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PhAn I:
T6NG euAN vE euA rniNu rRrEN KHAr xnAo sAr, oANn GrA

t. cAN cU pHAp L.f
- Nghi quy6t s6 :0cAlQ-CP ngiy O8/lIl2Oll cria Chinh phri ban hanh

Chucrng trinh t6ng th6 cii circhhenh chfnh nhd nu6c giai dopn 2}ll - 2020;

- K6 hoqch c6i cSch henh chinh nhd nu6c giai do4n 2016 - 2020 rlugc ph6
duyQt theo Quytit Ainn s6 ZZStqO-TTg ngey O4lO2/20t6 ctaThri tuong Chfnh pht;

- K6 ho4ch c6i c6ch hanh chinh tinh Kh6nh Hda giai do4n 2016 - 2020 ban
henh kdm theo Quytit dfnh s6 3777!QD-UBND ngey 25112/2015 cria UBND tinh
Kh6nh Hda;

- Quytit dfnh s6 2}721QD-UBND ngiy l2/8l2}t4 cria UBND tinh Kh6nh
Hda ban hnnh Quy chti kh6o s6t, drinh giri mric dg hei long cria t6 chric, c6 nh6n d6i
vdi sg phUc vg cira co quan henh chinh nhd nu6c vd dcyn vi sU nghiQp c6ng lfp tr6n
clfa bin tinh Kh6nh Hda;

- Quy6t ilinh s6 1601/QD-UBND ngey o6l6l2ot8 cria UBND tinh Kh6nh
Hoa ph6 duyQt K6 hoach kh6o s5t, ddnh gi5 mric dO hai ldng cria t6 chirc, c6 nh6n
AOi vOi sU phpc vg c6c co quan hanh chinh nhd nu6c, cdc dcrn vi sp nghiQp y ti5,

giSo dpc vd dio tpo tr6n dia ban tinh Kh6nh Hda ndm 2018.

II. QUA TniNTT TRIEN KHAI DITU TRA xA TTQI HQC VA ToNG
Hqp, rHAN ricn sO upu, vrfr nAo cAo rfr euA

1. D6i tugng, ph?m vi vlr phin cdng thgc hiQn nlm 2017

Cdn cf Quy chti kh6o srit, drinh gi6 mric dQ hei ldng cria t6 chric, c6 nhdn d6i
v6i sg phuc vu cria co quan henh chfnh nhd nu6c vd don vi sU nghiQp c6ng ldp tr6n
dia bdn tinh Kh6nh Hda dugc ban hdnh theo Quyi5t Ainn s6 zOntqD-UBND ngey
l2l8l20l4 cria UBND-tinh, trong ndm 2018, d6i tugrg dugc kh6o srit, drinh gi6
mric d6 hdi long bao gdm:

- Cdc Sd, ban, nginh thuQc UBND tinh (chua thgc hiQn rl6i v6i Vdn phong
UBND tinh, Thanh tra tinh vi Ban DAn tQc).

- UBND cdc huyQn, thi xd, thanh ph6.

- UBND cdc xd., phudrng, thi tr,5n.

- cdc co quan dugc t6 chric vd quan ly theo hg th6ng dgc cta c6c BQ, co
gyan ngang BQ dong tr6n dia ban tinh (c6c co quan ngdnh dgc cria Trung uong)
gom: Cgc Thu6 tinh, Cpc Hii quan tinh, C6ng an tinh, Ngdn hdng Nhd nu6c chi
nh6nh tinh, Kho bpc Nhd nu6c tinh, Bio hi6m Xe hQi tinh vd c6c don v! tryc thuQc.
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- Linh v.uc giSo dgc vd diro t4o.

- Linh wc y tti (kh6m, chta bgnh).

Cdn cri Quy6t ttinh s6 1614/QD-UBND ngay 081612017 cta UBND tinh,

viQc ph6n c6ng tri6n khai nhu sau:

- sd Noi vu chiu tr6ch nhiem kh6o s6t, dffi gi6 vd x6c dinh chi s6 hii ldng

eOi vOi 18 56, ngdnh; 06 linh v.uc nganh dgc; 8 UBND c6p huyQn; 8 chi nhSnh Vdn

phdng ddng ky dat dai; 09 benh viQn da khoa, 05 benh viQn chuy6n khoa vd 14

phong kh6m da khoa khu v.uc.

- Se Gi6o dgc vir Ddo t4o ti{ip tgc thgc hien diem AOi vOi 04 truong hgc

thuQc pham vi quan l), de nghiCn cfu hoin thien md hinh, phuong phSp vd x6c

dinh hqp lli d6i tugng thUc hien giai do4n titip theo.

- UBND huyQn, th! x6, thanh ph6 tri6n ktrai ddi voi I 37 IIBND cdp xd, 137

tr4m y 6 xd. Ri6ng Nha Trang vd Ninh Hda, m5i don vi thyc hiQn <ti6m aOi vOi OZ

truong m6u gi5o, 02 trudrng TiCu hgc vd 02 truong PhO th6ng co sd dC ti6p tpc rut

kinh nghiQm.

56 luqng dAu mi5i co quan, dcrn vi phii thpc hien danh gi6, xdc dinh chi s6

hdi ldng tr6n pham vi toin tinh trong dgt ndy le 393 co quan, don vi.

2. D5i tugng 6V f ki6n, quy m6 tlidu tra xi hQi hgc

a) Odi tuqng lilV !,kiiSn kh6o s6t:

Thgc hiQn theo dring Quyrit dinh 2072IQD-UBND ctia UBND tinh, d6i

tuqng dugc l6v !,kiiSn phuc vp kh6o s5t, d6nh gi6 mftc dq hai ldng ld c6c t6 chfc,

cd nh6n c6 giao dich tht tgc, c6ng viQc v6i co quan henh chinh, c6 sti dUng dich vg

do don vi sU nghiep c6ng l4p cung c6p trong lc! d6nh gi6.

Theo k6 ho4ch dugc ph6 duyQt, Sd NQi vU dd co C6ng vdn dd nghf c6c co

quan, don v!, dia phuong thuQc pham vi kh6o s6t cria S0 NOi vU cung c6p danh

s5ch kh6ch hang giao dich. TrCn co s0 d6, thpc hiQn chgn mdu ngSu nhi6n tt danh

sSch kh6ch hang duo. c cdc co guil, don vi cung c6p, ph6n b6 m5u di6u tra theo dia

bin vir linh vgc tht tUc AC Uao d6m tinh ttai diQn cria mdu ili6u tra; lQp danh s6ch vir

ti6n hanh didu tra tai dia chi kh6ch hing; chi khi danh s6ch kh6ch hing dg phdng

dd dugc st dpng trtit ma vdn chua dt chi ti6u phdn bd thi m6i titin henh diAu tra b6

sung tei B0 phfln mQt cria.

OOi vOi c6c bQnh viQn, phong kh6m da khoa thi thgc hiQn 6y f kitin kh6ch

hang dang stl dpng dich vU ngay tai co so kh6m chfra benh.

pC Uao dim th5ng nh6t vO phuong ph5p, c6ch thric trirSn khai, S0 NQi W c6

v5n ban huong d6n cU thiS cho Sd Gi6o dgc vd Diro t4o, UBND c6c huyQn, thi x5,

thanh ph6.
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b) Quy m6 mdu di6u tra xd h6i hgc:

Quy md m6u di6u tra phdn b6 theo kti ho4ch liL24.53}phi6u; ktit qui dd thu vO

dugc 24.2o2phi6u, sau khi dd lqc s4ch c6c phi6u kh6ng d4t y6u cAu (xem Bang 1).

Bing 1. Quy mO miu tli6u tra nIm 2018

STT KhSi c0 quan, tlcrn vi
NIm
2017

Nim
2018

Ghi chf

1 C6c co quan Sd (18) 1.245 1.164
11 phitiu

tuyentryc

2 Linh vsc BFD(H (9) 790 821
766 phitiu

tuytintryc

3 C6ng an (9) 708 704

4 HAi quan (5) 59 42
42

tryc
phitiu
tuy6n

5 Kho b4c Nhd nu6c (9) 425 449

6 Ngdn hang nhd nu6c ( 1) 44 t6

7 Linh vuc thuti (9) 699 678
443 phi6u

tryc tuy6n

8 UBND c6p huyQn (8) t.257 r.232
19 phitiu

tryc tuytin

9 Chi nhdnh Vdn phdng DKDD (8) 329 377
34 phitiu

tryc tuytin

10 Benh vi6n da khoa, chuy6n khoa (13) 1 60 I 1.660

11 Phong kh5m da khoa khu vtrc (14) t.tt7 1.1 l9

12 UBND cdp xd (r37) 8.279 8.217
34 phitiu

tuy6ntryc

13 Trpm y tti c6p xd, (137) 6.849 6.849

T4 C6c trudrng hqc (16) 800 800

T6ng cQng (393 co quan, tlon vi) 24.202 23.679
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3. Ti6u chi khio sft, dSnh gi6 vir bin ciu h6i tlidu tra

TrCn co s0 6 ti6u chi kh6o s6t, d6nh gi6 dd dugc quy dinh th6ng ntrdt tpi

Quyi5t dinh sO 2072/QE-UBND cria UBND tinh, ban cdu h6i didu tra ndm 2018 b6

sung, tinh chinh tu thgc t6 trii5n khai ndm 2017. MQt s6 cdu h6i php vd th6ng tin
m6 ti chi titit duo. c sap x6p lai tt6 kh6ch hing thupn lqi hon trong viQc lpa chgn
phuong 6n tri loi, b6o d6m th6ng tin thu dugc li chinh x6c, kh6ch quan, s6t thgc
t6; teo th6m kh6ng gian di5 kh5ch hang ph6n 6nh 16 nguyQn vqng vd ki6n nghi, g6p

!, vo, cdc co guffi, don vi, dla phuong.

Theo d6, ban cdu h6i 6p dgng cho c6c s6, co quan, ngirnh doc vd UBND c6p
huyQn, Chi nh6nh Vdn phdng d[ng lq ddt dai g6m 26 cdu h6i chinh (v6i c6c
phuong 6n trh loi dugc dO xu6t s8n) vd 22 cliuh6i phg (trong do c6 9 cdu hoi mo).
B6n cqnh d6, cdn c6 ban h6i 6p dUng cho kh6ch hdng thgc hiQn thri tgc tryc tuyi5n
qua mpng Internet, v6i 19 cdu h6i chfnh vd 14 cdu hoi php (trong do c6 l0 cdu h6i
mo d6 thu thQp th6ng tin phi c6u truc).

B6n c6u h6i danh cho bQnh viQn vi phdng kh6m g6m 26 cdu hoi chinh vi 1 I
c6u hoi php (trong d6 c6 5 cdu h6i mo). ooi voi tr4m y t€, c|,p xE, vdn ti6p thgc
hiQn d6nh gi6 d6i voi 5 ti6u chi (kh6ng c6 ti6u chi Chi phi dich vu nhu OOi vOi
benh viQn vd phdng kh6m), theo d6 ban c6u h6i g6m 23 cdu hoi chinh vd 12 c6u
hoi phq (trong d6 c6 3 cdu h6i mo) <te pht hgp hon v6i thrrc tiSn cung c6p dich 4r
cdng vi d6i tugng thU huong dlch vU tai trpm y t6.

Bin c6u h6i rip dung aOi vOi trudrng hgc g6m 35 cdu h6i, trong d6 c6 6 c6u
hoi php.

(Xem chi titit t4i Phu luc kdm theo 86o c6o)

4. Thang tlo vir Chi s5 hii ldng (SIPS)

- ThEc hiQn ilung theo Quy ch6 dugc UBND tinh ban henh, cric ti6u chf, ti6u
chi thanh phan dugc d6nh gi6 bing Thang do Likert 5 mric dg, tt I d6n 5, trong d6
mric 1 tuong img voi mric dSnh gi6 th6p nh6t, mtic 5 tuong img v6i mfc d6nh gi5
cao nh6t.

- Mtic d0 d6nh gi6 dqt duo. c tr6n m5i ti6u chf, ti6u chf thenh pha" vd ktit qui
chung theo c6c khoang tuong img nhu sau:

Mrfrc K6m Y6u Trung binh Kh6 r5t

Di6m sd l-1,8 1,81 - 2,6 2,61 - 3,4 3,41 - 4,2 4,2r - 5

- Tr6n co s& mric dQ d6nh gi6 dat dugc, viQc x6c dlnh chi sO nai tong thgc
hi6n theo c6ng thfc sau:
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SIPS : L* 100%
P

Trong d6: SIPS: chi sd hdi long;

p: mric d6nh gi6 thgc t6 dat dugc (trung binh);

P: mirc d6nh gi6 cao nh6t.

Mrfrc K6m Y6u Trung binh Kh6 r5t

Chi s6 %

tucrng img
Duoi 36Yo 36,1 - 52yo 52,1 - 68yo 68,1- 84yo TrEnS4o/o

5. Qu6 trinh kh6o srit, thu thflp f ki6n, nh$p th6ng tin, t6ng hgp, phf,n
tich, k6t xu6t dti IiQu vir vi6t b6o c6o

Sau khi UBND tinh ph6 duyQt K6 hoach, S& NOi w de ldm viQc v6i So GiSo
duc vd Dio t4o, UBND c6c huyQn, thi xa, thanh pno ac bdn b4c, th6ng nh6t
phuong 5n tri6n khai tr6n toan dfa bin tinh.

TrCn co sd d6, S0 NQi vU dd ban henh vdn b6n th6ng b6o phucrng 5n tri6n
khai dtin c5c dcm vi chfi tri diAu tra, giuthiQu don v! dt ndng lgc nhan nhi6m vu
di6u tra dQc l4p, hucmg d6n thpc hi6n c6c thri tqc ve tai chinh, hoirn thiQn m6u
phitiu clidu tra cho timg nhom d6i tugrry, citc biiiu mdu vd chimg tri phgc vp dieu
tra; c6ng ttrc giim s5t vd phric tra; cung c6p, huong ddn dAy dri, chi ti6t cho UBND
c6c huyQn, thi x5, thdnh ph6.

D6ng thdi, rut kinh nghiQm thFc tiSn qua cdc nlm, x6y dpg tdi liQu nghiep
vU hu6rng ddn xt ly cdc tinh hu6ng ve vi6c giao titip, img xt voi khSch hdng;
hucnrg ddnthc nghiQp c5c bi6u m6u; tti chric tpp hu6n, qu6n triQt cho c6c nh5m didu
tra vi6n cria c5c don vi di6u tra dQc lpp nhim b6o d6m thuc hi6n thdng nh6t, thupn
lqi; bd tri duong d6y n6ng ac Hp thoi titip nhQn, phoi trqrp xt l;f ngay c6c vu6rng
mic phrit sinh trong qu6 trinh ti6n hinh didu tra. Sd Ngi w cfing dd gui Th6ng b6o
dA nghi c5c co quan, dcrn v!, ilia phuong t6 chfc th6ng tin, tuy6n truydn rQng rai 

"ecu6c didu tra tr6n Website vd cdc phuong tiQn th6ng tin d4i chring, nhdm tranh thri
sg ring hd cria ngudi d6n, t6 chirc, doanh nghiQp trong vd ngodi tinh.

ooi voi phem vi c6ng viQc dugc phan c6ng, Gi6m dtic so Nqi vu rld ph6
duyQt phuong 5n tri6n khai chi tiiSt, ti6n henh cric tht tpc theo quy d!nh, ph6n c6ng
c9 thti trdch nhiQm c6c ccr quan, don v! li6n quan; chutin bi, cung c5p dAy dri c6c
di6u kiQn, phuong tiQn <16 b6o d6m ti6n dQ, hiQu qu6 thpc hiQn.

Theo ti6n dQ kti hoach, tt thdng 8 d6n thring lll2ol8, S& N6i vu, so Gi6o
dpc vi Edo t4o, UBND cric huyQn, th! xd, thanh ph6 theo pham vi ph6n c6ng d6
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cht tri ti6n hdnh di6u tra xd hQi hgc. Do khOi lugrry diAu tra r6t lcrn trong khi titin
dQ c6p b6ch, cdc co quan cht tri diAu tra da k6t hqrp tri6n khai song song viQc l6y
phiiSu v6i tdng hgp, ki6m tra, phric tra vd nhap dt lipu.

Sau khi phirc tra, ti6n henh lgc sqch phi6u, tritin khai nhQp dfr liQu vio c6c

phAn mdm chuyCn dUng tt thang ll-l2l2}l8. Sd NOi vu d5 chri tri h5 trg lgc vd
chuAn h6a dt liQu 23.679 phiiSu diAu tra AOi vOi 393 co quan, dcrn vf. Sau d6 ph6n

tich dt 1i6u, xu6t k6t qu6, thpc hiQn crlc ki6m dinh th6ng k6; chuAn hoa cl6 cuong

vi tdi liQu huong dAn vi6t b6o c6o, d6ng g6i vi grii k6t qui cho So Gi6o dgc vd

Ddo t4o, UBND c6c huyQn, th! x5, thenh ph5 trong thang l2l2}l8 tt6 vi6t b6o c6o

tdng hgp ktit qui vd ph6 duyQt, cdng bti theo thAm quyAn dugc giao.

Theo tr6ch nhiem dugc UBND tinh phdn c6ng, Brio c6o niy t6ng hqrp chi so

hdi ldng ndm 2018 AOi vOi c5c s6, c5c co quan nginh dgc, UBND c6c huyQn, thi
xe, thenh ph6, c5c benh viQn da khoa, chuy6n khoa vi phong khSm da khoa khu

vgc tr6n dia bdn tinh. Chi sO nai ldng d6i voi UBND cdp xd, tr4m y t6 vd c6c

truong hgc do Sd Gi6o dgc vi Dio t4o, UBND c6c huyQn, thi x5, thenh phti chri tri
t6ng hgp, ph6 duyQt vir c6ng bi5 theo thAm quydn.

Ri6ng kiSt qui kh6o s6t n6m 2018 aOi vOi 8 Chi nhdnh Vdn phong ddng lqi
ddt dai, Gi6m dtic So NQi vg sE ph6 duyQt b6o c5o chuy6n dO vd grii cho S0 Tei

nguy6n vd Mdi trudrng, UBND c5c huyQn, thi x5, thenh ph6 nghiOn ct?u, tri6n khai

cdc gihiphSp pht hqrp.
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PhAn II:
cHi sO nru loNc xu6r cAc co euAr\ so

vA n.lN euAN r,.f xnu KINH rn vAN pHoNG

I. cHi so HAI LoNG cHUNG

f6t qui ph6n tfch cho thdy, chi s6 hii long trung binh n6m 2018 cria c5c Sd
c6 c6i thiQn d5ng kti so v6i ndm 2OI7,tlu7g,72yo l6n 80,46%o,vugtchi ti6u Ki5

hopch ndm 2018 lil 78%.

Chis5 hii ldng ndm 2018 - c6c co quan s&

S& Th6ng tln vA TruyEn... 84,99%

S&nOtvv

s&y tg

S& Vdn h6a vd Tn6 tfrao

S& Ngogl vg

BQL KKf VAn Phong

S& Khoa hqcvi C6ng nghQ

S& COng thuung

Sd N6ng nghiQp vi PTNT

S&Tii chinh

s&Giao thdng vgn tAi

S&Tu phap

Sd Lao dQng -TBXH

s&xSydyng

S& Tai nguy6n vi MOi

S&Girio dgc vi Oio tqo

Sd K6 hoach vA Btu tu

S& Du lich

78,75%80,3i- r

78,7lyt

83,3496

82,95%

82,6696

81,6196

83.,6096

81,57j6

8t,1716
81,1196

80,66%
80,85% |

79,23%

rNEm 2018

rNdm 2017

78,76x

76,6096

7Wo 75% 8CI6 8!5%

Bi6u od t: Chi s5 hiri tdng 2018 - C6c sO

C6 1 1 co quan d4t tron 80% (tang 04 co quan so v6i ndm z0l7), fi co quan
c6 chi sO nai ldng tSng so v6i ndm 201 7, trong d6 c6 04 co quan c6 mric tlng chi
t6 d6t g k6, ttr tr}n 3Yo d6n 8,42o/o gd-: Sd Vdn h6a vd ThiS thao; Ban quiin lf Khu
kinh t6 VAn Phong; S& Du lich; So y t6.

Tuy nhi6n, n[m 2018 v6n c6 07 co quan gi6m chi s5 so v6i n6m 2017; chi co
01/18 co quan chua dpt mpc ti€u78Yomi UBND tinh d6 ra (Xem bing).
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Bing 2. Chis5 nai ldng c6c s& 2017 - 2018

T
T

Co quan
SIPS

Ting/gifrm
NIm 2018 NIm 2017

I BQL KKT V6n Phong 8r,60yo 74,90yo +6,7lyo

2 So Cdng thuong 8l,l7yo 78,9604 +2,zlyo

3 So Du lich 76,60yo 72,9804 +3,62yo

4 Sd GiSo dgc vi Ddo tao 78,7syo 80,33yo -l,5gyo

5 S0 Giao th6ng vAn tai g0,66yo 80,85% -0,lgYo

6 Sd Kis ho4ch vi DAu tu 78,73yo 79,4304 -0,7jyo

7 Sd Khoa hgc vi C6ng nghQ 8l,57yo 78,6lYo +2,g6yo

8 Sd Lao dQng - TBXH 79,29yo 8l,98yo -2,69Yo

9 Sd Ngo4i vu 8l,6lyo 79,58yo +2,03yo

10 Sd NQi vs 83,34yo 82,lgyo +l,lsyo

11 Sd N6ng nghiep vi PTNT Sl,llyo 8l,7Uyo -0,59yo

t2 S0 Tei chinh 80,86% 79,07oh +1,7gYo

l3 Sd Tei nguy6n vd Mdi tru&ng 78,76yo 77,550h +l,zlyo

t4 So Th6ng tin vir Truy6n th6ng g4,99yo 83,25yo +l,74yo

l5 Sd Tu ph6p 79,73yo 80,l2oA -0,39yo

16 Sd Vdn h6a vi ThE thao 92,660 74,24Yo +g,42yo

t7 S& XAy dung 79,23oh 79,59o -0,360

18 SoYt6 82,95o 79,55yo +3,40yo

Chi s6 hhi ldng trung binh go,460/o 79r7zoh +3,097o

Xem x6t chi sO frai ldng trung binh tr6n 6 ti6u chi d6nh gi6, thi ch 616 ti6u chi

d6u tSng chi siS t}n3,5oh so v6i ndm 2017, trong d6 chi sO fi6p cQn dich vu t[ng
3,62oh (trong khi nim 2Ol7 gi6m 6,llyo so v6i ndm2016) ldm cho chi s5 chung

tdng 16 rQt so voi ndm tru6c.
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Chl sd hiri l6ng tr€n tirng ti€u chi 2018 - cic s&

TC
1

60%

TT DK

7%

...,,ts2018

-+zOLl

I
KQ HC

79,446010

PV

Bi6u Ad Z: Chi s5 hhi ldng 2018 trOn 6 ti6u chi - c6c S&

il. CHi So HAI r,oxc rnON TING TIEU CHi

1. Ti6p c$n dich vg

s&Mi w
Sd Th6ng tinvi TruyEn tr6ng

Sd Khoa hoc vi C6ng ngh€

Sd Vtn tr6a ra n€ tnao

Ban Quin lt Khu kinht6 Ven Phong

Si Hgopi v9

SA NOng nthiQp v) Phiit tsi& nOnB th6n

S& Du lich

s&Yt6

sd K6 hoach s oAu tu

Si XSydUng

SdC6ng Thuong

S&Tai nguyh € Md trudrB

sA Tei chinh

SdTu ptr6p

sd Giio duc G olo tao

S& eiaotr6ng v6nSi

Sd tao dfirg - Thuong Unh G )G ffi
62?6 6496 6596 68,6 70x 72% 74% 76x 78% E09r 829tr

:7
)74
474,
12 ,Q!

! sa,:

-IT
i

Iz
170;
1196

f"3096
I

t29t
I

t

I

23*
0116

6

I
476,
i36x

9596
I

8496

178,(

77,961.

'7,7t

r396

f6t que ndm

2018, chi s6 hiri long

trung binh vC Tii5p

cpn dfch vU ctra khdi
co quan sd le

73,80Yo (tdng khoang

l,35oA so vdi ndm

2017); cao nh6t le Sd

NQi vU dat 80,840

(tdng g,lzZo), thdp

nh6t ld Sd Lao dQng

- Thuong binh vi Xd
hQi dat 68,7lYo (ginm

6,08%) (Xem Bi6u

d6).

K6t qui kh6o s6t cho th6y c6

d6n 66,61%V,hdchhang d6nh gi6 ch6t

luo,ng th6ng tin ld n6t aAy dri, dE hi6u

tdng d6n 34,73Yo (ndm 2Ol7 chi dat

31,88%); qua d6 th6y duqc hinh thirc

cung c6p th6ng tin i15 phong phri hon
so v<ri ndm tru6c, d6p img nhu cdu

thdng tin cfia kh5ch hing. C6 10,58%

9

5,54%
I lHn tdn kh6ru c6

hn0ng dln

r 0rua dy ttt, so sdi

r T?m dugc

r Tuong dli dey frf, d0

hi&r

rn&dyfii,d6hi&r

650S

r
a7
:73
,l oa

5X



0,25%
t,73% r Khdn8

r Rdt lt khi

I c6 uao c6l tim ni6u

I XhC quan t6m

r Rdt quan tlm tlm hiCu

vi th6ng tin th6m

kh6ch hang d6nh gi6 ch6t lugng th6ng tin 6 mric t4m dugc (ndm 2OI7 ld25,7l%);
0,860A kh6ch hang cho bitit hoan todur kh6ng c6 huong dan vd co ch6, chinh s6ch

hoflc ld chua dAy dti, so sdi.

Tuy nhi6n, di6m tich cgc ld viQc

h5 trg, gihi dfup vu6ng mic t6t hon tru6c
v6i tr6n 99% l,}rilch hing nhfln x6t ttr
t4m dugc d6n r5t hdi long. Trdn 99o/o

kh6ch hdng cho bitit cdc co quan dd chfi

f nhi6u hon ili5n viQc trao d6i, tim hi6u

th6ng tin vd nim nhu cdu cria khrich

harrg ve aicn vU hdnh chinh c6ng.

Chi c6 10/1.153 kh6ch hang d6nh gi6 viQc gi6i cl6p vu6rng mic v6 chinh

s6ch, tht tgc henh chinh cdn r6t ft, thgc hiQn so sdi ho{c hAu nhu kh6ng gi6i d6p

(kt5ch hang cria c6c 56: C6ng Thuong, Giao th6ng vQn tii, Tdi nguy6n vd M6i
trudrng, Lao dQng - Thuong binh vd Xe hQi, X6y dpg, Tdi chinh).

Qua kh6o s6t, nhidu kh6ch h*g cfing

dC ngh! tdng cudng cdc hinh thfc th6ng tin
qua website, email vd img dUng di dQng, c6c

ung dUng tryc tuyiSn khric de ti6p tUc teo

thu4n lqi nhi6u hon nta (xem PhU lgc dfr
liQu phi c6u truc).

2. Didu kiQn ti6p tl6n vlr phgc vg

rc6t qua cho thiy,
chi sti DiAu kiQn tii5p d6n
vi phgc vu c6 ti6n bQ rd
rQt so v6i ndm 2017, chi
sO hdi ldng chung dat

79,24Yo (tdng l,5406).

Trong d6, Sd Y t6 d4t cao

nh6t voi 84,7OYo (mric
fOt; va Sd VAn h6a vd
Thti thao tdng nhi6u nh6t
vtvi ll,\7Yo. Tuy nhi6n,
Sd Lao dQng - Thuong
binh vd Xe hQi gi6m diSn

l},7gYo, cAn tQp trung hon
dO cii thiQn chi si5.

"Khi cdc don vi co qwm ddn yAu

cdu thiim dinh, di nghi Sd Xdy &,mg
.! ^. ,

cung cdp nQi dqng,hudng ddn cdc

th* tuc cdn thidt" - Y t<i6n cria mQt

kh6ch hing

70,66X

75p8X

75,61X

75,19X

77,

80p0x

s&Yd

SdVfr Ma C n[ 0m
8an Quin ltftu linhtdttEn Plnng

SdK6lwh e sbu
Sd lli chinh

S&Tf IEU!,fi S MdhrUng

S& Giaodr6ng vfndi

Sd il6ng n$ifo vl Phiitrih ndngh6n

S&IMB tinvt Tnalh h6nS

S&C0tt lltrotB

S& Gidoducvi t$o ho

S& xiyOung

S& [hoa hgc v] C6ng nf,rQ

SoTu ffi
sdt{0iw

S&LD d0n9 -Ihroq t r$S Il t(I
s& treoai w

s& Du tich

50p0x 65p0ta 70,mr 7sp0/, Eo,00r5 8s,0fi

t0



0,26yo

r Rlt I ngu0ig]ao dich

r vh phii

s KhA dfig

r Qui tii

D6nh giri v6 t<trOi lugng giao

dich tai BQ phan mQt cria c6c s6, d4i

da sO khSch hing nhan x6t vtra ph6i

ho{c rdt it nguoi giao dich. Kho6ng

hcvn l lo/o chmth6y kh6 d6ng hoflc qu6

t6i (Qp trung chri yiSu aOi voi c6c 56:

Giao thdng vfn tei, K5 ho4ch vh

DAu tu, Tiri nguyGn vh M6i trudng,
Tu phip, N6ng nghiQp vi PTNT).

6 trar,g thi6t bi ti6p d6n, phuc vu kh6ch hang

trong hic chd tlgi vd khi giao dich, chi c6 5,38yo

kh5ch hang chua danh gi6 tich cyc (ndm 2017 liL

tr€n 9Yo); cdn l4i ll,l4Yo cho ring lJr5 d6y dri,

36,28yo d6nh gil, rdt dAy chi, thuAn tiQn, 40,19o/o

nhQn xdt rdt dAy itri, thuQn tiQn vi hiqn dai. C6

d6n 99,3L%hdi ldng vA vi tri ng6i giao d!ch, lim
viQc v6i c6ng chfc, b6n c4nh mQt vdi nh4n x6t

War apny r ]Ou nhu kh6ng c6 g

I cdn thiA,r tMn, chui
ftuAn tiih

e TEng thi& bi kh6 de
ai

r Traru thi€t U rAt dAy

dt, thuin tiOn

r Mt dAy dt, thGn ti(
hGn Cai

khdc: B0 phan mQt ctra hoi ch4t (So Gi6o dpc vi Ddo tpo), thi6u ban gh6 ng6i tryc

titip (So Kti ho4ch vi DAu tu), kh6ng c6 gh6 ngdi cho dan (Sd Tu ph6p), hd so ds

6n chi6m kh6ng gian lim viQc (Sd XAy dgng).

3. Thfr tgc hinh chinh

So Thdng tin vi
TruyAn th6ng dat cao

nh6t vcvi milc 84,93Yo,

mric f6t; Sd C6ng

Thuong c6 chi sO ftai

ldng tdng cao ntr6t le
5,77Yo; l4ll8 co quan

vugt chi ti6u ndm 2018.

Chi s6 hdi long chung

dat 79,45Yo (gi6m

l,93Yo so vcvi ndm

2017), trong d6: Sd Lao

dQng - Thuong binh vd

Xe hQi, So Ngo4i vU

giam trln 5o/o.

S& Ih6ng tin vi TruyEr dr6ng

S& $oa hoc vi C6ng ngh|

Ban Quin lf Khu kinh td Vin lhong

si HOi w

Sd GiSoducvl OEro ho

Sd C0rB Ttuong

S0Tuffi
s&Yd

Sd K6 lroach e oAu tu

si Mng nghi€p vi Phdtuift n6ngdr6n

Sd Du lich

SdTAi nguy8t e Md tu0rB

SdHgeiw

S& Giaotr6nt v|n tii
s& xiyuuns

S& Tii chinh

S0Ven h6a U nA tnm

Sd La d0ng - Ihuong tinh S )G t(i

72PW 71,W 75W, l9W. 80,006 82,006 81,0fi 86,00X

:77
476,6-t",

376521

I 76jo*

|-
lrr zs

r78r!
I 

ni3e6

| 

78,11e6

P'*

t

I

I81
nsll
f st,o

I so5sr

I 80.3896

| 80,1{*

r 80,13r

9,75X

t9x

x

825stt
,4396

1S

8X
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Tri loi phitiu kh6o s6t, da sO kh6ch
h*g cho bi6t th6ng tin thri tpc hdnh chinh
duo. c cdng khai dt rd rdng vd kh6 16 rdng,
aE niiSu dAy thi (76,84%) ho{c tsm dugc
(8,s9%).

Tuy nhi6n, cdn l4,57Yo kh6ch
hing chua thQt sg hdi ldng ci v6 nQi dung
vd ch6t lugng th6ng tin thfi tgc (C6c So:

Giao th6ng vQn thi, Lao dQng - TBXH,
N6ng nghiep vd PTNT, Tu phdp, Y t6).

0,69%

r Qud nhiEu gidytd phfc
qp, nhiEu losi kh6ngcbn
thi& hoic v6 lf

r NhiEu Cidytd, cd loai
kh6ng cBnthi&

* Thanh phAn h0 so
kh6rB c6 gl ph0c tap

r Thanh phAn h0 so don
gidn, il giSy td

r ThAnh phAn h6so rdt
tlon gidn, hqp ly

Tr6n 97% l<hilch hang

d6nh ei6 thenh phAn hO s0

kh6ng c5 gi phric tpp, hd so

don gian, it gi6y td ho{c r6t
don gian, hqrp li. Chi c6

2,86Yo cdn phdn ndn h6 so qu6

nhi6u gi6y td phfc tap, nhidu

lo4i kh6ng cAn thi6t hopc v6 l1i

nhu: Cdc h6 so nhu chuy6n

ddi loai hinh cdne ty cO phAn

khdng huong d6n 16 cfuc

truong hqrp (So K6 hopch vd
DAu tu); khi c6p ph6p b6 sung m6y m6c, phii dinh kdm h6 so nhu dd thgc hiQn lAn
tru6c (So Khoa hgc vir Cdng nehg); Gi6y kh6m sric kh6e; Gi6y ph6p kinh doanh;
Gi6y khai sinh, s6 h9 kh6u, gi6y ddng gr ket h6n (c6c thri tpc cria S0 NOng nghiOp

- PTNT); Gi6y x6c nhfn thu nhQp c6 nhdn (so Tu ph6p); bing c6p, chimg chi v6
nhdn vi6n l{n bi6n vi huong d6n vi6n (S& Vdn h6a vi ThiS hao) - (Xem cu th6 tpi
Php lsc Dfr liQu phi c6u truc).

VC UiCu m6u td ktrai tht tgc, 99,13%ldthchhang d6nh gi5 kh6ng phric tpp
ho4c don gifur, d6 thgc hiQn. gg,s7Yo kh6ch hang d6nh gi6 hucmg ddn cria cdn bQ

m6t cria ld th6ng nh6t voi quy itinh tht tgc henh chinh dE dugc c6ng b6. Tuy
nhi6n, cdn 05 nguoi nhan x6t vi6c huong d6n c6 rti6m chua thting nh6t.

C6 83,6loh kh6ch hdng dugc ti6p nhan h6 so ngay ttr lAn nQp ilAu ti6n, tdng
l4,29oA so v6i ndm2017 (69,32yo). 16,31% phhi nQp hO so tAn tht 2 tr0 l6n m6i
dugc titip nhgn vi h6 so chua dAy clti, hsp lQ (tuy gi6m gi6m !4,37yo so v6i ndm
2017 nh*g v6n 0 mirc cao, tuong rmg 189 kh6ch hdng). Trong s5 d6, 4g,34yobb
sung 01 Hn li dugc ti6p nhfln, cdn lai ph6i tt 02 lAn tr0 16n, cd biQt c6 02 kh6ch
hdng cho birit phii b6 sung tri 4 lAn trO l6n (01 khrich hdng cria S& Tdi nguyen vd

t2

sBEr
E.59X

r Ih6rU tin rlt so sii,
tno ni6u

r thfug tin so sai, kh6
nBu

e Tam dugc

r xhi ro ren& dE hidu

r Rdt16 rin&dE hiAr

7%



M6i trucrng vd 01 kh6ch hang cta S0 Kti ho4ch vi DAu tu). Nguy6n nhdn b6 sung

nhi6u lAn chu yi5u ld do kh6ch hing thUc hien chua dring huong d6n, mQt sti it le do

sp huong ddn chua dAy dri, 16 rirng vi thting nh6t cria can bQ, c6ng chric.

55,7gyo truong hqrp ph6i hodn thiQn hd so cho bitit dugc c5n b0 mQt ctra

huong d6n ddy dt, rd rdng bing phiiSu hucmg d6n theo quy ilinh, c6 k;f x6c nhQn

cria c6ng chuc; con 14i cho bitit chua tirng th6y hufng din, chi n6i lir chua tldy

thi, phii lirm lqi; hufng d6n bing miQng, kh6ng 16 ring, kh6ng th5ng nh6t;

hufng din bnng c6ch ghi viro td giSy nho d6 tiQn tay l6y tluo. c hoic hu&ng d6n

blng phi6u (theo m6u) nhung c6ng chftc khdng kf x6c nhfn.

4. SF phqc vg cfra c6n bQ, c6ng chrfrc

Ti6u chi SU

phUc W cria c6n bQ,

cdng chfrc ti6p tpc

dugc kh6ch hang dSnh

gi6 t6t nh6t voi chi si5

trung binh chung dat

85,64Yo, mfc fOt vi
tdng0,72oh so voi ndm

20t7.

ftit que ndm

2018 ghi nhan l4ll8
co quan dat mftc T6t
(tr6n 84Yo), toan bQ co

, -lquan s& d6u vugt chi

ti6u 78o/o o ti6u chi ndy. Trong d6, voi nht,rg gi6i ph6p h5 trg kh6ch hdng vd tinh

thdn, th6i d9 phUc vU c6 chuy6n bii5n vugt trQi, Sd Khoa hgc vit C6ng nghQ de

dugc khrich hung ghi nhQn o mirc 91,57Yo.

Ktit qu6 tdng hqrp phitiu kh6o s6t

cho th6y, hAu hi5t c6c co quan d6u c6

nht,rg biQn ph6p hiQu qu6 hon trong viQc

tii5p don khSch hdng di5n giao dich, gi6i
i. A . 

quy6t c6ng viQc; do vQy, hon 98% kh6ch

hing cho bi6t kh6ng phii cho dqi 16u 6m
khi ldm thri tpc, cta s6 ld dugc tiiSp d6n

tucrng d6i nhanh.

s& Khoa hgc vl COng nghe

sd Thdn! ti n Yt TruyEn thong

sd Nol vq

S& NgoSl vp

Sdvtn h6a g rn6 tnao

s&Yrt

S& Ls dong - Thuong Unh S )(e h(ii

Sd Glaoth6ng vfn tll

Sd C0ng Thuong

s& Tal chlnh

sd N6ng nghiCp vA Phdt t l6n n6n8 thon

SdTu ph6p

Ban quan l, Xhu klnh tE VAn PhonS

sd xeydung

s& Gi6oducvA Oao tao

SdTai nguyan S Me[ tn Ong

5& Du llch

Sd K6 hqch € DCU tu

71* 76'1 7A9r 8(}r A29r UX 8516 88r 9or 929r

0.3516 r Phiich0 &irfi hu

r qt dcikE hr

r Phlichdth6ngliulSm

t COrp ctnic6 dOn

tuuE d{ii ntrantr

r Arqc cong chrc ddn

t'6p nsay

88,
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Chua diin}% kh6ch h*g phii chd ttqi l6u khi il6n giao d!ch, roi vio c5c Sd:
Kti ho4ch vd DAu tu; Giao th6ng vfn tii; Tdi nguyCn vi M6i truong; N6ng nghiOp
vd PTNT; Tu ph6p,Lao dOng - TBXH. Nguyon nhan chfi y6u ld c6n bQ, c6ng chtc

d*g gi6i quytit c6ng vi6c cho nguoi d6n

tru6c, kh6 ban rQn.

C6 don vi tuy r6t ban nhrmg vin
tranh tht kitim tra vi titip nhan h6 so
ngay cho kh6ch harg (Sd C6ng
Thuong); tuy nhi6n cfing c6 kh6ch hing
cho bii5t ph6i chd rtQi l6u vi co quan

d6ng cria t6 chric hQi nghi cdng dodn (So
Kti ho4ch vd DAu tu).

Tr6n 99% l,Jirilch hdng nhAn x6t vi6c ti6p nhan h6 so nhin chung ld lJr6ch
quan, minh b4ch, c6ng bdrrg, kh6ng c6 v6n d6 gi b6n khodn. Tuy nhi6n, vdn cdn 05
kh6ch hang phan rffi c6 tinh tr4ng c6ng chric nhan h6 so ngodi co quan (gi6m 08
truong hgp so voi n6m 2017) vd 19 kh6ch hang gap truong hqp c6ng chfc gi6i
thiQu kh6ch h*g gap dich vg ho{c nguoi quen Ati Um tht tqc cho nhanh (gi6m 50
trudrng hgp so voi ndm 2017).

18 khrich hang cho bitit, v6n gflp trudrng hgp can bQ mQt cria ttr cnOi nfran nO
so vi cho ring h6 so khdng tho gi6i quy6t dugc. Trong khi theo quy dinh hiQn
henh, c6n bQ mQt cfra kh6ng phii li ngucri thAm ilinh chuyGn m6n n6n kh6ng
c6 co s& tI6 dua ra quy6t ilinh niry (c6c 56: Du lfch, Gi6o dgc vd Ddo t4o, Giao
th6ng vfn tii, Ki5 hogch vd DAu tu, Lao dOng - TBXH, Ngo4i vu, N6ng nghiQp vi
Ph6t tritin n6ng th6n, Tdi chinh, Tdi nguyCn vd M6i trudrng, Th6ng ti, 

"a 
r*ye,

th6ng, Tu ph6p, Xdy dpg, Y t6).

EAnh gi6 thdi dQ giao ti6p, img xt
cria c6n b0 mQt ctra, 12,62% Idthch h*g
nhfln x6t t4m dugc, cdn da sO Aanfr gidrirt
6t (87,29%); chi mQt s6 it chua th4t sg
hii long (0,09%).

OOi voi viQc xri l), hO so, l5,22yo
kh6ch hurrg nhan x6t t4m dugc, 83,820
danh gi6 nhanh ch6ng. Chi cdn O,g6yo

kh6ch h*g cho rdng viQc xri l)t hO so cdn
chfm ch?p, m6t nhi6u thoi gian.

oisr r U& r& ntril[ thOigian
06 xi6m ra n0 so

r Cdn chimchep

r Tam duqc

rTuoq dti nharh

r RIt nhanh ch6ng

r u{t rlt rlrlAr tmioi,an
o0 ri{hra ilso 

-

! Cdn chim ch?p

r T?m firgc

r Tusng ar{i nhanh

r Rft nhanh ch6nt

t4
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So v6i k6t qu6 kh6o s6t ndm 2017, thi
ndm 2018 c6 chuy6n bitin r6t ti5t o c6n b0

mQt cria. Nhfln x6t cria kh6ch hdng AOi vOi

c6ng chric chuy6n m6n nhin chung cflng r6t

tich cgc, v6i tr6n gg%hiLi long.
A

Trong s6 1.152 kh5ch hang trh loi cdu

hoi s6 16 thi c6 1. 124 khdch hang (97 ,57%)

cho bi6t kh6ng gap cdc tinh huiSng s6ch

nhi6u; cdn 2,43Yo cho bi6t kh6ng ddi hoi gi,

dua thi nhan, kh6ng tlua thi th6i, vdn gi6i

q.ryiSt hii so (xem chi ti6t t4i Php lsc Dfr liQu

phi c6u truc).

5. K6t eu6, ti6n tIQ giii quy6t c6ng viQc

frit qua ph6n tich

dfi lieu thu thap cho th6y,

chi s6 hii long trung binh

uC f6t qu6, ti6n dQ gi6i
t.quyet cong vl9c cua cac

Sd le 8},2lo ti6p tgc tdng

so v6i n6m 2017

(78,44%).

C6 16/18 co quan

vugt chi ti6u 78%; trong

d6 S0 Thdng tin vir

Truydn th6ng, S0 Y t6, Sd

Ngo4i vp, Sd NQi vP c6

chi si5 lr;dn 82Yo; titip dtin

li c6c Sd Tei chinh, S& Gi,

2$A

r Cdng chi'ckhonS ei
ki ri, tua thi nlnn,

klfig tuahi ttii, *l
diqJyA $so

r (lr6ntCpclcdnh hudng

r&t

erlur

825/$

S&Ih0ng tnvi TnrYEr ttr0ng

s& Ytd

Sd ilsoat W

S&tt0iw

5& Tll chhh

SdGaott$q vlndl

S0LE d|nS -Trro4 Ut$ S )O lti
st l{oa ]l8lrlhvl PMtElh n0n8$6n

S0Catg Tuong

SOvfr na g l* ura

S& Glloducvl 0lo ho

Ban Quln li Ilu Unh 6 vln Plutg

SdTu Ph{P

st xlYdtrng

SdTiii 4rryh S Maltn tng

S&K{ lrcsh d Ofu tu

S& 0u llch

s&noahccvlcdng n8he

80,44X

7ON* 72Nr 71${fi 75NX 78!tr' t0,@r 82,mr 81'00,(

n5 lUc vi chua det chi ti6u 2018 (ndm 2Ol7le 06 S0 chua d4t chi ti6u)

13996

r 02 ten

r oilin

r Kh6ng

ao thdng vqn tii. Tuy nhi6n, vdn cdn c6 02 Sd cdn phii

Tri loi phiiSu kh6o sdt, 87,97o/o

kh6ch hang cho bii5t sau khi de nh?n

Gi6y ti6p nhan hd so vd hgn tri kiSt

qu6, co quan kh6ng y6u cAu b6 sung

th6m lAn ndo nta; l0,67Yo Phhi bo

sung 01 6n vd l.39Yo cdn l4i Phii b6

sung tt 02 lAn trd l6n.

Trong s5 d6, 29k<hdch hdng cho

76lt*
7t,rtI

7t.3tx

15



bii5t khdng ne nnpn dugc th6ng b6o b6 sung, chi khi tl6n BQ phfln mQt cfra theo
ngiy hgn thi moi bi5t hoic c6 nhfn tlugc th6ng b6o qua iliQn tho4i nhung
kh6ng tIAy tlfr, 16 ring).

BCn c3nh 87,77Yo kh6ch hdng dugc
c6ng chric huong d6n 16 vd c6 th6 tra criu
bii5t ti6n dg h6 so b5t cri lfc ndo; vdn cdn
l2,23oh kh6ch hang kh6ng hO duqc huong
d6n ho{c huong din kh6ng dAy dri, 16 rang.
Do vQy, nhi6u kh6ch h*g phni d6n tr.uc tiiSp

B9 phan mQt cria ho{c gqi diQn thopi AC frOi

thdm k6t qu6.

s29x r ffinrS cdhrtm dh
62tX

r H,01tr oh ktrdns dAy

O16ralB

I C6 hr0lEdh rftrns
nlih cl6 chn tiilr

r hr0ng dh dly di, ro
rarE

r HrfnS dh rl rO dnS,

Sau khi nQp h6 so, 85,69%l&dch
h*g chi di5n B0 phan mQt cria 0l 6n ld
nlr$n duo. c ktit qu6; ll,36yo nhfln k6t
qui qua duong chuy6n phdt nhanh; mQt
sti it khrich hang vdn ph6i cli lai tt 02 hn
tr0 l6n. V6 thoi han gi6i quyiSt h6 so, chi
c6 3,73Yo kh6ch h*g nhAn ki5t qu6 tr6
hpn, cdn lai 81,79 dtng hpn vd l4,4gyo
nhfln kiSt qui som hqn. phan 6nh cria
kh6ch h*g nhu tr6n kh6 tuong d6ng voi
ktit qui t6ng hqp tr6n ph6n mdm m6t
cria diQn tt cria tinh.

"Ctip phudng thnnh phii.tr€"giip d6i
so voi cam loit; ciip s6 trd nhmg
khgng nhiia Ddi vdt cap Sd, nd'to
tr€ h do co quon at vryc
(di itdm tang). Cdn
hdi tryc tiep thanh
phii t6i nhd ngudi kluic nhiic mdi

ihhnh

ldm, thQm cht t6i ildt tliQn eho Biihtt
vdi Chi ticht tinih thi sai ad dd ngqy
trong ngdy" - phf,n inh crf,a mQt
khich hirng S& Lao tl$ng - TBXII

rfd dp &i so*icam
tdt ootc non)

I TrE nhung tturg nhi0u

t 0tng han

r Sdm han

r 56m U2 drdigiansovdi

cam kft

POi vOi h6 so tr6 h4n, nguyCn nhan
chri yiiu ld do ldnh d4o b4n c6ng t6c; do c6
quy chiS m6i vd hinh thric m6i; do b0 phen
chuy6n ph6t ho{c sg ph6i hgp cria co quan
li6n quan chua kip thoi (xem chi ti6t tpi php

lpc Dt liQu phi c6u truc). Nhi6u khdch hdng
trong sO AO nhan duo. c thdng b6o xin t5i va
hgn l4i thdi gian tri k6t qui cria co quan
hanh chinh. Ddy ld di6m ti6n b0 d6ng chri f
trong n[m 2018, cAn ti6p tpc ph6t huy.

t6
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6. Ti6p nhfn, xfr Iy th6ng tin phin hdi

Chi s6 hii ldng
.),trung binh vO Ti6p

nhQn, xri ly th6ng tin
phin trOi cria c5c co

quan sd ndm 2018 dat

84,46 titip tpc t6ng so

voi ndm 2017

(83,44%).

C6 l1118 c0

quan d4t mric tOt vOi

chi sO hni long tr6n

84,lYo; cao nh6t la Sd

Th6ng tin vir Truydn

th6ng, k6 d6n le Sd

NQi vU, So VIn hoa

vi ThO thao, S0 Ngopi vU.

Ktit qui tren cho th6y ctrc Sd dA quan tam nhiAu hon cttin viQc hoirn thiQn vd

S& Ih6na tnvl Truyln th6ns

Srrol w

s, ttal w
srYt

s& LE aiorE - Thwng Ur*r t. )O hC

5d Gl.othAn3 vlndl

sdcdro rhEm

S& Tal chtnh

sd t{o,f ishlep Ya PMt t.l6t n6n3 6on

s&Tu PhaP

sd xho. hgc va c0n3 n3hg

Ba n Qul n I i lhu tl nh tl t/a n Phona

s& Xtydrg

Sd Td Euy&r ta Md ln,d,|g

s& Glaoduc vl oao bo

sd K6 h€ch ta oAu tu

S& tu llch

65]8p* TO,,X 7S,G @,og,a asjgl go'mx 95,006

91,59X
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1,3996
0,0996 I xh6ngtrdy gt

I ]hifir nhiEu tr6ng tin

r Tam dugc

r Khd dAy d0

rdy d0 tl6ng tin, 6
ring

c6ng khai dAy dri thdng tin duong

ddy nong, chri dQng khio stlt f kitin

kh6ch hdurg, kip thdi nim vd gi6i

quyiSt hiQu qu6 hon c6c vuong milc,

phan 6nh, kiiSn ngh! ctia nguoi dan,

t6 chric, doanh nghiep. Theo d6,

86,19%0 kh6ch hang Phin 6nh

th6ng tin dudrng ddy n6ng dugc

cung cdp ,6t dAy dt vd 12,340

nhan x6t t4m dugc. Chi s6 it kh6ch

hang chua hii ldng (du6i 2%).

Trong n6m 2018, c6 4,6Yo kh6ch hdng c6 phan 6nh, ki6n nghi voi co quan

henh chinh vit9},45ohtrong sO aO nhAn x6t viQc thpc hiQn tir mtc t4m dugc dtin r6t

thu4n tiQn, d6 ding; kh6ng gflp nhi6u phi6n hi nhu tru6c ddy. Cdn l1i, 95,4o/o

khSch hing khdng c6 phin 5nh, ki6n ngh!thi 87o/o cho bii5t co quan henh chinh ldm

,5tt6t,kh6ng c6 gi phii ph6n 6nh, kii5n nghi.

C6c nQi dung tri ldi ph6n 6nh, ki6n nghi cfing dugc c5c co quan c6ng khai

dAy dt, 16 rirng tr6n website hof,c tai B0 phQn mQt cfra. Phan 6nh cta kh6ch hing

ngp h6 so tryc tuyiSn mtc d0 3, 4 cfing cho k6t qu6 kh6 ti5t.

t7



rrr. DAr\H GrA cHrrNG va c6p f cun xnAcu HAr\c

1. Dinh gi6 chung cfra kh6ch hirng

Ndm 2018, ty l9 kh6ch

hdng hdi ldng ho{c 
"5t 

nai tOng

aOi voi sg phgc vg cta c6c s&

chitim tuyQt d4i da sO 1eO,eAX).

Sd phan 5nh kh6ng hai
ldng ho4c r6t kh6ng hdi long d6i
v6i sg phUc vg cta cdc co quan

So r6t th6p, chi chi6m 0,26% (03

nguoi) trong sri 1.153 khrich
h*g thgc hiQn tht tpc tr.uc titip
vd 0l/l l khdch h*g nQp h6 so
tryc tuy6n dugc kh6o s6t.

qu c6ng viQc chQm tr5, di l4i hn(

MQt vdi 
"6n 

ae cs th6 lim cho
khSch harg chua hdi ldng bao gdm:

Vigc c6ng khai, minh bach th6ng tinrdt
k6m (01 y kiiSn); Thri tuc qu6 r6c r6i,
phfc t4p, m6t nhi6u thoi gian ldm h6 so
(02 i ki6n); C6ng chtc thuong dua ra

^ l r.lyOu cdu h6 so kh6ng durg quy dinh,
g6y phi6n ha (01 y ki6n); r6t qua giai

0l f kitin) vd mQt vii nguy6n nh6n khrlc.
Ngodi ra, trong ph6n t6ng hgp dfr liQu phi c6u truc tpi Php lpc kdm theo 86o c6o
cfing ghi nhan mgt s6 phan 6nh, nhan x6t cp th6. Cric co quan, don v! cAn rd so6t lai
dti c6 cii ti6n tdt hon.

Ki5t qui phan tfch phuong sai gifra c6c nh6m nh6n khAu hgc cho th6y kh6ng
c6 su khSc biQt vC mric hii ldng trung binh giira nam vd nt, cdc dQ tu6i vd rO fan
thgc hi6n thri qc hdnh chinh. Nh,rng khi so s6nh mfc hdi long gifra c6c nh6m trinh
dQ, nghd nghiQp vd dla bi,n cu tru thi mric hdi ldng trung binh c6 kh5c nhau, trong
d6 nh6m c6c nh6m trinh dQ cao c6 mric hii long th6p hon, nh5m kinh doanh vd
nghi huu it hei ldng hon c6c nh6m ngh6 nghiQp kh6c, dia bdn mi6n nrii hAi long
hon c5c <lon v! cdn l4i.

2. G6p f cta kh6ch hhng tI6 phgc vg t5t hmr

voi mong muon nh?n duo. c ch6t lugng phuc w ngdy cdng t6t hon, kh6ch
helg c6 nhiAu e6p ! dugc t6ng hqrp <IAy dri qi Php luc dinh kdm. Trong d6, tieu
bi6u ld:

0,0996

r ndt kh6ng hii ldng

r Khdng hii ldng

ffi Tam duqc

! HAi bng

r Rdt hii tdng

C5 kh6ch hing cho bi6t: "Trudc ddy
khi ldm thil tqc n4p h6 so online thi
trang chil cfia Sd C6ng thuong upload

file bn ,tit chqm. Phdi qua nhiiu
brdc, nhrng nay thay ddi trang moi
thi dd iluqc cdi thi€n nhanh hon rdt
,.)nnrcu"

l8



- Th6ng tin 16 rang hcrn uA UiCu m6u ddng hf bu6c dAu cho d6 l6y hon.

- CQp nhdt c6c bitiu m6u tr6n website kip thdi.

- Khi nQp h6 so xin thAm dinh, quy hopch, gi6y ph6p xdy dpg cle nghi ghi

16 c6c tdi lieu cAn nQp, b6 sung mqt hn dO c6c don v! diSn nQp h6 so dugc rd vir

thyc hiQn d,i"g c6c thtr tuc, trSnh b6 sung nhi6u tao, ,n6t thdi gian ili lai vd k6o dg

in

- Hudng ddn dlch vp chuy6n phdt nhanh ktit qu6 h6 so.

- Dua tdt cb kii5n thric vC attp l6n website cta s0 Ndng Nghiep vir Ph6t

tritin n6ng th6n Kh6nh Hda. M5i khi c6 cQp nh4t ti6u chuAn hay th6ng tin li6n quan

t6i ATTP gtii qua mail cho kh6ch hing tt6 cflp nhflt cho nhanh.

- B6 bort ntrimg gi6y td khdng hqp ly vi mong co mQt b0 phan lim gi6y to

bing dich vu d6 c5c doanh nghiep dd m6t thoi gian.

- Khi titip nhan phitiu (td khai), can b0 mQt cta ca, m6m ta cfuc thdng tin

xem c6 thi6u s6t hoflc sai th6ng tin gi kh6ng tru6c khi vi6t gi6y hgn tri ktit qu6.

- CAn ni6m ytit cninn x6c h4n s6m nh6t vd tr6 nh6t khi tri k6t qu6.

- Xin g6p ! ki6n, khi gtii h6 so qua email, mong c6n b0 c6ng chric khi reply

lpi thi$hi 
16 

rdng dung ghi chung chung, lim khSch hang kh6ng hi6u gqi tti€n h6i

14i lim phi6n hi c6n bQ.

- Khi h6 so c6 sai s6t, c6n bQ, c6ng chric chinh sria vi b5 sung kip thoi de

hoirn t6t h6 so nhanh nh5t.

- Khi khdng dring hpn n6n th6ng brio cho khSch hdng.

- Hi vgng co quan ty diAu tra nQi bQ.

- Rtt nghnthoi gian gi6i quyiSt cilc tht tgc.

- N6n b6 tri th6m ghti ng6i vi phuong tiQn gi6i tri nhu b6o... khi L'h6ch ng6i

cho.

- Online, khi nQp h6 so vdo bu6i s6ng thi t6i chi6u m6i c6 md s6 titip nhpn

hO so li qu6 chQm ho4c nQp budi chi6u h6m sau m6i ti6p nhQn.

- Ndng c6p co sd v4t ctr6t tai bQ phan mQt cta. Co sd ha tAng t4m dugc, cAn

b6 sung th6m dO phpc vg cdng viQc cho t5t.

- M6y diAu hda thi6u do hu h6ng kh6ng mua sim dugc, chd trung tdm d6u

gi6, nhrmg di5n nay v5n chua thUc hiqn, r6t kh6 khdn cho bQnh viQn thgc hiQn c6ng

t6c chuy6n m6n phUc vp kh6m benh, b6o quin trang thii5t b! y tiS.

- 86 sung th6m m6y photo tpi co quan. Anh s6ng itdn t+i b0 ph.ett mQt cria
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c6n s6ng hon, furh sring chua dri cdn *ha tdi, lfrm hqn chiS trong viQc dgc, viiSt cria
c6ng d&r.

- sorn tri6n khai kiiSu chuy6n, higu chuy6n t6t ch cdcthii5t b! y t6.

- N6u nhi nu6c c6 t16 ra nhimg chri truong chinh s6ch di5 cho c6c C6ng ty,
Doanh nghiOp thuc hien. YCu cAu c6c co quan chtc trdchphii tritin khai t4p hu6n,
hudng d6n cu thi5, chi ti6t il6 c6ng Ty, Doanh nghiep nim bit vir thgc hiQn.

- DA ngh! trong trudng hgp md gi6i quytit hd so qu6 l6u thi n6n chri dQng gti
vdn ban th6ng b6o d6n nguoi d6'n ldon v! nQp h6 so ly do, n6u vi php thuQc dcm vf
c6p cao hon thi n6n huong dan h5 trq ngudi ngp hd so c6ch gi6i quy6t tht tgc kh6c
dC tninh sg chd clgi cria nguoi den ldon vi nQp h6 so md khdng nhan dugc tin ttc
gi.

- can tgp hu6n nghiQp vu cho cdp xd,, cAn c6 quy chi5 lim viQc 16 rdurg;
thulng xuy6n gi6o dpc nhdn vi6n phii c6 tr6ch nhiQm v6i c6ng viQc khi duo. c giao,
15nh d4o giao viQc phii c6 kitim tra nhic nh&, hO so d6n phii bitit, h6 so xong cfing
phii bitit,...

. .C6n tuyiSn chgn ngudi c6 kh6 ndng dti gi6i quy6t c6ng vi6c nhanh lg hon,
cit ngEn thdi gian gi6i quyi5t hd so vd tr6 k6t qu6. X6y dpg dQi ngfi nh6n vi6n,
vi6n chric ngey cang chuyon nghiep, c6 t6m vd c6 trinh dQ chuyCn m6n nghiep vu.

. T6ng hgp chung trong dqt lft6o siit ndm 2018,c6 thti nhan th6y nhfrng ,6n
dd chua hdi long vi c6c g6p !,,kiiSn nghf li6n quan dtin dQi ngfl crin bQ, c6ng chfc,
vi6n chric cria c6c so giSm r6t manh so voi c6c ndm tru6c d6y.
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PhAn III:
CHi S6 rrru I.ONC KHOI UY gAN NHAN DAN

cAc HUYEN, THI xA, rnANn PnO

l csi sO u^ql LoNG cHUNG

N[m 2018, chi s5 hdi long trung binh chung cria UBND c5c huyQn, thl x5,

thanh phd tlat 83,l9ot,tdng4,47o/o so v6i ndm 2Ol7 (78,72%), dAt mUc ti6u K6

ho4ch ndm2018 la tr1n78oh.

Chi sdrh&i l&ng chung ililm ?018 
.

IIBI*IO uichuyqn* fti xf,, fftfult phfr

89:rl*I{luinh }inh

IfinhHca

Khfnh Sotn

Cm Ltrm

)rlha Trang

Ditu Khtuh

\tanNirh

CmrS.mh

86.74X

86.80?[

93.

gr.Egffi

-?e"?ls

rr.619t

76.609& 75.00m ss.0s16 85.offi 9S.00?(

Bi6u Ad S: Chi s5 hlri ldng 2018 - UBND c6c huyQn, thi x6, thirnh ph6

HuyQn Kh6nh Vinh c6 chi sti trung binh chung cao nh6t, d4t 89,1 l%, 1ii6p

theo lir thi xd Ninh Hoa (86,74yo), Khanh Son (86,30oh), Cam Ldm (83,15%). Circ

dia phuong c6 chi sO frai ldng chung th6p hon mftc trung binh cta ktr6i huyQn gd*,

Nha Trang (81 ,ggo6),Di6n Kh6nh (81,13%), VAn Ninh (79,71%). Thanh phi5 Cam

Ranh cO .fti ,5 trurrg binh chung th6p nh6t, dqt 77,61yo,ld don vi duy nh6t kh6ng

i14t to4i t6t theo thang do, kh6ng hoiur thenh mpc ti6u Ki5 hoach 2018.

Udu hilt c5c dia phucrng d6u c6 chi sd hii ldng chung tdng so voi ndm 2017,

trong d6 thdnh ph6 Nha Trang c6 bi6n dQ tdng cao nh6t l},g3yo, dua Nha Trang tr)

<lia phuong c6 chi s6 thdp nhdt ndm 2017 l€n nh6m gita. Tiep theo lir huyQn

Kh6nh Son (8,73%), thi xd Ninh Hda (7,13%).C5c dia phuong kh6c tdng nhe.

Thanh ph6 Cam Ranh m{c dt c6 cii thiQn chi s5, tdng 3,06%0, nhrmg mric t6ng

khdng 4,"* ki5, li6n titip 03 n6m Hdn nim trong nhom c6 chi sO tft6p ntr6t ttrOi cac

huyQn, thix5, thdnh ph6.
2l
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TC

TT

t*rto
l

-

or

-20u

XQ

Pt/

Bi6u ad l: chi s5 hii tdng tr6n 6 ri6u chf giai do?n 2017-z0tl
f dt cb 6 ti6u chi dffi gi6 dAu c6 chi sti tdng so voi ndm 2017. Trong d6 ti6u

chi titip can dlch vu c6 bi6n rtO tdng lon nhdt, aal n,lz%, diau kiQn ti6p io.,*e
4,l5yo, c6c ti6u chf kh6c tdng nhg. Ndm 2Ol7 ti6u chf titip can dich vu chi dai
67,72yo,1d ti6u chi c6 chi s6 th6p nh6t trong thang do. Sang ndm 20lS d6 chufur bf
cho viQc khai truong Trung tdm C6ng nghg th6ng tin vi Dich vu Hinh chinh c6ng
tr.uc tuytin, UBND tinh de thgc hiQn chiiSn aicrr truyCn th6ng quy m6 lon, da
phuong tiQn. Di6u ndy dE gifp chi s6 ti6p can dich ru ting vugt bpt khi c6c th6ng
tin vd co ch6, chinh s6ch, bo tht tgc hinh chinh, c6c bi6ular, n"o"g dan nQp hX
so, thanh torln tryc t yi5n duo. c nhi6u nguoi dan, t6 chfc, doanh nghie; titip can ae
ddng hon.

Ttung quan gifra chi s6SIPSvri pARI

HC

82.1616

BF.7.rff

t5.92tt

a2017

9t3r,6

s0.00N

Kttuhtnrn

NMl{ds

IftiobSotr

CtD I r-

!{haTr.q

DIaKtoinf

Vp Nirh

Ca Rrot alg2X

7t).00?6 75.00t6 80^00* 85.00,19 95.6X

.PAR|2018 rStPs20lE

Bi6u ad s: Tuong quan giira chi sd srps vir chi sd paRr
Chi sd hdi long chung SIPS vi chi s6 cii c6ch hanh chinh PARI c6 m5i

tuong quan m?t thitit voi nhau. Cric dia phuong c6 chi sO nai ldng cao cl6u c6 chi s6
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cti cdchhanh chinh cao vd ngugc lai: Khrffi Vinh (91,3Loh), Cam Ldm (85,060A),,

Vpn Ninh (77,15%). Mac dt SIPS chi chiiSm 18% trong circ ti6u chi thdnh phAn

hqp thinh PARI, nhtmg sO neu th6ng kO cho thAy nhimg dia phuong co chi sO nai

ldng cao sE c6 chi s6 c6i c6ch hanh chinh cao tuong img vi ngugc l4i. Di6u ndy

cho th6y viQc d6nh gi5 cria ngudi ddn, doanh nehigp th6ng qua khio srit mric do hei

ldng c6 xu huong gdn gi6ng ki5t qu6 d6nh gi6 oiua UBND tinh d0i v6i c5c dia

phucrng.

II. CHi S6 rraI LONG TNTN TtNG TIEU CIIi

1. Ti6p c$n dich vg

Chi s6 hdi long trung binh vO Titip can d[ch vU ndm 2018 ctia kfrOi UBND

c6p huyQn dat 81 ,44Yo,tdng 13,720 so voi ndm tru6c; cao nfr6t ta UBND huyQn

Kh6nh Son d4t gl,l3o . C6 3/8 dia phuong c6 chi sO dat tr6n 80% gdm: Kh6nh

Son, Khanh Vinh, Ninh Hoa.

C6c dia phuong c6 chi sti th5p,

kh6ng d4t chi ti6u K6 ho4ch dO

ra lir V4n Ninh (74,48%), Cam

Ranh (74,59%) vd Di6n KhSnh

(75,29%). So v6i ndm 2077,

hdu htit cfuc d\a phucmg ddu co

chi s6 t6ng m4nh AOi vOi ti6u

chi ndy: Kh6nh S<m (24,04Yo),

Nha Trang (20,84%), Ninh

Hda (19,32%). Ri6ng huYQn

Kh6nh Vinh gi6m 2,7204.

Cdc hinh thfc cung cdp th6ng tin

0.1*

Ntiu nhu ndm 2017 chi c6

75,53yoktr6ch hang bitit du-o. c th6ng tin

tt UBND c6c huyQn, thi x6, thanh Ph6

cung c6p th6ng qua I dtin 3 hinh thirc,

trong d6 cht ytiu bang hinh thric c6ng

khai tai bing ni6m yiSt tai try s&, tii
tiQu t4i ban vitit h6 so ho{c do c6ng

chric gi6i thiQu, huong dan thi sang

ndm 2018, tirt ch cdc f kiiSn ddu cho
r$ar]nrrth#c rxstriln*ru< '06hinrrthut*- 'TrEn6hinhthtitt ring c6c iria phuong deu cung c6p tt

04 hinh thric (64,lyo), 5 hinh thfc (l0,2oh),6 hinh thirc (25,6%).Trong d6 c6c

hinh thtc qua trang tin diQn tt, td roi hu6rng ddn, img dUng di dQng tdng m4nh.

Di6u ,ay .ho tnay viec vAn hdnh Trung tdm Dich vr1 Hanh chinh c6ng tryc tuy6n

Kh{nhson

xl6nh Vir*r

Ntnh ftba

l-&.Trmg

Cufitim

Diin Khirfr

C6rfl f,fih

YsnHlff|

Chisd tidp cin dich vu

9r..u,*

90.939

&7.52Y.

.tr,g*t
l

78.94x

s.00r.{ !s.{ffi 46"S0ffi {80ts1$ 8&.$0% l@.ts${

75Igti

7{.5916

?r.1.8fi
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de tii5p cpn dugc voi da s6 nguoi d6n, cung c6p nhfrng th6ng tin, d[ch vu, tiQn fch
qua m6i trudrng m?ng intemet.

vipc cung c$pth6ng tin ooi voi viQc cung th6ng tin co ch6,
2.14't 5.18* chinh s5ch, thfi tqc, c6 70,49yo kh6ch

h*g (855 y kiiSn) cho ring th6ng tin dt
dAy dt, a6 nieu; tz,s3yokhdch hdng (152

f kitin) cho rturg viQc cun e cdp nhfi.r,e

th6n tin ndy 6 mfc dQ t4m duoc , 6,lgyo
.Horrnroirnkn6nsc6hudm0din.gru,a63rfi,sosii Q5 !'ki6n) cho rdng chua dAy dfi, so sdi
.rem&rqc .rucnsc6idtra;.c6ni6u vir 2,l4Yo (26 !,kitin) n6i ring hq hoan
' n#tcryar,aErd, toan kh6ng th6y nhimg th6ng tin tr6n.

Nhu vQy, vd co bin, UBND c6c huyQn, thi xd, the; pno tng. iie, mr] tot trorg
vi6c cung c6p th6ng tin. Kh6ch hang titip tuc d6nh gid tuong aoi tot uc ,u 

"n, 
iO",

trong viQc tim hi6u nhu ciu th6ng tin cria nguoi dan dc .*; c6p, gi6i <tdp (p thoi
cria c6c don v!.

Khi c6 vu6ng mic vd tht tuc henh chinh ho{c chua 16 vd nQi dung quy d!nh,
co 30,9Yo kh6ch h*g cho 

-r6ng 
viQc gi6i d6p, huong d6n r6t kip thoi, ro ,ung, aAy

d[; 53,7Yo cho ring khd ti5t, 14,2yo cho rdng viQc gi6 rl6p 6 mfc tpm duo. c vd c6
l,2oA cho ring c6ng chfc hau nhu kh6ng gihi ddp, gi6i d6p so sdi. uot so kh6ch
hdng cim th6y chua hdi long aoi voi vigc huong dAr, giai aap vuong mic tpi
UBND thanh ph6 Nha Trang: "Ngudi tu vdn phdi 

"a* ,llri, .pr tn; ryriiiiy ta ie
gidi thich cho ngrdi ddn hi€u vd thqrc hiQn, trdnh mrit thdr gian chd dqt,,;hay o
huyQn Cam LAm: "T6i mu6n duqc cung ciip day &) chinh xdc thdi gian ldm viQc,,
(Chi ti6t xem phin Dfr liQu phi c6u truc).

2. Di6u kiQn tiSp tl6n vi phgc vg

iahirh ld'hf

liioh l{o.

trhlinhSd!

Cmr Lia
\"f!r hinlr

}ih Traag

Siaa Kh&h

Oibu kign tidp tldn vi phgcvqr
Chi rti trung binh vA

Di6u kiQn tiiSp d6n vd phuc vu
cta UBND khdi huyQn n6m
2018 dqt 85,92Yo, tdng 4,l5yo
so v6i ndm 2017. Trong 6 ti6u
ch( khio stit, ddy ld ti6u chi c6
chi s5 trung binh chung cao
nh6t. HuyQn Kh6nh VTnh
dugc kh6ch h*g d6nh gid c6
diAu kiQn ti6p <l6n vd phr,rc vg

90.47i
l

89.609r

8rr54lB

86,6#(

85.9{.?i

85.289(

c{,,g"{,h 

--zr.gtt(

70.00$6 75,{X}t6 tr}.o{Hs

8:135X

I

85.0{H 9a.mr6 95^(ffi

cao nh6t, dqt90,47Yo,tilptheo ld Ninh Hda g9,60%.
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Thenh ph6 Cam Ranh vi huyQn Di6n Khanh li hai dia phuong c6 chi sO ttr6p

nh6t, chi si5 lAn luqt ld78,910 vd82,35oh. So voi ndm 2017, Nha Trang ld dcvn vi

c6 bi6n dQ t6ng cao nh6t d chi s5 niry, d4t 10,13yo, ti6p theo le Ninh Hda 9,600/o,

c6c dia phuong c6 chi sti gi6m le Khanh Vinh 3,82Yo, Di6n Khanh 2,44oh vi Cam

Ranh 2,09Yo.

Khi d6n giao dich, da s5 khSch har,g cho ring B0 phQn titip nhQn vd tra k6t

qu6 rQng rdi, thorln gmdt, hiQn dpi, chi c6 2,!o cho ring cdn ch4t hgp, chua thu4n

tien. VC sfi lugng ngudi d6n giao d!ch, da si5 kh6ch hdng nhQn x6t 0 mric vira phii

(63,6oh),kh5 d6ng (24,2yo),chi co 2%lrhdchhang nhAn x6t qu6 tii, s5 kh6ch harg

ndy chri ytiu dtin giao dich t4i huyQn Van Ninh vd thanh phO Nha Trang.

V6 phuong tiQn phuc

v9 titip d6n vd ldm viQc, BQ

phfln mQt ctra c6p huyQn co

bin d6p img co sd vdt ch6t <16

..A a,ti6p don nguoi ddn nhu gh6

ng6i chd, ban vii5t hd so, glriS
a ,. ^giao ti6p v6i cdng chfc, qu4t

ho4c mity lAnh, bing ni6m

y6t,th6ngb6o;tuynhi6nm0tMiyscafitqu.t}g16t66{y.'H67'15x
0.00x ?0.0096 4o.fftr 6o.m?6 80.s0% 10c.00%

don vi c6p huyQn chua trang bi mriy tinh tra ciru thir tr;c, th6ng tin h6 so, m5y scan

(qu60 hopc m6y photocopy hd so vi nu6c u6ng cho kh6ch di5n giao dich, cg th6

ktit qu6 tr6 ldi cdu hoi "Co quan c6 bii tr[ cdc trang tht€t bi sau ildy hay kh6ng?"

nhu sau: (xem bi6u d6)

Trangthidt bi h'0 ph$n Mqt crla Tr6n 99% khilch hdurg cim

thdy rdtthu4n tien hoac tuong d6i

thoii m6i khi giao dlch voi can b0

mQt cria.

Tuy nhi6n vdn c6 mQt s6 Y
kitin ph6n anh ch6 ngiii giao dfch,

ldm vigc gifra kh6ch hang v6i c6ng

Trangthidt biB0 phin M$t cfia

en{ngblctrt
etu Yi6t ttt so

Ctri nlb* tivnYit(wi <6ngchtk

Bing t*rrcingEtrfr giaedichwi thkfl*
aang nlelr €t,ttr6n: Uio

Qu*thskrntYt?nh

Nttic u$ng cho knrictr C6n giao d{dr

f;l6y ti'rh tra ahr urrl &c. h6ng 7.5S

M6ns khirl d8r{wlfl edt&n$ lrtsn* ffi 68'68r

98-90*

93.90{6

s8"64X

t7-s3t6

96.6S${

&{.?296

0,2s 15*, 8.0fi

. H&unhu nhdng cri sii . cinsridu trrdn. ctrr.rarruan u+n chriC Cdn b6t tiQn, C6 ghti ng6i giao

. Trangthi&bikhad&/dn rTrenEthi&birfftdard0,rhui"r** diCh nhmg lO4i gh6, V! tff ilat gh6
" 

:*ft :ey 
du, thuantter', hi+n d:i

kh6ng thugn tiQn ho{c khdng co

ghi5 ngoii nhu trucrng hgp c6ng ddn phan 6nh tai huyQn Di6n Kh6nh: "Kh6ng c6

' : :. ,( .r .. 4,- f-' ' '
gh€ ng6i giao ti€p vdi c6ng ch*c, thudng xuy€n dil*S giao fiAp" hay t4i thanh ph6

Nha Tran g: "Tdi cd thai dri*S ldu kh6ng n6i, di ngh! c6 gh6".
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94,00x

88.fl*
86.@{

84.mN

83.offi
80.ofi*
78.offi

76.M
74.0096

?2.ffi(
70.0016

58.00ia

vd thi

3. Thfr tgc hinh chinh

Thntpchanlr chinh

a?.6Cii rfx sr.ls(

il

Chi sd hdi ldng chung

v6 thti tpc hdnh chinh ndm

2018 dqt 82,16Yq tdng 3,97Yo

so voi ndm 2017. Cam LAm
: ld huyQn c6 chi sO nai ldng v6
thti tpc hanh chinh cao nh6t,
dat 87,68Yo. C6 06/8 dia
phuong c6 chi s5 tu 78o/o trtt
l6n.

- 
82.039( 81"49t(

Ir
?5_7rfi

is.err

I I
Crmlio Di& lftinh l&irh \,ln$iah C.B Nlr Nhhl{o.I$lidft Saa Vhh R fift ?raue

7,93yo, tuy nhi6n mfc tdng kh6ng dfi de hai dla phuong ndy hodn thdnh chi ti6u k6
ho4ch tinh giao ld 78yo, chi si5 ndm 201 8 thanh ph6 Nha Trang chi d*t 7 6,7 lyo vir
thi xd Ninh Hda d4t 75,690 , th6p nh6t kh6i huyQn. M{t b6ng chung, tdt circ6c dfa
phuong cl6u c6 chi siS_gia ting so v6i ndm 2Ol7,ri6ng huyQn Di6n Kh6nh gi6m nhg
l,53oh, tt 7 8,25Yo xu5ng cdn 7 6,7 lyo.

DOi voi viQc cdng
khai thri tqc hanh chinh, da

sO kh6ch h*g nhAn x6t
c6c th6ng tin vd t6n tht tpc
hanh chinh; thanh phdn vi
s6 lugrlg h6 so; thdi gian,
trinh tg gi6i quyiSt; phf, lQ

phf; c5c bitiu mdu di6n s8n

Thenh ph6 Nha Trang
x5 Ninh Hda m{c dir c6 chi s6 so v6i nIm 2017,ldn lugt tdng 6,98yo vit

Vi6c cdng khaith0 tr-rc hfuh chinh

Drnhmrc TTHCagpqrrduoag bggcbirrh 

- 

65 20%

Dqni nqs TTllCnnptlrxtranx m o6.oqx
cdc tt,.t'"i"bdu o&rd& s&$ongtin 

- 

$.r8x
Pti lg ptier,, qqy&ttriruc m 90.41r

?bsihprt trinhqrgii Aa4r k rZaeN
nr*rn*iqsift!-cag hi to 

- 

9s.r6

lEnTIltrC m98.13*,
s.ogx la.0gs 44 00f{ 60.9trr 8s,ffi 100.00fr

th6ng tin dti tham kh6o dugc c6ng
c6c th6ng tin v6 danh mUc tht tpc
buu chfnh chua dugc cdng khai dAy

Chdt luqng th6ng tin TTHC

l,Jrai dAy dri. Tuy nhi6n, khdch ha.,e <ldnh gi6
hanh chinh n-6p tryc tuyiSn vd nQp qua duong
ou.

Ch6t lugng c6c th6ng tin vA thti tpc
hanh chfnh dugc cung cdp dugc khrlch
h*g d6nh gi6 c6 cii thi6n so v6i ndm
2017. N6u nhu ndm ZOLT c6 d6n 23%
kh6ch h*g d6nh gid hAu nhu kh6ng c6 gi
ho{c thi6u r6t nhiAu th6ng tin cti5i voi nQi
dung thdng tin thfi tpc hanh chinh dugc
UBND c6p huyQn cdng khai, thi n6m 2}lg,

1.70X _-*.-*5,9(}3{

. Th0ng tin rdt so slt. thri nilu . Th6ng tin so sli" th6 hi6u

' Tam fruEc r rhi 16 ring rtlhi&
co 56,9%o kh6ch hdng nhAn xet rdt 16 rdng.
OE tri6u; zl,lyo nhan x6t kh6 rO rdng, dE
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hitiu; l5,4Yo nhfln x6t 0 mric tpm dugc, chi c6 l,Toh cho ring thdng tin r6t so sdi,

kho hi6u.

Khi duoc h6i "6ng/ ba d6nh gi5 nhu thiS ndo vO thdnh phan hti so phii nQp",

da s5 kh6ch hing, chi6m ti 19 98,1% d6nhgi6 thdnh phen h6 so tht tuc henh chinh

0 UBND c6p huyQn kh6ng c6 gi phtc t4p, don gia,rx, d6 thgc hiQn, bi6u mdu to khai

tht tpc kh6ng phric tap ho4c dcrn giAn, dE thUc hien; chi c6 1,9 yo kh6ch hang nhfln

x6t "nhidu gi6y to, c6 loai kh6ng cAn thirit" hoflc "qu5 nhi6u gi6y td phric tpp,

nhi6u lopi kh6ng can thitit hoAc v6 l;f"

Tuy nhi6n, mQt sO khacn hing phan 6nh co sp khdng th6ng nh6t trong viQc

tii5p nhpn hd so khi c6ng chric mQt cta kh6ng y6u cAu nQp gi6y chfug minh nhdn

ddn, s6 h0 khAu nhung c6ng chtic chuy6n mdn l4i y6u cAu, nhu ph6n 6nh ctia mQt

kh6ch hing t4i thinh ph6 Nha Trang: *HQ khdu vd ch*ng minh nhdn ddn nQp BQ

phqn m|t cha khdng nhqn nhtrng cdn b0 thu U, hi so lqi yAu ciu n4p, ldm miit thdi

gian, dnh hu6ng ddn c6ng viQc"

4. SF phgc vg cfra c6n bQ, c6ng chfc
I Cfri s5 t ong binh chung u6 sp

5r,r pfirc vg ctra cdn b$, cdngchrlc

l{rh H6a

Khiuh Som

CamLirn

tri€o!ft&rh ffies.u*
$?xlNitth

libaTraq

clmR^anh 1ru80:8ft
70.00% 75.689* &0.S* 85.0ffii

phUc vq cta can bQ, c6ng chric

kh6i huyQn ndm 2018 dat

85,72Yo, fing nhg 0,80% so

voi nlm 2Ol7 . f dt ca c6c dia

phuong d6u c6 chi si5 hdi ldng

tr6n 80%, du-o. c d6nh gi5 lopi

t5t theo thang do, trong d6 dan

dAu h huyQn KhSn VInh voi

sO gz,sl%o, tiiSp theo le

87^43X

E6.flta

86.41t(

84.90*

84.01X

90.003 95.0ffi

chi

Ninh Hda 87,43 Yo, th6p ntr6t ta thanh phti Cam Ranh 80,280 .

Ktit qu6 kh6o s6t cho th6y rhilieianchddsi
g6,lYo kh6ch hang cho bitit kh6ng 04,63.4x

phii cho dqi l6u khi ldm thri tqc,

3,5Yo cho ring phii chd ttqi l$6
ldu,0,4Yo phii chd dqi r6t l6u. C5c

trucrng hqp kh6ch hang cho dqi

16u ghi nhfln t4i huyQn V4n Ninh,

thanh phi5 Cam Ranh vd thdnh ph6 rFhiicn&dE,r{ttiu rchdi,{ll.hasu

Nha Trang. Trong c6c trudrng hqp '::::-]*:1T..::: 'cdnsnrEu6ndd'nruon'dinnann
r . Ouqc cing chrircddn tipngay

phii cho dgi l6u, co 90,35Yo khSch

h*g cho bitit nguy6n nhdn li c6ng chtc darrg gi6i quytit hd so cho nguoi kh6c, kh6

27



ban rQn. Tuy nhi6n, vdn c6 trudrng hgp nguoi dan phan 6nh c6ng chfc v6ng mdt
khdng rd ly do ho{c c6 m{t th.mg thd o, rC rd kh6ng quan tdm khrlch hang tAi Bq
phan mgt cria cta UBND huyQn Di6n Kh6nh, V4n Ninh.

98,8yo kh6ch harg cho bii5t viQc tii5p nhAn hO so tai B0 phfln mgt cria ld minh
bqch, kh6ch quan vd cdng bdng, ho{c chua c6 v6n de gi ktritin kh6ch hdng b5n
khodn; tuy nhi6n tru thanh phti Cam Ranh, thi xd Ninh Hda vi huyQn Kh6nh Vinh
kh6ng c6 y kitin phan 6nh, cdn l4i c6c don vi kh6c d6u c6 trudng hqp kh6ch hang
ph6n ffi chua c6ng b[rrg ho{c cdn uu ti6n quen, thdn. C6 03 kh6ch h*g phan anh
cdng ch&c nhAn hti so ngoii co quan vi 14 kh5ch hing phan 6nh c6ng chtrc gioi
thiQu fiAn hQ voi dlch vlt hofic ngudi quen AC tam thri tqc henh chinh (ktr6ng ghi
nhOn phan 6nh doi vdi UBND huyQn Kh6nh Son, Vpn Ninh vd thdnh ph6 Cam
Ranh).

Khi diSn giao dlch tht tqc voi UBND c6p huyQn , g2,O6o6kh6ch ha.,g cho birit
chi giao dich voi cdng chric B0 phan mQt cta, 7,76 chiti6p xtrc voi can bQ chuy6n
m6n vd O,IS%otitip xric c6 hai.

C6ng chd'c mgt cira
E6nh gi6 uO th6i dq

giao ti6p cria c6ng chric mQt

: cri€r, ktit qu6 diAu tra kh6o s6t

: khdng ghi nhan phin h6i ti6u
: cgc "kh6 ch!u, b6t [ch sg, cta
i quy6n", chi c6 O,73Yo kh6ch

hang nhQn x6t "thd o, it tfln
, tinh", l5,74%o d6nh gi6 tqm

duo. c, 43,04Yo d6nh gi| I.Jrrd

' tQn tinh, lich sp vir 40,490

o"@r5

. Khd, chiu, b* Fghsg.claqr4Er. Thi o. fl ltn Enh

. Tam t[rryc . Xhd rin rinL {rh cI

. Ltch sf, hba ntE, rin rinh

d6nh gi6lich sg, hda nh6, tfn tinh.

Tuy nhi6n, d6i v6i
c6ng chric phdng chuy6n
m6n, v6n cdn 2,200 khSch

hdng d6nh gi6 kh6 ch!u, b6t
lich sg, cria quydn (chi ghi
nh$n tai UBND huyQn Di6n
KhSnh), l,|l%o d6nh gi6 thd
o, it t{n tinh, 5,49% dfinh gi6
t4m dugc, 58,24%o tilffi gi6
kh6 t?n tinh, lich sU vd

Cdng chirc phdng chuy6n rn6n
2.X'* 1-10r{ 5.499(

' ruo e*tr" Udt lletr stl.flie$rlnir . ?hs c. ir tristinh

" Tla drrc . Khi ttn :nh,liet su
. Llch ry.hornhl tin!i!h
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32,97yo d6nh gi6 lich sg, hda nh6, t4n tinh. Nhin chung, kh6ch hang d6nh gi6 cao

th6i dO, tinh th0n phUc vg cta c6ng chric mQt cria hon cdng chtc phdng chuy6n
m6n.

V6 xri l), h6 so, hAu h6t k*r6ch hang tt6u hdi ldng v6i c6ng chric mQt cria vd
c6ng chric chuy6n m6n, tuy nhi6n v5n cdn gAn I ,65yo kh6ch hang cim th5y viQc xri
1), hO so cdn chQm chap, m6t nhi6u thoi gian.

VC v6n d6 ti6u cgc, nhfing nhiSu t4i UBND c6p huyQn, k6t qu6 t6ng hqrp ghi

nhfln 0,08% kh6ch hang nhan x6t "c6ng chfc ddi h6i UOi auOng qui ho4c ti6n, n6u

c6 m6i tii5p nhQn hd so"; 0,08% "c6ng chric v6n ti6p nhan hd so, nhur,g ttoi h6i co

UOi auOrng m6i gi6i quy6t dugc" (hai phan 6nh niy chi ghi nhan tai UBND huyQn

Di6n KhSnh); 1,40Yo "c6ng chtc kh6ng ddi h6i gi, dua thi nhan, kh6ng dua thi
th6i" (ghi nhAn t1i 6t ch cdc dia phucrng, trt thanh ph6 Cam Ranh); tin hiQu tich

cgc li ld da sti khSch hirng tli le 98,43o/ol<hdnggap ph6i c6c tinh hu5ng tr6n.

5. K6t eufl, ti6n tIQ giii quy6t c6ng viQc

Chi sd hii ldng chung v6

, ktit qu6, ti6n dQ gi6i quytit c6ng

viQc ndm 2018 kh6i huyQn dat

80,290 , tdng 2,1%o so v6i ndm

2017. C6 718 dia phucrng co chi

sO dat tr6n mtc chi ti6u ki5 hopch

dC ra ld 78oA, d6n dAu le Kh6nh

Vinh (81,33%), Di6n Kh6nh

(81,05%), dia phuong kh6ng d4t

n6t qui. ti€n tl$giii quydt cOugvigc

I(herh \iah 81.33t6

UituKhAqh ot.osx

KhtuhSon 81.04X

!6nh Hda 8&66X

Cant Liot

l$aTrarg

Cam Railr

8$_{4lt

80:fl4

trss?x
VanNinh 

-7F.rgl
Khi diSn giao dich tai UBND cdp

huyQn, 8g,3oh kh6ch hang cho bitit hd so

dugc tii5p nhan ngay tir 16n dAu, l},7yo
khSch hdng bi tr6 lai hd s<r. Trong c6c

truong hgrp ndy, c6 66,7oh khrich hang chi

phii bd sung h6 so 01 lAn ln duqc ti6p

nhQn, 25,4yo b6 sung OZ ldn, 6,2yo b6 sung

lAn, l,l%b6 sung 04 lan vd0,6Yo phei b6

sung fi 5 lan tro l6n. Trong d6 c6 221<hich

hang phin 6nh kh6ng nh?n dugc th6ng b6o

bd sung hd so, chi khi d6n B0 phfln mQt cta theo ngiry hgn thi moi biiSt; trong d6

kh6ch hdng ph6n 6nh nhiAu nh6t tai UBND huyQn Di6n Kh6nh, thi xd Ninh Hda.

?4.0& 75.Sii ?5.00* 77.ffi 7S.00* n.mr.88.m* $.s,6 81.00x : ld huyQn V4n Ninh 76,77oh.

sd En bd sung hb so

o666 1.1X 6.tr16.

.05ilntrdlfu rG4 lEn rO3 lin rO2tBn rS1 lBn

3
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Theo k6t qu6 kh6o s5t, gAn 6,3yo kh6ch hang cho bii5t kh6ng nhfln dugc

huong d6n c6ch thric tra criu ti6n dg h6 so, cdn l4i 93,7o/o kh6ch hdng dugc huong

d6n c6ch thfc, tuy nhi6n c6 di5n 46,870 kh6ch hang thUc hipn tra ctm h6 so b6ng

c6ch d6n tan noi di5 h6i BO phan mQt cria.

Oe nnan dugc k6t qui gini

quy5t sau khi nQp h6 so, 89,40Yo

kh6ch hdng cho bitit chi di5n B0

phQn mQt cria 01 len, 6,3Yo kh6ch

dng nhan dugc k6t qu6 qua duong

chuy6n ph6t nhanh; cdn l4i 4,3Yo

ph6i tli ttr 02 lAn trd l6n. Kh6ch

h*g d6nh gi5 ph6n lon h6 so dAu
.7. A.gi6i quy6t som vd dting h4n, chi 40

kh6ch h*g phan 6nh nhgn h6 so tr6

0.25X 0^82ft 3"46!r

x,.r)f,

rO{ linrtlin r 0!} lin r 02 ten r 81 lin rGr}i chuy€n phdrnhar*r

100.0$r$

9S.0S(

8S.0&,

7S.A{D(

ffi^f,&
5S_offi

10-offi

30.osa

28.t0ft,

10,0fii6

0^00t(

Chi s0tifu nh.f,n thing tit phin h6i

hgn. D6i voi h6 so tr6 hgn, chi c6 26Yo kh6ch hang cho bitit c6 nhQn dugc vdn bin
th6ng b6o, xin t5i va hen tri k6t qui cta co guffi, con 14i 74%kh6ng nhfln dugc Vd
nguy6n nhan, theo phan 6nh cria kh6ch hdng cht yiSu ld do h6 so t6n dgng nhiAu,
kh6ng gi6i quytit kip, do c6n b9 di c6ng tic...

6. Ti6p nh$n, xfr tf thdng tin phfrn hdi

Chi s6 trung binh chung vO

titip nhan th6ng tin phan h6i cria
ttrOi huyQn dat 83,64Yo, ting 8&05*

2,08Yo so v6i ndm 2017. C6
06/08 tlia phuong det lo4i t6t
theo thang do, il.mg dAu ln huyQn

Kh6nh Vhh gl,g8%o, tii5p theo ld
th! xd Ninh Hda 88,05%.Hai dia
phuong kh6ng dat ld thanh ph6

91.9Eli

cam Ranh 76,20/o vd huyQn V4n
Ninh 74,67yo.

, :*uA*tal Uda@ri *uldvttOd. nitraxi. C *iit,pr*ru
, C; g,,ii ki& 4hi c&e *fiia( iluee Ei &!i . C6 ki bi eeog lt,6q dii qultt dE* S
, llm rir t&, tOOn5 * g plrli tiio qhi

t5.t2t6 84.39ta $.80t E3.il?a
76.29:6 n,686

r-ilb trrtu Cro Kldrh \\r Crm \l$
* 

*1* 
*: * rnag Rlnh :iint

K6t qui cho th6y c6 97,4Yo

kh6ch hang d6nh gi6 cic co quan
: c6 ni6m yi5t thOng tin duong ddy

n6ng (sO diQn tho4i, dia chi thu
diQn tri, website,...) d6 phin 6nh,

ki6n nghi; 0,7Yo d6nh gi6 th6ng tin
A.cung cdp chua d6y dt vir l,9o

I kh6ch hang cho bitit kh6ng th6y
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th6ng tin dudrng ddy nong dO grii phin 6nh, ki6n nghi.

Trong sO kh6ch hdng dugc kh6o s5t, chi c6 72 khrich hing cho bitit ttmg gui
phin 6nh, ki6n nghi disn c5c co quan; trong d6 c6 6 khrich hang d6nh gi6 viQc grii
phin 6nh, kii5n nghi con kh6 khdn, phi6n hd, chua thpt sg thu4n tiQn, 66 kh6ch h*g
con [4i d6nh gi6 tam dugc, kh6 thupn lqi hoac r6t thupn tiQn, d6 dang.

OOi vOi c5c kh6ch hang chua trmg ph6n 5nh, ki6n nghi, 82,g8yo kh5ch har,g

d6nh giir citc co quan ldm r6t t6t, kh6ng c6 gi phii phan 6nh, ki6n nghi; cdn lpi

17,Ozyo kh6ch h*g c6m th6y chua thQt sU tin tuong viro viQc gini quyi5t phfur 5nh,

kii5n ngh[ cta UBND c6p huyQn (xem hinh). VC ttit qu6 gi6i quytit phan ffi, ki6n
nghi, 6,940 kh5ch hdng nhQn x6t it khi tri loi ho{c tri lcyi kh6 ch4m, tri ldi kh6ng

th6o dang, cdn lqi 93,06% nh?n xet trb loi tucrng d5i 16, nhanh ch6ng, th6a d6ng,

c6ng khai.

Tr6n l0% ldtilch hdng cfing cho bitit kh6ng th6y nQi dung tr6 ldi phan ffi,
kitin nghi dugc ni6m y6t, c6rg khai tpi B0 phan mQt cria ho{c tr6n Website. Cdc

khSch hdng con 14i d6nh gi6 viQc ni6m y6t, cdng khai kiSt qu6 tri loi phan anh, ki6n

nghi tuong Aoi tot.

III. DANH GIA CHUNG VA GOP f CU,q, XUACU HANG

1. D6nh gi6 chung cfra kh6ch hlrng

Ki5t qui kh6o s6t ndm 2018 cho th6y ty t9 kh6ch hdng phan anh khdng hni

ldng hoflc r6t kh6ng hdi ldng Ai5i vOi sg phpc vp cria UBND c6c huyQn kh6 th6p,

chi chi6m l,llYo (13 nguoi d6nh gi6 kh6ng hii ldng, khdng ghi nhan truong hgp

danh gi6 rdt kh6ng hdi ldng) , 12,4yo danh gi6 b mfc t4m dugc, 886,60 danh gi5

hii ldng vd r'5t hii long.

MQt s6 u6" Ae cp thiS lim cho kh6ch hang chua hdi ldng bao gdm: ViQc c6ng

khai, minh b4ch th6ng tin r6t k6m (3 f kitin); Ei6u kiQn ti6p d6n, phpc vp nhiAu

h4n ch6, rdtbdt tiQn khi giao dich (a y kiiSn); Tht tqc qu5 ric r6i, phric tqp, mdt

nhi6u thdi gian ldm h6 so (7 y kii5n); Cdng chtc thucrng dua ra y6u cAu hd so

kh6ng dirng quy dinh, gdy phi6n he (3 y kitin); Th6i d9 phuc vs, giao ti6p k6m (8 f
ki6n); Ktit qui gini quyiSt cdng viQc chfm tr5, di lai nhiAu lan (10 f kii5n); C6 ti6u

cuc, nhfrng nhi6u khi ldm thri tpc (3 f kitin); Co quan kh6ng cAu th! ti6p thu vd

l.,hic phuc han ch6 (1 f kiiSn) vi mQt vii nguy6n nhdn kh6c.

Ki5t qui ph6n tich chi sO frai ldng theo tung linh v.uc tht tr;c tqi cdp huyQn

cho th6y, linh vyc v0 sinh an todn thgc phAm c6 chi sO nai ldng trung binh cao nh6t

v6i 85,49Yo, cdc tinh vgc lao dQng thuong binh vi xd hQi, xdy dpg, ddt dai c6 chi

sO nai long th6p hcm c6c linh vuc kh6c.
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Bing 3. Chi s5 nai ldng trung binh tr6n cic linh vgc - UBND c6p huyQn

STT Linh vW dich vU SIPS
I An toan vQ sinh thgc ph6m 8s.49%
2 C6c linh v.uc khrlc 84.99%
3 DIng k), kinh doanh 84.23%
4 HQ tich, chimg thuc 83.3t%
5 Lao dQng Thuong binh vd Xa hQi 82.90%
6 Xdy dpng 82.90%
7 D6t dai 82.01%

Trung binh chung 83.690/o

Xu th6 phan h6a chi sO nai ldng theo linh v.uc n6u tr6n khd"g dlnh rdng, tai
cilng mQt c6p ho{c mQt co quan hanh chinh, mirc dQ hdi long gifra cric linh vpc tthri
tuc hanh chinh kh6c nhau c6 th6 khdc nhau. Do d6, cAn c6 su quan t6m nhi6u hon
Ae nr6c phUc nhirng han ch6, ndng cao hiQu qu6 c6ng viQc vi ch6t lugng phUc vU
AOi vOi c6c linh v.uc c6 chi s6 hdi ldng trung binh th6p hon c6c linh vgc kh6c.

Phuong sai chisd hei ling theo Fnh vgc th* tqc
86.Soffi

85.00?6

84.offi
8:t.fi6$

st.00s

81.fi0*

s.{tor(
Antoln$ Cdrclinh
sinhthgc w5c kh*c

phSm

ershf s{t6ai H0ticn, Ls?B & xr.tx5ydgng
kinh chil,ng

doanh th*E

u|
G-

6
o
c
ts
t!,

E

Bi6u dd 6: Phuong sai chi s5 nei ldng theo linh vgc thri tgc (UBND c6p huyQn)

2. G6p f cria kh6ch hing tI6 phBc vg t6t hon

Trong nQi dung e6p ! ctia kh6ch hang aoi voi UBND c6c huyQn, th! xd,
thenh ph6 ndm 2Ol7 cfing ghi nhan r6t nhi6u loi khen nggi vi d6nh gid caovA ch6t
lugng phUc vp. Kiit qu6 kii5m dinh phuong sai cho th6y kh6ng c6 sp kh5c biQt co f
nghia thiSng k6 v6 mtc dQ hdi ldng trung binh gifra c5c nh6m khSch hdng theo tAn
su6t giao dich, theo gioi t(nh. Tuy nhi€n, nh6m kh6ch h*e sinh s6ng 6 thi xe,
thanh phi5; c6 iIO tuOi tr6n 60; trinh dQ tr6n d4i hgc vi ngh6 nghiQp kinh doanh ho[c
dd nghi htru c6 mric ilQ hdi ldng th6p hon c6c nh6m kh6c.

Qua t6ng hqp Dt liQu phi c6u truc, b6n c4nh vi6c phan futh cdc v6n dA chua
hii long nhu UBND huyQn Di6n Kh6nh: *Khi ngudi ddn diin co quan, ngudi trong
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co quan nAn c6 thdi dO chdo hoi (chdo c6, bdc, chti cin gdp ai, ldm thil tqc gi?),

hudng ddn, thidu ndt mfrt vui tuoi, niim n6. Diin co quan ldm vt€c nOn c6 s*c khoe

t6t, trd ngqt c6ng viQc gia ctinh ddn diin thdi dq kh6ng dn cin, tuoi vui ffAn ndt

mdt", "Ldn ctdu bn ldm h6 so t6i kh6ng bi€t liiy s6 nAn hdi c6ng ch*c thi c6ng

ch*c trd ldi voi thdi dQ kh6ng nhi€t tinh (nhdn)";thirth phd Cam Ranh "Ngudi

ddn thi nhiiu lilc kh6ng rdnh vi giiiy td md cdn b0 thi thd o khdng nhi€t tinh hudng

aan

Ngudi d6n cfrng gui gdm nhfiTrg tdm tu, nguyQn vqng tt6 viec gi6i quy6t tht
tgc hinh chinh dugc t5t hon: "Mong sao tht) tltc ddng b! diit itai khi ldm phdi

su6ng sd, liin th6ng giica UBND xd vdi UBND huyQn. Kh6ng bdt ddn iti lqi nhiiu

lin trong khi d6 hi so dcit dai dd nep dAy dfi nhung vdn kh6ng gidi quydt, d€n gid

vdn chua c6" (huyQn V4n Ninh); "Mong c6ng ch{ec th6ng bdo cdn b6 sung h6 so

gi thi n6i lu6n m|t lin ae mai di lqi nhiiu lin, mtit thdi gian. Hon 02 thdng rii
chua ldy duqc t6 do." (huyQn Di6n Kh6nh); "Mong cdn b0 hd ffq cho doanh

nghigp vi giiiy td hO so nhanh ch6ng, su6ng sd hon aii khAng mtit thdi gian khi ldm

gidy" (huyQn Van Ninh). D6 li nhimg phan anh ttr thpc tiSn gi6i quy{it c6ng viQc,

thu tgc hanh chinh t4i c6c co quan, c6n nghiOn ciru dO c6 gi6i ph5p phu hqrp trong

thoi gian t6i.

Nhi6u kh5ch hang th6 hien r6t ftai ldng vi denh ldi cim on ilOi voi co quan

henh chinh mir minh d6 giao dich, gini quyiSt c6ng viQc (xem chi titit tpi Phr,l lpc Dt
liQu phi c6u truc t<trOi USND c6p huygn). Kh6ch hang thUc hien nOp hO so tryc

tuyiln mric d0 3 tr6 16n cfing d6nh gi6 ktr6 ti5t v6i hinh thfc giao dich hiQn tl4i ndy,

tuy nhi6n kh6ch hang gop y cAn b6 sung th6m tiQn ich thanh torln tryc tuy6n.

Nhfing e6p ! cu thi5 aOi vOi ttmg co quan dd dugc t6ng hgrp vi hQ thiSng hoa

t4i Php lpc Dt liQu phi c6u truc kdm theo B6o crio.
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PhAn IV:
cHi s6 rw ldxc cAc co euAN NGAr\H Dec

MUC I.
cHi so HAr LdNG cAc co euAN BAo nffiu xA nQr

r. cHi sO nar LoNG cHUNG

Chi sd hdi ldng trung binh ndm 2018 cria kh6i BFD(H dqt 79,52Yo, tdng
6,0lyo so voi ndm2017 (73,51%), hoan thanh mpc ti6u dO ra tai ki5 hopch CCHC
tinh ndm 2018 (78%). BID(H Kh6nh vinh c6 chi s5 cao nh6t, d4t g6,g4%,thip
nh6t ld BFD(H tinh, chi d4t75,93Yo.XemBi6u rt6.

Bi6u dd Z: Chi s6 hii ldng nim 2018 - BHXH

8/9 don vi c6 chi s6 t5ng so v6i ndm 2017, BIil(H Kh6nh Son c6 mftc tdng
cao nhSt 12,25yo. B[D(H Ninh Hda vd Cam Ranh c6 mric tang khd cao, lAn lrqt ;
7,86yo vd 6,75Yo. Btt(H tinh, Dien Khiffi, Van Ninh d6u c6 mric tdng tr€n 4yo.
B[D(H Nha Trang ld don v! duy nh6t co chi s6 hdi ldng gi6m (5,g8%).

Di6m titin bQ vugt b$c ld 719 donv! c6 chi s6 dpt mpc ti6u dO ra, t5ng 05 <lon
v! so voi n6m 2017, trong d6 c6 3 don vi tr6n 80% (KhAnh vinh, Kh6nh Son, Ninh
Hoa). Khoang c6ch ch6nh lQch gifra don vi c6 chi sO cao nh6t voi th6p nh6t ld

BHXH
tlnh

BH)GI
Cam
I-em

BHXI{
Nha

Trane

BHXH
v1n
NlDh

BH)(I{
Cam
Ranh

BHXI{
Dt0o

lfttnh

BH:(}I
Nlnh
H0a

BHXH
IChSnh

Sorr

BHXH
Kh6nh
Ylnhr2017 71.,46Vo 74,059673,9*Vo 8'1,07% 72.34yo 74,4696 73,A296 72,8596 a*,4a%

7s.,22q6 79,!995,f20L8 7s,939t 76,39% 7S,O99h 79,O9yo 81,6896 85,1096 46,84%

1@%

8@6

6@6

40/o

)2077
r 2018
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l0,9lo , giim 13,020 so vdi ndm20l7.

Bing 4. Chi s5 na,i ldng BHXH 2017 - 2018

TT Don v!
SIPS Tilngl

giim2018 2017

1 BIfiH Cam L6m 76,39yo 73,94yo 2,45yo

2 Blt(H Cam Ranh 79,09o 72,340 6,75yo

aJ BFD(H Di6n Kh6nh 79,19o 74,46yo 4,73yo

4 BFD(H Kh6nh Son 85,llyo 72,85yo 12,25Yo

5 BFD(H KhSnh Vinh 86,84o 84,4804 2,3604

6 BIil(H Nha Trang 78,09yo 84,070h -5,9804

7 BFD(H Ninh Hoa gl,680h 73,8204 7,860

8 BIil(H tinh 75,93yo 71,460 4,4704

9 BFD(H V4n Ninh 78,22yo 74,05yo 4,l7yo

Trung binh chung 79r52o/o 73r5lo 6r0lo/o

Xem x6t Bitiu aO UCn duoi co th6 th6y chi s6 tr6n 6 ti6u chi dAu t6ng so v6i

nam 201 7,trongd6 chi sO tli tpc hanh chinh c6 mric t6ng cao nhdt 17,93%,k6

d6n ld Tiep canlich vU ll,8loh,4 chi s6 cdn 14i co mtc tlng khdng dang tC. SU

m6t can aOi t Cr, 6 tiCu chi d6 dugc thu hgp so v6i ndm 2017. 416 ti6u chi c6 chi s6

d4t mpc ti6u k6 ho4ch dd ra, trong d6 co 03 ti6u chi tr6n mftc 80%, d4c biQt ti6u chi

Di6u kiQn titip d6n vi phuc vu gan dat t6i da99,45o/o. Xem Bi6u <16.

Chl sd hil ldng tr€n cfc titu chf 2018 -BI{XH

TC
100% .o3%

TT
82-9

OK

80.70%

1.L%
-2018
-2017KQ HC

py 99.45%

Bi6u Ad 8: Chi s5 hiri ldng tron tirng tiou chi - BHXII2018
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rr. cHi s6 sar r,oNc rnfN ruNc ufu cni
1. TiSp cgn dlch vg

Chi s6 trung binh ti6u chi Tirip
c4n dich vU dat 67,03yo, tdng I l,81oZ so

voi ndm 2017 (55,22%). BIXH Kh6nh
Vinh c6 chi s6 cao nh6t vOi g6,77yo,

ti6p di5n le Kh6nh Son voi 85,52yo, dqt
mric T6t theo thang do. BID(H Cam
Ranh, Ninh Hda d4t mfc Kh6. 05 don
vf cdn lpi chi d4t mric Trung binh (gi6m
02 don vi so voi n6m 2017), trong d6
Nha Trang th6p nh6t v6i 56,40% (Ndm
2017, Nha Trang det chi s6 cao nh6t
92,06%).

Hinh thrirc tidp cOn

Chisdtidp cin dlch vtr

BHXH lft{nhlrrnh

BlDil{ Kh&rhsm

Blflfl NinhHqa

BH)(H Cem Ranh

EHXH Van liioh

BUHDi0nKldnh

BH)(H rinh

BHXH Cam Lim

BUfi NhaTrang

W ffA 76 8ffi 90fr

Chi cdn 47,26Yo kh6ch hdng cho
bitit chi dugc ti6p cpn th6ng tin ve co
ch6, chfnh s5ch, quy rtinh ve gfXU duOi
0l-02 hinh thfc th6ng tin (gi6m l5,g7yo
so voi ndm 2017). ViQc cung c6p th6ng
tin tu 03 hinh thtic trd l6n ngdy cdng t6ng
(06 hinh thric tro l6n chiiSm 18,93%).

Chdt lugng thong tin

7,21% rII6ng tin rAtsosii.
mo nitu

r ltlng lin so sii, kh6
hi6u

rTam dugc

r Khi rd rin& dA hidu

r R5t 16 dng, aE hi6u

r01- 02 hlnh thrrc

t 03 hlnh thrk

r 04 hlnh th[rc

.05 hlnh thfr

.oG hlnh thftkd ten

lugng th6ng tin duo. c cung
cap dd ndng cao tLing k6, c6 65,4OYo
khSch h*g d6nh gid th6ng tin duo. c
cung c6p "khri 16 rdng, dE hi6u,, vit,,rdt
rd rdng, d6 hi6u", n6m 2017 chi dqt
45,80Yo. Chi c6 7,2lyo ddnh gi6ld ,,rdt

so sdi, kh6 hi6u", gi6m lg,76yo.

Thdng qua phi6u kh6o srit, nhiAu
khrlch hdng d6 nghi tdng cudrng tQp
hu6n tr.uc tii5p cho c6c doanh nghigp, td
chirc; hd trq k! thugt khi pha" -dm bi l5i; duy tri dudrng d6y n6ng va b6 trf crin b0
tryc huong d6n, gidi ddp qua diQn tho4i; c6 cIQi ngfl chim s6c kh6ch t6t v) nhi6t
tinh; cung c6p th€m tdi liQu tai ban vitit hO so, m0 rQng phuong thfc th6ng tin qua
email, tmg dUng di dQng vd qua website; bang huong d6n tr6n wesbsite chi titit
ttrng nghiQp vr,r di5 mqi ngudi c6 th€ nim 16 hon; th6ng b6o kip thoi bdng vdn ban

62,89S

12,15r

khi quy dinh, chfnh s6ch c6 thay d6i

36



DiEu kiQn ti6p d6n vi phgc vg

BHXH Khrnh vinh

BHXH l$tilSoD

BHXH Dien Khinh

BHXH Nha Tmng

BHXH Ninh Hda

BHXII ven Ninh

BHXH Cam Ranh

BHXH Cam Lin

BHXH tJNh

85,78X

65% 7W 1iYt NX 8sra 90t6

i-.iilrt3,s
I

tU82,02r

Slarprx

S&lgr,z8e6

80,30{,

Eil

W

2. Didu kiQn ti5p d6n vh phBc vg (Didu kiQn tlf,m bflo thqc hiQn dich vU

c6ng trgc tuy6n)

Chi s5 trung binh ti6u chi Ei6u

kiQn dim b6o thgc hiQn dich vU c6ng tr.uc

tuy6n d4t 80,70o/o,tdngz,}8yo so v6i ndm

2Ol7 (77,82%). BFIXH Kh6nh Vinh ti6p

tpc ddn dAu (85,7|yo), tiiSp di5n le Khanh

Scrn (83,5 2%). C(, 8lg don vi c6 chi sd

d4t mgc ti6u, t6ng 02 so v6i n6m 2017,

trong d6 6 <lon vi dat chi sO tu SOYo trb

16n. BFD(H tinh iltmg cuiSi bang, chi d4t

76,77Yo, cii thiQn kh6ng dSng k6 so v6i ndm 2017 (75,77%). BFDGI Ninh Hod,

Kh6nh Son c6 mirc tdng kh6 cao, l6n luqt td 5,850 vd 5,62Yo.

Giao diQn cria website tl6 thUc

hiQn c6c giao dich tryc tuy6n cta ngdnh

BFD(H dugc kh6ch hang danh gi6 cao

hon so v6i ndm 2017. C6 76,73Yo

kh6ch hang nhan x6t "tuong AOi dC

theo d6i" vd "dcm gia'n, r6t d6 theo

d6i", tdng l},l|oh; l9,48Yo danh gi6

t4m dugc, gi6m 8,75%o; chi cdn 3,79Yo

kh6ch hang chua hlri ldng, gi6m 0,4yo.

pOi vOi viQc thao t6c tr6n giao diQn website, chi cdn 3,010 kh6ch hang cim

th6y k116 thyc hiQn (ndm 2Ol7 ld 3,55%); 2l,44Yo nhfln x6t t4m dugc; 7 5,560A d6nh

gi5 h "tuong aOi ae thuc hien" vd "don gi6n, r6t d6 thgc hiQn".

0,65%
t.t7%

r H0 thSng ltic nio c[ng

trUc tric

r Hg th6ng truc trtc
ftu0ng xuy6n

I He

hlc

th6ng

khOng

[ic duqc

r HQ tr6ng dOiltic cOn

trUc tric

Oiinh gii vE giao dign

0,65% r R6i rtm, r{t ktrd tnr,tc nien

r l(h6thG hien

rTAm duqc

r Tuo$ d6i dE thrrc hiOn

r oon giln, rAt o8 ttruc
hien

Trong 766 kh6ch hirng

dugc kh6o sfut, 38,25% cho bi6t

hQ th6ng lu6n th6ng su5t, kh6ng

th6y trpc tr{c (ndm 2017 chi d4t

27,34%); 5l,83%o nhfln x6t d6i

lfc cdn tryc tr[c, giam 7,54o/o so

v6i ndm 2017 (59,37%); chi c6

l,83oh d6nh gi6 h9 th6ng luc

ndo cf,ng tryc tr{c ho{c tr{c
thuong xuy6n (ndm 2017 c6 toi

7,670A kh6ch harg phan 5nh

ili6u niy).
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3. Thfr tgc hinh chinh

Chi s6 trung binh Thti trfc
hanh chinh det 7&,ll%o, tdng
l7,93oh so v6i ndm 2017
(60,19%), li chi sti c6 mric tdng
cao nh6t. 8/9 don vi dat mpc ti6u
k6 ho4ch d6 ra (ndm 2OI7 chi c6
I don v!), trong d6 c6 6 don vi
c6 chi s5 t Cn B}yq l don v! dat
mric Ttit H BIil(H Kh6nh Vinh.
BID(H tinh titip tuc & cu6i bang,
chi dpt 76,77Yo, tuy nhi6n dd c6
nhfiT ,g cii thiQn tich cgc so voi ndm 2
gita don v! dtmg dAu vd cu6i da dusc
ndm20l7 (23,82%).

3,14tr
r Qu, nhilu g6y td phrir

Qp, nhiBu lqi ktrorg dn
thlfthoicv019

r Nhibu giryd, nt tooi

ldrOng cln thi6t

rTMnh phAn he so
thtrrg c6giphrrc tnp

r Thinh phln hd so dcm

giin, Igi{yO

017 (t[ng 19,62%). Khoang c6ch ch6nh l6ch
thu hgp, chi cdn 9,0lyo, gi6m l4,Blyo so voi

Tri ldi phitiu khio s6t, 72,8lyo
kh6ch hdng cho rdng h6 so thri tpc hanh
chinh "don gian, ft giey td" vd ,,r6t don
giin, hW ly; 23,79yo cho rdng thenh phAn
h6 so "kh6ng c6 gi phric t4p". Tuy nhi6n
vdn cdn 3,4Tyo d6nh gi6 thdnh phAn h6 so
cdn "qu6 nhi6u gi6y to phirc t4p, nhi6u
lopi kh6ng cA, thitit ho6c v6 ly,, vd.,nhi6u
gi6y to, c6 loai kh6ng can thief,. Vi dg
nhu: YCu cAu bd sung gi6y khai sinh, s6

hQ kn6u trong khi nh6n vi6n d6 c6 sti b6o hitim xd hQi (Cam Ranh); y6u cAu cung
c6p th6ng tin cria ngudi kh6ng mua b6o hitim xd hQi (Nha Trang);... DirSm ddng ghi
nh0n li nhimg thenh phan hd so bi khrich h*e phin 6nh h phric t4p, kh6ng cAn
thitit v6 lf trong ndm 2017 dd dugc khic phUc.ho[c

Phan lon ktrSch hing dAnh gi6 gi6y fi,
bi6u mdu h6 so ld don gian, d6 thgc hiQn
(72,81%); 25,l0Yo cho r6ng kh6ng kh6 l6m;
chi c6 2,09yo ld phric t4p, kh6 di€n th6ng tin.
Ttr d6, chi c6 3,92yo kh6ch hune ph6i m5t kh6
nhi6u thoi gian m6i t4o lfp vd nQp duo. c hd so
cliQn tt (ndm 2017 ld, S,O6yo). 7l,54yo kh6ch
hdng cho r6ng thoi gian tao l4p vi nQp h6 so
clign tri ld tuong d6i nhanh vd r6t nhanh.

3.3996 r M5rr{t nh[u thdi gian

I Xhi nhiuu hoigien

rTSm tugc

r Tuorg d6i nhafi

r ThW hi{n rrt nhanh

d6ng

Thti tr,rc hinh chinh

BHXH Iftenh Vinh

BIDGI KhinhSon

BHXH Di€n Khlnh

BHXH NhaTrang

BHXH Ninh HOa

BHXH VanNinh

BHXH Cam Ranh

BHXH Cam Lllm

BHXH tinh

85.7896

6596 lwo 750A 806 85% 906

76.17%

82.02%

80.3096

81.78%
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4. SF phBc vg cfra cin bQ, cdng chrfrc

Vi cla sO kh6ch hang B[D(H du-o. c

kh6o s5t 16n ndy dd thgc hiQn tht tpc tryc
.t,
tuy6n qua mAng Internet n6n viQc ti6p xric,

giao ti6p tr.uc titip v6i cdn b0 mQt cria hAu

nhu kh6ng co. Do vQy, ti6u chi Sy phgc vp

cta c6n bQ, c6ng chric chi thi6t kiS g6m 01

cdu hoi. Ki5t qui chi si5 hii long cria khSch

hane AOi vOi ti6u chi niy ti6p tpc tdng, gAn

dpt mfc tOi da 99,450 , tdng0,24 % so v6i
ndm 2017 (99,21%). B[D(H Ninh Hda d4t

mric tuyQt d6i l}Oyo, th6p nh6t le Kh6nh

Vinh (94,48%).

Ch6t luqng phgc vr.r

1,96%

r C0n9 chic doi ltii btl dr0r8
qre lECc chr gii drch w moi
dp nEo giliquy0l

r Cdng chm dC mU non c6 bdi
drong d6 h6 so duqc giei

Wyfl nhd|h lpn

rc6ng chua kh000 dd hd,
rfxrpvan ti)rdrfiE

t$!I[ghc& onh hu6rts ran

Tuygt dai da khrich hat g

(97 ,77%) ph6n 6nh khdng gap phidn hd,

nhfrng nhi6u, nhu v4y c5 thiS kneng dinh

giao dich tryc tuy6n g6p phan giam

m?nh phiAn hi, ti6u cgc vi lim cho sy

hii ldng cfia kh5ch harg aOi vOi sg phpc

vg cta can bg, c6ng chfc tdng l6n vugt
bOc.

K6t qud, ti6n d9 giiiquy6t c6ng viQc

BHXt{ Iftrnh t'inh

BHXH Nha Tnng

BILt(ll KhinhSor

BHXH Cam Ranh

BHXH Vp Ninh

BHXH Di6n KMnh

BHXH Ntnh H0a

BHXH tlnh

BHXH CamlSm

Wr 65X 7W. 7iYc 80i6

-.o
E;
lroo.zx
f**

Str.gzx
Drr.rnr

69.98X

1116

,fi

5. K6t {ui, ti6n tIQ giii quy5t c6ng viQc

Chi s6 trung binh le 68,98Yo,ttry

c6 ting l,25oh so v6i ndm 2017

(67,73%) nhung v6n chua dat mgc

ti6u. Ki5t qui ph6n tich dt tiQu cho

thdy, trong 9 don vi BFD(H thi c6 03

don vi chi s5 & mirc Trung binh (duoi
68,l%o),th6p nh6t le BFD(H Cam LAm,

chi d4t 65,30Yo;06 don v! cdn lai dAu

d4t mtc Khe, cao nh6t le Kh6nh Vinh
dqt 79,56Yo, ddy cflng ld don v! duy

nhSt dat chi ti6u 2018. Khoang c6ch ch6nh lQch gita don vi c6 chi s5 cao ntr6t vOi

don vi th6p nh6t ld l4,26yo (ndm 2Ol7 chi c6 l2,l6yo).

Tri loi phitiu kh6o s5t cho th6y c6 24,74yo khdch hang cho bii5t phii bO sung

hd so sau khi dd nQp. M4c du tf lQ nny cdn kh5 cao nhtmg ddbilt dAu gi6m, ndm

2017 Ld34,94Yo.

Sg phpcv1r cta cin bg, cdng chrlc

BH){H llinh Hda

BHffiIiil

B}l)fiilhaTnng

BHHYp}lrnh

BII\ll l(Ituhsdr

BHl(IiDituKh,nh

BH0lCaml,im

BHXHCamR il

B[I)(I{lftinhVinh

906 9t, 9{X 9696 98[ lm%
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C6 98,30o/o khdch hang phan 6nh ho

so duo. c gi6i quyi5t nhanh, sorr, dring h4n,

d4t y6u cAu, (n6m 2OI7 ld 96,45%); l,3l%
ph6n 6nh tr6 hAn (gi6m l,60 so voi n[m
2017); Tuy nhi6n vin cdn 0,39% V,hich
hang phan 6nh kh6ng nhQn dugc ktit qui

.r. l.gi6i quy6t, gi6m nhq 0,24Yo.

OOi voi c6c trudrng ho,p h6 so gi6i
quyi5t tr6 hgn, nguy6n nhan dugc c6c co

quan gi6i thich td do: h6 so nhi n6n gi6i quyi5t khdng kip; l5i duong truy6n
Internet; do dudrng xa, mang internet t5i. gfDffi V4n Ninh thi xin t5i va hgn l4i
ngey som nh6t do nhi6u h6 so (xem chi ti6t t4i Phq luc dir li6u phi cdu tlic
BHXH).

Iidp nhin, xir I thdng tin phin hbi

BIIXH lO{nhVinh

BtDOl KihhSm

SHXH Ninh Hoa

BHXH Di6n XHnh

BHXII Car Lim

BH)(H Nha Tr?nt

EHXH Crm Ranh

BHXH Van Ninh

BH)(H&h

7$ 75X 80I 85X 906

@or

!m.rox

9m.on

951tr

tltrl

6. Ti6p nhgn, xfr lf th6ng tin phfln hdi

Chi s6 trung binh ndm 2018 le
82,91Yo, tang 4,270 so v6i ndm 2017
(78,64%), dqt mpc ti6u dC ra. BIIXH
Kh6nh V-mh c6 chi sO nai ldng cao nh6t, dpt
89,94Yo, th6p ntr6t le BID(H tinh, dat
78,77Yo.

919 donv! c6 chi s6 d4t mgc ti6u rt6
td, trong d6 c6 4 don vi d4t mric fOt

G6ng khai duong ddy n6ng

2,2?% r Xh6ng thdy gi

r ftidu nhiEu thOngtin

rT4m dugc

r Kh6 diy60

r Diy ttt lh6ng tin, 16

ring

(Kh6nh Vinh, Khrinh Son, Ninh Hda, DiOn Kh,lrh).

84,58Yo kh6ch hang nhAn th6y
cdc co quan dE cung c6p, c6ng khai
dAy dt th6ng tin dulne d6y n6ng,
g6m (n6m 2Ol7 chi d1t 77,85%);

l2,42Yo khSch harrg d6nh gi6 ld tam
dugc; 3,0lYo ddnh gi5 ld kh6ng th6y
thdng tin ho{c thi6u r6t nhi6u. Nhu
vQy, vi6c c6ng khai th6ng tin duong
ddy n6ng dE dugc c6c don vi ngdy
cdng chri trgng hor.

r &in8 han

I Sdm han

rGitiquyih rlt nhanh,

dpt yOu clu

Kiit qut giii quyiit h0 so

t,3r16 r Xl$ng nh{n 6uqc k6t
qut

rTrE6n
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3,23%

I Rlt kho khln, phih ha

r Chua $At sU thuAn fiCn

HTam duqc

r (hC thuAn lqi

r Rrt thuAn tien, dA ding

Trong 93 kh6ch hang c6 phan 6nh,

kitin nghi voi co quan BFD(H thl 67,740A

c6m th6y thu4n lgi, r6t thu4n lqi vd dE

ddng, ting cao so v6i ndm 2017 (50,5%);

19,350 cim th6y t4m dugc, chi c6 l2,g0o
chm thdy chua th4t sg thuil ti6n ho{c cdn

kh6 kh6n, phiAn hd (ndm 2OL7 ld 16%).

82,8}yotrong s6 AO hdi tong v6i k6t qu6 tri
loi cria co quan BIil(H.

Da s5 kh6ch hang kh6ng c6 ph6n 6nh, ki6n nghi cho bi6t co quan B[D(H
lim r6t t6t, kh6ng co gi phii kiiSn nghi.

III. DAI\H GIA CHUNG vA cop f cu.l xuAcn uAxc
1. Dinh gii chung cria kh6ch hlrng

Ndm 2018, c6m nhQn chung uA sU phUc vg cria c5c co quan Bft(H, trong s6

765 kh6ch hing giao dich t4rc tuy6n thi co d6n 78,O4oA khSch hang cim th6y hdi

ldng vd r6t nai ldng, t}rngT,lgYo so voi nlm 2Ol7 (70,85%);20,39Yo drlnh gi6tqm
dugc; chi c6 l,57yo khrlch hing dtuh gillil khdng hii ldng hoflc r6t kh6ng hdi

ldng, gi6m 0,330 so voi ndm20l7.

OOi vOi kh6ch hang giao dlch tryc ti6p, c6 48/55 kh6ch hang cim th6y hdi

ldng vi r6t hii long; Tl55\dtich hdng cim th6y t4m dugc. Nhu vQy, c6 th6 khdng

dinh sU quy6t t6m vir n5 lgc cria ngirnh BFXH trong c6ng tdc cti c6ch hanh chinh,

d{c biet h dAy m4nh tri6n khai giao dich tryc tuy6n, titit kiQm thdi gian, chi phi, t4o

thuAn lqi nhieu hon cho kh6ch hang.

Vdn cdn l}l<hdch hdng c6 f kiiSn chua hii ldng, ktit qui kh6o s6t phan 5nh

t4p trung tr6n mQt sti ,r5n d6 chinh sau: thinh phar, bitiu mdu h6 so cdn phirc t4p;
. t. i
Ket qua grar quyet c6ng viQc cdn ch4m tr6; t6c dQ duong truy6n con chQm, hQ th6ng

cdn tryc tr{c.

2. G6p f cfra khich hirng tI6 phgc vg t5t hon

Qua thgc t6 giao dich, gi6i quytit c6ng viQc, hdu hiSt khSch harg drffi gi5

ch6t lugng phUc vu cta BFD(H ti5t hon tru6c, nhiAu kh5ch haog th6 hien hdi ldng
AOi vOi ch6t luqng phuc vp. T6ng hqrp k6t qui kh6o s6t cho thdy, hAu hiSt khrich

hang khEng dlnh giao d[ch tryc tuy6n ttd giirp cho hg titit kiQm r6t nhi6u thdi gian

so voi lim thri c6ng tru6c ddy, da sti ti6t kiQm dugc tt 01 titing ddng hO cho d€n 02

ngey ldm viQc. Kh6ch hing cfing cho bi6t, ho d5 titit kiQm dugc r6t ntri€u chi phi
T ,.

x6ng xe, gi6y td in 6n, c6ng t6c phi (nhi6u kh6ch h*g o Nha Trang, Vpn Ninh cho

bitit da titit kiQm binh qudn 1 triQu d6ng). N6u tinh chung cho toan dia ban tinh thi
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con s5 ti6t kiEm dugc hang n6m rdt lon.

Dc tii5p tpc ph6t huy nhfrng k6t qu6 dd d4t dugc, kh5ch hdng c6 mQt so g6p f
aOi vOi BIil(H, tdng hgrp nhu sau:

- Can t6 chric thuong xuy6n c6c bu6i hQi nghi/tfp huSn dti don vi nim blt
c6c th6ng tin thay aOi nopc gihi ddp cdc thic mic tryc titip cho don v!.

- Ndng c6p duong truydn, duy tri 6n tlinh hQ th6ng di5 thao t6c nhanh hon.

- Cei thign phan mdm theo ddi ti6n nQp B[D(H cho cdn b0 thu BFXH; ndng
c6p phAn mdm mi6n phf <16 don vi khdng phii t6n phi sri duns phAn mdm B[D(H
cria VNPT; t4o lpp giao diQn chuong trinh d6 hieu hon;

- PhAn mdm BFXH hay b! gap l5i, m5i tAn cfp nhat phi6n ban m6i thuong
kh6ng hi6n thdng b6o. D6 ngh! co quan BFXH mo lop tap hu6n huong ddn sdu
hon.

- Carl ndng c6p il6ng bO de kh6ng ph6i lec nhlc update boi vi m5i tAn update
m6i dAu gap l5i lem tr6 nQp h6 so.

- Phan mAm TS24 chua d6p tmg dugc v6i doanh nghiQp c6 s6 luo,ng lao
ilQng lon. Khi giao dlch gui h6 so diQn tt kh6ng thuan lqi.

Ne"g c6p ph6n mdm d6 nQp h6 so thai sin itAy dri hon, bdi h6 so cdn n6p
lv

Dang $ay.

- Khi c6 viQc n6ng c6p, ngtmg ho4t dQng hoflc l5i phAn mAm diQn tri cAn c6
th6ng b5o cho don vi ngirng st dgng giao dlch bii5t tru6c cI6 thupn tiQn hon trong
sdp x6p c6ng viQc giao dich.

- 86 sung th6m m6y m6c, trang tfri6t Ui.

- Tht tpc cAn tinh giin hon tt6 viQc thuc hign trd n6n dE dare vd ti6t kiQm
thdi gian hon.

- CAn gi6i quyiSt c6ng viQc nhanh hon, th6i d0 cAn ni6m nd hon.

- Khi gi6i quy6t xong h6 so ph6i gui mait thdng bdo.

- De nghi d6ng B[D(H qua chuy6n khoin th6ng qua Taken, chft ghi vdo ty
nhiQm chi phAi toi ngdn hang m6t thoi gian.

^l- cdn c6 mQt bQ phan gitri ddp, h6 trg kh6ch hdng tir BFXH Kh6nh Hoa; b6
tri cdnbQ titip nhQn vd gi6i d6p cria kh6ch haog qua diQn tho4i.

- NCn ldm mQt mpc "c5c c6u h6i thudrng g6p" dO giai d6p t6t hon.

(Xem th6m chi titit tai Phu lpc Dt liQu phi c6u tnic kdm theo 86o c6o).
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MUC II.
cHi sO nar loNc cAc co euAN cONc aN

I. cHi sO nar r,oxc CHUNG

Ngdnh C6ng an c6 chi s6 hdi long trung binh chung ndm 2018 h 8l ,25yo,
titip tgc tdng so v6i ndm 2Ol7 (74,58%)vlr n6m 2016 (72,51%); dqtmgc ti6u dd ra
cria tinh (78%).

Trong ndm 2016 vd2017, ngdu:h kh6ng c6 don vi c6 chi s6 hdi ldng dpt mric
T6t,08 don v! d4t mric Kh6 vd 01 don vi dpt mric Trung binh (ndm 2}l6li C6ng
an huyQn van Ninh, ndm 2017 li C6ng an Nha Trang). Nam 2018, c5c co quan

C6ng an dE c6 nhi6u cii thien; O2lOg don v! c6 chi sO nai ldng 6 mric T6t (tr6n
84%) ld C6ng an thi xd Ninh Hda vi Cdng an huyQn Khanh Vinh, 07 don vi cdn 14i

d mric Kh6. Tuy nhi6n, vdn cdn 02 don v! chua d4t mqc ti6u tinh dA ra li Cdng an

tinh (77,83%) vd C6ng an thirnh phti Cam Ranh (76,79%). Khoing ch6nh lQch chi
A .- a . ' '

sO gita don v! cao nhdt vd th6p nhet h 9,83oh.

Chi sd hti ldng 2018- nginh c6ng an

C6ng an thixB Ninh Hia

C6ng an huyQn KhCnh Wnh

COngan huy$n Cam Lim

C6ng an thinh phd lrlha Trang

C6ng an huyQn Kh6nh Scrn

COng an huy$n Di€n Khdnh

C6ngan huyQnVqn Ninh

C6ngan tinh

C6ng an thinh ph6Gm Ranh

67Yo

84,

Yo

82,5

8 r 2018

.2017

71%

',83Yo

79%

Se/o 6Wo 7Wo 8096 9@6

Bi6u Ad 9: Chi s5 hlri ldng nim 2018 - ngirnh C6ng an

Mrt ce c5c dcrn v! ngdnh Cdng an ddu c6 chi sti nai long tdng so v6i ndm
2017; trong d6, C6ng an Cam Ranh tdng th6p ntrSt 1O,l%). COng an Nha Trang,
Kh6nh Scrn, Ninh Hoa Id 03 don vf co chi si5 tdng m4nh, lAn luqt ld 15,67yo,
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l},63yovd l},4zyo; k6o theo chi s5 chung toan nganh tdng6,67Yo.

Bing 5. Chi s5 nai ldng c6ng an2017 - 2018

TT Dol vi
SIPS Tilngl

giim2018 2017

I COng an thanh ph6 Cam Ranh 76,790/o 76,490h 0,30yo

2 COng an tinh 77,83yo 72,56yo 5,27Yo

3 COng an huyQn Van Ninh 78,7lyo 70,41%o 8,30oh

4 Cdng an huyQn Di€n Khanh 80,39% 78,l6yo 2,22yo

5 Cdng an huyQn Khrffi Son 8l,84yo 7l,2lo/o 10,630/0

6 Cdng an thanh phd Nha Trang 82,57yo 66,90yo 15167oA

7 C6ng an huyQn Cam Ldm 82,620 79,99yo 2,630/o

8 COng an huyQn Kh6nh Vinh 84,7gyo 79,24yo 5,55yo

9 Cdng an thi xE Ninh Hda 86,620 76,20yo l0,42oh
Trung binh chung 81,25o/o 74r58oh 6,67o/o

X6t tr6n 6 tieu chi khto s6t, d6nh gi6, thi ti6u chi Su phuc vu cta crin bQ,

c6ng chric tii5p tuc dpt chi sO nai long chung cao nh6t vOi 84,72Yo;tii5p dtin ld Tii5p
nhan, xri lf th6ng tin phan troi g+,sgYo vitThri tuc hanh chinh 8l,g7yo.

So voi ndm20l7, ti6u chi Titip can dich vU t6ng kh6 cao v6i 10,42% (chi sau
Titip nhan, xt ly th6ng tin phin h6i - tdng I l,l6%)rh.rrrg ddy ld ti6u chi duy nh6t
chua d4t mpc ti6u tr6n 78Yo ctatinh dC ra. (Xem Bi6u rt6).

Chl sd hil ldng c6c tl6u chf 2018- C0ng an

TC

I.ffiYo

TT DK

79,O5Yo

-2018
-2017

81,

KQ HC

87,97Yo

84,73Yo
PV

Bi6u ad ro: chi s5 hii ldng chung tr6n 6 ti6u chi - ngirnh c6ng an
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rr. cHi so HAr LoNG rntx rutrc rrtu cui
1. Ti6p cfln dich vg

Trong 9 don vi cria

ngdnh thi chi c6 Cdng an

Ninh Hda c6 chi s6 Ti6p can

dich vU d mirc Tdt, dat

85,75Yo; C6ng an V4n Ninh
c6 chi s6 th6p nh6t 67,25Yo,

la don vi duy ntr6t mric

Trung binh.

f6t ca dcrn v[ dAu ting chi si5 so voi n6m tru6c; tuy nhi6n, 05/09 don vi co

chi si5 Ti6p can dich vU chua d4t tr6n 78Yo, k6o theo chi si5 trung binh chung tAi

ti6u chi niy tdng l},4zyonh.mg chua d4t mgc ti6u tinh d6 ra (chi dat 75,65%).

Qua kh6o s6t, 68,18%

khSch hang nhan th6y c5c co

quan c6ng an c6 kh6ng qu6

03 hinh thtc th6ng tin dich vu

cdng (ry 19 ndy ndm 2017 lil
78,67%). Kh6ch hdng v6n

dugc tiiSp can thdng tin chri
I rJ ,y6u b6ng cbc phuong thitc

th6ng tin truydn th5ng nhu:

Bing ni6m y6t, c6ng chric

tryc titip hunng ddn, tii lieu tai bin vitit hti so. C6c phuong thric cung c6p th6ng tin

dich vp c6ng hiQn dAi nhu: mirn hinh th6ngbin, email, ung dUrrg di dQng, website,

hQi nghf, d5i tho4i,... chua dugc khai th5c c6 hiQu qu6.

V6 nQi dung th6ng tin dugc cung

cdp, 67,76Yo kh6ch hing d6nh gii, co

quan c6ng an cung c6p ,6t dAv du;

l5,77oh cho ring kh6 dAy di;9,37Yo d6nh

gi6 tam dugc. Con 14i l,lyo khrich hang

nhQn x6t cdn thi6u nhi6u nQi dung cAn

thi6t hoac hdu nhu kh6ng c6 thdng tin
(r,hu lQ phi ho{c huong ddn nQp hd so

qua m?ng;. Chat lugng thdng tin dich vp

c6ng dugc Sl,llyo khSch hang danh gi6

t6t (ti lQ ndy tdng 21,360 so voi ndm

chl sdridp c{n dich vg

Cdug an Ninh Hba

C6ng an KhAnh VInh

C6ug au Khinh Scm

C6ng an Di6n Kh{uh

C6ng an tlnh

Cdng an Canr Llm

C6ng an NIn Trang

C6ng an Cam Ranh

C6ng an Van Ninh

83,54%

S0flo 646 70,6 affi 9Vo

67

Iza,
Tta,sox
ZA,zqx
Ttq,osyo
)tt,sz%

70,28%

F%

Hinh thfc th6ng tin dich vtl c6ng

Bing ni€rn ydt tni hu so

C6q chuc girr,i ttriQu- hu0ng din

Cung c6p tii liiutgi btu viiit h6 so

Btrng rda pan6 tuya tnyin

To roi huri'lg dAil

HOi nghi. cuqc hqp, atii tnooi

Qua website (fing th difu tu)

Qua cmail, ctic ung duog di tlOng

Mnn hinh thdng bdo tgi co quan

Hinh thnc I'idc

0% l.Cilo zfib tM 4M i0/o 6ryo lWo \e/o g0/r

79,7,

.48i1

t tz,l-

!s,

r
It:
ltt
) 72,t

70,2

1s,80
rc%

l' '-'

,91%

,7%

llo

Yo

\x

1,28% 5,92y rHiunhul,*r6ng c6
th6ng tin

r Cdn thi6u nhiEu
nQi dung cln thidt

rTam dugc

rKhd diy dti

r rit diy du noi
dung
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tru6c), cdn l4i chua th4t sp hii ldng.

B6n canh d6, kh6ch h*g cfing cho bi6t dugc giti dSp,huong d6n tu phia co
quan c6ng an khi c6 vuong milc (98,72%) vdcho ring c5n bQ titip nhan co tim hi6u
nhu cAu th6ng tin di5 gi6i d6p, hd trq kip thdi (g7,44%).

2. Didu kiQn ti6p d6n vi phgc vg

Chi sti trung binh uO

Di6u kiQn tiiSp d6n vd phUc vU

ndm 2018 cria nganh Cdng an

dqt 79,05Yo, cao hon 7,48Yo so

v6i ndm 2017.

Cao ntr6t le C6ng an

thdnh phti Nha Trang, chi sti
89,55Yo, tii5p iltin ld C6ng an
Ninh Hda vi Cam L6m; ctrng

o,43%
2,ggYo r gud chflt hep, lac

h{u

r Cdn chfrt hp. chua
thu{n tifrt

:Tqm dugc

I Kh6 r0ng rii,
khangtrang

rRdng Hi, thodng
mit, hitn dai

DiEu kign tidp d6n vt phgc vq

C6ng an Nha Trang

C6ngan Ninh Hda

COng an Caru Llm

C6ngan KMnh Vinh

C6ngan Cam Ranh

C6,ng auKhinh Sor

C6ng an DiBn Khlnh

C6ng an V4n Nlnh

Cdng an tlnh

50?6 Wr 70,6 80?6 9016

Et3s%

Ktit qui kh6o s6t cho thdy,
c6 69,03% khdch hdng hdi long
voi dign tich ldm viQc B9 phQn

mQt cria; 27,56Yo d6nh gid tqm
dugc vir 3,4lYo nh?n x6t cdn chQt

hgp, chua thupn ti6n ho4c qurl chpt
hgp, l4c hau (C6ng an tinh, Ninh
Hda, Kh6nh Son, KhSnh Vinh).

D6nh gi6 vO ttrOi tuqrng giao
dich t4i B0 phen mQt cfta, g6n

50% khrich hing ntrfln x6t kh6
d6ng e hAu hiSt c6c don vf, d6i hic

voi Cdng an Khtffi Vinh thi t16y li 4 don vi d4t mpc ti6u cfia tinh t4i ti6u chi niy.
C6c don vi cdn l4i c6 chi s6 tuong aOi AOng d6u ttr khoing 76% d6n 77yo,ri6ng
C6ng an tinh chi s6 th6p nh6t 6g,7yo (chi tdng l,)Byo so v6i ndm tru6c). Khoang
ch6nh gita don v! cao nh5t voi th6p nh6t td lg,gsyo.

cdn qu6 tai (C6ng an tinh, Ninh Hda).

V6 trang thiiSt bi tii5p d6n vd ldm viQc, 36,OByo drlnh gid rdt dAy dri, thu6n
tiQn, hiQn d4i;60,94yo d6nh gi6 kh6 t6t, chi mQt s6 it khdch h*g nhan x6t trang
thitit bi cdn thi6u th6n, chua thu4n tiQn (nhu m5y tinh tra crlu thir tpc, hO .o, 1nai
scan, m6y photocopy hof,c m?ng internet kh6ng d6y cho kh6ch h*g).
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3. Thfi tgc hlrnh chinh

Ndm 2018, chi sO hai

ldng trung binh ve Thri tpc

henh chinh d4t 81,97o/o, tdng
4,260 so v6i ndm 2017.

Cao nh6t ld C6ng an huyQn

Khenh Son, chi s6 88,74Yo,

titip <liSn ld C6ng an Ninh
Hda voi 88,460 . C6 219 don
vi chi s6 chua dat 78%;

trong d6 th6p nh6t h C6ng

an thinh phti Cam Ranh chi d4t 75,250 . Khoang ch6nh lQch giira don v! cao nh6t

voi th6p nh6t ln l3,4gYo.

Tri loi phii5u kh6o s6t, da si5 kh6ch hing
cho bi6t thdng tin thri tpc hdnh chinh dugc

c6ng khai r6t day dri (60,94%) ho6c kh6 dAy

dt (20,03%). Tucrng rmg v6i d6, 56,96oh

khSch hdng d6nh gi6 nQi dung, ch6t luqng

thdng tin r6t t6t vi 22,59yo d6nh gi6 th6ng tin

rd ring. Tuy nhi6n, cfing cdn tr6n 06% kh6ch

h*g chua thQt sy hdi ldng ci v6 nQi dung vd

ch6t tugng th6ng tin thri tpc (Cdng an Cam

Ldm, Cam Ranh, Di6n Kh6nh).

VO thnnh phan hd so, hAu nhu kh6ch

hang d6nh girl kh6ng c6 gi phtc t4p, h6 so

don giiur, it gi6y td ho{c r6t don gian, harp

lj; huong ddn cria can bQ, c6ng chtc hdu

fr6t ta th6ng ntr6t vOi ngi dung tht tpc

dugc quy dinh, tuy nhi6n cdn 03 trudng

hqp khdng ddng y uoi nQi dung niry o
Cdng an tinh, Nha Trang vd Cam Ldm.

Khoang 95% ld:rilch hang dugc tii5P

nhfln hd so ngay ttr 6n nQp dAu ti6n. 05%

cdn 14i ph6i nQp hO so l6n thri 2 tA l6n mdi dugc ti6p nhan vi hO so chua d6y ctri,

hW lQ; trong d6, da st5 kh6ch hdng (73%) b6 sung 01 lan ld duo. c tiiSp nhfln, cdn lpi

phii til 02 16n trd l6n, trong do C6ng an tinh c6 01 trudrng hqrp bO sung 3 lAn, Cdng

an Ninh Hda bd sung 4 hn. Nguy6n nhan b6 sung nhi6u l6n cht yiSu ld do kh6ch

hang thgc hiQn chua dring hucmg d6n, nhtmg mQt sO it U do sg huong ddn chua
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Thfi tUc hinh chinh

C'6ug an Kh6oh Son

C6ng an Ninh Hda

C0ng au Nha Trang

Cdng an Vln Ninh

C0ng an Kldnh Vinh

C6ng an Canr Lim

C6ng an Di€n Khfnh

C0ng an tinh

C6ng an Cam Ranlr

s096 ffi 7ffi 8096 9Vo

92%

81,65%

83,67Yo

77

75,25%

Th6ng tin TTHC c6ng khai

rHoiutoin khdng
c6 hudrg dir

r Chra tliy tlti. so
sriri

rTtrm <hrgc

r tuong tltii diy ttu.
di liiu

r Rdt tlhy iI6, dE

hi6u

Bidu m1u, t& khai

o,28Yo

r Kh5 phfrc t4p, kh6
ilibn th6ng tin

I Kh6ng kh6 llm

rniu h6t tlon giia
dE thrrc hien

rTiit ca dcm eitut, dE

thrc hiQu



dAy dti, 16 rang vd thting nh6t cria c6n bQ, c6ng chric.

Tri C6ng an huyQn Cam Ldm, Vqn Ninh, Khdnh Son, cdc tlon vi cdn lqi diu
c6 trudng hqp cdn b0 mlt ctba ti chiSt nhqn hi so vi cho ,irg hi so kh6ng the gidi
qryiit (ta"S cing 07 khdch hdng c6 ! hi€n). C6 18 khdch hdng kh6ng nhqn du.oc
Giay tiap nhqn h6 so vd hgn trd kit qud, gidy kh6ng rd ngay nhdn hoQc ngdy nhqn
bi sica lqi bdng tuy (c6ng an httyQn Dian Khdnh b! phdn dnh nhiiu nhii).

4. SF phgc vg cfra cin bQ, c6ng chftc

So voi ndm 2017, chi
sO nai long trung binh ve SU

phUc vp cta can bQ, c6ng
chric v6n cao nh6t trong 06
ti€u chf, vd tdng tu 80,83%
16n84,73%o.

C6ng an huyQn Khdnh
Vinh, Kh6nh Son thuQc

nh6m ddn dAu v6i chi sO mn
luqt ld 90,63Yo vd 88,68%;
c5c don v! cdn l4i cfing tlat kiSt qu6 tuong aOi tOt (tren BO%),d4t mpc ti6u tinh dA
ra- Trong 09 don vi, C6ng an Nha Trang c6 mric ting chi s5 cao nh6t voi l4,5gyo,
te atin ld c6ng an van Ninh 7 ,62yo; tuy nhi6n c6ng an cam Ranh, cam Ldm,
Di6n Kh6nh l4i spt gi6m chi sti (du6i 3%).

Qua ktit qui kh6o silt, 52,70% lilSchhang cho bi6t duo. c ti6p d6n ngay ho{c

0,95% rPUfiOOdqidt
l6u

r Chd dqi khri l0u

I Ph6i ch& k*r6ng
llu l{m

r Cdng chrh ri€p
d6nhrng d6i
nhanh

Sg phgc vg cta crin bQ, c6ng chr?c

C6ngan KhAnh Vinh

CSngmKhfoh Sor

C6ng an Cam Llm

C6ngan Ninh Hda

C6ng an Van Ninh

C6ngan Di6n Kh{nh

Cdng an Nha Trang

C6ng an dnh

COng an Cam Ranh

90,6396

7& 75,6 809{ 85% gWn 9596

N,25%

ao,4415

87,LM

kh6 nhanh ch6ng khi tli5n giao d!ch,
40,48Yo phii cho ,h,r,rg kh6ng l6u
lim. Con lai tr6n 6,B2yo ph6i cho dqi
kh6 l6u ho{c r6t l6u, roi vio c6c don
v! C6ng an tinh, Ninh Hda vi Van
Ninh. Nguy6n nhdn chinh d6n d6n
tinh tr4ng kh6ch h*g phii cho dgi
l6u ld do c6n bQ, c6ng chtc dang gi6i
quytit h6 so cho nguoi d6n trudc; ruy
nhi6n vdn c6 mQt s6 it y kitin cho
ring crin bQ, c6ng chric d*g lim viQc
ri6ng (C6ng an tinh, DiOn Kh6nh).

Dgi da sti kh6ch hang (99,43%) d6nh gi6 viQc titip nhan h6 so ld minh bgch,
c6ng bing, khdng c6 v6n d6 gi, ch6p nh?n t rq.- v6n cdn mQt s6 it truong iqp
ph6n 6nh cdng chric nhOn h6 so ngodi co quan (1 truong hqp c6ng an Nha Trang)
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ho[c hucrng a6n n6n he dich vq, ngudi than (6 trucrng hQp o COng an tinh, Nha
Trang, Di6n Kh6nh, Cam Ldm)

Th6i dO giao titip cta c6n bQ, c6ng chric cta c6c don vi dugc hAu h6t kh6ch

hang d6nh gil cao, kh6ng co truong hqrp phin anh th6i dQ c6ng chric kho chiu, b6t

lfch sy, ctia quyAn; tuy nhi6n cfing cdn

0l trucrng hqrp nh?n x6t c6ng chric c6

th6i d0 thd o, it t4n tinh t?i C6ng an

thanh ph6 Cam Ranh. VO ndng lpc gi6i
t. , ).quy6t h6 so cta c6n bQ, c6ng chfc,

2l,27\o d6nh ei6 ,6t nhanh ch6ng;

57,l4Yo d6nh gi6 tuong ddi nhanh;

20,320 nhan x6t tqm dugc vd khoang

trdn lYo nhQn th6y con chfm chpp, m6t

kt6 nhiAu thdi gian Ae mem tra hd so.

Ning lgc xfr If hb so

79% rMit rdtnhiEuthoi
gian 06 *itm tra t6
so

r Cdn chlm chap

rT4m duqc

rTunng d6inhanh

r R{t nhanh ch6ng

K6t qui, ti6n ttg giii quy6t c6ng viQc

C6ng an Ninh Hda

C6ng an Di6n (hdnh

C6ng an Cam Ldm

C6ng an Kh6nh Vinh

C6ngan Cam Ranh

C6ng an Nha Trang

C6ngar tlnh

C6ng an Vqn Ninh

C6ng an Khinh Sor

lqo ?U 74X 7616 lffi W A2% U% 86% 8896

c6 chi so th6p nhdt 79,06%. Chenh lQch chi s6

giira COng an Ninh Hda vi Kh6nh Son ld
6,88Yo.

Sau khi dugc titip nhan hd so, 93,8906

khSch hirng kh6ng phii bd sung hd so, cdn l4i

4,55yo phai b6 sung it nh6t 01 lAn vd 11 kh6ch

hang c6 f kitin phii bd sung tir 02 l6n trd l6n.

Trong 16 d6, cdn 08 truong hqp phan 5nh

khdng nhQn dugc thOng b6o bO sung hd so, chi

g8,7yo kh5ch hanh kh6ng gap truong hqp ddi h6i, nhflrrg nhi6u; chi c6 08

kh6ch hing cho biiSt c6ng chfc kh6ng ddi h6i, nhung v6n UOi du0ng (Cdng an tinh,

Nha Trang, Di6n Kh6nh, Kh6nh Son) vir 01 trudng hgp c6ng chric dC nghi n6n c6

UOi auOrng aC nO so dugc gi6i quyiSt nhanh hon (C6ng an V4n Ninh).

5. K6t 9ui, ti6n dQ giii quy6t c6ng viQc

d ti6u chi ndy, chi sO 
I

trung binh ngdnh C6ng an d4t 
I

81,5Yo, tdng 2,79Yo so vcYi n6m

2017;tdt cttco quan cdng an d6u

tdng chi 16 AOrg thdi d4t chi ti6u

tr}n 78oh. C6ng an th! x5 Ninh
Hda c6 chi sd cao ntr6t voi

85,94Yo, mfc Ttit theo thang do;

t6 Aiin ti C6ng an Di6n Kh6nh

voi 83,38o/o, Cdng an Khanh Son

7,289$

r 03 lin
r 0z len

* 01 l5n

r Kh6nE
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khi d6n BQ phan mQt cta theo ngdy hgn thi m6i bii5u kh6ch h*g c6ng an huyQn
Di6n Kh6nh phan rffi nhi6u ntr6t ve ngi dung ndy.

M{c dt, c6 88,90% kh6ch hang danh gi6 dugc huong d6n d6y dt, 16 rang vA
c6ch thtc tra ctnr tii5n dQ hd so, k6t qu6; tuy nhi6n, hinh thric kh6ch hang tra criu h6
so chri ytiu vin h d6n h6i tr.uc titip BQ ph?n mQt cria (78,84%kh6ch hnng).

De nhan dugc ki5t qui gi6i quytit sau khi nQp hd so, 72,6gyokh6ch hdurg cho
bii5t ctri dtin BQ phOn mQt cria 0l lAn, 25,32o6nh4nduo. c ktit qui qua dudrng .iuy.i,
ph6t nhanh; cdn lai gdn 2% l<hdch hang ph6i di lqi 02 lAn (c6ng an tinh, cam
Ranh, Cam LAm, Khrlnh VT"h).

VC ttroi han gini quytit hd so, gl,3}yo
kh5ch h*g nhan kiit qui ttung hgn vi som
hqn, cdn lai tr6 h4n nhmg kh6ng nhi6u. Khi
dugc h6i "Ndu h6 so trd hqn, co quan gidi
thich ly do nhu thd ndo? " thi mQt sti kh6ch
hdng cung c6p th6ng tin nhu sau: nghi c6c
ngey 16, hay ben hqc rti6u lQnh (Cam Ranh),
nhAm gi6y td kh6c (Cam Ldm), nghe th6ng
b6o vi nhi6u qu6 n6n chua ,6 ky (Di6n
Kh6nh), tr6 I ngdy, b6n co quan hgn qua
ngey sau (Khrffi vinh), nguyCn nhen x6c minh h6 so (Nha Trang).

6. Ti6p nhgn, xr? If th6ng tin phin hdi

Tii5p nhan, xri l1f th6ng tin
ph6n hOi cO chi s6 hdi ldng trung
binh chung det 84,58yo, cao vd
tdng cao nh5t trong 06 ti6u chi,
tdng ll,16%0 so v6i ndm 2017.
C6 06109 don vi d4t mric T6t;
trong d6 C6ng an Khrffi Vinh
chi s6 cao nh6t gl,Tlyo vd C6ng
an Nha Trang t6ng m4nh nh6t
(tr€n 30%).03 don vi cdn l?i c6 chi s6 6 mric Kh6 h c6ng an cam Ranh, Kh6nh
Son, VPn Ninh; v6i 77,22%o, Cdng an Cam Ranh c6 chi sti tt 6p nh6t, chua d4t mgc
ti6u78Yo cria tinh.

Ki5t qui cho th6y co 97,02o/okh6ch harrg ddnh gi6 cdc co quan c6 ni6m y6t
th6ng tin dudng ddy n6ng 1so aign tho4i, dia chi thu diQn tri, website,...) ae pna.,
6nh, ki6n nghi; O,28yod6nh gi6 th6ng tin cung c6p chua <tAy ifii vir 2,70yokh6ch
h*g cho biiSt kh6ng th6y th6ng tin duong d6y n6nj de gui phan 6nh, kirin nghi.

r T16 gep

, kCt

tl6i so v6i
(holc hm)cam

rTrE nhung th6ne
nhiau

rDinghen

.S&m han

rSfm 1/2thoigian
so vdi cam kCt

C6ng an KMnh Wnh

C6ng an Ninh Hda

COng an Cam Llm

C6ng an Nha Tlang

C0ng an DiSn Kh.5nh

C6ng an dnh

C0ng an Van Ninh

C6ng an Kluinh Son

Cdng an Canr Ranh

Ti6p nhf n, x(r lf th6ng tin phln hbi

l@6 7n6 749{ 76% 78f,$ *B E2% E4X 8696 8896 9096 sn6 s1%
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3,85%

r Clnn tht sU thr$u
tifo

rTflr duqc

r Kh{ thuln lqi

r Rdtthuin riQn, d6
ding

Ndm 2018, trong 7}4ldtilch hang thi
26 khilch harg cho bitit c6 phan ffi, ki6n
nghi v6i co quan C6ng an, trong d6 chi 01

kh6ch hang c6m th6y chua thflt sU thupn

tiQn, cdn l4i cho bii5t t4m dugc (42,31%) vir
d6 dang, thu$n ti6n (53,8 5%).Ktit qui tri
loi ph6n anh, ki6n ngh! cria cdc don vi cflng

dugc d6nh gif cao, ctn 02126 khSch hdng

nhfln x6t co quan tri loi chQm ho6c chua

thoa d6ng (Cdng an tinh, Ninh Hoa).

OOi vOi c6c khrich hing chua ttng phan 6nh, ki6n nghi thi 8g,22yo khrich

h*g d6nh gi6 cic co quan lim r6t t6t, khdng co gi ph6i phin ffi, ki6n nghi; con

14i kh6ch hdng c6m th6y chua th4t sy tin tu&ng vio viQc gi6i quyist phan 6nh, ki6n

nghi (tQp trung nhiAu 6 C6ng an Cam Ranh, V4n Ninh, Di6n Kh6nh, Kh6nh Son).

III. DAI\H GIA CHT]NG VA GOP Y CUA XTTACTT HANG

1. Ednh gi6 chung cfra kh6ch hirng

Ki5t qui kh6o s6t ndm 2018 cho th6y ti le kh6ch hdng phan anh kh6ng hdi

long ho{c r6t kh6ng hdi ldng atii vOi sp phgc vg cria nganh C6ng an kh6 th6p, chi

chitim 0,710 (5 nguoi d6nh gi5 kh6ng hdi ldng, kh6ng c6 kh6ch hang d6nh gi|rdt
khdng hdi long) trong sO ZO+ kh6ch hang thgc hiQn thri tqc tfuc tiiSp.

OOi vOi mOt s6 
"6" 

AC cp th6 mir khdch hang chua hii ldng, ktit qui t6ng hqrp

cho th6y ph6n 6nh cta khSch hang kh6ng nhiAu nhmg trii d6u tr6n c6c nQi dung:

cdng khai, minh b4ch thdng tin; di6u kiQn ti6p d6n, phpc vu; thri tpc ric t5i, phu.

t4p; c6ng chftc phi6n hd, nhflng nhiSu; ki5t qu6 gi6i quy6t ch4m tr6; co quan kh6ng

cAu thiti6p thu, khdc phuc han chi5.

Nhimg v6n de dd lim du-o. c,

nguoi d6n, t6 chfic, doanh nghipp

cfing ghi nhQn dirng mirc vir c6 loi
khen nggi, ite nghf c6c co quan c6ng

an ti6p tqc ph6t huy trong thdi gian

t6i. D6ng thoi cfing chi ra nhfrng ch5

thi6u s5t, h4n cn6 aC c6c don vi khic
phuc, c6i thiQn.

Phan tich phuong sai cho th6y,

kh6ng c6 sy khSc biet vA mfc hdi ldng trung binh giira nam vd nt, dQ tuOi, trinh d9

vd ngh6 nghiQp; tuy nhi6n c6 sg kh6c biQt vd mfc hdi ldng gita c5c nh6m tAn su6t

giao dich vd dla bdn, theo tlo thpc hiQn thri tuc nhi6u nn hopc o tlia ban mi6n nfi
51

, ic g an,thl# Ninh Hba phlrc vu
qud tdt vi,,uu ti6n cho nguli gi) trudc.
TOi r{t tlbng:linh; tr6n cA tuyQt v}i" -
cdm nh,Ait mAt khdih hdng cfia CAig an

; tldng lri xe

IAm b6n llm CMND

hoi liu :. i kidn crto

khdqh hdng tqi CAng3n lyyQn V"gn Ninh
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thi c6 mtc hdi ldng trung binh cao hon c6c nh6m con 14i.

2. G6pf cria kh6ch hirng tI6 phBc vg t6t hon

Trong nQi dung g6p ! cria kh6ch hang eoi voi cdc co quan c6ng an, ghi
nh0n r6t nhi6u loi khen nggi vi ddnh giri cao vA ch6t lugng phuc w. De ti6p qrc

thgc hiQn t6t hon, kh6ch h*g g6p y co quan C6ng an mgt so v6n d6, t6ng hqp nhu
sau:

- Cung c6p, cdng khai dAy dt, rd rang th6ng tin thri tr;c hdnh chinh, th6ng tin
dich vu hanh chinh c6ng b6ng nhi6u hinh thtc phong phri, hiQn rl4i.

- Don gian h6a tht tpc, gi6i quy6t h6 so nhanh hon tl6 gi6m thoi gian cho
dqi.

- no tri th6m gh6 ng6i cho dgi; c6i t4o, bo tri trang thi6t bi tai BQ phan mQt
cta d6p img nhu cAu cta nguoi ddn, t6 chfc, doanh nghiep.

- Cdng chirc mQt cria can titip d6n vi huong ddn tan tinh hon, kh6ng c6 th6i
dQ cria quydn, nhfing nhi6u; ldm viQc cAn chuyon nghiQp hon, tfp trung hon, kh6ng
di5 nguoi d6n chd dqi l6u.

(Xem thom chi tiiSt t4i php luc Dt liQu phi c6u truc kdm theo 86o c6o).

52



MUC III.
cHi so HAr LoNG r,irvs Wc uAr euAN

r. cHi sO nar loNc
Ndm 20l8,linh vgc h6i quan c6 42 khSch hdng tryc tuyiSn tham gia tri ldi

phi6u kh6o s6t, trong d6 c6 28 kh6ch hang thgc hiQn thri tuc tr6n 10 l6n. Ktit qu6
phan tich dt 1i6u cung c6p mQt sti th6ng tin d6ng chri f nhu sau:

Ni5u nhu chi s6 hai ldng ndm 2017 spt grarn drSng k5 so voi ndm 2016 (grant

2,554yo),thi ndm 2018, beng nhfiTrg nd lgc cua ngil:h, chi s5 hdi ldng linh v.uc hii quan

d+t 80,03%, vugt chi ti6u md tinh dC ra (78%),vd so voi ndm 2Ol7 ttri tEng 7,lsyo.

Bing 6. Chi s5 nAi ldng linh vgc hii quan 2017 - 2018

TT Ti6u chi
SIPS

2016 2017 2018

I Titip can dich vu 70,l5yo 63 ) I 6% 74,760

2 Di6u kiQn titip tl6n vd phpc vg 75,77yo 77,63yo 8l,90yo
3 Tht tqc hdnh chinh 79,90o/o 59,89yo 77,940

4 SU phgc vg cria can b0, c6ng chr?c 82,54o/o 97,24yo 99,52yo

5 KOt qui, ti6n ilQ gi6i quy€t cdng viQc 76,l5yo 62,71o/o 66,670

6 Tii5p nhan, xri l1f th6ng tin phin h6i 68,00yo 77,26Yo 79,370/0

Chi s5 hii ldng 75,42o/o 72,89o/o 80,03%

Ce 6 ti6u chi c6u thanh chi sd hdi long d6u c6 sy cii thiQn, trong d6 chi si5

Thri tUc henh chinh tdng mpnh nh6t voi mfc tdng ll,Osyo,titip dtin ld Titip can dich
vp (tdng lI,6yo, tt 63,160/otrongndm 2017 l€n74,l6yo trong ndm 2018).

Chl sd hAi ldng hii quan 2015 - 2018

700/o

90%
80/o
70%
60%
50Yo

40%
)2016

.20L7

r 2018

I'L

rtep
cin

dich vu

oi6u
kiQn
ti6p

d6n vd

Phuc
vu

tht tuc
hinh
chinh

SU

phuc

vr.r cria

cBcc

K6r
qua,

ti6n d0
gi6i

quy6t
c6ng
vi€c

ilep
nh6n,
xr? lf
th6ng

tin
phAn

not

Chi sd

hai

ldng

58,000%79,900% 82,540% 75,420%r 2016 lVrL)V7o t>,t tv7. to,L>uY.

63,L60% 59,890% 72,880%)2017 77,630% )7,240% 62,7t0% 77,260%

81,905% )9,524% 66,667% 79,365% RO 0)60/4r 2018 t4, loz7. 77,937%

Bi6u ad f t: Chi s5 hiri ldng nim 2018 - HAi quan
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X6t tuong quan 6 ti6u chi, thi m{c du Titip can dich vU c6 mfc hdi ldng tdng
cao so voi n6m tru6c, nh.mg v6n n ti6u chi chua dugc kh6ch hang d6nh gi6 cao.

Cung v6i d6, chi s6 K6t qu6, ti6n ctg gi6i quyiSt c6ng viQc chua c6 chuy6n bi6n rd
n6t, n6n k6t qui cim nh4n tir phia kh6ch hdng cdn c6 sg ch6nh lQch kh6 lon. Gita
ti6u chi cao nh6t, voi ti6u chi d4t mirc hii long th6p nh6t, mric ch6nh lQch l6n rltin
32,960A.

Cho dt c6c chi s5 cdn l4i c6 t6ng giim qua c6c ndm, ,h.mg Chi sd hdi long
vC SU phUc vu cta can bQ, c6ng chric tEng li6n tr;c vd dat dtin gg,52yondm 2018 thi
chi c6 th6 gi6i thich beng n5 lgc tr.uc tuyi5n h6a d[ch vu c6ng m?nh m€ cta ngdnh
hii quan thoi gian qua, nh6t ld kh6ng cdn ghi nhan phan 6nh ndo vO chi phi lJr$ng
chinh thric.

Orl sd hll t0ng 2018tr€n cCc $€u cht- Hll quan

TC

TT OK

<-2018
*-2017

KQ HC

99,52%

Bi6u od rz: chi s5 hiri tdng trGn ttrng ti6u chf - Hni quan

Tuy nhi6n, trong 6 ti6u chf thi vdn cdn 3 tiCu chf th6p hcrn chi ti€u 78Yo crta
tinh (xem BiiSu dd).

Ve Ti6p c6n dich yB,

trong n6m 2018, ngd.'nh hii quan

dd tEng culng nhi€u hinh thric
th6ng tin phong phri hon tru6c.
Trong d6, s5 lugng kh6ch harrg

ti6p cfln dich vB qua website,
email dE tnng dang kti. SZ,IB%
kh6ch hdng cho biiit de nhen
dugc th6ng tin cta nginh thdng
qua ttr 3 hinh thric trd l6n.

Hdu hiSt nQi dung th6ng tin dich vg c6ng dugc cung c6p dAy dri vd ch6t
lugng th6ng tin kh6 ttit; voi 92,86Z0 kh6ch hang nhen x6t th6ng tin 16 rdng, d6

Ih6ng tir, hudru dln c6c tgn.lch h5q 1ra ctu t6t qut, quan f hA so..)

Danh mp trO [p bW hign tW nrySn

XuOng a6n n{p t0 so Eyc tuy6n qua

lntemet

Ou&ng dty n6ng vA cdch grii f ki6n,
phin lnh qu! ming lntemet

Th6ng b6o tt Oi y ii6n, giCi lldp vudng
mlc cia ktulch Mng

Khdc

M 2ClA 4M 6Mo $Wo lM
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hi6u' Kh6ch hdng cf,ng l,rtrdng y6u cAu nginh hii quan phii cung c6p th6ng tin gi
th6m.

VC Eidu kiQo tlf,m bio thgc
hiQn dlch vB c6ng trgc tuy6n, tr6n
85% khilch hang d6nh gi6 k1r6 t5t giao
diQn rmg dpng/website cung c6p dlch
vq c6ng tryc tuyi5n cta ngdnh, trong d6
7l,43yo nhAn x6t tucrng AOi aC theo d6i,
14,290 cho ring don giAn, r6t dE theo
d6i. Thao t6c don gian, r6t d6 thgc hiQn

73,34Yo; tq.m duo.c l4,29yo vd c6 01142
khrich hdng con gflp kh6 kh6n trong viQc ddng ky dlch vr,r. D6nh gi6 mric dQ th6ng
sr5t cria duong truydn hQ th6ng dlch 4r c6ng tryc tuy6 n,30,95o/okhdch hang cho
bitit thdng sudt, kh6ng g{p tryc trflc khi thao t6c; 6g,o5yov6n cdn g4p truc trflc khi
tldng ky dich vg c6ng. Ty le ndy c6 giim so voi ndm 2017 (g1 ,35%) nhtmg vdn
cdn kh6 cao, can ph6i titip tgc c6i thi€n trong thoi gian toi.

VO thdnh phan h6 so Thfr tgc
hirnh chinh, 100% khSch hang
d6nh gi5 kh6ng c6 gi phfc tgp ho{c
r6t don gia,n, hqp ly; crlc bi6u m5u
cflng kh6ng c6 gi kh6 6m ho[c don
gie'n, d6 thUc hiQn. Ddy li rlitim titin
bQ tlrlng k6 so v6i nlm 2Ol7 . Cfing
nhd vfy, mi d4i da s6 kh6ch hare
(80,96%) kh6ng e{p kfi6 khdn gi
trong viQc t4o lQp vi nQp h6 so diQn

tir cho co quan h6i quan. Tuy nhi6n, cflng cdn d6n 20142 kh6ch hang phii bd sung
h6 so sau khi dd nQp, chiiSm ty rc 40,6%.

rT?m dugc

rTuong o6i o€ ttreo
d6i

m Oon gitn, rlt dE
theo d6i

76,667Yo 7,L43%
r trE hqn

7,743%

r D0ng h7n

r Sdm han

4,76% r Khi nhilu thdi
gian

rTem dugc

:Tuong C6i nhann

rThrJc hi€n rdt
nhanh ch6ng

Ve Sg phgc vg cria c6n bQ, c6ng
chfrc, 41142 kh6ch hang cho bi6t, khdng
gep tinh huting ddi h6i, nhfing nhiSu khi

A,girii quy€t c6ng viQc. 0l kh6ch harrg
(2,4%) cho bi6t, tuy c6ng chric kh6ng
ddi h6i gi, nhtmg vin c6 b6i du0ng; ry te
ndy so v6i ndm 2017 (13,56%) thi gi6m
r6t mpnh.

vc x6t gui, ti6n tIQ giii quy5t c6ng viQc, 69,050 kh6ch harre nh4n k6t qu6
dfing hln,23,81% r/rrAn ktit qu6 som hpn ho{c dugc gi6i quytit r,5t nhanh ch6ng.
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Chi c6 7,l4%o nhan ktit qui tr6 tran. 32t42 kh6ch hing nhAn k6t qu6 tr6n tiri khoan

dd d6ng lcf hoac nh?n qua email, 8 kh6ch hang nh?n tr.uc tiiSp tai B9 phqn mQt cta
vir 02 kh6ch hang nh?n qua dulng buu chinh. Nhu vfy, ry l9 nhAn k6t qui tryc
tuy6n $0,96%) cao hon so vdi ndm20l7 (74,57%).

Ve fi6p nhfln, xr? lf th6ng tin phin hdi, 88,09%l<hdchharg nhQn thdy co

quan hii qua dE c6ng khai th6ng tin duong d6y n6ng tt6y ttri, 16 rirng. 69% l$6ch
h*g cho bii5t co quan hii quan de tii5p nhfln vd gi6i tt5p kt6 t6t khi hg co vuong

mac vA chinh s6ch ho{c tht tpc. C6 9 kh5ch hing di ttmg gui phan 6nh, kitin nghi

d6n co quan hii quan thi tdt ci d6u nhan x6t kh6 thuan lgi, kh6ng co phidn hd. Con

lpi 33 kh6ch hang khdng c6 phan anh, ki6n nghi thi da s6 (87,88%) cho bi6t co
quan h6i quan lam r'5t t5t n6n kh6ng ph6t sinh nhu cAu.

II. DAI\H GIA CHUNG vA G6P f cua rcTAcu HANG

1. D6nh gi6 chung cria kh6ch hing

Cim nhQn chung vA s1r phuc

vg cria linh v.uc h6i quan trong n[m
2018, c6 36142 (chitim 85,71%)

kh6ch hang hdi ldng vi r6t hdi ldng.

Con 6 f ki6n nhQn x6t t4m dugc vi
kh6ng c6 khSch hdng ndo kh6ng hni

long.

Qua phii5u kh6o sdt, kh6ch

h*,g cho bitit viQc nQp hti so diQn tri
r6t dE dang tl6 gitp hq gi6m kh6 nhi6u thoi gian thpc hiQn, binh quen tirit kipm
dugc 01 gio cho m5i hti so; tuong tmg50%cho d6n 213 thtrigian so voi tru6c d6y.

Qua d6 cfrng giam duo. c ttr 70 - 90% chi phi thgc hiQn thri tpc (xem chi titit dir lieu
phi c6u truc). Nhfrng con s5 niy cdng c6 y nghia khi khSch hdng cang ciich xa noi
giao d!ch.

Trong tli6u kiQn canh tranh vi hQi nhQp, mQt khi kh6ch hane de hei ldng thi

h9 tii5p tgc lga chgn Kh6nh Hda ldm cria ng6 th6ng quan. Di6u do g6p phdn tryc
ti6p tIC Hii quan Kh6nh Hda titip tgc thu ngan s6ch ting l2,93Yo so v6i ndm 2017 ,

vd d4t g6p tr6n 14 tAn chi ti6u Bg Tei chinh giao dAu n6m 2018.

2.G6p f cfra kh6ch hdrng

Qua phitiu kh6o s6t, kh6ch hurrg chi <tA nghi t6ng dung tugng file dinh kdm.

M0 rgng dinh dang file dinh kdm bing hinh enh JPEG, vi hiQn t4i chi cho ph6p

clfnh kdm file PDF.

9,52%

rTqm duoc

rHai ldng

* R6t hai l6ng
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MUC IV.
CHi S6 UAr I.,ONC CAC CO QUAN KHO BAC NHA NTIOC

I. cHi sO gar LoNc cHTING

chl s6 hii l6ng ?o18 - KBNN

ni6u Od tS: Chi s5 hiri ldng 2018 - KBI\N

Chi sd hii ldng trung binh ndm 2018 linh vpc KBNN d1t 79,97Y0, ting 4,590

so voi ndm 2017. Trong 09 don vi dugc kh6o s6t gdm KBNN tinh vi KBNN c6c

huyQn, thi x5, thenh ph6 c6 05 dcyn v! d4t mric ttit theo thang do, 06 don vf hoan

thanh chi ti6u k6 hoach tinh d6 ra lir tu 78%o trb l6n, ddn dAu h KBNN thf xd Ninh
Hda, dqt 86,94%. KBNN thanh ph6 Cam Ranh c6 chi sO tfr6p nh6t, chi d4t 72,05yo.

Tucmg quarr chis$mrrc d$hai long 201?€0lS

KB):t tld xi 3{inlr Htra

liBlt{ hu1.{aKlr.inh 1}rlr

KB\T{ huyfuCan Lim

fBl:ii thtr

KBII{ hu1.laDcn Khir*r

KBIW hryh\:tnNinh

SB:rilt thanlrphd t{ha Trang

KBNIi hul.qriltuhhSon

K3)Oi ttrirrhphdCsn R^anfi

KBliNthid liinh lioo

iG\:ttnl46Kh.iah \tfi

:its!*;hupaCw Lim

K8:$itinh

KB)ilihu1,euDr* Khioh

KBI'lihqaoVp Nia!

l{BN},i rniab pk6:r:br Tnag

KBlSihuleaKhinh $cn

XBIi}; ttrtnh peiCarn Ranh

86-54r{

84"*t3(

81J2*
g,.6XEi

8D.58$(l

?65lX

76.S096

72.05r

0.00r{ 10.66* 20.06* 38.0ffi {s.00t6 50.009t 60-0dta m.00t( 80.0(x }0.{0?s

80"58*

7609?6

0.00e6 to.otss 20.00t6 30.00* *fl.00x 50.{xBa 80"009$ 70"ffi tr}.0asr 90"atr{
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86,9d95
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80.52*

Bi6u Ad tl: Tuong quan chi s5 mftc dO hni ldng 2017 - 2018 (KBNI$
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Da si5 c6c don vi dAu c6 chi sO nai ldng t6ng so voi ndm 2017. Trong d6

KBNN thanh phd Nha Trang c6 bi6n ttQ tlng cao nh6t g,55yo, ti6p theo le KBNN

thi xd Ninh Hda ting 8,3gyo. Ri6ng KBNN thanh ph6 Cam Ranh c6 chi s6 mtc d9

hdi ldng trung binh chung gi6m tir76,250A xu5ng cdn72,05Yo.

Bing 7. Chis5 nai ldng KBI\N 2017 - 2018

TT Don vi
SIPS TAng/

glam20L7 2018
L KBNN huyQn Cam LAm 73.BBo/o 81.52o/o 7.640/o

2 KBNN huyQn Di6n lft6nh 75.44o/o 80.58% 5.74o/o

3 KBNN huyQn Khdnh Son 72.080/o 76.090/o 4.0L0/o

4 KBNN huy€n Kh6nh Wnh 79.4L0/o 84.33o/o 4.92o/o

5 KBNN huyQn V4n Ninh 76.260/o 79.950/o 3.690/o

6 KBNN thirnh ph6 Cam Ranh 76.250/o 72.050/o -4.200/o

7 KBNN thinh ph6 Nha Trang 66.97o/o 76.520/o 9.55o/o

B KBNN thi xi Ninh Hda 78.55o/o 85.94o/o 8.39o/o

9 KBNN tinh 76.8Lo/o 80.620/o 3.87o/o

Chl s6 hii ldng trung binh 75.38o/o 79.97o/o 4.59o/o

Trong 6 ti6u chi d6nh gi6, ti6u chf SU phUc vp cta crin bQ, c6ng chirc c6 chi
s5 cao nh6t, d1t86,27%o,thdpnh6t ld ti6u chf rii5p cQn dich vq, dqt7l,g3yo. So v6i
ndm 2017, tfit cecdc ti6u chi d6u c6 chi sti gia tdng, trong d6 ti6u chi Titip can dich
vg c6 bi6n d9 trng cao nh6t, dqt 7,Slyo, lireu chi Su phuc vg cria c6n bQ, c6ng chtc
nhi6u n5m liAn dpt chi s5 cao, vi vpy ndm 2018 mflc di c6 bi6n rtQ tdng th6p nh6t
trong 6 ti6u chi, d4t l,82o rh.mg c6 y nghia r6tlbn, the hien sg tin tuong cta
kh6ch hing aOi voi th6i dg phuc vg cta c6c c6ng chfc nganh Kho b4c tr6n todn
tinh. (Xem bieu d6)

TC

TT

".I-2017

XQ

FU 46.2:7%

DX

HC

..iF2ot8

Bi6u ad tS: Chi s5 hiri ldng chung trGn 6 ti6u chf - KBNIN
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rr. cHi sO nlr r,0Nc rntN rtlxc r$u cui
1. Ti6p cgn dlch vg

72.40t6

71.60t6

is.s5*

m5s.78r.

Chi rO trung binh ,re

Titip c4n dlch 4r ndm 2018,

linh vgc KBNN chi det

71,93Yo, th6p nh6t trong 06

ti6u chi kh6o s6t. M[c dt c6

sp gia tdng dring ke so voi
ndm 2017 (64,42%), tuy nhi6n

ti6u chi niy vin xiSp loai khri

theo tha.rg do, chua hoin
thanh chi ti6u UBND tinh de

fifip cflr dich r1r

NifihHcr

Khinh \:inh

DiimKkinh

Cidi Lia
KBNXtinh

\'{o Iinh

Ii,kirb Son

!(h,r ?rarg

8q$16

84.08*
i

74.61X

71.51t6

d6 ra trong Ki5 ho4ch CCHC ndm 2018. f6t qui kh6o s6t cho th6y chi c6 0219 don
vi c6 chi s6 hdi ldng xrip lopi tot ta KBNN th! x5 Ninh Hda (86,13%) vd KBNN
huyQn Kh6nh Vinh (84,08%), t6ng 01 don vi so v6i n[m 2017. Cric don v! cdn 14i,

k6 ci KBNN tinh tl6u c6 chi sO ttr6p hon mric 78yo, trong d6 KBNN thnnh ph6
Cam Ranh vd KBNN thanh phti Nha Trang li hai tlon vi c6 chi s6 th6p nh6t, xtip
lopi trung binh, chi il4t tan luqt 58,O5oA vit 58,78o/o.

Cic hinh thrlc currg cdp th6ng thr C6 819 dcm vi c6 chi s6 gia tdng so v6i
ndm 2017 , trong d6 KBNN thi xd Ninh Hda c6

bi6n d0 tdng cao nh6t, d4t 15,250 , KBNN
thdnh ph6 Cam Ranh giam 7,34yo. TrA loi
phitiu kh6o s5t, c6 38.3% kh6ch hang nh?n

th6y th6ng tin dich vu c6ng linh vyc KBNN

CoRa.hffis&Gs?6.i
0.0ffi ls.oQx s.06s30.6* q0^00r{ 58.Bos 50"sffi 7s"0tr{ 80.00x90-$0n6

1D.S0S

.01 aio t:ni* thh. 03 &!ab thh
, 0rhint th-rc . 05 hirh thuc

, 06 hiqh ririr rfa Ld

cung c6p chi th6ng qua 1 - 2 hinh thfc; trong
d6 chri ytiu ln bing barg ni6m yiit tai try so

ldm viQc vi c6ng chtic tr.uc ti6p gioi thiQu,

huong a6n. Cac hinh thric mdn hinh th6ng b6o

t4i co quan, website, img dung di dQng, email chua dugc khai th6c rQng rdi. Do
v4y, kh6ch hdng tIC nghi KBNN n6n b6 sung th6m c6c hinh thtic ndy A6 Aap tmg
tiSt hon nhu cAu th6ng tin.

V6 ngi dung th6ng tin dugc cung cdp, 48,6% l$6ch hane drlnh gi6 ret dey
dtr, d6 hiiSu; 18% cho ring tuone d6i dAy dfi, dE hicu; 14% nhanx6t t4m dugc. cdn
Iqi l9,4oh cho ring cdn thitiu nhi€u nQi dung cfur thitit ho{c hAu nhu kh6ng c6
thdng tin gi hiru ich. VO ch6t lugng th6ng tin, k6t qui kh6o s6t cho th6y, 64,40A

kh6ch hirng d6nh gi6t6t; l4,gYo d6nh gi6tamdugc, cdn l4i 2},7yo drlnh gi5 th6ng
tin cdn so sii, kh6 hii5u. Di6m t(ch cuc ti nhirng vudng mic cria kh6ch hang vd co
ch6, chinh s6ch, thfr tpc dugc KBNN ti6p nhQn, xri ly vi huong d5n chu tlSo hon
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tru6c; KBNN cflng il6 quan tdm n6m nhu cdu th6ng tin cria kh6ch haog dO chri

dQng h6 trs.

2. Didu kiQn ti6p til6n vi phgc vg

Chi s6 trung binh vO dieu

kien fii5p d6n vd phuc W n6m
t, ZOtl dqt 80,73Yo, tdng 6,l2Yo so
i voi ndm 2017. Ni5u nhu ndm 2Ol7

ci 919 don v! d6u c6 chi s6 d4t

mfc kh6 thi sang ndm 2018 c6 05

don vi dpt mfc t5t, chi co 02 don

v! kh6ng hoan thenh chi ti6u, c6

chi sd th6p hon 78% le KBNN
huyQn Kh6nh Son vd KBNN

),iftHe

KEll'(dib

Khtuh vhh

D& I(hiah

CnLIo

lE Niatr

l\fu ftri6

KfrilhS6

CuRd

Diiu Hqn tidp aou

,)9.{H

?9.mr

76.40i 71St 74.{Fr 75.(xr!a 79.0(x1 80.00!a 8:.00x &4_mr( 86_00n t8.ffi 9c.sx

i
tt-5li

I

!6r-45X
I

8r.4r!r

8L22t

ur{or(

thanh phd Cam Ranh.

K6t qu6 kh6o s5t cho thdy, c6 82,5Yo

hdi ldng voi dign tich lim viQc B9 phan mQt

cria; I6,7Yo d6nh gi6 t?m dugc vir 0,9Yo

nhfln x6t cdn ch4t hgp, chua thu4n tiQn

(KBI.IN Di6n Kh6nh, Kh6nh Son, Cam

Ranh). V6 trang thitit bi ti6p d6n vd ldm
viQc, 26,lyo d6nh gi6ritdiy dt, thu4n tiQn,

hiQn dai; 5l,7yo d6nh gi6 l.tr6 t6t, t1,7yo

d6nh gi6 t4m duo.c, cdn l4i 3,5Yo khdch ,ctnn{rhep,orrnrhutnr6nrrsmdftrsc

hang nhQn x6t trang thitit bi cdn thi6u th5n, 'Khirinf'Hi.krr*E$a,r 'Rinsrtithainem&.hitnttai

chua thuan tiQn (ghi nh0n tai tAt cb c6c don vi, tru KBNN th! xE Ninh Hda vd
huyQn Kh6nh Vinh), nfr6t n chua c6 m6y scan, photocopy, miy tinh tra ciru cho
kh6ch hang. vc vi trf ngdi, ghti, quAy giao dich, da s5 kh6ch hang (g8%) nhqn x6t
r6t thu4n tign, thoii m6i (ghi nhan tai tdt ch cdc don v!, tru KBNN Nha Trang, Cam
LAm, Ninh Hda). MQt sd kh6ch hang "cli nghi trang bi thOm mdy diim tiin ctii cdc
don v! khi lAn nhqn bi€m tiin thuqn lqi vd iliy ctt) (KBI.[N Nha Trang).

3. Thfr tgc hinh chinh

Chi si5 hei tdng chung ,rC

TTHC n6m 2018 dat 76,720/o, tdng
4,24Yo so voi ndm 2017. C6 03 don
vi xtip lo4i t5t, a6n A6u le KBNN thi
xd Ninh Hda, ti6p theo h KBNN
tinh vd KBNN huyQn Kh6nh Vinh;

ao.065

?9.13!r

I 6?.8116

6691r

BS phin MOt c(ra

0.9016

Th0 tgc hinh chinh

Hinh Hde

EBNN dnh
Kh;inhtfi*t

{eL6m

85.O3t6

m.21r

Di€n xharh 7?.S6+a

YlnNinh ff.Sg9t

Kh.inhson 

-?3.@

CrnR'lh
i,laYrart

0.00t$ to.ootr 4$.009( 60.ooir a$.oc!r l@.ffi
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03 tlon vi co chi s6 th6p, kh6ng d4t chi ti6u UBND tinh giao ld KBNN thanh ph6
Nha Trang (66,91%), KBNN thenh phO Cam Ranh (67,g2%) vi KBNN huyQn
Kh6nh Son (73%).

Chdtlrgnsth6ngtinTrHCc6ngkhai VO nQi dung thdng tin thri tUc hdnh

chinh dugc c6ng khai tei co quan KBNN,
48,8yo nhfln xet rdt itdy ctt, dE hieu, ZO,7yo

nhfln x6t tuong aOi aAy &i dA hi6u, L},Zoh

d6nh gi6 t4m dugc vir 20,3Yo dSnh giri con
thii5u nhi6u th6ng tin ho{c hAu nhu kh6ng

. Th6ngtin r$t sssii, kh(i hi6u, Th6ngtin so sii, k,rd,hi6u 
C6 gi'

.remcr$sc .r$ir6ring,dEhiEu TUcrng tmg danh gi6 tr6n, Z2%L,}rdch
'estr6rirng'dEhldu hang nhan x6t nQi dung th6ng tin cdn so

sdi, kh5 hi6u; gdy kh6 khdn cho viQc tra cftu, thgc hiQn thri tuc hanh chinh. VC

thanh phAn h6 so, 96,70 kh6ch hdng cho ring dcrn gifur, khdng c6 gi phric t4p; cdc
td khai, biiSu mdu kh6ng kh6 lEm, da sti don gi6n, dE thgc hiQn.

Trong qu5 trinh giao dfch, tr6n 99Yo l<h6ch hang cho bitit huong d6n cria
c6ng chirc li th6ng ntr6t vOi quy dinh.Tuy nhi6n, mQt sO kh6ch hang ph6n anh bi(3u

mdu "thay aAt Uen h1c, kh6ng ,6 dirh, gay phiin hd" vdky vqng "TAt cd th6ng tin
thay diit ui UAu mdu cdn phdi c6ng khai qua mail trdnh sr cti lqi nhiiu ldn, 6n
thdi gian vd ti6t kiem vdn phdng phiim" (KBNN Cam Ranh), hay "Hd so phdp l!,
dd gui lin ddu khi thanh todn g6i thdu lqi gtri fiep" (KBNN tinh).

Ktit qui kh6o s6t cho thdy 85,7%khdchhing cho biiSt du-o.c titip nhsn h6 so

ngay lAn nQp dAu ti6n. 64l,lrrdch hang (14,3%) bi tri l4i vi thi6u gi6y to, gi6y td
kh6ng hqp 19. Trong s5 d6, chi c6 6,50 dugc c6ng chric huong aan Uang phi6u,

th6ng tin r6t cp th6, c6 ky x6c nh4n theo quy dinh. Si5 cdn lpi chua dugc thUc hien
dring y6u cdu. 67,gyo kh6ch hang chi cAn b6 sung h6 so 0l lan li dugc ti6p nhQn,

s5 cdn lai phii bd sung tt 2 - 4 lan m6i hoan thiQn xong h6 so (ghi nhAn tai KBNN
tinh, KBNN Vpn Ninh, Cam Ranh, Ninh Hoa).

Nguy6n nhan b6 sung nhi6u l6n chri y6u ld do thyc hiQn chua tt*g hucrng

d5n, tuy nhi6n cflng c6 nguy6n nh6n kh6c ld do: c6ng chric huong d6n kh6ng 16

rlrng, dAy dt (03 y ki6n); m5i tAn c6ng chric chi y6u cAu b6 sung mQt nQi dung, lAn

sau y6u c6u b6 sung titip (06 y kitin); ldn tru6c cdng chtic y6u cAu nQi dung ndy,
lAn sau d6n c6ng chfc l4i n6i kh6c (04 i kii5n); l6n tru6c y6u cAu ngi dung ndy, ldn
sau d6n g{p c6ng chric kh6c huong d6n t<nac n6n ph6i ldm lai (05 y ki6n). Nhu vf,y,
nguyEn nhdn chtr yiSu nh6t kritin kh6ch harrg b6 sung h6 so nhi6u tan ta do co quan
KBNN hu6ng a6n krOng ttung theo quy dinh.
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lao \]nh

CNdr LiIo

Khinh Vioh

NhfrHAc

\kTnry
Kbiah Sail

Di.r Khirh

KB!{t{tiab

Cm Rrotr

4. SF phqc vB cfra c6n bQ, cdng chrfrc

Spphgc W cua c6n b0. cOug clnic Chi s6 trung binh vA SU

phqc vU cta can b0, c6ng

chtic dat 86,270 , dat mric
. T6t; tlng l,82oA so v6i n6m

8ls?s , ', 2017, ld ti6u chi c6 chi sti

s6.Br,( trung binh chung cao nh6t

trong 06 ti6u chi kh6o s6t. T6t

ci 9 don vi tt6u dpt mric t5t,

76.n86 78.08 B'.oox Br.sx B4ooi. 8..sr* 88rB* s0.0*!6 trong d6 KBNN huyQn Vpn
Ninh c6 chi sO frai ldng cao

nh6t, d4t 89, lzyo,titip theo le KBNN huygn Cam Ldm 87,92%, thdpnh6t ld KBNN
thdnh ph6 Cam Ranh, d4t80,46Yo.

$.ur
87.92r{

87"76*

Tri ldi phiiSu kh6o sdt,97,6Yo kh6ch hane
ngay khi d6n giao dich ho{c phii chd ,h.mg
kh6ng l6u l6m, z,zyophii chd dqi kh6 l6u, vi 0l
truong hqp phii cho dqi r6t lau (ghi nhan tai
KBNN huyQn Di6n Kh6nh). Da si5 truong hqp
c6c kh6ch h*e ph6i chd dqi le do c6ng chric
dang gi6i quy6t hd so cho ngudi kh6c. ViQc tii5p

nhfln h6 so minh bpch, c6ng bdrrg, nhin chung lir
kh6ng cO v6n tt6. :l[B']:t,%Tffi-rr.cuaqq*n

* Tamiluoc

Drffi gi6 vO th6i dO giao ti6p, img xri; :Sif,iIi1"'HH,,i^,
89,29yo kh6ch hdng nh4n x6t cdng chric mQt cria
kh6 tan tinh, llch sy, hda nh6; con sti niy Aoi voi c6ng chric chuyOn m6n ld
93,69yo. V6 n6ng lgc gi6i quyi5t hO so cta c6ng chric mQt cta, 2l,Oo6d6nh giirrdt
nhanh ch6ng; 64,O8Yo d6nh gi6 tuong aOi ntrantr; l3,l I% nhQn x6t t4m duo.c vd
khoang tr€n lYo nh?n th5y cdn chQm ch?p, m6t Kr6 nhi6u thoi gian ae UCm tra h6
so.

OOi voi c6ng chfc chuyEn m6n,
89,1806 kh6ch harrg nhfln x6t viQc xri lf
hd so r6t nhanh ho{c kh6 nhanh ch6ng,
9,9o d6nh gi6 tam dugc, chi c6 I truong
hgp iilinh gi6 cdn chfm chep, kh6ng c6
trudng hqrp danh gi6 mdt r6t nhi6u thoi
gian. Trong qu6 trinh gi6i quy6t c6ng
viQc, c6 96,42oh nhAn x6t kh6ng g{p cdc

trudrng hqp nhfing nhi6u, ti6u cgc, 3.36%

cho biiSt dugc cdng chirc d6n titip

Th{i d0 giao tidp
0.4sta

0.2496

"Quf ..o qr* thUc hiQn

nh+u hd So, giei quyiit trd
ti6p vd

i ir,tl

so r0t t6t vd

kip thfi gian tr6n phitiu hpn. Don vi
mong quf co quan ti6p tUc thgc hiQn t6t
vdi nhiing nQi dung tr€n cho t6i vd toan
tn6 Ocnr v[ khdc khi li6n hQ cOng viQc" -;!
ki6n 07 khdch hdng KBNN th! xd Ninh
Hda
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nh0n x6t "cdng chtc kh6ng ddi h6i gi, dua thi nhan, khdng dua thi th6l' vd 01
trudng hqp nhan xdt "c6ng chric v6n titip nhOn hd so, nh.n g ddi h6i c6 b6i du&ng
m6i gi6i quy6t dusc",

OOi vOi rrtttng crin bQ, cdng chfc phuc qr t6t, ho[c c6 ti6n bQ trong giao ti6n
fmg xri, gi6i quy6t c6ng viQc, khSch hang cfing danh nhfrng ldi khen nggi, dOng
vi6n r6t tich cgc.

5. K6t qui, fi6n tIQ gi6i quy6t c6ng viQc

Kdt qua. titin d9 giAi quy{it c6ng vigc Chi s6 trung binh chung mric dQ

hdi ldng ve tiSt qu6, chi sd c6ng viQc

ndm 2018 dpt 79,83Yo,tdng2,57o/o so

voi ndm 2017. C6 04109 dcrn vi c6 chi
s6 dat lo4i t6t, d5n ddu le KNNN
huyQn Khdnh Vinh, dat 83,30Yo.

KBNN thanh ph6 Cam Ranh ld d<yn vi
duy nh6t c6 chi sO kh6ng dat k6 ho4ch

UBND tinh giao 75,50Yo.

C6 85,71% tdtirch hing duo.c titip nhilr
hti so ngay tan dAu, I4,zgyo kh6ch hang b! tr6
lai h6 so vi thi6u gi6y td ho{c gi6y t} khdng
hqp le. Trong ciic trudrng hqp dugc tii5p nhQn

ngay 6n dAu c6 84,27yo nh?n du-o.c gi6y ti6p
nhQn h6 so vir hen tri ki5t qu6 dung quy tlinh,
ll,46yo kh6ng c6 gi6y tiiSp nhan (ghi nh4n t4i
til ch KBNN cric huyQn, thi x5, thanh phO tru
KBNN tinh).

c6c trudrng hqp cdn l4i ld c6 ,hmg kh6ng 16 ngdy nhan k6t qua ho{c ngey
nhAn ktit qui bi chinh sta. So vot cfuc linh v.uc kh5c, t! lQ kh6ch hang kh6ng nhAn

dugc gi6y hgn tri kiSt qui khi giao dich voi KBNN le kh6 cao. MQt khSch hang co
y ki6n: "Di ngh! gidi quyiit h6 so phdi ghi tran gidy giao nhQn, trd h6 so rd rdng,
cin bii sung vd yAu cdu gi ae khAng mtit thdi gian nhiiu ldn".

OOi vOi c5c trulng hqp trlbivi thiiSu gi6y to, c6 43,28Yodu-o.c huong ddn
be"g phitiu huong d6n, c6 ky x6c nhAn, ru,g3%ohucmg dan bang phiiSu nh.mg c6ng
chirc khdng lqr xdc nhflr, 38,8lyo hucmg ddn b6ng c6c ghi vdo gi5y ho{c hu6ng
dan uang miQng khdng th6ng nh6t, 2,g}yo kh6ch hang cho bi6t h9 kh6ng dugc
c6ng chric huong d5n.

Sau khi duo. c tii5p nhAn h6 so, c6 368 khdch h*g ktr6ng phai b6 sung h6 so.
55 kh6ch ha.rg phii bO sung 01 lan, 2l khdchhdng bO sung 02 tAn, 04 kh6ch hdng
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b6 sung 03 len vd 01 kh6ch hdng phii bd sung 04 len. Trong d6 c6 04 khSch hdng

phan 5nh khdng nh4n dugc th6ng b6o gi, chi khi diSn B0 phfln mQt cria theo ngiy
hgn moi biiSt phai b6 sung. 15 truong hqp ,h?n thdng b6o qua di6n tho4i nhmg
khdng rO rang. 38 khSch hung cho bi6t, sau khi tld nQp hd so, kh6ng nhan dugc

huong ddn vC c6ch thtc tra cftu tiiSn dQ ho{c huong din kh6ng dAy dri, 16 rdng. Vi
th6 dC bi6t ktit qui, da sO mrach hing phii tltin tr.uc titip co quan KBNN.

Sau khi h6 so hqp 19 dugc tii5p nhan, c6 10 khSch hang phii di l4i tu 02ldn
m6i nhQn dugc k6t qu6, ly do ld c6ng viQc nhi6u qu6, hQ th6ng c6 hic tryc tr4c; mQt

sti kh6ch hdng nh?n ktit qui tr6 hpn, nh.mg sti lugrrg kh6ng nhiAu.

6. Ti6p nh$n, xfr f th6ng tin phin hdi

Th6ngtin phanh6i Chi s6 trung binh chung

vC tiiSp nhfln, xri lf th6ng tin
phan h6i n6m 2018 dat

84,350 , tdng 5,27Yo so v6i
ndm 2017. KBNN thf xd Ninh
Hoa li don vi c6 chi s6 cao

nh6t. KBNN Thanh ph6 Nha

Trang ld tlon vi c6 ti6n b0

vugt bflc il6i v6i chi s5 ndy,

bi6n ttQ tdng 23,78%. Trong

ffin*Iter

KkinhV&ft

nBlilitiBh

Iaa Traq[

C{rE Lfu

Di6rHhinh

$pl liinh

X*&h Sqtr

Casr Ra**

7{$oft

fi$.47X

873rft

87.28

87^07S

lS.W

91.{'#

s3.?1X

8:,.00t(

s-sox 20"{x}?i 4}.{rs6 #.fl&

70.73X

8S.txli6

khi d6 KBNN thanh phd Cam Ranh c6 chi s6 gi6m nhi6u nhet rc,72oh,k6o chi si5

hdi ldng vC titip nhan, xt lf th6ng tin phan h6i xuOng v! tri th6p nh6t, KBNN huyQn
Kh6nh Son gi6m nhe I ,72oA. Tinh chung todur tinh, c6 7/9 dcrn v! dat chi ti6u tr6n
78%.

VC cdng khai th6ng tin duong ddy n6ng,

3l,l8yo kh6ch hing nhfln x6t dAy dri, rd ring;
47,87yo d6nh gi6 cliy dt vd 8,540 c6m th6y t4m
dugc. C6 7,3yo (33 khSch hang, trong d6 11

kh6ch hang cta KBNN Kh6nh Son) chua d6nh
gi6t6tnQi dung c6ng khai.

Ndm 2018, trong 450 kh6ch hang thi 17 *rh6nsrrrsysi .rhi€unhlEurhtoE!$n

kh6ch hing c6 phan rffi, ki6n nghi v6i co quan -ramihrq€ -!ftidby'i

KBNN, trong il6 c6 02 kh6ch hang c6m th6y *nEvdithsngtirltarirng

chua thQt sU thuQn tiQn, cdn l4i cho bi6t tam dugc ho{c dE dang, thuan tiQn. Trong
sO niy, c6 16117 kh5ch harre hdi ldng vdi ki5t qu6 tr6 loi cria KBNN. Con l4i d4i <ta

s6 cdn lai kh6ng c6 phin 6nh, kii5n nghi thi 88,89% cho bitit KBNN lem r6t t6t,
kh6ng c6 gi ph6i kitin nehi; cdn l4i ll,llyo ngai phi6n hd, sq bi gdy kh6 dE ho6c

Th&ng tin du&ng d6y n6ng

5"33{6 l"}t%
8s{*
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chua tin tuong vdo phan trOi ttl KBNN.

III. DAI\H GIA CHUNG VA GoP f c0a xTTAcu nANc
1. D6nh gi6 chung cria khich hing

T6ng hgp chung n6m 2018, chi s6 hdi long chung linh v.uc KBNN c6 sg cii
thiQn 16 rQt so v6i ndm 201 7 . Ea sO khrlch hang dugc kh6o s6t drffi gi6 t6t ch6t
lugnrg phuc vu cta cdc co quan kho bpc. Cim nh$n chung, f kii5n r6t kh6ng hdi
ldng, hoflc kh6ng hii ldng chiiSm ry le th6p, mOt b0 ph0n (12J%) danh gi6 tam
dugc.

OOi vOi nht rg u6n AA cp th6, c6 12 kh6ch hing c6 f ki6n chua hii ldng, ktit
qui kh6o srit phan rinh bao gdm: ViQc c6ng khai, minh bpch th6ng tin r6t k6m (03 y
ki6n); Di6u kiQn tii5p d6n, phpc vu nhicu h4n ch6, rdtbdttien khi giao dlch (03 y
kitin); C6ng chric thudrng dua ra y6u cdu hii so kh6ng d*e quy dinh, g6y phi6n hd
(03 y kiiSn); Th6i d9 phuc vp, giao titip k6m (03 y kiiin); Krit qui giii quyiSt c6ng
viQc ch4m tr6, di lai nhi6u lAn (03 y ki{in); Co quan kh6ng cAu thi tiiSp thu vd kh6c
phuc han chiS (03 y kitin); Thri tpc qu6 r8c rdi, phtic tqp, mdtnhiOu thoi gian lnm h6
so (01 f kitin).

KiiSm dlnh phuong sai theo ciic chi ti6u cfing ph6t hiQn mQt s6 v6n AC can
luo y. D6 h khdng c6 sg kh6c biQt c6 f nghia th6ng k6 vC mric hii ldng trung binh
gita c6c nh6m khSch h*g nam - nt, tAn su6t giao dich, nghc nghiqp, noi cu tru.
Tuy nhi6n, nh6m tu6i ttl 50-60 tuOi va nh6m trinh dQ cao ddrrg, dpi hqc c6 mfc hii
long th6p hcyn c6c nh6m kh6c.

2. G6p f cria khich hlrng tI6 phgc vg t6t hon

T6ng hgp tu phiiSu kh6o s6t, c6c kh6ch hdng c6 g6p y d,inh gi6 lJr6 ti5t vd
hdu hiSt hdi ldng. MQt s6 g6p y cp thti li6n quan tttin hO so, chimg ru vi th6i dg phuc
vp, giao titip. Nhu v6y, nhimggitiph6p md KBNN tri6n khai trong ndm 2018 de
phdt huy t5c dgng tich cgc ldm t6ng sg hdi ldng d6i voi tod.,n ngdnh.

BOn canh d6, kh6ch hing mong mu6n tlng cudrng ung dUng c6ng nghe th6ng
tin trong c6c ho4t dQng chuyCn m6n cta KBNN nhu "n6n th6ng b6o nhirng thay
tl6i vA mAt hinh chinh l6n truydn th6ng rQng rdi ho{c bing vdn bin dt5 c6c co quan
thuan tiQn trong c6ng viQc giao dich" (KBI.IN Di6n Khfuh), Cung cdp dich va
th6ng bdo biiin dlng t6 du tdi khodn tiin gui ctia khdch hdng" (KBNN tinh), tdng
cudrng giao dlch diQn tt de nan cn6 Ai l4i, tnffi phdt sinh ti6u cgc "h6 so thtt tttc
nAn gui hinh th*c trqc tuydn thi hay hon trdnh di lqi nhiiu ltin phdi giao dich truc
fidp" (KBI.IN Ninh Hoa). Chi ti€t xem phdn Dfr tiQu phi c6u truc.
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MUC V.

cHi sO nat lOxc NcAx HANG xttA r\rtIoc cHI NnAmr rixn

r. cHi sO uar lOxc
Trong 6 ti6u chi, c6 3 ti6u chi tturg di6m vi 3 ti6u chi gi6m ditim.Trong d6,

c6m nh4n cria kh6ch hang vC Oieu kiQn titip don vd phUc W giam tr6n 13% so voi
ndm 2017. Trong 3 ti6u chi tiing cli6m thi Titip nhQn, xt lf th6ng tin phan hdi chi

thiQn rO rQt, fri82,86yo l6n 87,08o/o,tAng4,230 (Xem bing).

Bing 8. Chi s5 nai ldng NgAn hing Nhir nufc tinh 2017 - 2018

TT Ti0u chi
sIPs TIng/

gifrm2017 2018

I Tii5p c{n dich vu 75,90oh 75,750/o -0,15o/o

2 Di€u kiQn tii5p ct6n vd phpc vs 9l,lgyo 78,130/o -13,070/o

3 Tht fuc henh chinh 83,g2yo 81,670/o -2,25yo

4 Sp phpc qr cta c6n b0, c6ng chric 83,57yo 84,000/o 0,43%o

5 K6t qu6, tiiin <I0 ei6i quytit c6ng viOc 78,370h 79,690/o l,3lyo
6 Titip nhAn, xri ly th6ng tin phan h6i 82,860/0 87,080/o 4,23yo

Chi s6 hii ldng 82r64oh 81,05olo -1,58o/o

Chi s6 hii ldng NgAn hang nhir nu6c d4t 8 l,Osyo, c6 gi6m nhe so voi ndm

2017 nhfiTrg v6n cao hon chi ti6u tinh dO ra cho n6m 2018. C6c ti6u chf SU phUc vU

cta crin bQ, c6ng chtc, K6t qu6, tiiSn d9 gi6i quy6t c6ng viQc vi Titip nhqn, xri lf
th6ng tin phan hhOi duy tri de ting chi si5 HCn tpc trong giai do4n 2016 - 2018

(Xem Bi6u d6).

chl s5 hii l6ng NHNN 2Ot6 - ao.ta

1m%

9@6

affi
7Mo

6(Yo

s016

4M
r 2016

t2Q17

*2018

J a

I

ri6p
c0n

dich vu

giAu
ki6n
ti6p

d6n vA
phvc
W

Thri t$c
hAnh
ch[nh

sr.,
phuc

vr; cria
c6n bS,

c6ng
cht?c

x6t
gua,

ti6n dO
giei

quy6t
c6ng
vi6c

ilep
nhin,
xr? l9
th6ng

tin
phln
hbi

ctrl sd
hai

l6ng

r 2016 6e,u% 72,7096 7474% 81,U% 75,@% 58,65% 73,74%

.2017 75,W6 9t,1996 8'3,9296 8'3,579C 7437% 82,%% a2,64,G

r 2018 75,75% 74,13% a7,67% 8.4,@96 79,59% 8ZG% 81,6%

Bi6u ad f O: Chi s5 hiri ldng Ngin hirng Nhir nufc tinh giai do4n 2016- 2018
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Ve fi5p cfn dich vg, k6t
qui kh6o s6t cho thdy, nQi dung
th6ng tin Ngdn hdng Nhi nu6c

cung cdp ddphong pht hon tru6c,
nhung hinh thfc chuy6n tii th6ng

tin vdn chua thpt sg da d4ng (xem

hinh), chri ytiu v6n ta th6ng qua

bang ni6m y6t tai try s0, website,

c6ng chric hunng d6n tr.uc ti{ip.

BOn canh d6, vin cdn mQt s6

khSch hdng chua d6nh gi5 cao vC ch6t lugng th6ng tin dlch vg c6ng. Dcrn vi cfrng

cAn quan t6m th6m cdng tdc gittid6p vucrng m6c cho kh6ch hing,chri ttQng tim hiiSu

vi cung c6p th6m c6c lo4i th6ng tin md khdch hing quan t6m. Kh6ch hang cflng dO

ngh! cin cung cdp citc lo4i bi6u mdu dAy dt hon, chi titit hon cho c6c nghiQp vu

ph6t sinh. Khi c6 chinh stia, b6 sung hd so ho{c khi c6 quy trinh m6i thi cdn gtri

qua email cho kh6ch hang.

VC Oidu kiQn ti6p d6n vh phgc vg, vdn cdn 38% kh6ch hing danh gi6 ir

mric t4m dugc ho{c cdn ch4t hgp, chua thu4n tiQn; 37,5 nharl x6t t4i noi lim viec

lCr6 d6ng ngudi giao dich. I8,75oh kh6ch hang nhAn th6y noi lirm viQc con thi6u

th6n trang thi6t bi, chua thpt sg thufn tiQn. Di6u ndy co 16 xu6t phrit ttr dflc thtr tri6n

khai co chiS mQt cria cta Ngdn hing Nhir nudc li kh6ng t6 chtc B0 phan mQt cta
t4p trung.

Ve fnn tgc hirnh chinh, da sti danh gi6 dd c6ng khai kh5 dAy dri, 16 rdng,

a6 frieu. Tuy nhi6n cfing cdn viri kh6ch hang nhAn x6t chua dAy dri, th6ng tin thri

tgc cdn so sdi, lh6 hitiu. VA thnnh phat hd so, 87,5yo nh4rr x6t don gian, it gi6y to;

c6c bi6u mdu, to khai dE thpc hiQn, nhmg vdn cdn l2,7yo cim th6y chua hdi ldng.

C6 lC vi vfy, 3l,25Yo kh6ng dugc titip nhAn ngay md phii thUc hien t4i vi hti so

chua dAy dri, hqp Ig.ViQc huong d6n troan thiQn hO so cfing chua dugc kh6ch hang

d6nh gi| tich Wc (415 trudrng hqp cho bii5t cdng chfc huong aan Uang miQng,

kh6ng th6ng nh6t, khdng 16 ring ho[c ghi vio td gi6y nio d6 tiQn tay l6y duqc).

6Yo

6%

r 01 - 02 hinh thrlc

r 03 hlnh thrlc

r 04 hinh thric

r 05 hinh thtic

r 06 hinh thri'c trd l6n

VC Sg phgc vg cfra c6n bO,

c6ng chftc, da sd khrich harg
(68,75%) cho bitit dugc ti6p d6n ngay

l..hi dtin giao dlch ho{c titip d6n kh6

nhanh; viQc ti6p xic, giao dich nhin

chung ld minh b4ch, c6ng b[ng. Cdn

lqi l8,75Yo ph6i chd khdng l6u l8m vi
l2,5yo cho biist phii cho dgi kh6 16u,

,75%

!2,5OIo r Ch& 6qi kh6 l6u

r fhti chd kh6ng l6u
lem

r C6ng chrlc ti6p d6n
tuong dl6i nhanh

rOugcc6ng chfc
d6n ti6p ngay
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6,2s% rTtt o, tttfn tlnh

rTqm dugc

r Kh6 gn tlnh, lich gy

r Lich sr, hda nhi,
t{n tlnh

12,5096

nguyen nhen ld c6ng chfc dang ban gi6i quyi5t h6 so cho ngudi kh6c, kh6 b4n rQn.

Gqifi$n thoqi h6ith6m

O6n Qn noi, hdi BQ ph{n mQt c0,a

Stl dsng mE s6 ei{y ti6p nh{n d5
Ua cfu qua mgng lntemet

Tra crlu hing tin nh{n SMS

Fl6i ngu0i quen Eong co guan

9

9

o246810

tin h6 so cdn dugc quan

d6n tan noi h6i B0 phan

th6ng tin kh6c chua th4t

Kh6ng ghi nhAn phan rffi tinh
trAng ddi h6i, nhfing nhi6u trong gi6i

A, A .aquyet c6ng viQc cria NgAn hdng Nhd
nu6c tinh. Kh6ch hdng cfing nhfn x6t
viQc ki6m tra chuyOn m6n cta cdng chric
li c6 ,6t trfuch nhiQm vd nhiQt tinh. Ve
th6i dq giao ti6p, fmg xt, hAy htit kh6ch
h*e d6nh gi|tich cgc, chi I f kiiSn d6nh
giri con thd o, (t t4n tinh.

VC f5t gu6, ti6n dQ

giii quy6t c6ng viQc,

100% kh6ch hang cho bitit
nhan dugc ki5t qua dung
han. 14 kh6ch h*g chi di
01 nn ta nhfln dugc k6t
qua, 4 kh6ch harrg kh6c
nhfln dugc ki5t qua qua

ducrng chuy6n ph6t nhanh.
Chi c6 0l kh6ch hang phii
di ozlAn moi c6 kiSt qui. viQc huong ddn tra cftu th6ng
tdm th6m, vi d6n nay viQc ggi cliQn tho4i h6i th[m hoflc
mQt cta v6n n lga chgn cria nhi6u kh6ch h*e. C6c k6nh
sy phd bi6n.

vc ri6p nhin, xfr tf th6ng tin ph6n hdi, kh6ch hang cho bi6t Ng6n h*g
Nhi nu6c tinh c6ng khai khri d6y dri c6c th6ng tin duong ddy n6ng theo quy dinh.
C6 05 khSch hrng ttmg grii phan 6nh, ki6n ngh! cho biiSt viQc thgc hiQn r6t thuan
lqi; phan anh ndy duo. c Ngdn harg Nhd nu6c tri ldi nhanh ch6ng,nQi dung kh6 16
rdng. Cdn lai, 8l,25Yo cho bitit Nean hing Nhd nu6c ldm t5t t5t n6n kh6ng c6 phan
6nh, ki6n nghi. Chi c6 02 kh6ch hung cho bitit kh6ng gui phan 6nh, ki6; nghi vi
ngai phi6n hd.

II. DANH GIA CHT]NG VA GOP'f CUA XUACTT HAI\G
Cim nhan chung vd sy phuc vg cria Ngdn harg Nhi nu6c chi nh6nh tinh

Kh6nh Hda, 37,syo kh6ch hute hdi long 43,75yo"5t frai tdng. Cdn l4i l1,Tsyodanh
gi6 tam dugc. Kh6ng ghi nharr v6n ac kh6ng hii ldng ho{c g6p y cg thiS tt phfa
kh6ch hare aiSi voi sy phqc vu cria don vi. can ti6p tpc ph6t huy.
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MUC VI.
lirrrn Wc rnut

r. cni sO n,tr LoNc cHUNG

Ndm 2018, chi si5 hdi ldng trung binh nganh Thu6 d{78,62yo; tdng 4,g3o

so v6i ndm 2017 (73,69%). Voi chi s6 hii long d4t 88,89yo, Chi cpc Thu6 huygn
Kh6nh Vinh li don vi duy nh6t dat mric TOt trong kh6i co quan Thu6, ddy ctng ld
n6m thri 3 li6n titip dcrn vi d6n dAu nganh vA mftc d9 hei long. 6 mric Kh6, ngirnh

thu6 c6 07 co quan, tuy nhi6n chi c6 Chi cpc Thu6 Ninh Hda, Di6n Kh6nh, Cam

Ranh d4t mgc ti6u cria tinh (tr6n 78%); c6c don v! cdn lpi chua dpt mgc ti6u nhtmg

c6 chi sO taa d6ng d6u ttr khoang 76% d6n77%. Chi cpc Ttruri huyQn Khanh Son

c6 chi rO nai ldng mirc Trung binh, chi d4t 68,02Yo; khoang c6ch ch6nh lQch gita
don vi Kh6nh Scrn vir Kh6nh Vinh 1it20,87o .

Chi cuc thu6 huy€n Kh6nh V-mh

Chi cr,rc thud thi xi Ninh Hda

Chi cuc thud huyQn Di6n Kh6nh

Chi crtc thudthinh ph6 Carn Ranh

Clri cgc tlrud huyQn Van Ninh

Chi cqc Thu6 huyQn Canr LArn

Cqcthud tlnh Khdnh Hda

Chi cuc thudthdnh ph6 Nha Trang

Chi cuc thu6 huy0nKhrioh Sorr

Chi s6 hii ling 2018 - nginh thud

55% 6a6 6s% lcil 75% 8096 rs% 90'6 9s96

.2018

r2077

Bi6u Ad tz: Chi s5 hiri tdng nim 2018 - ngirnh thu6

Trong 9 don v[ thi c6 2 don vi gi6m chi sti so voi ndm 2017, trong d6 Chi

cuc Thu6 Kh6nh Son gi6m tt 7I,O3Yr xu5ng 68,02yo, ha bQc xtip lo4i tt Kha

*u5ng Trung binh. Don v! cdn lgi giarr chi si5 h Thu6 Khanh Vinh, giim l,68Yo

.rh.mg chi sd vdn o mfc cao (88,89%). Trong 7 don v! c6i thiQn chi s6, Chi cpc

Thu6 Ninh Hda tdng cao nh6t (6,g}oh), ti6p cltin 1ir Chi cr,rc Thu6 Di6n KhSnh

(6,58oh), Chi cpc Thu6 Nha Tran g (4,91%).
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Bing 9. Chi s5 nii tdng nginh thu6 2017 - 2018

TT Dol vi
SIPS Tilngl

giim2018 2017

I Chi cpc thu6 huyQn Kh6nh Vinh 88,89% 90,57oA -1,680/0

2 Chi cpc thu6 thi x5 Ninh Hda 82,52%o 75,620/o 6,90yo

3 Chi cpc thuti huyQn Di6n Kh6nh 8l,60yo 75,02o 6,58yo

4 Chi cpc thu6 thanh ph6 Cam Ranh 79,580/0 75,36yo 4,22o/o

5 Chi cpc thuii huyQn V4n Ninh 77,27yo 74,29yo 2,98yo

6 Chi cpc Thu6 huyQn Cam Ldm 76,650/0 72,260/0 4,39oh

7 Cuc thu6 tinh Khrffi Hoa 76,27yo 72,3lyo 3,96yo

8 Chi cuc thuri thdnh ph6 Nha Trang 75,860/o 70,95yo 4,9loh
9 Chi cpc thuiS huyQn Kh6nh Son 68,02yo 7l,03yo -3,01o/o

Trung binh chung 78,62yo 73,690/o 4,93yo

Trong 6 ti6u chi dffi giil, d4tcao nh6t h SU phUc vU cta c6n bQ, c6ng chirc,
vor 93 ,34%; k6 d6n h Ti6p nhan , xtr ly th6ng tin phan h6i, 80,80 %. Ti6p can dich

w c6 chi sd hii ldng th6p nh6t 6g,l4yo, d1t mtc Kh6; tuy nhi6n, ctng v6i Tht tgc
hanh chinh thi d6y lil02 ti6u chi c6 mric tdng khd m?nh, x6p xi l5%. Sg phgc vp
cta c6n bQ, c6ng chric li ti6u chf duy nh6t bi gi6m chi s5, tuy nhi6n ktit qui dpt
dugc vdn cao nh6t trong 06 ti6u chf. Ki5t qu6, ti6n dQ gi6i quytit cdng viQc t[ng
3,80Yo; cdn lai ti6u chi TiCp nhan, xt ly th6ng tin phin h6i, Di6u kiQn titip d6n vi
phuc vu t6ng kh6ng d6ng ke lXem nieu tl6).

Chl sd hii l6ng cic ti6u chi 2018 - Nginh thud

TC

l@Yo

TT DK

+-2018
+2017

XQ HC

93,34yo
PV

4Vo

Bi6u ad rg: chi s5 hii ldng chung tr6n 6 ti6u chf - nginh rhud
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II. cHi so HAr LoNG rnnx rUNc rffiu cni
t. ri6p cgn dich vg

Chi sd trung binh vO

Titip cQn dich vu ndm 2018

cria nginh Thu6 tdng l,tr6
cao so voi ndm 2017

(14,59%) nhung chi si5 d4t

dugc cdn kh6 th6p (chi tlat

69,14%). Trong 9 don v!
thi c6 diSn 8 don vi khdng

dat mgc ti6u tr6n 78Yo,

trong do co 4 dcyn vi Thu6

Hinh th(rc th6ng tin dich vg c6ng

Qua website (trang tin dign ft), hto. ddi

Cong ch(rc gidi thiQu, hudng dirt

HOinghi. cuOchqp. d.ii tfioai

Bfug uiern y6t loi tfl,l so

Qua auil, cnc tug d\rtrg di d{ng

Cung cip tai li0u tai bdn viii h6 so

Bing r6n pan6 tuyar tnryin

Tdroihunng dAr

Mfu hinh tt6r4 b6o 4i co quan

Hinh th*c khdc:

Wo IWo 2A6 3A6 1A6 5Wo 60i$

;,9t%

l%

I

32,7'.r

I4s
too,
lu,,

b
I

t a,s:

Ert
| ,,,,,

Iro,oor
l%

Chls6Ti6p cin dich vu

Chi cuc Thu6 Khdnh VInh

Chl cuc Thud Canr Ranh

Chi cuc Thud Di€n Khdnh

Chl cuc Thud Ninh Hda

Chi otc Thu6Vqn Ninh

Cuc Thu6 tinh

Chi crrc thu6Khdnhsm

Chi cuc Thu6 Cam IAm

Chi cuc Thud Nha Trang

ffi 55X @,1 5fr 7@. 7s9{ W 85% ffi

1,13x

'15,46%

d mirc Trung binh: Nha Trang (52,31yo), Cam LAm (59,39%), Kh6nh Son

(63,71%) vi Csc Thui5 tinh (66,3 0%); chi duy nh6t Chi cpc Thu6 huyQn Kh6nh

Vinh dpt mric T6t 86,67%. Khoang c6ch chCnh lQch gita don vi cao nh6t vd th6p

nh6t ld kh6l6n, 34,36Yo.

T16 ldi phiiiu kh6o s5t,

c6 63,27% Lrfiilch hdng nhAn

th6y th6ng tin dich vu c6ng

nganh thu6 cung c6p chi thdng

qua l-3 hinh thtc; Chi cqc

Thu6 Cam Ranh, Ninh Hda,

Kh6nh Vinh h cilc don vi
dugc khSch hatg d6nh gi6 c6

nhi6u hinh thtc cung clrp

th6ng tin da dang. B6n c4nh

c6c hinh thfic cung c6p thdng tin ph6 bi6n nhu website, thu dign tri, huong aan tai

B0 phan mQt cria, b6ng ni6m yiSt, hQi

nghi,... kh6ch hang cfing g6p f bd

sung th6m mQt sti hinh thfc kh6c nhu

td rcyi ho4c d6n tryc ti{ip don vi dO

huong d6n.

NQi dung th6ng tin cung c6p

dugc 75,96Yo kh6ch hdng <ilffi gi6

kh5, t5t; l2,98Yo d6nh gi6 t4m dugc;

tuy nhi6n ry l9 kh6ch hdng tlanh gi6

thiiSu nhi6u nQi dung hoflc kh6ng c6

29,88oA chua th4t sg hdi

7l

CtrSt luqng th6ng tin
5,77Yo

r Th6ng tin rdt so
sni. kh6 hi€n

rTh6ng tia so s.ii,
tOo Ui6u

:Tam tluqc

r Khd 16 rtng, d€
hidu

r Rdt 16 rang; d6
hidu

th6ng tin cdn tl6n 1l%. Ye ch6t lugng thdng tin, c6



ldng v6i ch6t lugng th6ng tin dugc cung c6p; cdn t4i 40,38%o d6nh gi6 rdtr6 rdng,
d6 hii5u, zg,73yod6nh giilldtdrd rdng, a6 rrieu.

OOi vOi kh5ch hdng giao dlch tryc ti6p, gl,gyocho bitit dugc gihi ddp,huong
aan ttr phfa co quan ttruiS ttri c6 vuong m6c vi gl,l%ocho r5ng c6n bQ titip nhan c6
tim hiiSu nhu cAu th6ng tin ttti gihi d6p,h6 trq ki.p thoi. Ty 19 kh6ch h*g Lh6ng hdi
ldng voi 02 nQi dung tr6n t4p trung chri yiSu d Chi cUc Thu6 huyQn Khrlnh Son.

Kh6ch h*g cfing luu f co quan thu6 cdn h5 trg t6t hon cho nguoi ddn,
doanh nghiQp th6ng qua c6c sO Aign thogi dd c6ng khai: "DAi hic gpi diQn thoqi dA
hdi kh6ng ai nghe mdy, cli ngh! trqc ttiQn thoqi tdt hon" - y ki6n kh6ch hdng chi
cgc Thu6 thi x6 Ninh Hda; *Tdng cudng h9 th6ng chdm s6c khdch hdng, khi khdch
hdng get dtgn cin.hd ffq vd gidi ddp thiic mic, nhdn viAn chdm s6c khdch hdng
phdi tQn tdm, tu vdn chinh xdc, nhiQt tinh' - e6p y ctakh6ch h*g cpc Thu6 tinh.

2. Eidu kiQn ti6p tl6n vdr phgc vg

Ndm 2018, chi
sO nai ldng trung binh
ue OiCu ki-6n tii5p d6n
vd phpc vg cria nganh

thu6 dat 79,6g0A, chi
tdng 0,43o/o so voi n6m

2017; tuy nhi6n v6n
bio dim mpc ti6u tinh
de ra. Chi cuc Thuti
Kh6nh Vinh c6 chi s6

hdi ldng cao nh6t e\27%\
d6y cfing li don vi duy nh6t

; th6p ntr6t ta Chi csc Thu6 huyQn KhAnh Son 62,29yo,
, c6 chi sti Trung binh.

C6 619 don vi t6ng chi s5, t.ong d6 Chi cgc Thu6 Nha Trang ting cao nh6t
(4,l8yo),kti titip ld chi csc Thu6 cam L6m (3, t3%);04 don vi cdn l4i c6 mric t6ng
chua d6n 2%. Chi cpc Thui5 Ninh Hda vi Van Ninh c6 chi sd th6p hon n6m 2Ol7
lAn luqt ld, l,zlYo vit l,99Yo; ri6ng Chi cgc Thu6 Khanh Son spt gi6m chi s6 kh6
lon, hon l5%.

D6nh gi6 v6 giao diQn website ho4c img dpng phuc vu giao dich tryc tuy6n,
80,81% kh6ch hang nhOn x6t kh6 don gi6n, d6 theo d6i; 16,93% r161gfrl x6t t4m
dugc; cdn lpi 2,46yo d6nh gi5 r6i rim, kh6 theo d6i. Vd thao t6c tren website ho4c
tr6n img dung tryc tuy6n,22,40Yo kh6ch h*g d6nh gi6 kh6ng kh6 l6m; 76,020/o
kh6ctr h*g nhOn x6t don gian, dE thuc hiQn. Chi c6 07 kh6ch harg c6rn th6y con
.6i r'im, kh6 thyc hien; chri ytiu li theo tac t4o lQp, dEng nhap tai khoan vi tpo lflp,
nQp hO so diQn tri.

OiEu kiQn tidp d6n vA phgc vp

Chi cuc Thud Kh{nh Wnh

Chl cqc Thu6 Nlulr Hda

Chi cuc ThuE Dl6n Khdnh

Chi n-rc T'lruC Cam Ranh

Chl cqc thud Nha Trang

Chl cuc Thud Cam l^dm

Chl cgc Thu6Virn Nlnh

Cuc Thu6tlnh

C.hi cuc ltud Khinh Sm

ffi sst6 ffi 65fi 7Cr6 15, rot6 tsr, 9016 95X
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Mric d0 6n dlnh cria h9 thiSng

tmg dUrrg chua dugc kh6nh hdng

d6nh giit cao, chi 25,73Yo khdch
h*g d6nh gi5 hQ th6ng lu6n th6ng

su5t, kh6ng th6y t4rc tr{c; 65,46Yo

cho bitit d6i hic cdn tryc tra.; g6,
9Yo cdn lpi cho bi6t hic dugc ltic
kh6ng ho{c tryc tr{c thuong xuy6n.

Ngi dung ndy cflng dugc nhi6u

kh6ch hdng c6 f kitin, nhu nhfn x6t,

e6p 9 cria khrich h*g Chi cgc Thu6

o,23yo

r HG th6ng l0c nio
cfrng truc trlrc

r HQ thiing trUc tric
thutng nryen

*H9 thdng firc dugc
hic litoug

r H0 thdne tl6i lftc
cdn tryctrlc

r HE th6nglu6n
th6ng su6t khdng
thdy trqc tr{c

Nha Trang: "Dudng truyin hay b! nghdn. Phdn *i* ndng cdp hAn fuc ldm cho

ngudi thrc hi€n kh6 ndm bdt. BOn cqnh d6 phdn *i* chua duqc hodn thiQn sau

kht mdt ldn ndng ,dp" hay "Doanh nghigp ,iit *ong co quan thuii x* ly duong

truyin th6ng sutit d€ doanh nghiQp duqc thuqn lqi hon trong vi€c khai vd nQp thud

ili€n t* cho nhd nudc ".

OOi vOi khSch hang giao dlch tryc ti6p, cdn 4,26Yo kh6ch ha.rg chua hii ldng

vd24,26o/o d6nh gi6 t4m dugc v6i diQn tich ldm viQc cria B0 phan mQt cria (chir y6u

li kh6ch ha.rg Chi cpc Thu6 Khanh Son, Di6n fr6r,h)r gan tlS kh6ch hang kh6o

s6t cho Uii5t sti luqng ngudi giao dich tr.uc tiiSp kh6 ddng. VC trang tfriiSt Ui phpc vg

titip t16n vd ldm viQc, 88,50% kh6ch hang nh?n x6t dAy dri, thu4n tiQn, hiQn dpi.

3. Thfr tgc hirnh chinh

Chi cuc Thui5 huyQn Kh6nh Vinh ti6p tpc dugc kh6ch hang danh gi6 cao

nn6t A ti6u chi niy, v6i chi sti hdi ldng dqt87,l4Yo vitc6ch don v! itrmg thri hai di5n

6,05yo.08 don vi cdn 14i c6 chi si5 d mfc Kh6, gi6m dAn ttr khoang 8I% d€,n71%;

trong do c6 4 dcm v! chua d4t mgc ti6u cira tinh la Cam Ranh, Cam Ldm, Kh6nh

Son vd Cgc Thuti tinh.

Tru Chi cuc Thuti.,
Kh6nh Vinh c6 chi s6 spt

giem nhe 1 ,4lYo, c6c don vi
thu6 cdn lai it6u t6ng chi s6;

mric tdng th6p nh6t h Chi

cqc Thu6 Van Ninh va }Yo,

t6ng cao nfr6t la Chi cpc

Thui5 Nha Trang (20%).

K6o theo chi si5 trung binh
ve fnri tpc hdnh chinh ndm 2018 t[ng m?fr, cao hon l5,l4o so v6i ndm2OlT;tuy
nhi6n, ktit qui chi s6 cu5i cirng m6i d4t 77,860 , chua dim b6o mpc ti6u 78o/o cliua

73

Thir tUc hAnh chlnh

chi cuc 1tu6 Khdnh wnh

Chi rqc Thud Ninh tlda

ChlcqcThu6 DitnXh{nh

Chl qrc Thud Nha Tnng

Chl cac ThuE cam lSm

Chl oc ThuC Cam Ranh

Chi cuc Thugvnn Ninh

Cuc Thud thrh

chi crrc'I1ru6 Ktuinl suo

87,tal(

6oaa 65L 7* 13r$ w* cst #

E,,d*

lsr,oq
lo.rr
tal.
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t,3s% r Mdt rdt nhiEu thM
gian

r Kh{ nhibu th}i
gian

rTau tluqc

r Tu,ong d6i nhanh

rThr.rc hi6n#t
nhanh ch6ng

tinh.

VA thenh phan h6 so phii nQp, 23,78yo kh6ch h*g d6nh gi6rdt don gi6n,

hqp ly; 43,28yo nhan x6t don gihn, it giay td; 3l,l7yo cho riing kh6ng c6 gi phirc

t4p; cdn ld l,77yo c6m th6y qu6 nhi6u giSy tb phfc t4p, nhidu lo4i kh6ng cAn thii5t.

VC Uieu m5u, td khai, da sti kh6ch hang nhan x6t kh6ng phirc t4p lam hoflc kh6 don
giell, dE thuc hiQn; kh6ch harrg cung mong mu5n co quan thuti chuy6n mQt so uicu
mdu sang hinh thric tr.uc tuytin i "VA bi€u mdu khai tryc tuydn nhn b6 sung mdu bdo
cdo dn chi (bdo cdo chilmg ti, thud thu nhqp cd nhdn) vdo hQ thiing kA khai truc
.:,,
[uyen

C6 8 kh6ch hang cho bi6t danh nhi6u
thoi gian cho viQc thUc hipn t4o lap vi ngp

hd so di6n tri; cdn l4i 24,83oh nhfln x6t t4m

dugc vir 73,36Yo d6nh gi6 kh6ng m6t nnieu
thoi gian. Gdn30% khSch hang con ph6i bd

sung h6 so sau khi dd nQp tryc tuy6n (ry l9
ndy dE gi6m nhi6u so voi ndm 2017); <la s6

nhfln dugc th6ng brlo b6 sung qua email,
cdn l4i nhan qua tii khoan tlang ky hoac

diQn tho4i.

OOi voi giao dlch tr.uc titip t?i Bg phen mQt ctra, nhi6u kh6ch h*g hdi ldng
v6i nQi dung vi ch6t lugnB th6ng tin thri tpc hinh chfnh dugc c6ng khai t4i co quan
thuti; tuy nhi6n cdn d6n hon I 5%o V'hSchhing c6m th6y ch6t luqrng th6ng tin cung
c6p chua dugc b6o dim (Chi cr,rc Thu6 Cam Ranh, Cam L6m, Di6n Kh6nh).

4. SF phgc vg cfra cin bQ, c6ng chftc

Chi s6 trung binh v6

Sg phpc vg cta c5n bQ, c6ng
chric dat 93,34%o; giam
5,80Yo so voi ndm 2017. Cqc
Thuti tinh dugc d6nh gi6 cao

nh6t voi 99,57Yo; titip ili5n ln

Chi cgc Thui5 Ninh Hda, V4n
Ninh. 919 don v! vugt chi
ti6u 78o/o cta n6m d ti6u chi
ndy, trong d6 c6 8 co quan

dgt mric rot; ctri cyc Thu6 Kh6nh Son li don v! duy nh6t d4t mfc Kh6, v6i
80,99%.

Theo kiSt qui kh6o silt, gg,77Yo ldtdch hdng tr.uc tuyiSn cho bitit kh6ng gap

S13 phVc vg c0a cdn bg, c6ng chrlc

CUcThu{tlnh

Chl cuc Thu{ Niub H0e

Chl qrc ThudVp Ntnh

Chl c1c Thud Khdnh Ylnh

ChicqcThuCCanr Ranh

Chl cuc Thu(Cam llnr

Cht acThud DtEn Xhlrh

Chi cuc th# Klltu[ sa
ar* 6sri t(a tgl eri s$ta {tot 95* l(Dr(

fc,gt
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tinh hu6ng nhflng nhi6u, ti6u cgc; chi c6 0l kh6ch hattg phan 6nh "C6ng chtc ddi

h6i b6i du0ng quir hoflc chi phi d[ch 4r mdi titip nhAn gi6i quyiSt" (Cgc Thu6 tinh).

OOi voi kh5ch hdng giao d[ch

tryc tiiSp tai B0 phAn mQt cria, kh6ch

harrg kh6ng phii chd dgi 16u hoflc

dugc titip d6n nhanh t4i cdc co quan

thu} (S+Vo). Ty lp ktr6ch hdng c6m

th6y kh6ng hii long voi th6i dQ giao

titip, img xft cria c6ng chirc ld duoi

5%; kh6ng hdi ldng v6i ndng lgc xri
ti hO so duoi lO%. IOO% khSch

hang cho bitit kh6ng gap tinh hu6ng

nhfing nhi6u, ti6u cgc; tuy nhi6n 22

Ning tgc xr? lf hO so (trqrc ti6p)

Itvtdt rdt nhieu rhtri
gian <t6 tiEm tra n6
so

rCdn chim ch4p

rTEm tluqc

rTumg d6inhanh

r Rit nhanh ch6ng

trudrng hgrp cho bi6t "C6ng chric kh6ng ddi h6i, nhut g

hang cf,ng phan 6nh c6 trudng hgp can bQ tiiSp nh{n hii so

thieu dich vg, ngudi quen cho kh5ch hdng.

Trong 235 h,h6ch hang giao dich

tr.uc tii5p thi 52 ngudi cho biiit hd so bi

tri l4i vi thiiSu gi6y to, gi6y td kh6ng hqp

lQ vi hon mQt nria s5 ndy Phii b6 sung

h6 so tt 02 l6n tr& 16n m6i duqc ti6P

nhfln; nhi6u y kitin phin tuh do sU

hucmg ddn chua dAy dri, 16 riurg vd

th6ng nh6t cria cdn bO, c6ng chfc:
"C6ng chilrc hudng ddn Phdi ch{nh xdc,

trdnh hdnh ngudi ddn tti lsi sha hodc bi5

vdn UOi du0ng". KhSch

ngoii co quan ho4c gi6i

Hulng din hoin thiQn h6 so

1,92%

rChua trlng thdy hudrrg

dil chi noi H chuo

eiy au drrLl Um tai

rHudne dAn bing
miftrg, tildog rdrfutg
t[6ng rhthg nldr

rHuriog din hing cdch

rhi vdo t& giiy uio do
tih ay liy duqc

rHrni'ug d6n br:og phiiu
(thcoodu).$uog
ci5ng ch&c [$6ng B
xdc DhAn

rBing phi6u hudng din
rhdng tin iir cu ihd.
c6ng chrrc mQtcrn kf
x6c nhftr

sung th6ng tin h6 so nhiiu ldn" - f kien ctia kh5ch hing tai Chi cuc Thuti huyQn

Cam Ldm. Chi 19 trong s6 SZ khSch hang ndry cho biiSt dugc nh?n phitiu huong ddn

c6 th6ng tin cp th6, c6ng chric mQt cria lcf x6c nhan; nhi6u kh6ch hang phan 5nh

BQ phan mQt cria Chi cpc Thu6 Khanh Son chi huong d5n bdng miQng, khdng rd

rang.

C6 05 trrdng hqp phdn dnh cdn b0 tqi BA phdn m4t ctha tb chiSi nhqn hi so

vi cho rdng h6 so kh6ng th€ gidi quydt Qi Chi ctlc Thud Ninh Hda, Cam Ldm, Di1n

Khdnh vd Khdnh Wnh; 49 khdch hdng kh6ng nhqn duqc Giiiy ti6p nhqn hi so vd

h7n trd kdt qud, giiiy kh6ng rd ngdy nhQn hofic ngdy nhQn bi s*a lqi bdng tay

(DiAn Khdnh, Khdnh Son).
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K6t qui, ti6n d9 giii quy6t c6ng viQc

Chl cuc Thu6 Kh6nh YInh

Chl cuc Thud Ditn Khrnh

Chi cqc ThudCam l,6m

Chl cuc Thu{ Ninh Hda

Chi cgc ThuC Cam Ranh

Chi cuc Th# Khdnh Sglr

Cht cqc ThuC Vgn Ninh

Cuc Thu6 dnh

Chi cgc ThudNha Trang

5sr iltx 6SX 70* t5x 10'6 t5t

7ttt96

',537U

5. K5t Qui, ti6n tIQ giii quySt cdng viQc

Ki5t qui phdn tfch
dfr liQu cho th6y, trong 9

don vi thui5 thi c6 02 don
vi chi s6 ttat mfc Trung

binh le Chi csc Thui5 Nha
Trang (62,12%) vd Csc
Thuis firfi (63,26%).

Cdn lpi 07 don vi
dpt mtic Kh6, cao nh6t le
Chi cuc ThuS Khrffi

Vinh dilt 82,82Yo, ddy cfing li don v! duy ntr6t aat chi ti6u 2Ol8 cta tinh d ti6u chi
ndy

y thoi gian nhan so tr.uc

T6ng hw y ki6n cta kh6ch h*g nQp h6 so tryc tuy6n, ll,96yod6nh giri co
quan thuti gi6i quytit r6t nhanh, dpt y6u cdu; l2,6ayo gihiquytit ,o^ t an, 73,360h
dfing hqn vd cdn lpi 9 kh6ch h*rg ph6n anh c6 h6 so bi tr6 harl.

ooi voi trudrng hqp h6 so tr6 h4n, kh6ch hang d6nh gi6 chi cpc Thu6 v4n
Ninh gi6i thich ly 9o tr6 rd ttog, Chi cpc Thu6 Nha Trang chi gi6i thich chung
chung do l5i hQ th6ng. Kh6ng c6 truong hqp khdch hang nop hl so tryc tuy6l
kh6ng nhan duo. c kiSt qu6 gi6i quyrit.

Ve phuong thric nhan k6t
qu6, c6 66,97Yo nh?n kiSt qu6 qua
email, 42,70Yo nhQn tryc ti6p tr6n
tdi khoin ttIrrg W, ZOyo nh4n qua
dudrng bun chinh, chi 6,29%o d6n
tr.uc titip B0 phan mQt cta ae nnan.
"N€u nQp trqc tiiip thi h6 so kh6ng
hW l€ sd bi trd vi ngqy, n7p trtrc
nyiin thi phdi chd 2 - 3 ngay. Xic
tidn thdi gian xdt drry€t thi tiit,, ld!
ki6n g6p y ciakhdch harre tAi Chi
cpc Thu6 Nha Trang, dcm v! cAn luu

ooi voi kh6ch hdng giao dlch tryc ti6p, c6 17 ,9loh kh6ch hang ph6n ffi
phii b6. sung hd so sau khi dE nQp; 78,7zyo chi di 0 r ran h nhan dusc k|t ;"t ,e ,;
nlrQn ktit qu6 qua dudrng buu chinh til 17,OZLA.

Trong 14 kh6ch leng c6 h6 so tr6 hgn thi d}n l}nguoi cho biiSt kh6ng nhan
dugc th6ng b6o tru6c bing vin b6.n, xin l5i vd hgn lai thdi gian tr6 ktit qui.

Hinh thrlc trii kdt qui

Nh{n qua email

Nhtn tnrc tiCp tr€n tAi kholn dlng lrj

l{hfn qu ihmghru chioh

Ddn tr.m ti6p 86 phln udt cua ild nhin

W$ 10!6 zflr ?66 4n$ sHo 6M 7OA

Khdc
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6. Ti6p nh$n, xfr lf thdng tin phfrn hdi

So v6i ndm 2017, chi sO nai

ldng trung binh vA fitip nhan, xri lf
thdng tin phin frOi tang 1,4lYo, dqt

80,800/0, vugt mtrc 78o/o ctA ra. Chi

cuc Thu6 Kh6nh Vinh, Ninh Hda vi
Di6n Kh6nh thuQc nh6m d6n dAu voi

chi s6 lan luqt la 91 ,20Yo,89,660/o vit
87,2lYo; ctrng xtip 1o4i Ti5t. Con l4i

05 don vi o mric Kh6 vd 01 don v!

Trung binh (Chi cuc Thu6 Kh6nh

Son v6i 60,55%).

C6 13 kh6ch hang giao d[ch tryc tuytin vd25 kh6ch hang giao dlch tr.uc tiiSp

cho biist kh6ng th6y th6ng tin duong d6y n6ng (sO Aien tho4i, dla chi thu diQn

tt,...) d6 ph6n anh, ki6n r,ghi.Trong 61 kh5ch hing co phan ffi, ki6n ngh! voi co

quan thui5 thi 8,21yo cam th5y r6t thu4n tiQn, dE diurg, 57,380 nhan x6t kh6 thu0n

lgi,27,87Yo choring t4m dugc. cdn l4i 4 kh5ch hane c6m th6y chua that su thu4n

tiQn hoflc cdn kh6 khan, phian hd. Tr6n 85% trong so ao hii long v6i ktit qu6 tr6ldi

.t u .o *u, thuiS; kh6ch hing c6 phan 6nh, kiiSn nghi voi co quan thu6 chu yiSu ld

kh6ch hing nQp hd so tryc tuYi5n Q7%).

Ii6p nhfn, xrl lf thOng tin phin hdi

Chi cut thu6 lftinh l'inh

fticucTlru6 Nhhllh

dd ac dx#................ Dian lo}inh

chi cuc ltu{ ilh, niES

Cti cur I'hudCan Rauh

Chi ctr thui &nr [.inr

Crrclhudtinh

6rioxltru6thn ltirrh

tlhi cll 6ua Khilhs,rr

s5I 6& 6il lfi ,5t 6 tlt gl 9s"

r Niu phin dnh, kidn
nghi sE bi giy kh6
aE

r Rdt ng4i, vi nhibu
phiEuht

* C6 eui ki6o nghi
cilng th6n8 &igc $n
ldi

r C6 trn l&i clng
khdng gini quy€t

tlngc gi

rDm rdttdgkh6ng
c6 gi phii ki6n nghi

POi vOi da siS kh6ch hang kh6ng

co ph6n 6nh, kiiSn ngh! thi 82,59Yo cho

bi6t co quan thuti lim rdtt6t, khdng c6

gi phii kitin nghi; 5,75Yo kh6ch hdng

chua tin tu&ng krit qui tra loi cta co

quan thuiS; cdn lai ll,66oh kh6ng ph6n

6nh, ki6n ngh! vi ngai Phi6n hd, sq bi

gdy kh6 a6 6rnan anh nhi6u eOi vcvi Cfri

cpc Thui5 Cam Ldm, Van Ninh, Kh6nh

Son).

III. DAI\H GIA CHIING VA GOP f CU^q, XITACU HANG

L. D6nh gi6 chung cfra kh6ch hirng

N6m 2018, c6m nhQn chung 'rrA sy phpc vp cria c5c ccr quan thu6, trong s5

443 V,hdch hang giao dlch truc tuytin thi co d6n 78,560A kh6ch hane cim.th6y hdi

tdng vd ,6t r,ai-to ng; 20,99% d6tlh gi6 t4m dugc. so t<nacrr hang co f kiiSn kh6ng

hdi ldng kh6 it, chi chiiSm O,45yo (02 kh6ch hurg). pOi voi khSch hatg giao dich

tr.uc tiiSp thi cdn 131235 kh6ch hang kh6ng hii ldng.
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ooi voi m0t s6 v6n aA cp th6 md kh6ch h*g chua hii long, ktit qu6 t6ng hq,p
cho th6y viQc c6ng khai, minh bpch th6ng tin c6 nrriA, phan *r, *ai tiap a?,la
th6i tlQ phuc vp, giao ti6p k6m, thfr tuc henh chinh rilc r(;i,phtc t4p. B6n c4nh d6,
khrich htng cfing d6nh gi6 c6ng t6c phdi hgp gifra c5c co quan trong ngdnh vd ngi
bQ co quan cfing chua that sg t6t: "ph6i hqp gtfia cdc chi cuc thua ,n", nt oi iuc6ng ddn 6 nha trang ldm quyilt todn 6 Khdnh vinh phdi lian h9 thua a Nho i*og
vd nhdn vi€n nhiiu lin d€ xtic tlinh co quan c6 thdm quyin),,, ,;gidi quyiit ria" "itlt1: tn thring nhdt, ding bQ gifra bQ phQn chuyan m6n khi phdn ltii aen nghi don
vt

Ktit qu6 kh6o s6t cfing
cho th6y nhi6u kh6ch harg
tiiSp tpc ring hQ vd dffi gi6
tfch cgc lqi fch cria viQc giao
dlch tryc tuy6n, dA ngh! mo
rQng th6m c6c dlch W tryc
tuy6n; tuy nhi6n he th6ng
tmg dUng chua hoan thiQn,
1i6n tqc qp nhat vd ha t6ng
cdn h4n ch6 hm 6nh huong
kh6ng nh6 diSn sp hdi ldng
cira nguoi dan, tO chfc,
doanh nghi-ep.

2. G6p f cfra kh6ch hing d6 phgc vg t6t ho,n

Ee tiiip tgc thgc hiQn ttit hon, kh6ch hang g6p y mQt si5 v6r, ac nhu sau:

- cai thiQn h-o th6ng tmg dpng, don gi6n h6a thao tic,n6ng c6p co s0 hp
tang, b6o d6m tinh 6n dirh, th6ng ,uo-i..iu nlrrrart giao dich tryc tuy6n; t4o thupn
lgi cho nguoi ddn, t6 chftc, doanh nghi-ep thuc hignir,.i tu. tryc tuy6n.

- M& rOng th6m c6c dich vg c6ng tryc tuy6n nhu gi6i quyiSt vdn b6n, don thu
cria doanh nghi0p qua hinh thfc tryc tuy6n, tryc tuy6n t ou .a. tieu -au,...

- TEng cudrng cdng t6c h5 trg khdch hdng, thuong xuyen uo tri crin bQ h6 trq
kh6ch harg th6ng qua s6 diQn thopi dE dugc c6ng khui giei quy6 t c6cr6, ia, yiu
cau cria doanh nghigp mQt c6ch nhanh ch6ng hon, 16 rdng hon.

(Xem th6m chi titit t4i php lpc Dfr liQu phi c6u truc kdm theo Brro c6o).
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PhAn V:
cHi so HAr LoNG cAc BENIr vrEN,

pnoNc KHAM DA KIroA KHU Wc NAvt 2018

MUC I.

cAc npNn YIEN DA KHoA, cHIIYtN xno^q.

I. cHi s6 nru loNc cHUNG

f6t qu6 ph6n tich dt liQu cho th6y, chi s5 hii ldng trung binh ndm 2018 cria

c6c bQnh viQn da khoa, chuyOn khoa co tdng nhg so v6i ndm 2017, tt 80,19% 16n

83,570h (t6ng 3.38%) vir dat vugt 5,57yo so voi mpc ti6u Ki5 hoach ccHc n6m

201g (7g%). loo%don vi dugc kh6o s5t d6u dat mric tt Kh5 tr6 l6n tr6n thang do

chi s6 hdi iOng. C6 l2ll4don vi dat tren l}yo,mpc ti6u ki3 hoach dd ra. Ddy cflng

lir n6m dAu ticn Benh viQn Chuy6n khoa tAm thAn dugc dua viro dOi tuqng khio s5t

nhtmg c6 ktit qu6 kh6 tdt, d4t 87,140 .

Bi6u ad tg: Chi s5 hlri ldng 2018 cic BQnh viQn tla khoa, chuy0n khoa

Trong d6, c6 06 don vi c6 chi s6 hii ldng d4t mric Tdt (chii51 ry le 42,860 ),

ti6u bii5u W oz dcm v! ddn <tAu dpt tr6n go% ldBenh viQn Y hgc cd truydin - PHCN

dat 95,68o ,k|ti6p ld Benh vign ChuyQn khoa lao vir benh PhOi dat 91.08%.

Hai BQnh viQn x6p .rtii le Benh viQn Da khoa khu vgc Cam Ranh d4t

ll,zlyo,Benh viQn Da khoa huyQn Kh6nh Son chi dqt72,02%. Benh viQn Da khoa

Chl sd hit ldng 2018- Khdl bgnh vlgn

4ffi SWo 60/o 7 Wo BWo gMoLC0lYo

B0nh vi6n Oa khoa huy0n.

B{nh vifn Da khoa khu vgc Grn..
BQnh vlQn Oa khoa khu vgc Ninh'.

B{nh viQn Da khoa huY*n Khrinh.'

BQnh viQn Oa khoa khu vr;c Ninh...

BOnh vi6n chuy0n khoa Y hQc

B6nh vi0n BQnh Nhi0t d0i

B{nh viQn chuyOn khoa Lao

BQnh vi€nDa khoa huYQn

rNtm 2018

rN*m 2017

B{nh viEn Oa khoa huYQn Cam Lim

B€nh vi€n Oa khoa huYQn Vqn Ninh

B{nh vlfn chuy€n khoa Da liEu

BQnh viQn Chny€n khoa Ttm thln

8{nh vi{n Da khoa tinh KhCnh Hba
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huyQn vgn Ninh tu don vi c6 chi si5 hdi ldng th6p nh6t ndm 2017 ld 6g,2s% dd c6
nhi6u cii thiQn, vuon l6n dpt g2,25yovd c6 mtc t[ng cao nhdt vor 13,26yo.

Bing 10. Chi s6 nai ldng c6c bQnh viQn tla khoa, chuyan khoa z0l7- 201g

Tdt cl 06 tiou chi ddnh gi6 trEu dst mric tu Kh6 trd I6n, c6 chi s6 trung binhdat triln78%o. C6c ti6u chi tlEu c6 chi s6 binh tlng nhe so v6i nim 2017 v6itrung
mfc t6ng cao nh6t ld, 4,26 % vit th6p nh6t h 2,08Yo. Ddy ld nIm thf hai li6n titipTi6u chf Ti6p nhAn, xt? lf th6ng tin phAn hbi c6 chi s6 trung binh cao nhdt vot
87,640/o (xem nieu dO).

SIPS
Doa vi NIm

2017
NIm
2018

TIng/giim
vlenB Da0ntr khoa hu Kh6nh SonYQn 70.28% 72.02% 1.73%

Benh khoaDavlen khu Cam Ranhwc 74.40% 7s.21% 0.8t%
NinhBenh Davlen khukhoa Di6mwc 82.s8% 81.07% -1.51%

V4nvlen DaBenh khoa NinhhuyQn 69,250h 82.s1% 13.26%
vlen DaBgnh khoa LdmCamhuyQn 81.66% 82.72% 1.06%Benh viQn huyQnDa khoa KhAnh Vinh 7s.33% 82.73% 7.40%Benh DaviQn khoa khu Ninhv.uc Hoa 84.82% 83.06% -1.76%Benh vlen Bgnh ddiNhi9t 86.34% 83.s6% -2.78%
vlen DaBenh khoa Di6nhuyQn KhAnh 8s.78% 84.62% -1.16%

Benh khoaDaviQn tinh KhAnh Hda 78.01% 8s.64% 7.63%Bgnh vlen khoa TemChuy6n
87.14%

Bgnh vlen chuy6n khoa Da 85.26% 88.48% 3.22%Benh viQn chuyOn enhkhoa YALao B 85.ss% 91.08% 5.54%

trOi

Benh viQn khoa YchuyOn hec
chric 90.21% 95.68% 5.47%

chi hii binh 80.lgyo 83.57yo 3.38%

Chl sd htl ldng tr€n tirng il€u chf 20tB -Bgnh

8227%

vlSn

TC
1m%

84.87Yo
TT OK

87

CP

rQ

PV
8s.80%

-iF2019
+2077

Bi6u ad zo: chi s5 hii rdng 2018 tr6n 6 ti6u chi - BQnh viQn
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Chi sO TiCp c4n dich vU

dusc thitit kti gdm 06 c6u h6i (ti6u

chi thinh phan), phan 5nh sg chri

<lQng trong viQc cung c6p th6ng

tin dich vr,r kh6m, chta benh vi
c6c hd trg th6ng tin cAn thitit kh6c

cria cdc benh viQn da khoa,

chuyCn khoa cho ngudi ddn.

Ki5t qui ndm 2018, chi s5

hii long trung binh vii Ti6p cilr
dich vU cfra kh6i c6c bQnh viQn da

0.66Yo
1..63Yo rHAu nhukh6ng gi0p

lch gi

rChua dAy d0 hoic
cu th6

rT?m dugc

t2.83Yo

rTgong d6i dAy d0,
dE hi6u

r Rdt aAy tfti, d6 ni6u

II. CHi SO HAI T,oNc TnTN TTING TITU CHi

1. Ti6p c$n dlch vg

0.2496 1.20%
rHiu nhu khdng co

hu0ng dln

rHrr&ng d5n so sii,

kh6 hiEu

lTam dugc

- -t, -l -.I I Uong 00 0ay0u, ro

rang

khoa, chuyCn khoa ld,7g,83yo; cao nh6t ld Benh

viQn Y hgc c6 truyAn - PHCN dat 9 I,6oL,Benh viQn Da khoa Kh6nh Son titip tpc ld

ilon vi nim trong nh6m th6p nh6t, d1t70,44Yo. So v6i ndm 2017, chi s6 trung binh

tdng 6,61 oh.

K6t qui kh6o s6t cho th6y, c6c hinh thric th6ng tin d[ch vg ctia khdi c6c benh

viQn da khoa, chuy6n khoa dugc m0 rQng, da sl5 thdng qua 3 hinh thric (86,4yo),

md chir ytiu la b6ng ni6m ytit tai benh viQn (3l,3gyo), qua huong d6n cfia c6n bQ,

nhan vi6n y 6 (32,02%) vd qua nguoi quen gioi thiQu (19,92%).

Crlc hinh thfc thdng tin

hien dai nhu website (trang tin

diQn tt), brlo, ddi hay to roi cdn

chua ptrO Uitin, chi dudi lOYo,

trong khi y tis h Hnh v.uc dich

vU sU nehigp c6ng phii titin toi
tU chri hoirn toirn ngaY tir ndm

2018 vi canh tranh l&6 gay gilt.

Ktit qu6 phiiSu kh6o s6t

thi ch6t lugng thdng tin vi mftc dQ d6p tmg nhu cdu th6ng tin cria khrich hang iIAt

mfc cao (84,80%). Tuy nhi6n,v5n cdn 12,83% V'hfuch hdng dSnh gi6 chdt lugmg

th6ng tin d mric T4m dugc; vd2,29Yo d6nh gi6 chua dAy dri, cp th6 ho[c hAu nhu

kh6ng girip ich dusc gi.

85,24%okh6ch hang cho bi6t, c6c khu kh6m, diAu tr! vir c5c b0 phan dich vU

dugc hudng d6n dAy dt, rd ring (b6ng so dd, bang bi6u, man hinh hof,c UO tri nh0n

vi6n huong ddn); l3,3tyo d6nh gi|tqm dugc. Chi c6 hon 1,44yo kh6ch hdng chua

thflt sUhdi tdng, giSm nhg so voi ndm 2017 (gi6m 0.81%).
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Theo phan 6nh ctia 4,l5yo
kh6ch hing thi mric gi6, phf c6c dich
vg kh6m, chiia benh, vQt tu y t6 chua
dugc c6c bQnh viQn ni6m yiSt hoAc

ni6m yiit kh6ng dAy dt, 16 rang. Ti l9
niy n5m 2017 ld7,5Yo.

95,48Yo khrich harrg rLffi gi6
thri tr,rc nhflp viQn, rldrrg ky kh6m chta
benh don gi6n, Iinh clQng, dE thpc hiQn ;chi ctsn 4,52o/o khrich h*g phin ndn.

o.4a96 r.99% r Rlt rudm ri, nhiAu loai
kh6ng cAnthi6t

r COn phfc tap, yeu du
mdy m6c

r Tuong 66i don gian

! Kha don gian, o€ tnyc
hi€n

: Rdt don giAn, hgp Ii,
d€ thvc hien

97,53yo kh6ch hdng
danh gi6 cdc loAi gi6y to ph6i
ngp ho{c xu6t trinh ktri nhQp

viQn don gi6n, hqp ly, d6 thUc
hign (tdng 4,09%o so v6i n6m
2017); chi cdn 2,47y0 cdn
phdn nan (ry lQ ndm 2Ol7 lit
6,56%).

2. Ei6u kiQn ti5p tl6n vir phgc vg

Qua kist qui Chi so nai ldng trung binh cria tieu chi Di6u kiQn titip d6n vd
phuc vu dat mric T6t, 84,g7yo (nlm 2017 rdg2,4g%, m.ic Kha); c6 ry/r4don v!
dpt mfc rot lttr 84Yo trb l6n), 04/13 don vi dat mtc Kh5 vd kh6ng c6 don vi duo. c
d6nh gi| b mtic Trung binh.

Benh viQn Y hqc c6 truyAn - PHCN titip tsc d6n aAu vA oidu kiQn tirip d6n
vd phpc vu, voi chi s5 d$94,27%. c6 08 don vi ndm 2ol7 dugc kh6o s6t d6u c6
chi sis tnng d ti6u chf ndy vd chi cdn 05/13 don vi c6 chi s6 gi6m kh6ng it6ng k6.
Benh viQn Da khoa van Ninh c6 mfc c6i thiQn d,lrg ti5, go,o6 yo, tdng l7%o so voi
ndm 2017. Benh vign Da khoa Kh6nh Son th6p nh6t, chi d4t 6g,g0L.

Qua phitiu kh6o sdt, c6 cdn
2,9Yo kh6ch hing d6nh ei6 kh6ng
gian chung ve khu v.uc vQ sinh benh
viQn cdn chft h-ep, m6t v9 sinh, thi6u
ngdn nip; 3,68Yo cho ring cdn ch6t
h-ep, chua thufn tiQn, gi6m nhg so v6i
ndm 2017 (ty lQ ndy ndm Z0t7 tit
3,57Yo vir 6,02%o).

3,58%
18,46Yo rChA hep, m& ve

sinh. thi6u ngdn n6p
. Con chat hep, chtra

lhu6n tion
rTqm dtfqc

40,71%

34,26%

o.7cr6 r Ho)n toln kh6ng ni6m
v6t

r Chua ttAy d0, 16 ring

ET?m dugc

rTuong 66i dlyd0, 16
rang

rTlt ct tttu ri rtry,
minh bach
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.59%
rAr nir[" rit t\rkno4 dim

bio; trgm cfp xiy ra thuoog
xuy€ao.84%

L7.O9% rAn tritrh, $t
$o;nfo s5.
c&

*Tg duCc

tUchntlim
tbhtrf,g

rlhinh tloing v6n xiy ra
kQmcrp, nit hflt tg

rAtr dsh F:At tu digr bio;
lh6ag thry trOnctp

V6 mfc tlQ an ninh, trat
tU, phdng ngta trqm clp cho
nguoi ddn t4i c6c bQnh viQn, ndm

2018 kh6ch hang d6nh gi6 an

ninh rlugc thdt ch{t hon; 7l,3gyo
khSch h*g danh gi6 an ninh,
trQt tg dim b6o, kh6ng th6y trQm

"Ep; 
26,77Yo kh6ch hdng drlnh

gi6 h tAm dugc hoflc thinh
thoang vdn x6y ra trQm cEp, mdt

trQt tp; chi c6 hon 0,84% khirch hang kh6ng hdi ldng ve tintr hinh an ninh, tr4t tg
tqi cilc benh viQn (gi6m 3,2loA so v6i ndm2}l7).

3. SF phqc vg cria c6n bQ, nhffn vi6n y t6

Qua phitiu kh6o srit, hAu

trtit Urach hang (88,42%) cho

bi6t can bQ, nhdn vi6n y t6 d6i
xt v6i kh6ch hang khSch guffi,
c6ng b[rrg (t5ng 4,86oh so voi
ndm 2017); 83% c6p s6 thf 4r
lugt kh6m chta benh vd ggi t6n
kh6ch hdng qua hQ th6ng loa.

Chi cdn c6 2,17% khitch hing
phan ffi cdn uu ti6n quen th6n hodc chua thyc sg kh6ch guffi, c6ng berrg (giem
l,33%o so v6i ndm20l7).

Ndm 2018,92.53% khSch

h*g cho bitit kh6ng m6t nhi6u

thdi gian chd tttin lugt kh6m

chta bgnh; chi c6 7,430 kh6ch

hang ph6i chd clqi t5t l6u, m6t
khrl nhi6u thoi gian. Nguy6n

nhan phii chd dgi duo. c khrich
hang phan 6nh chi titit tpi fhu
lUc; theo d6 vin cdn 23,3IYo

kh6ch h*e cho bi6t nhi6u hic

t6 vdng mdt khdng 16 lf do, ldm vigc ri6ng ho{c
phni dqi vi crin b0, nhan vi0n y

t6 ra thd o, rA ri, kh6ng quan tdm

Dang gi6iquy6t cho nguOi
kh6c, kh6 bfn rQn

Ving mit kh6ng 16 lf do

C6 m{t nhung hd o, rA ra,
kh6ng quan t6m kh5ch hirng

Dang n6ichuyQn di6n thoei

Oang lim viQc ri6ng

Khdc

o 50 100 150 2m 250

o.72%

r Uu tiOn ngu0i quen th6n

r Chua th{t sp khdch quan,
c6ng btng

rT?m duqc

! Khe khCch quan, c6ng b3ng

r Rdt c6ng bing, ei c6n
trrdc Lm tuoc

/.

kh6ch h*g.
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V6 th6i dQ giao ti6p, img xtr,

84,22Yo kh6ch hang d6nh gi6 cdn

bg, nhan vi6n y tti tan tinh, llch sg,

hoa nhd (ting 5,72oA so voi n6m

2017); 13,80 d6nh gi6 t1m dugc;
chi cdn c6 l,99Yo phin 6nh cdn kh6
chiu, b6t [ch sg, cta quyAn ho{c
giao titip k6m, it t4n tinh (gi6m g6p

ddi so vdi ndm 2017 - 4,75%).

o.24%
75% r Kh6 chiu, bdr tich sU,

cta quyEn

r Giao ti6p kdm, It tf n
tinh

rTem dugc

r rhd Qn dnh, llch sy

r lich sV, vui v5, tin tlnh

95,l8yo phin tffi can b9, nhan vi6n y tiS kh6ng ddi h6i vi ki6n quytit kh6ng
nh0n b6i du0ng cta kh5ch hdng (ting hon I ,O6yo so voi ndm 201 7); chi cdn 4,7 Yo

cho bi6t c6n bQ y tri tu cfrOi UOi du0ng rhmg vdn ntran, dua thi nh6n, kh6ng dua thi
th6i (ndm 2017 ld 5,5%). Tinh trpng ddi h6i b6i dud,rg tu crin b9, nhan vi6n y ti
co., r6t it, kh6ng d6ng k6, chi c6 02kh6ch h*g phan inh, chi6m o,lzyo(ndm 2017
ld 0,36%).

T6ng hqp chung, chi sO Su phuc vu cta crin bQ, nhan vi6n y t6 mrOi c6c bQnh
viQn da khoa, chuy6n khoa dat 85,8 Yo, tinghon 2,69Yo; dAn d6u vdn ld BQnh viQn
Y hoc co truyen - PHCN v6i 96,88% (tdng3,6}yo), th6p nh6t la Benh vi6n Da
khoa Kh6nh Son voi 77,72yo (n6m 2017 lit75,O4%).

O ti6u chi niy, titip tpc ghi nhan sg n5 lgc cta l2tl4 don vi d4t mfc T5t, tir
84% (tdng 04 don v!); 01 don v! le Benh viQn Da khoa khu vgc Cam Ranh d?t mric
I<hA (79,25%) nhrmg vAn cao hon mgc ti6u kti ho4ch, chi cdn 01 don vi chua d4t
chi ti6u 78% 6 ti6u chf ndy. Ch6nh lech chi s6 gita don vi cao nh6t vd th6p nh6t
gan nrru thay tl6i kh6ng tline te n lg,l6yo(ndm 2017 ld 18,62%).

4. K6t qufl dlch vg

Cim nh?n vd c6ch thric kh5m, didu tri bQnh, 76,l9yo khSch hang d6nh gi6 b
mirc kh6 t5t, an tAm, tin tuong ch6t luqng;6,09Yo chua an tdm, giam 4,llyo (n6m
2017 ld' 10,2%); 6,88%o dSnh gi5 mtc t4m duo. c (ndm z0l7 ld lo,2o, tdng 6,68yo).
Nguy6n nhan kh6ng an t6m dugc dSnh gi6 do trang thii5t bi, mriy m6c thi6u
(28,94%); trinh dQ tay nghe nhan vi6n y t6 kem (zl,g8%); 17 ,22o/o cim th6y cdn so
sdi, qua loa vir mQt sd nguy6n nh6n kh6c (xem php hJc).

Tuy nhi6n, ty 16 kh6ch hang mu5n chuy6n viQn gi6m, chi cdn O,84yo (ndm
2017 ld'2,5o ). Ty le khSch hang d6nh gi6 so sii, ho{c chua an t6m, nh6n vi6n trinh
ctQ cdn yi5u <IOi voi BQnh viQn da khoa khu vgc Cam Ranh, Khanh Son v6n cdn kh6
cao, cdn titip h;c khic phUc.
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0.18Y0 7.41Y0
rtOOng MOuvct vCn, kici

ldri hti

r Cfiua M su nhi0l tnh

*Coturdn, gilitrfch

rTu Un, gidifthh deyd0, cr;

flu

r Tu dn, grdi hicn r{t dtydu,
d0rt0

Di6m tich cgc til 97 ,41% kh6ch
hdng cho biiSt du-o. c y bdc s! tu v6n rd
rdng, aE fri6u vC tinh treng sfc kh6e
cria minh vd cilc ktruytin nghi cen

thiiSt. Tuy nhi6n, cfing cdn 40 khSch

harg nhAn th6y viQc tu v5n chua th4t

sU nhiet tinh vi chi 03 kh6ch hang

cho biiSt kh6ng hd dugc tu v6n, kti ci
khi h6i (ty le niy Lit 2,59Yo, gi6m

4,78Yo so v6i ndm 2018).

88,5Yo kh6ch hing cho

bitit duqc c6p thu6c kh6 dAy dir,

nh6t ld thuSc BHYT hay cdp rdt
dAy dt, dfing danh muc/thu5c

men. C6 9,28Yo khSch harg
d6nh gi6 tqm dugc vi chi c6

2,23Yo khrlch hang chua hei
rr X .^ A 'long v6 vi6c cdp thu6c cl&ra cdc

benh viQn, gi6m l,7lYo (xem

Bi6u tl6).

T6ng hgp chung, chi sO f6t qu6 dich vg cta kh6i c5c benh viQn da khoa,

chuy6n khoa n6m 2018 dat 82,27 Yo,tdng2,26Yo. C6 5ll4 don vi d4t mtc T5t, ttr

84Yo trb 16n, d6n dAu ln Benh viQn Y hgc c6 truyAn - PHCN vor 96,65%, th6p nhdt

la benh viQn Khrffi Son v6i 7l,8yo. 6 ti6u chi niy, c6 11 don v! d4t mgc ti6u tr6n

78%; chi cdn c6 03 don v! chua d4t chi ti6u 0 ti6u chi niy; kh6ng don vi ndo d4t

dpt mric Trung binh.

5. Chi phi dich vg

Chi si5 Ti6u chi ndy

dugc cii thien d6ng k6 so v6i
ndm 2017. DAnh gi6 vA mric

gi6, phi kh6m chta benh vd

vat tu y tC tai benh viQn,

7g,56Yo cho biiSt kh6 hqrp lli
hoflc xung cl6ng voi ch6t

lugng phUc vp cfra benh viQn,

tdng 11,370 so voi ndm20l7;
17,540 khrich h*g nh4n x6t

tpm dugc, giim 9,32Yo; chi c6
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o.54% I PhditU mua tfr Mn
ngoii, kC cJ thu6c BHYr

r C6 cdp thu6c nhung
kh6ng tldy {ft)

rTAm dtugc

r KhA. diy di, nhat E
thu6c BHYT

r C6p rdt CAy d0, dOng
dqnh muclthu6c men

,

0.30%
2.59% r Qui cao so wii chdt bElg

phuc w

r KhJ cao

r T?m 6ugc

r xha hqp l,

r X&ng ttlng vdi ch{t bgng
phuc w



2,89yo nh0n x6t khrl cao ho{c qu5 cao so voi ch6t luqng phuc vg, gi6m z,osyo(ry le
ndy ndm 2017 ld 4,94%).

95,48yo khSch hang

cho biiSt duo. c gi6i thich rO

ring uA cdc khoan chi phi
kh6m chta benh, tdng 4,04o/o;

chi c6 4,52Yo kh6ch hang cho
bi6t hoan toan kh6ng dugc
gi6i thich ho{c gi6i thich
khdng rO rdng (gia- gen g6p

d6i so voi n6m 2017

8,56%).

T6ng hqp chung, chi sO Cti phf dich vg cria khtii crlc benh vien da khoa,
chuycn khoa n[m 2018 d?t Blyo, ting hon 4,26%o; a6n aAu la Benh viQn y hgc cti
truydn - PHCN va 96,lYo (t6ng 6,4%). o ti6u chi ndy, trong 14 don v[ c6 05 don
v! d4t mfc T6t, ty le 35,7ryo, gi6m l7,23yo (ndm 2017 c6 g/13 don vi, ry le
61,,54%); chi cdn c6 04 don v! chua d4t chi ti}u 7g%o ti6u chf ndy.

6. Ti6p nhfn, xr? lf th6ng tin phin hdi

Chi s6 trung binh v6 fitip
nhQn, xri ly th6ng tin ph6n h6i dpt
87,64Yo, tdng nhg 2,08yo so voi
ndm 2017, mric tdng th6p nh6t
trong c6c chi s5 dugc drinh gid.
Trong d6,04 dor v! d4t tr6n 90o/o:

Benh viQn Y hgc cO truyAn
PHCN (98,6%); kii titip le Benh
vi6n Lao vi BQnh pfrOi 1eS,73Yo),

tinh d4t 90,07Yo.

1.53% 2.89%
r HoAn tdn lh6nf gilli rhrch

r Chua 16 rAng, th6a tl&rg

r Tuogn c6i 16 rang

I KhC rd rlng vi hgp I

r Giai thich r{t rO rang va
hda dlAng

0.9796

r rl0ngthSy gi

rThi*r nh0u tfiOnB tin

:Tgm dugc

rKM ttlyitr)

rOly Oi tr&rg tin, 16 ring

Benh viQn Da li6u 93,33Yo, Benh viQn Da khoa

O ti6u chi ndy, trong 14 don vi c6 13 don vi dpt vugt mpc ti6u T1yo,trong d6
c6 12 don vi d4t mtic Tdt; cdn 0l don v! chua d4t chi ti€u77%o d ti6u chi ndy
@9nh viQn da khoa Kh6nh Son voi 76,l3yo). Chenh lQch gita don vi cao nh6t voi
th6p nh6t cdn kh5 cao, 22,47yo, tdng 4,34yo.

T16 loi cdu hoi vd cdng khai th6ng tin duong d6y n6ng, llch tiiSp ddn vd d6u
moi titip nhan phan rffi, ki6n nghi cta kh6ch hdng, g,76yo danh gi6 tqm dugc;
89,l8oh cho bitit ktr6 tlay dt ho{c dAy dt, 16 rdng, tdng 1,57%. chi c6 2,06 % rrhQ,n

x6t thi6u nhi6u th6ng tin vi th0m chf khdng ne niem V6t frO diQn tho4i duong d6y
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0.18%
1.57%

. Kh6ng gidli d6p

r R5t tt khi vi th[u sn onh

I T?m tluqc

r Khc t6r

r Rlt s{n aing vA hu6ng
dan rat tln tlnh

).47% r chua flmg tdy rA oi

r h ldli trd ldi hoac te k i lod
cmm, ra Uildr&U hd6 ddng

rTri loi tuong dird

.Tr, lil nhanh, noldungkiS 16

rTrA ldi nhanh chdrg. hda
d6ng, c0ng ktrai

n6ng, t6n c5n bQ titip nh?n th6ng tin, llch titip d6n), rumg duong ndm 2017 lir
2,26Yo.

98,24Yo kh6ch hdng cho

bitit khi gap vuong mic ho{c cAn

th6m th6ng tin, hg dugc c5n bQ,

nh6n vi6n bQnh viQn c6 sEn sdng

gi6i d5p, hudrng d6n, ty 19 ndy

ndm 2017 d4t 96,62Yo. Chi cdn

l,75Yo nhilr x6t ciin bQ, nhdn vi6n

benh viQn khdng gi6i d6p hoflc r6t

it khi vi thi6u t?n tinh.

Trong sO t++ kh6ch hdng

dd trmg c6 ph6n rinh, kii5n nghi
voi benh viQn thi hAu n6t

(89,58%) cho bii5t.'5t thuan tier,
dE dang, tuy nhi6n gi6m 4,27Yo

so voi ndm 2017; chi c6 15

nguoi (10,42%) cim th6y kh6

khdn, phi6n hi, chua thu4n tiQn.

POi voi 1.517 kh6ch hattg

chua tirng phan 6nh, kitin nghi

thi nguy6n nhdn li do benh viQn ldm kh6ng c6 gi phii nghl (79,89yo,

tdng 6,220/o so v6i n[m 2017); sti kh6c ngai bi g6y kh6 d6 hoac nhi6u phi6n hd

(xem hinh).

Trong s5 144 V'hirch hing
dd ttmg c6 phan anh, ki6n nghi, ti
19 danh gi6 kh6ng thay d6i nhidu,

Irg6n nhu gifr nguy6n, cg th6 co

88,I9Yo kh6ch hdng d6nh gi6 khd

ti5t (ndm 2Ol7 le 88,9%); 3,47%

chua tung thdy trh loi (n6m 2Ol7

\d3,37%) vit8,33o/o cho bi6t it khi

thdy th ldi ho4c r6t chgm, kh6ng
thoa d6ng (ndm 2017 ld8,99Yo).

III. DAI\H GIA CHT]NG VA GOP f CUA XUACU NANC

1. D6nh gi6 chung

r C6 g0i ki6n nghi c0n9
khOng duqcri lli

r C6 H ldi c0ng kho,6ng gidi
quy6t ttuqc gl

r LAm rAt t6( kh6ng c6
vudng mdc gl

o.79%
2.U%

r Ndu phlndnh, kidn nghi sE bi

gay kh6dE

r Rdt ng?i, vl nhiEu phiEn hi
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Cim nhan chung ntr6t vC sg
phUc W cta c6c benh viQn da
khoa, chuyCn khoa trong ndm

2018, trong sO I.OOO kh6ch hane
duo. c l6V !, ki6n, c6 84,64% hii
ldng vd r5t hii ldng; l3,37\od6nh
gi6 tqm duo. c; c6 28 kh6ch hang
c6 y ki6n kh6ng hdi ldng (chi6m
0,3%) vd 05 kh6ch h*g ,6t
kh6ng hdi ldng (chitim t,6g%).

Mdy m6c, trarp thi& bikhong d6p OrE you
c{lu kh6m choa b6nh

Ctdt tuqng tfi6m, chfa bonh k6m

Co sd vfi cn&,,trdu kr6n ri6p d6n thi6u
ttr6n. hc tr6u

Ihl] tuc nrtrn ra, m6t nOi gien

Gidgi6c lAm vtft kh6ng nghi6m t6c

Thu6c men O0uti hi6u frdn, f6m ch&
lrrgng

Cht pht kh6m chEr, bQnh quC cao

Phen biet d6i n?, td6ng duqc flh rgng

KMC

o246810L214

Nguy6n nhan chua
hdi ldng cht ytiu li do th6i
d0 phUc ru cria c6n b9,

nhen vi6n y t6 (21,54%);
miry m6c, thitit bi kh6ng
d6p tmg y6u cAu QO%);
ch6t lugrg kh6m chtia benh

k6m (18,46Yo), ti6p di5n h
tht tgc rudrm rd, m6t thoi
gian (9,23%) vd mQt sti
nguy6n nhan kh6c.

Ngodi td, t6ng hqp
dfr liQu phi c6u truc cdn tii5p nhan r6t nhi6u phan rinh cria kh6ch h*e fie, qul atin
sg phpc qr cria c6c bQnh viQn da ho1 chuy6n khoa thuQc tinh (xem phu luc); rjt
can dugc nghiCn cfu, ti6p thu vd c6i ti6n t org thoi gian t6i.

2. G6p f cria khich hing tI6 phgc vg t6t hon

Qua dqt kh6o sdt, cdc benh viQn da khoa, chuy6n khoa thuQc tinh nhan dugc
.'5t ,nieu g6p !,phan 6nh, ki6n nghi voi mong .uain .a. ueJ uie, r.r,o.rg ngung
t6ng cudrng ch6t lugrg dlch vg, phuc ,u ngay cdng tiSt fr-r .t o Nh6n d6n tr6n dia
ban tinh. T6ng hgp chung, nhfrTrg e6p ! tap trunglao onmg v6n ac n6t ,,i. uritii
thgc:

- TIng cudrng th6m y bilc sf c6 tay ngh6 gi6i, quan tAm ddo t4o b6i du6ng
ndng cao trinh dQ, n[ng lgc; do cao tr6ch nhiQm phuc ru nh6n d6n cta c6n bQ, nhan
vi6n y t6; cti thiQn th6i dQ giao ti6p, img xt theo huong vdn minh, lich sy, t{n tinh.

- Gi6m bot cdc gi6y td, c5c khAu kh6ng cAn thi6t vi rut ngiin quy trinh tht
tr,lc nh?p viQn, chuy6n viQn, thanh to6n, xudt vign, t6ng cudng img dpng c6ng nghe

t,69%
0 30%

r ndt kh6ng hii ldng

I Kh6ng hii l6ng

r Tqm dugc

r tlli ldng

r ndt haibng
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th6ng tin trong dich vp y t€; giim thoi gian chd dgi, tlng thoi gian khrim, ch6n
<lorln; uu ti6n c6c trudrng hqp benh n{ng, c6p ciru; gi6i quytit chuy6n viQn klp thoi.

- cai t4o kh6ng gian bQnh viQn, dAu tu mo rQng th6m phdng ld.,rn viQc, kh6m
chta benh, tdng cudrng may m6c, trang thii5t bi k! thu4t hiQn dai, b6 sung th6m
giudrng benh, nudc u6ng, gh6 ng6i vi c6c trang thitit bi thitit yiSu kh6c; chf 1i c6i
thi6n vQ sinh m6i trucmg, ti6p tpc tdng cudrng ki6m so6t an ninh vd tr4t tg trong
benh viQn; bO tri c5c khu vgc chric ndng theo huong khoa hgc, li6n hodn d6 giam
thoi gian di chuyi5n cria bQnh nhdn.

- Ndng cao ch6t tugmg kh6m chfra benh, tu v6n, gi6i thich dAy dri, ten tinh de

benh nhan y6n tdm, tin tuong vio ki5t qu6 kh6m, chta benh; ch6n chinh gid gi6c
lim viQc.

- Tdng cudrng truyAn th6ng, cung c6p th6ng tin vd dich v9 c6ng phong phri
vi ch6t lugng hcrn; ctng c5 cdcyiSu td li6n quan cltin titip nhan, xri lf thdng tin phin
h6i, tO chirc titip nhQn, gihi quy6t, tra loi crlc ph6n ffi, ki6n ngh! mQt c6ch klp thoi,
rd rdng, th6a dring vd minh b4ch.

Todn bQ nhimg v6n d6 chua hii ldng, cdn y6u k6m md kh6ch hdng phan 5nh
d6u c6 ki6n nghf gi6i ph6p tuong img, r6t thitit thgc vi siu s6c.
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MUC IL
cHi so HAr LoNG cAc pnoxc KrrAM DA KHoA KHU Wc

I. cHi sO nar LoNG cHUNG

fi5t qui phAn t(ch dfr liQu cho thdy, chi sti hii long chung vir c6c chi sti ti6u
chi thanh phan ndm 2018 kh6i PKDK (PKDK) khu v.uc cta tinh thay tl6i kh6ng
dang kti so voi ndm 2017. Chi s6 hdi ldng trung binh h 7}yo,vta dri d4t chi ti6u kti
hopch CCHC ndm 20l8 cta tinh; mric tdng r6t nhg 0,09Yo (ndm 2Ol7 td 77 ,5l%).

Chis6 hii ldng 2A13 - Phdng khrim da khoa
khuvuc

Phong khim Da khoa Cam Ao Nam

Phdng khim Oe khoa Nldr Sim

PhOrq khdm Da khoa Di6n

Pl$ng khdm Da khoa fu B6ng

Pl$ng khdm0a khoe KtCnh L€

Ph0ng khdm Oa khoa Su6l Tan

Phbng khCm Oa khoe khu vyc s6 5

Phing khCm Oa khoa khu vyc sd I
Ph0ng kh6m Da khoa Khinh Elrfi

Phbng kh5m Oa khoa khu vr,rcs6 2

Phdrq kMrr Da khos Son L&n

Phdng khdm Da khoa khu vr.rc s6 4

Ph6ng khdm Oa khoa Cam Ph0c Blc

Ph0ng khdm Da khoa khu vgr s6 3

.729*

r 2018

)2017

SVo ffii 7Vo 80/o 9Wo

.0596

.26%

II

Bi6u Od Zf : Chi s5 nai tdng 2018-phdng kh6m tla khoa

Trong 14 don vi dugc kh6o s5t, c6 03 don v! d4t mirc T5t, 10 don v! dpt mfc
Kh6, 01 don vi dat mric Trung binh; git nguy6n nhu ndm 2017. PKEK Cam An
Nam tLmg dAu trong t<trOi pfOK khu v.uc ctia tinh vdi 87,72Yo;titip diSn le PKDK
Ninh Sim v6i 86,70A vd PKDK Di6n Phu6c vor 86,02Yo.

C6 08 don vi chua dpt mpc ti€u 78Yo cria tinh, gi6m 02 don vi so voi n6m
2017; trong d6 PKDK khu v.uc sti 3 chi d4t mric Trung binh theo thang do chi sO

hdi ldng (65,47%). cdc phdng kh6m Tu B6ng, Su5i Ten, Kh6nh L€ nim trong
nh6m th6p nh6t; trong d6 Kh6nh LO chi d1t 62,78%. Chenh lQch chi s5 hai long
gita don vi c6o ntr6t va th6p nh6t kh6 l&r, 22,25yo(n[m 2Ol7 ld2l%).Xem Bi6u d6.
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E6y li n6m li6n ti{ip 6 ti6u chi d6nh gi6 tt6u d4t mric Kh6, tuy nhi6n tieu chi
Ti6p can dlch vu vdn chua c6i thiQn d6ng k6, chi d4t 72,g5yo, t;1ng nhg 0,42o/o so
vdi ndm 2017. Ri6ng AOi vOi ti6u chf Ti6p nhfln, xri ly th6ng tin phin trOi cai thiQn
mAnh mE v6i chi s6 82,54yo,tdng vugt bQc I 7,67yo.

Chi s6 hil ldng cic lt6u chi 2O{a - phdng
khSrn da khoa

TC
1()096

ao"a496
TT OK

tt2

...{-2O1E

*2o,7

CP

a1..4:)96

PV

75.549(,

5.4a
KQ

Bi6u Ad ZZz Chi s6 hhi ldng 2018 tr6n 6 ti6u chi - Phdng kh6m

II. CHi S6 rrar IoNc rnrx TING TIEU CHi

1. Chi s6 ri6p cfn dich vg

Chi s5 trung binh v6 Tii5p cQn

dich w n6m 2018 cta ttrOi PKOK dat

72,85Yo, mfc Trung binh theo thang do

chi s6. Cao nh6t li Phdng kh6m s6 2,

voi 80,83 %; ti6p d6n ld Phong khSm si5

l, v6i 75,55oh. O2ll4 don vi co chi s6

du6i 63,0 8o/o, mftc Trung binh. Cao nh6t

la PKEK Ninh Sim voi 86,75Yo. Chenh

lQch gita don v! cao nhSt vn th6p nh6t

d6n 23,67 Yo, tdng 6,Ogyo so v6i ndm 2017 .

Qua kh6o sdt,85,6Yo kh6ch hang cho

Uitit chi ti6p cQn th6ng tin dich vu cta
PKDK qua tir 1-2 hinh thric; chri y6u vdn ta

qua b6,ng ni6m ytit tai phdng kh5m, qua
.r.

nh6n vi6n y t6 gi6i thiQu, huong ddn vd qua

ngudi quen. Ti Ie tim hitiu th6ng tin qua

website rdtthdp,chi chi6m 4,82Yo.

r01 hlnh thfr
3,SLTO 3,76%

r02 hlnh thfc

r 03 hinh thritc
7,74

r 04 hlnh thrrc

r O5 hinh thrirc trd
l0n

L.25%
r HoAn toAil kh6n8

ni€m ydt

rchua dly ttri, 16

ring

rTgm dugc

rTuong ttdi diy
d0, 16 rAng

rT{t cd dAu 16

rAng, minh bqch
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o.7tx r Rit phfc tAp, nhieu khe

I M{t kh, nhilu thdi Sian

rTuong d6i aon giin

r Kh6 don giln, dt thrc
hitn

r Rlt aon giln, linh
dong, dg huc hi+n

Trong d6,4,74yo kh6ch hang nhfln thdy gi6,phi kh6m chta benh vi vQt tu y
te hAu nhu kh6ng dugc ni6m y6t, ho4c th6ng tin kh6ng dAy dt, 16 ring gi6, phi.

95,45Yo kh6ch hang cilffi gi6

thti tpc nhflp viQn, dEng ky kh6m

chfia benh don gi6n, linh dQng, dE

thyc hiQn; chi cdn 4,55Yo th6y phtic

t4p, kh6ng cen thi6t, kho thr,rc hien;

tuong tmg chi s6 cria kh6i benh

viQn.

Trong l.ll9 kh6ch hang dd

ttmg ldm thri tqc chuy6n viQn thi hAu
rrct ntran x6t don gia,n, d6 thgc hiQn; cdn 14,01%vdncAm th6y phtc tap, nhi6u kh6,
m6t nhi6u thoi gian.

2. Chi s5 Oidu kiQn ti6p il6n, phgc vg

DAnh ei6 vC kh6ng gian
chung vi khu Wc ve sinh cria phdng
kh6m, da sti d6nh gi6 tuong rtOi rgng
rdi, s4ch sE, thoii m6i (tr6n 67%);
24,33oh d:inh gi5 tam duo. c. Con l4i
tr€n l4o/o chua hdi long vi chpt hgp,

thi6u ngdn ,6p, chua thuAn tiQn.

ll,52o kh6ch hang chua hdi ldng
v6 noi khrim vd tli6u tr!. l},llyo
chua hdi ldng v6 c5c khu v.uc x6t
nghiQm, cgn l6m sirng. C5c khu v.uc

dich vlr hd trg nhin chung v6n chua
d4t y6u cdu.

Tri loi phii5u kh6o s6t,

64,88Yo kh6ch h*g d6nh gi6 an

ninh, trQt ty dim b6o, kh6ng th6y
trQm cip; 33,33Yo V,hdchhdng d6nh
gi6 ld t4m dugc ho{c thinh thoing
vdn x6y ra trQm chp, mdt trft tg;
vdn cdn l,7g\o kh6ch hang kh6ng
hii long ve tinh hinh an ninh, trflt
tg tpi c6c bQnh viQn. Mric ilQ ndy
cho th6y tinh trpng an ninh phong

1.34% z.gsf

rCh0t hQ!, mdtv0 sinn, ndu
ngdn nip

r Con chfl trfl, chua hu0n

[0n

:Tam duqc

rluung d6i r.6ry rfi, hoai

m6i

oo7%

rtur ninh, trat tu khong
66m bdo; ffin cgp
,dy rahu0ng xuy6n

rAr ninh, frat tr chtm
tllm bdo; rrln cdntnh
tnng trfin cdp

rTom dugc

rThlnh thoingvln xly ra
trQm clp. m6t trft ty

!tur ninh, fat V dBm
Mo; kh&U h6y trOm
cdp

008%
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kh6m dugc kh6ch h*g danh hane th6p hcrn tctrOi Uenn viQn.

T6ng hgp chung, chi s5 trung
binh v6 Di6u kiQn tii5p d6n, phgc vU

n6m 2018, t<hOi PKDK dat 79,28yo.

Dugc ddnh giri cao ntr6t vin ld phong

kh6m Cam An Nam, v6i chi sO

96,42Yo; ti6p d6n h PKEK Ninh Sim
tr€n 90oh. Trong 14 don vi thi 06 rton

v! chua d4t mpc ti6u chung cta tinh d
ti6u chf ndy (s6 lugmg nhu ndm 2017);

trong d6 01 don vi chi d4t mric Trung
binh, giim 01 so v6i n6m 2Ol7 . Th6p
nh6t h PKDK sO 3 chi dqt 65,91%. Chenh lQch gifia don v! cao nh6t vdi th6p nh6t
chi6m 3},5lyo,qu6 cao so v6i tinh hinh chung.

3. Chi s5 Sg ph+c vg cfra c6n bQ, nhffn viOn y t6

O ti6u chi ndy, PKDK Tu B6ng
d1t 90,4Yo, cao nh6t tron g cdc phdng

khSm vd cao hon don vi dtmg cui5i le
PKDK khu v.uc sti : x6p xi 24Yo.

Ti6p ili5n ld PKDK Di6n Phu6c,

d4t tr6n }g%o, mric Tdt theo thang do

chi sti. Chi s6 trung binh kh6i phong

kh6m ld 81,430 , d4t mpc ti6u chung
ctia tinh.

N6m 2018, 84,35yo kh5ch hang cho bi6t kh6ng m6t ntri6u thdi gian chd d6n
lugt kh6m chira benh, tdng2,54Yo; chi c6 2,33Yo khrich haog ph6i cho dgi r6t l6u,
m6t kh6 nhi6u thoi gian. Nguy6n nhan phii cho dqr duo. c 28,l3yokh6ch harrg phin
6nh chri y6u vi c6n bQ, nhdn vi6n y t6 vlngmdt kh6ng rO lf do lim viQc ri6ng hogc
t6 ra thd o, rA rd, kh6ng quan t6m
kh6ch hdng.

Da s5 kh6ch hang ghi nhan

c6n bQ, nhen vi6n y t6 tan tinh,
lfch sg, hoa nhd; l8,95Yo ddnh gi6
t4m dugc, tuy nhi6n 8,5oh kh6ch
h*g cho biiSt cdn trudrng hqrp giao
ti6p k6m, it tan tinh ho[c kh6 chiu,
b6t [ch sy, cta quydn.

O.72Yr 1.6196

r t u tan nguqi qucn han

tChu! th{t rg kh6ch qucn,
c6ng blng

,Tem dugc

r xhd khdchquan, cdrg btng

r RCt c0n9 udng, ai dln
fuoc Emtut€

001%
r Chft hpp, mdt vQ

slnh, thl6u t(n nghl

r C6n chOt hep, chua
hu0n tiOn

rTem <luqc

rTuung d6i Ong rAi,
ti6n nghi

r S?ch #, thoaimCi.
tiQn nghl

oo2%oo3% r KM chiu, brt lich 5V, cta
quyEn

t 6iao lidp k6m, ft 4n rinh

r T?m duqc

r Kh6 tan tlnh, lich sU

. Lich str, vui vA, tAn tinh
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Nguy0n nhln kh6ch htry kh6ngyln ttm

Trsng thl6t bi, mry mdr rft thtSu

Ihu6c chEa bQnh kh0ng drydt

Trlnh itQ, by ngh6 nhen vion y 6 k6rn

C6ch khrim b0nh so s{i, clu ttri

Oud ttl, dl Ey nhdm

Xtdc

0 20 40 50 80 1m 120 1,()

4. Chi s5 X6t qui dich vg

Chi s6 trung binh vC Ktit qui
dich vU dqt 75,48Yo. Trong 14 don

vi thi c6 05 don v! d4t mpc ti6u kiS

ho4ch, 0l don v! dat Trung binh le
PKDK s6 3. l2tl4 don v! chua d4t

muc ti6u 75Yo ctatinh. PKDK Cam

An Nam dpt tr6n 86Yo, cao nh6t
trong tctrOi ptrOng kh6m vd cflng li
tlon v! duy nh6t d4t mfc Ti5t.

D6nh gi5 v6 kiSt qui khdm,

diAu tri benh, 65,74Yo kh6ch h*g
cirn th6y an tdm, tin il*g;
25,7 6Yo kh6ch h*g ch6p nhan

dugc.

Nhmg cdn lai 8,5Yo (95

khSch hdng) chua an t6m, trong
d6 l,52Yo chi mu6n chuy6n viQn.

Nguy6n nh6n chri y6u ld trang
thitit bi, mity m6c ret thi6u

(46,5yo), thuiSc chfra benh khdng day dri (18,88%); tay ngh6, trinh clQ nh6n vi6n y
t6 kem 05,73%)vi c6ch kh6m, chfra benh cdn so sii (tr6n IO%).

Ditim tfch cgc ld, g3,73yo khdch har,g nh?n dugc sy tu v6n nhiQt tinh hon vC

tinh tr4ng sirc kh6e tt c5n bO, nhan vi6n y tti.

5. Chi s5 Chi phi dlch vg

D6nh gi6 vC gi6, phi kh6m
chta benh vd v4t tu y t6, hAu hiSt

khSch hang (98,3%) ddu cho r6ng
kh6 hqrp ly. 93,37Yo kh6ch hing
nhfln dugc sg gi6i thich tuong dtii
16 riurg vA c6c khoan ph6i chi tr6.

T6ng hgp chung, chi sO trung
binh ve Chi phf dich vu dat
75,54Yo, Phdng kh6m Ninh Sim
titip tpc dugc drlnh gi5 cao nh6t, ld don vi duy nh6t aat mtc T5t voi 84,88%; Phdng
kh6m Di6n Phu6c th6p nh6t, voi chi so duoi 1|oh,mric Trung binh (63,67%).

3,14%1,4%
I Hoen toAn khdnggiAi

thtch

r Chua 16 ring, lhda
66ng

x Tuogn d6i 16 rAng

I Khd r0 rlng va hqp t,

r Giei $ich rdt 16

ring vA thda d6ng

L,52%6,97%

r HAu nhu chl mu6n
chuy6n vi€n

r Nhi6u l0c chua an
tAm

rTqm dugc

r xhii t6t

r Rdt an t6m, tin
tu&ng vA k6t qui
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5.51%

r R& hh6 r(tlln, Phan ha

rchur Wt suthufn tCn

rTfm alugc

r xh, dluan bi

r R5r thuln tieo, dt dtng

0,6315 5,09%

r RCt kh6ng hai long

r Kh6ng hli hng

rTam dugc

r Hli ldng

r Rrt h)i l0n8

6. Chi s5 fi6p nhgn, xfr ly th6ng tin phf,n hdi

O ti6u chf niy, PKDK Cam An Nam vbi 92,25% dqt cao nh6t trong kh6i
phong khSm; chi c6 01 don vi ld PKDK Cam Phric Bic d4t mtc Trung binh, chi s6

duoi 68Yo. C6 03 tlcrn vf chua dpt muc ti6u k6 hopch cta tinh ndm 2018. Ch6nh
lgch gita tlon vi cao nh6t v6i th6p nh6t l6n d6n 25,25Yo. Trong s6 kh6ch hang dd

ttmg grii phin 6nh, ki6n nghi voi phdng kh6m thi 18,11% cho ring vigc thgc hiQn

kh6 thu4n lqi, dE ding.

Trong s5 131 dd timg grii phan

anh, ki6n nghi thi SO,gZyo nh?n x6t dugc

tri ldi nhanh ch6ng, c6ng khai, nQi dung

kh5 16; lg,OBYo chua thdy ffit toi hoflc tr6

ldi kt6ng th6a dang.

Nhu v4y, viQc nhi€u kh6ch hung

cdn ng4i gui phin anh, ki6n ngh! lJri c6

nguyQn veng, vu6ng mic.

III. DANH GIA CHUNG VA GOp'f, rrnN NGHI

1. Dinh gi6 chung

Trong 1.119 kh6ch hane dugc t6y

y kiiSn, c6 tr6n 79% ldtfuch hd.urg c6m

th6y hni long hoflc ,6t hdi long AOi vOi

sg phuc vg cria c6c phdng kh6m da khoa

khu vyc. l5,l9oA d6nh girl t4m dugc vd

genO'h cdn l4i cim th6y chua hii ldng.

Nguy6n nhan chua hiri long bao
1,,,.

g6m: mtiy m6c, trang thi6t bi kh6ng tl6p

rmg y6u cAu kh6m chta
bOnh; co sd vQt ch6t, diAu

kien titip d6n rdt thi6u

thdn; th6i d9 phuc W cria

cdn bQ, nhdn vi6n y ti5 vi
ch6t lugng kh6m, chta
benh cfing nhu thui5c men

diAu tri. Chi phi kh6m

chta, benh qu6 cao, thri
. ,(,

tpc rudrm rd, mdt thdi gian

cfing ld di6u kh6ch hdng
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Nguy6n nhin chua hirl ldng

Mry m6c, tang hi6t bikh6ns dep rimg y6u..

Co s& v0t ch6t, diA,u kiOn [6p OOn tri6u ..,

TMi dO phqc w coa c6n bO, nmn v$n y t6..

ctr{t trynS kMm, ch&a bfih k6m

Thu6c men 00u tri mCu n6n, mm chdt luqng

Glogi5c lirm viQc khdng nghlEm t6c

Chl phl kh6m ch0a, binh qud cao

Ih0 oJc n 0m a, mlt troi gian

Phen biot d6i xu, kh6rc duvcton treng
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chua hii ldng, tuy nhi6n chi chi6m fi le nh6 vi tap trung cht y6u d mQt sd don vf
nh6t d!nh.

OOi voi ttmg v6n ae cg th6, kh6ch h*g cfrng c6 nhfrng ph6n 6nh rdtr6 rdng,
thitit thpc; d6ng thoi, nhfrng mflt dd ldm dugc, kh6ch hdng cfing ghi nhan vd mong
mu5n don vi ti6p tpc ph6t huy tl6 phpc vg ngdy cing t6t hon (xem chi tiiSt tpi Php
luc).

2. Nhting g6p f cfra kh6ch hing

Cflng nhu ktrOi benh viQn da khoa, chuy6n khoa, c6c PKDK khu v.uc nhan
duqg r6t nhi6u f kii5n d6ng g6p cta kh6ch h*g (xem phu luc). eua t6ng hgp, cilc
f ki6n t4p trung vdo c6c nh6m u6n Ae trgng t6m sau d6y:

- DAu tu, n6ng c6p co sd v4t ch6t, tdng cuong trang thiiSt bi, m6y m6c hi6n
dai tt6 phuc W nhu ciu kh6m chta benh cho Nhdn ddn, tdng cudrng dQi ngfi y birc
si c6 chuy6n mdn, trinh dQ cho cric phong kh6m.

- cei t?o, n6ng c6p di6u kiQn ti6p d6n, phgc vu kh6ch hing, , tdng th6m ghti
ngoi cho cho kh6ch hdrg, qu4t m6t, nu6c uong; trang bi th6m loa, micro]uo t i [a,
ti6p d6n, huong ddn hqrp ly hon; c6i thign vQ sinh c5c khu v.uc chirc n6ng vd nhd vQ
sinh. D6ng thoi tdng cudrng an ninh, trQt t.u tqi cilckhu v.uc diAu tr!.

- DOi m6i phon g circh, th6i dg phuc vg, giao ti6p theo hudrng vdn minh, lich
su, tan tinh, tr6ch nhi€m; chAn chinh gid gi6c, te toi lirm vi6c ctra mQt bQ phan y
b6c si; kh6ng dugc phen biet d6i xri voi nguoi benh.

- Ciip dti thuric cho c6c phdng kh6m, quan tdm ch6t lugng thu5c tOt dOi voi
danh mgc thu5c BHYT; them khdm, ch6n iloan k! luong hon.

- Giem c6c gi6,,y td, tht tpc rudrm rd, giAi quytit nhanh thri tgc xu6t ui6n,
rl ,

chuyEn viQn; quan tam b6 sung phuong tiQn c6p ciru, chuytin viQn.

C6ng khai,.minh bpch dAy <Iti th6ng tin, tu v6n, gi6i rt6p kip thdi cdc vu6ng
m6c; trao d6i, tu v6n cu th.5 nhfiT,g v6" ae [6n quan atin sric kfrO. Ae mra.n hang an
tdm v6 ch6t luqng kh6m chta bQnh; cring ci5 duong d6y n6ng, phan c6ng crln bQ
tr.uc, td chric ti6p nhil, xri ly, tri loi c6ng khai vd ciu thi, titipirru nhfi.r,g phan ffi,

,r-A^r
gop y d€ n6ng cao chdt lugng phUc vp Nh6n d6n.

Nhimg g6p y nay cAn dugc ngdnh y tti titip thu, nghiOn criu <16 c6 giii ph6p
d6ng b0, tao chuy6n bi6n manh mE vd ch6t lugng dlch 4r cta c6c PKEK khu vgc;
girip ngudi dan an tAm kh6m chfra benh & tuy6n co s0, giem 6p lgc cho c6c tuy6n
tr6n.
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PhAn YI:
NHaN XET CHUNG VA KrEN NGHI, Orc XUAT

I. NH+N Xnr CHUNG

1. Nhfrng mit iI6 lirm tlugc

a) D6i v6i c6c 56, UBND c6p huyQn vd co quan nginh doc

So v6i ndm2017, k6t qu6 kh6o stit n[m 2018 cho th6y sy hii ldng cria ngudi
dAn, t6 chuc vd doanh nghiQp AOi vOi sg phpc vg cria c5c s0, co quan nganh dgc vd
UBND c6p huyQn t6ng l6n rd rQt.

Trong 8 kh6i co quan dugc kh6o s6t thi c5 7 htr6i co quan chi si5 hdi long
trung binh cii thiQn so voi ndm 2017; trong d6, Cdng an, Hii guffi, 86o hi6m Xd
hQi co mfc tlng kh6 manh. Chi c6 Ngdn hang Nhd nu6c giim nhg so voi ndm

tru6c (xem Bing 13). Chi sO nai ldng trung binh t<trOi UBND c6p huyQn vugt qua

kh6i co quan Sd, vuon l6n tillmg <lAu voi mirc 83,19o/o; cirng ld chi s5 trung binh

cao nh6t trong 3 ndm tro l4i d6y.

Bing 11. So s6nh chi s5 hiri ldng trung binh 2017 - 2018

TT Khdi c0quan
Chi s5 hiri ldne truns binh Tiing/gif,m

so vr6'i 20172016 2017 2018

I C6c Sd 76,64yo 79,72yo 90,460/o 0,74yo

2 UBND cdp huyOn 75,330/o 79,720/o 83,L90/o 4,47yo

3 Bao hi€m XehOi 7l,90yo 73,slyo 79,520/o 6,01o/o

4 Cdng an 72,51o 74,580/o 81,250/o 6,67yo

5 Hai quan 75,42yo 72,88yo 80,03% 7,lsoh
6 Kho bac Nhinudc 73,l7yo 75,38yo 79,970/o 4,590/0

7 Ngdn hangNhdnu6c 73,740/o 92,640/o 8L,050/o -1,580/0

8 Thui5 75,060h 73,690/o 79,620/o 4,930/o

So v6i muc ti6u 78Yo md UBND tinh dA ratqi K+5 hopch CCHC n6m 2018,

thi t6t ci 8 kh6i co quan co chi sO frai ldng trung binh d4t y6u cAu. Trong t6ng s6

67 co guffi, don v! thuQc 8 kh6i n6u tr6n thi c6 46 co guffi, don v[ c6 chi sO nai

ldng cao hon ndm tru6c, trong d6 ngdnh C6ng an c6 919 donv! tdng chi s5, mQt s6

don v! c6 mric tdng rdt itang kC. Ntiu duy tri duo. c xu thiS tr6n trong c6c ndm ti6p
theo, viQc tl4t mgc ti6u d6n n6m 2O2O chi si5 hii ldng tr6n 80% h khe thi.

DO c6 dugc ktSt qu6 ndy, nhi6u co quan, don v! cte quytit liQt xdy dpg vd
trilSn khai c6 hiQu qui nhi6u gi6i ph6p t6ng hqp, ddng bq ngay tir d6u ndm 2018.

MQt sd co quan don vi dd phAn tich r6t ky k6t qui khio s6t n6m 2016,2Ol7 <16 phdt

hign nhirng m{t de lem duo. c, nht'ng v6n iIA chua hii ldng vi biQn ph5p phu hqp dC

khlc phUc theo dirng tinh thdn chi d4o cria UBND tinh. C6c S0 Tei nguy6n vd M6i
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trudrng, Tu ph6p, BFDGI, C6ng an, UBND c6c huyQn Khanh Son, Cam Ldm,
Kh6nh Vinh, thenh ph6 Cam Ranh, Nha Trang... de ban hdnh vdn bfur, y6u cAu c6c
co quan, don vi thuQc, tr.uc thuQc t6 chric tuy6n truyAn, qu6n triet vd thyc hiQn

nghiCm chi d4o cria c6p tham quy6n re rur6c phuc nhfiTrg vdn Ae chua hdi ldng, dua
vdo 5p dung nhiAu sring ki6n, c6ch lim hay dr5 n6ng cao ch6t luqmg phuc vg, lim
thay tt6i rd rgt k6t qu6 gi6i quytit c6ng viQc, m6i truong giao tii5p vd cim nhQn cta
kh6ch har,g aOi voi co quan hanh chinh nhd nu6c.

Chis6 trung binh cdc kh6ica quan 2016 -201g

8lffio

7Vo

6Vo

r 2016

.20L7

)zotB

I t J I

CCcS& UBND

dp
huyQn

Bdo

triim
xe hoi

an

C6ng Hai

quan
Kho
bgc
Nha

nudc

Ngdn
hAng
Nhn

nu6c

Thud

74s1%r 2015 76,Ait 75,33% 7l,wA 75,42% 73,t7% 73,74% 75,6%

74,*%r 2017 79,72% 79,72% 1t,31% 7\8% 75,*% 82,U% 73,69%

80,4596 79,52% Rnmq n1 ncr* 79R)qr 2018 83,19?6 8t.,259x 79,97o4

BiSu d6 23: So sinh chi sd hiri ldng co quan hinh chinh Z0t6- 20tg

. Cilc co quan dE chri trqng nhi6u hon di5n th6ng tin, tuy6n truydn, gi6i thiQu
ud co ch6, chinh sfch cta ngdnh, dla phuon g, c6c dich vu c6ng md minhl*g .ip
th6ng qua nhiAu hinh thfc phong phri, chSt luqmg th6ng tin dugc chri trgng Ae Ual
dim thitit thpc; quan tdm nhi6u hon d6n nhu cAu th6ng tin ctra kh6ch hdrg, ru d6
chri dQng h5 trq, gitli dip kip thoi.

c6c S&: Lao dgng - TB)GI, N6ng nghiep - prNT, Th6ng tin vd TruyAn
th6ng, NOi vu, c6ng Thuong, nginh c6ng an, 86o hi6m xe hQi d6 chfi trong tdng
cudrng dAu tu, ndng cdp, chit4o noi lim viQc, ti6p d6n kh6ch hdng, UO tri tfr.-.a.
trang thiiSt bi h5 trg, phuc vg giao d!ch, tpo kh6ng gian lim viQc, gi6i quytit c6ng
viQc thoii m6i, hiQn dqi, lich sy hon tru6c. Dlch 4r c6ng tr.uc tuyiSn do c6c co quan
cung cdp dd ttrng bu6c ph5t huy tric dQng t(ch cuc, ld y6u td quan trgng di5 c6ng
khai, minh b?ch h6a gi6i quyi5t thri tgc hanh chfnh, gi6m phi6u hd, dem lai nhidu
lqi (ch. Tinh than, th6i dO giao ti6p, img xt khi giao dich, giii quy6t c6ng vigc cria
dQi ngfi crin bQ, cdng chfc dE c6 chuy6n bitin r6t tich cgc; tinh trpng phidn hd,
nhfing nhi6u giam manh. Ttr d6, dE qo n6n t6c dOng chung lim gia t6ng sg hdi

98

I

::
+l



ldng cria kh6ch hang vd g6p phan tich cpc cii thien m6i truhng kinh doanh, ndng

cao uy tin cria co quan hanh chinh nhi nu6c.
1,,

Trong sd c6c ti6u chi dugc khio s6t, danh gi6 thi Ti6p nhan, xri lf th6ng tin
phin trOi aa co chuy6n biiSn r6t tich cgc d hAu hiSt c6c khtii co quan, t4i timg co

guffi, don v!, dia phuong. Dudrng ddy n6ng dd dugc quan tdm c6ng I'hai diy dri, 16

rdng, dE titip c4n; tinh trang phan tffi, ki6n ngh! cria kh6ch hang A6i vOi co quan

hanh chinh gi6m mAnh vi hdu h6t cluo. c phuc vr,r t6t hon tru6c (so v6i ndm 2017, s6

phin rinh, ki6n nghf gti qua Cdng th6ng tin Cii c6ch henh chfnh tinh ndm 2018

gi6m m?nh). SO it c6 phin tffi, ki6n nghi d6u duo. c titip nhQn mQt c6ch thufn lgi,
cAu thf, dugc co quan henh chinh nghiOn cfu tri ldi th6a dring, c6ng khai.

T6ng hqrp dt liQu phi c6u truc cho th6y, nhirng phan anh phi6n hd vO tht tqc

hanh chinh, sg thitiu th6ng nh6t trong huong ddn hd so, tinh trAng b6 sung gi6y td,

di lpi nhi6u lAn, phin 6nh hO so tr6 hgn, tinh trpng ddi h6i b6i dudng giam m4nh so

v6i nhfrng nn ai6u tra tru6c.

b) DOi v6i c6c benh viQn vd phdng kh6m da khoa khu vgc:

Ddy ld c6c don vi sU nghiep c6ng l4p cung c6p dich vU sU nghiep c6ng thitit

y6u, [6n quan chflt ch6 d6n an sinh xd hQi vd nhu cAu cria hdu htit nguoi ddn. DC

lirm cho kh6ch hang hii ldng, cAn sy n5 lgc li6n tpc, sy vdo cuQc cta c6 hQ thiSng,

tir co ch6, chinh sdch d6n nhfiTrg u6n Ae cp th€ li€n quan tryc titip ili5n c6m nhen

ctra kh5ch hang trong suiSt thdi gian kh6m chfra bQnh, st dpng d[ch vU tpi timg co

scr y t6. NIm 2018, 02 kh6i dcrn vi titip tpc gia t6ng chi sri hdi ldng, trong mtic tdng

ctra c6c benh viQn da khoa, chuy6n khoa kh6 tich cgc (3,38%).

Bing 12. Chi s5 nai ldng trung binh bQnh viQn, phdng khim 2017 - 2018

TT KhSi tlon t Chi s5 hii ldng trung binh
Ting/giim

2017 2018

1 CAc b0nhviOn daktroa chuy6n khoa 80,190/o 93,570/o 3,380/o

2 Phdng kfi6m da ktroa ktru qrc 77,5loh 78,000/o 0,49yo

So voi chi ti6u ndm20l8 thi ci 02 kh6i ddu d4t, trong d6 kh6i benh viQn dd

dpt mpc ti6u ndm 2O2O (tr6n 80%). Trong 28 don v[ dugc kh6o s6t thi c6 d6n 19

tlon v! cii thiQn k6t qui so v6i ndm20l7; trong d6 18 don vi dat chi ti6u 2018; 9

don v! c6 chi sti dpt mric T5t. Di€u ndy chimg to nhime eiili ph6p cii c6ch henh

chinh, ndng cao ch6t lugnB phUc vp, d6i m6i c6ng t6c kh6m chfra benh mi ngdnh y

tti triiSn khai thoi gian qua ti6p qc phSt huy t6c dQng kh6 tich 
"g", "An 

ti6p tsc duy

tri vd nd tuc nhiAu hon.

K6t qu6 kh6o s5t cflng cho th6y, sg c6i thien chi sd hdi ldng chung phdn bo

d6ng ddu tr6n 6 ti6u chi, trong cI6 Di6u kiQn ti6p d6n vi phUc vB, SU phUc 4r cria
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cdn bQ, nhan vi6n Y ti5 vi Ki5t qu6 dich vu li nhfrng ti6u chi chi s6 hdi ldng t6ng
m?fr, c6 y nghia.6t q.ran hgng tr6n thgc ti6n.

_ Qua phii5u kh6o s6t, kh6ch hing dd c6 nhfrng loi khen ng9r, ghi nhan, danh
ei6rittc6ng berrg aOi voi nhimg co quan, don vi, c6ng chirc, vidn chric dE phuc vu
rdt t6t cho minh. E6 le nhfrng di6m s6ng, ld sg Aqng vien r6t quf di5 cric * qu-,
don vi tr6n todn ttia ban tinh tiiSp tr,rc n5 lgc nhiAu hon trong thoi gian t6i.

2. Nhimg v6n tld cdn tdn ei
B6n c4nh nhtng nd lpc chung dugc kh6ch h*g d6nh gid, ghinhan, kilt qu6

kh6o s6t ndm 2018 cflng phrit hiQn mQt s6 v6n dA c6n ti6p tgc quan t6m.

fhf nh6t ld trong ttmg khOi co QUffi, don v!, chi s6 hdi long cdn ph6n hoa
khri m?nh, m6c dir dich vq c6ng dugc cung c6p k:lr6 tuong <16ng. Ktit qu6 ph6n tfch
phuong sai cfrng chi ra.ing, c6c y6u t6 nhan kh6u hgc c6 t6c dQng kh6ng dring k6
di5n mfc hdi long trung binh, md cht yiSu h tric dQng ttr c6c yeula tr.uc"titipiien
quan ittin ch6t lugng dich vU vd c6c co quan, don vi .rrg .6p.

N6u nhu n1m 2017, khiSi lugng giao dlch h6 so khrlc nhau c6 ldm ph6n h6a
mric hii long trung binh, nh6t h 6 c6p huyQn vi ngirnh C6ng an, thi ktit qua kh6o
sdt ndm 2018 cho th6y t5c dQng ndy b! triQt ti6u. Nhu vfy, n6u c6 nd lgc dring mfc
ttr su chi d?o, diAu hnnh vlr thay AOi nnan thtic, phuong thirc phpc vu theo hu6ng
tfch cpc, ,hfrng kh6 kh5n khdch quan co bfur c6 thi5 khec phuc dugc.

D6n nay, viQc tritin khai dich vg c6ng tryc tuy6n ctia nganh c6ng an, Kho
b4c Nhd nu6c cdn vuong m6c. pOi voi Hii quan, Thu6, Bi6o hi6m xa nOi dd tritin
khai rQng r6i dich vg c6ng tryc tuy6n thi gap kh6 khen lon ld cdc img dpng tryc
tuy6n d6u do c6p tr6n xdy dpg vd chuy6n giao thgc hiQn; viQc n6ng .ip, io"rrng,
hodn thiQn tmg dUng li r6t cen thii5t, ,h*g kh6 bi dQng.

HQ th6ng tmg dpng vd co so dt liQu gita c6c ngd.,nh chua dugc li6n th6ng,
chua thgc hign chia s6 dt lieu dtng chung n6n sg phOi hqp giii quyiit tht tpc chua
d6ng bQ, thu4n lgi, ldm ph6t sinh giao dich nhid; rao, JoI giam d6ng k,i h6 so,
gi6y to khi thyc hiQn tht tgc hanh chinh.

OOi voi c6c bQnh viQn, phdng kh6m da khoa khu v.uc, kh6 khdn ntr6t v6n n
dQi ngfi nhan lyc vd co sd vQt ch6t, trang thi6t bi.

rr. KrEN NGHI, Or XUAT

1. D5i v6'i c6c so, ngirnh thuQc tinh, c6c co quan nghnh dgc vir UBND
c6p huyQn

. cdc sd, ngdnh, UBND c6p huyQn rd sodt l4i toin bQ nheng quy dinh, chi dpo
vA c6i cSch hdnh chinh cria c6p c6 thAm qryen; t6 chric cdng ia .nf ra 

'frai 
fOng
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2018, nghiOn cr?u nhimgvdndA duqc ph6t hiQn qua khio s6t dti nhanh ch6ng x6y
dung k6 ho4ch kh6c phuc nhirre h4n ch6, thi6u s6t, nhirng v6n AC rcracn hdng cdn
chua hii long.

Trong d6, cAn phii thyc hiQn dAy dri, nghiOm t[c, hi6u qui toan b9 nhtng
nhiQm vp tuy6n truydn cii c6ch henh chinh cria tinh. D6y mAnh cung c6p thdng tin
dich vp c6ng, nh6t ln dlch vp c6ng tryc tuy6n mric dQ 3, 4 mQt c6ch thuong xuy6n,
th6ng qua diing thdi nhiCu hinh thfc. Phan c6ng crin bQ, cdng chtc, vi6n chftc sEn

sing titip nhdn, gihi ddp, hu6ng Ain ntrtng v6n d6 mn ngudi ddn, t6 chtc, doanh
nghiep cdn vucvng mic; ktit qu6 tri loi, gi6i d6p nhimg vuong milc, phan rffi, ki6n
nghf ph6i dugc phan h6i tr.uc tii5p, nhanh ch6ng cho kh6ch hang vir c6ng b6 c6ng
khai qua trang thdng tin diQn tri, phuong tiQn th6ng tin cl4i chfng, ni6m ytit t4i noi
ldm viQc vd c6c hinh thric phir hqrp kh6c.

Ti6p fitc clAy manh rd so6t, tl6 xu6t phuong an don gian h6a tht tpc hanh

ch[nh, gi6m manh gi6y td, bi6u mdu, td khai khdng cdn thitit, tdm kh6 ngudi d6n,

t6 chirc, doanh nghiqp gdy phi6n hir, m6t thdi gian vlr c6ng stc cta kh6ch hang vd

ci co quan henh chinh; tdng cudrng circ biQn phSp huong adn, tr5 trq khSch hang

trong viQc lAp hd so, tht tpc hanh chfnh (nhu xAy dpg c6c bQ biiSu mdu tham kh6o,

thanh l4p c6c t6 tu v6n thgc hiQn thri tgc ngay tai B0 phfln mQt cta, tu v5n qua diQn

tho4i, website, img dpng di dQng,...). Tdng culng ki6m so6t viQc gi6i quytit thti tuc

hanh chinh tr6n Trung tam Dlch vU hanh chinh cdng tr.uc tuy6n tinh, giem thiiSu

tinh tr4ng b6 sung hd so nhi6u tAn, hd so tr6 hgn. Cdn chu drio hon trong viQc

hudrng ddn c6c tiQn fch tryc tuy6n cho khrich harrg de giam thdi gian, s6 lan di lai
vi chi phi thyc hiQn thri tUc hanh chinh.

Titip tgc chuy6n mAnh trgng t6m sang h5 trq thpc hign dlch vp cdng, trong
d6 cht yi5u bdng hinh thric tryc tuy6n; tAp trung hd trq thyc hign thri tpc hanh chinh

ngay ttr hO so dAu vdo dO n6ng cao ch6t luqmg hd so, giam b6 sung nhi6u lAn, tfch
cyc ph5i hqrp day m?nh tri6n khai thanh torln tryc tuyi5n phi, lQ phi, nghia vu tei
chinh.

Nghi6m tirc tudn tht nguy6nttc vi quy trinh gi6i quytit thri tpc d6 ph6 duyQt,

huong aan nO so, b6 sung h6 so ph6i thpc hi-en theo tl*g quy ttinh; hd so tr6 h4n
phii th6ng b6o xin l5i khrlch hdng vi hgn l4i 16 rang thoi gian tri kiSt qui lAn sau

theo dring quy dinh. Todn bQ th6ng tin khrlch hdng, hd so dAu vio vd tai liQu ph6t
sinh trong qu6 trinh gi6i quytit tht tpc hanh chinh ph6i dugc nhflp dAy itri tr6n PhAn

I ^. " , ,
m6m mOt cria diQn tri ki6n truc m6i, dO tich hgrp co sd dfi liQu, thdng nhdt quan ly
vi cung cdp dlch vu mQt c6ch tign lgi, nhanh ch6ng, hiQn dai.

^. ITi6p tuc quan tdm cii thiQn noi lim viQc, bd sung th6m trang thi6t bi,
phuong ti6n phgc 4r tiiSp d6n vd ldm viQc tei B0 phan mQt cria; lJrdc phUc nhirng

101



di6m b6t hqp lf trong kh6ng gian d6n ti6p, ldm viQc v6i kh6ch hdng, cii t4o lpi 6
kinh giao ti6p, ch6m dut tinh tr?ng kh6ch hang ph6i ittmg ldm viQc voi co quan

Nhir nudc ho{c vi tri ng6i giao dlch cdn b6t tiQn, k6m tho6i mhi, gdy nguy hi6m

cho ngudi 16n tu6i.

Rd so6t vd b6 tri hqp c6n bQ huong d6n, tii5p nhan h6 so AOi vOi nhimg co
quan c6 tugng kh6ch harrg giao dlch qu6 ddng, gi6m tinh tr4ng qu6 tii, cho dgi m6t

nhi6u thoi gian. Chi d4o cdng chfc, vi6n chfc ph6i uu ti6n tiiSp d6n khSch hang,

kh6ng dugc lim viQc ri6ng, nghe diQn tho4i, thd o trong khi khSch harrg phii chd
dgi; trucrng hq? b6t ktri kh,irg phii v6ng m{t, phii xri lf c6ng viQc c6p b6ch phii
xin l5i vi xin ph6p khSch hang. Thuc hiQn dAy dri chiS d9 h6 trq d6i voi c6n b0 mQt

cria theo quy it[nh cta HQi tt6ng nhen dan tinh.

OOi voi c6c co quan ngdnh dgc, cAn kitin ngh! c6p tr6n ttdy manh triiSn khai
dich vu c6ng tryc tuyiSn, tdng cudrng ha ting, ttit nOi co s& dfr lieu vbi cic nginh,
dia phuong thuQc tinh; rd so6t vi hQ th6ng nhfrlrg v6n dO cdn b6t c4p, nhimg yeu
cAu b6 sung hoan thien AOi voi website, img dpng tryc tuytin ae ki6n nghi ndng

c6p, chinh sta kip thoi; quan tdm hd trg dfch vU tr.uc tuytin hiQu qui hon.

2.Dfiivrfi c6c b0nh viQn tla khoa, chuy6n khoa, phdng kh6m da khoa
khu vgc

Dti cii thiQn chi sti hii long, crlc bQnh viQn da khoa, chuy6n khoa vd phong
khSm da khoa khu v.uc cin quan tdm thuc hiQn ngay c6c cdng viQc sau:

- cei t4o kh6ng gian bQnh viQn, phdng khem, md rQng thcm phdng ldm vicc,
khrlm chfra benh, ting th6m giuorg benh, ghti ng6i chd, qu4t mdy,nu6c udng, min
hinh th6ng tin vi ciic trang tfriiit Ui thitit yfiu kh6c; cii thiQn nhd v-e sinh, chir trgng
v6 sinh m6i trudrng ve ting culn g ciry xanh trong khu6n vi6n bQnh viQn, phdng
kh6m, tdng cudng kirSm so6t an ninh vi trQt t.u trong benh viQn; bti tri c6c khu v.uc

chfc nlng theo huong giAm khoang cfch va thoi gian di chuy6n cho bQnh nhan.

- Nghi6n cuu gi6m bot cic gi6y to, c6c kh6u kh6ng c6n thi6t vd rut ngan quy
trinh thri tpc nhflp viQn, chuy6n viQn, thanh to6n, xu6t viqn.Xdy dung c6c quy trinh
cdng viQc vi ting culng rmg dung c6ng nghe th6ng tin li6n thdng trong dich vg y
t6, t<ti thtra kiSt qui cQn l6m sirng, l6m sdng gita c5c co sd kh6m chfra bQnh ctia
tinh; gi6m thoi gian chd dgi, ting thoi gian kh6m, ch6n doSn; uu ti6n c5c trudrng
hqrp bQnh n{ng, c6p cftu; gi6i quytit chuy6n viQn kip thoi.

- TQn tinh hon nta trong viQc khrlm chfra benh, tu v6n, gi6i thich dAy <Ifr, tQn

tinh dC benh nhen y6n tdm, tin tudrng vdo k6t qu6 kh6m, chta bQnh.

- Tii5p tUc ch6n chinh th6i d9 giao ti6p, img xri, gid gi6c, tC tOi ldm viQc cta
c6n bQ, nhan vi6n y ti5.
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- c6ng khai, minh bpch day dr1 thQng tin, ru v6n, gi6i drrp kip thoi cric vu6ngm6c; trao d6i, tu v6n cu thd 
"hfrr,; 

ra" aa-rlJor* aAr".,r. tru.]a kh6ch hd,ng antdm vd ch6t luqrng khrim chfra bOnh; cting .d ;"d,rg d6y n6ng, phan c6ng crin bQtryc, t6 chric ti{ip nhfln, xri ry, tr6 loi c6ng khai vd ca"u il t.i.6.|e.l*** phan rinh,g6p y clti ndng cao ch6t luqng phUc vp Nh6n d6n.

De nghi sd Y tti nghiCn cfu, tham muu vd trirSn khai mgt kis hoach d6ng bQv6 ndng cao ch6t luqmg ai.r, w trong toan ngdnh y t6, trong d6 chri trgng k6 hopchvd l0 trinh dAu tu, ndng c6p co * uet crr6t]uo sung th6m trang thii5t ui hiQn dpiphuc ru kh6m chta benh, trang c6p thu6c chta benh, vQt tu y ti! iIAy au 
"o.u .nailuqm8 cho bqnh viQn, phdng khrlm; thu hft vd ddo tao ngu6n ,l,a,, lgc ch6t luqmg

cao cho ngdnh y tti; di6u phtii mQt c6ch hqp ry c6cngra"" io, ,** y tti tr6n diaban tinh theo nhu cAu kh6m chta benh ctia Nhdn d6n, uu ti6n d{c biQt cho cdc
huyQn, xE midn nfi; di6u chuy6n, ludn phi6n tlgi ngfi y bric si theo y6u cAu nhiQm
vp cg th6.

Nghien cftu hoan thiQn cric bQ quy trinh, guy tEc d6rip dung thting ntr6t aoi
vcri c6c co sd khrim chta benh tr6n tod.,n tinh, trong d6 chfi trgng c6c quy trinh giao
dich v6i khrich hdng, quy t6c, chu6n mgc img *.i uoi kh6ch h*g, quy trinh ki6m
tra, d6nh gi6 vd kh6c phuc ,he.,g v6n ae cnua hdi ldng vd c6i ti6i' 

"iitr"arg ;;;W dinh ky.

Trcn ddy ld 86o crio t6ng hgp chi s6 hdi ldng zorg cta c6c s&, co quan
ngdnh dgc, UBND c6p huyQ n, c6c benh viQn da khoa, chuy6n khoa, phong kh6m
da khoa khu vgc tr6n dia ban tinh vd mQt so ac xuat, kitin nghi./.

so NQr VU TiNH XHANH HOA
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