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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 ctia Chinh phu ban hanh
Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020;

- K& 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 cta Thi tuéng Chinh phu;

- Ké hoach cai céch hanh chinh tinh Khanh Hoa giai doan 2016 - 2020 ban
hanh kém theo Quyét dinh s 3777/QD-UBND ngay 25/12/2015 ctia UBND tinh
Khénh Hoa;

- Quyét dinh s6 2072/QP-UBND ngay 12/8/2014 ctia UBND tinh Khénh
Hoa ban hanh Quy ché khéo sat, danh gia mirc dé hai 1ong cia t chirc, ca nhan déi
v0i sy phuc vu clia co quan hanh chinh nha nuéc va don vi sy nghi¢p cong lap trén
dia ban tinh Khanh Hoa;

- Quyét dinh s6 1601/QD-UBND ngay 06/6/2018 cia UBND tinh Khénh
Hoa phé duyét K& hoach khao sat, danh gid mic do hai long cia td chirc, c4 nhan

d6i véi su phuc vu cic co quan hanh chinh nha nuéc, cic don vi sy nghiép y té,
gido duc va dao tao trén dia ban tinh Khanh Hoa nim 2018.

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

1. D6i twgng, pham vi va phan cong thwe hién nim 2017

Cin cir Quy ché khao sat, danh gi4 mirc d6 hai long ca tb chirc, c4 nhan déi
v0i sy phuc vu clia co quan hanh chinh nha nuéc va don vi sy nghi¢p cong lap trén
dia ban tinh Khanh Hoa dugc ban hanh theo Quyét dinh sb 2072/QD-UBND ngay

12/8/2014 cia UBND tinh, trong nidm 2018, d6i twong dugc khao sat, danh gia
mirc d§ hai long bao gdm:

- Céc S0, ban, nganh thugc UBND tinh (chua thyc hién dbi véi Vin phong
UBND tinh, Thanh tra tinh va Ban Dén tgc).

- UBND c4c huyén, thj x4, thanh phd.

- UBND céc x4, phudng, thi trén.

- Céc co quan dugc td chire va quan ly theo hé théng doc cua cac B9, co
quan ngang B6 dong trén dia ban tinh (cic co quan nganh doc ctia Trung uong)

gdém: Cuc Thué tinh, Cuc Hai quan tinh, Cong an tinh, Ngin hang Nha nudc chi
nhanh tinh, Kho bac Nha nuéc tinh, Bio hiém Xa hdi tinh va céac don vi truc thudc.
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- Linh vyc giao duc va dao tao.
- Linh vuc y t& (kham, chira bénh).

Cin cir Quyét dinh sé 1614/QD-UBND ngay 08/6/2017 ctia UBND tinh,
viéc phan cong trién khai nhu sau:

- S& Nbi vu chiu trach nhiém khdo sat, danh gié va xac dinh Chi sb hai long
dbi véi 18 S6, nganh; 06 linh vuc nganh doc; 8 UBND cép huyén; 8 chi nhanh Vian
phong dang ky dAt dai; 09 bénh vién da khoa, 05 bénh vién chuyén khoa va 14
phong kham da khoa khu vuec.

- S& Gido duc va Dao tao tiép tuc thuc hién diém ddi véi 04 trudng hoc
thudc pham vi quan 1y dé nghién ctru hodn thién md hinh, phuong phép va xéc
dinh hop ly dbi twong thyc hién giai doan tiép theo.

- UBND huyén, thi x4, thanh phé trién khai di v&i 137 UBND Cép x4a, 137
tram y té x4. Riéng Nha Trang va Ninh Hoa, m3i don vi thyc hién diém dbi véi 02
truong mau gi4o, 02 trudng Tiéu hoc va 02 truong Phd théng co s& dé tiép tuc rat
kinh nghiém.

Sé lugng diu méi co quan, don vi phai thuc hién dénh gia, xac dinh chi s
hai 1ong trén pham vi toan tinh trong dgt ndy 1a 393 co quan, don vi.

2. Péi twgng Ay ¥ kién, quy md diéu tra xa hdi hoc
a) D1 tugng lay ¥ kién khéo sat:

Thuc hién theo ding Quyét dinh 2072/QD-UBND cta UBND tinh, doi
twong duge 14y y kién phuc vu khao sét, danh gi4 mirc d¢ hai long 14 c4c t6 chue,
c4 nhan c6 giao dich thi tuc, cng viéc véi co quan hanh chinh, c6 sir dung dich vu
do don vi su nghiép cong lap cung cép trong ky dénh gia.

Theo ké hoach dugc phé duyét, S& Noi vu di c6 Cong vin dé nghi céc co
quan, don vi, dia phuong thudc pham vi khao sat cua S& Noi vu cung cip danh
sach khach hang giao dich. Trén co s& d6, thuc hién chon mAu ngiu nhién tir danh
sach khach hang dugc cac co quan, don vi cung cép, phan bd miu diéu tra theo dia
ban va linh vuc thi tuc dé bao dam tinh dai dién clia mAu diéu tra; 1ap danh sach va
tién hanh diéu tra tai dia chi khach hang; chi khi danh sach khach hang du phong
d3 duoc sit dung hét ma van chua du chi tiéu phan bd thi méi tién hanh diéu tra bd
sung tai B phdn mat ctra.

Dbi véi cac bénh vién, phong kham da khoa thi thuc hién 13y y kién khach
hang dang str dung dich vu ngay tai co s& kham chita bénh.

Dé bao dam théng nhit vé phuong phép, cich thirc trién khai, S& N6i vu ¢6
van ban huéng din cu thé cho S& Gido duc va Pao tao, UBND cac huyén, thi x4,
thanh phd.



b) Quy m6 mau di€u tra xa hoi hoc:

Quy md mau diéu tra phan bd theo ké hoach 14 24.530 phiéu; két qua da thu vé
dugc 24.202 phiéu, sau khi d4 loc sach cac phiéu khéng dat yéu ciu (xem Bang 1).

Bang 1. Quy mé miu diéu tra nim 2018

Nam Nam
TT Ko . . ,
S Khoi co quan, don vi 2017 2018 Ghi chu
. : 11 phiéu
1 Cac co quan S¢ (18) 1.245 1.164 )
truc tuyen
2 | Linh vuc BHXH (9) 790| sp1| /60phiu
truc tuyén
3 | Congan (9) 708 704
. 42 phiéu
4 Hai quan (5) 59 42 true tuyén
5 Kho bac Nha nudc (9) 425 449
6 | Ngéan hang nha nudc (1) 44 16
7 | Linh vyc thué (9) 699| e7g| 443phicu
truc tuyen
z A 19 phiéu
8 | UBND cap huyén (8) 1.257 1.232 trye tuyén
X s 34 phiéu
9 | Chi nhénh Vén phong BPKDD (8) 329 377 tryc tuyén
10 | Bénh vién da khoa, chuyén khoa (13) 1.601 1.660
11 | Phong kham da khoa khu vuc (14) 1.117 1.119
12 | UBND cfp x (137) 8279| so217| | S4phicu
truc tuyen
13 | Tram y t& cip x4 (137) 6.849 | 6.849
14 | Céc trudong hoc (16) 800 800
Téng cong (393 co quan, don vi) 24.202 | 23.679




3. Tiéu chi khao sat, danh gia va ban ciu hoi didu tra

Trén co s& 6 tiéu chi khao sat, danh gia di dugc quy dinh théng nhét tai
Quyét dinh sé 2072/QD-UBND ctia UBND tinh, ban cu héi diéu tra nim 2018 bd
sung, tinh chinh tir thyc té trién khai nam 2017. M6t s6 cau héi phu va thong tin
md ta chi tiét dugc sép xép lai d& khach hang thuén loi hon trong viéc lya chon
phuong 4n tra 161, bdo dam thong tin thu duge 1a chinh xéc, khach quan, sat thuc
té; tao thém khéng gian dé khéach hang phéan 4nh 3 nguyén vong va kién nghi, gop
y V6i céc co quan, don vi, dia phuong.

Theo @6, ban cau hoéi ap dung cho céc s@, co quan, nganh doc va UBND cép
huyén, Chi nhdnh Vin phong ding ky dit dai gdm 26 ciu héi chinh (véi cac
phuong 4n tra 161 dugce @& xut sdn) va 22 cau hoi phu (trong d6 c6 9 ciu héi mé).
Bén canh d06, con c6 ban héi ap dung cho khach hang thyc hién thu tuc truc tuyén
qua mang Internet, v4i 19 céu hoi chinh va 14 ciu héi phy (trong d6 c6 10 cau hdi
mé dé thu thap thong tin phi ciu truc).

Ban cau héi danh cho bénh vién va phong kham gdm 26 cau héi chinh va 11
céu hoi phy (trong d6 ¢6 5 cau hoi mo). Péi véi tram y té cdp x4, vin tiép thyuc
hién d4nh gia d6i véi 5 tiéu chi (khéng c6 tidu chi Chi phi dich vu nhu déi véi
bénh vién va phong kham), theo d6 ban ciu hoi g(‘")m 23 cau héi chinh va 12 ciu
hoi phu (trong d6 ¢6 3 cau héi mé) dé phu hgp hon véi thyc tién cung cdp dich vu
cong va dbi tuong thy hudng dich vu tai tram y té.

Bén cau hoi ap dung dbi voi truong hoc gdm 35 ciu hoi, trong do6 co 6 cau
héi phu.

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

4. Thang do va Chi s6 hai Iong (SIPS)

- Thyc hién diing theo Quy ché dwgc UBND tinh ban hanh, céc tiéu chi, tiéu
chi thanh phin dwgc danh gia bing Thang do Likert 5 mirc do, tir 1 dén 5, trong do

mirc 1 twong Umg véi mitc danh gia thip nhit, mirc 5 twong Umg véi mirc danh gia
cao nhit.

- Mirc d% danh gié dat dugc trén mdi tiéu chi, tiéu chi thanh phdn va két qua
chung theo cac khoang tirong {mg nhu sau:

Mikc Kém Yéu Trung binh Kha Tot

Diém s6 1-1,8 1,81 -2,6 2,61-34 3,41 -4,2 4,21 -5

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



SIPS = %x 100%

Trong d6:  SIPS: chi s6 hai 1ong;
p: mic danh gia thuc té dat dugc (trung binh);
P: mirc d4nh gi4 cao nhit.

Mikc Kém Yéu Trung binh | Kh4 Tot

Chisé % | Duéi36% | 36,1-52% | 52,1-68% | 68,1-84% | Trén 84%
tuong ung

5. Qua trinh khio sat, thu thip y kién, nhip thong tin, tdng hep, phin
tich, két xuat dit lidu va viét bao cio

Sau khi UBND tinh phé duyét Ké hoach, S& Néi vu d 1am viéc véi S& Gido
duc va Dao tao, UBND céc huyén, thi x4, thinh phd d& ban bac, théng nhit
phuong 4n trién khai trén toan dia ban tinh.

Trén co s& d6, S& N§i vu dd ban hanh vin ban théng bao phuong an trién
khai dén cac don vi chu tri didu tra, gi6i thiéu don vi dd ning luc nhan nhiém vu
didu tra doc lap, huéng dan thyuc hién céc thu tuc vé tai chinh, hoan thién miu
phiéu diéu tra cho timg nhém ddi tuong, cac bidu miu va ching tir phuc vy diéu
tra; cong tac gidm sat va phic tra; cung cép, hudéng din day du, chi tiét cho UBND
cac huyén, thi x4, thanh phd.

Pdng thoi, rat kinh nghiém thyc tién qua cic nim, xay dung tai liéu nghiép
vu huéng din xir Iy cac tinh hudng vé viéc giao tiép, img xtr véi khach hang;
huong dan tac nghiép cac biéu mau; td chirc tap huén, quan triét cho cdc nhém didu
tra vién cta cac don vi diéu tra doc 14p nhim bao dam thuc hién thdng nhét, thuan
101 bd tri duong day néng dé k1p thoi t1ep nhén, phdi hop xir ly ngay cac vudng
méc phét sinh trong qud trinh tién hanh diéu tra. S& Ndi vy cling da gu'l Thong bao
d& nghi cac co quan, don vi, dia phuong t6 chtrc thong tin, tuyén truyen rong rai vé
cudc didu tra trén Website va céc phuong tién thong tin dai ching, nhim tranh thu
su Gng hd cia ngudi dén, td chirc, doanh nghiép trong va ngoai tinh.

Déi véi pham vi cdng viée duge phan cong, Giam déc S& Noi vy da phé
duyét phuong 4n trién khai chi tiét, tién hanh cac tha tuc theo quy dinh, phan cong
cu thé trach nhiém céc co quan, don vi lién quan; chuén bj, cung cép day du cac
didu kién, phuong tién dé bao dam tién d6, hiéu qué thuc hién.

Theo tién do ké hoach, tir thang 8 dén thang 11/2018, S& Néi vu, S& Gido
duc va Dao tao, UBND c4c huyén, thi x4, thanh phé theo pham vi phan céng 33
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chi tri tién hanh diéu tra x4 hdi hoc. Do khéi lugng didu tra rat 16n trong khi tién
d6 cap bach, cic co quan ch tri diéu tra di két hop trién khai song song viéc 13y
phi€u véi tong hop, kiém tra, phuc tra va nhép dir liéu.

Sau khi phic tra, tién hanh loc sach phiéu, trién khai nhap dir liéu vao cac
phén mém chuyén dung tir thang 11-12/2018. S& Néi vu d4 chu tri hd trg loc va
chuén héa dit liéu 23.679 phiéu diéu tra dbi v6i 393 co quan, don vi. Sau d6 phan
tich dir lidu, xuét két qua, thuc hién cac kiém dinh théng ké; chuin héa d& cuong
va tai liéu hudng dén viét béo cdo, dong gbi va giri két qua cho S& Gido duc va
Pio tao, UBND céc huyén, thi x3, thanh phd trong thang 12/2018 dé viét bao céo
téng hop két qua va phé duyét, cong bd theo thim quyén duoc giao.

Theo trach nhiém dugc UBND tinh phan céng, Béo c4o nay téng hop chi s6
hai long nam 2018 dbi véi cac s, cac co quan nganh doc, UBND céc huyén, thi
x4, thanh phé, cac bénh vién da khoa, chuyén khoa va phong kham da khoa khu
vuc trén dia ban tinh. Chi s§ hai long dbi véi UBND cip x4, tram y té va cac
truong hoc do S& Gido duc va Dao tao, UBND cac huyén, thi x&, thanh phé chy tri
t6ng hop, phé duyét va cong bd theo thdm quyén.

Riéng két qua khao st nim 2018 dbi v6i 8 Chi nhanh Vin phong ding ky
dat dai, Giam dbc S& Noi vu s& phé duyét béao cdo chuyén dé va giri cho S& Tai
nguyén va Mo6i truong, UBND cac huyén, thi x4, thanh phd nghién ctru, trién khai
cac giai phap phu hop.



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

I. CHi SO HAI LONG CHUNG

Két qua phan tich cho thay, chi s6 hai 1ong trung binh nim 2018 cua cic S&
c6 cai thién dang ké so v6i nam 2017, tir 79,72% 1én 80,46%, vugt chi tieu Ké
hoach nam 2018 1a 78%.

Chisé hai long nam 2018 - cac co quan s&

S& Théng tin va Truyén.. 8
SENJivy | . '195!83,34%

sovtE | e 82,95%
$& Van héa va Thé thao | 4,24% 82.66%
S& Ngoaivy |
BOLKKT VanPhong N T o
S& Khoa hocva Congnghé |
S$& Cong thuong | 81, o
S& Nbng nghiép va PTNT | mNam 2018
$& Tai chinh § 20.66% ™ Nam 2017

S& Giao théng van tai §

S& Tu phap | 80,1 73%

S& Lao ddng - TBXH | 7 333";1,9891
S& Xaydung § 5aq 79:23%

S& Tai nguyén va Moi.. J 78.76%

S& Gido dycva Paotao | 80,3’«m8'75a%
S& Ké hoach va Péu tw | 3%78'73%

S&#Dulich | J
70% 75% 80% 85%

Biéu d6 1: Chi s6 hai 1ong 2018 - Cic sé&

C6 11 co quan dat trén 80% (tdng 04 co quan so v6i nam 2017), 11 co quan
c6 chi sb hai long ting so véi nim 2017, trong dé c6é 04 co quan c¢6 mic ting chi
sb dang ké, tir trén 3% dén 8,42% gdm: S& Vin héa va Thé thao; Ban quan 1y Khu
kinh té Van Phong; S& Du lich; S& Y té.

Tuy nhién, ndm 2018 van ¢6 07 co quan giam chi s so véi nam 2017; chi ¢6
01/18 co quan chua dat muc tiéu 78% ma UBND tinh dé ra (Xem bang).



Béng 2. Chi s6 hai 10ng cac s& 2017 — 2018

T SIPS
T Co quan - - Tang/giam
Nam 2018 | Nam 2017
1 | BQL KKT Van Phong 81,60% 74,90% +6,70%
2 | Sé Cong thuong 81,17% 78,96% +2,21%
3 | S&Dulich 76,60% 72,98% +3,62%
4 | S& Gio duc va Pio tao 78,75% 80,33% -1,58%
5 | S& Giao thong vén tai 80,66% 80,85% -0,19%
6 | S& K& hoach va Pau tu 78,73% 79,43% -0,70%
7 | S& Khoa hoc va Cong nghé 81,57% 78,61% +2,96%
8 | S& Lao dong - TBXH 79,29% 81,98% -2,69%
9 | S& Ngoai vu 81,61% 79,58% +2,03%
10 | S& Ngi vu 83,34% 82,19% +1,15%
11 | S& Néong nghiép va PTNT 81,11% 81,70% -0,59%
12 | S& Tai chinh 80,86% 79,07% +1,79%
13 | S& Tai nguyén va Moi trudong 78,76% 77,55% +1,21%
14 | S& Théng tin va Truyén théng 84,99% 83,25% +1,74%
15 | S& Tu phap 79,73% 80,12% -0,39%
16 | S& Vian hoa va Thé thao 82,66% 74,24% +8,42%
17 | S& X4y dung 79,23% 79,59% -0,36%
18 [S& Y té 82,95% 79,55% +3,40%
Chi s0 hai long trung binh 80,46% 79,72% +3,08%

Xem xét chi s6 hai 1ong trung binh trén 6 tiéu chi dénh gi4, thi ca 6/6 tiéu chi
déu tang chi s6 trén 3,5% so v6i nam 2017, trong d6 chi s6 Tiép can dich vy ting
3,62% (trong khi nam 2017 giam 6,11% so v4i nam 2016) lam cho chi s6 chung
tang rd rét so v4i nam trudc.



Chi s8 hai long trén tirng tidu chi 2018 - cac s&

" DK
237%

.
.
-
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85,643%"
pV

e 201 8

2017

Biéu d 2: Chi s6 hai 1ong 2018 trén 6 tiéu chi - cic S&
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

S& Thdng tinva Truyén thong

S& Vin héa va Thé thao

S& Tai chinh

S& Giaothdng vantai

S& Noi vy »
S& Khoa hoc va Cong nghé 1

Ban Quan Iy Khu kinh t& Van Phong |
S& Ngoai vy
S& Nong nghiép va Phat trién nong thén
S& Duljch §
SHVHE |
S& Ké hoach v DAu tr |
S& Xaydyng 5
S& Cong Thuong :
S&r Tai nguyén & Mdi trudng |

Sé& T phdp |
S& Gidodycva Diotao |

S@ Lao ddng - Thuong binh va Xa hdi |

80,84%
80,00%
,65%

/

62% 64% 66% 68% 70% 72% 74% 76% 78% 80% 82%

Két qua khao st cho thiy c6
dén 66,61% khach hang danh gia chét

lwong théng tin 1a Rét

ting dén 34,73% (nim 2017 chi dat

31,88%); qua d6 thiy
cung cip thong tin da

so véi nam trude, dap vmg nhu céu
thong tin cua khach hang. C6 10,58%

Két qua nim
2018, chi s hai long
trung binh vé& Tiép
can dich vu ciia khéi
co quan S¢& la
73,80% (tang khoang
1,35% so v&i nam
2017); cao nhét 14 S&
No6i vu dat 80,84%
(ting 9,12%), thap
nhit 1a S& Lao dong
— Thuong binh va Xa
hoi dat 68,71% (giam
6,08%) (Xem Biéu
do).

day du, dé hieu _OSR ooy

dugc hinh thic
phong phd hon

X Hodn todn khéng ¢
huréng dén

¥ Chua &y &0, so séi

# Tam dugc

# Tuong dbi dly &, dé
hidy

¥ Rét ¢y o, o hidy




khach hang danh gia chét lugng thong tin & mirc tam duge (nam 2017 1a 25,71%);
0,86% khach hang cho biét hoan toan khéng c6 hudng din vé co ché, chinh sich
hodc 13 chua dy dd, so sai.

1,73%

W Khdng

» R3¢ itkhi

1 C6 trao ad, tim hidu
# Khd quan tdm

= R3t quan tam tim hidu
va thong tin thém

Tuy nhién, diém tich cuc 13 viéc
hd trg, gidi dap vudéng méc tét hon trude
véi trén 99% khach hang nhan xét tu
tam dugc dén rit hai long. Trén 99%
khéach hang cho biét cic co quan di chi
y nhiéu hon dén viéc trao doi, tim hidu
théng tin va nim nhu ciu ciia khach
hang vé dich vu hanh chinh céng.

Chi c6 10/1.153 khach hang danh gia viéc giai ddp vudng mic vé& chinh
sach, thu tuc hanh chinh con rat it, thuc hién so sai hodc hiu nhu khong giai dap
(khach hang cua céc S&: Cong Thuong, Giao thong van tai, Tai nguyén va Moi
truong, Lao dong — Thuong binh va X4 hoi, Xay dung, Tai chinh).

Qua khéo sat, nhiéu khach hang ciing
d& nghi ting cudng cac hinh thirc théng tin
qua website, email va img dung di dong, cac
ing dung truc tuyén khac dé tiép tuc tao
thuan loi nhiéu hon nita (xem Phy luc dir

liéu phi ciu trac).

2. Piéu kién tiép dén va phuc vu

Két qua cho théy,
chi s6 Diéu kién tiép dén
va phuc vy c6 tién bd rd
rét so véi nam 2017, chi
s6 hai long chung dat
79,24% (tang  1,54%).
Trong d6, S& Y té dat cao
nhit véi 84,70% (mirc
Tét) va S& Vian héa va
Thé thao ting nhidu nhét
véi 11,87%. Tuy nhién,
S& Lao dong — Thuong
binh va X& hdi giam dén
10,79%, cin tap trung hon
dé cai thién chi sb.

“Khi cdc don vi co quan dén yéu
cdu thdm dinh, dé nghi S¢ Xdy dung
cung cdp ndi dung, hudmg dan cdc
thil tuc cdn thiét” — Y kién ciia m§t
khich hang

- ‘;—- 0%
S0 Van héa 1 Thé thao | NNESRRRIRIINSEN—_—— u: 3%
Ban Quén Iy Khu kinht& Viin Phong S I S S 82,86%
S& Ké hoach v Blu tu T m—— 2,173
& Tai chinh 81,92%
S6 T4 nguyén v Mai tnromg — : 80,90%
S& Giao thong vin tii 9,69%
S& Nong nghiép va Phit trién ndng thén — 3 9,64%
50 Thing tinva Truyén thing — i ' 1957%
$& Cong Theong 79.20%
$& Gido dycva Bho tao — 79,00%
S Xiydimg — 18.07%
$& Khoa hoc v Cong nghé R S 71,99%
SG Tu phap — I 75,98%
el e e m—
S& Lao 8dng - Theong binh v )& hdi — §75,19%
5 Ngoai vy 7333%
s&Dulich |8 7066% |
6000%  6500% 70,00  7500%  8000%  85,00%
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® Rét it nguiri giao dich

Panh gia vé khdi lugng giao
dich tai BO phian mét ctra cac s, dai
da s6 khach hang nhén xét vira phai
hodc rat it ngudi giao dich. Khoang
hon 11% cam thiy kha déng hozic qua

¥ Vira phai ) i

# Kha déng tai (tdp trung chu yéu doi véi cac So:
Za2r . A A ? e ‘ b

™ Qi ti Giao thong van tidi, Ke hoach va

Piu tw, Tai nguyén va Moi truong,
Tw phap, Nong nghiép va PTNT).

\'
& trang thiét bi tiép don, phuc vu khach hang
trong luc chd doi va khi giao dich, chi ¢6 5,38%
khach hang chua danh gia tich cuc (ndm 2017 la
trén 9%); con lai 18,14% cho rﬁng kha dﬁy da,
36,28% danh gia rat day du, thun tién, 40,19%
nhan xét rat day du, thun tién va hién dai. C6
dén 99,31% hai long v& vi tri ngdi giao dich, lam
viéc voi cong chirc, bén canh mdt vai nhan xét

0,78% 4 60% # Hiu nhu khong cog

# Con thidu thén, chu:
thudn tién

% Trang thiét bj kha d4
aa

® Trang thiét bj rit ddy
@, thuén tién

% Rét ddy du, thuan ti¢
hién dai

khéc: BO phan mét cira hoi chét (S& Gido duc va Pao tao), thiéu ban ghé ngbi truc
tiép (S& K& hoach va PAu tu), khong c6 ghé ngdi cho dan (S& Tu phap), hd so du

an chiém khéng gian lam viéc (S Xay dung).

3. Thia tuc hanh chinh

7200% 7400% 7600% 7800% 8000% 8200% 8400% 86,00%

S& Thong tin va
Truyén théng dat cao
nhit véi mitc 84,93%,
mirc Tét; S& Céng
Thuong c¢6 chi s hai
long ting cao nhat la
5,77%; 14/18 co quan
vuot chi tiéu nam 2018.
Chi sé hai long chung
dat  79,45% (gidm
1,93% so v&i niam
2017), trong d6: S& Lao
dong - Thuong binh va
X4 hoi, S& Ngoai vu
giam trén 5%.
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Tra 10i phiéu khao sét, da s§ khach
hang cho biét théng tin thi tuc hanh chinh
dugc cong khai rit rd rang va kha ro rang,
dé hiéu day du (76,84%) hoic tam dugc
(8,59%).

Tuy nhién, con 14,57% khach
hang chua that sy hai 1ong ca vé ndi dung
va chat lugng thong tin thu tyc (Cac S&:

® Thong tin rét so sai,
kho hidu

R Thong tin so sai, khé
hidu

% Tam degc

% Kha rd rang d& hidu

® R3t rd rang, dé hiéu

Giao théng vén tai, Lao dong — TBXH,
Néng nghiép va PTNT, Tur phap, Y té).

Trén 97% khach hang
wauishizugisywpnee | d4nh gid thanh phin hd so

tap, nhi&u loai khéng cin A r s ’ A
thi hodcva Iy khong c6 gi phic tap, ho so
® Nhidu gifly o, coloai don gian, it gidy t& hodc rat

khong canthi& .o ’ » ’
don gian, hop ly. Chi c6
# Thanh phin hd so

khoms b0 i ta | 2,86% con phan nan hd so qué
nhiéu giay to phirc tap, nhiéu
# Thanh phan hd so don . n A o & o A 1
gian, it gidy to loai khéng can thiét hodc vo ly
= Thanh phdn hb sor ri n}}u: Cac hd so nhu cihuyén
don gidn, hop Iy d6i loai hinh cong ty c6 phan
khéng huéng din 18 céc
truong hop (S& K& hoach va
Pau tu); khi cAp phép bd sung may méc, phai dinh kém hé so nhur d3 thyc hién Iin
trude (S& Khoa hoc va Cong nghé); Gidy kham sirc khoe; Gidy phép kinh doanh;
Gidy khai sinh, s ho khéu, gidy ding ky két hon (cac thu tuc ctia S& Nong nghiép
— PTNT); Gidy x4c nhan thu nhdp c4 nhén (S& Tu phap); bang cip, ching chi vé
nhén vién 1in bién va huéng din vién (S Van héa va Thé hao) — (Xem cu thé tai
Phy lyc Dir liéu phi cu truc).

Vé biéu miu to khai tha tyc, 99,13% khach hang danh gia khong phirc tap
ho#ic don gian, d& thuc hién. 99,57% khich hang danh gia huéng din ctia can bd
mdt ctra la théng nhét véi quy dinh thu tuc hanh chinh da duge cong bd. Tuy
nhién, con 05 ngudi nhén xét viéc huéng din c6 diém chua théng nhét.

C6 83,61% khach hang dugc tiép nhan hd so ngay tir 14n ndp dau tién, tang
14,29% so véi ndm 2017 (69,32%). 16,31% phai ndp ho so 1an thi 2 tré 1én méi
dugc tiép nhan vi hd so chua diy du, hop 16 (tuy gidm giam 14,37% so v4i nim
2017 nhung vén & mirc cao, twong tmg 189 khach hang). Trong sb d6, 49,34% b
sung 01 14n 13 dugc tiép nhén, con lai phai tir 02 14n tré 18n, c4 biét c6 02 khach
hang cho biét phai bb sung tir 4 14n trd 1én (01 khéch hang cta S& Tai nguyén va
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MOi truong va 01 khach hang cia S& Ké hoach va PAu tu). Nguyén nhan b sung
nhidu 13n cht yéu 14 do khéch hang thyc hién chua ding hudng dan, mét sb it 1a do
sy hudng din chwa day di, rd rang va thong nhét clia can bg, cong chure.

55,79% truong hgp phai hoan thién hd so cho biét duge can bd mot cira
huéng din ddy du, rd rang bang phiéu huéng dan theo quy dinh, c6 ky xac nhan
ctia cdng chirc; con lai cho biét chwa timg thay huong din, chi néi la chua day
di, phai 1am lai; huwéng din bing miéng, khong ré rang, khong thong nhat;
hwéng din bang cach ghi vao tor gidy nao d6 tién tay lay dwgc hodc hwéng din
bing phiéu (theo miu) nhung cong chirc khong ky xac nhén.

4. Sy phuc vu ctia can bg, cong chirc

Tiéu chi Su
oisx phuc vu cia cdn bo,
cong chic tiép tuc
dugc khich hang danh
gi4 tot nhét véi chi s
trung binh chung dat
85,64%, muc Tot va
ting 0,72% so v6i nam
2017.

S& Khoa hoc va Cdng nghé k!

S& Théng tinva Truyén théng |

Sé& NI vy |

S& Ngoai vy |

S& Vin héa va Thé thao ]

Sy YE ]

S& Lao adng - Thrrong binh va )& hoi ]
S& Giao théng vin ti )

S& Cong Theang ]

S& Tai chinh |

S& Nong nghidp va Phat trién ndng thén |
S& Tu phap |

Ban Quan ly Khu kinht& Vin Phong } Két qué 1’1511’1’1
2018 ghi nhan 14/18
co quan dat mirc Tot
(trén 84%), toan bd co
74%  76%  78% 0%  82%  84% 6% 88% 90% 92% quan Sé déu qut Chi
tiéu 78% & tiéu chi nay. Trong d6, v4i nhitng giai phap ho trg khich hang va tinh
than, thai d6 phuc vu c6 chuyén bién vugt trdi, S& Khoa hoc va Céng ngh¢ da

duoc khach hang ghi nhan & mic 91,57%.

S& Xaydyng

S& Gidodycva Dao tao ’

S& Tai nguyén va Mdi tneding }
S& Du lich )

S& Ké hoach va Bu tv |

Két qua tong hop phiéu khao sat
cho thdy, hdu hét cic co quan déu co 035% __165%  Phdi chd dgi rit 12
nl}ﬁng bién phép hi€u q}lé hon trong viéc O i K
tiép don khach hang dén giao dich, giai
quyét cong viéc; do vy, hon 98% khach " hdlch kg dulim
hang cho biét khéng phai chd doi lau lAm g el i
khi lam thua tuc, da so6 1a dugc ti€p don  Burgc ot chic e
turong d6i nhanh. tép ngay
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Chua dén 2% khéch hang phai ché doi 1au khi dén giao dich, roi vao cic Sé:
K¢é hoach va Pau tu; Giao thong vén tai; Tai nguyén va Moi truong; Nong nghiép
va PTNT; Tu phép, Lao dong — TBXH. Nguyén nhan chi yéu 1a can bg, cong chirc
dang gidi quyét céng viéc cho ngudi dén
trudce, kha ban ron.

» MAt rét nhidy théri gian
6 xidm tra hd so

® Con chimchap

0,35% 0,61%

C6 don vi tuy rat ban nhung vin
tranh thu kiém tra va tiép nhan hd so
ngay cho khich hang (S& Cong
* Trong 65 nhanh Thuong); tuy nhién ciing c6 khach hang
* Rt thanh chéng cho biét phai chd déi 1au vi co quan
déng cira t6 chirc hoi nghi cong doan (S¢
Ké hoach va Pau tu).

¥ Tam Gugc

Trén 99% khach hang nhan xét v1ec tlep nhan hd so nhin chung 1a khach
quan, minh bach, céng bing, khéng c6 vAn dé gi ban khoan. Tuy nhién, van con 05
khach hang phan anh c¢6 tinh trang céng chirc nhan hd so ngoai co quan (giam 08
truong hop so véi nam 2017) va 19 khach hang gip truong hop cong chirc gisi
thiéu khéach hang gép dich vy hoic nguoi quen dé lam thu tuc cho nhanh (giam 50
truong hop so véi ndm 2017).

18 khach hang cho biét, van gip truorng hop can b mét cira tir chdi nhan hd
so vi cho rang hd so khong thé giai quyét dugc. Trong khi theo quy dinh hién
hanh, can by mét cira khong phai 13 nguwoi thim dinh chuyén mon nén khéng
6 co sé dé dwa ra quyét djnh nay (cic S&: Du lich, Gido duc va Pao tao, Giao
thong van tai, Ké hoach va PAu tu, Lao dong — TBXH, Ngoai vy, Nong nghiép va
Phat trién néng thén, Tai chinh, Tai nguyén va Méi trudng, Théng tin va Truyén
thong, Tu phap, Xy dung, Y té).

Panh gi4 thai d¢ giao tiép, img xur
cua can bd mét cira, 12,62% khach hang
sMitdtnido toigan | nhin xét tam dugc, con da sé danh gia rat

0 kidm tra hd so , , . ., R
X Conchdmehap tot (87,29%); chi mot s6 it chua that su
hai long (0,09%).
¥ Tam dugc , .
boi véi viéc xir Iy hd so, 15,22%
& Tugng 86 nhanh

khach hang nhin xét tam duoc, 83,82%
¥ Rét nhanh chéng dinh gia nhanh chéng. Chi con 0,96%
khach hang cho rang viéc xir Iy hd so con
cham chap, mét nhiéu thoi gian.
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So véi két qua khao sat nam 2017, thi
nim 2018 cé chuyén bién rét tét & can bod
mot cira. Nhan xét cua khach hang dbi véi
cong chic chuyén mén nhin chung cling rét
tich cuc, voi trén 99% hai long.

Trong s 1.152 khach hang tra 10i cau
hoéi s§ 16 thi co 1.124 khach hang (97,57%)
cho biét khéng gip cic tinh hudng sach
nhiéu; con 2,43% cho biét khong doi hoi gi,
dua thi nhén, khong dua thi thdi, vin giai
quyét hd so (xem chi tiét tai Phu luc Dir liéu
phi cu triic).

5. Két qua, tién do giai quyét cong viéc

243%

% Cdng chirc khdng 80i
hdi gi, dua thi nhén,
khdng dra thi thi, vin
gia quyét hd so

¥ Khéng gip cdc tinh hudng
trén

Két qua phan tich
dit liéu thu thap cho thay, o
chi s6 hai long trung binh St Mgoaivy
vé Két qua, tién 4o giai o

’ S& Tai chinh
quyét cong vigc cua cac S& Giaothong vinti

S& 12 80,21% ti€p tuC tANG | g wune ventors Prtuitaningtren
so v6i nam 2017 S5 Ceng Thuong
$&Van héa va Thé thao

(78,44%). S Gidodycva Bao tao
, Ban Quan 1y Khu kinh t& VAn Phong |

C6 16/18 co quan SoTu phdp

vugt chi tiéu 78%; trong Shéydimg
, , . . X & Tai nguy8n V& Moi tnrtmg
d So& Thong tin va S5Kb hogeh 18 B tr
Truyén thong, SO Y t€, S& -
54 Khoa hoc vé Cong nghé

& Thong tin va Truydn thdng

$5Lao 6og - Theong binh v X8 héi

Ngoai vy, S& Noi vu ¢o
chi so trén 82%; tiép dén

7000% 7200% 7400% 7600% 7800% 8000%  82,00% 84,00%

1a cac S& Tai chinh, S& Giao thong vén tai. Tuy nhién, van con c6 02 S& cin phai
nd luc vi chua dat chi tiéu 2018 (nam 2017 1a 06 S¢ chua dat chi tiéu).

139%

202 13n
201 lin
& Khong

Tra 101 phiéu khao sat, 87,97%
khach hang cho biét sau khi dd nhin
Gidy tiép nhan hd so va hen tra két
qua, co quan khoéng yéu cau bd sung
thém 14n ndo nita; 10,67% phai bd
sung 01 1an va 1.39% con lai phai bd
sung tir 02 14n tro 1én.

Trong s6 d6, 29 khach hang cho
15



biét khong hé nhén dugc thong bao bd sung, chi khi dén B6 phan m{t cira theo
ngay hen thi méi biét hoac ¢6 nhin dwgc thong bio qua dién thoai nhung

khong day di, ré rang).

2 Khdng ¢6 g ddn

# Hudng ddn khing dly
@, 16 ring

¥ Cb huéng din nhung
nhidu chd chura hidu

2 Hudng ddn oy &0, 5
rang

 Hyding din rdt rd rang,
d& hidy

Sau khi np hd so, 85,69% khach
hang chi dén B6 phin mét ctra 01 13n 13
nhan dugc két qua; 11,36% nhén két
qué qua dudng chuyén phat nhanh; mat
sb it khach hang van phai di lai tir 02 Iin
trd 1&n. V@ thoi han giai quyét hd so, chi
c6 3,73% khéch hang nhan két qua trd
han, con lai 81,79 ding han va 14,48%
nhan két qua sém han. Phan 4nh cia amid
khach hang nhu trén kha tuorng dong vai

Bén canh 87,77% khach hang dugc
cdng chirc huéng din ré va c6 thé tra ciu
biét tién d6 hd so bat c luc ndo; van con
12,23% khach hang khéng hé dugc huéng
din hoic huéng din khéng day du, r5 rang.
Do vdy, nhiéu khéch hang phai dén truc tiép
B¢ phan mét cira hodc goi dién thoai dé héi
tham két qua.

2 Tré gdp ddi so Wi cam
két (noic hon)

R Trd nhung khng nhidu

0,78% 0,52% ~321%

% Dung han

N Sdmhan

¥ 5dm 1/2 théri giansovdi

két qua téng hop trén Phin mém mét

ctra dién tir cda tinh.

“Cdp phuong, thanh pho' tré ga}; doi
50 V6i cam két; cap sé' tré nhu'ng
khong nhiéu. Péi véi cap 86, ho so
té 1a do co quan ban di vi¢ce riéng
(di dam tang) Con cap phu’ong bdo
héi truc tiép thanh pho, cdp thanh
phé t6i nho nguci khde nhdc méi
lam, thdm chi téi doi dién cho Bi thu
v6i Chil tich tinh thi sau do cé ngay
trong ngay” - phin 4nh cia mét
khach hang S& Lao dong - TBXH

Déi véi hd so trd han, nguyén nhan
chii yéu 14 do 1anh dao ban cong tic; do c6
quy ché méi va hinh thire mai; do b phéan
chuyén phét hoic su phdi hop cia co quan
lién quan chua k1p thoi (xem chi tiét tai Phu
luc Dix lleu phi cau tric). Nhidu khach hang
trong s§ d6 nhan duogc thong béo xin 15i va
hen lai thoi gian tra két qua cia co quan
hanh chinh. iy 12 diém tién b6 déng chi y
trong nam 2018, can tiép tuc phat huy.
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6. Tiép nhén, xir Iy thong tin phan hi

Chi s hai long
trung binh vé Tiép
nhan, xi ly thong tin
phan hdi cla cac co
quan s¢ ndm 2018 dat
84,46 tiép tuc ting so

voi nam 2017
(83,44%).
Co 11/18 co

quan dat mirc Tét voi
chi s6 hai long trén
84,1%; cao nhét 1a S&
Théng tin va Truyén
théng, ké dén la S&
No6i vu, SO Vén hoa

S& Thong tin va Truy®n théng .

S& Noi vy .

S& Viin héa v Thé thao ]

S& Ngoai vy .

S Y |

S& Lao ddng - Thurong binh v Xa& hoi .

5& Giaothdng vantdi ]

Sé& Cong Thuong )

Sé& Tai chinh .

S& Ndng nghidp va Phit tridn ndng thon ‘
S& Tur phép

S& Khoa hoc va Cang nghd 4

8an Quin lyKhu kinh t& van Phong ]

S& X3ydyng .

S& Tai nguyén v Mdi tnerng |

S& Gidodycva Dao tgo ‘
S& Ké hogch va Pau tur

S& Du lich

87,81%
87,30%
87,01%
86,75%
85,90%
5,06%
,75%
83,33%
82,86%
82,56%
80,60%
77,83%

77,52

76,50%

65,00%

70,00% 75,00% 80,00% 85,00% 90,00% 95,00%

va Thé thao, S& Ngoai vu.

K&t qua trén cho thdy c4c S& dd quan tAm nhiéu hon dén viéc hoan thién va

¥ Khong thiy gi

® Thigu nhidu thong tin
& Tam dugc

u Kha ddy 60

» Dly 40 thdng tin, 10
rang

cong khai diy du thong tin dudng
day nong, chi dong khéo sat y kién
khach hang, kip thoi nim va giai
quyét hiéu qua hon cac vudng méc,
phén 4nh, kién nghi ctia nguoi dan,
t5 chic, doanh nghiép. Theo do,
86,19% khich hang phan anh
thong tin duong diy noéng duoc
cung cip rit diy dt va 12,34%
nhén xét tam duge. Chi s6 it khach
hang chua hai long (dudi 2%).

Trong nim 2018, c6 4,6% khach hang c6 phan anh, kién nghi véi co quan
hanh chinh va 92,45% trong s6 d6 nhén xét viéc thuc hién tir mic tam duoc dén rat
thuan tién, d& dang; khong gip nhiéu phién ha nhu truéc day. Con lai, 95,4%
khéach hang khong c6 phéan anh, kién nghi thi 87% cho biét co quan hanh chinh lam
rat t6t, khong c6 gi phai phan anh, kién nghi.

Céac ndi dung tra 101 phan anh, kién nghij cling dugc cac co quan cdng khai
day du, rd rang trén website hofic tai B§ phan mét cira. Phan anh cia khach hang
ndp hd so truc tuyén muc d6 3, 4 ciing cho két qua kha t6t.
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ITII. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Danh gia chung ciia khach hang

Niam 2018, ty 1€ khach
hang hai long hodc rat hai long
déi véi sy phuc vu cua cac s¢
chiém tuyét dai da sb (90,98%).

S6 phan 4nh khéng hai
1ong hoic rat khong hai long db6i
v6i su phyc vu cua cac co quan
S& rét thip, chi chiém 0,26% (03
ngudi) trong sb 1.153 khich
hang thyc hién tha tuc truc tiép
va 01/11 khéch hang ndp hd so
truc tuyén dugc khao sat.

¥ R3t khong hai long
W Khong hai long

B Tam duwoc

¥ Hai long

¥ Rt hailong

Mot vai van dé cu thé 1am cho
khach hang chua hai long bao gdm:
Viéc cong khai, minh bach thong tin rit
kém (01 y kién); Tha tuc qua ric rdi,
phtre tap, mét nhiéu thoi gian 1am hé so
(02 y kién); Céng chirc thudng dua ra
yéu ciu hd so khong ding quy dinh,
gdy phién ha (01 y kién); Két qua giai
quyét cong viéc cham tré, di lai nhiéu 1an (01 y kién) va mot vai nguyén nhan khéc.
Ngoai ra, trong phan tong hop dit lidu phi c4u trac tai Phy luc kém theo Béo céo
cung ghi nhén mét s6 phan 4nh, nhan xét cu thé. Céc co quan, don vi cin ra soat lai
dé c6 cai tién tét hon.

C6 khach hang cho biét: “Trudc day
khi lam thi tuc nép hé so online thi
trang chu cua S¢ Cong thwong upload
file lén rdt chim. Phdi qua nhiéu
buée, nhung nay thay doi trang maoi
thi da@ dwoc cdi thién nhanh hon rit
nhiéu”

Két qua phan tich phuong sai giira cdc nhém nhan khiu hoc cho thay khong
c6 su khéc biét vé mirc hai long trung binh giita nam va nit, cac d6 tudi va sb 1an
thyce hién thd tyc hanh chinh. Nhumg khi so sanh mic hai long gitta cac nhom trinh
dd, nghé nghiép va dia ban cu tr thi murc hai long trung binh ¢6 khac nhau, trong
d6 nhém cac nhém trinh d§ cao ¢6 muc hai long thdp hon, nhém kinh doanh va
nghi huu it hai 1ong hon c4c nhém nghé nghiép khac, dia ban mién nui hai long
hon cac don vi con lai.

2. Gop y cta khach hang dé phuc vu t6t hon

Véi mong mudn nhin dugc chét lugng phuc vu ngay cang tét hon, khach
hang c6 nhiéu gbép y dugc tdng hop diy di tai Phu luc dinh kém. Trong d6, tiéu
biéu la:
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- Théng tin rd rang hon v& bidu miu ding ky budc dau cho d& 14y hon.
- Cap nhat cac biéu miu trén website kip thoi.

- Khi ndp hd so xin thdm dinh, quy hoach, gidy phép xiy dung d nghi ghi
rd cac tai li€u can nop, bb sung mot 1an d& cac don vi dén ndp hd so duge 6 va
thuc hién dung cac thua tuc, tranh bd sung nhiéu 14n, mit thoi gian di lai va kéo du
an

- Huéng dén dich vu chuyén phat nhanh két qua hd so.

- Pua tit ca kién thirc v& ATTP 1én website cia s& Nong Nghiép va Phat
trién néng thon Khanh Hoa. Mbi khi c6 cdp nhat tiéu chudn hay thong tin lién quan
t6i ATTP giri qua mail cho khéch hang dé cap nhét cho nhanh.

- Bd bt nhitng gidy to khong hop 1y va mong c6 mot bd phén lam gidy to
bang dich vu dé cac doanh nghiép d& mét thoi gian,

- Khi tiép nhan phiéu (t khai), can bd mét cira can kiém tra cic thong tin
xem c6 thiéu s6t hodic sai thong tin gi khong trudc khi viét gidy hen tra két qua.

- Cin niém yét chinh x4c han sém nhét va tr& nhét khi tra két qua.

- Xin gbp ¥ kién, khi gt hd so qua email, mong cén b cdng chirc khi reply
lai thi @hi 6 rang dung ghi chung chung, 1am khach hang khéng hiéu goi dién héi
lai 1am phién ha can bd.

- Khi hd so c6 sai s6t, can bd, céng chirc chinh sira va bod sung kip thoi dé
hoan tat ho so nhanh nhat.

- Khi khong dling han nén thong bao cho khach hang.
- Hi vong co quan tu diéu tra ndi bd.
- Rt ngén thoi gian giai quyét cac thu tyc.

- Nén b6 tri thém ghé ngdi va phuong tién giai tri nhu bao... khi khach ngoi
cho.

- Online, khi ndp ho so vao budi sang thi tdi chiéu mdi c6 ma so ti€p nhén
ho so 1a qua chdm hodc ndp budi chiéu hom sau méi ti€p nhén.

- Nang cép co s& vat chit tai bd phan mot cira. Co sé ha téng tam dugc, can
b6 sung thém dé phuc vu cdng viéc cho tdt.

- May diéu hoa thiéu do hu héng khéng mua sim dugc, chd trung tim du
gia, nhung dén nay van chua thuc hién, rAt kho khin cho bénh vién thyuc hién cong
tac chuyén mon phuc vu kham bénh, bao quan trang thiét bi y té.

- B sung thém may photo tai co quan. Anh sing dén tai bo phan mét cira

19



can séng hon, 4nh sing chua du con kha t6i, 1am han ché trong viéc doc, viét cia
cong dan.
- S6m trién khai kiéu chuyén, hiéu chuyén t4t ca céc thiét bi y 4.

- Néu nha nudc 6 dé ra nhimg chii truong chinh sach @ cho céc Cong ty,
Doanh nghiép thuc hién. Yéu cu cac co quan chirc trach phai trién khai tap huén,
huéng dan cy thé, chi tiét 48 Céng Ty, Doanh nghiép nim bét va thuc hién.

- D nghi trong trudng hop ma giai quyét hd so qud léu thi nén cha dong guri
Van ban théng bao dén ngudi dan / don vi ndp hé so 1y do, nbu vi phu thudc don vi
cdp cao hon thi nén huéng dan hd trg nguoi ndp hd so cach giai quyét thu tuc khac
dé tranh sy chd doi cta ngudi dan / don vi ndp hd so ma khong nhén duogc tin tirc
gi.

- Can tap huin nghiép vu cho cp x3, cin c6 quy ché lam viéc rd rang;
thuong xuyén gido duc nhén vién phai c6 trach nhiém véi cong viéc khi duge giao,
lanh dao giao viéc phai c6 kiém tra nhic nhé, hd so dén phai biét, hd so xong ciing
phai biét,..

- Can tuyén chon ngu'orl c6 kha ning dé giai quyét cong viéc nhanh le hon,
cit ngén thoi gian giai quyét hd so va tra két qua. Xay dung d6i ngli nhan vién,
vién chirc ngay cang chuyén nghiép, c6 tdm va c6 trinh d6 chuyén mon nghiép vu.

Téng hop chung trong dot khao sat ndm 2018, c6 thé nhan thiy nhimg van
dé chua hai long va cac gbp y, kién nghi lién quan dén doi ngii can bg, cong chirc,
vién chirc ctia cac S& giam rat manh so véi cac nim trudce day.
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Phéan III:
CHI SO HAI LONG KHOI UY BAN NHAN DAN
CAC HUYEN, THI XA, THANH PHO

I. CHi SO HAI LONG CHUNG

Nim 2018, chi sb hai 1ong trung binh chung ciia UBND céc huyén, thi x4,
thanh phé dat 83,19%, tang 4,47% so véi nim 2017 (78,72%), dat myc tiéu Ké
hoach nim 2018 14 trén 78%.

Chi s6 hai long chung ném 2018
UBND céc huyén, thi x4, thanh pho

Khanh Vioh S :.:1%
Ninh Hoa M 86.74%
Khanh Son _ 86.30%
Cam Lam "
Nha Trang
Dién Khirh |
VanNih I 7o.71%
CamRanh SRR 77.61%

70.00% 75.00% 80.00% 85.00% 90.00%

Bidu db 3: Chi s6 hai 1ong 2018 - UBND cac huyén, thj x, thanh pho

Huyén Khanh Vinh c¢6 chi sb trung binh chung cao nhét, dat 89,11%, tiép
theo la thi x& Ninh Hoa (86,74%), Khanh Son (86,30%), Cam Lam (83,15%). Cac
dia phuong c6 chi s hai 1ong chung thap hon murc trung binh cua khdi huyén gom:
Nha Trang (81 ,99%), Dién Khénh (81,13%), Van Ninh (79,71%). Thanh pho Cam
Ranh c6 chi sb trung binh chung thip nhét, dat 77 61%, 1a don vi duy nhat khéng
dat loai tot theo thang do, khong hoan thanh myc tiéu Ké hoach 2018.

Hiu hét cac dia phuong déu c6 chi s6 hai long chung ting so v6i nim 2017,
trong do6 thanh phé Nha Trang ¢6 bién dd ting cao nhét 10,93%, dua Nha Trang tir
dia phuong c6 chi s§ thép nhat nim 2017 1én nhom giira. Tiép theo 1a huyén
Khanh Son (8,73%), thi x4 Ninh Hoa (7,13%). Cac dia phuong khac ting nhe.
Thanh phé Cam Ranh mic du c6 cai thlen chi sb, ting 3 06%, nhung mirc ting
khong déang ké, lién t1ep 03 nim lién ndm trong nhém c6 chi s thip nhét khdi cac
huyén, thi xa, thanh phd.
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83.64

80.29

Biéu d6 4: Chi s5 hai long trén 6 tiéu chi giai doan 2017-2018

Tét ca 6 tiéu chi danh gia déu c6 chi sé tang so véi nam 2017. Trong d6 tiéu
chi tiép c4n dich vu ¢6 bién do ting Ién nhét, dat 13,72%, didu kién tiép don tang
4,15%, céc tiéu chi khic ting nhe. Nam 2017 tiéu chi tiép cén dich vu chi dat
67,72%, 1a tiéu chi c6 chi sb thdp nhit trong thang do. Sang nim 2018 ¢ chuén bj
cho viéc khai truong Trung tdm Cong nghé thdng tin va Dich vu Hanh chinh cong
truc tuyén, UBND tinh d3 thyc hién chién dich truyén théng quy mé 16n, da
phuong tién. Diéu ndy d4 gitp chi sb tiép can dich vu tang vuot bat khi céc thong
tin vé co ché, chinh sach, b6 thu tuc hanh chinh, c4c biéu mAu, huéng din nop hd
s0, thanh toan tryc tuyén duge nhidu ngudi dan, td chirc, doanh nghiép tiép cén d&
dang hon.

Twong quan giita chi s6 SIPS va PARI

Koot v | . 515
N e e 55 75
Koo S . 5 17
cmtio. T 57+
Noa ey L 5,
Van Nih w 79.71%
Can Rect TS 0524

70.00% 75.00% 20.00% 85.00% 20.00% 95.00%

SPARIZOIZ mSIPS2018

Biéu dd 5: Twong quan giira chi s6 SIPS va chi s6 PARI
Chi s6 hai long chung SIPS va chi sé c&i cach hanh chinh PARI ¢6 méi
trong quan mat thiét v&i nhau. Cac dia phuong c6 chi s6 hai 16ng cao déu c6 chi sé
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cai cach hanh chinh cao va ngugc lai: Khanh Vinh (91,31%), Cam Lam (85,06%),,
Van Ninh (77,15%). Mac du SIPS chi chiém 18% trong céc tiéu chi thanh phﬁn
hgp thanh PARI, nhung sb lidu théng ké cho thy nhing dia phuong c6 chi s6 hai
1ong cao s& c6 chi sé cai cach hanh chinh cao tuong tmg va ngugc lai. Diéu nay
cho thiy viéc dénh gia ctia ngudi dan, doanh nghiép thong qua khao sat mirc d6 hai
long c6 xu hudng gin giéng két qua danh gia cia UBND tinh d6i véi cac dia
phuong.

I1. CHi SO HAI LONG TREN TUNG TIEU CHI

1. Tiép cin dich vu

Chi sb hai long trung binh vé Tiép can dich vy nim 2018 cua khéi UBND
cép huyén dat 81,44%, ting 13,72% so v6i nam truorc cao nhét 13 UBND huyén
Khanh Son dat 91,13%. C6 3/8 dia phuong c6 chi sé dat trén 80% gbdm: Khanh
Son, Khanh Vinh, Ninh Hoa.

Céc dia phuong c6 chi sb thép, Chi s8 tiép can dich vy

khong dat chi ti€u Ké hoach dé

. A
ra 13 Van Ninh (74,48%), Cam """ -

Khénh Vinh sts%

Ranh (74,59%) va Dién Khanh 0. S . s
(75,29%). So v6i ndam 2017, —— i
Comtsm (AN 7: 5<%
—— R
CamRanh mnm
chi nay: Khanh Son (24,04%),  vsnio: (N - i

hau hét cac dia phuong déu co
chi so ting manh doi véi tiéu

Nha Trang (20,84%), Ninh 0.00% 2000%  4000%  6000%  BDOO%  100.00%
Hoa (19,32%). Riéng huyén B
Khanh Vinh giam 2,72%.

Néu nhu nim 2017 chi co
75,53% khach hang biét dugc thong tin
tir UBND cac huyén, thi x4, thanh phd
cung cép thong qua 1 dén 3 hinh thic,
trong d6 chii yéu bang hinh thirc cong
khai tai bang niém yét tai tru s@, tai
liéu tai ban viét hd so hodc do cong
chirc giéi thiéu, huéng dan thi sang
nam 2018, tit ca cac )" kién déu cho
ring cac dia phuong déu cung cép tir
04 hinh thuc (64 1%) 5 hinh thirc (10 2%), 6 hinh thic (25,6%). Trong d6 cac
hinh thirc qua trang tin dién to, to roi huéng dan, tng dung di dong ting manh.
Diéu nay cho thdy viéc van hanh Trung tdm Dich vu Hanh chinh c6ng truc tuyén

Cac hinh thirc cung c8p thong tin

0.1%

« 04 inhthic  « 35 hinhthio  « 06 hinhthie  « Trénéhinhthie
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da tiép can dugc véi da sb nguoi dén, cung cép nhimg thdng tin, dich vy, tién ich
qua mdi trudng mang internet.

Viéc cung cdp théng tin Péi voi viéc cung thdng tin co ché,
2% -6.18% chinh sich, thu tuc, c6 70,49% khach
hang (855 y kién) cho ring théng tin rat
day du, d& hiu; 12,53% khéch hang (152
y kién) cho ring viéc cung cip nhitng
thén tin ndy & mic do tam duoc, 6,18%
. L (75 y kién) cho ring chua day du, so sai
« Hoantoan khong ¢ hudng ddn « Chura dly 40, so s .7 . s
. Tamduoc .« Tuong abiody ou, adnids VA 2,14% (26 y kién) néi ring ho hoan
« REtdBydo, dihidy toan khéng thay nhimg théng tin trén.
Nhu vay, vé co ban, UBND cac huyén, thi x4, thanh phé thyc hién kh4 tét trong
viéc cung cip théng tin. Khach hang tiép tuc danh gid tuong dbi t6t vé sy cha dong
trong viéc tim hiéu nhu ciu thdng tin clia ngudi dan dé cung cép, gii dap kip thoi
cta cac don vi.

Khi ¢6 vuéng mic vé thu tuc hanh chinh hodc chua r6 vé ndi dung quy dinh,
c6 30,9% khéch hang cho ring viéc giai ddp, huéng din rét kip thoi, rd rang, ddy
da; 53,7% cho réng kha 6t 14,2% cho réng viéc gia dap & mirc tam duge va c6
1,2% cho ring cdng chirc hiu nhu khong giai dap, giai dap so sai. Mot s khich
hang cam thdy chua hai long d6i véi vike huéng dén, giai dap vuéng mic tai
UBND thanh phb Nha Trang: “Nguoi tur van phdi ném chde moi thil tuc gidy to dé
gidi thich cho ngwoi ddn hiéu va thuc hién, trdnh mat thoi gian cho doi”; hay &
huyén Cam Lam: “T6i muédn duoc cung cdp ddy i chinh xdc thoi gian lam vige”
(Chi tiét xem phan Dir liéu phi céu tric).

2. Piéu kién tiép don va phuc vu
Chi s trung binh vé

Di€u kién ti€p don va phyc vu

Ko Vi SN 5« cia UBND khéi huyén niam
Nioh Fios N : 5 2018 dat 85,92%, tang 4,15%

Didu kién ti€p d6n va phycvu

e e —— so v6i ndm 2017. Trong 6 tiéu
Cam Lim “8669% B . i N g e .,
O o ——— chi khio sat, ddy 1a tiéu chi ¢
S R ———— D chi s6 trung binh chung cao
Y ————— . nhét. Huyén Khanh Vinh

SRR : . : , \ . o
Cam Ranh T dugc khach hang danh gia c6

70.00% 75.00% 80.00% 85.00% 92.00% 95.00%

v o diéu kién tiép d6n va phuc vu
cao nhit, dat 90,47%, tiép theo 13 Ninh Hoa 89,60%.
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Thanh phé Cam Ranh v huyén Dién Khéanh 1 hai dia phuong c6 chi s6 thap
nhét, chi sé 14n luot 12 78,91% va 82,35%. So véi nam 2017, Nha Trang 1a don vi
c6 bién do ting cao nhat & chi sb nay, dat 10,13%, tiép theo la Ninh Hoa 9,60%,
céc dia phuong c6 chi sé giam 14 Khanh Vinh 3,82%, Dién Khénh 2,44% va Cam
Ranh 2,09%.

Khi dén giao dich, da sé khach hang cho réng Bo phan tiép nhan va tra két
qua rong réi, thodng mat, hién dai, chi c6 2,1% cho rz:ing con chat hep, chua thuén
tién. V& s lugng ngudi dén giao dich, da s6 khach hang nhan xét & mirc vira phai
(63,6%), kha dong (24,2%), chi c6 2% khach hang nhan xét qua tai, s6 khach hang
nay cha yéu dén giao dich tai huyén Van Ninh va thanh phd Nha Trang.

Ve phuong tién phuc Trang thiét bj B6 phan Mot clra

vu tiép don va lam viéc, Bo
han mot ctra cip huyén co Gné ngbichy SN
p’ T, 7p R y"( 2 Banviét hd so m“m
ban dap Uing co s& vat chat dé Ghé ngdi famvige v congchir  ONNMINRIERRNRN 5: 50%
tiép don ngubri dan nhu ghé Bang ténedngchive gian dichvéi khidch.. M% 645
.. . . Zo.s z Bang niém yét, thorg bao M97(33%
ng6i cho, ban viet ho so, ghe Quathodcmiyianh MBI 56 695
Y ST , S ::.72%
ia0 tiép véi cong chirc. quat Nuée ubng cho khach 88n giso dich
g B p, g , i C!A' Wdy tinh tra cu thi tuc, thdng tin.. SR 77.59%
hodc may lanh, bang niém wmangrnsne asyiwirisékétnsiimene: ENISINIINENNGN_G_NG o 65
yét thong béo; tuy nhién mdt My scan (quét hodc miy.. MEER— C7.13%

0.00% 20.00% 40.00% 60.00% 80.00% 100.00%
sb khach hang cam thiy cac

don vi cip huyén chua trang bj mdy tinh tra cu'u th tuc, théng tin hd so, may scan
(quet) hodc may photocopy hd so va nude ubng cho khach dén giao dich, cu thé

két qua tra 16i cau héi “Co quan c6 b6 tri cdc trang thiét bi sau ddy hay khong?”
nhu sau: (xem biéu o)

Trang thiét bi b6 phan Mot clra Trén 99% khach hang cam
02%__15% 80% thy rat thudn tién hodc tuong d6i
B thoai mai khi giao dich véi cén bd

mot cua.

Tuy nhién van c6 mot O ¥
kién phan énh chd ngdi giao dich,
lam viéc gitra khach hang voi cong

» Hiunhy khéng ¢ gi « Conthiu hén, chuathugntién  chirc con bét tién, cé ghé ngdi giao

::Z:;Zif;i:f;?:éﬂ@i = Trang thiét birdt day 40, thudn tigr dlCh nhu'ng 10a1 ghé, Vi tri dét ghé

khong thudn tién hodc khéng co

ghe ngoa1 nhu truorng hop cong dan phéan é4nh tai huyén Dién Khanh: “Khdng co

ghé ngoi giao tiép véi céng chirc, thuong xuyen dimg giao tiép” hay tai thanh phé
Nha Trang: “T6i c6 thai dung ldu khong néi, dé nghi cé ghé”.
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3. Thi tuc hanh chinh

Chi s6 hai long chung
oo “ vé thi tuc hanh chinh nim
ssoox T SK EATX g7 2018 dat 82,16%, ting 3,97%

o | l l O e SO V01 ndm 2017’ Cam Larr‘l
o S 14 huyén c6 chi s6 hai long vé
:2;“;': 76.71% e thd tuc hanh chinh cao nhit,
74.00% dat 87,68%. Co6 06/8 dia
ihgviy l l I I phuong c6 chi sb tir 78% tro

58.00%

Thii tyc hanh chinh

Carlia Déa Kbiah  Kbish Via Nah Cam \mhxaa len.
meg :

Thanh phé Nha Trang
va thi xd Ninh Hoa m3c du cé chi sb so véi nim 2017, 1an luot tang 6,98% va
7,93%, tuy nhién mirc ting khong di dé hai dia phuong nay hoan thanh chi tiéu ké
hoach tinh giao 1a 78%, chi s6 nam 2018 thanh phd Nha Trang chi dat 76,71% va
thi x8 Ninh Hoa dat 75 ,69%, thap nhat khéi huyén. Mit bang chung, tat ca céc dia
phuong déu c6 chi sé g1a tang so v6i ndm 2017, riéng huyén Dién Khénh gidm nhe
1,53%, tir 78,25% xudng con 76,71%.

Déi véi viée cong
khai thu tuc hanh chinh, da

sO khach hang nhin xét  Deshmse TTHC nop quaduons buu chivs E———————— s 705
4 A . A LA o Dmhw miCn&ptmmyén m 66.04%
cac thdng tin vé tén thu tyc tokhai, bido mils dién sin thong tin RIS ©: 2%

Viéc cong khai thd tuc hanh chinh

hanh chinh; thanh phin va Phi, 1 phigii quyéethitu: MRS 5.41%

. A . Thoi ban vi trinh v gidi quyét SRR S 3%
s0 lugng ho so; thoi gian, Think phin, s fuong b5 s IMENEEEEG_G_—_———A G5 165
. Lo 1r qa A .
trinh tu giai quyét; phi, 18 Tea TTHC 3

, , 2 ~ Y I 0.00% 2000% 4000% 60.00% 80.00% 100.00%
phi; cac biéu mau dién sin

théng tin dé tham khao dugc cong khai diy du. Tuy nhién, khach hang d4nh gia
cac théng tin vé& danh myc tha tuc hanh chinh nép truc tuyén va ndp qua dudng
buu chinh chura dugc cong khai déy du.

Chét lugng théng tin TTHC Chét lugng cac théng tin vé thy tuc
L% 5% hanh chinh duge cung cip duge khich

s ~ hang dénh gid c6 cai thién so véi nim
2017. Néu nhu nam 2017 cé dén 23%
khéch hang dénh gi4 hau nhu khéng c6 gi
hoic thiéu rat nhidu théng tin d8i véi nodi
dung théng tin thi tyc hanh chinh duge
» Théngtin rdt soséi,hhéhiémThi}ngtfnsoséi,méhiéu UBND Cé{lp huyén cong khai, thi nim 2018,
» Tamduoc * Xha rS rang, dhidy

» Rt 3 rang, & hidu ¢6 56,9% khéach hang nhén xét rit 15 rang,
- "~ d€ hiéu; 20,1% nhan xét kha rd rang, dé
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hiéu; 15,4% nhéan xét & muc tam dugc, chi ¢6 1,7% cho rang théng tin rat so sai,
khé hiéu.

Khi duogc hoi “dng/ ba danh gia nhu thé nao vé thanh phéan hd so phai nop”,
da s6 khach hang, chiém ty 18 98,1% danh gia thanh phan hé so tha tuc hanh chinh
& UBND cép huyén khéng c6 gi phtrc tap, don gian, d& thuc hién, biéu mau t& khai
thu tuc khong phirc tap hodc don gian, d& thuc hién; chi c6 1,9 % khach hang nhéin
xét “nhidu gidy t&, c6 loai khong cin thiét” hodc “qua nhiéu gidy t& phuc tap,
nhiéu loai khong can thiét hoic vé ly”

Tuy nhién, mot sb khach hang phan anh cé sy khong théng nhét trong viéc
tiép nhan hd so khi cong chirc mét cira khong yéu cau ndp gidy chimg minh nhan
dan, sb ho khiu nhung cong chirc chuyén mén lai yéu cau, nhu phan anh cta mot
khach hang tai thanh phé Nha Trang: “H6 khdu va chimg minh nhén dédn ndp Bj
phdn mét ciea khéng nhdn nhung cdn bo thu ly hé so lai yéu cdu ndp, lam mat thoi
gian, anh huong dén cong viéc”

4. Sy phuc vu cia can b§, cong chirc

Chi s trung binh chung vé su
, phuc vu cuia can b, cong chirc
Khanh Vinh  SEEERR o .s1% khéi huyén nam 2018 dat

Sy phuc vy clia ¢dn b, cong chire

CamLam Y ¢:.:1% v6i ndm 2017. Tat ca cac dia
DiénKhinh N s 22% phuong déu co chi so hai long
Gt S A . . s .

Van Nioh pa.so trén 80%, dugc danh gia loai

N AR £2.01% B o
ZX U :0 2% tot theo thang do, trong d6 dan

7000%  7500%  80.00%  85.00%  90.00% o5.00% déu 13‘} huyén Khén' Vinh véi
chi s 92,51%, ti€p theo la
Ninh Hoa 87,43%, thip nhét la thanh phd Cam Ranh 80,28%.

Két qua khao sat cho thiy
96,1% khach hang cho biét khong
phai chd doi lau khi lam thu tyc,
3,5% cho rang phai chd doi kha
lau, 0,4% phai chor doi rat 1au. Cac
truong hop khach hang cho doi
lau ghi nhén tai huyén Van Ninh,
thanh phé Cam Ranh va thanh phd  «ersicnssoseiay « Chs g khi 8w
Nha Trang. Trong cac trudng hop ::j;zz;rz:;iu;z;émay = Céng chirc tiép déntuong abinhanh
phai cho doi 1au, c¢6 90,35% khach '

hang cho biét nguyén nhén 13 céng chirc dang giai quyét hd so cho ngudi khac, kha

Thoi gian cho doi

0.4% 3.4%
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ban ron. Tuy nhién, vin cé trudng hop ngudi dan phan 4nh coéng chirc ving mit
khong 13 1y do hodc c6 mit nhung thd o, ré ra khéng quan tim khach hang tai Bo
phén mét cira cia UBND huyén Dién Khénh, Van Ninh.

98,8% khach hang cho biét viéc tiép nhén hd so tai B phan mét cira 1a minh
bach, khich quan va céng béng, hodc chua c6 vin d& gi khién khach hang ban
khodn; tuy nhién trir thanh phé Cam Ranh, thi x Ninh Hoa va huyén Khanh Vinh
khéng c6 y kién phan anh, con lai céc don vi khic déu cé truong hop khach hang
phén 4nh chua céng bing hojic con wu tién quen, than. C6 03 khach hang phan 4nh
cong chirc nhan hd so ngoai co quan va 14 khach hang phan anh céng chic gidi
thi¢u lién h¢ véi dich vu hodc ngwdi quen dé 1am thu tuc hanh chinh (khong ghi
nhén phan anh d6i véi UBND huyén Khanh Son, Van Ninh va thanh ph§ Cam
Ranh).

Khi dén giao dich thi tyc véi UBND cép huyén, 92,06% khach hang cho biét
chi giao dich véi cong chirc B6 phan mét cira, 7,76 chi tiép Xuc voi can bd chuyén
mdn va 0,18% tiép xtic ca hai.

DPanh gia vé& thai db
giao tiép cia cong chuc mét
cira, két qua diéu tra khao sat
khéng ghi nhan phan hdi tiéu
cuc “khé chiu, bét lich su, ctra
quyén”, chi c6 0,73% khach
hang nhan xét “tho o, it tin
tinh”, 15,74% danh gia tam
dugc, 43,04% danh gid kha
tan tinh, lich sy va 40,49%

Coéng chirc mét clra
0.00% _-073%

= Khé chiu, b Ich sy, cira quyer « Thi o, R t3n binh
» Tam duoc = Khatdntinh, ichsy
= Lich sy, hdanhd tdn tinh

danh gid lich sy, hoa nh4, tan tinh.

Tuy nhién, d6i véi
cong chirc phong chuyén
mén, van cdn 2,20% khach
hang d4nh gid khé chiu, bét
lich sy, cira quyén (chi ghi
nhin tai UBND huyén Dién
Khanh), 1,01% danh gia tho

Cong chuc phong chuyén mon
220% __110%

0, it tn tinh, 5,49% danh gia
tam dugc, 58,24% danh gia
khd tidn tinh, lich sy va

= Kho chiu, bt lich s, cita quyén = Thir o, it tintinh
* Tam duex * Xhd tén tinh lich sz
* Lich sy, hoa nh3, thn tinh
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32,97% danh gia lich sy, hoa nhd, tan tinh. Nhin chung, khach hang danh gia cao
thai dg, tinh than phuc vu cia cong chirc mét cira hon coéng chirc phong chuyén
mon.

Vé xur ly ho so, hau hét khach hang déu hai long véi céng chirc mot cira va

cdng chirc chuyén mén, tuy nhién van con gin 1,65% khach hang cam thiy viéc xir
Iy h6 so con chdm chap, mét nhiéu thoi gian.

V& van dé tidu cuc, nhiing nhiéu tai UBND cép huyén, két qua téng hop ghi
nhén 0,08% khéach hang nhan xét “cong chic doi hoi bdi dudng qua hoic tién, néu
c6 méi tiép nhan hd so”; 0,08% “céng chirc van tiép nhan hd so, nhung doi hoi co
bdi dudng méi giai quyét duoc” (hai phan anh niy chi ghi nhan tai UBND huyén
Dién Khanh); 1,40% “cong chirc khong doi héi gi, dua thi nhén, khéng dua thi

ho6i” (ghi nhan tai tht ca céc dia phuong, trir thanh phé Cam Ranh) tin hiéu tich
cyc 1a 1a da s6 khach hang ty 16 98,43% khong gip phai cac tinh hudng trén.

5. Két qua, tién d9 giai quyét cong viée
------ Chi sb hai long chung vé
Két qua. tién d0 giai quyét cong viée két qua, tién do giai quyét cong

o v — . VicC nim 2018 khoi huyén dat
Dién Khanh (N : cs: 80,29%, tang 2,1% so v&i nam
Khirh Son NS :1 % 2017. C6 7/8 dia phuong c6 chi
Ninh Hoa (RN :0cc%

] so dat trén muc chi tiéu ké hoach
CamLim N o %

” dé ra 1a 78%, din dau Ia Khanh
NhaTrang O :0.2:% : i

Cam Ranh mnm : Vinh (81,33%), Dién Khanh
VanNish SN 7577 L (81,05%), dia phuong khong dat

74.00% 75.00% 76.00% 77.00% 78.00% 79.90% 80.00% 81.00% 82.00% lé huyén Van Ninh 76’77%.

Khi dén giao dich tai UBND cép = 5B b suns
huyén, 89,3% khéch hang cho biét hd so lan b6 sung ho so

N 11% 6.2%

0.6%

dugc tiép nhan ngay tir 1an diu, 10,7%
khach hang bi tra lai hd so. Trong cic
trudng hop nay, cé 66,7% khach hang chi
phai bd sung hd so 01 lin la dugc tiép
nhén, 25,4% bd sung 02 14n, 6,2% bd sung
14n, 1,1% b sung 04 14n va 0,6% phai bd
sung tir 5 lan tr& 1én. Trong d6 c6 22 khach
hang phan &nh khong nhan dugc thong bao
bd sung hd so, chi khi dén Bb phan mot cira theo ngay hen thi méi biét; trong d6
khach hang phan 4nh nhidu nhét tai UBND huyén Dién Khanh, thj x& Ninh Hoa.

05BN ién «0318n +0313n » 02{8n = 01130
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Theo két qua khéo sat, gin 6,3% khéach hang cho biét khéng nhén dugc
huéng din cach thirc tra ciru tién do hd so, con lai 93,7% khéch hang dugc huéng
dan cach thire, tuy nhién c6 dén 46,87% khach hang thuc hién tra ciru hd so bing

cach dén tan noi dé héi B6 phan mot

cua.

0.25%_ 082% _346%

6.27% T o

04 {Bnudlén 03130 » 02130 m 01 13n = Gl chuyén phitnhanh

Pé nhin dwgc két qua giai
quyét sau khi ndp hd so, 89,40%
khach hang cho biét chi dén Bo
phan mét ctra 01 14n, 6,3% khach
ang nhan dugc két qua qua dudng
chuyén phéat nhanh; con lai 4,3%
phai di tir 02 l4n tr& 18n. Khéch
hang danh gia phén 16n hd so déu
giai quyét sém va ding han, chi 40
khach hang phan anh nhan hd so tré

han. P6i v&i hd so tré han, chi c6 26% khach hang cho biét c6 nhan dwoc vin ban
théng bao, xin 16i va hen tra két qua clia co quan, con lai 74% khong nhén dugc V&
nguyén nhan, theo phan 4nh cta khach hang chu yéu 13 do hd so tdn dong nhiéu,
khéng giai quyét kip, do cén bd di cong téc...

6. Tiép nhan, xir Iy thong tin phan hdi

Chi sb trung binh chung vé
tiép nhan thong tin phan hdi ciia
khéi huyén dat 83,64%, ting
2,08% so vgi nam 2017. Cé
06/08 dia phuong dat loai tt
theo thang do, dimg diu la huyén
Khanh Vinh 91,98%, tiép theo 1a
thi x& Ninh Hoa 88,05%. Hai dia
phuong khéng dat 13 thanh phé
cam Ranh 76,2% va huyén Van

100.00%
90.00%
80.00%
.00%
66.00%
5000%
43.00%
30.00%
20.00%
10.00%

5.00%

Chi 4 tiép nhan thong tin phan hoi

91.98%

Khanh\mhi)nén

83.05% g6.12% ga39% 8380% 8377%

l l lmwﬁ 7457%

Camkkmh\'ha

Cam
Trang ;

Ninh 74,67%.

+ Néu phin dnh, kifn nghi s b ghy kb6 d8 » Rit neai, vi nhidu phibn hi

+ €6 g kién nghi cling khiog durge ted 58 « C4 144 11 cing khéng gl quystduoc gi

+ Lam rat t8¢, khong c6 gi phi kidn nghi

Két qua cho thiy c6 97,4%
khach hang danh gia cac co quan
c6 niém yét thong tin dudng diy
néng (sé dién thoai, dia chi thu
dién tir, website,...) dé phan 4nh,
kién nghi; 0,7% danh gia thong tin
cung cép chua ddy du va 1,9%
khich hang cho biét khong thiy
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théng tin duong day néng dé giri phan anh, kién nghi.

Trong s6 khach hang dugc khao sét, chi c6 72 khéach hang cho biét tung guri
phan anh, kién nghj dén cac co quan; trong d6 c6 6 khach hang danh gia viéc giri
phan 4nh, kién nghi con kho khan, phién ha, chua thét su thudn tién, 66 khach hang
con lai danh gia tam duogc, kha thuan lgi hodc rét thuén tién, d& dang.

Déi véi cac khach hang chua timg phan 4nh, kién nghi, 82,98% khach hang
danh gia cic co quan lam rét tt, khong cé gi phai phéan 4nh, kién nghi; con lai
17,02% khach hang cam thiy chua that sy tin twdng vao viéc giai quyét phan 4nh,
kién nghi cia UBND cip huyén (xem hinh). V& két qua giai quyét phan 4nh, kién
nghi, 6,94% khach hang nhan xét it khi tra 101 hodc tra 161 kha cham, tra 16i khong
thao dang, con lai 93,06% nhéan xét tra 10i tuong déi r5, nhanh choéng, théa dang,
cong khai.

Trén 10% khach hang ciing cho biét khong thiy ndi dung tra 16i phan 4nh,
kién nghi dugc niém yét, cong khai tai Bd phan mdt clra hoac trén Website. Cac
khach hang con lai danh gia viéc niém yét, cong khai két qua tra 15i phan 4nh, kién
nghi trong dbi tot.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Danh gia chung cua khach hang

Két qua khao sat nam 2018 cho thdy ty 18 khach hang phan anh khéng hai
long hodc rat khong hai 1ong dbi véi su phuc vu ciia UBND céc huyén kha thip,
chi chiém 1,11% (13 ngudi danh gia khong hai long, khéng ghi nhén trudng hop
danh gia rat khong hai 10ng), 12,4% danh gid & mirc tam dugc, 886,6% danh gia
hai 1ong va rat hai long.

Mbt sb van d& cu thé 1am cho khach hang chua hai long bao gdm: Viéc cong
khai, minh bach thong tin rat kém (3 y kién); Piéu kién tiép don, phuc vu nhiéu
han ché, rit bét tién khi giao dich (4 y kién); Thu tuc qué ric roi, phtc tap, mat
nhiu thoi gian 1am hd so (7 ¥ kién); Cong chirc thudng dua ra yéu cdu hé so
khéng ding quy dinh, gy phién ha (3 y kién); Théi d6 phuc vu, giao tiép kém (8 y
kién); Két qua giai quyét cong viéc cham tré, di lai nhidu Ian (10 y kién); C6 tiéu
cuc, nhiing nhidu khi 1am tha tuc (3 ¥ kién); Co quan khong ciu thj tiép thu va
khéc phuc han ché (1 y kién) va mét vai nguyén nhén khéc.

Két qua phan tich chi sb hai long theo timg linh virc thii tuc tai cAp huyén
cho théy, linh vuc vé sinh an toan thuc phim c6 chi sé hai long trung binh cao nhét
vai 85,49%, cac linh vuc lao dong thuong binh va xa hdi, xay dung, d4t dai c6 chi
s6 hai long thdp hon cac linh vuc khac.

31



Bang 3. Chi s6 hai 10ng trung binh trén c4c linh vure - UBND cép huyén

STT Linh vuc dich vy SIPS

1 | Antoan v¢ sinh thuc pham 85.49%
2 | Céac linh vire khac 84.99%
3 | Péang ky kinh doanh 84.23%
4 | Ho tich, chiing thyc 83.31%
5 | Lao dong Thuong binh va Xa hoi 82.90%
6 | Xay dung 82.90%
7 | Dat dai 82.01%

Trung binh chung 83.69%

Xu the phén héa chi sb hai long theo linh vuc néu trén khéng dinh ring, tai
ctng mét cAp hodc mét co quan hanh chinh, mirc d6 ha1 long gitra cac linh vyc tthu
tuc hanh chinh khic nhau c6 thé khac nhau. Do d6, cin c6 su quan tdm nhiéu hon
dé khéc phuc nhitng han che ning cao hiéu qua cong viéc va chét luong phuc vu
ddi véi cac Iinh vuc ¢ chi sé hai 1ong trung binh thip hon c4c linh vuc khac.

Phurong sai chi s8 hai long theo finh vyc tha tuc

86.00%
85.00%

b4

= 84.00%

"‘g 83.00%

S 82.00%

2 81.00%
80.00%

Antodnwe Cacfinh ©3ngky D8tdai Hétich, LDTB & XH X3ydung
sinhthyc wickhac  kinh ching
ph&m doanh thurc

Biu d6 6: Phurong sai chi s6 hai 1ong theo linh vire thii tuc (UBND cap huyén)
2. G6p y cia khach hang dé phuc vu t6t hon

Trong ndi dung gép y cua khach hang d6i véi UBND céc huyén, thi x4,
thanh phé nim 2017 cling ghi nhén rat nhiéu 1&i khen ngoi va danh gia cao vé chét
lugng phuc vu. Ket qua kiém dinh phuong sai cho thdy khong c6 su khéc biét c6 y
nghla théng ké v& mirc d6 hai 1ong trung binh giira cic nhém khach hang theo tin
suét glao dich, theo gidi tinh. Tuy nhién, nhém khach hang sinh séng & thi x3,
thanh phd; c6 d6 tudi trén 60; trinh do trén dai hoc va nghé nghiép kinh doanh hosic
d3 nghi huu c6 mirc d6 hai 1ong thip hon céc nhém khéac.

Qua téng hop Dir li¢u phi c4u triic, bén canh viéc phan 4nh céc vin d& chua
hai long nhu UBND huyén Dién Khéanh: “Khi nguoi ddn dén co quan, ngudi trong
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co quan nén c6 thdi dj chao hoi (chao cé, bac, chu cdn gap ai, lam thu tuc gi?),
huéng dan, thiéu nét mdt vui tuoi, niém né. Pén co quan lam viéc nén cé sikc khée
tot, tro ngai céng viée gia dinh dan dén théi do kho‘ng dn can, tuoi vui trén nét
mdt”, “Lan dau 1én lam hé so t6i khéng biét ldy s6 nén héi cong chirc thi cong
chu’c tra 167 véi thdi dp khong nhiét tinh (nhdn)”; thanh phd Cam Ranh “Nguwoi
dan thi nhiéu lic khéng ranh vé gidy to- ma cdn bé thi tho o khong nhiét tinh hudng
dén”.

Ngudi dan ciing giri gim nhimg tdm tu, nguyén vong & viéc giai quyét thu
tuc hanh chinh dugc t6t hon: “Mong sao thi tuc ding ky dat dai khi lam phdi
suong sé, lién thong gitta UBND xd voi UBND huyén. Khong bét dan di lai nhiéu
lén trong khi @6 hé so ddt dai di ndp ddy dii nhung vén khéng gidi quyét, dén gio
vén chua ¢6” (huyén Van Ninh); “Mong cong chikc théng bdo cdn b6 sung ho so
gi thi néi luén mét lan dé khéi di lai nhiéu lan, mdt thoi gian. Hon 02 théng roi
chua ldy dwoc sé dé.” (huyén Dién Khénh); “Mong cdn bé hé tro cho doanh
nghiép vé gidy to ho so nhanh chong, suéng sé hon dé khong mat thoi gian khi lam
gidy” (huyén Van Ninh). D6 12 nhimg phén anh tir thuc tién giai quyét cong viéc,
thil tuc hanh chinh tai céc co quan, can nghién ctru dé c6 giai phap phu hop trong
thoi gian toi.

Nhiéu khach hang thé hién rat hai long va danh 16i cam on d6i véi co quan
hanh chinh ma minh d3 giao dich, giai quyét cbng viéc (xem chi tiét tai Phu luc Dit
liéu phi cdu trac khéi UBND cép huyén). Khach hang thuc hién np hé so truc
tuyén mirc d6 3 tré 1én cling danh gi4 kha &t véi hinh thire giao dich hién dai nay,
tuy nhién khach hang goép y can bd sung thém tién ich thanh toan truc tuyén.

Nhitng gbp ¥ cu thé ddi véi timg co quan di dugc tbng hop va hé théng hoa
tai Phu luc Di¥ liéu phi cAu tric kém theo Béo céo.

33



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

MUC L.
CHi SO HATI LONG CAC CO QUAN BAO HIEM XA HOI

1. CHI SO HAI LONG CHUNG

Chi s6 hai long trung binh nim 2018 cta khdi BHXH dat 79,52%, tang
6,01% so v6i ndm 2017 (73,51%), hoan thanh muyc tiéu dé ra tai ké hoach CCHC
tinh ndm 2018 (78%). BHXH Khanh Vinh c6 chi sé cao nhét, dat 86,84%, thép
nhét 13 BHXH tinh, chi dat 75,93%. Xem Biéu db.

100% v~

80% -

= 2017

m 2018
60% -

40% A

[ orory ] P o

BHXH | BHXH | BHXH | BHXH | BHXH | BHXH BHXH | BHXH | BHXH
tinh Cam Nha Van Cam Dién Ninh | Kh&nh | Khinh

Lim { Tran Ninh | Ranh | Khanh| Héa Son Vinh

W201771,46%]73,94%184,07%174,05%| 72,349 |74,46%) 73,82% 72,85%]84,48%
™ 2018175,93%|76,39%)78,09%78,22%! 79,099 79,199%81,689% 85,10%}86,84%

Biéu db 7: Chi s6 hai Iong niim 2018 - BHXH

8/9 don vi c6 chi sb ting so véi nim 2017, BHXH Khénh Son c6 mc ting
cao nhit 12,25%. BHXH Ninh Hoa va Cam Ranh c6 mirc ting kh4 cao, 14n luot 13
7,86% va 6,75%. BHXH tinh, Dién Khanh, Van Ninh d&u c¢6 mirc tang trén 4%.
BHXH Nha Trang 13 don vj duy nhét ¢6 chi s hai long giam (5,98%).

Piém tién bd vugt béc 1a 7/9 don vi c6 chi sé dat myc ticu dé ra, tang 05 don
vi 50 véi ndm 2017, trong d6 c6 3 don vi trén 80% (Khénh Vinh, Khinh Son, Ninh
Hoa). Khodng cach chénh léch gitta don vi ¢ chi s§ cao nhit véi thip nhét 1a
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10,91%, giam 13,02% so v&i ndm 2017.

Bang 4. Chi s6 hai 1ong BHXH 2017 - 2018

TT Pon vj o< Tang/

- 2018 | 2017 | gidm

1 | BHXH Cam Lam 76,39% | 73,94% | 2,45%
2 | BHXH Cam Ranh 79,09% | 72,34% | 6,75%
3 | BHXH Dién Khénh 79,19% | 74,46% | 4,73%
4 | BHXH Khanh Son 85,10% | 72,85% | 12,25%
5 | BHXH Khénh Vinh 86,84% | 84,48% | 2,36%
6 | BHXH Nha Trang 78,09% | 84,07% | -5,98%
7 | BHXH Ninh Hoa 81,68% | 73,82% | 7,86%
8 | BHXH tinh 75.03% | 71,46% | 4,47%
9 | BHXH Van Ninh 78.22% | 74,05% | 4,17%
Trung binh chung 79,52% | 73,51% | 6,01%

Xem xét Biéu do ben dudi c6 thé thiy chi sb trén 6 tiéu chi déu tang so voi
nam 2017, trong d6 chi sd Thi tuc hanh chinh cé mitc ting cao nhat 17,93%, ké
dén 13 T1ep cin dich vu 11,81%, 4 chi s6 con lai ¢6 muc ting khong dang ké. Su
mét can d6i trén 6 tiéu chi da dugc thu hep so voi nam 2017. 4/6 tiéu chi c6 chi sb
dat muc tiéu ké hoach dé ra, trong d6 c6 03 tiéu chi trén mirc 80%, déc biét tiéu chi
Pidu kién tiép dén va phuc vy gin dat t6i da 99,45%. Xem Biéu do.

Chi s8 hai long trén céc tiéu chi 2018 -BHXH

68.98

Biéu dd 8: Chi s6 hai long trén tirng tiéu chi - BHXH 2018
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II. CHi SO HAI LONG TREN TUNG TIEU CHi

1. Tiép can djch vu

Chi sb trung binh tiéu chi Tiép
can dich vy dat 67,03%, ting 11,81% so
v6i ndm 2017 (55,22%). BHXH Khanh
Vinh c6 chi s cao nhit véi 86,77%,
tiép dén 12 Khanh Son véi 85,52%, dat
mitc Tét theo thang do. BHXH Cam
Ranh, Ninh Hoa dat mirc Kha. 05 don
vi con lai chi dat mirc Trung binh (giam
02 don vi so véi nim 2017), trong d6
Nha Trang thap nhit véi 56,40% (Nam
2017, Nha Trang dat chi sb cao nhét
92,06%).

Hinh thirc ti€p cén

|01 - 02 hinh thire
803 hinh thire

% 04 hinh thure

=05 hinh thare

® 06 hinh thae trd 1én

Chat lugng théng tin dugc cung
cap da ning cao dang k&, cb 65,40%
khach hang danh gid théng tin dugc
cung cp “kh4 5 rang, dé hiéu” va “rét
rd rang, dé hiéu”, nim 2017 chi dat
45,80%. Chi ¢6 7,21% danh gi 1 “ré
so sai, khé hiéu”, giam 19,76%.

Théng qua phiéu khéo sat, nhidu
khich hang dé nghi ting cudng tip
huén truc tiép cho cac doanh nghiép, tb

Chi s6 Tiép can dich vy

BHXH Khénh Vish
BHXH Khénh Son
BHXH Ninh Hoa
BHXH Cam Ranh
BHXH Van Ninh
BHXH Dién Khanh
BHXH tinh

BHXH Cam Lim

BHXH Nha Trang

< ‘
80% 90%

10%

Chi con 47,26% khach hang cho
biét chi duoc tiép can théng tin vé co
ché, chinh séch, quy dinh vé BHXH duéi
01-02 hinh thirc théng tin (giam 15,97%
so voi ndm 2017). Viéc cung cép thong
tin tir 03 hinh thice tré 16n ngay cang ting
(06 hinh thirc tré 1én chiém 18,93%).

Chét lwgng thong tin

2 Théng tin rdt so sai,
khé hidy

R Théng tin so sai, khd
hiéu

121%

& Tam duoc

®Kh3 13 rang, d& hiby

®R3t S rang, dé hidu

chirc; hd trg k§ thuat khi phdn mém bij 15i; duy tri dudng day néng va bb tri can b
truc huéng din, giai dép qua dién thoai; c6 doi ngii chim s6c khach tét va nhiét
tinh; cung cip thém tai liéu tai ban viét hd so, mé rong phuong thirc thong tin qua
email, mg dung di dong va qua website; bang hudng din trén wesbsite chi tiét
timg nghiép vu dé moi ngudi c6 thé ndm ro hon; théng bdo kip thoi bing vin ban

khi quy dinh, chinh sach c6 thay déi.
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2. Pidu kién tiép dén va phuc vu (Diéu ki¢n dam bao thire hién dich vu

cong truc tuyén)

Diéu kién tiép dén va phyc vy

BHXH KhénhVinh |
BHXH Kndah Som R 3 83,52%
BHXH Dién Khénh | ) N—

BHXH Nba Trang | &
BHYH Ninh Hoa | i
BHXH Van Ninh | e

BHXH Cam Ranh ~

BHXH Cam Lim | %

65% 0% 5% 80% 85% 90%

Chi sb trung binh tiéu chi Piéu
kién dam bao thyc hién dich vu cong truc
tuyén dat 80,70%, ting 2,88% so v&i ndm
2017 (77,82%). BHXH Khénh Vinh tiép
tuc din déu (85,78%), tiép dén 13 Khanh
Son (83,52%). C6 8/9 don vi c6 chi sb
dat muc tiéu, ting 02 so véi nam 2017,
trong d6 6 don vi dat chi sb tir 80% trd
1én. BHXH tinh ding cudi bang, chi dat

76,77%, cai thién khong dang ké so véi nim 2017 (75,77%). BHXH Ninh Hoa,
Khanh Son c¢6 mirc ting kha cao, 1an lugt 14 5,85% va 5,62%.

Giao dién cia website dé thuc
hién cac giao dich truc tuyén ctia nganh
BHXH dugc khach hang danh gid cao
hon so véi nam 2017. C6 76,73%
khach hang nhin xét “twong d6i dé
theo d&i” va “don gian, rit dé theo
dsi”, ting 10,14%; 19,48% danh gia
tam duoc, giam 8,75%; chi con 3,79%
khach hang chua hai long, giam 0,4%.

Pénh gia vé giao dién

0,65% 2,35% ®RAi rdm, rdt kho thyc hién

 Kho thyrc hign
& Tam dugc
= Tuong d6i d& thyre hién

»Hon gidn, rit dé thie
hién

Péi véi viée thao tac trén giao dién website, chi con 3,01% khach hang cadm
thiy kho thuc hién (nim 2017 1a 3,55%); 21,44% nhan xét tam dugc; 75,56% danh

An??

gia 12 “twong dbi dé thuc hién” va “don gian, rat dé thyc hién”.

B Hé thong lc néo cling

Trong 766 khach hang
dugc khao sét, 38,25% cho biét

tryc tréc ‘ A f .
hé thong ludn thong suot, khong
mHé théng truc tréc théy truc tI'éC (ném 2017 chi dat
thuong xuyén 27,34%); 51,83% nhén xét doi

x Hé théng lic duoc
lic khdng

m Hé thong ddi lic con
truc tréc

lac con truc tric, giam 7,54% so
v6i nam 2017 (59,37%); chi co
1,83% danh gia hé théng luc
nao cling truc trdc hodc tréac
thuong xuyén (ndm 2017 c6 tdi
7,67% khach hang phan anh
diéu nay).
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3. Thi tuc hanh chinh

Chi s trung binh Thu tuc
hanh chinh dat 78,11%, ting
17,93% so véi niam 2017
(60,19%), 14 chi sb c6 mirc ting
cao nhét. 8/9 don vi dat muc tiéu
ké hoach dé ra (ndm 2017 chi cé
1 don vi), trong d6 c6 6 don vj
c6 chi sb trén 80%, 1 don vi dat
mirc Tét 13 BHXH Khénh Vinh.
BHXH tinh tiép tuc & cudi bang,
chi dat 76,77%, tuy nhién d3 c6

Tha tuc hanh chinh

BHXH Khanh Vinh |
BHXH Khénh Son
BHXH Dién Khénh
BHXH Nha Trang | Ao
BHXH Ninh Hoa
BHXH Van Ninh
BHXH Cam Ranh | S
BHXH Cam Lam
BHXH tinh

65% 0% 75% 80%

85% 90%

nhimg cai thién tich cuc so v0'1 nam 2017 (tdng 19,62%). Khoang cach chénh léch
gitta don vi dimg du va cubi da dugc thu hep, chi con 9,01%, giam 14,81% so véi

nam 2017 (23,82%).

khdng c6 gi phire tap

2 Thanh phin hd so don
gidn, it gidyty

Tra 16i phiéu khéo sat, 72,81%

sasmtugiywpnee | Khach hang cho ring héd so tha tuc hanh
::%":g:‘v?:;md" chinh “don gian, it giéy t(‘r” va “rdt don
';‘,:‘;i;ﬂm?““ gian, hop 1y; 23,79% cho ring thanh phin

hé so “khong c6 gi phirc tap”. Tuy nhién
& Thanh phén hd so

vén con 3,40% dénh gi4 thanh phén hd so
con “qué nhiéu gidy t& phtc tap, nhiéu
loai khéng cin thiét hodc vé ly” va “nhidu
gidy 0, c6 loai khong c?in thiét”. Vi du
nhu: Yéu cdu bd sung gidy khai smh sb

ho khiu trong khi nhan vién d3 c6 sb bao hiém x3 héi (Cam Ranh); yéu ciu cung

cép thong tin clia ngudi khong mua bao hiém x4 hoi (Nha Trang);..

. Piém déng gh1

nhan 13 nhitng thanh phén hd so bi khach hang phan 4nh la phtic tap, khéng can
thiét hodc vo ly trong nam 2017 d4 dugc khic phyc.

Phan 16n khéach hang danh gia gidy to,
biéu miu hd so 1a don gian, dé thuc hién
(72,81%); 25,10% cho ring khong khé 18m;
chi ¢6 2,09% la phuc tap, khé dién théng tin.
Tur d6, chi c6 3,92% khach hang phai mit kha
nhiéu théi gian méi tao 1ap va ndp duoc hd so
dién tir (ndm 2017 1a 5,06%). 71,54% khach
hang cho ring thoi gian tao 14p va ndp hd so
dién tir 1a twong d6i nhanh va rat nhanh.

0.52%_, 3.39%

A M3t St nhidu thiv gian
®Kha nhidu thi gian

¥ Tam duge

2 Tuong déi nhanh

# Thy hién 15t phanh
chong
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4. Sw phuc vu ciia can b§, cong chirc

Vi da s6 khach hang BHXH dugc
khao sat 14n ndy da thyuc hién tha tuc truc
tuyén qua mang Internet nén viéc tiép xuc,
giao tiép truc tiép v6i can bd mot ctra hdu
nhu khong c6. Do vay, tiéu chi Sy phuc vu
clia can b, cong chirc chi thiét ké gdm 01
cau hoi. Két qua chi s6 hai long cua khach
hang d6i véi tiéu chi nay tiép tuc ting, gin
dat muc t6i da 99,45%, tang 0,24 % so véi
nam 2017 (99,21%). BHXH Ninh Hoa dat
muc tuyét ddi 100%, thip nhit 13 Khanh

Vinh (94,48%).

Chat lwong phuc vy

1,96%
0,13% 0,13%

wCng chire 86 hdi bdi dutmg
qua hodc chi phi dich w moi
1iép nhdn gidi quydt

Cong chirc a8 nghi nén c6 bdi
dutng 08 hd so dugc gidi
quyét nhanh hon

#Cong chirc khong 60 o,
nbusmg vio bb) dirtmg

wikdng ghp cc tinh hudng irén

St phuc vu clia cén b9, cdng chirc

B M Trng
BHXHVanNih |4
141

B Cam P
BHXH KbohVich i/

T TR R T
Tuyét dai da s6 khach hang

(97,77%) phéan anh khéng gip phién ha,
nhiing nhiéu, nhur vay cé thé khéng dinh
giao dich truc tuyén gép phan giam
manh phién ha, tiéu cuc va lam cho su
hai long cua khach hang d6i véi sy phuc
vu cua can bg, cong chirc ting 1én vuot
bac.

5. Két qua, tién d9 giai quyét cong vie

Chi s6 trung binh 13 68,98%, tuy
c6 tang 1,25% so vOi nam 2017
(67,73%) nhung vin chua dat muc
tiéu. K& qua phan tich dir lidu cho
thiy, trong 9 don vi BHXH thi c6 03
don vi chi s6 & mirc Trung binh (duéi
68,1%), thap nhat 13 BHXH Cam Lam,
chi dat 65,30%; 06 don vi con lai déu
dat mirc Kha, cao nhét 13 Khanh Vinh
dat 79,56%, day ciling la don vi duy

BHXH Khénh Vinh

BHXH Khénh Son

BHXH Dién Khdnh

Két qua, tién do giai quyét cong viéc

79.56%

BHXH Nha Trang |68 ce———— o 71.92%

BHXH Cam Ranh
BHXH Van Ninh |isSae

BHXH Ninh Hoa
BHXH tinh
BHXH Cam Lim |is

75% 80%

nhét dat chi tiéu 2018. Khoang cach chénh 1éch giita don vi ¢6 chi sb cao nhét véi
don vi thdp nhit 13 14,26% (n3m 2017 chi c6 12,16%).

Tra 161 phiéu khao sat cho thiy c6 24,74% khach hang cho biét phai bd sung
hd so sau khi da nop. Mic du ty 18 nay con kha cao nhung da bat dau giam, nim

2017 1a 34,94%.
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Két qué gii quyét hd so

0,39%

1,31% nKhdng nhdn duoc két

qua
wTré han

#Ding han
WSémhan

% Gidi quyét rit nhanh,
datyéuclu

C6 98,30% khéach hang phan anh hd
so duge gidi quyét nhanh, sém, ding han,
dat yéu ciu, (nim 2017 13 96,45%); 1,31%
phan 4nh tré han (giam 1,6% so véi nim
2017); Tuy nhién van con 0,39% khéch
hang phan 4nh khéng nhén dugc két qua
giai quyét, giam nhe 0,24%.

Péi véi cac trudng hop hd so giai
quyét trd hen, nguyén nhan dugc cic co

quan giai thich 13 do: hd so nhiéu nén gidi quyét khong kip; 1i dudng truyén
Internet; do dudng xa, mang internet 16i. BHXH Van Ninh thi xin 15i va hen lai
ngdy sém nhat do nhiéu hd so (xem chi tiét tai Phu luc dir lidu phi ciu tric

BHXH).

Tiép nhn, x& Iy thong tin phan hoi

BHXH Khénh Vinh us
BHXH KhirhSon | masmas
BHXH Ninh Hoa
BHXH Dién Khinh
BHXH Nha Trang
BHXH Cam Ranh
BHXH Van Ninh
B th |

70% 5%

85%

9%

6. Tiép nhan, xir Iy thong tin phan hdi

Chi s trung binh nim 2018 I3
82,91%, tang 4,27% so véi nam 2017
(78,64%), dat muc tiéu dé ra. BHXH
Khénh Vinh c6 chi s6 hai long cao nhét, dat
89,94%, thap nhit la BHXH tinh, dat
78,77%.

9/9 don vi ¢6 chi sb dat myc tidu dé
ra, trong d6 c¢6 4 don vi dat mic Tét

(Khanh Vinh, Khéanh Son, Ninh Hda, Dién Khanh).

84,58% khach hang nhan thiy
cac co quan di cung cdp, cong khai
ddy da thong tin duong ddy néng,
gdbm (ndm 2017 chi dat 77,85%);
12,42% khach hang danh gid 1a tam
duoc; 3,01% danh gia 1a khéng thiy
théng tin hozc thiéu rat nhidu. Nhu
vay, viéc cong khai thong tin dudng
ddy néng da dugc cic don vi ngdy
cang chu trong hon.

Cong khai dwong day néng

222% __0,78% # khong thiy gi

& Thigu nhidu thong tin
& Tam Suoc
nKha ady di

w Day 64 théng tin, 13
rang
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Trong 93 khach hang cé phan 4nh,
% kién ng%li véi co quan BHXH thi 67,74%
cam thay thuén lgi, rat thuin loi va dé

mRAtkho khdn, phién ha . - , .
dang, tdng cao so v&i nim 2017 (50,5%);

® Chura that sy thudn fién

#Tam duge 19,35% cam thy tam duogc, chi c6 12,90%
W Khd thugn i cam théy chua that su thuén tién hodc con

R4t thujn tién, dd dang

khé khin, phién ha (nim 2017 1a 16%).
82,80% trong s6 d6 hai long véi két qua tra
161 clda co quan BHXH.

Pa s6 khach hang khong c6 phan 4nh, kién nghi cho biét co quan BHXH
1am rét tbt, khong c6 gi phai kién nghi.

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Danh gia chung cia khach hang

Nam 2018, cam nhén chung vé su phuc vu cua cac co quan BHXH, trong sb
765 khach hang giao dich truc tuyén thi c6 dén 78,04% khach hang cam thdy hai
long va rat hai long, tang 7,19% so v&i nam 2017 (70,85%); 20,39% danh gia tam
dugc; chi ¢6 1,57% khach hang dénh gia 14 khong hai 1ong hodc rat khong hai
long, giam 0,33% so véi nam 2017.

Péi véi khach hang giao dich truc tip, c6 48/55 khach hang cam thiy hai
long va rat hai long; 7/55 khach hang cam thiy tam dugc. Nhu vdy, c6 thé khang
dinh sy quyét tim va nd lyc cia nganh BHXH trong cong tac cai cach hanh chinh,
dic biét 1a ddy manh trién khai giao dich truc tuyén, tiét kiém thoi gian, chi phi, tao
thuén loi nhiéu hon cho khach hang.

Van con 12 khach hang c6 ¥ kién chua hai long, két qua khao sat phan 4nh
tap trung trén mot s6 vin dé chinh sau: thanh phén, biéu méu hd so con phirc tap;
két qua giai quyét cong viée con chim tré; téc do dudng truyén con cham, hé théng
con truc trac.

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

Qua thuc té giao dich, giai quyét cong viéc, hiu hét khach hang danh gid
chét luong phuc vu ctia BHXH t6t hon trude, nhiéu khach hang thé hién hai long
ddi v6i chét lugng phuc vu. Téng hop két qua khao st cho thiy, hiu hét khach
hang khang dinh giao dich truc tuyén d3 gitp cho ho tiét kiém rat nhiéu thoi gian
s0 v&i lam thi cdng trude ddy, da sb tiét kiém dugc tir 01 tiéng dong hd cho dén 02
ngay lam vi€éc. Khéach hang ciing cho biét, ho da tiét kiém duoc rat nhiéu chi phi
xing xe, gidy t& in 4n, cong tic phi (nhidu khach hiang & Nha Trang, Van Ninh cho
biét d3 tiét kiém binh quén 1 triéu ddng). Néu tinh chung cho toan dia ban tinh thi
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con sb tiét kiém dwogc hang nim rét 16n.

Dé tiép tuc phét huy nhitmg két qua d dat duoc, khach hang cé mdt sé gop ¥
d6i véi BHXH, tdng hop nhu sau:

- Cén td chirc thudong xuyén cic budi hdi nghi/tap hudn ¢& don vi ndm bét
cac thong tin thay d6i hoic giai dap cac thic mic truc tiép cho don vi.

- Nang cip duong truyén, duy tri 8n dinh hé théng dé thao tac nhanh hon.

- Cai thlen phan mém theo dbi tién nop BHXH cho can b thu BHXH nang
cp phan mém mién phi dé& don vi khong phai tén phi str dung phan mém BHXH
ciia VNPT; tao 14p giao dién chuong trinh dé hiéu hon;

- Phin mém BHXH hay bi gip 161, mdi 1an cp nhét phién ban méi thuong
khong hién théng bao. P& nghj co quan BHXH mé 16p tap huin hudng din sau
hon.

- Cén néng cip dong b dé khéng phai lic nhic update béi vi mdi 1an update
méi déu gip 16i lam tr& nop hd so.

- Phan mém TS24 chua dép tmg dugc véi doanh nghiép c6 sb lugng lao
dong 16n. Khi giao dich giri hé so dién tir khéng thuan lgi.

- Nang cap phin mém dé nop hd so thai san diy du hon, boi hd so con nop
bang gidy.

- Khi ¢6 viéc ning cép, ngimg hoat dong hoc 16i phdn mém dién tir cin c6
thong bao cho don vi ngimg sir dung giao dich biét trudc dé thuan tién hon trong
sip xép cong viéc giao dich.

- B4 sung thém may méc, trang thiét bi.

- Thu tuc cin tinh gian hon dé viéc thyc hién tré nén dé dang va tiét kiém
thoi gian hon.

- Cén giai quyét cdng viéc nhanh hon, thai d6 cin niém né hon.

- Khi giai quyét xong hd so phai guri mail thong bao.

- P& nghi déng BHXH qua chuyén khoan théng qua Taken, chir ghi vao uy
nhiém chi phai téi ngan hang mét thoi gian.

- Cén c6 mdt bd phan giai dap, hd trg khach hang tir BHXH Khanh Hoa; bé
tri cén bo tiép nhan va giai d4p cia khach hang qua dién thoai.

- Nén 13m mét myc “céc cu héi thudng gip” dé giai dap tét hon.

(Xem thém chi tiét tai Phu luc Dir liéu phi cAu trac kém theo B4o céo).
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MUC II.
CHI SO HAI LONG CAC CO QUAN CONG AN

1. CHI SO HAI LONG CHUNG

Nganh Cong an c6 chi s hai long trung binh chung ndm 2018 1a 81,25%,
tiép tuc ting so véi nam 2017 (74,58%) va nim 2016 (72,51%); dat muc tiéu dé ra
cua tinh (78%).

Trong ndm 2016 va 2017, nganh khéng c6 don vi c6 chi s6 hai long dat muc
Tét, 08 don vi dat mirc Kha va 01 don vi dat mtrc Trung binh (ndm 2016 13 Cong
an huyén Van Ninh, nim 2017 1a Céng an Nha Trang). Nam 2018, c4c co quan
Céng an dd c6 nhiéu cai thién; 02/09 don vi ¢ chi sb hai long & mirc Tét (trén
84%) 1a Cong an thi xd Ninh Hoa va Cong an huyén Khanh Vinh, 07 don vi con lai
& mic Kha. Tuy nhién, van con 02 don vi chua dat muc tiéu tinh dé ra 13 Cong an
tinh (77,83%) va Céng an thanh phé Cam Ranh (76,79%). Khoang chénh 1éch chi
s6 giira don vi cao nhét va thép nhét 14 9,83%.

Chi s& hai ldng 2018 - nganh cdng an

C6ng an thix3 Ninh Hoa 86,62%

84,79%

Congan huyén Khanh Vinh
Céng an huyén Cam Lim 82,62%
Cong an thanh phd Nha Trang 82,51%
C6ng an huyén Khénh Son . 81,84,  ®W2018

] m2017
Cdng an huyén Dién Khénh 80,38%
Cong an huyén Van Ninh

Céngan tinh

Cong an thanh phd Cam Ranh

50% 60% 70% 80%  90%

Bi¢u dd 9: Chi s6 hai 1ong nim 2018 - nganh Cong an

Tt ca cac don vi nganh Céng an déu c6 chi sb hai long ting so véi ndm
2017; trong d6, Cong an Cam Ranh ting thip nhét (0,3%). Cong an Nha Trang,
Khanh Son, Ninh Hoa 1a 03 don vi c6 chi sé ting manh, 14n lugt 13 15,67%,
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10,63% va 10,42%; kéo theo chi sb chung toan nganh tang 6,67%.

Bang 5. Chi s6 hai 1ong cong an 2017 - 2018

. SIPS Tang/
T Bonvi 2018 | 2017 | gidm
1 Cong an thanh phé Cam Ranh | 76,79% | 76,49% | 0,30%
2 Cong an tinh 77,83% | 72,56% | 5,27%
3 Cong an huyén Van Ninh 78,71% | 70,41% | 8,30%
4 Cong an huyén Dién Khanh 80,38% | 78,16% | 2,22%
5 Cong an huyén Khanh Son 81,84% | 71,21% | 10,63%
6 | Cong an thanh phd Nha Trang | 82,57% | 66,90% | 15,67%
7 Cong an huyén Cam Lam 82,62% | 79,99% | 2,63%
8 Cong an huyén Khanh Vinh 84,79% | 79,24% | 5,55%
9 Cong an thj xa Ninh Hoa 86,62% | 76,20% | 10,42%
Trung binh chung 81,25% | 74,58% | 6,67%

Xét trén 6 ti€u chi khao sét, danh gia, thi tiéu chi Su phuc vu clia cén bo,
cong chirc tiép tuc dat chi sé hai long chung cao nhit véi 84,72%; tiép dén 1a Tiép
nhan, xir ly théng tin phan hdi 84,58% va Thu tuc hanh chinh 81,97%.

So v&i niim 2017, tiéu chi Tiép can dich vy tang kha cao vdi 10,42% (chi sau
Tiép nhén, xt Iy théng tin phan hdi - ting 11,16%) nhung day 1a tiéu chi duy nhat
chua dat muc tiéu trén 78% ciia tinh dé ra. (Xem Bidu do).

Chi s8 hai ldng céc tiéu chi 2018- Céng an

PK

84,58 © 179,05%

81,50
KQ <

Biéu d6 10: Chi s6 hai l1ong chung trén 6 tiéu chi - nganh cong an
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I1. CHi SO HAI LONG TREN TUNG TIEU CHi

.‘ ~ .
1. Tiep can dich vu Chi sd Tiép cén djch vy
TI'Ol’lg 9 dO’n V]:. Cﬁa Cong an Ninh Hoa 85,75%
nganh thi chi c6 Cong an | ConganKhinhVinh .
. ‘ , I G n Cong an Khanh Son 7820%
Ninh Hoa ¢6 chi s T{ep CAN |\ itn Knénh ra50%
dich vu & muac Tot, dat Congan tinh 74,20%
85,75%; Cong an Van Ninh | CénganCamlam | 74,08%
7 2 A A X C6ng an Nha Trang 71,52%
0, d
c6 chi sO thap nhat 6’7,25 %, Congan Cam Ranh | 1028%
la don V1 duy nhat miurc Cbng an Van Ninh 67,2p%
Trung binh. 50% 6(;% 7(;% 8(')% 9(;%

Tét ca don vi déu tang chi s6 so v4i nim trudc; tuy nhién, 05/09 don vi ¢6
chi sb Tiép cin dich vu chua dat trén 78%, kéo theo chi s6 trung binh chung tai
tiéu chi nay ting 10,42% nhung chua dat muc ti€u tinh dé ra (chi dat 75,65%).

ioh thirc thane tin di . Qua khao sat, 68,18%

Hinh thirc thong tin dich vu cong y khch hang nhén théy cic co

Bang niém yét tai try s& 80,4 n , n ,

Cong chite gidhthidn, hrong din rop | duan cong an co k.hon.g qua

Cung cdp tai li¢utai ban viét hé s 4% 03 hinh thirc thong tin dich vu

Bang 16n, pand tuyén truyen cbng (ty 1€ nay ndm 2017 la
T roi urdmg dan o . . x

Hoi nghi, cude hop, 46i thoai 78,67 A)). KhaCh hang van

Qua website (trang tin dién tir) duqc tlép cé.n th6ng tin chu
Qua email, cdc img dung di déng £ N , ,

Man hinh théng bio tai co quan yeu bang cac‘ phU’OIIlg thu'c

Hinh thirc khic J J | thong tin truyén thong nhu:

0% 10% 20% 30% 40% SO% 60% 70% 80% 90% | Bang niém yet, cong chirc

truc tiép huéng dan, tai liéu tai ban viét hd so.

Cac phuong thirc cung cép théng tin

dich vu cong hién dai nhu: man hinh thong bao, email, img dung di dong, website,
hdi nghi, dbi thoai,... chua dugc khai thac c¢é hiéu qua.

V& ndi dung thoéng tin dugc cung

cdp, 67,76% khach hang danh gid co
quan cOng an cung cép rit diy du;
15,77% cho rang kha day du; 9,37% dénh
gia tam dugce. Con lai 7,1% khach hang
nhin xét con thiéu nhidu ndi dung cén
thiét hodc hiu nhu khong c6 théng tin
(nhu 18 phi hojic huéng din ndp hd so
qua mang). Chét luong théng tin dich vu
cong duge 81,11% khach hang danh gia

w Hau nhu khong co
théng tin

= Con thidu nhiga
ndi dung cin thiét

1,28% 5,82%

» Tam dugc
mKhi ddy du

= Rit ddy dunéi

t6t (ty 1& nay ting 21,36% so véi nim
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trudce), con lai chua that sy hai long.

Bén canh do, khach hang cfing cho biét dugc gii dép, huéng dan tir phia co
quan cong an khi c6 vuéng méc (98,72%) va cho ring can bo tiép nhan c6 tim hiéu
nhu ciu théng tin dé giai dap, hd trg kip thoi (97,44%).

2. Piéu kién tiép dén va phuc vu

Chi s6 trung binh v&

Diéu kién tiép dén va phuc vy
Céng an Nha Trang
nam 2018 cia nganh COng an | conganNinntoe
dat 79,05%, cao hon 7,48% so | ConganCamlim

Diéu kién tiép dén va phyc vy

.. Céng an Khdnh Vinh
vOo1 ndam 2017. €éng an Cam Ranh
Z . n Céng an Khanh Son

CaO nhat la Cong an Coéng an Dién Khénh

thanh phé Nha Trang, chi sb | conganvennms
89,55%, tiép dén 1a Céng an Congan chin
Ninh Hoa va Cam Lam; cing
v6i Cong an Khénh Vinh thi déy la 4 don vi dat muc tiéu cua tinh tai tiéu chi nay.
Céc don vj con lai c6 chi s tuong déi dong déu tir khoéng 76% dén 77%, riéng
Céng an tinh chi s6 thdp nht 69,7% (chi tang 1,08% so véi nim trudc). Khoang
chénh giita don vi cao nhit véi thap nhit 13 19,85%.

50% 60% 70% 80% 90%

Két qua khéo sit cho théy,
c6 69,03% khach hang hai long
vGi dién tich lam viéc B6 phén
"Rachdthenlic | mt cira; 27,56% dénh gid tam
mCon chat hep. cha | dUQC va 3,41% nhén xét con chat

thudn tign hep, chua thuén tién hodc qua chat
" Tom duge hep, lac hdu (Céng an tinh, Ninh
mKha réng rii, H(‘)a, Khanh SO’I‘I, Khanh VTIIh)
khangtrang

= Rong rii, thodng . Danh gia veé khoi lugng giao

mit, hién dai dich tai B phin mét ctra, gan
50% khach hang nhin xét kha
déng & hau hét cac don vi, d6i lic

con qué tai (Cong an tinh, Ninh Hoa).

Ve trang thiét bj tiép don va lam viéc, 36,08% danh gi4 rit ddy dd, thuan
tién, hién dai; 60,94% danh gia kha tdt, chi mét sb it khach hang nhén xét trang
thiét bi con thiéu thén, chua thuén tién (nhu mdy tinh tra ctru tha tuc, hd SO, may
scan, may photocopy hoéic mang internet khéng déy cho khach hang).
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3. Tha tuc hanh chinh
Nam 2018, chi sb hai

. . N Thu tuc hanh chinh
long trung binh vé Thu tuc ; 88,74%
\ , Cong an Khinh Son
1] b1 ;
hanh chinh dat 81,97%, ting ;. a0 Ninh e 8 6%
4,26% so voi nam 2017. Cong an Nha Trang | 85,29%
Cao nhit 13 Céng an huyén °°“g"“"4“”‘“h{ 8367%
, § Cdng an Khanh Vinh 81,65%
r 2 A o E
Kpanh’Sorn, chi s0 88,74%, |  csngancamiam 0.45%
tiép dén la Cong an Ninh | conganDienKnanh 4 78.92%
Hoa voi 88,46%. C6 2/9 don Congan tinh | R
. h., x h d o Coéng an Cam Ranh 75,25%
vi chi s0 chua dat 78%; o = . - o

trong dé thép nhit 13 Céng

an thanh phé Cam Ranh chi dat 75,25%. Khoang chénh 1éch giira don vi cao nhét

vdi thép nhét 13 13,49%.

Tra 101 phiéu khao sét, da sb khach hang
cho biét thong tin thi tuc hanh chinh dugc
cong khai rat ddy du (60,94%) hoic kha ddy
di (20,03%). Tuong Ung véi d6, 56,96%
khach hang danh gid ndi dung, chat luong
thong tin rét t6t va 22,59% dénh gia thong tin
10 rang. Tuy nhién, cling con trén 06% khach
hang chua that sy hai long ca vé noi dung va
chét luong théng tin thii tuc (Cong an Cam
Lam, Cam Ranh, Dién Khanh).

Biu miu, t khai

0,28%

m Khi phirc tap, khé
dién théng tin

4 mKhong khé Hm

= Hau hét don gian.
dé thyc hién

= Tét ca don gian, d&
thyre hién

Thdng tin TTHC cong khai

5,11%

1,14%

» Hoan todn khong
¢6 hudng dan

# Chia ddy &4, so
sai

® Tam dugc

u Tuong d6i déy di,
d@ hieu

® Rit day du, dé
hiéu

V& thanh phin hd so, hiu nhu khach
hang danh gia khong co6 gi phurc tap, hé so
don gian, it gidy to hodc rat don gian, hop
Iy; huéng dan ciia can bg, cong chirc hiu
hét 12 thdng nhdt véi ndi dung tha tuc
dugc quy dinh, tuy nhién con 03 truong
hop khong dong y véi ndi dung nidy &
Cong an tinh, Nha Trang va Cam Lam.

Khoang 95% khach hang dugc tiép
nhén hd so ngay tir 14n ndp déu tién. 05%

con lai phai nop hd so 14n thu 2 trd 1én méi dugc tiép nhéan vi hd so chua day du,
hop 18; trong d6, da s& khach hang (73%) bd sung 01 14n 1a dugc tiép nhén, con lai
phai tir 02 14n trd 1én, trong d6 Cong an tinh c6 01 trudong hop bd sung 3 1in, Cong
an Ninh Hoa b sung 4 1in. Nguyén nhén bd sung nhiéu 1an chi yéu la do khach
hang thuc hién chua ding huéng din, nhung mét sb it 13 do sy huéng din chwa
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day di, rd rang va thong nhét cia can b, cong chirc.

True Cong an huyén Cam Ldam, Van Ninh, Khdnh SO'n cdc dom vi con lai déu
co tru'ong hop cdn bg mét cira tir chéi nhdn hd so vi cho ring hé so khéng thé gidi
quyet (tong cong 07 khdch hang cé y kzen) Co 18 khach hang khong nhén dwoc
Gidy tiép nhdn hé so va hen tré két qua, gidy khong ré ngay nhdn hodc ngay nhdn
bi stea lgi bang tay (i Céng an huyén Dién Khdnh bj phan dnh nhiéu nhdt).

4. Sw phuc vu ciia can b, cong chirc

So véi ndm 2017, chi A -
sé hai long trung binh vé Su Sy phuc vu ctia cén bd, cdng chirc -
phuc vu cua cén bd, cong | COovenKhinhvinh _
~ v Cong an Khanh Son 88,68%
chirc van cao nhét trong 06 Congan Cam Lam ] 2 87,10%
tiéu chi, va tang tir 80,83% | conganNinhHoa | Sk 85.15%
A 0 Céngan Van Ninh |l s B4,87%
len 84’73 /0 Cdng an Dién Khénh 1é wisd 84,00%
C(")ng an huyén Khénh Cong an Nha Trang 4 il 82,539
~ ’ A Céng an tinh 80,44%
Vll’lh, }(ha{]h Son tl:lU?C Cong an Cam Ranh | 80,25% J )
nhém dan dau véi chi s6 1an 70% 75% 80% 85% 90% 95%

lweot 1a 90,63% va 88,68%;

cac don vi con lai ciing dat két qua tuong dbi tdt (trén 80%) dat myc tiéu tinh dé
ra. Trong 09 don vi, Cong an Nha Trang c6 mirc ting chi s§ cao nhit vdi 14 ,58%,
ké dén 1a Cong an Van Ninh 7,62%; tuy nhién Coéng an Cam Ranh, Cam Lam,

Dién Khénh lai syt gidm chi sé (duéi 3%).

Qua két qua khao sit, 52,70% khéach hang cho biét dugc tiép dén ngay hodc

0,85%

® Phai cho doi rit
lau

® Cher dgi khd lau

#® Phii chor khong
13u 14m

™ Céng chirc tip

d6n teong d6i
nhanh

khd nhanh chéng khi dén giao dich,
40,48% phai cho nhung khéng lau
14m. Con lai trén 6,82% phai chd doi
kh4 13u hoic rét lau, roi vao céc don
vi Cong an tinh, Ninh Hoéa va Van
Ninh. Nguyén nhin chinh din dén
tinh trang khach hang phai cho doi
lau 1a do cén by, cdng chirc dang giai
quyét hd so cho ngudi dén trudc; tuy
nhién vin c6 mét s§ it v kién cho
ring can b, cong chirc dang lam viéc
riéng (Cong an tinh, Dién Khénh).

Dai da sb khach hang (99 43%) danh gi4 viéc tiép nhan hd S0 1a minh bach,

cong bing, khéng c6 van dé gi, chdp nhin duge. Vin con mdt sb it truong hop
phan 4nh céng chirc nhan hd so ngoai co quan (1 truong hop Cong an Nha Trang)
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hoiic huéng din lién hé dich vy, nguoi than (6 trudng hop & Cong an tinh, Nha
Trang, Dién Khanh, Cam Lam)

Thai d¢ giao tiép clia can bo, cong chirc cla cac don vi dugc hiu hét khach
hang danh gi4 cao, khong c6 truong hop phan anh thai d cong chirc khé chiu, bat
lich su, ctra quyén; tuy nhién cling con
01 truong hgp nhén xét cong chirc cod

Néng lyre xir ly hd so

0,48%, _0,79% = Mt rft nhidu thoi
thai d6 thd o, it tan tinh tai Cong an gian dé kiém tra bé
thanh phé Cam Ranh. V& ning luc giai acon cham chap
quyét hd so cta can bd, cong chir,

21,27% danh gi4 rét nhanh chéng; w Tom duoe
57,14% danh gi4 twong d6i nhanh; a Tuong 46ishanh

20,32% nhén xét tam dugc va khoang
trén 1% nhén thiy con cham chap, mét W Rt nhanh chéng
kha nhiéu thoi gian dé kiém tra hd so.

98,7% khach hanh khéng gip trudng hop doi héi, nhiing nhiéu; chi c6 08
khach hang cho biét cong chirc khéng doi héi, nhung van bdi dudng (Cong an tinh,
Nha Trang, Dién Khanh, Khanh Son) va 01 trudng hgp cong chirc dé nghi nén c6
bdi dudng dé hd so dugc giai quyét nhanh hon (Céng an Van Ninh).

5. Két qua, tién dd giai quyét cong viée

l?n::eu Cn}ﬁ ndy, chi dso Két qua, tién do giai quyét cdng viéc
trung binh nganh Cong an dat
& o & g ye o : Cbéng an Ninh Hda |f e 85:9493
81,5%, tang 2,79% so vO1 D&M | csng an pien kiénh 83,38%
2017; tat ca co quan cdng an déu | CénganCamLam — = 83,00%

- 2 A gA \ e 2 oA Céng an Khanh Vinh 1,99%)
tang chi so dong thoi dat chiti€u | ", o , w0k
trén 78%. C6ng an thl Xa Nlnh Congan Nha Trang | ’ : Ly 20,07

Y Ja 7 A A 7. 9,85%
Hoa c6 chi s6 cao nhat véi Congantinh | J

, Z Céng an Van Ninh 78,57%

85,94%, mirc Tot theo thang do; | congen khinhson | 79.6%
ké dén 13 Cong an Dién Khanh 6 T % 7o T a0k 65 B a%% e

véi 83,38%, Cong an Khénh Son cé chi sb thip nhét 79,06%. Chénh léch chi sb
gitta Cong an Ninh Hoa va Khénh Son la
6,88%.

Sau khi dugc tiép nhan hd so, 93,89%
23 | khach hang khéng phai bf‘") sung hd so, con lai
co1imn | 4,55% phai b6 sung it nhat 01 1an va 11 khach
=g | hang c6 y kién phai bd sung tir 02 lan tré 1én.
Trong sb d6, con 08 truong hgp phén é4nh
khong nhéan dugc thong béao bd sung hd so, chi
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khi d¢én B6 phan mét cira theo ngay hen thi méi biét; khach hang Céng an huyén
Dién Khanh phan 4nh nhiéu nhét vé ndi dung nay.
Mic du, c6 88,90% khach hang danh gia dwoc huéng din ddy du, rd rang vé

cach thuc tra ctru tién d6 hd so, két qua; tuy nhién, hinh thirc khich hang tra ctru hd
so chi yéu van 13 dén héi tryc tiép B phan mét cira (78,84% khach hang).

Pé nhan dugce két qua giai quyet sau khi ndp hd so, 72,69% khach hang cho
biét chi dén Bo phén mot ctra 01 1an, 25,32% nhén dugc két qué qua duong chuyén
phat nhanh; con lai gin 2% khéch hang phai di lai 02 lan (Céng an tinh, Cam
Ranh, Cam Lam, Khanh Vinh).

Vé thoi han giai quyét hd so, 98,30%
khach hang nhan két qua ding han va sém 0.14%
han, con lai tré han nlumg khéng nhiéu. Khi e\ = Tré gip doi 5o vei

cam két (hojc hon)
dugc héi “Néu ho so tré han, co quan gidi m Teé hung hng
/4 I3 1
thich Iy do nhw thé nao?” thi mét sé khach »Diing han
hang cung cap théng tin nhu sau: nghi céc wsomh
an

ngay ¢, hay ban hoc diéu 1énh (Cam Ranh),

nhim gidy t& khac (Cam Lam), nghe thong v
b4o vi nhiéu qué nén chua v& ky (Dién
Khanh), tré 1 ngay, bén co quan hen qua

ngay sau (Khanh Vinh), nguyén nhan x4c minh hd so (Nha Trang).
6. Ti€p nhin, xir Iy thong tin phan hdi

Tiép nhén, xir Iy thong tin
P i y g Tlep nhan, xtr ly théng tin phan h0|

phan héi c6 chi s6 hai long trung q1.71%
b < Cﬁn" an Khinh th o . — —— : .
binh chung dat 84,58%, cao va Cbng an Ninh Hoa 3 s5.4b%
tang cao nhat trong 06 tiéu chi, | nsancamiam |3 S * s6.47%
- ,o - Cong an Nha Trang i il 86,47%
tang 11,16% so véi ndm 2017. Congan Ditn Khénh | SEmmsns ssjas%
C6 06/09 don vi dat muc Tot; Congantinh | o N A N T ks
’ A , Coéng an Van Ninh ‘ ‘ ) 80/97%

trong do Con’g an Khanh Vinh | = o AL -
chi s6 cao nhat 91,71% va Cong | consan camRant | 7yazn ‘
an Nha Tl‘ang téng manh nhét 70% 72% 74% 76% 78% 80% 8% 84% 86% 88% 90% 92% 94%

(trén 30%). 03 don vi con lai ¢6 chi sé & mirc Kha 13 Cong an Cam Ranh, Khanh
Son, Van Ninh; véi 77,22%, Céng an Cam Ranh ¢é chi sé thap nhét, chua dat muc
tiéu 78% cua tinh.

Két qua cho thdy c6 97,02% khach hang dénh gia cac co quan c6 niém yét
théng tin duong diy néng (sé dién thoai, dia chi thu' dién tir, website,...) d& phan
anh, kién nghi; 0,28% danh gi4 thong tin cung cép chua day da va 2,70% khach
hang cho biét khéng thay théng tin duong ddy néng dé giri phan 4nh, kién nghi.
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Nam 2018, trong 704 khach hang thi
26 khich hang cho biét c6 phan 4nh, kién
v i s e nghi v4i co quan C6’ng an, trong d6 chi 01

tién khach hang cam thay chua thit sy thuin
T e tién, con lai cho biét tam dugc (42,31%) va
dé dang, thudn tién (53,85%). Két qua tra
10 phan anh, kién nghj cta céc don vi cling
dugc danh gia cao, con 02/26 khach hang
nhan xét co quan tra 161 chdam hoac chua
thoa dang (Cong an tinh, Ninh Hoa).

Déi véi cac khach hang chua timg phan anh, kién nghi thi 89,22% khach
hang d4anh gia céc co quan 1am rét tét, khéng c6 gi phai phan anh, kién nghi; con
lai khéch hang cam thiy chua thét s tin tudng vao viéc giai quyét phan 4anh, kién
nghi (tdp trung nhidu & Cong an Cam Ranh, Van Ninh, Dién Khanh, Khénh Son).

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

3,85%

® Kh4 thuan loi

# Rit thuin tién, dé
dang

1. Panh gia chung cia khach hang

Két qua khao sat nim 2018 cho thdy ty 1¢ khach hang phan anh khéng hai
long hoic rat khong hai long dbi véi su phuc vu ctia nganh Cong an kha thap, chi
chiém 0,71% (5 nguoi danh gia khong hai 1ong, khéng c6 khach hang dénh gia rat
khong hai 1ong) trong sé 704 khach hang thuc hién thi tyc tryc tiép.

Déi v6i mot sb van dé cu thé ma khéach hang chua hai long, két qua téng hop
cho thdy phan 4nh ctia khach hang khéng nhiéu nhung trai déu trén céc ndi dung:
cong khai, minh bach théng tin; diéu kién tiép don, phuc vy; tha tuc ric rdi, phuc
tap; cong chtc phién ha, nhiing nhidu; két qua giai quyét cham tré; co quan khéng
cu thi tiép thu, khéc phuc han ché.

- “Céng an thi x4 Ninh Hoa phuc vu
qué tét vi.uu Uen cho ngudi gia truéc,
Toi rét dong tinh, trén ca tuyét voi” -
cdm nhdn mgt khdch hang cia Cong an

Nhitng van d¢ da lam duoc,
nguoi dan, to chuc, doanh nghiép
cling ghi nhdn dung mirc va c6 10i

khen ngoi, d& nghi cac co quan cong
an tiép tuc phat huy trong thoi gian
t6i. Pong thoi ciing chi ra nhitng chd

thi xd th Héa

“Ben cong an phan dang ky xe
lam nhlet tinh, tot nhu'ng bén lam CMND

thiéu sot, han ché dé cac don vi khiac
phuc, cai thién.

hoi lau va dong khidch” - y kién ciia
khdch hang taz Cong an kuyen Van Ninh

Phén tich phuong sai cho thiy,
khong c6 su khac biét vé muc hai long trung binh gitra nam va nit, do tudi, trinh do
va nghé nghiép; tuy nhién cé sy khac biét va muc hai long gitta cac nhém tin sult
giao dich va dia ban, theo d6 thuc hién tha tuc nhiéu 1an hoic & dia ban mién nui
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thi c6 murc hai long trung binh cao hon cac nhém con lai.
2. Gop y cia khach hang dé phuc vu tét hon

Trong néi dung gép ¥ clia khach hang déi véi cac co quan Cong an, ghi
nhén rat nhiéu 1&i khen ngoi va danh gia cao vé chét luong phuc vu. DE tiép tuc
thyuc hién tét hon, khach hang gép ¥ co quan Céng an mét s6 van d8, tong hgp nhu
sau:

- Cung cép, cong khai ddy du, ro rang thong tin thi tuc hanh chinh, théng tin
dich vu hanh chinh c6ng bing nhiéu hinh thirc phong pht, hién dai.

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

- B6 tri them ghé ngdi chdr doi; cai tao, bd tri trang thiét bj tai B4 phin mot
ctra d4p Umg nhu ciu ctia ngudi dén, t8 chirc, doanh nghiép.

- Cong chitc mét cira cén tiép don va huéng dén t4n tinh hon, khong c6 thai
dd ctra quyén, nhiing nhi&u; lam viéc cin chuyén nghiép hon, tap trung hon, khéng
dé ngudi dan cho doi lau.

(Xem thém chi tiét tai Phuy luc Dit liéu phi c4u triic kém theo Béo c4o0).
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MUC III.
CHIi SO HAI LONG LINH VUC HAI QUAN

1. CHI SO HAI LONG

Nam 2018, linh vuc hai quan cé 42 khach hang tryc tuyén tham gia tra 16
phiéu khao sét, trong d6 c6 28 khach hang thyc hién thi tuc trén 10 lan. Két qua
phén tich dit liéu cung cap mét sb thong tin dang chii ¥ nhu sau:

Néu nhur chi sb hai 1ong nam 2017 sut giam dang ké so véi nam 2016 (giam
2,554%), thi nim 2018, bang nhimg nd lyc clia nganh, chi sb hai long linh virc hai quan
dat 80,03%, vuot chi tiéu ma tinh d& ra (78%), v so v6i ndm 2017 thi ting 7,15%.

Bang 6. Chi s6 hai l1ong linh vire hii quan 2017 - 2018

. SIPS
T Tiéu chi 2016 | 2017 | 2018

1 | Tiép can dich vu 70,15% | 63,16% | 74,76%
2 | Diéu kién tiép dén va phuc vu 75,77% | 77,63% | 81,90%
3 | Thii tuc hanh chinh 79,90% | 59,89% | 77,94%
4 Su phuc vu ctia can b, cong chirc 82,54% | 97,24% | 99,52%
5 | Két qua, tién do giai quyét cong viéc | 76,15% | 62,71% | 66,67%
6 Tiép nhén, xir Iy thong tin phan hdi 68,00% | 77,26% | 79,37%
Chi s6 hai long 75,42% | 72,88% | 80,03%

Ca 6 tiéu chi cAu thanh chi s6 hai 1ong déu cé su cai thién, trong d6 chi sb
Thu tuc hanh chinh ting manh nhét véi mirc tang 18,05%, tiép dén 1a Tiép can dich
vu (tang 11,6%, tir 63,16% trong ndm 2017 1én 74,16% trong nam 2018).

Chi s8 hai long hai quan 2016 - 2018

100% -
90% A
80% -
70% A

60% -
50% -
20% _
Tiép | Didu |[Thityc| Sy | Két | Tiép | Chisé m 2016
can k.ién hanh | phyc -gué. nhan, | hai »2017
dichvy| ti€p | chinh | vycta [ti€n 3| xirly | long
don va cBCC | 9idi | thong m 2018
phuc quyet | i
w cong | phan
viéc h5i

#2016 {70,150%75,770%79,900%82,540%76,150%68,000%75,420%
M 2017 163,160%77,630%59,890%97,240%62,710%77,260%/72,880%
% 2018 74,762%81,905%77,937%99,524%66,667%79,365%80,026%

Biéu db 11: Chi s6 hai 16ng nim 2018 — Hai quan
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Xét twong quan 6 tiéu chi, thi mic dii Tiép can dich vu ¢6 mirc hai long tang
cao so v4i nim trudce, nhung van 13 tiéu chi chua dugc khach hang dénh gia cao.
Cuing véi d6, chi sb Két qua, tién do giai quyét cong viéc chua cé chuyén bién r&
nét, nén két qua cam nhén tir phia khach hang con ¢6 su chénh 1&ch kha 16n. Giita
tiéu chi cao nhat, véi tiéu chi dat mirc hai 1ong thip nhét, mirc chénh léch 1én dén
32,86%.

Cho du céc chi s6 con lai ¢6 ting giam qua cdc nim, nhung Chi s6 hai long
vé Su phuc vy ctia c4n b, cong chirc ting lidn tuc va dat dén 99,52% niam 2018 thi
chi c6 thé giai thich b?lng nd luc truc tuyén héa dich vy cong manh mé ctia nganh
hai quan thoi gian qua, nhit 14 khéng con ghi nhan phan 4nh ndo vé chi phi khéong
chinh thic.

Chi s8 hai 1dng 2018trén c4c tidu chi - H3i quan

N/"/ AN N
T ~, DK

’ -~
79.31% % B1,90%
’ ——-2018
2017
66,67%
J7.94%
Ka< ™ He

“Wog529%
PV

Biéu d@d 12: Chi s6 hai long trén timg tiéu chi — Hai quan

Tuy nhién, trong 6 tiéu chi thi vin con 3 tiéu chi thdp hon chi tiéu 78% cua
tinh (xem Biéu d5).

Vé Tiép cén dich wvu,

trong nam 2018, ng‘anh hai quan Théng i, hring dlincac ién fchh3 od 2
dd ting cudng nhidu hinh thuc | ' crukitod quinijhésa.) |
thong tin phong phii hon trudc, | Do methdte tehin tyctuyén e
., x ; . Hutng déin ndp hé so trye tuyén qua |
rong do, sO luon ach han Intemet
Trong do, sé luong khach hang | "™*™ ' 5018%
tiép can dich vy qua website, = Sgalixnou ckhanytin 8571%
il d3 t5 5 a O/, | Théngbdo tra I § kién, gidi dap vurd
email di ting dang. }(e. 52,38% ng bl A bi i, g 84p nsl 71}3%
khach hang cho biét di nhéan Knie |8 2.3
'

dugc thong tin cia nganh thong

. R B Y 1A 0% 2(;% 4(;% 6(3% 86% 10;)%
qua tir 3 hinh thirc trd 1én.

Hau hét noi dung théng tin dich vu cong dugc cung cép déy du va chat
lugng thong tin kha tt; v6i 92,86% khach hang nhin xét thong tin 16 rang, dé
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hiéu. Khéach hang ciing khong yéu cAu nganh hai quan phai cung cip thong tin gi

thém.

2 Tam duoc

u Tuong abi d& theo
déi

& Don gian, rat dé
theo doi

Vé Pidu kién dam bdo thwc
hi¢n dich vu céng trwc tuyén, trén
85% khéch hang danh gia kha tét giao
dién Ung dung/website cung cip dich
vu cdng truc tuyén ciia nganh, trong d6
71,43% nhén xét twong ddi d& theo dai,
14,29% cho rﬁ.ng don gian, rat d& theo
ddi. Thao téc don gian, rit d& thyuc hién
73,34%; tam dugc 14,29% va co 01/42

khach hang con gap kho khan trong viée dang ky dich vu. Panh gid mirc d6 thong
subt cia ducmg truyén hé théng dich vu cdng tryc tuyén, 30,95% khach hang cho
biét thong sudt, khong gdp truc tric khi thao téc; 69,05% van con gip truc tric khi
dang ky dich vu cong. Ty 1€ nay c6 giam so v6i nam 2017 (81,35%) nhung van
con khé cao, can phai tiép tyc cai thién trong thoi gian tdi.

V& thanh phén hd so Thi tuc
hanh chinh, 100% khach hang
danh gia khong c6 gi phirc tap hoic
rat don gian, hgp 1y; cac biéu miu
cling khong c6 gi khé 1dm hodc don
gian, dé thyc hién. Pay 1a didm tién
bd déng ké so véi nim 2017. Ciing
nho vy, ma dai da sé khach hang
(80,96%) khong gap kho khin gi

4,76%

# Kha nhidu thei
gian

aTam duoc

& Tuong d&i nhanh

m Thyc hién réat
nhanh chéng

trong vigc tao 1ap va ndp ho so dién

tr cho co quan hai quan. Tuy nhién, cling con dén 20/42 khach hang phai b sung

hé so sau khi da nép, chiém ty 1€ 40,6%.

16,667% /143% ®Tr& han
7,143%
B bung han
# SOm han

Vé S phuc vu cia can bg, cong
chire, 41/42 khach hang cho biét, khong
gap tinh hudng doi héi, nhiing nhidu khi
giai quyét cong viée. 01 khach hang
(2,4%) cho biét, tuy cong chirc khong
doi héi gi, nhung van c6 bdi dudng; ty 1€
nay so voi ndm 2017 (13,56%) thi giam
rat manh.

Vé Két qua, tién 4 gidi quyét cong viée, 69,05% khach hang nhan két qua
ding han, 23,81% nhén két qua sém han hoic duogc giai quyét rat nhanh chong.
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Chi ¢6 7,14% nhéan két qué tr& han. 32/42 khach hang nhén két qué trén tai khoan
da dang ky hodc nhan qua email, 8 khach hang nhén truc tiép tai B0 phan mot cura
va 02 khach hang nhén qua dudng buu chinh. Nhu vy, ty 18 nhan két qua truc
tuyén (80,96%) cao hon so véi nim 2017 (74,57%).

V& Tiép nhén, xir Iy thong tin phan hdi, 88,09% khach hang nhén thy co
quan hai qua d3 cong khai thong tin duong ddy néng ddy du, 16 rang. 69% khach
hang cho biét co quan hai quan d4 tiép nhén va giai dap kha t6t khi ho c6 vudng
méc vé chinh séch hojc thi tuc. C6 9 khéach hang d4 timg giri phan 4nh, kién nghi
dén co quan hai quan thi tit ca déu nhén xét kha thuan loi, khong c6 phién ha. Con
lai 33 khach hang khéng cé phan 4nh, kién nghi thi da sé (87,88%) cho biét co
quan hai quan 1am rét t6t nén khong phat sinh nhu céu.

II. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Panh gia chung cia khach hang

Cam nhén chung vé sy phuc
vu cua linh vuc hai quan trong nam
2018, c6 36/42 (chiém 85,71%)
wramase | Khdch hang hai long va rat hai 1ong.
wHailong Con 6 y ki€n nhéan xét tam dugc va
=Réthaitong | khong c6 khach hang nao khong hai
long.

9,52%

Qua phiéu khao sat, khéach
hang cho biét viéc ndp hé so dién tir
r4t d& dang di gitp ho giam khé nhiéu thdi gian thyc hién, binh quan tiét kiém
duge 01 gid cho mbi hé so; twong img 50% cho dén 2/3 thi gian so véi trude day.
Qua d6 cling giam dugc tir 70 — 90% chi phi thyc hién thu tuc (xem chi tiét dir lidu
phi céu tric). Nhitg con s nay cing c6 ¥ nghia khi khach hang cang cach xa noi
giao dich.

Trong diéu kién canh tranh va hdi nhap, mot khi khach hang d3 hai long thi
ho tiép tuc lwa chon Khanh Hoa lam cira ngd théng quan. Piéu d6 gbp phin truc
tiép dé Hai quan Khéanh Hoa tiép tuc thu ngan sich ting 12,93% so véi nim 2017,
va dat gp trén 14 14n chi tiéu B6 Tai chinh giao diu nim 2018.

2. Gop y ciia khach hang

Qua phiéu khao sat, khach hang chi dé& nghi ting dung lugng file dinh kém.
M¢ rong dinh dang file dinh kém béng hinh anh JPEG, vi hién tai chi cho phép
dinh kém file PDF.

56



MUC IV.
CHI SO HAI LONG CAC CO QUAN KHO BAC NHA NUGC

I. CHI SO HAI LONG CHUNG
Chi s8 hai long 2018 - KBNN

KBNN thi 53 Ninh Hoa (RS < ::%
KBNN huyénKhinh vinh (SR :- 335
KBNN huyénCam Lim m 81.52%
KBXNN tinh m 80.62%
KBNX huyénDién Khinh w 80.58%
KBNN buyénVan Ninh m 79.95%
KBNN thanhphd Nha Trang m 76.52%
KBNN huyénKhinh Son m 75.09%
KBNN thanhphé Cam Ranh ans

0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% 80.00% 90.00%

Biéu d6 13: Chi s6 hai long 2018 - KBNN
Chi s6 hai 1ong trung binh nim 2018 linh viee KBNN dat 79,97%, ting 4,59%
so véi nim 2017. Trong 09 don vi duoc khao sat gdbm KBNN tinh va KBNN cic
huyén, thi xa, thanh phf') c¢6 05 don vi dat mirc tt theo thang do, 06 don vi hoan
thanh chi tiéu ké hoach tinh d& ra 1a tir 78% tré 1én, din déu 12 KBNN thi x4 Ninh
Hoa, dat 86,94%. KBNN thanh phé Cam Ranh c6 chi s6 thip nhét, chi dat 72,05%.

Tuong quan chi s6 mirc dd hai long 2017-2018

36.94%
KBXNN thi x3 Ninh Hoa 78.35%

84,33%
41%

KBNN huyén Khish Vinh

81.52%

!

KBNNhuyénCam Lim

.62%
KBNN tinh 75,38?%

KBNX huyénDisn Khinh 544&3‘58%

79 95%

KBNN hwyéa Van Nigh 5.

l |
¥

KBNN thinh phé Nha Trang

KBNX huyén Khinh Son

KBNN thinh phé Cam Ranh e 25%

0.00% 10.00% 20.00% 30.00% 40.00% S0.00% 50.00% 70.00% 80.00% S0.00%

82018 m2017

Bi¢u d0 14: Twong quan chi s6 mirc d) hai 1ong 2017 — 2018 (KBNN)
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Pa s6 cac don vi déu c6 chi sb hai long ting so véi nim 2017. Trong d6

KBNN thanh phé Nha Trang c6 bién d ting cao nhét 9,55%, tiép theo 1a KBNN
thi x3 Ninh Hoa ting 8,39%. Riéng KBNN thanh phd Cam Ranh c6 chi s6 mirc 46
hai 1ong trung binh chung giam tir 76,25% xudng con 72,05%.

Bang 7. Chi s6 hai 1ong KBNN 2017 - 2018

) SIPS Tang/

T Donvi 2017 | 2018 | giam
1 KBNN huyén Cam Lam 73.88% | 81.52% 7.64%
2 KBNN huyén Dién Khanh 75.44% | 80.58% 5.14%
3 KBNN huyén Khanh Son 72.08% | 76.09% 4.01%
4 KBNN huyén Khanh Vinh 79.41% | 84.33% 4.92%
5 KBNN huyén Van Ninh 76.26% | 79.95% 3.69%
6 | KBNN thanh phd Cam Ranh 76.25% | 72.05% -4.20%
7 KBNN thanh phé Nha Trang 66.97% | 76.52% 9.55%
8 KBNN thi xd Ninh Hoa 78.55% | 86.94% 8.39%
9 KBNN tinh 76.81% | 80.62% 3.81%
Chi s6 hai l1ong trung binh 75.38% | 79.97% 4.59%

Trong 6 tiéu chi d4nh gia, ti€u chi Sy phyuc vu cia can bd, cong chirc cé chi
s6 cao nhét, dat 86,27%, thép nhét 12 tiéu chi Tiép can dich vy, dat 71,93%. So véi
nim 2017, tit ca céc tiéu chi déu cé chi sé gia ting, trong d6 tiéu chi Tiép cén dich
vu c6 bién do ting cao nhét, dat 7,51%, tiu chi Su phuc vy cia can b, cong chic
nhiéu nim lién dat chi sb cao, vi vdy nim 2018 mic du c6 bién d6 ting thap nhit
trong 6 tiéu chi, dat 1,82% nhung c¢é y nghia rat lén, thé hién sy tin tudng cia
khéach hang dbi véi thai do phuc vu cia cic cdng chuc nganh Kho bac trén toan
tinh. (Xem biéu dd)

79.83%
XQ

Biéu d6 15: Chi s6 hai long chung trén 6 tiéu chi - KBNN
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IL. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Tiép cén dich vu

Tiép can dich vu Chi s0 trung binh vé
| Ti€p can dich vu niam 2018,

Nioh Hoa NN i 15 - ,
Ko v SO— oo 10 VUC  KBNN - chi - dat
O ————————— 71,93%, thap nhat trong 06
i R 7. * ‘A f LA ok T
Cam Lim . A— pRA0% ti€u chi khao sat. Mic du c¢é
KENN i, O 1 ;1% o ! : -
R —r—— su gia ting dang k€ so voi
Khiok Son  (RNMNEMSS 55 55% ndm 2017 (64,42%), tuy nhién
Nba Trany SN 5: 75% | 630 chi niv vAn x& L
Cam Ract, SRS S 5% €u chi nay van xep logi kl}a
0.00% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% §0.00% 90.00% theo thang do, chua hoan

thanh chi tiéu UBND tinh di
dé ra trong Ké hoach CCHC nam 2018. Két qué khao sat cho thdy chi ¢6 02/9 don
vi ¢6 chi s6 hai long xép loai t6t 1a KBNN thi x4 Ninh Hoa (86,13%) va KBNN
huyén Khanh Vinh (84,08%), tang 01 don vi so véi nim 2017. Cac don vi con lai,
ké ca KBNN tinh déu c6 chi sb thdp hon mirc 78%, trong d6 KBNN thanh phé
Cam Ranh va KBNN thanh phé Nha Trang 13 hai don vi c¢6 chi sb thdp nhit, xép
loai trung binh, chi dat 14n lugt 58,05% va 58,78%.

Céc hinh thire cung c4p théng tin C6 8/9 don vi c6 chi sb gia ting so vdi
nam 2017, trong d6 KBNN thi x4 Ninh Hoa cé
bién d0 tdng cao nhét, dat 15,25%, KBNN
thanh phé Cam Ranh giam 7,34%. Tra loi
phiéu khao sat, c6 38.3% khach hang nhén
thdy théng tin dich vu cong linh vyc KBNN
cung cép chi théng qua 1 - 2 hinh thirc; trong
i osba o d6 cha yéu la bing bang niém ,yé’t tai tru so
» 06 hinh thi ts3 Jén lam viéc va coéng chic truc ti€p gidi thiéu,
huéng dan. Céc hinh thirc man hinh théng bao
tai co quan, website, img dung di dong, email chua dugc khai thic réng rii. Do
vdy, khach hang dé nghi KBNN nén b sung thém céc hinh thirc nay dé dap tmg
t6t hon nhu cAu thong tin.

+ 01 dén 02 hink thire » §3 hink thix

Vé ndi dung théng tin dugc cung cip, 48,6% khach hang danh gia rat diy
dt, dé hiéu; 18% cho ring tuong dbi diy du, d& hidu; 14% nhan xét tam dugc. Con
lai 19,4% cho ring con thiéu nhidu noi dung can thiét hoic hiu nhu khong co6
thong tin gi hiru ich. V& chét luong thong tin, két qua khéao sat cho thdy, 64,4%
khach hang danh gia tdt; 14,9% danh gia tam dugc, con lai 20,7% danh gia thong
tin con so sdi, khé hiéu. Piém tich cuc 13 nhimg vuéng méc cia khach hang vé co
ché, chinh sach, thi tuc dwgc KBNN tiép nhan, xit 1y va huéng din chu déo hon
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trudc; KBNN ciing d3 quan tdm nim nhu cdu théng tin ctia khich hang dé chu
dong hé trg.

2. Piéu kién tiép don va phuc vu

Chi s§ trung binh vé diéu

~ kién tiép don va phuc vu nim
Minh Hea —mm o
’ - 2017 @dat 80,73%, tang 6,12% so
KENNtinh —msx

Didu kién tiép dén

N —— " véi nam 2017. Néu nhu nam 2017
e, I : ¢4 9/9 don vi ddu c6 chi sb dat
cortir N - mirc kha thi sang nam 2018 ¢ 05
:::“ :’;ﬁ don vi dat muc tét, chi c6 02 don
N —— " vi khong hoan thanh chi tiéu, ¢6
ot NS ~ chi sb thip hon 78% la KBNN

00% 7200% fa.oo% 006 700% BO0C% B200% B0 BE00% BEO0N 3000 huyén Khanh Son va KBNN
thanh phé Cam Ranh.

Két qua khao sat cho théy, co 82,5%
hai long véi dién tich 1am viéc B phan méot
cira; 16,7% danh gia tam duge va 0,9% ——
nhin xét con chat hep, chua thuin tién "
(KBNN Dién Khanh, Khianh Son, Cam
Ranh). Vé trang thiét bj tiép dén va lam &
viée, 26,1% danh gi rat ddy du, thuan tién, T
hién dai; 51,7% danh gia kha tbt, 18,7%
danh gia tam dugc, con lai 3,5% khach conchithep, chrathusntién « Tamavoc
hang nhan xét trang thiét bj con thiéu thén, ~*énerdikeaguag - Rongrithosagmen, hidndai
chua thuén tién (ghi nhén tai tit ca cic don vi, trir KBNN thi x3 Ninh Hoda va
huyén Khanh Vinh), nhit 13 chua c6 may scan, photocopy, may tinh tra ciru cho
khach hang. Vé vi tri ngdi, ghé, quiy giao dich, da sb khach hang (98%) nhan xét
rat thuan tién, thoi mai (ghi nhan tai tit ca cac don vi, trir KBNN Nha Trang, Cam
Lam, Ninh Hoa). Mot s6 khéch hang “d@é nghj trang bi thém mdy dém tién dé cdc
dom vi khi Ién nhdn kiém tién thudn loi va ddy di” (KBNN Nha Trang).

B6 phdn Mt clra

3. Thu tuc hanh chinh Th tyc hanh chinh

Chi sb hai long chung vé Noh Hon - R 5.05%
D S————
TTHC nam 2018 dat 76,72%, ting  wminvr e ———————— 000
e E—
4,24% so v4i ndm 2017. C6 03 don  venknnn oummee———— 7 5%

s LA o K X X N . vanNinh SR 77 53%
vi x€p loai tot, dan dau 1a KBNN thi  uinnson se—— 73 00

~ . \ e X < CamR SRR, 7 82%
X3 Ninh Hoa, tiép theo 14 KBNN [ cpmmeee—

tinh va KBNN huyén Khanh Vinh; 000%  000%  4000% 000N 000N 10000%
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03 don vi ¢6 chi sb thép, khéng dat chi tiéu UBND tinh giao 12 KBNN thanh phé
Nha Trang (66,91%), KBNN thanh phé Cam Ranh (67,82%) va KBNN huyén
Khénh Son (73%).

Chét lugng thong tin TTHC cbng khai Vé ndi dung thong tin thu tuc hanh
chinh dugc cong khai tai co quan KBNN,
48,8% nhan xét rat diy du, d& hidu, 20,7%
nhan xét tuong dbi day du d& hidu, 10,2%
danh gia tam dugc va 20,3% danh gia con
thiéu nhiéu théng tin hodc hiu nhu khong
co gi.

« Théngtin rdt sos3i, khé hidu » Thénglin s sii, khé hidu

« Tamduoc « kné & rang, d2hid Tuong tmg déanh gia trén, 22% khach

* RftuScdng. by hang nhan xét ndi dung théng tin con so
sai, kho hiéu; gy kho khin cho viéc tra ciru, thuc hién thu tuc hanh chinh. Vé
thanh phén hd so, 96,7% khach hang cho rang don gian, khong c6 gi phuc tap; cac
t&r khai, biéu mau khong khé 18m, da sé don gian, d& thyc hién.

Trong qua trinh giao dich, trén 99% khéach hang cho biét huéng din cua
cong chirc 1a thong nhét véi quy dinh.Tuy nhién, mot sé khach hang phan 4nh biéu
mau “thay déi lién tuc, khéng cd dinh, gdy phién ha” vaky vong “Tdt cd théng tin
thay d6i vé biéu méu can phdi céng khai qua mail trénh sw di lai nhiéu ldn, ton
thoi gian va tiét kiém vin phong phdm” (KBNN Cam Ranh), hay “Hé so phdp Iy
dé giri lan dau khi thanh todn géi thau lai giri tiép” (KBNN tinh).

Két qua khao sat cho thiy 85,7% khach hang cho biét dugc tiép nhén hd so
ngay 1in ndp dau tién. 64 khach hang (14,3%) bj tra lai vi thiéu gidy to, gidy to
khéng hop 1&. Trong s§ d6, chi ¢6 6,5% duoc cong chirc hudng din bing phiéu,
thong tin rat cu thé, cé ky xé4c nhan theo quy dinh. S6 con lai chua dugc thuc hién
ding yéu cu. 67,9% khach hang chi can b sung hd so 01 1an 13 duoc tiép nhan,
s con lai phai bd sung tir 2 - 4 1in méi hoan thién xong hd so (ghi nhan tai KBNN
tinh, KBNN Van Ninh, Cam Ranh, Ninh Hoa).

Nguyén nhén bd sung nhiéu lin chi yéu 13 do thyc hién chua ding hudng
dan, tuy nhién ciing c6 nguyén nhén khac 13 do: cong chirc huéng dan khéng 1
rang, day du (03 y kién); mdi 1an cong chire chi yéu ciu bd sung mét ndi dung, 14n
sau yéu cau b sung tiép (06 y kién); 14n trude cdng chirc yéu ciu ndi dung nay,
14n sau dén cong chirc lai néi khac (04 y kién); 1an trudc yéu ciu ndi dung nay, lan
sau dén gp cong chirc khac huéng din khéc nén phai 1am lai (05 ¥ kién). Nhu vy,
nguyén nhan chii yéu nhét khién khach hang bd sung hé so nhiéu 14n 14 do co quan
KBNN huéng din khong diing theo quy dinh.
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4. Sr phuc vu cia can b, cong chire

Chi sb trung binh vé Su

w \ phuc vu cia can bg, cong
Von N ~ ~ — : \ BB chuc dat 86,27%, dat mirc
Com Lis (N :7 5% ¢

Sy phuc vu ctia can b, cong chirc

Khish Via SR o7.75% Tot; tang 1,82% so vGi nim
Ninh Héa mnﬂx , 2017, 13 tiéu chi c6 chi s
O T —— e e . P
Rbiah S SNBSS :; 54 trung binh chung cao nhat
Dia Kbich (N £5.71% trong 06 tiéu chi khao sat. TAt

KBNN tinh _8368’6 .
Cam Ragh _8048% ‘

76.00% 78.00% BD.OO% 8200% 84.00% 8600% 8300% S0.00%

ca 9 don vi déu dat muc tét,
trong d6 KBNN huyén Van
Ninh c6 chi sé hai long cao
nhét, dat 89,12%, tiép theo 13 KBNN huyén Cam Lam 87,92%, thip nhit 1a KBNN
thanh phé Cam Ranh, dat 80,46%.

Tra 1oi phiéu khéo sat, 97,6% khéch hang cho biét dugc cong chirc dén tiép
ngay khi dén giao dich hogic phai ch¢ nhung
khéng lau 1dm, 2,2% phai ch doi khd 1au, va 01
trudng hop phai chd doi rit 1au (ghi nhan tai
KBNN huyén Dién Khanh). Pa sb truong hop
cac khach hang phai cho doi 1a do cong chirc
dang giai quyét hd so cho ngudi khac. Viéc tiép
nhan hd so minh bach, céng bing, nhin chung 14

s Kné chiu, bik tich sy, clra quyn

khong c6 van de. + Thir 0, it 130 tinh
« Tamduoc

Thai d9 giao tiép

, .y A ,o A . o K ’ » « Khatdntinh, iich sz
DPanh gia ve thai d0 giao tiép, ung xu; « Lich s, hoa nh3, tantinh

89,29% khach hang nhén xét cong chirc mot cira

kha tan tinh, lich sy, hoa nhi; con sb ndy déi véi cong chirc chuyén mén la
93,69%. V& niing lyc giai quyét hd so cia cdng chirc mot cira, 21,6% déanh gia rit
nhanh chéng; 64,08% danh gid tuong dbi nhanh; 13,11% nhéan xét tam dugc va
khoang trén 1% nhén thdy con chim chap, mét kha nhidu thoi gian dé kiém tra hd
SO.

Pbi véi cong chic chuyén mén, ————— Siggem
89,18% khach hang nhén xét viéc xir ly “Quy co quan thuc h1¢n tiép d(m vé
hd so rat nhanh hodc kha nhanh chéng, | nhén hé so, giai quyét hd so rat tdt va
9,9% danh gia tam dugc, chi c6 1 truong klP thoi gian trén phleu hen. Don. V!
hop d4nh gia con chdm chap, khéng c6 | mong quy co quan tiép tuc thyc hién tét

trudng hop dénh gia mét rét nhidu thoi v0i nhitng ndi dung trén cho t6i va toan
gian. Trong qua trinh giai quyét cong ;{hédc;r; ‘;clhk}lic ;:21 heII(IBhIs;OIIlzg Vlf‘;v.'}}:
vide, c6 96,42% nhan xét khong gip cac | en U1 khdch hang thy xauun

trudng hop nhiing nhiéu, tiéu cuc, 3.36% {i9a
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nhén xét “cong chic khong doi hoi gi dua thi nhan, khong dua thi théi” va 01
truong hop nhan xét “cong chirc van tiép nhan hd so, nhung doi héi c¢6 bdi dudng
méi giai quyét duoc”,

Péi véi nhl”mg can bd, cong chirc phuc vu tdt, hodic ¢6 tién b trong giao tién
Ung x1r, giai quyét cong viéc, khach hang ciing danh nhing 16 khen ngoi, dong
vién rét tich cuec.

5. Két qua, tién d¢ giai quyét cong viée

Két qua. tién d9 giai quyét cong viéc Chi ?6 t{'ung binh Ch':mg murc do
hai long vé két qua, chi so cdng viéc
NS ) <

K’h@;‘lﬁ ms;zm nam 2018 dat 79,83%, ting 2,57% so
T e ——————a v6i ndm 2017. C6 04/09 don vi c6 chi

Nt Tran SR 50 13% % AL 4% Ak 1a
el S s s — sO dat loai tot, din dau la KNNN
Van Nigth W?QOS% huyén Kha'_nh Vi'nh, dat 83’30%
mmxg; W:::: KBNN ’thanh pho’ Cam Ranh la, don vi
KninhSon SUNSEINNNUNMNNNS 7550% duy nhat cd chi s6 khong dat ké hoach
0.00% 7200% 74,003 T5.00% 78.00% 80.00% B2.00% BA.00% UBND tinh giao 75 50%.
Cé 85,71% khéch hang dugc tiép nhan Gisly tiép nhan hd so

hd so ngay lan dAu, 14,29% khach hang bi tra R e
lai hé so vi thiéu gidy t& hodc gidy to khong
hop 1é. Trong céc trudng hop dugc tiép nhén
ngay lan dau c6 84,27% nhan dugc gidy tiép
nhén hd so va hen tra két qua dung quy dinh, ‘
A PRT STY A . A . +Conbung khing 15 npiy ahin kit qud

11,46% khong cé giay ti€ép nhin (ghi nhén tai

« C4, nhurg nedy trd kit qua'bi salai bing tay v khéng Sing thit

tat ca KBNN céc huyén, thj x3, thanh phé trir gf&"‘;; i ding G, o i ki g chic
KBNN tinh). o

+Kboag b iy idpabia

Céc trudng hop con lai 14 c6 nhung khéng 18 ngay nhan két qua hodc ngay
nhén két qua bj chinh sira. So véi cac linh vuc khac, ty 1€ khach hang khéng nhin
dugc gidy hen tra két qua khi giao dich véi KBNN 12 kha cao. Mot khach hang co
y kién: “Pé nghi gidi quyét ho so phai ghi trén gidy giao nhan, tré hé so ré rang,
can bé sung va yéu cau gi dé khéng mdt thoi gian nhiéu lan”.

Déi véi céc truong hop tra lai vi thidu gidy to, c6 43,28% dugc huéng din
bang phiéu huéng din, c6 ky xé4c nhan, 14,93% huéng din bing phiéu nhung céng
chirc khong ky x4c nhén, 38,81% huéng din bing cac ghi vao gidy hodc huéng
dan bing miéng khong thdng nhét, 2,98% khach hang cho biét ho khéng dugc
cong chitc huéng dan.

Sau khi dugc tiép nhén hd so, ¢6 368 khach hang khong phai bb sung hd so.
55 khéch hang phai b sung 01 14n, 21 khach hang b sung 02 14n, 04 khach hang
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b6 sung 03 14n va 01 khach hang phai bb sung 04 1an. Trong d6 c6 04 khach hang
phan 4nh khéng nhan dugc thong bdo gi, chi khi dén B phan mét cira theo ngay
hen méi biét phai bd sung. 15 truong hop nhin thong bdo qua dién thoai nhung
khéng 1 rang. 38 khach hang cho biét, sau khi di ndp hd so, khong nhan dugce
huéng din vé cach thirc tra ciru tién d6 hodc huéng din khong day du, rd rang. Vi
thé dé biét két qua, da s6 khach hang phai dén truc tiép co quan KBNN.

Sau khi hd so hop 1& duoc tiép nhan, c6 10 khach hang phai di lai tir 02 14n
m&i nhan dugc két qua, ly do 1a cong viéc nhiéu qua, hé théng ¢6 lac truc tric; mot
s6 khach hang nhan két qué tré han, nhung sé lwong khong nhiéu.

6. Tiép nhan, xir Ij thong tin phan hdi
Théng tin phan héi Chi s trung binh chung

vé tiép nhan, xtr Iy théng tin

R . Ae s
Niah Hea s1o0x phan hoéi nim 2018 dat
Khinh Vink Wasms )
KBNN tiah mmm 84,35%, tang 5,27% so vdi
Nha Trang mgnm nidm 2017. KBNN thj x4 Ninh
Cam Lim mwm&

N o ————— e Hoa 1a don vi c6 chi s0 cao
Van Nigh - N :5.00% nhat. KBNN Thanh phé Nha
oy FAW \ Y A
N e ———— Trang 1a don vi ¢6 tién bo

ooon  mox  swox  oox  moox  woowx | VUOL DAC d6i véi chi sé nay,
bién d¢ tang 23,78%. Trong
khi d6 KBNN thanh phé Cam Ranh c6 chi s§ gidm nhiéu nhét 10,72%, kéo chi sb
hai 1dng vé tiép nhan, xir Iy thong tin phan hdi xubng vi tri thip nhit, KBNN huyén
Khanh Son giam nhe 1,72%. Tinh chung toan tinh, ¢6 7/9 don vi dat chi tiéu trén
78%.

Vé cong khai thong tin duong diy noéng, Théng tin dudng day ndng

31,18% khéach hang nhan xét ddy du, ré rang; 53%% 202%
47,87% dénh gia ddy d va 8,54% cam thdy tam |
dugc. C6 7,3% (33 khach hang, trong dé 11
khach hang cia KBNN Khanh Son) chua danh
gi4 t6t ndi dung cong khai.

Nam 2018, trong 450 khach hang thi 17
khach hang c6 phan 4nh, kién nghi véi co quan - Tam duwoe - Kné dBydi
KBNN, trong d6 c6 02 khich hang cam thiy ~ °%vemérstndren
chura that sur thuan tién, con lai cho biét tam dugc hodic dé dang, thuén tién. Trong
sé nay, c6 16/17 khach hang hai long véi két qua tra 161 cia KBNN. Con lai dai da
s& con lai khong c6 phan anh, kién nghi thi 88,89% cho biét KBNN lam rat tét,
khong c6 gi phai kién nghi; con lai 11,11% ngai phién ha, s¢ bi gay khé d& hoic

* Khéngthiyg « Thi€unhiBu théng tin
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chura tin tudng vao phan héi tir KBNN.
IIL. PANH GIA CHUNG VA GOP Y CUA KHACH HANG
1. Danh gia chung ciia khach hang

Téng hop chung ndm 2018, chi s6 hai 1ong chung linh vuc KBNN c6 su cai
thién rd rét so véi ndm 2017. Pa s6 khach hang dugc khao sit danh gia t6t chat
lugng phuc vu clia cac co quan kho bac. Cam nhan chung, y kién rat khong hai
long, hodc khong hai long chiém ty 18 thdp, mot b phan (12,7%) dénh gid tam
dugc.

Déi véi nhimg van d& cy thé, c6 12 khach hang c6 ¥ kién chua hai long, két
qua khéo sat phan 4nh bao gdm: Viéc cong khai, minh bach thong tin rét kém (03 y
kién); Diéu kién tiép d6n, phuc vy nhiéu han ché, rit bét tién khi giao dich (03 y
kién); Cong chirc thudng dua ra yéu ciu hd so khéng ding quy dinh, gdy phién ha
(03 y kién); Thai d¢ phuc vy, giao tiép kém (03 y kién); Két qua giai quyét cong
viéc chim tré, di lai nhiéu 14n (03 y kién); Co quan khéng cdu thi tiép thu va khéc
phuc han ché (03 ¥ kién); Thit tuc qué réc réi, phirc tap, mit nhiéu thoi gian lam hd
s0 (01 y kién).

Kiém dinh phuong sai theo céc chi tiéu ciing phat hién mét s van dé can
lwu y. D6 12 khéng c6 su khéc biét c6 y nghia théng ké vé mirc hai long trung binh
gitra c4c nhom khach hang nam - nit, tan suét giao dich, nghé nghiép, noi cu tru.
Tuy nhién, nhém tudi tir 50-60 tudi va nhom trinh d6 cao déng, dai hoc c6 murc hai
long thap hon cac nhém khéc.

2. Gop y ciia khach hang dé phuc vu t6t hon

Tong hop tir phiéu khéo sat, céc khach hang c6 goép y danh gia kha tét va
hau hét hai long. Mot sb gép y cu thé lién quan dén hd so, chimg tir va thai d6 phuc
vy, giao tiép. Nhur vay, nhiing giai phép ma KBNN trién khai trong nim 2018 d3
phét huy tac dung tich cyc 1am ting su hai 1ong d6i véi toan nganh.

Bén canh d6, khach hang mong muén ting cudng tmg dung cdng nghé thong
tin trong cac hoat dong chuyén mén cia KBNN nhu “nén thong bao nhimg thay
d6i vé mit hanh chinh 1én truyén thdng rong rdi hodc bang vin ban dé cic co quan
thudn tién trong cdng viéc giao dich” (KBNN Dién Khéanh), Cung cdp dich vu
théng bdo bién déng s6 du tai khoan tién guwi cua khdch hang” (KBNN tinh), ting
cudng giao dich dién ttr && han ché di lai, tranh phét sinh tidu cuc “hd so thi tuc
nén giri hinh thirc truc tuyén thi hay hon tranh di lai nhiéu lén phai giao dich truc
tiép” (KBNN Ninh Hoa). Chi tiét xem phan Dir liéu phi c4u tric.
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MUC V.
CHI SO HAI LONG NGAN HANG NHA NUOC CHI NHANH TiNH

1. CHi SO HAI LONG

Trong 6 tiéu chi, c¢6 3 tiéu chi ting diém va 3 tiéu chi giam diém.Trong do,
cam nhén cta khach hang vé Piéu kién tiép dén va phuc vu giam trén 13% so véi
nam 2017. Trong 3 tiéu chi ting diém thi Tiép nhén, xir ly théng tin phan hdi cai
thién 0 rét, tir 82,86% 1én 87,08%, tang 4,23% (Xem bang).

Bang 8. Chi s6 hai long Ngan hang Nha nwéc tinh 2017 - 2018

o SIPS Ting/
TT Tiéu chi 2017 2018 gidm

1 Tiép can dich vu 7590% | 7575% | -0,15%
2 | Piéu kién tiép d6n va phuc vu 91,19% | 78,13% | -13,07%
3 | Thi tuc hanh chinh 83,92% | 8167% | -2,25%
4 Su phuc vu cia can bg, cong chirc 83,57% | 84,00% 0,43%
5 | Két qua, tién do giai quyét cong viéc | 78,37% | 79,69% 1,31%
6 | Tiép nhan, xtt Iy thong tin phan héi | 82,86% | 87,08% 4,23%
Chi s6 hai long 82,64% | 81,05% | -1,58%

Chi s6 hai 1ong Ngan hang nha nu6c dat 81,05%, c6 giam nhe so vdi nam
2017 nhitng v&n cao hon chi tiéu tinh d ra cho nam 2018. Cac tiéu chi Swr phuc vu
cta can bg, cong chirc, Két qua, tién d6 giai quyét cong viée va Tiép nhan, xi Iy
théng tin phan hhoi duy tri da ting chi s lién tuc trong giai doan 2016 — 2018
(Xem Biéu d6).

Chi s6 hai Iong NHNN 2016 - 2018

100% 17

90% 1~

80% A

70% -

60% -

S0% -1 m 2016

40% m 2017
= 2018

W 2016| 68,11% | 72,70% | 76,14% | 81,84% | 75,00% | 68,65% | 73,74%

™ 2017{ 75,90% | 91,19% | 83,92% | 83,57% | 78,37% | 82,86% | 82,64%

® 2018 75,75% | 78,13% | 81,67% | 84,00% | 79,69% | 87,08% | 81,05%

Biéu a6 16: Chi s6 hai long Ngan hang Nha nwéc tinh giai doan 2016 - 2018
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Vé Tiép can dich vu, két
qua khao sit cho thiy, n6i dung

thong tin Ngan hang Nha nuédc
01 02 hinh thirc

5% =03 hinh thirc cung cép da phong ph‘:l hon trude,
o = 04 hinh thirc nhung hinh thirc chuyén tai thong
- 05 hinh thirc tin van chua that sy da dang (xem

®0Bhinhthictdién | hinh), chil yéu van 13 théng qua

bang niém yét tai tru s&, website,
cong chirc huéng din truc tiép.
Bén canh d6, vin con mot s
khach hang chua danh gia cao vé chit lugng thong tin dich vu cong. Pon vi ciing
cin quan tAm thém cong tac giai dap vudng méc cho khach hang,chi dong tim hiéu
va cung cap thém céc loai thong tin ma khach hang quan tdm. Khach hang ciing d&
nghi cin cung cip céc loai biéu mAu ddy da hon, chi tiét hon cho cic nghiép vu
phat sinh. Khi c6 chinh sira, bd sung hd so hoic khi cé quy trinh méi thi can giri
qua email cho khach hang.

Vé Piéu kién tiép dén va phuc vu, vin con 38% khach hiang danh gia &
mitc tam dugc hodce con chét hep, chua thuén tién; 37,5 nhén xét tai noi lam viée
kha dong ngudi giao dich. 18,75% khach hang nhén thiy noi 1am viéc con thiéu
thén trang thiét bi, chura thét su thuén tién. Diéu nay c6 18 xult phat tir dic thu trién
khai co ché mot cira ctia Ngn hang Nha nude 13 khéng t6 chirc Bd phan mét cta
tap trung.

V& Thii tuc hanh chinh, da s6 dénh gi4 dd cong khai kha day du, r6 rang,
d& hiéu. Tuy nhién ciing con vai khach hang nhin xét chua diy du, thong tin thi
tuc con so sii, khé hidu. V& thanh phin hd so, 87,5% nhan xét don gian, it gidy to;
céc biéu mau, to khai dé& thyuc hién, nhung van con 12,7% cam thdy chua hai long.
Cé 1& vi vay, 31,25% khéng duoc tiép nhan ngay ma phai thyc hién lai vi hé so
chua dly du, hop 16. Viéc hudng din hoan thién hd so ciing chua dugc khich hang
danh gia tich cuc (4/5 truong hop cho biét cong chitc huéng dan bing miéng,
khéong théng nhat, khong 15 rang hodic ghi vao t& gidy nao d6 tién tay 14y duoc).

Vé Sw phuc vu ciia can bd,
cong chirc, da sb khach hang
(68,75%) cho biét duge tiép don ngay
khi dén giao dich hoac tiép don kha
nhanh; viéc tiép xUc, giao dich nhin
chung 14 minh bach, céng bing. Con
lai 18,75% phai chd khong 14u ldm va
12,5% cho biét phai che doi kha 1au,

18,75%

12,50%

u Chér 3gi khéa lau
u Phéi chd khéng l&u
1&m

= Céng chirc tiép dén
twong 38i nhanh

» Duge cdng chie
a6n tidp ngay
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nguyén nhan la céng chirc dang bén giai quyét hd so cho ngudi khéc, kha ban ron.
Khéng ghi nhan phan 4nh tinh
trang doi héi, nhiing nhiéu trong giai
6,25% smoo tunth | quyét cong viéc ciia Ngin hang Nha
' nudc tinh. Khach hang ciing nhin xét
viéc kiém tra chuyén mén cua cong chirc
14 c6 rét trich nhiém va nhiét tinh. V&
“anim " | thai db giao tiép, (mg xtr, hdy hét khach
hang danh gia tich cyc, chi 1 y kién danh
gia con thd o, it tin tinh.

u Tam dugc

» Khé tan tinh, lich sy

Vé Két qua, tién dd
gidi quyét céng viée, i
100% khéach hang cho biét Go dign thoai hai tham

nhdn dugc ket qud dUng | oén tan noi, hei B6 phan mét cve | S o
han. ‘14 khéach hang chi C’h St dung mé s6 Gidy tiép nhan dé P S — 5
Ol lan 1a nhan dugc két | '@ctuquamengintemet

2 r b 14 Y X A ‘
qua, 4 khach hang khic Tra cru bdng tin nhdn SMS - 1
nhan dugc két qua qua Hai ngurdri quen trong co quan 1

1 ; r l/ / I/ I/ —1/
duong chuyén phat nhanh.

Chi ¢6 01 khach hé.ng phai
di 02 14n méi c6 két qua. Viéc hudéng dan tra ctru théng tin hd so cin dugce quan
tAm thém, vi d&n nay viéc goi dién thoai hoi thim hoic dén tan noi héi Bo phan

mot cira van 14 lya chon ctia nhiéu khach hang. Céc kénh théng tin khac chura thét
su phd bién.

Vé Tiép nhin, xir ly théng tin phan hdi, khich hang cho biét Ngén hang
Nha nuéce tinh cong khai kha ddy du cac thong tin duorng day néng theo quy dinh.
Co 05 khach hang timg giri phan 4nh, kién nghj cho biét viéc thyuc hién rét thuan
loi; phan 4nh ndy dugc Ngan hang Nha nudc tra 10i nhanh chong,n01 dung kha 6
rang. Con lai, 81,25% cho biét Ngan hang Nha nuéc 1am rét tét nén khong c6 phan
anh, kién nghj. Chi ¢6 02 khach hang cho biét khong gtri phan 4nh, kién nghj vi
ngai phién ha.

IL. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

Cam nhan chung vé su phuc vu ctia Ngin hang Nha nudc chi nhanh tinh
Khanh Hoa, 37,5% khach hang héi long 43,75% rét hai long. Con lai 18,75% danh
gia tam dugc. Khong ghi nhan van dé khong hai 1ong hodc gép ¥ cu thé tir phia
kh4ch hang d6i véi sy phuc vy ctia don vi. Can tiép tuc phat huy.
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MUC VL.
LINH VU'C THUE

I. CHi SO HAI LONG CHUNG

Nam 2018, chi s6 hai long trung binh nganh Thué dat 78,62%; ting 4,93%
so v&i ndm 2017 (73,69%). Vi chi s6 hai long dat 88,89%, Chi cuc Thué huyén
Khanh Vinh 13 don vi duy nhét dat mic Tét trong khdi co quan Thué, day ciing 1a
nim thtr 3 lién tiép don vi din déu nganh v& mirc d6 hai long. G mirc Khé, nganh
thué c6 07 co quan, tuy nhién chi ¢é6 Chi cuc Thué Ninh Hoa, Dién Khanh, Cam
Ranh dat myc tiéu cha tinh (trén 78%); cac don vi con lai chua dat muc tiéu nhung
c6 chi sb kha ddng du tir khoang 76% dén 77%. Chi cuc Thué huyén Khanh Son
c6 chi sb hai 10ng mirc Trung binh, chi dat 68,02%; khoang cach chénh léch giita
don vi Khénh Son va Khanh Vinh 14 20,87%.

Chi s6 hai long 2018 - nganh thué
Chi cuc thué huyén Khénh Vinh ,89%
Chi cuc thué thi xi Ninh Hoa 82,62%
Chi cuc thué huyén Dién Khinh 81,60%
Chi cuc thué thanh phd Cam Ranh 9,58%
Chi cuc thué huyén Van Ninh 77.87% w2018
m 2017
Chi cuc Thué huyén Cam Lam 76,65%
Cuc thué tinh Khénh Hoa 76,2%
Chi cyc thué thanh phd Nha Trang 75,86%
Chi cuc thué huyénKhanh Son 02%
S5% 6% 65% 0% T5% ao:s 85% 90% 9%

Biéu dd 17: Chi s6 hai long nim 2018 - nganh thué

Trong 9 don vi thi ¢6 2 don vi gidm chi sb so voi nam 2017, trong d6 Chi
cuc Thué Khanh Son gidm tir 71,03% xudng 68,02%, ha bac xép loai tir Kha
xudng Trung binh. Pon vi con lai gidm chi s6 13 Thué Khanh Vinh, gidm 1,68%
nhung chi s6 vin & muc cao (88,89%). Trong 7 don vi cai thién chi sb, Chi cuc
Thué Ninh Hoa ting cao nhét (6,90%), tiép dén 1a Chi cuc Thué Dién Khanh
(6,58%), Chi cuc Thué Nha Trang (4,91%).
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Bing 9. Chi s6 hai long nganh thué 2017 - 2018

TT Pon vi SIPS Tang/
) 2018 2017 gidm

1 Chi cuc thué huyén Khanh Vinh 88,89% | 90,57% | -1,68%
2 | Chi cuc thué thi xa Ninh Hoa 82,52% | 75,62% | 6,90%
3 | Chi cuc thué huyén Dién Khanh | 81,60% | 75,02% | 6,58%
4 | Chi cyc thué thanh phd Cam Ranh | 79,58% | 75,36% | 4,22%
5 | Chi cuc thué huyén Van Ninh 77,27% | 74,29% | 2,98%
6 | Chi cuc Thué huyén Cam Lam 76,65% | 72,26% | 4,39%
7 | Cuc thué tinh Khéanh Hoa 76,27% | 72,31% | 3,96%
8 | Chi cyc thué thanh phd Nha Trang | 75,86% | 70,95% | 4,91%
9 | Chi cuc thué huyén Khanh Son 68,02% | 71,03% | -3,01%
Trung binh chung 78,62% | 73,69% | 4,93%

Trong 6 tiéu chi danh gia, dat cao nhét 14 Su phuc vu cua cén b, céng chirc,
v6i 93,34%; ké dén 13 Tiép nhén, xir ly théng tin phan hdi, 80,80%. Tiép can dich
vu ¢6 chi s6 hai 1ong thip nhét 69,14%, dat mirc Khé; tuy nhién, ciing véi Thi tuc
hanh chinh thi ddy 1a 02 tiéu chi c¢6 mirc ting kha manh, xép xi 15%. Su phuc vu
clia can bd, cong chirc 1 tidu chi duy nhét bi giam chi sb, tuy nhién két qua dat
dugc vin cao nhit trong 06 tiéu chi. Két qua, tién do giai quyédt cong viéc ting
3,80%; con lai tiéu chi Tiép nhan, xir 1y thong tin phan hdi, Diéu kién tiép dén va

phuc vu ting khong déng ké (Xem Biéu dd).

Biéu dd 18: Chi s hai long chung trén 6 tiéu chi - nganh Thué

70,5
ka <

Chi sd hai ldng céc tiéu chi 2018 - Nganh thué

BK
D,68%
——2018
—=-2017
,86%
“ne
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II. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Tiép can dich vu

Chi s6 trung binh vé

Tiép can dich vu nam 2018
cia nganh Thué ting kha

,. . Chi cyc Thué Cam Ranh

ca0 SO VO1 nam 2017 Chi cuc Thué Dién Khanh

(14,59%) nhu’ng chi Sé dat Chi cuc Thué Ninh Hda |
duqc C(‘)n k.hé thép (Chi dat Chi cyc Thué Van Ninh |

69,14%). Trong 9 don vi

thi Cé dén 8 don Vi k}l6ng Chi cuc Thué Cam Lim i

dat muc ti€u trén 78%, . ChicucThuéNhaTrang
trong d6 c6 4 don vi Thué

g
t
CucThuétinh |
4

Chi ey Thué Khénh Son |

S0% 5% 60% 65% 70% 75% 80% 85% 90%

Chi s8 Tiép can dich vy

!

86,67%!

<
i
H
H
i

1

4

H
1

& miac Trung binh: Nha Trang (52,31%), Cam Lam (59,39%), Khianh Son
(63,71%) va Cuc Thué tinh (66,30%); chi duy nhit Chi cuc Thué huyén Khanh
Vinh dat mtrc Tt 86,67%. Khoang cach chénh 1éch giita don vi cao nhat va thap

nhét 12 kha 16n, 34,36%.

Hinh thirc thong tin dich vy cong

Qua website (trang tin dién ti¥), bdo, dai
Cong chirc gidi thién, huong din

Hoi nghj, cudc hop, ddi thoai

Bang niém yér tai try s¢

Qua email, cic \mg dung di d¢ng

Cung cdp t4i liéu tai ban viét b so
Biing ron, pand tuyén truyén

Tor roi hudng dan

Mén hinh thong bdo tai co quan

Hinh thirc khdc:

Tra 101 phiéu khao sat,
24| €O 63,27% khach hang nhan
4| thiy thong tin dich vu cong
nganh thué cung cip chi théng
qua 1-3 hinh thuc; Chi cuc
Thué Cam Ranh, Ninh Hoa,
Khanh Vinh 1a ciac don vi
duogc khach hang danh gia co

0% 10% 20% 30% 40% S0% 60%

nhidu hinh thic cung cép

cac hinh thirc cung cAp thong tin phd bién
B0 phan mét ctra, bang niém yét, hoi

thong tin da dang. Bén canh
nhu website, thu dién tir, huéng dan tai

nghi,... khach hang ciing gép y bd
sung thém mot sé hinh thirc khac nhu
td roi hoic dén truc tiép don vi dé
huéng dén.

Nb6i dung théng tin cung cip
dugc 75,96% khach hang danh gia
kha, tot; 12,98% danh gia tam duoc;
tuy nhién ty 1€ khach hang danh gia
thiéu nhidu néi dung hoic khéng cé

Chat lwong thong tin

5,77%
9,47% ® Théng tin rat so

sai, kho hiéu

= Thong tin so sai,
kho hiéu

= Tam duge

mKhé rd rang, dé
hiéu

® R4t r6 rang, dé
hiéu

thong tin con dén 11%. V& chét lugng thdong tin, cé dén 29,88% chua that su hai

71



long v&i chit lugng théng tin dugc cung cip; con lai 40,38% d4nh gia rat rd rang,
dé hiéu, 29,73% danh gia kha 16 rang, dé hiéu.

Péi v6i khach hang giao dich truc tlep, 91,9% cho b1et dugc giai dap, huéng
dan tir phia co quan thué khi c6 vuéng méic va 91,1% cho rang cén b tiép nhén cé
tim hiéu nhu cAu thong tin dé giai dap, hd tro kip thoi. Ty 18 khach hang khong hai
long véi 02 ndi dung trén tép trung chti yéu & Chi cuc Thué huyén Khanh Son.

Khéch hang cling luu ¥ co quan thué cin hd trg tét hon cho nguoi dan,
doanh nghiép théng qua cac sb dién thoai da c6ng khai: “Péi lic goi dién thoai dé
hoi khéng ai nghe mdy, dé nghi triec dién thoai tot hon” - - ¥ kién khach hang Chi
cuc Thué thj xa N1nh Hoa; “Tang cuong hé thong chdm séc khdch hang, khi khdach
hang goi dién can hé tro va gidi ddp thiéc méc, nhan vién cham séc khdch hang
phdi tén tdm, tw van chinh xdc, nhiét tinh” — gop y ctia khach hang Cuc Thué tinh.

2. Piéu ki€én tiep don va phuc vu

~ Nam 2018, chi Didu kién ti€p d6n va phyc vy
s6 hai long trung binh : s
v é Di éu ki én ti ép d(')n Chi cyc Thué Khénh Vinh ] 8 91.27%
Chi cuc Thué Ninh Hoa ' 2,59%
va phuc vu cia nganh Chi cuc Thué Dién Khnh | 8201%
thUé dat 79,68%, Chi Chi cyc Thué€ Cam Ranh ‘ Ny 81,18%
tang 0,43% so v4i ndm | CoveThuéNhaTrang | ot
. A ~ Chi cuc Thu# Cam Lam 80,33%
2017’ tuy nhlen van Chi cyc Thué Van Ninh | T7.9%
bdo ddm muc tiéu tinh Cuc Thuétinh | g 7
dé ra. Chi cuc Thué | cuicve TouéKninh son s
Khénh VTnh c(') chi Sé 50% 55% 60% 65% 70% 75% 80% 85% 90% 95%

hai long cao nhét (91 27%) thap nhat 1a Chi cuc Thué huyén Khanh Son 62 ,29%,
day ciing 14 don vi duy nhét c6 chi sb Trung binh.

C6 6/9 don vi ting chi sb, trong d6 Chi cuc Thué Nha Trang ting cao nhit
(4,18%), ké tiép 1a Chi cuc Thué Cam Lam (3,13%); 04 don v1 con lai c6 murc ting
chua dén 2%. Chi cuc Thué Ninh Hoa va Van Ninh cé chi sb thip hon nam 2017
lan luot 13 1,21% va 1 ,99%,; riéng Chi cyc Thué Khénh Son sut giam chi s6 kha
16n, hon 15%.

Diénh gia vé giao dién website hodc img dung phuc vu giao dich tryc tuyén,
80,81% khéach hang nhin xét khé don gian, d& theo ddi; 16,93% nhan xét tam
dugc; con lai 2,46% dénh gi4 rdi rim, kho theo d&i. V& thao tac trén website hodc
trén (mg dung truc tuyén, 22,40% khach hang danh gia khong khé lim; 76,02%
khach hang nhan xét don glan dé thuc hién. Chi ¢6 07 khach hang cam thiy con
rdi rim, khé thuc hién; chi yéu 14 theo tac tao 14p, ddng nhdp tai khoan va tao 14p,
ndp hd so dién ti.
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Mirc @ 6n dinh cta hé théng

tmg dung chua dugc khinh hang = Hé théng lic nao

, .y ’ , ciing truc tric
dénh giad cao, chi 25,73% khaich

\ . N + A A m H¢ théng tryc tric
har;g danh gia ’he,: thong ludn théng thuromg xuyén
suot, khong thay truc tric; 65,46%

oA, anc 1s . <« . A ® Heé théng lic duge

cho biét doi luc con tryc tric; gan e khong

9% con lai cho biét lic dugc lic
khong hodc truc trac thuong xuyén.
Noi dung nay cﬁ,ng dugc nhiéu u Hé théng luon
khach hang c6 y kién, nhu nhin xét, théng suét, khong
r s , . . Z thidy tructric
gop y cua khach hang Chi cuc Thué
Nha Trang: “Puong truyén hay bi nghén. Phdn mém ndng cdp lién tuc lam cho
ngu’o"i thuc hién kho’ nim bét. Bén canh dé phd‘n mém chua dwoc hoan thién sau
khi mbi lan nang cap " hay “Doanh nghiép rdt mong co quan thué xit Iy dwong
truyén thong sudt dé doanh nghiép dwoc thudn lpi hon trong viéc khai va ndp thué
dién tir cho nha nwoc”.

= Hé théng d6i lc
con tructric

Péi vai khach hang giao dich truc tiép, con 4,26% khach hang chura hai long
va 24,26% danh gia tam duoc véi dién tich 1am viéc ctia B6 phan mot cira (cha yéu
14 khach hang Chi cuc Thué Khanh Son, Dién Khénh); gan 1/5 khach hang khao
sét cho biét s§ lugng ngudi giao dich truc tiép kha dong. V& trang thiét bi phuc vu
tiép dén va 1am viéc, 88,50% khach hang nhéan xét ddy du, thuan tién, hién dai.

3. Thi tuc hanh chinh

Chi cuc Thué huyén Khanh Vinh tiép tuc dugc khach hang danh gia cao
nhét & tidu chi nay, véi chi sé hai 1ong dat 87,14% va céch don vi dimg thit hai dén
6,05%. 08 don vi con lai 6 chi sé & mirc Kha, giam dén tir khoang 81% dén 71%;
trong d6 c6 4 don vi chua dat muc tiéu cua tinh 14 Cam Ranh, Cam Lam, Khanh
Son va Cuc Thué tinh.

Thi tyc hanh chinh Trr Chi cuc Thué

: ' Khianh Vinh c¢6 chi sO sut

Chi cuc Thué Khidnh Vinh 87,14% . * .

Chi cyc Thué Ninh Hoa ! 8109% glam nh@ 1,41%, cac dUn V1

Chicuc Thu Didn Kiiah e thué con lai déu ting chi so;

Chi cue Thué Nha Trang 79;14% , o z Z . .

— ook muc ting thap nhat 1a Chi

Chi cue Thaé Cam Ranh | T6.62% cuc Thué Van Ninh Véi 8%,
Chi cuc Thué Van Ninh | 4.92% - X N .

v Thotinh ,z' tang’ cao nhat 1a Chi cuc

b cue Thé Kiviah Son .20 Thué Nha Trang (20%).

- o o = % ™ | Kéo theo chi s6 trung binh

vé& Thu tuc hanh chinh nim 2018 ting manh, cao hon 15,14% so v&i niam 2017; tuy
nhién, két qua chi sb cudi cung méi dat 77,86%, chua dam bao muc tiéu 78% cia
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tinh.

Vé thanh phin hd so phai ndp, 23,78% khach hang dénh gia rit don gian,
hop 1y; 43,28% nhén xét don gian, it gidy to; 31,17% cho ring khong c6 gi phuc
tap; con 13 1,77% cam thiy qua nhidu gidy t& phirc tap, nhiéu loai khong cén thiét.
V& biéu mau, t khai, da sé khach hang nhan xét khong phirc tap 1im hogc kha don
gian, dé thyc hién; khach hang cung mong muén co quan thué chuyén mét sb biéu
méau sang hinh thirc tryc tuyén: “Vé biéu méu khai truc tuyén nén bé sung mdu bdo
cdo an chi (bdo cdo chimg tir, thué thu nhdp cd nhdn) vao hé thong ké khai truc
tuyén”.

C6 8 khach hang cho biét danh nhiéu
-::’; réenhizuthét | thoi gian cho vige thyc hién tao 13p va ndp
hd so dién tir; con lai 24,83% nhéan xét tam

] Khénhlgu thoi . ’ )
gian dugc va 73,36% danh gia khong mat nhiéu
 Tam dge thoi gian. Gan 30% khach hang con phai bd

sung hd so sau khi da ndp truc tuyén (ty 18
ndy d4 giam nhiéu so véi nam 2017); da sb
® Thyrc hign it nhan dugc théng bio bd sung qua email,

nhanhchéng con lai nhén qua tai khoan dang ky hoic
dién thoai.

® Tuong ¢5i nhanh

Ddi véi giao dich truc tiép tai B phan mét ctra, nhidu khach hang hai long
vé&i ndi dung va chat lucmg th6ng tin thu tyc hanh chinh dugc cong khai tai co quan
thue tuy nhién con dén hon 15% khach hang cam thdy chit luong thong tin cung
cép chua dugc bao dam (Chi cuc Thué Cam Ranh, Cam Lam, Dién Khanh).

4. Sy phuc vy ciia can b, cong chirc

Chi s6 trung binh vé&
Su phuc vu ctia can bg, cong
chic dat 93,34%; giam ot (T
5,80% 50 v6i nAm 2017. Cyc | oo
Thué tinh dugc danh 8i4 CA0 | onicve ot nanivon |
nhit véi 99,57%; tiép dén 1 = cricwuscampann |3
Chi cyc Thué Ninh Hoa, Van | ecmecamin
Ninh. 9/9 don Vi vurot chi Chi cyc Thué Dién Khanh
tiéu 78% cua nidm & tiéu chi
nay, trong d6 c6 8 co quan
dat mic Tét; Chi cyc Thué Khanh Son 1a don vi duy nhét dat mirc Kha, véi
80,88%.

Theo két qua khao sat, 99,77% khéch hang truc tuyén cho biét khéng gap

Sy phyc vy cha cén bd, cong chire

Chi cuc Thué Khinh Sou | Wesess
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tinh hudng nhiing nhiu, tiéu cuc; chi c6 01 khach hang phan anh “Céng chirc doi
hoi bdi dudng qua hodc chi phi dich vu mai tiép nhén giai quyét” (Cuc Thué tinh).

Nina hve it 1 7B 50 (e 660) Dé6i véi khach hang giao dich
! ¢ ti A e TaA LA Ay 2 ,
we HEP truc ti€p tai BO phan mét cira, khach
2,58% -;ff;?ézuéﬁltmo hang lf}:éng’ phai chod .dqi l1au hodc
s dugc tiép don nhanh tai cic co quan
uCon chém Chap A > A 4 \ 9
thué (94%). Ty 1€ khach hang cam
» Tam duoe thay khong hai long vdi théi do giao
tiép, tng x{r cda cong chic la dudi
sTuong ddinhanh | 504 khong hai long véi nang luc xir
Iy hd so dudi 10%. 100% khach
# R4t nhanh chéng . X R o x
hang cho biét khong gép tinh hudng
nhiing nhiéu, tiéu cyc; tuy nhién 22

trudng hop cho biét “Cong chuc khong doi héi, nhu'ng van boéi dudng”. Khach
hang cling phén &nh cé truong hop can bd tiép nhan hd so ngoai co quan hodc gioi
thiéu dich vy, ngudi quen cho khéach hang.

Hwéng din hoan thién hd sor  ®Chua fimg thiy husng

Trong 235 khach hang giao dich !
tryc tiép thi 52 ngudi cho biét hd so bi prafrgaae
tra lai vi thiéu gidy t(‘)z gidy to kh6r3g hgp 1.92% stsing i fj’ﬁimg
16 va hon mot nira sO nay phai bd sung Khong théng nbit
hd so tir 02 1an trd 1én méi duge tiép
nhin; nhiéu y kién phan 4nh do sy

wHudng dan bang cach
ghi vio to gidy nao 4o
tién tay My dwgc

. a A SR A Hréng din bing phié
huéng din chua diy du, rd rang va e
A A 9 I3 A A 4 cong chire khéngkv

thong nhit cia can bd, cong chirc: xéc uhin
(€9 r Ié 7 7. ’ r lBﬁng phlﬂl h“éngd‘an’
Céng chirc hwdng dan phdi chinh xdc, thong tin rét cu the,
cong chire mét cira ky
tranh hanh ngu'az dén di lai stra hodc bo x4 ghin

sung thong tin ho so nhzeu lan” — y kién cia khach hang tai Chi cuc Thué huyén
Cam Lam. Chi 19 trong sb 52 khach hang nay cho biét dugc nhan phiéu huéng dan
c6 thong tin cu thé, cong chirc mot cira ky xac nhén; nhiéu khach hang phan anh
B9 phin mot ctra Chi cuc Thué Khanh Son chi huéng din bang miéng, khong rd
rang.

Co 05 truong hop phdn dnh cdn bo tai B4 phdn mét cira tir chdi nhdn hé so
vi cho rdng ho so khong thé gidi quyét tai Chi cuc Thué Ninh Hoa, Cam Lém, Dién
Khdnh va Khanh V'nh 49 khdach hang khéng nhdn dwoc Gidy tiép nhdn hé so va

hen tra két qua, gidy khong ré ngay nhdn hodc ngay nhdn bi sua lai bang tay
(Dién Khdanh, Khdanh Son).
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5. Két qua, tién do giai quyét cong vide

Két qua, tién do giai quyét cong viéc Két qu*’ll phén tich
dir liéu cho thay, trong 9
don vi thué thi c6 02 don
vi chi s§ dat mirc Trung
binh 14 Chi cuc Thué Nha
Trang (62,12%) va Cuc
Thué tinh (63,26%).

Con lai 07 don vi
dat mirc Kh4, cao nhét 1a
Chi cyc Thué Khanh
Vinh dat 82,82%, déy ciing 13 don vi duy nht dat chi tiéu 2018 cuia tinh & tiéu chi
nay.

Chi cyc Thué Khénh Vinh ]
Chi cuc Thué Dién Khénh '
Chi cyc Thué Cam Lim )
Chi cue Thué Ninh Hda .
Chi cye Thué Cam Ranh )
Chi cye Thué Khénh Son ]
Chi eyc Thué Van Ninh ]

Cuc Thué tinh

Chi cyc Thué Nha Trang

55% 85%

Tdng hop v kién cia khach hang ndp hd so truc tuyén, 11,96% danh gia co
quan thué giai quyét rat nhanh, dat yéu cau; 12,64% gidi quyét sém han, 73,36%
ding han va con lai 9 khach hang phan 4nh c6 hd so bi tré han.

Déi véi trudng hop hd so tré han, khich hang danh gi4 Chi cuc Thué Van
Ninh giai thich ly do tré r5 rang, Chi cuc Thué Nha Trang chi giai thich chung
chung do 16i hé théng. Khéng c6 truong hop khach hang nop hd so truc tuyén
khéng nhén duge két qua giai quyét.

Vé phuong thitc nhan két

qud, c6 66,97% nhan két qua qua Hinh thirc tra két qua
email, 42,70% nhan truc tiép trén . 66,47%
tai khoan ding ky, 20% nhén qua Nhan qua email
dudng buu chinh, chi 6,29% dén a27b%
X R n . 2 n Nhin tryec tiép trén tii khodn dang ky

truc ti€p Bo phén mét cira dé nhan. 1

GATA A oA N 2 - 0,00%

Néu nop tryc tiép thi hé so khong Nidn qua ding b chih |
hop 1¢ sé bi trg vé 3 ,

'Op; ¢ s‘e b'lfra 1:‘6 ngay, n?p tru"c Bén trye tiép BY phdn mdt cira 46 nhin 5%
tuyén thi phdi cho 2 — 3 ngay. Xiic los
tién thoi gian xét duyét thi t6t” 1 y kie \ )0 ) ) ) ) ) ) .
kién gép y cua khach hang tai Chi 0% 10% 20% 30% 40% S0% 60% 70%

cuc Thué Nha Trang, don vi can luu y thai gian tiép nhan hé so truc tuyén.

Doi véi khach hang giao dich tryc tiép, c6 17,91% khach hang phan anh
phai bb sung h so sau khi d4 nép; 78,72% chi di 01 1in Ia nhén dugc két qua va sé
nhén két qua qua dudng buu chinh 13 17,02%.

Trong 14 khach hang c6 hd so tré hen thi dén 12 ngudi cho biét khong nhin
duoc théng bao trude béng vén ban, xin 15i va hen lai thoi gian tra két qua.
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6. Tiép nhin, xit ly thong tin phén hoi

So véi nam 2017, chi sb hai | Tiép nhan, xir I thang tin phan hdi
1ong trung binh vé Tiép nhan, xur ly
théng tin phan hdi ting 1,41%, dat = Miocmeani
80,80%, vuot mitc 78% d& ra. Chi = ™™=
cuc Thué Khanh Vinh, Ni1~1h Hba va i::cdm:;:::
Dién Khanh thudc nhom dan dau vOi e muicopan |
chi s6 lan luot 14 91,20%, 89,66% va  ciacmécaniin
87,21%; cung x&p loai Tét. Con lai o Thubtinh |
05 don vi & muc Kha va 01 don vi s )
Trung binh (Chi cuc Thué Khanh *™™**"
Son vai 60,55%).

2
£

-4

=]
EN
g
&
=

okt oot s e B B

Cé 13 khéach hang giao dich truc tuyén va 25 khach hang giao dich tryc tiép
cho biét khéng thiy thong tin duong day nong (sb dién thoai, dia chi thu dién
tir,...) dé phan 4nh, kién nghl Trong 61 khach hang c6 phan anh, kién nghi véi co
quan thué thi 8, 20% cam théy rét thuan tién, dé dang, 57,38% nhén xét kha thuén
lgi, 27,87% cho rang tam dugc. Con lai 4 khach hang cam thy chua that sy thuén
tién hodc con kho khén, phién ha. Trén 85% trong sb d6 hai long véi két qua tra 161
ciia co quan thué; khach hang c6 phan anh, kién nghi véi co quan thué chu yéu la
khéach hang ndp ho so tryc tuyén (77%).

D6i voi da s6 khach hang khong
® Néu phan 4nh, kién . 2 r <A . . 0
hehisebigaykns | CO phan 4nh, kién nghi thi 82,59% cho
dé <& £ qs L, JA A .
Rt ngai,vi phibu biét co quan thueolam rat tot, khong‘ co
phiénh2 gi phai kién nghi; 5,75% khach hang
= C6 giri kién nghi chua tin tuéng két qua trd 1oi cia co
ciing khong dwge trd X . . 0 . )
loi quan thué; con lai 11,66% khong phan
m CO tra 161 cing , h . N . oA . .
khong giai quyét 4nh, kién nghi vi ngai phién ha, s¢ bi
d‘m gi A 14 ;’ 2 r . }\ A M r e .
mLam rétt6e khong | 28Y kho d€ (phan anh nhiéu doi véi Chi
cogiphiikinnghi | op Thué Cam Lam, Van Ninh, Khanh

Son).
[1IL. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Danh gia chung ciia khach hang

Nim 2018, cam nhén chung vé su phuc vu clia cac co quan thué, trong sé
443 khach hang giao dich truc tuyén thi c6 dén 78,56% khach hang cam thay hai
long va rat hai 1ong; 20,99% danh gia tam duoc. S6 khach hang c6 y kién khéng
hai long kha it, chi chiém 0,45% (02 khach hang). Péi véi khach hang giao dich
truc tiép thi con 13/235 khach hang khong hai long.

77



D6i v6i mot sé van dé cu thé ma khéch hang chua hai long, két qua tong hop
cho thiy viéc cong khai, minh bach théng tin c¢6 nhidu phén 4nh nhét, tiép dén 1a
thi d6 phyc vy, giao tiép kém, thii tuc hanh chinh réc réi, phitc tap. Bén canh do,
khéch hang ciling dénh gi4 céng téc phdi hop gitta céc co quan trong nganh va noi
bd co quan ciing chua that su tét: “Phdi hop giita cdc chi cuc thué chua t6t (vi du
cong ddn 6 nha trang lam quyét todn ¢ Khdnh Vinh phdi lién hé thué é Nha Ti rang
va nhdn vién nhiéu lan dé xdc dinh co quan c6 thdm quyén)”, “gidi quyét kién nghi
can sw thdng nhdt, dong b gitka by phdn chuyén mén khi phdn héi kién nghi don

.3

vi”,

K&t qua khao sit ciing N
y Y , R T 4 ~ A ?
cho thdy nhiéu khich hang Loiich ndp hé s dién tir
tiép tuc ting ho va dénh gis | -
) Pt .g’ S g Tiét kigm tho gian, d& di lai 85,39
tich cuc loi ich cia viée giao 1
. R ORARG Gidm gidy B472%
dich tryc tuyén, dé nghi mé _ :
A n C g O diu cing lam duge 63,60%
rong thém cac dich vy truc . 62.25%
X . n A X Gidm chi phf i

tuyén; tuy nhién hé théng Am e

’ N “n 4 ié b9,33%
ung dung chua hoan thién, Dethychién

A A A Y A A 47,1993
lién tyc cdp nhat va ha ting Nhanh 6 két qui

by A \ 3 2 -4 : 3 ,53%
con han ché ldm anh hudng | Henchéphitsinhtioucye
khéng nh6 dén su hai long Kndc |§180% )
cia ngudi dan, td chrc, 0%  20%  40%  60%  80%  100%

doanh nghiép.
2. Gop y ciia khach hang dé phuc vu tét hon
pé tiép tuc thuc hién tét hon, khach hang gép y mét s van d& nhur sau:

- Cai thién hé théng img dung, don gian héa thao tic, nang cip co s& ha
tang, bao dam tinh on dinh, thong subt ciia hé théng giao dich truc tuyén; tao thusn
lgi cho ngudi dan, tb chirc, doanh nghiép thuc hién thu tuc tryc tuyén.

- M6 rong thém cac dich vu cong truc tuyén nhu gidi quyét van ban, don thu
cua doanh nghiép qua hinh thirc tryc tuyén, truc tuyén héa cac bidu mau, ...

- Tang cudng cong téc hé trg khéch hang, thuéng xuyén bé tri can bd hd trg
khach hang thong qua sé dién thoai da dugc cong khai; giai quyét cac van dd, yéu
cau ciia doanh nghi€p mét cach nhanh chéng hon, 1§ rang hon.

(Xem thém chi tiét tai Phy luc Dt lidu phi cu triic kém theo Bio c40).
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Phin V:
CHi SO HAI LONG CAC BENH VIEN,
PHONG KHAM PA KHOA KHU VU'C NAM 2018

MUC L.
CAC BENH VIEN DA KHOA, CHUYEN KHOA

L. CHi SO HAI LONG CHUNG

Két qua phan tich dir liéu cho thdy, chi s6 hai long trung binh ndm 2018 cia
cac bénh vién da khoa, chuyén khoa c6 ting nhe so v6i ndm 2017, tir 80,19% lén
83,57% (ting 3.38%) va dat vugt 5,57% so voi myc tiéu Ké hoach CCHC nim
2018 (78%) 100% don vi dugc khao sat déu dat mirc tir Kha trd 1én trén thang do
chi 6 hai long. C6 12/14 don vi dat trén 78%, muc tiéu ké hoach dé ra. Pay ciing

14 nim dau tién Bénh vién Chuyén khoa tdm than dugc dua vao dbi tugng khao sat
nhung c6 két qua kha tdt, dat 87,14%.

Chi s& hai 1dng 2018- Khi bénh vién

Bénh vién chuyénkhoa Y hoc ..
Banh vién chuydn khoa Laova..
Bénh vién chuyénkhoa Da lidu |
Bénh vién Chuyén khoa Tam thin |
Bénh vién Da khoa tinh Khanh Hba |
Bénh vién Da khoa huyén Dién...
Bénh vién Banh Nhidt a6i |

Bénh vién Da khoa khu vizc Ninh...
B&nh vién Da khoa huyén Khénh... |
Bénh vién Da khoa huyén Camiém |
Bénh vién Da khoa huyén Van Ninh |
B&nh vién Da khoa khu vyre Ninh...
Bénh vién Da khoa khu vyc Cam...}
Banh vién Da khoa huyén. |

40% 50% 60% 70% 80% 90%100%

Bidu dd 19: Chi sb hai 10ng 2018 cac Bénh vién da khoa, chuyén khoa

Trong 6, c6 06 don vi c6 chi sb hai long dat mirc Tét (chlem ty 1€ 42,86%),
tiéu bidu 1a 02 don vi din du dat trén 90% 1a Bénh vién Y hoc c¢d truyén - PHCN
dat 95,68%, ké tlep 12 Bénh vién Chuyén khoa lao va bénh Phdi dat 91.08%.

Hai Bénh vién xép cudi 1a Bénh vién Pa khoa khu vyc Cam Ranh dat
75,21%, Bénh vién Da khoa huyén Khénh Son chi dat 72,02%. Bénh vién Pa khoa
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huyén Van Ninh tir don vi c6 chi s6 hai long thép nhét nim 2017 Ia 69,25% d4 co
nhiéu cai thién, vuon 1én dat 82,25% va c6 mitc tdng cao nhit véi 13,26%.

Bang 10. Chi s6 hai long cic bénh vién da khoa, chuyén khoa 2017 - 2018

SIPS
oo 07| oorg | Tineleim
Bénh vién Pa khoa huyén Khanh Son 70.28% | 72.02% 1.73%
Bénh vién Da khoa khu vuc Cam Ranh 74.40% | 75.21% 0.81%
Bénh vién Pa khoa khu vic Ninh Diém 82.58% | 81.07% -1.51%
Bénh vién Pa khoa huyén Van Ninh 69,25% | 82.51% 13.26%
Bénh vién Pa khoa huyén Cam Lam 81.66% | 82.72% 1.06%
Bénh vién Pa khoa huyén Khénh Vinh 75.33% | 82.73% 7.40%
Bénh vién Pa khoa khu vue Ninh Hoa 84.82% | 83.06% -1.76%
Bénh vién Bénh Nhiét d6i 86.34% | 83.56% -2.78%
Bénh vién Pa khoa huyén Dién Khénh 85.78% | 84.62% -1.16%
Bénh vién Da khoa tinh Khanh Hoa 78.01% | 85.64% 7.63%
Bénh vién Chuyén khoa Tam than 87.14%
Bénh vién chuyén khoa Da lidu 85.26% | 88.48% 3.22%
Bénh vién chuyén khoa Lao va Bénh phéi 85.55% | 91.08% 5.54%
Bénh vién chuyén khoa Y hoe ¢ truyén - 90.21% | 95.68% |  5.47%
Phuc héi chire ning
Chi s0 hai long trung binh 80.19% | 83.57% 3.38%

T4t c4 06 tiéu chi danh gia déu dat mirc tir Kha tré 1én, ¢6 chi sé trung binh
dat trén 78%. Cac tiéu chi d2u c6 chi s& trung binh ting nhe so véi nim 2017 véi
muc ting cao nhat 1 4,26 % va thip nhit 1a 2,08% Déy 13 ndm thir hai lién tiép
Tiéu chi Tiép nhan, xt Iy théng tin phan hdi c6 chi s& trung binh cao nhit véi
87,64% (xem Biéu d3).

Chi s hai [dng trén tirng tidu chi 2018 -Bénh
vién

Biéu d 20: Chi sé hai long 2018 trén 6 tiéu chi— Bénh vién
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II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép cén dich vu

Chi s Tiép can dich vu

dugc thiét ké gbm 06 cau héi (tidu 1A wHau nhir khéng o
chi thanh phan), phan 4nh sy cha hutng dén
dong trong viéc cung cip thong wHudng dén so sdi,
tin dich vu khém, chita bénh va kh6 ieu

cac hd tro thong tin can thiét khac B Tam duge

cia cac bénh vién da khoa,
chuyén khoa cho ngudi déan.

W Tuong d6i ddy dd, rd

Két qua nim 2018, chi s o

hai 1ong trung binh vé& Tiép cén
dich vu ctua khdi c4c bénh vién da khoa, chuyén khoa la 79,83%; cao nhét 12 Bénh
vién Y hoc cd truyén - PHCN dat 91,6%, Bénh vién Da khoa Khanh Son tiép tuc la
don vi ndm trong nhém thép nhét, dat 70,44%. So v&i nim 2017, chi s6 trung binh
ting 6,61 %.

K&t qua khao sét cho thdy, cac hinh thirc théng tin dich vu ciia khdi cac bénh
vién da khoa, chuyén khoa dugc md rong, da s6 thong qua 3 hinh thirc (86,4%),
ma chii yéu 13 bang niém yét tai bénh vién (31,39%), qua huéng dan cia can b,
nhén vién y té (32,02%) va qua ngudi quen gidi thiéu (19,92%).

s e kb Cac hinh thirc thong tin

1.63% m Hau nhu khdng gid o . . .

0.66% 12.83% ichgi 9 9t hién dai nhu website (trang tin
. (]

.Chusa2 d’éy dd hodc dién tﬁ'), béo, déi hay to rOi con
cythe chua phd bién, chi duéi 10%,
u Tam dugc trong khi y té 1a linh vuc dich
aTyongdbigyas, | V¥ su nghiép cong phai tién toi
dé hiéu tu chi hoan toan ngay tir ndm

wRétady i, d8hidu | 2018 va canh tranh kha gay git.

Két qua phiéu khao sat
thi chat lugng thong tin va mirc 46 dép ng nhu cau thong tin cta khich hang dat
mirc cao (84,80%). Tuy nhién,van con 12,83% khach hang d4nh gia chét lugng
théng tin & mirc Tam dugc; va 2,29% danh gia chua dly du, cu thé hodc hiu nhu
khong gitp ich duogc gi.

85,24% khach hang cho biét, cac khu kham, diéu tri va cac bo phan dich vu
duge huéng din ddy g, rd rang (bing so dd, bang biéu, man hinh hodc b tri nhan
vién hudng dan); 13,31% danh gia tam dugc. Chi ¢6 hon 1,44% khach hang chua
that su hai 1ong, giam nhe so v4i nam 2017 (gidm 0.81%).

81



Theo phan 4anh cua 4,15%
khach hang thi muc gia, phi cic dich
vu kham, chita bénh, vat tu y té chua

® Hoan toan khdng niém
yét
mChua ddy 80, rS rang

dugc céc bénh vién niém yét hoic = Tam duge
‘A A A A PV 2 1A mTuong &bi ddy au, 15
ay du, 1o rang. Ty lé ra
nem yet khong d v au, g 1y -Té?gca adurd rang,

minh bach

nay nam 2017 13 7,5%.

95,48% khach hang dénh gia
thi tuc nhép vién, ding ky kham chira
bénh don gian, linh dong, d& thuc hién; chi con 4,52% khéach hang phan nan.
97,53% khach hang
® R4t rrdrm 13, nhidu loai dénh gié cac loai giéy to phé.i

khéng cin thiét n - A \ . A
 Com phise tap, e ch ndp hodc xuat trinh kh1~ nhap
dy méc vién don gian, hop ly, d& thyuc
hién (ting 4,09% so véi nim

= Tuong abi don gian

® Kha don gian, dé thyre

hién 2017); chi con 2,47% con
"o ™™ | phan nan (ty 1& nam 2017 I3
6,56%).

2. Piéu kién tiép dén va phuc vu

Qua két qua Chi sb hai l6ng trung binh cia tiéu chi Diéu kién tiép d6n va
phuc vu dat mirc Tét, 84,87% (nam 2017 1a 82,48%, mirc Kh4); c6 10/14 don vi
dat mirc Tét (tir 84% trd 1én), 04/13 don vi dat mirc Kha va khéng c6 don vi dugc
danh gi4 & mic Trung binh.

Bénh vién Y hoc cb truyén - PHCN tiép tuc din dau vé Diéu kién tiép don
va phuc vy, véi chi sb dat 94,27%. C6 08 don vi nam 2017 dugc khao sat déu c6
chi sb ting & tiéu chi nay va chi con 05/13 don vi ¢6 chi sé giam khong dang ké.
Bénh vién Pa khoa Van Ninh ¢é mitc cij thién déng ké, 90,09%, ting 17% so véi
nam 2017. Bénh vién Da khoa Khanh Son thip nhit, chi dat 68,8%.

Qua phiéu khdo sit, c6 con

4 | 4 .7 A 2,90‘y
2,9% khach hang danh gia khéng " 3.68%
. \ A R 18,46% = Chat hep, mét vé
glan chung va khu vuc vé sinh bénh | 40,71% sinh, thiéu ngan nép

oA - A 4 A s o X Con ch , ¢h
vien con chét hep, mat vé sinh, thiéu " tnun ion -+ "
- < M N A Tam &
ngan nap; 3,68% cho ring con chat 3a26% o ouoe

hep, chua thuén tién, giam nhe so véi
nam 2017 (ty 1€ nay nam 2017 1a

3,57% va 6,02%).
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u ittt Ksing i Vé muc d0 an ninh, trat

xﬁﬁn tomecdpxiyrathwing | tyr, phong ngira trdm cdp cho
®An ninh, trjt tychiadim | NGUO1 dén tai cac bénh vién, nim
bio; vin con tinh trang trgm

cip 2018 khach hang danh gia an
*Tem duge ninh dugc thit chit hon; 72,39%
A Thinh thoiag vin iy s khach hang danh gia an ninh,
trom cdp, mat trit ty trat tu ddm bao, khong thay trom

»an ainh, rittydimbio; | cdp; 26,77% khach hang danh
khong thay trom cdp R . )
gia la tam duoc hodc thinh
thodng vin xay ra trom cép, mét
trat tu; chi c6 hon 0,84% khach hang khéng hai long vé tinh hinh an ninh, trat tu
tai cac bénh vién (giam 3,21% so v&i nim 2017).

d 14 A A *A ‘
3. Sy phuc vu ciia can b, nhin vién y té

Qua phiéu khéo sat, hiu
hét khach hang (88,42%) cho
biét can bd, nhén vién y té déi
xur voi khach hang khach quan,
cong bing (ting 4,86% so voi
nim 2017); 83% cép sb thu tu
lugt kham chira bénh va goi tén
khich hang qua hé théng loa.
Chi con c6 2,17% khach hang
phan anh con uu tién quen than hoic chua thyc su khich quan, c6ng bing (giam
1,33% so v&i nam 2017).

0.72% _1.45%

a Uu tidn ngudi quen than

u Chura thit sy khach quan,
céng biing

u Tam dugc

mKhé khdch quan, cOngbling

w Rét cong bing, ai dén
trurdre lam tredc

Nam 2018, 92.53% khéch
hang cho biét khéng mét nhiéu

Bang g quytt cho ngudi 250 | thoi gian chd dén lugt khim
Véing mitkhongrd Iy do 37 chita bénh; chi c6 7,43% khach
COmét nhung ther o, ré ra, | s hang phai cho doi rat 1au, mat

khéng quan tdm khéch hang |

kha nhiéu thoi gian. Nguyén
Dang néi chuyén dién thoai 18

nhan phai cho doi duge khach

Dang lam viec riéng | 47 17 hang phan anh chi tiét tai Phy
Khac |95 P luc; theo d6 van con 23,31%
Z pd P ]/

khach hang cho biét nhiéu luc
phai d¢i vi can by, nhin vién y
té ving mat khéng 18 ly do, 1am viéc riéng hoic t6 ra thd o, ré ra, khong quan tdm
khach hang.

0 50 100 150 200 250
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Vé théai @6 giao tiép, tmg x1r,
84,22% khach hang danh gid can
b, nhan vién y té tan tinh, lich su,
hoa nhd (ting 5,72% so vdi ndm
2017); 13,8% danh gia tam dugc;
chi con c6 1,99% phan anh con khé
chiu, bét lich su, cta quyén hoac
giao tiép kém, it tin tinh (giam gip
d6i so voi ndm 2017 - 4,75%).

95,18% phan 4nh can bg, nhan vién y té khong doi héi va kién quyét khong
nhén bdi dudng ciia khich hang (tang hon 1,06% so v&i ndm 2017); chi con 4,7 %
cho biét can bo y té tir chéi bdi dudng nhung van nhan, dua thi nhan, khong dua thi
th6i (nim 2017 13 5,5%). Tinh trang doi hoi bdi dudng tir can bd, nhan vién y té
con rét it, khong dang ké, chi c6 02 khach hang phan anh, chiém 0,12% (ndm 2017
12 0,36%).

mKho chiu, bt fich sy,
clra quyén

® Giao ti€p kém, it thn
tinh

u Tam dugc

| Khd tdn tinh, lich sy

» Lich sy, vui vé, tin tinh

Tdng hop chung, chi s Su phuc vy cuia can bd, nhan vién y té khéi cac bénh
vién da khoa, chuyén khoa dat 85,8 %, ting hon 2,69%; din diu van 1a Bénh vién
Y hoc ¢6 truyén — PHCN véi 96,88% (ting 3,68%), thip nhét 1 Bénh vién Da
khoa Khénh Son véi 77,72% (ndm 2017 13 75,04%).

O tidu chi nay, tiép tuc ghi nhan sy nd luc cua 12/14 don vi dat murc Tét, tir
84% (tdng 04 don vi); 01 don vi 12 Bénh vién Pa khoa khu vyc Cam Ranh dat mutc
Kha (79,25%) nhung vin cao hon muc tiéu ké hoach, chi con 01 don vi chua dat
chi tiéu 78% ¢ tiéu chi nay. Chénh léch chi s6 gifta don vi cao nhit va thip nhét
gan nhu thay déi khong déng ké 13 19,16% (nim 2017 13 18,62%).

4. Két qua dich vu

Cam nhén vé cach thirc kham, didu trj bénh, 76,19% khach hang dénh gia &
mure kha tét, an tim, tin tudng chét leong; 6,09% chua an tdm, giam 4,11% (nim
2017 1a 10,2%); 6,88% danh gia mirc tam dugc (ndm 2017 13 10,2%, ting 6,68%).
Nguyén nhén khong an tdm dugc danh gid do trang thiét bi, may méc thiéu
(28,94%); trinh d¢ tay nghé nhan vién y t kém (21,98%); 17,22% cam thdy con so
sdi, qua loa va mét s6 nguyén nhan khac (xem phy luc).

Tuy nhién, ty 1& khich hang muén chuyén vién giam, chi con 0,84% (nim
2017 14 2,5%). Ty 1¢ khach hang danh gia so sai, hodc chua an tim, nhan vién trinh
d6 con yéu dbi véi Bénh vién da khoa khu vuc Cam Ranh, Khanh Son van con kh4
cao, cin tiép tuc khic phyc.
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#Khdng hé duoct vin, ké cd
khi hoi

wChira that s nhiét tinh

06 tir v, gidithich

w T vin, gidi thich ddy 69, oy
the

nTur vin, gidi thich rkt ddyas,
16 tang

88,5% khach hang cho
biét dwoc cap thudc kha day du,
nhét 14 thubc BHYT hay c4p rat
day du, ding danh muc/thudc
men. C6 9,28% khach hang
danh gia tam dugc va chi cé
2,23% khach hang chua hai
long vé viée cip thudc cua céc
bénh vién, gidm 1,71% (xem
Biéu dd).

Piém tich cuc 13 97,41% khach
hang cho biét duoc y béc s§ tu van o
rang, d& hiéu vé tinh trang stc khoe
cia minh va cic khuyén nghi cén
thiét. Tuy nhién, ciing con 40 khach
hang nhan thdy viéc tu van chua that
sy nhi¢t tinh va chi 03 khach hang
cho biét khong hé duoc tu vén, ké ca
khi hoi (ty 1& nay la 2,59%, giam
4,78% so vGi nam 2018).

® Phdi ty mua tir bén
ngoai, ké ca thu8c BHYT

= C6 cép thubc nhung
khéng ddy du

n Tam dugc
m Kha ddy a0, nhét ja
thubc BHYT

w Cép rét ady au, dung
danh mycfhudc men

Téng hop chung, chi sb Két qua dich vu ciia khdi cac bénh vién da khoa,
chuyén khoa nam 2018 dat 82,27 %, ting 2,26%. C6 5/14 don vi dat mirc Tét, tir
84% tré 1én, din dAu 13 Bénh vién Y hoc cb truyén — PHCN véi 96,65%, thip nhat
1a bénh vién Khanh Son véi 71,8%. O tiéu chi nay, c6 11 don vi dat muyc tiéu trén
78%; chi con c6 03 don vi chua dat chi tiéu ¢ tiéu chi nay; khong don vi nao dat

dat murc Trung binh.
S. Chi phi dich vu

# Quié cao 50 vdi chét lwong
phyc w

nXhd cao

& Tam duge

axhiheply

¥ Xing d4ng vai chét lugng
phuc vy

Chi s6 Tiéu chi nay
duogc cai thién dang ké so véi
nim 2017. Panh gia vé muc
gia, phi kham chita bénh va
vit tr y t& tai bénh vién,
79,56% cho biét kha hop ly
hoic ximg dang v&i chat
lugng phuc vu ctiia bénh vién,
tang 11,37% so vdi nam 2017,
17,54% khach hang nhan xét
tam duogc, giam 9,32%; chi co6
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2,89% nhan xét kha cao ho#ic qua cao so v&i chit lwgng phuc vy, giam 2,05% (ty 1&
nay ndm 2017 1a 4,94%).

95,48% khach hang
cho biét dugc giai thich 16
rang vé cac khoan chi phi
kham chita bénh, tang 4,04%;
chi ¢ 4,52% khéch hang cho
biét hoan toan khéng dugc
gidi thich hodc giai thich
khong rd rang (giam gén gép
doéi so v&4i nam 2017 -
8,56%).

1.63% ~2.89%

® Hoan toan khong gidi thich
= Chura 13 réng, thda dang
s Tuogn aéi 18 rang

WKha rdrang va hoply

m Gidi thich rét r3 rang va
thda dang

Téng hop chung, chi s6 Chi phi dich vu clia khéi cac bénh vién da khoa
chuyen khoa nam 2018 dat 81%, ting hon 4,26%; din dau 13 Bénh vién Y hoc cb
truyén - PHCN véi 96,1% (ting 6,4%). O tiéu chi nay, trong 14 don vi ¢ 05 don
vi dat mic Tét, ty 1& 35,71%, giam 17,23% (nam 2017 c6 8/13 don vi, ty 1&
61,54%); chi con c6 04 don vi chura dat chi tiéu 78% & tiéu chi nay.

6. Tiép nhén, xir Iy thong tin phan hdi

Chi sb trung binh v& Tiép
nhan, xir ly théng tin phan hdi dat
87,64%, tang nhe 2,08% so véi

0.97% 1.09%

B Khdng thiy gi o , o Z £
i i g nam 2017, mic tang thap nhat
¥ Tom duoc trong cac chi s6 dugc danh gia.
wKhé ddy b Trong d6, 04 don vi dat trén 90%:

by ai in, A . n 2 A
"Ry @RmSEY | Benh vién Y hoc cb truyén —

PHCN (98,6%); ké tiép 1a Bénh
vién Lao va Bénh phoi (98,73%),
Bénh vién Da liéu 93,33%, Bénh vién Da khoa tinh dat 90,07%.

0 tidu chi nay, trong 14 don vi ¢6 13 don vi dat vugt muc tiéu 78%, trong d6
c6 12 don vi dat mirc Tét; con 01 don vi chua dat chi tiéu 77% & tiéu chi nay
(Bénh vién da khoa Khénh Son véi 76,13%). Chénh léch gitra don vi cao nhit véi
thip nhit con kha cao, 22,47%, ting 4,34%.

Tra 16i cdu héi vé cong khai théng tin dudng day néng, lich tiép dan va diu
mdi tiép nhan phan 4nh, kién nghj cta khach hang, 8,76% danh gia tam dugc;
89,18% cho biét kha day di hojc day du, 15 rang, tang 1,57%. Chi ¢6 2,06 % nhén

xét thiéu nhidu thong tin va thdm chi khong hé niém yét (s dién thoai dudng day
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nong, tén can bd ti€p nhan théng tin, lich tiép dan), twong duong nam 2017 la

2,26%.

= Khong gidi dép

® RAL it khi va thidu tin dnh
% Tam dugc

mKhath

= Rét sdn sang va h
d!nritnun’;ignh uéng

Trong s6 144 khach hang

98,24% khach hang cho
biét khi gip vudéng méc hodc cin
thém thong tin, ho duogc can b,
nhén vién bénh vién cé sin sang
giai dap, huéng dan, ty 1& nay
ndm 2017 dat 96,62%. Chi con
1,75% nhan xét can bg, nhan vién
bénh vién khong giai dap hoic rat
it khi va thiéu tén tinh.

di tmg c6 phan anh, kién nghi
v6i bénh vién thi hiu hét
(89,58%) cho biét rat thuan tién,
dé dang, tuy nhién giam 4,27%
so voi niam 2017; chi c6 15
ngudi (10,42%) cam thdy khé
khén, phién ha, chua thuén tién.

Dbi v6i 1.517 khéch hang
chwa timg phan 4anh, kién nghi

0.79% # N&u phin snh, kién nghi s& bi
: gly kho dé

m R4t ngai, vi nhidu phidn ha

» Cé giri kién nghj ciing
khdng dugc trd loi

2 Cotrd I cling khobng gidi
quyét dugc gi

w Lam rét tét, khéng cé
vuréng méc gl

thi nguyén nhan 14 do bénh vién lam rét t6t, khong cb gi phai kién nghi (79,89%,
ting 6,22% so v6i ndm 2017); sb khac ngai bi gay khé d& hodc nhiéu phién ha

(xem hinh).

3.47%

uChua timg théy tra i

m it khi trd K hodic trd Ibi khé
cham, tr Wi khong théa déng
1 Trd i trong adi 18

® Trd & nhanh, ndi dung kha 13

#Trd i nhanh chong, théa
dang, cdng khai

Trong sb 144 khach hang
da timg c6 phéan 4nh, kién nghi, ty
1& danh gia khong thay dbi nhiéu,
gin nhu gitt nguyén, cu thé ¢6
88,19% khach hang danh gia kha
t6t (n3m 2017 13 88,9%); 3,47%
chua timg thdy tra 10i (nim 2017
14 3,37%) va 8,33% cho biét it khi
thiy tra 151 hodic rat cham, khong
thoa dang (ndm 2017 13 8,99%).

III. PANH GIA CHUNG VA GOP Y CUA KHACH HANG

1. Panh gia chung

87



Cém nhan chung nhét vé su
phuc vu cua cic bénh vién da 1,69%
khoa, chuyén khoa trong nim 0,30% 13,37%
2018, trong s6 1.660 khach hang
dugc 14y y kién, c6 84,64% hai

® Rt khong hai long
& Khong hai Idng

\ s ACpas ot , # Tam duoc
long va rat hai long; 13,37% danh u Hailong
gia tam dugc; c6 28 khach hang ¥ RSt haifong

c6 y kién khong hai 1ong (chiém
0,3%) va 05 khach hang rat
khong hai long (chiém 1,69%)).

Nguyén nhén chua

Méy mc, rang thidtbi kneng ado (mg yéu hai long chi yéu 1 do thai

cbuktém chiva bgnn dé phuc vu cua can bd

Chét irgng kham, chira bénh kém 12 0 pmt J N ¥

Cor s vét chét, didu kién tiép a6n thidu nhin vién y té€ (21,54%);
thén, lac hau

mdy moéc, thiét b khéng
dip tmg ydu ciu (20%);
chét lugng khédm chita bénh
kém (18,46%), tiép dén 1a
Phan bigt abi xir, khong direrc ton trong thi tuc ruom ra, mét thoi

Kede J J ) J ) | gian (9,23%) va mdt sb
0 2 4 6 8 10 12 14 nguyén nhén khic.

Thi tye nrdm ra, mét thoi gian

Gidr gific lam viéc khdng nghidm tic

Thubc men didu tri thidu thén, kém chét
krong
Chi phi khdm chi¥a, bénh qué cao

<
Y

Ngoai ra, téng hop
dit liéu phi cAu trtic con tiép nhan rat nhidy phan 4nh cia khach hang lién quan dén
s phuc vu cla cdc bénh vién da khoa, chuyén khoa thudc tinh (xem Phu luc); rat
can dugc nghién ciru, tiép thu va cai tién trong thoi gian t4i.

2. Gop y ciia khach hang dé phuc vu t6t hon

Qua dot khao sat, cdc bénh vién da khoa, chuyén khoa thudc tinh nhan duoc
rat nhidu g0p y, phan anh, kién nghi véi mong mudn céc bénh vién khong ngimg
ting cudng chét lugng dich vy, phuc vu ngdy cang t6t hon cho Nhan dén trén dia
ban tinh. Téng hop chung, nhiing gép ¥ tap trung vio nhing vin dé hét sirc thidt
thyc:

- Tang cuong thém y béc s§ c6 tay nghé gidi, quan tim dao tao bdi dudng
néng cao trinh d9, ning luc; dé cao trach nhiém phyc vu nhan dan ctia c4n b, nhan
vién y té; cai thién thai do giao tiép, tmg xr theo hudng vin minh, lich sy, tan tinh.

- Giam b6t céc gidy 0, cac khau khong cén thiét va rit ngén quy trinh tha
tuc nhép vién, chuyén vién, thanh toan, xuit vién, ting cudng img dung cong nghé
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thong tin trong dich vu y té; giam thoi gian cho doi, ting thoi gian kham, chin
dodn; uu tién céc trudng hgp bénh niing, cip ciru; giai quyét chuyén vién kip thoi.

- Cai tao khong gian bénh vién, diu tu mo rong thém phong lam viéc, kham
chira bénh, ting cudng may méc, trang thiét bj k¥ thuét hién dai, bd sung thém
giuong bénh, nudc udng, ghé ngdi va céc trang thiét bj thiét yéu khéc; chu y cai
thi¢n vé sinh méi truong, tiép tuc ting cudng kiém so4t an ninh va trat tu trong
bénh vién; bb tri cac khu vue chirc ning theo huéng khoa hoc, lién hoan dé giam
thoi gian di chuyén cta bénh nhan.

- Néng cao chét lugng kham chita bénh, tu vAn, giai thich ddy da, tan tinh dé
bénh nhén yén tam, tin tudng vao két qua kham, chita bénh; chén chinh gid gidc
lam viéc.

- Tang cudng truyén thong, cung cip thong tin vé dich vy cdng phong phu
va chét luong hon; cing ¢ cac yéu 6 lién quan dén tiép nhén, xi ly théng tin phan
hdi, t6 chirc tiép nhan, giai quyét, tra 1i céc phan anh, kién nghi mét cach kip thoi,
10 rang, théa dang va minh bach.

Toan bg nhimng van dé chua hai long, con yéu kém ma khich hang phan 4nh
déu c6 kién nghi giai phap tuong img, rat thiét thuc va su sic.

89



MUC IL
CHI SO HAI LONG CAC PHONG KHAM PA KHOA KHU VUC

L. CHI SO HAI LONG CHUNG

Két qua phan tich dir liéu cho thiy, chi sb hai long chung va céc chi sé tiéu
chi thanh phan nim 2018 khéi PKDPK (PKPK) khu vuc ciia tinh thay déi khéng
dang k& so véi nam 2017. Chi s hai 16ng trung binh 13 78%, vira du dat chi tidu ké
hoach CCHC nim 2018 ctia tinh; miic ting rat nhe 0,09% (ndm 2017 13 77,5 1%).

Chi sé hai long 2018 - Phong kham da khoa
khu vyc

Phong kham DBa khoa Cam An Nam
Phong kham ba khoa Ninh Sim
Phong khém Da khoa Dién ..

Phdng kham Da khoa Tu Bong

Phdng khém Da khoa Khanh L&

Phdng khdm Da khoa Sudi Tén
Phong kham Da khoas khuvc 56 5 = 2018
Phong khdm Da khoa khuvyres6 1 m 2017

Phong khdm Da khoa Khdnh Binh

- Phong kham Ba khoa khu vyecsé 2
Phdng khém Da khoa Son Lam
Phong khém Da khoa khu virc s6 4

Phong khdm Da khoa Cam Phic Bic

Phong khdm Da khoa khu vyrc s6 3

o’

50% 60% 70% 80% 90%

Biéu d6 21: Chi s6 hai long 2018 — Phong kham da khoa

Trong 14 don vi dugc khéo sét, c6 03 don vi dat mirc Tét, 10 don vi dat mirc
Kha, 01 don vj dat mirc Trung binh; gi{t nguyén nhu nim 2017. PKDK Cam An
Nam dimg dau trong khéi PKPK khu vuc ciia tinh véi 87,72%; tiép dén 1a PKDK
Ninh Sim véi 86,7% va PKPK Dién Phuéc véi 86,02%.

Co6 08 don vi chua dat muc ti€u 78% cua tinh, giam 02 don vi so vdi nim
2017; trong d6 PKPK khu vuc sé 3 chi dat mirc Trung binh theo thang do chi sb
hai long (65,47%). Cac phong khdm Tu Béng, Sudi Tan, Khéanh Lé nim trong
nhom thip nhét; trong 6 Khanh L& chi dat 62,78%. Chénh léch chi s hai long
gitta don vi cdo nhit v thap nhét kha 16n, 22,25% (nim 2017 1a 21%). Xem Biéu d?.
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Day 13 nim lién tiép 6 tiéu chi danh gia déu dat muc Kha, tuy nhién tiéu chi
Tiép can dich vu vin chua cai thién dang ké, chi dat 72,85%, ting nhe 0,42% so
v&i ndm 2017. Riéng d6i véi tiéu chi Tiép nhan, xir ly théng tin phan hdi cai thién
manh mé& véi chi sb 82,54%, ting vugt bac 17,67%.

Chi 86 hal l1dng cac tidu chi 2018 - Phong
kham da khoa

Biéu d6 22: Chi s6 hai long 2018 trén 6 tiéu chi — Phong kham
II. CHi SO HAI LONG TREN TUNG TIEU CHi

1. Chi s6 Tiép cén dich vu

® 01 hinh thirc
3,51% 3,76%
=02 hinh thic
# 03 hinh thirc

™04 hinh thure

05 hinh thic tré
1én

dén 23,67%, ting 6,09% so v6i ndm 2017.

Qua khao sat, 85,6% khach hang cho u Hodn toan khong
biét chi tiép can thong tin dich vu cua
PKPK qua tir 1-2 hinh thirc; chi yéu van 1a
qua bang niém yét tai phong kham, qua
nhan vién y té gidi thidu, huéng din va qua
ngudi quen. Ty 1 tim hiéu thong tin qua

website rit thap, chi chiém 4,82%.

Chi sé trung binh vé Tiép cén
dich vu ndm 2018 cua khéi PKPK dat
72,85%, mirc Trung binh theo thang do
chi s6. Cao nhit 1a Phong khim sé 2,
v6i 80,83%; tiép dén 1a Phong kham sb
1, véi 75,55%. 02/14 don vi c6 chi sb
dudi 63,08%, muc Trung binh. Cao nhét
1a PKPK Ninh Sim véi 86,75%. Chénh
léch giita don vi cao nhit va thip nhét

s Chua ddy du, 18
rang

u Tam duwroc
= Tuong d6i ddy
4u, rd rang

nThtcaddurs
rang, minh bach
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Trong d6, 4,74% khach hang nhan thiy gid, phi kham chita bénh va vt tu y
té hiu nhr khéng dugc niém yét, hoic thong tin khong diy du, r rang gia, phi.

® R4t phire tap, nhiéu khé
= M3t kh4 nhidu thosi gian
= Tuong adi don gian

s Kha don gian, dé& thye

hién

= Rét don gian, linh
adng, dé thyc hién

95,45% khach hang danh gia
thu tuc nhap vién, ding ky kham
chita bénh don gian, linh dong, dé
thuc hién; chi con 4,55% thiy phirc
tap, khong can thiét, kho thuc hién;
trong tmg chi s cua khdi bénh
vién.

Trong 1.119 khach hang da
timg 1am thii tuc chuyén vién thi hiu

hét nhan xét don gian, d& thuc hién; con 14,01% van cam thy phttc tap, nhiéu khé,

mét nhiu thoi gian.

2. Chi s6 Diéu kién tiép dén, phuc vu

DPinh gia vé khéng gian
chung va khu vyc vé sinh cta phong
khém, da s6 danh gia tuong ddi rong
rdi, sach s&, thodi mai (trén 67%);
24,33% danh gia tam dugc. Con lai
trén 14% chua hai long vi chat hep,
thiéu ngin ndp, chua thuin tién.
11,52% khach hang chua hai long
vé noi kham va didu tri. 10,11%
chua hai long vé céc khu vuc xét
nghiém, can 14m sang. Cac khu vuc
dich vy hd trg nhin chung vin chua
dat yéu cau.

1.34% 7.96%

® Chit hep, mét vé sinh, hidy
ngén nap

#Cdn chét hep, chira thudn
fién

#Tam Qugt

#Turong i rong 1, thodi
méi

®An ninh, trét ty khéng
dam béo; trom cdp

xdy rathuong xuyén
®AD pinh, frét by chira
Aam bao; vln confinh
trang trom cép
nTam duoc

# Thinh thodng vin xiy ra
trdm clp, mat trdt ty

®An ninh, trat ty daém
bgo; khong thay trdm
cép

008%

Tra loi phiéu khao sat,
64,88% khach hang danh gia an
ninh, trdt ty dam bdo, khong théy
trdm cip; 33,33% khach hang danh
gia 1a tam dugc hodc thinh thoang
van xay ra trdm cip, mat trat tu;
van con 1,79% khach hang khéng
hai 16ng v& tinh hinh an ninh, trat
tu tai cac bénh vién. Muc dd nay
cho thdy tinh trang an ninh phong
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kham dugc khach hang d4nh hang thip hon khéi bénh vién.

Téng hop chung, chi s§ trung
binh vé Diéu kién tiép dén, phuc vu
ndm 2018, khoi PKPK dat 79,28%. 001% _006% nhithe it
DPugc danh gia cao nhat van 13 Phong = Con chét hep, chura
khdm Cam An Nam, v&i chi sb fhudn tén
96,42%; tiép dén 1a PKDK Ninh Sim
trén 90%. Trong 14 don vi thi 06 don " tarong dbirong i,
vi chua dat muc tiéu chung cuia tinh & w Sach s&, thodi mé,
tiéu chi nay (sb lugng nhu ndm 2017); Henen
trong do 01 don vi chi dat mirc Trung
binh, giam 01 so véi nam 2017. Thip
nhét 1a PKDK s 3 chi dat 65,91%. Chénh 1éch giita don vi cao nhit véi thip nhat
chiém 30,51%, qua cao so véi tinh hinh chung.

»Tam dugc

3. Chi s6 Sw phuc vu ciia can b, nhin vién y té

O tiéu chi nay, PKDK Tu Bong
dat 90,4%, cao nhét trong cic phong

& Uy tién ngudri quen thén ,

<ot i kham va cao hon'dorn vi dung cudi la
cha > PKDK khu vyc s6 3 xap xi 24%.

#Tam dugc *

K8 khéch quan, céng blng Tiép dén 1a PKDK Dién Phudc,

= Rit ctng g, cén dat trén 89%, murc Tét theo thang do
chi s6. Chi sb trung binh khéi phong
kham 1a 81,43%, dat myc tiéu chung

cua tinh.

Nim 2018, 84,35% khéch hang cho biét khong mét nhidu thoi gian chd dén
luot kham chita bénh, ting 2,54%; chi c¢6 2,33% khach hang phai cher doi rat 1au,
mét khé nhiéu thdi gian. Nguyén nhan phai chd doi dugc 28,13% khach hang phan
anh chii yéu vi can bd, nhan vién y t& ving mit khong 15 1y do lam viéc riéng hodc
to ra tho o, ré ra, khong quan tam
khach hang.

Pa sb khach hang ghi nhan
can bd, nhan vién y té tan tinh,
lich su, hoa nh3; 18,95% danh gia
tam dugc, tuy nhién 8,5% khéach
hang cho biét con truong hop giao
tiép kém, it tan tinh hodc khé chiu,
bt lich su, cira quyén.

002% 003%

® Kh6 chiu, bt lich sy, clra
quydn

# Giao tiép kém, ft t3n tinh

= Tam duge

# Khé tdn tinh, lich sy

& Lich sy, vuivé, t3n tinh
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4. Chi s6 Két qua dich vu

Chi s6 trung binh vé Két qua
dich vu dat 75,48%. Trong 14 don -?é:y gmgx muédn
vi thi ¢6 05 don vi dat muc tiéu ké 1.52% 6.57%

m Nhidu lic chwa an
hoach, 01 don vi dat Trung binh la tam
PKDK s 3. 12/14 don vi chua dat = Tam dugc
muc ti€éu 75% cua tinh. PKDK Cam  Khi 16t

An Nam dat trén 86%, cao nhit ;

L1 s TR R4t an tam, ti
trong khoi phong kham va cling 1a 'tw«.’::gn ket qué
don vi duy nhét dat mirc Tét.

Nguyén nhan khéch hang khong yan tam . Danh gia vé két qua kham,

di€u tri bénh, 65,74% khach hang

Trang thiétbj, méy méerit thida | 133 | cam théy an tim, tin tudng;

Thubc chira banh knong aby ol | 25,76% khéch hang chip nhin
Trinh 40, tay nghd nhan vién y & kém ‘ 45 duqc.

ech hm bénn s i chund IS 3 Nhung con lai 8,5% (95

Qs i,y otidm | khach hang) chua an tim, trong

we Py J ) ) ) J | 46 1,52% chi mudn chuyén vién.

0 20 40 60 80 100 120 140 Nguyén nhin chii yéu 1 trang

thiét bi, may méc rit thiéu
(46,5%), thudc chita bénh khong diy dii (18,88%); tay nghé, trinh d nhan vién y
té kém (15,73%) va cach kham, chira bénh con so sai (trén 10%).

Diém tich cyc 13 93,73% khéach hang nhén dugc su tu vAn nhiét tinh hon vé
tinh trang strc khée tir c4n bd, nhén vién y té.

5. Chi s6 Chi phi dich vy
Panh gia vé gi4, phi kham

chita bénh va vat tu y t€, hau hét ® Hodn todn khong gidi
khach hang (98,3%) déu cho ring 3,14% 3,49% thich

m Chuwa r8 rang, théa
déang

# Tuogn d8i ré rang

kha hop ly. 93,37% khich hang
nhén dugc sy giai thich twong déi

10 rang vé céc khodn phai chi tra. Kb 15 rang va hoply

Téng hop chung, chi sb trung u Gidi thich rdt &
binh vé Chi phi dich vu dat réng vé thda déng
75,54%, Phong kham Ninh Sim
tiép tuc dugc danh gi cao nhét, 1a don vi duy nhét dat mirc Tét véi 84,88%; Phong
kham Dién Phudc thip nht, véi chi s6 dudi 68%, mirc Trung binh (63,67%).
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6. Chi s6 Tiép nhan, xir Iy thong tin phan hdi

O tiéu chi nay, PKPK Cam An Nam véi 92,25% dat cao nhét trong khéi
phong kham; chi ¢6 01 don vi 14 PKDK Cam Phiic Bic dat mirc Trung binh, chi sé
dudi 68%. C6 03 don vi chua dat myc tiéu ké hoach cua tinh nim 2018. Chénh
léch giita don vj cao nhit véi thip nhit 1én dén 25,25%. Trong s khach hang da
timg giri phan 4nh, kién nghi véi phong kham thi 18,11% cho ring viéc thyc hién

kha thuén lgi, d& dang.

5.51%

Rt kh6 khiin, phién ha
u Chura thit sy thudn tidn
& Tam duge

¥ Kha thudn lgi

#RH thudn tién, dd ding

Trong sb 131 d3 timg giri phan
anh, kién nghi thi 80,92% nhan xét duoc
tra 101 nhanh chdng, cdng khai, ndi dung
kha r6; 19,08% chua théy tra 161 hoac tra
161 khong théa déng.

Nhu véy, viéc nhidu khach hang
con ngai giri phan 4nh, kién nghi khi c6
nguyén vong, vuéng mac.

III. PANH GIA CHUNG VA GOP Y, KIEN NGHI

1. Panh gia chung

0,63% 5 q9%

® R4t khong hai long
8 Khéng hai dng

u Tam dugc

& Hai fong

% Rt hai long

tmg yéu ciu kham chira
bénh; co s& vat chat, diéu
kién tiép dén rit thiéu
thén; thai do phuc vu cua
can bd, nhan vién y t& va
chét lugng kham, chita
bénh ciing nhu thudc men
didu tri. Chi phi kham
chita, bénh qua cao, thu
tuc rudm ra, mat thoi gian
cling 1a diéu khach hang

Trong 1.119 khach hang dugc 13y
y kién, c6 trén 79% khach hiang cam
thdy hai long hodc rit hai long déi véi
su phuc vu cua cac phong kham da khoa
khu vuc. 15,19% danh gia tam dugc va
gin 6% con lai cam thay chua hai long.

Nguyén nhan chua hai long bao
gbm: méay méc, trang thiét bj khéng dap

Mdy méc, trang thidt bj khdng ddp ing ybu..
Co s vit chéf, didu kidn tidp adn thidu..

Théi 60 phyc yu cda can b0, nhan vién y1é .
Chét rgng kham, chira bdnh kém

Thuéc men didu tri thidu thén, kém chét lugng
Gidy gific lam viée khing nghidém tac

Chi phi kham chira, bénh qué cao

Thi tuc rrdm ra, mét thoi gian

Phan bidt adi xtr, khong drrgci6n trong

Nguyén nhan chwa hal long

0 10 20 30 40 50
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chua hai 10ng, tuy nhién chi chiém ty 16 nhé va tap trung chi yéu & mot sb don vi
nhét dinh.

Déi véi timg van d& cu thé, khach hang ciing c6 nhing phéan 4nh rét r5 rang,
th1et thuc; dong thoi, nhimg mét di lam dugc, khach hang cling ghi nhin va mong
mudn don vi tiép tyuc phét huy dé phuc vu ngay cang t6t hon (xem chi tiét tai Phuy
luc).

2. Nhirng gop y ciia khach hang

Cung nhu khéi bénh vién da khoa, chuyén khoa, cac PKDK khu vuc nhin
duoc rat nhidu ¥ kién dong gop cua khach hang (xem Phu luc). Qua tong hop, cac
y kién tap trung vao céc nhém van dé trong tam sau day:

- Pdu tu, ning cap co s& vit chit, ting cudng trang thiét bi, may méc hién
dai dé phyuc vu nhu ciu kham chira bénh cho Nhén dén, ting cudng d6i ngii y bac
sT ¢o chuyé€n mén, trinh d cho c4c phong kham.

- Cai tao, ning cép diéu kién tiép don phuc vu khach hang, , ting thém ghé
ng01 chd cho khéch hang, quat mét, nuéc udng; trang b thém loa, micro, b6 tri ban
tiép dén, huéng din hop 1y hon; céi thién vé sinh céc khu vuc chire ndng va nha vé
sinh. Pdng thoi tdng cudng an ninh, trit ty tai cac khu vuc didu tri.

- Pbi méi phong cach, thai d6 phuc Vi, giao t1ep theo hudng van minh, lich
su, tan tinh, trach nhiém; chin chinh gior giic, 18 16i lam viéc cia mét b phan y
béc sT; khong dugc phan biét dbi xtr véi ngudi bénh.

- Cép du thubc cho cac phong kham, quan tdm chét luong thudc tét dbi véi
danh myc thubc BHYT; thim kham, chén doan k§ ludng hon.

- Giam cac gidy 1o, thi tuc ruom 1a, g1a1 quyét nhanh thi tuc xuét vién,
chuyén vién; quan tim bd sung phuong tién cip ciru, chuyén vién.

- Cong khai, minh bach diy du thong tin, tu vén, giai dap k1p thoi cac vudng
méc; trao ddi, tu van cu thé nhimg vén dé llen quan dn sirc khoe dé khach hang an
tdm vé chét luorng kham chita bénh; cing cb du'orng day nong, phéan cong can bd
truc, t§ chirc tiép nhan, xir ly, tra 16 cong khai va ciu thi, tiép thu nhitng phan anh,
gopy dé nang cao chit luong phuc vu Nhan dan.

Nhimg gép y nay can duge nganh y té tiép thu, nghién ctru dé c6 giai phap
dong bd, tao chuyén bién manh mé v& chit lu'ong dich vu cia cac PKBK khu vuc;
giup ngudi dan an tim kham chira bénh & tuyén co s6, giam 4p luc cho céc tuyén
trén.
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Phén VI:
NHAN XET CHUNG VA KIEN NGHI, PE XUAT

1. NHAN XET CHUNG
1. Nhirng mat da lam dwoc
a) D6i vdi cac S, UBND cép huyén va co quan nganh doc

So véi nim 2017, két qua khao sat ndm 2018 cho thy sy hai long cia ngudi
dan, t6 chirc va doanh nghiép dbi voi su phuc vu cua cac sé, co quan nganh doc va
UBND cap huyén ting 1én rd rét.

Trong 8 khdi co quan dugc khao st thi ¢6 7 khéi co quan chi sb hai long
trung binh cai thién so véi nam 2017; trong d6, Cong an, Hai quan, Bao hiém Xa
h6i ¢6 muc tang kha manh. Chi ¢6 Ngan hang Nha nudc giam nhe so vdi ndm
trudc (xem Bang 13). Chi s hai 1ong trung binh khéi UBND cép huyén vuot qua
khéi co quan S&, vuon 1én dimg dau véi mirc 83,19%; ciing 1a chi s trung binh
cao nhit trong 3 n3m tré lai day.

Bang 11. So sanh chi so hai long trung binh 2017 - 2018

£ Chi s hai long trung binh | Ting/giim

T Khoi co quan 2016 | 2017 | 2018 |so véi2017
1/Cac S& 76,64%| 79.72%| 80,46% 0,74%
2|UBND cép huyén 7533%| 7872%| 83,19% 4.47%
3|Bao hiém Xa hoi 71.90%| 73.,51%]| 79,52% 6,01%
4|Cong an 72,51%| 74,58%| 81,25% 6,67%
5|Hai quan 7542%)| 72,88%)| 80,03% 7,15%
6|Kho bac Nha nuéc 73.17%| 75,38%| 79,97% 4,59%
7|Ngn hang Nhanwse | 73,74%)| 82,64%| 81,05% -1,58%

8| Thué 75.06%| 73,69%| 78,62% 4.93%

So véi myc tiéu 78% ma UBND tinh ¢ ra tai K& hoach CCHC ndm 2018,
thi t4t ca 8 khdi co quan c6 chi s6 hai 1ong trung binh dat yéu ciu. Trong téng sb
67 co quan, don vi thudc 8 khéi néu trén thi c6 46 co quan, don vi c6 chi s6 hai
long cao hon nim trudc, trong dé nganh Céng an c6 9/9 don vi ting chi s6, mot sb
don vi c6 mirc ting rit dang ké. Néu duy tri dugc xu thé trén trong céc nim tiép
theo, viéc dat muc tiéu dén nim 2020 chi s hai long trén 80% 1a kha thi.

Dé c¢6 duge két qua nay, nhiéu co quan, don vi da quyét liét xay dung va

trién khai c6 hiéu qua nhiéu giai phap téng hop, ddng bd ngay tir ddu nam 2018.
Mbt s co quan don vi d4 phan tich rat k§ két qua khao sat nim 2016, 2017 dé phat
hién nhimg mat d& 1am duoc, nhimg van d& chua hai long va bién phap phi hop dé
khic phuc theo dung tinh than chi dao ctia UBND tinh. C4c S& Tai nguyén va Mai
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truomg, Tu phap, BHXH, Céng an, UBND cic huyén Khanh Son, Cam Lam,
Khanh Vinh, thanh phé Cam Ranh, Nha Trang... d8 ban hanh vin béan, yéu clu cic
co quan, don vi thudc, truc thude td chirc tuyén truyén, quan triét va thuc hién
nghiém chi dao ciia cip thim quyén vé khéc phuc nhimg vén d& chua hai long, dua
vao 4p dung nhiéu sang kién, cach lam hay dé nang cao chét lugng phuc vy, lam
thay ddi o rét két qua giai quyét cong viéc, mdi trudng giao tiép va cam nhén cua
khéch hang d6i véi co quan hanh chinh nha nuéc.

Chi sé trung binh cac khéico quan 2016 - 2018

70% -

60% -

CécS&{UBND | Blo
cip | hiém
huyén | X3 hoi Nha

W 201676,64%|75,33%| 71,90%[72,51%] 75,42 73,17%73,74%{75,06%)
W 2017179,72%/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%

Biéu d6 23: So sanh chi s6 hai 1ong co quan hanh chinh 2016 - 2018

Céc co quan di chi trong nhidu hon dén thong tin, tuyén truyén, gi6i thleu
vé co ché, chinh sach cua nganh, dia phuong, cic dich vy cdng ma minh cung cép
thong qua nhiéu hinh thirc phong pht, chét luorng th6ng tin dugc chil trong dé bao
dam thiét thyc; quan tAm nhiéu hon dén nhu ciu théng tin cta khach hang, tir d6
chu dong hé trg, giai dap kip thoi.

Céc 86: Lao dong — TBXH, Néng nghiép — PTNT, Théng tin va Truyén
thong, N6i vu, Cong Thu'ong, nganh cong an, Bao hiém Xa héi di chu trong tang
cuong déu tu, nang cdp, ci tao noi lam viée, tiép dén khach hang, bé trf thém cac
trang thiét bi h3 tro, phuc vu giao dich, tao khong gian lam viéc, giai quyét cong
viée thoa1 mai, hién dai, lich sy hon trudc. Dich vu céng truc tuyen do cac co quan
cung cip da timg budc phat huy tac dong tich cyc, la yéu t6 quan trong dé cong
khai, minh bach héa giai quyét tha tuc hanh chinh, giam phiéu ha, dem lai nhiéu
lgi ich. Tinh than, thai db giao tiép, tmg xir khi glao dich, giai quyét cong viéc cia
ddi ngii can bd, cong chirc da c6 chuyén bién rét tich cyc; tinh trang phién ha,
nhiing nhiéu giam manh. Tir 46, da tao nén tac dong chung lam gia ting sy hai
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long cta khach hang va gép phan tich cyc cai thién mdi truong kinh doanh, ning
cao uy tin cia co quan hanh chinh nha nuéec.

Trong s céc tiéu chi dugc khao sat, danh gia thi Tiép nhén, xir ly thong tin
phan hoéi dd c6 chuyén bién rét tich cuc & hiu hét cac khdi co quan, tai timg co
quan, don vi, dia phuong. Pudng day nong dd dugc quan tdm cong khai day du, o
rang, d& tiép cén; tinh trang phan 4nh, kién nghi ctia khach hang dbi voi co quan
hanh chinh gidm manh vi hau hét duge phuc vu t6t hon trude (so véi nam 2017, )
phéan anh, kién nghi giri qua Cdng thong tin Cai cach hanh chinh tinh nim 2018
giam manh). S6 it c6 phan 4nh, kién nghi déu duogc tiép nhan mét cach thuan lgi,
cau thj, dugc co quan hanh chinh nghién ciru tra 15i théa dang, cong khai.

Téng hop dit liéu phi cdu tric cho thiy, nhitng phan anh phién ha vé thi tuc
hanh chinh, sy thiéu théng nhét trong huéng dén hd so, tinh trang b sung gidy to,
di lai nhidu 14n, phan 4nh hd so tré hen, tinh trang doi hoi bdi dudng giam manh so
v6i nhimg 14n diéu tra trude.

b) Déi véi cac bénh vién va phong kham da khoa khu vuc:

Pay 1a cac don vi su nghi€p cong 14p cung cép dich vu su nghié¢p cong thiét
yéu, lién quan chit ch& dén an sinh x4 hoi va nhu cAu ctia hdu hét ngudi dan. Dé
lam cho khéch hang hai long, can su nd luc lién tuc, su vao cudc cua ca hé théng,
tir co ché, chinh sach dén nhimg vén d& cu thé lién quan truc tiép dén cam nhéan
ctia khach hang trong subt thoi gian kham chita bénh, sir dung dich vu tai timg co
s& y té. Nam 2018, 02 khéi don vi tiép tuc gia ting chi s6 hai long, trong mirc ting
ciia cac bénh vién da khoa, chuyén khoa kha tich cuc (3,38%).

Bang 12. Chi s6 hai l1ong trung binh bénh vién, phong kham 2017 - 2018

. . Chi s6 hai 1ong trung binh | ..
Ting/
TT Khoi dom vi 2017 2018 ang/giam
1{Cac bénh vién da khoa, chuyén khoa 80,19% 83,57% 3,38%
2 [Phong kham da khoa khu vire 77,51% 78,00% 0,49%

So véi chi tiéu ndm 2018 thi ca 02 khéi déu dat, trong d6 khdi bénh vién da
dat muc tiéu nidm 2020 (trén 80%). Trong 28 don vi dugc khao sat thi c6 dén 19
don vi cai thién két qua so v&i nam 2017; trong d6 18 don vi dat chi tiéu 2018; 9
don vi c6 chi sb dat mirc Tét. Pidu nay chimg té nhimg giai phap cdi cich hanh
chinh, ning cao chét lugng phuc vu, ddi méi cong tic kham chira bénh ma nganh y
té trién khai thoi gian qua tiép tuc phat huy tac dong kha tich cuc, can tiép tuc duy
tri va nd luc nhiéu hon.

Két qua khao sét ciing cho thdy, sy cai thién chi s hai 1ong chung phan bd
ddng déu trén 6 tiéu chi, trong d6 Piéu kién tiép don va phuc vy, Su phyc vu cia
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cén bd, nhan vién Y t& va Két qua dich vu 1a nhitng tiéu chi chi s hai long tang
manh, cd y nghia rat quan trong trén thyc tién.

Qua phiéu khao sat, khach hang da cé nhimng 11 khen nggi, ghi nhan, danh
g1a rit cong bang déi voi nhimg co quan, don vi, cdng chirc, vién chirc di phuc vy
rét t6t cho minh. D6 1a nhu'ng diém sang, 1a sy ddng vién rat quy dé céc co quan,
don vi trén toan dia ban tinh tiép tuc nd luc nhiéu hon trong thoi gian téi.

2. Nhirng véan dé con tdn tai

Bén canh nhing nd luc chung duoc khach hang danh gi4, ghi nhan, két qua
khao sat nam 2018 ciing phét hién mét sb vin dé cin tiép tuc quan tam.

Thtr nhét 1a trong timg khéi co quan, don vi, chi s6 hai long con phéan héa
khéa manh, mic du dich vu cong duoc cung cap kha tuong dong. Két qua phaén tich
phuong sai cling chi ra ring, cac yéu td nhan khiu hoc c6 tac dong khong dang ké
dén murc hai long trung binh, ma chu yéu 1a tac dong tir cac yéu t6 truc tiép lién
quan dén chit lugng dich vu va céc co quan, don vi cung cép.

Néu nhur ndm 2017, khéi luong giao dich hd so khéc nhau c6 lam phéan hoéa
murc hai long trung binh, nhét 13 & cap huyén va nganh Cong an, thi két qua khao
st nim 2018 cho thay tac dong nay bj triét tiéu. Nhu vay, néu c6 nd luc ding mirc
tir sy chi dao, diéu hanh va thay dbi nhan thir, phuong thirc phuc vy theo huéng
tich cyc, nhimg kho6 khin khach quan co ban cé thé khic phuc dugc.

Pén nay, viéc trién khal dich vy cong truc tuyén cia nganh cong an, Kho
bac Nha nuée con vudng méic. Déi véi Hai quan, Thué, Bao hiém Xa hoi d trién
khai rong rai d1ch vu cdng tryc tuyén thi gdp kho khin 16n 14 céac ung dung truc
tuyén déu do cp trén xay du'ng va chuyén giao thyc hién; viéc nang cép, bd sung,
hoan thién img dung 12 rét cin thidt, nhung khé bj dong.

Hé thong tng dung va co s& dir liéu giita c4c nganh chua dugc lién thong,
chua thyc hi¢n chia sé dif liéu ding chung nén su phdi hop giai quyét thu tuc chua
dong b9, thuén loi, lam phat sinh giao dich nhiéu 1in, chua giam dang ké hd so,
gidy t&r khi thuc hién thd tuc hanh chinh.

Dbi véi cac bénh vién, phong khiam da khoa khu vuc, khé khin nhit van 1a
ddi ngii nhan lyc va co s& vt chit, trang thiét bj.

IL. KIEN NGHI, PE XUAT

1. Poi véi cdc s6, nganh thugc tinh, cic co quan nganh doc va UBND
cap huyén

Céc sd, nganh, UBND cap huyén ra soat lai toan bg nhing quy dmh chi dao
vé cai cach hanh chinh coa cép c6 thdm quyén; tb chirc cdng b chi sb hai long
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2018, nghién ciru nhimg vén dé dugc phat hién qua khao sat dé nhanh chéng xay
dung ké hoach khic phuc nhitng han ché, thiéu sét, nhitng van d& khach hang con
chua hai long.

Trong d6, can phai thuc hién diy du, nghiém tuc, hidu qua toan by nhitng
nhiém vu tuyén truyén cai cach hanh chinh cua tinh. P4y manh cung cip thong tin
dich vu cong, nhét 13 dich vu cOng truc tuyén murc d§ 3, 4 mét cach thuong xuyén,
théng qua ddng thdi nhidu hinh thic. Phan cOng can bd, cong chic, vién chirc sin
sang tiép nhan, gidi dap, hudéng din nhimg vin d& ma ngudi dan, td chirc, doanh
nghiép con vuéng mic; két qua tra 10i, giai dap nhiing vuéng méc, phan 4nh, kién
nghi phai dugc phan hdi truc tiép, nhanh chéng cho khéch hang va céng bd cong
khai qua trang thong tin dién tir, phuong tién thong tin dai chung, niém yét tai noi
lam vi€c va cac hinh thirc phti hgp khéc.

Tiép tuc ddy manh ra so4t, dé xuét phuong 4n don gién héa thi tuc hanh
chinh, gidm manh giéy t&, biu mau, to khai khong can thiét, lam khé nguoi dan,
td chirc, doanh nghiép gay phién ha, mit thoi gian va cong stc ciia khach hang va
cé co quan hanh chinh; ting cudng céc bién phap huéng dan, hd trg khach hang
trong viéc 14p hd so, thi tuc hanh chinh (nhu xdy dung céc bd biéu miu tham khao,
thanh 14p céac tb tu van thuc hién tha tuc ngay tai B6 phan moét ctra, tu van qua dién
thoai, website, tng dung di ddng,...). Tang cudng kiém soat viéc giai quyét thu tuc
hanh chinh trén Trung tdm Dich vu hanh chinh céng truc tuyén tinh, giam thiéu
tinh trang b sung hd so nhiéu 1an, hd so tré hen. Cin chu ddo hon trong viéc
huéng din céc tién ich truc tuyén cho khach hang d& giam thdi gian, s6 1an di lai
va chi phi thuc hién thi tuc hanh chinh.

Tiép tuc chuyén manh trong tAm sang hd trg thuc hién dich vu cong, trong
d6 chi yéu bang hinh thirc trrc tuyén; tap trung hd trg thuc hién thi tuc hanh chinh
ngay tir ho so dau vao dé ning cao chét lugng hd so, giam bd sung nhiéu l4n, tich
cuc phdi hop ddy manh trién khai thanh toan truc tuyén phi, 18 phi, nghia vu tai
chinh.

Nghiém tic tuin thi nguyén tic va quy trinh giai quyét thu tuc da phé duyét,
huéng din hé so, bd sung hd so phai thuc hién theo ding quy dinh; hd so tr& han
phéi théng bao xin 16i khach hang va hen lai rd rang thoi gian tra két qua lan sau
theo ding quy dinh. Toan bd thong tin khach hang, hd so d4u vao va tai lidu phat
sinh trong qua trinh giai quyét tha tuc hanh chinh phéi duoc nhap ddy du trén Phin
mém mét ctra dién tir kién triic méi, d8 tich hop co s& dit liéu, théng nhét quan 1y
va cung c4p dich vu mét cach tién loi, nhanh chéng, hién dai.

Tiép tuc quan tdm céi thién noi 1am viéc, bd sung thém trang thiét bi,
phuong tién phuc vu tiép dén va 1am viéc tai B6 phan mot cira; khéc phuc nhitng
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diém bét hop 1y trong khong gian dén tiép, 1am viéc véi khach hang, cai tao lai 6
kinh giao tiép, chim dut tinh trang khach hang phai dimg lam viéc véi co quan
Nha nuéc hodc vi tri ngdi giao dich con bét tién, kém thoai mai, gy nguy hiém
cho ngudi 16n tudi.

Ra soat va bb tri hop can bd huéng dén, tiép nhan hd so di v6i nhimg co
quan c6 lugng khach hang giao dich qua déng, giam tinh trang qua tai, chd doi mét
nhiéu théi gian. Chi dao cong chirc, vién chirc phai wu tién tiép dén khach hang,
khéng dugc lam viée riéng, nghe dién thoai, thd o trong khi khach hang phai cho
doi; truong hop bét kha khang phai ving mit, phai xir Iy cong viéc cép bach phai
xin 15i va xin phép khach hang. Thuc hién dﬁy du ché d6 hd trg dbi véi can b mét
ctra theo quy dinh ciia Hoi ddng nhén dan tinh.

Déi véi cac co quan nganh doc, can kién nghi cdp trén diy manh trién khai
dich vu cong truc tuyén, tdng cuong ha tﬁng, két ndi co s& dir liéu véi cac nganh,
dia phuong thudc tinh; ra soat va hé théng nhitng van dé con bét cap, nhitng yéu
cau bd sung hoan thién déi véi website, ung dung truc tuyén dé kién nghi nang
cép, chinh stra kip thoi; quan tdm hd trg dich vu truc tuyén hiéu qua hon.

2. Pbi v6i cac bénh vién da khoa, chuyén khoa, phong kham da khoa
khu vye

beé cai thién chi s6 hai 1ong, cac bénh vién da khoa, chuyén khoa va phong
kham da khoa khu vyre can quan tdm thyc hién ngay céc cong viéc sau:

- Cai tao khong gian bénh vién, phong kham, mé rong thém phong lam viéc,
kham chita bénh, ting thém giudng bénh, ghé ngéi cho, quat may, nudce uéng, man
hinh théng tin va cac trang thiét b thiét yéu khac; cai thién nha vé sinh, chu trong
v€ sinh méi trudong va ting cuong cdy xanh trong khudn vién bénh vién, phong
kham, ting cudng kiém soét an ninh va trat ty trong bénh vién; bé tri céc khu vuc
chirc néng theo hudng gidm khoang cach va thdi gian di chuyén cho bénh nhan.

- Nghién ctru giam bét cac gidy td, cac khau khéng cén thiét va rit ngin quy
trinh tha tuc nhap vién, chuyén vién, thanh ton, xut vién. Xay dung cac quy trinh
cOng viéc va ting cuong tmg dung cdng nghé thong tin lién thong trong dich vu y
té, ké thira két qua cén lam sang, 1am sang gilta cac co s& kham chita bénh cia
tinh; giam thdi gian ché doi, ting thoi gian kham, chan doén; wu tién cac trudng
hgp bénh ning, cip ciru; giai quyét chuyén vién kip thoi.

- Tan tinh hon nifa trong viéc kham chira bénh, tu van, giai thich déy du, tan
tinh dé bénh nhan yén tam, tin tuéng vao két qua kham, chita bénh.

- Tiép tuc chan chinh thai d giao tiép, tmg xr, gior giAc, 18 18i 1am viéc clia
can bd, nhan vién y té.
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- Cong khai, minh bach ddy da théng tin, tur v4n, giai dap kip thoi céc vuéng
méc; trao d6i, tu vn cu thé nhiing vén dé lién quan dn sirc khoe dé khach hang an
tdm vé chit luong kham chita bénh; cling cd dudng diy néng, phan cdng can bd
tryc, t0 chirc tiép nhan, x 1y, tra 1o cdng khai va cau thi, tiép thu nhimg phan anh,
gopy dé nang cao chét lugng phyuc vu Nhian dan.

Dé nghi 86 Y t& nghién ctru, tham muu va trién khai mét ké hoach dong bo
vé nang cao chét lwrong dich vu trong toan nganh y té, trong d6 chu trong ké hoach
va 1§ trinh dau tu, ning ce‘ip co sG vat chét, bd sung thém trang thiét bj hién dai
phuc vu kham chita bénh, trang cép thubc chira bénh, vat tu y t& ddy du va c6 chét
luong cho bénh vién, phong khim; thu hit va dao tao ngudn nhan luc chét lugng
cao cho nganh y té; didu phdi médt cach hop ly cac ngudn luc nganh y té trén dja
ban tinh theo nhu ciu kham chita bénh cua Nhan dan, vu tién déc biét cho cac
huyén, x4 mién nti; didu chuyén, luan phién d6i ngii y bac st theo yéu ciu nhiém
vu cu thé.

Nghién ctru hoan thién céc by quy trinh, quy tic dé ap dung thong nhét d6i
v6i cic co s¢ kham chita bénh trén toan tinh, trong d6 chu trong cc quy trinh giao
dich v6i khach hang, quy tic, chuin muc (ng xir v6i khach hang; quy trinh kiém
tra, danh gia va khéc phyc nhitng v4n dé chua hai 1ong va cai tién chét lugng dich
vu dinh ky.

Trén déy 1a Bao c4o téng hop Chi s hai long 2018 cta cic s, co quan
nganh doc, UBND cip huyén, cic bénh vién da khoa, chuyén khoa, phong khéam
da khoa khu vyc trén dia ban tinh va mot sé dé Xuat, kién nghi./.

SO NOI VU TiNH KHANH HOA
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