UBND TINH KHANH HOA  CONG HOA XA HQI CHU NGHIA VIET NAM

SONOI VU Péoc 1ap - Tu do - Hanh phiic
Sé: 1798 /BC-SNV Khdnh Hoa, ngay 92 thang 93 nam 2026
BAO CAO

Két qua Chi s hai long cia to chire, ca nhan ddi véi sw phuc vu ciia cc
co’ quan hanh chinh nha nwéc trén dia ban tinh Khanh Hoa nam 2025

Thuc hién Ké hoach khao sat, danh gia mic do hai 10ng cta t6 chtc, ca nhan
ddi véi su phuc vu ctia cac co quan hanh chinh nha nudce trén dia ban tinh Khanh Hoa
nam 2025 phé duyét kém theo Quyét dinh s6 1151/QD-UBND ngay 11/9/2025 cia
UBND tinh Khanh Hoa, S& Noi vu béo cao két qua khao sat nhu sau:

Két cau bao cao gom 05 phan chinh va cac phu luc kém theo, gdom:
- Phan I. Téng quan vé qua trinh trién khai khao sat
- Phan II. Chi s6 hai long khdi cac co quan chuyén mén cép tinh
- Phan I11. Chi s6 hai long khi co quan nganh doc
- Phan IV. Chi s hai long khdi Uy ban nhan dén céc xa, phuong
- Phan V. Két luan va kién nghi, dé xuét
Nbi dung timg phan nhu sau:
Phin I:
TONG QUAN VE QUA TRINH TRIEN KHAI KHAO SAT, PANH GIA
I. CAN CU PHAP LY

- Nghi quyét s6 76/NQ-CP ngay 15/7/2021 ctia Chinh phti ban hanh Chuong
trinh tong thé cai cach hanh chinh nha nudc giai doan 2021 - 2030;

- Quyét dinh sé 1001/QD-BNV ngay 11/12/2023 cta Bo truong B Noi vu
ban hanh Phuong phap Do ludng sy hai long cua ngudi dan d6i voi su phuc vu cua
co quan hanh chinh nha nudc giai doan 2023 - 2026;

- Quyét dinh s6 311/QD-UBND ngay 15/7/2025 cia UBND tinh Khanh Hoa
ban hanh K& hoach cach hanh chinh tinh Khanh Hoa nim 2025;

- Quyét dinh s6 1151/QD-UBND ngay 11/9/2025 ctia UBND tinh Khanh Hoa
ctia UBND tinh Khanh Hoa phé duyét Ké hoach khao sat, danh gia muc do hai long
cta to chirc, ca nhan d6i véi su phuc vu cta cac co quan hanh chinh nha nuéc trén dia
ban tinh Khanh Hoa nam 2025 (ghi tdt la Ké hoach khdo sat, danh gid mirc @ hai



long nam 2025);

- Cac quyét dinh phé duyét phuong an diéu tra xa hdi hoc, mau phiéu va du
toan chi tiét thuc hi¢n.

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

1. P6i twong, pham vi va phan cong thwe hién nim 2025

Can ctr Ké hoach khao sat, danh gia mirc do hai long nam 2025, viéc khao sat
dugc trién khai ddi v6i 80 co quan, dia phuong trén dia ban tinh Khanh Hoa, gom:

- Khéi cic co quan chuyén mén, té chirc hanh chinh cip tinh (goi chung la
Khoi S6): 13 co quan!.

- Céc co quan duoc to chirc theo hé théng nganh doc dat tai dia phuong (goi
chung la cdc co quan nganh doc): 03 co quan, gdom: Bao hiém xa hoi tinh, Cong an
tinh, Thué tinh.

- UBND cép xi: 64 xa, phuong?.

S& Noi vu 1a co quan chu tri td chirc thuc hién khao sat theo ké hoach duoc
UBND tinh phé duyét; cac co quan, don vi phdi hop cung cip danh sach khach hang
va tao diéu kién dé trién khai diéu tra x3 hoi hoc theo ding tién do.

2. Poi twong lay y kién, quy mé diéu tra xi hoi hoc

a) Déi tuong lay v kién khao sat

DPéi tuong khao sat 1a cac t6 chirc, ca nhan c6 giao dich thu tuc hanh chinh
hodc cong viéc voi cac co quan hanh chinh nha nudc nam 2025.

Pbi voi cac co quan nganh doc, S& Noi vu ¢6 vin ban dé nghi phdi hop cung
cap danh sach khach hang di giao dich. P6i véi cac co quan con lai, danh sach dugc
trich xuét tir Hé thong thong tin giai quyét thu tuc hanh chinh cua tinh.

Trén co s& danh sach tong hop, mau khao sat dugce chon ngiu nhién, phan bd
theo dia ban va linh vyc thi tyc hanh chinh nhdm ddm bao tinh dai dién. Dong thoi,
lap danh sach khach hang du phong dé bo sung kip thoi trong qué trinh khao sat,
bao dam tién d6 va quy mé theo ké hoach.

b) Quy mé mau diéu tra xa hoi hoc

Theo Ké hoach khao sat naim 2025, quy mdé mau dy kién 13 6.000 phiéu.
Sau khi thyc hién phuc tra, khao sat bo sung va loai bd cac phiéu khong hop 1€,
té)ng sb phiéu hop 1€ thu vé 12 5.636 phiéu, dat 93,93%.

! Khong bao gdm Thanh tra tinh
2 Khéng bao gom dic khu Trudng Sa



Co cau mau khéo sat cu thé nhu sau - xem Bang 1.

Bang 1. Quy mé méu diéu tra nim 2025

] So lwong co Khach hang ndp hd so
STT Khoi co quan quan dwgc khdo | Trye | Truwc | Téng
sat, danh gia tiép | tuyén | s
1 | Khéi S 13 149 686 | 835
2 | Céc co quan nganh doc 3 88 247 335
3 | UBND cip xa 64| 3.309| 1.157| 4.466
Tong cong 80| 3.546 | 2.090 | 5.636

Ty 1€ hd so nop truc tiép chiém 62,93%, truc tiép chiém 37,07%, phan anh xu
huéng gia ting str dung dich vu cong truc tuyén nhung giao dich truc tiép van chiém
ty trong chu yéu, dac bict 1a tai cép Xa.

¢) Bic diém nhan khau hoc cia nguoi tham gia khao sat

Trong tong sb 5.636 phiéu khao sat hop 1¢:

- 88,62% nguoi tra 101 phiéu 1 ca nhan/hd gia dinh;

8,66% la dai dién doanh nghiép/hop tac xa;

2,82% 1a dai dién 6 chirc, co quan hanh chinh/sy nghiép.

- V& gidi tinh: 57,86% nik, 42,14% nam (Xem Biéu d6 1).
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Biéu d6 1. Pdi twong khao sat va giéi tinh

- Vé dg tuodi:

+30-39 tudi: 32,49% (cao nhat)

+ 40-49 tudi: 22,36%
+ 18-29 tudi: 17,45%
+50-60 tudi: 16,35%
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+ Trén 60 tudi: 11,35% (Xem Biéu dd 2).

32.409%
17.45% 22.35% 15.35%
[ ] _ [
18 - 29 tudi 30 - 39 tudi 40 - 49 twéi 50 - 60 tudi

Biéu do 2. D) tudi

- Vé trinh dd hoc van:

+ Pai hoc/trén dai hoc: 25,95%

+ Trung hoc pho thong: 23,55%

+ Trung hoc co sé: 21,38%

+ Trung cap/cao dang: 15,70%

+ Tiéu hoc: 10,47%

+ Khac: 2,95% (Xem Biéu db 3)

10.47% 21 3% 23.55% 15.70% 25.95%
"‘3" & &5 A gﬁ-"
Biéu d6 3. Trinh dd hoc vén
- Vé nghé nghiép:

+ Lao dong tu do: 30,02%

+ Kinh doanh, bu6n ban: 17,65%

+ Nhan vién van phong: 13,55%

+ Lam nong nghiép: 12,89%

+ Nghé khac (nghi huu, noi tro....): 12,54%
+ Cén b9, cong chire, vién chuc: 7,85%

+ Cong nhan: 4,55%

+ Sinh vién: 0,95% (Xem Biéu d6 4).

11.35%

Trén 60 i

2.95%

&



Sinh vién | 0.05%
Cong nhin [T a455%
Can bg, cong chie, vién chiye T 7.85%
Céng viée khac (nghi hvu, ndi tro,_ ) I 12 4%

Ning din I 12 89%

Nhin vién vin phong I 13.55%

EKinh doanh, budn bin I 1 755

Cdng vidc tr do I 2 0.025%

Biéu do 4. Nghé nghiép

Co cau mau cho thay khdo sat phan anh chil yéu ¥ kién cua nguoi dan truc
tiép giao dich thu tuc hanh chinh véi do tudi lao dong chiém ty 1€ cao, dam bdo tinh
dai di¢n va d0 tin cdy cua két qua khao sat.

d) bBanh gia vé tinh dai di¢n va do tin cdy ciia mau khao sat

Véiquy mo 5.636 phiéu hop 1€, dat 93,93% ké hoach, mau khao sat nam 2025
dam bao s6 lugng di 16n dé phan anh twong d6i toan dién mirc do hai long ctua ngudi
dan, t6 chure khi giao dich v&i co quan hanh chinh nha nudc trén dia ban tinh Khanh
Hoa. Mau duoc phan bo theo 03 khéi co quan, theo dia ban va theo linh vuc thu tuc
hanh chinh; déng thoi duge chon ngiu nhién tir danh sach khach hang thuc té phat
sinh giao dich trong nam, qua d6 han ché tdi da sai 1éch chii quan trong lya chon d6i
tugng khao sat.

Co cdu nguoi tra 101 da dang vé gi6i tinh, d6 tudi, trinh d6 hoc van va nghé
nghi¢p; ty 1¢ ca nhan, hd gia dinh chiém da sb phu hop véi dac diém d6i tuong su
dung dich vu cong hién nay. Viéc két hop khao sat ddi voi ca hd so ndp truc tiép va
truc tuyén gitp phan anh day du trai nghiém ctia ngudi dan trong ca hai hinh thirc
giao dich. Quy trinh phuc tra, loai bd phiéu khong hop 1€ duoc thuc hién trude khi
tong hop, xu 1y s6 liéu gop phan nang cao do tin cay cua két qua khao sat.

Nhin chung, quy mé, co cau va phuong phap chon mau bao dam tinh dai dién
tuong d6i cao, dap ng yéu cau phan tich, danh gia va phuc vu cong tac chi dao,
diéu hanh cai cach hanh chinh cta tinh.

3. Tiéu chi khao sat, danh gia va ban cau héi

Cac tiéu chi khao sat nam 2025 dugc xay dung bam sat Phwong phap do
lwong sw hai long ciia nguwoi dan ddi véi su phuc vu ciia co quan hanh chinh
nha nwéc giai doan 20232026 ban hanh kém theo Quyét dinh s6 1001/QD-BNV
ngay 11/12/2023 cua Bo N6i vu. Theo do, viéc danh gia dugc thuc hién trén 05 ti€u
chi co ban sau:

(1) Tiép can dich vu (viét tat la TC):



Do luong mutc do thuan tién, da dang cua cac kénh cung cap thong tin vé co
ché, chinh sach, thu tuc, dich vu hanh chinh cong; kha nang ngudoi dan tiép can, khai
thac thong tin; chit luong, tinh day du, kip thdi cua thong tin duge cung cip. Dong
tho1 danh gia mac d6 dap ung vé co sO vat chat, trang thiét bi va diéu kién phuc vu
khi ngudi dan dén giao dich truc tiép.

(2) Thu tuc hanh chinh (viét tat Ia HC):

Panh gia muc 6 cong khai, minh bach cuia tha tuc hanh chinh; sy 10 rang, dé
hiéu cua biéu mAu; tinh théng nhat giira ndi dung céng khai va huéng dan thuce té;
quy trinh thuc hién, thoi gian giai quyét va sb 1an di lai dé hoan chinh hd so.

(3) Su phuc vu ctia cong chirc, vién chirc (viét tdt la PV):

Po luong cam nhan cua khach hang vé tinh than, thai do phuc vu; sy san sang
hd tro; ning luc chuyén mén; tinh chuyén nghiép, liém chinh va trach nhiém trong
thuc thi cong vu.

(4) Két qua giai quyét cong viéc (viét tdt la KQ):

Panh gia mic do hai long d6i voi thoi han tra két qua; su chu dong, kip thoi
trong théng tin tinh trang hd so; sb 1an di lai dé nhan két qua; chat luong va tinh
chinh x4c cua két qua giai quyét.

(5) Tiép nhan, xir 1y thong tin phan hoi (viét tat la TT):

Phan 4nh muc dd minh bach vé quyén va trach nhi€ém phan anh, kién nghi; su
day du cia thong tin huéng din gui phan anh; mac d6 thuan tién, kip thoi va hiéu
qua trong xir 1y, tra 101 y kién cua t6 chirc, ca nhén.

Thiét két ban cAu héi khio sat

Ban ciu hoi duoc didu chinh phu hop véi tinh hinh thuc té sau sép xép to
chtrc bd may va trién khai mo hinh chinh quyén dia phuong 02 cip, bao dam phan
anh dung dac thu hoat dong cua tung nhom co quan.

- Péi v6i khach hang ndp ho so truc tuyén, ban hoi gom 27 cau hoi chinh (co
phuong 4n tra 101 la chon sin) va 14 cau héi phu, trong d6 c¢6 07 cau hoi mé nham
thu thap thong tin dinh tinh.

- Péi v6i khach hang ndp hd so truc tiép tai Trung tAm Phuc vy hanh chinh
cong cép tinh, cép xa hoac Bo phan mdt ctra ciia co quan, ban héi gém 32 cau hoi
chinh va 24 ciu hoi phy, trong d6 ¢6 12 cau hoi mé dé ghi nhan y kién, kién nghi cu
thé.

CAu triic ban hoi két hop giita cau hoi dinh lugng va cau héi mé, bao dam vira
do ludng dugc muc do hai long theo thang do chuan, vira thu thap duoc thong tin
phan 4nh thuc tién, phuc vu phan tich chuyén sau va dé xuét giai phap cai thién chat



lugng phuc vu.
(Xem chi tiét cdc mau phiéu tai Phu luc kem theo Bdo cao)

B tiéu chi va thang do st dung trong khao sat duoc xdy dung théng nhét
theo phuong phap do Bo No6i vu ban hanh, bdo dam tinh chuén hoa, ké thira va kha
nang so sanh gitta cac nam cling nhu gitra cdc nhdém co quan. Céac tiéu chi bao quat
toan b qua trinh cung tmg dich vy hanh chinh cong, tir khau tiép can thong tin, thyc
hién thu tuc, qua trinh phuc vu, két qua giai quyét dén co ché tiép nhan va xu ly
phan hoi; qua d6 phan anh day du trai nghiém cua ngudi dan theo chu trinh cung
ung dich vu.

Hé théng cau hoi duoc thiét ké theo thang do dinh lugng c6 cAu trac 1o rang,
két hop v&i cau héi mé nham thu thap thong tin dinh tinh, bao dam vira do luong
dugc muc do hai long theo chuan théng ké, vira ghi nhan dugc cac y kién phan anh
cu thé tir thuc tién. Céch tiép can nay gbp phan nang cao do tin cdy, tinh khach quan
va gia tri phan tich ctia két qua khao sat, dap tng yéu cau phuc vu cong tac danh gia,
so sanh va tham muu diéu hanh cai cich hanh chinh trén dia ban tinh Khanh Hoa.

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

- Céc tiéu chi, tiéu chi thanh phan duoc danh gia bang Thang do Likert 5 mirc
do, tir 1 dén 5, trong d6 murc 1 twong Gmg voi muic danh gia thip nhit, mac 5 twong
g véi mirc danh gia cao nhat.

- Trén co sé mirc do danh gia dat dugc, viéc xac dinh chi s6 hai long

thuc hién theo cong thirc sau:

SIPS = F[’_x 100%

Trong d6:  SIPS: chi so hai long;
p: mic danh gia thyc té dat duoc (trung binh);
P: mirc danh gia cao nhat.
Cach tinh nay bao dam quy ddi thong nhat vé thang diém 100%, tao diéu kién
thuan loi cho viéc so sanh gitra cac co quan, don vi.
5. T6 chirc khao sat, thu thip va xir Iy di liéu
Cian ctr ké hoach dugc UBND tinh phé duyét, S Noi vu da ban hanh Quyét
dinh s6 232/QD-SNV ngay 25/9/2025 phé duyét Phuong an diéu tra xa hoi hoc khao
sat, danh gida muc do hai 1ong nam 2025. Pong thoi t6 chire xay dung, 13y ¥ kién
hoan thién mau phiéu khao sat; tong hop, xtr Iy danh sach khach hang; dé nghi céc
co quan, don vi, dia phwong phdi hop thong tin, tuyén truyén rong rii vé cudc khao
sat nham tao sy déng thuan, ung ho ctuia nguoi dan, td churc va doanh nghiép.



S Noi vy da t chic Iya chon nha thau theo quy dinh va ky két hop dong véi
Buu dién tinh Khanh Hoa (theo uy quyén ctia Téng Cong ty Buu dién Viét Nam) dé
trién khai phat va thu phiéu khao sat. Thoi gian thyc hién tir ngay 11/11/2025 dén
ngay 19/12/2025. Két qua thu vé 5.636/6.000 phiéu, dat 93,93% ké hoach.

Pé dam bao chét lwong va tinh khach quan cta dir liéu, ngay 26/12/2025, S&
Noi vu da phéi hop véi dai dién Buu dién tinh t6 chtrc phuc tra két qua phat va thu
phiéu bang hinh thirc phong van truc tiép qua dién thoai, v6i su ching kién cta dai
dién mot sd s, nganh va dia phuong (cac So: Tu phap, Tai chinh, Cong Thuong, Y
té, Gido duc va Pao tao, Van hoa, Thé thao va Du lich; dai dién cac x3, phuong:
Nha Trang, Bic Nha Trang, Nam Nha Trang, Tdy Nha Trang, Dién Khanh). Ngoai
ra, S& No1 vu tiép tuc thyc hién phuc tra bo sung tbi thiéu 10% té)ng ) phiéu khao
sat theo ké hoach trudc khi tién hanh nhép liéu va phan tich.

Sau khi hoan tat viéc lam sach di liéu, nhép thong tin va xtr 1y théng ké, So
No1 vu da téng hop, phéan tich két qua va tham muu UBND tinh xem xét, phé duy¢t
Chi s6 hai 1ong ndm 2025 dé phuc vu chidm diém, xac dinh Chi s6 Cai cach hanh
chinh va cdc nhi€ém vu quan ly c6 lién quan.

Két qua chung, Chi sd hai long trung binh cta cac co quan hanh chinh nha
nuoc trén dia ban tinh Khanh Hoa ndm 2025 dat 88,24%, phan anh mirc 6 hai long
tuong ddi cao ctia ngudi dan, to chirc ddi voi sy phuc vu cia co quan hanh chinh
nha nudec.
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Phén II:
CHI SO HAI LONG CAC CO QUAN CHUYEN MON CAP TINH

I. CHI SO HAI LONG CHUNG

Niam 2025, Chi sé hai long chung cta khbi S dat 89,08%, cao hon 0,84% so
v6i chi s6 trung binh chung toan tinh tuy nhién chua dat muc tiéu cai cach hanh
chinh nam 2025 (90%).

Két qua phan tich cho thdy, trong 12 co quan duogc khao sat c6 08 co quan dat
muc tiéu trén 90% (chiém ty 18 66,67%), trong d6 S Tu phap dan dau khéi vai chi
sO dat 94,99% - day ciing 13 két qua cao nhat trong trong 80 co quan hanh chinh
dugc khdo sat ndm 2025. S¢ Tai chinh, S& Nong nghiép va M6i truong, S& Cong
Thuong, S6' Y té 13 04 co quan c6 chi s6 dudi 90%, gia tri dao dong tir 84,91% dén
88,72% (Xem Biéu dd 5). Khoang chénh léch gita co quan c6 chi sd cao nhat va
thap nhat 13 10,08%.

S5 Tuphiy | 5=
So'Vin b, Thé thao va Dutic | -
s& Giso duc vi Daotao ||| - <
soNeive. [ -
Ban Quin I Khu kink té vi Kim céug nghicp || --
56 Kioa e v Cong o | <
Vin phong UBND tich [ o015
sové | -
56 Cong Thuong | - >+
s& Nong nghizp va Méi teimg [ = 2
s¢ Tai chinh | =
80% 82% 84% 86% 88% 90% 92% 04% 06% 98%
Biéu @6 5. Chi s6 hai long khoi Sé' nim 2025
Trong 5 tiéu chi thanh phan duoc danh gia ctia khoi S&, Sy phuc vu cia cong
chtrc, vién chirc (PV) 1a tiéu chi duy nhat dat muc tiéu ké hoach véi chi sé dat 94,38%
va c6 két qua kha cao so véi cac tiéu chi con lai, cu thé: Thu tuc hanh chinh (HC)
dat 88,74%; Tiép can, xir Iy thong tin phan hdi (TT) dat 88,15%; Két qua giai quyét
cong viée (KQ) dat 87,75% va Tiép can dich vu dat thip nhit voi 86,38% (Xem
Biéu do 6).
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TC %6,38%
100%

80%
60%

IT 40% HC
88,15%" \'\ e 20% ] 88,74%
0%

KO pv
87.75% 04,38%

Biéu d6 6. Két qua 5 tiéu chi chi s6 hai long ciia khoi S¢
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép cén dich vu

Vi i UBND e | > 5

5@ Gido duc va Dao tao 03.28%

S0 Nod v 01.45%
S6 Van'a, Thétso vi Du i | -
50 Khoa hoc va Cong nghé 80.60%
Ban Quén I Khn kinh té va Khu céng nghiép 88.36%
56 Cong Thirong 27.76%
S& Y té 87.75%
5& Xiy dung B6.41%
5& Tai chinh
S& Nong nghiép va Mbi treomz [ =
63% 85% 100%

Bi¢u do 7. Két qua tiéu chi Tiép can dich vu cia cac S&

Tai tiéu chi Tiép can dich vu, c¢6 5/12 co quan dat muc tiéu chi sd trén 90%
(ty 1& 41,67%), trong d6 S& Tu phap co chi sé cao nhét (95,93%), ké dén 1a Vian
phong UBND tinh (94,56%) va S& Gido duc va Bao tao (93,28%); S& Nong nghiép
va Moi trudng c6 chi sb thap nhat va 1a don vi duy nhat c6 chi s6 dudi 80% (Xem
Biéu d6 7).
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 Thong qua khao sat, HINH THUC TIEP CAN THONG TIN
gan 49% khach hang cho
biét dugc tiép can thong tin
dich vu cong tir 4 hinh thuc
tr¢ 1€n, tuy nhién ) luong
khach hang tiép can tir 1-2
hinh thtc van 1a cha yéu
(chiém 37,73% - Xem
Biéu d6) va tap trung & SO

1 - 02 hinh thiee, 37.73%

05 hinh thire, 5.75
Nong nghiép va Moi
truong, So Tai chinh, S Y
té.

Viéc hd trg, gidi dap vuong miac duoc 98,21% khéach hang nhan xét tr tam
duoc dén rat hai long, con 1,79% khach hang danh gia it khi giai dap hodc giai dap
s0 sai cho cé hai hinh thirc ndp hd so truc tuyén va truc tiép (phan anh & cac So: Tai
chinh, Nong nghi¢p va Méi truong, Cong Thuong, Y té va Noi vu). Bén canh do,
khach hang ciing chua danh gia cao viéc bd tri, cong khai cac kénh hd tro, hudng
dan thyc hién dich vu cong truc myén (nhu di¢n thoai, mang xa hoi, chatbox, t6 hd
trg,...) & mot s6 co quan nhu S¢ Tai chinh, Ban Quan 1y Khu kinh té va Khu cong
nghiép, S& Cong Thuong, S& Y t,... (Xem Biéu d6 8).

5& T phap 04.84%
5& Nong nghiép va Mébi teimg 23.71%
S& Gido duc va Dao tao 21.38%
S& Xy dumg 00.53%
S Noava 8030
S& Vin hoa, Thé thao va Du lich ||| - -
van phong UBND tinh || ::
so Khoa hoe va Cong nghé [ G :: -
sovié | -
55 Cong thwone | -
Ban Quén I Khn kinh té va Khu céng nghiép 53.64%
sé Tai chinh [
65% 83% 100%

Biéu do 8. Panh gia viéc bo tri, cong khai cic kénh hd trg, hwéng din
thwe hién dich vu cong truc tuyén

Khi dén Trung tim Phyc vy hanh chinh cong tinh, 100% khach hang khao sat

cho biét déu dugc hudng dan khu vuc, quy trinh tiép nhan ho so va tra két qua. Hau
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hét khach hang cling danh gia cac khu vyc tai Trung tdm duoc bé tri khoa hoc, hop
1y va chi c6 2 khach hang ctua S& Xay dung danh gia ¢ muc tam dugc. Tuong tu vé
trang thiét bi phuc vu ngudi dan, doanh nghiép, c6 2 khach hang (cua S¢ Xay dung
va So Tai chinh) chua that sy hai 1ong vé trang thiét bi; 41,26% danh gia kha day
du, dap ung nhu cau va 57,34% danh gia day du, tién loi, chat luong tot.

Két qua khao sat cho thay phan 16n khach hang khong gip nhiéu kho khan
khi thyc hién dich wvu cong truc tuyén, chi khoang hon 1,16%
khach hang cam thy kho thuc hién (4 khach hang ctia S¢ Tai chinh va 1 khach hang
cua S& Noi vu) va 8,3% danh gid tam dugc. Tuy nhién, gén 15% khach hang cho
biét hé théng cung cap dich vu cong truc tuyén thinh thoang hodc thuong xuyén gip
su ¢o, anh hudéng dén trai nghiém dich vu; hau hét cac co quan déu ghi nhan phan
anh cta khach hang tuy nhién sb luong phan anh nhiéu nhat & S¢ Tai chinh (39 khach
hang), SO Y té (18 khach hang), S& Noi vu (13 khach hang), Sé Cong Thuong (11
khach hang),... - Xem biéu d6 9.

s¢ Cong trong [
3¢ Khoa hoc va Cong nghé -6
S Gido duc va Dao tao -5
soTephip [+
Ban Quén I Khu kinh t va Khu céng nghiép Iz
Sé Xiy dimg 1
54 Vin hoa, Thé thao v Dulich 1

Vin phong UBND tinh 1

Biéu d6 9. S6 lwong khach hang phian anh hé thong cung cip dich vu cong
thinh thoang hoac thwong xuyén gap truc trac

2. Thu tuc hanh chinh

Chi sb hai 1ong chung nam 2025 vé Thu tyc hanh chinh cua khbi S¢ dat
88,74%, trong d6 c6 5/12 co quan dat muc ti€u ké hoach. Ban Quan 1y Khu kinh té
va Khu cong nghiép, S& Tu phap c6 chi sé cao nhit va gan dat mic 95%. S& Tai
chinh, Van phong UBND tinh, S& Cong Thuong c6 két qua con thép tai tiéu chi nay,
gia trj tuong tng 1an luot 12 83,27%, 84,44% va 86% (Xem Biéu d6 10).
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W

Ban Quan I Khu kinh t& va Khu céng nghiép 04.82%
5& Tu phap S4.77%

5o iy dons. [ -~

S6 Vin ha, Thé thao va Dulich [ o030

5S¢ Gido duc va Dao tao 22.33%
3& Nong nghiép va Méi tnrimg
S& Nod v

5o Khoa hoe va Cong nghé

B0 5%

B0.62%

S& Y té
3¢ Cong Thiremg 24.00%
Vin phong UBND tinh ||| =+
5¢ Tai chinh [ =2

305 82%  B4%:  B6% BEYL Q0%  92%  04% 04 O8%

B7.446%

Biéu @6 10. Két qua tiéu chi Thii tuc hanh chinh ciia khéi Sé

Tra 10i phiéu khao sat, 100% khach hang cho biét ndi dung thu tuc hanh chinh
déu duoc duoc cong khai tai B phan mot cua, Cé)ng thong tin dich vu cong hodc
Trang thong tin dién tir, tuy nhién chi c6 93,3% khach hang cho biét ndi dung day du,
d& hiéu; 2,87% danh gia noi
dung cong khai & mirc chdp
nhan duoc va con 3,83%
cho biét c6 cong khai
nhung tra ctru con bt tién
(Xem Biéu d6) nhu S¢ Tai
Piydirérnz détac chinh (16 khach hang), So

Noi vu va So Y té (mdi So
c6 4 khach hang), S Gido
duc va Pao tao (2 khéach
hang),...

V& thanh phan ho so
thtl tuc hanh chinh phai ndp, 98,8% khach hang danh gia khong c6 gi phuc tap, hd
so don gian, it gidy to hodc rit don gian, hop 1y; tuy nhién van c6 trudong hop khach
hang cho rang thanh phan hd so con nhiéu gidy to phtc tap, khong thuce té (S& Nong
nghiép va Méi trudng co6 2 y kién, S¢ Tai chinh va S& Tu phap mdi so ¢6 1 ¥ kién).
Pong thoi, da sd khach hang cho biét hudng dan cta cong chirc hau hét 1a thong
nhat v&i ndi dung thu tuc duge quy dinh, tuy nhién c6 02 truong hop khong dong v
v6i ndi dung nay & S& Tai chinh, S& Nong nghi€p va Moi truong.

CONG KHAI THU TUC HANH CHINH
C6 cng ki plyme ti2 gies cin bt tign, 3.83%

Khi diy da, 44.14%

Vé biéu mau to khai, 96,28% khach hang danh gia khong phirc tap hodc don
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gian, dé thuc hién; tuy nhién con 3,72% cho biét van con gap khoé khan mac du duogc
co quan cung cip thong tin, hudng dan (twong dwong 31 khach hang cua 7 S¢ - Xem
Biéu do 11).

Biéu d6 11. S6 hrong khach hang con gip khé khin khi dién to khai, biéu mau
o cac SO

S& Tai chinh (64 khach hing)

Vin phing UBND tinh (3 khéch hing)

5& EKhoa hoc va Cong nghé (6 khach hiang)

S& Néng nghiép va Mai tnrimg (31 khach hing)
S& Y té (16 khach hing)

Sé Cong thiromg (14 khsch hang)

S Néi v (2 khach hing)

S& Xay dimg (2 khach hang)

$& Gido duc va Dao tao (3 khach hang) [ 17

S& Tu phip (2 khch hing) [«
S¢ Vin hoa, Thé thao vi Du lich (1 khich hing) [ 122

[ I I I I |
0% 10% 20% 30% 40% 50%
Biéu d6 12. S6 lwgng va ty 1é khach hang phai bo sung ho so trude khi dwoc
tiép nhan chinh thirc theo tirng co quan

Hon 18% khach hang ciing cho biét khong dugce can bo mot ctra tiép nhan
ngay lan dau ma tra lai dé bo sung ho so, cac co quan c6 s6 lugng ho so tra lai dé bo
sung cao nhu S¢ Tai chinh (64 khach hang), S& Nong nghi¢p va Méi truong (31
khach hang), S& Y té (16 khach hang), S& Cong Thuong (14 khach hang), S¢ Noi
vu (8 khach hang), S& Khoa hoc va Cong nghé (6 khach hang) — Xem Biéu d6 12;
ddng thoi con c6 ¥ kién danh gia viéc hudng din ciia co quan con so sai (7 khach
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hang ctia S¢ Tai chinh, 2 khach hang cua S& Nong nghiép va Moi truong) hodc
khong c6 hudéng dan, chi yéu cau lam lai (9 khach hang ciia S Nong nghiép va Moi
truong, 2 khach hang ctia S¢ Tai chinh, 1 khach hang cia S& Cong Thuong).

SO LAN BO SUNG HO SO Trong s0 khach hang
g phai bo sung ho so, gan mdt

04 lfn.j Eﬂ B , N 4
s nra khach hang cho biét
chi phai bo sung mot 1an 1a
hd so duoc tiép nhan, con
lai 52% thuc hién bo sung
hd so tr 2 lan tré lén.

01 Ein 1 dwove tidp nhin

Nguyén nhan bo sung ho so
nhiéu lan chu yéu 13 do
khach hang chua thuc hién
dung hudng dan (chiém ty
1& 66,67%), tuy nhién 16,05% khach hang cho rang do huéng dan bd sung, hoan
thién hd so cua co quan tiép nhan khong day du (10 khach hang So Tai chinh; S&
Noéng nghiép va Mbi trudong, S& Gido duc va Dao tao, S Y té mdi co quan co 01
khach hang phan 4nh); bén canh d6 17,28% c6 y kién khac nhu: Huéng din chua
duoc rd rang, khién ngudi nop khong hiéu duoc 1y do tra hd so (¥ kién cua khach
hang S& Cong Thuong ); chua rd rang nén kho hiéu, phai di gap huéng dan truc tiép
(¥ kién cua khach hang S¢ Tai chinh); huéng din rd nhung phai lam lai thao tac tir
dau (y kién cua khach hang So' Y té);. ..

Da sb khach hang nhan thiy trinh ty giai quyét hd so co ban dam bao hoic
ding quy dinh, quy trinh dugc cong khai, tuy nhién c6 2,15% (twong duong 18 khach
hang) cho biét con phat sinh budc ngoai quy trinh hodc chua phu hop véi thuc té,
trong d6 S& Tai chinh ghi nhan nhiéu y kién nhat voi 10 khach hang.

3. Su phuc vu ciia cong chire, vién chirc

Trong 5 tiéu chi thanh phan, Su phuc vu cta cong chirc, vién chic 1a tiéu chi
duy nhét ctia khéi S¢ ¢6 chi s6 hai 1ong chung dat trén 90%. Hau hét cac co quan
dugc khao sat déu dat muc tiéu nam 2025, riéng So Tai chinh dat 88,89%, thép hon
muc tiéu ké hoach 1,11% (Xem Biéu do 13).
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5& Vin héa, Thé thao va Du lich
5& Tur phip
5& Xiy dung

00.02%

o749%

04.63%

& Mo va 05.77%

3¢ Coéng Thuong 95.76%

se Y |G - =

Vin phong UBND tinh [ o477

Ban Quén I Khu kinh t& va Khu céng nghigp [ 04.52%

86 Khoa hoc va Cong nghé [N o440%
S& Gido duc vi Daotzo [ 95 91%
S& Noéng nghiép va Mbi trzimg | 93.76%
5S¢ Tai chinh [T 22 =

80% 100% 120%
Biéu do 13. Két qua tiéu chi Sy phuc vu ciia cong chire, vién chirc ciia cac Sé&

Trong qua trinh thyc hién dich vu cong, 93,29% khach hang cho biét
khong phai cho doi 1au khi nop ho so truc tiép tai B6 phan mot cira, 6,71% phai chd
doi tir 30 phut tro 1én do khach hang dén giao dich dong, chua dén luot. Pa s6 khach
hang nhan xét viéc tiép nhan ho so nhin chung 1a khach quan, minh bach, cong bang,
khong c6 van dé gi ban khoan; tuy nhién, c6 5 khach hang ctua S¢ Nong nghiép va
MBoi trudng chua hai 10ng, cho rang viéc tiép nhan chua cong bang, wu tién nguoi
quen. Ngoai ra, khach hang ciia S& Nong nghiép va Moi truong con phan anh “gap
cong chirc de nop ho so bén ngoai Bo phan mot cua” (2'y kién); “can bo mot cua
hwdng dan lién hé véi dich vu ngodi hay ngwoi quen dé lam thii tuc nhanh hon” (1
¥ kién) va “cdn bé mét civa tir chéi tiép nhdn hé so ma khéng gidi thich ré Iy do” (1
y kién).

Ddi vé6i khach hang thyuc hién dich vu cong truc tuyén, ty 1€ khach hang cho
biét duoc co quan tiép nhan ho so trong vong 1 ngay 1a 90,23%, trong vong 2 ngay
14 4,66% va trén 2 ngay chiém 5,10%. Céac co quan c6 khach hang phan anh cho doi
dé duoc tiép nhan ho so dién tir nhidu nhat 1a Sé Tai chinh (31 khach hang), S& Noi
vu (16 khach hang); S& Cong Thuong (6 khach hang), S& Y té (6 khach hang).

Danh gia vé thai d6 giao tiép, ing xtr ctia cong chirc, vién chirc: 92,79% khach
hang nhan xét kha tan tinh, lich sy, hoa nha; 4,73% danh gia tam duoc, 1,8% danh
gia tho o, it tan tinh (4 khach hang cia S& Nong nghiép va Moi truong; 2 khach
hang ctia So Tai chinh; 1 khach hang ciia S& Noi vu, 1 khach hang cua So Y té) va
0,68% kho chiu, bat lich sy, cira quyén (2 khach hang ctia S& Nong nghiép va Mbi
truong, 1 khach hang cua S& Cong Thuong).
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THAI PO GIAO TIEP, UNG XU

Khi tin tinh, lich =ir, 38.29%

\Tam dwoc, 4.73%

R ki s ok e

Lich s, hoa nhi in tink, 54.50%

Khi duoc hoi vé tinh hudng nhiing nhiéu, tiéu cyc trong qua trinh giai quyét
cong viée, dai da s6 khach hang tai cac so déu thong nhat khong gip truong hop
cong chirc doi hoi phi bdi dudng hay dich vy, tuy nhién c¢6 1 khach hang cho biét
cong chire khong doi hoi nhung van nhan khi duoc bdi dudng va 3 trudng hop cong
chtrc doi hoi bdi dudng hodc chi phi dich vu.

4. Két qua giai quyét cong viéc

Téng hop chung, chi s6 hai 10ng vé Két qua giai quyét cong viéc nim 2025
ctia khoi S¢ dat 87,75%, trong d6 S& Tu phap 1a co quan duy nhét c¢é chi s trén
90% tai tiéu chi Két qua giai quyét cong viéc. Cac co quan con lai ¢ chi sé dao
dong tir 85,66% (SO Tu phap) dén 89,87% (S¢ Khoa hoc va Cong nghé) — Xem
Biéu do 14.

so st | -
S ———————— [
Vi phong UBND o | >
s& Nong nghiép va Msi reimg ||| :-:

5S¢ Guae duc va Bao tao 80 20%
5& Vin hoa, Thé thao va Dulich [ ::
Ban Quin I Khn kinh té vi Kim céng nghicp || ::
5& Xy dung 87.66%
53 Y té 87.05%
&6 Noi va 26.74%

S Cong Thueng | - =

30%  82%  B4% 86%  88%:  90% 92% Q4% 6%

Biéu d6 14. Két qua tiéu chi Két qua giai quyét cong viéc ciia cac Sé



Két qua téng hop
phiéu khao sat cho thay,
c6 78,47% khéach hang
tra 161 phiéu khao sat cho
biét sau khi d3 nhan Giay
tiép nhan
két qua, co quan khéng
yéu cau bo sung thém lan
nao nita; 14,59% phai bo
sung 01 1an; 4,19% phai
bd sung 02 lan; va con
2,75% khach hang cho
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SO LAN BO SUNG HO SO (SAU TIEP NHAN)

01 Lin, 14.55%

| 02 lin, 4.19%

03 Ln, 2.27%
04 Lin trér lém, 0.48%

biét phai b6 sung tir 03 1an tré 1én (gém S& Tai chinh, S& Noi vy, S& Nong nghiép
va Phat trién nong thon). Viéc bod sung hd so déu duoc thuc hién tai Bo phan mat
ctra tuy nhién c6 1 khach hang ctia S Nong nghiép va Mbi trudng cho biét viéc yéu
cau bo sung khong duogc thong bao bang vian ban. D6i véi khach hang nop hd so
tryc tuyén, 1/3 khach hang cho biét viéc yéu cau bd sung khong duge co quan thong
bao qua hé théng phadn mém (S Tai chinh — 40 khach hang; S& Cong Thuong — 2
khach hang; S& Gido duc va Pao tao, S& Xay dung, S6 Y té - 1 khach hang mdi co

quan.

Vé két qua giai quyét thi tuc hanh chinh, khach hang cho biét nhan két qua
sém han chiém 10,67%, 87,65% nhan xét ho so duogc giai quyét diang han va con

KET QUA GIAI QUYET CAP SO

Diing han, 87.65%

Tré han, 1.68%

Gm han, 10.67%

5. Tiép nhén, xir ly thong tin phan hoi

1,68% cho biét hd so giai
quyét tré han. Dbi véi cac
truong hop hd so tré han,
c6 2 khéach hang cua Sé Tai
chinh cho biét khong nhan
duogc bat ky thong tin gi tir
co quan tiép nhén, 1 khach
hang cua S& Nong nghiép
va Moéi truong khong nhan
duoc van ban xin 16i va hen
lai thoi gian tra két qua.

Két qua phan tich dit liéu thu thap cho thay, tiéu chi Tiép nhan, xt 1y thong
tin phan hoi ¢6 chi s6 ndm 2025 dat 88,15%, trong d6 S& Tu phép co chi s6 cao nhat
(92,91%) va S& Tai chinh c¢6 két qua thap nhat (84,09%). Cac co quan con lai ¢é chi
s6 chénh léch khong nhiéu va phan thanh 2 nhom: (1) Nhom tiém cin muic 90%
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gém cdc S&: Vian héa, Thé thao va Du lich, Nong nghi€p va Moi truong, No1 vy,
Xay dung, Gido duc va Pao tao, Khoa hoc va Cong ngh¢; (2) Nhém ti€ém can muc
86% gdm cac co quan: Ban Quan 1y Khu kinh té va Khu cong nghiép, Van phong
UBND tinh, So Y té, S Cong Thuong (Xem Biéu d6 15).

56 Van ki, Thé o vi Du i | -+
56 Neng aghitp va Mo s | - >

55 Khoa hoe vi Cong gt | -
Ban Quén It Khn kinh té va Kim céng nghicp ||| G
Van phang UBND tinh || ¢
se e [
5é Tai chinh [ o

80%  82%  B4%  86%  88% 90%  92% Q4% G96%

Biéu d6 15. Két qua tiéu chi Tiép nhan, xir 1y thong tin phan hoi ciia cic S&

Phan 16n khach hang danh gia cac co quan c6 bé tri cac hinh thire tiép nhén phan
anh, kién nghi (s6 dién thoai, dia chi thu dién tir, website,...) d& giri phan anh, kién
nghi; chi ¢6 0,84% phan anh chua thiy thong tin dé gtri phan anh, kién nghi (tvong
duong 7 khach hang cua cac S&: Nong nghiép va Moi truong, Cong Thuong, Gido
duc va Pao tao, Tai chinh, Y té). Khanh hang danh gia cac hinh thirc phan anh, kién
nghi cua cac co quan dé hoic rat dé thuc hién chiém gﬁn 90%, muc tam dugc chiém
9,33% va con 0,84% cho biét kho hodc rat kho thue hién (twong duong 7 khach hang
cua cac S&: Nong nghiép va Moi truong, Cong Thuong, Tai chinh)

Két qua khao sat nam 2025 ghi nhan chi c6 1,68% khach hang ting gti phan
anh, kién nghi dén cac so; trong d6: 04 y kién cho biét cac co quan tra 101 ddy du noi
dung, nhanh chéng; 3 ¥ kién nhan xét tra 1oi twong ddi dy du, kip thoi; 3 ¥ kién
danh gia tam duoc (S¢ Tai chinh) va 2 ¥ kién cho biét chua nhan dugc ciu tra 10
(S6 Nong nghi€p va Moi truong).

Con lai, 98,32% khach hang khong c6 phan anh, kién nghi thi 37,9% cho biét
co quan hanh chinh lam rat tot; 59,54% chua phat sinh nhu cau phan anh, kién nghi;
22.,44% con ngai vi nhiéu phién ha va c¢6 1 khach hang cho rang sé& bi gay kho dé
néu phan anh, kién nghi (S¢ Tai chinh).
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Nguyén nhin khong gii phan inh, kién nghi

I1I. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Panh gia chung vé
sy phuc vu cua khdi So,
6 33,85% khach hang rat
hai long, 59,45% hai
long, 5,98% déanh gid tam
dugc va con 0,24% khong
hai long (tuong duong 1
khach hang cua S¢ Tai
chinh va 1 khach hang
cua S6& Cong Thuong),
0,48% rat khong hai long
(twong duong 4 khach

PANH GIA CHUNG KHOI SO

A3

4t hii lang, 33 .83%

hang ctia S& Nong nghiép va Mai truong) — Xem Biéu do.

Két qua khao sat cho thdy mirc 46 mong doi ciia khach hang ddi voi cac S
nam 2025 dao dong tur 78,32% dén 81,21%, véi bién dd chénh léch khong 16n
(khoang 2,9%). Piéu nay phan 4nh yéu cau cai thién khong tap trung vao mot khia
canh don 1é ma mang tinh toan dién, dong bo trén tat ca cac phuong dién hoat dong
ctia co quan hanh chinh cép tinh (Xem Bang 2).

Bang 2. Mirc @9 mong doi ciia khach hang déi véi cac Sé nim 2025

e Mirc do0 mong doi
STT Noi dung ciia khéch hang
Tang cudng co so vat chét, trang thiét bi phuc vu giai o
1 A A A N A 3 8 1 ,2 1 /0
quyét cong viéc cho nguoi dan

3 Chi khao sat khach hang ndp hd so truc tiép
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Mirc do0 mong doi

STT Noi dung ciia khéch hang

Thuong xuyén ra soat, don gidn hoa thu tuc hanh chinh,

< 0
rut ngan thoi gian gidi quyét 80,47%

Néng cao chét lugng cung mg dich vu cong tryc tuyén,
3 | tang cuong chuyén d6i sb trong giai quyét cong viéc 80,14%
cho nguo1 dan

Nang cao chat luong tiép nhan, giai quyét y kién gop

0
4 V, phan anh, kién nghi cua nguoi dan 79,35%
Tang cuong trach nhi¢ém giai trinh clia co quan, can bo, o
5 N L O RSO A 79,46%
cong chire, vién chirc d6i1 vo1 ngudi dan
6 Nang cap ha Eaalg, hé thong phan mém dam bao 6n 79.37%
dinh, thong sudt
Nang cao tinh than, thai do phuc vu cua cén bd, cong o
7 Lo Y Ceon 78,89%
chtre, vién chure doi vo1 nguoi dan
Nang cao nang luc cua can bg, cong churc, vién chuc o
8 Z, o1 . © A A 78,86%
trong giai quyé€t tha tuc, cong viéc cho nguoi dan
9 Nang cao tinh cong khai, minh bach trong cung cap 78.32%

thong tin cho nguo1 dan

No6i dung c6 mue do mong doi cao nhét 13 “Téng cwdng co s vat chit, trang
thiét bi phuc vu giai quyét cong viéc cho ngudi dan” (81,21%), tiép dén la
“Thuwong xuyén ra soat, don gian hoa thi tuc hanh chinh, rit ngin thoi gian
giai quyét” (80,47%) va “Nﬁng cao chit lwgng cung g dich vu cong truc tuyén,
ting cuwdng chuyén doi s6” (80, 14%) Céc ndi dung nay déu lién quan tryuc tiép dén
diéu kién bao dam van hanh hé thong va hi€u qua xur 1y cong viéc.

Két qua trén cho thiy ngudi dan, to chitc ngay cang quan tim dén chat luong
ha tﬁng k¥ thuat, tinh 6n dinh cua hé théng phé‘m mém, cling nhu muc d¢ thuan ti¢n,
nhanh chéng trong thuc hién thi tuc hanh chinh. Diéu nay phan 4nh yéu cau chuyén
d6i s6 khong chi ding & viéc cung cip dich vu cong truc tuyén, ma phai bao dam
van hanh thong subt, 6n dinh va than thién véi nguoi st dung. Piém luu y, muc do
“rdat mong muén” d6i véi co so vat chat, trang thiét bi tap trung nhiéu ¢ khach hang
ctia S& Nong nghiép va Mai truong thude cac linh vuc nhu thi y, thiy san, dat dai
(ho so chii yéu tiép nhan tai B6 phan mot cira cac don vi truc thudc So).

Nhom noi dung lién quan dén trach nhiém giai trinh va co ché phan hoi
cling c6 mirc 46 mong doi cao, bao gom: “Nang cao chat lugng tiép nhan, giai quyét
y kién gop ¥, phan anh, kién nghi” (79,55%), “Tang cuong trach nhiém giai trinh”
(79,46%) va “Nang cao tinh cong khai, minh bach” (78,32%). Piéu nay cho thay

4 Chi khao sat khach hang ndp hd so truc tuyén
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ngudi dan khong chi quan tim dén két qua giai quyét thu tuc ma con yéu cau co
quan nha nudc phai minh bach thong tin, phan hoéi kip thoi va cé trach nhiém rd
rang trong qua trinh thuc thi cong vu.

Dang chu ¥, hai ndi dung lién quan truc tiép dén yéu té con ngudi gdm “Nang
cao tinh than, thai d6 phuc vu” (78,89%) va “Nang cao ning lrc clia can bd,
cong chirc, vién chire” (78,86%) c6 mirc dd6 mong doi thip hon so v6i cac nhom
ndi dung khac. Két qua nay cho thiy cong tac chan chinh ky luat, ky cuong hanh
chinh va nang cao thai d6 phuc vu thdi gian qua di c6 chuyén bién tich cuc; tuy
nhién, yéu cau dit ra hién nay khong chi dimg & thai d6 phuc vu ma chuyén sang
nang cao chat luong van hanh hé thong va hiéu qua xir 1y cong viéc.

Téng hop cac nodi dung trén cho thdy xu hudng mong doi cia ngudi dan ddi
v6i Khoi cac SO ndm 2025 di chuyén dich tir cai thién hanh vi phuc vu sang hoan
thién ha tng, chuan hoa quy trinh va nang cao nang luc van hanh sb. Day 1a yéu cau
cai cach mang tinh hé théng, doi hoi sy chi dao dong b tir cap tinh trong dau tu ha
tang, tai cdu trac quy trinh va nang cao chat luong quan tri nham bao dam tinh bén
vitng ctia Chi s6 hai 1ong trong nhimng nam tiép theo.
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Phén 111
CHI SO HAI LONG KHOI CO QUAN NGANH DQC

I. CHI SO HAI LONG CHUNG
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Biéu d6 16. Chi s6 hai long khéi co quan nganh doc
Két qua khao sat cho thiy chi s6 hai 1ong ciia cac co quan nganh doc cép tinh
1a 86,46%, trong d6: Cong an tinh dat 87,33%; Bao hiém x3 hoi tinh dat 86,45% va
Thué tinh dat 85,23% (Xem Biéu db 16).

Trén 5 ti€u chi danh gia, ti€u chi vé Su phuc vu cua cong chire, vién chirc co
chi s6 hai long cao nhit (90,35%), ké dén 1a Thu tuc hanh chinh (86,36%), Két qua
giai quyét cong viéc (85,86%) va Tiép nhan, xir Iy thong tin phan hoi (85,06%).
Tiéu chi Tiép can dich vu c¢6 chi s6 hai 10ng thap nhét (84,69%) va thap hon 5,66%
s0 v6i tiéu chi co chi s6 cao nhat - Su phuc vu ctia céng chirc, vién chic (Xem Biéu
do 17).
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Biéu d6 17. Két qua 5 tiéu chi chi sé hai long cac co' quan nganh doc
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II. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Tiép can dich vu

O khdi cac co quan nganh doc, chi sé hai long chung ndm 2025 vé Tiép can
dich vu dat 84,69%, thép nhét trong 3 khoi co quan. B4o hdo xa hdi tinh va Cong an
tinh ¢6 chi s6 twong dong nhau (gin bang 88%), trong d6 Cuc Thué tinh chi dat
73,7%, thap nhat trong 80 co quan hanh chinh duoc khao sat (Xem Biéu d6 18).
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Biéu do 18. Két qua tiéu chi Tiép cin dich vu ciia cac co quan nganh doc

Két qua khao sat cho thay, khdi co quan nganh doc 12 khéi c6 hinh thtrc chuyén
tai thong tin dén khach hang da dang nhat véi hon 47% khéach hang tiép can thong
tin tr 6 hinh thirc trd 1én (cao nhét va cao hon céac khdi con lai trén 10%); bén canh
hinh thitc cong chire, vién chirc gidi thiéu, hudng dan 13 chu yéu thi hon 79% khach
hang dugc tiép can thong tin qua website, cic mang x4 hdi (cao nhat trong cac khoi
co quan — Xem Biéu d6 19).

e
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Biéu d6 19. So sach mirc d tiép cin thong tin ciia khach hang thong qua
website, mang xa hdi giira 3 khoi co quan khao sat

Khi duoc hoi vé nhitng thiac mac can giai dap, 55,22% khach hang cho biét
dugc co quan nganh doc giai dap rat 16 rang, ddy du hoic khong cé vudng mac;
35,52% danh gia kha tbt; 8,96% danh gia & muc tam dugc va chi 1 khach hang cua
Thué tinh cho rﬁng giai dap so sai. Viée b tri, cong khai cac kénh hd tro, giai dap
trye tuyén cta Cong an tinh dugc khach hang danh gia t6t nhat (87,21%), trong khi
d6 mot so it khach hang chua hai 1ong v6i cac kénh hd tro cua Thué tinh (84%).
Ngoai ra, 2 khach hang cta Thué tinh ciing danh gia cong chirc rat it khi chu dong
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trao doi va cung cap thém céac thong tin khac.

Danh gia vé hé théng cung cip dich vu cong truc tuyén, khach hang caa Cong
an tinh danh gia cao hé thong cta nganh vé giao dién, thao tac ciing nhu tinh 6n
dinh, thong sudt ctia hé théng hon so véi khach hang cua 2 co quan con lai (Xem
Biéu d6 20).

BHXH tinh ™ Cdng an tinh B Thué tinh

060 §101% B4.44% 84.83% i ll% BL6T% 77 3304 B4.19% 21.78%

Giao dién Thao tic Sir m, dinh théng subt

Biéu @6 20. Panh gia ciia khach hang ddi véi hé thong cung cp dich vu cong
truee tuyén ciia 3 co quan nganh doc

2. Thu tuc hanh chinh

Nam 2025, chi s6 hai long chung vé Thii tuc hanh chinh ciia cic co quan nganh
doc dat 86,36%, thép hon muc tiéu dé ra 3,64%. Két qua chi sb tai tiéu chi nay cho
thdy chua c6 sy dong déu giita 3 co quan, cu thé: Cong an tinh co chi sb cao nhat véi
89,78%, ké dén 12 Thué tinh v&i chi s6 86,43% va cubi cting 12 Bao hiém x4 hoi tinh
dat 83,7% (Xem Biéu d6 21).
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Biéu d6 21. Két qua tiéu chi Thii tuc hanh chinh cia céc co' quan nganh doc
Vé cong khai TTHC tai Bo phan Mét ctra hoac Trang thong tin dién tur, co
46,87% khach hang nhan xét day du, ro rang, tra ctru thudn loi; 39,4% nhan xét cong
khai kha day du; 12,24% danh gia tam duoc va 1,49% khach hang cho biét viéc tra
clru con bat tién.
C6 82,34% khach hang (ca khach hang thyc hién ndp h so truc tiép va truc
tuyén) danh gia thanh phan ho so don gian, hop 1y; 16,47% danh gia khong nhiéu
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gidy t lim va con 1,2% khach hang con phan nan thanh phan hd so ¢ nhiéu gidy
td khong can thiét. Vé viéc dién céc to khai, 35,96% khach hang nhan xét rat don
gian, dé thuc hién; 46,71% cho biét hau nhu khong gap kho khan gi; 16,47% nhan
dinh khong kho 1dm va con 1,2% cho biét gap rat nhiéu khé khin hodc twong dbi
kho thuc hién (déu ghi nhan ¢ ca 3 co quan).

Sau khi ndp ho so dich vu cong, 91,57% khéch hang cho biét hd so dugc co
quan nganh doc tiép nhan ngay 1an dau ma khong phai tra lai dé b sung, hoan thién
hé so. Trong s6 khach hang con lai phai bo sung hd so, ¢6 2 trudng hop phan anh
BHXH tinh va Thué tinh khong c6 huéng dan, chi yéu cau lam lai va 3 trudng hop
viéc hudng dan bo sung, hoan thién hd so cua co quan tiép nhan khong day du.

3. Su phuc vu ciia cong chire

Pay 1a tiéu chi c6 két qua cao nhat trong 5 tiéu chi thanh phan, chi sé dat
90,35% va dat muc tiéu nam 2025; c¢6 2/3 co quan nganh doc dat muyc tiéu 1a Thué
tinh (91,34%) va Bao hiém xa hoi tinh (90,18%), riéng Cong an tinh chi thap hon
muc tiéu dé ra 0,1% (Xem Biéu db 22).
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Biéu do 22. Két qua tiéu chi Sy phuc vu ciia cong chire cia cac co quan
nganh doc

Két qua khao sat cho thdy 82,95% khach hang duoc tiép don twong dbi nhanh,
khong phai chd doi 1au (trong vong 15 phut) khi dén 1am viéc tai B6 phan Mot cira,
10,23% phai chd nhung khong 1au 1dm va con 17,23% khach hang nhan thiy cho
doi kha 1au (trén 30 phut), tap trung chil yéu 1a khach hang cua Cong an tinh; tuy
nhién, viéc cho doi chii yéu do khach hang dén giao dich dong, khong co trudng
hop phan anh can by mot cira lam viéc riéng hoac khong c6 mat. Viée tiép nhan ho
so ciing dugc hau hét khach hang danh gia khong c6 van dé gi, cong bang, minh
bach.

Déi v6i cac khach hang ndp ho so truc tuyén, co 51,42% khach hang cho biét
hé so dién tir gan nhu tiép nhan ngay, 25,1% duogc tiép nhan khong qué 8 tiéng,
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10,93% trong vong 01 ngdy, 9,31% trong vong 02 ngdy va ¢ 3,24% cho biét thoi
gian tiép nhan 14 trén 02 ngay (déu ghi nhan & ca 3 co quan).

Khi dén nop hd so truc tiép, khach hang danh gia kha tich cuc thai do giao
tiép cia can bd mot cira, cu thé 45,98% danh gia hoa nha, nhiét tinh; 49,43% danh
gia khé tan tinh, lich su; 4,6% danh gia tam duoc va khong c6 phan hdi tiéu cuc vé
thai d6 giao tiép. Két qua khao sat cling cho thiy, khong co phan anh nao ctia khach
hang vé truong hop doi hoi chi phi boi dudng, dich vu.

4. Két qua giai quyét cong viéc

Tai tiéu chi Két qua giai quyét cong viéc, Thué tinh 1a co quan c6 chi sd cao
nhit voi 88,14%, ké dén 1a Bao hiém xa hoi tinh dat 87,73%, Cong an tinh c6 chi s6
thap nhat, chi dat 81,85% - day ciing 1a tiéu chi thip nhat cia Cong an tinh (Xem
Biéu d6 23). Tong hop chung, chi sb tiéu chi nay cua khéi dat 85,86%.
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Biéu d0 23. Két qua tiéu chi Két qua giai quyét cong viéc ciia cac co quan
nganh doc
Vé két qua giai quyét hd so truc tiép, c6 7,95% khach hang nhan két qua som
han, 90,91% nhan két qua dung han, 1,14% tré han nhung khong nhiéu. Ddi voi hd
so truc tuyén, c6 5,67% khach hang nhan két qua sém han, 92,31% nhan két qua
dtng han, 1,62% tré han nhung khong nhiéu ldm va con 0,4% cho biét thoi gian tré
gap ddi hodc hon.

Trong qua trinh dén nhan két qua giai quyét theo gidy hen, c6 2 khach hang
ctia Cong an tinh gip phai tinh huéng B6 phan mot cira bao chua c6 két qua, néu rd
1y do va 4 khach hang hd so di giai quyét xong nhung két qua chua chuyén dén Bo
phan mot ctra (Cong an tinh, Thué tinh - mdi co quan ¢ 2 khach hang).

5. Tiép nhén, xir ly thong tin phan hoi

Chi s6 hai 1ong chung vé Tiép nhén, xir Iy thong tin phan hdi ndm 2025 ctia khéi
co quan nganh doc dat 85,06%, chua muc tiéu ké hoach dé ra. Trong 3 co quan khao
sat, Cong an tinh va Thué tinh c6 chi so lan luot 13 87,19% va 86,52; Bao hiém x4 hoi
tinh c6 chi s6 thap nhat, chi dat 82,67% (Xem Biéu d6 24).
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Biéu do 24. Két qua tiéu chi Tiép nhan, xir 1y thong tin phan hdi ciia
cac co quan nganh doc

Céc khach hang ndp hd so truc tiép va truc tuyén kha hai long véi viée b tri,
cong khai thong tin duong diy nong phan anh, kién nghi ctia co quan nganh doc
(chiém 90,75%), tuy nhién van con 9,25% khach hang chua that su hai 10ng, trong
do 4 khach hang nhan xét con it hinh thirc, khong thuan tién va 4 khach hang khong
thdy thong tin duong ddy nong.

Trong s6 khach hang tham gia khao sat nim 2025, chi ¢6 2 khach hang ciia co
quan nganh doc timg gti phan anh, kién nghi cho co quan Thué va déu chua hai
1ong vé6i két qua nhan duoc, cu thé: 1 ¥ kién cho biét co quan Thué tra 101 khong day
di, chdim tré va 1 y kién danh gia Tam dugc.

Cac khach hang cho biét chua timg giri phan anh, kién nghi chil yéu 1a do
chua phat sinh nhu cau phan 4nh, kién nghi (64,22%), co quan 1am rat tét, khong co
van dé can kién nghi (33,94%). Tuy nhién, van con 1,83% khach hang cho biét do
con ngai vi nhiéu phién ha (4 khach hang ciia Bao hiém xa hoi tinh; 1 khach hang
ctia Cong an tinh, 1 khach hang ctia Thué tinh).

I1I. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

banh gia chung vé su phuc vu cua khdi céac co quan nganh doc, c¢6 31,14%
khach hang rat hai long, 61,38% hai long, 6,89% danh gia tam duoc va con 0,6% rat
khong hai long (tuong duong 1 khach hang cua Cong an tinh va 1 khach hang cua
Bao hiém x4 hoi tinh).

Tuy nhién, két qua khao sat cho thiy céc tiéu chi thanh phan chua c6 sy dong
déu gitra cac co quan trong khéi va trong timg co quan. Mic du tiéu chi Su phuc vu
ctia cong chtrc nhin chung dat mirc kha cao ¢ ca ba co quan, phan anh sy chuyén
bién tich cuc vé thai do va tinh than trach nhiém phuc vu khach hang, song céc ti€u
chi khac con c6 su chénh 1éch dang ké. Pang cht ¥, ¢6 co quan dat két qua tuong
dbi cao & mot s tiéu chi, trong khi ¢ tiéu chi lai thap hon so véi mit bang chung,
van dé ndy xdy ra ¢ ca 3 co quan trong khdi. Piéu nay cho thay chét lugng cung tmg



29

dich vu cong gitra cac co quan trong khéi chua dong déu, doi hoi timg co quan can
ra soat, xac dinh 1 cac tiéu chi con han ché dé cé giai phap cai thién phu hop, hudng
t61 nang cao murc d6 hai 1ong chung mét cach bén virng va dong bo.

Két qua khao sat cho thdy mtrc do mong doi ctia khach hang ddi véi cac co
quan nganh doc nam 2025 dao dong tir 76,14% dén 79,18%, véi bién d chénh léch
khoang 3%. So véi Khdi cac S, mirc 6 mong doi nhin chung thdp hon nhung twong
dbi dong déu giita cac nodi dung, phan anh yéu cau cai thién mang tinh toan dién,
khong tap trung vao mot van dé don 1é (Xem Bang 3).

Bang 3. Mirc d§ mong doi ciia khach hang ddi véi cac co quan nganh doc

A Murc do mong dgi
STT Noi dung ciia khach hang

Thuong xuyén ra soat, don gian hoa thu tuc hanh chinh,

1 79,18%
rat ngan thoi gian giai quyet
Nang cao chat luong cung tmg dich vu cong tryc tuyén,

2 | tang cuong chuyén dbi sb trong giai quyét cong viée cho 78,36%
nguoi dan

3 Nang cap ha Eang, hé thong phan mém dam bao 6n 77.63%
dinh, thong sudt
Nang cao tinh than, thai do phuc vu ctia can bd, cong

4 N PV e i 78,36%
chuc, vién chue do61 voi nguoi dan
Nang cao nang luc cua can b, cong chure, vién chure trong

5 T A, . i A 77,32%
giai quyét thu tuc, cong viéc cho nguot dan
Nang cao chét lugng tiép nhan, giai quyét ¥ kién gop o

6 |, S X o A 77,16%
V, phan anh, kién nghi cua nguoi dan
Tang cuong trach nhiém giai trinh clia co quan, can bo,

7 . L2 RV e 1n 77,09%
cong chtre, vién chirc d6i1 vo1 ngudi dan
Nang cao tinh cong khai, minh bach trong cung cap

8 o A 76,34%
thong tin cho nguoi dan
Tang cudng co s vat chét, trang thiét bi phuc vu giai

9 2 A A NP 76,14%
quyét cong viéc cho nguoi dan

Noi dung c6 mirc o mong doi cao nhat 1a “Thwong xuyén ra soat, don gian
héa thii tuc hanh chinh, rat ngin thoi gian giai quyét” (79,18%). Dicu nay cho
thdy nguoi dan, doanh nghiép khi giao dich véi cac co quan nganh doc van chiu tac
dong dang ké tir tinh chat phirc tap, chuyén siu ctia thu tuc hanh chinh thudc linh
vuc thué, bao hiém, coéng an,... Yéu cau rat ngin thoi gian, giam khau trung gian va
don gian hoéa hd so 13 mong mudn ndi bat, phan anh ap luc cai cach vé quy trinh
nghiép vu.
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Cac n6i dung lién quan dén chuyén ddi so va ha ting k§ thuit ciing co6 mirc
d6 mong doi cao, gdbm: “Nang cao chat luong cung tng dich vu cong truc tuyén”
(78,36%) va “Néng cap ha tang, hé thong phan mém” (77,63%). Piéu nay cho thay
nguoi dan danh gia cao vai trd cua dich vu cong truc tuyén trong giam chi phi va
thoi gian giao dich; tuy nhién, viéc van hanh hé théng dién tir ciia mot sb nganh doc
van chua that sy on dinh, déng bo giita trung wong va dia phuong, dan dén ky vong
tiép tuc dugc nang cao.

bang cht y, ndi dung “Nang cao tinh than, thai do phuc vu” dat 78,36%, cao
hon ndi dung “Nang cao nang luc can bo” (77,32%). Diéu nay cho théy bén canh
yéu cau cai tién quy trinh va cong nghé, yéu t6 con ngudi van 1a mot ciu phan quan
trong trong trai nghi¢m ctia nguoi dan khi thyc hién thu tuc tai cac co quan nganh
doc. Tuy nhién, mirc chénh léch khong 16n giita cac ndi dung cho thay van dé khong
nam & ca nhan don 1& ma thudc vé chat lugng van hanh téng thé cta hé théng.

Nhom ndi dung lién quan dén trach nhiém giai trinh, tiép nhan phan anh
va cong khai minh bach c6 mtrc 46 mong doi tir 76,34% dén 77,16%. Mic du thap
hon nhém ndi dung vé thi tuc va chuyén d6i sd, song két qua nay phan anh nhu cau
ngay cang rd vé minh bach thong tin, phan hoi kip thoi va xac dinh 13 trach nhiém
clia co quan, can bo trong qué trinh giai quyét cong viée. Pay 1a yéu td quan trong
cing ¢b niém tin cta ngudi dan dbi véi cac co quan thyc thi phap luat va quan 1y
chuyén nganh.

Téng hop két qua cho thay xu huéng mong doi clia nguoi dan doi véi cac co
quan nganh doc tap trung vao ba tru cot chinh: (i) don gian hoa va rit ngan quy trinh
gidi quyét thu tuc; (i1) nang cao chét luong va tinh on dinh cua hé théng dich vu
cong truc tuyén; (iii) ting cuong tinh chuyén nghiép, trach nhiém giai trinh trong
thue thi cong vu. Diéu nay dit ra yéu cau tiép tuc phdi hop chit ché giita co quan
nganh doc véi chinh quyén dia phuong trong cai cach thii tuc, ddng bo ha tang s6 va
nang cao chat luong phuc vu, nhidm bao dam cai cach hanh chinh duogc thuc hién
thdng nhat trén dia ban tinh Khanh Hoa.
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Phan IV:
CHI SO HAI LONG KHOI UBND CAP XA

I. CHI SO HAI LONG CHUNG
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Trong 3 khdi co quan hanh chinh dugc khao sat nam 2025, UBND cép x4 ¢6
chi s6 mirc d6 hai 1ong chung cao nhit véi 89,18%, chi thip hon muc tiéu dé ra
0,82%.

Mirc d6 hai long cia UBND céc xd, phuong nam trong khoang 82,67% -
94,77% (chénh 1éch 12,1%), trong d6 05 x4, phuong ¢ chi s6 cao nhat nim 2025 13
Cam Linh (94,77%), Trung Khanh Vinh (93,46%), Ninh Hoa (93,38%), Phudc Dinh
(93,12%) va Dién Lam (92,58%); 5 dia phuong c6 chi s6 thap nhat naim 2025 1a Bao
An (82,67%), Bac Ai Tay (82,78%), Phan Rang (82,85%), Xuan Hai (83,16%) va
Bac Ai (83,94%). So voi muc tiéu dé ra, co 33/64 xa, phuong c6 chi sb trén 90%,
chiém ty 1& 51,6% (Xem Biéu d 25).

TC 88,.81%

100%

80%

60%
LS

T 40% HO
88,35%" | _ 20% _ R8.58%
0%
i PV
89,32% o), 87%

Biéu do 26. Két qua 5 tiéu chi chi sé hai long cia UBND cép xa

Tuong tu 2 khdi co quan con lai, tiéu chi thanh phan Sy phuc vu cta cong
chtrc, vién chire ctia khdi UBND cép x3 c6 chi sb cao nhat nam 2025, dat 90,87% va
1a ti€u chi duy nhét c6 chi sb dat muc tiéu dé ra. Cac tiéu chi thanh phﬁn con lai cé
gia trj tuong d6i dong déu va tiém can ¢ muic 89%, trong d6 Tiép nhan, xtr Iy thong
tin phan hdi c6 chi sd thap nhat, dat 88,35%. Mirc chénh léch giita tiéu chi c6 chi s6
cao nhat va chi sb thap nhat & Khéi UBND cap xa kha thap, chi khoang 2,5% (Xem
Biéu d6 26).
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II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép cén dich vu

UBND phuong Cam Linh N < '
UBND xa Dién Lim | '
UBND xi Suéi Diu | 57"
UBND phudng Nam Nha Trang | IRREE N .-
UBND xi Trung Khénh Vinh | - ¢
UBND xa Ninh Son [ >

UBND phuong Nha Trang
UBND phudng Ninh Chir
UBND phuong Ninh Hoa
UBND xi Cam Hiép
UBND xd Nam Ninh Hoa
UBND xi Bong Khanh Son
UBND phuémg Béc Nha Trang
UBND xi Bac Ai Dang
UBND xi Phude Dinh
UBND xi Tu Bong

UBND Phudng Hoa Thing

UBND xi My Son

UBND xa Cam An

UBND xi Thuin Nam
UBND xi Van Thing
UBND xi Van Ninh
UBND xi Phuéc Hitu
UBND xa Cam Lam
UBND phuong Tay Nha Trang
UBND xi Ca Na

UBND phudng Bic Cam Ranh
UBND x4 Tay Ninh Hoa
UBND xi Dién Tho
UBND xi Phuée Ha
UBND xi Hoa Tri

UBND xi Tay Khanh Vinh
UBND xi Pai Lanh
UBND phudng Cam Ranh
UBND phudng Ba Ngoi
UBND xi Dién Khanh
UBND xi Tian Dinh
UBND xi Khanh Vinh
UBND xi Bic Ninh Hoa
UBND xi Khanh Son
UBND xd Van Hung
UBND xi Dién Lac
UBND xi Ninh Phuée

UBND xa Nam Cam Ranh

UBND xi Tay Khanh Son

UBND xi Bic Khénh Vinh
UBND xa Phudc Hau
UBND xi Vinh Hai

UBND xi Nam Khanh Vinh
UBND xi Dién Pién
UBND xi Ninh Hai

UBND xi Anh Diing
UBND phudng D6 Vinh
UBND phuong Dong Ninh Hoa
UBND xi Subi Hiép

UBND xi Béc Ai Tay
UBND xi Bac Ai

UBND phuong Bong Hai
UBND xi Céng Hai

UBND phuong Bao An
UBND xi Thuin Bic
UBND xi Xuan Hai

UBND xi Lam Son

UBND phuong Phan Rang
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Biéu @6 27. Két qua tiéu chi Tiép can dich vu ciia UBND cap xa
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Nam 20235, chi s6 hai long chung vé Tiép can dich vu ctia Khdi UBND cap x3
dat 88.,81%. C6 30/64 dia phuong dat két qua hai 10ng tir 90% trd 1én (ty 16 46,88%),
trong d6 c6 3 dia phuong co6 chi sb trén 93% 1a Cam Linh, Dién Lam, Subi Dau.
Nguoc lai, UBND phuong Phan Rang c6 chi s6 thap nhét, chi dat 80,03% va clng
UBND céc xa, phuong Lam Son, Xuan Hai, Thuan Bic, Bao Anla 5 dia phuong co
chi s6 dudi 83% (Xem Biéu do 27).

Trong qua trinh thuc hi¢n dich vu cong tai Trung tdm Phuc vu hanh chinh
cong cap x4, trén 87% khach hang co thé tiép can mau don, to khai; 77,21% tiép can
dugc thong tin thu tuc hanh chinh/cong viée; 63,19% tiép can duoc cac b ho so
mau; tuy nhién cac thong tin vé nop hd so truc tuyén, st dung dich vu buu chinh,
thot gian, quy dinh lam viéc ctia Trung tam, cac ti€n ich khac nhu: tra ctu ho so,
thanh toan tryc tuyén, khai thac két qua giai quyét ban dién tu,... chi chua t6i 50%
khach hang tiép can dugc.

Cac hinh thérc chuyén tai thong tin duoc cac dia phuong cung cip
da dang nhung chwa ddéng déu, trong d6 gan 1/3 khach hang cho biét chi tiép can
thong tin tir 1-2 hinh thire. Cac hinh thirc chil yéu van 1a thong qua cong chire, vién
chirc gi6i thiéu, hudng dan (87,68%); nguoi than, ban bé (77,32%); bao, dai, loa
phat thanh (59,34%); website, mang xa hoi (50,65%);... (Xem Biéu do 28)

Céng chirc, vién chife gidi thign, udng din N © 7.6
Qua ngwivi thin, ban bé I 7.5 1%
Edo, dai, loa phit thanh I ;2340
Website, mang x3 hi (Zalo, Facebook,..)) NN - 650
Béng miém vét I 1%
Hii nghi, cubc hop, déi thoai  IEEEG_— 3 .24%:
Té xoi, bing rém, pano tuyén truyén  IEG— ;0%

Hinh thirc khac 1l 331%

Biéu d6 28. Cac hinh thirc tiép can thong tin dich vu cong tai UBND cip xa

Khi duoc hoi vé giai dap vudng mac trong qua trinh thyc hién dich vu cong,
47,98% khach hang danh gia dugc Bo phan mot cira giai dap rat rd rang, day du
hozc khong co thic mic; 48,32% danh gia cong chirc, vién chirc giai dap kha tdt;
3,61% danh gia tam dugc hodc con so sai; riéng 4 khach hang tai UBND céc xa Anh
Diing, Bac Ai Tay, Dién Pién, Phudc Hitu phan anh khong duoc cong chirc giai dap
vudng mic.

Phéan 16n khach hang hai 1ong d6i véi viéc bd tri cac khu vuc (nhu: khu vuc
cung cap thong tin, khu vuc ngdi cho, khu vuc viét ho so, khu vyc tiép nhan/tra két
qua,...) tai Trung tdm Phuc vy hanh chinh cong cép xa; chi 4,93% danh gia tam
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dugc va 0,21% chua hai long d6i vai viée bo tri cadc khu vuc phuc vu nhu cau nguoi
dan.

Vé trang thiét bj TRANG THIET BI TAI CAP XA
phuc vu ngudi dan tai
Trung tam Phuc vu hanh
chinh coéng cip x3, co
43,24% khach hang nhan
xét ddy du tién loi, chat
luong tbt; 53,67% danh gia
kha day du, dap ung nhu

w Chua dap tng, nhiéu
thiét by hir héng (0,33%)

®Tam duoc (2,75%)

Kha diy di, dip img

. . nhu céu (53.67%
cau; 2,75% chap nhan ( )
duge va wD3y du. tién loi, chit
cho biét chua dap ung, heong 16t (43,24%)
nhiéu thiét bj hu hong.

2. Thu tuc hanh chinh

Tai tiéu chi Tha tuc hanh chinh, chi sé cua cac x4, phuong bién dong tir 80%
dén 93,29%, muc chénh 1éch 1a 13,29%; trong d6, 30 dia phuong c6 chi sd tir 90%
tré 1én va 34 dia phuong c6 chi s6 dudi 90% (Xem biéu d 296).

Tra 10i phiéu khao sat, da s6 khach hang cho biét thong tin thu tuc
hanh chinh cip xi dugc cong khai ddy du, rd rang, dé tra ciru (42,82%) hodc kha
day du (53,75%); 2,8% danh gia tam dugc va con 0,54% khach hang cho biét co
quan c6 cong khai nhung tra ctiru con bat tién; riéng c6 4 khach hang phan anh khong
thdy co quan cong khai thong tin thi tuc hanh chinh (UBND céc x4, phuong: Bao
An, Tay Nha Trang, Anh Diing, Bic Khanh Vinh).

Hon 90% khach hang danh gia thanh phan ho so phai nop khong cé gi
phtc tap, ho so don gian, it gidy to hodc rat don gian, hop 1y; chi chua dy 0,4% con
phan nan hd so qua nhiéu gidy to phuc tap, nhiéu loai khong can thiét (4 khach hang
linh vuc dit dai va 3 khach hang linh vuc hd tich). Ngoai ra, 2 khach hang cia UBND
xa Phude Hau (Iinh vyc bao trg xa hoi), 1 khach hang cia UBND x3 Dién Lam, 1
khach hang cia UBND x4 Van Ninh (linh vuc dat dai) cho rang cong chirc ¢ yéu
cau ndp cac gidy to khong cé trong quy dinh tha tuc hanh chinh.

Ddi véi viee dién to khai, da sé khach hang véi ty 1€ 92,22% cho réng don
gian, dé thuc hién, hau nhu khong gap kho khan gi; 7,31% nhan xét khong khoé 1am
va c6 21 khéach hang tuong tng ty 1¢ 0,47% con gap kho khan trong qua trinh thyc
hién (¥ kién duoc phan bd déu trén cac linh vuc).
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UBND x4 Nam Ninh Hoa
UBND xi Dién Lam
UBND phuong Nam Nha Trang
UBND x2 Van Thing
UBND phudng Ninh Hoa
UBND phudng Béc Cam Ranh
UBND x4 Van Ninh
UBND x4 Trung Khanh Vinh
UBND xi Subi Diu
UBND phuong Nha Trang
UBND xi Bic Ai Déng
UBND x3 Van Hung
UBND xa Ty Ninh Hoa
UBND x4 Phudc Ha
UBND xa Phuéc Dinh
UBND phuong Ninh Chir
UBND xi My Son
UBND phuong Cam Linh
UBND xi Tu Béng
UBND xi Pai Lanh
UBND phudng Tay Nha Trang
UBND phuéng Béic Nha Trang
UBND xa Hoa Tri
UBND Phudng Hoa Théing
UBND xi Déng Khinh Son
UBND x4 Tan Dinh
UBND x3 Dién Lac
UBND xa Thugn Nam
UBND phuong Cam Ranh
UBND xa Ninh Son
UBND x4 Cam Higp
UBND xi Cam Lim
UBND xi Dién Khanh
UBND x4 Phude Hitu
UBND xi Dién Tho
UBND xi Tay Khanh Vinh
UBND xi Khanh Son
UBND xa Cam An
UBND xi Khanh Vinh
UBND xi Ninh Phudc
UBND phudng Bong Ninh Hoa
UBND xi Ca Na
UBND x3 Nam Cam Ranh
UBND phuong Ba Ngoi
UBND xi Vinh Hai
UBND xi Tay Khanh Son
UBND x3 Nam Khénh Vinh
UBND xi Béc Khanh Vinh
UBND xa Bic Ninh Hoa
UBND xi Dién Dién
UBND xi Sudi Higp
UBND xi Anh Diing
UBND phuong D6 Vinh
UBND xi Phudc Hau
UBND phuong Béng Hai
UBND xi Béc Ai
UBND x4 Bic Ai Tay [N 5. 79%
UBND xi Ninh Hii | 2. 4%
UBND xi Thugn Bic N 150"
UBND i Lam Son [ ¢!5"
UBND phuong Bao An [ NEEG ¢ 1.03%
UBND phudng Phan Rang [N & 1.00%
UBND xa Céng Hai [INNEG :0.43%
UBND xi Xuan Hai [N 30.00%
75% 80% 85% 90% 95%

Biéu d0 29. Két qua tiéu chi Thii tuc hanh chinh ciia UBND cip xi
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Pa s6 khach hang vai ty 18 92,89% ndp hd so mot 1an 1a duoc tiép nhan ngay;
cac trudng hop hd so bj tra lai dé bd sung (chiém 7,11%) ghi nhan nhiéu & xa Bac
Ai Tay (23 truong hop), phuong D6 Vinh (18 truong hop), xa Phudce Hau (17 truong
hop), xd Bac Khanh Vinh (13 trudng hop), xa Xuan Hai (13 truong hop), xi Bac Ai
Pong (12 truong hop). Hon 70% khéach hang chi phai bb sung, hoan thién 01 1an 13
duoc tiép nhén, 26,8% phai thuc hién hai 1an va 3,15% thuc hién bd sung tir 3 1an
tré 1én. Nguyén nhan bd sung nhiéu l1an chiém phan 16n 1a do khach hang thyc hién
chua ding huéng dan  NGUYEN NHAN BO SUNG HO SG NHIEU LAN
(chiém 69,61%) tuy nhién
ty 16 khach hang cho biét
do cong chuc hudng dan
khong day da van con cao
(hon 22%); bén canh do,
8,29% khach hang c6 y
kién khac nhu do thay doi
cong chuc xu ly, do qua

T kién khie, £.29%

chire bircmg din khéne diy di,

trinh sap xép don vi hanh
chinh.

Do thore hugn chua dung hwong dan, 99

Vé trinh tu giai quyét hd so, cac khach hang thuc hién dich vu cong truc tuyén
cho biét co ban dam bao hoic diing quy dinh, quy trinh dugc cong khai, tuy nhién
d6i voi khach hang nop hd so truc tiép con phan anh truong hop khong ding trinh
tu thuc hién dugc cong khai, tham chi c6 nhiéu bude khong c6 trong quy dinh (ghi
nhén tai UBND céc xd: Bic Khanh Vinh, Khanh Vinh, Ninh Hai, Phudc Hitu, Tay
Ninh Hoa).

3. Sw phuc vu ciia cong chire, vién chirc

Trong céc tiéu chi thanh phan, Su phuc vu cia cong chirc, vién chirc co ty 16
dia phwong dat muc tiéu ké hoach cao nhét voi 64,06% (twong duong 41/64 dia
phuong), dan dén Chi sé hai long chung cua tiéu chi nay nam 2025 dat 90,87% va
la ti€u chi duy nhat ctia khoi dat muc tiéu dé ra. Co 5 dia phuong c6 chi sb cao trén
95% la Nam Nha Trang, Cam Linh, Bic Nha Trang, Nam Khanh Vinh va Trung
Khanh Vinh; cac dia phuong ¢ chi sb con thdp so v6i mit bang chung 1a My Son,
Bac Ai Tay, Xuan Hai va Cong Hai (Xem Biéu db 30).



UBND phuong Nam Nha Trang
UBND phuong Cam Linh
UBND phuong Bac Nha Trang
UBND x& Nam Khanh Vinh
UBND xi Trung Khanh Vinh
UBND xa Ninh Son

UBND xa Béng Khanh Son
UBND xa Tay Khanh Son
UBND xa Dién Lam

UBND xa Phudc Dinh

UBND phuong Tay Nha Trang
UBND Phudng Hoa Thing
UBND xa Cam Higp

UBND xa Phudc Ha

UBND xa Khanh Son

UBND xd Cam An

UBND phuong Bic Cam Ranh
UBND phuong Ninh Hoa
UBND xa Tan Dinh

UBND x& Dai Lanh

UBND xa Nam Ninh Hoa
UBND phudng Nha Trang
UBND xa Thuidn Nam

UBND xa Tu Béng

UBND xa Tay Ninh Hoa
UBND xi Van Thiing

UBND phudng Ba Ngoi
UBND x3 Béic Ai Dong
UBND phuong Cam Ranh
UBND xa Hoa Tri

UBND xa Dién Lac

UBND xa Cam Lam

UBND phuong Péng Ninh Hoa
UBND xa Dién Tho

UBND xa Phudc Hiru

UBND x4 Van Hung

UBND xa Téay Khanh Vinh
UBND xa Ca Na

UBND x4 Sudi Déu

UBND xd Nam Cam Ranh
UBND xa Khanh Vinh

UBND xa Vinh Hai

UBND xi Bic Khanh Vinh
UBND xa Dién Khanh

UBND phuong Phan Rang
UBND xi Thuan Bic

UBND xa Ninh Phudc

UBND xd Lam Son

UBND xa Dlen B1en

UBND phuong Ninh Chu
UBND xi Phuée Hau
UBND xi Van Ninh
UBND xi Anh Diing
UBND xi Biic Ninh Hoa
UBND phuong Bong Hai
UBND xi Biéc Ai

UBND phuong Bao An
UBND phuong Dé Vinh
UBND xi Ninh Hai
UBND xi Céng Hai
UBND xi Xudn Hai
UBND xi Béc Ai Ty
UBND xi My Son

75%
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Biéu do 30. Két qua tiéu chi Sy phuc vu cia cong chirc, vién chire cia

UBND cép xi
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Khi dén thuc hién thu tuc hanh chinh tai Trung tam Phuc vy hanh chinh cong
cap x3, 85,92% khach hang cho biét duoc tiép dén ngay hodc twong ddi nhanh;
12,14% khach hang cho biét thoi gian phai chd doi khong 1au 1am; 1,36% khach
hang cho biét phai chd doi kha 1au va c6 0,61% phai cho doi rat 1au. Khach hang
cho biét nguyén nhan chd doi 1au cha yéu do lugng khach hang dén giao dich dong,
chua dén luot tuy nhién van c6 9 ¥ kién phan anh cong chtrc 1am viéc riéng nén chua
tiép nhan hd so hodc céng chirc vang mit (ghi nhan ¢ cac x3, phuong: Bao An, Pong
Ninh Hoa, Dién Lam, Nam Ninh Hoa, Ninh Hai, Tay Khanh Vinh, Tu Bong).

Vé su cong b?mg khi tiép nhan hd so, co 44,57% khach hang nhan xét rat
minh bach va cong bang; 55,4% khach hang nhan xét ndi chung 14 khong c6 van dé
gi, chdp nhan dugc va chua day 0,1% cho rang c6 truong hop khong cong bang
(twong duong 3 trudng hop tai UBND céc xi: Bac Ai Pong, Cam Lam, Trung Khanh
Vinh).

Déi voi thai d6 giao tiép cua cong chire mot cira, hon 50% khach hang danh gia
rat hai long; 46,93% danh gia kha tan tinh, lich syu; 2,12% danh gia tam dugc va chi
¢ 0,15% khong hai 1ong (ghi nhan ¥ kién tai UBND cac xa, phuong: Nha Trang,
Cam An, Dién Dién, Tay Khanh Vinh, Trung Khanh Vinh). Truong hop tiép xtic
v6i cong chitc chuyén mon dé kiém tra, xac minh thuc té, ty 1& rat hai long vé thai
do6 giao tiép 1a 60,24%, muc danh gia tam dugc con 1,71% va 0,26% khong hai long
(phan anh tai UBND xa Bac Ai Tay va Trung Khanh Vinh).

B M5t cira M Chuyén mén

- B, ™
f’ﬂ'p = % é%_
é.(,. ’

Biéu d0 31. So sanh thai dj giao tiép giira cong chirc mdt cira va cong chirc
chuyén mén tai UBND cap xa

Tai cap x4, khong ghi nhan truong hop khach hang phan anh “Céng chitc huwéng
dan lién hé véi dich vu ngodi hay nguwoi quen dé lam thi tuc nhanh hon’; tuy nhién
c6 1 khach hang tai UBND xa Cam Hiép gip truong hop “cong chirc tir choi tiép
nhdn hé so ma khéng gidi thich ré Iy do” va 8 khach hang cho biét “Gdp céng chirc
dé ngp ho so bén ngoai Trung tam Phuc vu hanh chinh c¢éng cdp xa” (ghi nhan tai
cac dia phuong: Bac Ai, Bac Ai Dong, Béc Khanh Vinh, Dién Lac, Trung Khanh
Vinh).
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e

4. Két qua giai quyét cong viéc

UBND xa Phuce Din | .71
UBND phuding Cam Linh | -
UBND phudmg Ba Neoi I o 54
UBND Phung Hoa Thing IR .-
UBND phudng Ninh oo | : 0%
UBND xa Tu Bong R .
UBND xa Van Thing R ©° 0"
UBND xa Béc Ai Dong | R 7"
UBND xa Namn Cam Ranih | 1%
UBND phuong Ninh Chir I .
UBND xa Cong Hii | R >+
UBND xi Dién Lac | . 0"
UBND xa Van Hung [ REE ) ©' 5"
UBND xa Trung Khnh Vin | ©' 5%
UBND xi Dién Tho | I '
UBND xa Dai Lanh | ' "%
UBND phung Dong Hii | © "%
UBND phucng Nha Trang IR '
UBND xi Cam An | ©' 26
UBND xa Nam Khanh Vinh | S © .5
UBND xa Tan inh | ©' .12
UBND xa Phuce Ha - | ©' ("
UBND xa Thuin Nam | R ©' 2"
UBND xi Khanh Son | | 0"
UBND xa Dong Khanh Son | .95
UBND xa Nam Ninh Hoa | 500"
UBND xa Ca N | 0.0"%
UBND xa Khinh Vinh | .57
UBND xi Dién Khanh I .5
UBND xa Tay Ninh Hoa [N 0.+
UBND phung Do Vinh I 0.1
UBND phuong Béc Cam Ranh I .2
UBND xa Sudi Diu IR .-
UBND xi Hoa Tri |
UBND phung Tay Nha Trang I .
UBND i Tay Khanh Son )
UBND xa Dién Lam |
UBND xa Van Ninh | IR 55"
UBND xi Cam Lim | -

UBND xa Xuan Hai [ .2

UBND phuong Cam Ranh | <. 7

UBND xa Tay Khinh Vinh | IR 9 "
UBND phudng Nam Nha Trang R 5.0
UBND x Dién Dién R 5%
UBND phung Béc Nha Trang R |7
UBND xa Vinh Hii - ] 5"

UBND phutng Dong Ninh Hoo | 726"
UBND xi My Son | :7.10%
UBND x3 Lam Son | —m, &7.07%
UBND xa Phuce Hiru | :7.05"%
UBND xa Thuin Bic [N 7.00%
UBND xd Anh Ding | <6.12%
UBND x Ninh Son | 5.5
UBND x4 Phuée Hau - [ 54.43%
UBND xa Béc Ninh Hoa [ 0%
UBND xi Ninh Phucc IR 56"
UBND phudng Phan Rang I .55
UBND xi Ninh Hai |, £3.79%
UBND phutng Bio An IR .25
UBND xi Béic Khanh Vinh [ ¢1.76%
UBND xi Bac Ai Tay [N §1.31%
UBND xi Bac Ai  [[NEG :0.02%
75% 80% 85% 90% 95%

Biéu d6 32. Két qua tiéu chi Két qua giai quyét cong viée ciia UBND cip xi
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Tiéu chi Két qua giai quyét cong viec cia UBND cap x4
dat 89,32%, chi thép hon 0,68% so vo1 muyc ti€éu cua nam 2025; trong d6 UBND xa
Phudc Dinh va UBND phudng Cam Linh 13 02 dia phuong c6 chi s cao nhat, gan
dat 95%. Con 31/64 co quan chua dat muc ti€u cai cach hanh chinh (ty 1€ 4,44%),
trong ¢6 UBND cac xa Bac Ai, Bac Ai Tay va Bic Khanh Vinh ¢6 chi s6 thap nhét,
lan lugt trong tng 13 80,02%, 81,31% va 81,76% (Xem Biéu d6 32).

Sau khi dd nhan Gidy tiép nhan hd so va hen tra két qua, c6 79,43%
khach hang cho biét co quan khong yéu cau bod sung hd so thém; 16,3% cho biét
phai bd sung 1 lan va con 4,27% khach hang bd sung tir 2 lan tro 1én.
Pbi v6i nhom khach hang phai bo sung hd so, c6 14,32% cho biét viéc bo sung khong
bang vin ban (d6i v4i ho so truc tiép) hodc thong bao trén hé thong (dbi véi ho so
truc tuyén).

Vé két qua giai quyét thu KET QUA GIAI QUYET CAP XA
tuc hanh chinh, da s6 khach hang
v6i ty 18 86,46% nhan xét ho so
duoc giai quyét dtng han;
10,37% cho biét hd s0 AUQGC ZIAI  Brne kan, 56.46%
quyét som han va 3,17% cho biét
ho so giai quyét tré han. D6i véi
cac truong hop hd so tré han,
hon 26% trong sd d6 cho biét hd
so tré gap ddi (hodc hon), UBND
céc x4, phudng ghi nhan nhiéu phan anh 1a: Pong Hai (5 y kién); Cam Hiép (5 ¥
kién); Bac Khanh Vinh (3 y kién); Bac Ai Tay (3 y kién). Pong thoi, gan 50% khach
hang cho biét khong nhan dugc vin ban xin 16i va hen lai thoi gian tra két qua caa
co quan giai quyét khi hd so tré han.

Tré han, 3.17%

Sém han, 10.37%

Panh gia viéc theo doi tién do giai quyét ho so, 88,35% khach hang cam thay
hai long, viéc theo ddi twong d6i thuan tién hodc thoi gian giai quyét ngan nén khong
can theo ddi; 8,08% danh gia tam duoc; 0,56% cho biét viéc theo ddi con kho khan,
thong tin chua day du va con dén 3,01% khach hang khong theo ddi dugc vi khong
biét cach tra ctru (twong duong 134 khach hang).

P6i voi céac tinh huéng khi nhan két qua theo giéy hen tai B phan mot cua,
470 khach hang gap truong hop Bo phan mot cira cho biét ho so da giai quyét xong,
nhung két qua chua duoc chuyén dén; 157 khach hang gip trudng hop Bo phan mot
clra béo chua ¢ két qua va néu rd 1y do; 31 khach hang gip truong hop Bo phan
mot cira khong tra 101 duge ho so da giai quyét dén dau va hen hom khac dén lay va
17 khach hang gap truong hop Bo phan mot cira bao chua cd két qua va hudng dan
sang hoi by phan khac.
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5. Tiép nhan, xir ly thong tin phan hoi

UBND phuong Cam Linh
UBND phuong Ninh Hoa
UBND xi Ninh Son

UBND xa Trung Khanh Vinh
UBND xi Tu Bang

UBND xi Phude Dinh
UBND xa Nam Ninh Hoa
UBND phuong Cam Ranh
UBND phudng Bic Nha Trang
UBND xi Dién Lam
UBND xi Van Thing
UBND phuong Nam Nha Trang
UBND xi Hoa Tri

UBND phuong Nha Trang
UBND x4 Van Ninh

UBND phuéng Bac Cam Ranh
UBND x3 Van Hung
UBND xi Cam Hiép
UBND phuong Tay Nha Trang
UBND xi Ty Khénh Son
UBND xi My Son

UBND xi Khinh Son
UBND xi Bac Ai Béong
UBND xi Tan Dinh

UBND Phudmg Hoa Thing
UBND xi Subi Dau

UBND xi Phude Hiu
UBND x4 Tay Ninh Hoa
UBND xi Pai Lanh

UBND xi Thuin Nam
UBND phuong Ba Ngoi
UBND xi Ca Na

UBND phudng Ninh Chir
UBND xi Cam Lam

UBND xi Phuéc Hiru
UBND xi Dién Khanh
UBND xi Dién Tho

UBND xi Cam An

UBND phuong Bong Ninh Hoa
UBND xa Béng Khanh Son
UBND xi Tay Khanh Vinh
UBND xi Phuéc Ha
UBND xa Nam Cam Ranh
UBND xi Céng Hai

UBND xi Dién Lac

UBND xi Khanh Vinh
UBND xi Nam Khanh Vinh
UBND xi Subi Hiép

UBND xi Dién Bién
UBND phuong D6 Vinh
UBND xi Bac Ai

UBND xi Ninh Phude
UBND xi Anh Diing
UBND xi Bic Ninh Hoa
UBND xi Vinh Hai

UBND phuong Bong Hai
UBND xi Thuin Béc
UBND xi Lam Son

UBND xi Bac Ai Tay
UBND xi Ninh Hai

UBND xi Xuan Hai

UBND xi Béc Khanh Vinh
UBND phudng Phan Rang
UBND phuong Bao An
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Biéu d6 33. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan héi cia UBND
cap xi
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Chi sb hai 1ong chung vé Tiép nhan, xtr Iy thong tin phan hdi nim 2025 cua
UBND cip x3 dat 88,35%, thip nhét trong 5 tiéu chi thanh phan. Chi c6 24/64 dia
phuong c6 chi sé trén 90%, chiém ty 16 37,5%. Nhom 5 dia phuong dan dau tai tiéu
chi nady gom Cam Linh, Ninh Hoa, Ninh Son, Trung Khanh Vinh va Tu Bong véi
chi s6 cao nhat dat 96,93%. O chiéu ngugc lai, nhom 5 dia phuong c6 két qua thap
nhat gdm Bao An, Phan Rang, Bic Khanh Vinh, Xuan Hai va Ninh Hai véi chi s6
thap nhat dat 80% (Xem Biéu d6 33). Mirc chénh 1éch giira dia phuong c6 chi sé cao
nhat va thap nhét 12 16,93% - cao nhat trong 5 tiéu chi thanh phan.

C6 99,53% khach hang danh gia cac dia phuwong c6 bd tri, niém yét thong tin
duong day nong dé phan anh, kién nghi. Tuy nhién, con trudng hop khach hang cho
biét chua tiép can duoc thong tin dudng ddy nong tai cac dia phuong: Phuong Bao
An (6 ¥ kién); x4 Bac Khanh Vinh (3 y kién); phuong Phan Rang, xa Bac Ai Tay,
xd Ninh Hai, x4 Subi Dau (mdi dia phuong c6 2 ¥ kién); phuong Dong Ninh Hoa va
céc xa Dién Lam, Khanh Vinh, Tay Khanh Vinh (mdi dia phuong c6 1 ¥ kién).

Trong 4.451 khach hang tra KET QUA TRA LOT PHAN ANH, KIEN N
161 khao sat, c6 67 khach hang
(twong dwong 1,51%) cho biét timg i i

, , ® Chira nhin dwroc ciu

guri phan anh, kién nghi dén UBND tra 1&4 (4,29%)
cap xa. Tuy nhién, chi c6 77,14%
khach hang hai long voi két qua
nhan dugc, 12,86% danh gia tam
duogc, 5,71% cho biét tra 10i khong
déy d0, cham tré va con 4,29% chua

w Tré 16i khéng day da,
cham tr2 (5,71%)
Tam dwoc (12,86%)

nhan dugc cau tra 101. Truong hop
chua giri phan anh, kién nghi trong

w Tra 15 twong d6i diy
di néi dung, kip thed

niam 2025 thi hau hét khach hang (43.71%)

cho biét cac dia phuong lam rat tot w Trd 16 dy do néi
3 A ; A - A dung, nhanh chéng

hodc chua phat sinh nhu cau kién (31.43%)

nghi; tuy nhién van ghi nhan mot s6

¥ kién nhu sau: 3 khach hang cho biét di ting kién nghi nhung khong duoc tra 10
(Béo An, Phan Rang, Phudc Hiru); 3 khach hang cho rang s& bi gay kho dé néu phan
anh, kién nghi (Phan Rang, Bac Khanh Vinh, Ty Khanh Vinh); 32 khach hang cho
biét ngai phan anh, kién nghi vi nhiéu phién ha (tip trung nhiéu & cac xa: Phudc
Hitu — 7 khach hang, Thuan Bic — 4 khach hang; Thuan Nam — 3 khach hang; Béc
Ai Tay — 3 khach hang).
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I1I. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Két qua khdo sat PANH GIA CHUNG UBND CAP XA
nam 2025 cho thay ty 1¢&
khich hang phan éanh
khong hai long hodc rat
khong hai long dbi voi su
phuc vu cia UBND cép x4
kha thép, chi chiém 0,7%
(twong duong 31 khach

e e AR, AR %

&t hai lang, 38.11%

hang cua 23 dia phuong).
Trong d6 c6 7 dia phuong
ghi nhén tir 2 ¥ kién khong
hai long gém: Béo An, BPong Ninh Hoa, Phan Rang, Bac Ai, Bic Khanh Vinh, Dién
Dién, Dién Lac.

Mitrc chénh 1éch giita 05 tiéu chi thanh phan & UBND cap xi khong 16n, cac
chi s6 déu tiém cin nhau va huong dén muc tiéu dé ra, thé hién su chuyén bién tuong
dbi ddng bo vé chat luong phuc vu trén cac phuong dién. Tuy nhién, xét theo ting
x4, phudng cu thé, chi sd hai long gitta cac dia phwong chua that sy dong déu, con
ton tai khoang cach dang ké giita nhom dia phuong dan dau va nhom co két qua
thap. Mot s dia phuong duy tri muc trén 90% & nhiéu tiéu chi, trong khi mot s6
khac van con han ché & cac ndi dung nhu giai quyét hd so tré han, yéu cau bd sung
hé so nhiéu 1an hodc cong khai, minh bach thong tin chua day du. Diéu nay cho thiy
mac du mat bﬁng chung cta khoi tuong ddi on dinh, song tinh bén viing va su déng
déu trong chat lugng phuc vu & co s& van can tiép tuc duoc quan tam, cai thién, nhét
1a tai cac dia phuong co chi sb thap hon trung binh ctia khéi, nhim thu hep khoang
cach va nang cao chét luong phuc vu nguoi dan mot cach toan dién.

Két qua khao sat cho thdy mirc 4 mong doi cua khach hang ddi voi UBND
cap x4 nam 2025 dao dong tir 65,31% dén 69,76%, thap hon dang ké so véi Khoi
cac So va khdi co quan nganh doc. Bién do chénh léch giita cac ndi dung khoang
4,45%, phan anh yéu cau cai thién twong dbi dong déu nhung & muic d6 ky vong
thip hon (Xem Bang 4).

Bang 4. Mirc A9 mong doi ciia khach hang déi véi UBND cép xa

Mirc do mong dgi

STT Noi dung cua khach hang

Nang cép ha tang, hé théng phan mém dam bao on

0
dinh, thong suot 69,76%
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Mirc do0 mong doi

STT Noi dung ciia khéch hang

Thuong xuyén ra soat, don gidn hoa thu tuc hanh chinh,

< 0
rut ngan thoi gian gidi quyét 67,68%

Néng cao chét lugng cung mg dich vu cong tryc tuyén,
3 | tang cuong chuyén d6i sb trong giai quyét cong viéc 67,08%
cho nguo1 dan

Nang cao nang luc cua can bg, cong churc, vién chuc

7 0
4 trong giai quyét tha tuc, cong viéc cho nguoi dan 66,93%
Tang cuong trach nhi¢ém giai trinh clia co quan, can bo, o
5 ~ 4 A L4 ’( . r.. N ~N 66,88 /O
cong chire, vién chirc d6i1 vo1 ngudi dan
Nang cao chat luong tiép nhan, giai quyét y kién gop
6 |, . " . A 66,80%
y, phan anh, kién nghi cua nguoi dan
Nang cao tinh than, thai do phuc vu cua cén bd, cong o
7 R C i Ae g T 1A 66,44%
chtrc, vién chure d61 voi1 ngudi dan
Nang cao tinh cong khai, minh bach trong cung cép o
8 .o o 65,52%
thong tin cho nguo1 dan
9 Tang cuong co s& vat chat, trang thi€t bi phuc vu giai 65.31%

quyét cong vi¢c cho ngudi dan

No6i dung c¢6 mic d6 mong doi cao nhat 13 “Nang cip ha tang, hé thong
phan mém dam bao 6n dinh, thong sudt” (69,76%), tiép theo 13 “Thwong xuyén
ra soat, don gian héa thii tuc hanh chinh, rat ngin thoi gian gidi quyét”
(67,68%) va “Nang cao chat lwgng cung wng dich vu cong truc tuyén, ting
cwong chuyén doi s6” (67,08%). Két qua nay cho thdy ngudi dan khi giao dich tai
cap xa dic biét quan tAm dén tinh on dinh ctia hé théng phin mém va sy thuan tién
trong xur ly thu tuc, nhét 1a trong bdi canh nhiéu dich vu cong da dugc trién khai truc
tuyén nhung ning lyc ha ting & co s& con han ché.

So véi cac khdi khac, mic d6 mong doi ddi voi cap x4 thip hon tir 10-12%.
Diéu nay c6 thé phan anh hai xu hudng: (i) nguoi dan c6 xu huéng “diéu chinh ky
vong” phu hop véi diéu kién thuc té & cép co s&; hodc (i1) muc do hai lIong hién tai
tuong ddi sat voi mong doi nén ap luc cai thién chua & muc cao. Tuy nhién, diéu
nay ciling cho thay nguy co chiing lai trong cai cach néu khong c6 giai phap nang
cap dong bd vé ha ting va ning luc van hanh.

Cac noi dung lién quan dén yéu t6 con nguoi nhu “Néng cao nang luc can bo”
(66,93%) va “Nang cao tinh than, thai do phuc vu” (66,44%) c6 muc dd mong doi
trung binh. Diéu nay cho thiy ddi ngii cong chirc cap x3 co ban dap tmg yéu cau
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giao tiép, phuc vu; tuy nhién van can tiép tuc boi dudng chuyén mon, k¥ nang xur 1y
ho so, dic bi¢t trong moi truong s6 hoa ngay cang cao.

Nhom noi dung vé trach nhiém giai trinh, ti€p nhan phan anh va céng
khai minh bach dao dong tir 65,52% dén 66,88%. Mic du khong phai nhém mong
doi cao nhét, nhung ddy 1a nhitng yéu t6 cbt 16i bao dam tinh gan dén, sat dan cua
chinh quyén co so. Mtc d6 mong doi trén 65% cho thdy ngudi dan van yéu ciu
nang cao tinh minh bach, trach nhiém va co ché phan hoi, nhét 1a trong giai quyét
cac thu tuc lién quan truc tiép dén doi sbng hang ngay.

Téng hop két qua cho thdy xu hudng mong doi cia ngudi dan dbi voi UBND
cAp x3 tap trung vao viéc cing cd ha ting k¥ thuét, 6n dinh hé thdng phan mém va
nang cao hiéu qua xu 1y thi tuc hanh chinh. So v&i yéu cau dat ra dbi véi cac cap
hanh chinh cao hon, ky vong tai cap x3 mang tinh thuc tién, gan truc tiép véi trai
nghiém giao dich cy thé. Diéu nay dat ra yéu cau uu tién dau tu va ting cuong ho tro
ky thuat cho cép co s&, nham bao dam cai cach hanh chinh dugc trién khai déng bo,
hiéu qua tir tinh dén co sé trén dia ban tinh Khanh Hoa.
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Phan XIV:
KET LUAN VA KIEN NGHI, PE XUAT

I. KET LUAN CHUNG
1. Panh gia tong thé

Nam 2025, Chi sb hai long cua td chirc, ca nhan ddi véi du phuc vu cua co
quan hanh chinh nha nudc trén dia ban tinh Khanh Hoa dat 88,24%, phan anh murc
d6 hai 10ng cua nguoi dan, t6 chic ¢ mic twong ddi cao, tiép tuc duy tri xu hudng
tich cyc trong cai cach hanh chinh cua tinh.

Trong 03 khdi co quan duoc khao sat, khdi UBND cip xa dat két qua cao
nhit v6i chi s6 89,18%, ké dén 1a khdi S véi murc chénh léch khong déng ké, dat
89,08%; khéi co quan nganh doc c6 két qua thap nhat vai 86,46%.

Ty 18 khach hang khong hai long va rat khong hai long chiém duéi 1% & ca
03 khéi cho théy da s ngudi dan ghi nhan nd lyc cai thién chét lugng phuc vu cta
cac co quan hanh chinh nha nudc, dac biét giai doan sau sép Xép td churc bod may va
don vi hanh chinh.

2. Nhirng két qua ndi bat

Tiéu chi “Su phuc vu cua cong chure, vién chire” 1a di€ém sang ¢ ca 3 khoi, déu
dat mic 90%, thé hién sy chuyén bién tich cuc vé tinh than trach nhiém, thai do
phuc vu cua ddi ngii cong chure, vién chirc.

Cong tac cong khai tha tuc hanh chinh co ban duoc thyc hién day du; da sb
khach hang danh gia quy trinh tiép nhan va tra két qua dam bao cong khai, minh
bach. Ty I¢ ho so giai quyét ding han dat mirc cao; tinh trang nhiing nhiéu, tiéu cuc
duoc phan anh ¢ muc rét thap.

3. Mot s6 ton tai, han ché

Bén canh két qua dat dugc, Chi sb hai long nam 2025 cho théy mdt sd van dé
can quan tim:

- Chua c6 khéi co quan nao dat muc tiéu 90% theo ké hoach cai cach hanh
chinh nim 2025; muc d6 hai long tuy kha nhung chua thuc su bén virng, dong déu
giita c4c tiéu chi thanh phan.

- Tiéu chi “Tiép can dich vy” va “Tiép nhan, xir Iy thong tin phan hoi” 1a 2
tiéu chi c6 chi sb thap nhit & ca 3 khéi, phan anh han ché vé ha tang sd, chat luong
cung cap thong tin va co ché phan hoi.
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- Ty 1& hd so phai bo sung trude khi tiép nhan chinh thirc con cao (trén 18%
tai khdi S©), trong d6 van con truong hop bd sung tir 2 1an trd 18n, cho thay quy trinh
huéng dan va chuin hoa hd so chwa dong bo.

- Khoang cach chénh 1&ch giita don vi ¢6 chi s6 cao nhat va thap nhét con 16n
(dic biét tai khdi UBND cp x4, chénh 1éch trén 16%), phan anh su khong dong déu
vé nang lyc quan trj va to chirc thuc hién gitta cac dia phuong.

II. KIEN NGHI, PE XUAT

Trén co s& két qua khao sat va phén tich néu trén, dé cai thién két qua chi sb
hai long ctia cac co quan, dia phwong mot cach bén virng, huéng dén muc tiéu kép
chi s6 hai long tdi thiéu 95% vao nam 2030 va chi s6, thir hang Chi sé hai long
(SIPAS) tinh Khanh Hoa nam trong TOP 10 céc tinh, thanh phé c6 két qua cao nhat
ca nude, S Nbi vu kién nghi UBND tinh xem xét chi dao mdt s6 noi dung trong
tam sau:

1. Poi véi cac s6, ban, nganh va UBND cép xa
1.1. Tiép tuc nang cao nhan thirc, tuyén truyén tao sy dong thuan

- Quén triét sdu sic quan diém iy sy hai long ctia Nhan dan lam thude do va
muc tiéu phén dau trong toan bg qua trinh t6 chure thyc thi cong vuy; xac dinh ro day
12 nhiém vu chinh tri thuong xuyén, lién tuc cia tirng co quan va mdi can bo, cong
chure, vién chtec.

- Thudng xuyén to chirc tuyén truyén, quan triét trong doi ngii can bo, cong
chtrc, vién chirc vé tinh than phuc vu, thai d6 chuan muc, vin minh, chuyén nghiép;
chuyén manh tu duy tir “quan 1y”” sang “phuc vu”, tir “hai long” sang “rat hai 10ng”,
tao chuyén bién rd rét trong nhan thirc va hanh dong, gép phan nang cao mirc d6 hai
1ong mot cach bén viing.

- Tang cuong cong tac thong tin, tuyén truyén vé muc tiéu, ndi dung, két qua
cai cach hanh chinh néi chung va nang cao murc do hai 10ng ndi riéng nham tao sy
ddng thuan, ciing cd niém tin ctia ngudi dan, doanh nghiép; qua d6 ghi nhan nd luc
va dong hanh cung co quan hanh chinh nha nudc.

1.2. V& kiém soat hd so va quy trinh tiép nhan

- Ra soat toan dién céac thu tuc co ty 1€ hd so phai bo sung cao; phan tich rd
nguyén nhan (do hudng dan chua day du, do thanh phan hd so phire tap hay do khau
tham dinh chua chit ch&) dé c6 giai phap khic phuc.

- Quan triét thue hién nghiém quy dinh mdi ho so chi dugc yéu cau bo sung
t6i da 01 lan; ting cudng trach nhiém ciia cong chirc, vién chirc tir khau tiép nhan
ban dau, bao dam hudng dan day du, rd rang, han ché toi da phét sinh bo sung do 15
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chu quan.
1.3. V& rat ngin thoi gian giai quyét ho so thu tuc hanh chinh

- Ra soat cac thu tuc c6 thoi gian giai quyét dai, tan sudt giao dich 16n dé dé
xuat cat giam thanh phan ho so, toi vu quy trinh ndi bo, rit ngan thoi gian giai quyét
theo hudng thuc chat, minh bach va thuan tién.

- Tang ty 1& giai quyét sém han; kiém soat chat ch& ho so sap dén han trén Hé
thdng thong tin giai quyét thii tuc hanh chinh, khéng dé phat sinh hd so quéa han do
nguyén nhan cht quan; ra soat, khic phuyc tinh trang hd so da duoc giai quyét trudce
han nhung chua thyc hién tra két qua kip thoi cho td chirc, ca nhan hodc tinh trang
khong dong bo giita hd so dién tir va hd so gidy thuc té.

1.4. Vé nang cao chét luong dich vu cong truc tuyén

- Trién khai hodc kién nghi cip trén tiép tuc ddy manh trién khai dich vu cong
truc tuyén; tang cuong két ndi, chia sé va khai thac hiéu qua dir liéu nham tai st
dung dir li¢u, cat giam thanh pha‘in hd so, don gian hoa thu tuc hanh chinh va nang
cao chit luong cung tmg dich vu cong truc tuyén; ning cap, bao dam hé thdng cung
cép dich vy cong truc tuyén van hanh 6n dinh, thong subt, han ché ti da tinh trang
gian doan, 16i hé théng.

- Tiép tuc trién khai ddng bo cac giai phap thuc ddy sir dung dich vu cong truc
tuyén theo hudng thuc chat, bén virng. Phan ddu tang ty 1é ho so ndp truc tuyén nim
2026 cao hon nam 2025, dac biét dich vu cong truc tuyén toan trinh, thanh toan truc
tuyén va tra két qua dién tir.

1.5. V& trach nhiém giai trinh va tiép nhan phan anh

- Thuong xuyén ra soat, cap nhat va cong khai day du, minh bach cac kénh
tiép nhan phan anh, kién nghi cia nguoi dan, doanh nghi¢p trén moi truong s va
truc ti€p; bao ddm ngudi dan de ti€p can va thuan tién st dung.

- Thyc hién tra 10i phan 4nh dang thoi han; dinh ky tong hop ndi dung phan
anh dé phan tich, chan chinh, tranh dé nguoi dan, doanh nghiép phan anh, kién nghi
cung mdt ndi dung nhiéu lan.

1.6. Xay dung va t6 chirc trién khai ké hoach cai thién, nang cao chi sé hai
long

Trén co so két qua khao sat, cac co quan, don vi, dia phuong xay dung ké
hoach cai thién, nang cao chi sb hai long v&1 muc ti€u, chi ti€u cai thi¢n cu thé, bam
sat nguyén tic “6 rd”; bao dam viéc nang cao chi sd hai 10ng gin véi cai cach hanh
chinh thuc chét, chuyén ddi sd va nang cao chat lugng phuc vu ngudi dan, doanh
nghiép; dinh ky bao cao UBND tinh két qua thuc hién (16ng ghép trong Bao céo cii
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cach hanh chinh dinh ky).
2. Vé theo dbi, giam sat chung

- Giao SO No1 vu tiép tuc chu tri theo doi, phan tich va du bao xu hudng chi
sb hai long héng nam trén co s& dit liéu khdo sat; tham muu UBND tinh chi dao kip
thoi.

- Pua ndi dung cai thién chi s6 hai 1ong vao kiém tra cong tac cai cach hanh
chinh nam 2026; wu tién kiém tra dbi véi cac co quan, dia phuong c6 Chi s6 hai long
nam 2025 con thap.

Trén day 1a Bao céo tong hop két qua Chi sb hai 1ong cta t chirc, ca nhan ddi
v61 su phuc vu ctia cdc co quan hanh chinh nha nudc trén dia ban tinh Khanh Hoa
nam 2025 va mét sd dé xuit, kién nghi./.

Noi nhin: VBDT KT. GIAM POC
- Giam doc S¢é (bao céo);

- Cac S0, ban, nganh;

- UBND x3a, phuong, dac khu;
- Cong TTDT tinh;

- Cong TTPT CCHC tinh;

- Bao va PTTH KH;

- Luu: VT, CCHC-VTLT.
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