UBND THANH PHO VONG TAU CONG HOA XA HOI CHU NGHIA VIET NAM

PHONG NOQI VU Poc lap - Tw do - Hanh phiic
S6: 1685/BC-PNV Viing Tau, ngay 29 thang 10 nam 2024
BAO CAO

Két qua khao sat sy hai long ciia ngudi dén, to chire
doi véi sy phuc vu cia co quan hanh chinh nha nwéc trén dia ban
thanh pho Viing Tau nam 2024.

Kinh gui: Uy ban Nhan dan Thanh pho

Thuc hién Quyet dinh sb 4478/Qb-UBND ngay 05/6/2024 cuia UBND
thanh pho Viing Tau vé viéc ban hanh Ké hoach khao sat su hai long cia nguoi
dan dbi voi su phuc vu cua co quan hanh chinh nha nuéc trén dia ban thanh pho
Viing Tau nam 2024;

Qua qua trinh trién khai thuc hién, Phong Né6i vu kinh bao cao UBND
thanh pho két qua khao sat nhu sau:

I. MUC PiCH KHAO SAT

Do luong sy hai long cuia nguoi dan, td chire doi véi su phuc vu cua can
b0, cong chirc va co quan hanh chinh trong thuc hién co ché mot ctra, mot cua
lien thdng, tao diéu kién dé t6 chirc, ca nhan phat huy vai tro giam sat va tham
gia vao cong tac cai cach hanh chinh.

Thong qua két qua gop _y cua nguoi dan va t6 chitc, UBND thanh phd
Viing Tau ndm bét duoc nhu ciu, mong mudn cia t6 chirc, ca nhan dé c6 nhiing
giai phap cai thién chat luong, hi€u qua trong viée giai quyét thi tuc hanh chinh,
d6ng thoi chan chinh, khic phuc nhitng yéu kém ciia cac co quan, don vi.

Nang cao trach nhi¢ém, thai do phuc vu nhan fian cua doi ngu’can bo, cong
chire, déc biét 1a cong chue lam viée tai B phan tiép nhén va tra két qua UBND
thanh pho va UBND cac phuong, xa.

I1. TINH HINH TRIEN KHAI

1. Cin cir trién khai

- Quyét dinh so 9137/Qb-UBND ngay 26 thang 12 nam 2024 cua UBND
thanh pho Ving Tau vé€ viéc ban hanh Ké hoach cai cach hanh chinh nha nuéc
nam 2024 trén dia ban thanh phd Viing Tau.

- Quyét dinh s6 4478/QD-UBND ngay 05/6/2024 cua UBND thanh pho
Viing Tau vé viéc ban hanh Ké hoach khdo sat sy hai long cia nguoi dan doi vaoi

su phuc vu cta co quan hanh chinh nha nuéc trén dia ban thanh phd Viing Tau
nam 2024.
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- Quyét dinh sd 6790/QD-UBND ngay 08/8/2024 cia UBND thanh phd
Viing Tau vé Viéc thanh 1ap T6 khao sat hai 10ng ctia ngudi dan to chirc ddi voi
su phuc vu cta co quan hanh chinh nha nuéc trén dia ban thanh phd Viing Tau
nam 2024.

2. Tinh hinh trién khai

UBND thanh pho da giao cho dong chi Pho Truong phong Noi vu 1am t6
tru’orng T khéo sat, trién khai ké hoach, t6 chtrc tip huan, phan céng nhiém vu
va hudng dan cho cac thanh vién T6 khao sat phuong phap thuc hién nhiém vu.

Trong qua trinh thuc hién, Phong Noi vu ph01 hop véi cac co quan chuyén
mon, UBND cac phuong, Xa trong viéc phat phiéu dleu tra khao sat va thu thap
thdng tin. bon dbc viée khao sat, thu phiéu va nhép sb lidu khao sat; phan tich
s6 lidu va bao cao két qua khao sat.

3. Pdi twong, phwong phap khio st diéu tra:

a) D6i twong khao sat:

Cac to chirc, c4 nhan da duoc giai quyét cac thi tuc hanh chinh trong
Khoang thoi gian tir Ql/01/2024 den 30/9/2024 tai Bo phan ti€p nhan va tra ket
qua UBND thanh ph6 (linh vyc Tu phap, Tai nguyén moi truong, Lao dong —
Thuong binh va Xa hoi) va tai B phéan ti€p nhan va tra két qua UBND 17
phuong, xa.

b) Phwong phap khao sat:

- T6 khdo sét cin ctr danh sach cac té chtrc, c4 nhan da giai guyét thu tuc
hanh chinh tai B phan ti€p nhén va tra két qua UBND thanh ph6 va B phan
tiép nhan va tra két qua UBND 17 phuong, xa dé thuc hién khao sat.

- Cong tac khao sat dugc thuc hién thong qua phuong phap diéu tra xa hoi
hoc bang Phiéu cau hoi. Noi dung phiéu khao sat gdm cac ndi dung cau hoi sau:

Cau 1. Ong/Ba da giai quyét cong viéc va nhdn két qua ¢ co quan nao?

Cau 2. Ong/Ba ¢6 biét hinh thirc ngp ho so va két qua Qidi quyét thii tuc
hanh chinh ma 6ng ba mong muon?

Cau 3. Néu Ong/Ba chura thuc hién ndp ho so qua mang. Xin Ong/Ba vui
long cho biét nguyén nhan vi sao Ong/Ba chuwa sir dung dich vu cong truc
tuyén?

Cau 4. Ong ba thuc hién thanh toan phi/I¢ phi thu tuc hanh chinh qua
dich vu cong truc tuyén co hiéu qua Khdng?

Céau 5. Ong/Bd 6 biét co quan co thuc hién tié}? nhdn hodc tra két qua
TTHC qua hé thong buu chinh cong ich (Buu dién)

9 C‘éu 6. OAn,g/Bd di lai bao nhiéu lan trong qud trinh giai quyét cong viéc
(ké tw lan ddu dén co quan cho dén lan nhan ket qua)?

Cau 7. Cong chirc co gay phién ha, sach nhiéu doi véi Ong/Ba trong qud

trinh gidi quyét cong viéc khong?
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Cau 8. Cong chirc ¢6 goi'y ngp thém tién ngodi phi/lé phi doi véi Ong/Ba
trong qud trinh gidai quyét cong viéc khdng?
Cau 9. Co quan tra két qud cho Ong/Ba cé diing hen khong?

Cau 10. Xin Ong/Ba vui long cho biét mirc do hai long cia Ong/Ba vé
nhitng noi dung sau: Tiép can dich vu, Thu tuc hanh chinh, Coéng chirc giai
quet TTHC, két qua cung ng dich vy hanh chinh cong, tiép nhan, xt 1y cac y
kién gop ¥, phan anh, kién nghi.

Cau 11.,Ong/Ba vui long danh gid chung vé mirc @6 hai long doi véi qua
trinh gidi quyét ho so cua minh?

Cau 12. Pé ndng cao chat rong phuc vu nguoi dan, t6 chirc trong thoi
gian toi, theo Ong/Ba co quan hanh chinh nha nwoc can phai quan tam dén noi
dung nao dudi day?

- Hinh thue khao sat: tiép xuc phong van truc tiép (hodc khao sat qua dién
thoai) cc to chirc, ca nhan da giai quyet thu tuc hanh chinh tai B6 phan tiép
nhan va tra két qua UBND thanh phé (60 phiéu) va tai B phan tiép nhan va tra
ket qua UBND cac phuong, xa (20 phiéu/ don vi).

4. S6 phiéu khao sat:

- Tong s phiéu phat ra thuc té: 400 phiéu.

- Tong s phiéu thu vao: 400 phiéu, dat ty 1& 100%.

Trong do:

- S6 phiéu khé9 sat cac H,nh vuc thuc hjén tai B phgfm tiép nhén va tra két
qua UBND thanh pho: 100 phiéu (linh vuc dat dai: 20 phiéu, Tu phap — H tich:
20 phiéu, LDTBXH: 20 phicu).

- SO phiéu khéo sat tai B phan tiép nhan va tra két qua UBND céc
phuong, xa: 340 phiéu (moi phuong 20 phicu).

III. KET QUA KHAO SAT TAI UBND THANH PHO:

1. V& noi giai quyét va nhan két qua:

Phan 16n, cac ddi tuong dugc khao sat cho biét ho da giai quyét cong viéc
va nhan két qua tai B6 phan tiép nhan va tra két qua (96,67%). Con lai 3,33%
nguodi dan giai quyét cong viéc va nhan két qua tai phong lam viéc cua cong
chirc, vién chuec.

2. Vé hinh thic ndp hd so va két qua gidi quyét TTHC ma ngudi dan
mong mudn:

60% nguoi dan mong mudn duoc nop ho so va tra két qua truc tiép tai BO
phan tiép nhan va tra két qua. 23,33% ngudi dan mong mudn ndp hd so ca 02
hinh thire truc tiép va truc tuyén. Chi c6 16,67% ngudi dan mong mudn ndp hd
so tryc tiép.

3. Nguyén nhan nguoi dan chua sir dung dich vu cong truc tuyén:
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Theo khao sat, d6i voi tidu chi nay hién nay ty 1¢ nguoi dan str dung dich
vu ¢ong truc tuyén cao. Do d6, da sé nguoi dan khong c6 y kién dbi véi tiéu chi
nay, chi c6 1,67% ngudi dan danh gia quy trinh ndp ho so phirc tap, chua biét sir
dung céng nghé thong tin. Chua biét hodc chua hiéu rd quy trinh (10%), mot bo
phan ngudi dan kha ning tiép can va sir dung cong nghé thong tin con han ché
(1,67%), ¥ kién khac (chiém 8,33%).

4. Vé thuc hién thanh toan phi, 1¢ phi thii tuc hanh chinh:

65% nguc‘ri’ dan duoc hoi cho biét thuc hién thanh tpén phi/l¢ phi qua dich
vu cbng truc tuyén hiéu qua. Co 35% nguoi dan cho biet thue hién thanh toan
phi/l¢ phi qua dich vu cong truc tuyén khong hi€u qua.

5. Hinh thirc tiép nhan hoic tra két qua qua hé thong bwu chinh cong
ich (buu dién):

91,67% ngudi dan duoc hoi cd biét UBND thanh phd co thuc hién tiép
nhan hoic tra két qua TTHC qua hé théng buu chinh cong ich (buu dién). Con
lai 3,33% ngudi dan khong biét co quan c6 thyuc hién tiép nhan hodc tra két qua
TTHC qua hé thdng buu chinh cong ich. Diéu nay cho thdy nguoi dan di dan
lam quen v&i hinh thire st dung dich vu cong truc tuyén va nhan két qua qua
buu chinh céng ich. Nguoi dan mong mudn dugc nhan két qua tai nha va thanh
toan tryc tuyén qua hé théng ngan hang nhiéu hon so véi hinh thirc truc tiép
trude day.

6. SO lan di lai d¢ hoan thién ho so:

Tinh trang nguoi dan phai di lai 3 lan (01 1an ndp ho so, 01 lan bo sung ho
s0, 01 1an nhan két qua) chiém ty 1€ thap (chi€ém 5%). Nguyén nhan khi dugc hoi
nguoi dan tra 101 1a do phai bo sung hé so, 28,33% ngudi dan tra 161 la chi can di
01 lan dé hoan thi‘én ho so (cho va nhan két qua ngay), 66,67% nguoi dan tra loi
la di 02 lan (01 lan ndp ho so, 01 lan nhan két qua). Khong co6 nguoi dan nao
phai di1 lai nhiéu hon 3 lan.

~ 7.Vé van deé cdng chirc gy phién ha, sich nhiu trong tiép nhén, giai
quyet TTHC:

Trong sb nhimg nguoi tham gia khao sat, khong co truong hop nao tra loi
cong chirc gay phién ha sach nhicu trong qué trinh ti€p nhan, giai quyét TTHC
(100%).

8. Vé van deé tiéu cure, voi vinh khi cong chire tiép nhan TTHC

Trong s6 nhimg ngudi tham gia khdo sat, khong c6 truong hop nao tra 16
cong chirc doi hoi, voi vinh, dat diéu kién khi nhan ho so TTHC (100%). Két
qua trén cho thay khong con tinh trang nguoi dan phai tra thém khoan tién ngoai
phi, 1€ phi theo quy dinh.

9. Vé thoi gian giai quyét hd so:
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Ngudi dan duge khao sat déu danh gia thoi gian nhan két qué 68,33%
dung ngay hen tra két qua. 31,67% nguoi dan duge nhan két qua som hon hen.
Khéng cé truong hop nguoi dan duge hoi nhan ket qua tré hen.

10. V& mire d hai Iong ciia ngudi dan:
10.1. Mikc d§ hai long vé tiép cin dich vu

Qua két qua khao sat cho théy, trang thiét bi, vat cht tai BO phan tiép
nhan va tra két qua UBND thanh phd da dugc bé tri day du, viée st dung, khai
thac trang thiét bi d3 dat hiéu qua, dap ung tdt viec phuc vu nhan dan. Nhiing
nguoi dugce khdo sat déu danh gid co sO vat chét tai BO phan tiép nhén va tra két
qua rat tot va dam bao dap tng yéu cau, cu thé:

- 98,33% nguoi dan danh gia muire do hai long noi giai quyet cong viéc tai
€O quan sach s&, khang trang, gon gang, trom tat, c6 bién hiéu, bién hudng dan
rd rang, dé thay. Chi co 1,67% nguoi dan danh gia & mic binh thudng, dap ng
yéu cau. Khong c6 nguoi dan danh gia & mic do khong hai long.

- 86,67% nguoi dan danh gia hai long voi noi ngdi chd gidi quyét cong
viéc: Noi ngdi cho giai quyét cong viée tai co quan co du chd ngdi. 13,33%
ngudi dan danh gid & mic binh thudng, du chd ngdi giai quyét cong viée. khong
€0 nguoi dan danh gia & mirc 4o khong hai long.

- 91,67% nguoi dan danh gia hai long véi trang thiét bi phuc vu ngudi
dan, t6 chirc tai co quan day du, tién nghi (quat, but, nude udng, ...). 8,33%
nguoi dan danh gid trang thiét bi tai bo phan mdt ctra & muc d§ binh thuong,
dam bao dap tmg yéu cau, khong co truong hop nguoi dan danh gia & mac do
khéng hai long.

10.2. Mikc d§ hai long vé thii tuc hanh chinh

- Vé mirc d¢ cong khai thii tuc hanh chinh hién nay: Nguoi dan danh
gia viéc cong khai thu tuc hanh chinh hién nay rét tot va twong dbi day du thong
tin dé thyc hién. Didu nay cho thiy, tai UBND thanh phd da kip thoi ra soét va
cap nhat, niém yét cong khai day du cac thi tuc hanh chinh: 91,67% v kién danh
gia muc d hai long vi tha tuc hanh chinh duoc niém yét cong khai day du,
chinh xac, dé tra ctru. 8,33% v kién danh gia & mirc do binh thudng. Khdng co y
kién ndo danh gia muc do khong hai long.

- Vé thanh phan ho so: Tai BO phan tiép nhan va tra két qua thanh phd,
ngudi dan danh gia hai long 95% dbi véi thanh phan ho so phai nop ding theo
quy dinh. 5% ngudi dan danh gia mic d binh thudng ddi véi thanh phan ho so
phai nop ding theo quy dinh. Khdng c6 nguoi dan danh gia ¢ mac d6 khong hai
long.

- Vé mirc phi/l¢ phi nép diing quy dinh: Nguoi dan cho biét khi lién hé
giai quyét thu tuc hanh chinh déu danh gia hai 1ong kha cao dbi v6i muc phi
phai ndp (96,67%). Con lai 1,67% nguoi dan danh gia & mic do binh thuong ddi
v61 muc phi phai ndp. 1,67% ngudi dan danh gid & mirc do khong hai long.
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- Vé thoi han gidi quyét ghi trong gidy hen (tinh tiv ngay. tiép nhan ho
SO den ngay trd ket qud) la dung quy dinh: Nguoi dan nhan xet ve thoi han giai
quyét ghi trong gidy hen (tinh tir ngay tiép nhan hd so dén ngay tra két qua) Ia
dang quy dinh. Trong d6 c6 93,33% ngudi dan danh gid mirc do hai long, 6,67%
ngudi dan danh gia mirc d6 binh thuong. Khéng cé nguoi dan danh gia ¢ mirc
d6 khéng hai long.

10.3. Mikc d§ hai long vé cong chirc nhin va tri két qua:

- Thdi dp ciia cong chive Bé phin tiép nhdn va trd két qua khi giao tiép:
Qua khao sat, phan 16n nguoi dan cho rang cong chic c6 thai do nhiét tinh trong
cong viéc, thai do chuan muc. 91,67% nguoi dan hai 1ong voi thai do giao tiép
ctia cong chirc. 8,33% ngudi dan danh gia cong chic giao tiép ¢ muc do binh
thuong khong c6 trudng hop nao danh gia ¢ mirc do khong hai long dbi vé6i thai
d6 giao tiép cua cong chirc.

- Vé céng chirc chi ¥ ling nghe va gidi thich ddy di y kién ciia nQuoi
din/dai dién t6 chivc va gidi ddp: 93,33% nguoi dan danh gia hai long, 6,67%
ngudi dan danh gia mirc d6 binh thuong. Khéng cé nguoi dan danh gia & mirc
do khong hai long.

- Vé Céng chirc hwong dén ké khai ho so tin tinh, chu ddio, dé hiéu:
93,33% nguoi dan danh gia hai long, 6,67% nguoil dan danh gid mirc do binh
thuong. Khong co trudong hop nguoi dan danh gia & mic dd khong hai 1ong.

- Vé Céng chikc tudn thii diing thoi gian lam viée: 98,33% ngudi dan
danh gia hai long, 1,67% ngudi dan danh gia mirc d§ binh thuong. Khong co
nguoi dan danh gia 0 mirc do khong hai long. Diéu nay cho thay, cong chuc tai
B0 phan tiép nhan va tra két qua tuan thu dung gio giac lam viéc.

10.4. Mikc d§ hai long vé két qua cung ieng dich vu hanh chinh cong:

- Két qua ma Ong/Ba nhgn dwoc & diing quy dinh (Két qua c6 thé la
dwoc cdp gidy to hodc bi tiv choi cip gidy t0): 98,33% nguoi dan danh gia hai
long, chi c¢6 1,67% nguoi dan danh gia mirc dd binh thuong. Khdng c6 nguoi
dan danh gia ¢ muc do khong hai long.

- Két qud ma Ong/Ba nhin dwoc c6 théng tin ddy di, chinh xdc:
91,67% nguoi dan danh gia hai long, 8,33% nguoi dan danh gia mac do binh
thuong. Khéng co nguoi dan danh gia ¢ mue d khong hai long. Piéu nay cho
thay, cong chuc tiép nhan va tra két qua da giai quyét TTHC dap ung sy mong
doi cua nguoi dan.

- Sw hai long ciia Ong/Ba déi véi két qua cuéi cang: 91,67% ¥ kién
nguoi dan danh gid hai long, chi c6 8,33% ngudi dan danh gid muac dd binh
thuong. Khong c6 ngudi dan danh gia & mic d6 khong hai 1ong. Diéu nay cho
thiy nguoi dan da rat hai 10ng d6i v6i két qua giai quyét thu tuc hanh chinh tai
Bo6 phan tiép nhan va tra két qua.
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105 Mic dp hai long vé tiép nhégn xir Iy cdc y kién gop ¥, phén dnh,
kién nghi:

Chi ¢6 16,67 y kién hai long véi viéc co quan b tri hinh thirc tiép nhan

gop ¥, phan anh, kién nghi ctia ngudi dan, to chite. 6,67% c6 ¥ kién binh thudng.

Khong co ¥ kién khong hai 10ng. Con lai ngudi dan khong o v kién ddi véi tiéu
chi nay.

11. Panh gia chung vé mirc d§ hai 1ong ddi véi quéa trinh giai quyét ho
S0’

85% ngudi dan rat hai long dbi voi qué trinh giai quyét hd so. 10% nguoi
dan danh gia hai long, 5% nguoi dan danh gia binh thuong véi qua trinh giai
quyét ho so (chu yeu linh vyc dat dai), khdng cé nguoi dan danh gia khong hai
long.

12. Y kién ciia nguwoi dan vé viéc lwa chon cac giai phap dé ning cao
chat lwgng phuc vu ngudi dan, to chirc:

Nguoi dan Iwa chon nhiéu giai phap dé ning cao chat luong phuc vu
ngudi dan, t6 chuc, tuy nhién giai phap duoc lya chon nhiéu nhat 1a mé rong cac
hinh thirc thong tin dé nguoi dan dé dang tiép can vé co quan va thu tuc hanh
chinh can giai quyet (65%), tlep theo la tlep tuc don gian hdéa TTHC (63,33%),
cai thién hé thong co sO vat chét, trang thlet bi phuc vu nguoi dan tai noi lam thu
tuc (56,67%), rit ngan thoi gian giai quyét TTHC (40%).

Giai phap ning cao chit lwong giai quyé:t tha tuc hanh chinh %
tai UBND thanh pho

1. M6 rong céc hinh thirc thong tin dé nguoi dan dé dang tiép can

3 o . A A 65,00
vé co quan va thu tuc hanh chinh can giai quyét.
2. Cai thién h¢ thong co s¢ vat chat, trang thiét bi phuc vu nguoi 56.67
dan tai noi lam thu tuc hanh chinh. ’
3. Tiép tuc don gian hoa thu tuc hanh chinh. 63,33
4. Tang cudng niém yét cong khai, minh bach thu tuc hanh chinh. 15.00
5. Tiang cudng tmg dung cong nghé thong tin trong giai quyét thi

. . 10,00

tuc hanh chinh.
6. Cai thién thai do giao ti€p cua cong chirc. 167
7. Cai thién tinh than phuc vu cua cong chic. 333
8. Nang cao nang luc giai quyét cong viée cta cong chirc. 16.67
9. Rut ngan thoi gian giai quyét thu tuc hanh chinh. 40.00
10. Giam phi/lé phi giai quyét thu tuc hanh chinh. 40.00
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dan.

Giai phap niang cao chit lwong giai quyét tha tuc hanh chinh %
tai UBND thanh pho
11. Tiép nhan, giai quyét tot cac phan anh, kién nghi cua nguoi 1167

IV. KET QUA KHAO SAT TAI UBND CAC PHUONG, XA

1. V& noi giai quyét va nhan két qua:

Phan 16n, 100% cac di twong dugc khao sat cho biét ho da giai quyét
cong viéc va nhan két qua tai B6 phan tiép nhan va tra két qua (UBND Phuong
1,2, 4,8, 11, 12, Thing Nhat, Thang Tam, xa Long Son). 40% nguoi dan giai
quyét cong viéc va nhan két qua tai phong 1am viéc cua cong chic (UBND
Phuong 7). 10% ngudi dan giai quyét cong viée tai Phong lam viéc ciia cong

chire, vién chitc (UBND Phuong 9, 10, Nguyén An Ninh).
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2. Vé hinh thic ndp hd so va két qua giai quyét TTHC ma nguoi dan

mong muon:




85% nguoi dan Phuong 7, 80% nguoi dan Phuong 10 dugc hoi mong
mudn dugc ndp hd so va két qua giai quyét TTHC theo hinh thuc truc tiép tai

B phan tiép nhan va tra két qua.

90% nguoi dan Xa Long Son va 65% nguoi dan Phuong 11 dugc hoi

mong mudn ndp hd so va két qua giai quyét TTHC theo hinh thic: Tryuc tuyén.

90% nguoi dan Phuong 4 duge hoi mong mudn ndp va nhan két qua hd so

TTHC c4 02 hinh thirc truc tiép va truc tuyén.

Ong/Ba cho
biét hinh thirc
nop ho so va

két qua giai
quyét thu tuc
hanh chinh ma
ong ba mong

mudn?

P
1

P
2

P
3

P
4

P
)

P
7

P8

P
9

P1
0

P
11

P
12

JeUN SugyL,

YN suey[,
we] sugy]

en( yoey

JUIN Uy U9AnsN

uwog suo|

1. Theo hinh
thic truc tiép
(tat B0 phan
tiép nhan va tra
két qua)

40

35

15

85

15

65

80

35

20

15

10

15

65

35

10

2. Theo hinh
thire truc tuyén
(qua  mang
internet)

35

55

75

10

15

10

65

20

65

35

65

15

30

90

3. Ca 02 hinh
thire: Tryc tiép
va truc tuyén.

60

60

10

90

10

85

20

10

60

20

55

20

20

35

3. Nguyén nhan nguoi dan chua sir dung dich vu cong truc tuyén:

, Muc do quan tam, su dung dig:h vu cOng truc tuyén con chua cao. Chua
bict hoac chua hiéu 16 quy trinh chiém ty 1€ 16n (85% tai Phuong 7), quy trinh
ndp ho so phtrc tap (40% Phuong 10) va mot s6 it ngudi dan danh gia kha nang

st dung thiét bi CNTT, TTHC kho tra ctru, so that lac hd so...
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Néu Ong/Ba P1 | P2 | P3 P5 | P7 PO| P | P | P12
chua thuc hién
ndp hd so truc

tuyén qua mang.

Xin Ong/Ba vui

1ong cho biét
nguyén nhan vi
sao Ong/Ba
chua st dung
dich vu cong
tryc tuyén:

NG|
oo T

yeyN Sugy],
YN bueyr
we ], ugyy,
enq yoey

YuIN uy uAngN

wosS suog

[] Chua biét
hodc chwahiéu |10 | 0 | 25 |0 |10 | 85 |0 |25|10(|15| 5 |5 |10 |10 |15 | 5

rd quy trinh

[ Kha nang sur
dung thiét bi 5|0 /20/0| 0| 0|0|5]10/10| 5 | 5] 013|510
CNTT

[J TTHC muc
do 3, mirc do 4
kho tra ctru, kho
str dung

[1 So that lac ho
so khi giri qua
mang, mét an
toan thong tin

20 0 |10 (0| O 0 |0|10(20] 5 5 |50 (10|10 | 25 | 10

10

1 Quy trinh ndp

hd so phtc tap 15| 0 0 (0| O 0 |0|25(40|10| O 0 |30 |30 | 10| 20

Y kién

4. Thyc hién thanh toan phi/l¢ phi thu tuc hanh chinh qua dich vu
cong truc tuyen:

Ong/Bé thuc hién P1| P2 | P3| P4 | P5| P7 P8 | P9 | P10 | P11 | P12
thanh toan phi/Ié phi
thu tuc hanh chinh qua
dich vu cong truc
tuyén c6 hidu qua
khoéng?

JEUN Sugy],
YN Sueyp,
we] Suey]
enq yoey
JuIN

uy ugAn3N

uwos suog

(=}
o
(=}
o

100 | 95

~
o

1. Co6 90 | 100 | 65 | 100 | 95 | 100 | 100 | 95 | 60 | 100 | 90

[N
o
[N
o
o
]
w
o

2. Khong 10] 0 |3 | O 5 0 0 5 | 40 0 10

3. Néu khong, Ong/Ba

vui long cho biet | 1 5 | o | o o 0o lololo o]l olololol]o] o
nguyén

100% nguoi dan cac Phuong: 2, 4, 7, 8, 11 Thang Tam dugc hoi cho rang
da thuc hién thanh toan phi, 1€ phi thu tuc hanh chinh qua dich vu cbng truc
tuyén hiéu qua. Trong khi d6 thip nhat & Phuong 10 chi c6 60% ngudi dan tra
161 thyc hién thanh todn phi, 1€ phi thu tuc hanh chinh qua dich vu cong truc
tuyén hiéu qua.




11

5. Hinh thirc nhan két qua giai quyét ho so:

100% nguoi dan phuong 1, 2, 4, 7, 8, 11, 12, xa Long Son dugc hoi co
biét UBND phuong cd thuc hién tiép nhan hoic tra két qua TTHC qua hé théng
buu chinh cong ich (buu dién). Thap nhat 75% nguol dan Phuong 9 khong biét
UBND phuong c6 thyc hién tiép nhan hoic tra két qua TTHC qua hé thong buu
chinh cong ich (buu di¢n). 5% nguoi dan Phuong Rach Dura, 5% nguoi dan
Phuong 5 va Phuong 9 duge hoi di thue hién ndp hod so qua hé théng buu chinh
cong ich (buu dién) d6i voi TTHC thudc thim quyén co quan duoc khao sat giai
quye€t.

Ong/Ba | P1 | P2 |P3| P4 |P5| P7 | P8 | P9 | P10 | P11 | P12
6 biét co
quan co
thuc hién
tiép nhan
hoac tra
két qua
TTHC
qua hé
thong buu
chinh
cbng ich
(buu dién

yeyN SugyL,
YN Sugy],
we], Sugy],
enq yoey

YuIN uy uAngN

wosS suog

[1Co 100 | 100 | 75| 100 | 80 | 100 | 100 |25 | 75 | 100 | 100 | 95 | 85 | 90 | 85 | 90

100

[0 Khéng | O 0 |25 0 |15] O 0 |75 25| 0 0O | 5]15]10] 0 |10

] Ong/Ba
da thuc
hién ndp
hd so qua
hé thong
buu chinh
cong ich
(Buu
dién) ddi
voi 0 0|00 |50 0 | 5] 0 0 0 0| 0|]0|15|0
TTHC
thudc
thim
quyén co
quan
duoc
khao sat
giai
quyét.

6. SO lan di lai dé hoan thién hd so:

100% nguoi dan xa Long Son, 90% nguoi dan Phuong 1, 11, Thang Nhat
chi di lai 01 lan dé nhan két qua.
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Khang con tinh trang nguoi dan phai di lai nhiéu hon tir 3 1an trg 1én, 10%
nguoi dan Phuong Thang nhi phai di lai 03 1an (01 1an ndp ho so, 01 1an bo sung
ho so, 01 lan nhan két qua):

Ong/Ba |P1|P2|P3|P4|P5|P7|P8|P9|P10|P11|P12
di lai bao
nhiéu lan
trong qué
trinh giai
quyét
cong viéc
(ké tir 1an
dau dén
CO quan
cho dén
14n nhan
két qua)?

JEUN SueyL
YN Suey],
we ], Sugy[,
enq yoey
uwog suog

YuIN uy upAngN

(701 lan
(cho nhan
két qua
ngay)

90 |45 | 55|95 |70 65|50 |75| 65 | 90 | 85 | 90 | 75| 30 | 65 | 80 | 100

[J 02 lan
(01 lan
nop hod
50, 01 lan
nhan két
qua).

1055|455 |25|35|50(20| 35|10 | 15 |10|20 |70 |25|15| O

(103 lan
(01 lan
nop ho
s0, 01 lan
b sung
hd so, 01
1an nhan
két qua)

[J Nhiéu
hon 03
Ién(xinOOOOOOOOOOOOOOOOO
ghicu
thé):

7. Vé van dé cong chirc gy phién ha, sach nhiéu trong tiép nhan, giai
quyéet TTHC:
Trong 5O nhitng nguoi tham gia khao sat, khong cd truong hop cong chire
gdy phién ha sach nhiéu trong qua trinh ti€p nhan, giai quyét TTHC.

Cong chuccogay | P1 | P2 | P3| P4 | P5|P7 P8 P9 PLIPLIPll 5|5 |8|®mEZ
phiéNn hé’, sach 0|12 |58 |5 & -g > u
_ nhidu déi véi R R (R | [ >
Ong/Ba‘tr.ong qua Z g =g »
trinh giai quyét o= | B =
cong viéc khong?

wosS suo|




1. Khong

2.Co

Neéu co, xin

Ong/Ba néu cu

thé:

8. V& van dé tiéu cure, voi vinh khi cong chirc tiép nhan TTHC

Trong sb nhitng ngudi tham gia khao sat, khong ¢ truong hop nao tra 10
cong chirc doi hoi, voi vinh, dat diéu kién khi nhan hd so TTHC (100%). Két
qua trén cho thiy khong con tinh trang ngudi dan phai tra thém khoan tién ngoai
phi, 1€ phi quy dinh.

Cong
churc
c6 goi
y nop
thém
tién
ngoai
phi/lé
phi ddi
voi
Ong/Ba
trong
quéa
trinh
gidi
quyét
cbng
viéc

khéng?

P1

P2

P3

P4

P5

P7

P8

P9

P10

P11

P12

JEUN Sueyl,

YN SueyL

weJ, Suey],

enq yoey

YuIN uy ugAngN

uos§ suo|

Khéng

100

100

100

100

100

100

100

100

100

100

100

100

100

100

100

100

100

[1Cé

Néu co,
Xin
Ong/Ba
néu cu
thé:

9. Vé thoi gian giai quyét hd so:

- 95% nguot dan dugce khao sat tai Phuong 4 danh gia thoi gian nhan két
qua sém hen tra két qua.

- 100% ngudi dan Phudng 8 danh gia thoi gian nhan két qua dung hen tra
két qua.

- Khéng c6 truong hop ndo dugc hoi danh gia thoi gian nhan két qua tré
hon so v&i ngay hen trd két qua.
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Coquan |PL[P2[P3[P4[P5[P7[ P8 [PO[PLO[PIL[PI2| 5[ |s][mtz]
tra két S| S|SB [€ |8
N = = = = < [0)=]
Ong/Ba z|z|2 8|28
c6 ding 2 7| B =
hen
khéng?

Eef‘mg 85|65|65|5 |75|75|100| 75| 95 | 45 | 70 | 85|80 | 70 | 80 | 40 | 95

Som | o) ae 35 95| 25| 25| 0 [25| 5 | 55 | 30 | 15| 20|30 | 20|60 | 5

hon hen

OTrehen | g o lo|lo|o|o0o|lo]|olo|]o|o0o|o|lo|lo|lo|lo]|oO

10. Vé mirc d§ hai 1ong ciia nguwoi dan:

10.1. Mikc d¢ hai long vé tiép cin dich vu

Qua két qua khao sat cho théy, trang thiét bi, vat chat tai Bo phan tiép

nhan va tra két qua da duoc b tri déy du, viéc str dung, khai thac trang thiét bi
da dat hiéu qua, dap ung tbt viée phuc vu nhan dan. Nhitng ngudi dugc khao sat
déu danh gia co sd vat chat tai Bo phan tiép nhan va tra két qua rat tot va dam
bao dap Gmg yéu cau, cu thé:

- 100% nguoi dan cac Phuong: 1, 2, 4, 7, 8, 9, 10, 11, 12, Théng Tam,

Rach Dira, Nguyén An Ninh va x Long Son danh gia mutc d hai 1ong noi giai
quyét cong viée tai co quan sach s&, khang trang, gon gang, twom tat, co bién
hiéu, bién hudng din rd rang, dé thay, 35% ngudi dan Phudng 5, 15% nguoi dan
Phuong Thiang Nhat, 5% nguoi dan Phuong 3 va Phuong Thiang Nhi danh gia &
muc hai long. Khong c6 nguoi dan nao danh gia & mirc d¢ khong hai long.
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Noi P1L | P2 (P3| P4 |P5|P7 | P8 | P9 |PI10|P11|P12| = | =~ - o] = =
giai B | B | B | B | B | S
A = = = = < (1)c]
quyet gQ | 0Q o o el O
cong zlz/ 7 F|3|%
viée 27| B >
tai co <
< >
quan =
sach
s€,
khang
trang,
gon
gang,
twom
tat, co
bién
hiéu,
bién
hudéng
dan rd
rang,
dé
thdy
Ignglal 100 | 100 | 95 | 100 | 65 | 100 | 100 | 100 | 100 | 100 | 100 | 85 | 95 | 100 | 100 | 100 | 100
O
Binh 0 0 5 0 |35 O 0 0 0 0 0 |15 5 0 0 0 0
thuong
[l
r'farzongooooooooooooooooo
long
- 100% ngudi dan Phuong 1, 2, 4, 8, 9, 10, 12, Thang Tam, Rach Dura,
Nguyen An Ninh, xa Long Son danh gid hai long véi noi ng01 cho glal quyet
cong viée: Noi ngdi cho giai quyét cong viée tai co quan c6 du chd ngdi, 40%
nguoi dan Phuong 5 va 15% nguoi dan Phuong 7, Thang Nhat danh gia ¢ mirc
do6 binh thuong, khong c6 nguoi dan danh gia & mic dé khong hai long.
Noi P1L | P2 |P3| P4 |P5|P7| P8 | P9 |P10|P11|P12| = | =~ - = Z -
ngdi B | Be| Bo| B | B | S
cho & |4 | o ; E” U;:
gidi Z|Z| 5| 58| »| 3
quyét 27| B =
cong %
viéc =
tai co
quan
co du
chd
ngdi
[JHai | 100 | 100 | 95 | 100 | 60 | 85| 100 | 100 | 100 | 90 | 100 | 85 | 95 | 100 | 100 | 100 | 100
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long
[l

Binh 0 O | 5] 0 [40]15 0 0 10 15| 5 0 0 0 0

thuong

O

r'fgongoooooo oo ]o ojlo|lo|o|o0]|oO

long

- 100% nguoi dan cac Phuong: 1, 2,4, 8,9, 10, 12, Théng Tam, Long Son
danh gia hai long v6i trang thi€t bi phuc vu ngudi dan, to chirc tai co quan day
dua, tién nghi (quat, viét, nudc uong, ...), khong c6 nguoi dan nao danh gia &
muc do khong hai long.

Trang thiétbi | PL | P2 [P3[P4|[P [P |P|PI|[PL[PL [Pl s |5 | = |m |z | =

phuc vu nguoi 51718 0| 1|2 |8|B| B '§_ 2| S

dan, t0 chuec tai 5o |oe i - o U;J

A =
co quan day Z\Z| 28> 8
du, tién nghi ol =i =
(quat, viét,
nudc uong, ...
Jralong 110 g (108 8| ¢ 100 (1089, 9|90
0 0j0]O0 0 00 0]5]0 5150

[J Binh 2|2 1)1

thuong 005000000100500550

I\DKhongha'ooooooooooooooooo
ong

10.2. Mikc d§ hai long vé thii tuc hanh chinh

- Vé mikc d¢ cong khai thu tuc hanh chinh hién nay: 100% nguoi dan
cac Phuong: 1, 2, 4, 8, 10, 11, 12, Thang Tam, Xd Long Son rat hai 1ong va danh
gi4 viéc cong khai tha tuc hanh chinh hién nay rat tot va tuong doi day du thong
tin dé thyc hién, 25% nguoi dan Phuong 5 ¢6 y kién danh gia mirc do binh
thuong doi vai viée niém yét cong khai TTHC cua Phuong.

Thatuc | P1 | P2 |P3| P4 |P5|P7| P8 |P9| P10 | P11 | P12 | = | = - || 2 -
hanh S| E| E|B|E| 3
chinh ® (R | B | o En o
duge Z|Z| & 8| |8
niém 217 = ;

}Zét 5
cong =
khai

day du,
chinh
xac, de
tra cuu

Igﬂ'g_lal 100 | 100 {90 | 100 | 75|90 | 100 | 95 | 100 | 100 | 100 | 90 | 95 | 100 | 85 | 95 | 100
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UBinh g g t10] 0 2510l 0 5] 0ol oo lw|5] 01550
thuong

0

Khong | 0 | 0 |o| o |oflo| o o] o o lolololololo
hai long

- Vé thanh phdn hé so: 100% ngudi dan Phuong: 1, 2, 4, 8, 9, 10, 11, 12,

Thang Tam, Long Son rat hai long ddi véi thanh phan ho so phai ndp ding theo

quy dinh. Khong c6 truong hop nao khong hai long.

Thé}nh PL| P2 |P3|P4 |P5|P7|P8| P9 |PIO|PI1|PI12 | 5 | = | = | |2 | ™=
phan S | Bo| BEo 'g e S
b so £E&|5% %
ma zlz 7 F|5|%
Ong/Ba 27| B ;
phai E
ndp la =
ding
quy
dinh
|§ng|al 100 | 100 | 90 | 100 | 85 | 90 | 100 | 100 | 100 | 100 | 100 | 90 | 95 | 100 | 90 | 95 | 100
0
Binh 0 0 |10 0 |15]10] O 0 0 0 0 [10] 5 0 |10] 5 0
thuong
0
r'](;;o”gooooooooooooooooo
long
- Vé mirc phi/l¢ phi ngp ding quy dinh: 100% nguoi dan cac Phuong:1,

2, 4,8, 11, 12, Thang Tam, x4 Long Son rat hai l1ong va danh gia d6i véi muc

phi phai ndp 1a ding quy dinh. Chi c6 20% nguoi dan Phuong Rach Dua danh

gid & muc do binh thuong, khong co6 truong hop nao ngudi dan danh gia & muc

do khong hai long vé murc phi/l€ phi nop ding quy dinh
Miuc PL| P2 |P3| P4 |PS|P7| P8 | P9 |PIO|PI1 P12 | 5 | =5 | = | = | 2| =
phi/ 18 B | Be| Bo S| E S
phi ma ® & | R |Z| | @
Ong/Ba Z 12| 5| 5|2
phai 27 B 3
ndp la %
ding =
quy
dinh
|§n|§;al 100 [ 100 | 90 | 100 | 95 | 85 | 100 | 100 | 90 | 100 | 100 | 90 | 95 | 100 | 80 | 100 | 100
U
Binh 0 0 |10 0 |5 |15] O 0 | 10 0 0 |[10] 5 0 20| O 0
thuong
0
Khdng 0 0 0 01 0]O0 0 0 0 0 0 010 0 0 0 0
hai
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[long | |

- Vé thoi han gidi quyét ghi trong gidy hen (tinh tir ngay tiép nhén hé
so dén ngay trd két qua) la ding quy dinh: 100% ngudi dan cac Phuong: 1, 2,
4,5, 8, 12, Thang Tam, Nguyén An Ninh, Long Son danh gia thoi han giai quyét
ghi trong gidy hen (tinh tir ngdy tiép nhan hd so dén ngay tra két qua) 1a ding
quy dinh, khdng c6 nguoi dan nao danh gia & mirc d6 khong hai long.

Thot | P1 | P2 |P3| P4 | P5
han
giai
quyét
ghi
trong
gidy
hen
(tinh
tur
ngay
tiép
nhan
hé so
dén
ngay
tra két
qua) la
ding
quy
dinh

P7

P8

P9

P10

P11

P12

JeyN Suey |

YL

j-1¢}

YN Su

we ], ugy],

enq yoey

YUIN UV uAngN

uos 3uo]

0 Hai

I 100 | 100 | 90 | 100 | 100
ong

95

100

95

95

100

90

90

100

90

100

100

U
Binh 0 0 |10] O 0

thuong

10

10

10

U
Khdng
hai
long

10.3. Mikc d¢ hai long vé cong chirc nhin va trd két qua:

- Thai dj ciia cong chirc By phin tiép nhin va tra két qud khi giao tiép:
100% nguoi dan cic Phuong: 1, 2, 4, 8, 9, 10, 11, 12, Nguyén An Ninh, Long

Son cho rang cong churc c6 thai dd nhiét tinh trong cong vige, thai d§ chuan
muc, khong c¢6 nguoi dan nao danh gia & muc do khong hai long doi véi thai do

giao tiép cua cong chuc.
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Cong
churc
co thai
do
giao
tiép
lich sy

P1

P2

P3

P4

P5

P7

P8

P9

P10

P11

P12

JeyN SugyL

YN Suey,

we], Suey

enq yoey

quTIN
uy u9AngN

wosS suog

[ Hai
long

100

100

95

100

95

95

100

100

100

100

100

95

90

100

100

O
Binh
thuong

10

U
Khéng
hai
long

- Vé cong chirc chii ¥ ling nghe va gidi thich ddy di y kién ciia ngwoi

ddn/dai dién ~t(§ chure va gidai dap: 100% ngudi dan cac Phuong: 2, 4, 8, 9, 10,
11, 12, Nguyén An Ninh, xd Long Son danh gié hai long, khong c6 truong hop

nguoi dan danh gid & mac do khong hai long.

Cong
chtrc
chay
ling
nghe
va giai
thich
day du
y kién
cua
nguoi
dan/dai
dién t6
chuc
va giai
dap

P1

P2

P3

P4

P5

P7

P8

P9

P10

P11

P12

JEUN SueyL

YN Suey],

we |, ugy],

enq yoey

YuIN uy upAngN

wog suo|

[ Hai
long

90

100

95

100

95

95

100

100

100

100

100

95

95

95

85

100

100

U
Binh
thuong

10

15

U
Khéng
hai
long

-~
A

- Vé Cong chirc huwéng din ké khai hé so tin tinh, chu ddo, dé hiéu:

100% nguoi dan cac Phuong: 1, 2, 4, 8, 9, 10, 11, 12, I\Iguyén An Ninh, xa Long
Son danh gia hai long va nhan xét cong chirc hudng dan ké khai ho so tan tinh,
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chu d4o, d& hiéu, khdng c6 trudng hop niao ngudi dan danh gia & mirc do khong

hai long
Cong | P1 | P2 |P3| P4 |P5|P7| P8 | P9 |PIO|P11|P12 | 5 | = | = | = 2 -
chirc S| Be | B | B | B S
, = = = =3 < oQ
huéng @R R | g | S| @
din ke zlz (7|85 8
khai = 7| B -
ho so %
tan =
tinh,
chu
dég,
az
hiéu
IgngHal 100 | 100 | 95 | 100 | 85 | 90 | 100 | 100 | 100 | 100 | 100 | 95 | 95 | 95 | 95 | 100 | 100
Il
Binh 0 0O |50 |15|/10| O 0 0 0 0 5| 5|5 |5 0 0
thuong
il
:f;ongooooooooooooooooo
long
- Vé Céng chirc tudn thii ding thoi gian lam vige: 100% nguoi dan
phuong 1, 2, 4,5, 8, 9, 10, 11, 12, x& Long Son danh gia hai long va nhan xét
cong chirc tuan thu ding thoi gian lam viée. Di€u nay cho thay, cong chirc tai
Bo phéan ti€ép nhan va tra két qua tuan thu dang thoi gian lam vi¢e. Khong co
nguoi dan nao danh gia & mirc d6 khong hai long.
Cong | P1 | P2 |P3| P4 |P5|P7| P8 | P9 |PIO|PI1|P12 | 5 | s | = |®m |2 | =
chirc Bc | Bo | Be 'EE_ e S
tuan & | 4e | de - E" ";)
thi Z|Z |5 |8 || 8
ding =7 | B =
thoi =
gian =
lam
viéc
|§nglal 100 { 100 | 90 | 100 | 95 | 90 | 100 | 100 { 100 | 100 {100 | 95 | 95 | 95 | 95 | 95 | 100
W
Binh 0 0 |10]| O 5110 0 0 0 0 0 51555 ]5 0
thuong
W
:g;ongooooooooooooooooo
long

10.4. Mikc d§ hai long vé két qua cung ieng dich vu hanh chinh cong:
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- Ket qud ma Ong/Ba nhgn dwgc la ding quy dinh (Két qud c6 thé la
duoc cap gidy to hodc bi tir chéi cdp gidy t0): Pa sd ngu’m dan cac Phuong déu
danh gia 100% hai long. Khong c¢6 nguoi dan nao danh gia & mac d khong hai
long.

Két qua
ma
Ong/Ba
nhan
duoc la
dang
quy
dinh
(Két
qua co
thé 1a
duoc
cap
gidy to
hodac bi
tir chbi
cap
gidy t)

P1

P2

P3

P4

P5
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- Két qua ma Ong/Ba nhin dwoc c¢6 thong tin ddy dii, chinh xdc: Pa sb
nguoi dan cac Phuong déu danh gia 100% hai long, riéng Phuong Rach Dira,
nguoi dan danh gia 85% hai long. Khong c¢6 nguoi dan nao danh gia & mic do
khéng hai long.

Két
qua ma
Ong/Ba

nhan
duoc
co
théng
tin day
du,
chinh
Xac

P1

P2

P3

P4

P5

P7

P8

P9

P10

P11

P12

JEUN Sueyy,

YN Sugy],

we ], Sugyy,

enq yoey

YuIN uy upAnsN

uog§ suo|

[ Hai
long

100

100

90

100

80

90

100

100

100

95

100

95

95

100

85

100

100

0

10

20

10

15




22

Binh
thuong
[l
mongooooooooooooooooo
long
- Sw hai long ciia Ong/Ba déi véi két qud cudi ciing:
100% ngudi dan cac Phuong: 2, 4, 8, 10, 12, Thang Nhat, Thing Nhi,
Thang Tam, Nguyen An Ninh, xa Long Son danh gia hai 1ong va nhén dugc ket
qua giai quyet TTHC day du, chlnh xéc. Piéu ndy cho thiy, cong chtc tiép nhan
va giai quyét TTHC da giai quyét TTHC dép tGmg su mong doi ctia ngudi dan.
Khong c6 nguoi dan nao danh gid & mirc do khong hai long.
Swhai |[P1| P2 |[P3| P4 |P5|P7 | P8 |POIPIO|P11|P12 | 5| =5 | =5 |® | 2 | =
long 5| B«| B« |B | B | S
, s | 5| 5|5 | < |®m
. cua . ] )] o = gﬂ W
Ong/Ba Z| Z| 3|5 | » | 8
ddi voi ol 3
két qua =
cudi =
cung
I(Engal 95 100 |90 | 100 | 90 | 80 | 100 | 95 | 100 | 95 | 100 | 100 | 100 | 100 | 85 | 100 | 100
U
Binh 5| 0 |10} O 10|20 O | 5 0 5 0 0 0 0 |15 0 0
thuong
0
L(;;O”gooooooooooooooooo
long
 10.5. Mikc dj hai long vé tiép nhin xit Iy cdc y kién gop ¥, phin dnh,
kién nghi:

- Vé co quan cé bé tri hinh thivc tiép nhin gdp ¥, phéin dnh, kién nghi
ciia ngwoi dan, té chirc: Mot sb truong hop nguoi dan khong co ¥ kién doi véi
tiéu chi ndy. Tuy nhién, da s6 ngudi dan tra 151 déu hai 10ng va nhan xét co quan
c6 bd tri hinh thirc tiép nhan gdp ¥, phan anh, kién nghi ctia nguoi dan, t6 chuc.
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Co
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- Vé vigc nguoi dan dé dang thue hign gop y, phéin dnh, kién nghi: Mot
s6 truong hop nguoi dan khong co y kién dbi véi tiéu chi nay. Tuy nhién, d6i
véi mot s6 truong hop ngudi din co gop ¥ tra 10i déu hai long va nhan xét dé
dang thuc hién gop ¥, phan anh, kién nghi, Khdng c6 truong hop nao ngudi dan
khdng hai long.
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- Vé viéc co quan tiép nhin va xir Iy tich cwe cdc gop ¥, phan dnh, kién
nghi ciia ngwoi din: 100% nguoi dan cac Phuong: 2 va Phuong 8 trong qua
trinh giai quyét ho so khong co kién nghi gi. Tai cac Phuong con lai da s6 nguoi
dan déu hai 10ng va nhan xét co quan tiép nhan va xtr 1y tich cuc cac gop ¥, phan
anh, kién nghi ciia ngudi dén, khong c6 truong hop nao khong hai long. Mot so
truong hop nguoi dan khong cé v kién.

Co P1L|P2|P3|P4|P5|P7|P8| P9 | P10 | P11 | P12
quan
tiép
nhan
va xXu
ly tich
cuc cac
gop Y,
phan
anh,
kién
nghi
cua
Ong/Ba

JeUN SueyL
YN SugyL
we ], Sugy],
enq yoey

YuIN uy upAngN

wosS suo|
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thudong

|
Khéng
hai
long

- Vé viéc Co quan thong bdo kip thoi két qua xiv ly cdc y kién gép ,
phan dnh, kién nghi cho ngwoi déan: Phuong 2 va Phuong 8 trong qua trinh giai
quyét ho so khong c6 kién nghi gi. Tai cac Phuong con lai da s6 nguoi dan déu
hai 10ng va nhan xét co quan thong béo kip thdi két qua xu Iy cac ¥ kién gop ¥,
phan anh, kién nghi cho ngudi dan. Khong cé trudng hop nao nguoi dan khong
hai 10ng. Mot s6 truong hop ngudi dan khong co ¥ kién.
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Co P1|P2 | P3|P4|P5| P7|P8| P9 |P10| P11 | P12

guan
thong
bao kip
thoi két
qua xu
ly cacy
kién
gopy,
phan
anh,
kién
nghi
cho
Ong/Ba
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11. Panh gia chung vé mirc dd hai long ddi voi qua trinh giai quyét ho
S0’

- Pa s6 déu danh gia hai long va rat hai 10ng d6i v6i qua trinh giai quyét
ho so.

- 5% nguoi dan Phuong 3, 7, 11 danh gia mtc d6 binh thuong doi véi qua
trinh gidi quyét ho so.

- Khong c6 truong hop nguot dan nao khong hai long va cling khong co
truong hop nao rat khong hai long do1 véi qua trinh gidi quyét ho so.

Ong/Ba | P1|P2|P3|P4|P5|P7| P8 |P9|P10| P11 | P12
vui long Sc
danh
gia
chung
vé mirc
do hai
long d6i
Vo1 qué
trinh
giai
quyét
hd so
cua
minh?

urL
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YeyN Su
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uwog suo|
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12. Y kién cia ngudi dan veé viée lwa chon cac giai phap dé nang cao

chit hrong phuc vu ngudi din, t6 chirc:

Nguoi dan lwa chon nhiéu giai phap dé ning cao chat lugng phuc vu
nguoi déan, t6 chirc, tuy nhién giai phap dugc lya chon nhleu nhat 12 tiép tuc don
gian hoa thu tyc hanh chinh, rat ngan thoi gian giai quyet thu tuc hanh chinh, m¢
rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can vé co quan va thu tuc
hanh chinh.
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3. Tiép tuc
don gian hda
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V. PANH GIA CHUNG
1. V& quy trinh khao sat:
a. Uu diém:

- Khao sat ¥ kién, su hai 10ng ctia nguoi dan duoc xem 1a cach thire thuc
hién khach quan va thuc chat dé danh giad duogc chat luong giai quyét cac thu tuc
hanh chinh cta cac co quan nha nude va nam bat nhu cau, sy ky vong ctia nguoi
dan do6i voi chinh quyén thanh pho va phuong, xa.

- Puoc sy quan tam chi dao cua lanh dao thanh phé, su nd luc cb g:fmg
cua cac thanh vién T6 khao sat trong viéc hudng dan, thu thap phicu khao sat, su
phoi hop c6 hiéu qua cua cac to chirc, ca nhan dugc lya chon tham gia khao sat.

b. Ton tqi:

- Nhan thirc vé trach nhiém cung cap thdng tin ciia mot sé ngudi dan
trong viéc lay y kién chua cao dan dén c6 nhiéu phieu tra 161 chua nhat quan.
Mot so chua tich cuc tham gia hodc con e ngai tir choi tra 161 phicu (ly do ban,
khong muon tra 161).

- Mot s6 ca nhan, to chuc trong danh sach chon mau do cac phuong cung
cap co6 nhitng thay d61 nhu chuyén di noi khac, khong c6 mat tai dia phuong nén
phai 1ap lai danh sach chon mau va thuc hién lai viéc khdo sat.

- Viéc khao sat truc tiép tai timg nha nguoi dan mat nhiéu thoi gian, phai
di lai nhi€u lan do c4 nhan d6 da chuyén di noi khéac, khong c6é mat tai dia
phuong, mot s6 mau di€u tra khong c6 s6 dién thoai lién hé.

- Trong qua trinh khao sat qua dién thoai, nguoi dan khong nghe dién
thoai gay kho khan trong qué trinh khao sat.

2. Vé két qua khao sat:

a. Uu diém:

- Qua khao sat, ty I¢ c4 nhan tham gia khdo sat c6 mirc d¢ khong hai long
chiém ty 1€ thap, cho thay viéc giai quyét cac TTHC ctia UBND thanh pho va
UBND phuong, xa da phan nao dap ung dugc yéu cau ctia cong dan.

- Pa sb nguoi dan dugc hoi déu cho rang cong chirc co ban dap tng yéu
cau, viéc giai quyét ho so ngay cang thuan lgi, cong chirc tan tinh chu déo va co
thai do giao ti€p lich su.

- Khong con tinh trang ngudi dan phai tra thém khoan tién ngoai phi, 1¢
phi quy dinh khi giai quyét thu tuc.

b. Ton tgi:

- Vé noi giai quyét va nhan két qua: Van con trudng hop nguoi dan giai
quyét cong vi¢c tai Phong lam viéc cua cong chuc.

- V& hinh thirc nop hd so va két qua giai quyét TTHC: Mic du UBND
thanh phd di cung cdp dich vu coéng truc tuyén toan trinh va mot phan. Tuy
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nhién ngudi dan duoc héi van c6 mong mudn nodp hd so va nhan két qua giai
quyét theo hinh thirc tryc ti€p tai Bo phan tiép nhan va tra két qua.

- Nguyén nhan ngudi dan chua nop hd so DVC truc tuyén: Mirc d6 quan
tam, sir dung dich vu cong truc tuyén con chua cao. Chua biét hodc chua hiéu ro
quy trinh, quy trinh ndp ho so phirc tap.

- V& thuc hién thanh toan phi/lé phi: Van con trudng hop ngudi dan thuc
hién thanh toan phi, 18 phi thu tuc hanh chinh qua dich vu céng truc tuyén chua
hiéu qua.

- Hinh thirc nhan két qua giai quyét hd so: Con trudng hop nguoi dan
khong biét UBND phuong co6 thuc hién tiép nhan hodc tra két qua TTHC qua hé
théng buu chinh cong ich (buu dién).

- Con nhiéu truong hop nguoi dan dénh gia ¢ mirc do binh thuong df}i
v6i cac ngi dung: co s¢ vat chat phuc vu ngudi dan, noi ngdi cho gidi quyet
cong vi€c, trang thiét bi phuc vu ngudi dan, niém yét cong khai day d¢a TTHC,
vé thanh phan ho so ndp dung theo quy dlnh ky nang giao tlep va xu ly cong
viéc ctia mét s6 cong chure, thai d6 giao tiép clia céng churc, két qua cung tng
dich vu hanh chinh cong, vé chat lugng dich vu cong...

VI. GIAI PHAP

Pé gop phﬁn nang cao chat luong phuc vu va su hai 1ong cua nguoi dan
trong giai quyet thu tuc hanh chinh, Phong Néi vu Kinh d€ xuat Chu tich UBND
thanh pho xem Xét, chi dao cac co quan, don vi ti€p tuc thuc hién cac ndi dung
Sau:

1. V@ viéc tiép cin thong tin, dich vu

- B0 phén tiép nhén va tra két qua UBND thanh pho va tai UBND cac
phudng, xa can niém yet cong khai thong tin va quy trinh giai quyét cac TTHC,
khong ty dat thém céc gidy to khac ngoai quy dinh.

- Viin phong HDND va UBND thanh pho phdi hop v6i Phong Vin hoa —
Thong tin quang ba Cong thong tin dién tir thanh pho va Cong thong tin dién tir
dich vu hanh chinh cong tinh Ba Ria — Viing Tau d€ cac ca nhan, t6 chuc dé tiép
can, tra ciru cac TTHC, khuyén khich ngudi dan tdng cuong st dung kénh thong
tin nay, dac biét khi cic TTHC dugc nang 1én dich vu cong tryc tuyeén toan trinh.

- Sép Xep, bé tri lai noi tiép cong dan khang trang, sach s€, gon gang, co
b1en hiéu, bién hudng dan rd rang, dé thay Mua sam, bé tri day du chd ngdi, noi
ngdi chd giai quyét cong viée va bd tri ddy du trang thiét bi phuc vu ngudi dan.

- Phat huy tich cuc hi¢u qua cua t6 hudng dan nguoi dén ndp hd so dich
vu cOng truc tuyén, giam dan tinh trang cong chirc nhap ho so thay cho nguoi
dan.

2. Vé thi tuc hanh chinh:

- Nghién ctru cong khai thu tuc hanh chinh cho nguoi dan d& hiéu.
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- Rt ngan quy trinh, thoi gian giai quyét thu tuc hanh chinh cho t6 chic,
ca nhan phu hop véi quy dinh va tinh tinh thyc té. Ti€p tuc dé€ xuat kién nghi
don gidn hoa cac thu tuc hanh chinh.

- Nghién ctru cac giai phap dé nang cao hon ty 1¢ nguoi dan thuc hién
thanh toan phi, 1¢ phi qua dich vu cong truc tuyén.

3. Vé cong chirc giai quyét cong viéc:

- Thuong xuyén thanh tra, gidm sat, xu 1y nghiém nhitng CBCC c¢6 hanh
vi gy kho khan, nhiing nhiéu, tiéu cuc ddi v4i ngudi dan. Thuong xuyén tap
huin nang cao trinh dg, k¥ nang, nghiép vu dao dic cho CBCC; bd tri CBCC
tiép nhan va tra két qua cé tinh than, thai do phuc vu hoa nha, than thién va co
du nang luc chuyén mon.

- Quan triét viée tiép nhan ho so thu tyc hanh chinh diy du, khong nhén
du thanh phan hd so hodc yéu cau nguoi dan bd sung thém ngoai cac glay to
ngoai quy dinh. Khéng dé nguoi dan phai di lai nhiéu lan dé hoan chinh ho so.
Tan tinh giai dap thac mac ciia nguoi dan, khong yéu cau ngudi dan lién hé véi
phong chuyén moén dé duoc huéng dan, giai dap.

4. Co ché phan héi, gop y:

- Tiép nhan, xtr Iy nhitng phan anh kién nghi, gép ¥ cua to chirc, cong dan
trong qua trinh thuc hién thu tuc hanh chinh.

- Thong bao rong rai sé dién thoai dudng day nong dé ngudi dan biét, sir
dung khi can thiét.

- Lanh dao UBND cac phuong, xa tang cuong cong t{EIC tur kiém tra viéc
thue hi¢n cai cach hanh chinh, thuong xuyén lang nghe y kién gop y cua nguoi
dan nham phat hién, chan chinh thai do phuc vu cuia CBCC kip thoi.

Trén day 1a Bao cdo két qua khao sat sy hai l1ong ctia nguoi dan, t6 chirc
doi voi su phuc vu cua co quan hanh chinh nha nuéc trén dia ban thanh pho
Viing Tau nam 2024. Phong Noéi vy kinh b4do cdo d€ UBND thanh phd xem xét,
chi dao./.

Noi nhin: KT. TRUONG PHONG
- S6 Noi vu; PHO TRUONG PHONG
- TTr. Thanh uy VT,

- TTr. HDND, UBND TPVT;
- Céc phong, ban, don vi;

- B6 phan TN&TKQ TPVT;
- UBND cac phuong, xa.

- Luu: VT.

Pham Thi My Linh
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