
UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM 
TINH SON LA Doc lap - Tu do - Hanh phuc 

So: 3 0 /QD-UBND San La, ngay dJ^hdng 01 nam 2020 

QUYET DINH 
Ve viec cong bo Chi so hai long cua ngu'oi dan, to chuc 

doi vol su phuc vu cua cu quan hanh chinh nha nude nam 2019 

CHU T I C H UY BAN NHAN DAN TiNH 

Can cd Quydt dinh so 225/QD-TTg ngay 04 thang 02 nam 2016 cua Thu 
tudng Chinh phu phe duyet Ke hoach cai each hanh chinh nha nude giai doan 
2016-2020; 

Can cu Quyet dinh sd 2640/QD-BNV ngay 10 thang 10 nam 2017 cua Bp 
Ndi vu vd viec phe duyet D8 an Do ludng su hai long cua ngudi dan, td chuc ddi 
vdi su phuc vu cua ca quan hanh chinh nha nude giai doan 2017 - 2020; 

Can cu Quyet dinh sd 3026/QD-UBND ngay 07 thang 12 nam 2018 cua 
Chu tich UBND tinh San La vd viec ban hanh kd hoach cai each hanh chinh tinh 
San La nam 2019; Quydt dinh so 1373/QD-UBND ngay 14 thang 6 nam 2019 
Quy dinh ve tieu chi va quy trinh xac dinh Chi so cai each hanh chinh hang nam 
cua cac sd, ban, nganh, uy ban nhan dan cac huyen, thanh phd; 

Can cu Quyet dinh sd 2096/QD-UBND ngay 27 ngay 08 thang 2018 cua 
UBND tinh San La v8 viec ban hanh Dd an Do ludng su hai Idng cua ngudi dan, 
to chuc ddi vdi su phuc vu cua ca quan hanh chinh nha nude tren dia ban tinh 
San La giai doan 2018 - 2020; Kd hoach sd 152/KH-UBND ngay 26 thang 6 
nam 2019 cua UBND tinh vd vide Do ludng su hai long ciia ngudi dan, td chuc 
ddi vdi su phuc vu cua ca quan hanh chinh nha nude trdn dia ban tinh Son La 
nam 2019; 

Xet de nghi cua Sd Ndi vu (ca quan thudng true cua Hdi ddng danh gia 
Chi so cai each hanh chinh) tai Td trinh sd 04/TTr-SNV ngay 03/01/2020, 

QUYET DINH: 

Dieu I . Cdng bd Chi sd hai long cua ngudi dan, td chuc ddi vdi su phuc 
vu cua CO quan hanh chinh nha nude nam 2019 trdn dia ban tinh Son La (goi tat 
la Chi so hdi Idng ve su phuc vu hanh chinh nam 2019, ten tieng Anh viet tat la 
SIPAS 2019, CO phu luc vd bao cao hem theo). 

A ' ^ 

Dieu 2. Can cu Chi sd hai long ve su phuc vu hanh chinh nam 2019, cac 
sd, nganh; UBND cac huyen, thanh phd quan tridt, rut kinh nghidm, c6 cac giai 
phap dd day manh cai each hanh chinh, nham nang cao chat luong phuc vu cua 





ca quan hanh chinh nha nude va nang cao su hai long cua ngudi dan, td chuc d 
nhung nam tiep theo. 

Dieu 3. Chanh Van phong Uy ban nhan dan tinh, Giam ddc Sd Ndi vp, 
Giam doc cac sd, ban, nganh; Chii tich Uy ban nhan jdan cac huyen, thanh phd, 
chiu trach nhiem thi hanh Quyet dinh nay././/VA 

Ned nhan: 
- Bo Noi vu; 
- Thuong true tinh liy; 
- Thucmg true HDND tinh; 
- Chii tich, eae PCX UBND tinh; 
-NhubieuS; 

- Phong Noi vu eae huyen, thanh ph6; 
-Luu: VT,NC (DlOOb). 

CHU T I C H 
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NHAN DAN 
SON LA 

CONG HOA XA HOI CHU NGHIA VIET NAM 
Doc lap - Tu- do - Hanh phuc 

BAO CAO 
Ket qua Chi so hai long cua nguoi dan, to chii'c doi vol su* phuc vu 

cua CO" quan hanh chinh nha mrdc nam 2019 tren dia ban tinh So'n La 
(Kern theo Quyet dinh so: hO /QD-UBND ngdyDI/O1/2020 

cua Chu tich Uy ban nhan dan tinh San La) 

Thuc hien Quydt dinh s6 2640/QD-BNV ngay 10 thang 10 nam 2017 cua 
Bo Noi vu ve vide phd duyet Dd an Do luong su hai long cua ngudi dan, to chuc 
doi vdi su phuc vu cua ca quan hanh chinh nha nude giai doan 2017 - 2020; 
Quydt dirih sd" 2096/QD-UBND ngay 27 ngay 08 thang 2018 cua UBND tinh 
Son La vd vide ban hanh Dd an Do ludng su hai Idng cua ngudi dan, td chuc ddi 
vdi su phuc vu cua ca quan hanh chinh nha nude trdn dia ban tinh Son La giai 
doan 2018 - 2020; Kd hoach sd 152/KH-UBND ngay 26 thang 6 nam 2019 cua 
UBND tinh ve vide Do ludng su hai Idng ciia ngudi dan, to chuc ddi vdi su phuc 
vu ciia ca quan hanh chinh nha nude trdn dia ban tinh Son La nam 2019. 

Uy ban nhan dan tinh bao cao kdt qua Chi sd hai Idng ciia ngudi dan, td 
chiic ddi vdi su phuc vu ciia ca quan hanh chinh nha nude nam 2019 trdn dia 
ban tinh Son La (sau day goi la Chi sd SIPAS), nhu sau: 

1. T I N H H I N H T R I E N K H A I D O L l / C I N G SlT H A I L O N G C U A N G U Q I 
D A N , T O C H U ' C D O I VQl SlT P H U C V U C U A C O Q U A N H A N H C H I N H N H A 
NLTQC T R E N D I A B A N TiNH N A M 2019 

1. Co" SO" 

Quyet dinh sd 2640/QD-BNV ngay 10 thang 10 nam 2017 ciia Bp Ndi vu 
ve vide phd duyet De an Do ludng su hai Idng ciia ngudi dan, td chiic ddi vdi su 
phuc vu ciia ca quan hanh chinh nha nude giai doan 2017 - 2020 giao UBND cac 
tinh, thanh phd true thudc trung uong to chiic trien khai do ludng su hai Idng ciia 
ngudi dan, td chiic trong pham vi dia phuong theo ydu cau quan ly va cdng bd kdt 
qua chi sd hai Idng cua ngudi dan, td chiic ddi vdi su phuc vu ciia ca quan hanh 
chinh nha nude thudc pham vi quan ly ciia dia phuang; Quydt dinh sd 2096/QD-
UBND ngay 27 ngay 08 thang 2018 ciia UBND tinh San La vd vide ban hanh Dd 
an Do ludng su hai Idng ciia ngudi dan, td chiic ddi vdi su phuc vu ciia ca quan 
hanh chinh nha nude trdn dia ban tinh Son La giai doan 2018 - 2020. 

2. Ddi tirgng danh gia va ddi tugng dieu tra xa hoi hoc 

2.1. Ddi tugng danh gia 
7 

- Cap tinh: 20 sd, ban, nganh. 

- Cap huyen: Uy ban nhan dan cac huyen, thanh phd. 

2.2. Ddi tuong dieu tra xa hdi hoc^.^y^" 





A 

La ngudi dan, ngudi dai dien cho td chuc da tru'c tiep giao dich va nhan 
ket qua cung ung dich vu hanh chinh cdng tai cac sd, ban, nganh va Uy ban nhan 
dan cac huyen, thanh phd. 

3. Noi dung do ludng su hai long 
- Cac nhan dinh, danh gia, muc dd hai long va su mong dgi ciia ngudi 

dan, td chiic ddi vdi viec cung ling dich vu hanh chinh cdng ciia ca quan hanh 
chinh nha nude. 

- Miic dd hai long ciia td chiic doi vdi viec phoi hgp, xii ly cdng viec ciia 
cdng chiic; viec tidp nhan, xii ly phan anh, kien nghi; su mong mudn ciia cac td 
chiic ddi vdi viec nang cao chat lugng phuc vu ciia ca quan hanh chinh nha nude. 

4. Tieu chi do ludng 

4.1. Doi vdi Van phong UBND tinh, Sd Ngoai vu (ca quan khong cd thu tuc 
hanh chinh): gdm 3 ndi dung ca ban, 12 tieu chi 

4.2. Ddi vdi 18 sd, ban, nganh; Ban Quan ly cac khu cdng nghiep tinh (goi 
chung la sa, ban, nganh); UBND cap huyen: gdm 5 ndi dung ca ban, 22 tieu chi 

5. Phuung phap xac dinh Chi sd SIPAS 
f > 7 > 9 

- Ap dung phuang phap dieu tra xa hdi hgc thdng qua Phieu dieu tra de 
thu thap thdng tin, xac dinh Chi sd SIPAS. 

- Phuang thiic dieu tra xa hdi hoc la phat phieu dieu tra xa hdi hgc qua 
dudng buu dien den ngudi dan, td chuc de tra Idi. 

- Mau dieu tra xa hdi hgc dugc xac dinh theo cac phuang phap: 
7 \ r t 

+ Ddi vdi Van phong UBND tinh, Sd Ngoai vu: Dieu tra ddi vdi cac td 
chuc cd lien he cdng tac ddi vdi su phuc vu cua Van phong UBND tinh, Sd 
Ngoai vu. 

+ Ddi vdi 18 sd, ban, nganh; 12 UBND cap huyen: Lap danh sach ngudi 
dan, to chuc da su dung cac dich vu hanh chinh cdng trong khoang thdi gian quy 
dinh didu tra xa hdi hgc cua tung ca quan (01/11/2018 din ngay 31/8/2019). Sd 
Ndi vu hudng dan cac ca quan, don vj thuc hien phuong phap chgn mau ngau 
nhien theo quy dinh tai Quylt dinh sd 2096/QD-UBND ngay 27/8/2018 ciia Chii 
tich UBND tinh. 

7 > > 7 ^ > 

- Phieu dieu tra xa hdi hgc gdm 2 loai phieu: Phieu dieu tra xa hdi hgc ap 
7 ' f' \ ' 7 9 

dung ddi vdi ngudi dan va Phieu dieu tra xa hdi hgc ap dung ddi vdi td chiic. 
7 7 7 

- Cach tinh Chi sd hai long: Thuc hien theo quy dinh tai Quyet dinh sd 
2096/QD-UBND ngay 27/8/2018 ciia Chii tich UBND tinh. 

6. Trien khai dieu tra xa hdi hoc 
a) Lua chgn, hudng dan dieu tra vien 

Dieu tra vien ciia SIPAS 2019 la cac nhan vien Buu dien tinh va Buu dien 
huyen, xa duac chon d 12 huyen, thanh phd. Dieu tra vien do Bim dien tinh lua 

/Cr 
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1^ > 7 

chon va dirge Sd Noi vu hudng dan ve noi dung, phuong phap phat phieu, thu 
thap thdng tin dieu tra xa hdi hoc. Mdi dieu tra vien dugc cung cap danh sach 

fv y fv y ^ 7 ^ \ 

mau dieu tra chinh thuc va danh sach mau dieu tra du phong, phieu dieu tra do 
Sd Ndi vu phat hanh va cac van ban quy dinh, tai lieu hudng dan dieu tra xa hdi 
hoc SIPAS 2019. 

b) Trien khai dieu tra xa hdi hgc 
r y y 

Viec phat, thu phieu dieu tra xa hdi hoc SIPAS 2019 do dieu tra vien thuc 
hien. Dieu tra vien phat phieu dieu tra den tung ca nhan ngudi dan, ngudi dai 
dien td chuc cd ten trong danh sach mau dieu tra chinh thuc; giai thich phieu 

y t r y r y _ 

dieu tra; de ddi tugng dieu tra tu tra Idi; thu phieu dieu tra. Trong trudng hop 
klidng the phat phieu cho ddi tugng dieu tra cd ten trong danh sach mau chinh 
thuc (do ddi tuong khdng con sdng tai dia phuong; tu chdi tra Idi phieu...), dieu 

7 7 7 fv y 

tra vien tien hanh phat phieu cho ddi tugng trong danh sach mau du phong. Dieu 
tra vien thuc hien phat phieu theo nguyen tac dung ddi tugng trong danh sach 
mau; khdng ggi y ndi dung tra Idi; khdng tra Idi thay. 

c) Giao nop phieu dieu tra 
7 7 > ^ . ' 

Ket qua thu phieu cua dieu tra vien dugc gui ve Buu dien tinh de phan 
loai, sap xep va giao nop ve Sd Ndi vu. Cac co quan, don vi khdng tham gia qua 
trinh phat phieu dieu tra. 

7. Kiem tra, giam sat va phuc tra ket qua dieu tra xa hoi hoc 
7 ^ 

Viec phuc tra ket qua dieu tra xa hdi hgc SIPAS 2019 do Sd Ndi vu thuc 
hien theo phuong thuc ggi dien thoai cho ddi tugng dieu tra de khang dinh viec 

7 7 7 

tham gia tra Idi phieu cua ddi tugng do. Tu ngay 23/9 den ngay 27/9/2019, Sd 
7 9 9 7 

Ndi vu ggi dien thoai true tiep cho ngudi dan, ngudi dai dien td chuc vdi tdng sd 
1.430/1.430 phieu = 100% sd lugng ngudi dan, td chuc trong danh sach thdng qua 
hinh thuc ggi dien thoai true tiep cho ngudi dan, ngudi dai dien td chuc (trong do: 
cap tinh: 673 phieu, cip huyen: 693 phi8u. Van phong UBND tinh: 32 phieu, Sd 
Ngoai vu: 32 phieu). 

7 ^ 
8. Nhap phieu dieu tra xa hoi hoc 
Viec nhap phieu dieu tra xa hdi hgc dugc thuc hien tren Phan mem quan 

ly cham diem xac dinh Chi sd Cai each hanh chinh tinh Son La do Cdng ty 
TNHH giai phap cdng nghe Dai Nam thuc hien. 

9. Ket qua phan tich thanh phan tra Idi phieu dieu tra 
7 r y 

a) Sd lugng phieu thu ve: 
Tdng sd phieu thu vd la 1.453/1.520 phieu, dat 95,5% so phidu phat ra. Sd 

phidu thu vd hgp Id la 1.430, dat 98,4% so phidu thu ve {du lieu SIPAS 2019 trong 
bao cao nay se duac tdng hap, phan tich tie 1.430phieu thu ve hop le) c6 Bieu sd 1 
kem theo. 

b) Thanh phan tra Idi phidu: Ddi vdi khoi sd cd Bieu so 2 kem theo; ddi 
vdi khdi huyen cd Bieu sd 2a kem theo. 
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I I . KET Q U A D O L U Q N G S U H A I LONG C U A NGlTQl D A N , T O 
C H U ' C D O I VQl S V P H U C V U C U A C O Q U A N H A N H C H I N H N H A N U Q C 
TREN D I A B A N TiNH N A M 2019 

7 •> y^ 

1. Mot so nhan dinh, danh gia cua ngiroi dan, to chu-c ve viec to chirc 
cung ung dich vu hanh chinh cong: Bieu so 3, 3a, 3b kem theo. 

7 A 7 / V 7 

Can cu ket qua dieu tra (so ngudi dugc hdi), van con mot so tieu chi, cac ca 
quan, don vi can phai xac dinh ro nguyen nhan de cd giai phap khac phuc, do la: 

9 7 A 

- Viec ngudi dan, td chuc biet thdng tin ve dich vu cua cac ca quan hanh 
chinh qua phuong tien thdng tin dai chung (24,76% ) va qua mang Intemet 
(7,62%) con rat thap. 

^ 9 7 ^ A 

- Van con cd ngudi dan, td chuc phai di lai giai quyet cdng viec tu 3-4 Ian 
la 8,87%, tu 5-6 ihn la 0,81%, tren 6 Im la 0,44%. 

- Cdn 0,73% cdng chuc gay phidn ha, sach nhidu; 0,81% cdng chuc ggi y 
nop them tien ngoai phi/le phi. 

- 1,39% ca quan tra kdt qua tre hen; 73,68% ca quan hanh chinh nha nude 
khdng cd thdng bao vd trd han, 94,74% ca quan hanh chinh nha nude khdng cd 
thu gui xin Idi khi trd han (Kit qua nam 2019 cao hon nam 2018). 

2. Six hai long cua ngudi dan, to chuc doi vdi su phuc vu cua eo" quan 
hanh chinh nha nude 

- Ket qua chung SIPAS nam 2019 cua cac ca quan, dan vi cao han nam 
2018 (Bieu so 4, 4a kem theo). 

9 7 

- SIPAS 2019 do ludng su hai Idng cua ngudi dan, td chuc ddi vdi 18 sd, 
ban, nganh; 12 UBND cip huyen gom 5 ndi dung ca ban cua qua trinh cung ung 
dich vu hanh chinh cdng, gdm: (1) Tidp can dich vu; (2) Thu tuc hanh chinh; (3) 
Cdng chuc true tiep giai quydt cdng vide; (4) Kdt qua cung ung dich vu hanh 
chinh cdng; (5) Vide tiep nhan, giai quydt y kidn gdp y, phan anh, kidn nghi 
(Bieu sd 4b, 4c kem theo). 

- SIPAS 2019 do ludng su hai Idng cua ngudi dan, td chuc ddi vdi Van 
phdng UBND tinh, Sd Ngoai vu gdm 3 ndi dung ca ban, gdm: (1) Cdng chuc 

7 7 * * 7 7 

true tidp giai quydt cdng vide; (2) Phdi hgp xu ly cdng vide); (3) Vide tidp nhan, 
giai quydt y kidn gdp y, phan anh, kidn nghi (Bieu sd 04d kem theo). 

7 

- Chi sd SIPAS ndi chung trong ca tinh la 90.93% (Cao hem nam 2018 la 
2,35%); CO 14/32 ca quan, dan vi {giam 01 don vi so vdi nam 2018) cd Chi sd 
hai long vd su phuc vu hanh chinh thap hon Chi so SIPAS ndi chung trong ca 
tinh {8 sd nganh, 6 huyen). 

- Ddi vdi khdi sd: Chi sd SIPAS ndi chung la 91,77% (Cao hem nam 
2018 la 2,19%o); cd 18/20 sd, nganh cd Chi sd SIPAS dgt tu 80% trd Idn (giam 
01 don vi so vdi nam 2018); cd 12/19 sd, nganh cd Chi sd SIPAS dat tu 90% trd 
Idn. Phu luc 1 kem theo. 

+ Cd 11/20 don vi cd Chi sd SIPAS cao han nam 2018 {Sd Tu phap, Sd^ 

4 
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7az nguyen vd mdi trudng, Sd Khoa hoc vd Cdng nghe, Sd Van hda. The thao vd 
Du lich, Sd Yti, Sd Giao thdng, van tdi, Sd Ndng nghiep vd PTNT, Sd Gido due 
vd Ddo tgo, Sd Ki hoach vd Ddu tu, Sd Cdng thuong, Thanh tra tinh); 

+ Co 09/20 dan vi c6 Chi so SIPAS thdp hon nam 2018 {Sd Ndi vu, Sd 
Xdy dung, Sd Tdi chinh. Ban Dan tdc, Sd Ngoai vu, Sd Thdng tin vd Truyin 
thdng. Van phdng UBND tinh. Ban qudn ly cdc khu cdng nghiep tinh); 

+ Chi s6 SIPAS ciia ca quan cao nhit la Sd Tu phap (98,33%); Chi so 
SIPAS ciia ca quan thdp nhit la Ban quan ly cac khu cdng nghiep tinh (73,46%). 

- Doi vdi khoi huyen: Chi sd SIPAS ndi chung la 90,09% (Cao hon nam 
2018 Id 2,50%); 12/12 U B ' N D huyen, thanh pho cd Chi sd SIPAS dat tir 80% trd 
len {tdng 01 don vi so vdi nam 2018); cd 06/12 UBND huyen, thanh phd cd Chi 
so SIPAS dat tu 90% trd len. Phu luc 2 kem theo. 

+ Cd 07/12 dan vi cd Chi sd SIPAS cao han nam 2018 {UBND cdc 
r r A 

huyen: Yen Chdu, Sdp Cop, Mai Son, Thudn Chdu, Bdc Yen, Van Hd, Sdng Ma); 
+ Cd 05/12 don vi cd Chi so SIPAS thap han nam 2018 {UBND cdc 

huyen: Phu Yen, Thdnh phd Son La, Quynh Nhai, Mdc Chdu, Mudng La); 
7 A 7 

+ Chi sd hai long ve su phuc vu hanh chinh ciia huyen cao nhat la UBND 
huyen Yen Chau (97,85%). Chi so hai long vd su phuc vu hanh chinh ciia huyen 
thap nhat la UBND huyen Sdng Ma (84,58%). 

3. Su mong doi cua ngudi dan, to chuc ve viec cung ung djch vu hanh 
chinh cdng 

Ngoai cac chi sd phan anh nhan dinh, chi sd hai long d trdn, SIPAS 2019 
cdn dua ra cac chi so phan anh su mong dgi ciia ngudi dan, td chiic ddi vdi ca 
quan hanh chinh nha nude trong vide uu tidn cai each nham nang cao chat lugng 
cung ling dich vu hanh chinh cdng, nang cao chat lugng phuc vu ngudi dan, td 
chiic. Cd Bieu sd 5 kem theo. 

9 A 7 

Su mong dgi ciia ngudi dan, td chiic vd uu tidn cai each ddi vdi ca quan 
hanh chinh nha nude ndi chung tap trung d 5 ndi dung. Nam ndi dung ma ngudi 
dan, to chiic mong dgi ca quan hanh chinh nha nude trdn dia ban tinh uu tidn cai 
thien nam 2019 cung la 5 ndi dung ngudi dan, to chiic mong dgi nam 2018 (sap 
xep theo thii tu tu mong dgi nhidu nhdt): (1) Md rdng cac hinh thiic thdng tin dd 
ngudi dan dd dang tidp can dich vu hanh chinh cdng (60,25% sd ngudi dugc 
hdi); (2) Tidp tuc dan gian hda thii tyc hanh chinh (23,28% sd ngudi dugc hdi); 
(3) Cai thien he thdng ca sd vat chat, trang thiet bi phuc vu ngudi dan tai sa 
quan giai quydt thii tuc hanh chinh/ Bd phan tidp nhan va tra kdt qua (9,08% sd 
ngudi dugc hdi); (4) Tang cudng nidm ydt cdng khai, minh bach thii tuc hanh 
chinh (2,42% so ngudi dugc hdi); (5) Riit ngin thdi gian giai quyet thii tuc hanh 
chinh (2,27% so ngudi dugc hdi). / - ^ U ^ 
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III . DANH GIA CHUNG 
1. v i kit qua dat du-gc cua SIPAS 2019 

Nam 2019, cong tac cai each hanli chinh da dugc UBND tinh, Chii tich 
UBND tinh, cac ca quan, dan vi quan tam triln khai thuc hien, vdi iihiiu giai 
phap ddng bd, hieu qua, tao su chuyen bien manh me trong hoat ddng ciia bd 
may hanh chinh cac cap tu tinh tdi ca sd. Nen hanh chinh da cd chuyin bien tich 
cue theo hudng nen hanh chinh phuc vu, chuyen nghiep, hien dai, nang ddng, 
trach nhiem, dap ung ngay cang tdt han yeu cau ciia ngudi dan va xa hdi va phat 
trien kinh te - xa hdi ciia tinh. Ket qua cai each hanh chinh dat dugc toan dien 
tren cac ITnh vuc da ddng gdp quan trong vao thanh tuu chung phat trien kinh te 
- xa hdi ciia tinh trong giai doan vua qua. Viec UBND tinh tri ln khai do ludng 
su hai long ciia ngudi dan, td chiic ddi vdi su phuc vu ciia ca quan hanh chinh la 
mot hoat ddng cd y nghia quan trong va can thiet, ndi len nhimg nd luc cai each 
hanh chinh, nang cao chat lugng cung ling dich vu hanh chinh cdng ciia UBND 
tinh, lay su hai long ciia ngudi dan, td chiic la thudc do danh gia hieu qua hoat 
ddng ciia cac ca quan hanh chinh nha nude. Thdng qua do, phat huy dan chii, su 
tham gia ciia ngudi dan, to chiic trong viec danh gia chat lugng phuc vu ciia cac 
ca quan hanh chinh; giiip ca quan hanh chinh nha nude xay dung, cung ling cac 
dich vu hanh chinh cdng cd chat lugng; ddng thdi, cd ca sd dieu chinh muc tieu, 
nhiem vu cai each hanh chinh phu hgp, dap ling yeu cau, mong dgi ciia ngudi 
dan, xa hdi va su phat trien ciia dat nude. 

Day la nam thii hai, UBND tinh triln khai danh gia su hai long cua ngudi 
dan, td chiic ddi vdi su phuc vu ciia ca quan hanh chinh tai 20 sd, ban, nganh, 12 
huyen, thanh phd. Viec danh gia vdi cac ITnh vuc dich vu hanh chinh cdng trgng 
tam, lien quan mat thilt tdi ddi song kinh t l , xa hdi ciia ngudi dan, td chiic tai 
cac dia phuang. K i t qua SIPAS 2019 phan anh toan dien cac khia canh cung 
ling dich vu hanh chinh cdng, tu viec tiep can dich vu; viec cdng khai thii tuc, 
giai quylt thii tuc; cdng chiic true tiep giai quyet cdng viec vdi ngudi dan, td 
chiic; k i t qua ngudi dan, td chiic nhan dugc cho den viec tiep nhan, xii ly y kien 
gdp y, phan anh, k i ln nghi ciia ngudi dan, td chiic ve viec cung ling dich vu. Chi 
sd SIPAS nam 2019, giiip Ban chi dao CCHC ciia tinh, UBND tinh, Chii tich 
UBND tinh cd them thdng tin phuc vu cdng tac chi dao, dilu hanh nham nang 
cao chat lugng, hieu qua cai each hanh chinh ciia cac ca quan hanh chinh nha 
nude tren dia ban tinh ndi chung va viec nang cao chat lugng dich vu cdng cho 
ngudi dan, td chiic ndi rieng; giiip cac ca quan, dan vi nam bat dugc thuc trang 
chat lugng cung ling dich vu hanh chinh cdng, chat lugng phuc vu ngudi dan, td 
chiic ciia cac ca quan, dan vi, tren ca sd dd de cd cac giai phap phu hgp nham 
nang cao chat lugng cung ling dich vu hanh chinh cdng. 

Sd Ndi vu da ap dung phuang phap chgn mau dieu tra khoa hgc, chat che, 
dam bao diing yeu cau de chgn ra 1.520 ngudi dan, td chiic dugc phat phieu dieu 
tra d tat ca cac huyen, thanh phd trong tinh. Cac phieu dieu tra dugc Sd Ndi vu 
xay dung bao dam de dgc, de hieu, de tra Idi; phuong phap phat phieu true tiep 
tdi timg ngudi dan, ngudi dai dien td chuc dugc chgn lam ddi tugng dilu tra de 
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ho tir nghien cmi, tra Idi giiip ngudi dan, td chuc cd thd danh gia thing thin ddi 
vdi cac ndi dung hdi nhay cam. Vdi su hudng dan, giam sat, hd trg tich cue cua 
Sd Ndi vy va su tich cue, trach nhiem ciia dilu tra vien tai Buu dien cac huyen, 
thanh phd nen viec td chiic phat phieu dieu tra, hudng din, thu philu da dat k i t 
qua tdt, bao dam tien dd thdi gian va dap ling yeu cau d l ra. Sd lugng philu dilu 
tra thu ve hgp le dat ty le cao {dat 95,5% so phiiu phat ra, cao hem nam 2018 la 
3,2%)) va ddi tugng tra Idi phieu cd tinh dai dien cao cho moi thanh phan nhan 
khau hoc, moi loai hinh to chuc. Viec triln khai chgn mlu; phat philu dilu tra 
dugc giam sat, phiic tra bdi cac cac co quan, td chiic thudc cac ITnh vuc khac 
nJbau, cac cap khac nhau... qua do, bao dam tinh khach quan, trung thuc, phan 
anh sat thuc tien ciia cac dia phuong. Cdng tac tdng hgp, xii ly sd lieu tdng hgp 
phieu dieu tra xa hdi hgc dugc thuc hien nghiem tiic, khoa hgc, bao dam diing 
phuong phap. 

Qua tdng hgp du lieu dieu tra xa hdi hgc, phan tich cac thdng tin, chi sd 
cho thay SIPAS 2019 da cung d p mot he thing thdng tin danh gia khach quan, 
tuong ddi toan dien tu' phia ngudi dan, td chiic ve chat lugng cung ling dich vy 
hanh chinh cdng ciia tung tinh, tung cap hanh chinh d dia phuong va tung ITnh 
vuc dich vy hanh chinh cdng. Qua do, cho thay thuc trang chat lugng cung ung 
dich vy hanh chinh cdng tai cac dia phuong va nhiing mong mudn ciia ngudi 
dan, td chiic, d l tu do cac co quan hanh chinh nha nude cd co sd cai thien, nang 
cao chit lugng cung ung dich vy hanh chinh cdng ciia minh. 

V l k i t qua, Chi sd hai long v l su phyc vy hanh chinh chung ciia ca tinh la 
90,93% (Cao hem nam 2018 la 2,35%). Chi so hai long v l su phyc vy hanh 
chinh ciia don vi cao nhit la 98,33% va Chi sd hai long v l su phyc vy hanh 
chinh ciia don vi thap nhit la 73,46% va gia tri tmng yi ciia Chi sd hai long ve 
su phyc vy hanh chinh la 85,89%. Qua dd cho thay, gin mot niia so (14/32) co 
quan hanh chinh cd Chi sd hai Idng v l su phyc vy hanh chinh ciia tinh thap hon 
Chi so hai long v l su phyc vy hanh chinh chung ciia chung ca tinh (90,93%). 
K i t qua nay cho thiy, miic dd hai long ciia ngudi dan, td chiic ddi vdi su phyc 
vy ciia co quan hanh chinh nha nude da dap ung dugc myc tieu de ra ciia UBND 
tinh, dilu dd thI Men nd luc cai each hanh chinh ciia t i t ca cac co quan, don vi 
trong tinh. Tuy nhien, vdi su chenh lenh tuong ddi cao giua co quan, don vi dat 
Chi sd hai Idng cao nhit va thip nhit (24,87%), cho thIy nhilu co quan, don vi 
cin phai no luc, dly manh cai each hon trong thdi gian tdi thi mdi bao dam dat 
myc tieu cai each ciia UBND tinh. 

Cac chi sd phan anh cam nhan ciia ngudi dan, td chiic trong qua trinh giai 
quylt cdng viec lien quan din dich vy hanh chinh cdng cho thay nhimg phan hdi 
tich cue hon v l chit lugng dich vy hanh chinh cdng ciia cac co quan hanh chinh 
nha nude tren dia ban tinh: Ty le dich vy hanh chinh cdng dugc thyc hien tai Bd 
phan Mot cua tang 7% so vdi nam 2018; cac co quan cung cap nhieu kenh thdng 
tin de ngudi dan, td chuc tiep can, trong do ty le biet thdng tin dich vy qua cac 
phuong tien thdng tin dai chung va qua mang intemet tang so vdi nam 2018; Ty 
le sd l l n di lai giai quylt cdng viec tu 1-2 Ian va ty le tra ket qua dich vy hanh 
chinh cdng sdm hon hen cho ngudi dan, td chuc cao hon nam 2018 tu 1-2%; ty 
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le cong chiic gay phien ha, sach nhieu va ty le ca quan tra ket qua tre hen deu 
giam khoang 1%. 

7 7 A 7 

Tuy nhien, ket qua SIPAS 2019 cung phan anh mot so ton tai, han che 
trong viec cung ling dich vu hanh chinh cong, phuc vu ngudi dan, to chiic cua 
cac ca quan hanh chinh nha nude tren dia ban tinh trong nam 2019. Ty le ngudi 
dan, to chiic tiep can thong tin dich vu hanh chinh cdng qua mang intemet cdn 
thap (7,62%), mac du da tang so vdi nam 2018 nhung ty le nay la qua thap so 
vdi muc tieu xay dung chinh quyen dien t i i va ling dung cdng nghe thdng tin 
trong hoat ddng ciia cac co quan hanh chinh nha nude tren dia ban tinh. Ty le co 
quan khdng co thdng bao ve viec tre hen (73,68%) va ty le co quan khdng giii 
thu xin loi ve viec trd hen (94,74%) cdn r i t cao va tang hon so vdi nam 2018. 
Nhu vay, cdn rat nhieu co quan thuc hien khdng nghiem, tham chi khdng thuc 
hien cac quy dinh ve thdi gian giai quyet TTHC va thdng bao, xin Idi ngudi dan, 
td chuc khi tre hen. Tinh trang cdng chiic gay phien ha, sach nhieu va cdng chiic 
ggi y nop them tien ngoai phi, le phi van cdn. 

Kdt qua SIPAS nam 2019 cdn cho thIy su mong doi ciia ngudi dan, td 
chiic ddi vdi vide cung ling dich vu hanh chinh cdng ciia cac co quan hanh chinh 
nha nude trdn dia ban tinh. Cac thdng tin nay rat hun ich ddi vdi cac co quan, don 
vi, dd cd dugc giai phap phu hop nham nang cao chat lugng dich vu hanh chinh 
cdng, dap ling ngay cang tdt hon nhu cau mong dgi ciia ngudi dan, td chiic. 

2. Thuan loi, kho khan va nguyen nhan 

Do ludng su hai long ciia ngudi dan, td chiic ddi vdi su phuc vu ciia co 
quan hanh chinh la mot vide lam mdi va kho. Day la nam thii hai, UBND tinh 
tridn khai danh gia su hai Idng cua ngudi dan, td chiic ddi vdi su phuc vu ciia co 
quan hanh chinh tai 20 sd, ban, nganh, 12 huyen, thanh phd. Vide tridn khai 
SIPAS 2019 dugc Ban Chi dao CCHC tinh, UBND tinh, Chii tich UBND tinh 
quan tam, chi dao sat sao va nhan dugc su phdi hgp, thuc hien tich cue tu 20 sd, 
ban, nganh, 12 huyen, thanh phd; Buu dien tinh va Cdng ty TNHH giai phap 
cdng nghe Dai Nam. 

Phuong phap do ludng su hai Idng dugc nghidn ciiu, xay dung mot each 
khoa hgc, co he thdng, hien dai va da dugc thd chd hda (Quydt dinh sd 2096/QD-
UBND ngay 27 ngay 08 thang 2018 ciia UBND tinh Son La). Qua trinh trien khai 
Sipas 2019 ludn nhan dugc su quan tam, chi dao ciia lanh dao va su tham muu 
tridn khai tich cue, sang tao, hieu qua ciia cdng chiic Sd Ndi vu; su giam sat, phdi 
hgp ciia ciia cac co quan lidn quan. Vide chgn mau dugc thuc hien khoa hgc, chat 
che, ddi tugng didu tra xa hdi hgc dugc chgn dam bao la ngudi da trai nghidm 
vide cung ling dich vu va da nhan kdt qua dich vu va dugc chgn ngau nhidn. Phidu 
didu tra xa hdi hgc dugc thidt kd san, phu hgp vdi mgi trinh dd dan tri ciia ngudi 
tra Idi va phat true tidp tdi tung ddi tupng trong danh sach mau lap san. Mgi hoat 
ddng chgn mau, phat phieu dugc thuc hien dung phuong phap va cd hudng dan, 
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giam sat, kidm tra, phiic tra chat che, kip thdi. Nhidu didu tra vidn cd thai dd lam 
vide nghidm tiic, trach nhiem, dd dd sd phidu thu vd hgp Id cao va thdng tin thu 
dugc dam bao tinh khach quan, dai dien. Nhan thii'c vd vide tridn khai SIPAS 
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2019 trong dgi ngu lanh dao, cong chiic tai cac ca quan, don vi dugc nang len gop 
phan gup qua trinh trien khai thuan Igi, hieu qua hon; ngudi dan, td chiic tich cue, 
trach nhiem hon khi tham gia tra Idi phieu dieu tra. 

Tuy nhien, viec triln khai SIPAS 2019 gap phai mot so kho khan, han che 
trong qua trinh triln khai, nhu: Danh sach cac td chiic, ca nhan khdng dam bao 
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ve thdng tin (dia chi khdng day du, khdng cd sd dien thoai) do Trung tam Hanh 
7 * 7 7 A A A 

chinh cdng cap tinh, Bd phan tiep nhan va tra ket qua Mot ciia cap huyen, cap xa 
A ' 9 7 A 

khdng ghi day du thdng tin ciia td chiic, ca nhan khi thuc hien tiep nhan hd so va 
7 A 9 t fV rv r 

tra ket qua; nhieu co quan, don vi tdng hgp khdng theo bieu mau da giii dan den 
viec tdng hgp mau gap nhieu kho khan, mat thdi gian trong viec x i i ly bieu mau; 
cdn ITnh vuc dugc chgn de dieu tra khdng dam bao sd mau, phai lay tu ITnh vuc 
khac; lanh dao co quan, don vi dugc chgn de dieu tra chua quan tam, ddn ddc, 
chi dao sat sao trong viec trien khai thuc hien nhiem vu. Ngoai ra, day la mot ndi 
dung mdi, nhay cam, gay tam ly e ngai cho cac co quan hanh chinh khi trien 
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khai. Mot sd co quan, don vi chua lam tdt viec tuy en truyen, cung cap day dii 
thdng tin cho ngudi dan, td chiic ve muc dich, ndi dung ciia viec khao sat su hai 
Idng, nen khdng it trudng hgp ngudi dan, td chiic cdn e ngai tham gia cung cap 
thdng tin, tra Idi phieu khao sat; d mot sd huyen, thanh phd, kha nhieu ngudi dan 
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tu chdi tham gia tra Idi phieu dieu tra xa hdi hgc; mot sd tra Idi phieu dieu tra 
qua loa ma khdng dgc ky cau hdi... Hon nua, viec cac tieu chi do ludng ciia 
SIPAS 2019 vua phai phan anh thuc tien cung ling dich vu hanh chinh cdng, vua 
phai phan anh cac tieu chuan va quy dinh lien quan tai cac van ban ciia Chinh 
phii, cac bd, nganh va chinh quyin dia phuong cd the dan den mot sd thuat ngu 
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dugc su dung trong mot sd tieu chi danh gia, cau hdi dieu tra xa hdi hgc trd nen 
truu tugng, khien ngudi nghe hieu theo nhung each khac nhau va do vay cung 
cap cac thdng tin tra Idi khdng thdng nhat, chinh xac. Mot sd dieu tra vien la 
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nhan vien Buu dien cac huyen, thanh phd chua nhan thiic day dii trach nhiem 
ciia minh, ky nang lam viec chua chuyen nghiep nen tinh trang cdn cd phieu 
dieu tra thu ve khdng diing yeu cau, khdng hgp le. 

A A 

Do vay, trong thdi gian tdi can cd giai phap thdng tin, tuyen truyen phu 
hgp de tang cudng nhan thuc ciia ngudi dan, td chuc va ddi ngu cdng chuc ve 
SIPAS, tu do tich cue ling hd, tham gia de viec trien khai Sipas thuc su hieu qua, 
ket qua Sipas phan anh diing thuc tien chat lugng cung ling dich vu cdng, su 
mong dgi ciia ngudi dan, td chiic. 

IV. FHirONG HironVG, NHIEM VU THCH GIAN TOU 
1. Cac SO", ban nganh, Uy ban nhan dan cac huyen, thanh phd 
- Su dung hieu qua ket qua SIPAS 2019; danh gia, xac dinh nguyen nhan 

ciia cac tdn tai, xay dung ke hoach hanh ddng, thuc hien cac giai phap phu hgp 
de khac phuc cac tdn tai, nang cao chat lugng cung ling dich vu hanh chinh cdng 
thudc CO quan, don vi, nang cao chit lugng phuc vu ngudi dan, td chiic. Dac biet 
chii trgng cac khia canh, ndi dung ma ngudi dan, td chiic danh gia chua cao 
thdng qua ty le; ddng thdi, cung can quan tam den ndi dung ma ngudi dan, td 
chiic mong dgi co quan hanh chinh nha nude tap trung cai th ieny/^^" 
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- Doi vai cac ca quan, don vi nhan dugc su hai long thap cua ngudi dan, 
to chuc, thuc hien kiem tra, danh gia, xac dinh thuc trang va nguyen nhan de tim 
ra cac giai phap cu thI, thilt thuc; tr i ln khai cai each mot each manh me, kien 
quylt d l dam bao quyIn Igi cua ngudi dan, to chuc trong viec dugc lihan dugc 
cac dich vu hanh chinh cong co chat lugng tot nhu cac ca quan, don vi khac. 

- Tang cudng thong tin, tuyen truyen ve muc dich, y nghia, noi dung ciia 
SIPAS giai doan 2018 - 2020 va k i t qua SIPAS 2019 tdi toan thI doi ngu can 
bg, cdng chiic, vien chiic, ngudi dan, to chiic nhim nang cao nhan thiic va su 
tham gia tich cue ciia cac ddi tugng nay vao qua trinh trien khai SIPAS, cung 
cap thdng tin cho dieu tra xa hdi hgc ciia SIPAS s hang nam. 

- Chi dao, danh gia, ki lm tra, xii ly nghiem tiic, kip thdi viec quan ly va 
kliai thac ca sd du lieu v l TTHC va giai quylt TTHC tai cac ca quan, don vi de 
dam bao du lieu dugc cap nhat kip thdi, diing quy dinh va cd thdng tin day dii, 
chinh xac. 

2. Doi vdi CO" quan thdng tin, truyen thdng 

- Thuc hien thdng tin, tuyen truyin chinh xac, day dii muc dich, y nghia, 
ndi dung ciia SIPAS giai doan 2018 - 2020 ya k i t qua SIPAS 2019 tdi ngudi 
dan, td chuc nhlm nang cao nhan thiic v l quyIn Igi va trach nhiem, thiic day su 
tham gia tich cue, khach quan ciia ngudi dan, td chiic trong viec giam sat, phan 
hdi y ki ln v l viec cung ling dich vu hanh chinh cdng; giiip ca quan hanh chinh 
cd ca sd de xac dinh cac giai phap nang cao chat lugng cung ling dich vu, nang 
cao chat lugng phuc vu ngudi dan, td chiic. 
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- Tang cudng dua tin ve nhiing viec lam tdt va chua tdt ciia cac ca quan, 
dan vi trong giai quylt thii tuc hanh chinh, cung ling dich vu hanh chinh; y kien 
ciia ngudi dan, td chiic ve chat lugng dich vu hanh chinh cdng, chat lugng phuc 
vu ciia CO quan hanh chinh nha nude. 

3. Doi vdi Ban Thudng true Uy ban Mat train Td quoc Viet Nam tinh, 
Hdi Cuu chien binh tinh, Buu dien Sun La 

7 1 9 7 

3.1. Ddi vdi Ban Thudng true Uy ban Mat tran Td qudc Viet Nam tinh, 
7 

Hdi Cuu chien binh tinh: 
7 7 9 ^ ^ 

Tiep tuc phdi hgp hieu qua vdi Sd Ndi vu trien khai SIPAS 2020; giam 
sat dieu tra xa hdi hgc SIPAS 2020; thuc hien giam sat chgn mau dieu tra xa hdi 
hgc, phuc tra k i t qua dilu tra xa hdi hgc SIPAS 2020 nghiem tuc, chat che. 

Tuyen truyen, van ddng ngudi dan tham gia giam sat qua trinh cung ung 
• ' ' A 7 A 7 

dich vu hanh chinh cdng d cac ca quan, dan vi va phan hdi y kien ve chat lugng 
cung ung dich vu hanli chinh cdng thdng qua cung cap thdng tin cho dieu tra xa 
hdi hgc SIPAS 2020 mot each khach quan, trung thuc, day du. 

3.2. Buu dien San La: 

Tiep tuc phdi hgp vdi Sd Ndi vu thuc hien dieu tra xa hdi hgc SIPAS 
2020 trong toan tinh. Bd tri ddi ngu dieu tra vien c6 ky nang giao tiep, dao due 
nghe nghiep tdt de dam bao viec thuc hien phat, thu phieu dieu tra xa hdi hoc 

• /£U^ 
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dung yeu cau dat ra va ket qua phat, thu phieu dieu tra xa hoi hoc khach quan, 
chinh xac. 

Phoi hop, ho trg vdi Sd Noi vu. Ban Thuong true Uy ban Mat tran Td 
7 7 * 9 ' ' 

qudc Viet Nam tinh, Hdi Cuu chien binh tinh trong cdng tac kiem tra, danh gia 
viec trien khai dieu tra xa hdi hgc SIPAS 2020 d mot so co quan, don vi. 

Chi dao cac don vi thudc, true thudc; cac don vi nganh dgc; cac can bd, 
nhan vien lien quan; ddi ngu dieu tra vien thuc hien didu tra xa hdi hgc SIPAS 
2020 tai cac huyen, thanh phd theo dung phuong phap, yeu cau hudng dan cua 
Sd Ndi vu. 

4. Ddi vdi Sd Ndi vu 
7 9 

- Tiep tuc nghien cuu, hoan thien ndi dung, phuong phap SIPAS de dam 
bao ket qua SIPAS phan anh dung thuc tien chat lugng cung ung dich vu cdng 
va su mong dgi cua ngudi dan, td chuc. Tren co sd do, trien khai ke hoach xac 
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dinh Chi sd hai long ve su phuc vu hanh chinh nam 2020 bao dam chat lugng, 
hieu qua. 

- Tham muu cho UBND tinh, Chu tich UBND tinh. Ban Chi dao Cai each 
hanh chinh cua tinh dinh ky kidm tra, danh gia cdng tac cai each hanh chinh, 
cung ung dich vu hanh chinh cdng cua cac co quan, don vi. Viec kiem tra, danh 
gia dugc thuc hien ddi vdi cac co quan, don vi nhan dugc su hai long thap, de 
tim ra nguyen nhan cu the va giai phap Idiac phuc; va ddi vdi cac co quan, don 
vi nhan dugc su hai long cao de xac dinh nguyen nhan, rut ra bai hgc kinh 
nghiem. Theo ddi, tdng hgp, bao cao UBND tinh, Chu tich UBND tinh. Ban Chi 
dao Cai each hanh chinh cua tinh, ket qua su dimg Chi sd SIPAS 2020 ciia cac 
CO quan, don vi. 

- Tang cudng phoi hgp vdi cac td chiic, doan the, co quan thdng tin dap 
chiing thuc hien tuyen truyen ve muc dich, ndi dung, ket qua SIPAS./. g-s?"'̂ ^ 
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