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QUYF:T PINH

Phé duyet va cong bd Chi s6 hai long ciia nguoi dan, to chire
doi voi suw phuc vu cia co quan hanh chinh nha nuwéc
trén dia ban tinh Dién Bién nim 2021

UY BAN NHAN DAN TIiNH DIEN BIEN

Can cu Luat T6 chirc chinh quyen dia phwong ngay 19/6/2015; Ludt sua
doi, b6 sung mét sé diéu cua Ludt t6 chire Chinh phii va Ludt t6 chiee chinh quyén
dia phuong ngay 22/11/2019;

Can cu Nght quyet s0 76/NQ-CP ngay 15/7/2021 cua Chinh phu ban hanh
chu“ong trinh téng thé cai cdch hanh chinh nha nuwoce giai dogn 2021-2030; Chi thi
$6 23/CT-TTg cua Thu tuéng Chinh phu vé viéc ddy manh thue hién Chuong trinh
tong thé cai cich hanh chinh nha nude giai doan 2021-2030,

Tiép theo Ké hoach s6 21 27/KH-UBND ngay 09/7/2021 cua UBND vé khao
sat mice do hai long cua nguoi dan, t6 chire doi véi sy phuc vu cua co quan hanh
chinh nha nudc trén dia ban tinh Dién Bién nam 2021,

Theo dé nghi ciia Gidm déc Sé Néi vu.
QUYET PINH:

Diéu 1. Phé duyét va cong bd Chi sb hai long cua nguoi dan, té chire déi
vai sy phuc vu ctuia co quan hanh chinh nha nudc trén dia ban tinh Dién Bién nam
2021 (c6 Phu luc va Bdo cao chi tiét kem theo).

Piéu 2. Cin cir Chi s6 hai long vé su phuc vu hanh chinh nam 2021, cac co
quan chuyén mén thugc UBND tinh; UBND cac huyén, thi xa, thanh ph() t6 chirc
quan tri¢t, rat kinh nghiém, dé ra va to chic trién khai c6 hiéu qua cac giai phép
day manh cong tac cai cach hanh chinh nhim nang cao chat lugng, hiéu qua phuc
vu clia cac co quan hanh chinh Nha nuéce déi voi nguoi dan, to chire.

Diéu 3. Quyét dinh nay c6 hiéu luc thi hanh ké tir ngay ky.

Chanh Van phong UBND tinh; Thu truong cac co quan chuyén mén thuge
UBND tinh; Chu tich UBND céc huyén, thi xd, thanh phé va cac co quan, don vi
c6 lién quan chiu trach nhiém thi hanh Quyét dinh nay./.

Noi nhan:

- TT Tinh uy (b/c);

- TT HDND (b/c);

- Lanh dao UBND tinh;

- TV Ban Chi dao CCHC tinh;
- Nhu Diéu 3;

- Luu: VT, KSTT.V

Lé Thanh D6
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PHU LUC

ol t6 chire doi voi su phuc vu cua co' quan hanh chinh nha nuéc trén dia ban tinh Di¢n Bién nam 2021
Wo Quyét dinh s6 3454  /OD-UBND ngaydz /12/2021 cua Uy ban nhdn ddn tinh Dién Bién)

g A . Thanh
s K s as s Po Do T . n . . N Z
Chi so hai long \?in gin (t;: r?;uygrll So Hgi):.:]n Huyén | Huyén | Huyén | Thixd | Huyén | Huyén pho Huyén | Huyén
: tha trun a Mbi Xay Bié bién Muwong | Muong | Mwong | Muong | Nam Pién Tia Tuén

N¢i dung e ap | ftrung o va Vol | gng 01 Bign | Ang | Cha Lay Nhé Pd Bién | Chia | Gido
4 nhat nhat vi trudng . Pong Phii
L. TIEP CAN DICH VU | 99,72% | 76,94% | 86,16% | 82,14% | 80,5% | 98,06% | 76,94% | 80% | 85,82% | 99,72% | 80,97% | 99.44% | 80,83% | 80,97% | 88,47%
1. Noi ngoi cho giai quyét
cong viéc tai co quan c6 | 100% | 80% | 88.42% | 82,14% | 80% | 98.33% | 84,44% | 80,56% | 89,47% | 99.44% | 87,22% | 100% | 8333% | 85.56% | 90,56%
du cho ngoi
2. Trang thiét bi phuc vu
nguoi dan, to chirc tai co | 100% | 79.44% | 86.62% | 82,14% | 82% | 9778% | 81,11% | 80% | 84,.8% | 100% | 79.44% | 100% | 81,11% | 81,11% | 90%
quan day du
3. Trang thiét bi phuc vu
ngudi dén, td chirc tai co | 99.44% | 65% | 83.26% | 82,14% | 80% | 9833% | 65% | 76,67% | 84,21% | 99.44% | 76.11% | 98,33% | 78.33% | 74.44% | 86.11%
quan hién dai
4. Trang thiét bi phuc vu
ngudi dan, td chie d& sit | 100% | 77.22% | 86.32% | 82,14% | 80% | 97.78% | 77.22% | 82,78% | 84,8% | 100% | 81,11% | 99% | 80.56% | 82.78% | 87.22%
dung
2;{&2” TUC HANH | 99 8994 | 73,11% | 85.91% | 80% | 75,6% | 97,56% | 83,56% | 84,11% | 89,01% | 99.89% | 79,78% | 99.89% | 81.67% | 73.11% | 86.78%
5. Thu tuc hanh chinh
dugc niém yét cong khai | 100% | 73,89% | 8551% | 78,57% | 76% | 98,89% | 83,89% | 82,22% | 87,13% | 100% | 78,33% | 99% | 8222% | 73.89% | 85,56%
déy du
6. Thu tuc hanh chinh
dugc niém yét cong khai | 100% | 72,78% | 84,.94% | 75% | 76% | 97,78% | 82.22% | 81,67% | 87,13% | 100% | 80,56% | 100% | 81.11% | 72.78% | 85%
chinh xac
7. Thanh phan ho hai
s laagung;‘y d‘;ﬂ;"p A1 100% | 72.22% | 87.08% | 82,14% | 76% | 9833% | 84.44% | 87.78% | 91,81% | 100% | 81,11% | 100% | 82.22% | 72.22% | 88.89%
8. Mirc phi/lé phi phai n0p | 500, | 73 809 | 86,15% | 82,14% | 74% | 95.56% | 85.56% | 85.56% | 87,13% | 100% | 80.56% | 100% | 82.22% | 73.89% | 87.22%
la ding quy dinh
9. Thoi han giai quyét ghi
trong gidy hen la ding quy | 100% | 72,78% | 85.88% | 82,14% | 76% | 97.22% | 81.67% | 83,33% | 91,81% | 99,44% | 7833% | 100% | 80.56% | 72.78% | 87.22%
dinh




S Pon Pon Gia So Tai . Huyén . & A o 3 % Thﬁr}h
Chi s6 hai long vi vi tri - So Pién Huyén | Huyén | Huyén | Thixa | Huyén | Huyén pho Huyén | Huyén
: H - guyen Xay By Dién Muwong | Mudng | Muong | Muong | Nim Dién Tia Tuén
Néi dun cao thap trung | va Mai ., Bién Bié A Chi L Nhé P Bia Chi .
* g nhat nhat vi truong e Pong fen e ! w ¢ ’ Plhel'li] . .
. CONG CHUC
TRUC TIEP  GIAI | 100% |73,89% | 8347% | 82,14% | 75% | 97,78% | 77,31% | 78,43% | 87,43% | 100% | 76,3% | 99,35% | 77,87% | 73,89% | 76,11%
QUYET CONG VIEC
;?Ao(f%’ﬁigﬁ";‘;w hai d0 | 10005 | 74.44% | 84.61% | 85.71% | 78% | 97.22% | 81.67% | 77.78% 86,55% | 100% | 74,44% | 99% | 82.22% | 76.11% | 76.11%
I'l. Céng chire chu y ling
nghe y kién cia ngudi | 100% | 70% | 8391% | 85,71% | 70% | 97,22% | 75.56% | 81,11% | 91,23% | 100% | 72,78% | 99% | 76,11% | 78.89% | 79.44%
dan/dai dién té chirc
12. Cong chirc tra 16i, giai
thich ddy dit cac y kiéncia | 100% | 74% | 8332% | 82,14% | 74% | 97,22% | 76,11% | 7833% | 84,8% | 100% | 77.22% | 99% 75% | 74,44% | 81,11%
nguoi dan/dai dién to chirc
13. Cong chitc husng dan ke | 500, | 65 800, | 83.48% | 82.14% | 76% | 98.33% | 77.22% | 78.33% | 8421% | 100% | 76.67% | 99% | 78.89% | 63.89% | 81.679%
khai ho so tén tinh, chu déo 2 ? 2 > ) ’ , o ,067% ( ,89% ,89% ,67%
14. Cong chirc hudéng da 5
s kh;“fézo"gé h‘;g:b M1 100% | 73,33% | 83,52% | 78,57% | 76% | 9833% | 75% | 78,33% | 87,13% | 100% | 78,33% | 99.44% | 78.33% | 73.33% | 79.44%
15. Coéng chuc tudn thu
ding quy dinh trong giai | 100% | 71,67% | 83,86% | 78,57% | 76% | 98,33% | 78,33% | 76,67% | 90,64% | 100% | 78,33% | 99% | 76.67% | 71,67% | 81,67%
quyét cong viéc
IV. KET QUA CUNG
UNG DICH VU HANH | 100% | 7533% | 87,36% | 78,57% | 75,33% | 98,33% | 88,33% | 85,19% | 94,54% | 100% | 77,59% | 100% | 79,63% | 80,37% | 90,74%
CHINH CONG
16. Két qua ma Ong/Ba
ik dzgc‘}:adﬁ;"gquy“gia 100% | 75% | 86,16% | 75% 76% | 97,78% | 88,89% | 83.33% | 91.81% | 100% | 76,11% | 99% | 78,33% | 78.89% | 88.33%
tlh76n§:nq;§yn;uan duoc ¢6 | 10006 | 75.56% | 87.49% | 78.57% | 76% | 98.33% | 89.44% 84,44% | 94.74% | 100% | 75,56% | 100% | 80,56% | 80,56% | 91.67%
:lfénl;tmqgﬁi:ﬁgcduqc 1 100% | 74% | 88.42% | 82,14% | 74% | 98.89% | 86.67% | 87.78% | 97,08% | 99% | 81,11% | 100% | 80% | 81.67% | 92.22%
V. TIEP NHAN, XU LY
CAC Y KIEN GOP Y, | 96,67% | 4231% | 7449% | 62,5% | 65,63% | 96,67% | 53,85% | 73,89% | 86,35% | 93,75% | 75,15% | 87.5% | 68,75% | 42,31% | 87.5%

PHAN ANH, KIEN NGHI




, , . s . Thanh
Chiséhaitong | DOP | Pom | G ) SOTA | g, | Huyn |y en | Huyen | Huyén | Thixa | Huyén | Huyén | phé | Huyén | Huyen
vi Vi tri nguyén o Dién o 4 - 2 . s o > 2
£ N s Xay ey Dién Mudng | Muong | Muong | Muong Nam bién Tua Tuan
No§i dun vao tha'p trung | va Moi dun Bién Bién An Cha La Nhé P': Bié Chu Gia
° & nhat nhat vi truong g Pong g J ‘ ’ Pﬁ? " e
19. Co quan c6 bd tri hinh
thic tiep nhan gop ¥, phan | 00, | 46 1500 | 7433% | 50% 63% 100% | 51,28% | 73,33% | 82.31% | 100% | 76,92% | 100% | 62,5% | 46.15% | 87.01%
anh, kién nghi cua ngudi
dan, t6 chirc
20. Ong/Ba dé dang thyc
hién goép y, phan anh, kién 100% | 46,15% | 73,81% | 66,67% 63% 95,56% | 53,85% | 73,33% | 83,83% 75% 78,7% 100% 62,5% | 46,15% | 87,66%
nghi
21. Co quan tiép nhan va
xu ly tich cuc cdc gop Y, 100% | 42,31% | 77,45% | 66,67% 75% 95,56% | 51,28% | 73,33% | 89,23% 100% | 73,37% 100% 75% 4231% | 87,66%
phan anh, kién nghi
22. Co quan thong béo kip
thoi ket qua xi 1y cdc V| 1000, | 34,62% | 72.34% | 66,67% | 63% | 95.56% | 58.97% | 75.56% | 90% | 100% | 71.6% | 50% | 75% | 34.62% | 87.66%
kién gbp y, phan anh, kién
nghi
Chi s6 hai long vé su
phuc vu hanh chinh nim | 98.76% | 70.14% | 83.5% | 77.6% | 74.48% | 97.65% | 75.9% | 80.1% | 88.27% | 98.76% | 77,91% | 97.4% | 77.85% | 70.14% | 85.88%

2021
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2 56 3057/QP-UBND ngay & thang 12 nam 2021
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PHAN I
TINH HINH TRIEN KHAI KHAO SAT PO LUONG SU HAI LONG CUA
NGUOI DAN, TO CHUC POI VOI SU PHUC VU CUA CO QUAN HANH
CHINH NHA NUOGC NAM 2021 TREN PIA BAN TINH PIEN BIEN

Ngay 09/07/2021, UBND tinh di ban hanh Ké hoach sé 2127/KH-UBND vé
Khao sat mic do hai long cua nguoi dan, td chirc dbi voi su phuc vu cua co quan
hanh chinh nha nuéc trén dia ban tinh Dién Bién nam 2021; Van ban sb
3650/UBND-KSTT ngay 01/11/2021 cua UBND tinh V/v diéu chinh Ké hoach sé
2127/KH-UBND ngay 09/07/2021 cia UBND tinh. Theo d6, S Noi vu chu tri xay
dung phuong 4n, Mau phiéu va t6 chirc thuc hién theo ké hoach. Viéc khao sét dugc
ky két hop dong véi Buu dién tinh Dién Bién thuc hién dam bao, dung quy dinh.

I. Chon dich vy, linh vue khio sat, ¢c& mau khao sat, phiéu khao sat

1. D6i véi 02 s

- Chon cac giao dich TTHC linh vyc quan 1y hoat dong xay dung thudc tham
quyén giai quyét cua S& xdy dung;

- Chon cac giao dich TTHC linh vuc dat dai thudc tham quyén giai quyét cua
So Tai nguyén va Moi truong.

2. P6i voi UBND cap huyén

Chon cac giao dich TTHC linh vuc Lao dong Thuong binh va Xa hoi, Tai
Chinh - K& hoach, Tai nguyén va Maéi truong.

3. P6i véi UBND cép xa

Chon céac giao dich TTHC linh vuc Tu phap — Ho tich, Lao dong Thuong binh
va Xa hoi.

4. Co mau khao sat:

C& mau dugce phan bo 1a 50 mau/so va 180 mau/huyén (mdi huyén 90 mau cap
huyén va 90 miu cap xi). Tong ¢& mau khao sat nam 2021 1a 1.879 (Do so Tai
nguyén va Moi truong chi phat sinh 29 giao dich TTHC).

5. Phiéu khao sat

- Phiéu khao sat bao gdm céc cau hoi c6 sin phuong an tra 10i dé nguoi dan,
dai dién to chirc lya chon. Céau hoi trong phiéu khao sat thé hién noi dung cac tiéu chi
do luong su hai long; dong thoi phan anh qua trinh, két qua cung tmg dich vu hanh
chinh cong, s mong doi cua nguoi dan, td chirc ddi véi viée cung ung dich vu hanh
chinh cong cua cac co quan hanh chinh nha nudec.
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- Phiéu khao sat gébm hai loai: Phiéu khao sat 4p dung déi voi nguoi dan va
phiéu khao sat ap dung dbi vdi té chirc (¢6 02 mdu phiéu kém theo Béo céo).

- Phiéu khao sat ¢6 bo cuc va noi dung nhu sau:

+ Phdn théng tin chung, gom: Muyc dich cta khao sat do luong su hai long;
huéng din cach tra 1oi phiéu; thong tin ca nhén cua ngudi dan/to chire va nguoi dai
dién t6 chirc tra 161 phiéu khao sat.

+ Phan cdu hoi, gom: Céc cau hoi vé qua trinh giao dich va két qua cung tmg
dich vy hanh chinh cdng cua co quan hanh chinh nha nudc; cac cau hoi vé muac do
hai long cua nguoi dan, dai dién t6 chic dbi voi viée cung tng dich vu hanh chinh
cong cua co quan hanh chinh nha nudc; cau hoi vé sy mong doi cua nguoi dan, dai
dién to chirc déi voi viée cung ung dich vu cong cua co quan hanh chinh nha nudec.

IL. Trién khai khio sit théng qua diéu tra xa hdi hoc; Téng hop, phin tich
dir liéu va tinh toan cac chi s6
1. Lua chon, huwéng din diéu tra vién

Diéu tra vién la cac vién chure, nhan vién cua Buu Dién tinh va cac huyén, thi
x4, thanh phé noi co nguoi dan, to chire dugc lua chon khao sat thuong tri hoac tam
tri. S6 Noi vu hudng dan ndi dung khao sat, phuong phap phat, thu phiéu, thu thap
thong tin khao sat.

2. Trién khai khao sat

S& Noi vu cung cap cho Buu Dién tinh danh sach chinh thirc, du phong nguoi
dan, t6 chirc duge lua chon khao st trén co s& tong hop danh sach cua céac co quan,
don vi, dia phuong dugc chon khao sat.

Viéc phat va thu phiéu khao sat do cac diéu tra vién thuc hién. Diéu tra vién
truc tiép gap nguoi dan, dai dién td chire tai noi cu tri theo danh sach da duoc cung
cap; phét phiéu khao sat cho ngudi dan, dai dién td chire tu nghién ctu, tra 16i va thu
phiéu vé sau khi ngudi dan, dai dién té chic tra 161 xong.

Giao ndp phiéu khao sat: Két qua thu ndp phiéu khao sat dugc Buu dién tinh
phan loai, sap sép va giao ndp vé S& Noi vu. Cac co quan hanh chinh va chinh quyén
dia phuong khong tham gia vao qua trinh thu, phat phiéu khao st.

3. Kiém tra, giam sat va phic tra phiéu khao sat

Viée phuc tra két qua khao sat duoc Uy ban mat tran t6 quoc tinh, Hoi Cuu
chién binh tinh trién khai thuc hién bang hinh thirc goi dién truc tiép dén 386/1.869
nguoi dan, dai dién t6 chirc theo danh sach da khao sat. Két qua phuc tra cho thay:
ngudi dan, dai dién to chire duoc phtc tra da tryc tiép tham gia khao sat, truc tiep tra
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1oi phiéu va khéng bj tac dong cua cac co quan hanh chinh trong viéc danh gia cac
tiéu chi trong phiéu khao sat; sau khi hoan thanh viéc tra 1o phiéu khao sat da duoc
nhén s6 tién 30.000 ddng/ngudi/phiéu).

Tuy nhién, trong nam 2021 qua két qua phuc tra cia Uy ban mat tran té quoc
tinh, Hoi Cyu chién binh tinh c6 08 hop nguoi dan tra 161 khong truc tiép tham gia
khéo sat, khong truc tiép tham gia tra 101 phiéu hoidic khong duge nhéan sb tién 30.000
dong/nguoi. So Noi vu dd yéu cau Buu dién tinh ra soét, kiém tra lai déi véi cac
truong hop dd néu. Sau khi ra soat kiém tra xac minh 08 déi tuong dugc khao sat
theo danh sach phuc tra, Buu dién tinh Pién Bién xéac nhan cac doi tuong da duoc
tham gia khao sat va nhan dugc tién tra 10i phiéu diéu tra (Van bdn sé 1594/BDDB-
KTNV ngay 22/11/2021 cua Buu Dién tinh Dién Bién).

4. Tong hop, phan tich dir liéu va tinh toan cac chi sb

4.1. Tong hop, phén tich div ligu

Trén co s¢ thu thap thong tin tir phiéu khao sét, tién hanh tong hop, phan tich
cac dir liéu thong ké théng qua Bang tinh Excel.

4.2. Cdch tinh chi sé hai long

- Chi s6 hai long vé su phuc vu hanh chinh:

Tong s6 phwong an tra loi "Hai long" hodc "RAt hai long"

Chiso hailong = o gwoi tra o1 x 58 caw hdi 43 tra o7 (Cau 58 7)

- Chi sb hai long vé timg yéu t6: Cac yéu t6 vé: (1) Tiép can dich vu hanh
chinh coéng cuia co quan nha nudce; (2) Thu tuc hanh chinh; (3) Cong chire giai quyét
cong viée; (4) Két qua cung tmg dich vu hanh chinh cong va (5) Tiép nhan giai quyét
g6p ¥y, phan anh, kién nghi duoc ap dung cong thirc tinh Chi s6 hai long vé su phuc
vu hanh chinh néu trén.

- Chi s6 hai long vé timg tiéu chi: Puoc xac dinh bing ty 1& phin tram (%) sb
ngudi tra 161 “Hai 1ong” hodc “Rét hai long” trén tong sb nguoi tra o1 cua tung tiéu
chi (Moi tiéu chi la mét cau hoi cua Cau sé 7 trong phiéu khao sat tai Phu luc kém
theo Bdo cdo).

Ngoai Chi so hai long vé su phuc vu hanh chinh, cac thong tin khac vé to chirc
cung tmg dich vy hanh chinh cong, két qua cung tmg dich vu hanh chinh céng, mong
doi cua nguoi dan, dai dién to chuc vé viéc cung tng dich vu hanh chinh cong thu
duoc tir phiéu khao sat duge tong hop, phan tich va tinh todn cac chi sé tuong Ung dé
cung cap thong tin phuc vu cho cong tac quan 1y. Céc chi s6 nay dugc tinh bang ty 18
phan trim (%) gitra s6 nguoi tra 10 cuing phuong an doi véi mdi cau hoi trén tong sb
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ngudi tham gia tra 10i moi cau hoi (Cdu hoi s6 1 dén 6, Cdu hoi sé 8 cua Phiéu khao
sat tai phu luc dinh kem Bdo cado).

I11. Két qua phan tich thanh phan tra 16 phiéu
1. Ty 1é phan hoi phiéu khao sat

Tong sb phiéu khao sat theo ké hoach la: 1.879 phiéu; Téng sé phiéu thu vé
hop 1¢ 1a: 1.869 dat 99,47% ké hoach; S6 phiéu khong diéu tra duoc 1a 10.

S6 phiéu khong didu tra duoc 1a do: déi tuong khao sat cung cap dia chi khong
chinh xac; khong co so dién thoai lién hé; khong phai ngudi truc tiép thuc hién giao
dich TTHC; mét sé khong hop tac, khong dong v diéu tra. ..

2. Thanh phan, doi twgng tham gia tra 107 phiéu khao sat

2.1. Thanh phan doi twong khdo sdt theo gidi tinh

Doi tugng tham gia tra 10i phiéu khao sat 1a nit chiém ty 1& 37,29% va nam
chiém ty 1¢ 62,71% trén tong s6 ngudi tra 10 phiéu khao sat.

2.2. Thanh phan déi twong khdo sit theo trinh dp

Déi tuong khéao sat trong nhom Khong di hoc (Khéng biét chit, Chua qua dao
tao) chiém ty 1é 3,75%; nhom c6 trinh d6 van hoa Tiéu hoc, Trung hoc co so (cép 1),
Trung hoc pho thong (cap II) chiém ty 16 58,32%; nhom duoc dao tao vé day nghé
va chuyén mén (Trung cap, Cao dang, Pai hoc, Trén dai hoc) 1a 37,93%.

PHAN II
KET QUA KHAO SAT THONG QUA PIEU TRA XA HQI HQC

I. Nhén dinh, phan anh cta ngwoi dan/dai dién to chirc vé qua trinh cung
irng dich vu hanh chinh cong

1. Co quan giai quyét cong viée va tra két qua

Nguoi dan va t6 chirc tham gia khao sat duge dé nghi cung cép thong tin vé dia
diém thyuc hién giao dich hanh chinh ctia co quan nha nuéc giai quyét TTHC ma ho
thuc hién. Hién nay, cac TTHC da s6 duoc thuc hién theo co ché mot cira, co ché mot
ctra lién thong, viée tiép nhan va tra két qua giai quyét TTHC duoc thuc hién tai Bo
phén tiép nhén va tra két qua cua cac co quan, don vi, dia phuong.

Tuy nhién, qua y kién cia nguoi dén, to chire thi van con nhiéu truong hop
duoc cac co quan, don vi tiép nhan tai co quan (cac phong chuyén mén). S6 lugng
TTHC duogc tiép nhan tai Bo phén tiép nhan va tra két qua cao nhét la Thi xa Muong
Lay (chiém 98,89%) thdp nhat la huyén Tia Chua (chiém 30,56%).




6
001% 002%

100% -
090% A oY 0

0
080% A 0 @

0

070% -
060% -
050% - 098 %
040% - 0 0

0@8%
030% - 0 0

0
0
020% A
0 6

010% -
000% T T T T : T r : T . . 1

S& S&Xdy Huyén Huyén Huyén Huyén Thixd Huyén Huyén Thanh Huyén Huyén

TN&MT  dung pién pien  Mwong Muong Muwdng Muwdng  Nam phd Tha Tuan
Bien Bién Ang Cha Lay Nhé  p5  PBP  Chua Gido
Pong
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Bi¢u db 1: Pia diém thwe hién giao dich hanh chinh
2. Hinh thire tiép can dich vu hanh chinh

Hinh thire ma ngudi dan, dai dién t6 chirc sir dung dé tiép can thong tin vé viéc
giai quyét cac TTHC cua co quan hanh chinh nha nuéc bao gom: (1) Qua hoi nguoi
than, ban beé; (2) Qua chinh quyén phudng, xa; (3) Qua phuong tién thong tin dai
chung (xem tivi, nghe dai, doc béo...); (4) Qua mang Internet.

Hinh thirc tiép can thong tin dich vu hanh chinh ma ngudi dan, td chire thuong
sir dung dbi véi dich vu hanh chinh ctia da s co quan, don vi la qua chinh quyén
phudng, xa (chiém tir 18,89% dén 93,89%). Hinh thirc it str dung nhét la théng qua
mang Internet (chiém tir 0% dén 3,89%).
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m Qua chinh quyén phwdng, xa
®m Qua hdi nguoi than, ban bé

Biéu do 2: Hinh thirc tiép cin dich vu hanh chinh

3. Phan anh vé s6 lan di lai dé giai quyét cong viée

Nguoi dan, to chirc khi sir dung dich vu hanh chinh céng do co quan nha nudc
cung cép tra két qua ngay thi s6 lan di lai thuong 1a 1; nhom linh vue TTHC ¢6 quy
dinh giai quyét qua ngay (trén 1 ngay) thi so lan di lai trung binh 1a 2-3 14n. Qua khao
st nguoi dan, to chire chi di lai 1 1an va nhan luén két qua giai quyét TTHC cao nhét
la Thi x4 Muong Lay (chiém 69,44%). S¢ Tai nguyén va Mbi truong va Thi xa
Mudng Lay la cac don vi cac nguoi dan, dai dién t6 chie duoc khao sat cho biét
khong phai di lai qua 3 lan dé giai quyét cac hd so TTHC.
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Tuy nhién, sé ngudi dan, to chirc cho biét phai di lai trén 3 lan méi lay dugc

két qua giai quyét TTHC van con tai 10/12 don vi véi ty 1& 0,67% dén 5,33% s0

ngudi dén, t6 chie duge khao sat. Tuy ty 18 nay c6 thap hon nam 2019 (1,11% dén

6,67,86%) nhung ciing 1a van d& ma cac don vi can luu y khi tiép nhén, giai quyét ho
so va tra két qua cho nguoi dan, to chire.
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Bi¢u do 3: S6 lan di lai dé giai quyét cong viée ciia nguoi din, to chire

4. Panh gia cong chire

Pai dién t6 chirc va ngudi dan tham gia khao sat duoc dé nghi cung cap thong
tin vé thai do phuc vu cta céng chic trong qué trinh giai quyét cong viéc bao gom:
(1) cong chirc ¢d gay phién ha, sach nhiéu; (2) c¢6 goi ¥ ndp thém tién ngoai 1¢ phi
trong qua trinh giai quyét cong viéc.

Qua khao sat nguoi dan, td chirc cho biét van cé tinh trang cong chirc cua mot
s6 co quan, don vi, dia phuong trong qua trinh giai quyét cong viéc con gy phién ha,
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sach nhiéu, goi y nguoi dan, t chirc ndp thém tién ngoai phi/ 18 phi. Tai 10/12 don vi
nguoi dan duge khao sat cho biét cong chirc ¢ gy phién ha, sach nhiéu trong qua
trinh giai quyét cong viée va goi ¥ ndp thém tién ngoai phi/lé phi vai ty 18 0,56% dén
3,57%. Chi c6 huyén Nam P, Tuan Gido la ngudi dan cho biét cong chirc khong gay
phién ha, sach nhiéu va khong goi y nép thém tién ngoai phi/l¢ phi.

T 000%
Huyén Tuan Gido ' 000%
Huyén Tla Chua
Thanh phé DBP
7 0,
Huyén Nam ' 000%
PB 000%
Huyén Mudng Nhé
Thi xa& Mwong Lay
Huyén Muong Cha
Huyén Mwéng Ang
Huyén Dién
Bién
Huyén Dién 000%
Bién...
S& Xay ding0(
S
TN&MT
000% 001% 002% 003% 004% 005% 006% 007% 008%
® Cong chirc gay phién ha, sach nhiéu B COng chirc ggi y ndp thém tién ngoai phi/lé phi

Biéu d6 4: Tinh trang cong chirc giy phién ha, sach nhiéu va goi y nguoi dan, to

chirc n§p tién ngoai phi, 1& phi theo quy dinh
5. Sy diing hen tra két qua thi tuc hanh chinh

Nguoi dén, t6 chire danh gia cao su ding hen cua cac co quan hanh chinh nha
nudce trong viée tra két qua giai quyét TTHC, c6 94,74% dén 100% ngudi dan, td
chire cho biét ho nhan duoc két qua giai quyét TTHC dung hen hodc sém hon hen.
Ty 18 trd sém hen tuy khéng nhiéu nhung ciing rat déang khich 18 cho cac co quan,
don vi.



10
Khao sat tai 02 s& va 10 UBND cép huyén thi c6 08/12 don vi ¢6 ngudi dén,
t6 chic cho biét nhan duoc két qua giai quyét TTHC tré hen, chi c6 Thi x4 Muong
Lay, Thanh pho Dién Bién phu va cac so: Tai nguyén va Moi truong, Xdy dung la
100% nguoi dan, dai dién t6 chire cho biét TTHC dugc giai quyét ding hen. Ty 1é
ngudi dan, to chire nhan duge két qua giai quyét TTHC tré hen chiém ty 16 tir 0,56%
dén 5,26%.
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Bi¢u d6 5: Sw diing hen tra két qua TTHC

6. Thue hi¢n viéc thong bo, giii vin ban xin 16i cho t6 chire, ca4 nhan khi
deé ho so TTHC tré hen

Qua khéo sat chi ¢c6 Thi xd Muong Lay, Thanh phé Pién Phu va cac so: Tai
nguyén va Mai trudng, Xay dung la ngudi dén, t6 chirc cho biét khong ¢6 TTHC tré
hen. Trong s6 ngudi dan, to chirc c6 y kién vé viéc co quan hanh chinh nha nudc con
tra két qua TTHC tré hen thi c6 06/08 co quan c6 théng béo trudc cho nguoi dan, to
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chire vé viée tré hen véi ty 18 tir 25% dén 100%; Con déi véi viéc giri van ban xin 16i
nguoi dan, t6 chire khi dé két qua TTHC tré hen thi qua khao sat chi ¢6 cac huyén:
Muong Nhé, Muong Cha, Tua Chua thuc hién voi ty 1 25% - 50% s6 nguoi dan, to
chirc nhan két qua giai quyét TTHC tré hen. Pay la van dé can duogc chi dao trién
khai thuc hién mot cach nghiém tac, ding quy dinh trong thoi gian téi vi ¢6 anh
huong dén diém chi s6 CCHC hang nam cua tinh ciing nhu sy hai long ctia nguoi
dan, t6 chire doi véi cac co quan HCNN.

m Co thong bao tride vé viéc tré hen m Khoéng cé théng bao trudc vé viéc tré hen
w CO gl thu xin 18i vi tré hen m Khéng co gwri thw xin 16i vi tré hen
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Bi¢u do 6: Viéc thong bao, giri vin ban xin 16i khi dé hé so TTHC tré hen

2
. . A

II. Mire d9 hai long cia nguoi din, dai dién t6 chire vé sy phuc vu cia co
quan hanh chinh nha nwéc
1. Mire d§ hai long ciia nguoi din, dai dién to chire vé cac tiéu chi trong

tiép can dich vu hanh chinh cong
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Mtc do hai long cua nguoi dan, dai dién to chuc vé tiép can dich vu hanh
chinh nha nudc dugc dénh gia qua: (1) Noi ngodi cho giai quyét cong viéc tai co quan
c6 du chd ngéi; (2) Trang thiét bj phuc vu nguoi dan, td chire tai co quan déy du; (3)
Trang thiét bi phuc vy nguoi dan, t chirc tai co quan hién dai; (4) Trang thiét bi phuc
vu nguoi dan, td chure tai co quan dé sur dung.

1.1. Noi ngoi che tai co quan giai quyét TTHC ¢é dii ché ngoi

Pa s6 nguoi dan, dai dién to chirc duoce khao sat hai long vé noi ngdi ch giai
quyét cong viée cua co quan hanh chinh nha nudc, c6 80% dén 100% y kién “Hai
long” va “Rat hai long” khi cac co quan hanh chinh nha nuée bé tri chd cho ho cho
dé thuc hién giao dich, cao nhat la huyén Nam P6 (chiém 100%). Tuy nhién, van c¢6
nguoi dan va dai dién t6 chuc tai 08/12 don vi duoc khao sat chua hai long vé noi
ngdi chd cua huyén Dién Bién Dong, Pién Bién, Muong Ang, Muong Cha, Muong
Nhé, Thanh phé Pién Bién Phu, S¢ Tai nguyén va Méi truong, S¢ Xay dung véi ty 16
0,56% dén 3,57%.
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Biéu do 7: Mirc d§ hai long vé noi ngdi cho tai co quan giai quyét TTHC/B)
phin tiép nhén va tra két qua c6 di chd ngdi
1.2. Sw day dii cdc trang thiét bi phuc vu ngwoi dan, té chire

Khi hoi vé mirc do hai long cua ngudi dan, dai dién td chirc vé tiéu chi nay cé
79,94% dén 100% “Hai long” va “Rét hai long” vé su day du cua cac trang thiét bi
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phuc vu ngudi dan, to chirc tai cac co quan hanh chinh nha nuée. Cé 08 don vi la cac
huyén: Dién Bién, Dién Bién Ddng, Muong Ang, Muong Cha, Muong Nhé, Tua
Chua, Thanh phé Dién Bién Phi va S& Xay dung c6 ngudi dan, dai dién td chirc chua
hai long vé trang thiét bi phuc vu vai ty 18 tir 0,56% dén 2,22%.
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Biéu db 8: Mirc d$ hai long vé sy day di cia cac trang thiét bi phuc vu ngudi
dén, t6 chirc tai co' quan hanh chinh nha nuée
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1.3. Mivc dp hién dai ciia cdc trang thiét bi phuc vu ngwoi din, té chirc
Co 65% dén 99,44% nguoi dan, dai dién to chie “Hai long” va “Rat hai long”
vé muc do hién dai cua cac trang thiét bi phuc vu ngudi dan, t6 chire. Huyén Tua
Chua 1a don vi ¢6 ty 1& cao nhét (chiém 2,78%) ngudi dan chua hai 1ong vé mure do
hién dai cta cac trang thiét bi phuc vu ngudi dan, to chuc.
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Biéu d6 9: Mirc dd hién dai ciia cac trang thiét bi phuc vu ngudi dan, té chire
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1.4. Trang thiét bi phuc vu nguwoi din, to chirc tai co quan dé siv dung
C6 77,22% dén 100% nguoi dan, t6 chirc duoc khao sat “Hai long” va “Rét hai
long” vé muc do hién dai cua cac trang thiét bi phuc vu ngudi dan, t6 chire. Nhung
cling ¢6 6/12 don vi la cac huyén: Dién Bién, Muong Cha, Muong Nhé, Tua Chua,
thanh phé Dién Bién Phu va S¢ Xay dung vai ty 16 tir 0,56% dén 2,22% ngudi dén, to
chie danh gid “Khong hai long” hodc “Réit khong hai long” vai tiéu chi nay.
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Biéu d6 10: Miic d¢ hai long ciia trang thiét bi phuc vu nguoi dén, to chirc hién dai
2. Mire d§ hai long vé cac tiéu chi trong Thii tuc hanh chinh

Mirc do hai long vé cac tiéu chi trong thu tuc hanh chinh dugc nguoi dan, dai
dién t6 chire danh gia thong qua: (/) Thi tuc hanh chinh dugc niém yét cong khai day
du; (2 )Thu tuc hanh chinh duge niém yét cong khai chinh xéc; Thanh phén hé so
phai nop la ding quy dinh; (3) Muc phi/lé¢ phi phai ndp la ding quy dinh; (4) Thoi
han giai quyét ghi trong gidy hen (tinh tir ngay tiép nhan hd so dén ngay tra két qua)
la ding quy dinh.
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2.1. Micc dj hai long TTHC dwge niém yét cong khai day du
C6 73,89% dén 100% nguoi dan, tb chirc duoc khao sat “Hai 1ong” va “Rét hai
long” vé cac quy dinh TTHC lién quan dén cong viéc cta ban than ho dugc niém yét
cong khai day du. Coé 6/12 don vi con co ngudi dan “Khéng hai long” hodc “Rat
khéng hai long” véi tiéu chi nay véi ty 18 0,58% dén 2,22% ngudi dén, to chie duge
khao sat.
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Biéu dé 11: Mirc dd hai long vé tiéu chi niém yét cong khai diy di cac quy dinh TTHC
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2.2. Mirc dé hai long TTHC dwec niém yét chinh xdc
C6 72,78% dén 100% nguoi dén, té chirc duge khao sat “Hai long” va “Rat hai

long” véi cac quy dinh ctia TTHC ma ho tiép can duge cac co quan hanh chinh nha
nude niém yét cong khai chinh xac. Tuy nhién, qua khao sat cho thiy van c6 ngudi
dan, to chire danh gia la chua hai long vé tiéu chi nay tai cac don vi: huyén Dién Bién
(1,67%), huyén Muong Ang (0,56%), huyén Muong Nhé (0,56%), huyén Tua Chua
(2,22%), huyén Tuan Giéo (1,11%) va thanh phd Dién Bién Phu (1,67%).
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Biéu do 12: Mirc do hai long vé TTHC dwge niém yét chinh xac
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2.3. Mivc di hai long vé thanh phan ho so nép la ding quy dinh
Tiéu chi nay dugc nguoi déan, té chic danh ¢ mic 72,22% dén 100% “Hai
long” va “Rat hai long” vé thanh phan hé so ma ho phai ndp la ding quy dinh. Chi ¢
huyén Dién Bién, Tua Chia, Muong Nhé va Thanh phd Dién Bién Phu la c6 nguoi
dan danh gia chua hai long véi tiéu chi nay voi ty 18 1a 1,11% dén 2,78%.
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Bi¢u do 13: Mirc do hai long vé Thanh phan hd so phai nop la ding quy dinh



19

2.4. Mire dp hai long vé mikc phi, I¢ phi ma ngwoi dan, to chive phai ndp la
dung quy dinh

C6 73,89% dén 100% ngudi dan, to chie danh gida “Hai long” va “Rat hai
long” vé muc phi, 1é phi phai nop la ding quy dinh. Tuy nhién, van c6 5/12 don vi
khao sat c6 nguoi dan, to chic chua hai long voi mirc phi, 1& phi phai nop la cac
huyén: Dién Bién, Muong Nhé, Tua Chua, thanh phé Dién Bién Phu va So Xay dung
vai ty 16 tir 1,11% dén 2,78%.
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Biéu dd 14: Mire dd hai long vé phi, 1& phi phai ndp la ding quy dinh
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2.5. Miire d§ hai long vé thoi han gidi quyét ghi trong gidy hen I diing quy dinh
C6 72,78% dén 100% nguoi dan, tb chirc “Hai long” va “Rét hai long” voi thoi
han giai quyét TTHC ghi trong gidy hen la dung quy dinh, cao nhat 1a huyén Nam P
vGi 100%. C6 7/12 don vi duge ngudi dan, to chire danh gid vé thoi han giai quyét
ghi trong gidy hen la chua ding v6i quy dinh voéi ty 16 “Khéng hai long” va “Rét
khéng hai long” ctia nguoi dan, td chirc duge khao st tai cac don vi nay tu 0,56%
dén 3,33%.
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Biéu do 15: Mirc d9 hai long vé thoi han giai quyét ghi trong gidy hen la ding
quy dinh
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3. Mire d9 hai long vé cac tiéu chi cong chire true tiép giai quyét cong viée

Nguoi dan, dai dién to chire danh gia mic do hai long vé cong chire truc tiép
giai quyét cong viéc thong qua cac tiéu chi: (1) Cong chirc c6 thai do giao tiép lich
su; (2) Cong chirc chd y lang nghe v kién ciia nguoi dan/dai dién té chire; (3) Cong
chue tra 10i, gidi thich day du céc y kién ctia ngudi dan/dai dién té chirc; (4) Cong
chirc hudng dan ké khai ho so tén tinh, chu déo; (5) Cong chirc hudng dan ké khai ho
so dé hiéu; (6) Cong chire tuan tha dung quy dinh trong giai quyét cong viéc.

3.1. Mirc dp hai long vé tiéu chi Cong chire c¢é thdi dp giao tiép lich su

Khi duogc dé nghi danh gia vé thai do giao tlep cua cong churc trong qua trinh giai
quyét cong viée c¢6 74,44% dén 100% nguoi dan, t6 chie “Hai long” va “Rat hai long”
voi thai do giao tiép lich su cua cong chic, cao nhét 1a huyén Nam P6 va Thi xa Muong
Lay v6i 100%. Ty 1¢ thap nguoi dan, 6 chirc dugce khao sat chua hai long vé thai do giao
tiép ctia cong chire chiém tir 0,56% dén 2,22%.
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Biéu do 16: Miic dd hai long vé tiéu chi Cong chire c6 thai dj giao tiép lich sy
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3.2. Mirc d@p hai long vé tiéu chi Céng chirc chi ¥ ling nghe y kién ciia
nguwoi dan/dai dién té chire

Co 70% dén 100% ngudi dan, to chire duoc khao sat “Hai long” va “Rat hai

long” khi cong chue chu y ling nghe nhimg y kién cta ho. Ty 1& nguoi dén, t6 chic

chua hai long dbi véi tiéu chi nay tai 5/12 don vi chiém tir 0,56% dén 2,22% ngudi
dén, t6 chtre duoce khao sat.
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Biéu dd 17: Mire dd hai long vé tiéu chi Cong chirc chii y ling nghe ¥ kién ciia
nguoi din, dai dién to chire
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3.3. Mirc dp hai long vé tiéu chi Céng chive tra 10i, gidi thich day di cic y
kién ciia ngwoi dan/dai dién té chire
Tir 74% dén 100% nguoi dan, to chire “Hai long” va “Rat hai long” véi cong
chure khi tra 101 giai dép day du cac v kién cta ho, cao nhét 1a Thi xa Muong Lay véi
100%. Tuy nhién, c¢6 8/12 don vi nguoi dén, to chirc dugc khao sat khong hai long
vai tiéu chi nay véi ty 1é tir 0,56% dén 2,22%.
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Biéu do 18: Mirc d hai long vé tiéu chi Cong chire tra 10, giai dap day di cacy
kién ctia nguoi dan, dai dién to chirc
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3.4. Mirc dp hai long vé tiéu chi Cong chirc hwéng din ké khai ho so tin
tinh, chu dao

Co 68,89% dén 100% ngudi dan, to chie “Hai long” va “Rét hai long” vé su
tan tinh, chu dao cta cong chirc hudng dan ké khai hé so TTHC. Tuy nhién, van con
cong chirc ctia 6/12 don vi dugc danh gia 1a chua tan tinh, chu ddo hudng dan nguoi
dan, to chire ké khai TTHC va ty 1é nay chiém tir 0,58% dén 2,22% s6 nguoi dan, to
chire duogc khao sat.
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Bi¢u do 19: Mire do hai long vé tiéu chi Cong chire huwéng din ké khai ho so tin
tinh, chu dao
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3.5, Miic dg hai long vé tiéu chi Cong chire hudng din ké khai hé so dé hiéu
C6 73,33% dén 100% ngudi déan, té chie “Hai long” va “Rat hai long” véi
cong chie hudng dan ké khai ho so TTHC, ho hai 1ong véi cong chirc hudng dan ké
khai ho so TTHC dé hiéu. Tuy nhién, van con cong chire ctia 6/12 don vi duge danh
gia 1a huéng dan nguoi dan, to chice ké khai TTHC kho hiéu va ty 1& nay chiém tur
0,56% dén 2,22% ngudi dan, t6 chie duoc khao sat.
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Biéu do 20: Mirc d§ hai long vé tiéu chi Cong chirc hwéng din ké khai ho so dé hiéu
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3.6. Mirc do hai long vé tiéu chi Cong chirc tuan thii dung quy dinh trong
gidi quyét cong viée

Tir 71,67% dén 100% nguoi dan, td chic “Hai long” va “Rét hai long” khi giai
quyét cong viéc cong chire ludn tuan thu cac quy dinh. Ty 1& nguoi dan, t6 chirc chua
hai long véi cong chirc vé tuan thu cac quy dinh trong giai quyét cong viée tai cic
huyén: Dién Bién, Dién Bién Dong, Mudng Ang, Mudong Nhé, Tua Chua, Tuan Gido
thanh phd Dién Bién Phu tir 0,56% dén 2,78%.
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Biéu dd 21: Mirc d9 hai long vé tiéu chi Cong chirc tudn thi ding quy dinh trong
giai quyét cong viée
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4. Mirc d§ hai long vé cac tiéu chi danh gia két qua cung tng dich vu hanh
chinh cong

Miurc do hai long vé két qua cung ‘ing dich vy hanh chinh c6ng dugc nguoi dén,
t6 chirc danh gia qua cac tidu chi: (1) Két qua nhan duoc 1a ding quy dinh; (2) Két qua
nhan duge ¢ thong tin day du; (3) Két qua nhan duge co thong tin chinh xéc.

C6 75% dén 100% ngudi dan, té chirc “Hai long” va “Rat hai long” véi két qua
ho nhan dugc la ding quy dinh; doi vOi su day du cia thong tin cua két qua nhén
dugce thi 75,56% dén 100% nguoi dan, t6 chirc “Hai long” va “Rat hai long”; vé su
chinh x4c ctia két qua c6 74% dén 100% nguoi dan, té chie “Hai long” va “Rét hai
long” véi két qua ho nhéan duoc.
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Bicu do 22: Mirc d hai long vé tiéu chi két qua nhan dwoc Ia ding quy dinh
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® R4t hailong va Hailong  m Binh thwong  m Khéng hai long va rat khéng hai long
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Bi¢u db 23: Mirc dd hai long vé tiéu chi két qua nhan dwgc 6 thong tin diy di
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Biéu dd 24: Mirc dj hai long vé tiéu chi két qua nhan dugc 1a chinh xac
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5. Mire d9 hai long vé cac tiéu chi tiép nhan, giai quyét gop y, phan anh,
kién nghi
Yéu t6 nay duge dp dung ddi voi céc truong hop nguoi dén, t6 chie da thuc
hién gép y, phan anh, kién nghi lién quan dén viéc cung tng dich vy hanh chinh céng
tai cac co quan hanh chinh. Ty 1é nguoi dan, té chirc ¢6 thue hién gop y, phan anh,
kién nghi lién quan dén viéc cung ing dich vu hanh chinh coéng tir 1,11% dén
93,89%, cao nhat la UBND huyén Mudng Nhé va thap nhat 1a huyén Nam Pd.

Cé tir 50% dén 100% nguoi dan, t6 chie da thuc hién gop v, phan anh, kién
nghi lién quan dén viéc cung tmg dich vu hanh chinh cong “Hai long” va “Rat hai
long” voi viée tIep nhan gép v, phan anh kién nghl cua cac co quan hanh chinh. Tuy
nhién, con mot sé co quan, don vi chua thyc hién tot cac quy dinh nay nén con nhing
tiéu chi nguoi dan, to chire danh gia “Khong hai long” va “Rat khong hai long” (cac
huyén: Dién Bién, Mudng Ang, Muong Nhé, Tua Chua, Tuan Gido va Thanh phd
Dién Bién Phu 4/4 tiéu chi; huyén Dién Bién Dong, Muong Cha 2/4 tiéu chi).
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Biéu do6 25: Ngudi dén, to chirc da thue hién gop y, phan anh, kién nghi lién
quan dén viéc cung ing dich vu hanh chinh céng




30

000% 000% 000%

008% 002% 000% 000% 002% 000%

013% 015% 001%

100% -

090% -

080% -

070% -

060% -

050% A

040% A

030% -

020% -

010% A

O O 0 % L T T
N
o
r&(\
58

o

RN
SV

Q\S\& 08

S

& O . ®
S
NPA

r?).(\ N, 2
\E\S\ NN

s

N

&

T T T T T

.dog

W Rat hai long va Hailong  m Binh thwéng

# Khong hai long va rat khéng hai long

Bi¢u d6 26: Co quan bd tri hinh thire tiép nhan gép ¥, phin anh kién nghj cia
ngudi din, to chire
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Bi¢u db 27: Nguoi dén, td chire thye hién gép ¥, phin anh, kién nghi dé dang
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® R4t hailong va Hai long m Binh thwong m Khéng hai long va rat khéng hai long
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Biéu db 28: Co quan giai quyét thi tuc hanh chinh xir Iy cac gép ¥, phan anh
kién nghi ciia nguoi dan, to chire tich cuc
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Biéu dd 29: Co quan gidi quyét TTHC kip thoi ¢6 thong bao két qua xir 1y cac
g6p ¥, phan anh, kién nghi
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Thanh
g Po Po i & Tai & .
Chi so hai long jin Sin (t;::é Gl T?:l So HBlliyét.:lﬂ Huyén | Huyén | Huyén | Thixa | Huyén | Huyén pho Huyén | Huyén
ca;) th:é tru;l :gu&;i Xay Bién Pién Muong | Muong | Muong | Muong | Nam Pién Tia Tuin
Noi dung p g "8 . dung N Bién Ang Cha Lay Nhé P Bién | Chua Giao
nhat nhat vi trudong Pong Phii
L TIEP CANDICH VU | 99,72% | 76,94% | 86,16% | 82,14% | 80,5% | 98,06% | 76,94% | 80% | 85,82% | 99,72% | 80,97% | 99,44% | 80,83% | 80.97% | 88.47%
1. Noi ngoi cho giai quyét
cong viéc tai co quan c6 | 100% 80% | 88,42% | 82,14% | 80% | 98,33% | 84,44% | 80,56% | 89.47% | 99,44% | 87,22% | 100% | 83,33% | 85,56% | 90.56%
du chd ngdi
2. Trang thiét bi phuc vu
nguoi dan, to chirc tai co | 100% | 79,44% | 86,62% | 82,14% | 82% | 97,78% | 81,11% | 80% | 84.8% | 100% | 79.44% | 100% | 81.11% | 81.11% | 90%
quan day du
3. Trang thiét bi phuc vu
ngudi dan, to chic tai co | 9944% | 65% | 8326% | 82,14% | 80% | 9833% | 65% | 76,67% | 84.21% | 99.44% | 76,11% | 98,33% | 78.33% | 74.44% | 86.11%
quan hién dai
4. Trang thiét bj phuc vu
ngudi dan, t chirc dé sir | 100% | 77,22% | 86,32% | 82,14% | 80% | 97,78% | 77.22% | 82,78% | 84.8% | 100% | 81,11% | 99% | 80.56% | 82.78% | 87.22%
dung
II. THU TUC HANH
CHiNHU : 99,89% | 73,11% | 8591% | 80% | 75,6% | 97,56% | 83,56% | 84,11% | 89,01% | 99,89% | 79,78% | 99,89% | 81,67% | 73,11% | 86,78%
S. Thu tuc hanh chinh
dugc niém yét cong khai | 100% | 73,89% | 85,51% | 78,57% | 76% | 98,89% | 83.89% | 82.22% | 87.13% | 100% | 7833% | 99% | 82.22% | 73.89% | 85.56%
diy du
6. Tha tuc hanh chinh
dugc niém yét cong khai | 100% | 72,78% | 84.94% | 75% 76% | 97,78% | 82,22% | 81,67% | 87,13% | 100% | 80,56% | 100% | 81,11% | 72,78% | 85%
chinh xac
7. Thanh phdn hé so phai . . . . . . . . . . . ) . . .
n6p I ding quy dinh 100% | 72,22% | 87,08% | 82,14% | 76% | 98,33% | 84,44% | 87,78% | 91,81% | 100% | 81,11% | 100% | 82.22% | 72.22% | 88.89%
?égf;;z:ly”;i::] PhAIin0P | 0000 | 73.89% | 86.15% | 82.14% | 74% 95,56% | 85,56% | 85,56% | 87,13% | 100% | 80,56% | 100% | 82.22% | 73.89% | 87.22%
?{o:;]:iér;aﬁeil?;gziitqguhyl 100% | 72,78% | 85,88% | 82,14% | 76% | 97.22% | 81,67% | 83,33% | 91.81% | 99.44% | 7833% | 100% | 80.56% | 72.78% | 87.22%
Y o




o g o = Thanh
o K g Pon Pon Gia So Tai . Huyén . % = :
Chi 50 hai long vi = it nguyén S& {—)iyé‘n Huyén | Huyén | Huyén | Thixd | Huyén | Huyén phé | Huyén | Huyén
: 2 : . | Xay N Dién | Mudng | Mudng | Mwong | Muong | Nam Pién Tia Tuén
Néi d cao thap trung | va Mai Bién o ’ N
ordung bt inkt - truomg dung Déng Bién Ang Cha Lay Nhé Po Bién Chua Gido
: Phu
dinh
. CONG CHUC
TRU'C‘? TIEP GIAI | 100% | 73,89% | 83,47% | 82,14% | 75% 97,78% | 77,31% | 78,43% | 87,43% | 100% | 76,3% | 99,35% | 77,87% | 73,89% | 76,11%
QUYET CONG VIEC
10. Coéng chirc c6 thai do N "
dinaitiBoTit sy 100% | 74,44% | 84,61% | 85,71% 78% 97,22% | 81,67% | 77,78% | 86,55% | 100% | 74,44% 99% 82,22% | 76,11% | 76,11%
11. Cong chirc cha y lang
nghe vy kién‘ cua nguoi | 100% 70% 83,91% | 85,71% 70% 97,22% | 75,56% | 81,11% | 91,23% | 100% | 72,78% | 99% 76,11% | 78,89% | 79,44%
dan/dai dién to chiic
12. Cong chuc tra 10, giai
thich day di cac y kién cia | 100% 74% 83,32% | 82,14% 74% 97,22% | 76,11% | 78,33% | 84,8% 100% | 77,22% 99% 75% 74,44% | 81,11%
ngudi dan/dai dién to chuac
13. Cong chirc huéng dan ké
khai hd fotz‘mti oh cﬁu dho 100% | 68,89% | 83.,48% | 82,14% 76% 98.33% | 77,22% | 78,33% | 84,21% | 100% | 76,67% 99% 78,89% | 68.89% | 81,67%
14. Cong chirc huéng dan
kékhaih%sodéhiéug 100% | 73,33% | 83,52% | 78,57% 76% 98,33% 75% 78,33% | 87,13% | 100% | 78,33% | 99,44% | 78,33% | 73,33% | 79,44%
15. Cong chic tudan thu
dl'mg, quy dinh trong giai | 100% | 71,67% | 83,86% | 78,57% 76% 98,33% | 78,33% | 76,67% | 90,64% | 100% | 78,33% 99% 76,67% | 71,67% | 81,67%
quyét cong viéc
IV. KET QUA CUNG
U'Ng D!C}{ VU HANH | 100% | 75.33% | 87,36% | 78,57% | 75,33% | 98,33% | 88,33% | 85,19% | 94,54% | 100% 77,59% | 100% | 79,63% | 80,37% | 90,74%
CHINH CONG
16. Két qua ma Ong/Ba
nhénduocqlédﬁngquygiflil 100% 75% 86,16% 75% 76% 97.78% | 88,89% | 83,33% | 91,81% | 100% | 76,11% 99% 78,33% | 78.89% | 88,33%
17. Két qua nhan dugc co
théngtinqdéydi; ’ 100% | 75,56% | 87.49% | 78,57% 76% 98,33% | 89,44% | 84,44% | 94,74% | 100% | 75,56% | 100% | 80,56% | 80,56% | 91,67%
18. Két qua nhan duge co
thénotinqchinh ‘xéc ’ 100% 74% 88.,42% | 82,14% 74% 98.89% | 86.67% | 87,78% | 97,08% 99% 81,11% | 100% 80% 81,67% | 92,22%
o
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» R . Thanh
Chi s6 hai long BO:“ Do:n GI? SO'T?I Sé Hu'yAgn Huyén | Huyén | Huyén | Thixa | Huyén | Huyén phé | Huyén | Huyén
vi vi tri nguyén n Dién < < : 5 : 5 o5 . 2
£ S Xay - Dién Muong | Muong | Muong | Muong | Niam Dién Tia Tuan
Noi dung a9 thap | trung | vaMoi | e | Bin | pin | Ang | cha Lay | Nhé Pd Bién | Chia | Giso
nhat nhat Vi trudng Dong -
Phu
V. TIEP NHAN, XU LY
CAC Y KIEN GOP Y, | 96,67% | 42,31% | 74,49% | 62,5% | 65,63% | 96,67% | 53,85% | 73,89% | 86,35% | 93,75% | 75,15% | 87.5% | 68,75% | 42.31% | 87.5%
PHAN ANH, KIEN NGHI
19. Co quan c6 bé tri hinh
thirc ti€p nhan g6p y, phan | 00 | 46 15% | 74.33% | s0% | 63% | 100% 51,28% | 73,33% | 82,31% | 100% | 7692% | 100% | 62.5% | 46.15% | 87.01%
anh, kién nghi cua ngudi
dan, tb chirc
20. Ong/Ba dé dang thuc
hién gop y, phan anh, kién | 100% | 46.15% | 73,81% | 66,67% | 63% | 9556% | 53.85% | 73,33% | 83.85% | 75% | 78,7% | 100% | 62.5% | 46.15% | 87.66%
nghi
21. Co quan tiép nhan va
Xir 1y tich cuc cac gop y, | 100% | 42,31% | 77.45% | 66,67% | 75% | 9556% | 51,28% | 73,33% | 89.23% | 100% | 7337% | 100% | 75% | 42.31% | 87.66%
phan anh, kién nghi
22. Co quan thong bao kip
thoi ket qud xt 1y cdc y | 000 | 34 6204 | 72349 66,67% | 63% | 9556% | 58.97% | 7556% | 90% | 100% | 71,6% | 50% | 75% | 34.62% | 87.66%
kién goép y, phan anh, kién
nghi
Chi s6 hai long vé su
phuc vu hanh chinh nim | 98.76% | 70,14% | 83.5% | 77.6% | 74.48% | 97.65% | 75.9% | 80.1% | 88.27% | 98.76% | 77.91% | 97.4% | 77.85% | 70.14% | 85.88%
2021

Biang 1: Chi so hai long vé tiéu chi, yéu to va vé su phuc vu hanh chinh cta cac co HCNN
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Két qua khao sat hai long nam 2021 cho thdy 83,5% nguoi dan, dai dién td
chire hai long vé viée cung tmg dich vu cong, su phuc vu cua cac co quan hanh chinh
nha nude néi chung trén dia ban tinh. So véi nam 2020 chi sé hai long giam 0,17%
(nam 2020 1a 83,67%).

Ty 1& nguoi dan, dai dién t6 chirc hai long déi voi 5 yéu té duge danh gia cua
qua trinh cung tmg dich vy cong & cidc mic do khac nhau, trong dé két qua cung ung
dich vu hanh chinh cong nhan dugc ty 1¢ hai long cao nhat - 87,36%, tiép dén 1a tiép
cén dich vu - 86,16%, thu tuc hanh chinh - 85,91%, cong chirc truc tiép giai quyét
cong viéc - 83,47% va cudi ciing la tiép nhan, xt Iy v kién phan anh kién nghj -
74,49%.

1. Chi s6 hai long ciia S¢ Tai nguyén va Mobi truong

Chi s6 hai long vé cdc tiéu chi cua S& Tai nguyén va Moi truong dat tir 50%
dén 85,71%. Chi sb hai long vé céc yéu t cua dich vu hanh chinh céng tai S¢ Tai
nguyén va Méi truong cé 55 yéu td thap hon gia tri trung vi.

Chi s6 hai long vé su phuc vu hanh chinh nim 2021 dat 77,6%.

2. Chi s6 hai long ctia S& Xay dung

Chi s6 hai long v& céc tidu chi cua S¢ Xay dung dat tir 62,5% dén 82%; Chi s6
hai long vé cac yéu té cia dich vu hanh chinh céng ¢ 5/5 yéu té thip hon gia tri
trung vi.

Chi s6 hai long vé su phuc vu hanh chinh nam 2021 dat 74,48%.

3. Chi s6 hai long ciia huyén Dién Bién Pong

Chi s6 hai long vé cac tiéu chi tai huyén Dién Bién Pong dat tir 95,56% dén
100%. Chi sé hai long vé céc yéu té cua dich vu hanh chinh cong tai huyén Dién Bién
Dong ¢6 5/5 yéu tb cao hon gié tri trung vi.

Chi s6 hai long vé su phuc vu hanh chinh nam 2021 dat 97,65%, cao hon gia
tri trung vi cua chi s6 hai long ve su phuc vu hanh chinh la 14,16% va thép hon don
vi ¢6 chi sb hai long vé su phuc vu cao nhat 1a 1,11%. So véi ndm 2020, chi sé hai
long nam 2021 cua huyén tang 18,21%.

4. Chi s6 hai 1ong ciia huyén Pién Bién

Chi s6 hai long vé céc tiéu chi tai huyén Dién Bién dat tir 51,28% dén 89,44%;
Chi s6 hai long vé cac yéu t6 cta dich vu hanh chinh cong tai huyén Dién Bién co 4/5
yéu to thap hon gia tri trung vi. 01 yéu td cao hon gid trj trung vi la: “Két qua cung
tng dich vu hanh chinh cong”.
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Chi s6 hai long vé su phuc vu hanh chinh nam 2021 dat 75,9%, thap hon gia

trj trung vi ctia chi sb hai 1ong vé su phuc vu hanh chinh 1a 7,59% va thap hon don vi

¢6 chi s hai long vé sy phuc vu cao nhit la 22,86%. So véi nam 2020, chi sd hai
long nam 2021 cua huyén giam 11,52%.

5. Chi s6 hai long cia huyén Muong Ang

Chi s6 hai long vé cac tiéu chi tai huyén Muong Ang dat tir 73,33% dén
87,78%. Chi sb hai long vé céac yéu t6 ctia dich vu hanh chinh cong tai huyén Muong
Ang c6 5/5 yéu té thap hon gia tri trung vi.

Chi s hai long vé su phuc vu hanh chinh nam 2021 dat 80,1%, thdp hon gia
tri trung vi ctia chi sd hai long vé su phuc vy hanh chinh la 3,39% va thap hon don vi
¢6 chi s6 hai 1ong vé sy phuc vu cao nhét 12 18,66%. So v&i nam 2020, chi sb hai
long nam 2021 cua huyén giam 4,87%.

6. Chi s6 hai long ciia huyén Muong Cha

Chi s6 hai long vé céc tiéu chi tai Muong Cha dat tir 82,31% dén 97,08%. Chi
s0 hai long vé cac yéu t6 cta dich vu hanh chinh cong tai huyén Muong Cha 5/5 yéu
t6 cao hon gia tri trung vi.

Chi sb hai long Ve su phuc vu hanh chinh dat 88,27%, cao hon gia tri trung vi
cta chi s6 hai long vé su phuc vu hanh chinh 1a 4,77% va thdp hon don vi ¢6 chi s6
hai long vé su phuc vu cao nhat 1 10,5%. So v&i nam 2020, chi s6 hai long nam 2021
cua huyén tang 11,07%.

7. Chi s6 hai long cta Thi xa Muong Lay

Chi s6 hai long vé céc tiéu chi tai Thi x4 Mudng Lay dat tir 75% dén 100%.
Chi sb hai long vé cac yéu t6 cta dich vy hanh chinh cong tai thi xa Muong Lay 5/5
yéu td déu cao hon gia tri trung vi.

Chi sb hai long vé su phuc vu hanh chinh nam 2021 dat 98,76%, la don vi co
chi s6 hai long cao nhét. So voi ndm 2020, chi s hai long nam 2021 cua Thi xa ting
2,36%.

8. Chi s6 hai long ciia huyén Mudng Nhé

Chi s6 hai long vé céc tiéu chi tai huyén Mudng Nhé dat tir 71,6% dén 87,22%.
Chi s6 hai long vé cac yéu t6 cta dich vu hanh chinh cong tai huyén Mudng Nhé ¢6
4/5 yéu t6 thap hon gia tri trung vi.

Chi sb hai long vé su phuc vu hanh chinh nam 2021 dat 77,91%, thép hon gia
tri trung vi ctia chi sb hai long vé su phuc vu hanh chinh 1a 5,59% va thap hon don vi
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¢6 chi s6 hai long vé su phuc vu cao nhat 1a 20,86%. So véi nam 2020, chi so hai
long nam 2021 cua huyén tang 14,74%.

9. Chi s6 hai long ciia huyén Nam P

Chi s6 hai long vé cac tiéu chi tai huyén Nam P6 dat tir 50% dén 100%; Chi sO
hai long vé cac yéu td cua dich vu hanh chinh cong tai huyén Nam P6 co 5/5 yéu to
cao hon gié tri trung vi.

Chi sb hai long vé su phuc vu hanh chinh dat 97,4%. So v&i nam 2020, chi sb
hai long nam 2021 cta huyén giam 0,56%.

10. Chi s6 hai 1ong ciia Thanh phé Pién Bién Pha

Chi sb hai long vé céc tidu chi tai thanh phd Dién Bién Phu dat tir 62,5% dén
83,33%; Chi s6 hai long vé céc yéu to cua dich vu hanh chinh cong tai thanh pho
bién Bién Phu co6 5/5 yéu to thép hon gia tri trung vi.

Chi s6 hai long vé su phuc vu hanh chinh nam dat 77,85%, thap hon gia tri
trung vi ctia chi so hai long vé su phuc vu hanh chinh la 5,54% va thép hon don vi co
chi s6 hai long vé su phuc vu cao nht 1a 20,91%. So v&i ndm 2020, chi s6 hai long
nam 2021 tang 0,27%.

11. Chi s6 hai long ctia huyén Tia Chua

Chi sb hai 1ong vé cac tiéu chi tai huyén Tua Chua dat tir 34,62% dén 85,56%;
Chi sb hai long vé cac yéu td ctia dich vu hanh chinh céng tai huyén Tua Chua c6 5/5
yéu t6 thap hon gia tri trung vi.

Chi s6 hai long vé su phuc vu hanh chinh ndm 2021 dat 70,14%, thap hon gia
trj trung vi cta chi sé hai long vé su phuc vu hanh chinh 1a 13,35% va thap hon don
vi ¢6 chi s6 hai 1ong vé su phuc vu cao nhat la 28,62%. So véi nam 2020, chi s6 hai
long ndm 2021 cua huyén giam 1,56%.

12. Chi s6 hai 1ong ciia huyén Tuan Giso

Chi sb hai long vé céc tiéu chi tai huyén Tuan Gido dat tir 76,11% dén 92,22%:
Chi s6 hai long vé cac yéu té cua dich vu hanh chinh cong tai huyén Tuan Gido c6 4/5
yéu to cao hon gié tri trung vi; 01 yéu td thap hon gia tri trung vi 1a “Céong chic truc
tiép giai quyét cong viéc”.

Chi sb hai long vé su phuc vu hanh chinh dat 85,88%, cao hon gia tri trung vi
ctia chi s6 hai long vé su phuc vu hanh chinh 1a 2,39% va thép hon don vi ¢6 chi )
hai long vé su phuc vu cao nhat la 12,88%. So v&i nam 2020, chi s6 hai long nam
2021 cua huyén giam 3,15%.
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Biéu do 30: Chi s6 hai long vé cic yéu to ciia qua trinh cung cap dich vu hanh chinh cong
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Biéu db 31: Chi s6 hai long vé sur phuc vu hanh chinh nim 2021
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IV. Mong dgi ciia ngudi dan, to chire vé viée cung @ng dich vu hanh chinh
cua cac co quan nha nuoéc

Khi dugc dé nghi chon uu tién 3 ni dung cua qua trinh giai quyét TTHC dé co
quan hanh chinh nha nudc cai tién chat luong phuc vu thi ngudi dan, to chirc dugce
khao sat tai cac don vi lua chon nhu sau:

1. D6i v6oi S Tai nguyén va Moi truong:

- Noi dung wu tién lua chon s6 1: ¢6 85,71% ngudi dan, t6 chire duoc khao sat
mong mudn “Tiép tuc don gian héa céc thu tuc hanh chinh”.

- Noi dung uu tién lya chon thtr 2: ¢6 75% nguoi dan, td chire dé nghj la “Rat
ngan thoi gian giai quyét TTHC”.

- Noi dung uu tién lua chon thir 3: ¢6 39,29% nguoi dan, to chuc dé nghi “Mo rong
cac hinh thirc thong tin dé nguoi dan, t6 chirc dé dang tiép can dich vu hanh chinh cong”.

2. Poi voi S¢ Xay dung:

- Noi dung uu tién lya chon s6 1: ¢6 72% nguoi dén, to chire duge khéao sat
mong mudn “Tiép tuc don gian héa cac thu tuc hanh chinh”.

- No1 dung uu tién lya chon thir 2: ¢6 50% nguoi dan, t6 chirc dé nghi “Mo rong
cdc hinh thirc théng tin dé nguoi dén, t6 chirc d& dang tiép can dich vy hanh chinh cong”.

- N6i dung wu tién lya chon thir 3: ¢6 48% ngudi dan, to chie dé nghi la “Rut
ngén thoi gian giai quyét TTHC”.

3. P6i voi huyén Pién Bién Pong:

- N6i dung uu tién lya chon thir 1: ¢6 69,44% nguoi dan, to chire dé nghi “Mao rong
cac hinh thirc thong tin dé nguoi dan, t6 chire d& dang tiép can dich vu hanh chinh cong”,

- Noi dung wu tién lua chon s6 2: ¢6 60,56% ngudi dén, to chie duge khao sét
mong mudn “Tiép tuc don gian hoa céc thu tuc hanh chinh”.

- Noi dung uu tién lya chon thir 3: ¢6 58,33% nguoi dén, to chie dé nghi la
“Rut ngan thoi gian giai quyét TTHC”.

4. Doi véi huyén Dién Bién

- Noi dung wu tién lua chon sb 1: ¢6 67,78% ngudi dén, to chice duge khao sat
mong mudn “Tiép tuc don gian hoa céc thu tuc hanh chinh”.

- N6i dung wu tién Iya chon thi 2: ¢6 57,78% nguoi dan, to chirc dé nghi la
“Rut ngan thoi gian giai quyét TTHC”.

- Noi dung wu tién lya chon thir 3: ¢ 55,56% nguoi dan, to chic dé nghi “Mo rong
cac hinh thirc thong tin dé nguoi dén, t6 chire dé dang tiép can dich vu hanh chinh cong”.
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5. Poi v6i huyén Muong Ang

- Noi dung uu tién lua chon s6 1: ¢d 80% nguoi dan, to chic dugc khao sat
mong muon “Tiép tuc don gian hda cac thu tuc hanh chinh”.

- NOi dung uu tién lya chon thr 2: ¢6 72,22% nguoi dan, to chuc dé nghi la
“Rut ngan thoi gian giai quyét TTHC”.

- Noi dung uu tién lya chon thi 3: ¢ 51,67% nguoi dén, to chirc dé nghi “Mo rong
cac hinh thie thong tin dé nguoi dan, t6 chirc d& dang tiép can dich vu hanh chinh cong”.

6. Poi véi huyén Muong Cha

- Noi dung uu tién lya chon thir 1: ¢6 50,29% ngudi dan, to chirc dé nghj la
“Rut ngin thoi gian giai quyét thu tuc hanh chinh”.

- Noi dung wu tién lua chon sé 2: ¢6 47,37% nguoi dan, t6 chirc duoc khao sat
mong muén “Md rong céc hinh thic thong tin dé nguoi dan, t6 chie dé dang tiép can
dich vu hanh chinh céng”.

- NOi dung uu tién lua chon thir 3: ¢6 43,27% ngudi dén, to chirc dé nghi la
“Giam phi/lé phi giai quyét cac TTHC”.

7. P6i véi Thi xa Muong Lay

- Noi dung uu tién lua chon thtr 1: c6 87,78% ngudi dan, to chirc dé nghi la
“Tiép tuc don gian hoéa cac thu tuc hanh chinh”.

- Noi dung uu tién lua chon s6 2: c6 44,44% nguoi dan, t6 chirc duogc khao sat
mong mudn “Tang cuong niém yét cong khai, minh bach TTHC”.

- Néi dung uu tién Iya chon thir 3: c6 34,44% ngudi dan, to chic dé nghi la
“Cai thién hé thdng co s vat chit, trang thiét bi phuc vu ngudi dan tai co quan giai
quyét TTHC/Bd phan tiép nhan va tra két qua”.

8. P6i véi huyén Mudng Nhé

- Noi dung uu tién lya chon thtr 1: ¢ 81,67% nguoi dan, td chirc dé nghi la
“Tiép tuc don gian hoéa cac TTHC”.

- Noi dung uu tién lua chon sd 2: ¢6 46,67% nguoi dan, to chire duoce khao sat
mong mudn “Mé rong céc hinh thirc thong tin dé nguoi dan d& dang tiép can dich vu
hanh chinh cong”.

- Noi dung uu tién lya chon tht 3: ¢6 38,33% ngudi dan, t chie dé nghi la
“Tang cuong niém yét cong khai, minh bach TTHC”.

9. P6i véi huyén Nam P

- Noi dung uu tién lya chon thir 1: ¢6 93,33% ngudi dan, t6 chuc dé nghi “Mo rong
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cac hinh thirc thong tin dé ngudi dén, t6 chire d& dang tiép can dich vy hanh chinh cong”.

- Noi dung uu tién lya chon thir 2: ¢6 77,78% nguoi dan, to chirc dé nghi la
“Cai thién hé théng co s& vat cht, trang thiét bi phuc vu nguoi dan tai co quan giai
quyét TTHC/B6 phén tiép nhén va tra két qua”.

- Noi dung uu tién lya chon tha 3: ¢6 77,78% nguoi dan, to chirc dé nghj la
“Tiép tuc don gian hoa cac TTHC”.

10. P6i véi Thanh pho Pién Bién Phi

- No1 dung wuu tién lya chon thir 1: ¢6 76,11% nguoi dan, td chuc dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- N6i dung wu tién lya chon thr 2: ¢6 53,89% ngudi dan, t6 chice dé nghi “Mo
rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh chinh cong”.

- Noi dung uu tién Iya chon thir 3: ¢6 53,89% ngudi dan, té chic dé& nghi la
“Rut ngan thoi gian giai quyét TTHC”.

11. D6i v6i huyén Tia Chua

- Noi dung wu tién Iya chon thtr 1: ¢6 66,67% nguoi dan, to chic dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- N§i dung uu tién lua chon thir 2: c6 64,44% nguoi dan, t6 chuc dé nghi la
“Cai thién hé thong co s& vét chét, trang thiét bi phuc vu nguoi dan tai co quan giai
quyét TTHC/B phan tiép nhan va tra két qua”.

- Noi dung wu tién lya chon thir 3: ¢6 47,78% ngudi dan, t6 chirc dé nghi la
“Tang cudng niém yét cong khai, minh bach TTHC”.

12. P6i v6i huyén Tuan Gido

- Noi dung wu tién lua chon thr 1: c6 70,56% nguoi dén, td chue dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- Noi dung uu tién lya chon thr 2: ¢6 55,56% nguoi dan, to chirc dé nghi la
“Rut ngén thoi gian giai quyét TTHC”.

- Noi dung uu tién lya chon thir 3: c6 42,78% nguoi dan, td chirc dé nghi “Mé
rong cac hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh chinh cong”.

bay 1a nhiing théng tin rat hiru ich ddi v&i cac co quan hanh chinh nha nuée
trong viéc tiép tuc ¢ nhing giai phap, nhitng hanh dong cu thé trong thoi gian toi dé
thuc hién mong mudn cuia dai da sb nguoi dan, td chirc nhim nang cao muc do hai
long ctia ngudi dan, t6 chirc dbi véi su phuc vu cla cac co quan hanh chinh nha nudc
trong nhitng nam tiép theo, hudng téi nén hanh chinh phuc vu nhan dan.
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Bing 2: Mong dgi clia ngudi dén, to chire vé viée cung irng dich vu hanh chinh cia cac co quan HCNN niam 2021

&5 ) Thanh

Néi dung nguéi dan/dai dién t6 chire mong Tai So I-gliﬁin Huyén | Huyén | Huyén | Thixd | Huyén | Huyén phd Huyén | Huyén
mudn co quan hanh chinh nha nuéc quan | nguyén Xay B": Dién | Muong | Mwong | Muong | Muong | Nam bién Taa Tuén

tam dé cii thién chit lwgng phuc vu vaMbi | dung B;"‘g Bién | Ang | Cha | Lay | Nhé Pé Bién | Chia | Gido

truong Phi

M-y ~ , h‘ h 2 thA . df\ e

' rong cac hinh thifc thong tin d& ngudi | 5o 00 | 500 | 60 4a0s | 55.56% | 51.67% | 47.37% | 31.11% | 46.67% 93,33% | 53,89% | 23,89% | 42,78%
dan dé dang tiep can dich vu hanh chinh cong
Cai thién hé thong co s& vat chét, trang thiét
bi phuc vu ngudi dan tai co quan giai quyét | 10,71% | 22% | 16,67% | 15.56% | 15% | 19.3% |34.44% | 18.89% | 77,78% | 36.11% | 64.44% | 29.44%
TTHC/B§ phan tiép nhan va tra két qua
Tiép tuc don gian héa cac TTHC 8571% | 72% |60,56% | 67.78% | 80% | 42,11% | 87,78% | 81,67% | 77,78% | 76.11% | 66.67% | 70.56%
T., . -n A A kh . . h
T?‘Lgcc‘"’"g niem yet cong khat, minh bach | ) o900 | 16% | 22.22% | 20,56% | 21.11% | 36.84% | 44.44% | 3833% | 9.44% | 8.33% 47,78% | 35,56%
T —— -
t:;i gc_‘:,::r;iy‘g%r”‘-_’l'ég cong nghé thong tin | ¢ S70 | 38% | 37.78% | 25.56% | 29.44% | 31.58% | 27.78% 11,67% | 5,56% | 26.67% | 24,44% | 26,67%

1 )

Ritt ngéin thoi gian giai quyét TTHC 75% | 48% | 5833% | 57,78% | 72,22% | 50,29% | 31,67% | 33,89% | 22.78% | 53.89% | 26.67% | 55.56%

g g
Giam phi/lé phi giai quyét TTHC 10,71% | 4% | 13,89% | 16,11% | 16,11% | 4327% | 11,67% | 7.22% | 5% | 10% | 8.89% | 17.22%
Cai thién thai do giao tiép cta cong chire 3.57% | 8% | 0,56% | 10,56% | 3,33% | 7.02% | 28.89% | 41,11% | 1.67% | 6.11% | 8.33% | 8.33%

giao tiép 2

Cai thién tinh than phuc vu cua cong chirc 3,57% | 8% | 1,67% | 3.33% | 1,11% | 4.09% | 1.67% | 2,78% | 1,67% | 5.56% | 10.56% | 2.78%
~ o I g A A A >
NA?ggC;i"a"g WO BIAL QUYSLCONE VISE CUB | 17 86% | 24% | 5% | 8.89% | 5.56% | 4.09% | 0,56% | 11.11% | 1.67% | 14.44% | 10% | 3.89%
CO

ok h,\ a9 Kt A - v - £ ’ ,
11ep nhan, gial quyet (ot cde ¥ Kien g8p Y. | 107100 | 10v, | 13.80% | 18.33% | 4.44% | 14.04% | 0% | 6.67% | 3.33% | 8.89% | 833% 7.22%

phan anh, kién nghi ctia ngudi dan
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PHAN III

NHAN XET, PANH GIA, KIEN NGHI
I. Nhan xét, danh gia
1. Uu diém

Puoc su phéi hop tich cuc, trach nhiém cua cac co quan chuyén mén thudc
UBND tinh dugc chon khao sat va UBND cac huyén, thi xa, thanh phé trong viéc
cung ce‘ip théng tin danh sach nguoi dén, to chic da st dung dich vu hanh chinh; su
ung ho, phdi hop cung cip thong tin cho v kién cua dai da s6 nguoi dan, dai dién 6
chirc trong qua trinh thyuc hién khao sat; Cac don vi duge giao nhiém vu trién khai ké
hoach khao sat da c6 su phéi hop chat ché, tich cuc.

2. Ton tai, han ché

- Phuong phap ghi chép, luu giit thong tin ctia nguoi dén, to chire khi sir dung
dich vu cia mot sb co quan hanh chinh nha nudc chua dam bao, chua khoa hoc nén
dan dén tinh trang thong ké danh sach khéng diy du thong tin lam kho khan trong
qué trinh tién hanh khao sat.

- Ngudi dan, t6 chire khi di giao dich cung cdp thong tin, dia chi, sé dién thoai
khong dung hodc khong truc tiép di giao dich ma nho ngudi khac di thay hodc ngudi
dan, dai dién t6 chutc di cong tac, lam an xa khong c6 mat trén dia ban lam anh huong
t6i qua trinh khao sat cua cac diéu tra vién.

- Mét sé it nguoi dan, dai dién td chirc con e ngai khi tham gia tra 1oi phiéu
khao sat hodc tra 161 phiéu khao sat mét cach qua loa khién két qua khéao sat phan nao
bi anh hudng.

1. Dé xuit, kién nghi

Dé két qua chi s hai long vé sy phuc vu hanh chinh thuc su khéch quan va
htru ich phuc vu cho muc tiéu xay dung nén hanh chinh phuc vu dé nghj cac cép, cac
nganh; tiép tuc quan tim phdi hop chit ché trong qué trinh thuc hién didu tra, khao
sat xac dinh chi sb hai long Ve su phuc vu hanh chinh trén dia ban tinh.

Két qua xac dinh chi sd hai long vé su phuc vu hanh chinh cung cap thong tin
vé su hai long va cam nhan, danh gia cua ngudi dan, dai dién td chic vé qué trinh
cung cap dich vu cong cua co quan hanh chinh nha nuéc. Thong qua dé céc co quan
hanh chinh nha nudc trén dia ban tinh s& rat ra dugc nhimg mit manh va han ché
trong viéc cung tUmg dich vy hanh chinh cong tai don vi, dia phuong minh dé dinh
huéng céc giai phéap cai thién chat lugng cung ung dich vu va nang cao trach nhiém,
thai d§ phuc vu ngudi dan, t6 chirc ctia doi ngii can bd, cong chire, vién chie.
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PHAN VI

CAC MAU PHIEU KHAO SAT

UBND TINH DIEN BIEN Ma 6 phiéu: ............ /ND/2021
SO NOI VU

PHIEU KHAO SAT MUC PO HAI LONG CUA NGUOI DAN
DOI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

A. PHAN THONG TIN CHUNG

I. MUC PiCH KHAO SAT

Dé c6 co sd cai thién chat lugng phuc vu ngudi dan, t chirc ctia co quan hanh chinh
nha nudc trén dia ban tinh, S& Noi vu tién hanh khéo sat mac do hai long clia nguoi dan, to
chire déi voi vi¢e cung ung dich vu hanh chinh cong. S& No6i vu kinh mong nhan dugc su
hop téc ctia Ong/Ba thong qua tra 101 diy di, khach quan céc céu hoi trong phiéu khao sat
nay. Xin tran trong cam on Ong/Ba!

[1. HUONG DAN TRA LOI CAC CAU HOI |

C)ng/Ba vui long danh ddu (x) vao 6 vuong (0) hodc khoanh tron vao mire diém
(5.4.3,2,1) twong (g vai phuong an tra loi ma Ong/Ba chon ddi vai timg céu hoi.

I11. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban théin theo cac ndi dung dwdi day:

1. D§ tudi: _

0 Dudi 25 tudi 0 25 - 34 tudi 0 35 - 49 tudi

050 - 60 tudi o Trén 60 tudi

2. Gidi tinh:

0 Nam o N

3. Trinh d§ hoc vén:

o Tiéu hoc (cap I) 0 Trung hoc co so (cép II)

o Trung hoc phd thong (cap I11) 0 Day nghé/Trung cip/Cao dang

0 DPai hoc 0 Trén DPai hoc

0 KNAC (X771 VIEE CU TREY: v ree oo eee e es e

4. Nghé nghiép:

o Lam ndi trg/Lao dong tu do o Nghi huu O Sinh vién

0 Lam viée tai to chire/doanh nghiép trong linh vure tu

0 Céan bo/cong chire/vién chire/ngudi cong tac trong lye lugng vil trang

0 KNAC (X072 VIEE CULHE)evevveeeeeveeeeeeeeeeeeeeeeeess e ee e s e

B. PHAN CAU HOI

Cau 1. 6ng/B£1 da giai quyét cong viéc va nhin két qua & co quan nao?

0 Tai B phan tiép nhén va tra két qua.

0 Tai co quan hanh chinh nha nudc.

0 Khac (xin viét cu thé) .........................................................................................

Cau 2. Ong/Ba biét dén co quan gidi quyét cong viée cho Ong/Ba qua hinh thirc
nao (tén co quan, dia diém va ngay/gio lam viéc cua co quan do)?

0 Qua hoi nguoi than, ban be.

0 Qua chinh quyén phuong, xa.

0 Qua phuong tién thong tin dai chiing (xem tivi, nghe dai, doc bao...).




0 Qua mang Internet.
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e "

0 Khéc (xin VIBE CUTNE): oot
Cau 3. Ong/Ba di lai bao nhiéu lin trong qua trinh giai quyét cong viée (ké nr lan
dau tién dén co quan cho dén lan nhén két qua)?

Cau 4. Cong chirc c¢6 giy phién ha, sach nhiéu dbi vei Ong/Ba trong qua trinh

gidi quyet cong viéc khong?
o Co 0 Khong

Cau 5. Cong chirc ¢6 goi y njp thém tién ngoai phi/lé phi ddi véi Ong/Ba trong

qua trinh gidi quyét cong viéc khong?
oCé o Khong

Céu 6. Co quan tra két qua cho f)ng/Bii c6 diung hen khong?
o Tré hen

o Pang hen 0 Sém hon hen

- Néu cau tra loi trén cua Ong/Ba la ** Tré hen ",

Co quan cé théng bao truée cho Ong/Ba vé viéc tré hen khéng?

oCo o Khdng

Co quan ¢6 giri thw xin 16i ()ng/Bia vi tré hen khong?

oCo o0 Khéng

xin Ong/Ba tra loi tiép cdu hoi sau:

Céu 7. Xin Ong/Ba vui 1ong cho biét mirc d§ hai long ciia Ong/Ba vé nhirng noi

dung sau:

(Xin Ong/Bd khoanh tron vao mét mike diém ma (jng/Bc‘z lua chon, trong do diém | = rdt
hai long, 2= hai long, 3= binh thiwong, 4= khong hai long va 5 = rat khéng hai long)

RAthail Hai | Binn |KDOMZ| Rat
lon lon thuwon - BADOY
Nhin dinh & g & | long | hailong
' 1 2 3
4 5
I. TIEP CAN DICH VU
1. Noi ngdi cho giai quyét cong viéc tai co | 5 3 4 5
quan c6 du cho ngoi
2. Trang thiét bi phuc vu ngudi dén, td
o £ s 1 2 3 4 5
chtre tai co quan day du
3. Trang thiét bi phuc vu ngudi dan, to
o § s 1 & 3 4 5
chue tai co quan hién dai
4. Trang thiét bi phuc vu ngudi dan, td
. X 1 2 3 4 5
chire tai co quan dé sur dung
I1. THU TUC HANH CHINH
5. Thu tuc hanh chinh dugc niém yét cong
1 2 3 4 8
khai ddy du
6. Thu tuc hanh chinh dugc niém yét cong
g ; 1 2 3 4 5
khai chinh xac
7. Thanh phan hé so ma Ong/Ba phai nop| 1 2 3 4 5
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la dung quy dinh

8. Mtrc phi/lé¢ phi ma Ong/Ba phai nop la
dung quy dinh

9. Thoi han giai quyét ghi trong gidy hen
(tinh tir ngay tiép nhan hd so dén ngay tra
két qua) la dung quy dinh

IIl. CONG CHUC TRUC TIEP GIAI
QUYET CONG VIEC

10. Cong chirc ¢6 thai do giao tiép lich su

I'1. Cong chire cha y ling nghe ¥ kién cua
nguoi dan/dai dién to chirc

12. Cong chire tra 10, giai thich day du cac
y kién ctia nguoi dan/dai dién td chic

13. Cong chirc hudng dan ké khai ho sof
tan tinh, chu dao

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

I5. Cong chure tudn thu ding quy dinh
trong giai quyét cong vigce

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma Ong/Ba nhan duoc la dung]
quy dinh

(Két qua co. thé la dwoc cdp gidy to hodd
bi tir choi cap gidy )

17. Két qua ma Ong/Ba nhan dugc co
thong tin day du

18. Két qua ma Ong/Ba nhén duoc cb
thong tin chinh xac

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

Néu Ong/Ba da c6 y kién gép ¥, phan dnh,
kién nghi, xin Ong/Ba tra loi cdc cdau hoi

tir s6 19 dén s6 22:

19. Co quan ¢6 bo tri hinh thic tiép nhan
gop y, phan anh, kién nghi ctia nguoi dén,
to chirc

20. Ong/Ba dé dang thuc hién gop y, phan
anh, kién nghi

21. Co quan tiép nhan va xu ly tich cuc
cac gop y, phan anh, kién nghi cua Ong/Ba
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22. Co quan thong béo kip thoi két qua xiy
ly cac y kién gop y, phan anh, kién nghif 1 2 3 4 5
cho Ong/Ba

Ciu 8. Péning cao chit lwgng phuc vu nguoi dan, t6 chirc trong thoi gian toi,

theo Ong/Ba Co quan hanh chinh nha nwéc cin phii quan tim dén ndi dung nao duéi day?
(Ong/Ba vui long wu tién chon 3 ndi dung trong cdc néi dung dwéi diy)

0 Md rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vu hanh chinh cong.

o Cai thién hé théng co s vt chat, trang thiét bi phuc vu ngudi dan tai co quan giai
quyét thi tuc hanh chinh/ Bo phan tiép nhan va tra két qua.

0 Tiép tuc don gian hoa céc tha tuc hanh chinh.

0 Tang cudng niém yét cong khai, minh bach thu tuc hanh chinh.

0 Tang cuong ung dung cong nghé thong tin trong giai quyét thu tuc

0 Rt ngin thoi gian giai quyét tha tuc hanh chinh.

0 Giam phi/I¢ phi giai quyét thi tuc hanh chinh.

o Cai thién thai d9 giao tiép cua cong chirc.

0 Cai thién tinh than phuc vu cta cong chure.

0 Nang cao nang lyc giai quyét cong viée cua cong chire.

O Tlep nhan, glal quyet t6t cac y kién gop ¥, phan anh, kién nghi ctia ngudi dan

0 KNAC (X7 VIBE CULHE): ..o s es e

................................................................................................................................................

XIN TRAN TRONG CAM ON ONG/BA!
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UBND TINH PIEN BIEN Ma s6 phiéu: ............... /TC/2021

SO NOQI VU

PHIEU KHAO SAT MUC PQ HAI LONG CUA TO CHUC
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

A.PHAN THONG TIN CHUNG

I. MUC DICH KHAO SAT

Dé c6 co s& cai thién chét lugng phuc vu nguoi dan, to chirc ctia co' quan hanh chinh
nha nude trén dia ban tinh, S& Noi vu tién hanh khao sat mire do hai long cia ngudi dan, to
chirc dbi voi viée cung ing dich vu hanh chinh céng. S& Noi vy kinh mong nhan dugc su
hop tac ctia Ong/Ba thong qua tra 101 day du, khach quan céc cu hoi trong phiéu khao sat
nay. Xin trdn trong cam on Ong/Ba'

I1. HUONG DAN TRA LOT CAC CAU HOI

Xin Ong/Ba vui long danh diu (x) vao 6  vuong (0) hode khoanh tron vao mic diém
(5.4,3,2,1) tuong ng voi phucmg an tra loi ma Ong/Ba chon d6i véi tirng cau hoi.

111 TH()NG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé to chirc ma Ong/Ba dang dai dién dé giao dich thye
hién dich vu hanh chinh cong va thong tin vé ban than Ong/Ba theo cic ni dung duoi day:

1. Loai hinh t6 chirc:

0 Co quan hanh chinh nha nudce/Don vi su nghiép cong/Co quan luc lugng vi
trang/T6 chire chinh tri xa hoi.

0 Té chire nuée ngoai.

0 T6 chire phi chinh phi/Hiép hoi/Hoi.

o Doanh nghiép nha nudc.

0 Doanh nghiép tu nhan/Cong ty TNHH/Cong ty ¢ phan/Cong ty hop danh.

0 Doanh nghiép nuée ngoai/Doanh nghi¢p lién doanh/Cong ty nude ngoai.

0 KNAC (X072 VIEE CU IHE Yoo

2. Gioi tinh:

o Nam o Nir

3. Trinh d9 hoc van cia ()ng ba:

0 Trén Pai hoc o Pai hoc

o Day nghé/Trung cép/Cao ding 0 Trung hoc pho thong (cép I11)
0 Trung hoc O 5O (cép II) o Tiéu hoc (cép I)

0 Khéc (xin viét cu the) ..........................................................

4. Vi tri cong viéc cua Ong/Ba trong td chirc:

0 Giam dbc/Pho Giam ddc.

0 Trudng phong/Pho truong phong hodc tuong duong.

0 Ké toan truong.

0 Ky su/Ké toan

0 Nhan vién van phong/ky thuét vién

0 Khéc (xin viét cu the) .........................................................
B. PHAN CAU HOI

Cau 1. Ong/Bﬁ da giai quyét cong viéc va nhin két qua & co' quan nao?
0 Tai BO phén tiép nhén va tra két qua.
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0 Tai co quan hanh chinh nha nuéc.

0 KRNAC (X071 VIEE CULHE): ..ot e e s e e ns e

Ciu 2.0ng/Ba biét dén co quan gidi quyét cong viéc cho Ong/Ba qua hinh thirc
nao (tén co quan, dia diém va ngay/gio lam viéc cua co quan dé) ?

0 Qua hoéi ngudi than, ban be.

0 Qua chinh quyén phudng, xa.

0 Qua phuong tién thong tin dai ching (xem tivi, nghe dai, doc bao...).

0 Qua mang Internet.

0 KRAC (X071 VIEE CUHE): .o

Ciu 3. Ong/Ba di lai bao nhiéu lan trong qua trinh gidi quyét cong viée (ké rir lin
dau tién dén co quan cho dén lén nhdn két qua)?

Cau 4. Cong chirc c6 giy phién ha, sach nhiéu dbi véi Ong/Bé trong qua trinh
giai quyét cong viée khong?

o Co 0 Khong

Céu 5. Cong chire ¢6 goi y ndp thém tién ngoai phi/Ié phi dbi voi Ong/Ba trong
qua trinh gidi quyét cong viée khong?

oCo 0 Khong

Ciu 6. Co quan tra két qua cho Ong/Ba ¢6 diing hen khong?

o Pung hen 0 Sédm hon hen 0 Tré hen

- Néu cau tra l6i trén ciia Ong/Ba Ia * Tré hen ", xin Ong/Ba tra loi tiép cdu hoi sau:

Co quan c6 thong bao trudc cho Ong/Bé vé viéc tré hen khong?

o Co 0 Khong

Co quan c6 giri thw xin 16i 6ng/Bz‘1 vi tré hen khong?

oCé o Khong

Céu 7. Xin Ong/Ba vui 1ong cho biét mic d hai 1ong cia Ong/Ba vé nhirng noi
dung sau:

(Xin (jrzg/Bd khoanh tron vao mét mike diém ma Ong/Bc‘z lwa chon, trong do diem 1 = rat
hai long, 2= hai long, 3= binh thiong, 4= khong hai long va 5 = rat khéng hai long)

’ Binh | Khong Rit
Nhén dinh Rat hail, .. . . hai khéng
’ " Hai long| thudng . g s
long 5 3 long | hailong
1 4 5
I. TIEP CAN DICH VU
1. Noi ngdi chor giai quyét cong viée tai co -
L ar 1K A 1 2 3 4 5
quan c6 du cho ngoi
2. Trang thiét bi phuc vu nguoi dén, t6
- A aa 1 2 3 4 5
chire tai co quan day dua
3. Trang thiét bi phuc vu ngudi dan, to
S e . 1 2 3 4 5
chure tai co quan hi¢n dai
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4. Trang thiét bj phuc vu ngudi dan, to
chure tai co quan dé st dung

II. THU TUC HANH CHINH

S. Thu tuc hanh chinh dugc niém yét cong
khai day du

6. Thu tuc hanh chinh dugc niém yét cong
khai chinh xéc

7. Thanh phan ho so ma Ong/Ba phai ndp
la ding quy dinh

8. Mirc phi/l¢ phi ma Ong/Ba phai nop la
dung quy dinh

0. Thoi han giai quyét ghi trong gidy hen
tinh tir ngay tiép nhén hoé so dén ngay tra
ket qua) la dung quy dinh

[1l. CONG CHUC TRUC TIEP GIAI
QUYET CONG VIEC

10. Cong chirc ¢6 thai d giao tiép lich su

I1. Cong chure cha y lang nghe y kién cua
nguoi dan/dai dién to chire

o

12. Cong chure tra 101, giai thich day du cac
y kién cta ngudi dan/dai dién t6 chirc

13. Cong chirc hudng dan ké khai ho so
tan tinh, chu dao

14. Cong chirc huéng dan ké khai ho so dé
hicu

I5. Cong chire tuan thu dang quy dinh
trong giai quyct cong viéc

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma Ong/Ba nhén duoc la dung
quy dinh

(Két qua co the la dirgc cdp gidy to hodc
bi tir chéi cap glay 10)

17. Két qua ma Ong/Ba nhan dugc ¢6
thong tin day du

18. Két qua ma Ong/Ba nhén duoc 6
thong tin chinh xac

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

Néu Ong/Ba dd 6 y kién gop y, phan anh,
kién nghi, xin Ong/Ba tra loi cdc cau hoi
tir 56 19 dén 56 22:
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19. Co quan c6 bo tri hinh thire tiép nhan
20p ¥, phan anh, ki€n nghi ctia nguoi dén, 1 2 3 4 5
to chirc
20. Ong/Ba dé dang thyc hién gop y, phan
. - ) 1 2 3 4 5
anh, kién nghi
21. Co quan tiép nhén va xir Iy tich cyc céc , 5 3 4 5
20p v, phan anh, kién nghi ciia Ong/Ba
22. Co quan thong bao kip thoi két qua xir
Iy céc y kién gop v, phan anh, kién nghi 1 2 3 4 5
cho Ong/Ba

Ciu 8. Pé ning cao chit luwgng phuc vu nguoi din, t6 chirc trong thoi gian toi,

theo Ong/Ba Co quan hanh chinh nha nuéc can phai quan tim dén noi dung nao duoi day?
(Ong/Ba vui long wu tién chon 3 nji dung trong cdc ndi dung dudi ddy)

0 M@ rong cdc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu hanh chinh cong.

0 Cai thién hé thong co sd vt chat, trang thiét bj phuc vu ngudi dan tai co quan giai
quyét tha tuc hanh chinh/ Bo phan tiép nhan va tra két qua.

o Tiép tuc don gian hoa cac thu tuc hanh chinh.

0 Tang cudng niém yét cong khai, minh bach thi tuc hanh chinh.

o Tang cudng tng dung cong nghé thong tin trong giai quyét thu tuc

0 Rat ngin thoi gian giai quyét thi tuc hanh chinh.

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

0 Cai thién thai do giao tiép cua cong chire.

0 Cai thién tinh than phuc vu cua cong chire.

0 Nang cao nang luc giai quyet cong viée cua cong chirc.

0 Tiép nhén, giai quyet t6t cac y kién gop y, phan anh, kién nghi cta nguoi dan

0 KRAC (X772 VIEE CU THE): ..o

............................................................................................................

XIN TRAN TRONG CAM ON ONG/BA !
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