000 | 15070, | 987%
tin dé biét vé ndp ho so, trd ket qua
biét vé quy Qua Internet 1,89% 2,80%
dinh TTHC Qua website Cong dich vu 3,459
cong quoc gia o
Qua website tinh/co quan 1,29%
Khac 0,42% 0,00% 0,64%
I lan 8421% | 24,78% | 24,15% | 75,74%
4.S6 14n di lai 2 lan 59.91% | 62,61%
dé giai quyét 3 lan 13,05% | 11,64% | 11,11% | 19,31%
TTHC 4 14n 2,59% | 1,28%
Khac 1,68% 1,08% 0,85% 2,72%
5.Congchire giy : 0 0 0 0
i e, sich nhid Co 1,68% 0,00% 0,85% 0,70%
6.Cong chuc
20i ¥ ndp ticn Co 2,32% 0,00% 0,00%
ngoai phi/l€ phi
Co giay hen 85,13%
7.Viée co quan Khong co giﬁ.y hen, do lay két 9.05%
viét hen tra két —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 5.82%
TTHC chirc hen miéng ]
Khong co giay hen, mac du tra két é
A : 0,00%
qua vao ngay sau do
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e IHTEING
Cic chi s6 phin dnh nhin dinh, ddnh gid cia NDTC
Nhin dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
- Dung hen 93.89% | 93.75% | 95,01% 91,80%
% Visa Som h 1,05% 1,08% 1,95% 2,20%
quan giir ding b i it bl el &aVv0
hen tra két qua Tré hen 5,05% 5.17% 3.04% 5,90%
: Co thong hio vé viee 1ré hen 50% | 70,83% | 8,70% | 54.80%
%‘;'Hqélyel hong b he 37.50% | 70,83% | 8,70¢ 54,80%
Cé xin 16i vi tré hen 16.67% | 37.50% | 8,70% 16,70%
Ay &5 . A : X 0
o o T
cta hinh thire LY A 92 09%
niém yét cong _B PLVIC{TT I—!CC t"_:'h :
khai, hudng Niém yeét t_r?n (;opg théng tin 89.53%
din quy dinh : Vdnen w }mh : *
TTHC Niém ye.E trep Copg thong tin $8.03%
dién tr quoc gia
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh e
hop cua cac TNHS tai BPMC/TTPVHCC
. ¢ . A 1 0 0
hinh thi icp | _TKQ qua ich vu bu chinh Sighlss | 9275
nhan ho so SRS = =
(TNHS) va tri TM{Sm;Kqut:ﬁ‘il;;gJ;mh 91,43%
két qua (TK INHS quain 0
StauTEQ) BPMC/TTPVHCC tinh 86,72%
i TNHS intemet, TKQ
TTHC v qua intemet, qua " 670 0
| dichwubuuchih 92.67% | 88,87%
Cic chi s0 phian anh mong doi cia NDTC
Mong doi Nam2017 | Nam2018 | Nam2019 | Nam 2020
1. M@ rong cac hinh thire thong tin 53.,20% 65.05% 65,52% 31.48%
> Cal thia X P . PR TR -
_.pm thién glgat !uomg co so vat chat; hién dai 26.50% | 28.84% 23.28% 20.13%
hoa trang thiét bi
3.Téng cuong niem yet cong khai, minh bach 28.00% 17.68% 22.63% 13.70%
thu tuc hanh chinh . 3
sfuagig:;uong nhan ho so va tra két qua duong 35.58% | 42.46% | 36.19%
5Pay manh dich vu cong truc tuyén mire do 3, 4 3760% | 14,53% | 9.05% | 2548%
6.Tiép tuc don gian hoa tha tuc hanh chinh 73,30% | 31.58% | 40,52% | 55,67%
7 Rt ngdin thoi gian giai quyét thu tue hanh chinh 260% | 42,74% | 39.66% | 64,.88%
8.Giam phi/l€ phi giai quyét tht tuc hanh chinh 13,90% 16,63% 10,13% 21,63%
9.Cai thién thai do giao tiép clia cong chirc 570% | 1221% | 5.39% 4.28%
10.Cai thién tinh than phuc vu cua cong chirc 3,00% 4.21% 5.17% 3.85%
11.Nang cao nang luc cua cong chuc 12,60% 12.63% 13.58% 5.35%
a A R v . A - T 4
1-.?0‘111 hinh thire tiép nhan GYPAKNde dang, 7.58% 6.68% 4.93%
thuantién hon i
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 16,80% 10,74% 6,47% 10,49%
14 Khac 1,00% 0,63% 0.43% 0,64%
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VINH LONG

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co

bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 79.46% | 76.42% | 84.05% 83.03%

gon gang, sach s€

3. Trang thiét bj phuc vu nguoi dan, to chire day di | 7525% | 65,05% | 81.47% | 82.32%

4; Tra?g tlm?t bi phuc vu nguoi dan, t6 chice hoat 75.99% | 7095% | 78.66% $2.32%

dong tot, deé sir dung

Tiép cin dich vy néi chung 79,09% | 73,53% | 82,54% 82,67%

II. THU TUC HANH CHINH

5. Quy dinh TTHC duoc niém yet cong khai dé thay | 82,43% | 83,37% | 79,31% | 86,53%
. .- A - . A

6.q Qu:y anh TTHC dugc niém yet cong khai day 78.96% | 82.11% | 77.80% 84.68%

du, dé hiéu

7. Thanh phan ho so duge yéu cau ndp 1a ding quy

dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop

la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

85,64% | 81,68% | 85,99% 83,03%

85,15% | 81,68% | 78,02% 84.68%

83,66% | 79,58% | 76,08% 85,32%

85,15% | 76,63% | 78,88% 85,32%

quy dinh,

Thi tuc hanh chinh néi chung 83,07% | 80,67% | 78,02% 85.30%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 87,13% | 79,58% | 81.47% 83,68%
11.Cong chirc cham chii lang nghe cau hoi, v kién 84,16% | 77,89% | 7931% | 83,03%
12. Cong chirc tra 11, giai thich cau hoi, y kien day du | 84.41% | 77.26% | 79.74% | 83.03%
13. Cong chirc huong ké khai ho so dé hiéu 84,90% | 79,79% | 77,16% 83,03%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so 16,80 | 73.71% 63,687

15, Cong chirc giai quyét cong viéc dung quy dinh 85,15% | 7747% | 7737% 82.88%
16, Cong chirc tan tinh giup do 75,.86% | 83,03%
Cong chire noi chung 85,15% | 78,14% | 77.80% 83,19%
IV. KET QUA

17. Két qua phu hop véi quy dinh 85.15% | 79.58% | 82.54% | 87.15%
18. Két qua co thong tin day du 84,65% | 82.53% | 80.82% | 87.15%
19. Keét qua co thong tin chinh xac 87.13% | 80,42% | 79,96% 86,67%
20. Két qua dam bao tinh cong bang 79.09% | 86,67%
Két quil néi chung 85,64% | 80.84% | 80,60% | 86.91%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 74.79% | 5833% | 86.36% 80.48%
phan anh, kién nghi ? Y ’

22. Dé dang thuc hién gop v, phan anh, kién nghi 74.38% | 5938% | 78,79% 80,48%
23. Co quan tiep nhan va xu ly tich cuc cac gop 80.17% | 54.17% | 8030% 80.02%
y, phan anh. kién nghi A = * ?
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 77.38% | 5443% | 81.82% 80.25%

80,17% | 45,83% | 81,82% 80,02%
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Cic chi s phin anh nhin dinh, dinh gii cia NDTC
Nhin dinh N:im 2017 | Niim 2018 | Nim 2019 | Niim 2020
- 5 nha AN %S 0 0 0 0
| Gl B phan TNHS‘TKQmpxa 48.85% | 42,50% | 38,96% | 75.60%
nhan hé so Bophan TNHS,TKQcip huyén | 28,81% | 38.75% | 36,67%
(TNHS) va tra B phan TNHSTKQ cap tinh 11,69% | 1542% | 14.38%
ket qua (TKQ) = s -
gl quyét Trung tamA pl1us vuﬂhanh chinh 12.53% $.96% 12.50%
TTHC cong cap tinh
Khac 1.04% | 000% | 021% | 24.40%
Qua nguoi thin, ban bé 21,29% | 22,08% | 20,63% | 16.90%
2 Hinh thie Qua can bd, odng chirc cap xa 5438% | 54.38% | 62.71% | 66,70%
gﬁp“éaé‘c"(’;’;ﬁ Qua loa phit thanh cip & 6.46% | 17.70%
TNHS, TKQ | Quaphuongtiénthongtindal | ¢ 700, | 24700 | 12,71% | 17,70%
giai quyet ching
TTHC Qua mang internet 4.38% 10,63% 7.50% 5,20%
Khac 3.55% | 063% | 042% | 120%
Qua ngudi thin, ban bé 251% | 13,96% | 11,04%
Qua cong chirc tal noi ndp ho | - geor | 55.00% | 69,38%
so, tra két qua £ i ;
3Kénh thong | Quaniém yetcongkhai tainaindp |, 5100 | 28069 | 12,92%
tin dé biét vé ho 50, trd ket qua
biét vé quy Qua Internet 1,.88% 15,63%
dinh TTHC Qua wePsnte Ciong-d;ch vu 5.63%
cong quoc gia
Qua website tinh/co quan 5,42%
Khac 0,00% | 0,00% | 042%
I lan 75,80% | 38,54% | 3292% | 90,21%
4.S4 1an di lai 2 lan 50,00% | 61,04%
dé giai quyét 3 lan 16,98% | 9,58% | 4,79% | 9,17%
TTHC 4 1an 1.88% | 1,25%
Khac 419% | 000% | 0,00% | 063%
SCongchire gy . . . . i
i, sichhidu Co 501% | 021% | 021% | 020%
6.Cong chuc
g0 ¥ ndp tién Co 1,67% | 021% | 021%
ngoai phi/lé phi
Co giay hen 89,38%
7.Vidc co quan Khong ¢o gié}l hen, do lay ket 7.50%
viét hen tra ket T qua ngay .
qua giai quyét Ong co gidy hen,'xzhu*ng cong 3.13%
TTHC gurchen migng
Khong co gidy hen, méc du tra ket 0.00%

qua vao ngay sau do
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. 1. : 411, =8
Cic chi s6 phin dnh nhin dinh, dénh gi cia NDTC
Nhén dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
i Dung hen 84.34% | 93,96% | 94,17% 86,00%
8. Viéc co - T 5 . r
quan giit diing SO'I‘ hen 2,09% 0,83% 1,04% 11,90%
hen tra két qua Tré hen 13.57% 5,21% 4.79% 2,10%
%‘;wgyé‘ Co thong baové viec tréhen | 36.92% | 96.00% | 20,00% | 64.50%
C'6 xin 16i vi tré hen 21.54% | 88,00% | 20,00% 30,00%
Ay &5 . A : X 39,
) T 2
cua hinh thirc ey e 92,50%
niém yét cong _B PLVIC{TT HCC tinh
khai, hudng Niém yeét t_r?n (;opg théng tin 94.38%
dﬁn quy dinh Vdnen w }mh
TTHC Niém yet trén Cong thong tin 03.06%
dién tir quoc gia i
TNHS va TKQ tai
10.Su d6 phu BPMC/TTPVHCC tinh 98,504 | 1675
hop ciia cac TNHS tai BPMC/TTPVHCC
. v Unk ’ 0 2 500
hinh thi icp | _TKQ qua ich vu buu chinh Sogisss | 9550
nhan ho so S 5 e
(TNHS) va tré TM{Sm;Kqut:ﬁ‘il;;gJ;mh 93,33%
két qua (TK TNHS quain 0
o BPMC/TTPVHCCfnh e
o g TNHS qua intemet, TKQ
TTHC ) (ua intemet, qua o o
S L dichvu.bAu'uchinh | 96,04% | 95,00%
Cic chi s0 phin anh mong dgi ciia NDTC
Mong doi Niam 2017 | Nam2018 | Nam 2019 m
1. M@ rong céac hinh thire thong tin 65,60% | 59,29% | 53,75% | 22,50%
2.Cai th‘lgn cfhat luong co so vat chat; hién dai hoa 44.40% | 33.19% | 32.20% | 20.42%
trang thiét bi i
3.T@g cuong niém yet cong khai, minh bach thu 37.50% | 29.02% | 32.50% | 15.21%
tuc hanh chinh ‘ ,
4.Tén‘gAcu0ng nhan ho so va tra ket qua duong 39.87% | 41.25% | 52.08%
buu dién
5Dy manh dich vu cong truc tuyén mirc 46 3, 4 30,20% | 10,23% | 10.42% | 16,67%
6.Tiép tuc don gian héa thu tuc hanh chinh 80,80% | 52,61% | 43,54% | 53.33%
7 Rut ngén thoi gian giai quyet thi tuc hanh chinh 17,50% | 3841% | 37,92% | 46,67%
8 Giam phi/lé phi giai quyét thu tuc hanh chinh 560% | 731% | 667% | 17,71%
9.Cai thién thai do giao tiép clia cong chire 2,70% | 4,59% | 4,58% | 9,58%
10.Cai thién tinh than phuc vu cua cong chirc 4,00% 4.80% 5.42% 4.58%
1 1.Nang cao nang lirc cua cong chirc 3,10% 9.19% 18.33% 14,17%
lZ.I}o_tﬂn hinh thure tiép nhan GYPAKNde dang, 3.97% 5.83% 11.04%
thuantién hon
13.Tiép nhén, giai GYPAKN kip thoi, tich cuc 4,40% 7.31% 6,25% 15,63%
14 Khac 4.40% 0,21% 0,00% 0,00%
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VINH PHUC

Cic chi s6 phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Nim 2019 | Niam 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 95.42% | 89.98% | 91.46% 91 .46%
gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chirc day da | 91,.25% | 78.91% | 88.54% | 90,58%
4; Tra?g tim?t bi phuc vu nguoi dan, to chice hoat 93.75% | $3.92% | 89.17% 90.58%
dong tot, de sir dung
Tiép cin dich vy néi chung 94.38% | 86,33% | 89,74% 91,33%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dé thay | 98,33% | 91.44% | 88,75% | 93,67%
6.q Quy c_iiﬁh TTHC dugc niém yét cong khai day 96.88% | 8935% | 89.17% 92.25%
du, dé hiéu § ’ ’ ’
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

97,08% | 92,48% | 89,79% 92,71%

98,33% | 92,69% | 90,00% 92,25%

97,50% | 93,53% | 91,67% 93,67%

96,67% | 85,08% | 89,38% 93.67%

quy dinh,

Thi tuc hanh chinh néi chung 97.54% | 90,42% | 89,79% 93,10%
11I. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 97,50% | 91,42% | 91,04% | 90,92%
11. Cong chirc cham chii lang nghe cau hoi, v kién 96,04% | 8831% | 91.46% | 91,75%
12. Cong chirc tra 161, giai thich cau hoi, y kién day du | 96.46% | 89.14% | 90.00% | 92.00%
13. Cong chirc huong ké khai ho so dé hiéu 96,46% | 90,19% | 9021% | 90,13%

14. Cong chirc hudng dan ké khai ho so mét lan

;. ) ~0 0 o
la co the hoan thién ho so A02% | $2,98% K030

15. Cong chirc giai quyeét cong viée dung quy dinh 98,75% | 89,75% | 91,67% | 91.75%
16, Cong chirc tan tinh giup do 89,17% | 89.50%
Cong chire noi chung 97.04% | 8997% | 90.45% 90,88%
IV. KET QUA

17. Két qua phu hop véi quy dinh 98,75% | 9144% | 91.46% | 94.19%
18. Két qua co thong tin day du 98.54% | 93.74% | 91.04% | 94.19%
19. Keét qua co thong tin chinh xac 98,13% | 9290% | 90,63% 93,26%
20. Két qua dam bao tinh cong bang 89,17% | 93,26%
Két quil néi chung 98.47% | 92,69% | 90,57% | 93.72%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 94.15% | 84.00% | 80.39% 31.36%
phan anh, kién nghi il s 2 2

22. Dé dang thuc hién 20p v, phan anh, kién nghi 84.76% | 80,00% | 86,27% 81,36%
23. Co quan tiep nhan va xu ly tich cuc cac gop 93.95% | 83.00% | 74.51% 85.51%
y, phan anh. kién nghi i i : i
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 91.39% | 8125% | 79.41% 82.71%

92,69% | 78,00% | 76,47% 82,61%
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S —— _ YENBAL
Cic chi s6 phin d4nh nhin dinh, dinh gii cia NDTC
Nhin dinh Nim2017 | Nam2018 | Nim2019 | Niim 2020
] g AL = 0 [ 0 2 0,
{Bepquan o Bo phan TN.HS,TKQ cap xa 4771% | 48,01% | 41,63% | 28,20%
nhan hd so Bophin TNHS.TKQcip huyén | 38.54% | 33.54% | 37.45%
(TNHS) va tra Bo phin TNHS,TKQ cap tinh 14,58% | 10,90% | 6.90%
: p cap
két qua (TKQ) - : :
il iy Toumg ‘ag‘égg‘;%;‘:i:z"h chinh | 51705 | 985% | 16.11%
TTHE Khac 0.63% 1,05% 0.42% | 71,10%
Qua nguot than, ban bé 14,38% 19,08% 20,29% 15.90%
2 Hinh thire Qua can b, cong chire cap xa 60,80% | 60.80% | 6548% | 78.80%
tiep can thong . T o . A
TR iR Qua loa phat thanh cap xa 6.49% 10,00%
TNHS, TKQ | Quaphuong énthongtindal | p3 760, | 24119 | 22,18% | 10.00%
giai quyet chung
TTHC Qua mang internet 4.38% 5,87% 4.81% 6,10%
Khac 1,88% 1,68% 0,42% 1,60%
Qua nguoi thin, ban bé 2,08% 734% | 15,69%
Qua cong chuc tai noi ndp ho | 49101 | 69.81% | 65.90%
so, tra ket qua
3Kénhthong | Quaniemyctcongkhaitaingi | ) 4o0r | 56 cr00 | 25049
tin dé biét vé ndp ho so, tra ket qua
biét vé quy Qua Internet 2.29% 4.19%
dinh TTHC Qua website Cong dich vu 4319
cong quoc gia i
Qua website tinh/co quan 3.77%
Khac 0,21% 0,21% 0,21%
I lan 83,05% | 2579% | 22,59% | 81,12%
4.56 14n di lai 2 lan 55,56% | 57.11%
dé giai quyét 3 lan 11,92% | 13,42% | 1548% | 12,82%
TTHC 4 14n 3,98% | 3.97%
Khac 2,72% 1,26% 0,84% 3,96%
5.Congchire giy , 0 0 0 0
i i, sich i Co 1,89% 0,84% 0,84% 1,90%
6.Cong chuc
201 v nop tién Co 2,08% 0,42% 0,63%
ngoai phi/l€ phi
Co giay hen 87.45%
7.Viée co quan Khong co giﬁ.y hen, do lay két 6.90%
viet hen tra ket —___quangay .
qua giai quyét Khéng co gidy hen,_r}hung cong 5.23%
TTHC chirc hen miéng ]
Khong c6 gidy hen, méc du tra keét 0.42%

qua vao ngay sau do
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—— . YENBAL _
Cic chi s6 phin dnh nhin dinh, dénh gid cia NDTC
Nhin dinh Nam 2017 | Nam 2018 | Nam 2019 | Nam 2020
- Dung hen 93,75% | 96,02% | 94,77% 94 70%
8.Vigc co : ” (120 0 0 0
quan giit diing SorI] hen 2,08% 0,84% 3,14% 0,70%
hen tra két qua Tre hen 4.17% 3,14% 2,09% 4,70%
%‘;wgyé‘ Cothong baovéviec tréhen | 23.81% | 46,67% | 4136% | 3.80%
(6 xin l6i vi tré hen 9.52% 13.33% | 40.94% 0,00%
Ay & . & : X 9 96%
osupitey [Coatic ety v
cua hinh thic ey B 89,33%
niém yét cong _B PLVIC{TT I—!CC t"_:'h :
khai, huéng Niém yeét t_r?n (;opg théng tin 86.19%
dan quy dinh — ;dlefl L ah T
TTHC Niém ye.E trep Copg thong tin 34.73%
dién tr quoc gia ;
TNHS va TKQ tai
10.Su do phu BPMC/TTPVHCC tinh 9BI54 | 38285
hop cua cac ™ TNHS tai BPMC/TTPVHCC
hinh thirc ti€p | TKQ qua dich vu buu chinh. Bopltie | B4
nhén ho so SR S — : s
(TNHS) va tri TM{Sm;Kqut:ﬁ‘il;;gJ;mh 81,80%
két qua (TK INHS quain 0
StauTEQ) BPMC/TTPVHCC tinh 80,54%
St TNHS intemet, TKQ
TTHC . qua intemet, qua 0 0
R L dichvu.bAu'L_lchinh el 91.40% | 80,54%
Cic chi s6 phan anh mong dgi cia NDTC
Mong doi Nam 2017 | Nam 2018 | Nam 2019 | Nim 2020
1. M& rong cac hinh thire thong tin 44 20% | 5929% | 65,83% | 35,56%
.. . - ‘A . "A A R - A .
2.'Ca| thién <‘:tmt !ucmg co s vat chat; hién dai 2530% | 33.19% | 23.90% 15.06%
hoa trang thiét bi
3.Téqg cuong niém yét cong khai, minh bach thu 2330% | 29.02% | 2683% | 28.45%
tuc hanh chinh
4.Tangacuomg nhan ho so va tra két qua duong 39.87% | 27.04% | 28.87%
buu dién
5. Pay manh dich vu cng tnre tuyén mirc do 3, 4 2930% | 1023% | 5,66% | 14,44%
6.Tiép tuc don gian hoa tha tuc hanh chinh 74.90% | 52.61% | 47.59% | 54.60%
7 Rut ngén thoi gian gidi quyét thi tuc hanh chinh 40,50% | 3841% | 42,56% | 58,16%
8.Giam phi/l€ phi giai quyél thu tuc hanh chinh 21.90% 731% 14,88% 15.48%
9.Cai thién thai do giao tiép cua cong chirc 6,50% | 459% | 3.14% | 5.44%
10.Cai thién tinh than phuc vu cua cong chirc 6,50% 4 80% 3.35% 3,56%
11.Nang cao nang luc cua cong chuc 9.80% 9.19% 10,48% 14.85%
lZ.{Bo_lAn hinh thirc tiép nhan GYPAKNde dang, 3.97% 12.16% 9.83%
thuantién hon
13.Tiép nhan, giai GYPAKN kip thoi, tich cuc 17,90% | 7.31% | 1530% | 1527%
14. Khac 1,40% 0,21% 0,84% 0,21%
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YEN BAI

Cic chi s phin dnh sy hai long ciia NDTC |
Hailong Nim 2017 | Niam 2018 | Niim 2019 | Nim 2020

L. TIEP CAN DICH VU

1. Tru s¢ co quan nép nhan ho so, tra két qua co
bién hiéu, hudng din rd rang, dé thay

2. Tru sO co quan tiép nhan ho so, tra két qua 74.19% | 79.17% | 88.87% 90.08%
gon gang, sach sé

3. Trang thiét bj phuc vu nguoi dan, to chirc day di | 63,79% | 6521% | 8824% | 87.87%
4; Tra?g tbi(?t bi phuc vu nguoi dan, t6 chice hoat 68.93% | 74.38% | $9.19% 87.24%
dong tot, de sir dung
Tiép cin dich vy néi chung 71,32% | 7542% | 89,06% 88,51%
II. THU TUC HANH CHINH
5. Quy dinh TTHC duoc niém yét cong khai dethay | 80,47% | 84,79% | 88,57% | 90,96%
gﬁ?duéyh?ézh TTHC dugc niém yet cong khai day 70.49% | 82.50% | 89.03% 89.75%
7. Thanh phan ho so duge yéu cau ndp 1a ding quy
dinh

8. Murc phi/l¢ phi dugc yéu cau nop yéu cau nop
la diing quy dinh

9. Thoi han giai quyét thu tuc hanh chinh la dang

78,37% | 82,92% | 89,94% 88.87%

82,75% | 83,13% | 89,66% 90,96%

80,37% | 82,92% | 88.24% 91,02%

78,60% | 81,25% | 87,57% 89.02%

quy dinh,

Thi tuc hanh chinh néi chung 80,34% | 82,92% | 88,61% 90,34%
11L. CONG CHUC

10. Cong chirc co thai do giao tiép lich su 81,40% | 83,75% | 85.68% 87,16%
11. Cong chirc cham chii lang nghe cau hoi, v kién 78,55% | 82,08% | 85,68% | 86,84%
12. Cong chrc tra 101, giai thich cau hoi, y kienday da | 78.37% | 82,29% | 87.10% 86.84%
13. Cong chirc hudng ké khai ho so dé hiéu 80,70% | 83,75% | 84.31% 87.66%

14. Cong chirc hudng dan ké khai ho so mét lan

K, A 0 0, 0
la co the hoan thién ho so #5711 | 34.00% 96,54%

15. Cong chirc giai quyeét cong viée dung quy dinh 84,19% | 82,29% | 85,94% 87.66%
16. Cdng chure tan tinh giup d& 85.05% 87,66%
Cong chire noi chung 80,64% | 8281% | 85.39% 87.23%
IV. KET QUA

17. Két qua phu hop vai quy dinh 84.19% | 83,13% | 89.66% | 90.82%
18. Két qua co thong tin day du 86,05% | 85,63% | 90,08% | 92.97%
19. Két qua co thong tin chinh xac 83,68% | 85,00% | 90,55% 92.97%
20. Két qua dam bao tinh cong bang 89,66% | 91,98%
Két qui néi chung 84.64% | 84,58% | 89.99% 92.18%

V. TIEP NHAN, XU LY Y KIEN GYPAKN
21. Co quan co bo tri hinh thirc ti€p nhan gop y, 7376% | 6981% | 87.50% 85.03%
phan anh, kién nghi ? ’ (22 o2

22. Dé dang thuc hién 20p v, phan anh, kién nghi 72.41% | 6981% | 83.33% 85.93%
23. Co quan tiep nhan va xu ly tich cuc cac gop 71.92% | 69.81% | 79.17% 84.89%
y, phan anh. kién nghi ? ? ; a
24.Co quan co thong bao kip thoi ket qua xu ly
cac y kién gop v. phan anh, kién nghi

Tlep nhan, xir Iy GYPAKN néi chung 72.56% | 6981% | 81,77% 85.41%

72,14% | 6981% | 77,08% 84,89%
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PHU LUC 2: MAU PHIEU PIEU TRA XA HQI HQC NAM 2020

BONOI VY FI—
Ma sophiéu

TR s

PHIEU KHAO SAT SU HAI LONG CUA NGUOI DAN, TO CHUC POI VOI SU
PHUC VU CUA CO QUAN HANH CHINH NHA NUOC NAM 2020

Dijch v BANH I GBIEE - cui s ssnimisis s vt i i s e s s a darasss

.................................................................................................

.................................................................................................

A. PHAN THONG TIN CHUNG

I. MUC PiCH KHAO SAT

Dé ¢o co so gitp cac co quan hanh chinh nha nude thyc hién cai cach hanh
chinh, nang cao chat lrong phuc vu ngudi dan, t6 chirc mot cach hiéu luc, hiéu qua,
Bo Noi vu trién khai do lwong su hai long cia nguoi dan, to chirc doi vai su phuc vu
cua co quan hanh chinh nha nudc theo sy phan cong cua Chinh phii, Thu twéng Chinh
phu.

Trén co sd kinh nghiém giai quyét thi tuc hanh chinh ciia ban than Ong/Ba, B
N6i vu kinh mong Ong/Ba danh gia chat luong phuc vu cta co quan hanh chinh nha
nude va cho biét mire dd hai 1ong va nhu cau cua Ong/Ba thong qua cung cip thong tin
vao phicu khao sat dugc giri kém theo day.

Kinh mong Ong/Ba cung cap thong tin diy du, chinh xac, khach quan dé két
qua khao sat phan anh ding chat luong phuc vu cuia co quan hanh chinh nha nudc doi
voi Ong/Ba.

Xin tran trong cam on Ong/Ba!

Il. HUONG DAN TRA LOI CAC CAU HOI

Xin Ong/Ba khoanh trén vao chir s6 (1, 2, ...) dimg trude phuong an tra 1oi ma
Ong/Ba chon doi vdi timg cau hoi.

Diéu tra vién
HOoten:
X (11T T RN
Biachi: ... ... ... e e




I1I. THONG TIN CA NHAN
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Xin Ong/Ba tra 1oi ciac ciu hoi & H()P 1. Néu Ong/Ba lim thu tuc hanh
chinh cho co quan/to chire/doanh nghiép noi Ong/Ba lam viée thi xin Ong/Ba tra

I&ri thém cde cdu hoi & HOP 2.

HOP 1
Gidi tinh:
1. Nam
2. Nir

Dan tgc:
1. Kinh ] _
2. Khac (xin viet cu thé):

1. Duéi 25 tudi
2. 25 - 34 tuoi
3. 35 - 49 tudi
4. 50 - 60 tudi
5. Trén 60 tudi

Trinh do h(_)c vén:

. Tiéu hoc (cap 1)

. Trung hoc co s6 (cap 1)

. Trung hoc phd thong (cap I11)
. Day nghé&/Trung cap/Cao dang
. Pai hoc

Trén Pai hoc

Khac (xin viét cu thé):

gpxu:-hww—

Nghé nghiép:

1. Lam ndi tro/Lao dong ty do

2. Nghi huru

3. Sinh vién .

4. Lam viéc tai to chirc/doanh nghiép
trong linh vuc tu

5. Can bo/cong chirc/vién chirc/nguron
cong tac trong luc lugng vi trang

6. Khac (xin viet cu thé):

Noi sinh séng:

1. D6 thi

2. Nong thon

3. Mién nui

4. Hai dao

5. Khac (xin viét cu thé):

.............................................

HOQP 2

Loai hinh co quan/té chirc noi dang
lam viéc:

1. Co quan hanh chinh nha nuéc/Pon vi
su nghiép cong/Co quan Iy luong vil trang/To
chire chinh tri xa hoi.

2. T6 chirc nude ngoai.

3. T6 chirc phi chinh phi/Hiép hoi/Hoi.

4. Doanh nghiép nha nudc.

5. Doanh nghle tu nhan/Cong ty
TNHH/Cong ty ¢6 phan/Cong ty hop danh.

6. Doanh nghi¢p nudc ngoal/Doanh
nghiép lién doanh/Céng ty nuée ngoai.

7. Khac (xin viét cu thé):

................................................

Vi tri cong viée: )

1. Giam doc/Phé Giam doc.

2. Truong phong/Phé trudng phong hodc
tuong duong.

3. Ké toan trudmg,

4. Ky su/Ké toan

5. Nhan vién van phong/ky thuat vién

6. Khac (xin viét cu theé):




nao?
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B. PHAN CAU HOI
Cau 1.0ng/Ba d@d ngp hé so va nhin két qua giai quyét cong viée o co quan

1.Tai B phan tiép nhan va tra két qua cap xa.

2.Tai Bo phan tiép nhdn va tra két qua cap huyén.

3.Tai B phan tiép nhan va tra két qua ctia co quan chuyén mén cap tinh.

4.Tai Trung tdm Phuc vu hanh chinh cong cép tinh.

B TR RIS A s o S e e e SN

Ciu 2. Ong/Ba biét vé B phan tiép nhin va tra két qua/Trung tim Phuc vu

hanh chinh céng/co quan noi Ong/Ba ndp hé so va nhin két qua (bao gom cac
thong tin vé tén co quan, dia diem cua co quan; ngay, gio lam viéc cua co quan, ...)

thong qua hinh thirc nao?

1. Thong qua nguoi than, ban bé.

. Théng qua chinh quyén cap xa.

. Thong qua phurong tién thong tin dai chung (tivi. dai. bao...).

. Thong qua mang Internet.

. Khac (xin viét cu TR o smsatinesin oo S0 s SR S R A A S S e st

Cau 3. Ong/Ba biét vé quy dinh thi tuc hanh chinh (gom thanh phan ho so,

W & W N

trinh te giai quyét cong viée, thoi han giai quyét cong viée, mirc phi’lé phi) théng qua

hinh thirc nao?

1. Thong qua cong chirc tai noi np ho so, tra két qua.

2. Thong qua tai liéu niém yét cong khai tai noi ndp ho so., tra két qua.

3. Thong qua mang Internet.

4. Thong qua nguoi than, ban be.

5. Khac (xin viél cu 1hé): .........................................................
Céu 4. Ong/Ba di lai bao nhiéu lin dé giai quyét cong viéc?

1. 01 lan (cho nhan két qua ngay).

2. 02 lan (01 lan ndp ho so, 01 lan nhin két qua).

3. 03 lan (01 lan ndp ho so, 01 lan bd sung ho so, 01 lan nhan két qua).

4. 04 lan tré 1én (do bd sung hd so nhiéu lan).

SRS YR TEEURR THEI oo comov s s s v s SR GRS s
Ciu 5. Cong chire cé gy phién ha, sich nhiéu d6i véi Ong/Ba trong qua

trinh gidi quyét cong viée khong?

1. Khong
2.Co

Cau 6. Cong chirc c6 goi ¥y Ong/Ba nép thém tién ngoai khoin phi/lé phi

khéng (khoan phi1¢ phi la khodan tién phai déng theo quy dinh)?

1. Khong
2.C6



Név:c8, xinOng/Ba nu cu The:. ..o sy

Ciu 7. Corquan tra két qua gidi quyét cong viée cho Ong/Bi cé ding hen khéng?

1. Ping hen
2. Som hon hen
3. Tré hen

Néu Ong/Ba bj tré hen tra két qud, xin Ong/Ba cho biét:

- Co quan cé théng bdo trwée cho Ong/Ba vé vige tré hen khing?

1. Co
2. Khong

- Co quan c6 giei thu xin 16i Ong/Ba vi tré hen khong?

1.Co
2. Khong

Céu 8. Xin Ong/Ba vui long cho biét mire dp hai long ciia Ong/Ba vé sw phuc

vu ctia co' quan hanh chinh nha nwée khi giai quyét cong viée cho Ong/Ba thong

qua cdc npi dung sau:

Xin Ong/Bé khoanh tron vao 01 mirc diém ma ()ng/Bé lya chon, trong do: 5 =

“Rét hai long”, 4 = “Hai long”, 3
khong hai long”.

= “"Binh thudng”.

2 = “Khong hai long™:

1 = “Rét

Rithai | Hai Binh | Khong | Ritkhong
long long thuong | hailong héilong
L. TIEP CAN DICH VU
I. Tru so co quan ticp nhan ho so, tra két qua
giai quvet cong viéc co bién hiéu, hudng din rd 5 4 3 2 1
rano dé thay
Tru 50 co quan tlep nhan ho 50, tra két qua
giai quyet cong viéc co di chd ngdi cho ngudi 5 4 3 2 1
dan, to chuirc
3. Trang thiét bi phuc vu ngudi dan, to chiec
Ao 5 4 3 2 1
day du _
4. Trang thiét bi phuc vu ngudi dan, to chirc dé
: 5 ) 3 2 1
SUr dun% ‘ )
IL. THU TUC HANH CHINH
5. Quy dinh thi tuc hanh chinh duoc niém yét
- P aX o 5 4 3 2 1
cong khai de thay i
6. Quy dinh tha tuc hanh chinh dugc niém yét
ey S e g 5 4 3 2 1
cong khai day du )
7.Thanh phan ho so ma Ong/Ba dugc yéu cau A
PO T - 5 4 3 2 |
ndp la ding quy dinh ‘
8. Muc phi/l¢ phi ma Ong/Ba duoc yéu cau ndp =
] 5 4 3 2 1
la dung quy dinh
9. Thoi han giai quyet cong viée cua Ong/Ba la
dung quy dinh (tinh tir ngay Ong/Ba ndp ho so
5 4 3 2 1
dén ngay nhan két qua)




Rithai | Hai Binh | Khéng | Ratkhong
long long | thuomg | hailong | hailong
=% = = = =

111. CONG CHUC

10. Cong chirc ¢o thai do giao tiep lich su voi 5 4 3 5 |
Ong/Ba i

11. Cong chire cham chu lang nghe cau hoi, y . 4 3 5 :
kién cua Ong/Ba i

12. Cong chirc tra i, giai thich day du cac cau o p 3 ; ,
hoi, y kien cua Ong/Ba i ) -

13. Cong chuc hudng dan Ong/Ba ké khai ho s i 3 5 :
so de hiéu

14. Cong chuc hudng dan Ong/Ba ké khai mot - A 3 5 i
lan la Ong/Ba c6 thé hoan thién hé so -

15. Cong chirc giai quyet cong viée cho . 4 3 5 l
Ong/Ba theo dung quy dinh )

16. Cong chuc tan tinh giup do Ong/Ba trong : 4 3 5 1
qua trinh giai quyét cong viéc g

IV. KET QUA DICH VU

17. Két qua giai quyet ho so cua Ong/Ba la phu

hop voi quy dinh ' ) 5 4 3 ) |
(Keét qua co thé la dwoc cap gidy to hodc bi tir

choi cdp gidy 1)

18 Két qua giai quyét ho so cua Ong/Ba co 5 4 3 2 |
thong tin day du -

19. Két qua giai quyét hd so cuia Ong/Ba ¢o 5 i 5 5 i
thong tin chinh xac -

20. Keét qué gidi quyét ho so ciia Ong/Ba dam 5 4 3 5 |
bao tinh cong bang

Ciu 9: Ong/Ba da tieng c6 j kién gop ¥, phan dnh, kién nghi déi véi co quan
vé vige giai quyét thii tuc hanh chinh cho Ong/Ba chwa?

1. Chua cé
2. Pdco

- Néu Ong/Ba da co y kién gop y, phan dnh, kién nghi dbi véi co quan, xin
Ong/Ba cho biét mire @3 hai long ciia Ong/Ba vé viée co quan tiép nhin, xiv Ij §

kién gop ¥, phin dnh, kién nghi ciia Ong/Ba?

Rathai | Hai | Binh | Khong | Ritkhong
long long | thuong | hailong | hailong
=5 =4 =3 =2 =1

1. Co quan c6 bo tri hinh thirc tiép nhan 5 4 3 2 1
g6p v. phan 4nh, kién nghi cua nguoi dan,

to chirc

2. Ong/Ba dé dang thyc hién gop ¥, phin 5 4 3 2 1
anh, kién nghi




3. Co quan tiép nhan va xir ly tich cuc cac 5 4 3 2 |
g6p v. phan anh, kién nghi cua Ong/Ba

4. Co quan co thong bao kip thoi ket qua xur 5 4 3 2 1
ly cac y kién gop v, phan anh, kién nghi cua

Ong/Ba

Cadu 10: Hién nay trong giai quyét thu tuc hanh chinh, co quan hanh chinh
co thé thue hign cdc hinh thiec tiép nhan hé so va tra két qua gidi quyét thi tuc
hanh chinh khdc nhau. Ong/Ba dinh gid mive dp phit hop ciia moi hinh thice doi
v6i ban thin Ong/Ba?

a. Tiép nhin ho so, tra két qua giai quyét thii tuc hanh chinh tai Bo phan tiép
nhan va tra két qua /Trung tim phuc vu hanh chinh céng

1. Phu hop

2. Khong phu hgp

b. Tiép nhin ho so gidi quyét thi tuc hanh chinh tgi Bo phan tiép nhan va tra
két qua /Trung tdm phuc vu hanh chinh cong va tra két qua giai quyét thi tuc hanh
chinh qua dich vy Buu chinh cong ich

1. Phu hop

2. Khong phu hgp

c. Tiép nhin ho so, tra két qua giai quyét thi tuc hanh chinh qua dich vu buu
chinh cong ich

1. Phu hop

2. Khong phu hop

d. Tiép nhin ho so giai quyét thii tuc hanh chinh qua mang internet (dich vu
cong trwe tuyén cdp @ 3, 4) va tra két qua giai quyét thii tuc hanh chinh tai Bé phan
tiép nhan va tra két qua/Trung tam phuc vu hanh chinh cong

1. Phu hop

2. Khéng pht hop

Cédu 11. Dé nang cao chit luong phuc vu ngwdi dan, 6 chice trong thoi gian
16i, Ong/Ba mudn co quan hanh chinh nha nwéce wu tién cdi cich 03 ndi dung ndo
trong sb cdc ndi dung duréi ddy?

1. M6 rong cac hinh thirc thong tin dé nguoi dén, t6 chirc biét dén co quan noi
nop hé so va nhin két qua giai quyét thu tuc hanh chinh mot cach dé dang, nhanh
chong.

2. Cai thién chat luong co so vét chat; hién dai hoa trang thiét bi phuc vu nguoi
dén, to chire.

3. Tang cuong niém yét cong khai, minh bach quy dinh thi tyc hanh chinh.

4. Tang cudng tiép nhan hd so va tra két qua giai quyét thu tuc hanh chinh qua
dich vu biru chinh cong ich.

5. Pay manh cung {mg dich vu cong truc tuyén mirc do 3, 4.

6. Tiép tuc don gian hoa thu tuc hanh chinh.
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7. Rt ngan thoi gian giai quyét thu tuc hanh chinh.

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

9. Cai thién thai do giao tiép cua cong chirc.

10. Cai thién tinh than phuc vu cua cong chirc.

11. Nang cao nang luc giai quyét cong viée cua cong chirc.

12. BO tri hinh thirc tiép nhan y kién goép v, phan anh, kién nghi ciia nguoi dan,
t6 chirc dé dang, thuén tién hon.

13. Tiép nhan, giai quyét ¥ kién gop y, phan anh, kién nghi cua ngudi dén, t6
chirc kip thoi, tich cuec.

14. Khac (xin viét cu thé);

XIN TRAN TRONG CAM ON ONG/BA !
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