UY BAN NHAN DAN  CONG HOA XA HQI CHU NGHIA VIET NAM

THANH PHO HA NOI Poc lip - Tu do - Hanh phiic
S6: A0 /BC-UBND Ha Néi, ngay f¥Thdang S nam 2023
BAO CAO

Phén tich két qua Chi s6 Hai long ciia nguoi dan, to chire doi voi
su phuc vu hanh chinh (SIPAS) nim 2022 ciia thanh pho Ha Noi

Ngay 19/4/2023, Ban Chi dao Cai cach hanh chinh cua Chinh phu da to
chirc Hoi nghi cong b két qua Chi sé Hai 1ong cla nguol dan, to chtre d6i voi
su phuc vu hanh chinh ndm 2022 cua cac tinh, thanh pho truc thudc Trung uwong.
Trén co so bao cao cua BO Noi vu, UBND Thanh phd bao cao phan tich két qua
Chi s Hai long cua ngudi dan, to chic dbi vai su phuc vu hanh chinh (SIPAS)
nam 2022 cua thanh pho Ha Néi nhu sau:

I. KHAI QUAT VE CHI SO SIPAS

Chuong trinh tong thé CCHC nha nudc giai doan 2021-2030 cua Chinh phu
dat muc tiéu “Tiép tuc xdy dung nén hanh chinh dan chu, chuyén nghiép, hi¢n da,
tinh gon, hi¢u luc, hiéu qua, c6 nang lyc kién tao phat trién, liém chinh, phuc vu
nhan dan” va yéu cau dat ra doi voi nén hanh chinh phai “lay nguoi dan, doanh
nghi¢p lam trung tam; ldy su hai long cua nguoi dan, doanh nghlcp la thuoc do
danh gia chat luong phuc vu ctia co quan hanh chinh nha nude cac cap”.

- Do ludong Chi s6 hai long ctia nguoi dén, to chie déi voi su phuc vu cua
co quan hanh chinh nha nudec (CQHCNN) nhdm danh gia khach quan chat
luong phuc vu nguoi dan cuia CQHCNN va muc d hai long, su mong doi cua
nguoi dan doi voi sy phuc vu cia CQHCNN duya trén cam nhan cua nguoi dan;
trén co so do, d& xudt nhing bién phap cai thién chat lugng phuc vu cua
CQHCNN gop phan mang lai sy hai long ngay cang cao cho nguoi déan'.

- N6i dung do luong sy hai 1ong cua nguoi dan, to chirc déi véi su phuc
vu cua CQHCNN la viée xay dung, to chire thye hién chinh sach cong quan
trong? ¢ anh huong truc tiép dén cudc song cua ngudi dan va dbi vai viée cung
ung dich vu hanh chinh céng noi chung dua trén tri thic, trai nghiém cua nguoi
dan. Cu thé: Po luong nhan dinh, danh gia ctia nguoi dan; do luong muce do hai

' Nam 2022, sy do luong cua chi s6 SIPAS dya vao sw cim nhén cia nguoi dan doi vai
chat luong phuc vu cua CQHCNN ¢6 pham vi, ngi ham rong hon so vdi nam 2021. Nam
2021 su do luong chi tap trung vao chat luong phuc vu va cung tmg dich vu hanh chinh cong
cua CQHCNN. Vi vay, chi tiéu dén nam 2025, mirc do hai long cua nguoi dén, doanh nghiép
vé giai quyét thu tuc hanh chinh (TTHC) dat toi thiéu 90% tai Nghj quyét sé 76/NQ-CP cua
Chinh phu khéng dugc dat ra tai Chi so0 SIPAS nam 2022.

> C6 08 nhom chinh sach duoc lua chon bao gém: Chinh sach phat trién kinh té; chinh sich
kham, chita bénh; chinh sich gido duc pho théng; chinh sach trit tu, an toan xa hoi; chinh
sach giao thong duong bo; chinh sach dién sinh hoat; chinh sdch nudc sinh hoat; chinh sich
an sinh, xa hoi.
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long (MDHL) cua nguoi dan dbi véi su phuc vu cia CQHCNN; do luong nhu
cau, mong doi cua ngudi dan’.

- SIPAS 12 mét trong cac ndi dung quan trong dé dua vao danh gia, Xac
dinh Chi 50 Cai cach hanh chinh (CCHC) cua Thanh phd (chiém ty 1& 10% tong
s6 diém Chi s6 PAR INDEX). DBon vi thuc hién:

+ Co quan chu tri trién khai thuc hién: Bo Noi vu
+ Trach nhiém thuc hién khao sat: Buu dién thanh phé Ha No1

+ Trach nhiém giam sat: Uy ban Mat tran td quéc Thanh phé va Ho1 Cuu
chién binh Thanh pho.

- Péi tuong, pham vi dleu tra XHH trén dia ban thanh phd Ha Noi: La
ngudi dan ¢ do tudi tir 18 tudi trg 1én, S6 luong mau dicu tra 1a 2.700 phlcu
Pham vi diéu tra: thuc hién khao sat tai 06 quan, huyén (Ba Dinh, Hoan Kiém,
Thanh Xuan, Dan Phuong, Phuc Tho, Ung Hoa).

II. KET QUA CHI SO SIPAS NAM 2022 CUA THANH PHO
1. Két qua SIPAS nim 2022

- Chi s6 Hai long - SIPAS nidm 2022 cua thanh phd Ha Noi dat 80 ;16%;
xép thir 30/63 tinh, thanh phd (nam 2021 x¢&p thu 30/63) va la niam thir 5 lién tiép,
Chi sé Hai long ciia thanh pho Ha Néi dat trén 80%.

- So sanh véi 05 thanh pho truc thudce Trung wong:

+ Hai Phong: Pung thu 2/63 (dat 83,88%)

+ Ha Noi: Pung thar 30/63 (dat 80,16%)

+ Pa Nang: Ding tht 34/63 (dat 79.66%)

+ Can Tho: Ping thi 36/63 (dat 79.10%)

+ TP.HO Chi Minh: Bang tha 43/63 (dat 78.38%).

- So sanh Chi s0 hai long linh vuc véi cac tinh, thanh phd trong ca nudc:

+ MDHL cua ngu‘dj dan ddi vai viée xay dung, to chire thuc hién chinh
sach: 32/63 tinh, thanh pho.

+ MDHL déi’ vol vi¢e cung ung dich vu hanh chinh cong (DVHCC):
30/63 tinh, thanh pho.

* No1 dung do luong su hai long cua nguoi dan nam 2022, ngoai gitr nguyén viéc do luong
cung itng DVHCC nhu nh}‘mg nam trudc day thi ndm nay, Bo Noi vu bd sung thém nd1 dung
do luong viée xay dung, t6 chuc thuc hién 08 nhom chinh sach quan trong ¢6 anh huong truc
tlép dén doi sdng hang ngay cua ngudi dan.

¢ Dol tuong khao sat thu thap thong tin do ludong sy hai long nam 2022 la nguoi dan (du 18
tudi tro 1én), chi 3eu lav theo y kién cam nhin, cam xic, khong lay doi tugng la cac to
chire, (Truge day, doi tuong lua chon tra 101 phiéu 1a gom ca nhimg ca nhan, to chtc da true
tiép giao dich va nhéan két qua giai quyét TTHC tai cdc co quan hanh chinh nha nuéc cua
Thanh phd, nén thuong c6 ¥ kién két qua danh gia chinh xdc hon).
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- Chi s6 Chi sé Hai long ctia Thanh phé nam 2022 dat 80,16%, giam
6,95% so voi nam 2021 (ndm 2021: 87,11%). Nam 2022, mic di, két qua Chi s6
Hai long - SIPAS cta Ha Noi giam so v6i nam 2021 tuy nhién van cao hon so véi
chi s6 hai long chung ctia ca nude (SIPAS chung ctia ca nude: 80,08%)’.

- Céc Chi s6 phan anh sy hai long ctia ngudi dén, té chire nam 2022:

+C6 5/9 tiéu chi cta chi s6 hai long dat trén 80% .

+ C6 4/9 tiéu chi cta chi s6 hai long dudi 80%.

+ C6 5/9 tiéu chi cua chi s6 hai long gidm so voi nam 2021.

Bing 1. Két qua chi tiéu, ndi dung SIPAS

nhan, x1r 1y phan anh, kién nghi (PAKN)

J

£ " Tang/
o
TT N Ketqua 4) | Gigm
No1dung 2022 | 2021
Chi s6 hai l1ong chung 80,16 | 87,11 | Giam
Thir hang 30 30
| | MPHL ciia nguoi dan doi voi viée xay -
dung, t6 chire thue hién chinh sach )
|1 MPHL d(")ki vOi trach nhiém giai trinh cua 2209 )
chinh quyén
MPHL déi véi co hoi tham gia vao qué trinh
1.2 |, % AT 78.38 -
xdy dung, t0 chtrc thuc hién chinh séch
1.3 | MDHL déi véi chat luong chinh sach 78.23 ]
L4 MDHL d6i véi két qua, tac dong cua chinh _ )
sach
Mirc d hai long ddi voi viée cung (ng
2 - ' 81,26 | 87.11 | Gi:
DVHCC am
2.1 | Murc do hai long ddi véi tiép can dich vu 81,84 | 89,28 | Giam
Mirc d6 hai long doi véi thu tuc hanh chinh g
2.2 (TTHC) 81,65 88.81 Giam
2.3 | Mirc do hai long d6i véi cong chic 81,77 | 88,51 | Giam
Mirc d6 hai long ddi voi két qua giai quyét g
") .
2 2 P 81,44 | 89,21 | Gidm
2.5 | Mirc do hai long doi voi viée co quan tiép| 7960 | 7973 | Giam

* Nam 2022, B Noi vu khong dit ra chi tiéu sy hai 10ng theo Nghi quyét so 76 ctia Chinh phu vi
doi tugng va ndi dung danh gia thay do6i so v6i nam 2021 (Muc tiéu dén nim 2025, muc do hai

long cua ngudi din, doanh nghiép vé giai quyét TTHC dat t5i thiéu 90%).




2. Két qua chi tiét SIPAS

SIPAS ndm 2022, g6m hai chi s6 linh vuc: MPHL cua ngudi dan dbi vai
viée xdy dung, to chire thuc hién chinh sach va MDHL d6i voi viée cung ung
DVHCC va trong mon chi s6 linh vuc gdm c6 cic chi s6 hai long thanh phan va
chi s6 hai long yéu tb. Theo do:

2.1 Bbi v6i MPHL cua nguoi dan ddi véi viée xay dung, td chuc thuc
hién chinh sach:

- C6 03/13 chi sb thanh phan dat trén 80%, gom cac chi so thanh phan
Co quan nha nudc cung cap, gial thich thong tin v¢ cac chinh sach theo nhiéu
hinh thire, grap moi ngudi dan dé tim, dé thay (81.91%), co quan nha nudc cung
cap thdng tin vé cac chinh sach day du, dé hiéu déi voi nguoi dan (82.27%) va
chi s thanh phan MDPHL déi véi su phu hop chinh sach trét tu, an toan xa hoi
81.76%).

- C6 10/13 chi s6 thanh phan c6 két qua dudi 80%, trong d6 thap nhat la
ti€éu chi MPDHL doi voi sy phu hop chinh sach giao thong duong bd (74.61%).

2.2. Bbi voi MPHL cung ung DVHCC:

- C6 16/19 chi s6 thanh phan dat trén 80%, trong d6 ¢6 03 chi s6 thanh
phan dat trén 82%, lan lugt la: Tru s co quan tlep nhan ho so, tra két qua sach
s€, van minh(82,73%); Tru s co quan tiép nhan ho so, tra két qua co bién hiéu,
huéng dan rd rang, dé thiy (82,61); Céng chirc tudn thu ding quy dinh trong
giai quyét cong viéc cho nguoi dan (82,42); Két qua giai quyét TTHC co thong
tin day du, chinh xéc (82,04).

+ C6 03/19 chi s6 thanh phan dat dudi 80%, lan luot 1a: Co quan tiép
nhan, xu ly PAKN cua nguoi dan dung quy dinh (79,97%); Co quan thong bao
két qua xtr Iy PAKN cho ngum dan kip thoi (79,42); Co quan c6 bd tri hinh
thirc tiép nhan PAKN gitip nguoi dan PAKN dé dang (79,04).

- So voi nam 2021;

+ C6 duy nhat 01 chi sb ting: Co quan thong béo két qua xir Iy PAKN cho
nguot dan kip thoi (79,42%). Trong khi do, nam 2021 1a 78,92%.

+C06 16/17° chi s thanh phan giam, trong d6 giam nhiéu nhat la Két qua
giai quyét TTHC cho nguoi dan dam bao tinh cong bang, giam 9,09% (nim
2022: 80,09%; nam 2021: 89,18%) va giam it nhét 1a Co quan ¢ bé tri hinh
thirc tiép nhan PAKN gitip nguoi dan PAKN dé dang, giam 3,11% (nim 2022:
79,04%, nam 2021: 82,15%).

o Co 02 chi 56 thanh phin méi nén khong so sanh dugc vai nam 2021: (1) Cung cép thong tin
vé viée giai quyet TTHC theo nhiéu hinh thic, dé tiép can, dé hiéu d6i vai moi nguoi dan
(80,71%); (2) Co quan tiép nhan, xtr Iy PAKN ctia ngudi dan ding quy dinh (79,97%).
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Bing 2. Két qua chi tiét chi tiéu, ngi dung SIPAS

TT

Chi sb hai long (%)

Nam
2022
(%)

Nam
2021
(o)

So
sanh

MDHL ciia nguoi din doéi véi vide xdy
dung, to chire thuc hién chinh sich

79.07

MPHL doi véi trach nhi¢m giai trinh ciia
chinh quyén

82.09

Co quan nha nudc cung cap, giai thich thong
tin vé cac chinh sach theo nhiéu hinh thirc,
giup moi nguodi dan dé tim, dé thay

81.91

Co quan nha nudc cung cap thong tin vé cac
chinh sach day du, dé hiéu do1 voi nguoi dan

82.27

1.2

MDHL doi voi co hoi tham gia vao qua
trinh xdy dwng, t6 chirc thuwe hién chinh
sach

78.38

1.2l

MPHL d6i v6i viéc co quan nha nudc to
chire nhiéu hinh thire xin y kién goép ¥ cua
ngudi dan doi voi chinh sach, gitp moi
ngudi dan tham gia gop y dé dang.

78.63

1.2.2

MDBHL dbi véi viéc co quan nha nudc to
chtre nhiéu hinh thirc dé nguoi dan phan hoi
y kién vé két qua, tac dong cua cac chinh|
sach, glup ngudi dan tham gia phan hoi ¥
kién dé dang.

78.12

.

MPDPHL déi véi chit lwong chinh sdch

78.23

1.3.1

MDHL d6i v6i chinh sach vé phat trién kinh
té¢ ¢ dia phuong (gom cac quy dinh ve thu
hut dau tu, kinh doanh, viéc lam, tin dung...)

77.05

MPHL d6i vaoi su phu hop chinh sach vé
kham chita bénh (gém cdc quy dinh vé bénh
vién, phong kham, tram y Ie viéc kham
chita bénh,; bao hiém y té; vé vién phi..
cdc bénh vién cong, phong kham cong, tram
yté)

79.53

134

MDPHL d6i véi su phu hop chinh sach giao
duc pho théng (gom cdc quy dinh vé chuong
trinh giang day, sach giao khoa, truong hoc,
lop hoc, danh gia hoc sinh, thu tuc nhap hoc

78.82




TT

Chi s6 hai long (%)

Nam
2022
(%)

Nam
2021
(%)

So
sanh

. 0 cdc trieong phé théng céng ldp)

MDBHL d6i v6i su pht hop chinh sach trat
tu, an toan xa hoi (gém cac quy dinh vé
quan ly dan cu, gitt gin trat tw noi cong
cong, quan ly an ninh mang, phong chong
toi pham...)

81.76

1.3.4

MDHL dbi voi su pht hop chinh sach giao
thong duong bo (gom cdc quy dinh vé xay
dung, phdt trién dwong bé; giao thong
duwong bo; bao dam trdt tw, an toan giao

thong duong bo )

74.61

13§

MDHL d6i v6i sy phit hop chinh sach vé
di¢n sinh hoat (Gom cdc quy dinh vé cung
cap quan ly, phat trién dién sinh hoat; gia
tién, chat lwong dién sinh hoat..)

71.78

1.3.6

MDHL d6i v6i su pht hop chinh sach ve
nuoc sinh hoat (g6m cdc quy dinh vé cung
cap quan ly, phat tr ién nude sinh hoat, gia
tien, chat luong meée sinh hoat ...

76.94

1.3.7

MPHL déi véi sy phu hop chinh sach vé an
sinh xa hoi (gom cde quy dinh vé bdo hiém
xd héi, bao hiém that nghiép; hé tro thuong
xuyén doi véi ngudi cé cong, nguoi nghéo,
nguoi tan tat... va ho tro dot xuat cho nguoi
dan khi gap mat mua, thién tai ...)

79.37

1.4

MPDHL déi véi két qua, tic dong ciia chinh
sach

77.56

1.4.1

MDHL ddi véi viée chinh sach cua dia
phuong di gop phan gitp cho kinh té gia
dinh cua nguoi dan dia phuong ngay cang
tot hon trong thoi gian qua.

7718

1.4.2

MDHL ddi v6i viée chinh sach cua dia
phuong da gop phan giup cho chat luong
cudc song cua nguoi dan dia phuong ngay
cang tot hon trong thoi gian qua.

11.97

Mic d hai long dbi véi viée cung g
dich vu hanh chinh c¢ong (DVHCC)

81,26

87.11

Giam




Nim | Nim

TT Chi s6 hai long (%) 2022 | 2021 si‘:h
(%) | (Vo)
2.1 | Tiép cdn dich vu 81.84 | 89.28 | Giam

Cung cap thong tin vé viée giai quyet TTHC
2.1.1 |theo nhiéu hinh thuc, d& tiép can, dé hiéu| 80.71 - -
dbi vai moi nguoi dan

Tru so co quan tiép nhan ho so, tra két qua

c6 bién hiéu, hudng dan rd rang, dé thay 82.61 | 89.23 | Giam

Tru sO co quan tiép nhdn ho so, tra két qua

82.73 | 89.41 | Giam
sach s€, van minh

Trang thiét bi phuc vu nguodi dan day du,
2.1.4 | chat luong tt, gitp ngum dan giai quyét| 81.30 | 89.24 | Giam
cong viéc dé dang hon’

2.2 Thu tuc hanh chinh 81.65 | 88.81

2.2.1 | Quy dinh TTHC dugc niém yét cong khai
tai tru sO' co quan tlep nhan, tra két qua giai | 81.99 | 89,09 | Giam
quyét TTHC dé thay, dé hiéu®

2.2.2 | Thanh phan ho so duge yéu cau ndp la ding R177 | 89.00 | Giam

quy dinh ‘
223 g/llnl,r}? phi/l¢ phi dugc y€u cau nop la ding quy 8132 | 88.77 | Tung
224 Tbm han giar quyct thu tuc hanh chinh la Q151 | 88.08 | Gidm
dung quy dinh.
2.3 | Cong chuc 81.77 | 88.51

2.3.1 | Cong churc co thar do giao tiép lich su, ton

L. .- g 8193 | 89.12 | Giam
trong doi vo1 nguot dan

2.3.2 | Cong chue cung cap thong tin, tra loi kip
thoi, day du cac cau hoi, y kién cua nguoi | 81.55 | 88.72 | Giam
dan’

2.3.3 | Cong chic hudng ké khai ho so dé hiéu, dam | 81.81 | 88,46 | Giam

7 Nam 2022, B Noi vu ¢6 mt tiéu chi duy nhit, trong khi d6 nam 2021, n¢1 dung nay dugc tach
ra lam 02 tiéu chi (1): Trang thiét bi phuc vu nguoi dan, t6 chirc day du (89.29); (2) Trang thiét bi
phuc vu ngudi dan, to chue hoat dong tot, dé& sir dung. (89.18). Dé so sanh nam 2021 véi nim
2022, két qua chi sé nam 2021 duoc tinh trung binh trung ciia 02 tiéu chi néu trén.

¥ Tuwong tu nhu (7), Nam 2022, mot tiéu chi, trong khi do nam 2021, n¢1 dung nay dugc tach
ra lam 2 tiéu chi: (1) Quy dinh TTHC duoc niém yét cong khai dé thay (89.12); (2) Quy dinh
TTHC dugc niém yét cong khai diy du, dé hiéu (89,06). Bé so sanh nim 2021 v&i nim 2022,
két qua chi s6 nam 2021 duoc tinh trung binh trung ctia 02 tiéu chi néu trén.

? Tuong tu nhu (8), ndm 2022, mdt tiéu chi , Nam 2021, ndi dung nay dugc tach ra lam 2 tiéu
chi: (1) Cong chuc cham chu ]ang nghe ciu hoi, y kién (88.77): (2) Céng chirc tra lo1, giai
thich cau hoi, y kién day du (88.66). Dé so sanh nim 2021 v&i nim 2022, két qua chi s6 nam
2021 dugc tinh trung binh trung cua 02 ticu chi néu trén.



Nim | Nam |
TT Chi sb hai long (%) 2022 | 2021 sél‘]’h
(%) (Ye)

bao nguoi dan co6 thé hoan thién ho so sau mot
lan hudéng dan'”

2.3.4 | 15. Cong chuc tuan thu dang quy dinh trong giai

Lo i 82.42 | 88.26 | Giam
quyét cong viée cho nguoi din

2.3.5 | 16. Cong chuc tan tinh d6i voi nguoi dan

. £ ” 81.13 | 87.85 | Giam
trong qua trinh giai quy€t cong viee

2.4 Ket qua gidi quyet TTHC" 81.44 | 89.21
2.4.1 | Két qua giai quyét TTHC duogc tra ding
hen'? 81.39 - -

2.42 | Két qua giai quyét TTHC co6 thong tin day

&6, chinh xact® 82.04 | 89,35 | Giam

243 Kf;:t qua gial qlgyet TTHC cho ngoi dan dam 2009 | 89.18 | Giam
bao tinh cong bang

2.5 | Tiép nhin, xir Iy y kién PAKN 79.60 | 79.73

2.5.1 | Co quan co bd tri hinh thuc tiép nhan PAKN
gitip nguoi dan PAKN d2 dang 79.04 | 82.15 | Giam

252 | Coquan tiép nhan, xu ly PAKN cua nguot dan

dung quy dinh' 12 ) i

2.53 | Co quan thong bao két qua xir ly PAKN cho

ngu'(‘)'l dan klp thoi 79.42 78.92 Tang

CHI SO TONG HQP (HAI LONG VE SU'

PHUC VU HANH CHINH) 80,16 | 87.11 | Gidm

3 Chi s6 nhin dinh, d4nh gia

Trong 8 ndi dung nhan dinh, danh gia cua nguoi dan, thé hién su quan
tAm cua ngudi dan doi véi su phuc vu cia CQHCNN, két qua'® cho thay lan lugt
nhu sau:

10 Twong tu nhu (9) va nam 2021, gém 2 tiéu chi: (1) Cong chirc hudng ké khai hé so dé hiéu
( 88.43); (2) Cong chirc hudng dan ké khai hé so mot lan 14 c6 thé hoan thién hd so (88.49).
Pé so sanh nam 2021 vdi nam 2022, két qua chi s6 nam 2021 duoc tinh trung binh trung cua
02 tiéu chi néu trén.

' Noi dung nay, nam 2021 B& Ni vu sir dung Két qua dich vu.

12 3 thay thé tiéu chi cia ndm 2021: Két qua phu hop quy dinh dugc sir dung trong niam
2021(88,95).

" Tuong tu nhu (10) va nam 2021, gdm 2 tiéu chi: (1) Két qua c6 thong tin ddy di (89.23);
(2) Két qua co thong tin chinh xac (89 47). Bé so sanh nam 2021 v&i nam 2022, két qua chi s6
nam 2021 dugc tinh trung binh trung cua 02 tiéu chi néu trén.

“ps thay thé tiéu chi cua nam 2021: Co quan tiép nhan va xu 1y tich cuc cdc gop ¥, phan
anh, kién nghi (78.92) va tiéu chi Dé dang thuc hién gop y, phan anh, kién nghi (78,92).

15 Ty 1é trung binh cua céc chi s6 thanh phan.
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- Mt dd quan tdm cua ngudi dan doi voi cac chinh sach cua co quan nha

nudc (98,43%).

- Kénh thong tin ma nguoi dan s dung dé theo ddi cac chinh sach cua co
quan nha nudc (34,05%).
- Su san sang, kha ning tham gia gop vy kién cua nguoi dan déi véi co
quan nha nudc (22,91%).
- Suy nghi cta ngudi dan vé tinh trang cong chuc gay phién ha sach nhiéu

(33,33%)

- Suy nghf cua nguoi dan vé tinh trang phai dua tién ngoai quy dinh cho
cong chire dé cong viée duge giai quyét (33,33%).

- Hinh thire cung ing DVHCC phu hop vo1 nguoi dan (33,33%).

- Hinh thtc cung cap thong tin vé chinh sach phi hop véi nguoi dan

(33,33%).

- Trai nghiém cua nguoi dan vé mdt s6 nd1 dung (da tung trai nghi€ém)

(56,44%).

Nhu vay, nguoi dan quan tam nhiéu nhit dbi voi cac chinh sach cta co
quan nha nudc (98,43%) va su sin sang, kha nang tham gia gop ¥ kién cua
ngudi dan doi véi co quan nha nude duge quan tam it nhat (22,91%).

Bing 3. Két qui chi tict nhin dinh, d4nh gia cia nguoi dan

Su san sang,

Nhan dinh, danh gid cia ngudi din Chi s

Chinh sach vé phat trién kinh té 97,11%

e Chinh sach vé khdm, chita bénh 99,47%

Muc d quan : - :

tim cla nguoi Chinh sach V? g1a0 duc pho thong 98,29%

dan dbi véi cac | Chinh sach vé trat tu, an toan xa hoi 98,10%

chinh sach ctia | Chinh sach vé giao thong duong bo 97,18%

co quannha | Chinh sach vé dién sinh hoat 99,35%

Hoe Chinh séch vé nuéc sinh hoat 99,16%

Chinh sach vé an sinh, xa hgi 98,74%

Qua loa phat thanh xa 43,94%

Kénh thong tin | Qua hop, sinh hoat, thong béo tai khu dan cu 38,57%
ma ngudi dan | oy, co quan nha nude, cong chie sach ciia co quan

swdung d€ | ppy nyoe 16,047

C;ﬁfg Sﬁéfiia Nguoi than, ban bé 19,25%

co quannha | Qua dai, ti vi, bdo chi 70,08%

nuoce Qua mang Internet 41,50%

Khac 8.99%

Khong thé tham gia, vi khong biét thong tin 2,63%
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Nhan dinh, danh gid cia ngudi din Chi s6
kha nang tham | Khong thé tham gia, vi ban than khong muon tham 3,93
gia gop y kién | gia gép v kicn pREE
cua nguoi dan oy e F e 1k b1 .
L T— Co’the tham gia, néu dugc biét thong tin co quan nha 44.38%
- nudc
nha nudc ; - ; D . i
Co thé tham gia, néu duoc tao diéu kién thuén tién 31,19%
Chéc chdn tham gia, vi ban thin mong muon 32,41%
Suy nghicua | Khong c¢6 cong chiic nao giy phién ha, sach nhiéu 94,55%
nguoi dan vé | c4 mot sé cong chirc gy nhién ha, sach nhiéu 4,88%
tinh trang cong
chtre gdy phi€n | C¢ nhiéu cong chirc gdy phién ha, sach nhiéu 0,57%
ha sach nhicu
Suy nghi cua
ngudi dan vé Khéng c6 ngudi dan nao phai dua tién ngoal quy 94.70%
tinh trang phai dinh cho cong chirc dé cong viée duoc gidi quyét ’
dua tién ngoai ——y == - 5 = :
quy dinh cho Co m<3t 30 nguot dan phai dua tién ngoai quy dinh 4.61%
cong churc de cho COI‘]g chue ‘
cong viée duge | CO nhiéu nguoi dan phai dua tién ngoai quy dinh cho 0.69%
giai quyet | cong chirc St
Hinh thic cung | Hinh thue truc tiép (tai co quan) 42,10%
g DVHCC | Hinh thie true tuyén (qua mang internet) 11,58%
phu hop voi . , TR P .
ngudi dan Ca hinh thuc truc ti€p va truc tuyén 46,32%
Hinh thirc cung | Hinh thirc truc tiép (tai co quan) 35,58%
e thong tin | Hinh thie true tuyén (qua mang internet) 4,69%
ve chinh sach
phi hop vo1 | Ca hinh thuce truc tiép va truc tuyén 59,73%
nguoi dan
C6 nguoi than dang di hoc phd thong 91,16%
Ban athan hodc c6 nguoi than da kham, chitra bénh tai 91 47%
Trai nghiém | ©9 59 i
cua nguoi dan | Pa giai quy€t cong viéc voi co quan nha nudc 79,24%
vé mot so ndi | Pa giai quyét TTHC 83,85%
dung (da ting | p3 phan anh, kién nghi voi co quan nha nude 17,33%
trai nghiém) Da gop v kién ddi véi co quan nha nudc vé chinh o
. 15,81%
sach
P phan hdi y kién ddi voi co quan nha nude 16,19%

4. Chi s6 mong doi

Qua két qua khao sat cac chi s6 mong doi cua nguoi dan doi vor su cai
thién phuc vu cua cac CQHCNN:
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- C6 5/10 chi s6 mong doi “nhiéu” va “rat nhiéu” ket qua tir 80% trg 1én,
lan luot la:

+ Néng cao hon nita sy quan tdm cua co quan nha nudc dbi vai nhu cau,
mong doi cua nguoi dan (80,91%).

+ Nang cao hon nita chit lugng cung cp thong tin cho nguoi dan
(80,80%)

+ Nang cao hon nita chat luong cac chinh sach quan trong d6i véi doi
song cua nguot dan (80,53%).

+ Néng cao hon nua hiéu luc, hiéu qua hoat dong cua bd may co quan nha
nudce (80,11%).

+ Nang cao hon nita chat lugng tiép nhan, giai quyét y kién gop y, PAKN
cua nguoi dan (80,00%).

- C6 5/10 chi sé mong doi “nhiéu” va “rat nhiéu” két qua dudi 80%, lan
luot 1a:

~ + Tang cuong Umg dung cong ngh¢ thong tin, chuyén doi sb trong giai

quyét cong viéc cho nguot dan (79,96%).

+ Néng cao hon nita chét luong dich vu hanh chinh cong (viéc giai quyét
TTHC) (79,77%).

+ Néang cao hon nira chét luong tru so, trang thiét bi phuc vu giai quyét
cong viéc cho nguoi nguoi dan (79,11%).

~ + Néng cao hon nita néng luc cua can b, cong chie, vién chirc trong giai

quy€t cong viéc cho nguot dan (76,68%).

+ Nang cao hon nira thai do phuc vu cua can bg, cong chure, vién chirc dbi
vo1 nguot dan (76,06%).

Bing 4. Két qua chi tiét vé sy mong doi ciia nguoi din doi véi s phue vu
cua cac CQHCNN

Su mong dgi cia nguoi din Rit nhi¢u | Nhiéu it

Néng cao hon nira sy quan tdm cua co quan
nha nude d6i voi nhu cau, mong doi cla 30,07% | 50,84% | 19,09%
nguoi dan.

Nang cao hon nita chat luong cung cap
thong tin cho nguoi dan.

28,80% 52% | 19,20%

Nang cao hon nita chat lugng cac chinh sach

52 imang K ; e 29.98% | 50,55% | 19,47%
quan trong doi voi doi song cua nguoi dan.

Nang cao hon nua hi¢u luc, hi¢u qua hoat

o . A il 28,11% 52% | 19,89%
dong cua bd may co quan nha nudc.
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Su mong d¢i cia ngudi dan Rét nhiéu | Nhiéu it

Nang cao hon nita chat lugng tiép nhan, giai
quyét y kién gop y, phan anh. kién nghi cia | 28,23% |51,77% | 20%
nguoi dan.

Tang cuong tmg dung cong nghé thong tin,
chuyén ddi s trong giai quyét cong viéc cho | 28,85% | 51,11% | 20,05%
nguoi dan.

Nang cao hon nita chét luong dich vu hanh
chinh cong (viéc giai quyét TTHC)

29,29% | 50,48% | 20,24%

Nang cao hon ntra chit luong tru so, trang
thiét bi phuc vu giai quyét cong viéc cho 26,57% | 52,54% | 20,89%
ngudi nguoi dan.

Nang cao hon nita nang luc cua can bo,
cong churc, vién chuc trong giai quyét cong 25,04% | 51,64% | 23,32%
viéc cho nguodi dan

Nang cao hon nira thai do Rhl,lC vu cua can
b, cong chirc, vién chire doi voi ngudi dan.
II1. PANH GIA CHUNG
1. Uu diém
Vi sy quyét tAm cua cac cép, cac nganh, Chi so hai long cua nguoi dan,
to ght’rc do1 voi su phuc vu cua cdc co quan hanh chinh phé nudc thudc Thanh
phd trong nam 2022 da co két qua kha tich cuc, chat lugng phuc vu cua
CQHCNN dat 80,16%, cao hon so vdi chi sé hai long chung cua ca nudc
(SIPAS chung cua ca nwoc: 80,08%) v.:%l la nam thtr 5 lién tiép, Chi s6 Hai long
cﬁq thanh pho Ha No1 dat trén 80%, tiép tuc g]uy tri tho hang 30/63 tinh, thanh
pho cua ca nudce; ding thur 2 trong S thanh pho truc thudc Trung wong.

2492% | 51,14% | 23,93%

2. Han ché va nguyén nhén

Tuy nhién, qua két qua khdo sat SIPAS nam 2022 c6 thé thiy nhimg ton
tai, han ché nhu sau:

- Két qua SIPAS nam 2022 giam hon so vdi ndm 2021 (ndm 2022: dat
80,16%, giam 6,95% so véi ndm 2021 (nam 2021: 87,11%).

- 10/13 chi s0 thanh phan thudc chi s linh vuc xdy dung, t0 chirc thyc
hién chinh sach co két qua duoi 80%, trong do thap nhat la tiéu chi MDHL doi
vo1 su phu hgp chinh sach giao thong duong bo (74.61%).

- 03/19 chi so thanh phan thude chi s6 linh vuc cung tmg DVHCC dat
duoi 80%, chu yéu tap trung ¢ ndi dung do luong PAKN.

- So voi nam 2021 tai chi sd linh vuc cung tmg DVHCC:



13
+ C6 duy nhat 01 chi sb tang: Co quan thong béo két qua xtr Iy PAKN cho
nguoi dan kip tho1(79,42%). Trong khi do, nam 2021 la 78,92. Tuy nhién, muc
tang khong dang ké.

+Co 16/17 chi s6 thanh phan giam, trong d6 giam nhiéu nhat 1a Két qua
giai quyét TTHC cho nguoi dan dam bao tinh céng bang, giam 9,09% (nam
2022: 80,09%; nam 2021: 89,18%).

Nguyén nhan chi yéu din téi két qua hai long gidm so véi nim 2021:

Nam 2022, Bo Noi vu bo sung thém ndi dung do luong viée xay dung, to chuce
thuc hién cac nhom chinh sach quan trong c6 anh huong truc tiép dén doi song
hang ngay cua nguoi dan, doi hoi ¢o su ph01 hop d6ng bd cua cac co quan tir Trung
wong dén dia phuong, nhat 1a cac nhom van dé lién quan dén chinh sach kham,
chta bénh; chinh sach giao duc pho thong; chinh sach trat tu, an toan xa ho;
chinh sach giao thong duong bd; chinh sach dién sinh hoat; chinh sach nudc
sinh hoat; chinh sach an sinh, xa hoi...., cac hoat dong cung ung dich vu cong
cua cac co quan, don vi nganh doc d(’)ng trén dia ban Trung vong (Thué, Bao
hiém, Pién, Giao thong, An ninh, bénh vién, Cong ty mdi trudng, cdy xanh, cdc co
sO gido duc...). Trude ddy, ndi dung do luong chu yéu 1a cac TTHC thude tham
quyén giai quyét cta cac co quan hanh chinh thudc Thanh phé. Péi tugng khao sat
thu thap thong tin do luong su hai long nam 2022 la nguoi dan (du 18 tudi tro Ién),
chu yéu ldy theo y kién cam nhin, cim xue. Trudc day, 601 tuong lya chon tra
16i phiéu 1a nhitng ¢4 nhéan da trai nghi¢m, tham gia tryc tlep gidi quyct thu tuc
hanh chinh thudc tham quyén giai quyet cua cac co quan hanh chinh nha nuoc
thuoc Thanh pho Ha Noi1 (khong bao gom cac co quan nganh doc, co quan trung
wong dong trén dia ban Thanh phd, cac co quan, don vi, cong ty cung tng dich vu
cong), nén co y kién két qua danh gia chinh xac hon.

~ IV. MQT SO GIAI PHAP CAI THIEN, NANG CAO CHI SO HAI
LONG CUA NGUOI DAN, TO CHUC TRONG THOI GIAN TOl

Trén co so ket qua Chi s6 SIPAS nam 2022 cia Thanh phd, dé cai thién,
nang cao Chi sd SIPAS nam 2023 va cac nam tiép theo, UBND Thanh pho yéu céu
cac co quan, don vi tap trung trién thuc hién mat so giai phap sau:

I. Tap trung mo rong cac kénh thong tin, dong gop y kién qua cac hinh
thtre truyén thong dé dap tng nhu cau, mong doi ctia ngudi dan dbi voi su phuc
vu cua chinh quyén.

2. Cac chinh sach quan trong d6i v6i doi song cua nguot dan phai dugc
nghién cuu, dau tu va dam bao phu hop voi nhu cau thuc t¢ doi séng dan sinh,
nhat 14 cac chinh sach vé an sinh xa hoi, trat tu an toan xa hoi, mo1 truong...

3. Nang cao hon nita chit lugng dich vu hanh chinh cong qua viéc mo
rong Umg dung cdng nghé thong tin, dua vao vén hanh co hiéu qua H¢ thong
thong tin giai quy€t TTHC cua Thanh phd, mo rong cac kénh thong tin tiép nhan
giai quyét ho so hanh chinh (buu chinh cong ich, mang xa hi...)
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A Piu tu co s& vat chét, trang thibt bi dé nang cao chét lugng tru s, trang
thiét bi phuc vu giai quyét cdng viéc cho nguoi dén theo P& 4n M6 hinh B
phén mot ctra hign dai cac cép d& dugc UBND Thanh phd phé duyét.

5. Ra soat, sép xép chtrc ning, nhiém vy, trén co s& do6 xay dung 10, cu thé
c4c quy trinh lién thong, quy trinh gial quyét cong viéc ndi bo clia tlng co quan,
don vi, d3c biét 1am rd trach nhiém, céch thirc phoi hop, thoi gian gial quyét, két
qua san ph’énd d& dap Umg néng cao hon nita hiéu luc, hiéu qua hoat dong cla bd
méay CQHCNN, phuc vy ngudi dén va doanh nghiép ngay cang t6t hon.

6. Giao S& Noi vu tham muu UBND Thanh phé ban hanh K& hoach cai
thién chi sd SIPAS niam 2023 va yéu cau cac co quan, don vi co lién quan tb
chiic trién khai thye hién; dong thoi S& Noi vu gitp UBND Thanh phé chii dong
phéi hop véi Bo Noi v, Téng cong ty Buu dién Viét Nam va céc co quan, don
vi lién quan trong vi€c trién khai td chic ldy y kién ngudi dan trén dia ban
Thanh phd, dam bao két qua 14y y kién hai long ctia ngudi dén khach quan, thue
chét, trén oo s d6, d& xudt céc giai phap cu thé nham kip thoi diéu chinh, khéc
phuc nhiing han ché, tdn tai, nhiing ¥ kién danh gia cdn chua cao cua nguot dan
d6i voi nhitng chinh sach, ndi dung dich vu cong ciia Thanh phd cb tic dong
truc tidp 101 hoat dong doi sng phit trién kinh té - x4 hoi cla nguoi dan dang
sinh sdng, hoc tdp va lam vigc trén dia ban Thanh ph(’()./zr;/‘_ﬂ,

Noi nhn: TM. UY BAN NHAN DAN
- Thudng truc Thanh uy; Pé © KT, CHE B
-BCP CT 56 01-CTr/TU;  |bdo . HU TICH ﬂ/
_ Thuong trgc HDND TP; | edo R =UU TICH -

- Chit tich UBND Thénh phé;

- Céic PCT UBND Thanh phd;

- BCP CCHC, CPS Thanh phd;

- C4c S0, ban, nganh TP;

- UBND céc quén, huyén, thi x&;
(giri UBND cdc xd, phuong, TT)

- VPUBTP: CVP, cdc PCVP, céc
Phong chuyén mon; o

- Luu: VT, NC(Blnh),SNV(Lé Tuén)-}/
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