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THI TRAN BUT SON Déc 1ap - Tw do - Hanh phuc
S6:127 /BC-UBND Thi trdan Biit Son, ngay 04 thang1] ndm 2024
BAO CAO

Két qua khao sat mirc dd hai long ciia nguoi sir dung dich vu cong
doi voi su phuc vu ciia co quan nha nwéce trén dia ban thi tran Bit Son

Thuc hién Cong vin sé 3852/UBND-NV ngay 30/10/2024 ciia UBND huyén
Hoéng Ho4a vé viéc to chirc trién khai thuc hién ké hoach do luong sy hai long cua
nguoi dan, td chirc ddi véi su phuc vu ctua co quan hanh chinh nha nudc trén dia ban
huyén, nam 2024; Ké hoach s6 63/KH-UBND ngay 03/7/2024 ctia UBND thj tran But
Son vé trién khai to chirc thue hién Po ludng sy hai long cta ngudi dan, to chire dbi
vo1 su phuc vu cua co quan hanh chinh nha nudc trén dia ban thi trin But Son nam
2024, Trén co s két qua khao sat, UBND thi tran But Son béo cao nhu sau:

I. NHUNG VAN PE CHUNG VE CUQC KHAO SAT
1. Muc dich

Khao sat mirc do hai long cua to chirc, cong dan (TCCD) dbi voi sy phuc vu
ctia co quan nha nude 13 hinh thtrc thim do y kién to chue, cong dan vé cac dich vy do
co quan nha nudc cung cdp nham danh gia khach quan chat luong cung ung dich vu
hanh chinh cong cua cac co quan hanh chinh nha nuéc. Thong qua do, cac co quan
hanh chinh nha nuéc nam bat duge yéu ciu, mong mudn cia TCCD dé c6 nhitng bién
phap cai thi¢n chat luong phuc vu va cung tng dich vu nham nang cao su hai long va
loi ich cia TCCD.

2. Linh vuc lwa chon khio sat

Nam 2024, UBND thi tran lua chon 02 linh vuc dé tién hanh khao sat (Iinh vuc:
ho tich va chung thuc).

3. Xac dinh ddi twong

- Pbi tuong khao sat: la ngudi dan, nguoi dai dién t6 chure da truc tiép giao dich
va nhén két qua dich vu cong thudc 02 inh vuc khao sat ( linh vuc ho tich va ching
thuc) tai BO phan Mot cta UBND thi tran But Son, trong khodng thoi gian tir ngay
01/01/2024 dén ngay 30/10/2024.

4. Mau khao sat

- S6 lwong miu: 60 mAu (twong tng v4i 60 phiéu khao sat). Trong do: linh vuc
ho tich 30 mau, linh vuc chimg thuc 30 mau.

- Chon mau: khao sat truc tiép tai BO phan Mot cua thi trin: lya chon ngﬁu
nhién nguoi dén giao dich thudce 02 linh vuc Iya chon khao sat.

5. Phiéu khio sat
- Phiéu khéo sat: mdi phiéu khao sat gdm 09 cau hoi theo 4 chii dé chinh 1a:



(1) Viéc tiep can dich vu: mic d0 quan tam theo doi cua to chirc, cong dan doi
v6i chinh sach cong; kénh thong tin d€ theo ddi chinh séch cong; mue d§ phu hop vé
viéc cung cap thong tin v€ chinh sach cua co quan nha nudc.

(2) Kha nang dap ung: thai do lam viéc cua can bg, cong chirc trong qua trinh
giai quyét TTHC; quy dinh vé nop phi va 1€ phi, viéc bdi dudng cho can bg, , cong churc
khi str dung dich vy; danh gia vé murc do pht hop cua cac hinh thirc giai quyét TTHC.

(3) Mirc d@b hai long ciia t6 chire, céng ddn trong viéc: xay dung, to chirc thuc
hién chinh sach cong; viéc cung img dich vu hanh chinh cong.

(4) Co ché phan héi, gép y: mic 46 mong mudn cia to chirc, cong dan dbi véi
chinh quyén trong viéc cai thién chit lvgng phuc vu ngudi dan.

- S6 luong phiéu khao sat phat ra: 60 phiéu
- S6 luogng phiéu khao sat thu duoc: 60 phiéu. Cu thé:
Bing 1: Tong so phiéu khdo sdt thu dwoc

Cac linh vuc khao sat S6 phiéu phat ra | So phiéu thu vao
Linh vuc Ho tich 30 30
Linh vuc Ching thuc 30 30
Il. KET QUA KHAO SAT

1. Két qua khao sat mirc dd hai long ciia cong dan doi véi viée giai quyét
TTHC dang ky két hon thudc linh vue H tich

Péi twong khao sat la ca nhan da truc tiép giai quyét cac TTHC lién quan dén
linh vuc ho tich, gom: thu tuc dang ky két hon nam 2024, véi tong so phicu 1a phicu.

1.1. Viée tiép céan dich vu

a) Mirc @6 quan tam theo déi cia t6 chirc, cong ddan doi voi chinh sach cong
(Cai cach hanh chinh):

Két qua khéo st cho thay, c6 100% cong dan tré 10i quan tim theo ddi chinh
sach CCHC ¢ dia phuong. Tu két qua trén cho thay, phan dong nguoi dan déu quan
tam theo doi chinh sdch CCHC ¢ dia phuong.

b) Kénh théng tin dé theo doi chinh sdch cdi cach hanh chinh

Hinh thitc ma coéng dan lya chon kénh thong tin dé theo ddi tim hiéu thong tin
vé chinh sach CCHC kha phong phu. Trong do, kénh thong tin dwgc ngudi dan st
dung nhiéu nhat la: qua dai, ti vi, bdo chi (70%); qua chinh quyén, cong chirc
(16,67%); Qua mang internet ( trang thong tin dién tir, cong thong tin dién tir, bao dién
tu...(13,33%).

¢) Pdanh gid mirc d¢ phit hop vé viéc cung cdp théng tin vé chinh sach cia co
quan nha nwoc

Két qua khao sat cho thdy, c6 100% cong dan tra 10i cac hinh thirc co quan nha
nudc cung cap thong tin ve chinh sach cai cach hanh chinh 1a phu hop. Tur két qua trén



3

cho thay, cac hinh thirc co quan nha nudc cung cap thong tin vé chinh sach cai cach
hanh chinh 1a phu hop véi thuc t€ & dia phuong.

1.2. Kha nang dap ung
a) Thdi dé lam viéc ciia can bé, cong chire trong qud trinh gidi quyét TTHC

Két qua khao sat: c6 100% cong dan tra 101 khong c6 cong chirc nao gay phlen
ha, sach nhidu ngudi dan trong qua trinh giai quyét TTHC ¢ dija phwong. Tir két qua
trén cho thay thai do lam viéc cua cén by, cong churc tai cdc co quan hanh chinh nha
nudc ngay cang duoc cai thién va thuc hi¢n nghiém ky luat, ky cwong hanh chinh, van
hod cong vu; huéng téi sy hai long ciia ngudi dan va doanh nghiép, xiy dung nén
hanh chinh hién dai.

b) Vé tinh trang nguoi dan phdi nop tién ngodi quy dinh; viéc boi dwéng cho cdan
bo, cong churc trong qua trinh giai quyét TTHC

Két qua khao sat: khong c6 nguoi dan nao phai dua tién ngoai quy dinh cho
cong chirc.

¢) Pdnh gia vé mirc dg phi hop ciia cdc hinh thire gidi quyét TTHC

Két qua khao sat:

, - Nop ho so va nhan két qua giai quyét thu tuc hanh chinh theo hinh thuc tryc

tiép (tai co quan nha nudc). Co 100 % phiéu trra 161 phu hop.

- Nop ho so va nhan két qua giai quyet thu tuc hanh chinh theo hinh thtc tryc

tuyen toan trinh (tit ca cac cong viéc déu thuc hién qua mang internet). C6 100 %
phiéu trra 10i phu hop.

- Nop ho so va nhén két qua giai quyet thu tyc hanh chinh theo hinh thire tryc
tuyén mot phan (mot s6 cong viéc truc tiép tai co quan nha nudc va mot sé cong viée
qua mang internet). C6 100 % phiéu trra 16i phi hop.

1.3. Miire @9 hai 1ong ciia to chirc, cong dan
1.3.1. Xay dung, t6 chirc thire hién chinh sdch cong

’ a) Nop ho so va nhan két qua gidi quyét thu tuc hanh chinh theo hinh thirc truc
tiép (tqi co quan nha nudc): C6 3,33 % phicu tra 101 rat hai 1ong; 96,67 % phiéu tra 1o
hai long. (Khong co6 phicu tra 161 khong hai 1ong)

, b) Nép ho so va nhan két qua gidi guyét thu tuc hanh chinh theo hinh thirc truc
tuyén toan triigh (tat ca cac cong viég déu thuc hién qua mang interngl): Cb6 3,33 %
phiéu tra 101 rat hai long; 96,67 % phiéu tra 161 hai long. (Khong co6 phi€u tra 161 khong
hai long)

¢) Nép hé so va nhdn két qua gidi quyet thu tuc hanh chinh theo hinh thirc truc
tuyén mot phan (mot sé cong viéc truc tiép tai co quan nha nuéc va mot s6 cong viéc
qua mang internet): Co 3,33 % phiéu tra 10i rat hai long; 96,67 % phiéu tra 15i hai
long. (Khong co6 phiéu tra 161 khong hai 10ng)

1.3.2. Viéc cung ung dich vu hanh chinh cong

a) Ti ié}? can dich vu

- Qua khao sat tiéu chi vé tiép can dich vu gém céc ndi dung: (1) Bo phan Tiép
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nhan va tra két qua co bién hiéu, huéng dan rd rang, glup nguoi dan dé tim, de thay;
(2) BO phan T1ep nhan va tra két qua co du ghe ngoi cho, ghe ngodi giai quyét cong
viéc va ban viét cho nguoi dan; (3) B phén Tiép nhan va tra két qua co trang thiét bi
phuc vu ngudi dan day dua, chat luong tbt, giup ngudi dan giai quyét cong viéc dé
dang hon. (Mdy diéu hoa, quat mat). Két qua khao sat cho thay, c6 30 phiéu = 100 %
tra 101 hai long (rat hai 10ng) vé viéc cung tmg dich vu hanh chinh cong ctia nha nuéc.

b) Thu tuc hanh chinh

- Qua khao sat tiéu chi vé thu tuc hanh chinh gdm cac ndi dung: (1) Quy dinh thu
tuc hanh chinh duoc niém yét cong khai tai Trung tam Phyc vy hanh chinh cong/Bo
phan Tiép nhan va tra két qua giup nguoi dan d& thay, d& doc; (2) Cong chiic yéu cau
nguoi dan nop hé so giai quyét thu tuc hanh chinh dung theo quy dinh; (3) Cong chirc
yéu cau nguoi dan dong phi/l¢ phi giai quyét thil tuc hanh chinh ding theo quy dinh;
(4) Thoi han giai quyét tha tuc hanh chinh cho ngudi dan dung theo quy dinh. Két qua
khao sét cho thiy, co 18 phiéu = 60 % tra 10i rat hai long; co 12 phiéu = 40 % tra 15
hai long vé viéc cung tng dich vu hanh chinh cong cia nha nudc.

¢) Céng chirc truec tiép giai quyét cong viéc

- Qua khao sat tiéu chi vé cong chire truc tlep giai quyét cong viéc gom cac noi
dung: (1) Cong chirc ¢ B4 phan Tiép nhan va tra két qua co thai do giao tiép lich su,
ton trong dbi vai nguoi dan; (2) Cong chire 6 B phén Tiép nhan va tra két qua hudng
dan ho so dé hiéu, day du, giup nguoi dan co thé hoan thién hd so sau mot lan huéng
dan; (3) Cong chirc B6 phén Tiép nhan va tra két qua tuan thu dung quy dinh trong
giai quyét thu tuc hanh chinh cho nguoi dan. Két qua khao sat cho thay, c6 18 phiéu =
60 % tra 10i rat hai 1ong; c6 12 phiéu = 40 % tra 10i hai long vé viéc cung tng dich vu
hanh chinh cong ctia nha nudc.

d) Két qua (Ket qua gidi quyét thii tuc hanh chinh cé thé la dwoc cdp gidy to
hodic bi tir chéi cdp gidy to)

Qua khéo sat tiéu chi vé Két qua gom céac ndi dung: (1) Két qua giai quyét thu
tuc hanh chinh cho ngudi dan duoc tra ding hen; (2) Két qua giai quyét thu tuc hanh
chinh cho ngudi dan co thong tin ddy du, chinh xac; (3) Két qua giai quyet thu tuc
hanh chinh cho ngudi dan dam bao tinh cong bang. Két qua khao sat cho thiy, co 29
phiéu = 96,67 % tra 1oi hai long; c6 01 phiéu = 3,33 % tra 1oi rat hai 10ng.

e) Viéc tiép nhdn, xir Iy phan danh, kién nghi ciia nguoi dan

- Qua khao sat tiéu chi vé viéc tiép nhan, xt ly phan anh, kién nghi cua nguoi
dan gdm céac ndi dung: (1) Bo phan Tiép nhan va tra két qua bé tri hinh thirc tiép nhan
phan anh, kién nghi, gitp ngudi dan phan anh, kién nghi dé dang; (2) B6 phan Tiép
nhan va tra két qua tiép nhan, xur 1y phan anh, kién nghi cia ngudi dan dung quy dinh;
(3) Bo phan Tiép nhan va tra két qua thong bao két qua xir Iy phan anh kién nghi cho
ngudi dan kip thoi. Két qua khao sat cho thay, c6 29 phiéu = 96,67 % tra 151 hai long;
c6 01 phiéu = 3,33 % tra 10i rat hai long.

1.4. Co ché phan hoi, gop y

Qua khao sat tiéu chi vé mtc d6 mong mudn cua to chirc, cong dan dbi véi
chinh quyén trong viéc cai thién chat luong phuc vu nguoi dan gom cac ndi dung: (1)
Nang cao tinh cong khai, minh bach trong cung cap thong tin cho nguoi dan; (2) Tang
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cudng trach nhiém giai trinh cta chinh quyén déi v6i ngudi dan; (3) M6 rong cac co
hoi tham gia giam sat ctia ngudi dan doi véi hoat dong cua chinh quyén; (4) Nang cao
hi€u lyc, hiéu qua hoat dong cua chinh quyén dia phuong; (5) Tang cudng co sé vat
chat, trang thiét bi phuc vu giai quyet cong viéc cho nguoi nguoi dan; (6) Nang cao
nang luc cta can bo, cong chirc, vién chirc trong giai quyét cong viéc cho ngudi dan;
(7) Nang cao tinh thﬁn, thai d§ phuc vu cta cdn bg, cong chirc, vién chirc ddi véi
nguoi dan trong giai quyét cong viéc cho nguoi dan; (8) Tang cuong umg dung cong
ngh¢ thong tin, chuyén ddi sb trong giai quyet cong viéc cho nguoi dan; (9) Nang cao
chat luong cung tng dich vu cong truc tuyén dé tao diéu kién thuan loi, d& dang cho
nguoi dan trong thuc hién dich vu cong tryc tuyén; (10) Nang cao chét luong tiép
nhén, giai quyét ¥ kién goép ¥, phan anh, kién nghi cua nguoi dan. Két qua khao sat
cho thay, c6 30 phiéu = 100 % tra 10i rit mong muén va mong muén chinh quyen dia
phuong trong viéc cai thién chat luong phuc vu ngudi dan; khong cé phiéu tra 10i
khong kha mong mudn.

1.5. Mirc d9 hai long chung (tip trung lay két qua tai cAu 8 va ciu 4 dé
danh gia chung)

Két qua cudc khao sat cho thay, phan 16n cong dan rat hai long va hai long ddi

v6i chat luong giai quyet TTHC Dang ky két hon thudc linh vuc Ho tich tai Bo phan
Tiép nhan va Tra két qua thi tran. Cu thé:

- Rét hai 1ong: 18 phiéu = 60%

- Hai long: 12 phiéu = 40%

2. Két qua khao sat mirc dd hai long cia cong dan doi véi viée gidi quyét
TTHC thugc linh vuc chirng thue

Péi twong khao sat la ca nhan da truc tiép giai quyét cac TTHC lién quan dén
linh vuc chirng thuc, gom: tha tuc ching thuc ban sao tir ban chinh gidy to, van ban
do co quan t6 chuc c6 tham quyén cua Viét Nam cap hodc chiing nhan véi tong so6
phi€u 1a 30 cu the:

1.1. Viée tiép cén dich vu

a) Mucc do quan tam theo doi cua to chirc, cong dan doi voi chinh sdach cong

(Cai cach hanh chinh):

Két qua khao sat cho thay, c6 100% cong dan tra 10 quan tam theo ddi chinh
sach CCHC ¢ dia phuong. Tur két qua trén cho thay, phan dong nguoi dan déu quan
tam theo doi chinh sach CCHC ¢ dia phuong.

b) Kénh théng tin dé theo doi chinh sdch cdi cach hanh chinh

Hinh thirc ma coéng dan liwa chon kénh thong tin dé theo ddi tim hiéu thong tin
vé chinh sach CCHC kha phong phu. Trong do, kénh théng tin dugc nguoi dan st
dung nhiéu nhat 13: Qua chinh quyén, cong chirc (53,33%); Qua loa phat thanh x4
(26,67%); Qua hop, sinh hoat, thong bao tai khu dan cu (13,33%; Qua nguoi than, ban
bé (6,67%).

c) Danh gia murc do phu hop vé viéc cung cap thong tin vé chinh sdach cua co
quan nha nuoc
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Két qua khao sat cho thy, c6 100% cong dan tra 16i cac hinh thirc co quan nha
nudc cung cap thong tin vé chinh sach cai cach hanh chinh 1a phu hop. Tu két qua trén
cho thay, cac hinh thirc co quan nha nudc cung cap thong tin vé chinh sach cai cach
hanh chinh 1a pht hop véi thuc té & dia phuong.

1.2. Kha nang dap ung
a) Thdi dé lam viéc ciia can bé, cong chire trong qud trinh gidi quyét TTHC

Két qua khao sat: c6 100% cong dan tra 161 khong c6 cong chirc ndo gay phién
ha, sach nhidu nguoi dan trong qua trinh giai quyét TTHC & dia phuong. Tur két qua
trén cho théy thai do lam viéc cua cén by, cong churc tai cdc co quan hanh chinh nha
nudc ngay cang duoc cai thién va thuc hién nghiém ky luat, ky cwong hanh chinh, van
hoa cong vu; hudng toi sy hai 1ong ctia nguoi dan va doanh nghiép, xay dung nén
hanh chinh hién dai.

b) Vé tinh trang ngwoi dian phdi nop tién ngodi quy dinh; viéc béi duéng cho cdn
bo, cong churc trong qua trinh giai quyét TTHC

Két qua khao sat: khong c6 nguoi dan nao phai dua tién ngoai quy dinh cho
cong chtrc.

¢) Pdnh gid vé mirc dg phi hop cia cdc hinh thire gidi quyét TTHC
Két qua khao sat:

, - Nop ho so va nhan két qua giai quyét thu tuc hanh chinh theo hinh thac truc
tiép (tai co quan nha nudc). Co 100 % phiéu trra 161 phu hop.

- Nop ho so va nhan két qua giai quyét tha tuc hanh chinh theo hinh thire truc
tuyén toan trinh (tat cd cac cong viéc déu thuyc hién qua mang internet). C6 100 %
phi€u trra 161 phu hop.

- Nop ho so va nhén két qua giai quyet thu tyc hanh chinh theo hinh thire tryc

tuyén mot phan (mot sé cong viée truc tiép tai co quan nha nudc va mot sé cong viée
qua mang internet). C6 100 % phiéu trra 161 phu hop.

1.3. Miire @9 hai 1ong ciia to chirc, cong dan
1.3.1. Xay dung, 16 chirc thire hién chinh sach céng

a) Nop ho so va nhdn két qua gidi quyét thii tuc hanh chinh theo hinh thirc truc
tiép (tai co quan nha nwéc): C6 23,33 % phiéu tra 101 rat hai 10ng; 76,67 % phiéu tra
101 hai long. (Khong cé phiéu tra 16i khong hai long)

b) Nop ho so va nhin két qua giai. quyét thii tuc hanh chinh theo hinh thirc triec
tuyen toan trinh (tat cd cdc cong viéc déu thwe hién qua mang internet): C6 23,33 %
phiéu tra 10i rat hai 10ng; 76,67 % phiéu tra 16i hai 1ong. (Khong c6 phiéu tra 10i khong
hai long)

¢) Nop ho so va nhdn két qua gidi quyet thu tuc hanh chinh theo hinh thirc truc
tuyen mot phan (mot s cong viéc truc tlep tai co quan nha nuwoc va mot 6 cong viéc
qua mang internet): Co 23,33 % phiéu tra 10i rat hai 1ong; 76,67 % phiéu tra 1oi hai
long. (Khong co phicu tra 1061 khong hai long)

1.3.2. Viéc cung wng dich vu hanh chinh cong



a) Tié'p can dich vu

- Qua khao sat tiéu chi vé tiép can dich vu gdm cac noi dung: (1) Bo phén Tiép
nhan va tra két qua co bién hiéu, hudéng din 13 rang, giup nguoi dan dé tim, de thiy;
(2) B6 phan Tlep nhan va tra két qua c6 du ghe ngodi cho, ghe ngdi giai quyét cong
viéc va ban viét cho nguoi dan; (3) B phén Tlep nhan va tra két qua co trang thiét bi
phuc vu ngudi dan day dua, chat luong tbt, giup ngudi dan giai quyét cong viéc dé
dang hon. (Mdy diéu hoa, quat mdt). Két qua khao sat cho thay, c6 14 phiéu = 46,67
% tra 101 rat hai long, c6 16 phiéu = 53,33 % tra 1oi hai 1ong vé viéc cung tng dich vu
hanh chinh cong ctia nha nudec.

b) Thii tuc hanh chinh

- Qua khao sat tiéu chi vé thu tuc hanh chinh gdm cac ndi dung: (1) Quy dinh thu
tuc hanh chinh duoc niém yét cong khai tai Trung tam Phyc vy hanh chinh cong/B
phan Tiép nhan va tra két qua giup nguoi dan dé thay, dé doc; (2) Cong chirc yéu cau
nguoi dan nop hé so giai quyét thu tuc hanh chinh dung theo quy dinh; (3) Cong chirc
yéu cau nguoi dan dong phi/l¢ phi giai quyét thu tuc hanh chinh ding theo quy dinh;
(4) Thoi han giai quyét thu tuc hanh chinh cho ngudi dan dung theo quy dinh. Két qua
khao sét cho thiy, co 15 phiéu = 50 % tra 10i rat hai long; c6 15 phiéu = 50 % tra 15
hai long vé viéc cung tng dich vu hanh chinh cong ctia nha nudc.

¢) Céng chirc truec tiép giai quyét cong viéc

- Qua khao sat tiéu chi vé cong chire truc tlep giai quyét cong viéc gom cac noi
dung: (1) Cong chuc ¢ Bo phén Tiép nhan va tra két qua co thai do giao tiép lich su,
ton trong dbi vai nguoi dan; (2) Cong chirc & Bo phén Tiép nhan va tra két qua huong
dan ho so dé hiéu, day du, giup nguoi dan co thé hoan thién hd so sau mot 1an huéng
dan; (3) Cong chire Bo phan Tiép nhan va tra két qua tuan thu dung quy dinh trong
giai quyét thu tuc hanh chinh cho nguoi dan. Két qua khao sat cho thay, c6 15 phiéu =
50 % tra 10i rat hai long; c6 15 phiéu = 50 % tra 15i hai long vé viéc cung tng dich vu
hanh chinh cong ctia nha nudc.

d) Két qua (Ket qua gidi quyét thii tuc hanh chinh cé thé la dwoc cdp gidy to
hodic bi tir chéi cdp gidy to)

Qua khao sét tiéu chi vé Két qua gom cac noi dung: (1) Két qua giai quyét thu
tuc hanh chinh cho nguoi dan duoc tra ding hen; (2) Két qua giai quyét thu tuc hanh
chinh cho ngudi dan co thong tin ddy du, chinh xac; 3) Két qua giai quyet thu tuc
hanh chinh cho ngudi dan dam bao tinh cong bang. Két qua khao sat cho thiy, co 13
phiéu = 43,33 % tra 1oi rat hai 10ng; c6 17 phiéu = 56,67 % tra 10i hai long.

e) Viéc tiép nhdn, xir Iy phan danh, kién nghi cia ngueoi dan

- Qua khao sat tiéu chi vé viéc tiép nhan, xt ly phan anh, kién nghi cua nguoi
dan gdm céac ndi dung: (1) Bo phan Tiép nhan va tra két qua bo tri hinh thire tiép nhan
phan anh, kién nghi, gitip nguoi dan phan anh, kién nghi dé dang; (2) B6 phan Tiép
nhan va tra két qua tiép nhan, xur 1y phan anh, kién nghi cia ngudi dan dung quy dinh;
(3) Bo phan Tiép nhan va tra két qua thong bao két qua xir Iy phan anh kién nghi cho
ngudi dan kip thoi. Két qua khao sat cho thay, c6 10 phiéu = 33,33 % tra 10i rat hai
10ng; c6 20 phiéu = 66,67 % tra 10 hai long.

1.4. Co ché phan hoi, gop y
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Qua khao sat tiéu chi vé mic d6 mong mudn cua to chirc, cong dan dbi véi
chinh quyén trong viéc cai thién chat lugng phuc vu nguoi dan gdm cac ndi dung: (1)
Nang cao tinh cong khai, minh bach trong cung cap thong tin cho ngudi dan; (2) Tang
cudng trach nhiém giai trinh cta chinh quyén déi v6i ngudi dan; (3) M6 rong cac co
hoéi tham gia giam sat ctia ngudi dan doi véi hoat dong cua chinh quyén; (4) Nang cao
hi€u lyc, hiéu qua hoat dong cua chinh quyén dia phuong; (5) Tang cudng co s vt
chat, trang thiét bi phuc vu giai quyet cong viéc cho nguoi nguoi dan; (6) Nang cao
nang luc cta can bd, cong chirc, vién chire trong giai quyét cong viée cho nguoi dan;
(7) Nang cao tinh than, thai do phuc vu cua can bg, cong chirc, vién chic ddi véi
nguoi dan trong giai quyét cong viéc cho nguoi dan; (8) Tang cuong ung dung cong
ngh¢ thong tin, chuyén dbi sb trong giai quyet cong viéc cho nguoi dan; (9) Nang cao
chat luong cung tng dich vu cong truc tuyén dé tao diéu kién thuan loi, dé dang cho
nguoi dan trong thyc hién dich vu cong truc tuyén; (10) Nang cao chat luong tiép
nhén, giai quyét ¥ kién goép ¥, phan anh, kién nghi ctua nguoi dan. Két qua khao sat
cho thay, c6 30 phiéu = 100 % tra 10i rit mong muén va mong mudn chinh quyen dia
phuong trong viéc cai thién chat luong phuc vu ngudi dan; khong cé phiéu tra 10i
khong kha mong mudn.

1.5. Mirc d9 hai long chung (tip trung lay két qua tai cAu 8 va ciu 4 dé
danh gia chung)

Két qua cudc khao sat cho thay, phan 16n cong dan rat hai long va hai long dbi
v6i chét luong giai quyét TTHC thu ‘tuc chimg thyc ban sao tu ban chinh gidy to, vin

ban do co quan t6 chirc ¢6 thim quyén cua Viét Nam cap hodc ching nhén thugc linh
vuc chimg thyc tai B phan Tlep nhan va Tra két qua thi tran. Cu thé:

- Rat hai long: 15 phiéu = 50%;

- Hai long: 15 phiéu = 50%;

I11. KET LUAN VA KIEN NGHI
1. Panh gia chung

- Uu diém

Nam 2024, cong tac cai cach hanh chinh da dugc cap uy chinh quyén quan tdm
trién khai thuc hién, voi nhiéu giai phap dong bo, hiéu qua, tao su chuyén bién manh
mé trong hoat dong ctia bd may hanh chinh. Nén hanh chinh di c6 chuyén bién tich
cuc theo huong nén hanh chinh phuc vu, chuyén nghiép, hién dai, nang dong, trach
nhiém, dap ing ngay cang tot hon yéu ciu ctia nguoi dan va xa hoi va phat trién kinh
té - x4 hoi trén dia ban thi trin; gitp co quan hanh chinh nha nudc xdy dung, cung tng
cac dich vu hanh chinh cong c6 chét lugng; dong thoi, cé co s¢ diéu chinh muyc tiéu,
nhiém vy cai cach hanh chinh phu hop, dap Gmg yéu cau, mong doi ctia nguoi dan.

Panh gia téng quat cho thiy, nguoi dan c6 nhu cau giai quyét TTHC thudc 02
linh vye "H9 tich" va "Chung thyc” c6 muc d hai long va rat hai long cao, diéu nay
cho thay d3 c6 nhiing tién bo nhat dinh vé chat luong giai quyét TTHC trén dia ban;
dai da s6 ngudi duoc hoi cho rang co sé vat chat d3 dap ung co ban nhu cau; thai do
va kha ning dap tng ctia CBCC phan 16n 1a tdt; chi phi twong ddi hop 1y; khong co
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hién tuong nhiing nhiéu va nhiéu van dé can khiéu nai; CBCC da c6 thoéi quen xin 161
khi ¢6 ho so gidi quyét tré hen.

- Han ché, khé khin

- Ngudi tra 101 phiéu chua quan tim dén mot s6 ndi dung nhu: tim hiéu thong
tin, thu tuc trude khi thue hién TTHC; viée phén hdi, gép ¥; tim 1y nhan dugc két
qua la xong. Do viy, trong mot s6 truong hop, vige tra 161 phleu qua loa, hoac tra 1oi
chua nhat quan trong mot so truong hop, dan dén mot s0 thong tin, dur ligu co két
qua khong tuong thich, gay rat nhiéu kho khin cho viéc tong hop danh gia.

2. Pé xuit, kién nghi: Khong
Trén day 1a Bao cdo két qua khao sat mac d6 hai long ctia ngudi dan, to chirc sir
dung dich vu cong doi véi su phuc vu cua co quan nha nudc ndm 2024 trén dia ban thi
tran Buat Son./.. ..

Noi nhgn: ~~on 1 CHU TICH
- UBND huyén (b/c); /7-' o 4, \

- TT BU, HDND, UBND (b/c); V&Y

- Cong chtrc chuyén mon; (2| f

- Luu: VT. E

h ';I;é Hoai Nam
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