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KE HOACH 
Nang cao Chi so hai long cua nguiYi dan dOc i vol siy phuc vu 

dm co' quan hanh chinh nha ntrov (SIPAS) nam 2023 cua tinh 

A. KET QUA CHI SO HAI LONG CUA NGU'O'I DAN DOI VOI SLR 
PHVC VU CUA CO QUAN HANH CHINH NHA NVOC (CHI SO SIPAS) 
CUA TiNH NAM 2022 

I. GIOI THItU CHUNG 

1. N(ii dung, muc dich 

BO NOi vv trien khai do luting sv hai long cua nguoi dan dOi viii sv phvc 
vu cua co quan hanh chinh nha nudec (CQHCNN) theo quy dinh tai cac Quyet 
dinh cua 13() NOi vv: so 876/QD-BNV ngay 10/11/2022 v'e viec phe duyet D'e an 
"Xac dinh chi so CCHC cua cac bO, co quan ngang 1)0, UBND tinh, thanh phO 
trvc thuOc Trung cong" giai doan 2022 - 2030 va cac van ban trien khai; so 
115/QD-BNV ngdy 24/02/2022 v'e ban hanh K6' hoach trien khai f30' an "He 
thOng *rig dung cong nghe thong tin danh gia CCHC va do luting sv hai long 
cua nguoi dan doi viii sv phvc vv cua co quan hanh chinh nha nu& giai doan 
2021 - 2030" nam 2022. 

Cac not dung, tieu chi do luting sly hai long cua ngueri dan nam 2022 gOm: 

- Do luting nhan dinh, danh gia cua nguoi dan viii 8 tieu chi: (1) Mdc do 
quan tam cilia nguOi dan doi viii cac chinh sach cua co quan nha nuOc; (2) Kenh 
thOng tin,de theo dai cac chinh sach cua co quan nha nuac; (3) Kha nang tham gia 
gOp kin cho co quan nha nu& ve chinh sach; (4) Suy nghi v'e tinh trang cong 
chirc gay phien ha, sach nhigu; (5) Suy nghi ve tinh trang nguati dan phai dua tien 
ngodi quy dinh cho cong chirc de cong viec &roc giai quyet; (6) Hinh thdc nap ho 
so, nhan k6t qua phi hop; (7) Hinh thirc tier,  can thong tin v'e chinh sach phi hop; 
(8) Kinh nghiem trai nghiem chinh sach, dich vv hanh chinh cong. 

- Do luting mirc dO hai long cua nguaii dan dOi viii sty phvc vv cua 
CQHCNN dugc thvc hien viii 02 linh vuc: 

+ Linh vgc"Xay dung, to chirc thyv hien chinh sach cong quan tr9rig c of 
viii dai song cua ngtr61 dan" Om 04 nhom tieu chi: Trach nhiem giai trinh cua 
co quan; co hai tham gia cua ngueyi dan vao qua trinh xay dung, to chirc thvc 
hien chinh sach; chat luting chinh sach; k& qua, tac dOng cua chinh sach. 
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+ Linh vuc "Cung irng dich vu hanh chinh cong" g6m 05 nhom tieu chi: 
Tie)) can dich vu; thu tic hanh chinh; cong eh& truc tiep giai quyet cong viec; 
ket qua dich vu; co quan nha nook tiep nh4n, xir 1)"/ phan anh, kien nghi cua 
nguad dan (day la 05 tieu chi trong BO chi so danh gia cai cach hanh chinh cua 
Bo N6i vu (PAR INDEX)). 

Chi s6 hai long chung (Chi s6 hai lOng ve sir phuc vu hanh chinh) dugc 
tinh theo cong thirc la trung binh cong cua 02 chi so hai long linh vvc. 

- Do lueng nhu c'au, mong dgi cua nguoi,dan: g6m 13 tieu chi phan anh 
cac khia canh quan trgng 	viec xay dung, to chirc thuc hien chinh sach va 
cung irng dich vu hanh chinh cong. 

2. Hinh thIrc thu thap thong tin 

B6 N6i vu thong qua Btru Dien tinh khao sat tivc tiep ngued dan ve mirc d'9 
hai long ye su phuc vu cua co quan hanh chinh nha nu6c (con duvc g9i la Chi so 
SIPAS) thvc hien diet' tra ngued dan la dai dienh6 gia dinh tren dia ban tinh. 

Cac chi s6 nhan dinh, danh gia, hai long, mong dgi cua ngired dan nam 
2022 dugc xay dung dua tren thong tin, so lieu tir cac phial khao sat ngueri dan 
tren dia ban tinh. 

3. So ltrqng MIA() sat 

Nam 2022, tong so phieu khao sat tren dia ban tinh la 486 phieu, tren 18 
thOn, to dan pho (27 phieu/thon, to) thu'9c 9 xa, phirong, thi tran cua huyen Nam 
Dong, A Lued va thanh ph6 Hue (Phu lyc 1 kern theo) 

II. KET QUA DO LUNG Sit' HAI LONG CUA NGU'OI DAN DOI 
VOI Sir PHUC VU CUA CQHCNN NAM 2022 

1. Do luring nhan dinh, danh gia cua ngtrO'i dan (Phu luc 2 kern theo) 

1.1 Mirc do quan tam cua ngwai dan c1(ii voz chinh sach cua ca quan nha mthc 

Do ham-1g mirc d6 quan tam dm ngued,  dan d6i voi 8 nhom ,chinh sach 
quan trong c6 anh huong trvc tiep den cu6c song cua ngued dan. Ket qua khdo 
sat,  cho thay: Chinh sach ,ve ti* tv, an toan xa h6i dugc ngued dan quan tam 
nhat, ved t57 1e99,37%; tiep den la cac chinh sach ye dien, nuac sinh hoat, giao 
thong duOng b6, an sinh, xa h6i, kham, chira benh, gido dpc pho thong...va cuoi 
ding la chinh sach v'e phat trien kinh to vOi 96,69%. 

1.2 Cac kenh thong tin ngu& dan silir dung dd theo dal chinh sach cua ca 
quan nha nu& 

Nguefi dan theo dOi cac chinh sach qua cac kenh thong tin khac nhau, 
trong do qua hop, sinh hog, thong bao tai khu dan cu la kenh dugc ngueri dan sir 
dung nhieu nhat, v6i 47,93%. Cac kenh thong tin qua phuang tien thong tin dal 
chung (dai, bao, tivi); qua mang interne dugc ngued dan sir dung nhieu sau 
thOng tin co so' yeti s6 ngued sir dung la 46,68% va 34,23%. Ngued dan chua sir 
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dung nhieu he th6ng loa phat thank xa va co quan nha nugc, cong chirc, ngtx6i 
than, ban be... de theo ,doi chinh sach. Do do, co quan chinh quyen 	phuong 
can tang ciretng thiet ke, to chirc thirc hien cac chuong trinh, chuyen muc cung 
cap thong tin, giai thich chinh sach tren cac phuang tien thong tin dal chimg, 
dam bao phu hop, thuan tien hieu qua vai nguiyi dan thu6c m9i thanh phan. 

1.3 Kha Wing tham gia y kiAn gop y chinh sach dai voei co' quan nha nurk: 
Qua Mid() sat cho thay, ngtrOi dan san long tham gia y kien gop y doi voi chinh 
sach cua tinh:  Qua khdo sat toan tinh, c6: 45,15% san sang tham gia 3"71cien gop 
chinh sach neu dugc biet thong tin; 31,75% san sang tham gia neu dugc tao dial 
kien thuki tien; 27,22% khang dinh chac chan se tham gia vi ban than h9 mong 
muon. Chi c6 6,6% ngugi dan not rang khOng the tham gia vi fig khong c6 thong 
tin va 3,71% ngugi dan khang dinh khOng tham gia vi khOng muon 

1.4 Tinh trang tieu cuc trong giai quyAt cong wee cho ngtroi dan: Co 
79,38% nguoi dan dugc khdo sat cho rang khong c6 tinh trang cong chirc gay 
phien ha, sach nhieu; 19,18% cho rang van c6 tinh trang mot so it cong chirc gay 
phien ha sach nhieu va 1,44% cho rang c6 nhieu cong chirc gay phien ha, sach 
nhi&i. Co 80,51% ngirOi dan dugc khdo sat cho rang khong xay ra tinh trang 
nguiYi dan phai chi tien ngoai quy dinh cho cong chirc de cong viec duvc giai 
quyet; 16,95% cho rang tinh trang mot so nguoi dan phai tra tien nay va 2,54% 
cho rang c6 nhieu nguoi dan phai tra tien nay. Nhu vay, theo dank gia nguoi 
dan, van con so it cong chirc gay phien ha, sach nhieu trong giai quyet cong viec 
cho nguoi dan va nguiyi dan phai chi tien ngodi quy dinh cho cong chirc. 

1.5 Mik do phii hap cua cac hinh thirc gicii quyit TTHC, hinh thi:re cung 
cap thong tin cho nguoi dan 

, Tim hie'u mirc d6 	hop cua cac hinh thirc trirc tiep va hinh thirc tnrc 
tuyen trong giai quyet thii tuc hanh chinh, cung cap thong tin cho nguoi dan. 
62,63% nguoi dan dugc khdo sat lga ch9n hinh thirc giai quyet thu tuc hanh 
chinh trgc tiep la phu hgp vgi ban than; 32,36% lira chgn hinh thirc ket hgp ca 
trgc tiep va trgc tuyen va chi c6 5,01% lira chgn hinh thirc trgc tuyen. Ty le 
nguOi dan lira chgn hinh thirc cung cap thong tin ve chinh sach cling tuang 
dOng, vori tS7 le 52,72% lira chgn hinh thirc cung,  cap thong tin tivc tiep; 39,12% 
chgn hinh auk ket hgp ca trgc tiep va trgc tuyen va chi 8,16% ch9n hinh thirc 
trgc tuyen. 

Trong b6i canh tinh gang no lgc xay dung chinh quy'n din tir hirang toi 
chinh quyen so va nen kinh to s6, trong do co viec day mph pho bien thong tin, 
chinh sach theo hinh thirc trgc tuyen. Tuy nhien vgi tS7 le cao nguoi dan ch9n 
hinh thirc trgc tiep khong c6 nghia la co quan tap trung vao hinh thirc nay. Thay 
vao do, cac co quan can c616 trinh phu hgp, tang cung tuyen truyen giai phap 
116 try, khuyen khich de nguoi dan san sang tiep can, sir dung, dam bao khong 
ngugi dan nao bi 1)6 roi, khong the tiep can, sir dung thong tin chinh sach ma co 
quan cung cap. 
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2. Marc di) hai long (MDHL) cua nguoi dan dOi voi siy phuc vu cua co' 
quan hanh chinh nha ntrerc (CQHCNN) 

Mdc dO hai long cua nguoi dan dOi vOi str phgc vg cua co quan hanh 
chinh nha nuot dugc tong hop ti MDHL cua nguiyi dan doi vori viec xay dung, 
to chdc thgc hien chinh sach va MDHL cua nguoi dan dOi vai viec cung dng 
dich vg hanh chinh cong. Nam 2022, MDHL cua nguoi dan doi vai sir phgc vg 
cua CQHCNN cua tinh la 78,55%; xep thin 40/63 tinh, thanh phO (giam 10,05%, 
giam 23 b ac so vOi nom 2021). 

Bieu dO 1: Chi so MDHL cua nguoi dan dOi vai sg phgc vg cua CQHCNN 
giai clop 2017 - 2022 

27 

82,25 

2.1 MDHL cua ngtrai dan clai vai viec xay dung, to chtiv thu'c hien chinh 
sach 

MDHL cua nguoi dan doi vai viec xay dtmg, to chirc thgc hien chinh sach 
dat 77,54% (xep thin 40/63 tinh, thanh ph'O); dugc do luting qua 04 not dung: 
Trach nhiem giai trinh cua CQNN; co hOi tham gia cua noxeri dan vao qua trinh 
xay dtmg, to chdc thgc hien chinh sach; chat luting chinh sach va ket qua, tac 
dOng cua chinh sach. 

2.1.1 MDHL cua ngual clan dal vori troth nhiem githi trinh cua ca quan 
nha nu& 

MDHL cua nguoi dan ve trach nhiem giai trinh cua CQNN dat 80,17% 
(xep thin 20/63 tinh, thanh ph6); dugc do luting thong qua 02 not dung: Ket qua 
do luting cho thay MDHL cua nguoi dan dOi veri viec CQNN cung cap thong tin, 
giai thich chinh sach theo nhieu hinh thdc, giUp mgi nguoi dan de tim, de thay la 
79,38% (xep thin 29/63 tinh, thanh phO) va MDHL cua nguoi dan dOi vai viec 
CQNN cung cap thong tin, giai thich ve cac chinh sach day du, de hieu la 80,96% 
(xep thin 30/63 tinh, thanh pha). 

2.1.2. MDHL cua nguroi dan dal vai ca hoi tham gia vao qua trinh xdy 
dung, to chik thvc hien chinh sach 

MDHL cua nguoi dan doi vai co hOi tham gia vao qua trinh xay dtmg, to 
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chirc thirc hien chinh sach la 77,26% (xep thin 41/63 tinh, thanh ph6); dugc do 
luting thong qua 02 not dung: MDHL doi v6i viec CQNN to chirc xin y kien g6p 
cua nguai dan doi vai cac chinh sach theo nhieu hinh thirc, giup m9i ngueri dan 
tham gia de clang la 77,18% (xep thin 41/63 tinh, thanh ph6) va MDHL d6i voi viec 
CQNN to chirc nhieu hinh thirc de ngued dan phan h6i y kien ve ket qua, tac d6ng 
cua cac chinh sach, gi6p nguai dan tham gia de dang la 77,33% (xep thir 41/63 
tinh, thanh ph6). 

2.1.3 MDHL cilia ngux31 &in doi vai chat luting chinh sach 
MDHL cua ngued dan d6i v6i chat luting chinh sach la 77,79% (xep thir 

37/63 tinh, thanh ph6); dugc do luting thong qua tieu chi tinh ph* hap cua chinh 
sach, tap trung a 08 nhom chinh sach quan trong co anh huOng tnrc tiep den 
cu6c song 	nguai dan. Ket qua do luting cho thay‘MDHL cita nguei dan dOi 
vai chat luting 08 nhom chinh sach dugc khao sat dam trong khoang 68,12% -
83,42%. Chinh sach ve trial ty, an toan xa h6i dat dugc MDHL cao nhat va thap 
nhat la chinh sach ve giao th6ng duel-1g b6. 

2.1.4 MDHL cua ngical dein doi vai ket qua, tac dang cua chinh sach 
MDHL cua ngued dan d6i vai ket qua, tac d6ng cua chinh sach la 74,94% 

(xep thin 51/63 tinh, thanh ph6); dugc do luting thong qua 02 not dung: MDHL 
cua nguai dan doi v6i viec chinh sach cua dia phuong da g6p phan gi6p cho 
kinh to gia dinh cua nguai dan ngay cang tot han la 72,75% (xep thin 58/63 tinh, 
thanh ph6) va MDHL d6i vai viec chinh sach cua clia,phuong da g6p phan giup 
cho chat luting cu6c song cfla ngued dan ngay cang tot han la 77,12% (xep thin 
43/63 tinh, thanh ph6). 

2.2. MDHL cilia nguai dan doi vai viec cung zing dich vu hanh chinh cong 
MDHL cua nguai dan doi vai viec cung *ng dich vu hanh chinh cong 

dam 2022 dm tinh dat 79,56%, xep thir 41/63 tinh, thanh ph6 (giam 9,04%, giam 24 
bac so vai dam 2021); dugc tong hop tir MDHL cua nguai dan d6i v6i 05 not 
dung: Tiep can dich vu; thu tyc hanh chinh; cong chirc; ket qua dich vu va viec 
co quan tiep nhan, xix lY phan anh, kien nghi cua ngued dan. MDHL cfla 05 not 
dung dam trong khoang 76,72%-83,08%, v6i ty le MDHL cao nhat la d6i vai 
tiep can dich vu va thap nhat la d6i vOi viec co quan tiep nhan, xir lY phan anh, 
kien nghi cua nguai dan. 

2.2.1 MDHL cua nguai dan doi vai tiep' can dich vu 
MDHL cua nguai dan d6i vui tiep can dich vu la 83,08%, xep thin 25/63 

tinh, thanh ph6 (giam 5,09% nhung tang 13 b4c so vai nam 2021); dugc do 
luting th6ng qua 04 not dung c6 MDHL nam trong khoang 79,68%-86,7% (Bieu 
d6 2). MDHL ve try so co quan tiep nhan h6 so, tra ket qua gial,  guy& thu tyc 
hanh chinh sach se, van minh la cao nhat va thap nhat la MDHL ye viec co quan 
cung cap thong tin ve viec giai quyet thu tyc hanh chinh theo nhieu hinh thirc, de 
tiep can, de hieu d6i v6i m9i nguai dan. 
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Bieu cao 2: MDHL cita nguai dan d6i vai -filo can djch vv" 
giai doan 2020 - 2022 

2.2.2 MDHL cfia ngithi dan dai vai thit tyc hanh chinh 
MDHL cua ngtred dan ve thu tvc hanh chinh la 80,95%, xep thir 35/63 

tinh, thanh ph6 (giam 7,08% nhung tang 2 bac so veri nAm 2021); duvc do ltrimg 
thong qua 04 not dung có MDHL nam trong khoang 77,6%-82,8% (Bieu do 3). 
MDHL d6i voi quy clinh thU tvc hanh chinh duvc niem yet cong khai tai till se( 
co quan tiep nhan ho so, tra lc& qua giai quyet thu tvc hanh chinh de they, de 
hieu dat cao nhat va thap nhat la MDHL doi yeti viec thei hen giai quyet thu tvc 
hanh chinh cho ngtrOi dan la dung quy djnh. 

Bleu cao 3: MDHL cua ngtroi dan d6i 	"ThU tvc hanh chinh" 
giai doan 2020 - 2022 

91,67 
- 	87,98 

00,17 
87,98 

01,88 

87,98 

91,88 

2.2.3 MDHL ctia ngtrai dan clai vori tong chirc 
MDHL cua ngtred dan d6i vOi cong chirc dat 77,36%, xep thir 49/63 tinh, 

thanh ph6 (giam 11,3% va giam 21 bac so voi nAm 2021); duvc do ltrang thong 
qua 04 not dung có MDHL nam trong khoang 75,94% - 78,52% (Bieu do 4). 
MDHL cao nhAt la sl.r hai long ye cong chirc tuan thil dung quy djnh trong giai 
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quye't cong vi"& cho ngueri dan va,thAp nhAt v* cong chirc tan tinh ct6i \Ted 
nguei dan trong qua trinh 	quyet cong v*. Day la not dung c6 tY' le MDHL 
chua cao \fa ty le giam nhieu so voi nam 2021. 

Bieu do 4: MDHL cua nguCri dan d6i veri "Cong chirc" 
giai doan 2020 - 2022 

2.2.4 MDHL cita ngtrai dan clai vai ket qua dich vu 
MDHL cua ngueyi dan d6i voi ke't qua dich vu la 79,69%, xe'p thin 44/63 

tinh, thanh ph6 (giam 8,48% nhung tang 2 bac so vOi nam 2021); dugc do luerng 
thong qua 03 not dung c6 MDHL dam trong khoang 77,97% — 80,81%. 1(6't qua 
do lueing cho thy MDHL ve k6t qua dam bao tinh cong bang IA thAp nhAt va 
cao nhat la MDHL 1,7" ke't qua dich vu c6 thong tin day du, chink xac. 

Bleu cho 5: MDHL cua ngu6i dan d6i vOi "1(6t qua dich vu" 
giai doan 2020 - 2022 

9(1,17 
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2.2.5 MDHL cita nguai dan doi vai viec ca quan tiep' nkin, xir ly phan 
anh, kien nghi 

MDHL cua ngtroi dan d6i v6i viec ca quan tiep nhan, xir 13'7 phan anh, 
kien nghi la 76,72%, xep thin 43/63 tinh, thanh ph6 (giam 13,26% va giam 32 
bac so voi nam 2021); dugc do prong thong qua 03 not dung c6 MDHL nam 
trong khoang 74,41% - 78,95% (Bieu do 6). MDHL cua ngtriyi dan d6i v6i viec 
co quan thong bao ket qua Kir 157 phan anh, kien nghi cho ngueri dan kip tiled dat 
tST le cao nhat va thap nhat la co quan c6 bO tri hinh thirc tiep nhan phan anh, 
kien nghi, giup nguoi dan phan anh, kien nghi de clang. Day la tieu chi c6 
MDHL thap nhat tong tat ca cac tieu chi do ltremg doi v6i viec cung img dich 
vu hanh chinh ding. 

Bieu do 6: MDHL cua ngithi dan d6i v6i "Ket qua dich vu" 
giai doan 2020 — 2022 

76, 2 
38. 

3. Sty mong dvi 	dan 
Nam 2022, 10 not dung dugc dua ra de tim hieu xem ngtroi dan mong d9i 

co quan nha ntrac cai thien nhieu den mirc do nao. Nhin chung, khong c6 su 
chenh lech qua k'm ye mirc do mong dgi cua ngtreyi dan dOi vai 10 not dung: 

- Mire dO ngueri dan mong dgi rat nhieu d6i voi 10 not dung nam trong 
khoang 42,23% - 50,42%; mirc d9 mong dqi nhieu nam tong khoang,  46,06% - 
55,04%; va mirc mong dgi it nam trong khoang 2,3% - 6,3% (Bieu do 7) 

- Ni dung "Nang cao ban nila chat lugng cac chinh sach quan tr9ng dOi 
v6i doi sang dm ngtrei dan" nhan dugc mirc 'TO mong dgi rat nhieu cua nguOi dan 
cao nhat, vai tSTle 50,42% 

Hai not dung nhan dugc mirc dO mong dgi dial) nhat la "Nang cao bon 
nib chat lugng dich vu hanh chinh ding (viec giai quyet thu tic hanh chinh)" voi 
tST le 41,39% va "Nang cao han nila chat lugng try so, trang thiet bi phijc vu giai 
guy& cong viec cho ngtrei dan" vai -Cy le 42,23%. 
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Bieu dO 7: Sir mong dgi cua ngueyi dan nam 2022 

cac 	0 cnati.:4q-ng can; cap 
tronat 	oho ra u 	clAn 

Njangcoo nch rCa chat lc arc try sc, 
b; phcc 	quyet &Ong vie.c. 

nquo- clan. 
ca.d 	n tyao nary:, 	cue car 

png ch.C-c. vier chCc h-cnq g;a! quyet cang 

49,77% 

42,23% 

46,43% 

46,06% 

51,47% 

48,74% 

4,17' 

4,82,'. 
;:ec cnc 	don 

...,a^g sac,  `non 	t.n.&d9 pnucyc cua 
con bq cons chcc . 	 c 	-vai 

rgud; oran. 
46,75%. 48,01% 5,24 	:. 

	

Tang coo 	reg dung cong ngn -.0 thong 

	

cn L. `; n 	so tfong 	quyet cord 47,07% 47,91% 5,02% 
c oho rgc Pi don 

3 	cad nor tlf: a skt quart tam cua co 
!Ina 	op Of& i0 	nniu 	rlond 

ot,e ^c:.." 	:Can_ 

7 	N:ang zap han 	C; a chat ,- 
nhe.7 	&at quyet 	gep y, ph an antes. 

',can ro„,n cca nau& Dan 

8 Nang cac }Ion rt7, 	 rlleu qua 
root Oland coo hO nray  co quan nha nuOic 

%Ono coo bon ni..":ta chat iuonCg. coo chinh 
soon quar tram: clai va, ddr song cUa 

dan 
'C. :Nang COO non r:C4 crtUt Danny ci;ch 

oh fr.',  cand:,/rec gi3; quyet if:0 tuc ‘  

49,79% 
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4. DAnh gia chung 

- Chi s6 hai lOng chung cua tinh ve su plwc vu hanh chinh nam 2022 c6 
su khac bieet so vai nam 2021 tir doi tugng khdo sat den cac chi so hai long ye skr 
phuc vu hanh chinh. NOi dung do luting nam 2022 bao tram ca yie‘c xay Ong, to 
chirc thgc hien cac chinh such quan trong doi voi doi song cua ngtrai dan va vie'c 
cung irng dich vu hanh chinh cong not chung cho ngtrei dan. 486 ngtrai dan, 
dugc lua ch9n theo phuang phap ch9n mau khdo sat ngau nhien tir 18 th6n, to 
danyho dai dien cac yung, mien, cac loci dan vi hanh chinh de tham gia tra loi 
phieu khan sat, dua ra nhan dinh, danh gia, mire dO hai long ya nhu cau, mong 
dgi cua ngtrati dan doi yori yiec,xay, 	chirc thgc 	chinh such cong 
quan trong c6 anh huang true tiep den cuOc song cua ngtroi dan ya doi voi viec 
cung irng dich V1.1 hanh chinh cong not chung duo tren tri third, trai nghiem cua 
nguiyi dan. 

- Vic do luting su hai long cua nguai dan dOi phpc vu cua CQHCNN 
nam 2022 dugc trien khai trong boi canh hula COVID, trong d6, x'd hOi, nguefi 
dan chiu nhieu tac &Ong tieu cigrc ma dai dich COVID de loi, nhu tinh trang 
ngtra(i dan bi mat yiesc lam, ngued dan bi giam slat thu nh4p ... Ben canh d6, 
ktiOng,it cac van de cua ca quan nhu nuo.c,tir Trung trang den dia phuang xay ra 
lien tiep, gay tac Ong tieu cgc den dad song cua can bO, cong chirc; tinh trang 
co so kham, chira benh cong lap thieu nhan yien y te, trang thiet bi ya thuoc 
kham chila b'enh cho nguai dan; tinh trang can bO, cong chirc, vien chirc sq sai, 
sq trach nhiem, khong dam lam... la nhang nguyen nhan 1T giai cho yiec chat 
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limo, ng phoc vu ngueri,dan 	ca quan hAnh chinh nha nu& trong nam qua bi 
giam sot. Sir giam diem nay cling chi ra rang, nhu cau va mong dgi cua ngueyi 
dan doi vori ca quan hanh chinh nha nudec ngdy cAng cao han; &Ong then, qua dO 
ding b9c 19 mot so flan die, bat cap trong to chdc thoc hien cac nhiem vu quail 
13'7 nhA nuerc ma tinh can quan tam, chi dao thirc hien tot trong theyi,gian toi de 
nang cao chat lugng phoc vu nhan dan, dien hinh nhu cac van de ye tiep nhan, 
xir 1)'T phan anti, kien nghi, nang cao nang loc, trach nhiem va thai dO phoc vu 
cua d9i nga cong chic, vien chirc; day manh cong tac th6ng tin, tuyen truyen,... 

- Nam 2022 IA nam dau tien trien khai do luting so hAi long cua ngueri dan 
dOi veri sir phoc vu cua CQHCNN thong qua viec xay dung, to chirc thoc hiri 08 
chinh sach quan trong có anh huong troc tiep den cu9c song hang ngay cua 
nguei dan. Ket qua mang den nhang van de rat dang quan tam: Chinh sach gido 
doc phO thong va chinh sach kham, chi:fa benh la hai quoc sach hang dau nhung 
lai nhan dugc mirc d9 quan tam ciia nguoi dan a vi tri thin 6,7 trong 8 nhom 
chinh sach. Trong khi do, chinh sach trat to an toan xa h9i o vi tri thin nhat va 
cling la chinh sach co MDHL cao nhAt. Chinh sach phat trien kinh to nhan dugc 
mirc d9 quan tam cuoi cong nhung chinh sach ve giao thong duerng b9 , lai có 
MDHL thap nhat. Dieu nay cho thay de mang lai chat lugng cu9c song tot han, 
so hai long cao han cho ngtrai dan, tinh can quan tam den nhieu chinh sach khac 
ngoAi phat trien kinh te, can tap trung,tru tier' nang cao chat lugng 	cac chinh 
sach anh hugng troc tiep den cu9c song ngueyi dan nhu: giao thOng duemg b9, 
dien, nu& sinh hoat va an sinh xa h'9i... 

- Thong qua ket qua cila tong chi so, cac ca quan chuyen mon thAy dugc 
thirc trang MDHL va chat lugng phoc vu ngueyi dan a tong not dung co the am 
so phoc vu cua CQHCNN doi \Teri nguai dan; tix do dua,ra cac giai phap co the 
nang cao hai long ciia ngueyi dan. Chang Ilan, chi so ye MDHL cua ngueri dan 
dugc khao sat doi \Teri viec CQNN cung cap, giai thich thong tin ve chinh sach 
theo nhieu hinh thirc, giOp m9i ngueyi dan cl'J ,tim 	thay la 79,38%, chi ra rang 
20,62% ngueri dan khdo sat chtra hAi long ye viec cung cap thong tin ye chinh 
sach cOa cac ca quan. Dieu nay cho thay can phai tuyen truyen, cung cap thOng 
tin theo nhieu hinh thirc pho hgp \Teri cac nhom dan so khac nhau, dam bao tat ca 
ngueri dan deu có the tim thAy thong tin mot cach de dang. Khong chi thirc hien 
clang tai tren trang thong tin dien tir cua ca quan, clan vi ma can thirc hien tren 
cac trang thOng tin dai chung (dAi, tivi, bao chi) va mang xa h9i (co chgn 19c) 
hoac qua cac cu9c hop, sinh boat dan cu... la nhang kenh thong tin dugc ngueri 
dan sir dung nhieu nhat (qua khao sat). 

B. Id HOACH NANG CAO CHI S6 SIPAS NAM 2023 

I. MI,JC TIEU 
1. Muc tieu chung: Hoan thanh moc tieu cua Quyet dinh so 3134/QD-

UBND ngay 24/12/2022 ciia UBND tinh ye viec ban hAnh K"e hoach CCHC gari 
voi chinh quy&I sO, dich vu do,thi thong mink nam 2023. 

2. Muc tieu cu the: Phan dau de nang cao chi so hai long ctia ngueyi dan 
ye so phoc vu cua CQHCNN (SIPAS) cua tinh nam 2023, nam trong nhom 10 
tinh, thanh pho có ket qua tot nhAt ctia ca nook. 
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II. NIIItIVI VU 

I. Cac s&, ban, nganh cap tinh, UBND cac huye:n, thi xa, thanh phi; 

- Sir dung ket qua do luting sir hai long cua ngued dan, dac biet chi trong 
cac khia canh, not dung ma ngued dan danh gia chua tich cvc, hai long thap va 
cac not dung dugc ngtroi dan mong dgi nhieu; x'af dung cac giai phap khac phvc 
phi hgp nham nang cao chat lugng xay dung, to chic thvc hien chinh sach va 
cung irng dich vu hanh chinh cong; tir d6 nang cao MDHL cua ngued dan doi 
voi su phvc vu hanh chinh. 

- Tang cueing cong tac thong tin, tuyen truyen cac chinh sach den nguefi 
dan thong qua nhieu hinh thirc thong tin phi hgp voi m9i doi tugng ngued dan. 
To chirc xin y kien g6p y cita ngued dan doi voi cac chinh sach theo nhieu hinh 
thirc,giup nguoi dan tham gia de clang va de ngtrei dan de clang phan hoi 3'7 kien 
ve ket qua tac dOng cua cac chinh sach. 

- Day manh thirc hien co the mot dm, mot cira lien thong trong giai quyet 
TTHC doi vOi ca nhan, to chirc theo huong hien dai, hieu qua, thuan lgi, mink 
bach; tang cueing ki'em tra viec giai quyet TTHC tai cac co quan chuyen mein; 
ra sok, khac phvc tinh trang co so( du lieu ye giai guy& TTHC khong tuan thu 
&mg theo quy dinh. Day manh thvc hien tiep nhan va tra ket qua thong qua dich 
vu cong trvc tuyen va dich vv thanh town trirc tuyen; khuyen khich, ho trg ngued 
dan trong thvc hien dich vu cong trvc tuyen. 

- Tang cueing cong tac kiem tra viec thvc hien thu xin 16i d6i voi thu tvc 
hanh chinh giai quyet tre han; dam bap moi ho so giai quyet trJ han phai thirc 
hien thu xin loi khong qua mot lan trong suot qua trinh giai quyet 116 so; c6 hinh 
thirc xir l5Tdoi voi cong chic, vien chirc giai quyet ho so TTHC trJ han nhieu lan 
neu khong CO 157 do chinh 

- Xay dung van h6a cong vv trong d9i ngii can b9, cong chirc, vien chirc 
theo huong lay ngued dan, to chirc lam trung tam phvc vv, mang lai su hai long, 
niem tin cho,  ngtrai dan, 	chirc. Thvc hien nghiem tuc viec tiep nhan, xir 17 
phan anh, kien nghi cua ngtred dan, to chirc lien quan den TTHC dam bao theo 
quy dinh. 

- To chirc trien khai cac boat d9ng thong tin, tuyen truyen kip thed nham 
dam bao tat ca can b9, cong chirc, vien chirc thu9c pham vi quanlva ngtrai dan 
ei dia phuong co nhan thirc day du, chinh xac ye hoat d9ng, ket qua trien khai do 
luting su hai long cua ngtroi dan va ke hoach, ket qua thirc hien nang cao chat 
lugng phvc vv nguiyi dan, nang cao sv hai long cila ngued dan; chi dao ra sok de 
khac phvc nhitng han che, yeu kern qua ket qua khao sat nam 2022 (Phu lyc 3 
kern theo). 

2. Set NOi vu 

Chit tri, theo doi, don doc cac co quan co lien quan bao cao tinh hinh thvc 
hien Ke hoach nay de tong hgp, phAn dau nang cao Chi so SIPAS nam 2023; dinh 
kS7to chic hop, ra sok viec trien khai thvc hien, chan chinh nhUng han the de nang 
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cao Chi so; bao cao UBND tinh xem xet, xir 1y nhfing don vi, dia phuang khong 
thuc hiesn hoac cham thuc hi"e'n nhang nhie'rn 	

, 
da neu tai 	hoach. 

3. Van phong UBND tinh 

- Tham muu cong tac cai cach TTHC, day manh thuc h*i co ch6' mgt 
cira, co the mot ctra lien thong trong giai quyet TTHC tai cac co quan hanh 
chinh nha nuac. 

- Tang mei-1g cong tac dao tao, bgi clang, tap huan nghie'p vu ve giao tiep, 	I 
irng xir va thai d'6,phvc 	nhan dan cho d'gi ngil can b'6, cong chirc thuc hien 
nhie'm vu giai quyet ho so TTHC cho nguoi dan; xir ly npiem minh cong chirc 
c6 hanh vi tieu cuc, nhang nhiLi trong thuc thi cong vu nham dam bao chat luting 
phkic vu nguoi dan ngdy cang tot han, nguoi dan ngdy cang hai long han. 

4. So.  Ttr phap 

Tang cueing ph6 bin gido dkic phap luat theo 1(6 hoach da dugc phe duye‘t. 
Theo dOi, huong dan cong tac pith Nen, gido duc phap luat tai dia phuang, da 
Bang h6a cac hinh thirc cong khai chinh sach, phap luat hien hanh de nguoi dan 
c6 ca h6i tiep can cac thong tin chinh sach phap luat. 

5. So' COng Thtrung 

Trien khai chinh sach ve din sinh hoat phi hop v6i cac quy dinh ve 
cung cap, quan ly, Oat trien dien sinh hoat; gia tien, throng day, chat luting 
dien sinh hoat... 

6. So' Giao thong V4n tai 

- Tham muu UBND tinh hoach dinh chinh sach ve giao thong duOng bg 
tren dia ban tinh. 

- Chti tri, phoi hop v6i UBND cac xa, phuOng, thi tran tang cuemg cong 
tac chi dao, dien hanh cong khai, minh bach va tao dien kien thuan lgi, binh 
Bang theo huang doanh nghiesp,„  nguoi dan 	tiep can day du cac thong tin ve 
quy hoach, dinh huang phat trien, co the chinh sach, thu tkic hanh chinh trong 
linh vuc giao thong van tai. 

- Trien khai quy dinh ve xay dung, phat tri'en doting b6; giao thong doting 
b6; bao dam trat tu, an toan giao thong duong b6. 

7. SO Lao dOng, Thin:mg binh va Xfi" hOi 

Chu tri, phi hop voi UBND cac xa, phuOng, thi tran huang clan, kie'm tra 
ra soat cac quy dinh ve bao hiem xa hOi, bao hiem that nghip; ho trg thuOng 
xuyen doi v6i nguoi c6 cong, nguoi ngheo, nguoi tan tat... va ho tro dgt xuat 
cho nguoi dan khi gap mat inUa, thien tai... 

8. SO.  NOng nghie:p va phat trim nOng thOn 

- Tip tkic thuc hiesn viesc cung cap nuac sach cho nguoi dan theo chuong 
trinh Muc tieu quoc gia ve xay dung nong them m6i, dam bao chat lugng cac 
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cong trinh cap nuac sach; thuc hien tot dich vu thu gom, xu I 'Y rac thai, nuac 
thai a cac khu vuc, dia ban dan cu. 

9. Ser Y 

Chu tri trien khai cac giai phap cu the, dOng bo nang cao chit luting cung 
ung dich vu cong cua nganh, cai tien quy trinh kham, chaa benh; day manh img 
dung cong nghe thong tin vao quail 13"/ thong tin nganh y te nham cat giam, don 
gian boa TTHC. Tang cuOng tuyen truyen chinh sach bao hiem y te, nang cao tY 
le nguoi dan tham gia bao hiem y te. Nang cap ca so vat chat, thiet bi, nguein 
nhan luc nganh y te, bao dam moi nguoi dan dugc tiep can va sir dung cac dich 
vu y te ,có chat lugng. Tip tpc ra soat 14i toan 	hethong Benh vin cOng lap 
tuyen cap huyen. 

10. SO' Giao due Ala Dao tao 

Chu tri thuc hien cac giai phap dOng bo nham nang cao chit luting giao duc 
va dap tao; tang cuemg dau tu xay dtmg ca sa vit chat, trang thie't bi day hoc cho 
cac truong; nang cao chat luting d9i ngii giao vien ye nang luc, ky nang gians 
day va pham chat dao ddc. TO chirc danh gia mirc d9 hai long cua ngtrOi dan doi 
vai dich vu giao chic cong de phan tich, danh gia va xay dung cac giai phap thuc 
hien nham nang cao chi so hai long trong linh vuc giao duc. 

11. So' Tai nguyen va NMI tririmg 

Tang cung cong tac thank tra, kiem tra va kip theyi xir ly cac hanh vi 
khong tuan thii cam ket bac, ve moi truong cua doanh nghiep tren dia. ban. Nang 
cao chat luting hoat d9ng cua he thong mang luai quan trac moi truong de chu 
dOng trong cong tac kiem sok, canh bao chat luting moi truong khong khi. 

12. So' Thong tin va Truyen thong 

- Chu tri tham mtru nang cao hieu qua cua viec xay dung chinh quyen so 
va phat trien dich vu do thi th8ng minh gan vOi chuyen doi sO. Xay dung va phat 
trien ca so' ha tang vi6'n thong hien dai, dam bao cho cac hoat d9ng,dng dung 
cOng nghe thong tin nham thuc day phat trien chinh quyen dien 	Bo sung cac 
tien ich phtic vu nguoi dan, to chirc va doanh nghiep tren COng dich vu cOng 
tinh; có giai phap huong dan, ho trg ke khai ho so cho ca nhan, to chirc nOp truc 
tuyen dugc de clang thu4sn lgi. 

- Tang cueing cong tac thong tin, tuyen truyen cac chinh sach, cung cap 
thong tin tren trang thong tin dien tir, mqng xa h9i, img dung dich vu cong truc 
tuyen tren nen tang di dOng; irng dung Hue-S. 

10. Cong an tinh 

- Day manh cong tac dan vin va xay dung phong trao "Toan dan bao ve 
an ninh To quoc"; huy dOng sire manh toan dan va ca he thong chinh tri vao 
cong tac bao dam an ninh, trat tu; nang cao hieu qua, hieu ltrc quan lY nha nuac 
ve an ninh, trat tu tren dia. ban. 
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- Tiep tpc trien khai thgc hien tot cac chuang trinh quOc gia phong, chOng 
toi pham, phong, chong ma thy; khong de xay ra cac hoat Ong theo kieu xa hoi 
den va cac loai tOi ,pham mOi, giam tOi pham do nguyen nhan xa hOi; thirc hien 
nghiem quy dinh ye phOng chay, china chay. 

11. UBND cac xa, phuiYng, thi trAn 

- Tang cuang cong tac ph9 bien, gido duc phap 1u4t tai Ong Ong dan cu, 
dam bao nguoi dan hieu va thirc hien dung quy dinh cua phap lulat; day manh thirc 
hien quy che dan chu or co sey theo hung di yap thirc chat, gop phan xay dung 
chinh quyen ca sO• dan chu, trong sach, viing manh. 

- ThOng tin, tuyen truyen thuerng xuyen ye cac hoat Ong va ket qua cai 
cach hanh chinh, nang cao chat luting phgc vu nguOi dan, nang cao six hai lOng 
cua nguoi dan ma tinh thirc hien. Tang cuemg dua tin ye nguoi tot, viec tot cling 
nhu cac trueng hap tieu cgc, vi pham trong giai quyet cong viec, phgc vu nguoi 
dan cila can bO, cong chdc, vien chirc. 

- Darn bao hinh thirc, not dung thong tin, tuyen truyen phu hgp, c6 the 
tiep can,  doi v6i nguoi dan thuOc m9i thanh phan, g6p phan nang cao nh'a'n 
thirc, hieu biet cUa ngubi dan ye quyen lgi, trach nhiem va thUc day sir tham 
gia cua nguiyi dan trong viec giam sat va phan hOi y kien ye chat luting phgc vu 
dm co quan hanh chinh nha nu6c. 

C. TO CHtrC THL C HItN 

1. Cac 	ban, nganh, UBND cac huy0, thi xa, thanh phi') 

Xay Ong giai phap, cg the hoa cac chi tieu, nhiem vg de chil Ong thgc 
hien tai ca quan, don vi minh; chi dao, don dOc trien khai thirc hien doi yori cac 
don vi trgc thOc, dinh kS7 tong hop, bao cap UBND tinh (lOng ghep trong bao 
cao cong tac CCHC Quy III va nam 2023). 

, 2. SO.  NOi vg tong hgp, theo 	tinh hinh thgc hien Ke hoach nang cao 
diem so trong cham diem chi so SIPAS cua tinh hang dam; bao cao UBND tinh 
xem xet, xir 13'7 nhang don vi,, 	phucmg khong thirc hien hoc chasm thirc hien 
nhang nhiem vg n'eu tai Ke hoach./. 

Nei nh On: 
- TV Tinh 
- Thtrong trvc HDND tinh; 
- CT va cac PCT UBND tinh; 
- Cac co quan chuyen mon thuOc UBND tinh; 
- UBND cac huyen, thi xa va thanh phiS Hue; 
- Lanh ciao VP va cac CV; 
- Ltru: VT, CCHC. 
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/TV LUC 1 
ac froy0,-0, thin duvc chon de"' khao sat 

Do ltrimi'Skr 	 phuc vu hanh chinh dam 2022 

(Kern theo Kef hooch so:a(i 	D ngay timing 6 narn 2023 cl:ta UBND tinh) 

TT Iluy0 TT Xa TT non 
SO lulyng 
khan sat 
(nguiri) 

1 Thanh 
• • 

pito Hue 

1 
Phtrong 

Xuan Phil 
1 TO dan pito 1 27 
2 T6 dan phli 11 27 

2 
Phtremg An 

Cuu 
3 TO dan phO 1 27 
4 T6 clan phO 13 27 

3 Phtremg 
Huang An 

5 TO dan phO Co Buu 27 
6 TO dan pito Thanh Chu 27 

2 
Huyen A 

Luoi 

1 
Thi tran A 

Uteri 
1 TO dan pho 1 27 
2 TO dan phO 7 27 

2 Xa A Ngo 
3 Thon A Ngo 27 
4 Them Ta Roi 27 

3 Xa San 
ThUy 

5 Thon Quang Hop 27 
6 Thon Quang Tho 27 

3 
Huyen 
Nam 
Bong 

1 Thi tran 
Khe Tre 

1 TO dan pito 1 27 
2 T6 dan phO 5 27 

2 
Xa Huang 

LOc 
3 Thon 1 27 
4 Thor' 3 27 

3 Xa Huang 
San 

5 Thon A2 27 
6 Thon Ta Rung 27 

Tong so 486 
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44,00, .".:p,19 
° • 

(Kern theo Ke hogch s1,Til/Kjir'2[1 	ngay 01 thang 6 nam 2023 cl'ia UBND tinh) 

Nhan dinh cila ngtriYi dan Chi se') 

Mix dO quan tarn oh 
ngtroi dan deii vai cac 
chinh 	sach 	ciia 	co 
quan nha nu& 

1. Chinh sach ve phat trien kinh to 96,69% 
2. Chinh sach ve kham, chaa banh 98,34% 
3. Chinh sach ve gido duc pho thong 97,7% 

4. Chinh sach ye trat tu, an toan xa hOi 99,37% 

5. Chinh sach ve giao thOng duarng bO 98,74% 

6. Chinh sach va din sinh hoat 98,76% 

7. Chinh sach ve nuac sinh hoat 98,95% 

8. Chinh sach va an sinh, xa hOi 98,54% 

Kenh thOng tin ma 
ngtrOi dan sir dung de 
theo 	deSi 	cac 	chinh 
sach cim co quan nha 
nu& 

1. Qua loa phat thanh xa 27,59% 
2. Qua hop, sinh hoat, thong bao tai khu dan cu 47,93% 
3. Qua co quan nha nude, cong chirc 21,37% 
4. Ngueyi than, ban be 12,66% 
5. Qua dai, tivi, bao chi 46,68% 
6. Qua mang Internet 34,23% 
7. Khac 1,87% 

Six san sang, kha nang 
tham gia gop 3'f ,  kin 
oh ngoai dan doi voi 
co quan nha nu & 

1. Kh6ng the tham gia, vi kh6ng biet thong tin 6,6% 
2. Khong the tham gia, vi ban th6ng khOng 
mu6n 3,71% 

3. CO the tham gia, n'au &roc Het thong tin 45,15% 
4. CO the tham gia, nau &roc tao diau kin 
thuan tien 

31,75% 

5. Chic chan tham gia, vi ban than mong mu6n 27,22% 

Suy nghi cim ngueyi 
dan ve tinh trang cong 
chirc 	gay 	phien 	ha 
sach nhieu 

1. Khong CO cong chirc nao gay phien ha, sach 
nhi6u  79,38% 

2. CO mot s6 cong chic gay phien ha, sach 
nhi6u  19,18% 

3. CO nhieu cong chirc gay phien ha, sach nhieu 1,44% 

Suy nghi dm ngueyi 
dan va tinh trang phai 
dua tien 	ngoai 	quy 
dinh cho cong chirc 
de 	cong 	viac 	dtroc 
giai quyet 

1. Kitting co ngoai dan nao phai dua tien ngoai 
quy dinh cho cong chirc 

80,51% 

2. Co mot s6 ngoai dan phai dua tien ngodi quy 
dinh cho cong chirc 

16,95% 

3. CO nhieu ngoai dan phai dua tien ngodi quy 
dinh cho cong chirc 

2,54% 

Hinh thirc cung Ung 
DVHCC phi.' hop vai 

1. Hinh tilde trvc tiep (tai co quan) 62,63% 
2. Hinh thirc tivc tuyan (qua mpg Internet) 5,01% 

U LIJC 2 
dinh gia cua ngtriYi dan 
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nguai dan 3. Ca hinh thirc trkrc tiep \id tr‘rc tuyen 32,36% 
Hinh thirc cung cap 
thong 	tin 	v" 	chinh 
sach 	phii 	hop 	vai 
nguai dan  

1. Hinh thirc truc tiep (tai co.  quan) 52,72% 
2. Hinh thirc tivc tuyen (qua mAng Internet) 8,16% 

3. Ca hinh thirc trirc tiep va truc tuyen 39,12% 

Trai 	nghiem 	cilia 
nguai dan ve mot so 
not dung (Da tirng trai 
nghiem) 

1. CO nguai than dang di hoc pho thong 87,42% 
2. Ban than hoc c6 nguiyi dan dff kharn, china 
benh tai co se( kham china benh a dia phuong 

93,40% 

3. DA giai quyet cong viec vai co quan nha 
nu,ac 75,05% 

4. DA giai quye't thil tvc hanh chinh 76,42% 
5. DA phan anh, kin nghi vai co quan nha 
nu& 

24,07% 

6. DA gop y kien doi vai co.  quan nha nude ve 
chinh sach 

24,62% 

7. DA phan hOi Y kin dOi vai co quan nha nuac 23,5% 
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LVC 3 
• fr 

Ket qua chi so hati4tig,cit'a-uprni n do, voi sty phyc vu 	quan hanh 
giai doan 2020 -2022 

(Ken, theo Bao cao salW/13C,i-UB ngay thang 6 nam 2023 cua UBND tinh) 

N(ii dung Nam 2020 Nam 2021 Nam 2022 
Co.  quan chit 

tri cua 
tinh 

Chi sii A  

Vi thfr 
Chi so 

cua 
tinh 

Vi 
thtn 

A Chi so 
cua tinh 

Vi thti 

cilia Nitre 	(1(1 	hai 
dill ngtriri 	dan 	dill 	vai 	sty 

phyc vu cua co.  quan 
hanh chinh nha ntrov 
not 	chung 	(CM 	so 
SI PAS): 

85,98  31  
88,60 17 78,55 40 

1. 1VIth do hai long cua 
ngtrifi dan diii voi v* 
xay dung, to chtk thwc 
liqn chinh sach cua ca 
quan nha ntr(rc 

77,54 40 

Cac sO, ban, 
nganh; UBND 
cac huy'01, thi 
xa, thanh pho; 
UBND cac xa, 

phtreyrg, thi 
tran 

1.1. 	Trdch 	nhiern gitii 
trinh cua co quail nha 
nu& 

80,17 29 

(1) 	CQNN 	cung 	cap 
thong tin, giai thich ye 
cac‘ 	chinh 	sach 	theo 
nhieu 	hinh 	thirc, 	giup 
m9i ngueri dan de tim, de 
thay; 

79,38 29 

(2) 	CQNN 	cung 	cap 
thong tin, giai thich ye 
cac chinh sach day dit, 
d6 hieu doi yoi ngueyi 
dan. 

80,96 30 

1.2. Co hi)i cua nguiri 
dan than, gia f7 kien doi 
voi chinh stick 

77,26 41 

1) CQNN to chic xin Y 
kien gop y cua ngueYi dan 
doi yai cac chinh sach 
theo 	nhiL 	hinh 	thdc, 
giup moi ngued dan tham 
gia de clang; 

77,18 41 

(2) CQNN to chirc nhieu 
hinh thirc c16 ngueri dan 
phan hOi y kien ye ket 
qua, tac Ong cua cac 
chinh sach, giup ngtreyi 
dan tham gia de dang 

77,33 41 

1.3. Ch'Jt luting chinh 77,79 37 
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sack 
(1) Chinh , sach ve phat 
trien kinh to 72,25 49 

So' Ke hooch va 
Dau to 

(2) Chinh sach ve kham, 
china benh 81 40 , 27 

SO' Y to 

(3) Chinh sach ye gido 
duc pho thong 79 14 , 40 

Si Grid() due 
ya Dao too 

(4) Chinh sach ye trot tg, 
an toan xa hOi 83,42 29 

Cong an tinh 

(5) Chinh sach ve giao 
thong duang 1)0 , 68 12 , 60 

Sa Giao thong 
ya Van tai 

(6) Chinh sach ye dien 
sinh hoat 

77,54
Thuang 

34 
So' Cong 

(7) Chinh sach ye nude 
sinh hoot 

SO( Ming 
 

79,06 23 nghiep ya Phat 
trien nong thon 

(8) Chinh sach ye an sinh 
xa hOi 

So Lao dOng, 
 

81,40 26 Thuang binh ya 
Xd hOi 

1.4. 	Ker qua, thc dOng 
ciia chinh sach

74,94 51 

1) Chinh sach cna dia 
phuong 	da 	gOp 	phan 
ginp cho kinh to gia dinh 
cna ngueri dan ngay cang 
tot han 

72,75 58 

(2) Chinh sach cna dia 
phuang 	da,  gop 	phan 
ginp cho chat luting cuOc 
song cua ngtrai dan ngay 
cang tot han 

77,12 43 

2. Marc dO hai long ciia 
nguiti dan doi voi vrec 
cung (t.ng dick vu hanh 
chinh cong 

85,98 31 88,60 17 79,56 41 

. A 2.1. Ti p can dich vu 85,43 45 88,17 38 83,08 25 BO phOn MOt 
da cac cap (1) Ca quan cung carp 

thong 	tin 	ye 	yiec 	giai 
quyet thu tuc hanh chinh 
theo nhieu hinh tilde, de 
tiep can, de hieu doi vai 
mai ngtreyi dan 

79,68 34 

(2) Tru se( ca quan tiep 
nhOn ho ,sa, tra ket qua 
giai quyet thil tuc hanh 
chinh 	có 	bien 	hieu, 
huong dan ri5 rang, de 
thay; 

86,75 40 88,23 40 85,25 19 

(3) Till so• ca quan tiep 
nhan ho sa, tra ket qua 
giai quyet thu tuc hanh 

85,33 47 87,98 42 86,70 15 
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chinh sach se, van minh; 
(4) Trang thie't 131 phpc 
vu nguoi dan day di1, 
chat 	hrong 	tot, 	gill)) 
nguoi 	dan 	giai 	quyet 
cong viec de dang hon. 

85,33 44 88,48 31 80,70 33 

Trang thiet bi phpc vu 
nguoi dan, to chirc hot 
dOng tot, a sir dpng 

84,29 47 87,98 33 

2.2. Thu tuc hanh chinh 91,15 20 88,03 37 80,95 35 B6 phan M6t 
cira cac cap (1) Quy 	dinh 	thil 	tpc 

hanh chinh &roc niern 
yet cong khai tai trp sey 
co quan ti6p nhan ho so, 
tra ket qua giai quyet thil 
tpc hanh chinh de thay, 
a hieu 

91,67 19 87,98 39 82,80 29 

Quy dinh TTHC duoc 
niem yet cong khai day 
dil, dg hieu 

90,17 24 88,48 35 

(2) Thanh phan ho so 
nglrei dan phai n6p IA 
dimg quy dinh 

90,17 29 87,98 39 81,97 32 

(3) Mirc phi/re phi ngtreri 
dan phai n6p la dimg quy 
dinh 

91,88 16 87,98 35 81,44 29 

(4) Thad hAn giai quyet 
thil tic hanh chinh cho 
nguoi dan la dung quy 
Binh 

91,88 13 87,73 35 77,60 49 

2.3. Con g chtic 86 , 32 32 8866 , 28 7736 , 49 
B6 phan M6t 
cira cac cap 

(1) Cong chirc có thai d6 
giao 	tiep 	lich 	sp., 	ton 
trong d6i vii ngueri dan 

87,67 27 88,48 29 77,73 45 

Cong 	chirc 	cham 	chu 
lang nghe cau hoi, 3'7kie

,
n 

85,08 36 89,23 17 

(2) Cong chirc cung cap 
thong tin, tra 16i kip th6i, 
day du cac cau hoi, Si 
kien cila nguai dan 

85,63 38 88,48 30 77,54 44 

(3) 	C6ng 	chirc 	Ilirang 
dan ho so dg hieu, darn 
No nguoi dan c6 th6 
hoan thiesn ho so sau mot 
Ian hpang dan 

87,67 27 88,98 26 77,05 50 

C6ng chirc huOn4 clan ke 
khai ho so mOt Ian la có 
the hoan thin ho so 

85,63 34 88,23 30 

(4) Cong chirc tuan thu 
dung quy dinh trong giai 

86,28 35 88,23 34 78,52 45 
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quy6t 	cong 	viec 	cho 
ngtrai dan 

(5) Cong chirc tan tinh 
dOi vai ngtrai dan trong 
qua trinh giai quyet cong 
viec 

86,28 33 88,98 23 75,94 53 

2.4. Ket qua dich vu 90,17 34 88,17 46 79,69 44 
sec Can 

nganh; 	
ban, 

UBND 
cac huyen, thi 
xa, thanh pho; 

phlre(ng, thi 
tran 

Ket qua phit hop quy 
dinh 

89,83 33 87,98 44 

(1) Ket qua dich vu dugs 
tra dung hen 

90,87 30 88,23 
UBND cac xa, 

 46 80,30 38 

(2) Ket qua dich vu có 
thOng tin day dil, chinh 
xac 

90,17 35 88,23 45 80,81 42 

(3) Ket qua dich vu dam 
bao tinh cong bang 

89,83 35 88,23 41 77,97 48 

2.5. 	Tip 	nh:an 	phin 
anh kien nghi 75,28 34 89,98 11 76,72 43 

Cac sa, ban, 
nganh; UBND 
cac huyen, thi 
xd, thanh pho; 
UBND cac xd, 

phuOng, thi 
tran 

(1) 	Co quan 	có 1)6' 	tri 
hinh thirc tiep nhan phan 
anh, 	kien 	nghi, 	Oil]) 
ngtroi dan phan anh, kien 
nghi d6 clang 

78,95 34 89,98 13 74,41 50 

De clang thtxc hien g6p y, 
phan anh, kien nghi 

76,62 34 89,98 13 

(2) Co quan tier,  nhap, 
xir 	1Y 	phan 	anh, 	kien 
nghi ctia ngtrai dan &mg 
quy dinh 

71,85 37 89,98 12 77,81 42 

(3) Co quan thong bao 
ket qua xir 1y phan anh 
kien nghi cho ngtrei dan 
kip thai. 

73,68 36 89,98 12 77,94 33 
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