UY BAN NHAN DAN  CONG HOA XA HQI CHU NGHIA VIET NAM

THANH PHO HA NOI Péoc lap - Tw do - Hanh phiic
Sb: 162 /BC-UBND Ha Néi, ngay 77 thing 5 nam 2024
BAO CAO

Phan tich két qua Chi s6 Hai long ciia ngudi dén, to chire doi véi
s phuc vu hanh chinh (SIPAS) nam 2023 cta thanh pho Ha Noi

Ngay 17/4/2024, Ban Chi dao Cai cach hanh chinh (CCHC) cua Chinh phu
d3 t6 chirc Hoi nghi cong bd két qua Chi sb Hai long cua nguoi dan, t6 chirc ddi
véi sy phuc vu hanh chinh nam 2023 cta céac tinh, thanh phé truc thudc Trung
wong (viét tat 1a SIPAS). Trén co s bao cdo cia Bo Noi vu, UBND Thanh phd
phan tich két qua Chi sé Hai long ctia nguoi dan, to chtrc dbi v6i su phuc vu hanh
chinh (SIPAS) nam 2023 cta thanh phé Ha Noi nhu sau:

I. KHAI QUAT VE CHI SO SIPAS

Chuong trinh tong thé CCHC nha nudc giai doan 2021-2030 ctia Chinh phu
dat muc tiéu “Tiép tuc xay dung nén hanh chinh dan chu, chuyén nghiép, hién dai,
tinh gon, hiéu luc, hiéu qua, c6 nang luc kién tao phat trién, liém chinh, phuc vu nhan
dan” va yéu cau dit ra doi voi nén hanh chinh “lay nguoi dan, doanh nghiép lam trung
tam; ldy sy hai long ctia nguoi dan, doanh nghiép 1a thudc do danh gia chat lugng
phuc vu ciia co quan hanh chinh nha nudc cac cap”.

- Po luong Chi sé Hai 10ng ctia nguoi dan, t6 chire dbi véi su phuc vu cia
co quan hanh chinh nha nuéc (CQHCNN) nham danh gia khach quan chét lugng
phuc vu ngudi dan, sy mong doi ctia nguoi dan d6i véi su phuc vu cia CQHCNN
dua trén cam nhan cua ngudi dan; trén co so d6, dé xuét nhiing giai phap cai thién
chat luong phuc vu cia CQHCNN, gbp phan mang lai su hai 10ng ngdy cang cao
cho ngudi dant.,

- NoOi dung do luong sy hai long cua nguoi dan, t6 chire d6i véi su phuc vu
cua CQHCNN la viéc xay dung, t6 chirc thuc hién chinh sach cong quan trong? c6
anh hudng truc tiép dén cudc sdng ctia ngudi dan va d6i voi viée cung tmg dich vu
hanh chinh cong noi chung dya trén tri thic, trai nghiém ciia ngudi dan. Cuy thé:
Do luong nhan dinh, danh gia cia nguoi dan; do luong mirc do hai long (MPDHL)
ctia ngudi dan doi voi su phuc vu cia CQHCNN; do ludng nhu ciu, mong doi clia
nguoi dan.

1 T ndm 2022, viée do luong Chi s6 Hai 10ng diea vao cim nhén ciia ngwoi din d6i véi chat luong phuc vu cia
CQHCNN cé pham vi, ni ham réng hon. Truée day, su do ludng chi tip trung vao chat luong phuc vu va giai
quyét TTHC cia CQHCNN, nay b6 sung thém ndi dung do lwomg viée xay dung, t6 chire thuc hién cac nhém chinh
sach quan trong c6 anh hudng truc tiép dén doi séng hing ‘ngay cia ngudi dan

2 Nam 2023 ¢6 09 nhém chinh sach dwgc lya chon (bd sung 01 nhém so véi nam 2022, nhém chinh sich cdi
cach hanh chink nha nwéc) bao gdm: Chinh sach phat trién kinh té; chinh sach kham, chita bénh; chinh sach gido
duc phé thong; chinh sach trat ty, an toan xa hoi; chinh sach giao thong dudng bg; chinh sach dién sinh hoat; chinh
sach nuée sinh hoat; chinh sach an sinh, xa hdi va chinh sach cai cach hanh chinh nha nudc.
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- SIPAS la mét trong cac ni dung quan trong dé dua vao danh gia, xac dinh
Chi s6 CCHC cua Thanh pho (chiém ty 1€ 10% tong s6 diém Chi s6 PAR INDEX).
Pon vi thuc hién:

+ Co quan chu tri trién khai thuc hién: B6 Noi vu
+ Trach nhiém thuc hién khao sat: Buu dién thanh phé Ha No1

- Dbi tuong, pham vi diéu tra xa hoi hoc (DTXHH) trén dja ban thanh phd
Ha Noi: La nguoi dan & do tudi tir 18 tudi tré 1én3. SO lwgng mau diéu tra 12 2.700
phiéu. Pham vi diéu tra: Thuc hién khao sat tai 06 quan, huyén (Ba binh, Hoan
Kiém, Thanh Xuan, Pan Phuong, Phuc Tho, Ung Hoa).

II. KET QUA CHI SO SIPAS NAM 2023 CUA THANH PHO
1. Két qua SIPAS nim 2023

- Chi s6 Hai long - SIPAS nidm 2023 ctia thanh phd Ha Noi dat 83,57% (ting
3,41%); xép thtr 21/63 tinh, thanh phd, ting 9 bic so v6i ndm 2022 (nim 2022 xép thir
30/63); diing thir 02 trong 05 thanh phé truc thudc Trung wong (sau Hdai Phong),
hoan thanh chi tiéu dé ra nim 2023, Chi sé Hai long dat trén 83%.

- So sanh véi 05 thanh pho true thude Trung wong:

+ Hai Phong: Ptng thir 05/63 (dat 88,90%)

+ Ha No6i: Bung thir 21/63 (dat 83,57%)

+ Da Néng: Pung thtr 22/63 (dat 83,38%)

+ Can Tho: Ptng tht 23/63 (dat 83,12%)

+ TP.H6 Chi Minh: Dtng tht 36/63 (dat 81,78%).

- Chi s6 Hai long linh vire véi cac tinh, thanh phd trong ca nwéc:

+ Hai 10ng ctia nguoi dan doi véi viée xdy dung, t0 chirc thuc hién chinh
sach: Dat 83,46% (tang mgnh nhat so véi nam 2022, ting 4,39%), xep thu 21/63
tinh, thanh pho (tang 11 bdc so véi nam 2022).

+ Hai long cta nguoi dan ddi véi viéc cung umg dich vy hanh chinh cong
(DVHCC): bat 83,72% (tang 2,46%), x&p thu 21/63 tinh, thanh pho (tdng 9 bdc
so voi nam 2022) .

- Chi s6 Hai 1ong ctia Thanh phb nam 2023 tiép tuc cao hon so voi Chi s6 hai
long chung cua ca nudc (SIPAS chung ctia ca nudc nam 2023 dat 82,66%).

- C4C tiéu chi thanh phdn trong Chi sé hai 10ng chung:
+ C0 9/9 tiéu chi dat cao hon so v4i nam 2022;
+ CO 8/9 tiéu chi dat trén 83%.

3Pbi tuong khao sat thu thap thong tin do Iucmg sw hai long ndm 2022 la nguoi dan (du 18 tudi tro 1én), chi yeu lay
theo y Kién cam nhén, cam xuc, khong lay dbi tugng 1a cac t6 chirc, (Trudc day, d01 tuong lua chon tra 161 phiéu 1a
gom ca nhiing ca nhan, t6 chirc da truc tlep glao dich va nhén két qua glal quyet TTHC tai cac co quan hanh
chinh nha nuéc ciia Thanh phé, nén thuong co y kién két qua danh gia chinh xac hon).



Bang 1. Két qua chi tiéu, ndi dung SIPAS

Két qua (%) | Ting/ | TY1é

TT Noi dung 2022 2023 | Giam

| | CHI SO HAI LONG CHUNG 80,16 | 83,57 | Ting | 341
Il | THU HANG 30 21 Ting 9
111 | CHI SO THANH PHAN

1 | Xay dung, t6 chirc thue hién chinh sach 79,07 | 83,46 | Ting 4,39
1.1 | Trach nhi€m giai trinh cta chinh quyén 8209 | 83,68 Téing 1,59

Su tham gia vao qua trinh xay dung, to chirc ] 4,40

12 tﬁuc hiéngchinh szch Y 7838 | 82,78 | Tang
1.3 | Chat lugng t6 chirc thuc hién chinh sach 78,23 | 83,40 | Tang | 517
1.4 | Két qua, tac dong cua chinh sach 77,56 | 83,62 Ting 6,06

2 | Viéc cung ing dich vu hanh chinh cong 81,26 | 83,72 | Ting 2,46
2.1 | Tiép can dich vu 81,84 | 84,05 | Ting | 2,21
2.2 | Thu tuc hanh chinh 81,65 | 84,15 | Tang 2.50
2.3 | Cong chuc truc tiép giai quyét cong viée 81,77 | 84,05 | Tang 2,28
2.4 | Két qua dich vu 81,44 | 83,66 | Tang 2,22
2.5 | Viéc tiép nhan, xir Iy phan anh, kién nghi 79,60 | 8253 | Tang | 2,93

2. Két qua chi tiét SIPAS

SIPAS niam 2023, gom hai chi s6 linh vuc: MPHL ctia ngudi dan doi véi
viéc xay dung, t6 chtrc thuc hién chinh sach va MPHL ddi véi viéc cung ung
DVHCC va trong mdi chi s6 linh vie gdm c6 céc chi s6 hai long thanh phan va chi
s6 hai 10ng yéu t6. Theo do:

2.1. Péi véi MPHL ciia ngwoi dan déi voi viéc xdy dung, té chirc thwe
hién chinh sach:

- CO 4/4 chi s6 hai 1ong thanh phan dat trén 80%, trong do, 1an luot tir cao
xudng thap la: Trach nhiém giai trinh cta chinh quyén vé chinh sach (83,68%); Két
qua, tac dong ctia chinh sach (83,62%); Chat luong to chirc thyc hién chinh sach
(83,40%); Su tham gia cta nguoi dan vao qué trinh xay dung va t6 chirc thuc hién
chinh séach (82,78%).

- C6 23/23 tiéu chi dat trén 80%, trong d6 cao nhat la tiéu chi MPHL vé
Dién sinh hoat ciia nguoi dan ¢ dia phuong tot hon (84,38%); thap nhat 1a ti€u chi




4
MPHL vé Chinh quyén t6 chtrc thyc hién t6t chinh sach giao thong duong bd ¢ dia
phuong (82,36%).
Bang 2. Két qua Chi s6 mirc 0 hai long ciia nguoi dan débi voi
viéc xay dung, to chirc thuc hién chinh sach

. . Ty 1€ hai long
Chi so hai long thanh pho/tiéu chi
STT . Nam | Nam | Tang/ | Ty lé
hai long :
2022 | 2023 | giam
| Tragh nhiém gidi trinh cda chinh 8200 | 83,68 Tang | 1,59
quyén
Chinh quyén cung cap, giai thich thong
1 tin chinh sach theo nhiéu hinh thirc, dé | 81,91 | 83,54 Tang 1,63
tim, d& thay
5 C,hlnh ‘Aquycvan (;un% calf.thong tin chinh 8227 | 83.81 Tang | 1,54
sach day du, dé hiéu noi dung
P P A 44
[ le.r th’am gia vzole qua} tl'lll'h xay dung, 7838 | 82.78 Tang
to chire thwe hién chinh sach
Chinh quyén t6 chirc nhiéu hinh thirc 4,22
3 | dé nguoi dan dé dang tham gia y kién | 78,63 | 82,85 | Tang
xay dung chinh sach
Chinh quyén t6 chirc nhiéu hinh thirc 4,58
4 d? ngu’.c?’l ‘dan c‘le dar-lxg phar.1 h‘01 }/ kleqn 7812 | 82.70 Tang
danh gia tinh hinh trién khai va két qua,
tac dong cua chinh sach & dia phuong
" C,hat lwgng to6 chirc thywce hién chinh 7823 | 83.40 Tang | 5,17
sach
Chinh quyén t6 chirc thuc hién tot Tang | 5,76
5 | chinh sdch phdt trién kinh t¢ & dia|77,05| 82,81
phuong
Chinh quyén t6 chtc thyc hién tot Tang | 3,74
6 chinh sdach kham chita bénh & dia| 79,53 | 83,27
phuong
Chinh quyén t6 chtc thyc hién tot Tang | 4,55
7 chinh sdch gido duc pho théng ¢ dia| 78,82 | 83,37
phuong
Chinh quyén t6 chuc thuc hién tot Tang | 2,57
8 chinh sdach trdt tw, an toan xda hoi 6| 81,76 | 84,33
dia phuong
9 |Chinh quyén to chic thuc hién tot | 74,61 | 82,36 7,75
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e s ) . , Ty 1¢ hai long
Chi s0 hai long thanh pho/tiéu chi

STT hai lang Nim | Nim | Tang/ | Ty I¢
2022 | 2023 | giam
chinh sdach giao thong duong by & dia Tang
phuong
Chinh quyén t6 chic thuyc hién tot 6,04
10 | chinh sdach dién sinh hoat & dia|77,/8|83,82| Tang
phuong
Chinh quyén t6 chtc thuyc hién tot 6,25
11 | chinh sdach nwoc sinh hoat & dia| 76,94 | 83,19 | Tang
phuong
Chinh quyén t6 chic thwuc hién tot 4,84
12 | chinh sdach an sinh xa hgi & dia| 79,37 | 84,21 | Téang
phuong
Chinh quyén t6 chuc thyc hién tot| Tiéu
chinh sach cdi cach hanh chinh & dia| chi
phuong mai
13 bo |83,20
sung
nam
2023
Iv | Két qua, tac dong cua chinh siach 7756 (83,62 | Tang | 6,06
14 Kinh té gia dinh cua ngudi dan dia 7715 | 83,04 Tang | 5,89

phuong tot hon

15 | Kinh té xa hdi cua dia phuong tothon | 77,97 [ 83,31 | Tang | 5,34

Bénh vién cong l1ap ¢ dia phuong kham Tiéu chi méi
16 . A Y 82,90 2 .
chita bénh cho nguoi dan tot hon bo sung chi
\ 4 A A A oA - 2 2
17 T.ru’O’nAg pho thong cong 1ap day hoc 8352 tiet nam 2023
sinh tot hon
18 Trat tu, an toan xa hdi & dia phuong tot 84 14
hon
19 Duong b, giao thong & dia phuong tot 83 36
hon
20 bién sin}; hoat cua nguoi dan ¢ dia 84 38
phuong tot hon
21 Nudc sinh hoat cua nguodi dan & dia 83 55

phuong tot hon

22 | Anh sinh xi hoi d6i voi nguoi dan & dia 84,24
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. . Ty 1€ hai long
Chi s0 hai long thanh pho/tiéu chi
STT s Niam | Nam | Tang/ | Ty I¢
hai long
2022 | 2023 | giam
phuong tot hon
CQHCNN, CBCCVC ¢ dia phuong c6
23 3 i o e 83,77
nang luc va thuc thi cong vu tot hon

2.2. Doi véi MPHL cung trng DVHCC:

- C}ﬁ 5/5 Chi s6 hai long thanh phﬁn dat trér} 80%, trong do, 1an luot tir cao
xuong thap la: Thu tuc hanh chinh (84,15%); Ti€p can dich vu (84,05%); Cong
chuc truc tiep giai quyet cong viéc (84,05%); Két qua dich vu (83,66%); Tiep
nhan, xr Iy phan anh, kién nghi cua nguoi dan (82,53%).

- C6 16/16 tiéu chi dat ‘grén 80%, trong do6 cao nhét 14 tiéu ghi MBI—!L vé
Quy dinh TTHC dpo’c niém yet cong kh:’:li tai B phan Mot c{xa de thay, de dgc
(84,46%); thap nhe}t la tiéu~chi MDHL vé Bo phan Mot ctra bo tri hinh thirc ti€p
nhan, phan anh, kién nghi dé dang (82,34%).

- So voi ndm 2022: Ca 5/5 chi s6 hai long thanh phén va 16/16 tiéu chi hai
Iong ¢ chi so tang.

Bing 3. Két qua Chi s6 mirc d9 hai 1ong ciia nguoi dan déi voi
viéc cung irng dich vu hanh chinh cong

e At xers Ty 1€ hai long
STT C}‘i‘éfj"clﬁ}‘ﬁg?ﬁ\):” Nam | Nam | Tang/G| Ty 18
g 2022 | 2023 | iam
|| Tiép cén dich vu 81,84 | 84,05 | Ting | 2,21
BPMC c6 bién hiéu, huong dan rd 1,23

1. | rang, d& thdy co quan tiép nhan ho so, | 82,61 | 83,84 | Ting
tra két qua

Tiéu

BPMC c6 du ghé ngdi chd, ghé ngoi chi 12110'1

.- £ A ‘A N - X bo
2. | gidi quyét cong viéc va ban viét cho sun 84,30

nguoi dan < g
nam
2023

Trang thiét bi phuc vu nguoi dan day 2,12

3. | du, chat 1u:0’ng t6t, giup nguoi dan giai | 81,30 | 84,02 | Ting
quyét cong viéc dé dang hon

Il | Tha tuc hanh chinh 81,65 | 84,15 | Tang 2,5

4. | Quy dinh TTHC dugc ni€ém yét cong v 2 47
khai tai tru s6 co quan ti€p nhén, tra 81,99 | 84,46 | Tang




N CNYET Ty 1€ hai long
STT C;‘i‘éfj"clﬁ}‘ﬁg;‘%zp/ Nim | Nam | Tang/G| Ty ¢
’ , o 2022 | 2023 | iém
két qua giai quyét TTHC dé thay, dé
hicu
5. Tbanh phag hé so duoc yéu cau ndp 1a 8177 | 8403 | Ting 2,26
ding quy dinh ‘
6. Mu’c ph1/lg phi dugc yéu cau ndp la 8132 | 8424 | Ting 2,92
ding quy dinh.
7. Tho,l han giai .quyet thu tuc hanh chinh 8151 | 8388 | Ting 2,37
la ding quy dinh.
111 | Cong chirc 81,77 | 84,05 | Ting 2,28
8. (;ong chuc ;C.O t’hal dc_)‘ g1a9 tiép lich su, 8193 | 8433 Téng 2,4
ton trong do1 vo1 nguoi dan q
9. | Cong chuc hudng ké khai ho so dé hiéu, 2,02
dam bao nggb’i dan co Ehé hoan thién ho | 81,81 83,83 Tang
so sau mdt lan huéng dan
10.| Cong chirc tuan thi dung quy dinh trong 9 1,57
giai quyét TTHC cho nguoi dan 8242 | 8399 | Ting
IV | Két qua giai quyét TTHC 81,44 | 8366 | Ting | 2,22
11. K,et qua giai quyét TTHC duoc tra 81,39 | 8384 | Tang 2,45
ding hen
12. K‘Aet qua gidi qu,yet TTHC c6 thong tin 8204 | 8418 | Ting 2,14
day du, chinh xac
13. qut qua giai qlAlyet "{THC cho ngoi dan 80,09 | 82,95 | Tang 2,86
dam bao tinh cong bang
V | Tiép nhan, xir Iy y kién phan anh 9 2,93
kién nghi (PAKN) 79,60 | 82,53 | Tang
14.| Co quan c6 bo tri hinh thirc tiép nhan } 3,3
PAKN gilip nguoi dan PAKN dé dang | (004 | 8234 | Tang
15.| Co quan tle?p nhan, Xir Iy PAKN cua 7997 | 8266 | Tiang 2,69
nguoi dan dung quy dinh
16.| Co quan ‘FhoAng l?ao k‘e.t qua xu ly PAKN 7942 | 8259 | Ting 3,17
cho nguoi dan kip thoi

3. Chi s6 nhan dinh, d4anh gia

3.1. Chi so vé mirc dp quan tam cua ngwoi dan doi voi chinh sach cua co

quan nha nuoc

Niam 2023, 09 nhém chinh sach cong duoc lya chon dé nguoi dan danh gia

giao dong tur 78,96% dén 85,48%. Trong d6, chinh sach dién sinh hoat & dia
phuong (85,48%) va chinh sach trat tu an toan xa hoi (84,83%) la 02 chinh sach
dugc quan tim nhiéu nhat; chinh sach cai cach hanh chinh & dia phuong (81,73%)
va chinh sach phat trién kinh té ¢ dia phuong (78,96%) 1a 02 chinh sach duoc quan
tam it nhat. Cu thé:
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Bang 4. Két qua chi tiét mirc d6 quan tim ciia nguwoi dan
doi vai chinh sach cia co quan nha nwéc

Nhom chinh sach cong T((%l)g

o Chinh séch vé phit trién kinh té 78,96
M‘;’; rg‘-’Cg:a“ Chinh sach vé kham, chita bénh 82,71
ngwdi dan dbi Chinh sach VE?: giao duc pho théng 82,27
vé6i cdce chinh | Chinh sach vé nudce sinh hoat 83,55
sach ctia co | Chinh sach vé dién sinh hoat 85,48
quan ’nhé Chinh sach vé trat tu, an toan xa hoi 84,83
nuoc Chinh sach vé giao thong duong bd 82,24
Chinh sach an sinh, xa hoi ¢ dia phuong 83,40

Chinh sach cai cach hanh chinh & dia phuong 81,73

3.2. Kénh thong tin nguoi dén sir dung dé theo déi cdc chinh sdch ciia co
quan nha nudéc
. Trong cac kénh thong tin phé bién hién nay, kénh dugc nguoi dan sir dung
nhi€u nhat dé ti€p can thong tin chinh sach la qua dai, ti qvi, bao chi (61,84%); qua
hop, sinh hoat, thong béo tai khu dan cu (57,07%). Cu thé:
Bang 5. Két qua chi tiét kénh thong tin ngwoi dan sir dung ,dé theo doi
cac chinh siach cia co quan nha nwée thu¢e Thanh pho

Kénh thong tin T(g/ol)e

Keénh thong Qua loa phét thanh xéﬂ - : 51,53
tin ma nguoi Qua hop, sinh }‘102_1‘[, thong bao tai khu dan cu 57,07
dan sir dung | Qua chinh quyén, cong chirc 21,74
dé theo do6i cac | Qua nguoi than, ban be 23,18
chinh sach | Qua dai, ti vi, bo chi 61,84
Qua mang Internet 49,25

Qua hinh thirc khac 0,33

3.3. Swr tham gia gdp y ciia nguwoi din déi voi chinh sdch

Pay 1a ndi dung méi trong Chi s6 nhan dinh, danh gia nim 2023. Su tham
gia gop ¥ cta ngudi dan d6i v6i chinh sach co vai tro quan trong trong viéc dam
bao chinh sach phu hop, dap img nhu cau, mong doi ctia ngudi dan, tuy nhién, sb
ngudi dan sin sang tham gia gop ¥ chinh sach chua cao, chi chiém 42,96%. C6 sy
chénh 1&ch Ion gitra viéc tham gia néu duoc xin y kién tai cudc hop cu dan
(34.50%) va xin ¥ kién theo hinh thtic truc tuyén (9.07%). Cu thé:
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Bang 6. Két qua chi tiét sy tham gia gop ¥ ciia ngudi dan ddi voi chinh
sach cia co quan nha nwéc thugc Thanh pho

Su tham gia gop y ciia nguoi dan ddi véi chinh sach rl(“g;ol)g

.| S& tham gia néu dugc xin y kién theoo bat ky hinh
Sl.r,thzlmogla thire ndo 42,96
ng%ro(‘)l')i ﬁ ;:?i & S€ tham gia, néu dugc xin y kién theo hinh thirc gui 21.26

phi€u xin y ki€n dén nha, co quan

v@i chinh sach 2 PRI "
S€ tham gia, néu dugc xin y kién tai cudc hop cu dan 34,50

S& tham gia, néu dugc xin ¥ kién theo hinh thirc truc 9.07
tuyén ’

3.4. Tinh trang tiéu cwc trong gidi quyét cong viéc cho ngwoi din

C6 88,02% nguoi dan duge hoi cho rang khong c6 cong chirc nao gay phlen
ha, sach nhleu 10,27% cho rang c¢6 mot s6 cong chuc gay phién ha, sach nhiéu va
1,11% cho rang c6 nhiéu cong chirc gdy phién ha sach nhiéu.

Trong khi d6, 89,73% nguoi dan duge hoi cho rang Khong c6 ngudi dan nao
phai dua tién ngoai quy dinh; 8,61% cho rang c6 mot sd nguoi dan phai dua tién ngoai
quy dinh va 1,67% cho rang c6 nhiéu nguoi dan phai dua tién ngoai quy dinh.

Bang 7. Két qua chi tiét tinh trang tiéu cwc trong
gidi quyét cong viéc cho nguoi dan

Suy nghi ciia ngudi dan vé tinh trang tiéu cwe trong giai quyét Ty 1€
cong viéc cho ngwoi dan (%)
Suy nghi caa | Khong c6 cong chirc nao gay phién ha, sach nhiéu 88,62
nguoi dan vé | C4 mot s cong chirc gy nhién ha, sach nhiéu 10,27
tinh trang

cong chirc gay

phién ha sach C6 nhiéu cong chirc gay phién ha, sach nhiéu 1,11
nhiéu

Suy nghi cia | ghane ¢ nguodi dan nao phai dua tién ngoai quy

ngudi dan vé | 4ip 89,73

viéc dwa tien |

ngoai quy , . . 3 . .

dinh cho céng C6 mdt s6 nguodi dan phai dua tién ngoai quy dinh 8,61

chire

C6 nhiéu ngudi dan phai dua tién ngoai quy dinh 1,67

3.5. Hinh thirc tiép cén théng tin chinh sdch, gidi quyét TTHC phit hop
voi nguoi dan

Nguoi dan tham gia khao sat danh gia hinh thire giai quyét TTHC tryuc tuyén
mot phan la phu hop nhat trong 03 hinh thirc véi mirc d§ phu hop 1a 80,17%; tiép
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dén 1a hinh thuc truc tiép voi 79,91% va hinh thic tryc tuyén toan trinh voi
79,35%.
Bang 8. Két qua chi ti,é’t vé hinh thire tiép cin thong tin chinh sach,
giai quyet TTHC phu hgp véi ngwoi dan

. _ | Hinh thirc tiép can théng tin chinh sich, giai Ty 1€
Mue do phu | ¢yyét TTHC phu hep véi ngudi dan (%0)
h?r?ﬁ tCh“f‘ €aC | Hinh thic truc tiép 79,01

uc giar —— . 2 v n e
quyét TTHC Hinh thuc truc tuyin toriln trl?h 79,35
Hinh thtrc truc tuyén mot phan 80,17

4. Chi s6 nhu ciu, mong doi ciia ngwoi dan

Két qua khao sat nam 2023 cho thiy, nhu cdu, mong doi cua ngudi dan dbi
v6i chinh quyén Thanh phd trong viéc cai thién chat luong phuc vu ngudi dan trén
10 ndi dung quan trong lién quan dén viéc xdy dung, to chic thuc hién chinh sach
va cung Gmg dich vu cong khéng c6 su chénh 1éch 16n (ndm trong khoang tir 54%-
60%) va cao hon nim 2022. Trong d6 03 ndi dung ma nguoi dan mong mudn
chinh quyén cai thién nhiéu nhat 1a:

(1) Nang cao tinh than, thai do phuc vu cia CBCCVC d6i v6i nguoi dan
trong giai quyét cong viéc cho nguoi dan (60,69%);
_(2) Nang cao chit lugng cung tmg dich vu cong truc tuyén dé tao diéu kién thuan
loi, dé dang cho nguoi dan trong thuc hién dich vu cong truc tuyén (60,24%);
(3) Tang cuong tng dung CNTT, chuyén d6i sd trong giai quyét cong viée
cho nguoi dan (60,19%).

Bang 9. Nhu ciu, mong doi ciia nguwdi dan ddi véi sw phuc vu clia
co quan hanh chinh nha nwéc nam 2023 cia Thanh pho

STT Tiéu chi Nim | Nim
2022 2023
(%0) (%0)

1. | Nang cao tinh than, thai d6 phuc vu cua CBCCVC | 24,92 60,69
d6i voi nguoi dan trong giai quyét cong viéc cho
nguoi dan

2. | Nang cao chét‘luo’ng cung tmg dich vu cong tryc | Tiéu chi | 60,24
tuyén dé tao di€u kién thuan loi, dé da‘mg cho nguoi mai
dan trong thuc hién dich vu cong truc tuyén nam
2023

3. | Tang cuong ung dung CNTT, chuyén d6i s trong | 28,85 60,19
gidi quyét cong viéc cho nguoi dan
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STT Tiéu chi Nam Nam
2022 2023

(%) (%)

4. | Nang cao nang luc cua can by, cong chirc, vién | 25,04 59,97

chtrc trong gidi quyét cong viéc cho ngudi dan

5. | Nang cao chét luong tiép nhén, giai quyét y kién | 28,23 59,58
gop ¥, PAKN cua nguoi dan

6. | Tang cu:g‘mg co s& vat chat, trang thiét bi phuc vu | 26,57 59,34
giai quyét cong viéc cho nguoi dan

7. | Nang cao hi¢u lyc, hi¢u qua hoat dong cua chinh | 28,11 57,70
quyén dia phuong

8. | Nang cao tinh cong khai, minh mach trong cung | 28,80 57,53
cap thong tin cho ngudi dan

9. | Tang cuong trach nhi€ém gidi trinh cta chinh | Tiéuchi | 56,34

quyén d6i véi nguoi dan moi
nam
2023

10.| Mé rong cac co hdi tham gia giam sat cua nguoi | Tiéu chi | 54,04
dan d6i véi hoat dong cuia chinh quyén mai
nam
2023

III. PANH GIA CHUNG
1. Uu diém

Véi su quyét tAm ctia cac cdp, cac nganh, Chi s6 Hai 10ng cua nguoi dan, to
chirc ddi véi su phuc vu cua cac co quan hanh chinh nha nuéc thuoc Thanh phé
trong nam 2023 da co két qua rat tich cuc, chét lugng phuc vu cia CQHCNN dat
83,57% (ting 3,41% s0 Véi nim 2022), tiép tuc cao hon so véi Chi sé hai long
chung ciia cd nwéc (dat 82,66%); xép thir 21/63 tinh, thanh phd, ting 9 bac so véi
niam 2022 (ndm 2022 xép thir 30/63); ditng thir 02 trong 05 thanh phé truc thujc
Trung wong. Thanh phé hoan thanh chi tiéu dé ra Chi sé Hai long niam 2023 dat
trén 83%. Trong dd, cd 9/9 tiéu chi thanh phdn dat 1y 1¢ hai long cao hon so vdi
nam 2022 va déu dat trén 80% trong do, 819 tiéu chi dat 1y Ié hai long trén 83%.

2. Han ché

Tuy nhién, qua két qua khao sat SIPAS nam 2023, ¢6 thé thiy van con
nhitng han ché nhu sau:

- Trong nhém Chi sé Hai long chung:
+ Ty 1& hai 10ng ctia ngudi dan ddi véi tiéu chi Sw tham gia ciia ngwoi dan
vao qud trinh xdy dwng, téo chirc thuc hi¢n chinh sach con thap, chi dat 82,78%
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(thdp nhat trong 04 tiéu chi thudc chi sd thanh phan Xay dung, to chirc thyc hién
chinh séch);
+ Ty 1¢ hai long ctia ngudi dan doi véi tiéu chi Vige tiép nhgn, xik Iy phin
dnh, kién nghj ciia nguoi din con thap, chi dat 82,53% (thap nhat trong 05 tiéu
chi thudc chi s6 thanh phan Cung trng dich vu hanh chinh cong);

- Trong nhém Chi sé Nhén dinh, ddinh gid:

+ Sw tham gia gép ¥ déi véi chinh sach: Chi c6 42,96% ngudi dan cho ring
Sé tham gia néu dwoc xin y kién theo bat ky hinh thvrc nao;

+ Tinh trang céng chirc phién ha, sich nhteu va viéc dua tién ngodi quy
dinh cho cong chirc: Con 10,27% nguoi dan cho rang c6 mot sd cong chirc gay phién
ha, sach nhiéu; 1 ,11% cho rang c6 nhiéu cong chue gay phién ha, sach nhiéu; 8,61%
cho ring c6 mot sd ngudi dan phai dua tién ngoai quy dinh va 1,67% cho riang c6
nhiéu ngudi dan phai dua tién ngoai quy dinh.

_IV. MOT SO GIAI PHAP CAI THIEN, NANG CAO CHI SO HAI
LONG CUA NGUOI DAN, TO CHU'C TRONG THOI GIAN TOI

Trén co so két ~qua Chi s6 SIPAS nam 2023 cua Thanh phd, dé tiép tuc cai
thlen nang cao Chi s6 SIPAS nam 2024 va cac nam tlep theo, UBND Thanh phd yéu
cau cac co quan, don vi tap trung trién thyc hién mot sd giai phap sau:

1. Tiép tuc thong tin, tuyén truyén chinh xac, day du muc dich, y nghia, noi
dung va két qua ciia Chi so SIPAS téi nguoi dan, to chirc nham nang cao nhan
thire, thiic day sy tham gia tich cuc, khach quan ctia ngudi dan trong viéc giam sat,
phan hdi y kién vé viéc cung tmg dich vu hanh chinh cong va t6 chirc, trién khai
thuc hién chinh sach.

2. Tép trung mé& rong cac kénh thong tin, dong gop y. kién qua nhiéu hinh
thirc phu hop dé dap tmg nhu cau, mong doi ctia nguoi dan d6i véi su phuc vu cia
chinh quyén.

3. Trong qua trinh dé xut, trién khai cac chinh sach véi nguoi dan can quan
tdm, nghién ctru dam bao phu hgp véi nhu cau thyuc té doi song dan sinh nhat 1a cac
chinh sach vé an sinh xa hoi, trat tu an toan xa hoi, moi truong...

4. Cung cap day du, kip thoi thong tin dé ngudi dan biét vé hoat dong tiép
nhan, tra két qua giai quyét TTHC mdt cach dé dang, nhanh chong; md rong cac
kénh tiép nhan, giai quyét, tra két qua ho so hanh chinh (buu chinh cong ich, truc
tuyén,...).

5. Nang cao chit lugng hoat dong ctia cac Cong/Trang thong tin dién tir cua
Thanh pho, tai cac co quan, don vi thugc Thanh pho va cé giai phap dé ho tro
nguoi dan s dung dich vu cong truc tuyén toan trinh.

6. Pau tu co s vat chat, trang thiét bi dé nang cao chat luong tru so, trang

thiét bi phuc vu giai quyet cong viéc cho ngudi dan theo D& an M6 hinh Bd phan
mdt cira hién dai cac cap dd dugc UBND Thanh phd phé duyét.
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7. Tiép tuc ra soat, se“ip Xép chtc nang, nhi€ém vu cdc co quan, don vi thude
Thanh phé, trién khai thyc hién Dé an vi tri viéc 1am da duoc phé duyét, trén co s&
d6 hoan thién cac quy trinh lién thdng, quy trinh giai quyét TTHC, cong viéc ndi
bd cua timg co quan, don vi, dac biét lam rd trach nhiém, cach thic phéi hop, thoi
gian giai quyét, két qua san pham.

8. B tri can b, cong chure, vién chire tlep nhan, giai quyét, tra ket qua giai
quyét TTHC c6 k¥ ning giao tiép, c6 tinh than trach nhiém, giai quyét cong viéc
nhanh chéng, chuyén nghiép va c kiém tra, giam sat, danh gia chat ché; xu ly
nghiém trudng hop can bo, cong chirc, vién chire nhiing nhiéu, gy kho khin cho
ngudi dan, to chirc, doanh nghiép.

9. Thuc day nhanh tién trinh chuyén d6i s6 toan dién ctia Thanh phd; nhan
thirc day du chuyén doi s6 1a chuyén doi cach lam, thay do6i cach van hanh t6 chiic
va 1a nhan t6 thuc day CCHC manh mé, hudng t6i1 phuc vu nguoi dan.

10. Giao S& No61 vu tham muu UBND Thanh phé Ké hoach Cai thién, nang
cao Chi s6 SIPAS nam 2024 va yéu cau cac co quan, don vi ¢d lién quan to chirc
trién khai thuc hién; dong thoi phdi hop chit ché véi cac don vi thudc Bo Noi vu
va cac co quan, don vi lién quan trong viéc trién khai t6 chirc 1ay y kién nguoi dan
trén dia ban Thanh phd nam 2024./.

Noi nhén: TM. UY BAN NHAN DAN
- Vu CCHC, BO Noi vu; KT.CHU TICH

- Thuong tryc Thanh uy; p . .

- Thuong trec HDND TP; (dé blc) PHO CHU TICH

- BCD Chuong trinh 01-CTr/TU; - :

- Chui tich UBND Thanh phé;

- Cac PCT UBND Thanh phé;

- BCD CCHC, CPS, DA 06 Thanh phd;

- Céc S&, ban, nganh Thanh phé;

- UBND cac quan, huyén, thi xa;

- VPUBTP: CVP, PCVP C.N.Trang,

Céc phong: KSTTHC, NC, HC-QT, TTDT; i R .
- Luu: VT, KSTTHC, SNy§¢’ Ha Minh Hai




