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’UBND thj x& Ninh Hoa, tinh Khdnh Hoa

TOM TAT

Ngay 15/7/2021, Chinh phu d& ban hanh Nghj quyét sé 76/NQ-CP vé Chuong trinh téng thé cdi cdch
hanh chinh Nha nwéc giai doan 2021-2030. Muc tiéu chung cia Churong trinh nay nham tiép tuc xdy
dwng nén hanh chinh dén chua, chuyén nghiép, hién dai, tinh gon, hiéu lyc, hiéu qud. Cdi cdch hanh chinh
phdi xudt phat tir loi ich cia ngudi dén, té chire; 18y sw hai long cda ho la thudc do ddnh gid chét luong
phuc vy cda co quan hanh chinh Nha nuwde cdc cdp. B6 Ndivu dé ban hanh Chisé hailong cia ngudidén,
té chire (SIPAS) nhdm mang lai nhi¥ng tdc déng ciing nhw phdn dnh thuc trang chét lvong cung tng dich
vu céng. Tirdé cung cép théng tin kip thoi déthuc hién cdc gidi phdp ndng cao sw phuc vy hanh chinh déi
vdingudidén, té chire. Thixd Ninh Hoa, tinh Khdnh Hoa luén xem nhiém vu ndng cao swhailong vé phuc
vu hanh chinh ld trung tdm cua cdi cdch hanh chinh tai dia phuong. Vi thé, Uy ban nhdn ddan thixd Ninh
Hoa cGnnhdn ré thuctrang va thiét ldp muctiéu cai tién vé swphucvu hanh chinh dénndm 2025.

Tirkhéa: céicdch hanh chinh, Chisé SIPAS (2020), thixd Ninh Hoa, tinh Khdnh Hoa

1. DAT VAN DE

Tai Viét Nam, Chinh pht [1] d3 thiét 1ap Chuong
trinh tdng thé cai cdch hanh chinh (CCHC) Nha
nuwdc giai doan 2021-2030 v&i muc tiéu vé mirc d6
hai Iong cla ngudi dan, td chire (NDTC) lién quan
dén giai quyét thu tuc hanh chinh (TTHC) dat tdi
thiéu 95%. Trong d6, mirc d6 hai long vé giai quyét
cac TTHC linh vic d4t dai, xy dung, dau tu dat toi
thiéu 90%. Mai trudang kinh doanh cla Viét Nam
duoc x€p vao nhom 30 quéc gia hang dau. Bo Noi
vu [2] ban hanh Chi s& SIPAS (Satisfaction Index of
Pulic Administrative Services - Chi s hai long cla
cac dich vu hanh chinh cdng) nham do luvong su
hai long ciia NDTC d6i vdi s phuc vu cla co quan
hanh chinh Nha nué&c (HCNN). Trong nhirng nam
qua, Uy ban nhan dan (UBND) thi x3 Ninh Hoa
(TXNH) d3 ch( déng nang cao chat lvgng cung irng
dich vu céng theo yéu cau cha Chinh pht [3] ban
hanh Chuong trinh téng thé CCHC Nha nuéc giai
doan 2011 —2020. K&t qua dénh gia sy hailong la
minh ching d6i véi su phuc vu cta co quan HCNN
ddi véi NDTC théng qua cung (ng dich vu hanh
chinh tai UBND TXNH.
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Do dich bénh Covid-19 nén bai viét d3 tién hanh
khdo sat NDTCtlr 15/8/2021 dén 15/4/2022 nham
khac phuc diém yéu khi khéng cé dit liéu vao ndm
2020 va 2021. Két qua vé so sanh dit liéu thir cap
khéng dinh UBND TXNH can nd lwc dé nang cao s
phuc vu hanh chinh dap (ng Chuong trinh tong
thé cai cdch hanh chinh Nha nuwéc giai doan 2021-
203043 déra.

2. CO SO'LY THUYET

2.1. Cackhainiém

e Dichvuhanhchinhcéng: Chinhph([4]d3dban
hanh Nghi dinh sé 43/2011/ND-CP ngay 13
thdng6ndam 2011 néurd: “Dichvuhanhchinh
cdng la nhirng dich vu lién quan dén hoat
dongthuwcthiphapluat, khdngnham muctiéu
loi nhuan, do co quan Nha nudc cé tham
quyén cip cho t6 chirc, cd nhan dudi hinh
thirccacloaigidytorcodgidatriphdplytrongcac
[inh viec ma co quan Nha nudc dé quan ly”.
M&i dich vu hanh chinh céng gan lién véi mot
hay nhiéu TTHC dé giai quyét hoan chinh mét
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congviécliénquandénkhachhang.

e Phuc vu 13 vdn héa cia nén hanh chinh phuc vu:
Theo N.T. Binh [5] “N6i dén nén hanh chinh phuc
vu 1a ndi dén nén hanh chinh dan chd, phap
quyeén, trach nhiém va |y phuc vu céng dan lam
tdn chi hoat dong. Do ban chat clta nén hanh
chinh phuc vu 1a nén hanh chinh 1ay céng dan
lam trung tdm, cho nén céc ddc trung cla nd, tir
vdn hda hanh chinh, co ciu té chirc, phuwong
th&rc hanh vi, md thire chinh sach, vai tro clia d6i
ngli can bd, cdng chirc déu thé hién tinh chat do
dan va vi dan”. “Tinh chat quan trong nhat cla
hanh chinh céng la tinh chat phuc vu. Tinh than
phuc vu c6 nghia la, quan tri cGa chinh phu phai
théng nhat v&i nguyén vong cta cong dan, nén
hanh chinh va co quan hanh chinh phaicung rng
dich vu cdng dam bao vé sé lwong va chat lugng
cho ngudi dan. Trong nén hanh chinh phuc vy,
tat ca vilgiich cha cong dan, phucvu cdng dan 13
gid tri c6t 18i cha van hda hanh chinh va dwoc thé

- Thet hai, phuc vu ctia nén hanh chinh dép trng
dwoc nhu cdu cua cbng dén la yéu té dédm bdo
tinh hop phadp.

- Thet ba, phuc vu céng dén la ndi dung cét 16i thudc
vé dao dirc nghé nghiép cta nha qudn ly céng.

- Ther tw, chét lvong phuc vu la tiéu chuén chd yéu
ddnh gid chét lvong va hiéu qud hoat déng cla
nén hanh chinh va co' quan hanh chinh”.

e Chi sd SIPAS: Can c& Nghi quyét sd 30c/NQ-CP

ngay 08 thang 11 nam 2011 cda Chinh phd, B6
N&i vu d3 phé duyét Pé an xdy dung phuong
phap do ludng sy hai long cda NDTC déi vdi sy
phuc vu cla co quan HCNN tai Quyét dinh s6
1383/QD-BNV ngay 28 thang 12 nam 2012 cua
B& NOi vu. Sau d6 ban hanh Dé an do ludng s
hailong cla cong dan, t6 chirc d6i vdi sy phuc vu
clia co quan HCNN giai doan 2017 - 2020 tai
Quyét dinh s6 2640/QP-BNV ngay 10 thang 10
ndm 2017 cha BO N&i vu. Dén nay dé danh gid s
phuc vu hanh chinh cta cac co quan HCNN dang

hién nhu sau: ap dung cactiéuchitheo Bo NGivu [6].

2.2.Lvockhdotailiéu
Bai viét d3 tién hanh lugc khao cdc cong trinh
trongva ngoainuwdcco lién quan nhw sau:

- Thi¥ nhét, ¢é dép trng durgc nhu cdu cda céng dén
hay khéng? Bdy ld mét cdn civ dé ddnh gid tinh
trdch nhiém cua nén hanh chinh.

Bang 1. Cac cong trinh nghién ctru ¢d lién quan

STT Tén tac gia

Tén cong trinh nghién ctru

Giai thich su hai long va khong hai long cla ngudi dan déi véi cac
dich vu cong.

“Piéu gi 1am cho ngudi dan hai long? Anh hudng clia nhan thirc vé
phan (rng cla chinh quyén dia phuong déi vai sy hai long d6i voi
hanh chinh céng”.

Phan tich tdng hop vé méi twong quan véi su hai long trong cdng
viéc trong quan ly hanh chinh cong.

Dan tdc va su hai long cta nguwdi dan: Nghién clru vé hanh chinh
cong dia phuong.

Ung dung m6 hinh SERVQUAL trong danh gia chat lvong dich vu
hanh chinh c6ng: Nghién ctru thue nghiém tai Thanh phd Hué.
Luan an tién si “Chét lwong dich vu hanh chinh céng trén dia ban
Thanh phé Ha N6i”.

Nang cao Chi sé hailong cta khach hang vé sy phuc vy hanh chinh
tai UBND thij xa DT An, tinh Binh Duong.

Cac yéu t6 chat lwgng dich vu hanh chinh cdng dnh hudng nhu thé nao
dén sy hai long cha ngudi dan huyén Chau Phu, tinh An Giang?.
Nghién clru dénh gia cia nguoi dan déi véi chat lugng dich vu
hanh chinh céng & tinh Quang Binh.

Do ludng chi s& SIPAS 2018 tai Uy ban nhan dan huyén Bau Bang,
tinh Binh Duong.
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H.M. DiingvaN.T.T.

10 Loan [16]

tinh Khanh Hoa ndi chung. Day |a khoang tréng dé
ti€n hanh nghién ctru nay.

Qua lugc khdo tai liéu cho thay chi dé cha bai viét
chuwa duoc thye hién nhat |a tai TXNH néi riéng va
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3. TO CHU'C NGHIEN cU'U

3.1.Khach thé nghién ciru

Nguwoi dan, dai dién cho té chirc d3 tryc tiép giao
dich va nhan két qua giai quyét TTHC tai B phan
Tiép nhan hoé so va tra két qua cha UBND TXNH
trong thoi gian khao sat tir 15/8/2021 dén
15/4/2022.

Bang 2. Phan bd qui mé mau cho tirng tiéu chi

3.2.Xacdinh quimd mau

Nghién ctru 18y mau tai 05 linh vire ¢ nhiéu hd so
phat sinh, chiEm ty |é trén 80% ho so giao dich lién
quan dén nhiéu NDTC trén dia ban TXNH. Téng s6
phi€u phatratai Bo phdn Mot clra cia UBND TXNH
la 315 phiéu. Téng s phiéu thu vé hop Ié |a 305
phiéu, dat 96.82%.

STT Linh vue thuc hién S6 phiéu phatra S6 phiéu thu vé

1 | bang ky kinh doanh 45 42
2 | Patdai 93 90
3 | Lao dong, tién luvong, chinh sach 39 37
4 | Cap gidy phép xay dung 30 29
5 | Chirng thuc 75 74
6 Khac 33 33

Tong so phiéu 315 305

3.3. Phuong phap nghién ctiru

Nghién ctru dinh tinh dworc thye hién thong qua luoc
khao tai liéu, thu thap dir liéu thi cp. Tir dé dinh
huéng cac tiéu chi lam co s& tir khau thiét 1ap quy
trinh nghién clru, phan tich thuc trang va dé xuat muc
tiéu cho dén ndm 2025. Bai viét ap dung SIPAS 2020
dé do ludng su phuc vu hanh chinh tai UBND TXNH.

Nghién cttru dinh lvong duoc thye hién thong qua
Bang hdi chinh thirc khao sat NDTC d3 nhan két
qua gidi quyét ho so tai B6 phan tiép nhan va tra
két qua. Sau khi thu phiéu tién hanh kiém tra murc
dd hoan chinh vé théng tin cta cdc phiéu thu thap
duogc. Tir d6 loai bo nhirng phi€u khéng phu hop,
tién hanh ma hda, nhap liéu va lam sach, nhap vao
phan mém Excel va SPSS 20.0 dé tién hanh phéan
tich két qua cta nghién clru.

3.4.Thiét ké thang do
Bai viét chon mé hinh dua vao SIPAS 2020 d6i vdi

Bang 3. DO tin cdy cha thang do vé tiéu chi b

su phuc vu clia co quan HCNN do B N6i vu ban
hanh v&i05 nhan t6 va 24 bién quan sat va sir dung
thang do Likert cdp d6 5: (1) Hoan toan khéng hai
long; (2) Khéng hai long; (3) Khéng ¢é y kién
(Khéng hai long cling khéng phan déi); (4) Hai
ldng; (5) Hoan toan hai long dé xac dinh muirc do
hailong cha NDTC tinh dén nam 2022.

4.KETQUANGHIEN CU'U

4.1. Két qua kiém dinh dé tin ciy cia thang do

Bai viét tién hanh kiém dinh dd tin ciy clda thang
do véi qui m6 mau 13 30. Phiéu phat ra cho 27
phuong xa truc thudc UBND TXNH la Cha tich hay
Phé chd tich. 03 phiéu con lai phat cho 03 cdng
chtre tai Trung tam hanh chinh TXNH. Thang do
duara 5 nhan té va 24 bién quan sat véi cap dé 5:
(1) Hoan toan khéng déngy; (2) Khéng déngy; (3)
Khdng cé y kién (Khdng dong y cling khéng phan
dai); (4)Dongy; (5) Hoan toan déngy.

Bién Trung binh thang Phuwong sai thang Twong quan Cronbach’s Alpha
quan sat do néu loai bién do néu loai bién bién téng néu bién nay bj loai
Tiéu chi “Tiép can dich vu” vé&i Cronbach’s Alpha = 0.862
TC1 8.53 6.112 0.759 0.806
TC2 8.86 6.637 0.602 0.860
TC3 8.71 5.707 0.689 0.835
TC4 9.04 5.626 0.802 0.784
Tiéu chi “Tha tuc hanh chinh” véi Cronbach’s Alpha = 0.896
TT1 11.18 12.696 0.749 0.873
TT2 11.32 13.614 0.780 0.869
TT3 11.09 12.048 0.812 0.858
TT4 11.27 13.258 0.705 0.882
TTS5 11.50 13.001 0.693 0.886
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Tiéu chi “Cong chirc tryc ti€p gidi quyét cdng viéc” véi Cronbach’s Alpha = 0.937
cc1 15.59 29.979 0.742 0.932
cC2 15.63 30.352 0.767 0.929
Cc3 15.65 28.282 0.862 0.920
cc4 15.81 30.409 0.824 0.925
CC5 15.59 28.446 0.803 0.926
CCe 15.78 28.990 0.823 0.924
cc7 15.52 29.428 0.752 0.931
Tiéu chi “Két qua dich vu” véi Cronbach’s Alpha = 0.887
KQl 9.00 4.490 0.833 0.827
KQ2 9.02 4.522 0.703 0.874
KQ3 8.79 4.125 0.786 0.843
KQ4 8.93 4.811 0.703 0.873
Tiéu chi “Tiép nhan, gidi quyét gop y, phan anh, kién nghi” véi Cronbach’s Alpha = 0.821
TN1 9.00 4.590 0.753 0.820
TN2 9.10 4.520 0.862 0.811
TN3 9.10 4.253 0.702 0.803
TN4 9.06 4.689 0.752 0.807

Thang do thudc tiéu chi b cé hé s6 Cronbach's Alpha Idn hon 0.6 va hé sé tuong quan bién téng cla tét cg
bién do lwdng nay déu lon hon 0.3 nén dat dé tin cdy.

Bang 4. Thong ké mé t& mau nghién cru theo thudc tinh ngudi khao sat

Tiéu thirc khao sat Tan s6 | Phan tram (%) | Phan tramtich Iy
Ca nhéan 253 83.0 83.0
1. Béi twgng T6 chire, cong ty 52 17.0 100.0
Téng cdng 305 100.0
Duadi 25 76 24.9 24.9
Tu 25-34 90 29.5 54,4
T Twr 35-49 6l 20.0 74.4
2. Bo tuoi Tir 50-60 20 6.6 81.0
Trén 60 58 19.0 100.0
Téng cdng 305 100.0
Nam 176 57.7 57.7
3. Gidi tinh N 129 42.3 100.0
Téng cong 305 100,0
Tiéu hoc 13 4.3 4.3
Trung hoc co s& 25 8.2 12.5
THPT 18 5.9 18.4
4. Trinh & Trung hoc, Cao dang 64 21.0 39.3
Pai hoc 123 40.3 79.7
Sau Pai hoc 62 20.3 100.0
Téng cdng 305 100.0
NGi trg/Lao dong tu do 61 20.0 20.0
Nghi huu 62 20.3 40.3
Lam VIeic tai t06 chirc/doanh nghép 36 8.2 63.5
5. Nghé nghiép trf)ngAIij wre tL,r . =
Can bd/cong chirc/vién chirc/nguoi
A . ~ 77 25.2 93.8
cobng tac trong lrc lwvgng vii trang
Khac 19 6,2 100.0
Téng cdng 305 100.0
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bang ky kinh doanh 42 13.8 13.8
DPat dai 90 29.5 43.3
6. Linh wrc La,o dér’\g, tién lwong, chinh sach 37 12.1 55.4
thuc hié.n Cap Giay phép xay drng 29 9.5 64.9
: ; Chirng thuc 74 24.3 89.2
Thi tuc khac 33 10.8 100.0

Téng cdng 305 100.0

Nhén xét: Két qud khdo sdt phan dnh dé tin cdy cda bai viét thich trng vdi cdc déc thi vé khdch thé nghién ciru.

Bang 5. K&t qua phan hoi clia ngudi dan, td chirc ddi vdi tiéu chi a

Tiéu thirc danh gia Tan s | Phantram(%)
bang ky kinh doanh 67 22.0
P4t dai 108 35.4
Lao dong, tién lwong, chinh sach 12 3.9
Linh vuec thwe hién | Cap Gidy phép xay dung 44 14.4
Chirng thuc 24 7.9
Thi tuc khac 50 16.4
Téng cong 305 100.00
Tai B phan Mét clra cap xa 68 22.3
Tai B6 phan M6t clra cap thi x3 180 59
Co’ quan giai quyét | Tai B6 phan M4t clra cla co quan chuyén mon cdp tinh| 39 12.8
cong viéc Trung tdm phuc vu hanh chinh cdng cap tinh 18 5.9
Khac 0 0.00
Téng cong 305 100.00
Thong qua ngudi than, ban be 117 38.4
. .. .. | Thdéngqua chinh quyén cap x3 135 44.3
Kst\h‘fhong tin d‘?,_ Thong qua phuong tién thong tin dai chang (tivi, dai, bao,...)| 47 15.4
biét vé co’ quan giai -
quyét cong viée Th(?ng qua mang Internet 6 2.0
Khac 0 0.00
Téng cong 305 100.00
Théng qua céng chirc tai noi nép ho so 136 44.6
Kénh théng tin dé Th?ng qua tai liéu niém yét cdng khai tai noinép hé so'| 124 40.7
bidt vé quy dinh Thc:ng qua Intefr?et _ ‘ 38 12.5
TTHC Thoéng qua ngudi than, ban be 7 2.3
Khac 0 0.00
Téng cong 305 100.00
1-2 lan 287 94.1
So lan dilai dé gidi | 3-4 lan 12 3.9
quyét cong viéc 5-6 lan 6 2.0
Téng cdng 305 100.00
Cong chirc gay Cé 0 0
phién h3, sach Khéng 305 100.00
nhiéu Tong cong 305 100.00
Cong chirc goiy Cé 0 0
ndp tién ngoai Khéng 305 100.00
phi/lé phi Téng cdng 305 100.00
Pung han 265 86.9
Co quan trd két qua | SGm hon hen 19 6.2
dang hen Tré hen 21 6.9
Téng cdng 305 100.00
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R , Co 305 100
Co quan thong bao -
vé viéc tré hen Khong 0 0
j j Téng cong 305 100.00
Co’ quan Co 305 100.00
Xin ?5i vi tré hen Khong 0 0
; Téng cdng 305 100.00

Nhén xét: Két qud khdo sdt giup thiét lap cdc chi tiéu déi vdi tiéu chi nay theo qui dinh cta SIPAS 2020.

Bang 6. K&t qua théng ké md ta cac bién ddi vdi tiéu chi b

Thangdo | N | Gid tri nhd nhat |Gia tri I&n nhat| Mean [P0 léch chudn| D xién D6 nhon
TC1 305 2 5 3.18 0.888 0.850 -0.980
TC2 305 1 5 2.86 0.899 0.480 0.830
TC3 305 1 5 3.00 1.043 0.168 -0.669
TC4 305 1 5 3.78 0.675 -0.357 0.275
TT1 305 1 5 2.91 1.087 0.106 -0.757
TT2 305 1 5 2.77 0.910 -0.83 -0.381
TT3 305 1 5 3.00 1.128 -0.200 -0.537
TT4 305 1 5 2.82 1.040 -0.286 -0.486
TT5 305 1 5 2.59 1.097 0.190 -0.453
cc1 305 1 5 2.67 1.051 0.609 -0.102
cc2 305 1 5 2.63 0.982 0.379 -0.228
CC3 305 1 5 2.62 1.103 0.390 -0.558
cca 305 1 5 2.45 0.920 0.393 0.043
CC5 305 1 5 2.67 1.149 0.412 -0.520
CCé 305 1 5 2.49 1.070 0.103 -0.808
cc7 305 1 5 2.74 1.100 0.014 -0.595
KQ1l 305 1 5 2.91 0.747 -0.289 1.576
KQ2 305 1 5 2.90 0.828 -0.361 -0.761
KQ3 305 1 5 3.12 0.876 0.435 0.345
KQ4 305 1 5 2.98 0.833 -0.004 0.864
TN1 305 1 5 3.09 0.846 -0.065 0.648
TN2 305 1 5 2.98 0.833 -0.004 0.864
TN3 305 1 5 2.99 0.839 -0.110 1.012
TN4 305 1 5 3.03 0.897 0.107 0.606

Nhén xét: Két qua phdn tich di¥ liéu cho thdy thang  trdi dai & hai dubi. Cdc gid tri d6 xién va dé nhon
do khéo sdt s hai long cia NDTC déu ndm trong ~ déu ndm trong khodng [-2,2] duoc xem la s6 liéu
nhém phén phéicé dé léch trdi. D6 nhon déucé gid  xép xi chudn; déng nghia di¥ liéu do lwdong cdc yéu
tri nhé hon 2 ching té cdc gid tri khéng ¢é xu  té tdc déng dén sw hai long tai UBND TXNH c¢é y
hudng di xa khéi gid tri trung binh va di¥ liéu c6 dé nghia théng ké.

Bang 7. K&t qua mirc d6 hai long d6i vdi sy phuc vu hanh chinh tai thi x3 Ninh Hoa

Tiéu chi Min | Max | X; %
1. Tiép can dich vu hanh chinh céng 2.92
Truso coquan t€p nhan hd so, tra két qua gidi quyét cong viéc cd bién hiéu, hudng dan rd 5 ¢ 318
rang, dé thay _ 58.4
Tru sé& co’ quan tiép nhan ho so, tra két qua gidi quyét cong viéc cd dt chd ngdichoNDTC | 1 5 1286
Trang thiét bj phuc vu NDTC day du 1 5 |3.00
Trang thiét bj phuc vu NDTC dé s dung 1 5 |2.67
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2. Thi tuc hanh chinh 2.81

TTHC duoc niém yét cdng khai dé thay 1 5 [2.91

TTHC dugc niém yét cong khai day da 1 5 (277 56.2
Thanh phan hé so ma NDTC phai ndp la dung quy dinh 1 5 |3.00|
Phi/lé phi ma NDTC phai nép la ding quy dinh 1 5 12.82

Thoi han gidi quyét (thh tir ngay ho so' dugc tép nhan dén ngay nhan két qua) la ding quy dinh 1 5 [2.59

3. Cong chire truc tiép gidi quyét cdng viéc 2.61

Céng chirc cb thai do giao tiép lich sy 1 5 [2.67

Cong chirc ch y 1ang nghe cau hdi, y kién ctia NDTC 1 5 |2.63

Céng chirc trd |, gidi dap day da cac y kién cha NDTC 1 5 [2.62 522
Céng chirc trd |, gidi thich day du cac ciu hai, y kién cda NDTC 1 5 |245|7
Cong chirc huwéng dan ké khai ho so dé hiéu 1 5 |2.67

Cong chitc hudng dan Ong/Ba ké khai hd so mot an 1a Ong/Ba cd thé hoan thiénhoso | 1 5 [2.49

Céng chirc gidi quyét cong viéc dung quy dinh 1 5 1274

4. K&t qua cung irng dich vu hanh chinh cong 2.97

Két qua phu hop vdi quy dinh 1 5 (291

Két qua co thong tin day du 1 5 [2.90|59.4
K&t qua cd théng tin chinh xac 1 5 [3.12

K&t qua dadm bao tinh cdng bang 1 5 [2.98

5. Tiép nhan, xtr ly cic y ki€n gép y, phan anh, kién nghi 3.02

Co quan ¢6 b tri hinh thire ti€p nhan gdp v, phan anh, kién nghi ciia NDTC 1 5 [3.09

NDTC dé dang thuc hién gép y, phan anh, kién nghj 1 5 12.98|60.4
Co quan tiép nhan va xtr Iy tich cuc cac gdp v, phan anh, kién nghi cia NDTC 1 5 [2.99

Co quan c6 théng bao kip thoi két qua xtr ly cacy kién gdp y, phan anh, ki€n nghi clia NDTC 1 5 [3.03

”

Nhan xét: Baiviétsirdung cdch tinh trung binh sé
hoc déxép hang vé sy hailong déivdisw phucvu
hanh chinh tai UBND TXNH vao thoi diém hién
nay. Kétqud vé gid tricuaswhailong tirthép dén
cao lg “Céng chire truc tiép gidi quyét céng viéc”
dat 52.2%; “TTHC” dat 56.2%; “Tiép cdn DVHC

cbng” dat58.4%; “Két qud cung trng DVHC c6ng
dat 59.4%; “Tiép nhén, x& ly cdc y kién gdp v,
phdndnh, kiénnghj” dat 60.4%. Két qud khdo sat
khdng dinh can cdi thién sy hai long vé sw phuc
vu hanh chinh tgi UBND TXNH la xdc ddng va
khén thiét.

Bang 8. K&t qua khao st tiéu chi mong doi cha ngudi dan, t6 chirc tai thi xa Ninh Hoa

STT Tiéu thirc danh gia S ngudri mong doi(Ty 1€ (%)
M@ réng céc hinh thirc thong tin d& NDTC biét dén co quan noi ndp ho
1 NPT » ne s PO , 152 49.84
so' va nhan két qua giai quyét TTHC mot cach dé dang, nhanh chéng.
2 | Caithién chatluong co sd vat chat; hién dai hda trang thiét bi phuc vu NDTC. 80 26.23
3 | Tang cudng niém yét cong khai, minh bach quy dinh TTHC. 18 5.90
4 Tén\g cuwong tié'p nhan ho so va tra két qua giai quyét TTHC qua 50 16.39
duong buwu dién
5 | P4y manh dich vu céng tryc tuyén mdrc dé 3, 4 42 13.77
6 | Tiép tuc don gidn héa TTHC 140 45.90
7 | Rat ngan thoi gian gidi quyét TTHC 150 49.18
8 | Gidm phi/lé phi giai quyét TTHC 20 6.56
9 | Caithién thai do giao tiép cta cong chirc 32 10.49
10 | Cai thién tinh than phuc vu cha céng chirc 80 26.23
11 | Nang cao nang luc giai quyét cdng viéc cla cong chirc 16 5.25
12 BG tri hinh thirc ti€p nhan y kién gbp y, phan anh, kién nghj cta 10 328
NDTC dé dang, thudn tién )
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13 T_lep n\h.anl, giai quyét y kién gbép y, phan anh, kién nghi cua NDTC 40 13.11
kip thai, tich cuc
14 | Khac 10 3.28

Nhén xét: Két qud khao sdt gitip thiét Iép cdc chitiéu déivditiéu chinay theo qui dinh cda SIPAS 2020.

Tiép can dich vu
hanh chinh cong
tai B6 phan mét clra

58.40%

60.40% 56.20%
Tiép nhan, x{r ly Thi tuc
cac y kién hanh chinh
gop v, phan anh
ki€n nghi J
59.40% 52.20%
Két qua Céng churc
cung &ng dich vy truc tiép giai quyét
hanh chinh cong cong viéc

Hinh 1. K&t qua mrc d6 hai long d6i véi su phuc vu hanh chinh
tai thi xa Ninh Hoa (Giai doan 2016 — 2021)

5.KETLUAN

Can c vao Chuong trinh téng thé cai cach hanh
chinh Nha nudc giai doan 2021-2030, dinh
huéng cia UBND TXNH va két qua cla nghién
clru; cadc muc tiéu vé sy hai long d6i vdi sy phuc
vu hanh chinh tai UBND TXNH dén ndm 2025 can
taptrungvaocacndidungsau:

e Xacdinh CCHClanhiémvutrongtam,liéntucla
khong ngirng nang cao su phuc vu hanh chinh
cho NDTC; UBND TXNH quan tam thyc hién xay
dung nén hanh chinh minh bach, hiéu qua,
huwdng dén chuyéntir chinh quyén quanlysang
chinh quyén phucvuy; té chirc thyc hién cé hiéu
qua mé hinh “Chinh quyén than thién cta dan,
dodanvavidan”va“Congsdthanthiénvinhan
danphucvu”tréndiabanthixa.

e Phan d4u nang cao Chi s6 CCHC clia TXNH nam
trong top 3 dia phuwong dan dau vé CCHC cla
tinhKhanh Hoa.

e Nangcao Chisd hailongclia NDTCvé sy phucvu
cGlacoquan HCNN tai UBND TXNH dat trén 90%
trndm2025tré di.

e Nang cao chat lwgng hoat ddng clia Bo phéan
ti€p nhan va tra két qua theo co ché mot clra,
mot clra lién thong hién dai tai UBND TXNH.

ISSN: 2615 - 9686

100% TTHC phai duoc tiép nhan va tra két qua
théng qua BO phan M6t clra; trén 90% TTHC
duwoc xdy dung quy trinh ti€p nhan, x{r ly trén
phdn mém; Phan dau ty Ié hé so TTHC duoc
gidi quyét dung han va truwdc han dat tir 96%
tr&lén.

e Can tap trung wu tién cai thién két qua su phuc
vu hanh chinh tai cac phudng xa thuéc UBND
TXNH dua vao su khac biét gitra két qua hoat
dbéngtrongthoigianqua.

Chinh phu Viét Nam dang tiép tuc d6i méi toan
dién nén cai cdch nén hanh chinh la tat yéu. Tl
nam 2016 dén nay, TXNH d3 c6 téc d6 ting
trudngkinh té€ cling nhu doiséng nhan dan duwgc
nang lén ro rét; cac chinh sach xa ho6i dugc thuc
hién déng bo va kip thoi. Nguyén nhan géc ré
xuat phat tlr sy nang dong cda bd méy quan ly
hanh chinh céng. K&t qua thiét |ap muc tiéu vé sy
hai long d6i vdi sw phuc vu hanh chinh tai UBND
TXNH 13 thudc do cho sy cam két cla chinh
quyén dia phuong ddi véi NDTC. Qua d6 khang
dinh nhiém vu xuyén sudt cia UBND TXNH I3
luén tap trung nang cao mic dé hai long cua
NDTC d6i v&i sy phuc vu cla co quan hanh chinh
Nhanuwdcdénnam2025.
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Establishing satisfaction objectives for public
administrative services at the people's committee of
Ninh Hoa town, Khanh Hoa province to 2025

Hoang Manh Dung, Huynh Nguyen Tuyet Quyen and Dinh Ngoc Hau

ABSTRACT

OnJuly 15, 2021, the Government issued Resolution No. 76/NQ-CP Program on state administrative reform
for the period 2021-2030. The goal of this program is to continue building a democratic, professional,
modern, streamlined, effective and efficient administration. Administrative reform must come from the
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interests of people and organizations; take their satisfaction as a measure to evaluate the service quality of
state administrative agencies at all levels. The Satisfaction Index of Pulic Administrative Services (SIPAS) has
brought impacts as well as reflecting the current state of the public administrative services. From there,
providing timely information to implement solutions to improve the public administrative services. The
people's committee of Ninh Hoa town, Khanh Hoa province always considers the task of improving
satisfaction in public administration services as the center of administrative reform in the locality. There
fore, the people's committee of Ninh Hoa town needs to clearly recognize the current situation and estalish
objectives to improve public administrative services to 2025.
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