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BAO CAO

Két qua Chi s hai long ciia ngwoi dan ddi véi sw phuc vu
cua co quan hanh chinh nha nwéc nam 2025; nhiém vu, gidi phap
nang cao Chi so hai long ciia nguoi dan doi véi sw phuc vu
cuia co quan hanh chinh nha nwéc nam 2026

Kinh gtri: Thuong tryc Tinh uy

Cin clr Quyét dinh s6 429/QD-BNV ngay 14/4/2026 ciia B Noi vu phé
duyét va cong bo Chi s6 hai long cua nguoi dan do6i voi su phuc vu cua co quan
hanh chinh nha nudc (sau dady viet tat la SIPAS) nam 2025.

Theo dé nghi ctia Giam ddc So Noi vu tai T trinh s6 434/TTr-SNV ngay
20/5/2026 va trén co s bao cao Chi sd hai long ctia ngudi dan ddi véi su phuc vu
clia co quan hanh chinh nha nudc (SIPAS) nim 2025, UBND tinh bao céo két qua
Chi sb SIPAS tinh Son La nim 2025, cu thé nhu sau:

Phan I
TONG QUAN VE PO LUONG SU HAI LONG CUA NGUOI DAN
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC
NAM 2025

I.CO SO

Viéc trién khai do ludng, xac dinh Chi sb hai 10ng cia nguoi dan dbi voi sy
phuc vu ctia co quan hanh chinh nha nuéc (sau ddy viét tdt la COHCNN) nham
danh gia khach quan chat lugng phuc vu ngudi dan cia CQHCNN, gop phan xay
dung nén hanh chinh phuc vu, léy nguoi dan lam trung tam, cong khai, minh bach,
nang cao trach nhiém giai trinh theo cic muyc tiéu cua ctia Chuong trinh tong thé
cai cach hanh chinh nha nudc giai doan 2021 - 2030 ctia Chinh phu.

1L TRIEN KHAI PO LUONG SU HAI LONG CUA NGUOI DAN
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC
NAM 2025

Bo Noi vu trién khai do luong su hai 10ng cta ngudi dan d6i véi sy phuc
vu cua co quan hanh chinh nha nudc (do luong su hai long cua ngudi dan) nam
2025 theo Phuong phap ban hanh tai Quyét dinh s6 1001/QD-BNV ngay
11/12/2025 cta Bo trudéng BS Noi vu. Téng cong ty Buu dién Viét Nam la Co
quan thyc hién phat, thu phiéu khao sat trong ca nude theo Chuong trinh phéi hop
khao sat ky giita B6 Noi vu va Tong cong ty Buu dién Viét Nam.
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Phuong phap khao sat chon mau ngiu nhién phan ting duoc ap dung dé
thu thép thong tin, voi su tham gia cua 36.000 nguoi dan dugc chon dai dién tur
moi vung mién trong ca nudc. UBND 34 tinh, thanh phd ph01 hop, hd tro viée
chon mau khao sat trong pham vi dia phuong theo huéng dan ciia Bo Noi vu.
Phiéu khao sat duoc thiét ké sin va dugc nhan vién buu dién dua truc tiép dén
nha tirng nguoi dan nham dam bao su thuan tién, khong gian riéng tu va bao mat
thong tin c4 nhan cho ngudi dan khi tham gia tra 101 phiéu khéo sat.

PIA DIEM KHAO SAT SIPAS 2025
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III. THANH PHAN NHAN KHAU HQC CUA MAU KHAO SAT
NAM 2025

Niam 2025, 36.000 phiéu khao sat duoc giri dén ngudoi dan, két qua thu vé
35.649 phiéu hop 18, dat ty 18 99, 03%. Thanh phan nhan khau hoc ctiia ngudi dan
tham gia khao sat dugc phan bd vé gidi tinh, do tudi, dan toc, trinh d6 hoc vén,
nghé nghiép, noi soéng.

IV. CHI SO SIPAS

Két qua khao sat duoc téng hop, phén tich, xdy dung thanh mot bo chi sO
gom 37 chi 86 phan anh nhan dinh, danh gia, 51 chi s6 phan anh muc d¢ hai long
va 10 chi s6 phan anh nhu cau, mong doi cua nguoi dan. B chi s6 nay dugc xay
dung cho pham vi ¢4 nudc ndi chung va cho tung tinh, thanh pho noi riéng.
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Phan II

KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN bOI VOI
SU'PHUC VU CUA CO QUAN HANH CHINH NHA NUGC NAM 2025
CUA TINH SON LA

I. KET QUA CHUNG (cé Phu luc I kém theo)

Két qua Chi s6 SIPAS nam 2025 cua tinh Son La duoc tong hop tr y kién
ctia 800 nguoi dan tham gia khao sat tai 16/75 x4, phuong! thudc dbi twong duoc
lya chon khao sat theo hudng dan cua B Noi vu (can cu theo danh sach gui bao
cdo Bo Noi vu vao thang 11/2025)°.

Chj s6 SIPAS niam 2025 cia tinh Son La dat 83,40%, dtmg thtr 17/34 tinh,
thanh pho, cao hon mirc trung binh cia ca nudce 1a 0,31% (mic trung binh cua ca
nudce 1a 83,09%)

II. NHAN PINH, PANH GIA CUA NGUOI DAN (¢6 Phu luc II kém theo)

1. Mirc d quan tAm ciia nguwdi dan ddi véi chinh sach & dia phuwong

Nim 2025, 09 nhom chinh sach cong duoc lya chon dé ngudi dan danh gia:
(1) Chinh sach trat tu, an toan xa hoi; (2) Chinh sach dién sinh hoat; (3) Chinh
sach an sinh xa hoi; (4) Chinh sach g@ao thong duong bo; (5) Chinh sach kham,
chira bénh; (6) Chinh sach gido duc pho thong; (7) Chinh sach cai cach hanh chinh;
(8) Chinh sach nudc sinh hoat; (9) Chinh sach phat trién kinh té.

Murc do hai long (sau ddy viét tat la MPHL) d6i v6i chat luong t0 chirc
thuc hién cac chinh sach dat ttr 75,1% dén 78,9%. Trong do6, chinh sach giao thong
duong bd duge ngudi dan quan tam va danh gia cao nhat (78,9%), trong khi chinh

! Phuong Chiéng Sinh, cac xd: B6 Sinh, Chiéng Sai, Chié,ng Sung, Long Sap, Muong Bang, Muong E,
Muong Gion, Muong Khiéng, Mudong Lan, Mudng Leo, Ngoc Chién, Phiéng Pan, S6ng Ma, Sudi To, T6 Mua.

2 Cong van s6 3009/SNV-CCHC ngay 30/11/2025 ciia S§ Noi vu vé viée béo céo két qua chon mau khao
sat sy hai long ctia nguoi dan doi vai sy phuc vu ctia co quan hanh chinh nha nudc nam 2025 cua tinh Son La.
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sach phat trién kinh té c6 ty 18 thap nhét (75,1%).
2. Cac kénh thong tin ngudi dén sir dung dé theo déi chinh sach ¢ dia phuong

Két qua khao sat nam 2025 cho thdy, kénh thong tin dwoc nguoi dan st
dung nhiéu nhét dé theo dbi chinh sach 1a thong qua hop, sinh hoat va théng bao
tai khu dén cu (60,59%). Tiép theo la kénh internet (26,13%), trong khi thong tin
qua nguoi than, ban be dugc sir dung it hon (5,37%).

Vé muc do phu hop, hinh thirc cung cap thong tin qua hop, sinh hoat tai
khu dan cu dugc danh gia cao nhat (78,61%), tiép dén 1a qua dai, truyén hinh va
bao chi (77,69%). Cac hinh thirc tiép cin thong tin nhin chung ¢6 mutc d6 danh
gia kha dong déu.

3. Mitc d6 siin sang tham gia gop ¥ kién ciia ngudi dan ddi véi chinh
sach cua co quan nha nuéc

Gan mot ntra s6 nguoi dan dugc khao sat sdn sang tham gia gop ¥ d6i voi
cac chinh sach & dia phuwong. Trong d6, hinh thirc 14y ¥ kién tai cac cudc hop khu
dan cu nhan dugc su tham gia cao nhét (45,76%), con hinh thirc truc tuyén qua
Zalo, Facebook c6 ty 1é tham gia thap (5,08%).

4. Tinh trang tiéu cwc ciia cong chirc trong gidi quyét cong viéc cho
nguwoi dan

Nam 2025, da sd nguoi dan danh gia khong co tinh trang cong chirc gay
phién ha, sach nhiéu trong giai quyét cong viéc (89,84%). Tuy nhién, van con
8,74% cho rang c6 mot s6 trudng hop gdy phién ha va 1,41% cho rang tinh trang
nay dién ra & muc nhiéu.

Déi vai viée dua chi phi ngoai quy dinh, 92,46% nguoi dan cho biét khong
phat sinh tinh trang nay; trong khi 6,12% cho rang van con mét s trudng hop
phai chi thém ngoai quy dinh.

5. Sw phu hgp cua cac hinh thire cung crfip thong tin chinh sach, cac
hinh thirc cung ing dich vu hanh chinh cong doi véi nguoi dan

Nguoi dan danh gia hinh thic cung cap thong tin chinh sach qua hop, sinh
hoat tai khu dan cu 1a phu hgp nhat (78,61%), tiép dén 1a qua dai, truyén hinh, bao
chi (77,69%) va internet (76,42%).

Déi voi giai quyet thu tuc hanh chinh, hinh thirc tryc tiép tiép tuc duge danh
gia phu hop cao nhat (77,72%), tiép theo 1a dich vu cong truc tuyén toan trinh
(72,66%) va truc tuyén mot phan (72,52%).

I1I. CHI SO HAI LONG CUA NGUOI DAN (¢6 Phu luc III kém theo)
1. Xay dung, t6 chirc thue hién chinh sich cong

Sy hai 1ong ctia ngudi dan ddi voi viée xay dung, to chire thuc hién chinh
sach n6i chung dugc tong hop tr MPHL trén 25 ndi dung cua 04 yéu to cua viéc
xay dung, t6 chuc thuc hién chinh sach.
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Nam 2025, MDHL doi y('yi yiéc xay dung, td chure thuc hién chinh sach néi
chung 1a 83,10%. Cu thé 04 yéu t6 nhu sau:

a) MPHL ctia ngudi dan d6i véi trach nhiém giai trinh ctia chinh quyén vé
chinh sach dugc do luong, tong hop trén 02 ndi dung, dat 83,25%, trong do:

- MDHL d6i v6i viéc chinh quyén cung cap thong tin, giai thich chinh sach
deé tim, de thay dat 83,16%.

- MPHL dbi véi viéc chinh quyén cung cip thong tin, giai thich chinh sach
day du, dé hiéu dat 83,33%.

b) MPHL ctia ngudi dan d6i v6i co hoi tham gia vao qua trinh xay dung,
to chuc thyc hién chinh sdch dugc do luong, tong hop trén 02 ndi dung, dat
83,03%, trong do:

- MPHL vé viéc chinh quyén t6 chtrc nhiéu hinh thtrc dé dé dang gop y xay
dung chinh sach dat 83,0%.

- MPHL vé viéc chinh quyén to chirc nhiéu hinh thire dé d& dang phan hoi y
kién danh gia chinh sach dat 83,02%.

¢) MPHL cua ngudi dan ddi véi chét luong t6 chirc thuc hién chinh sach dugc
do luong trén ndi dung chinh quyén t6 chirc, thuc hién tot 09 chinh séch sau:

Sy hai 10ng ctia ngudi dan d6i voi chat lugng to chic thuce hién chinh sach
dugc do luong trén ndi1 dung chinh quyén t6 churc, thuc hién tot 09 chinh sach sau:

09 CHINH SACH CO BAN THIET YEU POI VOI NGUOI DAN

Chinh sich 03 b
0 1 kham, chi¢a bénh

nwoc sinh hoat
Chinh sach giao 05
Chinh sach phat duc pho théng

trién kinh té 0 8 Chinh siach
0 6 dién sinh hoat
0 9 Chinh séch an
sinh, xa hoi 07 Chinh sach trijt

Chinh sach cai tw, an toan xa hoi

cich hanh chinh R o
thong dwong bo

Két qua do luong sy hai long cua ngudi dan nam 2025 cho 7th§y MDBHL cua
ngu’c‘ri dan do6i véi viéc chinh quyén té chure thuc hién tét (CQ td chirc thuc hién
tot CS ) 09 chinh sach dat 83,21%, trong do:



I. C. Chit lwgng to chirc thue hi¢n CS 83.21%
1. Chinh quyén to chirc thyc hién t6t CS phat trién kinh té & dia phuong 82.99%
2. Chinh quyén td chire thue hién tot CS kham chita bénh & dia phuong 83.78%
3. Chinh quyén t chire thyc hién tot CS gido duc phd thong & dia phurong, 83.37%
4. Chinh quyén 6 chirc thyc hién tot CS trét tu, an toan xa hoi ¢ dia phuong, 83.80%
5. Chinh quyén t6 chirc thuc hién tt CS giao thng dutmg b & dia phuong. 82.90%
6. Chinh quyén to chirc thuc hién tot CS dién sinh hoat & dia phuong. 83.18%
7. Chinh quyén to chirc thyc hién tot CS nuée sinh hoat ¢ dia phuong. 82.95%
8. Chinh quyén td chirc thue hién tot CS an sinh x hoi ¢ dia phuong. 83.05%
9. Chinh quyén t6 chirc thuc hién tot CS cai cich hanh chinh ¢ dia phuong. 82.91%

d) MPHL ctia ngudi dan dbi vaoi két qua, tic dong cta chinh sach dugc do
luong, tong hop trén 10 nd1 dung sau:

KET QUA, TAC PONG CUA CHINH SACH POI VOI NGUOI DAN

2, 04
0 1 ciia din phwl‘lqlg 03 Fruong pao 05

I adl thing tung Lip
; 4 othon ¢nh vién cong day hoe tot hon Trit tir, an
hi}:b te gfi_n ﬁi!lll 1ap khim chira toan xi hoi tot
ciia ngwdi dan bénh tot hon hon

tot hon 0 9 07
10 An sinh xX b 08 Dign sinh hoat 06

Co quan, cing tot hom Nwrd'e sinh L Dwrdng bo, giao
cliire c6 nang lrc hoat tét hon thong tot hon
vit thyee thi cong
vu tét hon

Nam 2025, ngudi dan dugc khao sat hai long dbi voi két qua, tac dong cia
chinh sach & dia phuong & 10 ndi dung, dat 82,97%.

2. Cung wng dich vu hanh chinh cong

Sy hai 1ong cua nguoi dan d6i voi viee cung Ung dich vy hanh chinh cong
(sau day vzet tat la DVHCC) n6i chung duoc tong hop tir MDHL trén 16 ndi dung
ctia 05 yéu td (tiép cdn dich vu; thii tuc hanh chinh; cong chirc tryc tiép gidi quyet

céng viéc cho nguoi dan; két quad dich vu va viéc tiép nhdn, xir Iy phan dnh, kién
nghi cua nguoi dan).

~ MDbHL d6i voi viéc cung tng DVHCC néi chung nam 2025 1a 84,84%. Cu
thé 05 yéu to6 nhu sau:

S6 TT Tiéu chi Két qua (%)
1 MPHL ciia nguoi dan dbi véi tiép can dich vu 83,88%
2 MBHLctia ngudi dan ddi véi thi tuc hanh chinh 84,10%

MPHL cua ngudi dan ddi véi cong chire truc tiép giai

A 0
quyét cong viéc cho nguoi dan 83,52%

4 MBDHL cta ngudi dan ddi véi két qua dich vu 83,93%
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MDHL cua nguoi dan doi véi viée ti€p nhan, xur Iy phan
anh, kién nghi cua nguoi dan

IV. NHU CAU, MONG PQI CUA NGUOI DAN (c6 Phu luc 1V kém theo)

Niam 2025, nhu ciu, mong doi cua ngudi dan ’déi vo1 su phuc vu cua
CQHCNN duoc do luong trén 10 ndi dung lién quan dén viéc xay dung, to chuc
thyuc hién chinh sach va cung img DVHCC.

5 83,68%

03 no1 dung dugc nguoi dan mong doi nhiéu nhat 1a: (1) Tang cudng co s&
vat chat, trang thiét b phuc vu giai quyét cong viéc cho ngudi nguoi dan voi
89,12%; (2) Nang cao chat lugng tiép nhan, xtr Iy gop y, phan anh, kién nghi cua
ngudi dan véi 88,68%; (3) Nang cao ning lyc cia CBCCVC chire trong giai quyét
cong viéc cho nguoi dan véi 88,44%.

Phén I1I
KET LUAN

I. PANH GIA CHUNG
1. Uu diém

Két qua Chi s6 SIPAS cua tinh Son La nim 2025 dat 83,40%, dung thir
17/34 tinh, thanh phd, cao hon mirc trung binh ciia ca nudc 13 0,31% (muc trung
binh cta ca nudc 1a 83,09%), day 1a két qua tich cuc cho thdy su nd luc cai thién
chat luong phuc vu ciia co quan hanh chinh, huéng dén sy hai long ciia nguoi dan
va to chirc trong thoi ky van hanh bo may méi tai cac xd, phuong.

Két qua SIPAS nam 2025 cho thdy nguoi dan nhin chung danh gia kha tich
cuc ddi voi viée xay dung, t6 chire thuc hién chinh sach va cung tmg dich vy hanh
chinh cong cua dia phuwong. Murc do hai long ¢ nhiéu noi dung dat trén 75%, tuong
dbi dong déu gitra cac linh vuc, phan 4nh sy quan tdm va no lyc cua chinh quyén
cac cap trong cai cach hanh chinh, nang cao chat lugng phuc vu ngudi dan.

Cong tac thong tin, tuyén truyén chinh sach tiép tuc dugc duy tri hiéu qua,
trong do h¢ thong co s¢ (khu dan cu, hop dan) van 1a kénh chu dao, bao dam tinh
gan giii, dé tiép can. Viéc cung cap dich vu hanh chinh cong va giai quyet thu tuc
hanh chinh c¢6 chuyén bién tich cuc; nguoi dan ghi nhén sy cai thién veé thai do
phuc vu ctia cong chirc, két qua giai quyét cong viéc va viéc tiép nhan, xtr Iy phan
anh, kién nghi.

Pdng thoi, tinh trang phién ha, sach nhidu va chi phi ngoai quy dinh c6 xu
hudng giam, gop phan cung c¢6 ni€ém tin cua ngudi dan. Nguoi dan cling the hién
sy quan tam va mirc do san sang tham gia gop y chinh sach ngay cang o hon, cho
thay su gan két gitra chinh quyén va nguoi dan trong qué trinh hoach dinh va thuc
thi chinh sach.

2. Ton tai, han ché

a) Chi s0 nhén dinh, dénh gia

Nhin chung, két qua khao sat cho thiy mirc d6 hai long gitta cac nhém chinh
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sach con chua dong déu, trong d6 chinh sach phat trién kinh té c6 mirc danh gia
thap hon, phan dnh hi€u qua lan téa va tac dong thyc t€ cua chinh sach chua thuc
su 0 nét.

Bén canh do, murc d6 hai long dbi voi dich vu cong truc tuyén con thap hon
s0 voi hinh thuc tryc tiép, phan anh han ché vé ha tang s0, ky nang sir dung cong
ngh¢ cua nguoi dan va théi quen tiép can dich vu truyén thong, dan dén tién do
chuyén d6i s trong giai quyét thu tuc hanh chinh con cham.

b) Chi s6 hai long

Két qua khao sat cho thdy mirc do hai 10ng cua nguoi dan ddi véi cong tac
xay dung, t6 chirc thuc hién chinh sach va cung trng dich vu hanh chinh cong chua
thuc su tao duoc dau an rd nét trong cam nhan cta nguoi dan.

Déi véi linh vuc chinh sach, mot s6 ndi dung lién quan dén két qua va tac
dong cua chinh sach chua duoc nguoi dan danh gia cao, cho thay mirc d6 chuyén
hoa chinh sach thanh hiéu qua, loi ich cu thé d6i voi doi sdng nguoi dan con han
che Trong linh vue cung tmg dich vy hanh chinh céng, cac n6i dung vé kha nang
tiép can dich vu va chat lugng phuc vu cta doi ngi cong chure tryc tiép giai quyét
cong vi¢c con chua dong déu; van con sy chénh léch giita cac co quan, don vi,
dic biét ¢ k¥ nang giao tiép, huéng dan va hd tro ngudi dan trong qua trinh thuc
hién thu tuc hanh chinh.

c¢) Chi s0 nhu cau, mong doi

Két qua khao sat cac noi dung vé nhu cau, mong doi ctia nguoi dan vé viéc
nang cao chat luong co sd vét chat, trang thiét bi phuc vu giai quyét cong viéc;
nang cao ning luc, trinh d6 va tinh than trach nhiém cua d6i ngii can bd, cong
chtre, vién chuc; dong thoi nang cao hiéu qua tiép nhén, xir Iy phan anh, kién nghi
van chua dap ing day du yéu cau thyc tién va ky vong ngay cang cao cua nguoi
dan, do1 hoi cac cap, cac nganh tiép tuc quan tdm, vu tién nguodn luc va giai phap
dong bd nham nang cao chét luong phuc vu, qua dé cai thién mic do hai long doi
voi1 su phuc vu cua co quan hanh chinh nha nuéec.

3. Nguyén nhan
a) Nguyén nhan khach quan

Mot sb chinh sach, dic biét 1a chinh sach phat trién kinh té, co tinh chat
tong hop, dai han, tic dong gidn ti€p nén ngudi dan kho cam nhan rd hi€u qua
trong ngan han, dan dén muc d¢ danh gid chua cao.

Ha tang cong ngh¢ thong tin, nhat 13 & cép co s, chua dong bg; duong
truyén, thiét bi va nén tang sd phuc vu dich vu cong truc tuyén & mot s6 noi con
han ché, anh hudng dén kha ning khai thac va st dung ctia ngudi dan.

Trinh do tiép can cong nghé, théi quen sur dung dich vu truc tuyén cua mot
bo phan nguoi dan con han ché, dac bi¢t & khu vuc nong thén, ving xa, dan dén
xu hudng uu tién hinh thirc giao dich truc tiép.

Bén canh d6, dic thu mét sb thu tuc hanh chinh con phuc tap, lién quan
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nhi€u cap, nhi€u nganh, lam anh hudéng dén trai nghiém va muc do hai long cua
nguoi dan.
b) Nguyén nhan chu quan

Cong tac chi dao, t6 chtrc thue hién & mot sb co quan, don vi chua that su
quyét liét, thi€u tinh dong bg, dan dén chat lugng phuc vu nguodi dan chua dong
deéu gitra cac linh vyc va dia ban.

Mot bo phan can bo, cong chirc chua phat huy day du tinh than trach nhiém,
ky nang giao tiép, hudng dan va hd tro nguoi dan con han ché, chua déap (mg yéu
cau trong bdi canh cai cach hanh chinh va chuyén ddi sé.

Viéc ung dung cong ngh¢ thong tin trong giai quyét thi tuc hanh chinh va
lay ¥ kién nguoi dan 6 mot s6 noi con hinh thire, chua thue sy 14y ngudi dan 1am
trung tdm, dan dén hiéu qua chua cao.

Cong tac kiém tra, giam sat viéc thuc thi cong vu, ky luat, ky cuong hanh
chinh chua thuong xuyén.

II. NHIEM VU, GIAI PHAP NANG CAO CHI SO SIPAS NAM 2026
1. P6i voi cac sé, ban, nganh, UBND cac xi, phuong

- Str dung két qua Chi sb SIPAS nam 2025 1am cin cr quan trong dé xéc
dinh muc ti€u, nhi¢m vy, gidi phap trong ké hoach cai cach hanh chinh nim 2026;
ddng thoi phan tich rd nguyén nhan chii quan, khach quan cua nhirng ton tai, han
ché dé dé ra giai phap phu hop nham ning cao chét lwong phuc vu nguoi dan, cai
thién murc d6 hai 1ong va bao cao UBND tinh (qua S6 Noi vu tong hop).

- Tiép tuc day manh cong tac dao tao, bdi dudng nang cao trinh do chuyén
mon, k¥ ning giao tiép, tinh than trach nhiém va dao dtrc cong vu ctia d6i ngil can
b0, cong chirc, vién chirc. Thuc hién nghiém cong tac khen thudng, ky luat bao
dam kip thoi, cong bang, minh bach; qua d6 ning cao chat lugng thuc thi cong
vu, nhét 13 trong giai quyét thi tyc hanh chinh va cung tng dich vu cong cho
nguoi dan.

- Ra soat, chuan hoa va cong khai day du, kip thoi cac quy trinh, thu tuc
hanh chinh, biéu phi, 1& phi va thoi gian giai quyét tai bd phén mot ctra va trén
Cong/Trang thong tin dién tr cta co quan, don vi. Pay manh ing dyng dich vy
cong truc tuyén, ting cudng s6 hoa ho so, giam tiép xuc truc tiép nham han ché
phat sinh tiéu cyc va nang cao tinh minh bach trong giai quyét thi tuc hanh chinh.

- Tang cuong cong tac thong tin, tuyén truyén vé cai cach hanh chinh, két qua
thye hién nhiém vy va chét luong phuc vu ngudi dan bang nhiéu hinh thirc da dang,
phu hop. Qua d6 nang cao nhan thure, trach nhi€ém ctia doi ngii can bd, cong chirc,
vién chic; dong thoi phat huy vai trd gidm sat, phan hdi cua nguoi dan trong qua
trinh xay dung va t6 chirc thuc hién chinh sach, cung ung dich vu hanh chinh cong.

2. P6i véi Uy ban Mit tran To qudc Viét Nam tinh, Hgi Cyu chién binh
tinh, Buu dién tinh Son La

a) ij ban Mit tran T quéc Viét Nam tinh, Hoi Cuu chién binh tinh
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Phéi hop chat ché voi S& Noi vy trong viéc trién khai khao sat SIPAS nam
2026; tham gia giam sat qua trinh di€u tra xa hoi hoc, dam bao tinh khach quan,
minh bach; dong thoi thyue hién phuc tra két qua khao sat theo quy dinh.

b) Buu dién tinh Son La

- Phoi hop chat ch€ voi So Noi vu trong vige td chue trién khai do luong su
hai 1ong ctia ngudi dan nam 2026; bd tri d6i ngii diéu tra vién c6 niang luc, ky
nang giao tiép va dao dirc nghé nghiép tét dé thyc hién thu thap phiéu diéu tra xa
hoi hoc dam bao khach quan, chinh xac, ding quy trinh.

- Chi dao cac don vi truc thudc va doi ngii diéu tra vién thyc hién nghiém
tic viéc khao sat theo dung phuong phap, huéng dan cia Bo Noi vu va chi dao
cua Téng Cong ty Buu dién Viét Nam, dam bao chat luong, tién d6 va do tin cay
cua dir liéu.

- Chu tri, phéi hop véi S& Noi vu t6 chire danh gia, rat kinh nghiém cong
tac khao sat SIPAS niam 2025, kip thoi khic phuc nhiing han ché, nang cao chét
luong trién khai trong nam 2026.

3.Pé nghi Bio va Phat thanh - Truyén hinh Son La; Ban Bién tap Cong
Thong tin dién tir tinh; cac co quan thong tan bao chi Trung wong dong trén
dia ban tinh

- Tang cudng thong tin, tuyén truyén vé Chi so SIPAS va két qua cai cach
hanh chinh nham nang cao nhén thtc, trach nhiém ctia ngudi dan va xi hoi trong
giam sat, phan hoi d6i v6i hoat dong ctia co quan hanh chinh nha nuéc, qua dé
gop phan nang cao chit lwong phuc vu va mirc do hai 10ng ctia nguoi dan.

- Pam bao ndi dung thong tin tuyén truyén chinh xac, kip thoi, da dang vé
hinh thurc, pht hop véi ting nhom doéi tuong, tao di€u kién dé ngudi dan dé dang
ti€p can va tham gia giam sat hoat dong cai cach hanh chinh.

- Tang cuong phan anh, néu guong cac dién hinh tét, dong thoi kip thoi
phan 4nh cac ton tai, han ché trong cong tac cai cach hanh chinh, xay dung va
thuc hién chinh sach, cung irng dich vu hanh chinh cong dé tao strc lan toa va rat
kinh nghiém trong thuyec tién.

4. Sé Noi vu

- Chu tri tham muu UBND tinh t6 chtrc trién khai do luong sy hai long cta
nguoi dan nam 2026 bao dam chat lugng, khach quan, hi€u qua theo hudng dan
cua Bo Noi vy; dong thoi theo doi, don doc, tong hop két qua thuc hién trén dia
ban tinh.

- Phdi hop voi cac so, ban, nganh va dia phuong trién khai dong bd céac
giai phap khéc phuc tdn tai, han ché; cai thién chat luong phuc vu ngudi dan, nang
cao muc dd hai long trong nam 2026.

- Tham muu UBND tinh t6 chuc kiém tra, danh gia dinh ky cong tac cai
cach hanh chinh tai cac co quan, don vi, dia phuong; déng thoi téng hop, bao cao
két qua thuc hién va dé xuét giai phap kip thoi.
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Trén day la Bao céo két qua Chi s6 hai long ctia ngudi dan doi véi su phuc
vu cua co quan hanh chinh nha nudc nam 2025; nhi¢m vy, gidi phap nang cao Chi
s0 hai long ctia nguoi dan doi voi sy phuc vu cua co quan hanh chinh nha nudc
nam 2026. Uy ban nhan dan tinh tran trong bdo céo./.

Noi nhn: TM. UY BAN NHAN DAN
i ggggt rue; ;UBND tinh; KT, CHU TICH
- Uy ban MTTQ Viét Nam tinh (b/c); PHO CHU TICH

- Chu tich, cac Pho Chu tich UBND tinh (b/c);
- Cac sd, ban, nganh;

- UBND céc xa, phuong;

- Buu dién tinh Son La;

- Bao va Phat thanh - Truyén hinh tinh;

- Céc co quan TW dong trén dia ban tinh;
- Van phong UBND tinh: LD, TTPVHCC,
TCHCQT, TTTT;

- Luu: VT, NC, Tung.

Nguén Thanh Céng



Phu luc I )
KET QUA CHI SO SIPAS CUA 34 TINH, THANH PHO NAM 2025
(Kém theo Bdo cdo s6325 /BC-UBND ngay 27/05/2026 ciia UBND tinh Son La)

Hai Phong 91.12%
Quang Ninh 88.33%
Pong Nai 87.16%
Hung Yén 85.10%
Hué 84.76%
Thai Nguyén 84.64%
Khanh Hoa 84.57%
Ha Noi 84.44%
Lao Cai 84.41%
TP.HCM 84.36%
Nghé An 84.33%
Lam Pong 84.31%
Cin Tho 84.05%
Gia Lai 84.02%
PaNang 83.46%
Tuyén Quang 83.44%
Son La 83.40%
Ninh Binh 83.33%
bién Bién 83.31%
Ca Mau 83.27%
Pht Tho 82.69%
Tay Ninh 82.32%
Quang Ngai 82.08%
Ha Tinh 81.83%
Vinh Long 81.75%
pik Lik 81.53%
An Giang 81.18%
Pong Thap 80.64%
Thanh Héa 79.40%
Quang Tri 79.27%
Bic Ninh 79.08%
Cao Bang 78.87%
Lang Son 78.80%

Lai Chau 77.92%



) Phu luc II
CHI SO NHAN PINH, PANH GIA NAM 2025

(Kém theo Bdo cdo 56325 /BC-UBND ngay27 /05/2026 ciia UBND tinh Son La)

Mikc d9 quan tim ciia ND déi véi CS ciia co’ quan nha nréc CQNN
1. CS phat trién kinh té & dia phwong.

2. CS kham, chita bénh & dia phuong.

3. CS gi4o duc phé théng & dia phuong.

4. CS nudce sinh hoat & dia phmrong.

5. CS dién sinh hoat ¢ dia phrrong.

6. CS trét fir, an toan x3 héi & dia phwong.

7. CS giao thong dwong bo & dia phirong.

8. CS an sinh, x4 héi & dia phirong.

9. CS cai cach hanh chinh ¢ dia phirong.

Kénh thong tin ND da sit dung dé theo ddi cac CS.

1. Qua loa phét thanh xa.

2. Qua hop, sinh hoat, thong bao tai khu dan c.

3. Qua chinh quyén, cong chirc.

4. Qua nguoi thin, ban bé.

5. Qua dai, ti vi, bao chi.

6. Qua mang internet.

7. Qua hinh thitc khac.

Mikc do phit hop cita cac hinh thikc cung cip thong tin vé CS

1. Qua loa phat thanh xa.

2. Qua hop, sinh hoat, théng bao tai khu dan cu.

3. Qua chinh quyén, cong chirc.

4. Qua nguoi than, ban bé.

5. Qua dai, ti vi, bao chi.

6. Qua mang internet.

7. Qua hinh thitc khac.

Sw tham gia gép ¥ cita ND déi véi CS

1. S& tham gia néu duoc xin ¥ kién theo bt ky hinh thirc nao.

2. S& tham gia néu dugc xin ¥ kién theo hinh thitc giti phiéu xin ¥ kién dén nha, co quan.
3. Sé tham gia néu duoc xin ¥y kién tai cudc hop cu dén noi sinh séng.
4. S& tham gia né‘u dwoc xin ¥ kién theo hinh thitc trye tuyén trén trang thong tin dién
tr cia chinh quyén

5. S& tham gia, néu dugc xin ¥ kién theo hinh thirc tnre tuyén.qua zalo, facebook.
Suy nghi ciia ND vé tinh trang cong chirc phién ha, sich nhiéu.

1. Khong c6 cong chirc ndo giy phién ha, séch nhiéu.

2. C6 mét s6 cong chirc gy phién ha, sach nhiéu.

3. C6 nhiéu cong chitc gy phién ha, sach nhiéu.

Suy nghi ciia ND vé viéc dwa tién ngoai quy dinh cho cong chirc.

75.10%
78.46%
78.80%
78.32%
79.68%
79.60%
78.90%
78.86%
78.07%

13.28%
60.59%
13.56%
5.37%
19.21%
26.13%
0.42%

71.87%
78.61%
75.60%
70.03%
77.69%
76.42%
70.82%

27.40%
24.15%
45.76%

6.07%

5.08%

89.84%
8.74%
141%
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1. Khong c6 ND nao phai dwa tién ngoai quy dinh.

2. Co mot s6 ND phai dua tién ngoai quy dinh.

3. Co nhiéu ND phai dua tién ngoai quy dinh.

Mikc dd phit hop ciia cic hinh thirc giai quyét TTHC.

1. Hinh thirc tryc tiép.

2. Hinh thirc tryc tuyén toan trinh.

3. Hinh thitc triee tuyén mot phi“m.

Trai nghiém ciia ND vé viéc gidi quyét cong viéc véi co quan chinh quyén.

1. Giai quyét thu tuc hanh chinh (TTHC) theo hinh thttc ndp hf‘) s0 truc tiép tai Trung
tdm Phuc vu hanh chinh cong (TTPVHCC) cua tinh, thanh pho.

2. Giai quyét TTHC theo hinh thirc ndp hoé so tnre tiép tai Bo phan Tiép nhén va tra két
qua (BPMC) huyén, quan.

3. Giai quyét TTHC theo hinh thirc ndp ho so trec tiép tai BPMC ciia xa, phuong, dic khu.,
4. Giai quyét TTHC theo hinh thirc nop hd so trre tuyén, ndp phi/lé phi qua chuyén
khodn va nhén két qua qua dich vu bwu chinh.

5. Giai quyét TTHC theo hinh thirc ndp hé so tnrc tuyén, nép phi/lé phi trirc tiép tai
TTPVHCC/BPMC.

6. Co nguoi thin dang di hoc phd thong.

7. B::"m than hodc nguoi thin da di kham, chita bénh tai bénh vién, phong kham da khoa
tuyén tinh, huyén, xa

8. Pi hoi chinh quyén, cong chirc vé chinh sach, TTHC.

9. Néu ¥ kién d4nh gia voi chinh quy@n vé két qua thuc hién chinh sach, két qua giai quyét TTHC.
10. Néu y kién phan anh, kién nghj véi chinh quyén vé chinh sach, TTHC.

92.46%
6.12%
1.42%

T7.72%
72.66%
72.52%

10.55%

12.24%

62.03%

3.23%

12.80%

8.16%

20.25%

4.50%
0.98%
1.83%



~ PhulucIII
CHI SO HAI LONG NAM 2025
(Kem theo Bdo cdo s6395 /BC-UBND ngay 27/05/2026 cua UBND tinh Son La)

1. XAY DUNG, TO CHUC THUC HIEN CHINH SACH 83.10%
L. A. Trach nhi¢m gidi trinh ciia chinh quyén vé chinh sach (CS) 83.25%
1. Chinh quyén cung cap, giai thich thong tin CS theo nhiéu hinh thirc, dé tim, dé thay. 83.16%
2. Chinh quyén cung cép thong tin CS diy du, dé hiéu.. 83.33%
L. B. Co hoi tham gia cia ND vao qua trinh xay dung, t6 chire thue hién CS 83.03%
(lj.SChinh quyén t chire nhidu hinh thire dé nguoi dan (ND) dé dang tham gia ¥ kién xdy dung 23.03%
2.. Chinh .quyélz t chirc nhiéu hinh thirc dé ND dé dang phan hdi ¥ kién danh gia tinh hinh 83.00%
trien khai va ket qua, tac dong ciia CS & dia phuong.

I. C. Chat lwong to chirc thwe hién CS 83.21%
1. Chinh quyén t6 chirc thuc hién t6t CS phat trién kinh té & dia phuong 82.99%
2. Chinh quyén t6 chire thuc hién tt CS kham chita bénh & dia phuong 83.78%
3. Chinh quyén t6 chirc thue hién tot CS gido duc phé théng & dia phuong. 83.37%
4. Chinh quyén t6 chire thuc hién tot CS trt tw, an toan x3 hoi ¢ dia phuong. 83.80%
5. Chinh quyén t6 chirc thyc hién tét CS giao thong duong bé ¢ dia phuong. 82.90%
6. Chinh quyén t6 chirc thuc hién tét CS dién sinh hoat & dia phuong. 83.18%
7. Chinh quyén td chire thuc hién tot CS nude sinh hoat ¢ dia phuong. 82.95%
8. Chinh quyén to chirc thuc hién tot CS an sinh x4 hoi ¢ dia phuong. 83.05%
9. Chinh quyén tb chirc thyc hién tot CS cai cach hanh chinh & dia phuong. 82.91%
L. D. Két qu, tac dong ciia CS 82.97%
1. Kinh té gia dinh ctia ND dia phuong tot hon. 82.44%
2. Kinh té - x4 hdi cua dia phuong t6t homn. 82.52%
3. Bénh vién cong lap & dia phuong kham chita bénh cho ND t6t hon. 81.98%
4. Truong phé théng cong lap day hoc sinh tot hon. 82.52%
5. Trat tu, an toan xa hoi ¢ dia phuong t6t hon. 83.06%
6. Puong bd, giao thong & dia phuong t6t hon. 82.80%
7. Dién sinh hoat ctia ND ¢ dia phuong t6t hon. 83.64%
8. Nude sinh hoat ctia ND ¢ dia phuong t6t hon. 83.40%
9. An sinh xi hoi d6i voi ND ¢ dia phuong tot hon. 83.61%

10. CQHCNN, CBCCVC ¢ dia phuong c6 nang luc va thue thi cong vu tot hon. 83.77%

1. CUNG UNG DICH VU HANH CHINH CONG

IL.A. Tiép cin dich vu 83.88%
1. Trung tdm phuc vu hanh chinh c6ng/Bd phan Mot ctra (BPMC) co bién hiéu, hudng

~ ) o~ 0
dan ro rang, dé tim, dé thay. 83.87%
2. BPMC c6 dii ghé ngdi cho, ghé ngdi giai quyét cong viéc va ban viét cho ND. 83.90%
3. BPMC ¢ trang thiét bi phuc vu ND dﬁy du, chat luong t6t, gitp ND giai quyét cong 83.89%

. 0

viéc dé dang hon.
IL.B. Thi tuc hanh chinh (TTHC) 84.10%
1. Quy dinh TTHC duoc niém yét cong khai tai BPMC dé thay, dé doc. 84.09%
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2. Nguai dan duoc yéu ciu ndp hd so TTHC ding quy dinh. 84.13%
3. Nguoi dan duge yéu ciu dong phi/1é phi TTHC ding quy dinh. 84.19%
4. Thoi han giai quyét TTHC dung quy dinh. 84.01%
II.C. Cong chire true tiép giai quyét cong viéc cho ND tai BPMC 83.52%
1. Cong chirc BPMC c6 thai d6 giao tiép lich sy, ton trong ND. 83.32%
2. Cong chuc BPMC hudng dan hé so dé hiéu, dy du, giap ND co thé hoan thién hd so 83.75%
sau mdt lan hudng dan.

3. Céng chirc 6 BPMC tuén thu ding quy dinh trong giai quyét TTHC. 83.51%
ILD. Két qué dich vu 83.93%
1. Két qua giai quyét TTHC duoc tra ding hen. 84.09%
2. Két qua giai quyét TTHC ¢6 thong tin day di, chinh xac. 83.96%
3. Két qua giai quyét TTHC dam bao tinh cong bing. 83.74%
ILE. Viéc tiép nhén, xir Iy phan anh, kién nghi ciia ND 83.68%
1. BPMC b tri hinh thitc tiép nhan gitip ND dé dang phan anh, kién nghi . 83.79%
2. BPMC tiép nhan, xir Iy phan 4nh, kién nghi cua ND ding quy dinh. 83.62%
3. BPMC thong béo két qué xir Iy phan anh kién nghi cho ND kip thoi. 83.62%
CHI SO HAI LONG CUA NGUOI DAN VE 83.40%, «ép 17/34

SU PHUC VU HANH CHINH NOI CHUNG



o Phu luc IV 5
CHI SO NHU CAU, MONG DQI NAM 2025

(Kém theo Bdo cdo sé 325/BC-UBND ngay 27/05/2026 ciia UBND tinh Son La)

1. Nang cao tinh céng khai, minh bach trong cung cip théng tin cho ND.

2. Tang cuong trach nhiém giai trinh cia chinh quyén d6i véi ND.

3. M& rong céc co hoi tham gia gidm sat cia ND déi v6i hoat dong cuia chinh quyén.

4. Nang cao hiéu lyc, hiéu qua hoat dong ctia chinh quyén dia phwong

5. Tang cwong co sd vat chét, trang thiét bi phuc vu giai quyét cong vide cho ngwdi ND.
6. Nang cao ning lyc cia CBCCVC chitc trong giai quyét cong viéc cho ND.

7. Nang cao tinh thin, :[héi d6 phuc vu cta cén bd, cong chrc, vién chirc (CBCCVC) déi
va1 ND trong giai quyét cong viéc.

8. Tang cwong tng dung cong nghé thong tin, chuyén doi s6 trong giai quyét cong viéc
cho ND.

9. Nang cao chat lwong cung ing DVC tnrc tuyén dé tao diéu kién thuan loi, dé dang cho ND.

10. Nang cao chit lrong tiép nhén, xtt Iy gop ¥, phan énh, kién nghi cia ND.

86.72%
87.06%
87.82%
87.74%
89.12%
88.44%

88.32%

87.72%

88.28%
88.68%



Phu luc V )
MAU PHIEU KHAO SAT SU HAI LONG CUA NGUOI DAN POI VOI

SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOC NAM 2025
(Kém theo Bdo cdo 56325 /BC-UBND ngay 27/05/2026 ciia UBND tinh Son La)

Xin éng/B(i khoanh tron xung quanh chir sé (1, 2, 3, ...) twong irng véi
phwong dn tra loi ma Ong/Ba lwa chon.

Cau 1. Xin Ong/Ba cho biét mirc d§ quan tAm theo doi ciia Ong/Ba dbi véi
cac chinh sach cong trong bang dwéi diy (theo ddi thong qua ca hinh thirc doc bao,
nghe dai, xem trén ti vi, trén mang internet)?

(“Chinh sach” ¢ ddy néi dén cdac quy dinh, chirong trinh, hanh déng ciia
chinh quyén, co quan hanh chinh nha nudc o dia phuwong).

Khong | Khi quan | Quan tim | Rit quan
quan tim | tim theo | theoddi | tim theo
theo doi doi doi
1. Chinh sach phat trién kinh té & 1 p) 3 4
dia phuong
2. Chinh sach kham, chira bénh ¢& 1 2 3 4
dia phuong
3. Chinh séch gi4o duc phé thong 1 g 3 4
o dia phuong
4. Chinh sach nuéc sinh hoat & dia 1 2 3 4
phuong
5. Chinh sach dién sinh hoat ¢ dia 1 2 3 4
phuong
6. Chinh sach trat tu, an toan xa hodi 1 2 3 4
¢ dia phuong
7. Chinh sach giao thong duong bo 1 2 3 4
¢ dia phuong
8. Chinh sach an sinh, xa ho1 & dia 1 2 3 4
phuong
9. Chinh sach cai cach hanh chinh 1 2 3 4
o dia phuong

Céu 2. Trong thoi gian qua, Ong/Ba da sir dung kénh thong tin nao dé
theo ddi cic chinh sich néu & Cau 1?

Qua loa phat thanh xa.

Qua hop, sinh hoat, thong bao tai khu dan cu.

Qua chinh quyén, céng chic.

Qua nguoi than, ban bé.

Qua dai, ti vi, bao chi.

Qua mang internet (Trang thong tin dién tit, cong théng tin dién tir, bdo
dién tw, zalo, facebook...).

7. Qua hinh thirc khac (xin ghi cuthé): ...,

SR I e
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Cau 3. f)ng/Bz‘l danh gia mirc d) phu hgp cua cac hinh thic co quan
nha nwéc cung cap thong tin veé cic chinh sach néu & Céu 1 doi véi ban than
Ong/Ba nhu thé nao?

Khong | Kha phu | Phuhop | Rit pha

phu hop hop hop

1. Cung cap théng tin vé cic chinh sach 1 ’ 3 4
qua loa phat thanh xa.
2. Cung cap thong tin vé cac chinh sach qua | ’ 3 4
hop, sinh hoat, thong bao tai khu dan cu.
3. Cung cip thong tin vé c4c chinh sach

, Ao i 1 2 3 4
qua chinh quyén, cong chirc.
4. Cung cap théng tin v€ cac chinh sach

e . 1 2 3 4

qua nguoi than, ban be.
5. Cung cap thong tin vé cac chinh sach 1 ) 3 4

qua dai, ti vi, bdo chi.

6. Cung cap thong tin vé cac chinh sach
qua mang internet (Trang thong tin dién 1 2 3 4
ti, bao dién tr, zalo, facebook...).

7. Cung cap thong tin vé cac chinh sach

qua hinh thirc khéc. 1 2 3 4

CAu 4, Trong thoi gian t6i, néu co' quan nha nuéc to chirc xin y kién
nguoi dian vé chinh sich néu ¢ Cau 1, Ong/Ba c6 tham gia gop y kién khong?

1. S& tham gia, nf‘::u dugc xin y ki?;‘n theo bat ky hinh thirc nao. ,

2. S& tham gia, néu dugc xin v ki€n theo hinh thirc giri phi¢u xin y kién

den nha, co quan.

3. S€ tham gia néu duoc xin y kién tai cudc hop cu dan ¢ noi sinh song.

4. S& tham gia, néu duoc xin y kién theo hinh thire tryc tuyén.

. Caus. Ong/Ba cam nhin nhu thé nao vé tinh trang cong chirc giy
phién ha, sach nhi¢u cho nguoi din trong qua trinh giii quyet thu tuc hanh
chinh hi¢n nay & dia phuong?

1. Khong c6 cong chitc nao gay phién ha, sach nhiéu cho ngudi dan.

2. C6 mot s6 cong chirc giy phién ha, sach nhiu cho nguoi dan.

3. C6 nhiéu cong chirc gay phién ha, sach nhiéu cho nguoi dan.

Céu 6. Ong/Ba suy nghi gi vé tinh trang nguoi din phai dwa tién ngoai
quy dinh n§p phi/I¢ phi (hay con goi la “tién boi tron”, tién “dit 16t”) cho cong
chirc trong qua trinh giai quyét tha tuc hanh chinh hién nay & dia phwong?

1. Khong c6 ngudi dan nao phai dua tién ngoai quy dinh cho cong chirc.

2. C6 mdt sd nguoi dan phai dua tién ngoai quy dinh cho cong chic.

3. C6 nhiéu ngudi dan phai dua tién ngoai quy dinh cho cong chic.



Céau 7. Ong/Ba danh gia mirc dd phi hop ciia cac hinh thie gidi quyét

thi tuc hanh chinh dbi véi ban thin Ong/Ba nhw thé nao?

Khéong | Kha Phu Rat
phu phu hop phu
hop hop hop

1. Nop hd so va nhan két qua giai quyét thu

tuc hanh chinh theo hinh thirc truc tiép (tai 1 2 3 4
co quan nha nudc).

2. Nop ho so va nhén két qua giai quyét thu

tuc hanh chjnh theo hinh thirc true tuyén 1 ’ 3 4
toan trinh (tdt ca cdac cong viéc déu thuce hién

qua mang internet).

3. Nop ho so va nhan két qua giai quyét thu

tuc hanh chiph theo hinh thl’rp truc tuyén mot 1 ) 3 4
phan (mot so cong viéc truc tiép tai co quan nha

mieGc va mol s6 cong viée qua mang internet).

Céiu 8. Xin ﬁng/Bil cho biét trai nghiém ciia ban thin f)ng/Bz‘t déi voi

cic ndi dung trong bang dwdi day?

sach, tha tuc hanh chinh.

Noi dung Co | Khong
1. Ong/Ba dang c6 nguol than dang di hoc pho théng hodc da co | )
nguoi than di hoc phd thong trong thot gian 3 nam trd lai day.
2. Ong/Bél hodc nguoi than cua Ong/Bél di kham, chita bénh tai bénh
vién, phong kham da khoa & tuyén tinh, thanh phd, tuyén huyén, 1 2
quén, tuyén x4, phudng.
3. Ong/Ba giai quyét thu tuc hanh chinh tai Trung tAim Phuc vu hanh 1 5
chinh cdng cua tinh, thanh phd.
4. Ong/Ba gidi quyét thu tuc hanh chinh tai B phan Tiép nhén va : 5
tra két qua cua huyén, quan.
5. Ong/Ba giai quyét thu tuc hanh chinh tai B6 phén Tiép nhan va 1 5
tra két qua cua xa, phuong.
6. éng/Ba hoi chinh quyén cong chire vé chinh sach thu tuc hanh chinh. 1 2
7. Ong/Ba néu y kién danh gia voi chinh quyén vé két qua thuc hién 1 5
chinh sach, két qua giai quyét thii tuc hanh chinh.
8. Onnga néu y kién phan anh, kién nghi vé&i chinh quyén vé chinh | s

Céu 9. Xin Ong/Ba cho biét mirc d§ hai long cia Ong/Ba vé cac ndi

dung trong biang bén dwéi day.

Xin Ong/Ba khoanh tron xung quanh chir sé 1, 2 ...
long ciia Ong/Ba, trong do:

Mirc d6 “Rét khong hai long” duoc tinh 1 diém;

Murc do “Khong hai long” duoc tinh 2 diém;

Mirc d6 “Binh thuong” dwoc tinh 3 diém ;

Mic @6 “Hai long” duoc tinh 4 diém;

Mirc d6 “Rét hai 1ong” duoc tinh 5 diém.

5 tuy theo mirc do hai




Noi dung

Miic dé hai long

A

Rat

~

khong
hailong

Khixg
hai
long

Binh
thuong

i
long

I. VIEC XAY DU'NG TO CHUC THUC HIEN
CHINH SACH CONG (NEU O CAU 1)

A. Trach nhiém giai trinh ciia chinh quyen vé chinh sach

1. Chinh quyén cung cap, giai thich thong tin vé cac
chinh sach theo nhiéu hinh thire, gitip moi ngudi dan dé
tim, dé thiy.

(Cdc hinh thirc nhie: Niém yét cong khai tai co quan, loa
phit thanh phwong/xd, hop 16 dan phd/thon ddang tai
(rén trang thong tin dién cua chinh quyén...)

2. Chinh quyén cung cap thong tin vé cac chinh séch
day du, dé hiéu dbi véi ngudi dan.

B. Su tham gia cua nguoi dan vao qua trinh xay
dung, to chirc thwe hién chinh sach

3. Chinh quyén t6 chirc nhiéu hinh thirc d& nguoi dan
dé dang tham gia gop ¥ kién xay dung cac chinh sach.
(Cac hinh thirc nhu: Mo cdc muc xin y kién vao dir thao
chinh sdch trén cdc trang thong tin dién tir; gui phiéu
xin y kién/phiéu khao sat o1 ngwoi dan; hop xin y kién
tai khu ddn cu; dang tai cong khai cac $6 dién thoai,
dia chi hop thu dién tr dé xin ¥ kién .. y.

4. Chinh quyén t6 chirc nhiéu hinh thire dé ngudi dan dé
dang phan hoi ¥ kién danh gia tinh hinh trién khai va ket
qua, tac dong cua cac chinh sach ¢ dia phuong.

C. Chit lirgng to chirc thuc hién chinh sich

5. Chinh quyén 6 chirc thuc hién tot chinh sach phat trién
kinh té & dia phwong

(Cac quy dinh, cdc hoat dong thu hut dau tw, kinh
doanh, viéc lam, tin dung...)

6. Chinh quyén to chirc thuc hién tot chinh sach kham
chira bénh & dia phwong

(Cac quy dinh, hoat dong kham, chira bénh, bao hiém y
té, vién phi, nhdp vién, chuyén vién... ¢ cdc bénh vién
cong, phong kham cong, tram y té)

7. Chinh quyén td chirc thuc hién tot chinh sach gido duc
pho thong & dia phuong.

(Cac quy dinh, hoat dong day va hoc, chieong trinh hoc,
sach giao khoa, truong hoc, lop hoc, danh gia hoc sinh,
thit tuc nhdp hoc ... & cdc treong pho thong céng lip)

8. Chinh quyén t6 chirc thuc hién tét chinh sach trat tu,
an toan xa hoi ¢ dia phuong.

(Cac quy dinh, hoat dong quan 1y ddn cu, giit gin trdt
(e noi cong cong, quan Iy an ninh mang; phong chong
t0i pham...)




Noi dung
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Rit

khong

Khing
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long

9. Chinh quyén to chire thuc hién tot chinh sach giao
thong duong bo ¢ dia phuong.

(Céc quy dinh, hoat dong xdy dung, phat trién dirong
bo, giao thong duong bo; bao dam trdt tu, an toan giao
thong dwong bo ...)

10. Chinh quyén td chirc thue hién tot chinh sach dién
sinh hoat ¢ dia phuong.

(Cac quy dinh, hoat dng cung cap dién sinh hoat, gid
tien dién sinh hoat quan Iy, phadt trién dién sinh hoat ..)

11. Chinh quyén t6 chirc thue hién tot chinh sach nude
sinh hoat & dia phuong.

(Cdc quy dinh, hoat dong cung cap nudc sinh hoat, gid
tién mueée sinh hoat, quén Iy, phdt trién nudc sinh
hoat...)

12. Chinh quyén t6 chirc thyc hién tot chinh sach an sinh
xa ho1 o dia phuong.

(Cdc quy dinh, hoat déng thu, thanh todn bdo hiém xa
hoi, bdo hiém that nghiép; ho tro thiong xuyén doi voi
nguoi co cong, nguoi nghéo, nguoi tan 1dr, hé tro dot
xudt cho nguoi dan khi gdp mat mia, thién tai ...)

13. Chinh quyén t6 chirc thuc hién t6t chinh sach cai
cach hanh chinh ¢ dia phuong.

(Cdc quy dinh, hoat déng cdi cach thé ché, cdi cach thi
tuc hanh chinh, cdi cdch té chire bé mdy co quan nha
nuwdc, cdi cdach cong vy, cdi cach quan Iy tai chinh cong,
xdy dirng chinh phu dién i, chinh phii so...)

D. Két qua, téc dong ciia chinh sich

14. Kinh té gia dinh cia nguoi dan dia phuong tét hon.

15. Kinh té - x3 hdi cta dia phuong tot hon.

16. Bénh vién cg“)ng lap ¢ dia phuong kham chira bénh
cho nguoi dan tot hon.

(W]

17. Trudng phd théng cong 1ap day hoc sinh t&t hon.

18. Trat tu, an toan xa hoi o dia phuwong t6t hon.

19. Pudng b, giao thong ¢ dia phuong tot hon.

20. Dién sinh hoat cua nguo1 dan ¢ dia phuong t6t hon.

21. Nudc sinh hoat ctia nguoi dan & dia phuong t6t hon.

22. An sinh x4 héi d6i véi ngudi ddn & dia phuong tt hon.

[SSTN I OS2 I O T i SS I I S T S ]

NN E N RES

23. Co quan hanh chinh nha nuée, doi ngli can bd, cong
chtre, vién chirc ¢ dia phuong ¢o6 ning luc va thuc thi
cong vu tot hon.
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1L VIEC CUNG UNG DICH VU HANH CHINH CONG

A. Tiép can dich vu

24. Trung tim Phuc vu hanh chinh cong/B6 phan Tiép
nhan va tra két qua co bién hi¢u, huong dan 1o rang,
gilip nguoi dan dé tim, dé thay.

23, Trung tam Phuc vu hanh chmh cong/Bo phan Tlep
nhén va tra két qua co du ghé ngdi chd, ghé ngdi giai
quyét cong viée va ban viét cho ngudi dan.

26. Trung tim Phuc vu hanh chinh cong/Bé phan Tiép
nhén va tra két qua c6 trang thiét bi phuc vu nguoi dan
day du, chat luong tot, gitp ngudi dan giai quyét cong
viée dé dang hon.

(May ldy s6 xép hang, mdy tinh, may dé tra ciru thong
tin, mdy diéu hoa, quat mdt)

B. Tha tuc hanh chinh

27. Quy dinh thu tuc hanh chinh dwoc niém yét cong
khai tai Trung tam Phuc vu hanh chinh c6ng/B¢ phan
Tiép nhén va tra két qua gitip nguoi dan dé thay, dé doc

28. Cong chirc yéu cau nguoi dan ndp ho so giai quyét
thu tuc hanh chinh ding theo quy dinh.

29. Cong chuc yéu cau nguoi dan dong phi/lé phi giai
quyet thu tuc hanh chinh ding theo quy dinh.

30. Thoi han giai quyét thi tuc hanh chinh cho ngudoi
dan ding theo quy dinh.

C. Cong chirc truc tiép gidi quyét cong viéc

31. Cong chitc & Trung tam Phuc vu hanh chinh
cong/Bo phan Ticp nhan va tra két qua c6 thai do giao
tiep lich su, ton trong do6i vo1 nguoi dan.

32. Cong chitc & Trung tam Phuc vu hanh chinh
c6ng/Bo phan Tiép nhan va tra két qua hudng dan ho so
d& hiéu, day du, gitp nguoi dan c6 thé hoan thién hé so
sau mot lan hudng dan.

33, Céng chirc ¢ Trung tﬁ}n Phuc vu hanh chinh cong/Bo
phan Tiép nhin va tra két qua tuan tha dung quy dinh
trong giéii quyet thu tuc hanh chinh cho nguoi dan.

D. Keét qua
(Kel qud gidi quyél thii tuc hanh chinh co thé la duwoc cdp
gidy 1o hodic bi tir chdi cdp gidy 16)

34. Két qua giai quyét tha tuc hanh chinh cho nguoi dén
dugc tra dung hen.

35, Két qua giai quyét thu tuc hanh chinh cho nguoi
dan co thong tin day du, chinh xac.




Noi dung Mirc d¢ hai long
Rit | Kidg | Binh | Hai | Rit
khong | hai | fwong | long | hai
hailong | long long
36. Két qua giai quyét thi tuc hanh chinh cho nguoi dan
PV e 1 1 2 3 4 5
dam bao tinh cong bang.
E. Viéc tiép nhan, xir ly phan anh, kién nghi cua
nguoi dan
37. Trung tm Phuc vu hanh chinh cong/Bé phén Tiép
nhan va tra két qua bé tri hinh thirc tiép nhan phan anh, | 1 2 3 4 5
kién nghi, gitip ngudi dan phan anh, kién nghi d& dang.
38. Trung tim Phuc vu hanh chinh c6ng/Bé phén Tiép
nhan va tra két qua tiép nhan, xr 1y phan anh, kién nghi | 1 2 3 4 5
cua nguoi dan dung quy dinh.
39. Trung tim Phuc vu hanh chinh céng/Bé phén Tiép
nhan va tra két qua thong bao két qua xir 1y phan anh | 1 p) 3 4 5
kién nghi cho ngudi dan kip thoi.

Céu 10. Xin Ong/Ba cho biét mirc dd mong mudn cia Ong/Ba ddi voi
chinh quyén dia phwong trong viéc cii thi¢n chat lwgng phuc vu ngudi din

trén cac noi dung trong biang dwdéi day?

N¢i dung Khong | Kha | Mong Rat
mong | mong | mudn | mong
muon | muén muon

1. Nang cao tinh cong khai, minh bach trong cung cap

Koo a2 e 1 2 3 4
thong tin cho nguoi dan.
2. Tang cuong trach nhiém giai trinh cta chinh quyén | ) 3 4
doi vai ngudi dan.
3. Mo rdng cac co hoi tham gia gidm sat ciia nguoi dan

e ., £ 1 2 3 4
do1 voi hoat dong cua chinh quyen.
4. Nang cao hi¢u luc, hiéu qua hoat dong cta chinh

i o 1 2 3 4

quyen dia phuong.
5. Tang cudng co so vat chat, trang thiét b1 phuc vu giai ) ) 3 4
quyet cong viée cho nguoil nguoi dan.
6. Nang cao ning luc cua can bg, cong chire, vién chirc 1 ) 3 4
trong giai quyet cong viée cho ngudi dan.
7. Nang cao tinh than, thai dd phuc vu cta can bg, cong
chire, vién chire do1 voi nguoi dan trong giai quyét cong 1 2 ) 4
viéc cho nguoi dan.
8. Tang cuong g dung cong ngh¢ thong tin, chuyén doi | ) 3 4
s0 trong giai quyet cong viée cho nguoi dan.
9. Néng cao chat lvgng cung {ing dich vu cong truc tuyen
dé tao dicu kién thuan loi, dé dang cho nguoi dan trong thue | 2 3 4
hién dich vu cong truc tuyén.
10. Nang cao chat luong tiép nhan, giai quyet v kién gop
e % . P 1 2 3 4
v, phan anh, kien nghi cua nguoi dan.




Y kién khic (xin Ong/Ba ghi cu thé):

XIN TRAN TRONG CAM ON ONG/BA PA THAM GIA TRA LOI KHAO SAT!
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