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Phan I:
TONG QUAN VE QUA TRINH TRIEN KHAI KHAO SAT, PANH GIA

I. CAN CU PHAP LY

- Nghi quyét s6 30c/NQ-CP ngay 08/11/2011 cua Chinh pha ban hanh
Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020;

- Ké& hoach cai cach hanh chinh nha nuéc giai doan 2016 - 2020 duoc phé
duyét theo Quyét dinh sb 225/QD-TTg ngay 04/02/2016 cua Thu tuéng Chinh phu;

- Ké hoach cai cach hanh chinh tinh Khanh Hoa giai doan 2016 - 2020 ban
hanh kém theo Quyét dinh sé 3777/QD-UBND ngay 25/12/2015 cia UBND tinh
Khanh Hoa;

- Quyét dinh s6 2072/QD-UBND ngay 12/8/2014 cia UBND tinh Khénh
Hoa ban hanh Quy ché khao sat, danh gia mutrc d6 hai 1ong cua to chire, c nhan doi
V6i su phuc vu cua co quan hanh chinh nha nuée va don vi sy nghiép cong 1ap trén
dia ban tinh Khanh Hoa;

- Quyét dinh s6 2237/QB-UBND ngay 03/7/2019 cia UBND tinh Khénh
Hoa phé duyét Ké hoach khao sat, danh gia mtrc do hai long cua to chic, ca nhan
d6i voi su phuc vu cac co quan hanh chinh nha nuée, cac don vi sy nghiép y té,
giao duc va dao tao trén dia ban tinh Khanh Hoa ndam 2019.

- Cac quyét dinh phé duyét phuong an diéu tra xa hoi hoc, mau phiéu va du
toan chi tiét thuc hién.

II. QUA TRINH TRIEN KHAI PIEU TRA XA HQI HQC VA TONG
HQP, PHAN TiCH SO LIEU, VIET BAO CAO KET QUA

1. Poi twong, pham vi va phan cong thwe hién nim 2019

Can ctr Quy ché khao sat, danh gia mtrc ¢ hai long cua to churc, ca nhan ddi
véi su phuc vu cua co quan hanh chinh nha nudc va don vi su nghiép cong lap trén
dia ban tinh Khanh Hoa dugc ban hanh theo Quyét dinh sé 2072/QB-UBND ngay
12/8/2014 caa UBND tinh, trong nam 2019, d6i twong duoc khao sat, danh gia
muc do hai long bao gom:

- C4c Sa, ban, nganh thugc UBND tinh (chua thuc hién d6i véi Vin phong
UBND tinh, Thanh tra tinh va Ban Dan toc).

- UBND céc huyén, thi x4, thanh phé.
- UBND céc x4, phuong, thi tran.

- Céc co quan duogc to chic va quan ly theo hé thdng doc cua cac Bo, co
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quan ngang B dong trén dia ban tinh (cac co quan nganh doc cua Trung uwong)
gom: Cuc Thué tinh, Cuc Hai quan tinh, Céng an tinh, Ngan hang Nha nuéc chi
nhanh tinh, Kho bac Nha nuéc tinh, Bao hiém Xa hoi tinh va cac don vi truc thuoc.

- Linh vuc gido duc va dao tao.
- Linh vuc y té (kham, chira bénh).

Can ctr Quyét dinh sé 2237/Qb-UBND ngay 03/7/2019 ciaa UBND tinh,
viéc phan céng trién khai nhu sau:

- S& Noi vu chiu trach nhiém khao sat, danh gia va xac dinh Chi s6 hai long
d6i vai 18 S&, nganh; 06 linh vuc nganh doc; 8 UBND cip huyén; 8 chi nhanh Vian
phong ding ky dat dai; 09 bénh vién da khoa, 05 bénh vién chuyén khoa va 14
phong kham da khoa khu vuc.

- S& Gido duc va Dao tao tiép tuc thuc hién diém ddi véi 08 truong hoc
thugc pham vi quan ly.

- UBND huyén, thi x&, thanh phé trién khai d6i véi 137 UBND céap x4, 137
tram y té x4. Riéng Nha Trang va Ninh Hoa, mdi don vi thuc hién diém d6i véi 02
truong mau gido, 02 trudng Tiéu hoc va 02 truong Pho thong co so.

S6 lugng dau méi co quan, don vi phai thuc hién danh gia, xac dinh chi s6
hai long trén pham vi toan tinh trong dot nay la 393 co quan, don vi.

2. P6i twong lay y kién, quy md diéu tra xi hdi hoc
a) Déi tuong lay y kién khao sat:

Thuc hién theo dung Quyét dinh 2072/QP-UBND caa UBND tinh, doi
twong duoc lay ¥ kién phuc vu khao sat, danh gia mirc 6 hai long 1a céc to chic,
ca nhan co giao dich thu tuc, céng viéc vadi co quan hanh chinh, ¢ st dung dich vu
do don vi su nghiép cong lap cung cap trong ky danh gia.

Theo ké hoach duoc phé duyét, S& Noi vu dd c6 Cong van dé nghi cac co
quan nganh doc thuéc pham vi khao séat cia S& Noi vu cung cap danh sach khach
hang giao dich, ddi véi cac co quan con lai thi xuat dit liéu tir Trung tdm Dich vu
hanh chinh céng truc tuyén tinh. Trén co s¢ d6, thuc hién chon mau ngau nhién tur
danh sach khach hang duogc cic co quan, don vi cung cip, phan bé miu diéu tra
theo dia ban va linh vuc tha tuc dé bao dam tinh dai dién cta mau diéu tra; 1ap
danh sach va tién hanh diéu tra tai dia chi khach hang; b6 sung danh séch khach
hang dy phong kip thoi dé viéc diéu tra dam bao theo tién d6. Doi véi cac bénh
vién, phong kham da khoa thi thuc hién lay y kién khach hang dang st dung dich
vu ngay tai co s¢ kham chtra bénh.

Pé bao dam théng nhét vé phuong phap, cach thic trién khai, S& Noi vu c6
van ban hudng dan cu thé cho S¢ Gido duc va Pao tao, UBND cac huyén, thi x4,
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thanh phé.

b) Quy mé miu diéu tra xa hoi hoc:

Quy md maiu diéu tra phan bd theo ké hoach cua UBND tinh 1a 25.000 phiéu,
sau khi da phuc tra, diéu tra b6 sung va loc sach cac phiéu khong dat yéu cau, két qua
da thu vé dugc 24.474 phiéu (trong d6, c6 13.684 phiéu khao sat cic co quan hanh
chinh, cung cip dich vu hanh chinh cong va 10.790 phiéu khao sat cac don vi su
nghiép cong 1ap y té, gido duc - xem Bang 1).

Bang 1. Quy md mAiu diéu tra nim 2019

Niam 2019
STT Khéi co quan, don vi 1;5‘ Ig T-I”l.l’C Tl’l.l"C T(K)flg
tiep | tuyen SO

1 | Céc co quan S¢ (18) 1.164 885 199 | 1.084
2 | Linh vyc BHXH (8) 821 293 520 813
3 Coéng an (9) 704 739 0 739
4 Hai quan (5) 42 0 35 35
5 | Kho bac Nha nuéc (8) 449 444 0 444
6 | Ngan hang nha nudc (1) 16 5 1 6
7 | Linh vuc thué (6) 678 291| 394| 685
8 | UBND cap huyén (8) 1.232 | 1.216 0| 1216
9 Chi nhéanh Van phong DKDD (8) 377 445 0 445
10 | Bénh vién da khoa, chuyén khoa (14) 1.660 | 1.660 0| 1.660
11 | Phong kham da khoa khu vuc (14) 1.119 | 1.120 0| 1.120
12 | UBND cap xa (137) 8.217 | 8.217 0| 8.217
13 | Tramy té cap xa (137) 6.849 | 6.850 0| 6.850
14 | Cac truong hoc (20) 800 | 1.160 0| 1.160
Téng cong (393 co quan, don vi) 23.679 | 23.325 | 1.149 | 24.474




3. Tiéu chi khéo sat, danh gia va ban cAu héi diéu tra

Trén co so 6 tiéu chi khao sat, danh gia da dugc quy dinh théng nhit tai
Quyét dinh sé 2072/QD-UBND cua UBND tinh, ban cau hoi diéu tra nim 2019
tiép tuc duoc bd sung, tinh chinh cho phi hop véi tinh hinh thyuc té. Mot sé cau hoi
phu va théng tin md ta chi tiét duoc sap xép lai dé khach hang thuan loi hon trong
viéc lua chon phuong an tra loi, bao dam thong tin thu dugc la chinh xac, khach
quan, sat thuc té; tao thém khong gian dé khach hang phan anh rd nguyén vong va
kién nghi, gop y véi cac co quan, don vi, dia phuong.

Theo d6, ban cau hoi 4p dung cho cac so, co quan, nganh doc va UBND cap
huyén, Chi nhanh Vian phong ding ky dat dai, UBND cap x4 gom 25 cau hoi chinh
(V6i cac phuong an tra 101 dugc dé xuat sin) va 19 cau hoi phu (trong d6 co 6 cau
hoi mé). Trong bang cau hoi danh cho khach hang nop ho so truc tiép, co két hop
khao sat mic do tiép can Trung tm Dich vu hanh chinh cong truc tuyén tinh
Khanh Hoa. Bén canh d6, con ¢4 ban hoi p dung cho khach hang nop hé so truc
tuyén, véi 20 cau hoi chinh va 1 cau hoi phu (trong d6 c¢6 8 cau hoi mg dé thu thap
théng tin phi cau trac).

Ban cau hoi danh cho bénh vién va phong kham gom 26 cau hoi chinh va 9
cau hoi phu (trong d6 c6 3 cau hoi ma). Pdi vai tram y té cap x&, van tiép thuc
hién danh gia dbi véi 5 tiéu chi (khdng co tiéu chi Chi phi dich vu nhu d6i voi
bénh vién va phong kham), theo d6 ban cau hoi gom 23 cau hoi chinh va 11 cau
hoi phu (trong d6 c6 3 cau hoi ma) dé phi hop véi thuc tién cung cap dich vu cong
va d6i tuong thu husng dich vy tai tram y té.

Ban cau hoi ap dung ddi véi truong hoc do S& Gido duc va Pao tao chu tri
trién khai gom ¢ 02 mau, 01 mau &p dung cho khéi truong mau gido va mau con
lai dung cho cac trudng tir tiéu hoc tro 18n.

(Xem chi tiét tai Phu luc kém theo Bao cao)

4. Thang do va Chi s hai long (SIPS)

- Thyc hién ding theo Quy ché duoc UBND tinh ban hanh, cac tiéu chi, tiéu
chi thanh phan duoc danh gia bang Thang do Likert 5 mirc d¢, tir 1 dén 5, trong do
muc 1 twong ung véi mirc danh gia thap nhat, mic 5 twong (ng voi mic danh gia
cao nhat.

- Mirc do danh gia dat duoc trén mdi tiéu chi, tidu chi thanh phan va két qua
chung theo cac khoang tuong tmg nhu sau:

Muc Kém Yéu Trung binh Kha Tot

biém s 1-1,8 1,81-26 | 261-34 | 341-42 421-5




- Trén co s& mirc 46 danh gia dat duoc, viéc xac dinh chi sb hai long thuc
hién theo cong thirc sau:

SIPS = gx 100%
Trong d6:  SIPS: chi sé hai long;

p: murc danh gia thuc té dat duoc (trung binh);

P: mirc danh gia cao nhat.

Murc Kém Yéu Trung binh Kha Tot

Chisd % | Dudi36% | 36,1-52% | 52,1-68% | 68,1-84% | Trén 84%
tuong tng

5. Qua trinh khio sat, thu thap y kién, nhap thong tin, tong hop, phan
tich, két xuat dir liéu va viét bao cio

Sau khi UBND tinh phé duyét Ké hoach, S& Noi vu di ban hanh vian ban
thong bao phuong an trién khai dén cac don vi cha tri diéu tra, gigi thiéu don vi du
ning lyc nhan nhiém vu diéu tra doc 1ap, hudng dan thuc hién céc tha tuc vé tai
chinh, hoan thién mau phiéu diéu tra cho timg nhém d6i tuong, cac biéu mau va
chung tir phuc vu diéu tra; cdng tac giam sat va phdc tra; cung cdp, huéng dan day
du, chi tiét cho UBND céac huyén, thi x4, thanh phé.

Pong thai, rat kinh nghiém thyc tién qua cac nam, xay dung tai liéu nghiép
vu huéng din xt ly céc tinh hudng vé viéc giao tiép, tng xur véi khach hang;
huéng dan tac nghiép céc biéu mau; té chirc tap huan, quan triét cho cac nhom diéu
tra vién cua cac don vi diéu tra déc 1ap nham bao dam thuc hién thdng nhét, thuan
loi; bd tri dudong day nong dé kip thoi tiép nhan, phdi hop xir Iy ngay cac vuéng
mac phat sinh trong qua trinh tién hanh diéu tra. So Noi vu cling da dé nghi cac co
quan, don vi, dia phuong thong tin, tuyén truyén rong rai vé cudc diéu tra trén
Website va cac phuong tién thong tin dai ching nham tranh tha sy ung ho cua
nguoi dan, to chire, doanh nghiép trong va ngoai tinh.

Dbi v6i pham vi cdng viéc duge phan cong, Giam doc So Noi vu di phé
duyét phuong an trién khai chi tiét, tién hanh céc thii tuc theo quy dinh, phan céng
cu thé trach nhiém céac co quan, don vi lién quan; chuan bi, cung cip day du céc
diéu kién, phuong tién dé bao dam tién do, hiéu qua thuc hién. Theo tién do ké
hoach, tir thang 8 dén thang 11/2019, S& Noi vu, S& Gido duc va Pao tao, UBND
cac huyen, thi xa, thanh phd theo pham vi phan cong di chi tri trién khai diéu tra
x& hoi hoc, két hop trién khai song song viéc lay phiéu vai téng hop, kiém tra,
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phdc tra va nhap dir liéu.

S¢ Noi vu cung cac co quan chi tri da tién hanh phdc tra gan 2.500 phiéu,
yéu cau diéu tra thay thé hoic loc bo cac phiéu qua phtc tra khong dat yéu cau (co
03 don vi cap x& phai diéu tra lai todn bd) va trién khai nhap dix liéu vao cac phan
mém chuyén dung tir thang 11-12/2019.

S¢ Nbi vu da cha tri loc va chuan héa dix liéu 24.474 phiéu diéu tra ddi véi
393 co quan, don vi. Sau d6 phan tich dir liéu, xuat két qua, thuc hién cac kiém
dinh thong ké; chuan hoa dé cuong va tai liéu hudng dan viét bao cao, dong goi va
gui két qua cho So Gido duc va Dao tao, UBND céc huyén, thi x&, thanh phé trong
thang 12/2019 dé viét bao céo tong hop két qua va phé duyét, cong bd theo tham
quyén duoc giao. Toan bo dir liéu két qua chi s6 hai long déu dugc kiém dinh do
tin cay thong ké véi mic y nghia 5%, cho ra chi s6 Cronbach’s Alpha tir 0,6 —
0,96, dat y&u cau tin cay théng ké & mirc Tt va rat Tét.

Theo trach nhiém dugc UBND tinh phan céng, Bao cdo nay téng hop chi sb
hai long nam 2019 d6i véi cac so, cac co quan nganh doc, UBND cac huyén, thi
x4, thanh phd, cac bénh vién da khoa, chuyén khoa va phong kham da khoa khu
vuc. Chi sb hai long dbi véi UBND cap x4, tram y té va cac truong hoc do céac co
quan duoc UBND tinh phan céng chu tri chiu trach nhiém tong hop, phé duyét va
cong bé theo tham quyen.



Phan I1:
CHI SO HAI LONG KHOI CAC CO QUAN SO
VA BAN QUAN LY KHU KINH TE VAN PHONG

I. CHI SO HAI LONG CHUNG

Niam 2019, chi s6 hai 1ong trung binh chung cua cac S¢ dat 80,31%, giam
0,15% so Vi nam 2018, tuy nhién van dat chi tiéu Ké hoach nam 2019 cua tinh 1a
tur 80% tro 1én.

Khéi S¢ c6 11/18 don vi dat chi sb trén 80% (s lugng khong ddi so Vi
nam 2018), 08 co quan c6 chi s6 hai long ting so voi nam 2018, trong d6 04 co
quan c6 muc ting chi sd trén 2,5% dén 3,14% gom cac So: Du lich, Ké hoach va
Pau tu, Tu phap va Xay dung. Con 10 co quan co chi s6 giam va 07/18 co quan
chua dat muc tiéu 80% ma UBND tinh dé ra.

? rd A w b w F ?
Chi s6 hai long nam 2019 - cac co’ quan S¢
, 83,40% Ig
S& Thong tin va Truyén théng 4,99%
. ] 82,67%
So Tu phap 9,73%
. . 1 82,42%
So Ngoai vu 81,61%
S& Xay dung 79,23% 82,37%
, T 82,19%
So Y té 82,95%
. R . s LA 81,52%
Sa Lao dong - Thuong binh va Xa hoi 79 299
S Ké hoach va Pau tu 78,13% 8144%
, A N 81,09%
S& Khoa hoc va Cong nghé 81,57%
S NTAS 80,43%
So Noi vu 83,3476 m N3m 2019
& Gido d $ D3 80,29%
¢ Giao duc va Dao tao 78,75% = Ni3m 2018
s n A as 80,23%
S& Giao théng van tai 80,66%
S& Du lich 76,60% 7H27%
2 s P 79,15%
S¢ Tal nguyen va Mo1 treong 78,76%
PN N 79,09%
S& Nong nghiép va PTNT 81,11%
2 n 78,97%
Sé Cong Thuong 81,17%
e 1r 78,49%
S& Tai chinh 80,86%
R P o 77,26%
S& Van héa va Thé thao 82,66%
1 , R 76,12%
Ban Quan ly Khu kinh t€ Van Phong 81,60%
70% 75% 80% 85%

Biéu dd 1: Chi sé hai 1ong 2019 - Cac sé

Nhu vy, sau 2 nam c6 chi s6 hai 10ng trung binh ting lién tuc ting tir
76,64% (nam 2016) 1én 79,72% (nim 2017) va 80,46% (nim 2018), chi s hai
7



1ong trung binh nam 2019 ciia cac So da giam nhe. Miac du vay, két qua tong thé tur
nam 2016 — 2019 cho thiy c6 su chuyén bién tich cuc trong viéc nang cao chat
lugng phuc vu cua cac so: tir 2 don vi ¢ chi s6 hai 10ng trén 80% vao nim 2016 da
tang 1én 7 don vi vao nim 2017 va 11 don vi & két qua khao sat nim 2018, nim
2019 (Xem bang).

Bang 2. Chi so hai 1ong céc sé 2016 — 2019

SIPS Tang/ giam
T Co quan Nim | Nim | Nim | Nim ;f,‘i;‘;:i’;‘m
2016 2017 2018 2019 sm 2018

1 | S6 Thong tin va Truyén thong | 76,70% | 83,25% | 84,99% | 83,40% -1,59%
2 | S& Tu phap 80,96% | 80,12% | 79,73% | 82,67% 2,94%
3 | S Ngoai vu 7777% | 79,58% | 81,61% | 82,42% 0,81%
4 | S¢ Xay dung 76,52% | 79,59% | 79,23% | 82,37% 3,14%
5 | SoY té 77,77% | 79,55% | 82,95% | 82,19% -0,76%
6 | S¢ Lao dong - TBXH 76,27% | 81,98% | 79,29% | 81,52% 2,23%
7 | S¢ Ké hoach va Dau tu 77,34% | 79,43% | 78,73% | 81,44% 2,71%
8 | S¢ Khoa hoc va Cong nghé 82,70% | 78,61% | 81,57% | 81,09% -0,48%
9 | S&Noi vu 76,45% | 82,19% | 83,34% | 80,43% -2,91%
10 | S6 Gido duc va Pao tao 76,91% | 80,33% | 78,75% | 80,29% 1,54%
11 | S¢ Giao thong vén tai 76,91% | 80,85% | 80,66% | 80,23% -0,43%
12 | S Du lich Chua el 72.989% | 76,60% | 79,27% 2,67%
13 | S¢ Tai nguyén va Méi truong | 75,22% | 77,55% | 78,76% | 79,15% 0,40%
14 | S Nong nghiép va PTNT 7487% | 81,70% | 81,11% | 79,09% -2,02%
15 | S¢ Cong thuong 76,29% | 78,96% | 81,17% | 78,97% -2,19%
16 | Sé Tai chinh 7557% | 79,07% | 80,86% | 78,49% -2,37%
17 | S& Vin hoa va Thé thao 77,02% | 74,24% | 82,66% | 77,26% -5,40%
18 | BQL KKT Van Phong 75,97% | 74,90% | 81,60% | 76,12% -5,48%
Chi s6 hai long trung binh 76,64% | 79,72% | 80,46% | 80,31% -0,15%

Két qua phan tich cho thay, khéi so ¢ 5/6 tiéu chi danh gid c6 chi s6 hai
1ong trung binh ndm 2019 trén 80%, riéng tiéu chi Diéu kién tiép don va phuc vu
chua dat muc tiéu tinh dé ra, chi dat 71,88%. Diy ciing 1a tiéu chi c6 chi sé giam
nhiéu nhat so véi nam 2018 (giam 7,35%), 02 tiéu chi giam chi s6 con lai 1a Tiép
nhan, xir ly théng tin phan hoi (giam 3,05%) va Su phuc vu caa can bo cong chuc
(giam 1,25%).




81,41

81,41%

PV

Chi s6 hai long trén tirng tiéu chi 2019 - cic s&

e 2019
=il 2018

Biéu d@d 2: Chi s6 hai 1ong 2019 trén 6 tiéu chi - cac Sé
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Chi sb trung binh vé Tiép can dich vu nim 2019 cua cac So dat 80,93%,
tang 7,13% so v6i nam 2018 - day 1a tiéu chi co chi sb ting cao nhat trong 6 tiéu
chi duoc danh gia. Co dén 17/18 co quan S& ¢6 chi sb ting: cao nhat 13 So Tu

phap, S& Xay dung vai
muc tiang trén 14%; So
Cong Thuong c6 muc
tang thap nhat 0,05%.
Co quan duy nhét c6 chi
sb giam & tiéu chi nay la
S& Vin hoa va Thé thao,
giam 1,68% so v&i nam
2018, chi sb dat 76,27%.
Khoang cach chénh léch
gitta don vi cao nhat (So
Thong tin va Truyén
thong) va thap nhat (So
Cong Thuong) con kha
cao, 19,29%.

S& Théng tin v Truyén théng
S& Xay dung

So Tu phap

S& Noivu

S&Ké hoach va Diu tir

S& Ngoai vu

BQL KKT Van Phong

SeYtE

S& Dulich

S& Khoahoc va Cong nghé
S¢ Tai nguyén va Moi treong
S0 Lao dong - TBXH

S& Gido ducvaDao tao

S& Nongnghiép va PTNT
S& Giao thong vin tai

S& Tai chinh

S&'Van héa va Thé thao

S¢ Cong Thuong

65%

Chi s6 Tiép can dich vu

92,359
87,44
86,02%

|

83,2
80,57%

79,45%
79,43%
78,23%

79,92%

7
73,06%

77,48%
76,96%
6,27%

85,83%
85,74%

84,92%
3%

10% 5%

80%

85%

90% 95%

Tra 161 phiéu khao sat, c6 75,37% khéach hang nhan thay théng tin dich vu
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cdng cé4c sé cung cap théng qua 1-3 hinh thic; trong d6, chu yéu van la céc hinh
thire dugc cong chic gisi thiéu, huéng dan, cung cip tai liéu tai ban viét ho so,
thong qua bang niém yét hodc qua website/trang thong tin dién ti.

hnréng dén

Tam duoe

hiéu

m Rt day di, dé hiéu

B Hoan toan khéng o

B Chira dy du, so sai

m Tuong doi day du, dé

C6 59,87% khach hang danh gia
chat lwong thong tin cic co quan cung
cap la Rat day du, dé hiéu. 11,81%
khach hang danh gia chat luong thong
tin & mac tam duoc va c6 dén 16,51%
khach hang cho biét hoan toan khong
c6 hudng din vé co ché, chinh sach
hoic 1a chua diy du, so sai. Nhiéu
khach hang cho biét chua duoc tiép
can vé cac dich vu cong truc tuyén,
buu chinh cong ich hoac céc tién ich
lién quan nhu tra ctu hd so, thanh toén
truc tuyén, tin nhan sms, ...

Trong nam 2019, Trung tdm Dich vu hanh chinh céng truc tuyén tinh Khéanh
Hoa d3 hoan thién nhiéu tién ich, chic nang phuc vu to chuc, ¢dng dan, tuy nhién
két qua khao séat cho thay con nhiéu khach hang nam théng tin day du. Do vay, bén
canh cac hoat dong tuyén truyén, huéng din do co quan quan ly, van hanh Trung
tam to chuc, cac co quan chuyén mén can chu dong, tich cuc hon trong viéc cung
cap thong tin cho khach hang véi nhiéu hinh thic phong phi, gép phan nang cao
chat luong phuc vu cling nhu cai thién muac d6 hai 1ong cia khach hang.

Tiép tuc phat huy két qua nam 2018, viéc hd tro, giai dap vuéng mac tiép
tuc dugc 95,37% khéach hang nhan xét tir tam duoc dén rat hai 1ong, con 4,52%
khach hang danh gia it khi giai dap hodc giai d4p so sai (chu yéu Ia khach hang cua

cac So: Van hoa
va Thé thao, Giao
thong van tai, Y
té) va chi cd 1
khach hang cua
So Cong Thuong
cho rang khong
nhan dugc giai
dap. Trén 91%
khach hang cho
biét cac co quan

S6 lvong khach hang danh gia co quan it khi giai dap hoac

iai dap so sai
| gtaldap | | |

Sé Van héa va Thé thao

Jno

S& Giao théngvan tai

S&Y té

S& Du lich |

S& Tai nguyén va Moi treong |
S& Lao dong - TBXH |

S& Théng tin va Truyén thong |

S& Khoa hocva Cong nghé

0
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d3 cha ¥ nhiéu hon dén viéc trao dbi, tim hiéu thdng tin va nam nhu cau cua khach
hang vé dich vy hanh chinh cong.

2. Piéu kién tiép dén va phuc vu

Nam 2019, chi s6 hai 10ng trung binh vé Biéu kién tiép don va phuc vy cua
cac So dat 71,88%, giam 7,35% so vdi nam 2018. Tai tiéu chi nay, khdng c¢6 don
vi ndo dat muc tiéu trén 80%; So Lao dong — Thuong binh va Xa hoi ¢d chi s6 hai
long cao nhat (76,10%), thip nhat 1a Ban Quan ly Khu Kinh té Van Phong
(55,77%).

Chi so Diéu kién tiép dén va phuc vu

S& Lao dong - TBXH |
S& Taichinh |

S& Giao théng vantai |

S& Tai nguyén va Moi treong |
S& Gido ducvaPDaotao |
SrYté |

S& T phip |

S& Nong nghiép va PTNT |
S& Ké hoach va Pau tr |

S& Cong Thirong |

S& Khoa hoc vaCong nghé |
S& Vian héa va Thé thao |

S& Xay dung |

S& Ngoai vu |

S& Dulich |

S& Théng tin va Truyén thong |
Sé& Néivu |

BQL KKT Van Phong |

55,77%

76,10%
74,62%

7

7

7
74,29%
3

4,45%
4,38%

73%

73,45%

72,669

72,269
71,96%
71,49%
70,68%
70,00%
9,62%
67,43
65,22%
64,24%

‘0

50% 55% 60% 65% 70% 75% 80%

So voi nam 2018, S& Lao dong — Thuong binh va X4 hoi 1a don vi duy nhat
c6 chi s6 hai 1ong 2019 tang tai tiéu chi nay, tuy nhién muc ting khong nhiéu
(0,91%). Trong sb 17 don vi giam chi s, Ban Quan ly Khu kinh té VVan Phong c6
chi sé sut giam kha cao 27,09%, tiép dén la S& Thong tin va Truyén thdng (giam
14,35%), S& Vin hoa va Thé thao (giam 12,66%). Két qua nay dan dén chi sb hai
long trung binh cuaa tiéu chi giam ro rét.

Két qua phan tich cho thay, nguyén nhan cha yéu 1a do t6 chutc, cong dan
danh gia cac co quan chwa dap tng dy da nhu cau vé trang thiét bj tiép dén, phuc
vu trong llc cho doi va khi giao dich. Gan 80% khach hang danh gia trang thiét bi
phuc vu & muc kha day du tro 18n, con trén 20% khéch hang cho rang trang thiét bi
con thiéu thén, chua thuan tién khi dén giao dich. Khach hang mong muén cac co
quan bd sung thém cac trang thiét bi nhu nudc udng, may scan/photocopy, tivi,
mang wifi,... dé phuc vu khach hang duoc tét hon.
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Nwée ui‘;ng cho khach dén |
giao dich
May scan (quét) hoac may
photocopy ho so
Tivi
Mang khéng day (Wifi) dé

Kkét noi Internet

Quathodc may lanh

Trang thiét bi can bd sung phuc vu khach hang dén giao dich

Miy tinh tra ciru thii tye, |

thong tin ho so
Ghé ngoicho
Van phong phfim
Ban viét ho so’
Bang niém yé&t, thong bao ,95%

Ghé ngbilam viécvai

N . 6,45%
cong chirc

4,82%

14,59%

20,70%

17,87%

0% 5% 10% 15%

20% 25% 30% 35% A40%

C6 2,6% khach hang nhan xét Bo phan mét cira cia mot s6 don vi con chat
hep, thiéu nhiéu tién nghi; 31,98% khach hang cam thiy tam duoc va 65,42%

khach hang tuong d6i hai long. Panh
gia vé khdi luong giao dich tai Bo phan
mot cira cac so, dai da sd khach hang
nhan xét vira phai hoic rat it nguoi
giao dich. Khoang hon 12% cam thay
kha dong hoac qua tai (tap trung chu
yéu ddi véi cac So: Giao thdng van tai,
Tu phéap, Tai nguyén va Moi truong,
Nong nghiép va PTNT, Y té).

0,45%
11,30%

11,98%

H Rit it nguoi giao
dich
B Vira phai

m Khi dong

B Qud tai

Hau hét khach hang cam thay hai 1ong vé vi tri ngdi giao dich, lam viéc véi
cdng chuc; tuy nhién, van con 9/885 khach hang cam thay rat bat tién nhu: Ban
ghé ngoi lam viéc, giao tiép véi cong chic cao, khd ngai viét ho so (S¢ Tai nguyén
va Mbi truong), gwong chan giira vi tri ngoi lam viéc khong thudn loi cho ngueoi
dan (So Ké hoach va Pau tu), khéng gian ngéi cho' can réng rai hon (Sé Noi vu),
déng nguwoi, o tinh trang khdng xép hang, chen ngang (S¢ Du lich).

Sw on dinh, théng sudt cia hé thong
cung cip dich vu céng truc tuyén

0,50%
4,52%

m Hau nhir khéng thé
truy cap

m Hé théng thuong
xuyén bi nghén

coO

® Hé thdng chay kha
tot

m Hé théng chay rat
tot

® Thinh thodng cé sw

Pbi voi khach hang truc tuyén,
phan 16n khach hang hai long vé giao
dién ung dung/website cung cip dich
vu cong truc tuyén, chi khoang 3%
khach hang cam thdy giao dién chua
than thién, kho theo ddi. Ty Ié nay cling
tuong duong voi sb khach hang danh
gia thao tac thuc hién trén 1ng
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dung/website dich vu cbng truc tuyén 1a ric rdi, kho thuc hién; con lai 17,09%
danh gia tam dugc va 79,4% danh gia thao tac twong d6i d& thuc hién hodc don
gian, rat d& thuc hién.

V& su 6n dinh, thdng suét caa hé thdng cung cap dich vu cong truc tuyén,
65,33% khach hang nhan xét 1a tot hozc kha tét, 29,65% khach hang thinh thoang
con gap su ¢b va con lai 5% khach hang cho biét hé thong thuong xuyén bi nghén
hoic khong thé truy cap.

3. Thi tuc hanh chinh

O khéi s, Sé Thong tin va Truyén thong tiép tuc dugce khach hang danh gia
cao nhat ¢ tiéu chi Thi tuc hanh chinh, véi chi sb hai long dat 86,30%; ké tiép la
S¢ Ngoai vu va S& Tu phép vai chi sé twong tng 86,15% va 85,52%. S& Vin hoa
va Thé thao c6 chi s6 thap nhat véi 77,12%.

Két qua tong
hop, chi sb hai long
trung  binh  dat
81,84%, tang 2,4%
SO voi nam 2018.
Co6 15/18 don vi cb

Chi s6 Thu tuc hanh chinh

S& Thong tin va Truyén théng
S& Ngoai vu

S¢& Tu phip 1

SHyté |

S& Noivu |

S&KéE hoachva Déute |

S& Gido ducvaPaotao |

S& Xay dung |

86,30%
86,15%
85,52%
83,78%
83,73%
83,28%
83,10%
82,92%

46%

chi s6 ting so Vi
nam  trudc, tuy
nhién van con 4 don
vi chua dat muc tiéu
chung cua tinh: So
Van hoa va Thé
thao, S& Tai chinh,

S&rLao dong - TBXH |

Sér Giao thong vantai |

S0 Tai nguyén va Moi truomg |
S& Cong Thuong |

S& Dulich ]

BQL KKT Van Phong |

S& Khoa hoc va Cong nghé
S& Nong nghiép va PTNT
S Tai chinh

S& Vin hoa va Thé thao

79,66%
79,47%

77,12%

75%

7% 79% 81% 83% 85% 87%

S¢ Nong nghiép va Phat trién néng thon, S& Khoa hoc va Cong nghé. Khoang cach
chéch léch giira don vi cao nhat va thap nhat 12 9,18%.

Tra 1oi phiéu khao sat, da sb

= Khéng thiy niém
yét

® Co6 nidm yét nhng
tra ciru con bat tién

Tam dwoc

m Niém yét khd day da

m Niém yét ddy da, 1o
rang, tra ciru thudn
lgi

khach hang cho biét thong tin tha tuc
hanh chinh dwgc cbéng khai rat rd
rang va kha rd rang, dé hiéu, day du
(78,31%) hoac tam dugc (17,29%).
Mac du da giam 10,17% so v&i ndm
trudc nhung van con 4,4% khach
hang chua that sy hai 1ong ca vé noi
dung va chat luong théng tin tha tuc
(Céac So: Tai nguyén va Moi truong,
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Xay dung, Vin hoa va Thé thao).

Gan 98% khach hang danh gia
thanh phan hd so khong co gi phuc
tap, hd so don gian, it gidy to hoic
rat don gian, hop ly. Chi ¢ 2,03%
con phan nan hd so qua nhiéu gidy
tod phac tap, nhiéu loai khéng can
thiét hodic vo 1y nhu: Lich trinh chi o
tiét (Pang ky gid), lich trinh da cé o o0
co quan Du Iich kiém tra (S¢ Tai = Thanh phén hé so rit
chinh); Khi thuyén chuyén Linh muc, dom gian, hop 1y
ly lich tw phdp chi can thiét cho
nhifng Linh muc ngodi tinh (S¢ Nbi vu); Gidy to vé do dat dat dai, chdm xi Iy ho
so goc (S& Tai nguyén va Moi truong); Gidy gisi thigu cong tac (Sé Xay dung);
Ban gdc, chi can ban photo cong chitng la dwoc (S& Du lich) — (Xem cu thé tai
Phu lyc Dit liéu phi cau trdc).

Vé biéu mau to khai thu tuc, 99,06% khach hang danh gia khdng phuc tap
hoac don gian, dé thyuc hién. Tuy nhién, 12,66% khach hang cho biét khong duoc
tiép nhan hd so ngay lan dau ma bi tra vé dé bd sung (giam 3,73% so V&i nim
2018), chu yéu la khach hang cac So: Tai chinh, Y té, Van hoa va Thé thao, Ké
hoach va Pau tu, Tai nguyén va Méi truong, Cong Thuong, Ban Quan ly Khu kinh
té Van Phong. Bén canh do, ty 18 khach hang cho rang céng chuc c6 yéu cau hoac
huéng dan nop cac giay to khong co trong quy dinh thu tuc hanh chinh chiém
khoang 4%.

Trong s6 khach hang
phai b6 sung, 52,38% bo
sung 01 lan la dugc tiép
nhan, con lai phai tir 02 lan
tro 1én, trong d6 01 khéach
hang cua S¢ Xay dung cho
biét phai bo sung tir 5 lan tro
Ién va 7 khach hang khac cua
cac So: Tai nguyén va Moi
truong, Ké hoach va Pau tu, = 01 lan 1a duoc tiép
Nong nghiép va Phét trién nhan
nong thon, Coéng Thuong
phai b6 sung 3 1an méi duoc cap Gidy bién nhan. Nguyén nhan bb sung nhiéu lan

® Nhiéu gidy té phitc
tap, khéng thirc té

® Nhiéu gidy té&r khéng
can thiét
Khéng nhiéu gidy tor
1dm

m 05 lAn trélén

=03 I3n

02 lin
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cha yéu 1a do khéach hang thuc hién chwa dang hudng dan, tuy nhién nhiéu khach
hang ciing phan anh 1a do su hudng din chwa day du, rd rang va thdng nhat cua cén
bo, cong chuc.

Truong hop phai hoan thién hd so, 52,68% khach hang cho biét dugc can bo
mét cira huéng din day du, rd rang bang phiéu huéng dan theo quy dinh, c6 ky xac
nhan cua cong chic; con lai cho biét chua ting thay huéng dan, chi néi 1a chua
day du, phai 1am lai; huong dan bang miéng, khong rd rang, khdng thong nhat;
huéng dan bang cach ghi vao to gidy nao do tién tay lay dwoc hoic hudng dan
bang phiéu (theo mau) nhung cong chirc khdng Ky xac nhan.

4. Sw phuc vu ctia can b, cong chirc

Nam 2019, tiéu chi Sy phuc vu cia cén bo, cdng chixc ¢6 su sut giam chi sb
o véi nam 2018 tir 85,64% xudng 84,39%, tuy nhién diy van 1a tiéu chi duoc
khach hang danh gia tot nhat. Co 17/18 don vi dat muc tiéu 80% dé ra, trong d6 14
don vi dat mac Tot (trén 84%); S¢ Xay dung, S& Khoa hoc va Cong nghé c6 chi s6
cao nhat lan luot 1a 88,49% va 87,95%. Ban Quan ly Khu kinh té Van Phong c6
chi so6 thap nhat (dat 77,80%), 1a don vi duy nhat chua dat muc tiéu caa tinh dé ra
tai tiéu chi nay.

? »~ ? r .y .y I
Chi s6 Sw phuc vu cua can bg, cong chirc
S6 Xay dung T | | | | | | ysala9%
S& Khoa hoc va Cong nghé | ] l l I 1 [ l 1 87,950
S& Ngoaivu | ] : l I ] . } 86/48%
S& Théng tin va Truyén théng | l l l I l l 1 86,09%
S&Lao dong - TBXH | ] : ' I 1 1 1 86,01%
S& Néivu | ' ' ' ' | = 85,719
S& Tu phap | ' ' ' ' ' - 85,50%
SoViE | | [ | | I 85,27%
S& Tai chinh | l l l I | 85,05%
S&Ké hoach va Pdu tr | ] l l I 1 85,04%
S& Céng Thuong | ] I ' I ] 1 84,67%
S& Gido ducvabactao | l l l I | 1 84,63%
S& Giao thong vantai | ] ! l I l ) 84)39%
S6 Dulich 4 ' ' ' e 84,34%
S& Néngnghiép va PTNT | ] ] l ! 182,10%
S& Tai nguyén va Moi trudng | ] : ' - 81,56%
S& Vin héa va Thé thao o ' ' - 81,50%
BQL KKT Van Phong | ] l 77,80% J
75% 77% 79% 81% 83% 85% 87% 89%

Két qua tong hop phiéu khao sét cho thay, gan 97% khéach hang nop hé so
truc tiép tai Bo phan mot ctra cho biét khdng phai cho doi 1au 1am khi 1am thu tuc.
Cac khach hang chd doi lau chii yéu do cong chuc tiép nhan dang giai quyét cho
khach hang khac va mot sé it phan anh do cong chiic dang lam viéc riéng, tho o,
khdng quan tdm khéch hang hoic vang mat; cac truong hop nay roi vao cac sd co
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s6 luong hd so phét sinh 16n nhu S& Giao thong van tai, Tai nguyén va Moi
truong, Y té.

Trong khi d6, cac hd so dién tar do khach hang nop truc tuyén qua mang
chua duoc cac co quan tiép nhan
kip thoi: 63,32% khach hang duoc
tiép nhan ngay hoic trong vong 4
tiéng sau khi nop hd so dién tir;
24,12% khach hang duoc tiép nhan
hd so trong vong 1 ngdy; con dén
12,06% khéach hang cho biét trong
vong 2 ngay thi ho so dién tir méi
duoc tiép nhan va ca biét mot khach L

= Gén nhu tiép nhin
hang cua So Giao thong van tai phai ngay
cho trén 02 ngdy moéi duoc tiép
nhan ho so.

0,50%

B Trén 02 ngay

B Trong vong 02 ngay

Trong vong 01 ngay

B Khéng qua 4 gir

Trén 99% khach hang nhan xét viéc tiép nhan hod so nhin chung 1a khach
quan, minh bach, cong bang, khdng c6 van dé gi ban khodn. Tuy nhién, van con 2
khach hang phan &nh cd tinh trang cong chic nhan hod so ngoai co quan (giam 3
trrong hop so véi nam 2018) va 1 khach hang gap truong hop céng chuc gigi thiéu
khach hang gap dich vu hodc nguodi quen dé l1am tha tuc cho nhanh (giam 18
truong hop so véi nam 2018) — déu roi vao khach hang S& Vian héa va Thé thao.

Panh gia vé thai o giao tiép, ung xu: 87,68% khéach hang nhan xét cong
chirc mot cura kha tan tinh, lich su, hoa nhd; 11,64% danh gia tam duogc, con lai 5
khach hang nhan thay cong chiic mot cira con tho o, it tan tinh va 1 truong hop
khach hang S¢ Du lich rat khong hai 1ong vé thai do giao tiép - “Cach noi chuyén
cO vé hach sdch, dao sdau vao cong viéc doi tw ca nhan”. Cac khach hang cé lam
viéc véi cong chie chuyén mén danh gia tich cuc hon mot chat, 89,19% khéach
hang hai long vé thai do giao tiép, ung xir; 9,73% danh gia tam dugc va chi 2
khach hang danh gia tho o, it tan tinh.
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- Vé nang lyc Xir

Théri gian xir ly Iy h6 S0, 19’32%

70% khach hang danh gia

61.58% A , A 5

o L T cong chuc mot cha

tiép nhan hd so rat

s0% nhanh chéng, 61,58%

o V7 danh gia tuong doi

P - nhanh va c6 1 truong

30% 1 ’ hop nhan xét mat rat

20% 18.33% nhiéu thoi gian. Trong

10.87% khi do, ty I¢ nay doi

10% - y= A , ~

0.11%  045%217% véi cong chuc chuyén
0% = ‘ ; moén la 28,26% xu ly

Mat rét Con Tam Tuong Rit A ,

nhidu | chim | dwgc | déi | nhanh rat nhanh chong, 58,70
21.1;11 chap nhanh | chéng twong d6i nhanh va

mCongchitemotcira | 0,11% | 045% | 18,53% | 61,58% | 19,32% khéng co6 truong hop
B Cong chite chuyén mén 2,17% | 10.87% | 58,70% | 28.26% xt 1y mat rat nhiéu

thoi gian.

100% khach hang duwoc khao sat cho biét khéng gap tinh hudng nhiing

nhidu, tiéu cuc trong qua trinh giai quyét cong viéc; tuy nhién c6 9 trudng hop cho
biét cong chirc khong doi hoi, nhung van nhan véi mac bdi dudng chi yéu trong
khoang 100.000 — 500.000 ddng. Bong thoi ghi nhan 71 trudng hop cong chuac
khong doi hoi va kién quyét tir chdi bdi dudng.

5. Két qua, tién dd giai quyét cong viéc

Két u é " o v . a?de a ~ -
ohan tich d |ql Y Chi s6 Két qua, tién do giai quyét cong viéc
u e
: 84,83%
A S& Khoa hoc va Cong nghé
thl:' th ap i Cho S¢ Thong tin va Truyen thong 84,06Y
A 7 A Y] S¢ Cong Thuong 84,02%
thay, chi s6 hai g T
long trung binh _ SoTaichinh
. , L 5¢ Giao théng vin tal}
vé Két qua, tién S V16 81,85%
R .. z 56 Xay dung 81,67%
do gial  quyét S6 T phip 81,59%
~ cn ) , S&r Noi vy 81,58%
COI’]g VIEC Cua CaC S& Ngoai vy 81,54%
s ra .z 5 Dulich 81,33%
So 1a 81,41% tiep $6 Vin hoa va Thé thao
o 7= Sé Gido ducvaDao tao
tuc tang so vol S& Nongnghiép va PTNT
~ 5S¢ Tai nguyén va Moi trudng
nam 20 1 8 S Ké hoach va Dau tr
(80 2 1%) BQL KKT Van Phong
, .

85%
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Co0 15/18 co quan vuot chi tiéu 80%; trong d6 S¢ Khoa hoc va Cong nghé,
S Thong tin va Truyén thong, S Cong Thuong c6 chi sb trén 84%, muac Tot. Tuy
nhién, van con ¢ 03 So can phai nd luc vi chua dat chi tiéu 2019 1a Ban Quan Iy
Khu kinh té Van Phong, S& Ké hoach va Pau tu, S& Tai nguyén va Méi trudng.

Tra 101 phiéu khao sat, 96,84%
282% khach hang cho biét sau khi d3 nhan
‘y - Gidy tiép nhan hd so va hen tra két
qua, co quan khong yéu cau bo sung
thém 1an nao nira (ting 8,9% so véi
nam 2018); 2,82% phai bo sung 01 lan
(giam 7,85%) va 0,34% con lai phai bo
Khong sung 02 lan (giam 1,05%). Trong s6
d6, c6 2 khach hang cua S¢ Ké hoach
va Pau tu va 1 khach hang cua So Tai
nguyén va Moi trudng cho biét khong hé nhan dugc thdng bao bd sung, chi khi dén
Bo phan mot cira theo ngay hen thi méi biét hoic ¢6 nhin dugc thong bao qua dién
thoai nhung khong day du, rd rang (giam 26 khach hang so véi nim 2018).

0,34%

96,84% m01lEn

Bén canh 90,28% khach hang duoc cong chirc huéng dan rd va co thé tra
ctru biét tién d6 hd so bat ci 1uc nao; van con 9,72% khach hang khéng hé duoc
huéng dan hodc huéng dan khong day du, rd rang. Tuy nhién, nhiéu khach hang
van dén tryuc tiép Bo phan mot ctra hoic goi dién thoai dé hoi tham két qua, cac
tién ich tra ciu hd so chwa duoc nhiéu khach hang st dung.

péi véi khach hang nop ho S0 . T sl g
truc tiep, 97,97% khach hang cho biét 2,26% 181% o
nhan két qua dang va sém han; mot s6 df = Txé nhumg Khong
it khach hang nhan két qua tré han,

) . 1 Pung han
trong do co 2 truong hop khach hang ¢
) e n . - . ) 83,73%
cua S¢ Tai nguyén va Moi truong, S& = S6m han
Ké hoach va Pau tu nhan két qua tré

gap doi so véi thoi gian hen. Buu dién chugén

két qua dén s6m
98,99% khéach hang truc tuyén an

cho biét nhan ho so som va ding han, ca biét c6 1 truong hop tré han (S¢ Tai
nguyén va Moi truong) va 1 truong hop khdng nhan duoc két qua (So Lao dong —
Thuong binh va Xa hoi). Bong thoi, 134 khach hang cho biét khi d¢én nhan két qua,
Bo phan mot cira cho biét hd so da giai quyét xong nhung két qua chua dugc
chuyén dén va co 3 truong hop bd phan mot cira khong tra 161 dugc hd so da giai
quyét dén dau (roi vao S& Tai nguyén va Moi truong, Giao théng van tai, Tai chinh).
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6. Tiép nhan, xir ly thong tin phan hoi

S& Théng tin va Truyén théng
S& Ngoaivu |
SoYté |
S& Tuphap |
S¢ Xay dung |
S& Ké hoachva Pautr |
$6Lao dong- TBXH |
S& Khoa hoc va Cong nghé |
S& Dulich |
S& Néng nghiép va PTNT |
Sé Néivu |
S& Giao théng vantai |
S¢ Gido ducvaDaotao |
BQL KKT Van Phong |
So Cong Thuong 1
$¢& Tai nguyén va Moi truong |

9,68%
79,49%
79,36%
78,76%

Tiép nhén, x& ly théng tin phan hoi

83,13%
82,77%
82,30%

81,90%

1,69%
81,47%
81,44%

85
83,95%
83,70%

86,38%
5,64%
28%

Chi sé hai
long trung binh vé
Tiép nhan, xu ly
thong tin phan hoi
Cua cac co quan s&
nam 2019  dat
81,41%, giam
3,05% so vé1 nam
2018 (84,46%). C6
3/18 co quan dat

S& Vin héa va Thé thao |
S Tai chinh |

7746% mc T4t voi chi sb
hai long trén 84%;
cao nhat la So&
Théng tin va Truyén théng, ké dén 1a So Ngoai vy, So Y té. C6 6/18 co quan chua
dat muc tiéu tinh dé ra tai tiéu chi ndy gém cac Sé: Tai chinh, Vin héa va Thé
thao, Tai nguyén va Moi truong, Cong Thuong, Gido duc va Pao tao va Ban Quan
ly Khu kinh té Van Phong.

73,39%

70% 72% 74% 76% 78% 80% 82% 84% 86% 88%

Két qua cho thiy c6 95,19% khach hang danh gia cac co quan c6 niém yét
thong tin duong day nong (sé dién thoai, dia chi thu dién ti, website,...) dé phan
anh, kién nghi; 1,67% danh gia thong tin cung cap chua dy du (twong duong 18
khach hang) va 3,15% khach hang cho biét khéng thay thong tin duong day nong
dé guri phan anh, kién nghi (twong duwong 34 khach hang). Hién nay, viéc cong khai
duong ddy nong dang thuc hién theo quy dinh vé co ché mot cira, mot cua lién
thong va kiém soat thu tuc hanh chinh, do d6 cac co quan can ra soét, cong khai
thong tin duong day ndng mot cach rd rang, day du, dung quy dinh va truc quan
hon dé khach hang dé dang lién hé khi can thiét.

Trong nam 2019, c6 3,62%
khach hang c6 phan &nh, kién nghi véi
co quan hanh chinh va 96,67% trong s6
d6 nhan xét viéc thuc hién tir mac tam
duoc dén rat thuan tién, dé dang; khéng
gap nhiéu phién ha nhu trudce day. Con
lai, 96,38% khach hang khéng c6 phan
anh, kién nghi thi 95,43% cho biét co
quan hanh chinh 1am rat tét, chua co
van d& hoic phat sinh nhu cau phan

H Néu phan 4nh,
kié&n nghi sé bi gy
khé dé

® Con ngai vi nhidu
phiénha

4,10%

0,23%

Di timg kién nghi
nhung khong tra 161

B Chura phdt sinh nhu
cau kién nghj

m Lam rét tot, cha
co van dé cin kién
nghj
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anh, kién nghi. Hau hét khach hang cho biét cac noi dung tra loi phan anh, kién
nghi ciing dugc cic co quan cong khai day du, rd rang trén website hoic tai Bo
phan mot ctra.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Panh gia chung cia khach hang

Két qua khao sat nam 2019 cho
thay ty I¢ khach hang phan anh khong 0.18% @ Khong bt g
hai long hoac rat khéng hai long doi
véi su phuc vu caa céc So rat thap, chi ‘
chiém 0,18% (tuong duong 2 ngudi = Tam duec
danh gia khong hai long, khong cé

khach hang danh gia rat khong hai Hai long
long). Khach hang danh gid hai long

hoac rat hai long 91,42% va c6 8,39% ® Rit hai long
khach hang danh gia muc tam chap

nhan.

Mic du két qua thu dugc kha tich cuc, tuy nhién khach hang van co nhiéu y
kién, kién nghi cu thé dé céc so tiép tuc phat huy ciing nhu tiép thu, khac phuc han
ché trong thoi gian dén.

2. G6p y ciia khach hang dé phuc vu tét hon

Véi mong muédn nhan dugc chat lwong phuc vu ngdy cang tt hon, khach
hang c6 nhiéu gop ¥ duoc tong hop day du tai Phu luc dinh kém. Trong do, tiéu
biéu la:

- Nhin chung anh chi tai bo phan Mot ctra ctia S¢ lam viéc nhiét tinh, hudng
dan ho so hoan tit nhanh nhat va két qua nhan dung nhu gidy hen, nén phat huy
tinh than nhu vay.

- Can rt ngan thoi gian hon khi 1am lai thé huéng dan vién du lich noi dia
(bai vi 1an dau 1am gidy to da nop day da, khi 1am lai nén han ché nop lai mot sé
gidy to khong can thiét, tiét kiém thoi gian di lai cling nhu chi phi cho khach hang).

- Rat cam on s¢ Du lich Khanh hoa da tao diéu kién cho Anh chi em & Nha
trang hoan thanh nhiém vu. Nhung vi sao khach hang khong quay trd lai vi hang
ngil huéng dan vién con yéu kém. Vé dém khong c6 nhitng dich vu vui choi dé thu
hut khach va co sé ha tng cac diém vui choi khong c6 gi thay doi.

- Moi viéc quan hé véi S¢ Lao dong - Thuong binh va X3 hoi déu duoc
huéng dan cu thé va dat két qua dung quy dinh, xa 1y hd so kip thoi cho Doanh
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- R4t mong co quan s& ngay cang phat huy tét hon nira, va hién dai hoé cac
thu tuc hanh chinh. Can thém may photo cho ngudi dan dén giao dich thuan loi
hon

- Pa truy cap truc tuyén: rat nhanh chéng va thuan loi, thong tin tra cau rd
rang, day di nhanh va dé hiéu.

- Nhin chung, dich vu truc tuyén tai trang hanhchinhcong twong dbi tét. Tuy
nhién, thinh thoang trang thuong bi 16i khéng ndp dugc hd so, can tro gilp tir can
bo cong chic tir xa, mong 15i nay sé sém khac phuc dé giai quyét cac tha tuc hanh
chinh cang nhanh hon.

Tong hop chung trong dot khao sat nam 2019, c6 thé nhan thay nhiing van
dé khach hang quan tim, chua thuc su hai 16ng chu yéu xoay quanh hd so thu tuc
hanh chinh, tién do, két qua giai quyét ho so va mot sb it lién quan dén thai do
phuc vu, hé théng thdng tin dich vu cong truc tuyén.
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Phan I11:
CHI SO HAI LONG KHOI UY BAN NHAN DAN
CAC HUYEN, THI XA, THANH PHO

I. CHI SO HAI LONG CHUNG

Chi s8 mttc d6 hai lobng nam 2019-2018

90.00%

.....

vvvvvvv

P
78.00%

:'C
74 00%
0%
70.00%
Cam L3m Cam Ranh Van Ninh Nha Trang = Dién Khanh Ninh Hoa Khanh Khanh Vinh
Son
B Nam 2018 7B.31% 78.459% 78.80% B0.18% B1.52% 83.32% B9.23% B9.93%
Nam 2018 83.15% 77.61% 79.71% 81.99% 81.13% 86.74% B6.30% 89.11%
m Nam 2019 Nam 2018

Biéu d@d 3: Chi s6 hai 16ng 2019 - UBND cac huyén, thi x4, thanh phé

Nam 2019, chi s6 mtrc d6 hai 1dng chung Khéi UBND céc huyén, thi x&, thanh phd
dat 82,46%, dat muc tiéu Ké hoach dé ra 1a trén 80%. UBND huyén Khanh Vinh
c6 chi s6 cao nhat, dat 89,93%, thap nhat 13 UBND huyén Cam Lam 78,31%.

So sanh véi nam 2018, chi s6 mac d6 hai long chung giam 0,73%. Cac don
vi ¢6 chi s6 giam la Cam Lam: 4,84%, Ninh Hoa 3,42%, Nha Trang: 1,81%, Van
Ninh: 0,90%. Huyén Khanh Son c6 bién d6 ting 16n nhat, tir 86,30% lén 89,23%.
Nhin chung, khu vuc mién ndi c6 s luong hd so thap ¢ chi sb mirc ¢ hai long
cao hon khu vuc thanh thi, ddng bang c6 s6 lwong hd so nhiéu hon.

Trén cac tiéu chi danh gia, tiéu chi tiép can dich vu c6 mirc do hai long cao
nhat, dat 86%, tiéu chi diéu kién tiép don va phuc vu c6 mirc do hai long thap nhat,
chi dat 75,47%. So sanh vé&i nam 2018, c6 hai tiéu chi c6 chi sb ting la tiép can
dich vu ting 4,56%, thi tuc hanh chinh tang 2,54%. Cac tiéu chi con lai déu co chi
s6 giam, trong do tiéu chi diéu kién tiép dén va phuc vu c6 bién d6 giam 16n nhat
10,45%, céc tiéu chi su phuc vu cua can b cong chic, két qua giai quyét TTHC
giam nhe 1,33% va 1,04%.

22



Chi s0 trén 6 tiéu chi

— 019

2018

84.38%

Biéu d6 4: Chi s6 hai 10ng 2019 trén 6 tiéu chi — UBND cap huyén
II. CHI SO HAI LONG TREN TUNG TIEU CHI
1. Tiép cin dich vu

Tiép can dich vy Chi s6 hai long trung binh vé
95.68% 96.8%% tlép Cé_in dlCh vu dat 86%, t'Zlng 4,56%

100.00% 0.70%
000 ress 0 oy gy S0 v&i nam 2018 trong d6 huyén
Yoo Khanh Vinh ¢6 chi s6 cao nhat

96,89%. Co6 2/8 don vi cap huyén co

chi s khong dat chi tieu ké hoach dé

i ra la Van Ninh: 75,57% va Cam Lam:

Van Cam Nha Dién Cam Ninh  Khanh Khanh

i M TEe Nen S Ws e U 78,55%. So sanh véi nam 2018, thanh
phé Nha Trang c6 chi sé giam manh 10,09%, UBND thi xa Ninh Hoa c6 chi s6
tang manh 16,11%. Theo danh gia cua khach hang, nhitng théng tin vé bo TTHC,
cac biéu mau, phi, 1& phi duoc niém yét rd rang, dé& hiéu nhit, dat 92,02%. Tiép
theo 1a cac thuc thuc hién TTHC, dat 89,88% va quy ché tiép cong dan, noi quy
noi lam vi¢c, dat 84,05%. Cac thong tin chua dén duoc véi khac hang la: huong
dan nop hd so truc tuyén qua mang internet, huéng dan sir dung dich vy buu chinh
cong ich, cach thuc tra ciru hd so, thanh toan truc tuyén, st dung SMS.

Viéc cung cap théng tin Hinh thirc cung cdp théng tin

11.84%

27.80%

« Hoantoan khdng c6 hwéng dan « Chua day dl, so'sai 18.26%
« Tam duoc « Tweng ddi day dd, dé hidu ' 01-02 hinhthi'c = 03 hinhthitc 04 hinh thitc
=« Ratdaydo, d&hidu » 05 hinhthirc = 06 hinhthirctrd 1&n
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Két qua khao sat chung va tiép can dich vu cho thdy céac théng tin dugc
chuyén tai ¢én khach hang chu yéu qua 04 hinh thirc: bang niém yét tai tru so, va
cung cap tai liéu tai ban viét hd so (72,12%), cong chirc gigi thiéu, huéng din
66,04%, thong qua website, mang internet chi dat 22,29%.

Vé chét lugng thdng tin, ¢ 73,36% khach hang phan hdi tich cuc & muc rat
day du, dé hiéu hodc twong ddi day du, dé hiéu. C6 13,82% nhan xét & mac tam
duoc, 9,21% cho rang chua ddy du, so sai va 3,62% phan hdi tiéu cuc, nhan xét
“hoan toan khong c6 husng dan”.

Khi c6 thac mac vé TTHC, 57,7%
e khach hang danh gia cong chuc, vién chuc

‘P giai dap kha tt, 31,91% déanh gia rat ro

Huéng dan khi thic méc vé TTHC

rang va day du, tap trung nhiéu & UBND

| huyén Van Ninh (128 y kién), thanh phé
v% Cam Ranh (124 y kién). Nhitng phan hoi
| tiéu cuc, nhan xét it khi giai dap hoac giai
dap ¢ mtrc tam dugc ghi nhan & UBND
huyén Cam Lam (32 y kién). Pa s6 khach hang nhan xét céng chiic chi dong trao
d6i, huéng dan va cung cap thém thong tin (96,38%). Trong d6 khach hang &
huyén Khanh Vinh va Khanh Son nhan xét cong chuic “rat chu dong va tich cuc
cung cip thém”.

= itkhigigidap « Tamdwgc « Khatdt « REtrdrang va daydo

Nhin Chung; khach hé-ng nhén xét cac Trao ddi, cung c&p thém thong tin
thong tin dugc cung cap mot cach “rd rang va i g ki
thdng suot” (y kién cua khach hang tai Ninh _’ Cowraoddi
’ wa CUng cap
Hoa), mong muon cac co quan nha nudc tang o

cwong cung cap théng tin trén cac mang xa hgi
Zalo, Facebook (y kién cua khach hang tai

Can,i Lam). Dé!‘lg thoi, khach hang cﬁr‘lg mong Thuchien

muon “cung cap thdng tin noi nhan ho so, thoi wsen

gian lam viéc cu thé hon” (nhan xét caa khach hang tai Dién Khanh), can cé riéng
mot ban tu van khach hang (y kién caa khach hang tai Cam Lam). (Chi tiét xem
phan di liéu phi cau tric).

=
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2. Piéu kién tiép dén va phuc vu

Bigu kién ti€p don va phucvu

100.00%

50.00%

835
80.00% 73 81 7373 75.9! 75.49; 76.71 75.51 75.4
69.7
70.00%
£0.00%
50.00%
40.00%
30.00%
20.00%
10.00%

0.00%
Cam Lam  Dién Khanh Khanh Kh&hVinh Van MNinh Cam Ranh Mha Trang Minh Hoéa Trung binh
Son

m 2019 m 2018

Chi sb trung binh chung vé diéu kién tiép dén 1a phuc vu nim 2019 dat
75,47%, Xép loai kha theo thang do, giam 10,45% so véi nam 2018 va khong dat
chi tiéu ké hoach dé ra. Trong cac huyén, thi x&, thanh ph chi c6 duy nhat huyén
Khanh Vinh c6 chi sb trén 80%, dat 83,51%. Cac dia phwong con lai déu co chi sb
thap hon 80%, trong d6 Cam Lam dat thap nhat 69,70%, tiép theo 1a Khanh Son
dat 73,73%. Céc dia phuong con lai ¢ chi sé6 dao dong & mdc 75%.

So véi ndm 2018, tit ca cac dia phuong déu co chi sé giam, trong d6 cac dia
phuong c6 bién do giam nhiéu nhat 13 Cam Lam (16,99%), Ninh Hoa (14,09%) va
Khanh Son (13,80%). Huyén Khanh Vinh du ¢6 chi s6 cao nhat nhung so v&i nim
2018 ciing giam 6,95%.

concna V& co so vat chat bo phan Mot cua, co
e, chira . : N
Pienga 8% MUZ0IEN Tamauoc 23,29% khach hang nhan xét khang trang,

14%

dlthigt bi
23%

hién dai, 62,47% nhan xét kha rong réi, tién
nghi va 14,24% nhan xét tam dugc hoac con
chat hep, chua thuan tién. Khach hang nhan
xét mot s6 bo phan Mot ctra kha dong hoac

i > B e qué tai, cha yéu & Nha Trang, Cam Ranh va
€O 50 VAt chat o Ninh Hoa. Riéng huyén Khanh Son va huyén
Khanh Vinh c6 rat it ngudi dén giao dich. Nhiing nhan xét ndy phu hop voi két qua
giai quyét hd so cua cac dia phuong trén phan mém Mot cira dién tir, s6 liéu lién
tuc ting qua cac niam, trong d6 thanh phd Nha Trang c6 s lugng ho so 16n nhat,
trén 20.000 ho so/ nam.
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Nhan xét vé trang thiét bi bo

Lwong khach hang dén giao dich

e (13 pHET =g K3 dONZ

Trang thiét bi bd phan Mét cira

phan Mot cua, cO 63,4% nhan xét Jie s

twong ddi day du hodc rat day du, con
lai 36,6% nhan xét & muc tam duoc,
trong d6 c6 8,47% danh gia “hau nhu
khong c6 gi” va 7,4% danh gia “con

20.72%.

55.92%

th|éu thén’ chua thuén tién”. Vé V] tr|, « Haunhu khéng cé gi - Chnthiéu thén, churathudn tién

ngdi 1am viéc véi cong chic, da sd

= REtdEy di, thudntién, hién da

khach hang nhan xét rat thuan tién,
thoai mai. Nhan xét chi tiét vé su day du, sin sang cua cac trang thiét bi, khach
hang nhan xét cac bo phan Mot cira da dau tu, trang bi tét bang niém yét, ghé ngoi
lam viéc, ban viét hd so, van phong pham. Nhiing thiét bi khach hang mong mudn
duoc dau tu trang bi thém gdm: man hinh tivi théng béo két qua giai quyét TTHC
(39,27%), nuéc udng va ly udng nuéc hop vé sinh (30,59%), Mang wifi (28,04%),

may tinh tra cau théng tin két ndi may in, may scan mién phi, c6 ban phim dé st

Trang thiét bikhaday do = Trang thiét birdt day di, thudn tién

dung (16,12%), quat va may lanh (16,12%). Khach hang tur cac dia phuong Van

Ninh, Ninh Hoa, Cam Lam, Dién Khanh mong muén céac bd phan Mot ctra dau tu

thém cac trang thiét bi néu trén hon cac dija phuwong con lai. Y kién ctia mot khach
hang tai Ninh Hoa: “Ldp diéu hoa thém; lip rap ghé thém cho khach ngéi doi”

Mot sé khach hang
ky vong co quan nha nu6c
dau tu nhiéu trang thiét bi
hon nhu may phd t6, mai
che khu vuc nha dé xe
khach hang, bb tri nhan
vién bao vé coi xe (huyén
Dién Khanh); cung cap
mat khau wifi, ghé ngoi
giao dich cao (huyén

Thiét bj khach hang muéntrang bi thém

39.72%
Nugcutng I 30.59%
May scan, photo I (0. 113
W 18, (4%
Maytinhtraciru I 16.12%
Quat, maylanh I G 12%
GhEngbicht I 15 (5%
VEn phongphim GG 12 66%
Banviét hiso I 11.27%
Ghé ngdilamviéc MGG 7.73%
Bangnigm yEt NN 4.44%



Khanh Vinh), vi tri ngéi c6 khoang céch Ién (huyén Van Ninh).

Nhin chung, mic du trong cac nim qua UBND céc huyén, thi x4, thanh phé
d3 danh ngan sach rat [on dé dau tu trang thiét bi bo phan Mot cira. Tuy nhién, do
s6 lwong ho so tiép nhan giai quyét lién tuc ting qua cac ndm, mot s6 dia phuong
c6 hién twgng qua tai, déng thoi trang thiét bi dau tu da 1au, mot sé da xubng cap
nén chua dat ky vong ciia khach hang. Trong nim 2020 cac dia phuong can quan
tam, ra soat trang thiét bi, thuc hién dau tu, sira chira, thay thé céc thiét bi da hét
han sir dung, hong hoc dé phuc vu khach hang tét hon.

3. Thu tuc hanh chinh

Chi s6 hai long trung binh chung vé thu tuc hanh chinh nim 2019 dat
84,69%, tang 2,66% so v&i nam 2018. Co 7/8 dia phuong c6 chi sb trén 80%, dat
ké hoach dé ra trong d6 huyén Khanh Vinh c6 chi s cao nhat dat 90,65%. Thanh
phd Cam Ranh 14 dia phuong c6 chi so6 thap nhat, chi dat 79,24%.

So véi nam 2018, c6 6/8 dia phuong cé chi sb ting. Trong d6, huyén Dién
Khéanh c6 bién d6 ting cao nhat dat 8,43%. Thanh phdé Cam Ranh mac du chi s6
nam 2019 ting 3,54%, tuy nhién murc ting nay chua du dé dua chi s6 vuot 1én trén
80% dé dat muc tiéu ké hoach dé ra. Cac dia phuong c6 chi sé giam 1a Ninh Hoa
(1,73%) va Cam Lam (0,5%).

Thi tuc hanh chinh

92.00% 90.65% 90,60%

2600 85.45% g5 12% e o
84.009 83.27%
B161% B1.54%
82.009
80.009 Tez
78.009
76.009
74.009
72.00%

KhanhVinh  Khanh Son Minh Hoa Dién Khanh Trung binh Van Ninh Mha Trang Cam Lam Cam Ranh
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Niam 2019 toan tinh van hanh toan dién phan mém Mot cira giai phap kién
trdc mai trén Trung tdm Dich vu Hanh chinh cong truc tuyén. Nhin chung, bo thi
tuc hanh chinh duoc niém yét day du, rd rang, quy dinh rd diéu kién thuc hién
TTHC, thanh phan hd so phai nop, thai gian va cach thac thuc hién. Tuy nhién, tay
vao su quyét liét trong su chi dao va diéu hanh cua cac dia phwong, mac du s
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dung mot bo TTHC chung nhung cam nhan cua khach hang vé TTHC ¢ céac noi
van c6 su khac biét.

Nhan xét vé thanh phan hé so, c6

Thanh phan ho so j . J . :
25,66% khach hang cho rang thanh phan

0.66% R
25.66% 0.66%

".f 2673% hd so rat don gian, hop 1y, 46% cho ring

don gian, hop ly, 26,73% nhan xet khong

g nhiéu gidy to 1am, chi c6 16 khach hang,

e ty 18 1,32% cho riang thanh phan hé so ¢

= NhiZugidytd phitctap » Nhigu gy tif khéng can thist nhiéu |0.’;1i glé(ly to phI’IC tap, khéng Cé\ln
Knong nhiBugidyty1dm  » HO s0 don gidn thiét. Trong s6 nhiing khach hang nay, c6

= H sorrat don gian, hop 1j

02 khach hang & huyén Cam Lam cho biét
Vviéc yeu cau “gidy khai sinh truée nam 1945 1a khong thé thuc hién, mot khach
hang khac ciing tai huyén Cam Lam dé& xuit dd cung cap hodc xudt trinh gidy
Cheng minh Nhan dan thi khéng can yéu cau cung cap thém sé hg khau. (Chi tiét
xem phan dit liéu phi cau truc).
D6 véi viée dién to khai, biéu mau Dign t& khai, biéu miu

da sb khach hang v6i ty 16 48,52% khong e
gdp kho khan gi, 24,51% nhan xét rit don S
gian dé thuc hién, 26,23% nhan xét khéng |
khé 1am va chi c6 9 khach hang voi ty 18

0,74% nhan xét gap nhiéu khé khin khi

. n , . ; .2 ~ = Gap rat nhigu khé khan = Twong ddikha thue hign
thl.IC hlen CaC tO khal, bleu mau theo quy Khéng kha 15m = Hiu nhur khéng adp khé khan gi
dlnh TTHC . RAt don gidn, rat dé thuc hién

Véi cau hoi “Cong chirc ¢ yéu cau hodc hudng dan dng/ba nop céc giay to
khong c6 trong quy dinh tha tuc hanh chinh hay khong?”, cé 98,27% khach hang
tra loi khdng va 21 khach hang vai ty 1€ 1,73% tra 1oi c6. Véi nhitng truong hop
nay, nhiing loai gidy to khach hang dwoc yéu cau cung cap géom ho chiéu, anh, gidy
Chung minh Nhan dan, Gidy chiing nhan tam than. Mot khach hang & huyén Van
Ninh cho biét: “Huwéng dan it rd rang, 1am hé so sai gdy mdt thoi gian cho ddan”’
(chi tiét xem phan dit liéu phi cau trdc).

5 o 0 Pa s6 khach hang Vi ty 18

94,24% nop hd so mét lan 13 duoc

o tiép nhan ngay. C6 4,03% cho biét

' phai nop hdé so 02 1an, 1,56% phai
nop hd so 3 1an va 0,16% nop hd so
04 lan. Céc trudng hop phai bd sung,

L we " nop lai hd so ghi nhan nhiéu & Cam
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Ranh (20 trwong hop), Nha Trang (15 truong hop) va Cam Lam (10 truong hop).

Nhin chung, khach hang hai 16ng véi cac quy dinh vé TTHC. Cung véi su
phat trién cua internet, Trung tdm Dich vu Hanh chinh c6ng va viéc niém yét cong
khai TTHC trén méi truong mang, niém yét tai bo phan Mot cira va cong chic
huéng dan tai chd da phat huy hiéu qua, hau hét khach hang nam duoc cac quy
dinh vé TTHC qua tim hiéu thong tin trudc khi dén bo phan Mot cira. Tuy nhién,
diéu khach hang mong mudn, ky vong la cong chicc khong yéu cau nhiing hé so
khdng c6 trong thanh phan hd so.

4. Suw phuc vu ciia can b, cong chirc

Sur phuc vu chia cdn bd, cdng chirc Chi s6 hai IC)ng Chung
vé su phuc vu cua can b,

94,55%, thanh phd Cam

------- 82.06; g2.08% 3437
80.00% =
vvvvvv I I I I I I I I Ranh c6 chi s6 thap nhat,

Comiam  Dén  Knimh o Vaninn Cam o NhaTrang N o Tung i dat 78,69%, la dia phuong

T duy nhat khdng hoan thanh

chi tiéu ké hoach giao. So

v6i nam 2018, hau hét cac dia phuwong déu cd chi sé giam, trong d6 huyén Cam

Lam c6 bién d6 giam 16n nhat 6,02%, huyén Khanh Son 1a dia phuong duy nhét c6
chi s6 ting 7,94% so v&i nam 2018.

B4.38%

cong chirc nam 2019 dat
84,38%, giam 1,33% so Vi
nam 2018. Huyén Khanh

Son ¢6 chi sb dat cao nhat

Pa s6 khach hang vai ty 18
40,8% cho biét thoi gian phai cho

Thdi gian chér doi

doi khong lau lam; 31,25% dugc
31.20% cong chuac tiép don tuong doi
22 phanh; 22,20% duoc tiép dén
s ngay; 4,77% khach hang cho biét
cpe GRS emer phai cho doi khé 1au va c6 0,90%

phai chd doi rat lau. Cac trudong
hop phai cho doi lau ghi nhan &
thanh phd Nha Trang, Cam Ranh, huyén Van Ninh va Dién Khanh. Mot khach
hang & Van Ninh ¢6 y kién: “UBND huyén Van Ninh ¢ khu vuc trung tam, trong
khi cac xa lai nam xa khu vuc uy ban, nhiéu Lic ba con di lai xa xéi, dén noi lam
Viéc thi déng, 1y so thir tir thi bao sau 16h00 khdng bam nita, danh phdi vé ngay
mai quay lgi. Nhiéu triong hop thi cho qua 1au vi hé so qud tai”. Mot khach hang
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& huyén Van Ninh dé xuat: “Can hé tro nhiéu nhdn vién dé nguoi dan khéng cho
doi lau”; “Nhiéu truong hop cho qué 1au vi hé so qud tdi, Vi vdy nén bé sung thém
can bg thude linh viee tai nguyén méi truong hodc it nhdt la c6 nhdn vién hwéng
ddn khach hang 1am hé so, dién thong tin chinh xac, khi nép khong phdi sira chira
mat nhiéu thoi gian cho cd hai” (Chi tiét xem phan dix liéu phi céu trdc).

CoO 85,69% khach hang cho
biét dugc tiép nhan hd so ngay tur
lan dau tién va 173 truong hop voi =
ty 1¢ 14,31% cho biét hd so bi tra %
lai dé bd sung. Trong do, c6 107  °

Viéc hwéng dan hoan thién hd so

Khéng

A J X M snggin Hudngdd P
truong hop duoc hudéng dan bang huGng dan Hmé W gty
P A 7 X 2 A , ' ghivao te  Nwongdan, ang phigu
phiéu hudéng dan cu the, cong chirc o 85 thungong - hutmodEn
\/ A a A 4 Ky chirc kj xac
Ky xac nhan; 13 truong hop hudéng nnén

dan bang phiéu huéng dan nhung

cong chire khong ky; 22 truong hop hudng dan bang cach ghi vao to gidy nao do
tién tay lay duoc; 29 truong hop hudng dan bang miéng khong rd rang va 02
truong hop cho biét khong duoc hudng dan, chi néi 1a chua day du, phai lam lai.
Nhitng truong hop hudng dan khéng dung quy dinh tap trung ¢ thanh phd Nha
Trang (18), Khanh Son (12) va Cam
Lam (10).

Vé sy codng bang khi tiép nhan
hd s0, c6 58,06% khach hang nhan xét

Sut cong bing khi tiép nhan hd so

% oo 4 25% néi chung l1a khong c6 van dé gi,
- e 34,29% nhan xét rat minh bach va
ONINE 6 trusirng _— s A > 3 . C
et nq.p;kh.;.ﬁg TN e " cbng bang. 0,90% cho ring co truong
quentnan ©oNgoaN khang c ,aitjm:;:,, A ~ S N
anceg  OTLE hop khong céng bang va 0,16% cho

rang khdng hé cé thir ty, vu tién quen
than. Cac trudong hop phan hdi tiéu cuc ghi nhan tai thanh phé Nha Trang, thi x4
Ninh Hoa, huyén Cam Lam va huyén Van Ninh. Mot khach hang & thanh phé Nha
Trang cho biét: “viéc goi sé thit tir dé lam viéc khong theo thir tw, nguoi y thirc thi
ngoi cho dén lwot trong khi nhiéu treong hop khéng dwoc goi van duwoc gidi quyét.
Téi dé nghi cdn chdn chinh lgi viéc nay”.

Thai d6 cia cong chire Vi cau hoi: “Ong/Ba c6 gdp truong
hop can bé tai Bé phdn mét cia tir chai nhdn
hé so vi cho rang hé so khéng thé gidi quyét
hay khdng?”, da sb khach hang véi ty 18

0.00%

0.00%

%

i ney, oSt Tam 99,1% tra loi khong, c6 12 khach hang voi ty

Khatan
tinh, lich
su

dugc Lich s,
hod nhg,

tantinh

clfa quyén
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16 0,99% tra 1oi c6. Viéc tiép nhan hd so cia cong chirc Mot cira duwoc khach hang
nhan xét twong ddi nhanh (54,19%), rat nhanh chong (26,15%), chi ¢6 1,07% nhan
Xét cOn cham chap hodc mat nhiéu thoi gian. Da sb khach hang cho biét viéc nhan
hd so dugc thuc hién tai tru s6 co quan. C6 4 ¥ kién, ty 18 0,33% cho biét ¢6 truong
hop da ting gap cong chirc mot cira nhan hd so ngoai co quan.

Déi véi thai d6 giao tiép cua cong chire, da sé khach hang vai ty 18 49,59%
nhan xét kha tan tinh lich su, 37,75% nhan xét lich su, hoa nha, tan tinh. Cé 0,66%
khach hang cho biét cong chirc thd o, it tan tinh va 0,08% phan &nh kho chiu, bt
lich su, ctra quyén. Cac phan hdi tiéu cuc ghi nhan tai huyén Cam Lam, Dién
Khanh va Van Ninh.

Théi d6 phucvu ctia cdng chirc chuyén mon Pa so cac khach hang; t§’ Ié
71,05% chi giao dich véi cong chuac

57.06% n ) N S - A
60.00% Mot cra, 28,95% con lai o lam viéc

vé6i cong chac chuyén moén dé kiém
tra, x4 minh thuc té. Nhan xét vé
oo A Tamauge == thai d6 giao tiép cua cong chuc

Khatantinh,
ch sy

20.00%

Lich su, hoa

A, ntinn chuyén mén, da s6 khach hang véi ty
1€ 57,06% nhan xét kha tan tinh, lich
su; 31,7% nhan xét lich su, hoa nha, tan tinh, 10,66% nhan xét & mac tam duoc va
c6 0,58% nhan xét tho o, it tan tinh. DI véi viéc kiém tra, xac minh, ¢ 59,43%
khach hang nhan xét twong dbi nhanh, cé trach nhiém; 27,14% nhan xét rat nhanh
chdng, chuyén nghiép va 1,14% nhan xét con cham chap, mat thoi gian, phién ha.

Nhan xét vé tinh liém chinh Nhirng tinh huéng khach hang g3p khi giao dich
trong cong viéc, da so khach hang voi
ty 1€ 97,7% nhan xét cong chic khong
cO c&c biéu hién tiéu cuc. CO 1,73%

50.00%

khéch hang cho biét cong chiic khdng — o,ooes
. . N cA z R Z- nghinéncé bdi _C"j”g_f\m"'c_, Céne chife
doi hoi va kién quyet tur choi, 0,49% " dutng KOG RIBS  nbngsting,  Knénggdpcic
=X A a A \ e - nhan vakignquygty  tinh hudng trén
cho biét cong chic khong doi hoi | o

nhung van nhan va 0,08% cbng chic

dé nghi nén c6 bdi dudng dé giai quyét cong viéc nhanh hon. C6 03 truong hop
khach hang cho biét sé tién duge dé nghi bdi dudng tir 100.000 dén 500.000 déng
va 03 truong hop cho biét “s tién khac”

Két qua diéu tra khao sat naim 2019 ghi nhan rat nhiéu tam tw, nguyén vong
cua khach hang phan anh thai d¢6 1am viéc cua cong chicc. Bén canh rat nhiéu
nhitng phan hdi tich cuc nhu: “Tir khau ngp ho so d@én khi té cong tac l1am viéc hoa
nh&, nhiét tinh, ti c6 y kién biéu dwong”, “Téi cam thdy hai long, hy vong co
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quan sé tiép tuc thuc hién cdi cach hanh chinh dé giam téi thiéu th tuc cho ddn”
(Nha Trang) van con c6 mot sé phan anh vé thai 6 phuc vu: “Cdch phuc vu cia
nhan vién mét cita chua t6t, con nhdan nhé, phuc vu chia tan tinh; ¢é thdi dé bdt
lich su khi giao tiép, khdng huréng ddn tdn tinh, tai dién rat nhiéu lan khi lam gidy
to, coi thuwong nguwoi dan” (Dién Khanh), “Céng chic phuc vy tot, tuy nhién can
bé mét Cika nhén nhé khi nho in giom hé so”’(Khanh Vinh).

5. Két qua, tién dj giai quyét cong viée

Chi sb trung binh vé két qua, tién do giai quyét cong viéc nam 2019 dat
81,33%, tang 1,04% so v&i nam 2018. Huyén Khanh Son c6 chi sé cao nhat, dat
87,64%, thanh phé Nha Trang c6 chi s6 thap nhat, dat 77,81%. So véi nim 2018,
cac dia phuong c6 chi sé ting gdm: Khanh Son, Khanh Vinh, Dién Khanh, Ninh
Hoa, trong d6 Khanh Son c6 bién do ting cao nhét, dat 6,60%. Cac dia phuong co
chi s6 giam gdm: Nha Trang, Van Ninh, Cam Lam, Cam Ranh, trong d6 thanh ph
Nha Trang c6 bién d6 giam 16n nhat, 2,42%. Cac dia phuong c6 chi sé thap, khéng
dat chi tiéu ké hoach dé ra gdm: Nha Trang, Van Ninh, Cam Ranh va Cam Lam.

K&t qua, tién do giadi quyét cong viéc

87.64%

KhanhSon  KhanhVinh  DiénkKhanh  NinhHba Cam Ranh Cam Lam Van Ninh Nha Trang
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Sau khi hd so da nhan gidy tiép nhan ho so va hen tra két qua, c6 97,04%
khach hang cho biét co quan khong yéu cau bé sung hd so thém. C6 2,96% khach
hang phai bd sung ho so thém, trong d6 2,47%

0335 bo sung 01 1an, 0,33% b6 sung 02 1an va 0,16%

_ b sung 03 lan. Péi véi nhimg trudng hop nay

c6 11 truong hop duoc goi dién moi dén nhan
thdng bao bang vin ban; 04 truong hop thdng
bdo bang dién thoai, && nghi b sung nhung
khong rd rang va 09 truong hop khéng thong

S& lan bé sung sau khi tiép nhan ho so
- 0315n =0215n = 01150 = Khéng 32



bao gi, chi khi ¢én bo phan Mot ctra theo ngay hen thi méi biét (Nha Trang 05,
Dién Khanh 02, Ninh Hoa 01, Khanh Vinh 01). Pa s6 khach hang dugc hudng dan
day du, rd rang cach tra ciru thong tin hd so, chi c6 3,46% nhan xét viéc hudng dan
khong day du rd rang hoic khong c6 hudéng dan.

D6éi véi két qua giai quyét
TTHC, da s khach hang véi ty 18
76,56% nhan xét hd so dugc giai quyét
dung han, 16,53% cho biét hd so dugc
giai quyét sém han, 1,56% nhan két

K&t qua giai quy&t TTHC

an

Y WY 0.50%

:ﬁ?eﬁ‘;l‘?ai'j_‘Trg%mL;m sunghan “Te=t qua tai dia chi dang ky do buu chinh
{hoachon) o - ; Buru dién ~ , R A 7 4
| cnuin cong ich chuyén dén som han. C6
4,44% khach hang cho biét ho so giai

quyét tré nhung khong nhiéu va 0,90%
tré gap doi so voi thoi gian quy dinh hodc hon. DPéi véi cac truong hop ho so tré
han, da sb khach hang cho biét duoc nhan tin moi ¢én bo phan Mot ctira nhan théng
bao xin 18i va hen lai rd rang (53,23%), 12,9% cho biét dugc nhan tin, nhung dén
noi thi khong nhan duoc thong bao, 8,06% khach hang cho biét 1a dugc cong chirc
goi dién bao chua co két qua nhung khong thong bao 16 1y do va 25,81% cho biét
khong nhan bat ky thong tin gi tir co quan. Tir két qua khao sat nhu trén c6 thé thay
nhan dinh cta khach hang phu hop véi két qua giai quyét TTHC trén phan mém
mét cira dién tir. Diéu ndy cho thdy khach hang da sé hai 1ong voi tién do giai
quyét cong viéc caa UBND cac huyén, thi x4, thanh phé. Tuy nhién, khach hang
phan anh mot s dia phuwong chua thyc hién tét viéc xin 15i va hen lai ngay tra két
qua theo quy dinh.

Két qua tong hop dit liéu phi cau tric cling cho thdy mac du sé lugng khéch
hang c6 ho so giai quyét tré han twong doi thap, nhung mot s6 truong hop khong
hai 1ong véi cach giai quyét cua cac dia phuong. Bén canh mot sé nhan xét tét:
“cac nhan sir tai UBND th; x& Ninh Hoa lam viéc tich cuc, rat chi dong, rat tot.
Toi hoan nghénh tinh than va trach nhiém cia cdc dong chi”, van ¢ mot sb
treong hop khach hang khong hai long: “khéng tan tinh trong cong viéc”, “hen
nhan két qud di lai nhiéu lan nhung khéng nhdn dwoc Két qud, ciing khéng hen lgi
thoi gian chinh xdc. Bd ba, bon thang nhung van hen, goi khéng bat mdy” (Van
Ninh).
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6. Tiép nhan va xir Iy thong tin phan hoi

Chi sb trung binh chung vé tiép
nhan va xt Iy théng tin phan hdi nim
2019 dat 82,91%, giam 0,73% so vai
nam 2018. Huyén Khénh Son la dia
phuong c6 chi s6 cao nhat, dat 93,16%.
Céac dia phuong cé chi sé thip hon
80%, khéng hoan thanh chi tiéu ké
hoach gom: Van Ninh 74,67% va Cam
Ranh 76,20%. So v4i nam 2018, chi ¢6

93.16% g14o0%

80.803% 8177
80.00%
&0.00%
40.00%
20.00%
0.00%

,,,,,,

Ti€p nhéan, xt ly théng tin phan hoi
78.31% 77 87%

81.86% EIEE|

Cam Dign  Khanh Khanh Van Cam Nha Ninh
Lam  Khanh Son Vinh  Minh Ranh  Trang Hoa

m 2019 m2018

02 dia phuong c6 chi s6 tang 1a Khanh Son va Van Ninh, trong d6 Khanh Son c6
bién do ting cao nhat, dat 9,35%, cac dia phuong con lai déu c6 chi s6 giam, trong
d6 thi xa Ninh Hoa c6 chi s6 giam 16n nhat 5,17%.

Viéc giai quy&t phan anh, kién nghi

.05%

2.70%
341% 29.73%

B.11%

R&t khd khan,

. . Chuathdt
phigén ha surthudn Tam duoc Buectiép
tién nhan, giai R&t thudn i,
quyét kip tra 18 rd

théri rang, nhanh
chang

Két qua khao sét cho thay khach
hang nhan xét cac thong tin duwong day
nong cua ngudi dung dau, can b cong
chic, phong Kiém soat TTHC va
Phong CCHC duoc niém yét rd rang,
day du trén cac website, bang niém yét
va mat sau giay tiép nhan. Trong 1.216
khach hang khao sat, c6 1.177 khach

hang cho biét chua ting gui phan anh, kién nghi; 39 khach hang, ty ¢ 3,21% da
ting phan anh, kién nghi. Nhan xét vé két qua giai quyét phan anh, kién nghi, c6
54,05% khach hang cho biét duoc tiép nhan, giai quyét kip thoi. 29,73% cho biét
rat thuan loi, tra 101 rd rang nhanh chong, 8,11% nhan xét tam duoc, 5,41% cho
biét chua that su thuan tién va 2,701% phan hdi tiéu cuc, nhan xét rat khd khan,

phién ha.

Niém yét tra I phan dnh, ki€n nghij

7.67% 0.16%

30.17%

« Khéing thay gi = C6 nhung khdng ré rang

Tam dugc = Kha g8y di

« By duthéng tin, rd rang

Khach hang nhan xét viéc niém yét noi

dung tra loi phan anh, kién nghi day du va rd
rang. C6 49,05% nhan xét viéc niém yét kha
day du, 30,17% nhan xét rat day du thdng tin,
rd rang, 12,94% nhan xét tam duoc, 7,67%
o cho biét khéng thay gi va 0,16% nhan xét c6
nhung khoéng ddy du. Nhin chung, khéch
hang hai 1ong véi viéc tiép nhan va giai quyét
phan &nh, kién nghi caa cac dia phuong.
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111. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Panh gia chung

Mitc d6 hai long ddi véi s phucvu clia co quan Két qua khao sat
cho thay ty Ié hai long
chung khéi UBND céc
huyén, thi x&, thanh phé
nam 2019 la 82,46%.
Trong do, c6 29,19%
khach hang rat hai long,
59,79% hai long, 9,62%
. a5 nhan xét tam duoc,

i e e me wees]23% (15 truong hop)
nhan xét khong hai long va 0,16% (02 truong hop) nhan xét rat khong hai long ghi
nhan ¢ huyén Van Ninh va thanh phé Nha Trang. Nhitng noi dung khach hang
khdng hai 1ong gom: két qua giai quyét cong viéc cham tré, di lai nhiéu lan (9 y
kién); tha tuc qué rac rdi phtc tap, mat nhiéu thoi gian 1am hé so (4 y kién); thai
d6 phuc vu, giao tiép kém (4 y kién); diéu kién tiép don, phuc vu con han ché, bat
tién khi giao dich (2 y kién).

[

30.00%

20.00%

Chi s mirc d6 hai long trén céc linh vuc

85.00%

00%%

BO.00%
Antoanvésinh Dang ky kinh Datda Hétich-Chirng Lao dong-TBXH  Xaydung Khac
thi'c pham doanh thuc

Biéu dd 5: Chi s6 hai 1ong 2019 trén cac linh vuec — UBND cip huyén

Két qua phan tich chi s6 hai long trén timg linh vuc cho thay nam 2019 c6
su chuyén bién 16n khi tat ca cac linh vuc déu co chi so trén 80%, xép loai tot theo
thang do. Linh vuc an toan vé sinh thuc pham c6 chi sb cao nhat, dat 85,49%, mac
di chi s6 con thap so véi cac linh vuc khac nhung ghi nhan linh vuc dat dai c6 su
chuyén bién tich cuc, chi sé dat 82,01%. Pay 1a két qua thu duoc cua nhiéu chinh
sach, giai phap chi dao, diéu hanh 16n, gom viéc ddy manh tng dung cdng nghé
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théng tin trong giai quyét TTHC, kiém soét, kéo giam ty 1& ho so tré han, dic biét
13 linh vuc dét dai, thuc hién viéc quan 1y dat dai phi dia giéi hanh chinh...

Nhin chung, khach hang & nhimg dia phuong c¢6 lugng hd so giao dich thap
c6 mirc d6 hai 10ng cao hon céc dia phuong con lai. Trong xu huéng luong hd so
lién tyc ting, dé nang cao mirc do hai long cua khach hang, cac dia phuong can
tang cudng tuyén truyén, van dong, husng dan nguoi dan nop hd so dién tu, sir
dung buu chinh céng ich va céac tién ich thanh toan truc tuyén dé phan ludng tir xa,
giam s nguoi dén giao dich tryuc tiép, tir ddy nang cao chit luong phuc vu.

2. Gop y cua khach hang

Téng hop cac gop v, ¢6 rat nhiéu y kién caa khach hang khen ngoi tac phong
lam viéc cua cac can bg, cong chiurc. Bac biét, khach hang danh gia cao cac cong
chuc, vién chac thanh phdé Nha Trang mic du c6 sé luong hd so 16n nhat tinh
nhung lam viéc nhanh nhen, chuyén nghiép. Bén canh do, khach hang ciing phan
anh thai do giao tiép, tng xu cua cong chuc, vién chac huyén Dién Khanh, Cam
Lam.

Khach hang dé nghi cc co quan nha nudc ting cuong dau tu trang thiét bi
cho b phan Mét cira: cac man hinh 16n cung cap thong tin; dau tu mai, bao tri hé
théng may lanh, may quat; cung cip mang wifi cong suat 16n; bé tri may scan, may
in két ndi v6i may tra ctru thong tin dé hd trg khach hang tra cau, nop hd so dién
tir. Khach hang tai huyén Van Ninh, Cam Lam dé nghi bd tri mot ban huéng dan,
hd trg ndp ho so. Khach hang tai huyén Dién Khanh dé nghi bé tri mai che khu vuc
dé xe va c6 nhan vién bao vé, trong gitr xe cho khach dén giao dich.

Nhitng khach hang nop ho so dién tir phan anh viéc dang ky tai khoan gap
nhiéu kho khin do s6 CMND di c6 trén co sé dit liéu. Vi vay, can nghién ciu cach
thire dé khach hang tu dang ky, 1y lai mat khau dang nhap d6i véi nhing truong
hop nay. Khach hang ciing kién nghi ting s6 lugng hd so cho phép tiép nhan &
murc d6 3, 4 va cho phép thanh toan truc tuyén. Pdng thoi ting cuong viéc hd tro
truc tuyén théng qua mang xa hoi Zalo, Facebook.

Phan anh, kién nghi cua khach hang chua yéu tap trung vao thai do, tac phong
lam viéc caa céc cdng chuc, vién chac. Vi vay, lanh dao cac dia phuong can quan
tam, chan chinh I& 15i, tac phong l1am viéc, phuc vu khach hang. Dic biét, da s6 cac
khach hang cam nhan duoc sy qua tai cua céng chic do luong khach hang dén

» (X3

giao dich dong: “hé so nhiéu nén phdi cho ldu”, “can cé thém nhdn vién hwong
ddn”; “6 s6 I thuong rat déng nhung chi c6 mét nguoi gidi quyét nén rdt cham”.
Tai thanh phd Nha Trang, do khach dén giao dich dong nén ngudi dan sin sang

ngdi cho theo sb tha tw. Tuy nhién, viéc mot sé cong chire wu tién nguoi quen,
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than, dén giao dich ma khéng xép hang tao nén bic xtc, phan &nh trong di liéu phi
cau tric: “nguwoi Y thirc ngoi cho dén luot trong khi nhiéu truong hop khéng dwoc
goi van gidi quyét. Téi dé nghi chan chinh lgi viée nay . Trong xu huéng tinh gian
bién ché, cac can bo, cong chuc phai dam nhan nhiéu cong viéc, dé giai quyét tinh
trang qué tai, luong nguoi giao dich dong, cac co quan can c6 nhing bién phap
quyét liét trong chi dao, diéu hanh dé nang cao hiéu suat 1am viéc caa cong chuc,
tang cudng Ky ning giao tiép, ung xu va dic biét 1a can phan ludng tir xa théng qua
viéc khuyén khich tiép nhan va giai quyét hd so dién ti.

Nhitng gop y cu thé ddi vai timg dia phuong duoc tong hop va hé théng hoa
tai Phu luc Di liéu phi cau tric kém theo Béo céo.
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Phan 111.1:
CHI SO HAI LONG CAC CHI NHANH VAN PHONG PANG KY

I. CHI SO HAI LONG CHUNG

Pay 14 nam dau tién trién khai diéu tra, khao sat ddi véi cac Chi nhanh Vin
phong dang ky dat dai. Két qua théng ké cho thay co 08/08 don vi ¢6 chi sb dat tir
muc Kha tré 1én, trong d6 02 don vi dat mic Tt 1a Chi nhanh Ninh Hoa (84,74%),
Chi nhanh Khanh Vinh (84,35%). Chi sé trung binh 1a 80,03%, dat muc tiéu ké
hoach cua tinh dé ra. Nhin chung chi sb hai 10ng gitta cac don vi khong c6 su cach
biét 16n, chénh léch gitta don vi ¢d chi sb cao nhit véi thap nhat 1a 9,77%.

86.00% 84-74% g7 359

84.00%
81.62%
82.00%
SD.DU% ?9'54% ?9 16%
77.82%
78.00% 76.52%
76.00% -
74.00%
72.00%
?D.UU% I I T T T T T
Chi Chi Chi Chi Chi i

Chi Chi Chi
nhanh nhanh nhanh nhanh nhianh nhanh nhanh nhanh
VPDK VPDK VPDK VPDK VPPK vPbK VPPK  yppk

Ninh Hoa Khanh Cam CamLdm Dién VanNinh Khanh Nha
Vinh  Ranh Khanh SOn  1rang

Biéu dd 6: Chi s6 hai 1ong nim 2019 - Khéi Viin phong diing ky dit dai

Chi s& hai long trén tirng tiéu chi 2019 TI‘OIlg 06 tiéu chi dlIQ'C khaO
sat danh gia, c6 04 ti€u chi dat tu
80% tro I1én, cao nhat la Tiép can
dich vu, dat 85,06%. 02 tiéu chi
chua dat muc tiéu ké hoach dé ra la
Piéu kién tiép don va phuc vu
(69,55%), Két qua giai quyét, tién
d6 giai quyét cong viéc (79,43%).
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II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Chi sé trung binh tiéu
chi Tiép can dich vu dat muc
Tét (85,06%). Théng ké cho
thay c6 05/08 don vi ¢6 chi s6
tor 80%, trong d6 co6 04 don vi
dat mac T6t, cao nhat 1a Chi
nhanh Khanh Vinh (94,80%),
ké tiép lan luot 14 Chi nhanh

Ninh Hoa (93,96%), Chi
nhanh Cam Ranh (87,77%),
Chi nhanh Khanh Son
(84,67%). Chi nhanh Nha

Chi nhdnh VPPK Nha Trang
Chi nhanh VPBK Dién Khianh
Chi nhanh VPBK Van Ninh

Chi nhinh VPPK Cam Lim

Chi s6 Tiép can dich vu

Chi nhinh VPPK Khinh Son

Chi nhinh VPPK Cam Ranh

q
Chi nhinh VPBK Ninh Hoa 93.96%
80%
Chi nhanh VPBK Khinh Vinh

84.67%

87.77%

0%

75% 80% 85% 90% 95%

Trang 1a don vi thap nhat, chi dat 77,52%.

m 01 - 02 hinh thirc
03 hinh thirc
04 hinh thirc
W 05 hinh thirc
M 06 hinh thire tré 1én

Két qua théng ké cho thay
CO t6i 57,75% khach hang danh
gia cac Chi nhanh c6 tir 03 hinh
thic thong tin dich vu cong tré
1€n, trong d6 14,38% déanh gia tu
06 hinh thuc tro 1&n; khach hang
danh gia co tir 01 - 02 hinh thuc
chiém ty l¢ kha thap, chi co
42,25%.

Pa s6 khéach hang tiép can thong tin chu yéu bang cac phuong thirc thdng tin
truyén théng nhu bang niém yét tai tru s, cung cap tai liéu tai ban viét ho so, cong
chuc gigi thiéu, huéng dan (66,80%). Cac phuong thirc cung cap thong tin dich vy
cbng hién dai nhu man hinh théng bao, email, ing dung di dong, website, hoi nghi,
dbi thoai,... dd c6 hiéu qua (33,20%).

Vé noi dung théng tin duoc
cung cap, 70,34% khach hang danh
gia thong tin twong dbi day du, rat
day du, dé hiéu; 14,61% danh gia tam
dugc; 15,06% nhan xét chua day du,
so sai va hoan toan khong c6 hudng

dan.

2.02%

® Hoan toan khéng co
hwéng dan

m Chua ddy dd, so sai
Tam dugc
= Tuong aéi day da, dé

hieu
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Viéc giai dap, huéng dan khach hang khi gip khé khan, thac mac vé thu tuc
hanh chinh hoac céch thic dang ky, st dung dich vu hanh chinh céng cta céac Chi
nhanh kha tét. Théng ké cho thdy 81,76% danh gia viéc huéng dan, giai dap 1a kha
tét, rat rd rang va day du; chi c6 0,90% danh gia 1a it khi giai dap hoac giai dap so

sal.

2. Piéu kién tiép dén va phuc vu

Pay 14 tiéu chi ¢6 chi s6
trung binh thap nhat trong 06
tiéu chi duoc khao sat, danh
gi4, chi dat 69,55%. Chi 03
don vi dat mac Kha, cao nhat
la Chi nhanh Ninh Hoa
(82,98%), ké d@én 1a Chi nhéanh
Cam Ranh (78,50%) va Khanh
Vinh (74,50%). 05 don vi con
lai chi dat mac Trung binh,

Chi nhdnh VPPK Van Ninh |
Chi nhanh VPDK Cam L&m |
Chi nhanh VPDK Nha Trang |
Chi nhdnh VPDK Khdnh Son |
Chi nhénh VPOK Dién Khdnh | ﬁ
Chi nhidnh VPPK Khanh Vinh | ‘

| |
Chi nhanh VPPK Cam Ranh | 1 I ‘

Chi nhanh VPPK Ninh Hoa _/ / / / /
0%

Chi s6 Diéu kién tiép don va phuc vu

J 78.50%

§82.98

55% 60% 65% 7

thap nhat 14 Chi nhanh Van
Ninh (60,17%).

0.23%__ 2.73%

tién nghi

17.73% m Codn chéat hep, chua

thuan tién
Tam duoc

m Khd rong rai, tién nghi

day du thiét bj

M Qud chat hep, thi€u nhigu

m Khang trang, hién dai,

Panh gia vé trang thiét bi tai Bo
phan Mot cia, 65,84% khach hang
cho riang cac Chi nhanh duoc trang
thiét bi day du, thuan tién, hién dai
(cac don vi duge danh gia tét 1a Cam
Ranh, Khanh Vinh, Ninh Hoa);
11,01% cho rang con thiéu thén, chua
thuan tién; 23,15% nhan xét hau nhu
khéng cé gi (Chi nhanh Van Ninh,

Hau hét khach hang hai long véi
B6 phan Mot ctra cac chi nhanh,
79,32% danh gia kha rong rai, tién
nghi, khang trang, hién dai, day du thiét
bi; chi c6 2,95% danh gia chat hep,
thiéu nhiéu tién nghi, chua thuan tién
(tap trung chu yéu & Chi nhanh Khanh
Son).

5 62% mHau nhu khéng cé gi

m Con thiéu thén, chua
thuan tién

Trang thiét bj kha day
aa

mTrang thiét bi rat day
du, thuan tién

m R4t gay d0, thuan tién,
hién dai

Cam Lam 1a 02 don vi dugc danh gia thap nhat).
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Théng ké cho thay
cO toi 61,64% nhu cau
cua khach hang 1a can b
sung nuwdc udng cho
khach, tivi, may scan
(quét) hoac may
photocopy hd so, wifi dé
két ndi internet, quat hosc
may lanh.

Nudc udng cho khach dén giao dich

Tivi

May scan (quét) hodc may photocopy ho so
Mang khéng day (Wifi) dé két ndi Internet
Quat hogc mdy lanh

May tinh tra c(ru thd tuc, thong tin hd so
Ghé ngbi chr

Van phong pham

Ban viétho so

Ghé ngdi lam viéc véi cong chit

Bang niém y&t, thong bao

Khdc (xin ghird)

14.21%
13.800%
.00%

0

1 T
0.00% 2.00% 4.00% 6.00% 8.00%10.00%.2.00%44.00%4.6.00%

3. Thi tuc hanh chinh

bay la tiéu chi co
chi sé trung binh cao thir
hai, dat 84,76%. 07/08
tiéu chi dat muc tiéu ké
hoach dé ra (trén 80%),
trong do6 co6 05 don vi dat
mic Tét, cao nhat 1a Chi
nhanh Van Ninh
(88,33%). Bon vi cO chi
s6 thap nhat 1a Chi nhéanh

Chi s8 Tha tuc hanh chinh

Chi nhdnh VPPK Van Ninh ]
Chi nhanh VPPK Cam Lam |
Chi nhadnh VPDK Ninh Hoa ]
Chi nhanh VPDK Khanh Vinh ]
Chi nhanh VPPK Dién Khanh ]
Chi nhdnh VPPK Cam Ranh ]

Chi nhanh VPBK Khanh Son

77.62%

Chi nhanh VPDKNha Trang

88.33%

85.75%

85.44%

4.92%

84.13%

82.00

80.67%

75% 7% 79%

81% 83% 85% 87% 89%

Nha Trang, dat 77,62%, dat miac Kha.

Phan tich cho thiy, khoang chénh Iéch giita cac don vi khéng Ion, dic biét &
cac don vi ¢6 chi s6 dat mac Tét. Didu ndy cho thiy trong cic nim gan day, ké tir
nam 2016, cai cach don gian hoa, hop ly hoa thong tin, quy trinh thua tuc hanh
chinh da duoc nganh tai nguyén va méi trudng caa tinh day manh thuc hién, dem
lai két qua tich cuc, duoc ca nhan, té chirc danh gia cao.

1.12%

1.35%

B Khéng thay niém yét

m Co niém yét nhung tra
clru con bat tién
Tam dugc

m Niém yét kha day da

m Niém yét day aa, ré
rang, tra ctru thuén lgi

Tra 161 phiéu khao sat,
83,82% khach hang danh gia
thong tin tha tuc hanh chinh
duoc cong khai ro rang, day
du, dé tra ctu; 13,71% cho
rang tam duogc. Ty Ié khach
hang danh gia thiéu thong tin
hodc thong tin chua day du,
so sai chi ¢c6 2,47%.
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Panh gia vé thanh phan ho so, biéu mau
tha tuc hanh chinh, 68,09% danh gia don gian, -
hop 1y; 30,11% cho rang khong nhiéu gidy to
lim; chi c6 1,80% nhan xét c6 nhiéu gidy to phic
tap, khdng thuc té, khong can thiét (Chi nhanh
Nha Trang, Khanh Son, Van Ninh, Cam Lam).
Tuong Gng véi do, 71,17% khach hang cho biét
khong giap kho khin trong viéc dién céc to khai,
biéu mau, to khai. Két qua khao sat cd 86,52%
khach hang cho biét ho so duoc tiép nhan ngay tir lan dau.

B Nhigu gidy tor phic tap,
khang thyc t&

B Nhigu gidy tor khong cin
thit
Khdng nhidu gidy tirl3m

u Thanh phdn hd so don
gidn

uThanh phan hd so rét
don gian, hop Iy

Tuyét dai da s6 huéng dan cua can bo mot cira cac Chi nhanh 1a théng nhat
véi noi dung thi tuc duge quy dinh, tuy nhién con van con 04 khach hang (chiém
ty 16 0,90%) cho rang c6 yéu cau, huéng dan nop cac gidy to khong cé trong quy
dinh tha tuc hanh chinh (Chi nhanh Nha Trang, Van Ninh, Cam Lam).

4. Sw phuc vu ctia can b, cong chirc

Pay la tiéu chi co chi s6 trung
binh cao thur ba (82,25%), dat muc

Chi s6 Sy phuc vu cia ¢n bd, cdng chire

/1

Jss13%

tiéu ké hoach dé ra. 07/08 don vi c6
chi s6 dat trén 80%, 01 don vi xép
hang Tét, 07 don vi con lai xép hang
Kha. Chi nhanh Khanh Vinh c6 chi
sb hai long cao nhat, dat 85,13%, ké
dén 1a Chi nhanh Van Ninh (83,98%).
Chi nhanh Nha Trang tiép tuc 1a don
vi cO chi s6 thip nhat, chi dat
75,78%. Khoang chénh léch gitra 07
don vi dat muc tiéu ké hoach dé ra rat
thap (4,13%).

Chi nhnh VPBK Khdnh Vinh |
Chi nhanh VPDK Van Ninh |
Chi nhanh VPDK Ninh Hoa |
Chi nhAnh VPBK Cam Lim |

Chi nhanh VPBK Dién Khinh |

Chi nhénh VPPK Khdnh Son

#:hsm%

Chi nhanh VPBK Cam Ranh

Chi nhanh VPDK Nha Trang

J83.08%

J83.36%

§82.42%

Jo13%

Js1.00

0% % 4%

6%

8% 84% 86%

m Phai cho doi rat 14u

1.80% 5.62%

B Ché doikha lau
Phai chér khéng lau lim

B Céng chire tiép don
tuong d6i nhanh

uBuroc don tiép ngay

Pa s6 khach hang hai long véi thai
d6 don tiép caa can bo mot cira. Thong ké
c6 53,93% cho biét duoc can bo tiép don
ngay va nhanh; 38,65% cho biét tuy cé chd
doi nhung khong lau lam; 7,42% khach
hang con lai nhan xét 1a 1au va rat lau (33
truong hop, tap trung chi yéu & Chi nhanh
Van Ninh, Nha Trang, Ninh Hoa).

Thai d6 phuc vu cia can bd mot cua
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cac Chi nhanh duoc khach hang danh gia kha cao. 80,90% khéach hang danh gia
can bo tan tinh, lich su, hoa nha (dugc khen nhiéu nhat 1a Chi nhanh Khanh Vinh,
Ninh Hoa, Cam Ranh); nhan xét tho o, it tan tinh chi ¢6 1,57% (03 truong hop &
Chi nhanh Nha Trang, Van Ninh, Dién Khanh); 17,53% khach hang cho biét tam

duoc.

8.33%

mKhéng hurong dan, chi
ndi la chuwa day di, phai
[am lai

mHuong dan bang
miéng, khong ré rang

Hurdng dén béng cach
ghi vaotd giay nao do
tién tay lay duoc

u Bang phiéu hung dan,
nhung ¢dng chire

Viéc huéng dan khach hang hoan thién
hd so khi tra lai b6 sung cua cac Chi
nhanh khong duoc khach hang danh gia
cao, can phai dwoc chi dao chan chinh.
55,00% khéch hang cho biét can bo mot
ctra huéng dan bang phiéu huéng dan,
thong tin rat cu thé, céng chuc ky xac
nhan; 45,00% khach hang con lai phan
anh chua can bo mot cua thuc hién chua
dung quy dinh, trong d6 hudng dan bang

khéng ky xac nhén

miéng, khong r rang (20,00%). Thong
ké cho thay co téi 5,62% khach hang
phan &nh phai hoan thién ho so tir 02 1an tro 18n maéi duoc tiép nhan (05 lan tro 1én
13 0,45%).

Pai da s6 khach hang (85,62%) danh
gia viéc tiép nhan hd so 1a minh bach, cong
bang, khdng c6 van dé gi, chap nhan duoc:
12,58% danh gia tam dugc; chi c6 1,80% cho
biét c6 truong hop khong coéng bang va
khong hé cd tha ty, wu tién quen than (Nha
Trang chiém 03/08 truong hop).

1 Khong hé c6 thir tu, v
tién quen thén

1G4 trudng hop khéng
céng bang

Tam duoc

1 Ngi chung [a khang ¢d
vandegl

B Rt minh bach, cong bing

Niang luc xur ly cdng viéc cua can bo
dugc khach hang danh giad kha cao, 76,58%
danh gia nhanh chong va rat nhanh chéng;
20,72% tam duoc; chi co 2,70%% danh gia con cham cham can phai dugc cai
thién (Van Ninh, Ninh Hoa). Théng ké c6 10 truong hop phan anh can bo mot cia
nhan hd so ngoai co quan, hudng din khach hang lién hé véi dich vu hay nguoi
quen dé 1am thu tuc cho nhanh (Chi nhanh Khanh Vinh, Ninh Hoa, Van Ninh,
Dién Khanh, Nha Trang).

93,92%khach hang khong gip truong hop can bo doi héi, nhiing nhiéu khi
giai quyét ho so; 4,73% cho biét can bo khong doi hoi va kién quyét tir chdi;
1,13% phan anh can bo khong doi héi nhung van nhan (Chi nhanh Nha Trang 03
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truong hop; Van Ninh, Dién Khanh mdi don vi 01); 0,23% cho biét can bo dé nghi
nén c6 boi dudng dé ho so duoc giai quyét nhanh hon (Chi nhanh Van Ninh).

5. Két qua, tién dd giai quyét cong viée

Chi sd Két qua, tién d¢ giai quyét cong viéc

Chi nhanh VPPK Cam Lam |
Chi nhénh VPPK Khanh Vinh |
Chi nhanh VPBK Cam Ranh |
Chi nhanh VPPK Dién Khinh |
Chi nhénh VPPK Ninh Hoa |
Chi nhinh VPPK Khanh Son |

76.56%
Chi nhanh VPDK Van Ninh

) 75.40%
Chi nhdnh VPBK Nha Trang

76.78%

80.29%

82.67%

1.89%

1.89%

70% 72% T4% 76% 78%

82%

84%

Chi sé trung binh
tiéu chi nay la 79,43%,
gan dat muc tiéu ké hoach
dé ra. Théng ké cho thay
08/08 don vi déu dat muc
Kha, trong d6 04 don vi
dat tor 80% tro 1én, cao
nhit 1a Chi nhanh Cam
Lam (82.67%), ké tiép la
Khanh Vinh, Cam Ranh,
Dién Khanh. Chi nhanh
Nha Trang tiép tuc & la
don vi ¢6 chi sb thap nhat
(75,40%).

Két qua khao sat cho thiy, khach hang duoc yéu cau bd sung hd so sau khi
tiép nhan chiém ty 1 kha thap, chi c6 5,62% (25 truong hop, nhiéu nhét 1a Chi
nhanh Khanh Son - 06 truong hop, ké tiép 1a Van Ninh va Nha Trang mdi don vi
05). Trong sé cac khach hang duoc yéu cau bo sung nay, 88,00% cho biét chi bo
sung 01 1an, 12% phai b6 sung tir 02 lan tré 1én. Tuy nhién chi c6 06 truong hop
dugc goi dién thoai, moi dén Bo phan Mat cira dé nhan thdng bao bang van ban.

Mac du c6 81,90% khach
hang dénh gia duoc huéng dan
day du, ré rang vé cach thuc tra
ctu tién do hd so, két qua tuy
nhién, hinh thac khach hang tra
cttu hd so chu yéu van 1a dén tan
noi hoi B phan Mot cira va goi
dién thoai hoéi tham, hoi tham
nguoi quen (92,00%). Chi co
6,31% khach hang diung mi sb
bién nhan tra ctu trén Trung tam
Dich vu hanh chinh cbng truc
tuyén tinh; 1,08% tra ctru bang tin

nhan SMS qua sé tong dai 1900.1023.

3.62% 3.39%

11.09%

mKhdng cé huéng dan

u Huong dan khong day
da, rd rang

C6 huong dan nhung
nhiéu cho chura hiu
u Huong dén day dd, 15

rang

m Hudng déin rét rd rang,
dé hiéu
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Két qua khao sat c6 91,24%
khach hang cho biét nhan hé so
dung va sém han; 8,76% cho biét
hd so tré han, trong d6 6,97% cho
biét tuy c6 tré nhung khong nhiéu.
Péi voi hd so tré han, chi co
43,75% khéch hang cho biét duoc
nhan tin moi dén Bo phan Mot
ctra nhan théng bao xin 15i va hen
lai rd rang

0.0625 0.0625

m Khéng nhéan bét ky
théng tin gi tir co quan

m G&i théng bao bing
béng v&n ban trudc
ngay hen, nhung khéng
hen lai cy thé

= Nhén tin m&i dén nhan
théng bao nhung dén
noi thi khéng duec
nhén théng bao

= Nhan tin moi dén Bo
phan mét ctra, nhan
théng bao xin 16i va hen
lai r& rang

6. Tiép nhan, xir ly thong tin phan hoi

Chi s0 Tiép nhan, xt ly thong tin phan hoi

Chi nhdnh VPPK Khdnh Vinh
Chi nhinh VPDK Ninh Hoa
Chi nhanh VPBK Cam Lim

Chi nhanh VPDK Dién Khinh

79.21%
Chi nhinh VPBK Nha Trang

78.56%
Chi nhanh VPPK Cam Ranh

78.22%
Chinhanh VPPK Van Ninh

70.56%
Chi nhinh VPPK Khanh Son

8

83.74

83.00%

82.75%

4.89%

65% 70% 75% 80%

85%

95,06% khach hang danh gia cac
co quan c6 niém yét thong tin dudng
day néng (sé dién thoai, dia chi thu
dién ti, website,...) dé phan anh, kién
nghi, trong d6 76,18% cho rang théng
tin kha dau du, rd rang, 18,20% danh
gia tam duoc, 0,67% cho biét co nhung
khong rd rang.

Két qua khao sat cho thay, trong
s6 14 khéach hang cé phan é&nh, kién
nghi thi chi c6 06 kh&ch hang danh gia
dugc tiép nhan, giai quyét kip thoi
(chiém ty I& 42,86%): 05 khach hang
cho biét tam duogc (35,71%); 03 khach

08/08 don vi c6 chi sb
dat mac Kha, trong d6 co 04
don vi dat muc tiéu ké hoach
dé ra, cao nhat 13 Chi nhanh
Khénh Vinh (84,89%), ké dén
la Ninh Hoa, Cam Lam, Dién
Khanh. Chi nhanh Khanh Son
1a don vi c6 chi s thap nhat
(70,56%). Chi sé Trung binh

dat 80,04%.

4.94% 0.67%

1 Khong thay g

BConhung khéng rd
rang

1 Tam duoc

nKha ddy dd

1 Déy di thong tin, 16
rang

hang nhan xét chua thuc su thuan tién (21,43%). Viéc niém yét, cong khai noi
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dung tra 1oi phan anh, kién nghi tai Bo phan Mot cua, trén Website duoc cac Chi
nhanh thuc hién kha tét. Thong ké c6 94,38% khéach hang nhan thiy cac don vi co
thuc hién, trong d6 76,18% danh gia thyc hién day du, rd rang.

Trong thoi gian téi nganh tai nguyén va mdi truong can tiép tuc quan tam
hon nira dén viéc cong khai, tiép nhan xir ly phan anh, kién nghi va thac mic cua
khach hang. Théng ké cho thay, c6 43/430 khach hang (chiém ty I 10%) khéng
guri phan anh, kién nghi vi so bi gay kho dé hoac con ngai vi nhiéu phién ha.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Danh gia chung cua khach hang

Két qua khao sat nam 2019 cho thay ty I¢ khach hang hai 1ong va rat hai
long ddi véi sy phuc vu ciia cac Chi nhanh Van phong DPang ky dat dai kha cao,
dat 80,22%:; 2,92% khach hang cam thay khdng hai 1ong va rat khdng hai long 13 ty
1& khé thap ddi v6i nganh tai nguyén va méi trudng (13 truong hop). Két qua néu
trén cho thdy nganh tai nguyén va méi trudng di co nhiéu nd luc trong viéc tham
muu quan 1y nha nudc vé dat dai, dac biét ¢ linh vuc cai cach don gian hoa thu tuc
hanh chinh.

Dbi véi mot s6 van dé cu thé ma khach hang chua hai long, két qua tong hop
cho thay phan anh caa khach hang tap trung trén ¢ cac noi dung nhu cong khai,
minh bach théng tin tha tuc hanh chinh; diéu kién tiép don, phuc vu; thanh phan hd
so thu tuc hanh chinh con phirc tap; minh bach, cdng bang khi tiép nhan hd so; két
qua giai quyét ho so cham tré.

Nhiing van dé di 1am duoc, nguoi dan, to chic, doanh nghiép ciing ghi nhan
dung muc va co 10i khen ngoi, dé nghi cic co quan tiép tuc phat huy trong thoi
gian toi. Pong thoi cling chi ra nhitng chd thiéu sot, han ché dé cac don vi khac
phuc, cai thién.

2. G6p y ciia khach hang dé phuc vu tot hon

Trong nodi dung gop V¥ cua khach hang dbi véi cac chi nhanh vin phong dang
ky dét dai, ghi nhan rat nhiéu loi khen ngoi va danh gia cao vé chat luong phuc vu.
Dé tiép tuc thuc hién tét hon, khach hang gbp ¥ cac don vi mot sb van dé, tong hop
nhu sau:

- Cung cép, cong khai day du, rd rang thdng tin thi tuc hanh chinh, thong tin
dich vu hanh chinh c6ng bang nhiéu hinh thirc phong phd, hién dai.

- Pon gian hda thua tuc, giai quyét hd so nhanh hon dé giam thoi gian cho
doi.

- B tri thém ghé ngdi chd doi; cai tao, bd tri trang thiét bi tai Bo phan Mot
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ctra dap (ng nhu cau cta ngudi dan, to chic, doanh nghiép; cung cap wifi mién phi
cho khéch hang truy cap internet tai Bo phan Mét cira.

- Cong chirc mot cira can tiép don va huéng dan tan tinh hon, khong c6 thai
d6 cira quyén, nhiing nhiéu; 1am viéc can chuyén nghiép hon, tip trung hon, khong
dé nguoi dan cho doi 1au.

- Thuc hién tiép nhan, giai quyét va tra két qua ho so thu tuc hanh chinh theo
dung quy dinh vé co ché mot cira, mot cia lién thong.

(Xem thém chi tiét tai Phu luc Dit liéu phi cau tric kém theo Bao céo).
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CAC CO QUAN CONG AN

Phan IV:
CHI SO HAI LONG KHOI CAC CO QUAN NGANH DQC TAI TINH

MUC I.

I. CHI SO HAI LONG CHUNG

Pay 14 nim th 2 lién tiép chi s6 hai 1ong trung binh nganh Cong an dat muc
tiéu cua tinh dé ra, dat 80,52%. 09/09 don vi ¢d chi s6 tir mic Kha trd 1én, trong d6
c6 02 don vi dat mac T6t, cao nhat 1a Cong an Ninh Hoa, ké tiép 1a Cong an
Khanh Vinh. Khoang chénh léch chi sb gitta don vi cao nhét va thap nhat kha cao
14,02% (nam 2018 chi c6 9,83%).

Trong thoi gian toi, nganh Cong an can tiép tuc ¢d gang hon nita vi hién cé
tGi 06/09 don vi 6 chi s6 hai 1ong giam so voi nam 2018. Pay 1a nguyén nhan
quan trong dan dén chi sé hai long trung binh cua nganh giam 0,73% so véi nim
2018. Pon vi ¢6 muc giam cao nhat 1a Cong an Nha Trang (7,46%), thap nhat 1a
Cong an Dién Khanh (0,29%). 03 don vi ¢6 chi s6 hai long tang 1a Coéng an Van

Ninh (4,07%), Ninh Hoa (2,51%), Cong an tinh (2,06%).

Chi sé hai long 2019 - nganh céng an

90% - 89,13%
85% - 63%
82,78%
45%
79,89%  80,08%
80%
36%
11% 44%
75% A
70% A
65%
Céngan | Congan | Cbngan | Congan | Congan | Coéngan | Congan | Coéngan | Coéngan
thanh thanh huyén tinh huyén huyén huyén huyén thi x3a
phé Nha | phé Cam | Khanh Dién Cam Lam | Van Ninh | Khdnh | Ninh Hoa
Trang Ranh Son Khanh Vinh
W 2018 | 82,57% 76,79% 81,84% 77,83% 80,38% 82,62% 78,71% 84,79% 86,62%
m2019| 75,11% 75,44% 77,36% 79,89% 80,08% 81,45% 82,78% 83,63% 89,13%

m 2018
m 2019

Biéu dd 7: Chi s6 hai long nim 2019 - Nganh Cong an
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Théng ké qua 04 nam cho thay, nganh Cong an di cé nhiéu nd lyc trong
viéc cai thién chi s6 hai 10ng. So voi nam 2016, chi s6 trung binh ting 8,01%, cao
nhat thuoc vé Cong an Ninh Hoa (16,78%), ké dén 1a Cong an Van Ninh (14,95%).
Murc tang ciling khé cao so v&i nam 2017 (5,94%), Cong an Ninh Hoa va Cong an
Van Ninh tiép tuc 1a 02 don vi ¢6 mic ting cao nhét, lan luot 1a 12,93% va

12,37%.
Bang 3. Chi sé hai 1ong nganh Cong an 2016 - 2019
. SIPS

St Donvi 2016 2017 2018 2019
1 | Cbng an Cam Lam 74,70% | 79,99% | 82,62% | 81,45%
2 | Cong an Dién Khanh 68,52% 78,16% 80,38% 80,08%
3 | Cong an Khanh Son 73,15% 71,21% 81,84% 77,36%
4 | Cong an Khanh Vinh 75,69% 79,24% 84,79% 83,63%
5 | Cong an Van Ninh 67,83% 70,41% 78,71% 82,78%
6 | Cong an Cam Ranh 74,01% | 76,49% | 76,79% | 75,44%
7 | Cong an Nha Trang 73,82% | 66,90% | 8257% | 75,11%
8 | Cong an Ninh Hoa 72,35% 76,20% 86,62% 89,13%
9 | Coéng an tinh 76,15% 12,56% 77,83% 79,89%
Chi s6 trung binh 72,51% 74,58% 81,25% 80,52%

Trong ndm 2019, nganh Cong an di c6 nhiéu nd luc, ¢b ging trong viéc cai
cach tha tuc hanh chinh, két qua chi s6 hai long cua tiéu chi nay dat cao nhat trong
06 tiéu chi dugc khao sat danh gia, dat 84,76%, tang 2,79% so v&i nam 2018. Diéu
kién tiép dén va phuc vu la tiéu chi duy nhat chua dat muyc tiéu ké hoach dé ra, chi
dat 70,45%. 04 tiéu chi con lai déu c6 chi sb kha cao, trén 80%.

KQ

80.39%%

82.55%

Chi s hai long trén tirng tiéu chi 2019 - céng an

PK
0.45%

=—=2019

== 2018

Biéu dd 8: Chi sé hai 1ong chung trén 6 tiéu chi - nganh cong an
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II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Day 1a nam dau tién chi s trung binh cua tiéu chi Tiép can dich vu dat muc
tiéu ké hoach dé ra, dat 81,88%, tang 6,23% so véi nam 2018. 09/09 don vi c6 chi
sb hai long dat tir mic Kha tré 1én, trong d6 04 don vi dat trén 80% (tdng 02 don vi
S0 Vi ndm 2018), 02 don vi ¢d chi s6 dat mac Tét. Cong an Ninh Hoa 1a don vi
dan dau, dat mac rat cao (95,05%), ké dén 1a Cong an tinh (84,73%), thap nhat 1a

Cong an Cam Ranh (72,40%).

Chi sé Tiép can dich vu
Céng an thj xa Ninh Hoa €p can dich vu,

Céngan tinh | J_l_l_|=

1195.06%

84.73%

Céng an huyén Khanh Vinh | 1 80.75%
Céng an huyén Khanh Son | 78.720%
Céng an huyén Cam Lim | 78.550%
Céng an TP Nha Trang | 7.259

Céng an huyén Dién Khanh | 10%
Cong an huyén VanNinh |

Céng an TP Cam Ranh |

65% 70% 75% 80% 85% 90% 95%100%

08/09 don vi ¢6 chi s6 ting so
vo1 nam 2018. Cong an tinh 1a don vi
c6 muc ting cao nhat (10,49%), tiép
theo la Cbéng an thi x& Ninh Hoa
(9,30%). Cbng an huyén Khanh Vinh
1a don vi duy nhat giam (2,79%) nhung
van dat muc tiéu ké hoach dé ra.

50,61% khach hang danh gia céac
co quan cong an c¢6 tir 01 - 02 hinh thac
thong tin dich vu cong tro 1én; 28,69% -
danh gia co6 tir 04 hinh thac tro 1én. Pa
s6 khéach hang tiép can thong tin cha
yéu bang cac phuong thuc théng tin
truyén théng nhu bang niém yét tai tru
s&, cung cap tai liéu tai ban viét ho so,
cong chac gigi thiéu, huéng dan
(68,37%). Céac phuong thic cung cap
thong tin dich vu cbng hién dai nhu:
man hinh thdng bao, email, tng dung di

1l \ | |

Jos s

Bang niém yét tai trusg ‘ |

Cung cip tii liéu tai bén viét ho
50 l

Jidans;

Céng chie gidi thin, hudng dén

. 7.00%
Min hinh thong bao tai co quan

T S— 37
T roi hudng din
TR S 31
Béng ron. pano tuyén truyn
[T

ua website (trang tin dién tr)

X o 4.90%
Hoi nghi, cude hop, doi thoat

T

Qua email, cic tng dyng di dong

dos

Hinh thikhdc: |

0% 5% 10%

dong, website, hoi nghi, d6i thoai,... chua dugc khai thac cé hiéu qua.

5.01%

dan

m Chua dy 40, so sai

Tam dwoc

m Hoan toan khéng cé huwéng

mTuong déi ddy da, dé hidu

Vé noi dung thong tin duoc
cung cap, 48,58% khach hang danh
gia thong tin rat day da, dé hiéu;
11,91% cho rang tuong d6i day du,
dé hiéu; 18,13% danh gia tam duoc;
con lai nhan xét chua day du, so sai
va hoan toan khong c6 huéng dan.
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2. Piéu kién tiép dén va phuc vu

Pay 14 tiéu chi duy nhét c6
chi sb trung binh chua dat muc tiéu
ké hoach dé ra, chi dat 70,45%,
giam 8,60% so véi nam 2018 va
thap hon ca nam 2017. C6 06 don
vi dat muc Khé (cao nhat 1a Cong
an Khanh Vinh), 02 don vi dat muc
Trung binh (Céng an Cam Ranh va
Cong an Khanh Son), 01 don vi dat
muc Yéu (Cong an Nha Trang, chi
dat 51,13%). Khoang chénh gitra
don vi cao nhét véi thap nhat 1a
28,88%.

Chi

Cong an TP Nha Trang
Cong an TP Cam Ranh
Céng an huyén Khinh Son
Congan huyén Cam Lim
Trung binh

Cdng an huyén Dién Khinh
(Cong an huyén Van Ninh
Cdngan thi xi Ninh Hoa

Congan tinh

Cdng an huyén Khanh Vinh

50 Diéu kién tiép don va phuc vy

5113%
62.75%
65.75%
9.88%
70.45%

71.63%
74.00%

78.00%

9,09%

00%

A5%

50% 55% 60% 65% 70% 75% 80%

B Qua chat hep,
thi€u nhiéu tién
nghi

m Con chat hep,
chuwa thuan tién

m Tam duwoc

m Kha réng radi, tién
nghi

Két qua khao sét cho thay,
cd 73,27% khach hang hai long
véi dién tich lam viéc Bo phan
mot ctra, tang 4,24% so v&1 nam
2018. Ty I¢ khach hang danh gia
tam duoc, con chat hep, chua
thuan tién hoac qua chat hep,
thiéu nhiéu tién nghi chi con
26,73% (nam 2018 1a 30,97%).

Panh gia vé khdi
lugng giao dich tai Bo phan
Mot ctra, 61,63% danh gia
la vira phai; 31,16% cho
raing kha dong; qué tai chi
c6 0,68% (Cobng an Nha
Trang, Ninh Hoa). Diéu nay
cho thay cac don vi da quan
tam va dau tu nhiéu hon vé
dién tich va nhan sy tai Bo

0.68%

6.53%

1 R4t it ngudi giao dich
B Vira phai
1 Kha dong

B Qud tai

phan Mot cua.

Trong thai gian téi, nganh Cong an can quan tdm hon nira dén trang thiét bi
tiép don va lam viéc, hién chi c6 73,07% khach hang danh gia hai long, giam
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23,95% so voi naim 2018. Thong ké cho thay c6 toi 62,72% khéach hang nhan thay
can b sung nudc uéng cho khach, may tinh tra ciu thi tuc, thdng tin hd so, may
scan (quét) hozc may photocopy ho so, wifi dé két ndi internet.

3. Thi tuc hanh chinh

Pay 1a tiéu chi c6 chi sb
trung binh cao nhét, dat 84,76%,
tang 2,79% so voi nam 2018.
09/09 don vi ¢ chi s6 trén 80%,
trong d6 06 don vi c6 chi s ting
SO vo1 nam 2018, 04 don vi dat
muc Tét, cao nhat la Cong an
Ninh Hoa (91,63%), ké tiép lan
lwot la Cobng an Van Ninh
(90,69%), Cobng an Cam Lam

Chi s8 Tha tuc hanh chinh

Céng an thi x Ninh Hoa 91.63%

Cong an huyén Van Ninh 90.69%
Congan huyén Cam Lim
Cong an huyén Dién Khanh
Cong an TP Cam Ranh
Cong an huyén Khanh Vinh
Cbngan tinh

Cong an TP Nha Trang

Cong an huyén Khinh Son

75% 80% 85% 90% 95%

(87,88%), Cong an Dién Khéanh
(86,75%).

Khoang chénh léch gitra don vi cao nhat véi thap nhat 1a 11,54% (ndm 2018
la 13,49%), cho thiy cac don vi déu
dat duoc két qua tich cuc trong viéc
cai cach thu tuc hanh chinh theo chi
dao cua nganh.

Tra 10i phiéu khao sat, 84,01%
khéach hang danh gia thong tin thu tuc
hanh chinh dwgc cong khai rd rang,
day du, dé tra ctru (ting 3,04% so voi
nam 2018). Ty 1€ khach hang danh gia
thiéu thdng tin hodc thong tin chwa
day du, so sai dd giam manh so voi
nam 2018, giam tir 6,25% con 1,76%. L%

H Khong thay niém yét

8 Co niém yét nhung tra
ctru con bat tién
Tam dugc

mNiém yét kha day dd

u Niém yét dy au, 8
rang, tra ctru thuan lgi

Tuong Gng Véi d6, 72,76% khach
hang danh gia ndi dung, chat luong
théng tin tét, rat tét va d& thuc hién.
Chi c6 0,41% khéach hang cam thay
kho thuc hién.

80,89% khach hang danh gia ho
so don gian, rat don gian, hop 1y, ting
7,60% so voi nam 2018. Chi cé

B Nhiéu gidy to phictap,
khong thuc t&

B Nhiéu gidy tor khang cin
thiét
Khong nhidu gidy t&r13m

u Thanh phén hé so don
gian

m Thanh phan hé so rét
don gian, hop ly
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1,63% danh gia phuc tap, khdng thuc té, khong can thiét nhu S6 ho khau, gidy khai
sinh (Cong an tinh cé 03 khach hang, Cong an Nha Trang 05, Cong an Cam Lam,
Dién Khanh, Khanh Son mdi don vi 01).

Tuyét dai da s6 huéng dan cua can bo nganh Cong an 1a théng nhat véi noi
dung thu tuc dugc quy dinh, tuy nhién con van con 11 khach hang (chiém ty 18
1,50%, tang 08 trudng hop so véi nam 2018) cho rang ¢6 yéu cau, huéng dan nop
cac gidy to khong co trong quy dinh thu tuc hanh chinh (Céng an Van Ninh 02;
Cong an tinh, Cong an Nha Trang, Cong an Dién Khanh mdi don vi 03).

4. Su phuc vu cua can b, cong chirc

bay 1a tiéu chi c6 chi
sb cao thir hai, dat 83,09%,
tuy nhién giam 1,64% so
v61 nam 2018. 08/09 don vi
dat chi s6 tir tir 80% tro
1én, 03 don vi dat mac Tot
la Cong an Ninh Hoa, Van
Ninh, Dién Khanh véi chi
s6 lan luot la 89,02%,
86,21% va 84,36%. Pon vi
c6 chi sb thap nhat 1a Cong
an Khanh Vinh, chi dat
78,84%.

Chi s6 Sy phuc vy clia can bd, cong chirc

Céng an thi xi Ninh Hoa
Céng an huyén Van Ninh
Cong an huyén Dién Khdnh
Céng an huyén Cam Lim
Céng an TP Nha Trang
Coéng an huyén Khanh Son
Cong an TP Cam Ranh
Congan tinh

Cong an huyén Khanh Vinh

l
l
l
1
l
l
l

J89.02%

) 36.21%

79% 81% 83% 85% 87% 89% 91%

Két qua khao sét cho thay, thai do phuc vu caa can bo mot cira nganh Cong
an khé tot, co 89,69% khach hang danh gia can bo tan tinh, lich sy, hoa nha (Tt
nhat 1a Cong an Ninh Hoa, ké dén 1a Cong an tinh, Cong an Nha Trang, Dién
Khanh); 9,91% danh gia tam dugc. C6 03 truong hop danh gia can bo mot cira tho

0.68%

B Con chdm chap
B Tam duoc
Tuong déi nhanh

B Rt nhanh chdng

0, it tan tinh (Céng an tinh).

80,49% khach hang cho biét
nang luc xu ly cdng viéc cua
can b6 mot ctra nhanh chéng va
rat nhanh chong; 18,83% khach
hang cho rang tam duoc; chi cé
0,68% danh gia con cham chap
can phai dugc cai thién.
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Pai da s6 khach hang (98,92%) danh gia viéc tiép nhan ho so 1a minh bach,
cdng bang, khdng c6 van dé gi, chip nhan duoc; chi c6 1,08% nhan xét 1a co
truong hop khéng cong bang va khong hé co tha tu, wu tién quen than. Thong ké
c6 07 trudng hop phan anh can bo mot cira nhan hd so ngoai co quan, huéng dan
khach hang lién hé véi dich vu hay nguoi quen dé lam thu tuc cho nhanh rat can
duoc nganh Coéng an ra soat, chan chinh (Céng an Ninh Hoa, Cam Lam, Dién
Khanh).

95,80% khach hang khong gap truong hop can bo doi hoi, nhiing nhiéu khi
giai quyét ho so (ndm 2018 1a 98,7%); 3,39% cho biét can bo khong doi hoi va
kién quyét tir chdi; chi c6 06 phan &nh can bo khong doi hoi nhung van nhan
(Cong an Nha Trang 04; Ninh Hoa, Cam Lam mdi don vi 01), giam 02 trudng hop
SO V&1 nam 2018.

5. Két qua, tién dd giai quyét cong viéc

O tiéu chi nay, chi sb trung T
binh nganh Cong an dat 82,55%, Chi s0 Két qua, tién dd giai quyét cdng viéc
tang 1,05% so v6i nam 2018. 0709
don vi c6 chi so dat muc tiéu ke 1
hoach dé ra (trén 80%), 02 don vi | e,
dat mac Tot, cao nhat 1a CONg an | ¢, se
Ninh Hoa (91,00%), don vi ¢On lai ¢ i
la Céng an Van Ninh (89,33%).  cumtrcamman
Chi ¢6 04 don vi tang so v4i nam Canganhuyénnjén}(hénb-
2018 (Cong an Van Ninh, Ninh  wyumisim

Congan huyénVan Ninh

Hf)a, Khanh SO'Il, Cam Lﬁm), glélm Céngan tinh — ) ) ) ) ) ) )
04 don vi. Tuy la don vi c0 chi sd M 9% 8% 8% 6% &% o o
thap nhat nhung chi s6 cia Cong an

tinh van dat 78,69%.

Két qua khao sét cho thay, viéc yéu cau khach hang bd sung hd so sau khi
tiép nhan giam manh. 98,78% khéch hang khong phai bé sung hé so, giam 4,89%
S0 v&i nam 2018; chi 1,22% phai bd sung ho so, trong d6 0,41% phai bo sung it
oy — nhat tir 02 lan trg 18n. Cong an tinh la
02— 0.82% . m Khéng cé huéng . z . , B . s
-6.56% déin don vi duy nhat bi phan anh yéu cau
=Huong dankheng | Khach hang bé sung téi 04 lan.
day dud, ré rang
o Mac du cé 88,80% khach hang
Co6 hwéng dan . ~ N ) -
nEu’ngh.r;hiéu ché | danh gia dugc hudng dan day du, rd
chwa hiéu . P , , < X A e A
wHuong dinady | rang veé cach thuc tra cau tien do ho so,

dd, 1 rang két qua tuy nhién, hinh thac khéach

m Huéng dén ratrd
rang, dé hiéu 54




hang tra ctu hd so chu yéu van 13 dén tan noi hoi Bo phan Mot cira va goi dién
thoai hoi tham (90,51%).

Tién do giai quyét hd so cua

nganh Coéng an dugc khach hang danh 041% _-10%

gi4 rat cao. 98,51% ghi nhan ho so sém W Tié gap Githdi gian
va dang han; chi c6 1,49% phan &nh I 1534 oschor)
tr& han. Déi v6i hd so trd han, 66,67% R Tie g kg iy
khach hang duoc nhan tin moi dérj B6 —

phan Mot cira nhan thdng bao xin 16i va

hen lai 18 rang. Nganh Coéng an tiép tuc BS6mhan

chi dao cac don vi thuc hién nghiém quy TR

dinh vé co ché mot cra, mot cura lién \/ Buu dién chuyén két
théng vi van c6 16,67% khéach hang phan Qi densom e
anh khong nhan bat ky théng tin gi khi

hd so bi tré han.

6. Tiép nhan, xir ly thong tin phan hoi

Tiép nhan, xir ly thdng tin
phan hoi ¢6 chi sb hai long trung
binh dat 80,39%, giam 4,19% SO | oy wins toe :
véi nam 2018. CO6 05/09 don vi | Cengancamlam o
muc tiéu ké hoach cia tinh d& ra, | o :

|
|
|

Ti€p nhan, xtr ly théng tin phan héi
| | [ T T N £

Céng an Khanh Vinh )

88,42%

) 86,67%

) 86,47%

) 85,08%

[ ]
[
||
[ ]
[

) 85/00%

|

|

|

}
trong d6 02 don vi dat muc Tot Congan tinh | :
(giam 04 don Vi SO VO NaM | cororrenen
2018). Py 12 1an thr 5 Cong an | comemcamnans |mmmmmaiaes | | | | |
Ninh Hoa c6 chi sé thanh phan O T TR TER TR RO% R BAR GR SS% S0 Om% A%
cao nhat trong s6 09 don vi duoc khao sat danh gia, dat 90,08%. Trong s6 04 don
vi chua dat ké hoach dé ra, Cong an Cam Ranh 1a don vi ¢ chi thip nhat, dat
73,50%, ké dén 1a Cong an tinh (74,88%), Cong an Khanh Son (76,58%), Cong an
Nha Trang (79,08%).

Két qua cho thay ¢ 95,53% khach hang danh gia cic co quan co niém yét
thong tin duong day nong (sé dién thoai, dia chi thu dién ta, website,...) dé phan
anh, kién nghi (nam 2018 1a 97,02%); 0,95% danh gia thong tin cung cap chua day
da va 3,52% khach hang cho biét khong thay thong tin duong day néng dé gii
phan &nh, kién nghi.

Nam 2018, trong 739 khach hang thi 38 khach hang cho biét c6 phan anh,
kién nghi voi co quan Cong an. Két qua cho thay c6 03 khach hang cam thay rat
thuan loi, tra 161 16 rang, nhanh chong (nam 2018 chi ¢6 01); 32 khach hang danh
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gia duoc tiép nhan, giai quyét kip thoi;
o s 513 04 khéach hang cho rang tam duoc va

u Chua that suw thuén tién ChlIa thlIC SI.I thUﬁn tién.
a Tam duge Két qua tra 161 phan &nh, kién nghi

puoctidprhan. gai | Cla cac don vi cling dugc danh gié cao,

quyét kip thoi < , \ - A
. st | CON 76,50% Kkhach hang ghi nhan co
W rang, nhanh chéng LA A A s A -
guan co niém yet, cong khai noi dung tra

loi phan anh, kién nghi kha ddy da ~ va
day du, rd rang; chi c6 10,11% danh gia khong thay gi.

I1I. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Danh gia chung cua khach hang

Két qua khao sat ndam 2019 cho thay ty 1& khach hang phan anh khéng hai
long hoic rat khong hai 1ong d6i véi su phuc vu caa nganh Cong an kha thap, chi
¢6 05 trudng hop, chiém ty & 0,68%, giam 0,03% so véi ndm 2018.

Dbi v6i mot s van dé cu thé ma khach hang chua hai long, két qua tong hop
cho thay phan &nh cua khach hang khéng nhiéu nhung trai déu trén cac noi dung:
cong khai, minh bach théng tin thu tuc hanh chinh; diéu kién tiép don, phuc vy;
thanh phan ho so thu tuc hanh chinh con phic tap; minh bach, céng bang khi tiép
nhan hd so; két qua giai quyét hd so cham tré.

Nhitng van dé da 1am duoc, nguoi dan, to chtc, doanh nghiép ciing ghi nhan
dung muc va cd 1oi khen ngoi, dé nghi cac co quan cong an tiép tuc phét huy trong
thoi gian toi. Bong thoi ciing chi ra nhitng chd thiéu sét, han ché dé cac don vi
khac phuc, cai thién.

2. Gop y ciia khach hang dé phuc vu tot hon

Trong ndi dung gop Yy cua khach hang dbi véi cac co quan Céng an, ghi
nhan rat nhiéu loi khen ngoi va danh gia cao vé chét luong phuc vu. Dé tiép tuc
thuc hién tét hon, khach hang gop ¥ co quan Cong an mot sé Van dé, tong hop nhu
sau:

- Cung cép, cong khai day du, rd rang thdng tin tha tuc hanh chinh, théng tin
dich vu hanh chinh c6ng bang nhiéu hinh thirc phong phd, hién dai.

- Pon gian hda thua tuc, giai quyét ho so nhanh hon dé giam thoi gian cho
doi.

- B4 tri thém ghé ngdi cho doi; cai tao, bd tri trang thiét bi tai Bo phan Mot
ctra dap (ng nhu cau cta ngudi dan, t chic, doanh nghiép.
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- Cong chirc mot cira can tiép don va hudng dan tan tinh hon, khong co thai
d6 cira quyén, nhiing nhiéu; 1am viéc can chuyén nghiép hon, tip trung hon, khong
dé nguoi dan cho doi 1au.

(Xem thém chi tiét tai Phu luc Dir liéu phi cau tric kém theo Béo c4o).
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MUC II.
LINH VUC CO QUAN BAO HIEM XA HOI

I. CHI SO HAI LONG CHUNG

Chi s6 hai long trung binh ndm 2019 ciia khdi BHXH dat 80,62%, tang 1,1%
so véi nam 2018 (79,52%), hoan thanh muc tiéu dé ra tai ké hoach CCHC tinh
nim 2019 (80%). BHXH Khanh Vinh tiép tuc giir vitng vi tri ¢6 chi sé cao nhit,
dat 87,51%, thap nhat 1a BHXH huyén Cam Lam, chi dat 77,35%. Xem Biéu db.

Chi s8 hai ldng 2019 - BHXH

87.51%

88% - 86.84

86% - 85.10%
29%

84% -
81.68%

0, -
82% 80.20% 15

% - 78.89% y 79.
80% 78.0 79

78% - )

76 75.9

76% - mNam 2018
74% - mN&m 2019
72% -

70%

BHXH BHXH | BHXH | BHXH | BHXH | BHXH | BHXH | BHXH | BHXH
huyén | huyén | thanh | huyén | tinh | thanh | thixd | huyén | huyén

Cam | Van phd | Dién phé | Ninh |Khénh | khinh
Lam | Ninh | Nha | Khanh Cam | Hoa | Son | vih
Trang Ranh

m N&m 2018| 76.39% | 78.22% | 78.09% | 79.19% | 75.93% | 79.09% | 81.68% | 85.10% | 86.84%
m N&m 2019| 77.35% | 78.89% | 79.18% | 79.64% | 79.89% | 80.20% | 81.50% | 83.89% | 87.51%

Biéu @0 9: Chi s6 hai long niim 2019 - BHXH

7/9 don vi ¢6 chi sb ting so véi ndm 2018, BHXH tinh ¢6 mirc tang cao nhat
3,96%. Cac don vi Cam Ranh, Nha Trang, Cam Lam, Khanh Vinh, Van Ninh,
Dién Khanh déu co ting nhung khong dang ké, xap xi mac 1%. BHXH Khanh
Son, Ninh Hoa 14 02 don vi ¢6 chi s6 hai long giam (Ian luot 12 1,22% va 0,18%).

Trong nam 2019, s6 don vi ¢ chi s6 dat muyc tiéu dé ra giam so voi nim
2018. Theo d6, chi c6 4/9 don vi c6 chi s6 dat muc tiéu dé ra (tir 80% tro 18n),
giam 03 don vi SO v&i nam 2018, trong d6 ¢6 BHXH Khanh Vinh dat trén 85%
(87,51%). Khoang cach chénh léch gitra don vi c6 chi sé cao nhat véi thap nhat 1a
10,16%, giam 0,75% so véi nam 2018.
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Bang 4. Chi s6 hai long BHXH 2018 — 2019

SIPS Ting

TT Pon vi Nam Niam cx

2018 2019 | &M
1 | BHXH huyén Cam Lam 76.39% | 77.35% 0.96%
2 | BHXH huyén Dién Khanh 79.19% | 79.64% 0.45%
3 | BHXH huyén Khanh Son 85.10% | 83.89% | -1.22%
4 | BHXH huyén Khanh Vinh 86.84% | 87.51% 0.67%
5 | BHXH huyén Van Ninh 78.22% | 78.89% 0.67%
6 | BHXH thanh phé Cam Ranh 79.09% | 80.20% 1.11%
7 | BHXH thanh ph6 Nha Trang 78.09% | 79.18% 1.10%
8 | BHXH thi xa Ninh Hoa 81.68% | 81.50% | -0.18%
9 | BHXH tinh 75.93% | 79.89% 3.96%
Trung binh chung 79.52% | 80.62% | 1.10%

Xem xét Biéu dd bén dudi co thé thay chi sb trén 6 tiéu chi déu cd su thay
d6i so v&i nam 2018, trong d6, ¢6 3 chi s6 ting va 03 chi s6 giam so véi nam 2018.
Chi s6 Két qua, tién do giai quyét cong viéc co mirc ting cao nhat 14,63%, ké dén
la Tiép can dich vu 13,58%,chi s6 vé Thu tuc hanh chinh c6 mirc ting khong déng
ké. Déi vai 03 tidu chi giam, tidu chi Su phuc vu cua can bo cong chic ¢ muc
giam 16n nhat 13,5%, ké dén 1a Diéu kién tiép don va phuc vu (giam 6,69%) va
Tiép nhan, xt ly thdng tin phan hdi (giam 2,53%).

Sy mit can ddi trén 6 tiéu chi da dugc thu hep so véi nam 2018. 4/6 tiéu chi
c6 chi s6 dat muc tiéu ké hoach dé ra, trong d6 c6 tiéu chi Su phuc vu cua can bd
cong chirc dat marc hai long cao nhat — 85,95%. Xem Biéu do.

Tiép can dichvu
100% 1-gp.61%

80%

Tiép nhan, x{ ly thong
tin phan hoi

Két qua, tién a5 giai
quyét cdng VieCon o

Sy phuyc vy cda cén b,
cong chirc

Chi s8 hai long 2019- BHXH

Didu kién tidp dénva

01% phuc vu

J18%
Thi tuc hanh chinh

— 2018

— 2019

Biéu dd 10: Chi sé hai long trén tirng tiéu chi - BHXH 2019
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II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Chi s trung binh tiéu chi

Jo5.07%

Tiép can dich vu dat 80,61%,

J91.21%

BHXH huyén Dién Khénh

) 73.13%

BHXH tinh Khanh Hoa
BHXH huyén Cam Lim

==

BHXH huyén Van Ninh

Chi s Tiép can dich vu
11 |
BHXH huyén Khénh Vinh ‘ |
BHXH TP Nha Trang ‘ |
BHXH TP Cam Ranh Il | J88.00%
BHXH huyén Khénh Son h | Js5.74%
BHXH thi ¥ Ninh Hoa h | ) 81.89%
[ | J77.60%

tang 20,58% so v&i nam 2018
(60,03%). BHXH Khanh Vinh
co chi s6 cao nhat vai 95,27%,
tiégp dén 1A Nha Trang Vi
94,21%, Cam Ranh 88,0%; Ninh
Hoa voi 81,89% , dat mac Tot
theo thang do. BHXH huyén
Dién Khanh, BHXH tinh dat

100%

muc Kha. 02 don vi con lai

(Cam Lam, Van Ninh) chi dat

murc Trung binh, trong d6 Van Ninh thap nhat véi 66,64%.

Hinh thirc ti€p can

m 1-2 hinh thirc ® 3 hinh thirc 4 hinh thirc

W 5 hinh thirc W 6 hinh thirc tré 1én

16.11%

Chi con 30,50% khach hang cho
biét chi duoc tiép can théng tin vé co ché,
chinh sach, quy dinh vé BHXH dudi 01-
02 hinh thtic thong tin (giam 16,76% so
v6i nam 2018). Viéc cung cap thong tin tir
03 hinh thuc tro 1én ngay cang tang (tuy
nhién, ty I¢ 06 hinh thac tré 1én giam 7%
s0 V&i ndm 2018, chi chiém 11,93%).

Chét luong thong tin dugc cung cap
d3 nang cao dang ké, cO 74,66% khach
hang danh gia thong tin duoc cung cap
“kha ro rang, dé hiéu” va “rat rd rang, dé

hiéu”, tang 9,26% so v4i nim 2018 (nim
2018 chi dat 65,40%). Trong khi do, ty I¢é
khach hang danh gia 1a “rat so sai, kho
hiéu” da giam 2,02% so véi nam 2018,
chi con 5,19%. Pay la tin hiéu tich cuc
cho thiy cbng tac cai thién, nang cao chat

Chat lwgng thong tin

B TT ratso sai, kho hiéu mTT so sai, khé hiéu
u Tam duoc kha r& rang, dé hiéu
R4t ré rang, d& hidu

9
5.19% 963%

10.25%
51.60%

2333% ’

lrong thong tin clia nganh da dem lai nhing hiéu qua nhat dinh, ngdy cang dap
ung tot hon yéu cau caa khach hang trong thoi dai cong nghé 4.0.

Thong qua phiéu khao séat, nhiéu khach hang dé nghi tang cudng tap huan
truc tiép cho céc doanh nghlep, té chic; hd trg ky thuat khi phan mém bi 16i; duy
tri dudng day nong va bd tri can bo truc huéng dan, giai dap qua dién thoai, tranh
tinh trang c6 cong b sé dién thoai duong day néng nhung khong lién lac duoc
(may ban trong thoi gian dai, d6 chudng khong ai bit may...) Bong thoi, dbi voi
nhitng hd so tra vé khi chua hop 18, dé nghi BHXH can hudng dan cu thé trong noi
dung tra vé dé khach hang tién diéu chinh, b6 sung.
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2. Piéu kién tiép dén va phuc vu (Piéu kién dam bao thuc hién dich vu
cong truc tuyén)

Chi s& Diéu kién ti€p dén va phuc vu
BHXH huyén Khanh Vinh i : : : i §8129%
BHXH huyén Van Ninh | ! ! ! | 80.41%
BHXH tinh Khanh Hoa | | | ' | 76.33%
BHXH thi x& Ninh Hoa | | | ' §75.87%
BHXH huyén Cam Lam [ | | | D7356%
BHXH huyén Khanh Son j l [ D7351%
BHXH TP Nha Trang J l [ 70.23%
BHXH TP Cam Ranh l ! ! ) 68.30%
BHXH huyén Dien khanh | - - - '66.55%: . | |
50% 55% 60% 65% 70% 75% 80% 85%

Chi s6 trung binh tiéu chi Biéu kién dam bao thuc hién dich vu cong tryuc
tuyén dat 74,01%, giam 6,69% so v6i nam 2018 (80,70%). BHXH Khanh Vinh
tiép tuc dan dau (81,29%), tiép dén 1a Van Ninh (80,41%). C6 2/9 don vi 6 chi s6
dat muc tiéu (Khanh Vinh, Van Ninh), giam 6 don vi so véi nam 2018. Hau hét cac
don vi déu c6 su giam sut so véi nam 2018, trong d¢6, BHXH Dién Khanh giam
manh nhét (15,47%), chi dat 66,55%, xép cudi bang. Cac don vi khac c6 muc giam
kha cao nhu: Nha Trang (giam 11,69%), Cam Ranh (giam 10,48%), Khanh Son
(giam 10,01%),... Duy nhat chi c6 BHXH Van Ninh giit mtc on dinh so véi nim
2018 (dat 80,41%, tang 0,11%).

Giao dién ciia website dé thuc hién Panh gié vé giao dién
cac giao dich truc tuyén cua nganh BHXH o
y \ y ., , - 1.54% m chua than th_1¢n, rat
duoc khach hang danh gia cao hon so vdi — Ko theo doi

nam 2018. C6 81,89% khach hang nhan
xét “twong dbi dé theo ddi” va “don gian,
rat d& theo dodi”, ting 5,16%; 14,48%
danh gia tam duoc, giam 4,64%; chi con
3,28% khach hang chua hai long, giam e e
0,51%. dung

Péi véi viéc thao tac trén giao dién
website, c6 3,65% khach hang cam thay kho thuc hién (nim 2018 1a 3,01%);
17,73% nhan xét tam duoc; 78,65% danh gia 1a “tuwong d6i dé thuc hién” va “don

A

gian, rat dé thuc hién” (ting 3,09% so v6i nam 2018).

m trong d6i kho theo
doi

tam duoc

m trong d6i dé theo doi

sy théng sudt ca hé théng Trong 520 khach hang giao dich truc
. .| tuyén dugc khao sat, 69,94% cho biét hé thong
= wen | Judn thong sudt, khdng thdy truc tric (nim
= Khé thyc hién 2018 chi dat 38,25%); 27,36% nhan xét doi luc
Tam duoe con truc trac, giam 24,47% so v6i nam 2018

(51,83%); ¢6 2,70% danh gia hé thong ldc nao

m Trong déi dé thee
hién

m Don gian, rit d& thuc 6 1
hién




cling truc trac hoac thuong xuyén truc trac (nam 2018 chi cé 1,83% khach hang

phan anh diéu nay).
3. Thi tuc hanh chinh

Thi tuc hanh chinh

BHXH huyén Khdnh Vinh
BHXH huyén Khanh Son |

BHXH huyén Dién Khdnh
BHXH huyénVan Ninh
BHXH thi x3 Ninh Hoa
BHXH TP Cam Ranh
BHXH huyén Cam Lim
BHXH tinh Khinh Hoa

BHXH TP Nha Trang |
f

Chi sb trung binh Thu tuc hanh
chinh dat 79,18%, tang 1,07% so Vai
nam 2018 (78,11%). 6/9 don vi dat
muc tiéu ké hoach dé ra (nam 2018 co
8 don vi), trong d6 ¢6 1 don vi cO chi
sb trén 85% 1a BHXH Khanh Vinh (dat
mac Tét). BHXH Nha Trang xép o
cudi bang, chi dat 73,35% (giam
5,57% so véi nam 2018). Khoang cach
chénh léch gitta don vi dimg dau va
cubdi 1a 11,8%, tang 2,79% so voi nim

50% 55% 60% 65% 0% 5% 80% 85%

2018 (9,01%).

Tra 1oi phiéu khao sat, 74,29%

khach hang cho rang ho so thu tyc hanh chinh “don gian, it gidy to” va “rat don
gian, hop ly; 22,76% cho rang thanh phan ho so “khong cé gi phuc tap”. Tuy nhién

van con 2,95% danh gia thanh phan ho so
con “qua nhiéu giay to phuc tap, nhiéu
loai khdng can thiét hodc vé 1y va “nhiéu
gidy to, cO loai khéng can thiét” (giam
0,45% so voi nam 2018). Vi du nhu: Yéu
cau bd sung giay chang minh nhan dan, so
ho khau trong khi nhan vién da c¢6 s6 bao
hiém x& hoi (Nha Trang); yéu cau phai
chup CMND cua khach hang (Cam Ranh),
da nop ho so dién tir nhung van nop ho so
gidy kém theo (Dién Khanh)... Piém dang
luu ¥ 14 nhitng thanh phan hd so bi khéch

Thanh phan h6 so TTHC

B Nhiéu tér khai phikc
tap, khéng thuc té

0.86%

[ ] Nhleu gidy to, biu
méu khéng can
thiét
Khéng nhiéulim

m Thanh phén hd so
don gian

m Thanh phén hé so rat
don gian, hop Iy

hang phan anh 1a phtc tap, khong can thiét hodc vo 1y trong nim 2018 van chua

duoc khac phuyc.

m Gap rat nhiéu kho
kh&n

0.58%

m Tuong d6i kho
thuc hién

B Khong kho [3m

Hau nhw khéng
gap kho khan gi

Ré&t don gian, rét
dé thyre hién

Phan Ion khach hang danh gia gidy
to, biéu mau hd so 1a don gian, dé thuc
hién (65,19%); 31,73% cho rang khong
khé 1dam; chi c6 3,07% la phuc tap, kho
dién théng tin. Tur do, chi cd 3,28% khéch
hang phai mat kha nhiéu thoi gian mai tao
1ap va ndp duoc hd so dién tir (ndm 2018 1a
3,92%). 78,38% khach hang cho rang thoi
gian tao 1ap va nop ho so dién tur 1a tuong
d6i nhanh va rat nhanh.
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4. Suw phuc vu ctia can b, cong chire

Vi da so khach hang Su' phuc vu clia CBCC

BHXH duoc khao sat lan _ T | |
nay da thuc hién thu tuc | BriXHhuyénKhanhSon |7 ‘ | | ' '91}14%

A én Khd 88.84%
truC tuyen qua mang BHXH huyén Khanh Vinh {] | l i

~ “n . , BHXH tinh Khanh Hoa 187.78%
Internet nén viéc tiép xuc 1 | I I

. Lz " L, ! BHXH huyén Dién Knanh | ‘ ‘ | | | 87.10%

glao tiep truc ti€p vol can BHXH huyén Van Nich ‘ ‘ | | 185,05
b6 mot cua hau nhu kh@ng BHXH thix3 Ninh Hoa -‘ ‘ | | 185,779
c6. Do vay, tiéu chi Sy B4 TP Camarh | ‘ | | 1 84.10%
phl,lc vu cua can bo, cﬁng Bk huyén Cam Lam | ‘ | l"sa.tza%
Chl:I'C Chi thlét ké gam 01 BHXH TP Nha Trang y, 7 y; 81.74% | |
cau hoi Tuy nhién qua 50% 60% 70% 80% 90% 100%

khao sat, két qua chi s6 hai 10ng cua khach hang ddi véi tiéu chi nay c6 su sut giam
so vo1 nam 2018, chi dat 85,95%,

chat lwgng phuc vu ) .
S T B hic Sainoi biauong | (@1am 13,5%). BHXH Khanh Son
034%—_ \ ohan oiaramyér <M | xép tha nhat véi 91,14% khach hang
ﬂl% w Cong chirc khang doi hoi, hai long, thap nhat la Nha Trang (chi

nhwng van nhan

| 0
oa 515 ‘ dat 81,74%).
1 Cong chirc khéng doi haoi, va n . z , N
kién quyét tir chéi Tuyét dai da so khach hang

(98,63%) phan anh khong gap phién
ha, nhiing nhiéu (ting 0,86% so voi
nim 2018). Nhu vay cé thé khang
dinh giao dich truc tuyén gop phan giam manh phién ha, tiéu cuc va lam cho sy hai
long cua khach hang dbi véi sy phuc vu cia can bd, céng chire ting 1én vuot bac.

L1 Khéng g3p cac tinh huéng trén

5. Két qua, tién dd giai quyét cong viée

Chi s6 trung binh la

83.61%, da c6 sw cai thién dang Kef qua, tién do giai quyét cong viéc

ké SO VO1I nam 2018 (téng BHXH huyén Khinh Vinh J 88.58%
A ) A 47 ~ toh Khinh Hi J 36,
14,93%). Két qua phan tich dir =~ "] | )
A A . BHXH huyén Cam Lam B.27%
liéu cho thay, trong 9 don vi A I
. ) i . ; BHXH huyén Dién Khinh | 8387%
BHXH thi chi ¢6 01 don \%! chi BHXH TP CamRarh | : ) 82.26%
so & muc kha la BHXH Nha BHXH thix3 Ninh Hoa ' ) 82205
Trang (chi dat 79,63%), 08 don | B aénkhanh Son ey
. a . 2 , 4 a én Vzn Nin ) 82.07%
vi con lai déu dat marc Tot (trén i bt Vanih | |
BHXH TP Nha Trang |4 - - - - - J19.63% )

80%), dat chi tiéu dé ra. Trong
d6, cao nhét 1a Khanh Vinh dat
88,58%. Khoang cach chénh léch giita don vi ¢6 chi sé cao nhit véi don vi thap

50% 5%  60h  6S% 0% 1% 80%  BS% 90%
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nhit 12 8,95%% (nim 2018 1a 14,26%).

Tra 151 phiéu khao sét cho thdy c6 13,16% khach hang cho biét phai b sung
hd so sau khi dd nop. Mic du ty 1& nay con kha cao nhung da bat dau giam theo
cac nam (nam 2017 1a 34,94%, nam 2018 1a 24,74%).

C6 94,71% khéch hang phan &nh hé so duoc giai quyét nhanh, sém, ding
han, dat yéu cau, (nim 2018 13 98,30%); 2,46% phan anh tré han (ting 1,15% so

Két qua gidi quyét hé so

5.90% & Khéng nhan duorc

két qua

—_025%

HTré han

u Bung han

H Sdm han

u Giai quyét rat
nhanh so v&i quy
dinh

trac BHXH).

véi nam 2018); Tuy nhién van con 0,25%
khach hang phan anh khéng nhan duoc
két qua giai quyét, giam nhe 0,14%.

Péi véi cac trudng hop ho so giai
quyét tré hen, nguyén nhan duoc cic co
quan giai thich 1a do: hdé so nhiéu nén
giai quyét khong kip; 16i duong truyén
Internet; do duong xa, mang internet 15i.
(xem chi tiét tai Phu luc dit liéu phi cau

6. Tiép nhan, xir ly thong tin phan hoi

Chi s6 trung binh nam 2019
la 80,38%, giam 2,53% S0 v&i nam
2018 (82,91%), dat muyc tiéu dé ra.
BHXH Khanh Son c6 chi s6 hai
long cao nhat, dat 87,60%, thap
nhit 12 BHXH Nha Trang, dat
75,93%.

Chi ¢c6 4/9 don vi c6 chi sb

BHXH huyén Khanh Son |"
BHXH huyén kKhanh Vinh |*

BHXH thi x4 Ninh Hoa |

BHXH huyén Dién Khanh

BHXH huyén Cam Lam |
BHXH tinh Khanh Hoa | °
BHXH TP Cam Ranh |

BHXH huyén Van Ninh |

Tiép nhan, xr ly théng tin phan hoi
71 | |
|

Js16

Jes 9%

LEVYS)

Ja157%

J79.63%

J79.53%

J78.26%

J7674%

|

| -
| -
| -
/] 1
| -
| -
| -
| -

J75.93%

dat muc tiéu dé ra (Khanh Son, — J
Khénh Vinh, Ninh Hoa va Dién o e e
2

BHXH TP Nha Trang f) J ./

Khanh), giam 5 don vi so v4i nam 2018.

80,69% khéach hang nhan thiy cac co
quan di cung cap, cong khai day du théng tin
duong day nong (nam 2018 la 84,58%);
13,41% khach hang danh gia la tam duoc;
5,90% danh gia 1a khong thay thong tin hoic
thiéu rat nhiéu. Trong do, ty 1& khach hang cho
biét khdng thay thong tin chiém dén 4,18%
(tang 3.,4% so v6i nam 2018). Piéu nay doi hoi

Cong khai duwd'ng day néng

4.18%

H Khong thay gi

& Co nhung chua
day du

u Tam duwoc

EKha day da

w DAy da théng tin,
ré rang
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viéc cong khai thong tin duong day ndng can phai dugc quan tam, chi trong hon.

Trong 22 khach hang c6 phan anh, kién
nghi véi co quan BHXH thi 77,27% cam thay Gidi quy&t phan anh, kién
thuan loi, rat thuan lgi va d& dang, ting 9,53% nehi
S0 V&i nam 2018 (67,74%); 22,73% cam thay
tam dugc. Diéu dang ghi nhan 1a khéng c6
truong hop khach hang cam thay chua that su
thuan tién hoac con khé khan, phién ha (nim Rt thuan o,
2018 12 12,90%). 86,22% trong sé d6 hai long e cnone.
véi két qua tra loi cua co quan BHXH (ting
3,42% s0 VGi nam 2018).

Pa sd khach hang khéng cé phan anh, kién nghi cho biét co quan BHXH
lam rat tét, khdng co gi phai kién nghi.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

M Tam duoc

22.73%

EDuoc tiép
nhan, giai
quyét kip thoi

1. Panh gia chung cia khach hang

Nam 2019, cam nhan chung vé sy phuc vu ctia cac co quan BHXH, trong s
520 khach hang giao dich truc tuyén thi c6 dén 83,08% khéach hang cam thiy hai
long va rat hai long, ting 4,96% so véi nam 2018 (78,04%); 15,96% danh gia tam
duogc; chi c6 0,96% khach hang danh gia 1a khong hai 1ong hoic rat khdng hai
long, giam 0,61% so va&i nam 2018.

Péi vai khach hang giao dich truc tiép, c6 258/293 khach hang cam thay hai
long va rat hai 16ng; 31/293 khach hang cam thay tam duge. Nhu vay, ¢d thé khang
dinh su quyét tam va nd luc cua nganh BHXH trong cdng tac cai cach hanh chinh,
dic biét 1a diy manh trién khai giao dich truc tuyén, tiét kiém thoi gian, chi phi, tao
thuan loi nhiéu hon cho khach hang.

Van con 04 khach hang cd y kién chua hai long, két qua khao sat phan anh
tap trung trén mot sd van dé chinh sau: thanh phan, biéu mau hd so con phuc tap;
két qua giai quyét cong viéc con cham tré; toe do dudng truyén con cham, hé thong
con truc trac.

2. Gop y ciia khach hang dé phuc vu tot hon

Qua thyc té giao dich, giai quyét cong viéc, hau hét khach hang danh gia
chét luong phuc vu cia BHXH tét hon trudc, nhiéu khach hang thé hién hai long
d6i vai chat luong phuc vu. Tong hop két qua khao séat cho thay, hau hét khach
hang khang dinh giao dich truc tuyén da giup cho ho tiét kiém rat nhiéu thoi gian
so vai 1am tha cong trude dy, da sb tiét kiém dugc tir 01 budi cho dén 03 ngay
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lam viéc. Khach hang ciing cho biét, ho da tiét kiém duoc rat nhiéu chi phi xing
Xe, gidy to in 4n, cdng tac phi (nhiéu khach hang & Nha Trang, Van Ninh cho biét
da tiét kiém binh quan 1 triéu dong). Néu tinh chung cho toan dia ban tinh thi con
s tiét kiém duoc hang nam rét 16n.

Dé tiép tuc phat huy nhitng két qua da dat duoc, khach hang c6 mot sé gop y
d6i voi BHXH, tong hop nhu sau:

- Can t6 chie thuong xuyén cac budi hdi nghi/tap huan dé don vi nim bit
cac thong tin thay do6i hoic giai dap cac thac mac truc tiép cho don vi; huéng dan
cho moi nguoi thém vé chirc ning cua trang web va cach sir dung;

- B6 sung thém may mac, trang thiét bi, dau tu co s vat chat khang trang
hon;

- Thi tuc can tinh gian, c&c biéu mau, to khai can don gian hoa dé viéc thuc
hién tré nén dé dang va tiét kiém thoi gian hon (hd so khai bao, giai quyét ché do
dm dau, thai san qua di¢n tu,...);

- Can giai quyét cdng viéc nhanh hon, thai do can niém né hon;

- Nang cap duong truyén, duy tri on dinh hé théng dé thao tac nhanh hon.

- Cai thién phan mém theo dbi tién nop BHXH cho can bo thu BHXH; nang
cap phan mém mién phi dé don vi khdng phai ton phi st dung phan mém BHXH
cua VNPT:; tao Iap giao dién chuong trinh d& hiéu hon;

- Phan mém BHXH hay bi gap 16i, mdi lan cap nhat phién ban méi thuong
khodng hién thong bao. Bé nghi co quan BHXH mé I6p tap huin huéng dan sau
hon.

- Can nang cap dong bo dé khong phai lac nhac update boi vi mdi lan update
mé&i déu gap kho khin, mat thoi gian, 1am tré nop ho so.

- Khi ¢6 viéc nang cap, nging hoat dong hoac I18i phan mém dién tir can c6
thong bao cho don vi nging sir dung giao dich biét trudc dé thuan tién hon trong
sap xép cong viéc giao dich.

- Khi giai quyét xong hd so phai giri mail théng bao.

- Sb dién thoai huéng din, giai dap thac mac cho khach hang thuong xuyén
khong lién lac duoc (may ban, khdng bat may). Bé nghi can luu y dé dam bao phuc
vu khach hang tbt hon;

- Poi lac nop hd so dién tir 1&n, co gidy hen tra két qua tra vé mail nhung
khong dugc théng bao 1a két qua da dén duoc co quan chua, can ¢ su xac nhan lai
cua bao hiém va buu dién qua mail cho co quan, tranh tinh trang dén hen tra két
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qua ma khdng thay; khi lién hé bao hiém lai tra 101 1a do bén buu dién tra két qua
tré;

- Can cap nhat thong tin luu trit, tranh viéc yéu cau khach hang cung cap
thong tin nhiéu lan (dic biét 1a s6 CMND, ma thé y té hoc sinh).

- Hoan thién phan mém BHXH: Thém chtic ning tong hop danh séch, hé sb
CBCNV tai cac thoi diém; thém chuc nang tiép nhan hd so dién tir cho viéc giai
quyét dm dau, thai san; phan tra két qua giao dich truc tuyén dé nghi dinh kém tai
liéu nodi dung duoc chap nhan (st dung ma don vi phai tu tra lai thu cong mat thoi
gian); b6 sung thém mail nhan két qua; néu rd noi dung chwa hop & ddi véi cac hd
so tra vé dé khach hang tién diéu chinh, b6 sung; can béo 15i nhitng muc dién thiéu
quan trong trudc khi nop hé so,...

- Khau hoi dap: chua thuong xuyén hoac khi cap nhat phan hoi

- Nang cao chat luong, hiéu qua tha tuc cap doi thé;

- Can 01 trang nop tién BHXH tryuc tuyén khong phai giao dich ¢ ngan hang
lam mét thoi gian;

- P4i v6i ho so truc tuyén, can trién khai dong bo, gidy to kém theo chi can
scan va gui qua mail, khdng can nop ho so gidy

(Xem thém chi tiét tai Phu luc Dit liéu phi cau tric kém theo B&o céo).
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MUC IIL.
LINH VUC HAI QUAN

I. CHI SO HAI LONG

Nam 2019, linh vuc hai quan c6 35 khach hang truc tuyén tham gia tra 1oi
phiéu khao sat. Két qua phan tich dir liéu cung cap mot s thong tin dang chu ¥
nhu sau:

Tiép tuc da tang trudng ciia nam 2018, sang nam 2019, véi sy nd luc caa toan
nganh, chi s6 hai long linh vuc hai quan dat 83,19% (ting 3,16% so voi nam 2018 va
tang 10,31% so v&i nam 2017).

Bang 5. Chi sé hai 1ong linh vuc hai quan 2016 — 2019

. SIPS
T Tieuchi 2016 | 2017 | 2018 | 2019
1 | Tiép can dich vu 70.15% | 63.16% | 74.76% | 84.19%
2 | Diéu kién tiép dén va phuc vu 75.77% | 77.63% | 81.90% | 78.67%
3 | Tha tyc hanh chinh 79.90% | 59.89% | 77.94% | 79.43%
4 | Sy phuc vu ctia can bo, cong chirc | 82.54% | 97.24% | 99.52% | 88.00%
5 | Két qua, tién do giai quyét cong viec | 76.15% | 62.71% | 66.67% | 85.71%
6 | Tiép nhan, xir Iy thong tin phan hoi | 68.00% | 77.26% | 79.37% | 83.14%
Chi s6 hai long 75.42% | 72.88% | 80.03% | 83.19%

Trong s6 6 tiéu chi cdu thanh chi sb hai 16ng, c6 4 tiéu chi c6 su cai thién so
v6i nam 2018 1a Tiép can dich vu, Thi tuc hanh chinh, Két qua, tién do giai quyét
cong viéc va Tiép nhan, xir ly thdng tin phan hoi. Trong do, tiéu chi Két qua, tién do
giai quyét cong viéc taing manh nhat, véi mirc ting 19,05%, tiép dén la Tiép can dich
vu (tang tir 74,76% nam 2018 1én 84,19% nam 2019). Bén canh do, ti€u chi biéu kién
tiép don va phuc vy, Su phuc vu cia can bd cong chuc lai 6 su giam sdt so véi nam
2018. Trong do, tiéu chi vé& sy phuc vu cia cén b cong chic giam dén 11,52%.

Chi s8 hai ldng 2019 - Hai quan
99.52%
100% -
90% - 24.10% 81.90% 79.43% n 8571% 83.14%
a
809 -FA76% 7% s
70% A
60% -
50% -
40% A m Nam 2018
30% - = Nam 2019
20% A
10% -
0% < -
Tiép can Biéu kién Tha tuc Sy phuc Kétgua, | Tiép nhan,
dich vu tiép dén hanh vu cdia can tién a6 xir ly
va phuc chinh bg, cong 9L5| quy_ét théng tin
vu chire cong viec phan hsi
[mNam 2018 74.76% 81.90% 77.94% 99.52% 66.67% 79.37%
|mN&m 2019 84.19% 78.67% 79.43% 88.00% 85.71% 83.14%

Biéu d6 11: Chi s6 hai long nim 2019 — Hai quan
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Xét twong quan 6 tiéu chi, mac du tiéu chi vé su phuc vu caa can bo cong
chtre 1a tiéu chi duoc danh gia cao nhat (dat 88,0%) nhung lai ¢6 sy giam manh so
v6i nam 2018. Cung véi d6, cam nhan tir phia khach hang vé biéu kién tiép don va
phuc vu c0 su sut giam so véi nam 2018 (giam 3,24%), 1a tiéu chi dat muac hai long
thap nhat. Su hai 10ng cua khach hang trén céc tiéu chi tuy chéch léch khdng qué
I6n nhung ciing chwa thuc sy dong déu. Giira tiéu chi cao nhat véi tiéu chi hai 1ong
thap nhat chénh léch 9,33%.

Ca 4 tiéu chi con lai déu cd sy cai thién so véi nam 2018. Dat biét, tidu chi
vé Két qua, tién do giai quyét cong viéc c6 sy cai thién rd nét nhat, ting tir 66,67%
nam 2018 1én 85,71% nam 2019 (ting 19,05%). Piéu nay da phan nao thé hién
duoc su ¢6 gang, nd luc cia nganh hai quan trong viéc cai thién, nang cao chat
lwong, hiéu qua phuc vu ddi véi khach hang.

Chi s6 hai long 2019 - Hai quan

Tiép can dich vu

Tiép nhan, x{r ly LA ik

leP " E‘?n Xu: v 6 Dieu kién tiép
thong tin phan g &% N

hBI 83[ 4% 09 va phUC vu

9 —(018

‘ . 2019
Két qua, tien do
gidi quyét cong

viéc 5,

Sy phuc vu cta
can bg, cong chirc

Biéu d6 12: Chi sé hai 1dng trén ting tiéu chi — Hai quan
Tuy nhién, trong 6 tiéu chi thi van con 2 tiéu chi thap hon chi tiéu 80% cua
tinh (xem Biéu do).

Vé Tiép can dich vu, trong nam 2019,
nganh hai quan tiép tuc duy tri va nang cao
hiéu qua, chat luong cua cac hinh thuc
T i s oty | théng tin, tuyén truyén vé dich vu dén
Danh e thi e chophép thanh tir..| 24.29% khach hang. Theo d6, s6 luong khach hang
i A waw | tigp can thong tin qua cac hinh thic truc
R — waw | tuyén chiém ty 18 cao: 88,57% khéch hang
s s s e | tidp can qua website; 45,71% tiép can qua

email, irng dung di dong.

Khac
Cac kénh lién lac dé hS tro, giai dap Ir
true tuyén
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Cac noi dung théng tin dich vu cong dugc cung cap day du va chat luong
thong tin kha tét; vai 97,14% khach hang nhan xét thdng tin rd rang, dé& hiéu.
Khach hang ciing khong yéu cau nganh hai quan phai cung cap théng tin gi thém.

Vé Piéu kién dam bao thuc hién dich
vu cdng truc tuyén, trén 88% khach hang danh
gia khé tét giao dién ung dung/website cung cap
dich vu cong truc tuyén cua nganh, trong dé
77,14% nhan xét tuong dbi dé theo dbi, 11,43%
cho rang don gian, rat d& theo ddi. Thao tac don
gian, rat dé thuyc hién 85,71%; tam duoc
14,28%, khong con khach hang nao gap kho
khan trong viéc dang ky dich vu.

11.43%

11.43%

E Tam dugc

E Tuong Gi dé
theo d&i

 Rat trurc quan,
dé sirdung

Panh gia mirc d6 thdng suét cua duong truyén hé thdng dich vu céng truc
tuyén, 65,71% khéach hang cho biét thong suét, khéng gap truc tric khi thao tac;
34,28 % van con gap truc tric khi dang ky dich vu cdng. C6 thé thiy, trong nam
2019, ty Ié khach hang hai 10ng vé chat luong dudng truyén, hé théng dich vu cong
tryc tuyén nganh hai quan da duoc cai thién dang ké so véi nim 2018 (ting tir
30,95% 1én 65,71%) nhung van con cao, can phai tiép tuc cai thién hon nita dé
nang cao chat lwgng phuc vu khach hang.

8.57%

74.29%

17.14% ' _

i Tam duoc

@ Twong dbi
nhanh

4 Thue hién rat
nhanh chdng

Vé thanh phan hd so Thi tuc hanh chinh, tiép tuc
duy tri két qua tich cyc nhu nam 2018, trong nim
2019, 100% khach hang danh gia khong c6 gi phirc
tap hoac rat don gian, hop ly; cac biéu mau ciing
khong cd gi khé 1am hoic don gian, d& thuc hién.
Theo d6, 100% khach hang dugc cho biét khong
gap kho khan gi trong viéc tao 1ap va nop ho so
dién tr cho co quan hai quan. Tuy nhién, cling con

dén 11/35 khach hang phai bo sung hd so sau khi dd nop, chiém ty 1é 31,43%.

Vé Sw phuc vu caa can bd, cong chic,
35/35 khéach hang cho biét, khdng gap tinh
hudng doi hoi, nhiing nhidu khi giai quyét cong
viéc. Ty Ié nay so vai nam 2018 (2,4%) da co
su thay doi tich cyc.

Vé Két qua, tién do giai quyét cong
viéc, 71,43% khach hang nhan két qua dung

28.57%
i Bing han

71.43%
4 5¢m han

han, 28,57% nhan két qua sém han hoic duogc giai quyét rat nhanh chéng. Khéng
c6 khach hang nao phai nhan hd so tré han. 34/35 khach hang danh gia ho so truc
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tuyén duoc tiép nhan kha nhanh chdng, kip thoi; trong d6, 12/35 khach hang cho
biét ho so dugc tiép nhan ngay sau khi bam nop.

31/35 khach hang nhan két qua trén tai khoan da dang ky hodc nhan qua
email, 6 khach hang nhan truc tiép tai Bo phan mot cira va 02 khach hang nhan qua
duong buu chinh. Nhu vay, ty 18 nhan két qua truc tuyén (88,57%) cao hon so v4i
nam 2018 (80,96%).

Vé Tiép nhan, xir Iy thong tin phan hdi, 97,14% khach hang nhan thay co
quan hai qua da cong khai thong tin duong diy nong diy du, rd rang. 88,57%
khach hang cho biét co quan hai quan di tiép nhan va giai dap kha tot khi ho co
vudng mac vé chinh sach hoac thu tyc.

II. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Danh gia chung cua khach hang

Murc do hai long

I 17.14% ' 5.71%

m Tam dugc
m Hailong

Rt hailong

Cam nhan chung vé su phuc vu cua linh vuc hai quan trong nam 2019, cé
33/35 (chiém 94,29%) khach hang hai long va rat hai 1ong. Con 2 y kién nhan xét
tam dugc va khong c6 khach hang nao khong hai long.

Qua phiéu khao sat, khach hang cho biét viéc nop ho so dién tir rat dé dang
da giup ho giam kha nhiéu thoi gian thuc hién, binh quan tiét kiém duoc 01 gio
cho mdi hé so; trong Gmg 50% cho dén 2/3 thoi gian so véi trude day. Qua do
cling giam dugc tir 70 — 90% chi phi thuc hién tha tuc (xem chi tiét dir liéu phi cau
tric). Nhitng con sé nay cang c6 ¥ nghia khi khach hang cang cach xa noi giao
dich.

Trong diéu kién canh tranh va hoi nhap, su hai 10ng cia khach hang 1a mot
trong nhiing yéu t6 then chét dé ho tiép tuc lya chon Khanh Hoa lam caa ngd
théng quan. Tur d6, gop phan truc tiép dé Hai quan Khanh Hoa tiép tuc nang cao
hon nita hiéu qua cdng tac thu ngan sach hang nam.
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2. Gop y cia khach hang

Qua phiéu khao sét, khach hang chi d& nghi nang cap dung luong duong
truyén va téc do xur ly caa may cha dé tranh sy ¢6 nghé&n mang, rét mang trong qué
trinh tao 1ap va nop hd so truc tuyén, dam bao tiét kiém thai gian, cong suc. Bong
thoi, c6 mot s6 ¥ kién dé nghi cai thién giao dién dé don gian, d& thuc hién hon.
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MUC IV.
LINH VUC KHO BAC NHA NUOC

I. CHI SO HAI LONG CHUNG

Chi s hai long trung binh nam 2019 Iinh vuc KBNN dat 82,55%; tang 2,58%
S0 v&i nam 2018 (79,97%) va dat muc tiéu chung cua tinh (trén 80%).

Trong 8 don vi duoc danh gia thi co 6 don vi gia ting chi s6 hai long, trong
d6 KBNN Khanh Son va Cam Ranh c6 su tién bo vuot bac, véi chi sb ting tuong
tng 13,77% va 7,32% so véi nam 2018. Két qua trén gitp KBNN Khanh Son
vuon 1én dan dau khéi véi chi sé hai 1ong 89,86%; trong khi d6, KBNN Cam Ranh
mai dat chi s6 79,37%, cing voi KBNN tinh (78,68%) 13 02 co quan KBNN chua
bao dam muc tiéu 80% cua tinh dé ra.

Chi s& hai long 2019 - KBNN

89,86%

0, -
90% 85,15%
84,46% 84,53%

85% - 83,52%

81,75%
78,68%

80% -
75% -
W 2018
70% A
w2019
65% -

60%

KBNN KBNN KBNN KBNN KBNN KBNN KBNN | KBNN
tinh | TP Cam | huyén | huyén | huyén | huyén | thix3d | huyén
Ranh Dién Cam Van Khanh | Ninh | Khénh
Khanh | Ldm | Ninh | vinh | Hoa | Son
m 2018| 80,62% | 72,05% | 80,58% | 81,52% | 79,95% | 84,33% | 86,94% | 76,09%

m2019( 78,68% | 79,37% | 81,75% | 83,52% | 84,46% | 84,53% | 85,15% | 89,86%

Biéu dd 14: Twong quan chi s6 mirc dd hai 1ong 2018 — 2019 (KBNN)

Tong hop két qua tir nam 2016 — 2019 cho thay, linh vuc KBNN ¢6 nhiéu
tién bo qua cac nam, tir 73,17% (nam 2016) 1én 75,38% (ndm 2017), 79,97% (nim
2018) va két qua nam 2019 dat 82,55%. Nhiéu don vi trong khdi ¢6 chi s6 3 nam
tang lién tuc nhu KBNN Dién Khanh, Khanh Son, Khanh Vinh, Van Ninh; KBNN
Cam Lam va Ninh Hoa ciing dang duy tri chi s6 hai 1ong twong d6i cao trong 02
nam gan day. Két qua trén da cho thiy sy vao cudc dong bo, nhiéu giai phap thiét
thue da duoc trién khai nham nang cao chét lwong phuc vu, mie d6 hai 10ng khach
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hang cua linh vuc KBNN trong cic nim qua, trong d6 phai ké dén viéc trién khai

dich vu cong truc tuyén trong linh vuc KBNN.
Bang 6. Chi s6 hai 1ong KBNN 2016 — 2019

. SIPS L
T bonvi 2016 | 2017 | 2018 | 2019 | lang/siam
1 | KBNN huyén Cam Lam 81,37% | 73.88% | 81,52% | 83,52% 2.00%
3 | KBNN huyén Dién Khanh | 74,98% | 75,44% | 80,58% | 81,75% 1,16%
4 | KBNN huyén Khanh Son | 71,22% | 72,08% | 76,09% | 89,86% |  13.77%
5 | KBNN huyén Khanh Vinh | 70,75% | 79,41% | 84,33% | 84,53% |  0,19%
9 | KBNN huyén Van Ninh 73,21% | 76,26% | 79,95% | 84,46% |  4.51%
2 KBNNtha‘mhphé Cam Ranh | 71,70% | 76,25% | 72,05% | 79,37% 7,32%
6 | KBNN thanh phd Nha Trang | 69,62% | 66,97% | 76,52%
7 | KBNN thi xa Ninh Hoa 71,25% | 78,55% | 86,94% | 85,15% |  -1.79%
8 | KBNN tinh 73,92% | 76,81% | 80,62% | 78,68% |  -1.94%
Chi s6 hai long trung binh | 73,17% | 75,38% | 79,97% | 82,55% 2,58%

(*) Trong nam 2019, KBNN thanh ph6 Nha Trang sap nhdp vao KBNN tinh

Khanh Hoa

Trong 6 tiéu chi danh gia, tiéu chi Tiép can dich vu c6 chi s cao nhat, dat
87,25%; tiéu chi Diéu kién tiép don va phuc vu co chi sb thap nhat, dat 71,93%, l1a
tiéu chi duy nhat chwa dat muc tiéu dé ra. So véi ndm 2018, Tiéu chi Tiép can dich
vu c6 bién d6 ting cao nhat, dat 15,33%, ddy ciing 1a tiéu chi c6 bién do ting cao
nhat nam 2018 (ting 7,51%); tiéu chi Thu tuc hanh chinh va Két qua, tién do giai
quyét cong Viéc cling tang tuong tng 7,87% va 1,04% (Xem biéu do).

Chi s6 hai long trén tirng tiéu chi 2019 - KBNN

Biéu d6 15: Chi sé hai long chung trén 6 tiéu chi - KBNN
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II. CHI SO HAI LONG TREN TUNG TIEU CHIi

1. Tiép can dich vu

Trong 8 don vi thi e
chi c6 KBNN tinh c6 chi Chi s Tiep can dich vy
s Tiép can dich vu & i | | | | T
mic Kha, dat 77,66%, KBNN huyén Khanh Vinh _'I_’_’_’_’_"-'_.%G;y
cling 1a don vi duy nhat (NN thisaNimh o2 | | | | | | e -
chua dat muc tiéu dé ra. =~ < Kise ] | | | |
KBNN Khinh Vinh cé KBNN huyén Van Ninh _'l_’_’_’_'gw%
chi sd cao nhét, cdat | KBNNthanhphs Cam Ranh | | | | Ja7.68
97,60%, ké t|ép la | KBNNhuyénDiénKhinh 86,00%
KBNN thi x4 Ninh Hoa & eshuyencamiam e
Voi 96,65%. Tat A don | xows tnhKhinhien
Vi déu tang chi sd SO Vi 70% 75% s 8% o 5% 1o0%

nam trudc, trong do

KBNN tinh c6 bién do tang thap nhat (6,05%). Cac don vi con lai déu c6 chi s6
tang trén 10%, mot sb don vi tang cao nhu: KBNN Cam Ranh (29,63%), KBNN
Khanh Son (25,02%), KBNN Khanh Vinh (13,52%), kéo theo chi s6 trung binh
tang cao 15,33%, tir 71,93% lén 87,25%.

Tra 1oi phiéu khao sat, co 42,12% khéch hang nhan thay thong tin dich vu
cong linh vuc KBNN cung cap chi thong qua 1 - 2 hinh thic; trong d6 chi yéu la
bang cac hinh thic truyén théng nhu bang niém yét tai tru s& lam viéc va cong
chuc tryuc tiép gidi thiéu, huéng dan. Cac phuong thirc cung cap thong tin dich vu
cong hién dai nhu: man hinh thong bao, email, rhg dung di dong, website, hoi
nghi, di thoai,... da trién khai nhung chua dong bo gitta cac don vi.

Vé noi dung thong tin duoc cung
cap, 62,61% khach hang danh gia rat day
da, dé hiéu (ting 14,01% so voi nim
2018); 14,86% cho ring twong ddi day
du, d& hiéu; 9,68% nhan xét tam duoc.
Con lai 12,84% cho rang con thiéu nhiéu
noi dung can thiét hozc hau nhu khong
cd théng tin gi httu ich (giam 6,56%). = Riit diy di, dé hiéu
Nhu vay, bén canh viéc bo sung thém
cac hinh thic cung cap théng tin, nhiéu don vi KBNN d4 cai thién ca noi dung va
chat lwong thdng tin. Tuy nhién, van con mot sé don vi chua 1am khach hang thuc
su hai long nhu KBNN tinh, Cam Lam, Dién Khanh.

® Hoan toan khéng co
hwéng dan

m Chua day du. so sai

Tam duoe

m Tuong §0i day du, dé
hiéu
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Phat huy két qua 2018, nhitng vudng mic caa khach hang vé co ché, chinh
sach, thi tuc dugc KBNN tiép nhan, xir Iy va huéng dan chu dao; trén 96% khach
hang hai long vi KBNN di quan tdm ndm nhu cau thdng tin ctia khach hang dé cha

dong ho tro.

2. Piéu kién tiép dén va phuc vu

Chi s6 Diéu kién tiép dén va phuc vy

§381,84%

KBNN huyén Khanh Son

KBNN tinh Khanh Hoa

KBNN huyén Cam Lam

| |
| |
l l
J |
l I
J I

|
l
KBNN thi xd Ninh Hoa | ‘
|
l

KBNN thanh phé Cam Ranh

KBNN huyén Van Ninh

I N

KBNN huyén Khdnh Vinh
. 65,60%
KBNN huyén Dién Khanh

67,60%

§73,86

60% 65% 70%

75%

80%

Chi sé trung binh
vé diéu kién tiép don va
phuc vu nam 2019 linh
vuc KBNN dat 74,30%,
giam 6,43% so voi nam
2018. KBNN Khanh Son
c6 chi sé hai long tiéu chi
cao nhat, dat 81,84%, day
1a don vi duy nhat c6 chi
s ting va dat muc tiéu
cua tinh. Co6 2/8 don vi

c6 chi s6 & mac Trung binh 12 KBNN Dién Khanh (65,60%) va KBND Khanh
Vinh (67,60%). Trir KBNN Khanh Son c6 chi s ting (4,04%), cac don vi con lai
trong khéi déu c6 chi sé giam so véi nam 2018.

Két qua khao sat cho thay, c6 85,07% khach hang hai long véi dién tich lam
viéc B phan mot cira; 13,8% danh gia tam duoc va con khoang 1% nhan xét con
chat hep, chua thuan tién. Tuy nhién, nhiéu khanh hang chua hai long vé trang thiét

bi tiép don va 1am viéc, con 16,67%
danh gia hau nhu khong co trang
thiét bi gi; 541% danh gia con
thiéu thon, chua thuan tién va chi
77,93% khach hang 13 twong di hai
long, trong d6 nhu cau vé nudc
uéng, mang wifi, may scan,
photocopy cho khach hang la kha
cao. Mot s khéach hang gop v trang
thiét bi cu thé nhu may dém tién
(KBNN Khanh Vinh), may bam s

o m Hiu nhir khéng ¢6 gi
5,41%

m Con thiéu thon, chia
thuin tién

Trang thiét bi kha
day du
B Trang thiét bi rat
day du, thuintién
® Rit diy da, thuén
tién, hién dai

thr tu ty dong (KBNN Dién Khanh), bang thong bao dé hudng dan rd khi co thay

d6i mau (KBNN Cam Ranh).

Panh gia vé khéi luong giao dich tai Bo phan mot cira, gan 17% khéach
hang nhan xét kha déng & hau hét cac don vi, doi lac con qua tai. V& vi tri ngdi,
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ghé, quay giao dich, da s khach hang (98,64%) nhan xét rat thuan tién, thoai mai.
Mot sb it khach hang cam thay bt tién khi dén giao dich tai KBNN tinh (Khi dén
giao dich, CBCC Kho bac ngéi thap bén duéi, nguoi dén giao dich phai khom
nguwoi dé trao déi cong viéc) va KBNN Van Ninh (Vi guwong che chan cao nén khi

trao doi bat tién).

3. Thi tuc hanh chinh

Nim 2019, chi sé
hai long trung binh vé
Tha tuc hanh chinh dat
84,58%, tang 7,87% so
v6i nam 2018. Cao nhat
la KBNN Khanh Son,
chi s6 93,68%, tiép dén
la KBNN Van Ninh véi
88,98%. KBNN Cam
Ranh c6 chi s6 thap nhat
voi 78,10, cling 1a don vi

KBNN thanh phé Cam Ranh

KBNN huyén Khanh Son |
KBNN huyén Van Ninh ]
KBNN huyén Khanh Vinh |
KBNN huyén Cam Lam |
KBNN huyén Dién Khanh |
KBNN thixa Ninh Hoa |

KBNN tinh Khanh Hoa

Chi s8 Thi tuc hanh chinh

93,68%

88,98%

86,70%

85,40%

85,20%

4,90%

80,97%

78,109

70%

75% 80% 85% 90% 95%

duy nhat c6 chi sé dudi 80%. Khoang chénh léch gitta don vi cao nhat vai thap

nhat 1a 15,58%.

Tra 1oi phiéu khao sat, da s6 khach hang cho biét thong tin thu tuc hanh
chinh duoc cong khai rat day du (26,13%) hoic kha day du (54,73%), 14,19%

® Khéng thay niém
yét

m C6 niém yét nlimg
tra ctru con bit tién

Tam duoc

m Niém yét kha day
da

® Niém yét day a0, rd
rang, tra ciru thuin
loi

khach hang danh gia tam duoc va
con 5% chua that hai long (khach
hang tai KBNN tinh 1a chu yéu). Vé
thanh phan hd so, 96,61% khach
hang cho rang don gian, khdng c6
gi phac tap; cac to khai, biéu mau
khong kho lam, da s6 don gian, dé
thuc hién. Bén canh d6, mot sb
khach hang tai KBNN tinh, Ninh
Hoa, Dién Khanh, Cam Ranh danh
gia con nhiéu gidy to khéng can

thiét hozc phuc tap, khong thuc té trong thanh phan hd so yéu cau. Bang thoi, 11
khach hang cho biét con truong hop cong chic ¢ yéu cau hodc huéng dan nop cac
gidy to khong co trong quy dinh thu tuc hanh chinh.

Két qua khao sét cho thay 86,46% khach hang cho biét duoc tiép nhan hd so
ngay lan nop dau tién. 60 khach hang (13,54%) bi tra lai vi thiéu gidy to, gidy to
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khdng hop 16. Trong sé 6, c6 38,98% dugc cdng chic hudng dan bing phiéu,
thdng tin rat cu thé, c6 ky xéac nhan theo quy dinh (ting 32,48% so v&i nam 2018).
S6 con lai chua duogc thuc hién ding yéu cau. 95,05% khach hang chi can b sung
hd so 01 1an 1a duogc tiép nhan (tang 27,15%), s6 con lai phai bd sung tir 2 - 3 1an
méi hoan thién xong hé so (hau hét tai cac don vi trir KBNN Cam Ranh va Khanh
Son).

Nguyén nhan bé sung nhiéu lan chu yéu la do khach hang thuc hién chua
dung huéng dan, nhung mot s it 12 do sy huéng din chua diy du, rd rang va
théng nhat cua can bo, céng chic. Trong dé, nhiéu khach hang gip truong hop
“MB&i lan cbng chic chi yéu cau bod sung mot noi dung, lan sau yéu cau bo sung
tiép” (KBNN tinh, Cam L4m, Khanh Vinh, Van Ninh)

4. Su phuc vu caa can b, cong chirc

KB Trlgllg E (;on Vl: Chi s6 Su phuc vu clia can b, cong chirc
NN an on Cco
chi s6 Sy phuc vu cua e K o | | | ——
can bo, cong chirc cao - 1o | | | I.M%
7 7 KBNN huyén Van Ninh ’
nhat cao nhat i | | | _—
(92,86%), tiép dén la | et ] | | L
KBNN Van N|nh KBNN huyén Cam Lam | | ‘ | ‘ ‘ 87,14%
,. A 86,20%
(90’84%) KBNN Cam KBNN huyén Khénh Vinh | | ‘ | ‘
4 A ] o
Ranh tiep tuc khong KBNN thix Ninh Hoa || | l 8.95%
dat muc tiéu tE_li tiéu KBNN tinh Khanh Hoa | | | Jo2.50%
Ch i né-y; Chi dat KBNN thanh phd Cam Ranh / 'TQ'LS%
79,15%, glém 1,30% 70% 75% 0% 8% o0 o5

So véi nam trudc, €O
5/8 don vi giam chi s6, tuy nhién muc syt giam khoéng nhiéu, bién dong tir 0,46%
dén 1,63%, trong d6 KBNN Ninh Hoa, Cam Lam, Khanh Vinh du sut giam nhung
van co6 két qua & mic Tot. Két qua chung, chi sb trung binh linh vuc KBNN dat
85,82%, thap hon 0,46% so voi nam 2018 nhung van & mac Tot, cao tha 2 sau tiéu
chi Tiép can dich vu.

Qua két qua khao sat, 72,07%
khach hang cho biét duoc tiép don
ngay hoic kha nhanh chong khi dén
wPhii chokhonglau | 9180 dich, 27,03% phai cho nhung
tm khong 1au 1dm. Con lai 4 khach hang
Cong chit tiép don nhan xét phai cho doi kha 1au khi giao

dich KBNN tinh, Dién Khanh, Van
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Ninh. Khach hang cho biét thém nguyén nhan chinh phai cho doi 1a do can bo,
cdng chirc dang giai quyét hd so cho ngudi dén trudc; tuy nhién van cé mot sb it y
kién cho rang céan bo, cdng chic dang 1am viéc riéng, tho o voi khach hang hoic
vang mat. Viéc tiép nhan hd so dugc khach hang danh gia minh bach, cdng bang,
nhin chung 14 khéng c6 van dé.

Thai d6 giao tiép cua can bd, céng chirc cia cac don vi duge hau hét khach
hang hai long (ké ca cong chtc tiép nhan va céng chic chuy@n mén), chi ¢ 1
truong hop khach hang KBNN Cam L&m phan anh thai ¢6 cong chuc tiép nhan ho
so kho chiu, bat lich sy, cira quyén. V& nang luc giai quyét hd so cia can bd, cong
chirc mot ctra va chuyén mon ciing duoc khach hang danh gia cao, tuy nhién van
con s it trudng hop chua hai long vé can bo tiép nhan (khach hang danh gia cong
chuc tiép nhan con cham tai KBNN tinh, Dién Khanh).

Trong quéa trinh giai quyét —

R . n , R ; m Cong Chl?C d¢ nghi
cong viéc, co 90,72% nhan Xxet 2,49% nén c6 béi duong dé

A ~ r \ ~ ho d 0 _.“ ret
khong gap cac truong hop nhiing whanh bon

- X A n , 5ne chirc khone doi
nhidu, tiéu cuc, 6,56% nhan xét " oL shumg vinmidn
“cong chire khong doi hai, va kién
quyét tir chbi”, 11 truong hop nhan

Cong chire khong doi
héi, va kién quyét tir

xét “cong chuc khong doi hai, chéi
nhu’ng van nhé,l’l” va 01 trlr(‘yng hO'p ® Khéng gip cac tinh
huéng trén

cho biét “Céng chirc d& nghi nén co
bdi dudng dé hd so duoc giai quyét
nhanh hon”.

5. Két qua, tién dd giai quyét cong viéc

Chi sb trun e e
. N ] ,g Chi s6 Két qua, tién dd giai quyét cong viéc
binh vé Két qua, tien
do gial quyet CONG  psiuen viahsom 87,19%
vicc nam 2019 cua KERN huyénCam Lim | £2,50%
linh vuc KBNN dat — 82,67%
* * KBNN huyén Khanh Vinh |
80,87%, tél’lg 1,04% R, 81,36%
KBNN thixd Ninh Hoa |
SO voi nam 2018. 80,93%
, . KBNN huyén Dién Khéanh |
Cao nhat la KBNN w0 68
, KBNN huyénVanNinh | ’
Khanh Son, chi so 50535
o . .| KBNN thanhphé Cam Ranh | !
87,19%, la don wvi 17.085%
z , KBNN tinh Khanh Hoa
duy nhat dat muc 70% 75% 80% 85% 90% 95%

Tot; thap nhat 1a
KBNN tinh dat 77,08%, chua dat muc tiéu 80% dé ra. Cac don vi con lai ¢é chi s6
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tuong d6i dong déu tir khoang 80% dén 83%.

Theo két qua khao sat, sau khi duoc tiép nhan hé so, c6 90,74% khach hang
khong phai b6 sung hd so, con lai 37
o - khach hang phai bd sung 01 lan, 3
khach hang b6 sung 02 lan va 01 khéc
hang b6 sung 4 lan. Trong d6 chi c6 01
khach hang phan anh khéng nhan dugc
o1t thong béo gi, chi khi ¢én Bo phan mot
ctra theo ngay hen méi biét phai bd
uKhong sung va 15 treong hop nhan thong bao
qua dién thoai nhung khong 15 rang.

8,35%

m02[in

Sau khi d3 nop hd so, trén 87%
khach hang nhan duoc hudng dan vé cach thac tra ciu tién d6 hd so. Tuy nhién,
hinh thie dé cau tién d6 chu yéu van 1a dén truc tiép co quan KBNN hodac goi dién
hoi tham. Vé két qua giai quyét cong viéc, hau hét khach hang danh gia co quan
KBNN tra két qua som va dang hen, c6 15 khach hang cho biét ho so tré hen
nhung khéng nhiéu (9/15 khach hang thuoc KBNN tinh).

6. Tiép nhan, xir Iy thong tin phan hoi

Nam 2019, chi
s6 trung binh chung
vé tiép nhan, U 105
thdng tin phan hoi dat - h‘u.yemmmm- 505
82,48%, giam 1,87% ' 1
SO V61 nam 2018.
KBNN huyén Khanh
Son tiép tuc 1a don vi
cO chi s cao nhat, |  Kewhuenvanninh
déng thoi cling 14 don | KW thinhphs Gam Ranh
Vi cO chi 36 tang vuot KBNN tinh Khénh Hoa ' , .
bac (15,20%). Trong o o 3 8%
khi d6 KBNN tinh ¢6 chi s6 giam nhiéu nhat 10,72%, kéo chi sb hai long vé tiép
nhan, xir Iy théng tin phan hdi xudng vi tri thdp nhat (77,08%). Tinh chung toan
tinh, c6 7/8 don vi dat chi tiéu trén 80%.

Chi s8 Tiép nhén, xt ly théng tin phan hoi

82,67%
KBNN huyén Khanh Vinh

R 81,36%
KBNN thi x4 Ninh Hoa

80,93%
KBNN huyén DiénKhanh g
80,68%
80,53%

77,08%

Vé cong khai thong tin dudng day nong, 35,36% khéach hang nhan xét day

du, rd rang; 46,40% danh gia kha day da va 14,41% cam thy tam dugc. C6 3,83%

(17 khach hang, trong d6 9 khach hang cua KBNN tinh) chua danh gia tot noi dung
cong khai.
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Trong 444 khach hang duoc khao sat thi chi c6 10 kh&ch hang cé phan anh,
kién nghi, roi vao KBND tinh (5 khach hang) va Ninh Hoa (2 khach hang), Dién
Khanh (2 khach hang), Van Ninh (1 khach hang). Trong d6 c6 01 khach hang cam
thiy chua that su thuan tién khi gai phan &nh, kién nghi; 3 khach hang danh gia
tam duogc, con lai 6 khach hang nhan xét duoc tiép nhan, giai quyét kip thoi, ro

rang, nhanh chéng. Con lai dai da

® Néu phan anh,

sé khach hang khéng c6 phan 2,08% kién nghi & bi
anh, kién nghi thi 96,77% cho -0,46% gly kh6 dé
biét KBNN [am rét tét hodc chua " i phien
phat sinh nhu cau kién nghi; con ;iﬁm .
lai c6 2 truong hop da tung kien nehi nhung
nghi nhung khong tra 15i (KBNN _ﬁ‘jf;;‘;‘nh
Khanh Vinh), 9 truong hop ngai Eicau kién

phién ha va 3 khach hang so bi m Lam rét t6t,

gay khé d& khi phan é&nh, kién chura ¢6 van dé
hi can kién nghi
nghi.

Hau hét khach hang nhan thiy co quan KBNN c6 niém yét, cong khai noi
dung tra 1oi phan anh, kién nghi; chi mot sb it (26 khach hang) khong thay gi va 1
khach hang danh gia KBNN Van Ninh ¢6 cong khai nhung chua rd rang.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Panh gia chung cia khach hang

Téng hop chung nam 2019, chi s6 hai long chung linh viuc KBNN tiép tuc
c6 su tién bo so v6i nam 2018. Pa sd khach hang duoc khao sat danh gia tbt chat
lwong phuc vu cta cac co quan kho bac. Cam nhan chung, hau hét khach hang hai
long hoic rat hai long véi cac co quan KBNN, mét bo phan (10,56%) danh gia tam
dugc, riéng 2 truong hop rat khong hai long va 1 khong hai 1ong déu thuoc KBNN
Cam Lam, nguyén nhan lam khach hang khdng hai 1ong chii yéu vé thai do phuc
vu: “Cdn bé tiép nhdn hé so con nhan nhé, khé chiu”, “Céng chirc phu trach co
thai @ kho chiu, hay cau gat”.

2. Gop y ciia khach hang dé phuc vu tot hon

“Hb so thi tuc nén giri hinh thac truc tuyén thi hay hon tranh di lai nhiéu lan
phai giao dich truc tiép” — day 1a y kién gop y ctua khach hang KBNN nam 2018,
c6 thé thdy linh vic KBNN d4 tiép thu cac gop v, dé ra cac giai phap khic phuc
thiéu sét, han ché, dong thoi to chuc trién khai, ddy manh dich vu cng truc tuyén
trén toan tinh dé nang cao chat luong phuc vu khach hang. Nhiing van dé da lam

duogc, khic phuc da duoc nguoi dan, to chic, doanh nghiép ghi nhan dung mirc va
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c6 151 khen ngoi trong két qua khao sat nim 2019. Bén canh viéc dé& nghi cac co
quan KBNN tiép tuc phat huy thi khach hang ciing tiép tuc chi ra nhitng chd thiéu
s6t, han ché dé cac don vi khic phuc, cai thién trong cac niam tiép theo - Chi tiét
xem phan Dit liéu phi cau tric:

- My nam gan day cai cach hanh chinh da tao thuan lgi hon cho ngudi dan
thuc hién hé so.

- Sy phuc vu ctia Kho bac Nha nuéc huyén Khanh Vinh 13 tét, khéng c6 van
dé gi can phai gop .

- Kho bac Nha nudc Dién Khéanh lam viéc nhanh, chinh xéc, rat hai long.

- Toi cam thay rat hai long véi cach hudng dan va xir Iy giai quyét céng viéc
cua Kho bac Nha nudce noi toi thuong xuyén lién hé cong tac.

- Nhin chung giao dich Kho bac t6i kha hai long véi bd phan mot cira phu
trach trudng t6i. Bén canh d6, khi thay do6i chiing tir hd so can co cong vian hay guri
mail vé cho trudng ching t6i duoc rd hon.

- Nhin chung cach phuc vu tai Kho bac rét hai long. Tuy nhién can giam mot
s6 gidy to kém theo khong can thiét nhu ching tir Kho bac dua ra trong hoéa don
duyét chi sé tién it hon thi khong can thém gidy dé nghi thanh toén sé tién trén nira.

- Vé dich vu ¢ong truc tuyén tai Khanh Hoa di c6 trién khai nhung chua cap
nhat dugc vi chua day du thong tin, nhung di c6 qua 16p tap huan, ban than toi
thay kho thao tac.

- P& nghi KBNN thanh phé Cam Ranh quan tam, trién khai cong tac tap
huan thuc hién cac thu tuc hanh chinh truc tuyén caa Kho bac, phéi hop céac co
quan lién quan trién khai thuc hién c6 hiéu qua céac thu tuc hanh chinh truc tuyén
kho bac nha nudéc.

- R4t mong su quan tdm dé tiép tuc hoan thién céac dich vu cua cac phan
mém, dé phuc vu cdng tac nhanh hon.

- Cén bo tiép nhan, tra két qua va xir Iy chuang tir thuc hién theo quy dinh, xir
Iy hd so nhanh chong, tiép tuc phuc vu khach hang tét hon nita

- Bo phan kiém soat can huéng dan cu thé, rd rang va nhiét tinh hon di véi
nghiép vu chuyén mon ké toan khi chua rd va con sai sot.
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MUC V.
CAC CO QUAN THUE

I. CHI SO HAI LONG CHUNG

Chi s& hai long chung

23 0B% B3 27%

B4 00%
B3.00%
0%
0%
0% 78.66%
%
o TE B1%
Van Ninh MNam Khanh Tay Khanh MhaTrang NinhHéa CucThu€tinh
Hba Héa

Biéu dd 16: Chi sé hai long nim 2019 - nganh thué

Nam 2019, chi s6 mac d6 hai long chung Khéi cac co quan Thué dat
80,18%, tang 1,56% so v&i nam 2018. Chi cuc Thué Tay Khanh Hoa cé chi sé cao
nhit, dat 83,08%. Chi cuc Thué thanh phd Nha Trang c6 chi s thap nhat, dat
76,81%. Chi c¢6 2 co quan Thué c6 chi sé cao hon 80%, dat chi tiéu ké hoach dé ra
gom: Tay Khanh Hoa va Ninh Hoa. Céc co quan c¢6 chi s thap hon 80% gdom: Nha
Trang, Cuc Thué tinh, Van Ninh va Nam Khéanh Hoa.

018 20t Trén cac ti€u chi danh gia, ti€éu chi su
' phuc vu cta can bo, cdng chac c6 chi s6 cao
nhit, dat 85,96%, tiéu chi tiép can dich vu c6

< chi sb thap nhét, dat 71,70%. C6 04 tiéu chi c6
chi s& cao hon 80%, dat chi tiéu ké hoach dé ra

71.70%

B2.90% —

o wex  la Sy phuc vu cia can bo; coéng chuc, két qua,
e e tién do giai quyét cdng viéc; thong tin phan hoi
. va tha tuc hanh chinh. Cé 02 tiéu chi cé chi sb

o dudi 80% 14 tiép can dich vy; diéu kién tiép don

va phuc vu. So voi nam 2018, ¢6 03 tiéu chi ¢6 chi s6 ting va 03 tiéu chi ¢6 chi 6
giam, trong d6 tiéu chi két qua, tién do giai quyét cong viéc co bién do tang cao
nhat, dat 12,48%, tiéu chi sy phuc vu cia can bd cdng chic co bién do giam lén
nhat, dat 7,38%.
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II. CHI SO HAI LONG TREN TUNG TIEU CHI
1. Tiép can dich vu

Tiép can dich vu Chi 36 hai IC)ng trung binh
e e vé tiép can dich vu dat 71,70%,

oo 70.20% P 1Lz - 7 -

nome tang 2,56% so vO1 nam 201~8.
60.00% Tuy nhién, mic tang nay van
con khiém tén, chua du dé hoan
o thanh chi tiéu ké hoach dé ra la
o trén 80%. Tat ca cic co quan
oo Thué déu c6 chi sé thap hon

o VanNinh  Nam Khanh  Tay Khanh NhaTrang Ninh Hoa CucThug 80%’ trong dé Chl Cuc ThUé

e e o thanh phé Nha Trang c6 chi sb

cao nhat, dat 76,64%, Chi cuc Thué huyén Van Ninh c6 chi sé thdp nhat, dat
61,17%.

Panh gia ddi véi viéc cung cap

thong tin vé bo TTHC, cac biéu mau, phi, Viéc cung Cfizhfmetin
& phi, cach thac thuc hign TTHC, quy ché | V <
|

tiép cong dan, noi quy noi lam viée, hudng
din nop hd so truc tuyén qua mang
internet, huéng dan st dung dich vu buu
chinh ¢ong ich, cach thic tra CaU N0 SO, . uuiom inscs muonssin . orus obs 6 coca

thanh toan truc tuyén, st dung SMS.... c6 R + Tuong déi ody i, o hiéu
76,63% khach hang danh gia rat day du, d& '

hiéu; 6,53% danh gia twong dbi day du, dé hiéu; 6,19% danh gia tam duoc, 7,22%
danh gia chua day du, so sai va 3,44% danh gia hoan toan khong c6 huéng dan.

Da Sé CéC khé'Ch hang Vél tS’ Ié Céc hinh thirc cung cdp théngtin
44,67% dugc cung cap thong tin tir 1 o6
dén 2 hinh thace; 20,73% duoc cung

cap véi 03 hinh thac; 16,5% dugc ‘

16.50%

cung cap véi 04 hinh thuc, 8,47% \

duoc cung cap voi 05 hinh thic va

9,64% duoc cung cap tir 06 hinh thuc

tro 1én. Doi véi cac khach hang nop e
hé so truc tiép, cac hinh thic cung cap cGShinntic 08 rinnengews en

thong tin cha yéu 1a bang niém yét tai tru s& (232 y kién), cung cap tai liéu tai ban
viét hd so (145 ¥ kién) va codng chic gisi thiéu, huéng dan (137 y kién). Déi véi
cac khach hang nop hd so truc tiép, da sb dugc cung cap théng tin qua cong chuc
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gidi thiéu huéng dan (230 y kién), bang niém yét tai tru s¢ (228 y kién) va qua
website, trang tin dién ta (213 y kién). Cac hinh thic khac nhu to roi huéng dan,
hoi nghi, cudc hop, bang ron, pa nd tuyén truyén, email, tng dung di dong va man
hinh théng bao tai co quan dugc khach hang danh gia co ty 1é thap.

Gidi dép thic méc Khi c6 nhing thac mac can cong chiic

15 06% giai dap, co da so khach hang, véi ty 1€ 59,11%

nhan xét céng chuc giai dap kha tot, 27,84%

nhan xét rat rd rang va day da va 13,06% nhan

xét & mac tam dugc, khéng cd cac nhan xét tiéu

cuc. Pbi voi viéc chi dong cung cap thém

=1%  thong tin, ¢6 19,59% khach hang danh gia rat

1 TAMAUOT x KNGt = Rt rangva OBy di chu dong va tich cuc; 37,11% danh gia viéc nay

cong chirc thuc hién kha thuong xuyén, 30,24% nhan xét thinh thoang c6 trao doi,
giai dap; 6,53% nhan xét khong trao doi hoac rat it khi.

27 84%

Nhin chung, khach hang chua hai long ddi véi viéc cung cap thdng tin cua
cac co quan thué, mong mudn da dang hon céac hinh thtc thong tin, trong d6 can
ting cuong céc hinh thic cung cip qua trang thong tin dién tir, email, thdng bao
trén phan mém/ ang dung va ting cudng to chic cac cude ddi thoai. Céac thdng tin
khach hang mong mudn duoc cung cap thém 1a “hwéng dan ké siz dung phan mém
ké khai thué, thwong xuyén cdp nhdt hueéng dan cac biéu mau méi, Théong tw méi
qua dia chi email”. (Cuc Thué tinh, chi tiét xem phan D liéu phi cau truc)

2. Diéu kién tiép dén va phuc vu

bigu kién ti€p don va phuc vu

78.79% 80.22% Fosiis

0.00%
0.00% 74.75% 73.37%
R 67.25%
£0.00%
50.00%
40.00%
30.00%
20.00%
10.00%
00%

9000
2

WVan Minh Mam Khanh  Tay Khanh Hoa Mha Trang Minh Hoa CucThu&tinh
Hoa

Chi s trung binh chung vé diéu kién tiép don 1a phuc vu nim 2019 dat
76,13%, xép loai khé theo thang do, giam 3,55% so v&i naim 2018 va khong dat chi
tiéu ké hoach dé ra. Chi c6 2/6 co quan Thué c6 chi s6 cao hon 80%, cao nhat Ia
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Chi cuc Thué Ninh Hoa véi chi s6 81,03%, cac co quan Thué cé chi sé thap hon
805 la: Nha Trang, Cuc Thué tinh, Nam Khanh Hoa va Van Ninh, trong d6 Chi cuc
Thué Nha Trang cd chi sb thap nhat, chi dat 67,25%.

Bidu kién tidp dén va phucwvy Két qua khao sat ddi vai 291 khach
hang giao dich truc tiép tai cac co quan Thué
cho thay c6 18,9% khéch hang nhan xét tru so
o =2 co quan rat khang trang, hién dai va day du
el T arone trang thiét bi, 54,42% nhan xét kha rong rai
S @S tien nghi, 21,99% nhan xét tam dwoc va
0,69% nhan xét con chat hep, chua thuan tién.

So voi mat bang chung cac co quan nha
nude trén dja ban tinh, tru s& va co sé Vat chat
cua cac co quan Thué rat rong réi, khang trang,
hién dai. Tuy nhién, do s6 ngudi dén giao dich
dong, qua tai nén chua dap ung su ky vong cua
khach hang. Cu thé, ¢ 65,29% khéch hang nhan
xét luong khach dén giao dich kha dong,
26,46% nhan xét vira phai va 8,25% nhan xét rat
it nguoi giao dich. Nhitng co quan cé sé nguoi
dén giao dich kha dong 1a Chi cuc Thué Nha Trang va Nam Khéanh Hoa.

S8 long ngudi giao dich

B.25%
26.46%

65.29%

. R4t it ngudi giao dich = Vira pha Khadéng

V& vi tri ngdi giao dich, c6 31,62% khach hang nhan xét rat thuan tién,
67,7% nhan xét twong dbi thoai mai va 0,69% nhan xét rat bat tién. Khach hang y
Kién “guong chan rat khé trao déi”, “ghé kha cao va thiét ké khong phu hop”,
“ghé cao bdt tién cho nguoi thap” (Nha Trang);

Vé trang thiét bi, co
7,56% nhan xét rat day du,
i thuan tién va hién dai;

\,/\ 49,48% nhan xét twong doi
ddy du, thuan tién; 23,02%

Hau niug - iidy

Trang thié bj

kh'jlnxg €9 thdn, t;raé_ﬁ Trang e nhém Xét tam du va 19,93%
chira . . thiftbirt _. . A fe n . X A

thuan  <"3OVam '-‘le-thlu?ﬂ nhan xét con thieu thon, chua

tign Q on tién, hién R . - < X .

- thuantien thuan tién. Nhing thiét bi

khach hang mong muén dugc
b sung 1a may tra ciru thdng tin, may scan, may photocopy (38,83%), mat khau
wifi dé két ndi internet, phuc vu viéc khé khai thué dién tr. Khach hang nhan xét
Chi cuc Thué thanh phé Nha Trang va Nam Khanh Hoa khéng cung cap mat khau
wifi (Chi tiét xem phan dix liéu phi ciu tric).
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Giao dién website, phan mém Két qUéI khéO Sét 394 khé.Ch héng giao
13.45%

19.29% 025% dich truc tuyén véi cac co quan Thué, chu

" yéu thong qua phan mém HJ tro Ké khai

Thué (HTKK) cho thay c6 19,29% nhan xét

v_m phan mém cé giao dién rat truc quan va dé
st dung; 67,01% nhan xét twong doi dé theo

= Tweng doiknd theo dii = Tam duoc d6|1 13145% nhén Xét tam duoc Vé- 0125%
Twong déidé theo ddi = REttrrcquan, d&si dung nhén Xét tuo,ng déi kh(') theo d(’ji.

Nhan xét vé thao tac thuc hién trén phan mém, c6 22,34% khach hang nhan
xét don gian, rat dé thuc hién; 56,35% nhan xét twong doi dé thuc hién, 20,30%
nhan xét & mac trung binh; 1,02% nhan xét rac rbi, kho thyc hién. Nhiing thao thac
khac hang nhan xét kho thuc hién 1a cach thic quan 1y, luu trir hd so, tai liéu dién
to va dang ky dich vu buu chinh cong ich. Cu Thao téc thyc hién
thé, mot khach hang Cuc Thué tinh ¢6 y kién: oo
“HG sor diing ky ma s6 thué c& nhan khi nhdp dz =~ il
liéu ban dau hé théng can c6 chite nang leu lai
théng tin nguoi lao dong, dé khdng phdi nhdp

20.30%

cai moi cua Cong ty khac thi sé bi xod cdi cii 56.35%

r= A I7) ’ \ ~ A = A » RAcrdi, rétkhdthchign = Khothrchién
moi nhdp dugc”, khach hang cling cho qblet ViEC e S —
dang ky st dung buu chinh cong ich d¢ giam di » Bon gidn, ét o thurc hién

lai, dén giao dich tryc tiép gap nhiéu kho khan, khong thuan loi.

Tinh 8n dinh cta hé théng Vé tinh on dinh cua h¢ thong,
cam nhan chung cua khach hang théng
qua dir liéu cau tric va phi cau tric la

60.00% 57.36%

,,,,,,

o0 hé thong van hanh khdng 6n dinh, c6
vvvvvv — 10.15% tinh trang “nghén co chai” khi sb luong
P TS e, giao dich tang dot bién vao cac ky béo
cao, quyét todn thué. Cu the, cé

10,15% nhan xét hé thdng chay rat tét,
57,36% nhan xét kha tét, 29,44% nhan xét thinh thoang cd sy ¢b va 3,05% nhan
xét hé thong thudng xuyén bi nghén. Tong hop dit liéu phi cau tric cua khach hang
giao dich tryc tiép va truc tuyén ghi nhan rat nhiéu phan anh vé tinh trang nghén
mang. Cu thé, mot khach hang cua Cuc Thué tinh c6 y kién: “Doanh nghiép mong
muon ha tang, dwong truyén ludn én dinh nhat 1a vao cac ngay cusi cua ky han
ngp to khai va ngp thué ”, hay mot khach hang tai thanh phé Nha Trang nhan xét:
“Purong truyén can nang cdp dé tranh bi nghén. Viéc nang cdp phan mém dién ra
thwong xuyén nhung khéng dong bg gdy khé khan trong thao tac thuc hién”.
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Tong hop y kién cua khach hang vé diéu kién tiép don va phuc vy cho thay
cam nhan chung ddi véi co so vat chat va diéu kién tiép don 1a rong rai, khang
trang hién dai. Tuy nhién sé nguoi dén giao dich dong nén co hién tuong qua tai.
Khéach hang mong muébn cac co quan Thué bd tri vi tri giao dich thuan tién hon,
cung cap thém cac may mac, trang thiét bi dac biét 1a may tra ctu thong tin, may
scan, may photocopy va wifi tc 6 cao khong cd mat khau.

Khach hang danh gia rat cao viéc ung dung cdng nghé thong tin cia nganh
Thué. Mot khach hang nhan xét: “Viéc ngp hé so thué truc tuyén rat phi hop véi
mong muon cia don vi, doanh nghiép”. Giao dién phan mém Ké khai thué duoc
khach hang nhan xét twong ddi than thién voi nguoi ding va dé sir dung. Tuy
nhién, phan mém van hanh khdng 6n dinh, thuong xuyén cd hién twong “that cb
chai” vao cac ky ké khai thué. Vi vay, khach hang mong muén nganh Thué dau tu
nang cip ha tang, dic biét 1a bang thong (bandwidth) may cha dé viéc két ndi
thong sudt, thuan tién.

3. Thi tuc hanh chinh

Tha tuc hanh chinh

26.00% 8
84 00%
82.00%
7
80.00% 71
78.00% 7
7
76.00%
74 00%
Wan Minh MhaTrang Minh Hoa CucThu&tinh

72.00%

Ed

Ed

#

Ed

Mam Khéanh Hoa Tay Khanh Hoa

Chi sb hai 16ng trung binh chung vé thu tuc hanh chinh nam 2019 dat 80,9%,
tang 3,04% so voi nam 2018. C6 02/06 co quan Thué c6 chi sb trén 80%, dat ké
hoach dé ra Chi cuc Thué Ninh Hoa va Tay Khanh Hoa. Trong d6, Chi cuc Thué
Ninh Hoa c6 chi s6 cao nhat dat 85,30%. Chi cuc Thué Nha Trang c6 chi s6 thap
nhat, chi dat 76,85%.
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C0 19,59% khach hang nhan
xét viéc niém yét TTHC day du, rd

Niém yét TTHC

e0.00% rang, tra cau thuan logi; 66,32%
i khach hang nhan xét niém yét kha
. ddy du; 13,06% nhan xét tam duoc
I e va 1,03% nhan xét viéc tra ctu rat

" T g wac bat tién. Nguyén nhan viéc tra cau

thudn ly

bat tién chi yéu 1a do chua hé thdng
hoa cac van ban va khéng cap nhat
méi khi c¢6 thay doi.

Nhan xét vé thanh phan hé so, c6 23,31% khach hang truc tiép va truc tuyén
cho biét thanh phan hd so don gian, hop 1y; 51,39% danh gia don gian, 26,42%
danh gia khong nhiéu gidy to 1am va 0,88% danh gia c6 nhiéu loai gidy to khong
can thiét. Khach hang danh gia nhitng biéu mau tha tuc hanh chinh khéng théng
nhit (Nha Trang); thong tin trung lap gitta cac to khai nganh Thué va nganh Tai
nguyén va Moi truong, mong mudn gop chung cac loai to khai, biéu mau dé giam
giy to (Khanh Vinh).

D6i voi viée dién cac to
khai, biéu miu, c6 17,86% khach

Thanh phan hé so

0.00%

hang nhan xét rat don gian dé thuc ...

hién, 53,59% nhan xét hau nhu e 7
khong gip kho khan gi, 27,96% hing i ST
nhan xét khong khé 15m va 0,59% oot Megrdioon”

nhan xét twong d6i kho thyc hién.

Nhin chung, khach hang thuc

Vige dign cac torkhai, biéu mau hién dién cac thong tin vao to khai

o5 thué tuong d6i dé dang. Tuy nhién,

khach hang mong mudn nganh thué

chap nhan céc to khai dién ttr, nop qua

——— phan mém c6 tich hop chix ky sé dé

- WWEE mgmew giam di lai, nhu y kién cia khach hang

e tai Nha Trang: “Doanh nghiép van

phdi tryc tiép dén Chi cuc Thué dé

déng ddu cac gidy to lién quan, mong chuyén qua lam truc tuyén ”. Hay nhu y kién

cua khach hang tai Ninh Hoa: “Can nang cap phan mém dé ngp to khai dién tir
cho tdt ca cac to khai, khdng phdi np tryc tiép bang gidy .

......

,,,,,,

,,,,,,

Twong ddikhé
thurc hign
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Véi viéc dién cac to khai, biéu mau dé hang, da s6 khach hang nhan xét viéc
tiép nhan hd so cua cdng chirc Mot cira rat nhanh chong, co dén 97,94% khach
hang nhan xét nép hd so mét lan 1a dugc tiép nhan ngay, chi c6 05 truong hop, ty
16 1,72% phai nop 2 1an va 01 trudng hop duy nhat, ty 1& 0,34% cho biét phai nop 3
lan.

Véi nhitng khach hang nop hd Tao l3p hb s dién tir
so tryc tuyen, ¢6 13,20% cho biét thye

hién rat nhanh chéng, 72,34% cho biét  wo-
thuc hién twong ddi nhanh, 13,20%  “**

.....

.......

cho biét tam duoc, 1,02% mat khd oo
nhiu thoi gian va 0,25% cho biét mit it T e

Tueng dbi
gian - - - P
= nhanh huchién At

rat nhiéu thoi gian. Diéu khach hang

lo 1ang khi nop hd so tryc tuyén 1a gui

dir liéu khéng thanh céng ma khong c6 théng béo, hoac da guri dir liéu nhung
khéng c6 phan hdi, nhu ¥ kién phan anh cta mot khach hang tai Van Ninh: “Bé
phdn tiép nhdn va gidi quyét dé nghi can gidi thich ré va gitip d& cho don vi hon
nita. Trdnh triong hop it dir liéu khéng c6 phdan héi lai cho don vi la diing hay
sai ma vé sau lgi lay ly do 1a nép sai réi xir phat thué ngp cham. Kinh mong Chi
cuc Thué quan tam c6 su phan héi lai cho don vi dé tranh nép thué chdam ”.

13.20%

T6m lai, nhin chung khach hang hai long ddi véi cac TTHC nhung murc do
khdng cao. Khach hang mong muén dugc tuyén truyén, hudng dan, hd trg ké khai
Thué nhiéu hon nira. V&i s6 luong khach hang nop hé so truc tuyén nhiéu hon
khach hang nop ho so truc tiép, khach hang mong muon nganh Thué c6 nhiéu kénh
hudng dan, phan hoi trén moi treong mang dé viéc nop hd so duoc thuan tién. Mot
van dé 16n khach hang quan tdm doi véi bo TTHC 14 cho phép nop ho so dién tir
d6i véi tat ca cac loai to khai, biéu mau dé giam di lai. Pay ciing 1a nguyén nhan
lam cho chi s6 mtc d6 hai 1ong ddi véi bo TTHC khong cao. Pong thoi can nang
cao bang thong may chu dé viéc nop hd so thuan tién.

4. Su phuc vu cia can b, cong chirc

Chi s hai 1ong trung binh

Su phuc vy clia cang chire chung vé sy phuc vu cua cong
_______ chac Thué nam 2019 dat
oo P 85,96%, la tiéu chi c6 chi s6 cao
A - nhat trong 6 tiéu chi khao sat.
s1.32% Tuy nhién, so véi nam 2018, chi
oo s6 nam 2019 giam 7,38%. Chi
cuc Thué Ninh Hoa cé chi s6 cao

VanNinh  Nam Khanh  Tay Khanh NhaTrang Ninh Hoa CucThué
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nhit, dat 90,05%, Chi cuc Thué Nha Trang c6 chi s6 thap nhit, dat 81,23%. Tat ca
cac co quan Thué dé c6 chi sé trén 80%, dat chi tiéu ké hoach dé ra.

Hau hét khach hang cho biét thoi gian cho doi dé 1am viéc véi Cong chuc
khong 1au 13m, cd 66,32% khéach hang khong phai cho doi va 33,68% khach hang
phai chd doi. Dbi voi cac khach hang phai cho doi, ¢d 26,8% cho doi khong lau
ldm, 6,91% cho doi kha lau va 0,69% cho doi rat 1au.

Thei gian che doi Thai gian tiép nhan hd so truc tuyén

........
50.00% 50.00%

31.73%
1 5B%
-----

30.00% 20.00%

44.82%

2000%
0.69% 26.80% 28.74% 20.00% 152%

-15% 10.00% 8.53%
30%

Phaichtrdoi _ . -— T T
~ = Choddikha .
ratiauy - Phai chir

khéng 13u . . rong vong . .
i tigpgen  Buocdon O2rex o e, Knongouss

twong ddi tiep ngay 6 giey Gan nhur

tiép nhan
ngay

Doi vai cac khach hang nop ho so truc tuyén, co 44,92% khach hang cho
biét hd so dién tir gan nhu tiép nhan ngay lap tac, 18,53% khong qua 4 gio,
31,73% trong vong 01 ngay, 3,30% trong vong 02 ngay va cd 1,52% cho biét thoi
gian tiép nhan 1a trén 02 ngay. Nhu vay, theo cam nhan caa khéach hang, thoi gian
cho doi dé tiép nhan ho so dién tir 1a kha lau.

Thi 46 giao tiép Thir ty tiép nhan hd so nhin chung

. la rat minh bach, cd 93,47% nhan xét Ia

minh bach, ngudi dén trude dugc tiép don

» trudc. Chi cd 0,69% nhan xét khéng céng

bing va 5,84% nhan xét & mac tam duoc.

Véi cau hoi: “Ong/ Ba c6 gip truong hop

can bo tai Bo phan Mot caa tir chéi nhan

ho so vi cho rang hd so khong thé giai

quyét hay khong?”, c6 93,03% v kién tra loi khéng va 6,97% tra 1oi co. Khéch

hang danh gia rat tich cuc thai do giao tiép cua cong chirc mot cira, cu thé 30,24%

danh gia hoa nha, nhiét tinh; 60,14% danh gia kha tan tinh lich sy, 9,62% danh gia
tam duoc, khong c6 phan héi tiéu cuc.

Cé6 18,90% khéach hang danh gia viéc Viéc ti€p nhan ho so
tiép nhan hd so cua cong chic Mot cua rat o 15535
nhanh chéng, 61,51% danh gia tuong doi
nhanh va 19,59% déanh giad & muc tam duoc,
khéng c6 phan hoi tiéu cuc. Tat ca cac
khach hang déu c6 chung mét nhan dinh 13

= Tamduwgc = Khatantinh, lich sy Lich sw, hoanhd, tan tinh

61.51%
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chua tirng gap hoac ching kién cong chitc nhan hd so ngodi co quan ciing nhu gidi
thiéu, huéng dan lién hé véi dich vy, ngudi quen dé 1am cho nhanh.

Cac khach hang nop hd so truc tuyén nhan xét viéc xét khi thic méc vé
TTHC hoic cach thire dang ky, st dung dich vu cong truc tuyén dugc cong chuc
huéng dan, hd tro rat rd rang day du (21,83%), kha tot (64,72%), tam duoc
12,44%, it khi giai dap (1,02%).

Déi véi cac khach hang nop
hd so truc tiép, sau khi hd so dugc
tiép nhan c6 30,58% tiép tuc lam s a0
viéc vai cong chac chuyén mon.
Nhan xét vé thai do lam viéc cia
cong chuc chuyén moén, 35,96% Tho 0. 8N 1 awoc PR
khach hang cho biét kha hoa nha, T s
nhiét tinh; 46,07% nhan xét kha
tan tinh, lich su; 16,85% nhan xét tam duoc va 1,12% nhan xét tho o, it tan tinh.
Phan héi tiéu cuc ghi nhan tai Chi cuc Thué Ninh Hoa. Vé tac phong lam viéc, c6
23,6% nhan xét cong chirc chuyén moén lam viéc rat chuyén nghiép, 52,81% nhan
xét twong ddi ¢ trach nhiém, 22,47% nhan xét tam duoc va 1,12% nhan xét con
cham chap, ghi nhan tai thi x4 Ninh Hoa. Trong phan dit liéu phi cau tric, khach
hang y kién: “Téi xin gép y Poi Thué phuwong Ninh Hiép lam viéc khong rd rang,
Up M6, gidi thich cho nguwoi dan khdng minh bach” hay y kién cua khach hang ¢
Chi cuc Nam Khanh Hoa: “Khdng ¥ kién vé mat giao dich tai bé phdn giao dich
mét ciza ma cd y kién vé doi kiém tra thué. Mong dgi kiém tra tao dieu kién cho
doanh nghiép phat trién ” (Chi tiét xem phan dit liéu phi cau tric).

Thai dd lam viéc cdng chirc chuyénmdn

vvvvvv

112%

Vé su liém chinh cua cong chuc, tat ca cac khach hang nop ho so truc tuyén
déu nhan xét cong chac khong yéu cau boi dudng. Di véi cac khach hang nop ho
so truc tuyén, chi c6 01 truong hop phan anh cong chtc khong doi hoi nhung van
nhan, khdng cé biéu hién voi vinh.

Nhin chung, khach hang rat hai long d6i véi su phuc vu cua cdng chuc
nganh Thué tinh Khanh Hoa, thé hién ¢ dit liéu cau tric c6 chi sb rat cao va nhiing
loi dong vién, chia sé thé hién & dit liéu phi cau trac: “T6i rat hai 1ong vé viéc gidi
quyét cdng viéc triec tuyén nhanh gon, it ton thoi gian di lai” (Ninh Hoa), “Thdi do
lam viéc cia can bé nhiét tinh, hoa dong, vui vé, gidi quyét hé so diing han” (Tay
Khanh Hoa).

5. Két qua, tién dd giai quyét cong viéc
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K&t qua, tién do gidi quyét cong viéc Chi Sé hai I(‘)ng trung binh
chung vé két qua, tien do giai quyet
cong viéc nam 2019 dat 83,46%, dat

o G == chitieu ké hoach dé ra 13 trén 80%. C6
so.00% - 5/6 co quan Thué c6 chi s6 cao hon
. l 80%, trong d6 din diu 1a Chi cuc
Thué Tay Khanh Hoa 87,26%, Chi cuc

VanMinh Nam Khanh TayKhanh NhaTrang NinhHoa CucThué

e e i Thué Nha Trang c6 chi sé thdp nhat,
dat 79,33%. So v4i nam 2018, Chi sd tang 12,48%, 1a ti€u chi c6 bién do tang cao
nhat trong 6 tiéu chi danh gia.

qqqqq

_______

Hwdng dan tra civu tién dd

Sau khi ho so da duoc tiép nhan, da sb " .
cac khach hang véi ty 18 97,94% khong phai - P
bd sung thém hd so. C6 5 khach hang, ty 1é

1,72% cho biét phai b sung 5 Ian va 1 khach vﬂm

hang véi ty 18 0,34% phai bd sung 02 lan. Tat

« Khéng cé hudng din

Cé Cé.c khéCh hang nay Cho blét duoc Céng = C6 huréng din nhung nhidu chd chira hiéu
chtc goi dién thoai, moi dén Bo phan Mot cira e
dé nhan théng bao bo sung.
K&t qua gidi quyét ho so Pa so Cé.C khéCh héng, t}?/' Ié
89,66% duogc cong chirc hudng dan

.....

,,,,,,,

s000% N cach tra ctu thong tin, tién do giai
0155 16.16% quyét hd so. 8,62% cho biét co duoc
“““““ e nma'”% i hudng dan nhung nhiég chd chua
e hiéu rd va 1,72% cho biét hoan toan
s khéng c6 husng dan.Vé két qua giai

srmhan

quyét hd so, co 4,53% khach hang
nhan két qua tai dia chi dang ky qua buu chinh cong ich sém han, 14,16% nhan két
qua som han, 78,10% nhan két qua dung han, 3,07% tré han nhung khong nhiéu
Iim va chi c6 0,15% cho biét thoi gian tré gap d6i hoic hon. Cam nhan cuaa khéch
hang pht hop véi bao cao két qua giai quyét ho so cua nganh thué nam 2019 cé ty
18 ho so giai quyét tré han rat thap.

Nhin chung, khach hang hai long vai tién do giai quyét cong viéc caa cong
chuc Thué. Pic biét, khach hang ky vong cao viéc ung dung cac thanh tuu céng
nghé thdng tin trong giai quyét cac TTHC vé thué va hd trg ké khai cho ngudi nop
Thué. Tét ca cac khach hang nop hd so dién tir déu hai long ddi véi viéc ké khai
thué qua mang internet, mic du bang thong phan mém ddi lac con cham, nghén
mang, nhung khach hang rat chia s¢ va cam thong: “Rat hizu ich va thugn tién”
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“Nép ho so dién tir thugn tién khdng mat thoi gian di lai” (Nha Trang). Tuy nhién,
dau d6 ¢ nhitng khach hang nop hd so truc tuyén chua hai 1ong véi viéc giai quyét
cdng viéc cua co quan Thué: “Dé nghj nhan vién thué l1am viéc nhiét tinh hon voi
y&u cau hoan thué tir phia ca nhan. Khi hé so thiéu hodc can bé sung gi can gidi
thich rd véi nguoi dan, tranh tinh trgng khong tiép nhdn hé so hodc nhdn rai lai
bdo ngwoi dan 18n ldy vé vi khé khan trong cdc thii tuc hoan thué” (Nha Trang).

6. Tiép nhan va xir Iy théng tin phan hoi

Tiép nhan, xtr ly théng tin phan hoi

B5.83%

86.00% 84 B6%
84.00% 82 89%
82.00% 81.07%
79.46%
80.00%
78.04%
78.00%
76.00%
74.00%

VanMNinh Nam Khanh Tay Khanh NhaTrang NinhHoa CucThué
Hoa Haa tinh

s6 tiép nhan va xt ly théng tin phan héi ting
2,10%.

Cac khach hang nop hd so truc tiép va
truc tuyén déu cho biét thong tin duong day
néng géom tén ngudi tiép nhan, s dién thoali,
dia chi thu dién tir, website... duoc cung cap
rat day du. Cu thé, cd 30,22% nhan xét co
day du thong tin, 56,79% nhan xét kha day
da, 10,36% nhan xét tam dugc va 2,63%

N&i dung théng bdo, gidi dap dich vu

.......

,,,,,,

20.00% 46.06%
,,,,, %
20.00% 2.80% o 1225
10.00%
0.00%
o 7.38%
1Tw lignhé T
méinhan 4 tengchuec L
m & 3 Thing bac )
duocthong 8T TENTNOA L eiten 4 Théngbéo I
fin websie bang 5 Codaydd
SMS/email/git cac ndidung3
vaotai khoan vad
TrrC tuyén

Chi sé trung binh chung vé
tiép nhan va xu ly théng tin phan
hoi dat 82,90%, dat chi tiéu ké
hoach @& ra. Chi cuc Thué Tay
Khanh Hoa cé chi sé cao nhat, dat
85,53%. C6 02 co quan Thué c6
chi s6 duéi 80%, trong d6 Chi cuc
Thué Van Ninh c6 chi s6 thap nhat,
dat 78,04%. So voi nam 2018, chi

Niém yét théng tin dudng day néng
234% _0.29%

= Khéng thaygi = C6 nhung chira day du
Tam dugc = Kha daydu

. CAniémyéttatcathéng tintrén

nhan xét chua day du.

Pbi véi cac thdng béo,
hudng dan, giai dap dich vu, cd
41,22% khach hang nop ho so
truc tuyén nhan duoc thong béo
bang tin nhin SMS, email va
trén tai khoan truc tuyén. Co
7,38% doc thbong tin trén
website, 46,06% nhan day dua 2
noi dung trén, 2,54% dugc cong
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chirc goi dién hudng dan va 2,80% ty lién hé mai nhan duogc thdng tin. Nhin
chung, cac théng bao giai dap, huéng dan dich vu dén duoc véi cac khach hang
nop hd so truc tuyén, thuan tién trong giao dich.

K&t qua giai quyét kién nghi C6 95,19% khéach hang duoc
khao séat cho biét chua ting gui phan
anh, kién nghi dén céc co quan Thué.
Trong sé nay, 27,44% cho biét l1am
. rat tot, khdng cé van dé gi can kién
T et | ==t nghi; 27,44% chua phat sinh nhu cau
kién nghi; 0,72% cho biét di tung

kién nghi nhung khong tra 1oi va 6 y

kién véi ty 18 2,17% cho biét con ngai vi so phién ha. Di véi 4,81% khach hang
da ting gui phan &nh, kién nghi, c6 7,14% cho biét viéc giai quyét rat thuan loi, tra
loi 6 rang va nhanh chong; 71,43% cho biét duoc tiép nhan va giai quyét kip thoi,
21,43% cho biét viéc giai quyét & mac tam duoc,

.....

.......

.....

,,,,,,,

......

Niém yét két qua giai quyét khéng co phén hoi tiéu Cuc.
’ Khach hang danh gia viéc niém yét két
‘ qua giai quyét phan anh, kién nghi duoc thuc

hién kha tot, 26,57% cho biét rat day dua thdng
tin; 55,91% cho biét kha diy du; 14,45% tam
duoc va 3,07% cho biét khéng thiy gi. Cac

55.91%

» Khéng thaygi «» C6 nhung khéng rd rang khé.Ch hang nép hé) SO truc tuyén ChO biét két qué
Tam dugc = Kha daydd - 4 , , e . . Z Z
« Dy théng i, 5 ane giai quyet phan anh, kién nghi duoc niém yeét rat

day du trén website ctia co quan Thugé.
111. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Panh gia chung
Su hai long ciia khich hang Két qua khao sat cho théy ty
I¢ hai long chung khoi cac co quan
Thué nam 2019 1a 82,90%, trong d6

c6 13,72% khach hang rat hai long,
74,01% hai long, 11,39% danh gia
e ... tam dugc, 0,29% khong hai long va
0,58% rit khong hai long. Nhin

chung, khach hang chua hai long dbi
Vvéi viéc cung cap thong tin, diéu kién tiép don va phuc vy, bao gdm co so vat chat
bo phan Mot cira va giao dién, tinh 6n dinh cua hé théng phan mém. Khach hang
hai 10ng d6i vé6i cac quy dinh thu tuc hanh chinh va viéc tiép nhan théng tin phan
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hoi, giai quyét cac phan anh, kién nghi caa khach hang. Khach hang rat hai long
d6i véi su phuc vu caa cdng chizc nganh Thué tinh Khanh hoa va két qua, tién do
giai quyét cong viéc.

2. Gop y cua khach hang

Khach hang danh gia rat cao sy phuc vu caa céng chic nganh Thué va danh
nhiéu 16i khen ngoi: “Céc dich vu va thi tuc tai Cuc thué tinh Khanh hoa rat
nhanh chéng va duwoc gidi ddp nhiét tinh” (Cuc Thué tinh). Khach hang ciing danh
gia rat cao viéc ung dung céc thanh tyu cong nghé thong tin trong quan ly va hd tro
ngudi nop thué. Déng thoi, khach hang cling mong mudn hé thdng dich vu cong
nganh Thué phat trién hon nita, cho phép nop tat ca cac loai to khai, biéu mau bing
hinh thac truc tuyén dé tiét kiém thoi gian va giam di lai: “Viéc nép hé so thué
tric tuyén rat phi hop véi mong muon cia don vi, doanh nghiép. Doanh nghiép
van phdi truc tiép dén Chi cuc thué d@é déng ddu cac gidy to lién quan, mong
chuyén qua lam tryec tuyén ” (Chi cuc Thué Nha Trang).

Nhitng van dé khach hang khéng hai 1ong cha yéu 1a vi tri ngoi giao dich véi
cong chirc khdng thuan tién va mot sé6 bo phan Mot cira qué tai, dan dén viéc khach
hang phai cho doi. Khach hang y kién rat nhiéu vé viéc cac co quan Thué khéng
cung cap mat khau wifi hoac hé théng wifi khong du cong suat dé phuc vu sd
luong 16n khach hang. Khach hang ciing kién nghi nghi dau tu thém cac may tra
ctru thong tin, may scan, may photocopy dé nang cao chat luong phuc vu, dong
thoi can gop cac to khai linh vyuc dat dai va thué dé thuan tién hon trong giao dich.

Tong hop dir lidu phi cau tric cho thay céc y kién tap trung vao sy on dinh
cua phan mém ké khai thué. Hién nay, toc do internet ngudi ding cudi trén dia ban
tinh rat cao, tuy nhién do dic thu luu luong truy cap phéat sinh 16n vao céc ky bao
c4o nén khach hang phan anh hé théng van hanh khdng on dinh va kién nghi nganh
Thué can nang cip biang thong may chu dé dam bao viéc truy cap, tiép nhan va giai
quyét cac TTHC vé thué duoc thong subt, cu thé:

- Doanh nghiép mong muén hg tang, dwong truyén ludn én dinh nhat la vao
cac ngay cusi cua ky han nép to khai va ngp thué;

- Téing cwong téc dé mang dé khdng bi dirng va nghén mang vao thei gian
ké khai, ngp thué;

- Puong truyén truc tuyén qua chdm gay bic xdc. Nén nang cdp duwong
truyén;

- Viéc nang cdp dwong truyén chua dong bg con gdy khé khéin cho doanh
nghiép;
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- Puwong truyén nhiéu khi bi tic nghén gdy khé khan cho don vi. Pé nghi
nang cdp dwong truyén dé tranh tinh trang nay;

- Puong truyén can nang cdp dé tranh bj nghén. Viéc nang cdp phan mém
dién ra thuwong xuyén nhung khéng dong bé gdy khé khan trong thao tdac thuc hién.
Phan mém hd tro ké khai nhiéu khi by 16i can nang cdp dé tranh 14i.

Nhitng gop y cu thé d6i vai timg dia phuong duoc tong hop va hé théng hoa
tai Phu luc Dit liéu phi ciu tric kém theo Béao céo.
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Phan V:
CHI SO HAI LONG CAC BENH VIEN,
PHONG KHAM PA KHOA KHU VU'C NAM 2019

MUC I
CAC BENH VIEN PA KHOA, CHUYEN KHOA

I. CHI SO HAI LONG CHUNG

Két qua phan tich dit liéu cho thay, chi s6 hai 1ong trung binh nim 2019 cua
cac bénh vién da khoa, chuyén khoa c6 giam nhe so véi nam 2018 (nam 2019:
83,57%, nim 2019: 81,42%), vuot 1,42% so v6i muc tiéu Ké hoach CCHC nam
2019 (80%). 100% don vi duoc khao sat déu dat mic tir Kha tro 1én trén thang do
chi s6 hai long. C6 10/14 don vi dat trén 80%, muc tiéu ké hoach dé ra.

Chi s6 hai lbng 2019 - bénh vién
R " . A ] 91.10%
Bénh vién Da khoa khu vuc Ninh Diém | 81.07%
. » . L . 89.27%
Bénh vién chuyén khoa Lao va B&nh phdi 91.08%
w1 86.23%
Bénh vién Chuyén khoa Tam than 87.14%
R . P T 85.35%
Bénh vién chuyén khoa Y hoc co truyén - PHCN 95.68%
. 84.72%
Bénh vién chuyén khoa Daliéu 88.48%
Bé&nh vién Bénh Nhiét doi Rl
s . ] 84.22%
Bénh vién Pa khoa khu virc Ninh Hoa | 83.06% = 2019
Bé&nh vién Da khoa huyan Dién Khdnh B eaos 2018
Bénh vién Pa khoa huyén Van Ninh 8%{%?%
Bé&nh vién Pa khoa tinh Khanh Hoa 80'05?54%
L 1 75.23%
Bénh vién Pa khoa khu virc Cam Ranh 75.21%
Bénh vién Da khoa huyén Khanh Son FR85
" . . T 70.94
Bénh vién Pa khoa huy&n Cam Lam 82.72%
A R . T 69.55%
Bénh vién Pa khoa huyén Khanh Vinh 82.73%
40% 60% 80% 100%

Biéu @d 17: Chi sé hai ldng 2019 c4c Bénh vién da khoa, chuyén khoa
Trong d6, c6 07 don vi 6 chi sb hai 1ong dat mac Tot (chiém ty 1& 50%),
tiéu biéu 1a 02 don vi dan dau dat cao 1a Bénh vién Pa khoa khu vuc Ninh Diém
dat 91,10%, ké tiép 12 Bénh vién Chuyén khoa Lao va bénh Phdi dat 89,27%.
Hai Bénh vién xép cubi 12 Bénh vién Da khoa huyén Cam Lam dat 70,94%,
Bénh vién Pa khoa huyén Khanh Vinh chi dat 69,55%. Bénh vién Pa khoa huyén
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Khanh Son tir don vi ¢6 chi s6 hai 10ng thap nhit nim 2018 1a 72,02% da c6 cai
thién, vuon 1én dat 75,06% trong nam 2019.

Bang 7. Chi so hai 1ong cac bénh vién da khoa, chuyén khoa 2018 - 2019

. SIPS

bon vi 2018 2019 | Tang/giam
Bénh vién Bénh Nhiét dai 83.56% | 84.45% 0.89%
Bénh vién chuyén khoa Da liéu 88.48% | 84.72% -3.77%
Bénh vién chuyén khoa Lao va Bénh phéi 91.08% | 89.27% -1.81%
Bénh vién Chuyén khoa Tam than 87.14% | 86.23% -0.91%

Bénh vién chuyén khoa Y hoc co truyén -
Phuc hdi chirc ie‘mg ’ 95.68% | 85.35% -10.33%
Bénh vién Pa khoa huyén Cam Lam 82.72% | 70.94% -11.78%
Bénh vién Pa khoa huyén Dién Khanh 84.62% | 83.43% -1.19%
Bénh vién Da khoa huy¢n Khanh Son 72.02% | 75.06% 3.04%
Bénh vién Da khoa huyén Khanh Vinh 82.73% | 69.55% -13.18%
Bénh vién Da khoa huyén Van Ninh 82.51% | 80.75% -1.77%
Bénh vién Pa khoa khu vuec Cam Ranh 75.21% | 75.23% 0.02%
Bénh vién Pa khoa khu vuc Ninh Diém 81.07% | 91.10% 10.03%
Bénh vién Da khoa khu vuc Ninh Hoa 83.06% | 84.22% 1.16%
Bénh vién Da khoa tinh Khanh Hoa 85.64% | 80.08% 5 56%
Chi s6 hai long trung binh 83.57% | 81.42% -2.15%

Tat ca 06 tiéu chi danh gia déu dat mac tir Kha tré 1én, c6 chi s6 trung binh
dat trén 80%. Céc tiéu chi c6 chi s6 trung binh giam nhe so voi nam 2018, tuy
nhién van c6 tiéu chi ting (tir 84,87% ting 1én 86,25%). Pay 1a nim tht hai lién
tiép Tiéu chi Piéu kién tiép don va phuc vu co chi sé trung binh cao véi 86,25%.

Chi s& hai long trén tirng tiéu chi 2019 -Bénh vién

Biéu dd 18: Chi sé hai long 2019 trén 6 tiéu chi — Bénh vién
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II. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Tiép can dich vu

‘ Chi s6 Tiép can dich vu duogc

1,43% = Hau nhu khong | thj&t K& gom 06 cau hoi (tiéu chi thanh
c6 hudng dan . ) )

phan), phan anh su chu dong trong viéc

cung cap thdng tin dich vu kham, chira

0, ~
L ® Huoéng dan so

sai, kho hiéu ) . o,

bénh va cac ho tro théng tin can thiét

Tam duoc khac cta cic bénh vién da khoa,
chuyén khoa cho nguoi dan.

® Tuong d6i day , . ..

du, 1o rang Két QUé nam 2019, chi sO hai

long trung binh vé Tiép can dich vy cua
khdi cac bénh vién da khoa, chuyén khoa 1a 75,01%; cao nhét 14 Bénh vién Pa
khoa khu vuc Ninh Diém dat 85,11%, Bénh vién Pa khoa huyén Cam Lam la don
vi nam trong nhoém thap nhat, dat 65,43%. So véi nim 2018, chi s6 trung binh
giam 4,82%.

Két qua khao sét cho thay, cac
hinh thtc théng tin dich vu cua khéi
cac bénh vién da khoa, chuyén khoa
duoc mod rong, da sd thdng qua 3
hinh thic (84,98%), ma chu yéu la
bang niém yét tai bénh vién
(29,33%), qua huéng dan cua can
bo, nhan vién y té (34,13%) va qua
nguoi quen giadi thiéu (21,53%).

m Hiu nhw khéng giap
ich gi

m Chua day di hoic
cu theé

Tam dwoc

= Tuong déi day du,
dé hidu

m Rit day du, dé hiéu

Céac hinh thac thong tin hién

dai nhu website (trang tin dién tu),
béo, dai hay to roi con chua phd bién, chi dudi 10%, trong khi y té 13 linh vuc dich
vu su nghiép cong da phai tién hanh ty chi hoan toan tir nam 2018 va 1a linh vuc
canh tranh kha gay gat.

Két qua phiéu khao sét thi chat luong théng tin va mac d6 dap tng nhu cau
thong tin cua khach hang dat mac cao (84,58%). Tuy nhién,van con 13,25% khéch
hang danh gia chat luong thong tin & mac Tam duogc; va 1,62% danh gia chua day
du, cu thé hodc hau nhu khong giup ich dugc gi.

86,68% khach hang cho biét, cac khu kham, diéu tri va cac bd phan dich vu
duoc huéng dan day du, rd rang (bang so dd, bang biéu, man hinh hozc bé tri nhan
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vién huéng dan); 12,23% danh gia tam dugc. Chi c6 hon 1,08% khach hang chua

¥ Hoan toan khéng
niém yét

m Chua day di, 1o
rang

Tam duoc

® Tuong d6i déy du,
10 rang

m T4t ca déu rd rang,
minh bach

hién; chi con 2,77% khach hang phan nan.

97,53% khach hang danh gida cac
loai gidy to phai nop hoic xuét trinh khi
nhap vién don gian, hop ly, dé thuc hién
(tang nhe 0,72% so véi nam 2018); chi con
1,75% con phan nan (ty I¢ nam 2018 la
2,47%).

2. Piéu kién tiép dén va phuc vu

Qua két qua Chi sé hai long trung

that sy hai long, giam nhe so véi nam
2018 (giam 0.36%).

Theo phan anh cua 3,07% khach
hang thi muac gia, phi cac dich vu
kham, chira bénh, vat tu y té chua
duoc cac bénh vién niém yét hoac
niém yét khong day du, rd rang. Ty 18
nay nam 2018 1a 4,15%.

97,23% khach hang danh gia thu
tuc nhap vién, dang ky kham chira
bénh don gian, linh dong, dé thuc

® RAt phitc tap, nhiéu
khé

B Mit kh4 nhigu th&i
gian

Tuong d6i don gian

m Kha don gian, d&
thire hién

m Rat don gian, linh
dong, dé thyce hién

binh cua tiéu chi Diéu kién tiép don va phuc vu dat mac Tét, 86,25% (ndm 2018 1a
84,87%); c6 10/14 don vi dat mic THt (tir 84% tro 1én), 04/13 don vi dat mac Kha
va khong c6 don vi dugc danh gia & muc Trung binh. Bénh vién Pa khoa khu vuc
Ninh Diém d3 vuon 1én dan dau vé Biéu kién tiép don va phuc vu, véi chi sé dat
95,20% (nam 2018 la Bénh vién Y hoc co truyén — PHCN). C6 08 don vi nam
2019 duogc khao sat déu c6 chi sé ting ¢ tiéu chi nay, 01 don vi giit nguyén, chi c6
05/14 don vi ¢6 chi s6 giam nhung khong dang ké. Bénh vién Pa khoa Khu vuc
Ninh Diém ciing 1a don vi c6 mirc tang nhiéu nhat 10% so véi nam 2018. Bénh
vién Pa khoa huyén Cam Lam thap nhat, chi dat 74%.

= Chit hep, mat vé

5.25%

tién nghi

m Sach sg, thodi mai,
tién nghi

Qua phiéu khao sat, c6 con 1,81%

sinh, thiéu tién khach hang danh giad khong gian chung va

nghi A = A oA N A
wconcitnep. | KU VuC V@ sinh bénh vién con chat hep,
thuan tién z A = - o z .,
23.60% mat vé sinh, thiéu ngan nap, giam nhe so
Tam dugce

v6i nam 2018 (ty 1& nay nam 2018 la
= Tuons aéirone i, | 2,9%); 5,25% cho rang con chat hep, chua
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thuan tién, tang nhe S0 v4i nam 2018 (ty 1€ nay nam 2018 1a 3,68%).

V& muac d6 an ninh, trat tu,
phong ngura trom cap cho ngudi dan
tai cac bénh vién, nam 2019 khach
hang d4nh gia an ninh duoc that chat
hon véi 80,66% khach hang danh gia
an ninh, trat te dam bao, khong thay
trom cap (ting 8,27% so véi nim
2018); 10,42% khéach hang danh gia
la tam duoc hoic thinh thoang van
Xay ra trom cap, mat trat tu; chi co

0.84%

" An ninh, trt i khong dam bao; trom
cap xdy ra thuong xuyén

B An nin, trit t chva dam bio; vin
con tinh trang trom cap

¥ Tam duge

W Thinh thoang vin xay ra trém cip,
mat trit ty

® An ninh, trft ty dam bio; khéng thiy
trom cap

0,96% khach hang khong hai 16ng vé tinh hinh an ninh, trat ty tai cac bénh vién.

3. Su phuc vu cia can bg, nhan vién y te

mUu tién ngudi quen
thén

m Chura thét si khach
quan, céng bing

m Tam duge

m Kha khich quan,
céng bing

mRit cong bang, ai
dén trude lam trude

2018).

Qua phiéu khao sat, hau hét khach
hang (87,29%) cho biét can bd, nhan
vién y té d6i xir v6i khach hang khéch
quan, cong bang (ting 1,13% so véi
nam 2018); 77,23% cap sé tha tu luot
kham chira bénh va goi tén khach hang
qua hé théng loa. Chi con cd 1,56%
khach hang phan anh con wu tién quen
thdn hoac chua thuc su khach quan,
cdng bang (giam 0,61% so véi nam

Niam 2019, 92,17% khach hang cho biét khdng mat nhiéu thoi gian cho dén
lugt kham chira bénh; chi ¢ 7,83% khach hang phai cho doi rat 1au, mat kha nhiéu
thoi gian. Nguyén nhan phai chd doi dugc khach hang phan anh chi tiét tai Phu
luc; theo d6 c6 4,63% khach hang cho biét nhiéu ldc phai doi vi can bo, nhan vién

y té ving mat khdng rd ly do, lam viéc
riéng hoic t6 ra tho o, ré ra, khdng quan
tdm khach hang, giam manh so v&i nam
2018 (23,31%).

Vé thai do giao tiép, Gng xu,
85,12% khach hang danh gia cén bg,
nhan vién y té tan tinh, lich sy, hoa nha
(tang 0,90% so vo1 nam 2018); 12,83%
danh gia tam dugc; chi con co 2,05%

® Khé chiu, batlich
sw, clra quyén

H Giao tiép kém, it
tin tinh

w Tam duoc

m Kha tin tinh, lich
sw

M Lich sw, vuivé, tin
tinh
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phan anh con kho chiu, bat lich sy, ctra quyén hoic giao tiép kém, it tan tinh (ting
nhe 0,06 nam 2018).

98,49% phan anh can bg, nhan vién y té khong doi hoi va kién quyét khdng
nhan bdi dudng cua khach hang (ting hon 3,31% so voi nam 2018); chi con 1,38
% cho biét can bo y té tir chbi bdi dudng nhung van nhan, dwa thi nhan, khong dua
thi thoi (ndm 2018 1a 4,7%). Tinh trang doi hoi boi dudng tir can bo, nhan vién y té
con rat it, khong dang ké, chi c6 02 khach hang phan anh, chiém 0,12%.

Téng hop chung, chi s6 Sy phuc vu caa cén bo, nhan vién y té khdi céc bénh
vién da khoa, chuyén khoa dat 83,93%, giam 1,87%; dan dau van la Bénh vién Pa
khoa khu vuc Ninh Diém véi 91,52%, thap nhat 1a Bénh vién Pa khoa huyén Cam
Lam vai 76,80% (nam 2018 1a 86,07%).

O tiéu chi nay, c6 08/14 don vi dat mac T6t, tir 84% tro 1én (giam 04 don
vi); 06/14 don vi mic Kha, trong 6 04 don vi thip hon muc tiéu ké hoach (chua
dat 80%). Chénh léch chi sé giita don vi cao nhat va thip nhat van con kha 16n
(xap xi 15%).

4. Két qua dich vu

Cam nhan vé cach thirc kham, diéu tri bénh, 72,04% 76,19 khach hang danh
gia & muc khé tbt, an tam, tin twong chat luong; 9,34 % chua an tam, ting 5,75%
(ndm 2018 1a 6,09%); 17,47 % déanh gia mic tam dugc (nam 2018 1a 6,88%, tang
10,59%). Nguyén nhan khong an tdim duoc danh gia do trang thiét bi, may moc
thiéu (40,48%); trinh d6 tay nghé nhan vién y té kém (27,38%); 32,14% cam thay
con so sai, qua loa va mot s6 nguy@n nhan khéc.

Tuy nhién, ty Ié khach hang mudn chuyén vién tang véi ty & 1,14% (nim
2018 la 0,84%). Ty I¢ khach hang danh gia so sai, hodc chua an tdm, nhan vién
trinh d6 con yéu d6i véi Bénh vién da khoa Cam Ranh, Khanh Vinh van con kha
cao, can tiép tuc khic phuyc.

Piém tich cuc 12 96,87% khéch
sKnonghidwocts | hang cho biét dugc y bac sy tu van rd
van, ké ¢a khi hoi . X .2 PN , \ )

rang, de hiéu ve tinh trang suc khoe caa
M Chura that sy nhiét N N , X [ - X
tinh minh va cac khuyéen nghi can thiet. Tuy
Co tuvn, gigi thich | NHi€n, cling con 43 khach hang nhan
thiy viéc tu van chua that sy nhiét tinh
" g1 va chi 03 khach hang cho biét khong hé
@ Tu vin, g ich duogc tu van, ké ca khi hoi (ty I€ nay la
rtdaydu.rorang | 313 04 tang 0,54% so voi nam 2018).
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83,22% khach hang cho biét dugc
cap thudc kha day du, nhat 1a thudc
BHYT hay cip rat day du, dang danh
muc/thudc men. C6 14,47% khéach hang
danh gia tam duoc va chi c6 2,33%
khach hang chua hai long vé viéc cap
thudc caa cac bénh vién (xem Biéu dd).

Téng hop chung, chi sé6 Két qua
dich vu cia khdi cac bénh vién da khoa,
chuyén khoa nam 2019 dat 80,07%,

¥ Phai tw mua tir bén
ngoai, k€ ca thudc
BHYT

B C6 cip thude nhung
khoéng ddy du

Tam dwge

m Khd day du, nhét 1a
thuée BHYT

m Cép rat day du,
dting danh
myc/thude men

giam 2,2%. C6 04/14 don vi dat mac Tot, tir 84% tro 18n, dan dau 1a Bénh vién
chuyén khoa Lao va Bénh phdi vai 90,93%, thap nhat 1a bénh vién huyén Khanh
Vinh véi 62,03%. O tiéu chi ndy, c6 09 don vi dat muc tiéu trén 80%; c6 05 don vi
chua dat chi tiéu & tiéu chi nay; khong don vi nao dat dat muc Trung binh.

5. Chi phi dich vu

m Qui cao so v&i chat
lwgng phuc vu

m Kha cao

Tam dugc

B Kha hop Iy

m Ximg déng véi chat
lwong phue vu

2,89%).

Panh gia vé muc gia, phi kham
chita bénh va vat tu y té tai bénh vién,
75.38% cho biét kha hop ly hodc xung
dang véi chat luong phuc vu cua bénh
vién, giam 4,18% so vd&i nam 2018;
23,19% khach hang nhan xet tam duoc,
tang 6,36%; chi c6 1,44% nhan xet kha
cao hoic quéa cao so vai chat luong phuc
vy, giam 1,45% (ty I¢ nay nam 2018 la

98,50% khach hang cho biét dugc
giai thich rd rang vé cac khoan chi phi
kham chira bénh, tang 3,02%; chi cé
1,50% khach hang cho biét hoan toan
khong duogc giai thich hoac giai thich
khéng rd rang (giam hon hai 1an so véi
nam 2018 — 4,52%).

Téng hop chung, chi sé Chi phi dich
vu cua khéi cac bénh vién da khoa, chuyén

® Hoan toan khéng
gidi thich

M Chura 10 rang, thoa
dang

Twong d6i 1o rang
® Kha ro rang va hop
ly

m Giai thich rit o
rang va thoa ding
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khoa nam 2019 dat 79,22%, giam 1,78 %; Bénh vién Pa khoa khu vuc Ninh Diém
vuon 1én dan dau véi 89,60% (ting 11,93 % so v&i nam 2018). O tiéu chi nay,
trong 14 don vi c6 03 don vi dat mac Tot, ty 1& 21,42%, giam 14,28% (nim 2018
c6 04/14 don vi, ty 18 35,71%); c6 dén 06 don vi chua dat chi tiéu 80% & tiéu chi
nay.

6. Tiép nhan, xir Iy thong tin phan hoi

Chi s trung binh vé Tiép nhan, xt ly
= Knong thiy gi thdng tin phan hoi dat 84,05%, giam 3,59 %
R SO V&1 nam 2018. Trong do, 04 don vi dat

tin trén 90%: Bénh vién Pa khoa khu vuc Ninh

Tam duoe Diém (94,31%); ké tiép 1a Bénh vién Lao va
Bénh phoi (92,60%), Bénh vién Chuyén
khoa Tam than (92,11%), Bénh vién Bénh
=Dy dithenetinro | Nhiét d6i dat 90,33%.

rang

m Kha déay du

O tiéu chi nay, trong 14 don vi c6 09
don vi dat vuot muc ti€u 80%, trong do c6 08 don vi dat muc Tot; con 05 don vi
chua dat chi tiéu 80% ¢ tiéu chi ndy. Chénh léch giita don vi cao nhat v&i thap nhat
con kha cao, 25,41%, tang 2,94%.

Tra 101 cau hoi vé cong khai thong tin dudng day nong, lich tiép dan va dau
méi tiép nhan phan anh, kién nghi cua

khach hang, 12,55% danh gia tam duoc;
84,99% cho biét kha day du hoic day
du, rd rang, giam 4,19 %. Chi c6 2,47%
nhan xét thiéu nhiéu théng tin va tham
chi khong hé niém yét (s6 dién thoai
duong day néng, tén can bo tiép nhan
thong tin, lich tiép dan), ting nhe S0 V4i .
nam 2018 (nim 2018 1a 2,06%). " heong dan st tan

m Khong giai dép
® Rat it khi va thiéu
tin tinh

Tam duoc

H Kha tot

tinh
97,58 % khach hang cho biét khi

gap vuéng mac hoic can thém théng tin, ho duoc can bd, nhan vién bénh vién cé
san sang giai dap, huong dan, ty &
171% M ehie b shme'| ndy nam 2018 dat 98,24%. Chi con
- Rit ngai vinhiea | 2,41% nhan xét can bd, nhan vién
os2, Phiénha A . A ~ R , - Ap <.

o wii Kid el bénh vién khong giai dap hoac rat it
cong khéne dvoe | khj v thiéu tan tinh.

loi

m Co tra 1o ciing
khong giai quyét
dwoc gi

m Lam rat t6t, khong
co vuréng méc gi
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Trong s6 94 khach hang da ting c6 phan anh, kién nghi véi bénh vién thi
hau hét (94,68%) cho biét rat thuan tién, d& dang; chi c6 05 ngudi (5,32%) cam
thay kho khan, phién ha, chua thuén tién.

Déi vé6i 1.635 khach hang chwa tirng phan &nh, kién nghi thi nguyén nhan la
do bénh vién lam rét tét, khdng co6 gi phai kién nghi (69,24 %, giam 10,65% S0 V4i
nam 2018); s6 khac ngai bi gay kho dé hozc nhiéu phién ha (xem hinh).

Trong s6 94 khach hang da ting
=chtmg iy v | CO PhaN anh, kién nghi, ty 1& danh gia
l,m_ | khong thay ddi nhiéu, gan nhu git
it cam o NGUYEN, Cy thé c6 87,87 % khach hang
tra i wong osivo | dAnh gia khé 8t (ndm 2018 1a 88,19%);
6,06% chua tirng thay tra 1oi (nam 2018

® Tra 1&i nhanh, néi

dung Kha o |a 3,47 %) va 6,06% cho biét it khi thay
=Talisah | rd 101 hoac rat cham, khong thoa dang
cong khai (ndam 2018 1a 8,33%).

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Danh gia chung

Cam nhan chung nhat vé sy phuc vu cua cac bénh vién da khoa, chuyén
khoa trong nam 2019, trong s6 1.660 khéch

hang duoc lay y kién, ¢ 79,81% hai long va
rat hai long; 17,94% danh gia tam duoc; c6 0.92% =Rt Khong hilong
3,13% khéch hang c6 y kién khong hai long
va 0,93% khach hang rat khéng hai long.

B Khdng hai long

Nguyén nhan chua hai 1ong chu yéu la
do chat lugng kham, chita bénh kém, khdng
an tam (29,30%); may moc, thiét bi khdng
dap ang yéu cau (23,44%); tiép dén 1a thude
men diéu tri thiéu thon, kém chat luong H Rt hailong
(10,94%) va mot s6 nguy@n nhan khac.

Tam duoe

EHAi long

“T6i khéng chdp nhdn dwoc cach lam ;I'ong, hqu dix !IAeu phi caul truc
viéc ciza bénh vién Cam Ranh. Chau t6i cho thay, cac b¢nh vién chuyen khoa,

2 ngay, bac st chi kham so sdi, xin Van Ninh, da khoa khu vuc Ninh
chuyén vién thi bénh vién lam ngo d@én Diém, Ninh Hoa nhan duoc nhiéu y
khi gia dinh tw dwa chau di Nha Trang kién danh gia tich cuc. Bénh vién Pa
thi nguroi ta kéu qua nang phdi chuyén khoa khu virc Cam Ranh tiép tuc nhan

vao Sai Gon” — Phan anh di véi Bénh
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duoc nhiéu y kién phan nan nhat, véi hau hét cac van dé déu c6 phan anh chua hai
long: tiép dén 12 Bénh vién Pa khoa Cam Lam, véi nhiéu phan anh vé thai do phuc
vu.

) ) “Néu trong truong hop toi hodc

Ngoai ra, tong hop dir li¢u phi cau tric | ,gusi than khdng cdp ciu cdn
con tiep nhan rat nhieu phan anh cu thé cia | dén co séy té gan nhdt thi toi
khach hang lién quan dén su phuc vu cua cac | va nguwoi than sé khéng vao
bénh vién da khoa, chuyén khoa thudc | Bénhvién Cam Lam dé chira
tinh (xem Phu luc); rit cAn dwoc nghién ctu, | bénh”—Y kién ddi véi Bénh
tiép thu va cai tién trong thoi gian tai. vién Da khoa Cam Lam

2. G6p ¥ ciia khach hang dé phuc vu tét hon

Qua dot khao sat, cac bénh vién da khoa, chuyén khoa thudc tinh nhan duoc
rat nhiéu gop y, phan anh, kién nghi vi mong muén céac bénh vién khéng nging
tang cuong chat luong dich vu, phuc vu ngay cang tét hon cho Nhéan dén trén dia
ban tinh. Tong hop chung, nhiing gop Y tap trung vao nhiing van dé hét suc thiét
thuc:

- Tang cudng thém y bac sy c6 tay nghé gioi, quan tam dao tao boi dudng
nang cao trinh do, nang luc; dé cao trach nhiém phuc vu nhan dan caa can bo, nhan
vién y té; cai thién thai do giao tiép, tng xir theo hudng vin minh, lich sy, tan tinh.

- Giam bét cac gidy to, cac khau khong can thiét va rat ngan quy trinh thu
tuc nhap vién, chuyén vién, thanh toan, xuat vién, ting cuong ung dung cong nghé
thong tin trong dich vy y té; giam thoi gian cho doi, tang thoi gian kham, chan
doan; uu tién cac truong hop bénh nang, cap cau; giai quyét chuyén vién kip thoi.

- Cai tao khong gian bénh vién, dau tu mo rong thém phong lam viéc, kham
chita bénh, ting cuong may mac, trang thiét bi ky thuat hién dai, bd sung thém
giwdng bénh, nudc udng, ghé ngdi va cac trang thiét bi thiét yéu khac; cha y cai
thién vé sinh moi truong, tiép tuc ting cuong kiém soét an ninh va trat tu trong
bénh vién; bd tri cac khu vuc chirc ning theo huéng khoa hoc, 1ién hoan dé giam
thai gian di chuyén cua bénh nhan.

- Nang cao chat lugng kham chira bénh, tu van, giai thich day du, tan tinh dé
bénh nhan yén tam, tin tuéng vao két qua kham, chira bénh; chan chinh gio giac
lam viéc.

- Tang cudng truyén thdng, cung cap thdng tin vé dich vu céng phong phu
va chat lugng hon; cung cb cac yéu té lién quan dén tiép nhan, xu ly thong tin phan
hoi, to chuc tiép nhan, giai quyét, tra 1i cac phan anh, kién nghi mot cach kip thoi,
rd rang, thoa dang va minh bach,
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Toan bo nhitng van dé chua hai long, con yéu kém ma khach hang phan énh
déu c6 kién nghi giai phap twong tng, rat thiét thuc va sau sic.
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MUC II.
CAC PHONG KHAM PA KHOA KHU VUC

I. CHI SO HAI LONG CHUNG

Két qua phan tich di liéu cho thay, chi s hai long chung va céc chi s tiéu
chi thanh phan nam 2019 khbi Phong kham da khoa (PKPK) khu vuc cua tinh thay
d6i khong dang ké so véi nam 2018. Chi sé hai long trung binh 1a 79,02%, muc
tang nhe 1,02% so v4i nam 2018 (nam 2018 1a 78%), tuy nhién chua dat chi tiéu
ké hoach CCHC nam 2019 cua tinh (80%)

Chi sé hailong 2019 - phong kham da khoa

Phong kham Da khoa Khanh L& 80.07% | 1o
. . a o] 85.18%
Phong kham Da khoa Dién Phudc 86.102%
Phong kham Pa khoa Cam An Nam 8485;.%'62%
. . e 83.97%
Phong kham Pa khoa Ninh Sim 86.70%
Phong kham Pa khoa Tu Béng 8812'?63;;6
. ) v 79.80%
Phong kham Pa khoa khu vierc s6 5 1.26%
vl 79.36%
Phong kham Da khoa khu virc s6 1 77.05% m 2019
. ) v 78.13%
Phong kham Da khoa khu virc s6 4 .01% m 2018
] 77.04%
Phong kham Pa khoa Sudi Tan 79.67%
Phong kham Pa khoa khu virc s6 3 75p3%
Phong kham Da khoa Khanh Binh 351
. . e ] 73.86%
Phong kham Da khoa Cam Phtic Bac 1.86%
. . T 70.46%
Phong kham Da khoa Son Lam 74.12%
. ) e | 69.52%
Phong kham Pa khoa khu virc s6 2 74.42%
e i

40%  50% 60% 70% 80% 90% 100%

Biéu dd 19: Chi sé hai long 2019 — Phong kham da khoa

Trong 14 don vi duoc khao sat, ¢ 03 don vi dat mac Tét, 11 don vi dat mac
Kha, khong con don vi mic Trung binh. PKDK Khanh Lé dung dau véi 91,76%;
tiép dén 1a PKDK Dién Phudc véi 85,18% va PKDK Cam An Nam véi 84,84%.

C6 09 don vi chua dat muc tiéu 80% cua tinh. Cac phong kham: S 2, Son
Lam, Cam Phic Bic nam trong nhém thap nhat; trong d6 PKPK sé 2 chi dat
69,52%. Chénh léch chi sé hai long giira don vi cao nhat va thap nhat kha Ion,
22.,42% (nam 2018 1 22,25%). Xem Biéu dd.
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Bang 8. Chi s6 hai 1ong phong kham da khoa 2018 - 2019

TT Co quan 2018S|PS 2019 Tang/giam
1 Phong kham DPa khoa Cam An Nam 87.72% | 84.84% -2.88%
2 | Phong kham Da khoa Cam Phiic Bac | 71.86% | 73.86% 2.00%
3 Phong kham Da khoa Dién Phudc 86.02% | 85.18% -0.84%
4 Phong kham Da khoa Khénh Binh 75.74% | 74.69% -1.05%
5 Phong kham Da khoa Khanh Lé 80.07% | 91.76% 11.69%
6 Phong kham Pa khoa Ninh Sim 86.70% | 83.97% -2.73%
7 Phong kham Pa khoa khu vuc s6 1 77.05% | 79.36% 2.32%
8 Phong kham Pa khoa khu vuc s6 2 74.42% | 69.52% -4.90%
9 Phong kham Pa khoa khu vuc s6 3 65.47% | 75.83% 10.36%
10 | Phong kham Da khoa khu vuc s6 4 73.01% | 78.13% 5.12%
11 | Phong kham Pa khoa khu vuc s6 5 77.26% | 79.80% 2.54%
12 | Phong kham Da khoa Son Lam 74.12% | 70.46% -3.66%
13 | Phong kham Da khoa Sudi Tan 79.67% | 77.04% -2.63%
14 | Phong kham Da khoa Tu Bong 82.62% | 81.83% -0.79%

Chi s6 hai long trung binh 78.00% | 79.02% 1.02%

Pay 1a ndm lién tiép 6 tiéu chi danh gia déu dat mac Kha, tuy nhién tiéu chi
Tiép can dich vu van chua dugc cai thién, chi dat 72,01%, giam nhe 0,84% so véi
nam 2018. Tiéu chi Tiép nhan, xt Iy thdng tin phan hdi cao nhat trong céc tiéu chi
Vi chi sb 82,83%, nhung chi ting nhe 0,29% so v&i nam 2018.

Chi s hai l1ong cac tiéu chi 2019 - Phong kham da
khoa

82.10%
T PK
82.83%

—4—Nam 2019

——2018
81.36%

~ PV

Biéu dd 20: Chi sé hai long 2019 trén 6 tiéu chi — Phong kham
II. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Chi s6 Tiép cén dich vu
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Chi s6 trung binh vé Tiép
can dich vu nam 2019 caa khoi
PKBK dat 72,01 72,85%, muc
Trung binh theo thang do chi sd.
Cao nhét 1a Phong kham Pa khoa
khu vuc Khanh Lé, véi 87,04%;
tiép dén 1a Phong kham Pa khoa
khu vuc Dién Phudc, voi 79,25%.
05/14 don vi c6 chi s6 dudi
72,01%, muc Trung binh. Chénh

101 hinhthtrc

B 02 hinhthtc

103 hinh thirc

¥ 04 hinhthtc

¥05 hinhthirctré 1én

léch gitra don vi cao nhat va thap

nhét dén 24,46%, ting 0,79% so v6i nim 2018.

2,59%
0,89% B Hoan toan

khong niém yét
B Chua diy du, 16
rang

© Tam duoc

® Tuong di day
du, ro rang

m Tét ca déu rd
rang, minh bach

Qua khao sat, 75,33 % khach
hang cho biét chi tiép can thdng tin
dich vu cia PKPK qua tir 1-2 hinh
thire; chu yéu van 1a qua bang niém yét
tai phong kham, qua nhan vién y té
gisi thiéu, huéng dan va qua nguoi
quen. Ty Ié tim hiéu théng tin qua
website rat thap, chi chiém 4,29%.

Trong do6, 3,48% khach hang

nhan thay gia, phi kham chira bénh va vat tu y té hau nhu khong dugc niém yét,
hoic thong tin khong day du, rd rang gia, phi.

97,05% khach hang danh gia thu tuc

nhap vién, dang ky kham chira bénh don 2.59% ® Rét phirc tap,

gian, linh dong, dé thuc hién; chi con 2,95%

0,36% nhiéu khé

thiy phuc tap, khong can thiét, kho thuc = Mt khd
hién; gan twong tng chi sé cua khéi bénh 3%;;?“ thot
vién (2,77%). Trong 1.119 khach hang da ® Tuong dbi
ting 1am thu tuc chuyén vién thi hau hét don gian
nhan xét don gian, dé thuc hién; con = Kha don gian,
14,01% van cam thay phuc tap, nhidu khé, dé thyc hién

méat nhiéu thoi gian.

2. Chi s6 Piéu kién tiép dén, phuc vu
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B Chit hep, mit
vé sinh, thiéu
tién nghi

m Con chat hep,
chua thuan tién

om Tam duogc

® Tuong ddi rong
rdi, tién nghi

B Sach sé, thoai
mai, tién nghi

Panh gia vé khdng gian chung va
khu vuc vé sinh ctua phong kham, da sb
danh gia twong ddi rong rai, sach sg,
thoai mai (trén 59%); 32,11% danh gia
tam dugc. Con lai trén 14% chua hai
long vi chat hep, thiéu ngan nap, chua
thuan tién. 8,77% khach hang chua hai
long Vé noi kham va diéu tri. Cac khu
vuc dich vu hé trg nhin chung van chua
dat yéu cau.

Tra loi phiéu khao sat,
70,15% khach hang dénh gis an
ninh, trat tu dam bao, khdng thay
trom cap; 28,78% khach hang danh
gia la tam duoc hoac thinh thoang
van xay ra trom cap, mat trat tu;
van con 1,07% khach hang khong
hai 16ng vé tinh hinh an ninh, trat tu
tai cac bénh vién. Mac do nay cho

thay tinh trang an ninh phong kham

0.89%

BAn minh, trit f khong dam bao; trom
cip xdy ra thuomg xuyén

B An ninh, trit t cha 'd.imhzio; vin
con tinh trang trém cap

0 Tam dwoc

B Thinh thoang vin xdy ra trom cip,
mit trit e

& An ninh, trit tir dim bao; khong thiy
trom cép

dugc khach hang danh hang thap hon khéi bénh vién.

Tong hop chung, chi sé trung binh vé Diéu kién tiép don, phuc vu nim
2019, khéi PKPK dat 82,108%. Pugc danh gia cao nhat van 1a Phong kham Cam
An Nam, vaéi chi s6 97,63%; tiép dén 1a PKDK Khanh Lé 94,87%. Trong 14 don vi
thi chi con 04 don vi chua dat muc tiéu chung cua tinh ¢ tiéu chi nay (giam 02 don
vi SO véi nam 2018). Thap nhat 1a PKPK s6 4 chi dat 65,38%. Chénh léch giira
don vi cao nhat vai thap nhat 1a 32,25%, qua cao so véi tinh hinh chung.

3. Chi so0 Su phuc vu cia can b, nhan vién y te

1,52%

0,09%

than

M Tam duoc

cobng bing

m Rit cong bang, ai
dén trudc lam trude

m Uu tién nguoi quen

B Chua that sy }(héch
quan, cong bang

® Kha khach quan,

O tiéu chi nay, PKBK khu vuc
Khéanh Lé dat 90,20%, cao nhat trong
cac phong kham va cao hon don vi
dang cudi 1a PKPK khu vuc s6 3 xap
xi 18,7% (thap hon so voi 24% cua
nam 2018).

Tiép dén 1a PKPK khu vuc
Ninh Sim, dat 86,1%, muc Tét theo
thang do chi s6. Chi sb trung binh
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khdi phong kham 13 81,36%, dat muc tiéu chung cua tinh.

Nam 2019, 86,96% khach hang cho biét khdng mat nhiéu thoi gian chd dén
lugt kham chita bénh, ting 2,61%:; c6 dén 13,05% khach hang phai cho doi rat lau,
mat kha nhiéu thoi gian (ting 10,72% so voi nam 2018). Nguyén nhan phai cho
doi dugc 28,13% khéach hang phan anh chu yéu vi can bo, nhan vién y té vang mat
khéng rd Iy do lam viéc riéng hoac
to ra tho o, ré ra, khong quan tam
khach hang. 002% 003%

[ ] Khéhchiu, bt lich su, clta
Pa sb khéch hang ghi nhan
can bo, nhan vién y té tan tinh, lich
su, hoa nha; 16.73% danh gia tam
duoc, chi con 2,42% khach hang cho
biét con trudng hop giao tiép kém, it
tan tinh hoic kho chiu, bat lich su,
ctra quyén (giam 6,08% so véi nam
2018).

4. Chi s6 Két qua dich vu

Chi s6 trung binh vé Két qua dich vu dat 77,66%. Trong 14 don vi thi c6 06
don vi dat muc tiéu ké hoach, 01 don vi dat Trung binh 1a PKPK khu vuc Tu
Bong. 08/14 don vi chua dat muc tiéu 80% cua tinh. PKDK khu vuc Khanh L¢E dat
trén 90,3%, cao nhat trong khéi phong kham va ciing véi PKPK khu vuc Cam An
Nam (84,5%) dat mac Tot.

Panh gia vé két qua kham,
diéu tri bénh, 68,39% khéach hang
cam théy an tam, tin tudng;
21,52% khach hang chap nhan
duoc.

1 Giao tiép kém, it tan tinh

u Tam duoc

B Khd tintinh, lich sy

W Lich si, vui vé, tan tinh

® Hau nhu chi
mudn chuyén
vién

® Nhiéu luc
chua an tim

M Tam duoc

Nhung con lai 9,46% khach
hang chua an tam, trong d6 1,70%
chi mubn chuyén vién. Nguyén
nhan chﬁ yeu ’|é. trang thiét bi, mé}y @ Rét an t5mm, i
moc rat thieu (49,02%), thuoc twong vé ket
chita bénh khéng day du e
(11,76%); co so vat chat, diéu
kién tiép don thiéu thon, lac hau (11,76%) va cac nguyén nhan khac.

B Kha tot
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5. Chi s6 Chi phi dich vu

Panh gia vé gi4, phi kham

018%—  0g1% = Hoan gt;?; chff:a béph va vat tur y té, 81.50,/0
Jhich (ine khach hang_ cho rang kha hop ly,

thoadang | 9idm so v6i mirc 98,3% cua ndm

wTuongdéirs | 2018. 99,01% khach hang nhan

rang duoc sy giai thich tuwong ddi rd

" Kb 10 rang va rang vé cac khoan phai chi tra
Y 4 4 o 4
Py ) (tang kha cao so vé1 muc 93,37%
M Giai thich rat ) o

rd rang va thoa cua nam 201 8)

dang

Téng hop chung, chi sb
trung binh vé Chi phi dich vu dat 78,16%, PKPK khu vyc Khanh Lé vuon 1én dan
dau véi 91.25% (ndm 2018 1a Phong kham Ninh Sim), dong thoi ciing 1a don vi
duy nhat dat muc Tét ; PKDK khu vuc Son Lam thap nhat, vai chi s6 70.62%%.

6. Chi s6 Tiép nhan, xir Iy thong tin phan hoi

O tiéu chi nay, PKPK khu vuc
Khanh L& véi 96.92% dat cao nhat 11 63% = Chua ime thiy
trong khéi phong kham; khong c6 don ’ ot
vi dat dudi mac Trung binh (chi sb
duoi 68%). Co 05 don vi chua dat muc
tieu ké hoach cua tinh nam 2019.
Chénh léch gitta don vi cao nhat véi

B Tra 101 twong
doi 1o

® Trda loi nhanh,
noi dung kha ré

A A A A =5 r: ® Tra 161 nhanh
thap nhat 1én dén 22,5% (giam so V6l ngnﬁg’jgg‘;
murc 25,25% cua ndm 2018). Trong so6 dang, cong khai

khach hang di tiing gui phan anh, kién
nghi voi phong kham thi 51,17% cho rang viéc thuc hién kha thuan loi, dé& dang.

Trong s6 43 da ting gui phan anh, kién nghi thi 83,72% nhan xét duoc tra
loi nhanh chong, cong khai, ndi dung kha ro; 16,28% chua théy tra 1oi. Nhu vay,
van con nhiéu khach hang con ngai gui phan anh, kién nghi khi c6 nguyén vong,
vudng mac.

I1I. PANH GIA CHUNG VA GOP Y, KIEN NGHI

1. Panh gia chung

Trong 1.120 khach hang dugc lay y kién, c6 trén 82% khéach hang cam thay
hai 10ng hoac rat hai 1ong ddi véi sy phuc vu cua cac phong kham da khoa khu
vuc. 16,34% danh gia tam duoc va 1,61% con lai cam thay chua hai long.
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Chi véi viéc uu tién cho nguoi gia

va tré em, Phong kham DPa khoa Khanh Lé
1,61% ® Khong hai R A R , ,
long nhan duoc rat nhiéu cam tinh cua khéch
= Tam duge hgng. Céac phgng k_ham Carlq An’Nam’,
63,04% Dién Phudc, Ninh Sim, Tu Bo6ng, so 1, so
Hailong | 4 SO 5 cling nhan duoc nhicu y kién hai
long.
'ﬁitghéi Tuy nhién, van con khach hang phan
anh chua hai long ma nguyén nhan chu

yéu 1a do: Co s¢ vat chat, diéu kién tiép
d6n rat thiéu thon; thai do phuc vy cua can bo, nhan vién y té; may mac, trang thiét
bi khong dap @ng yéu cau

khém Chﬁ:a bénh; gi(‘)’ gléC Iém Nguyén nhan chwa hai long
viéc khéng nghiém tdc; chat |
luo’ng khém’ Ch‘ﬁ‘a bénh; thU6C thiét bi kheng. .. |

Co s& vt chat,
A . \ , diéu kign don...
men dieéu tri. Phong kham Da | musi aophue v |

clia can bo,. ..

khoa Cam Phlc Bac nhan rat | e ioms o |
nhiéu phan nan vé tinh trang | &

14 . Gie gidc lam
mat vé sinh chung trong khu | vieskvors... |

Chi phi kham
chira bénh qua.

vuc kham chita bénh. PhONg | i werwm ma
maét thei gian

kham Da khoa s6 2 bi phan anh | euan v aéixe:

khéng dugc...
A e 3A g =K ’.3
ve thai do giao tiep, phuc vu. Knae | P _

-
[s] 5 10 15 20 25

Pbi véi tung van dé cu

thé, khach hang ciing c6 nhitng phan anh rat rd rang, thiét thuc; dong thoi, nhiing
mat da lam duoc, khach hang ciing ghi nhan va mong muén don vi tiép tuc phat
huy dé phuc vu ngay cang tét hon (xem chi tiét tai Phu lyc).

2. Nhirng gop y cua khach hang

Ciing nhu khéi bénh vién da khoa, chuyén khoa, cac PKPK khu vuc nhan
duoc rat nhiéu y kién dong gop cua khach hang (xem Phu luc). Qua tong hop, céc
y kién tap trung vao cac nhém van dé trong tim sau day:

- Pau tu, nang cdp co s vat chat, ting cuong trang thiét bi, may mac hién
dai dé phuc vu nhu cau khadm chita bénh cho Nhan dén, ting cudng doi ngii y bac
si c6 chuyén mon, trinh d6 cho cac phong kham.

- Cai tao, nang cap diéu kién tiép don, phuc vu khach hang, , ting thém ghé
ngdi cho cho khéach hang, quat mat, nudc ubng; trang bi thém loa, micro, bé tri ban
tiép don, hudng dan hop 1y hon; cai thién vé sinh céc khu vuc chire nang va nha vé
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sinh. Bong thoi ting cuong an ninh, trat tu tai cac khu vuc diéu tri. i vai céc
phong kham da khoa khu vuc & dia ban mién ndi, can quan tam bd tri xe cau
thuong dé hd tro cap ciu, chuyén vién cho ngudi bénh.

- D6i moi phong céach, thai d6 phuc vy, giao tiép theo hudng vin minh, lich
su, tan tinh, trach nhiém; chan chinh gio giac, 1& 16i 1am viéc cua mét bo phan y
bac si; khong dugc phan biét dbi xir véi nguoi bénh.

- Cép du thudc cho cac phong kham, quan tdm chét luong thube tét dbi véi
danh muc thuéc BHYT; tham kham, chan doan k§ ludng hon.

- Giam cac gidy to, tha tuc rudm ra, giai quyét nhanh thu tuc xuat vién,
chuyén vién; quan tdm bo sung phuong tién cap cau, chuyén vién.

- Cong khai, minh bach day du thong tin, tu van, giai dap kip thoi cac vudng
méc; trao di, tu van cu thé nhitng van dé lién quan dén st khoe dé khach hang an
tam vé chat luong kham chita bénh; cung ¢ duong day néng, phan cong can bo
truc, to chic tiép nhan, xu ly, tra loi cdng khai va cau thi, tiép thu nhitng phan anh,
g6p ¥ dé nang cao chat lwong phuc vu Nhan dan.

Nhitng gop ¥ nay can duoc nganh y té tiép thu, nghién ctiru dé co giai phap
ddng b, tao chuyén bién manh mé vé chat luong dich vu cua cac PKPK khu vuc;
gitip ngudi dan an tam kham chira bénh & tuyén co sé, giam ap luc cho céc tuyén
trén.

116



Phan VI:
KET LUAN VA KIEN NGHI, PE XUAT

I. KET LUAN CHUNG

1. Poi véi cac S¢, UBND cédp huyén va co quan nganh doc
a) Nhirtng mat da lam duoc:

Két qua khao sat ndm 2019 cho thiy sy hai 10ng cta nguoi dan, t6 chuc va
doanh nghiép ddi véi 9 khdi co quan cung cap dich vy hanh chinh céng cé sy phan
hoa khong dang ké. Pang phan khoi 1a trong 06 khdi co quan nganh doc, thi ¢6 3
khdi c6 chi s6 hai long ting so véi nam 2018, trong d6 nganh Hai quan va Kho bac
Nha nudc ¢ chuyén bién rat tich cuc. Cac khéi con lai 6 giam nhung khong dang
ké, muc giam dudi 1% va tat ca cac khéi co quan déu dat chi s6 hai long trung binh
trén 80%. Riéng Ngin hang Nha nudc chi nhanh tinh va khdi Chi nhanh Vin
phong Ping ky dat dai chua du diéu kién dé so sanh, va Khéi chi nhanh Vin
phong ding ky dat dai moi duoc cong bd chi sé hai 1ong lan dau, nhung két qua
nhin chung tich cuc.

Bang 9. So sanh chi sé hai long trung binh 2016 - 2019

. Chi so hai long trung binh . .w

T Khoi co quan 2016 | 2007 | 2018 | zo19 | TAng/siam

1 | CacS¢o 76.64% | 79.72% | 80.46% | 80.31% -0.15%

2 | UBND cép huyén 75.33% | 78.72% | 83.19% | 82.46% -0.73%

3 | Bao hiém Xa hoi 71.90% | 73.51% | 79.52% | 80.62% 1.10%

4 | Coéng an 72.51% | 74.58% | 81.25% | 80.52% -0.73%

5 | Hai quan 75.42% | 72.88% | 80.03% | 83.19% 3.16%

6 | Kho bac Nha nude 73.17% | 75.38% | 79.97% | 82.55% 2.58%

/| Ngan hang Nha nudc 73.74% | 82.64% | 81.05%

8 | Thué 75.06% | 73.69% | 78.62% | 80.18% 1.56%

9 Cpi r}hénh Van phong dang 80.03%

ky dat dai

So véi muc tiéu chi s6 hai 1ong trén 80% ma UBND tinh d¢ ra tai Ké hoach
CCHC nam 2019, thi tat ca 9 khdi co quan co chi s hai long trung binh dat yéu
cau. Trong téng sé 70 co quan, don vi thuoc 9 khdi néu trén thi c6 41 co quan, don
vi €6 chi s hai long cao hon nim truéc. Trong d6. Linh vuc BHXH va Kho bac
Nha nuéc 4 nam lién gia tang chi s6 hai long trung binh, véi mic ting sau 4 nim
la trén 9%. Nganh thué va Hai quan 3 niam lién gia tang chi sé hai 16ng, véi mic
tang rat dang ghi nhan.
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Chi sé hai long cac khdi 2016 - 2019

Q2-1Q0,
63,197%

84% 1 82,46% 82,55%
82% - 80,31% 80,62% 8 80,18% 80,03%
80% -
78% 76,6
76% -
74% -
72% 2016
70% A m 2017
68% 2018
66% - - . = 2019
CdcS& | UBND Bao | Céngan Hai Kho Ngén Thué Chi
cdp | hiem xa quan bac hang nhanh
huyén hoi Nha Nha Van
nwdc | nuwoc phong
dang ky
dat dai

2016 76,64% | 75,33% | 71,90% | 72,51% | 75,42% | 73,17% | 73,74% | 75,06%
2017 79,72% | 78,72% | 73,51% | 74,58% | 72,88% | 75,38% | 82,64% | 73,69%
2018 | 80,46% | 83,19% | 79,52% | 81,25% | 80,03% | 79,97% | 81,05% | 78,62%
2019| 80,31% | 82,46% | 80,62% | 80,52% | 83,19% | 82,55% 80,18% | 80,03%

Biéu dd 21: So sanh chi sb hai 10ng co’ quan hanh chinh 2016 - 2019

Dé c6 duoc két qua nay, nhiéu co quan, don vi di xay dung va trién khai
quyét liét nhiéu giai phap thiét thuc, dong bo ngay tir dau nim 2019. Nhiéu co
quan, don vi da phan tich rat ki két qua khao st cic ndm truéc dé phét huy nhitng
diém manh, c6 bién phap phu hop dé khic phuc nhitng van dé chua hai 1ong theo
dung chi dao cua UBND tinh. Céc S&: Tu phap, Thdng tin va Truyén thong, Ngoai
vy, Xay dung, Y té, BHXH tinh, Céng an tinh, UBND cac huyén Khanh Son,
Khanh Vinh, thanh phé Nha Trang, thi xa Ninh Hoa... di kiém soét chat ché qué
trinh thuc hién, dua vao ap dung nhiéu sang kién, cach 1am hay dé nang cao chat
lugng phuc vy, lam thay d6i rd rét két qua giai quyét céng viéc, moi truong giao
tiép va cam nhan cta khach hang d6i véi co quan hanh chinh nha nuéc.

Céc co quan da chu trong nhiéu hon dén théng tin, tuyén truyén, gisi thiéu
vé co ché, chinh sach cua nganh, dja phuong, cac dich vu cdng ma minh cung cap
théng qua nhiéu hinh thic phong pha, chd trong nhiéu hon dén chét luong thdng
tin; quan tdm nhiéu hon dén nhu cau thdng tin cua khach hang, tir d6 chat dong hd
trg, giai dap kip thoi. Dich vu cdng truc tuyén duoc cung cap qua Trung tdm Dich
vu hanh chinh cong truc tuyén tinh d timg budc phat huy tac dong tich cuc nho
cung cap dich vu cdng truc tuyén déng bo va tap trung, co su hd tro hiéu qua bai
cac kénh, cong cu hd tro truc tuyén. Tinh than, thai do giao tiép, Gng xtr khi giao
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dich, giai quyét cong viéc caa doi ngii can bo, cdng chirc da ¢ chuyén bién rat tich
cuc; tinh trang phién ha, nhiing nhidu giam manh.

Néu nhu trong cac ndm 2016, 2017, két qua dat dugc khién cho muc tiéu chi
s6 hai long dén nam 2020 dat trén 80% nhu muc tiéu di dit ra trong Chuong trinh
téng thé cai cach hanh chinh nha nudc caa Chinh pha va caa tinh 1a thach thac 1on,
thi két qua khao sat nam 2019 di khang dinh, tinh Khanh Hoa cé thé dat duoc va
duy tri dugc muc tiéu nay. Két qua nay cé dugc nho su chi dao sau sat, quyét liét
cua Tinh ay, UBND tinh va su ¢ gang, nd luc vuot bac, khdng ngung cia doi ngii
can b, cong chirc, vién chire tinh Khanh Hoa trong suét nhimg nam qua. Két qua
khao sat su hai long qua cac nam ciing di chi ra mot diém hét stc quan trong, d6 1a
nhan thic vé trach nhiém phuc vu va y thac khong ngiing cai thién chat luong
phuc vu Nhan dan d3 tro thanh van dé hang ngay cua cac co quan hanh chinh tinh,
cua ngudi ding dau cac co quan, don vi, dia phuong va ctia dai da sb can b, cong
chuec, vién chuc.

Trong két qua khao sat hai 1ong nam 2019, su khac biét vé mac hai long
trung binh giira khach hang nop ho so truc tuyén vai khach hang nop ho so truc
tiép 1a chua rd rét (xem Bang 10); nhung sb liéu thu thap dugc di chi ra nhiing
trién vong rat Ion trong cung cap dich vu hanh chinh cong truc tuyén tai tinh. Theo
phan anh cua 1.149 khach hang duoc khao sat, két qua cho thay da tiét kiém duogc
1.340 ngay cong di lai, v6i quang duong di chuyén tiét kiém duoc ude tinh khoang
66.875 km; véi tong sd tién tiét kiém duoc 12 khoang 444.775.000 ddng, véi dinh
muc tinh tdi thiéu. Néu tinh cho trén 120.000 ho so truc tuyén da thuc hién duoc
trong nam 2019 thi con s6 rat Ién, va cang Ién hon rat nhiéu cho ca co quan nha nuéc
1an toan xa hoi néu so lugng giao dich tryc tuyén chiém ty Ié ngay cang cao hon trong
t6ng s6 hd so ma cac co quan hanh chinh tinh tiép nhan, giai quyét hang nam. Pac
biét, viéc hop ho so truc tuyén da han ché sy nhiing nhiéu, phién ha dén mac rat thap.

Bang 10. So sanh chi s6 hai 10ng giira cac hinh thiec ndp hd so - 2019

Hinh thirc nop
Tiéu chi Truc tuyén True tiép
TC 3.6556 4.2499
bK 3.8992 3.6079
HC 3.8766 4.2049
PV 4.3554 41971
KQ 4.2515 4.0567
1T 4.0718 4.0837
bTB 4.0183 4.0667
SIPS 80.37% 81.33%
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Két qua khao sét lan nay ciing phan anh rat rd, ngay ca nhimg linh vuc thi
tuc von rat phac tap nhu: dat dai, xay dung, dau tu, lao dong — thuong binh xa
hoi,..., nhimg nganh c6 dic diém dich vu cdng chuyén biét nhu: bao hiém xa hoi,
kho bac nha nuéc, c¢ong an,...; hoac nhitng dia ban c6 khéi lugng hd so rat 16n nhu
Nha Trang, Ninh Hoa,... déu c6 thé cai thién tich cuc chi s6 hai long, néu nhu c6
nhitng nd hec va giai phap hop ly.

Trong 6 ti€u chi dugc danh gia, thi Thu tuc hanh chinh, Su phuc vu caa can
bo, cong chuc va Két qua, tién do giai quyét cong viéc tiép tuc cd chi sé hai long
duy tri rat tot. Két qua tong hop cau 21 trén phiéu khao sat cho thiy, sé khach hang
phan &nh tinh trang C6 tin nhan/ty tra citu bdo dang cho giao tra két qud, nhing
khi dén nhdn thi chwa c6; Khi dén nhan két qud, Bé phdn mét ciza huréng ddn sang
hoi bé phdn khac; Bé phdn mét cira khong tra loi dwrgc ho so da gidi quyét dén
ddu ; Bg phdn mét cira cho biét hé so da gidi quyét xong, nhiung két qud chua duoc
chuyén dén giam rat manh so véi nhitng nam trudc.

Cung vai sy cai thién vé chi sé dinh lwong 1a nhimg danh gia, ghi nhan rat
khach quan, xac ddng va rat cu thé tir ngudi dan, té chic, doanh nghiép. Nhiing ca
nhan, bo phan, linh vuc giai quyét céng viéc tét, nhanh chong, sém han, tng X
vin minh, lich sy déu nhan dugc nhiing 161 khen ngoi, biét on chan thanh tir phia
td chtic, c& nhan thuc hién giao dich, tiéu biéu 1a Bo phan mot cira va Phong Tai
nguyén va Méi truong, Chi nhanh Vian phong dang ky dat dai Nha Trang, Cam
Lam, Cam Ranh, Khanh Vinh, Ninh Hoa; Bo phan mot cira Cam Ranh, Ninh Hoa,
Khanh Son, Khanh Vinh, hau hét cac co quan Sé, linh viee BHXH, nganh cong an,
co quan thué, Kho bac Nha nudc... Do 1a sy dong vién rat 1én dé cac co quan, don
vi thugc tinh tiép tuc ¢ gang trong nhitg nam tiép theo.

Chi s6 mirc dd hai long trén cac linh vuc - UBND cap huyén

86% 85,499
\ 84,90%
85% 84.23% /
84% 83,31%
\ A B290% 8290
83%

82%

81%

80% T T T T T T 1
Antoanvé Dangky DAt dai HO tich- Lao dong - Xay dung Khac
sinh thyc kinh doanh Chténg thye TBXH
pham

Biéu d6 22. Chi sé hai long trén cac linh vuec — UBND céap huyén
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b) Nhitng han ché, diém chua hai 1ong:

Phan anh cua khach hang nop hd so truc tiép cho thay, tiéu chi Diéu kién
tiép do6n va phuc vu tai nhidu co quan cung cap dich vu hanh chinh nhin chung con
han ché. B6 phan mot cira thanh phé Nha Trang, Dién Khanh, caa mot sé chi
nhanh Vin phong dat dai, cua nganh cong an va mot sé Sé con chat hep, thiéu thon
nhiéu trang thiét bj phuc vu Nhan dan dén giao dich, nhat 1a mang wifi, nudc udng,
quat, may scan hoic photocopy, tivi, may tinh néi mang.

D6i vaoi khéch hang nép hd so truc
tuyén, két qua khao sat cho thay diém yéu
nhat 12 Tiép can dich vu. Nhiéu noi dung

Al ‘ Chua truy cap lan

no thong tin con chua dﬁy du, hoac kho hiéu,
U i truy cip nhat 1a cach thic thuc hién tha tuc hanh
chinh, ding ky dich vu cdng truc tuyén,

thanh toén truc tuyén; cac thong tin vé phi, 1&
phi chua du rd. Két qua khao sat cling cho

thay, mac di Trung tdm Dich vu hanh
chinh céng truc tuyén tinh da di vao van .

R N _ . A . N Chua tirng
hanh gan 2 nam, va Ban Diéu hanh bé biét co Trung
s . , < tam na
4n cung cac co quan, dia phuong da co closy 189 =M nay
n_@eu no h'IAC trU)_/en thong nhung rrllu:c (?(_) Co biét thong
tiép can thong tin cua to chac, cad nhan tin, nhung toi

N p e \ s khéng quan
con kha han che. Trong 12.521 nguoi am
dwoc hoi thi c6 dén 72,90% cho biét
chua truy cap lan nao; trong s6 do co

48,92% chua ting biét c6 Trung tdm nay, va 51,08% con lai ¢ biét nhung khong
quan tam. D6 ¢6 1& 12 nguyén nhan chinh dan dén mot bo phan 16n khéach hang khi
mudn biét thong tin, tién do giai quyét hd so van lra chon dén tryc tiép Bo phan
mét cira hodc goi dién thoai hoi tham 1a chu yéu. Nhu vay, can phai xem lai sy
d6ng bo va mic d6 hiéu qua trong cong tac truyén thdng & timg co quan, don vi, &
CAp co sO.

Tong hop dit liéu phi cau trac ciing cho thay, nhiing phan anh, gop y va van
dé chua hai long tiép tuc giam so véi nhitng nam truéc. Nhung van con nhiing
phan &nh vé tinh than, thai ¢6 phuc vu cua mot sé ca nhan, co quan, don vi (Bo
phan mot cira Cam Lam, Dién Khanh, chi nhanh Vin phong dang ky dat dai Van
Ninh). Mot sé khach hang van con gap kho khan, vuéng mic trong viéc giai quyét
ho so vé dat dai, xay dung, nghia vu tai chinh vé dat, cap gidy phép lai xe, thuyén
chuyén chiic sic tbn gido; mot sé tha tuc yéu cau gidy to khéng can thiét. Co
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truong hop giai quyét hd so cham tré, nhung chwa dugc cac co quan giai quyét, tra
161 thdu ddo. Trong mot sb thoi diém cu thé, sé luong giao dich hd so ting dot
bién, tao ra ap luc rat I6n cho Bo phan mot cira va cac co quan chuyén mon, khéach
hang dén giao dich mat kha nhiéu thoi gian chd doi (Van Ninh, Cam Lam, Nha
Trang).

Nganh C6ng an hau nhu chua c6 cac kénh truc tuyén dé hd tro cung cap
thong tin giai quyét ho so cho ngudi dan mot cach kip thoi, hiéu qua.
2. Pdi v6i cac bénh vién va phong kham da khoa khu vue

So Véi chi tiéu nam 2019, thi khéi cac Bénh vién van duy tri duoc két qua
tuong dbi tot va dat yéu cau dé ra.

Chi sé hai long bénh vién 2017 - 2019

100% -

o
95% 91,10%
83:27% -

86,23%
45% SMH72% 5% 03 43% 84,22%

90%

85%
80,75%

80%
75,06% 75,23%
75% 2017
5%

70% m 2018

65% 2019

60% T

Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh | Bénh
vién vién vién vién vién |vién Da|vién Pa| Vién |vién Da|vién Pa|vién Da|vién Pa |vién Da | vién Da
Bénh | chuyén | chuyén | Chuyén | chuyén | khoa khoa Pa khoa khoa khoa khoa khoa khoa
Nhiét | khoa khoa | khoa | khoaY | huyén | huyén khoa huyén | huyén khu khu khu tinh

d%1 | paliu| Laova | Tam | hoccd | cam Dién huYén Khanh | Van Ve vue vuc | Khanh
Bénh | than | truyén | Ldm | Khanh Khanh |y, Ninh Cam Ninh Ninh Hoa
phéi - PHCN Son Ranh | Diém | Hoa
2017 | 86,34% | 85,26% | 85,55% 90,21% | 81,66% | 85,78% | 70,28% | 75,33% | 69,25% | 74,40% | 82,58% | 84,82% | 78,01%

2018 | 83,56% | 88,48% | 91,08% | 87,14% | 95,68% | 82,72% | 84,62% | 72,02% | 82,73% | 82,51% | 75,21% | 81,07% | 83,06% | 85,64%
2019 | 84,45% | 84,72% | 89,27% | 86,23% | 85,35% | 70,94% | 83,43% | 75,06% | 69,55% | 80,75% | 75,23% | 91,10% | 84,22% | 80,08%

Biéu dd 23. Chi s6 hai l1dng bénh vién 2017 — 2019

Tuy nhién du tiép tuc tang chi s6 hai long thi cac phong kham da khoa khu
vuc van con thap hon muc tiéu Ké hoach CCHC tinh nam 2019. Trong 28 don vi
duoc khao sat thi co dén 10 don vi tiép tuc cai thién két qua so véi nam 2018;
trong d6 mot s6 don vi ¢6 muc hai long ting trén 10%. Piéu nay ching to nhiing
giai phap cai cach hanh chinh, nang cao chét lwong phuc vu, doi méi cong tac
kham chira bénh ma nganh y té trién khai thoi gian qua van dugc duy tri kha hiéu
qua.

122



Két qua phan tich phuong sai cho thay, chi s hai 1ong trung binh giira khach
hang cé va khong c6 BHYT khdng khéac biét, gitta nam va nir; nhung c6 su khac
biét gitra nhom diéu tri ngoai trd véi diéu tri ndi trd, trong d6 mic hai 1ong cua
ngoai tri thap hon khoang 2%. Két qua phan tich ciing cho thdy, nhém tudi tré
hon, nhém trinh d6 dai hoc, cao dang tro 18n, nhém can bo, cdng chic, cu tri dia
ban Khanh Son, Khanh Vinh c6 chi s6 hai long trung binh thap hon cac nhom, dia
ban con lai véi khoang chénh léch tir 3 — 5%.

Chi sé hai long phong kham 2016 - 2019

95% - 91,76%

90%
85,18%

85% 81,83%

0,
80% 75,83%

74,69%

75%
70%

65%
m 2016
60%
m 2017
55%
2018

0,
0% Phong | Phong | Phon | Phong | Phong [ Phong | Phong | Phong | Phong | Phong | Phong | Phon | Phong | Phong m 2019
kham | kham g kham | khdm | kham | kham | kham | khdm | kham | kham g kham | kham
Pa pa |kham| pa Pa Pa Pa Pa Pa Pa pa |kham| pa Pa
khoa | khoa | Pa@ | khoa | khoa | khoa | khoa | khoa | khoa | khoa | khoa | Pa@ | khoa | khoa
cam | cam | KhO& | khanh|Khanh| Ninh | khu | khu | khu | khu | khu | KNO& | susi | Tu
An | phuc | Di€n | ginh | Le sim | vuc s8 | vuc s8 | vire s6 | vue s6 [ vue 58| SON | Tan | Béng
Nam | Béc 1 2 3 4 5 | Lam

2016 |74,08%|71,59%|70,85%|71,25%|62,78%|83,41%|77,10%|72,48%|68,57%|67,33%|65,51%|68,53%|63,29%|65,26%
2017 |84,28%|87,25%|79,42%|74,81%|76,22%|81,98%|73,26%)|86,24%|70,81%|74,76%|66,22%|75,39%|73,87%|80,42%
2018 |87,72%|71,86%|86,02%|75,74%|80,07%|86,70%|77,05%|74,42%|65,47%|73,01%|77,26%|74,12%|79,67%|82,62%
2019 |84,84%|73,86%|85,18%|74,69%|91,76%|83,97%|79,36%|69,52%|75,83%|78,13%|79,80%|70,46%|77,04%|81,83%

Biéu @6 24. Chi s6 hai 1ong phong kham 2016 — 2019

Két qua khao sat nam 2019 d6i véi Bénh vién va Phong kham tiép tuc phan
anh rd sau sic nhitng mit da lam duoc, nhitng diém khach hang hai long; dong thoi
tiép tuc chi ra nhitng han ché, bat cap trong hé théng kham, chira bénh trén dia ban
tinh Khanh Hoa. Trong d6, nhiéu nodi dung 1a thanh qua ciing nhu van dé han ché
chung cua toan hé thdng, da ton tai qua nhiéu nam lién tuc. Do d6, rat can co su
tong hop, phan tich, danh gia va xay dung cac giai phap phu hop, cin co trong thoi
gian tai.
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II. KIEN NGHI, PE XUAT

1. Cac giai phap trong tAm tiép tuc cai thién chi so6 hai long cac sé,
nganh thudc tinh, cic co quan nganh doc va UBND cip huyén

Cac sd, nganh, UBND c4p huyén ra soat lai toan bo nhimg quy dinh, chi dao
vé cai cach hanh chinh cua cap c6 tham quyén; té chirc cong b chi sé hai 1ong
2019, nghién cau nhitng van dé duoc phat hién qua khao sat d& nhanh chong xay
dung ké hoach khic phuc nhitng han ché, thiéu sot, nhitng van dé khach hang con
chua hai long.

Trong d6, can phai day manh truyén thong khuyén khich nguoi dan, t6 chuc,
doanh nghiép nop ho so truc tuyén, thanh toan truc tuyén, st dung dich vu buu
chinh cong ich dé giam gidy to, giam thoi gian va sb lan di lai, giam chi phi giai
quyét thu tuc hanh chinh, ting cudng tinh minh bach va hiéu qua giai quyét cong
viéc nhiéu hon nira. UBND cac huyén, thi x4, thanh phé phai quan tdm chi dao sau
sat viéc to chuc thyc hién & cap xa. Phdi hop chat chg, kip thoi trong viéc tiép
nhan, giai dap, hudng dan nhitng van dé ma nguoi dan, to chac, doanh nghiép con
vudng mac; tich cuc hd tro tiép can dich vy cong truc tuyén cho to chirc ca nhan.

Can phai guong mau chi dong t6 chuc ra soat, dé xuat phuong an don gian
hoa thi tuc hanh chinh, giam manh hoic tich hop cac gidy to, biéu mau, to khai
khdng can thiét, trdung lap ndi dung thong tin; ting cuong cac bién phap hudng
dan, hd trg khach hang trong viéc 1ap ho so, thi tuc hanh chinh (nhu xay dung céc
bo biéu mau tham khao, thanh 1ap cac t tu van thuc hién tha tuc ngay tai Bo phan
mét cira, tu van qua dién thoai, website, ung dung di dong,...). Cha dong quan triét
dén can bo, cong chuc, vién chac giam thiéu tinh trang bo sung ho so nhiéu lan,
dirng tinh ho so khong co 1y do chinh déng; bao dam ting can b, cong chic, vién
chuc phai ¢d y thuc tranh thi huéng dan, hd tro dich vu cong tryc tuyén cho to
chtec, ca nhan bat ky lac nao c6 diéu kién phu hop.

Tiép tuc quan tam ra soét, bé sung cac diéu kién tiép don, phuc vu Nhan dan
tai BO phan mot cta, bd tri day du trang thiét bi dé hd trg t6 chuc, ca nhan thuc
hién dich vu cdng truc tuyén ngay tai Bo phan mét cira khi c6 nhu cau. Quan tam
dén su tién loi, thoai mai cia nguoi dan trong suét qua trinh giao dich cong viéc,
thuong xuyén nhic nho, udn nan vé tinh than phuc vu, thai do giao tiép, ang xir
cua can b, céng chuc, vién chirc. UBND thanh phd Nha Trang, nganh c¢éng an can
quan tdm dau tu, nang cap phong 1am viéc, trang thiét bi cuia B phan mot cua.

Céac co quan chi tri tham muu cai cach hanh chinh tinh tiép tuc tham muu
mé& rong danh muc tha tuc cho phép nop hd so truc tuyén, thanh toén truc tuyén
d6i vai toan bo thi tuc hanh chinh da thoa mén céc diéu kién theo quy dinh, hudng
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dan c6 lién quan. Nghién ctu tiép tuc bo sung, hoan thién hé théng cac chirc ning,
tién ich cua Trung tdm Dich vu hanh chinh ¢ong truc tuyén tinh dé tiép tuc phat
huy hiéu qua cung cap dich vu céng truc tuyén cho ngudi dan, to chuc, doanh
nghiép. Tham muu phdi hop voi cac doan thé, hiép hoi, co quan théng tin dai
chiing té chuc cac dot truyén thdng trong diém, lién tuc dén tan co sé dé ngay cang
d6ng dao ngudi dan biét va st dung dich vu truc tuyén.

Ban Diéu hanh Pé &n thanh Iap Trung tam cha tri trién khai ké hoach ra
soat, tinh chinh quy trinh giai quyét tha tuc hanh chinh, bd sung day du cac théng
tin huéng dan thu tuc hanh chinh, st dung dich vu ctua Trung tim; dau tu hoan
thién ha tang ky thuat; két hop dong bd véi 16 trinh ma rong két ndi dich vu cong
truc tuyén gitta Trung tdm cua tinh voi Cong Dich vu ¢dng qudc gia.

Déi véi cac co quan nganh doc, can kién nghi cap trén day manh trién khai
dich vu cdng truc tuyén, nhat 1a nganh cong an; tang cuong ha tang, thiét bi ki
thuat; két ndi co s& dir liéu véi cac nganh, dia phuong thudc tinh; ra soat va nang
cap website, tng dung truc tuyén dé dai da sé ngudi ding co thé tiép can thuan loi.
Tham gia cung cap dich vu cong truc tuyén, phéi hop giai quyét tha tuc hanh chinh
lien théng qua Trung tidm theo dang quy trinh duoc cap tham quyén phé duyeét,
cong bd, dé cao trach nhiém phuc vu té chire, ca nhan. Buu dién tinh va cac doi tac
can chu dong ddy manh quang bé céc dich vu theo noi dung da ky két.

2. Céc giai phap tiép tuc cai thién chi so hai 1ong cac bénh vién da khoa,
chuyén khoa, phong kham da khoa khu vuc

Pé cai thién chi s6 hai long, cac bénh vién da khoa, chuyén khoa va phong
kham da khoa khu vuc can quan tam thuc hién ngay cac cong viéc sau:

- Cai tao khéng gian bénh vién, phong kham, ma rong thém phong lam viéc,
kham chita bénh, ting thém givdng bénh, ghé ngoi cho, quat may, nudgc udng, man
hinh thong tin va cac trang thiét bi thiét yéu khac; cai thién nha vé sinh, chu trong
vé sinh moi trrong va tang cuong cay xanh trong khuodn vién bénh vién, phong
kham, ting cuong kiém soét an ninh va trat tu trong bénh vién; b tri cac khu vuc
chtrc nang theo hudng giam khoang cach va thai gian di chuyén cho bénh nhan.

- Nghién ciru giam bét cac gidy to, cac khau khong can thiét va rat ngan quy
trinh tha tuc nhap vién, chuyén vién, thanh toan, xuét vién. Xay dung cac quy trinh
cong viéc va tang cuong ung dung cong nghé théng tin lién thong trong dich vu y
té, ké thura két qua can 1am sang, 1am sang giita cac co so kham chita bénh cua
tinh; giam thoi gian cho doi, tang thoi gian kham, chan doan; vu tién cac truong
hop bénh ning, cap ctu; giai quyét chuyén vién kip thoi.

- Xay dung va trién khai cac chuan muyc can thiét dé can bo, nhan vién y té
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tan tinh hon nira trong viéc kham chira bénh, tu véan, giai thich day du, tan tinh dé
bénh nhan yén tdm, tin twéng vao két qua kham, chira bénh. Tiép tuc chan chinh
thai d6 giao tiép, tng xt, gid giac, I& 16i 1am viéc cua can bo, nhan vién y té.

- Cong khai, minh bach day du thong tin, tu van, giai dap kip thoi cac vudng
méc; trao doi, tu van cu thé nhitng dich vu do minh cung cap dén céc tang I6p nhan
dan; cang ¢ duong day néng, phan cdng can bé truc, té chuc tiép nhan, xu ly, tra
loi cdng khai va cau thi, tiép thu nhitng phan anh, gop y dé nang cao chat luong
phuc vu Nhan dan.

- S&'Y té can phai tich cuc nghién ctu, tham muu va trién khai mot ké hoach
d6ng bo vé nang cao chat luong dich vy trong toan nganh y té, trong d6 cha trong
ké hoach va 19 trinh dau tw, nang cip co s vat chat, bo sung thém trang thiét bi
hién dai phuc vu kham chixa bénh, trang cip thubc chira bénh, vat tu y té day da va
c6 chat luong cho bénh vién, phong kham; thu hat va dao tao ngudn nhan luc chat
lwgng cao cho nganh y té; diéu phdi mot cach hop Iy cac ngudn luc nganh y té trén
dia ban tinh theo nhu cau kham chita bénh ctia Nhéan dan, wu tién dic biét cho cac
huyén, xa mién nai; diéu chuyén, luan phién doi ngii y bac si theo yéu cau nhiém
vu cu thé. Tryc tiép chi dao cac bién phép cai thién ngay chat luong phuc vu cia
Bénh vién Da khoa khu vuc Cam Ranh, Bénh vién da khoa cac huyén Cam Lam,
Khanh Son, mot s6 phong kham da khoa khu vuc con cham chuyén bién.

Nghién cuu tng dung cong nghé théng tin trong quy trinh va dir liéu lién
quan dén cong tac quan ly va dich vu kham, chira bénh; tién téi 4p dung thong
nhit, lién théng trong hé théng kham chita bénh trén toan tinh; day manh truyén
thong gido duc stuc khoe két hop vai marketting dich vy trong toan nganh, ting
cudng ning luc canh tranh cung cip dich vu véi day manh tu cha tai chinh, doi
méi co ché hoat dong cua cac don vi sy nghiép nganh y té. Co ké hoach dé kién
toan hé thong tram y té cip x&; ra soat va bo tri hop 1y phuong tién cap cau,
chuyén vién cho cac co s& & xa trung tdm, khu vuc mién ndi, hai dao. D6 nhing
noi dung trong tdm va cip bach ngay trong nim 2020 ciing nhu nhitng nim tdi.

Trén day 1a Bao cdo tong hop Chi sé hai long 2019 cua céc s6, co quan
nganh doc, UBND cap huyén, cac bénh vién da khoa, chuyén khoa, phong kham
da khoa khu vuyc trén dia ban tinh va mot s6 dé xuat, kién nghi./.

SO NOI VU TINH KHANH HOA
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