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PHU LUC
phuc vu ciia co quan hanh chinh Nha nuéc trén dia ban tinh Dién Bién niim 2022
56,5076 /OD-UBND ng&ydf /42/2022 ciia UBND tinh Dién Bién)

Chi s6 hai long Thinh
Pon r Ké Huyén N . ” A ” " - - "
s 5 s Ta Huyén Huyén Huyén Thixa | Huyén | Huyén pho Huyén Huyén
vi vi tri hoach Dién kA 4 4 N 8 A a5 2 \
£ N 5 Py bién Mudng | Muwong | Muong | Muwong | Nim Pién Tuaa Tuén
cao thap trung | va Dau Bién z 2
ke | onde - s pong | Bien Ang Cha Lay Nhé Pd Bién | Chua Gido
- ! Phii
Noi dung
L TIEP CANDICH VU | 95,71% | 83,51% | 88,89% | 85,71% | 94,44% | 87,99% | 83,51% | 84,03% | 95,71% | 89,87% | 92,08% | 86,25% |87,92% | 90,23%
1. Noi ngoi chor giai quyét
cong viéc tai coquanco di | 98% | 83,69% | 90,09% | 8571% | 93,33% | 88,70% | 83,69% | 83,89% | 97,14% | 90,51% | 90% | 89,44% | 9833% | 90,23%
cho ngoi
2. Trang thiét bj phuc vu
ngudi dan, t chire tai co 96% | 83,89% | 90,40% | 92,86% | 93,33% | 89,27% | 85.82% | 83,89% | 96% | 9241% | 93% | 8833% | 87,78% | 91,95%
quan day du
3. Trang thiét bi phuc vu
ngudi dan, tb chirc tai co | 95,56% | 78,57% | 86,60% | 78,57% | 95,56% | 87,01% | 80,85% | 83,89% | 94,29% | 86,71% | 92,22% | 81,67% | 82,22% | 89,66%
quan hién dai
4, Trang thiét bi phuc vu
ngudi dan, té chirc dé sir 96% | 83,33% | 88,46% | 85,71% | 95,56% | 87,01% | 83,69% | 84,44% | 95% | 89.87% | 93% | 8556% | 8333% | 89,08%
dung
Cihe T EHAN 96,44% | 82,86% | 90,92% | 82,86% | 96,44% | 89.83% | 91,06% | 90,33% | 95,54% | 89,24% | 93,78% | 88,89% | 89,00% | 93,10%
il;ﬁ“;;‘t‘z:j;}]‘df:l“g;yd‘;zc 95% | 85,71% | 91,59% | 85,71% | 95,00% | 89,83% | 90,78% | 91,11% | 95% | 89,87% | 93% | 92,78% | 92,78% | 91,95%
6. Thu tuc hanh chinh dugc
niém yét cong khai chinh 97% | 85,71% | 91,45% | 85,71% | 97.22% | 89,83% | 90,78% | 91,11% | 96% | 90,51% | 94% | 91,11% | 86,67% | 93,10%
Xac
2. Thaatphin ho so phai 98% | 85,71% | 90,83% | 85,71% | 97,78% | 89,83% | 92,20% | 90,00% | 95% | 86,71% | 93% | 87.22% | 86,67% | 94,25%
nop la ding quy dinh
fé?aﬁéﬂi?ﬁﬁi‘ PRAINOP | 70, | 78,57% | 90,73% | 78.57% | 96,67% | 89,83% | 92.91% | 89.44% | 96% | 89.87% | 94% | 87.78% | 90,00% | 93,10%
9. Thoi han giai quyét ghi
trong gidly hen 1a ding quy | 96% | 78,57% | 89,98% | 78,57% | 95,56% | 89,83% | 88,65% | 90,00% | 9543% | 8924% | 95% | 85,56% | 88,89% | 93,10%
dinh
III. CONG CHUC TRUC
TIEP GIAI QUYET 95% | 81,76% | 88,85% | 89,29% | 88,43% | 89,36% | 87,94% | 88,80% | 95% | 84,92% | 92,41% | 86,02% | 81,76% | 93,68%
CONG VIEC








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

95%

81,01%

89,76%

92,86%

87,22%

89,83%

90,07%

89,44%

95%

81,01%

92%

88,33%

87,78%

93,68%

11. Cong chirc chi y ling
nghe y kién cia nguoi
dan/dai dién td chirc

95%

81,11%

87,97%

85,71%

85,56%

89,27%

85,82%

89,44%

95%

86,71%

91%

85,00%

81,11%

92,53%

12. Cong chire tra 101, giai
thich day du cac y kién cua
ngudi dan/dai dién to chirc

95%

81,11%

87,74%

85,71%

85,00%

89,27%

85.82%

88,89%

95%

84,81%

92%

85,56%

81,11%

91,95%

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

95%

80,00%

88.,88%

92,86%

86,11%

89,27%

89,36%

88,33%

95%

86,08%

93%

85,56%

80,00%

91,38%

14. Céng chirc huéng dan
ké khai hd so dé hiéu

94%

78,89%

89,06%

92,86%

91,67%

89,27%

89,36%

87,78%

94%

84,18%

93,89%

86,67%

78,89%

90,80%

15. Cong churc tudn thu
dung quy dinh trong giai
quyét cong viéc

95%

81,67%

88,96%

85,71%

95,00%

89,27%

87.23%

88,89%

94%

86,71%

92%

85,00%

81,67%

93,68%

IV. KET QUA CUNG
UNG DICH VU HANH
CHINH CONG

97%

78,57%

90,96%

78,57%

94,63%

90,40%

89,83%

97,22%

96%

91,56%

93%

87,41%

93,70%

88,12%

16. K&t qua ma Ong/Ba
nhédn dugc 1a dang quy
dinh

97%

78,57%

90,68%

78,57%

96,11%

90,40%

87,94%

97,22%

96%

91,14%

92%

87,78%

95,00%

85,06%

17. Két qu@ nhan duoc ¢cb
thong tin day du

97%

78,57%

91,48%

78,57%

96,11%

90,40%

91,49%

97,22%

96%

92,41%

93%

87,22%

93,89%

89,66%

18. Két qua nhan dugc c¢6
thong tin chinh xac

97%

78,57%

90,73%

78,57%

91,67%

90,40%

90,07%

97,22%

95%

91,14%

94%

87,22%

92,22%

89,66%

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

88,54%

50,00%

79,36%

83,33%

50,00%

88,54%

83,09%

81,82%

80,00%

84,34%

81,67%

80,36%

85,03%

74,83%

19. Co quan ¢6 b0 trf hinh
thire tiép nhén gép y, phan
anh, kién nghi cta ngudi
dén, td chirc

100%

62,50%

82,34%

100,00%

62,50%

91,67%

83,82%

100,00%

76%

81,65%

73%

78,57%

85,31%

72,92%

20. Ong/Ba d¢ dang thyc
hién g6p y, phan énh, kién
nghi

93%

37,50%

77,61%

66,67%

37,50%

87,50%

85.29%

72,73%

80,00%

83,54%

87%

92,86%

85,31%

75,69%








21. Co quan tiép nhan va
xir ly tich cye cac gop y,
phan 4nh, kién nghi

100%

50,00%

83,48%

100,00%

50,00%

91,30%

82,35%

90,91%

80%

85,44%

93%

85,71%

84,18%

75,00%

22. Co quan théng bao kip
thoi két qua xir Iy cac y
kién gop y, phan 4nh, kién
nghi

91%

50,00%

74,71%

66,67%

50,00%

91,30%

80,88%

63,64%

84%

86,71%

73,33%

64.29%

85,31%

75,69%

Chi s6 hai long vé sw
phuc vu hanh chinh nim
2022

92,57%

84,63%

87,89%

84,63%

85,20%

89,56%

87,22%

88,16%

92,57%

87,60%

90,83%

85,87%

86,75%

88,37%
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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 NUGC NAM 2022 TREN PIA BAN TiNH PIEN BIEN

Ngay 29/8/2022, UBND tinh di ban hanh Ké hoach s6 2778/KH-UBND vé
Khao sat mirc dd hai long ctia ngudi dan, td chirc dbi véi su phuc vu ctia co quan hanh
chinh nha nudc trén dia ban tinh Dién Bién ndam 2022; trong d6, S& No6i vu chu tri xay
dung phuong an, Mau phiéu va té chirc thyue hién theo k& hoach. Viéc khao sat duoc ky
két hop dong v6i Buu dién tinh Pién Bién thuc hién dam bao, ding quy dinh.

I. Chon dich vu, linh vye khéo sit, c& miu khio sat, phiéu khao sat

1. Poi véi sé, nganh

- Chon céc giao dich TTHC linh vuc Ly lich tu phép thudc thim quyén giai
quyét ctia S& Tu phap;

- Chon céc giao dich TTHC linh vuc Pau tu tai Viét Nam va Pau tu thude
thdm quyén giai quyét cia S& K& hoach va Dau tu.

2. P6i véi UBND cip huyén

Chon céc giao dich TTHC linh vyc: Tu phap; Lao dong Thuong binh va Xa
hoi; Cong thuong - Xay dung - Kinh té.

3. Po6i voi UBND cap xa

Chon cac giao dich TTHC linh vuc: Tu phap - HO tich, Lao dong Thuong binh
va Xa hoi; Tai nguyén va Moi truong.

4. Co mau khao sat

C& mau dugc phan bd 1a 50 mau/sé va 180 mawhuyén (mdi huyén 90 mau cép
huyén va 90 mau cip x3). Tong c& mau khao sat nam 2022 1a 1.789 (Do sé Tu phap
khoéng phat sinh giao dich TTHC tai bg phan tiép nhan va tra két qua; So Ké hoach va
Pau tu chi phat sinh 29 giao dich TTHC va chon duogc 19 mau khao sat).

5. Phiéu khio sat

- Phiéu khéo sat bao gdm cac céu hoi c6 sin phuong an tra 101 dé nguoi dan,
dai dién td chirc lya chon. Cau hoi trong phiéu khao sat thé hién noi dung céc tiéu chi
do luong su hai long; dong thoi phan anh qua trinh, két qua cung tng dich vy hanh
chinh cong, sy mong doi clia ngudi dén, t6 chirc ddi voi viée cung tng dich vu hanh
chinh cong ctia céc co quan hanh chinh nha nudec.

- Phiéu khéo sét: Phiéu khao sat 4p dung dbi véi nguoi dan, dai dién td chirc
(c6 mdu phiéu kém theo Bdo cdo).







- Phiéu khao sat c6 bo cuc va ndi dung nhu sau:

+ Phan théng tin chung, gom: Muc dich cua khao sat do luong su hai 1ong;
hudng dan cach tra 1oi phiéu; thong tin ca nhan ctia ngudi dan/td chic va nguoi dai
dién td chirc tra 101 phiéu khao sat.

+ Phan cdu héi, gom: Cac ciu hoi vé qud trinh giao dich va két qua cung tmg
dich vu hanh chinh cong cta co quan hanh chinh nha nudc; cac cau hadi vé mic do
hai long ctia ngudi dan, dai dién td chie dbi voi viée cung Ung dich vu hanh chinh
cong cua co quan hanh chinh nha nudc; cau hoi vé su mong doi ciia ngudi déan, dai
dién t6 chire d6i vai viée cung img dich vu cong ctia co quan hanh chinh nha nude.

IL. Trién khai khio sat thong qua di¢u tra xa hdi hoc; Tong hop, phan tich
dir liéu va tinh toan céc chi sb
1. Lwa chon, hwéng dan diéu tra vién

Diéu tra vién la nhan vién cua Buu Dién tinh va cac huyén, thi xa, thanh pho
noi ¢6 nguoi dan, to chirc dugce lya chon khao séat thuong tri hoac tam tru.

S& Noi vu hudng dan noi dung khao sét, phuong phap phat, thu phiéu, thu thap
thong tin khao sat.

2. Trién khai khao sat

S& Noi vu cung cép cho Buu Dién tinh danh sach chinh thire, du phong ngudi
dan, t& chire duoc lya chon khao sét trén co sé téng hop danh sach cia cac co quan,
don vi, dia phuong dugc chon khao sat.

Viéc phat va thu phiéu khao sét do cac diéu tra vién thuc hién. Didu tra vién
truc tiép gdp ngudi dan, dai dién td chic tai noi cu tra theo danh séch da duoc cung
cap; phat phiéu khao sat cho nguoi dan, dai dién t6 chire tr nghién ctru, tra 161 va thu
phiéu vé sau khi nguoi dén, dai dién td chirc tra 1oi xong.

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

3. Kiém tra, gidm st va phic tra phiéu khio sat

Viéc phuc tra két qua khao sat dugc Uy ban mit tran td quéc tinh, Hoi Cuu
chién binh tinh trién khai thyc hién bing hinh thirc goi dién tryc tiép dén 348/1.739
ngudi dan, dai dién t6 chirc theo danh sach da khao sat. K&t qua phuc tra cho thdy:
nguoi dén, dai dién t6 chic duge phic tra di truc tiép tham gia khao sét, truc tiép tra
1oi phiéu va khong bi tac déng clia cic co quan hanh chinh trong viéc dénh gia cac
tidu chi trong phiéu khao sét; sau khi hoan thanh viéc tra 101 phiéu khao sat da dugc
nhan s tién 30.000 ddng/ngudi/phiéu).
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Tuy nhién, qua két qua phtc tra cia Uy ban mit tran té qubc tinh, H6i Cuu
chién binh tinh cé 14 hop nguoi dan tra 10i khéng truc tiép tham gia khao sat, khong
truc tiép tham gia tra 10i phiéu hodc khong duoc nhén sé tién 30.000 dong/ngudi. S&
Noi vu da yéu cau Buu dién tinh ra soat, kiém tra lai ddi véi cac truong hop da néu.
Sau khi ra soat kiém tra xac minh 14 doi tuong dugc khao sat theo danh sach phuc
tra, Buu dién tinh Dién Bién x4c nhan céc déi tuong di duoc tham gia khao sat va
nhan duoc tién tra 101 phiéu diéu tra.

4. Toéng hop, phén tich dir lidu va tinh toan céc chi s6

4.1. Téng hop, phin tich div liéu

Trén co so thu thap thong tin tir phiéu khao sat, tién hanh tong hop, phén tich
céc dir lidu thdng ké théng qua Béang tinh Excel.

4.2. Cdch tinh chi so hai long

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

Tong s6 phwong an tra loi "Hai long" hodc "RAt hai long"
"~ Tong s6 ngudi tra loi x S6 cau héi da tra loi (Cau s§ 7)

Chi s6 hai long

- Chi s6 hai long vé timg yéu t6: Cac yéu t6 vé: (1) Tiép céan dich vu hanh
chinh cong ctia co quan nha nuée; (2) Thu tuc hanh chinh; (3) Céng chirc giai quyét
cong viée; (4) Két qua cung tg dich vu hanh chinh cong va (5) Tiép nhén giai quyét
g6p ¥, phan anh, kién nghij dugc ap dung cong thirc tinh Chi sb hai long vé& su phuc
vu hanh chinh néu trén.

- Chi s6 hai long vé timg tidu chi: Pugc xdc dinh bing ty 1& phan trdm (%) sb
nguoi tra 161 “Hai long” hodc “Rat hai long” trén tong sb ngudi tra 10 cta timg tiéu
chi (Méi tiéu chi la mét céu héi ciia Cau sé 7 trong phiéu khao sdt tai Phu luc kém
theo Bdo cao).

Ngoai Chi s6 hai long vé su phuc vu hanh chinh, céc thong tin khac vé té chirc
cung tng dich vy hanh chinh c6ng, két qua cung tmg dich vu hanh chinh céng, mong
doi ctia nguoi dan, dai dién td chirc vé viéc cung ung dich vu hanh chinh céng thu
dugc tir phiéu khao sét dugce tong hop, phan tich va tinh todn céc chi sb twong Gmg dé
cung cap thong tin phuc vu cho céng tic quan 1y. Céc chi sé nay duoc tinh bang ty 18
phan trim (%) gitta sb ngudi tra 10 ciing phuong 4n ddi véi mdi cau héi trén téng sb
ngudi tham gia tra 1&i mdi cau hdi (Cdu héi sé 1 dén 6, Cau héi sé 8 ciia Phiéu khdo
sat tai phu luc dinh kem Bdo cdo).

II1. Két qua phén tich thanh phan tré 16i phiéu

1. Ty 1 phan hdi phiéu khio sat
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Téng sb phiéu khao sat theo ké hoach 1a: 1.789 phiéu; Téng sb phiéu thu vé
hop 18 1a: 1.739 dat 97,21% ké hoach; S6 phiéu khong diéu tra duge 14 50.

S6 phiéu khéng didu tra dugc 1a do: Nhiéu dbi twong dia chi khong day du, sai
dia chi, sai sb dién thoai, khong c6 sb dién thoai lién hé dic biét 1a céc xa ving sau,
xa (Huyén Dién Bién: Xa Thanh Xuwong, Thanh Hung; Huyén Muong Cha: Mudng
Tung; Huyén Muong Nhé: xa Leng Su Sin, Nam Ke¢; Thi xd& Muong Lay: Phuong Na
Lay, Song Pa; Huyén Tta Chua: xd Ta Sin Thang, X4 Nhe), dan t6i rat kho khin va
mét nhiéu thoi gian di lai dé khao sat; Di tugng khao sat khong phai nguoi di lam
TTHC, khéng hop téc, khong dong y diéu tra; Mot ngudi dimg ra di lam TTHC cho
nhiéu ngudi; Pdi tugng didu tra 13 ngudi dan toc thiéu sd, khong biét chit, khong biét
tiéng viét; Mot sb dbi tugng da chuyén di noi khac khong con séng tai dia ban.

2. Thanh phan, d6i twong tham gia tra 1oi phiéu khao sat

2.1. Thanh phan déi twong khdo sdt theo gigi tinh

D6i tugng tham gia tra 10i phiéu khao sat 1a nit chiém ty 18 39,10% va nam
chiém ty 1& 60,90% trén tong s6 ngudi tra 101 phiéu khao sat.

2.2. Thanh phin doi twong khio sdt theo trinh dp

Déi tuong khao sat trong nhém Khong di hoc (Khong biét chit, Chua qua dao
tao) chiém ty 18 3,17%; nhém c6 trinh d6 vin héa Tiéu hoc, Trung hoc co s& (cép II),
Trung hoc pho thong (cap III) chiém ty 1& 62,75%; nhém duge dao tao vé day nghé
va chuyén mén (Trung cép, Cao déng, Dai hoc, Trén dai hoc) 1a 34,08%.

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

I. Nhén dinh, phin anh ciia nguwoi dan/dai dién t6 chirc vé qua trinh cung
trng dich vu hanh chinh cong

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

Nguoi dan va to chirc tham gia khao sat duge dé nghi cung cip thong tin vé dia
diém thyc hién giao dich hanh chinh cta co quan nha nudc giai quyét TTHC ma ho
thuc hién. Hién nay, cac TTHC da sé dugc thuc hién theo co ché mét ctra, co ché mot
ctra lién thong, viéc tiép nhan va tra két qua giai quyét TTHC duoc thuc hién tai Bd
phan tiép nhan va tra két qua cta cac co quan, don vi, dia phuong.

Tuy nhién, qua y kién ciia ngudi dan, td chirc thi van con nhiu trudng hop
dugc cic co quan, don vi tiép nhan tai co quan (cac phong chuyén mon). Sé lugng
TTHC dugc tiép nhén tai B§ phan tiép nhén va tra két qua cao nhét 1a huyén Muong
Cha (chiém 99,44%) thip nhét 12 huyén Tta Chua (chiém 48,89%).







3571%  8,33% 23.73%17,73% 0,56%  6,29% 18,99% 4,44% 33,89% 51,11% 33,91%

100,00%

90,00% -

80,00% -

70,00% -
60,00%
50,00% i | 5 | ")
40,00% - 76 . 31 :
30,00% - 66
20,00% -
10,00% -

0,00% . ; . . .
So Huyén Huyén Huyén Huyén Thixa Huyén Huyén Thanh Huyén Huyén
KH&DT bién  bién Mudng Mudng Muong Mudng  Nim phé Taa Tuan
Bén Bien Ang Cha Lay Nhé ps  PBP Chua Gido
bong

T T T

B Tai B6 phédn tiép nhanvatra két qud  ® Tai co quan hanh chinh nha nwéc

Biéu do 1: Pia diém thwe hién giao dich hanh chinh

2. Hinh thire tiép cin dich vu hanh chinh

Hinh thirc ma nguoi dén, dai dién td chie st dung dé tiép can thong tin v& viée
giai quyét cac TTHC ciia co quan hanh chinh nha nuéc bao goém: (1) Qua hoi nguoi
than, ban be; (2) Qua chinh quyén phuong, xi; (3) Qua phuong tién thong tin dai
ching (xem tivi, nghe dai, doc bdo...); (4) Qua mang Internet.

Hinh thuc tiép can thong tin dich vy hanh chinh ma ngudi dén, td chire thuong
str dung dbi véi dich vu hanh chinh cua da s6 co quan, don vi la qua chinh quyén
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phudng, xa (chiém tir 29,71% dén 97,78%). Hinh thirc it sir dung nhat la théng qua
mang Internet.

120,00% 63,92%
0,00% 0,63%
0,00% 0,00% 0,56% 7 ga% 500% 4,57%  0,63% 0,56% 7,78% 3,93%
100,00% + 16
14;29% 71 C
80,00% -
60,00% -
88l14b;
97 o
40,00% -
20,00% - s
0,00% /a0 _ |
0,00% T Z’lz% T e 1

S& Huyén Huyén Huyén Huyén Thixa@ Huyén Huyén Thanh Huyén Huyén
KH&DT Dién  bien Muwdng Mwdng Muong Muwdng  Nam phd Téa  Tuan
Bién Bien Ang Cha Lay Nhé ps  pBP Chia Gido
boéng
@ Qua mang Internet
= Qua phwong tién théng tin dai chang (xem tivi, nghe dai, doc bao...)
m Qua chinh quyén phuwéng, xa
= Qua hdéi ngwodi than, ban bé

Biéu dd 2: Hinh thirc tiép ciin dich vu hanh chinh
3. Phin Anh vé s6 lan di lai dé giai quyét cong viée
Nguoi dén, to chire khi sir dung dich vu hanh chinh céng do co quan nha nudc
cung cap tra két qua ngay thi sé 1an di lai thuong 1a 1; nhom linh vue TTHC ¢6 quy
dinh giai quyét qua ngay (trén 1 ngay) thi s lan di lai trung binh 12 2-3 1dn. Qua khéo
sat ngudi dan, t6 chire chi di lai 1 1an va nhan ludn két qua giai quyét TTHC cao nhét







1a huyén Nam P (chiém 97,78%). Huyén Nam P va Muong Cha la cac don vi céc
ngudi dan, dai dién td chirc duge khéo sat cho biét khong phai di lai qua 3 1an dé giai
quyét céc hd so TTHC.

Tuy nhién, sé ngudi dan, td chic cho biét phai di lai trén 3 1an méi lay duoc
két qua giai quyét TTHC van con tai 09/11 don vi véi ty 18 0,57% dén 21,43% sb
ngudi dan, té chirc duge khao sat. Pay 1a van d& ma cac don vi, dia phuong can luu y
khi tiép nhan, giai quyét hd so va tra két qua cho ngudi dan, t6 chie.

’ 2 0 r ? )
100% ' . 1,E1% 1,67% 1,10%

90% - 'R’ 17§25

80% - 32§58%

40 o
70% 20, 36
2 1 X 8 (] 3 1 A 47 0 62 0

60% A

50% - 95156% 97178%

40% - 80}00%
42|86P%6

30% - bl 0

51 1% 9132% 50(55%
20% 35 %

10% T14l28

0% . . T T T T T T T T 1
S& Huyén  Huyén Huyén Huyén Thixd Huy&n Huyén Thanh  Huyén  Huyén
KH&DT  Dién pien  Mwong Muwéng Muwong Mwong  Nim  phdDBP TuaChia  Tulin
Bién Bién Ang Cha Lay Nhé Po Gido
Pong

m1l3n ®m203n ®m33n mHon 3 lan

Biéu d6 3: SO lan di lai dé giai quyét cong viée ciia nguwoi dan, td chive

4. Panh gia cong chirc

Pai dién t6 chirc va ngudi dan tham gia khao sat duge dé nghi cung cép thong
tin vé thai do phuc vu ctia cdng chirc trong qua trinh giai quyét cong viéc bao gom:
(1) cong chirc c6 gay phién ha, sach nhidu; (2) ¢6 goi y ndp thém tién ngoai 1& phi
trong qua trinh giai quyét cong viéc.

Qua khao sat nguoi dan, td chire cho biét van c6 tinh trang cong chic clia mot
s0 co quan, don vi, dia phuong trong qué trinh giai quyét cong viéc con giy phién ha,
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sdch nhidu, goi ¥ ngudi dan, to chirc ndp thém tién ngoai phi/ 1& phi. Tai 07/11 don vi
ngudi dan duge khao sat cho biét cong chirc ¢é gdy phién ha, sach nhidu trong quéa
trinh giai quyét cong viéc va goi y ndp thém tién ngoai phi/lé phi véi ty 18 0,53% dén

7,14%.
Huyén Tudn Gido
Huyén Tla Chua ' 0,00% 0,00%
— R
Pd
Huyén Mudng Nhé - 0,00%
Thi xa Muong Layor' 0,97%
Huyén Muéng Cha ' 0,00% 0,00%
oyen Moo Ang. | (ECHRMND 137
Huyén bién 0,53%
Bién
Huyén Dién
Bién 0,00%
boéng
¥ o) 7,14%
KH&DT
T T T ) 1 f - l/ /
0,00% 1,00% 2,00% 3,00% 4,00% 5,00% 6,00% 7,00% 8,00% 9,00%
B COng chirc gdy phién ha, sdch nhiu  ® Céng chirc goiy ndp thém tién ngoai phi/lé phi

Biéu dd 4: Tinh trang cong chirc giy phién ha, sach nhiu va goi y ngwoi dan, to
chirc ndp tién ngoai phi, 18 phi theo quy dinh
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5. Sw diing hen tra két qua thi tuc hanh chinh

Nguoi dan, t6 chirc danh gia cao su ding hen clia cac co quan hanh chinh nha
nude trong viée tra két qua giai quyét TTHC, c6 94,74% dén 100% ngudi dan, tb
chirc cho biét ho nhan dwoc két qua giai quyét TTHC dtng hen hodc sém hon hen.
Ty 18 tra sém hen tuy khong nhiéu nhung ciing rat dang khich 1& cho cac co quan,
don vi.

Khao sat tai 01 s¢ va 10 UBND cép huyén thi ¢6 07/11 don vi ¢6 ngudi dan,
t6 chirc cho biét nhan dugc két qua giai quyét TTHC tré hen, chi c6 Thi xd Mudng
Lay va cac huyén: Muong Ang, Mudng Nhé, Nam P6 1a 100% nguoi dan, dai dién tb
chirc cho biét TTHC dugc giai quyét ding hen. Ty 1& nguoi déan, té chirc nhan dugc
két qua giai quyét TTHC tré hen chiém ty 18 tir 0,56% dén 7,14%.

7 14%167%.0,56% 000% 056% 0,00% 0,00% 0,00% 1,11% 2,30%
100% v 0 0
0
: 1
98% - 38 0
1
96% -
2
94% - 1
0
92%
9 x 10 ()
0
90% g 0 9 9 A 9 0
88% A
° 9 A 9 o
86% - 8
84% -
82% T L} 1 T ¥ T ) 1 T ¥ ¥
S&  Huyén Huyén Huyén Huyén Thixd Huyé&n Huyén Thanh Huyén Huyén
KH&DT Pién  bién Muwdng Muwdng Muong Muwdng Nam phd Tda Tuan
Ben Bien Ang Cha Lay Nhé psy  PBP Chua Gido
Bong mDing hen ®mS&m hon hen @ Tré hen

Biéu dd 5: Sy diing hen tri két qua TTHC
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6. Thue hién viéce thong bdo, giii viin ban xin 15i cho tb chirc, ¢4 nhin khi
dé ho so TTHC tré hen

Qua khao sét chi c6 Thi xd Muong Lay va céc huyén: Muong Ang, Mudng
Nhé, Nam P 14 ngudi dan, t6 chiic cho biét khéng ¢6 TTHC tré hen. Trong sb ngudi
dan, tb chirc c6 y kién vé viéc co quan hanh chinh nha nuéc con tra két qua TTHC tré
hen thi ¢6 04/07 don vi ¢6 thong béo trude cho ngudi dan, té chirc vé viée tré hen voi
ty 18 tir 25% dén 100%; Con dbi v6i viée gri vin ban xin 161 ngudi dan, tb chire khi
dé két qua TTHC tré hen thi qua khao sét chi ¢6 céc huyén: Muong Cha, Tua Chua,
Tuén Gido va thanh phd Dién Bién Phii thuc hién véi ty 18 25% - 50% sé ngudi dan,
t6 chirc nhan két qua giai quyét TTHC tré hen. Pay la van d& can duoc chi dao trién
khai thuc hién mét cach nghiém thc, ding quy dinh trong thoi gian téi vi ¢6 anh
huong dén diém chi s6 CCHC hang nim cta tinh ciing nhu su hai 1ong cia ngudi
dan, t6 chirc d6i véi cac co quan HCNN.

100% 100% 100% 100% 100% 100% 100% 100%
100% - l l l
- I I I
o ' l l 75% 75%
- I l l
60% I l l
- l I l ‘
40% I . l
- . I l I
20% -1 I . . |
10%
0 ] pH 1 . E
0% - '
S Huyén Dién  Huyén Dién Huyé Thanh phd HuyénTda  Huyén Tuan
KH&DT Bién Bién Muwéng Cha DBP Chua Gido
bdng
m C6 thong bao truwdc vé viéc tré hen m Khéng c6 théng bao trwdc vé viéc tré hen
m Co gwvi thw xin 18i vi tré hen m Khéng c6 gl thw xin 16i vi tré hen

Biéu d6 6: Vigc thong bio, giri viin ban xin 15i khi dé hd so TTHC tré hen








12

I1. Mitrc d§ hai long ciia ngudi din, dai dién tb chirc vé sw phuc vu cia co
quan hanh chinh nha nwée

1. Mirc do hai long ciia ngudi din, dai dién to chire vé céc tiéu chi trong
tiép can dich vu hanh chinh cong

Murc d6 hai 1ong cta ngudi dan, dai dién td chuc vé tiép can dich vy hanh
chinh nha nuéc dugc dénh gia qua: (1) Noi ngdi chd giai quyét cong viée tai co quan
c6 da chd ngdi; (2) Trang thiét bi phuc vu ngudi dén, to chic tai co quan day du; (3)
Trang thiét bi phuc vu nguoi dén, t6 chire tai co quan hién dai; (4) Trang thiét bj phuc
vu ngudi dén, t6 chire tai co quan dé st dung.

1.1. Noi ngéi cho tai co quan giai quyét TTHC cé dii ché ngoi

Pa s6 nguoi dan, dai dién td chire duge khao sat hai long vé noi ngodi cho giai
quyét céng viée clia co quan hanh chinh nha nudc, c6 83,69% dén 98,33% y kién
“Hai 1ong” va “Rat hai long” khi céc co quan hanh chinh nha nudc b tri chd cho ho
chdr dé thue hién giao dich, cao nhét 1a huyén Tua Chua (chiém 98,33%). Tuy nhién,
van c6 ngudi dan va dai dién t6 chirc tai 04/11 don vi dugc khao sat chua hai long vé
noi ngdi chd cia huyén Dién Bién Péng, Muong Nhé, Nam P, Thanh phd Dién
Bién Phu véi ty 18 0,56% dén 1,67%.

0,00% 0,56% 0,00% 0,00% 0,00% 0,00% 1,27% 1,67% 1,11% 0,00% 0,00%
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Huyén bién Bién Dong
Huyén Dién Bién
Huyén Mwéng Ang
Huyén Mudng Cha
Thi xa3 Muwdng Lay
Huyén Mudng Nhé
Huyén Nam Po
Thanh phé DBP
Huyén Taa Chua
Huyén Tuan Gido

® Rat hai long va Hai long m Binh thudng 2 Khéng hai long va rat khéng hai long

Bi¢u do 7: Mirc d hai long vé noi ngdi chd tai co quan gidi quyét TTHC/B§
phin tiép nhén va tra két qua c6 di chd ngdi
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1.2. Sw ddy dii cdc trang thiét bi phuc vu ngwoi din, to chirc

Khi héi vé mic d6 hai long ciia nguoi dan, dai dién td chirc vé tiéu chi nay co
83,89% dén 96% “Hai long” va “Rat hai long” vé su day du cla céc trang thiét bi
phuc vu nguoi dan, td chirc tai cac co quan hanh chinh nha nude. C6 03 don vi la
huyén Dién Bién Pong, Muong Nhé vaThanh phd Pién Bién Phil c6 nguoi dan, dai
dién t& chirc chua hai long vé trang thiét bi phuc vu véi ty 18 tir 0,56% dén 1,42%.

100,00% T’O’,OO%

0,56% 0,00% 0,00%"0,00% 0,00% 0,00%

1,42% 0,56% 0,00% 0,00% —

4,00%
7,14% 6,1]%

i —

)% 7,209
95,00% + | A e A

10,78% N 8,06%
11,81%12,0%
90,00% '

85,00%

|

80,00%

® Rat hai long va Hai long ® Binh thwéng ® Khong hai long va rit khéng hai long

Bi¢u d6 8: Mirc dd hai long vé sy diy di ciia cic trang thiét bi phuc vu nguoi
din, to chire tai co' quan hanh chinh nha nuée
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1.3. Mire dp hién dai ciia cdc trang thiét bi phuc vu nguwoi dan, 16 chirc

C6 78,57% dén 95,56% nguoi dan, dai dién to chic “Hai long” va “Rat hai
long” vé mirc d6 hién dai ctia céc trang thiét bj phuc vu nguoi dan, td chie. Huyén
Pién Bién Pong va Thanh ph6 Pién Bién Phu 14 cac don vi ¢6 ty 1& cao nhét (chiém
1,11%) ngudi dan chwa hai 1ong vé mirc d6 hién dai cta cac trang thiét bi phuc vu
ngudi dan, t6 chie.

0,00% 1,11% 0,00% 0,71% 0,00% 0,00% 0,00% 0,00% 1,11% 0,00% 0,00%
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Biéu d6 9: Mitrc d) hién dai ciia cdc trang thiét bi phuc vu nguoi dén, to chirc
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1.4. Trang thiét bi phuc vu ngwoi din, to chire tai co quan dé siv dung

C6 83,33% dén 95,56% ngudi dan, td chirc duge khao sat “Hai long” va “Rét
hai long” vé muc do hién dai ciia cac trang thiét bi phuc vu ngudi dan, té chirc. Chi
c6 02/11 don vi la huyénTuén Gido va thanh phé Dién Bién Phu véi ty 1€ tir 0,56%
dén 0,57% ngudi dén, t chirc danh gid “Khoéng hai 1ong” hodc “RAat khong hai long”
voi tiéu chi nay.
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Huyén Dién Bién Pong

Huyén Dién Bién

® Rat hai lbong va Hai long

Huyén Mweng Ang
Huyén Mwdng Cha
Thi x4 Mwéng Lay
Huyén Muwéng Nhé
Huy&n Nam PO
Thanh phé DBP
Huyén Tda Chua
Huyén Tuan Gido

® Binh thwdng  m Khdng hai long va rat khéng hai long

Biéu d6 10: Mirc d9 hai long ciia trang thiét bi phuc vy ngudi dan, t chire hién dai

2. Mire d§ hai long vé cdc tiéu chi trong Thii tuc hanh chinh

Muc dd hai long vé cac tiéu chi trong thi tuc hanh chinh duogc nguoi dan, dai
dién t6 chirc danh gia théng qua: (1) Thi tuc hanh chinh duoc niém yét cong khai day
du; (2 )Thu tyc hanh chinh duge niém yét cong khai chinh xéc; Thanh phan hd so
phai ndp la ding quy dinh; (3) Muc phi/l¢ phi phai ndp la dung quy dinh; (4) Thoi
han giai quyét ghi trong gidy hen (tinh tir ngay tiép nhan hd so dén ngay tra két qua)
la dGng quy dinh.
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2.1. Micc dp hai long TTHC dwoc niém yét cong khai ddy dit

C6 85,71% dén 95% ngudi dan, té chirc duge khao sat “Hai long” va “RAat hai
long” vé céc quy dinh TTHC lién quan dén cong viéc ciia ban than ho duoc niém yét
cong khai ddy di. Chi c6 thanh phé Pién Bién Phu con c6 ngudi dan “Khéng hai
long” hodc “Rét khong hai 1ong” véi tidu chi nay vai ty 18 1,11% ngudi dén, té chirc
duoc khao sat.
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Huyén Dién Bién Déng
Huyén Dién Bién
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Huyén Mwong Cha
Thi xa Mwéng Lay
Huyén Mwéng Nhé
Huyén Nam Po
Thanh phé DBP
Huyén Tda Chua
Huyén Tuan Gido

® Rat hai long va Hailong  m Binh thwong  m Khéng hai long va rat khong hai long

Biéu d6 11: Mirc d9 hai long vé tiéu chi niém yét cong khai diy dii cic quy dinh TTHC







17

2.2. Mikc dp hai long TTHC dwoc niém yét chinh xdc

C6 85,71% dén 97,22% ngudi dén, t6 chirc dugc khao sat “Hai 1ong” va “Rét
hai long” véi cac quy dinh cia TTHC ma ho tiép cén dugc céc co quan hanh chinh
nha nudc niém yét cong khai chinh xac. Qua khao sét cho thay vin cé ngudi dan, to
chirc danh gié 1 chua hai long vé tiéu chi nay tai huyén Pién Bién Pong (0,56%).
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Huyén Tda Chua
Huyén Tuan Gido

Huyén Dién Bién Bong

® Rat hai long va Hailong  ®mBinh thwdng  m Khong hai long va rat khong hai long

Biéu d6 12: Mirc d hai long vé TTHC dwge niém yét chinh xéc








18

2.3. Mivc dp hai long vé thanh phan hé so nép la ding quy dinh

Tiéu chi nay dugc nguoi dan, td chirc danh & muc 85,71% dén 97,78% “Hai
long” va “Rét hai 1ong” vé thanh phan ho so ma ho phai ndp 1a ding quy dinh. Nam
2022, khéng c¢6 ngudi dan, dai dién td chirc danh gia chua hai long véi tiéu chi nay.
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Biéu d6 13: Mirc dd hai 1ong vé Thanh phin hd so phai ngp la ding quy dinh







2.4. Mive dp hai long vé mikc phi, I¢ phi ma ngwoi dan, tb chivc phai ngp la

dung quy dinh

C6 78,57% dén 96,67% ngudi dan, t6 chire déanh gia “Hai long” va “Rét hai
1ong” vé mirc phi, 1& phi phai ndp 1a diing quy dinh. Chi ¢6 Thanh phé Pién Bién Phi
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c¢6 ngudi dén, td chirc chura hai long véi mirc phi, 1& phi phai nop véi ty 18 tir 1,11%.
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Biéu d6 14: Mirc d hai 1ong vé phi, 1 phi phai ndp 1a ding quy dinh
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2.5. Mirc dp hai long vé thoi han gidi quyét ghi trong gidy hen la ding quy dinh

C6 78,57% dén 95,56% ngudi dan, to chirc “Hai long” va “Rat hai long” véi
thoi han giai quyét TTHC ghi trong gidy hen la ding quy dinh, cao nhét 1a huyén
Nam P véi 100%. C6 04/11 don vi duge ngudi dén, t6 chic dénh gia vé thoi han
giai quyét ghi trong gidy hen la chua ding véi quy dinh véi ty 1é “Khéng hai long” va
“RA4t khong hai 1ong” cua ngudi dan, td chirc duge khao sat tai cdc don vi ndy tir
0,56% dén 7,14%.
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Biéu d6 15: Mirc dd hai long vé thoi han gidi quyét ghi trong gidy hen la ding
quy dinh
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3. Mire d¢ hai 1ong vé céc tiéu chi Cong chirc trye tiép gidi quyét cong vige

Ngudi dan, dai dién té chirc dénh gid mirc do hai long vé cong chic truc tiép
giai quyét cong viéc thong qua céc tidu chi: (1) Cong chirc c6 thai do giao tiép lich
su; (2) Cong chirc chu y ling nghe y kién cta nguoi dén/dai dién tb chic; (3) Cong
chirc tra 10, giai thich ddy du céc y kién ctia ngudi dan/dai dién t6 chic; (4) Cong
chirc huéng dén ké khai hd so tan tinh, chu déo; (5) Céng chirc hudng dén ké khai hd
so d& hidu; (6) Cong chire tuan thi ding quy dinh trong giai quyét cong viéc.

3.1. Mirc dp hai long vé tiéu chi Cong chivc c6 thdi dé giao tiép lich su

Khi duoc d& nghi danh gia vé thai d6 giao tiép cia cong chirc trong qué trinh giai
quyét cong viée ¢ 81,01% dén 94,86% ngudi dén, té chirc “Hai long” va “Rét hai long”
véi thai do giao tiép lich su cia cong chire. Ty 18 thap ngudi dan, té chire duge khao sét
chua hai long vé thai do giao tiép ctia cong chitc chiém tir 0,56% dén 0,57% tai 03 don
vi la huyén Dién Bién Dong, Tudn Gido va Thanh phé Pién Bién Phu.
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Biéu do 16: Mirc d9 hai 1ong vé tiéu chi Cong chire ¢6 thai dd giao tiép lich sw
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3.2. Mikc dp hai long vé tiéu chi Cong chirc chi y ling nghe y kién cia
ngwoi dan/dai dién 16 chive

C6 81,11% dén 95,43% ngudi dén, td chirc dugc khao sat “Hai long” va “Rét
hai long” khi céng chirc chii ¥ ling nghe nhimg y kién ctia ho. Ty 1& nguoi dén, t6
chirc chua hai long ddi véi tiéu chi nay tai thanh ph6 Dién Bién Phu chiém 1,67%.

0,00% 0,00% 0,00% 0,00% 0,00% 0,00% 0,00% 0,00% 1,67% 0,00% 0,00%
100,00% #
8 7
1 1
1 1 1 1
90,00% - 3
80,00% -
70,00% -
60,00% -
50,00% - 9
8 8 9 °
8 8 8 8 8
40,00% - 8
30,00% -
20,00% -
10,00% -
0,00% T T T T T T T T T T 1
S&  Huyén Huyén Huyén Huyén Thixd Huyén Huyén Thanh Huyén Huyén
KH&DT Pién  Pién Muwdng Muong Mwong Muwdng Nam P6  phd Tda Tuan
Bién gien Ang Cha Lay Nhe DBP  Chua  Gido
bong
® R4t hai long va Hailong  ®m Binh thwong  m Khéng hai long va rat khéng hai long

Biéu d6 17: Mirc dd hai long vé tiéu chi Cong chirc chi ¥ ling nghe y kién ciia
nguoi din, dai dién t6 chire
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3.3. Mirc d hai long vé tiéu chi Cong chirc trd 1oi, gidi thich ddy di cdc y
kién cita nguwoi dan/dai dién té chirc

Tir 81,11% dén 94,86% nguoi dan, td chire “Hai long” va “Rét hai 1ong” véi
cong chure khi tra 101 giai dap day du cac y kién ca ho. Tuy nhién, c¢6 03/11 don vi
ngudi dan, to chirc duge khao sat khong hai 1ong véi tiéu chi nay vai ty 18 tir 0,57%
dén 1,67% la huyén Dién Bién Dong, Tuan Gido va Thanh phd Dién Bién Phu.
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Biéu dd 18: Mirc dd hai long vé tiéu chi Cong chirc tré 101, gidi dap diy di cac y
kién ctia ngudi din, dai dién té chic
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3.4. Mirc dp hai long vé tiéu chi Cong chirc hudng din ké khai hé so tin
tinh, chu dao

C6 80% dén 94,43% ngudi dén, t6 chirc “Hai 1ong” va “Rét hai long” vé su tan
tinh, chu ddo cta cong chirc huéng dan ké khai hd so TTHC. Tuy nhién, van con
cong chire ctia 03/11 don vi duge danh gié 14 chua tan tinh, chu ddo huéng dan ngudi
dan, t6 chic ké khai TTHC va ty 1& nay chiém tir 0,56% dén 1,11% sb nguoi dan, t6
chirc dugc khao sat.
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Biéu dd 19: Mirc d9 hai long vé tiéu chi Cong chire hwéng din ké khai hd so tin
tinh, chu dao
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3.5. Mire d@p hai long vé tiéu chi Cong chirc hwong din ké khai hé so dé hiéu

C6 78,89% dén 94,29% ngudi dan, td chirc “Hai long” va “Rat hai long” véi
cong chirc huéng din ké khai hd so TTHC, ho hai long v6i cong chirc huéng dan ké
khai hd so TTHC dé hiéu. Tuy nhién, vin con céng chire clia huyén Dién Bién Dong
va Thanh phd Dién Bién Phu dugc dénh gia 1a hudng dan ngudi dén, t6 chirc ké khai
TTHC khé hiéu véi ty 18 0,56% va 1,11% ngudi dan, t& chirc dugc khéo st.
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Biéu dd 20: Mirc d§ hai long vé tiéu chi Cong chirc hwéng din ké khai hé so dé hi éu
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3.6. Mirc dp hai long vé tiéu chi Cong chirc tuin thii ding quy dinh trong
gidi quyét cong viéc

Tir 81,67% dén 95% ngudi dan, t6 chie “Hai long” va “Rat hai long” khi giai
quyét cong viéc cong chirc ludn tun thu cac quy dinh. T¥ 18 nguoi dén, té chic chua
hai long v6i cong chirc vé tudn thu cac quy dinh trong giai quyét cong viéc tai huyén
Dién Bién Pong va Thanh phd Dién Bién Phu 1a 1,11% va 1,67%.
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Biéu d6 21: Mic d$ hai long vé tiéu chi Cong chirc tudin 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 ing dich vu hanh
chinh cong

Mirc do hai 1ong vé két qua cung ‘ung dich vu hanh chinh c6ng dugc ngudi dan,
t6 chirc danh gia qua céc tiéu chi: (1) Két qua nhan duoc 1a ding quy dinh; (2) Két qua
nhéan duoc c6 théng tin ddy di; (3) Két qua nhan duoc c6 thong tin chinh xac.

C6 78,57% dén 97,22% nguoi dan, t chire “Hai long” va “Rét hai long” véi két
qua ho nhan dugc la ding quy dinh; d6i v6i su ddy du cua thong tin cia két qua nhin
duoc thi 78,57% dén 97,22% ngudi dan, t6 chirc “Hai long” va “Rét hai long”; vé su
chinh xéc ctia két qua c6 78,57% dén 97,22% ngudi dén, t6 chirc “Hai long” va “Rét
hai long” voi két quéa ho nhan duoc.
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Biéu do 22: Mirc d9 hai long vé tiéu chi két qua nhén dwoc 1a ding quy dinh
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® Rdt hai long va Hailong  mBinh thwong  m Khéng hai long va rdt khong hai long
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Bi¢u dd 23: Mirc dd hai long vé tiéu chi két qua nhan dwgc cé thong tin diy da
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Biéu d6 24: Mirc dd hai long vé

tiéu chi két qua nhéin dwoc l1a chinh xic
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5. Mirc d9 hai long vé cac tidu chi tiép nhén, gidi quyét gop ¥, phan anh,
kién nghi

Yéu té nay dugc ap dung ddi véi cac truong hop nguoi dan, to chic da thuc
hién gép ¥, phan anh, kién nghj lién quan dén viéc cung tng dich vu hanh chinh céng
tai cac co quan hanh chinh. Ty 1& nguoi dan, to chirc ¢6 thuc hién gbép v, phéan 4nh,
kién nghi lién quan dén viéc cung tg dich vu hanh chinh céng tir 4,44% dén 100%,
cao nhat 1a UBND huyén Muong Nhé va thap nhat 13 huyén Dién Bién Péng.

Co tir 50% dén 88,54% ngudi dan, t6 chirc da thuc hién gop y, phan anh, kién
nghi lién quan dén viéc cung tmg dich vu hanh chinh céng “Hai long” va “RAt hai
long” véi viée tiép nhan gop ¥, phan anh kién nghi cia céc co quan hanh chinh. Tuy
nhién, con mét sé co quan, don vi chua thuc hién tét cdc quy dinh nay nén con nhiing
tiéu chi nguoi dan, t6 chirc danh gia “Khong hai long” va “Rat khong hai 1ong” (céc
huyén: Dién Bién Pong, Tuan Gido 4/4 tiéu chi; huyén Muong Nhé va Thanh phd
Pién Bién Phu 2/4 tiéu chi).
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Bi¢u do 25: Nguoi déin, tb chire da thye hién gop ¥, phan anh, kién nghi lién
quan dén viéc cung tng dich vu hanh chinh céng
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Biéu d6 26: Co quan bo tri hinh thirc tiép nhin gép ¥, phan anh kién nghi cia
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Biéu d6 27: Ngudi din, t6 chire thwe hién gop y, phan 4nh, kién nghi d& dang
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® R4t hai long va Hai long & Binh thwong # Khéng hai ldng va rat khdng hai long
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Biéu db 28: Co quan giai quyét thii tuc hanh chinh xir Iy cic gop ¥, phan anh
kién nghi ciia ngudi din, td chire tich cye
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Biéu dd 29: Co quan giai quyét TTHC kip thoi 6 théng bio két qua xir Iy cac
gop ¥, phén anh, kién nghi
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Chi sb hai long

, - . Thanh
B‘(I)‘.n B‘(:;n (t;:? Islgal:; H{;li’,'.":l" Huyén Huyén Huyén Thixd | Huyén | Huyén phd Huyén | Huyén
caf) d Ml eyl Bié"n Pign | Mudng | Muong | Muwong | Mudmg | Nim Pién Tia | Tuén
N¢i dung ; i e " Bién Ang Cha Lay Nhé Pb Bién | Chia | Gido
nhat nhat vi tur bong Phii
L. TIEP CANDICH VU | 95,71% | 83,51% | 88,89% | 85,71% | 94,44% | 87,99% | 83,51% | 84,03% | 95,71% | 89,87% | 92,08% | 86,25% | 87,92% | 90,23%
1. Noi ngdi chdr giai quyét
cong viéc tai co quan co dii | 98% | 83,69% | 90,09% | 85,71% | 93,33% | 88,70% | 83,69% | 83,89% | 97,14% | 90,51% | 90% | 89,44% | 98,33% | 90,23%
cho ngoi
2. Trang thié_t bi phuc vu
ngudi dan, té chirc tai co 96% | 83,89% | 90,40% | 92,86% | 93,33% | 89.27% | 85.82% | 83,89% | 96% | 92,41% | 93% | 8833% | 87,78% | 91,95%
quan day du
3. Trang thiét bj phyc vy
ngudi dan, td chirc tai co | 95,56% | 78,57% | 86,60% | 78,57% | 95,56% | 87,01% | 80,85% | 83,89% | 94,29% | 86,71% | 92,22% | 81.67% | 82,22% | 89,66%
quan hién dai
4, Trang thiét bj phuc vu
nguoi dan, tb chire dé sir 96% | 83,33% | 88,46% | 85,71% | 95,56% | 87,01% | 83.69% | 84,44% | 95% | 89.87% | 93% | 85,56% | 83,33% | 89,08%
dung
g&;‘g TIC HARK 96,44% | 82,86% | 90,92% | 82,86% | 96,44% | 89.83% | 91,06% | 9033% | 95.54% | 89.24% | 93,78% | 88.89% | 89,00% | 93,10%
fllgr}]";sz::;ll‘(ﬁ:l"é:;‘;gc 95% | 85,71% | 91,59% | 85,71% | 95,00% | 89.83% | 90,78% | 91,11% | 95% | 89.87% | 93% | 92,78% | 92,78% | 91,95%
6. Thu tuc hanh chinh dugc
niém yét cong khai chinh 97% | 85,71% | 91,45% | 85,71% | 97,22% | 89.83% | 90,78% | 91,11% | 96% | 90.51% | 94% | 91.11% | 86,67% | 93,10%
Xac
Zﬁ?ﬁ;ﬁlﬁ?&pm‘ 98% | 85,71% | 90,83% | 85,71% | 97,78% | 89,83% | 92,20% | 90,00% | 95% | 86,71% | 93% | 87.22% | 86,67% | 94,25%
fa' g‘m";z*;‘;lgi‘:l‘l‘l‘ PhAIndp | o700 | 78579 | 90,73% | 78.57% | 96.67% | 89.83% | 92.91% | 89.44% | 96% | 89.87% | 94% | $7.78% | 90,00% | 93.,10%
9. Thi han giai quyét ghi
trong gidy hen la ding quy | 96% | 78,57% | 89,98% | 78,57% | 95,56% | 89,83% | 88.65% | 90,00% | 95.43% | 89.24% | 95% | 85,56% | 88,89% | 93,10%

dinh








11I. CONG CHUC TRYC
TIEP GIAI QUYET
CONG VIEC

95%

81,76%

88,85%

89,29%

88,43%
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89,36%

87,94%

88,80%

95%

84,92%

92,41%

86,02%

81,76%

93,68%

10. Cdng chirc c6 thai do
giao tiép lich su

95%

81,01%

89,76%

92,86%

87.22%

89,83%

90,07%

89,44%

95%

81,01%

92%

88,33%

87,78%

93,68%

11. Cong chirc chi y lang
nghe y kién cia ngudi
dan/dai dién to chuc

95%

81,11%

87,.97%

85,71%

85,56%

89,27%

85,82%

89.,44%

95%

86,71%

91%

85,00%

81,11%

92,53%

12. Cong chire tra 101, giai
thich day du cac y kien cua
ngudi dan/dai dién to chirc

95%

81,11%

87,74%

85,71%

85,00%

89,27%

85,82%

88,89%

95%

84,81%

92%

85,56%

81,11%

91,95%

13. Cong chirc huéng dén
ké khai ho so tén tinh, chu
déo

95%

80,00%

88,88%

92,86%

86,11%

89,27%

89,36%

88,33%

95%

86,08%

93%

85,56%

80,00%

91,38%

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

94%

78,89%

89,06%

92,86%

91,67%

89,27%

89,36%

87,78%

94%

84,18%

93,89%

86,67%

78,89%

90,80%

15. Cong chirc tudn thu
ding quy dinh trong giai
quyét cong viée

95%

81,67%

88,96%

85,71%

95,00%

89,27%

87,23%

88,89%

94%

86,71%

92%

85,00%

81,67%

93,68%

IV. KET QUA CUNG
UNG DICH VU HANH
CHINH CONG

97%

78,57%

90,96%

78,57%

94,63%

90,40%

89,83%

97,22%

96%

91,56%

93%

87,41%

93,70%

88,12%

16. Két qua ma Ong/Ba
nhédn dugc la dang quy
dinh

97%

78,57%

90,68%

78,57%

96,11%

90,40%

87,94%

97,22%

96%

91,14%

92%

87,78%

95,00%

85,06%

17. Két qua nhan dugc c6
thong tin day du

97%

78,57%

91,48%

78,57%

96,11%

90,40%

91,49%

97,22%

96%

92,41%

93%

87,22%

93,89%

89,66%

18. Két qua nhan dugc c6
thong tin chinh xac

97%

78,57%

90,73%

78,57%

91,67%

90,40%

90,07%

97,22%

95%

91,14%

94%

87,22%

92,22%

89,66%

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

88,54%

50,00%

79,36%

83,33%

50,00%

88,54%

83,09%

81,82%

80,00%

84,34%

81,67%

80,36%

85,03%

74,83%

19. Co quan c6 bd tri hinh
thirc tiép nhén gép y, phan
anh, kién nghj cta ngudi
dan, té chirc

100%

62,50%

82,34%

100,00%

62,50%

91,67%

83,82%

100,00%

76%

81,65%

73%

78,57%

85,31%

72,92%








20. Ong/Ba d& dang thuc
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hién g6p ¥, phan 4nh, kién | 93% | 37,50% | 77.61% | 66,67% | 37.50% | 87,50% | 8529% | 72,73% | 80,00% | 83,54% | 87% | 92.86% | 8531% | 75.69%
nghi

21. Co quan tiép nhan va

xir ly tich cuc cdc g6p ¥, 100% | 50,00% | 83,48% | 100,00% | 50,00% | 91,30% | 82,35% | 90,91% | 80% | 8544% | 93% | 85,71% | 84,18% | 75,00%
phan anh, kién nghi

22. Co quan thong béo kip

;(}??‘k"tq‘,‘“‘flyc“ Y 91% | 50,00% | 74,71% | 66,67% | 50,00% | 91,30% | 80.88% | 63,64% | 84% | 86,71% | 73,33% | 64,29% | 8531% | 75,69%
ien gbp ¥, phan 4nh, kién

nghi

Chi sb hai long vé si

phuc vy hanh chinh nim | 92.57% | 84,63% | 87,89% | 84.63% | 85.20% | 89.56% | 87.22% | 88.16% | 92.57% | 87.60% | 90.83% | 85.87% | 86.75% | 88.37%

2022

> d A . e b 1 A -A r K ‘ L l * r > r - r “ r
Bang 1: Chi so hai long ve tiéu chi, yéu to va vé sy phuc vu hanh chinh cia cac co quan hanh chinh nha nwéc
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Két qua khao sat hai long nam 2022 cho thiy 87,89% nguoi dan, dai dién to
chure hai long vé viée cung ung dich vu cong, su phuc vu ctia cac co quan hanh chinh
nha nuée ndi chung trén dia ban tinh. So véi ndm 2021 chi s6 hai long ting 4,39%
(nam 2021 la 83,50%).

Ty 18 nguoi dan, dai dién td chire hai long dbi véi 5 yéu té dugc danh gid clia
qua trinh cung ng dich vu cong & cac mirc d§ khac nhau, trong do két qua cung Ung
dich vu hanh chinh céng nhan dugc ty 1& hai long cao nhit (90,96%), tiép dén la thu
tuc hanh chinh (90,92%), tiép can dich vu (88,89%), cong chirc truc tiép giai quyét
cong viée (88,85%) va cudi ciing 1a tiép nhdn, xir Iy y kién phan anh kién nghi
(79,36%).

1. Chi s6 hai long ciia S& Ké hoach va Pau tw

Chi s6 hai long vé cac tiéu chi ctia S& Ké hoach va Pau tu dat tir 66,67% dén
100%. Chi s hai long vé céc yéu t6 cta dich vu hanh chinh cong tai S& Ké hoach va
Pau tu ¢ 3/5 yéu tb thap hon gia tri trung vi.

Chi sb hai long vé su phuc vu hanh chinh nim 2022 dat 84,63%.

2. Chi S6 hai long ciia huyén Pién Bién Pong

Chi s hai long vé cac tidu chi tai huyén Pién Bién Pong dat tir 37,50% dén
97,78%.

Chi sb hai long vé su phuc vu hanh chinh nim 2022 dat 85,20%, thdp hon gia
trj trung vi ctia chi s& hai 10ng vé su phuc vy hanh chinh 14 2,69% va thdp hon don vi
c6 chi s6 hai long vé sy phuc vu cao nhét 13 7,37%. So véi nam 2021, chi sb hai long
nam 2022 cta huyén giam 12,45%.

3. Chi So hai long ciia huyén Dién Bién

Chi s6 hai long vé cac tiéu chi tai huyén Dién Bién dat tir 87,01% dén 91,67%;

Chi s6 hai long vé su phuc vu hanh chinh nam 2022 dat 89,56%, cao hon gia
tri trung vi ctia chi s6 hai 1ong vé su phuc vu hanh chinh 1a 1,67% va thap hon don vi
c6 chi s6 hai long vé su phuc vu cao nhét 12 3,01%. So v6i nam 2021, chi sé hai long
nam 2022 cua huyén tang 13,66%.

4. Chi S6 hai 1ong ciia huyén Mudng Ang

Chi s6 hai long vé cac tiéu chi tai huyén Muong Ang dat tir 80,85% dén
92,91%.

Chi sb hai long vé su phuc vu hanh chinh nam 2022 dat 87,22%, thap hon gia
tri trung vi cia chi sb hai long vé sy phuc vu hanh chinh 1a 0,67% va thép hon don vi







36

6 chi sb hai long vé su phuc vu cao nhét 1 3,01%. So v&i nam 2021, chi sb hai long
nam 2022 cua huyén tang 7,12%.

5. Chi S6 hai long ctia huyén Muong Cha

Chi sb hai long vé& cac tidu chi tai Muong Cha dat tir 63,64% dén 100%.

Chi s6 hai long vé su phuc vu hanh chinh dat 88,16%, cao hon gia tri trung vi
cta chi s6 hai 1ong vé su phuc vu hanh chinh 13 0,27% va thap hon don vi c6 chi s6
hai 1ong vé su phuc vu cao nhét 1a 5,35%. So véi niam 2021, chi s hai long nam 2022
cua huyén giam 0,11%.

6. Chi S6 hai long ciia Thi xd Muwong Lay

Chi sd hai long vé céc tiéu chi tai Thi x4 Mudng Lay dat tir 76% dén 97,14%.

Chi sb hai long vé sy phuc vu hanh chinh nim 2022 dat 92,57%, la don vi c6
chi s6 hai long cao nhét. So véi nim 2021, chi s6 hai long nam 2022 cta Thi xa
Muong Lay giam 6,19%.

7. Chi S6 hai long ciia huyén Muwdong Nhé

Chi s hai long vé cdc tiéu chi tai huyén Mudng Nhé dat tir 81,01% dén
92,41%.

Chi s6 hai long vé su phuc vu hanh chinh ndm 2022 dat 87,60%, thap hon gia

trj trung vi ctia chi s hai 1ong vé su phuc vu hanh chinh 1a 0,29% va thdp hon don vi
c6 chi sé hai long vé su phuc vu cao nhét 13 4,97%. So v&i ndm 2021, chi sb hai long
nam 2022 cua huyén tang 9,70%.

8. Chi S6 hai long ciia huyén Nam Pd

Chi s6 hai long vé cac tiéu chi tai huyén Nam P6 dat tir 73,33% dén 95%.

Chi s6 hai long vé sy phuc vu hanh chinh dat 90,83%. So v&i nam 2021, chi sé
hai long nam 2022 cta huyén giam 6,57%.

9. Chi S6 hai l1ong ciia Thanh phd Pién Bién Phi

Chi s6 hai long vé céc tiéu chi tai thanh phd Dién Bién Phu dat tir 64,29% dén
92,86%.

Chi s6 hai long vé sy phuc vu hanh chinh nam dat 85,87%, thip hon gié tri
trung vi ctia chi s6 hai 1ong v& sy phuc vu hanh chinh 1a 2,01% va thip hon don vi ¢6
chi s6 hai long vé su phuc vu cao nhat 1 6,70%. So véi nim 2021, chi sb hai long
nam 2022 ting 8,02%.

10. Chi S6 hai 1ong ciia huyén Tia Chua
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Chi s6 hai long vé céc tiéu chi tai huyén Tua Chua dat tir 78,89% dén 98,33%.

Chi s6 hai long vé su phuc vu hanh chinh nam 2022 dat 86,75%, thap hon gia
tri trung vi cta chi s6 hai 10ng v& su phuc vy hanh chinh 1a 1,14% va thap hon don vi
c6 chi s6 hai 1ong vé su phuc vu cao nhét 13 5,82%. So véi ndm 2021, chi s6 hai long
ndm 2022 ctia huyén tang 16,61%.

11. Chi S6 hai 1ong ciia huyén Tuin Gido

Chi s6 hai long vé céc tiéu chi tai huyén Tuan Gido dat tir 72,92% dén 94,25.

Chi s6 hai long vé su phuc vu hanh chinh dat 88,37%, cao hon gid tri trung vi
ctia chi s6 hai 1ong vé su phuc vu hanh chinh 13 0,48% va thap hon don vi ¢6 chi s6
hai long vé su phuc vu cao nhét 12 4,20%. So v&i ndm 2021, chi sé hai 1ong nam 2022
cta huyén tang 2,49%.
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Huyén Tuan Gido

Huyén Tua Chla

m TIEP NHAN, XU LY
CAC Y KIEN GOP Y,
PHAN ANH, KIEN
NGH|

Thanhphd Dién Bién Phi

Huyé&n Nam P&

m KET QUA CUNG
(NG DICH VU
HANH CHINH
CONG

Huyén Muwong Nhé

Thi xa Mwong Lay

w CONG CHU'C TRYC
TIEP GIAI QUYET

Huyén Muwong Cha CONG VIEC

Huyén Mwéng Ang

m THU TYC HANH
CHINH

Huyén Dién Bién

Huyén Dién Bién béng

m TIEP CAN D|CH VU

83,33%
%

(]
> X Y
89,29%
S& Ké hoach va Pau tw B 29,2
g5,71%
P

T T T T 1

0,00%  20,00% 40,00% 60,00% 80,00% 100,00%

Bi¢u dd 30: Chi s6 hai long vé cic yéu t6 ciia qud trinh cung cip dich vu hanh chinh cong
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Chi s6 hai long vé sir phuc vu hanh chinh

94,00% v
92,57%
92,00% v
90,83%
90,00% 1 89,56%
88,37%
88,16% L
88,00% 1~ 87,60%
87,22%
86,75%
; 0,
86,00% d
85,20%
84,63%
84,00% -
82,00% -
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eg@ QOQQO %\Q, VS\Q c}lb (b* é(\'el ] Qo Q\o\) (}\\)’b Gybo
A o) \Q? QQ (\Q QQ i QQ é’h ¢ P RS
f_)d e Q G.d \.}d R Gd N be A <
R R A R A I
) S S N 2 9 S S8
*rQ‘Q b's S\el S\ «‘Q\'-‘. 0,_\& o Y X
,z& S S A _@C\(‘

Biéu dd 31: Chi s6 hai long vé sw phuc vu hanh chinh niim 2022
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IV. Mong doi ciia ngudi din, to chire vé viéc cung ing dich vy hanh chinh
cuia ciac co quan nha nuwée

Khi dugc dé nghi chon wu tién 3 ndi dung ctia qua trinh giai quyét TTHC dé co
quan hanh chinh nha nuéc cai tién chét lwong phuc vu thi ngudi dan, té chirc duoc
khao sat tai cac don vi lya chon nhu sau:

1. Poi voi Ké hoach va Pau tu:

- N6i dung wu tién lya chon sb 1: ¢6 85,71% nguoi dan, td chure duoc khao st
mong mudn “M& rong céc hinh thirc thong tin dé ngudi dan dé dang tiép can dich vu
hanh chinh cong”.

- Noi dung wu tién lya chon thir 2: ¢6 71,43% ngudi dan, to chic dé nghi 1a
“Rit ngin thoi gian giai quyét TTHC”.

- No6i dung wu tién lya chon thir 3: c6 64,29% ngudi dén, t6 chitc d& nghi “Tiép tuc
don gian héa cac TTHC”.

2. D6i v6i huyén Dién Bién Pong:

- Noi dung wu tién lya chon thir 1: ¢6 81,82% ngudi dan, t6 chirc dé nghi “Tiép tuc
don gian hoa cac TTHC”.

- Noi dung wu tién lya chon sb 2: ¢6 54,55% ngudi dan, td chirc duoc khao sat
mong mudn “Mé réng céc hinh thirc théng tin dé ngudi dan dé dang tiép can dich vu
hanh chinh cong”.

- Noi dung uu tién Iya chon thir 3: c6 42,30% ngudi dén, t6 chirc d& nghj 1a
“Tang cudng niém yét cong khai, minh bach thu tyc hanh chinh”.

3. P6i véi huyén Dién Bién

- Nbi dung uu tién lya chon s 1: ¢4 75,71% nguoi dén, t6 chirc duge khao sat
mong mudn “Tiép tuc don gian hoa céc thi tuc hanh chinh”.

- Noi dung wu tién lya chon thir 2: c6 68,93% nguoi dan, td chirc dé nghi la
“Rat ngin thoi gian giai quyét TTHC”.

- Noi dung u tién lya chon thir 3: ¢6 51,41% ngudi dan, t chirc d& nghi “M& rong
céc hinh thirc thong tin dé ngudi dan, t6 chic dé dang tiép can dich vu hanh chinh cong”.

4. Poi véi huyén Muong Ang

- Nbi dung uu tién lya chon sé 1: ¢6 70,71% nguoi dan, td chire duge khao séat

mong mudn “Mé rong céc hinh thirc thong tin dé ngudi dan d& dang tiép can dich vu
hanh chinh cong”.
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- N@i dung uu tién lya chon thir 2: ¢6 69,29% ngudi dan, td chirc dé nghi 1a
“Tiép tuc don gian hoa cac TTHC”.

- Ni dung uu tién lua chon thir 3: ¢ 42,14% nguoi dan, t6 chiic dé nghi “Cai thién
hé théng co s& vét chét, trang thiét bi phuc vu ngudi dan tai co quan giai quyét TTHC/BO
phan tiép nhan va tra két qua”.

5. P6i v6i huyén Muong Cha

- N6i dung uu tién Iya chon thir 1: c¢6 86,11% nguoi dan, t6 chic dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- N6i dung wu tién lya chon sb 2: ¢6 81,11% ngudi dan, t6 chire dugc khao sat
mong mudn “Tang cudng niém yét cong khai, minh bach tha tuc hanh chinh”.

- Ndi dung wu tién lya chon thir 3: ¢6 75,56% nguoi dén, to chirc dé nghi la
“Rut ngan thoi gian giai quyét TTHC”.

6. Po6i v6i Thi xa Mudong Lay

- Noi dung uu tién luya chon thir 1: ¢6 82,29% ngudi dan, té chic dé nghi 1a
“Tiép tuc don gian hoa céc tha tuc hanh chinh”.

- N6i dung wu tién lya chon s6 2: ¢6 52,57% nguoi dan, td chirc duoc khao sat
mong mudbn “Rut ngén thoi gian giai quyét TTHC”.

- Nbi dung wu tién lya chon thir 3: ¢6 52,57% ngudi dén, to chirc dé nghi la
“Mé rong céc hinh thirc théng tin dé ngudi dan d& dang tiép can dich vu hanh chinh
cong”.

7. Pbi v6i huyén Muong Nhé

- NGi dung uu tién lya chon thir 1: cé 92,60% ngudoi dan, td chirc dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- Noi dung wu tién lya chon s6 2: ¢6 71,67% ngudi dan, té chirc duge khao sat
mong mudn “M& rong cac hinh thirc théng tin dé ngudi dan d& dang tiép can dich vu
hanh chinh cong”.

- Noi dung uu tién lya chon thir 3: ¢6 71,04% ngudi dan, t6 chirc dé nghi 1a
“Rut ngén thoi gian giai quyét TTHC”.

8. P6i v6i huyén Nam P

- Noi dung uu tién lya chon thir 1: c6 68,89% nguodi dén, t6 chirc dé nghi “Ting
cudng niém yét cong khai, minh bach thii tuc hanh chinh”.

- Noi dung wu tién lya chon thir 2: ¢6 66,67% nguoi dan, té chirc dé nghi l1a
“Ting cudng tng dung cong nghé thong tin trong giai quyét TTHC”.
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- Nbi dung uu tién lua chon thtr 3: c6 58,33% ngudi dan, td chire dé nghi la
“Tiép tuc don gian hoéa cac TTHC”.

9. P6i véi Thanh phd Pién Bién Phii

- N6i dung uu tién lya chon thir 1: ¢6 70,69% ngudi dan, t6 chuc dé nghi 1a
“Tiép tuc don gian hoéa cac TTHC”.

- Noi dung uu tién lya chon thir 2: ¢6 62,89% nguoi dan, t chirc dé nghi “Rut
ngan thoi gian giai quyét TTHC”.

- Noi dung wu tién lya chon thir 3: c6 47,87% nguoi dén, to chic dé nghi 1a
“M@ rong cac hinh thirc thong tin dé ngudi dén dé& dang tiép cén dich vu hanh chinh
cong”.

10. Do6i véi huyén Tia Chua

- N6i dung wu tién lya chon thir 1: c6 92,22% ngudi dén, té chirc dé nghi la
“Tiép tuc don gian hoa cac TTHC”.

- Noi dung wu tién lya chon thir 2: ¢6 55,56% ngudi dén, td chitc dé& nghi 1a
“Cai thién hé théng co so vat chat, trang thiét bi phuc vu ngudi dan tai co quan giai
quyét TTHC/B6 phén tiép nhén va tra két qua”.

- Noi dung wu tién lya chon thir 3: ¢6 50% nguoi dan, to chire dé nghi 1a “Mé
rong cac hinh thirc thong tin dé ngudi dan d& dang tiép cén dich vu hanh chinh cong”.

11. P6i v6i huyén Tuan Gido

- Noi dung wu tién lya chon thir 1: ¢6 65,34% ngudi dan, t6 chic dé nghi l1a
“M¢ rong cac hinh thirc thong tin dé ngudi dan d& dang tiép cén dich vu hanh chinh
cong”.

- Noi dung wu tién lya chon thir 2: c6 60,80% ngudi dén, td chirc dé nghi la
“Tiép tuc don gian hoéa cac TTHC”.

- N§i dung wu tién lya chon thir 3: c6 43,75% ngudi dén, t6 chic dé nghi
“Tang cudng tmg dung cong nghé thong tin trong giai quyét TTHC”.

Day 1a nhing théng tin rat hitu ich dbi véi cac co quan hanh chinh nha nuéc
trong viéc tiép tuc c6 nhiing giai phap, nhitng hanh dong cu thé trong thoi gian t6i dé
thue hién mong mudn cua dai da sd ngudi dan, to chitc nhdm ning cao murc do hai
long cuia nguoi dan, to chie dbi véi sy phuc vu cua cac co quan hanh chinh nha nudc
trong nhitng nam tiép theo, huéng t&i nén hanh chinh phuc vu nhén dan.
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Bang 2: Mong dgi ciia ngwdi dén, td chirc vé viéc cung tng dich vu hanh chinh ciia cac co quan HCNN nim 2022

Thanh
. 2 grk a
Nbi dung ngudi din/dai dién t6 chirc mong mudn i B Hu.):e_:n Huyén | Huyén | Huyén | Thixa | Huyén | Huyén phd Huyén | Huyén
A i 5 i A % . g hoach Pién Sl A - % i ol in £ A
co quan hanh chinh nha nwéc quan tam de cai vaPiu | Bien bién | Muong | Muwong | Muong | Mwong | Nam Dién Tia Tuan
thién chét lwrgng phuc vu e Bién Ang Cha Lay Nhé Po Bién Chua Giao
tu Pong -
Phi
Abaraageseanh i Sing wde ney il dc 85,71% | 54,55% | 51,41% | 70,71% | 9,44% | 52,57% | 71,67% | 43,33% | 47.87% | 50,00% | 65,34%

dang tiép cén dich vu hanh chinh cong

Cai thién hé thc”'mg co s& vét chét, trang thiét bi phuc
vu ngudi dan tai o quan giai quyet TTHC/B§ phan 14,29% | 24,49% | 22,03% | 42,14% | 10,56% | 17,71% | 10,78% | 10,56% | 9,46% | 55,56% | 34,09%
tiép nhan va tra két qua
Tiép tuc don gian héa cac TTHC 64,29% | 81,82% | 75,71% | 69,29% | 86,11% | 82,29% | 92,60% | 58,33% | 70,69% | 92,22% | 60,80%

e 5 2R Ly - : 2 2
g;:fg&ﬁg“'emyetcongkha" minh bach thituc | 4 590, | 42300 | 15.82% | 14.29% | 81,11% | 26.86% | 13.32% | 68.89% | 15.03% | 36.67% | 36,36%

:z;égtc;’,?:{%‘mgd‘-‘“g°°“g“gh‘?th"“g““m“gg'a‘ 35,71% | 33,95% | 22,03% | 27,86% | 35,00% | 37,14% | 3,81% | 66,67% | 23,93% | 32,78% | 43,75%

Rt ngén thdi gian gidi quyét TTHC 71,43% | 15,03% | 68,93% | 29,29% | 75,56% | 52,57% | 71,04% | 39,44% | 62,89% | 20,56% | 35,23%
Giam phi/lé phi giai quyét TTHC 0,00% | 5,57% | 9,04% | 11,43% | 1,11% | 8,00% | 16,49% | 2,22% | 28,94% | 1,67% | 6,25%
Cai thién thai do giao tiép ciia cong chirc 14.29% | 10,02% | 4,52% | 0,71% | 0,56% | 4,00% | 5,71% | 1,67% | 11,13% | 5,56% | 5,68%
Cai thién tinh thn phuc vu ctia cdng chirc 0,00% | 10,58% | 3,39% | 4.29% | 0,56% | 8,57% | 0,63% | 1,67% | 891% | 333% | 1,70%
ﬁf&’f Sioniing e piiiquytt cing i ol iing 0,00% | 835% | 10,73% | 571% | 0,00% | 6,29% | 3,17% | 7,22% | 891% | 1,11% | 625%

TiCp nhan, gidi quyet tot cac y kien gop y, phandnh, | o 3500 | 13369 | 16.38% | 24.29% | 0,00% | 4.00% | 10,78% | 0,00% | 12.24% | 0.56% | 4.55%
kien nghi cua nguoi dan
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PHAN III

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

Puge su phdi hop tich cuc, trach nhiém cua cic co quan chuyén mén thude
UBND tinh dugc chon khao sat va UBND cac huyén, thi xa, thanh phé trong viéc
cung cép thong tin danh sach ngudi dén, t chirc di sir dung dich vu hanh chinh; sy
ing hd, phdi hgp cung cép théng tin cho ¥ kién cua dai da s6 ngudi dan, dai dién to
chirc trong qué trinh thyc hién khao sat; Cac don vi duge giao nhiém vu trién khai ké
hoach khao sat da co su phéi hop chit ché, tich cuec.

2. Ton tai, han ché

- Mot sb co quan hanh chinh nha nuéc ghi chép, luu giir thong tin cia ngudi
dan, t6 chirc khi sir dung dich vy chua dam béo, chua khoa hoc nén dan dén tinh
trang théng ké danh sach khong ddy du thong tin lam khé khan trong qué trinh tién
hanh khao sat.

- Ngudi dén, té chire khi di giao dich cung cép théng tin, dia chi, sé dién thoai
khéng ding hodc khong truc tiép di giao dich ma nho nguoi khac di thay hodc nguoi
dan, dai dién t6 chirc di cong tac, lam @n xa khong c6 mit trén dia ban lam anh huéng
t6i qua trinh khao sét cia céc diéu tra vién.

- Mot sb it ngudi dan, dai dién t6 chiic con e ngai khi tham gia tra 161 phiéu
khao st hogic tra 10i phiéu khao sat mét cach qua loa khién két qua khao sat phan nao
bi anh huong.

I1. Pé xuit, kién nghi

- Céc co quan, don vi, dia phuong thong qua két qua khao sat chi tiét timg noi
dung dé nim mit manh va han ché trong viéc cung tng dich vu hanh chinh cOng tir
d6 dinh huéng, dé ra cac giai phap cai thién chét lwong cung tng dich vu cong, nang
cao trach nhiém, thai d§ phuc vu ngudi dan, td chire cua doi ngill can bg, cdng chirc,
vién chuc cua don vi, dia phuong.

- Céc co quan, don vi, dia phuong quan ly, théng ké va cung cp danh sach
diéu tra dung ddi tugng thuc hién TTHC tai b phan mét ctra v6i ¢6 ddy du, chinh
xac dbi twong, thong tin (ho tén, dia chi, sé dién thoai lién hé) dé dam bao thuan loi
trong qua trinh khao sat.







45
PHAN VI:
MAU PHIEU KHAO SAT NAM 2022
UBND TINH PIEN BIEN Mai s6 phi€u: .........ee... /2022
SONOQI VU

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

A. PHAN THONG TIN CHUNG
I. MUC PiCH KHAO SAT

Pé ¢ co s cai thién chét lugng phuc vu nguoi dén, t chirc cua co quan hanh chinl}
nha nudce trén dia ban tinh, S Noi vy tién hanh khéo sat marc do hai long cua ngudi dan, t0
chire doi véi viée cung rng dich vu hz‘ll}h chinh céng. S& Néi vu kinh mong nhén dugc sy
hop tac cua Ong/Ba thong qua tra 161 day du, khach quan cac cau hoi trong phiéu khao sat
nay. Xin tran trong cdm on Ong/Ba!

I. HUONG DAN TRA LOI CAC CAU HOI

Ong/Ba vui long dénh déu (x) vao 6 vudng (o) hodc khoanh tron vao muc diém
(1,2,3,4,5) twong ng v6i phuong an tra 161 ma Ong/Ba chon dbi véi timg céu hoi.

Xin Ong/Ba khoanh trdn vao chir s6 (1, 2, 3, 4, 5) dimg truée phuong 4n tra 161 ma Ong/Ba lya
chon.

III. THONG TIN VE NGUOI TRA LOI

Ong/Ba di gidi quyet thu tuc hanh chinh cho ai?

1. Cho ban than, gia dinh Ong/Ba (Néu Ong/Ba chon phwong dn nay thi moi Ong/Ba dién
théng tin ¢ HOP 1 dudi day)

2. Cho co quan, tb chire, doanh nghlep noi ma Ong/Ba lam viée. (Néu Ong/Ba chon phwong
dn nay thi moi Ong/Ba dién thong tin & ca HOP 1 va HOP 2 dwdi ddy).

HOP 1 HOQP 2
Gioi tinh: Loai hinh co quan/to chire dang lam viéc:
1. Nam 2. Nir 1. Co quan hanh chinh nha nuée /Don vi sy
Din tdc: nghiép c6ng/Co quan lyc lugng vii trang/Té
1. Kinh chirc chinh tri xa hoi.
2. Khéc (xin viét cuthé): .......cooeueeeeeunn.... 2. T6 chirc nudc ngoai.
P{ tudi: 3. T6 chire phi chinh phi/Hiép hdi/Hoi.
1. Du6i 25 tudi 4. Doanh nghiép nha nudc.
2.25 - 34 tudi 5. Doanh nghiép tu nhan/Cong ty
3.35 - 49 tudi TNHH/Cbng ty c6 phan/Céng ty hop danh.
4. 50 - 60 tudi 6. Doanh nghiép nudc ngoai/Doanh nghiép
5. Trén 60 tudi lién doanh/Cong ty nudc ngoai.
Trinh d9 hoc vén: 7. Khéc (xin viét cu thé):
LTicuhoc (CAp 1) e
2. Trung hoc co s& (cép II) Vi tri cong viée:
3. Trung hoc phd thong (cap I11) 1. Giam d6¢/Phé Giam déc.
4. Day nghé&/Trung cip/Cao déng 2. Trudng phong/Phé trudng phong hodc
5. Pai hoc/ trén Pai hoc tuong duong.
6. Khéc (xin viet cu thé): .........eeeeaeaeen... 3. Ké toan trudng.
Nghé nghiép: 4. Ky su/Ké toan








46

1. Lam ndi trg/Lao dong tu do 5. Nhén vién van phong/ky thudt vién
2. Nghi huu 6. Khéc (xin viét cu thé):
3.Sinh vién e
4. Lam viéc tai t6 chirc/doanh nghiép Trinh d§ hoc vén:

5. Céan bd/cong chirc/vién chire/ngudi cong tac l. Tiduhoc (capI)

trong lyc lugng vii trang 2. Trung hoc co s¢ (cép II)
6. Khic (xin viét cu thé): ..........ccoeee...... 3. Trung hoc phd thong (clp III)
Noi sinh song: 4. Day nghé/Trung cip/Cao déng
1. Do thi 5. Pai hoc
2. Nong thén 6. Trén Pai hoc
3. Mién nii 7. Khac (xin viét cu thé):
4. Khac (Xin VISt CUTREY: .....coiivvieiiiiiiiiiiiiie | et

B. PHAN CAU HOI

Cau 1. Ong/Ba da giai quyét cong viéc va nhan két qua & co quan niao?

0 Tai Bo phén tiép nhan va tra két qua.

o Tai co quan hanh chinh nha nudéc.

0 KDAC (Xi7 VIEE CU THE): wveeveverereerereeeeverseesssesses s sessssssessssss s sassesssssssassassans

Cau 2.()ng/B2‘1 biét dén co quan gidi quyét cong viéc cho 6ng/B£1 qua hinh thire
nao (tén co quan, dia diém va ngay/gio lam viée cia co quan d6)?

0 Qua hoi ngudi théan, ban be.

0 Qua chinh quyén cac cép.

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

o Qua mang Internet.

0 KRAC (X772 VIEE CU THE): oo eeeeeeseeeeeeeeeseseseesesesss e esesssessseseasesanessaees

Cau 3. f)ng/Bé di lai bao nhiéu lan trong qua trinh giai quyét cong viéc (ké nir lan
dau tién dén co quan cho dén lan nhan két qua)?

Cau 4. Cong chirc c6 giy phién ha, sich nhiéu di véi Ong/Ba trong qua trinh
giai quyét cong viéc khong?

oCo o Khong

Cau 5. Cong chire ¢6 ggi y ngp thém tién ngoai phi/lé phi ddi véi Ong/Ba trong
qua trinh gidi quyét cong viée khong?

oCé 0 Khong
Ciu 6. Co quan tra két qua cho Ong/Ba c¢6 ding hen khong?
o Pung hen 0 Sém hon hen 0 Tre hen

- Néu cdu tra 1oi trén ciia Ong/Ba la * Tré hen ”, xin Ong/Ba tra loi tiép cdu hoi sau:
Co quan co thong bao trudc cho Ong/Ba vé vige tré hen khong?

oCé o Khong } 3
Co quan cé gwi thw xin 16i Ong/Ba vi tré hen khong?
oCo 0 Khong

Cau 7. Xin Ong/Ba vui long cho biét mirc d9 hai 1ong ciia Ong/Ba vé nhitng ndi
dung sau:

(Xin Ong/Ba khoanh tron vao mét mike diém ma Ong/Ba hea chon, trong do diém 1= rdt
hai long, 2= hai long, 3= binh thuong, 4= khong hai long va 5 = rdt khéng hai long)
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tinh, chu dao

Rathai| Hai | Binh |[Khéng| Rét
long | Long |thwong |hailong| khong
Nhan dinh hai long
1 2 3 4 5
I. TIEP CAN DICH VU
1. Noi ngdi chd giai quyét cong viée tai cof
NN el v 1 2 3 4 5
quan ¢6 du cho ngoi
2. Trang thiét bi phuc vu ngudi dén, td chic tai
e 1 2 3 4 5
co quan day du
3. Trang thiét bi phuc vu ngudi dén, té chirc tai
w26 1 2 3 4 5
co quan hi¢n dai
4. Trang thiét bi phuc vu ngudi dén, td chuc tai
X | 2 3 4 5
co quan dé str dung
II. THU TUC HANH CHINH
5. Thu tuc hanh chinh dugc niém yét cong khai
. 1 2 3 4 5
day du
6. Thu tuc hanh chinh dugc niém yét cong khai
; ; 1 2 3 4 5
chinh xac
7. Thanh phan hd so ma Ong/Ba phai ndp 14
; ; 1 2 3 4 5
ding quy dinh
8. Mirc phi/lé¢ phi ma Ong/Ba phai ndp 1a dung]
; 1 2 3 4 5
quy dinh
9. Thoi han giai quyet ghi trong gidy hen (tinh
tir ngay tiép nhan ho so dén ngay tra két qua) 13 1 2 3 B! 5
ding quy dinh
III. CONG CHUC TRUC TIEP GIAI QUYET CONG VIEC
10. Cong chirc c6 thai do giao tiép lich su | 2 3 4 5
I1. Cong chire cha y ling nghe y kién cual [ 5 3 4 5
nguoi dan/dai dién to chire
12. Cong chuc tra 101, giai thich diy du cic y | ’ 3 4 <
kién ctia ngudi dan/dai dién td chire
13. Cdéng chirc huéng dan ké khai ho so tén 1 5 3 4 5
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chinh xac

14. Céng chirc hudng din ké khai hd so dé hidu| 1 2 3 4
15. Cong chirc tuén thi ding quy dinh trong 1 5 3 4
gidi quyét cong vige
IV. KET QUA CUNG UNG DICH VU HANH CHINH CONG
16. Két qua ma Ong/Ba nhén dugc 1a ding quy)
dinh (Ket qua co thé la dwoc cdp gidy to hodd 1 2 3 4
bi tir chéi cdp gidy t0)
17. Két qua ma Ong/Ba nhén duoc c6 thong tin

oy 1 2 3 4
day du
18. Két qua ma Ong/Ba nhén duoc c¢6 thong tin 1 5 3 4

56 19 dén sé 22:

V. TIEP NHAN, XU LY CAC Y KIEN GOP Y, PHAN ANH, KIEN NGHI
Neéeu Ong/Ba dd co y kién gopy, phan anh, kiéen nghi, xin Ong/Ba tra loi cdc cau hoi tis

19. Co quan ¢6 bé tri hinh thire tiép nhén gop y,

Ong/Ba

phan anh, kién nghi ctia ngudi dan, t6 chirc 1 4 - 4
20. Ong/Ba d& dang thyc hién gop ¥, phan 4nh, { ) 3 1
kién nghi

21. Co quan tlep nhén va xtr ly tich cyuc cac gop 1 ) 3 4
v, phan anh, kién nghi cia Ong/Ba

22. Co quan thong béo kip thoi kg:t qua xu ly

cac y kién goép y, phan anh, kién nghi cho| 1 2 3 4

_Ciu 8. Dénéng cao chit lwgng phuc vu ngudi dén, to chirc trong thoi gian t6i,
theo Ong/Ba Co quan hanh chinh nha nwéc cin phai quan tim dén ndi dung nao duwéi diy?

(Ong/Ba vui long wu tién chon 3 néi dung trong cdc ndi dung duwdi day)
0 Mé rong céc hinh thire thong tin dé ngudi dén dé dang tiép can dich vu hanh chinh cong.

O Cai thién hé thdng co s& vat chat, trang thiét bi phuc vu nguoi dan tai co quan giai
quyét thu tuc hanh chinh/ B phén ti€p nhén va tra két qua.

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

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

0 Tang cudong (mg dung céng nghé thong tin trong giai quyét thu tuc
0 Rt ngén thoi gian giai quyét thi tuc hanh chinh.

0 Giam phi/lé phi giai quyét thu tuc hanh chinh.

0 Cai thién thai do giao tiép ctia cong chire.
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0 Cai thién tinh than phuc vu ciia cong chirc.
0 Nang cao ning lyc giai quyét cong viée ciia cong chirc.

0 Tiép nhan, giai quyét t6t cac y kién gop y, phan anh, kién nghi ctia ngudi dan

XIN TRAN TRONG CAM ON ONG/BA!










