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. Két qua khdo sat y kién nguvi dan
vé su phuc vu ciia co’ quan hanh chinh nha nwée nim 2017

Thue hién céc chi truong ctia Trung wong, Tinh ty vé ting cudng tiép
thu y kién ngudi dan vé cong tic giai quyét thi tuc hanh chinh (TTHC) trén dia
ban tinh Pong Nai; Chu tich UBND tinh di ban hanh va chi dao t chirc trién
khai ké hoach ldy y kién ngudi dan vé su phuc vu ciia co quan hanh chinh nha
nude nim 2017 (K& hoach s6 11474/KH-UBND ngay 06/11/2017). Két qua
khéo st y kién ngudi dan nhur sau:

'I. KHAI QUAT VE KHAO SAT Y KIEN NGUOI DAN VE SU
PHUC VU CUA CO QUAN HANH CHINH NHA NUGC NAM 2017
1. Muc dich
Po hrong su hai long cia ngudi dan, t6 chirc d6i v6i su phuc vu cia co
quan hanh chinh nha nuéc (sau dy goi tit 13 do hwong sur hai 1ong) nhim danh
gi4 khach quan chit lrong cung tmg dich vu hanh chinh céng ciia cdc co quan
hanh chinh nha nudc; trong d6 tap trung vao céc linh vue: tai nguyén va méi
trudng, xdy dung, giao théng van tai, vin hod - thé thao va du lich, tr phap,
ndng nghiép, y té, ding ky kinh doanh. Théng qua d6, cic co quan hanh chinh
nha nudc nim bat duge yéu cau, mong mudn cla ngudi dan, t6 chitc dé c6
nhl‘"ing bién phap cai thién chit Iwgng phuc vu va cung ung dich vu ctia minh
nham nang cao s hai long va lg1 ich ctia nguot dén, t6 chie.
2. Dbi twong, phwong phap khio sat

2.1. Poi twong khao sat: Nguoi dan, doanh nghi€p dén céc co quan hinh
chinh nha nuéc dé giai quyét thi tuc hanh chinh.

2.2. Phuong phdp khao sat

Viée lay ¥ kién duoc duoc S& Noi vu chit tr, phdi hop véi buu dién tinh
va céc don vi ¢ lién quan t6 chic thuc hién theo cac phuong thirc nhir sau:



- Buu dién tinh trién khai phét phiéu diéu tra tai dia chi nha ngudi dan,
tru s& td chirc thyc hién thit tuc hanh chinh, huéng dén tra 16i phiéu diéu tra va
thu hdi phiéu;

- Buu dién tinh trién khai phat phiéu diéu tra cho ngudi dan, t6 chire thue
hién thi tuc hanh chinh tai Trung tAm Hanh chinh céng hodc B phan Tiép nhan
va Tra két qua cép huyén, xa; huéng dan tra 161 phiéu diéu tra va thu hdi phiéu;

- B6 cau hoi khao sat duoc cdp nhat trén Cong thong tin dién tr cia tinh
va hé théng may tinh tai Trung tim Hanh chinh céng hoic B6 phén Tiép nhén
va Tra két qua c4p huyén, x3, va trén Céng Hanh chinh cong tinh Dong Nai trén
ung dung dién thoai.

- Téng dai vién Téng dai Dich vu cong lién hé ngudi dan truc tiép dé
khdo sat qua dién thoai

3. Noi dung, thoi gian khio sat, va miu khio sat:

3.1. Noi dung khao sit:

Duoc thuc hién qua Phiéu khao sat gdm 29 céu hoi danh gid mic do hai
1ong vé chét hrgng giai quyét thi tuc hanh chinh va 07 cau héi mé rong khao sat
vé mitc do tiép can thong tin v& cdc tién ich cai cich hanh chinh trén dia ban
tinh

3.2. Thoi gian khao sat: Ttr ngay 15/11 t6ingay 31/12/2017

3.3. M4u khdo sat:

Nguoi dén, t6 chirc dugc khao sat 14 nhiing doi tuong da thuc hién thu tuc
hanh chinh thudc thim quyén gidi quyét ctia cic co quan, don vi trén dia ban
tinh, cu thé:

a. Tai cac 50

STT Pon vi S6 lwong dwoc khio sit (bao gom s6
phiéu khio sat gidy va phiéu dién tir qua
Cbng HCC tinh Pong Nai)

1 S& Tai nguyén va Moi truong 52
2 S¢ Giao thong vin tai 59
3 S¢ Xay dung 25




STT Pon vi '~ S6 lrong dwgc khio sat (bao gom sb
phiéu khao sit gidy va phiéu dién tir qua
Céng HCC tinh Dong Nai)
4 | S& Vin hoa, Thé thao va Du lich 5
5 | S& Néng nghiép va Phat trién 33
néng thén
6 S& Tu phép 89
7 | S& Ké hoach va Pau tu 40
8 |SsYTE 19
Tong cong 271

b. Tai cac huyén:

STT Pon vi S6 lwong dwoge khio sat (d4 bao gom céc xi)
1 Thanh phé Bién Hoa 370
2 Huyén Long Thanh 166
3 Huyén Nhon Trach 187
& Huyén Trang Bom 188
5 Huyén Théng Nhit 117
6 Huyén Pinh Quan 144
7 Huyén Vinh Ciu 139
8 Huyén Téan Phu 220
9 Huyén Cim My 171
10 Huyén Xuan Loc 221




STT Don vi S6 lwrong dwoe khio st (di bao gdm cic x3)
11 Thi xa Long Khanh 165
Tong cong 2088

II. KET QUA KHAO SAT MUC PO TIEP CAN THONG TIN VA
SU HAI LONG CUA NGUOI DAN NAM 2017

1. Vé mirc d9 tiép ciin thong tin va sir dung cdc tién ich cii cich hanh

chinh méi trén dia ban tinh

Mic d0 tiép can thong tin va sit dung cic tién ich cai cach hanh chinh
méi trén dia ban tinh duoc t6ng hop tir mAu phicu di€u tra mic d6 tiép can
théng tin. Két qua khdo sit cu thé nhu sau:

1.1. Tra ciru thong tin
a. Nguén tra cimu thong tin

Nguén tra cau théng tin vé tha tuc hanh chinh
B Google

B Cong dich vu cong tinh
Pong Nai

© Ung dung Cong hanh chinh
cong tinh Pong Nai trén
Zalo

© Goi dién héi Tong dai 1022

B Hoingudol quen
= Nho dich v tr van

= BPoc bd tha tuc hinh chinh

©H6itrre tiép cong chiic tai
Bé phin mét ciia

- Hinh thirc tra ctru thi tuc hanh chinh phd bién nhét 3 hoi truc tiép cong

chtrc, vién chirc tai Bo phan Tiép nhdn va Tra két qua (28.26%) va héi ngudi




quen (25.81%). 02 Tién ich tra ciru dwoc tinh phat trién trong nim 2017 13 Cdng
Hz‘anh CI’fl'Ilh cng tinh trén ftng dung Zalo va Téng dai 1022 c6 sé ngudi sir dung
thap nhat (3.5% va 5.36%).

- 69.37% s6 ngudi duoc khao sét cho ring viée tra ctru thong tin dé dang,
14.43% gap kho khan khi tra cira thong tin vé thi tuc hanh chinh.

V& hinh thirc tra ctru théng tin, 50.69% thich tr tra ctru; 27.49% mudn tir
van tryc tiép tir Tong dai va 21.82% mudn nho dich vu tu vén.

b. Noi nguoi din ndp ho so thit tuc hanh chinh

Noi nép ho so Cap s& Cap huyén
S6 lugng % S6 luong %
B6 phan TN&TKQ 200 73.8 1315 67.1
Tai co quan hanh chinh 63 2325 634 32.4
Khac 8 2.95 10 0.5
Tong 271 100 1959 100

Theo khao sét, tai cdp s, 6.78% ngudi ndp hd so thudc thim quyén giai
quyét ciia S& Giao Thong vén tai, 5.13% ctia S& Tu phap ndp hd so noi khic Bo
phan Tiép nhan va tra két qua ho#ic co quan hanh chinh.

1.2. Sir dung dich vu cong trie tuyén

- 73.4% s6 nguoi khao sat tra 161 c6 st dung dich vu cong truc tuyén,
26.6% khong sir dung.

Nguyén nhan chinh ngudi dén, t6 chitc duge khao sét khong sir dung dich
vu cong truc tuyén 1a do khong biét toi tién ich (68.66%), 31.34% khong st
dung do khong c¢6 céc thiét bi hd trg nhu may scan, may tinh...

Céc kho khin ngudri dén, t6 chirc duge khao sat gip phai khi str dung dich
vu cong truc tuyén bao gém: khé khin trong thao tic quy trinh ndp hé so,
khong c6 thiét bi hd tro (may scan, mdy tinh), truc tric ki thuat khi ndp hd so,
va khong c6 phan hdi tir co quan nha nudc; ti 1 phén trim cu thé:




Cic khé khan khi sir dung dich vu ¢éng truc tuyén

th

[—]

Nhiéu budc thao  Khong céméay  Truc triic k¥ thuat Khong c6 phan hoi
tac qua scan khongtaihose  tirco quannha
duoc NIroc

1.3. Si dung dich vu buu chinh céng ich trong tiép nhin hé so - tra
két qua
42.39% tdng s& ngudi khao sat (727/988 ngudi) tra 1o ¢ sir dung dich vu
buu chinh trong tiép nhan hd so va tra két qua giai quyét thi tuc hanh chinh;
trong d6 cao nhit tai thianh phé Bién Hoa (145/312 ngudi, chiém 46.47%); thap
nhét tai Tan Phii (14/257 ngudi sir dung).

S6 Irong ngwoi khéa sit sir dung dich vu buu chinh trong np hd so'- nhin két
qui thii tyc hanh chinh

0 Khéng sirdung dich vu biru chinh Co sir dung dich vy buu chinh

TP Bién H.Long H.Vinh H.Nhon H. Thg'mg H.Tring TX.Long H.Xuan H.Pinh H.Cim H.Tin
Hoa Thanh Cim Trach Nhit Bom Khianh Ldéc  Quan My Phi




* Qua khio sét, hinh thiic déing ky dich vu phd bién hién nay 13 qua website
caipachhanhchhlh.dongnaj.gov.m (454/988 nguoi sir dung), kénh ding ky it
nhét qua Céng Hanh chinh céng tinh Pdng Nai trén @ng dung dién thoai Zalo
(18/988 nguoi str dung).

Hinh thire diing ky dich vu buru chinh

454

18 24
Goi dién cho cong Website Zalo Téng dai 1022

chirc

- 1256/1910 (65.76%) ngudi khao sét trd 161 c6 phan anh vé tinh trahg hé
so tré hen; trong d6, ti Ié nay cao nhét tai huyén Tan Phii (92.27%) va thép nhit
tai huyén Long Thanh (47.85%)

Ti ¢ ngudi dAn phén dnh vé tinh trang ho se tré hen

BKhong 9Co

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Hoa  Thinh Cia Tach  Nhit  Bom  Khinh  Léc Quin My Phi




Kénh phin 4nh phé bién nhét 1 goi dién thoai truc tiép cho cong chirc
(695/1520 ngudi sir dung, chiém 45.72%); kénh it duoc sir dung nhit 1a don thur
phan 4nh (238/1520 ngudi, chiém 13.57%), va goi dién thoai duong diy néng
(247/1520 ngudi, chiém 16.25%). Tai cic huyén nhw Trang Bom (170/180
ngudi), TP. Bién Hoa (139/286 ngudi), phin 16n nguoi dan lién hé truc tiép
cong chirc dé phan 4nh vé& hd so tré hen.

180 Cc Kéah phan nh ve hd 5o fré hen fai cac huyén
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Bitn | Long | Vich | Nbon | Théng | Tring
Hoo | Thish | Ciu | Trch | Nk | Bom
Trge tidp lién hé odng chirc 139 37 39 58 0 170
Téi bd phin tifp din 76 9 28 2 0 2
Viét don thu phin anh 16 30 0 4 0
Goi dién phan dnh qua diomg diy ndng | 55 10 8 1 0 8 5 38 28 15 69

Trung binh, chi 30.85% s6 ngudi sir dung dudng day néng goi vao Téng
dai Dich vu cong 1022; 69.15% go1 vao s6 dién thoai ban niém yét tai B6 phén
Mot cira.

2. V& mikc d6 hai Iong ciia nguvi dén, to chirc trong gidi quyét thii tuc
hanh chinh

2.1. D6i voi cap sé

a. 6 ldn nguoi dén phdi lién hé dé giai quyét thii tuc hanh chinh

Trung binh 32.33% ngiroi dugce khdo sat chi phai lién hé co quan hanh
chinh 01 1in dé giai quyét hd so thi tuc hanh chinh. Tuy nhién, ti 1€ s6 ngudi
khao sét phai lién hé tir 03 1an tré 16n khé cao (29.32%).




Ti ¢ 56 lin ngudi din, 6 chire lién hé ndp hé so
giai quyét TTHC

=1 lin
=2 Tin
=3 lan

« Nhiéu hem 3 lan

Céc don vi S& Tai nguyén va Moi trudng (15/59 ngudi); S& Tu phap
(15/39 ngudi), S& Xay dung (14/25 ngudi) va S& Ké hoach va Pau tu (12/40)
¢6 sb ngudi duogc khao sét phai lién hé co quan hanh chinh nhiéu hon 3 1an dé
gidi quyét thii tuc hanh chinh cao nhét.

S6 1An ngudi dan, t6 chire lién hé gidi quyét TTHC tai céc sé
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b. Thai d¢ giao tiep va phuc vu cua cong chirc vién chuc

Caong chire c6 gay
phién ha, sich Céng chirc ¢6 goi ¥
nhiéu d6i véi ngwdi | ndp thém tién ngoai
dan? phi/1é phi qui dinh

Tiéu chi/Pon vi Sé luong % S6 heong %
S& Giao théng vén tai 2/56 3.57 1/56 1.79
S& Tai nguyén va Méi trudng 0/51 0 0/51 0
S& Nong nghiép va Phat trién nong
thon 1/32 3.13 1/32 3.13
S& Tur phép 1/37 2.7 1/37 2.7
S¢ Xay dung 1/25 4 1/25 4
S& Vian hoa - Thé thao va Du lich 0/5 0 0/5 0
S& Y té 0/19 0 0/19 0
S& Ké hoach va Pau tu 3/40 7.5% 0/40 0
Tong 8 2.95 4 1.89

Theo két qua khao sat, don vi c6 sb ngudi phan 4nh tinh trang sach nhiéu,
phién ha ciia cong chirc nhiéu nhét 1a S& Ké hoach va Dau tur (3/40 ngudi khao
sat). S& Tai nguyén va Moi trudng, S& Van hod - Thé thao va du lich, S& Y
khéng c6 ngudi khio sat phan 4nh vé thai dé phuc vu ciia cdng chirc, vién chirc.

Tinh trang cong chirc goi ¥ ndp thém tién ngoai phi, 1& phi quy dinh xay
ra & cac don vi S& Giao thong van tai (1/56 ngudi); S& Nong nghi€p va Phat
trién nong thon (1/32 ngudi); S& Tu phap (1/37 ngudi).

TiI¢ hai long vé thai 36 phuc vu, gino tiép ciia cong chike, vién chire tai chp so theo cic

s Hiilong = Khénghai lonz

92.83

Cdngchiic ¢d thii 3¢ Congchic chay ling Congclre tri 1o, 2idi Congclnic hudng dan Céngclue lltmns', din  Congclire wan thit
maotiép lichsy  nchey kién coa nguoi thich dhy dit cae ¥ kidn  kékhaihd so tin kékhaihé so déhiéu dlmqqu) dinh trong
dan/dai dign té clire cira nguoi din/dai dién tinh. chu ddo oidl quyet cona viée

t6 chirc

|
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Téng quan, ngudi dan hai long nhét v& viée cong chirc hudéng dan ké khai
ho so dé hiéu (92.83%) va tiéu chi ¢6 ti 16 hai long thip nhit 1 tudn tha dung
quy dinh trong gi4i quyét cong viéc cia cong chirc (90.57%).

50%

4%

Ti ¢ hai Iong vé thai @ phuc va ciia cong chite ti cic s

s EKhonghai long

uHai long
30% '
20%
1@
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S0 Giao SoTai SoNéng SoTuphip S6Xiay dimgSo Vinhoi- S6Y  SoKé hoach
thongvintai nguyenva  nghiep va Thethao va vabau tu
Moitmiéng  Phittrién Dulich
néngthén
c. Vé co sé vit chat tai noi tiép nhdn ho so - tva két qua
Ti 1¢ hai long vé co s vat chit tai cip s&
100%
98%
96%
94%
92%
90% mKhong hai long
BHailong
38%
86%
%
1.Noingdichirgiai 2. Trangthiet bi 3. Trangthiét bi 4. Trangthiet bi
quyetcong viec tii  phucvunguoi phuc vunguoi phue vunguoi
coquancoé dicho  dantochictaico  dantochictaico  din. to chirc tai co
ngoi quan day da quan hién dai quan de sir dung
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Trung binh 91.5% ngudi dan dwrgc khao sét hai long vé céc tidu chi co s&
vat chit phuc vu ngudi dan tai Bo phan tiép nhin va tra két qua; trong do
93.21% hai long vé s6 hrong chd ngdi tai noi giai quyét cong viée. Tuy nhién
9.06% sb ngudi khao sat khong hai 1ong vi trang thiét bi phuc vu ngudi dan, td
chitc tai co quan hanh chinh nha mréc khéng dé sir dung.

Tilé hii 1ong vé co so vt chit ai cic s¢

BHailong = Kbhénghai long
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S0 Gino thongSoTainguyén SoNong  S¢Tuphip SoXay dung SéVimhéa- SoYté  SoKéhoach
vintii  viMéitorong nghiép va Phit Théthao va vaBin tu
triénnéng Du lich
thén

d. Vé cong khai théng tin thit tuc hanh chinh

Tilé hii long vé cong khai thii tuc hinh chinh

sHiilong  ©Khénghai long

93% —

26%

9420

9%

40%e

5. Thituchanh chinh 6. T tuchanl chinh 7. Thanhphinhdsomd 8. Mephidéphima 9. Théihan 2idi quyé
dugc nidm y& conzkhai duoc nidm yét congkhai Ong/Ba phii ndp 13 dingOng/Ba phai ngp 1a ding shi trong gidy hen (tinh
day dn chinhxdic quy dinh quy dinh tirngdy tiep nhan hé so
dénngiy tra kit qua) I
dimgquy dinh

T
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Trung binh 89.4% ngudi khéo sat hai 1ong vé thong tin niém yét vé tha
tuc hanh chinh (d8y du, chinh x4c, mitc phi 16 phi va thdi gian giai quyét hd so

ding quy dinh).

Trong d6, ngudi dan it hai long nhit vé “mic phi 16 phi phai ndp ding
quy dinh” (86.79%); don vi ¢6 ti 1¢ hai 1ong trung binh thip nhét v& viéc cong

khai thad tuc hanh chinh 1a S& Xay dung (79.2%).
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Ti1é hai long vé cong khai thit tuc hanh chinh ti cic sé

oHailong = Ehinzhai long
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vaDiu e

e. Vé két qua gidi quyét thil tuc hanh chinh va tiép nhén, xir Iy céc y kién

phan énh, kién nghi ciia ngwoi din.
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Tilé hii 1ong vé két qua gidi quyét TTHC cip so
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Trung binh 91% nguoi duge khao sat hai long vé két qua giai quyét tha
tuc hanh chinh nhin dwoc (dtng quy dinh, théng tin ddy da, chinh xic). Tuy
nhién van céc don vi S& X4y dung, Tu phap, Ké hoach va Pau tu ¢6 ti 1§ khong
hai long trén 10%.

Tilé hai long vé két qua giai quyét TTHC tai cic s¢

B Hailong mEKhénghdi long

SoGiae S6Tai SéNénz 86Tu  SoXady S6Vin SoYté  SokKé

théngvin nguyénva nghiépva  phap dunzg  hoa-Thé hoachva
tii  Moitruong Phattrién thaova Du Piu tr
néngthdn lich

Tilé hai ong vé tiép nhin phan snh, kién nghi cip sé
10076
95%
90%0
Bi%e = Khénghai long
u Hai long
80%0
T5% T T T T
19.Coquan cd bétri 20.Ona/Badédang  2L.Coquantiéep  22.Co quan thong
hinh thite tiép nhin thyc hién gépy. phin  nhinvaxirly tich  baokip thei ket qua
gopy. phinanh kién  dubkiénnghi  cwe cac gop¥.phin sl cde ¥ kién gop
nghij cha ngudi anh.kignnghicva  ¥.phan dnh, kién
dan. to clwic Ong/Ba nghi cho Ong/Ba
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Trung binh 85.4% ngudi khao sat hai long v& viée tiép nhan, xir 1y phin
anh kién nghj vé giai quyét tha tuc hanh chinh ciia co quan nha nude. Tuy nhién
16.23% ngudi dan khong hai long vi co quan tiép nhan va xir Iy khong tich cuc
céc gop ¥, phan 4nh kién nghi clia ngudi déan; trong @6 ti 18 khong hai long & S&
Ké hoach va Pau tr 13 27.5% va S& Tai nguyén va M6i truong 14 18.63%

Tié hii long vé tiép nhan xit I¥ phin snh kién nghi ti cic s&

mHailong ©EKhonghai long
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2.2. Péi véi cAp huyén

a. S6 lan ngudi dén phdi lién hé dé giai quyét thii tuc hanh chinh

Tilé 5o 1an ngudi din phii lién hé co quan hinh chinh a€é
giai quyét TTHC

n]lin
u2kn
=3 Lin

= Nhidéuhon 3 lin
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Trung binh, 28% s6 ngudi duoc khao sat tai cdp huyén chi lién hé co
quan hanh chinh 01 1n duy nhit dé giai quyét hd so thi tuc hanh chinh, tuy
nhién 33% phai lién hé 02 lan; 26% phai lién hé 03 lin tré 1én.

Ti 1é ndy dic biét cao tai huyén Cdm My (80%) va Xuan Loc (79%).
Trong d6, tap trung tai cdc xa Xuin Hi€p, Xuin Hoa, S6ng Giao, Song Nhan.

b. Thdi dé giao tiép va phuc vu cila céng chirc, vién chirc

Trung binh 87.79% ngudi duoc khao st hai long vé thai do giao tiép va
phuc vu ctia cong chirc, vién chirc. Tuy nhién 17.73% va 13.89% ngudi khao sat
khong hai Ibng vi cong chitc khong chu y ling nghe y kién ngudi dan, hudng
dan ke khai hd so thi tuc hanh chinh khong d& hiéu.

Tile hai long vé thhi db giao tiép phuc vu ciia CBCC tai mp huyén

BHailonz #Rhinzhai long

10.Congcluic c6 11 Congcluie chuy 12 Cdng cluie trd 13. Céng chiie 14 Congzclure 15, Conz cluie tuin

thai dé ziao tiép lich hlzu'_'he‘ kién cuna 101, zai thich diy &t hwone din ke khai huénzdankékhai  durding quy dinh
su ool din/dai dién té cac ¥ kién clia mzno: hé so tan tinh, chu hosodelicn  tronggial quyet cong
chire din/dai dien 16 chire ko vige

Tilé hai long vé thai @6 phuc vu ciia CBCC i cic huyén

aHailong =Khénghai long
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Ti I& niy thip nhit & huyén Nhon Trach (76.88%), tip trung tai xa UBND
x8 Phudc An, va UBND huyén Nhon Trach; huyén Tan Phu (78.26%), tip trung
tai cac xa Phu Lap, Pha Binh

Tai cip huyén, 46/1940 nguoi (2.4%) khao sat phan 4nh tinh trang cong
chirc gy phién ha, sach nhiéu d6i véi ngudi dan; 71/1940 (3.60%) ngudri phan
4nh tinh trang céng chirc goi ¥ ndp thém tién phi, 1& phi ngoai quy dinh. Trong
d6, tinh trang ndy cao nhét tai cdc huyén Xuin Lc (12/189 ngudi, 6.35%) va
Pinh Quan (30/136 nguoi, 22.06%); tap trung tai cac xd Lang Minh (H. Xuin
Ldc), Phi Ngoc, Phu Tic, Pha Vinh, Subi Nho (H. Pinh Quén); xi Phudc An
(H. Nbhon Trach); UBND huyén Long Thanh, x4 Phuéc Thai (H. Long Thanh);
xd Bau Ham, Gia Kiém (H. Thong Nhit); UBND Tp. Bién Hoa, Phudong Tén
Hoa (TP. Bién Hoa).

Cong chire c6 giy Cong chirc ¢6 goiy
Tiéu chiPon vi phién h, sich nhi€u | ndp thém tién ngoli
doi vé'i ngudi dan? phi/lé phi qui dinh
S6 hrong Y% S6 hrong %
H.Cim M§ 0 0 0 0
H.Long Thanh 3 1,84 0 0
H.Nhon Trach 9 5,66 11 6,88
H.Vinh Ciru 1 0,74 0 0
TX.Long Khinh 0 0 0 0
H.ThSng Nhit 6 6,06 1 0,87
H.Xuin Loc 12 635 12 635
H.Tring Bom 0 0 0 0
H.Dinh Quén 10 735 30 22,06
H.Tan Pha 0 0 1 045
TP.Bién Hoa 5 1,59 16 5,08
Téng 46 2,40 71 3,60

c. Co s6 Vit chit

Trung binh 86.29% ngudi dan duge khao sat hai long vé céc tidu chi co
s& vt chit phuc vu ngudi dan tai Bo phéan tiép nhan va tra két qua; trong d6
87.70% hai 1ong vé& sé hrong chd ngdi tai noi gidi quyét cong viée. Tuy nhién
14.97% s6 ngudi khao sat khong hai long vi trang thiét bi phuc vu ngudi dén, t6
chirc tai co quan hanh chinh nha nude khong dé sir dung.
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Tilé hai long vé co si vat chit @i cAp huyén

BHailonz = Ehonzhai lonz

T
1. Noi ngéi ché gidi quyét 2. Trang thit'iat biphuevu 3. Trang thiét biphue vu 4. Trang thiét biphuc vu
f céngviék tai co quan cé  ngwdi dan, t6 chic tai co nguéi dan. to chie tal o noudi dan, to chire tar co
0 cho nedi quan day di quan hién dai quan dé sir dung

Trong d6, ti 16 hai 1ong thip nhét & huyén Tan Phi (67.61%), tap 'tmng tai
xa Phu Lap, Phu Binh.

Ti 16 hii Iong vé co si vat chit tai cac huyén
BHalong ©Khénghii long
100% - . ;
90% - ———19,60— s
30% - '
70% -
60% -
50% -
40% -
30% -
20% -
10% —
006 1k 2 ] : . . . B NN EEE
HCim HLong HNhon HVinh TXLong HTht_?»ug HXuin HTring HPmh HTin TPBién
My Thinh  Trach Cou  Khinh  Nhat Léc Bom Quin Phu Hoa

d. Céng khai thong tin thii tuc hanh chinh

Trung binh 85.81% ngudi khio sét hai 1ong vé thdng tin niém yét vé thu
tuc hanh chinh (ddy da, chinh x4c, mirc phi I& phi va thoi gian giai quyét ho so
dung quy dinh).



Tilé hai long vé cong khai TTHC tai cAp huyén
OHiilong  =Khénghai long

100%0

95%

90% |—F&

80% -

75% - T T T

5. Thituchinh 6. Thituchinh 7. Thanhphinhé 8. Mite phi/léphi 9. Théihan giai
chinh dvoe niém  chinh duge niém  somd Ong/Baphii  ma Ong/Ba phai  quyét ghi trong miay
vét congkhar day vét congkhai chinhh  népla ddngquy  nopladingquy  hen (tinh tir ngdy
din Xac dinh dinh tiép nhan hd so dén
ngiy trd két qua) 1a
ding quy dinh

= |

Trong d6, ngudi dan it hai 1ong nhit v& mirc phi 18 phi phai np ding
quy dinh (15.66% khong hai long); don vi c6 ti 1 hai 1ong trung binh thip nhét
vé viéc cong khai thii tuc hanh chinh 1i huyén Tan Phii (70.45%), tip trung tai
céac xd Phu Loc, Phi Thinh; UBND huyén Nhon Trach va xa Phudc Thién.

5 3 |
?_ T1 Ié hii long ve cong khai TTHC tai cac huyén ‘

oHiilong =Khonghdi long

100% o T ——
| & B )]

10.

3%

20%

1%e

0op —* - : K - - - -
HCim HLonz HNhon HVinh 'I'\'.Longl-['fhong HXuvin HTring HPinh HTin TP.Bién
My Thinh Trach Cim Khioh Nhat Loc Bom Quin  Phu Hoa

e. Két qua gidi quyét thit tuc hanh chinh va tiép nhdn, giai quyét phan dnh
kién nghi

Trung binh 87.42% s ngudi khio sat hai long vé két qua giai quyét tha
tuc hanh chinh nhan dugc (két qua chinh x4c, day du, dtng quy dinh). Ti I§ nay
thép nhit & huyén Nhon Trach ( 72.97%), tip trung tai c4c xd Phuéc An, Phudc
Thién va UBND huyén Nhon Trach.
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Tilé hai 1ong vé két qui giai quyét TTHC tai cic huyén

EHmlonz ©EKhénghdi long
100%0
90%0
80%e

60%

30%
20%
1% -

0% -+

V& tiép nhan, xir 1y phan anh kién nghi cta nguoi dan, t6 chirc tai cép
huyén, 84.88% ngudi duge kbhio sét hai long. Tuy nhién 26.29% khong hai long
v& viéc b tri hinh thirc tiép nhan phan 4nh va khé khin trong viéc thuc hién
g6p y phan anh.

Tilé hai [ong vé tiép nhan, xit Iy phan inh kién nghi tai cAp huyén

mHiilonz ©Ehonghailong
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19.Coquanco batrihinh  20. Ong/Ba dé dangthue  21.Co quan tiép nhdnvaxit 22.Co quan théngbao kip
thure tiép nhin gop ¥, phan  hiéngop ¥.phin dnh, Kien Iy tich cue cac gép ¥, phan thoikét quaxar Iy cac y kién
anh, kién nohi ctia nswoi nghi anh. kién nehi cita One/Ba  26p ¥, phin dnh, kién nehi
dan. té clirc cho Ong/Ba

Trong d6, ti 18 hai Iong vé viéc tiép nhan, xir 1y phan 4nh thip nhit &
huyén Vinh Ciru (61.62%) tip trung tai cic x4 Binh Lgi, Binh Hoa, T4n Binh




Tilé hai long vé tiép nhin, xit 1§ phan snh kién nghi ti cic huyén

BHarlong B Khénghai long

40% -

30%

20%

T T S 7 T T

HCim HLong HNhen HVinh TX LongH Théng HXuin HTrang HPinh HTan TPBién
My Thianh Trach Cim  Ebanh Nbhat Lac Bom Quan Phu Hoa

IV. CAC BE XUAT, GOP Y CUA NGUOI DAN BPE NANG CAO
CHAT LUQNG PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

1. Tai cip s&

03 giai phap duoc nhiéu ngudi dan dugc khio sat d xuit nhit dé nang
cao hidu qua giai quyét thi tuc hanh chinh va chét lrong phuc vu ciia co quan
hanh chinh nha nuéc bao gbm: don gian hoéa thii tuc hanh chinh (180 lya chon);
mé rong hinh thirc théng tin tuyén truyén dé ngudi dén tiép cén véi céc thong
tin va dich vu hanh chinh cong (150 lya chon); va ting cudng ing dung cong
nghé thong tin (121 lra chon).
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D& xuit ndng cao chat luong phuc vu ngudi dan
ctia co’ quan hanh chinh nha nudc tai cap so

Tiép nliin. gidi quyét tét gap . phin dnh cia nguoi dan

mﬁgﬁi% 3:;

Néng cao niing lwe gidd quyét cong viée ciacong clnte [

Cai thién tinh thin phue vu cua cong chire

Cii thién i 46 giao tigp ciia cong chite .
Gidm phi/ I phi

Rit ngdn thoi gian gidi quyét TTHC

Tang cuong img dung CNTT

Ting cwong niém yét cong khai. minh bach
Pongian hod TTHC

Cai thign co s vat chit

M rong hinh thire thong tin tuyén lruvén

2. Tai cip huyén
03 giai phép duoc nhiu ngudi dan duge khao st dé xudt nhit dé ning

cao hiéu qué gidi quyét thi tyc hanh chinh va chét luong phuc vu ctia co' quan
hanh chinh nha nuéc bao gdm: mé rong hinh thirc thong tin tuyén truyén dé
ngudi dén tiép can vdi cac théng tin va dich vu hanh chinh cong (1316 lra
chon); don giin héa tha tuc hanh chinh (1251 hra chon) va rit ngén thi gian
giai quyét thi tuc hanh chinh (834 Iya chon).

Cic de xuat ning cao chat luong phuc vu ciia co' quan hinh chinh nhi nuéc tai cap huyen

Tiépuliin, gidi quyétedt zdp ¢ plidn anh cianguoi din  FEITEENH 192

Ning cao ning luc gidi quye cong vise cita cong chue 120
Cai thién tinh than phue v ¢l cong chic 95 |

i

|

|

|

|

|

i

Caithién thii 46 giao tép cia conz chie [0 162 |
4 |

|

/ Giamphi/ 1¢ phi

Ritngin thi zian i quy & TTHC

Ting cuong ing dunz cong nghé théngtin [T

| Ting cuong niemy et cong khai, minh bach
Bron min hod TTHC

|

| |

' Ciithién cosd vit chit [T ] HS | ; I
| I ; | I

Ma ranghinhthiie théngtin tuyén tuyén [ s
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ML PANH GIA KET QUA KHAO SAT NAM 2017
1. Phwong phip té chire khio sit va miu ciu héi khio sat.

Nim 2017 13 nim d4u tién tinh Péng Nai thyc hién khio sat bing phwong
thirc két hop v&i buu dién phat phiéu khio sat, huéng din tra 1i, thu hdi va
tdng hop so bd két qua. Viéc két hop véi buu dién cho phép tiép can duoc nhidu
d6i twong hon trén dia ban tinh (ké ca céc ddi tuong tai cic x4 ving xa).

Tuy nhién, do viéc khio sat dugc thuc hién vao cubinim, diéu tra vién
dién gip kho khiin trong viéce lién hé céc ¢4 nhan, td chitc ¢6 tén trong danh sich
(s6 dién thoai, dia chi lién hé d3 thay d6i, nhiéu c4 nhén, t6 chitc dang sinh
sbng, hoat dong & ngoai tinh; ddi tuong tir chdi khéng hop téc cho ¥ kién...).

Bén canh d6, ndi dung cdu hoi duoc thiét ké chua that sw 16 ring, mot sd
tiéu chi, nguoi dan ¢ thé hiéu khong chinh x4c, din t6i két qua khong phan 4nh
dtng thyc té nhu: i 18 str dung dich vu cong truc tuyén (73.4%); ti 18 sir dung
dich vu buu chinh tiép nhin hd so — tra két qua thi tuc hanh chinh (42.39%),
hinh thirc dang ky dich vu buu chinh qua website (Trén thuc té, ti 16 % hé so
ndp qua hinh thirc truc tuyén,sén lugng hé so tiép nhén va phat tra qua buu dién
trén dia ban tinh con thip, dudi 10%).

2. Két qua khio sit

Qua phén tich két qua khao sat tai 08 don vi cip s& va 11 huyén, thanh
pho, thi x4, ¥ kién ngudi dan danh gia vé cong tic giai quyét thil tuc hanh chinh
va chét hrong cung cép dich vu cong nhur sau:

a. Vé mirc d tiép cin théng tin:

- Kénh thong tin tra ctru thong tin dé thure hién thu tuc hanh chinh; tra ciru
két qua giai quyét thu tuc hanh chinh phd bién nhit ctia ngudi dan van 13 hinh
thirc truyén théng: héi ngudi quen, hoic truc tiép cong chitc tai B6 phan Tiép
nhén va Tra két qua; cac tién ich ‘mg dung cong nghé théng tin mGi duge phat
trién nhur Céng hanh chinh c6ng tinh Pong Nai trén dién thoai, Tong dai Dich
vu cong 1022 chwa phd bién t6i ngudi dan.

- Ti 18 ngudi dan phan 4nh vé viée tré hen giai quyét thi tuc hanh chinh &
mic trung binh (65.76%); tuy nhién kénh phan anh, kién nghi qua Téng dai
Dich vu cong 1022 con it duge ngudi dan biét t6i, kénh phan anh phd bién 12
hoi trc tiép cong chitc giai quyét hd so thi tuc hanh chinh.

b. Mirc d6 hai long vé gidi quyét thi tuc hanh chinh

- Tai cap s0:
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+ Ti I¢ ngudi dan phai lién hé co quan hanh chinh nhiéu hon 01 I4n dé
giai quyét thii tuc hanh chinh con kha cao (68.84%).

+ Mitc d9 hai Iong cia ngudi dan dbi véi thai d6 phuc vu cia cong chirc,
viéc cong khai thi tuc hanh chinh; két qua giai quyét thi tuc hanh chinh, va co
s& vit chét tai Bo phéan tiép nhin va trd két qua déu dat trén 90%; tuy nhién S&
Xay dung dat mirc hai 1ong chua cao (79.2%) & tiéu chi cong khai quy dinh vé
tha tuc hanh chinh;

+ Viéc tiép nhan va xir 1y phan 4nh, kién nghi chi dat mitc kha v&i 85.4%
hai 1ong, trong d6 mic hai long thap nhét & tidu chi co quan tich cuc xir Iy phan
anh, kién nghi cta ngudi dan (83.77%);

+ VAn con tinh trang ngudi dan phan 4nh vé cong chitc giy phién ha,
nhiing nhiéu va doi phi, 1& phi ngoai quy dinh (2.95% va 1.89%).

- Tai cép huyén:

+ Mitc d6 hai 1ong ctia ngudi dan déi voi thai @6 phuc vu ciia cong chic,
viéc cong khai thit tuc hanh chinh; két qui giai quyét thi tuc hanh chinh, va co
s& vat chét tai BO phan tiép nhin va tra két qua déu dat mirc kha — trung binh
86%. Tuy nhién don vi huyén Tan Phti ¢ mirc hai long thip nhit dusi 80% &
cac tidu chi: co s& vit chét (67.61%); cong khai thil tyc hanh chinh 70.45%; thai
d6 phuc vu ciia cong chirc 78.26% va két qua giai quyét tha tuc hanh chinh
79.7%).

+ Chi 84.88% ngudi khao sat hai long vé viéc tiép nhan va xir 1y phan
4nh, kién nghi, tip trung tai tidu chi khéng tich cuc xir 1y phan 4nh kién nghi.
Trong d6 thip nhét tai huyén Vinh Ciru, 61.22%.

+ Van con tinh trang ngudi din phén 4nh vé cong chitc gy phién ha,
nhiing nhidu va doi phi, 16 phi ngoai quy dinh (2.4% va 3.6%); chu yéu tip
trung tai cac xa.

IV. MOT SO NHIEM VU, GIAI PHAP CAN THUC HIEN TRONG
NAM 2018

1. Ning cao hifu qua giai quyét thii tuc hanh chinh va chit luong
phuc vu ciia co’ quan hanh chinh nha nwée

Pé ning cao hidu qua giai quyét TTHC, ting su hai 1ong cia ngudi dan,
trong thoi gian t6i, Cha tich Uy ban nh4n dan tinh dé nghi s, ban nganh,
UBND cac huyén, thi x3, thanh phé va cac don vi cép xa trén dia ban tinh thuc
hién mot s ndi dung sau:
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a) Nghién ciu, ra soat, de xudt don gian héa cac thi tuc hanh chinh thudce
linh vurc don vi quéan ly, rit ngén hop ly thoi gian giai quyet tha tuc hanh chinh;
cip nhit kip thoi bd thil tuc hanh chinh, thyc hién niém yét cong khai minh
bach, ¢y da chinh xac théng tin té1 ngwdi dén, t6 chirc thuc hién glal quyét tha

tuc hanh chinh;

b) Té chic trién khai giai phép cu thé nhim ndng cao hon nita tinh than
trach nhlem thai do ung X cua d6i ngli cong chirc, nhit 14 cbng chirc cta B
phan tiép nhan va tra két qua; ting cuodng ky ludt, ky cuong, thuc hién tdt Quy
tic tng XU va céc quy dinh nghé nghiép; dic biét 1a cong tac hudng dan hd S0
gidi quyét thii tuc hanh chinh cho ngu’m dén, khic phuc tinh trang yéu cau
ngum dan di lai nh1eu 1An @& bd sung ho so.

¢) Téng cudong Ung dung cong nghé thong tin, ddy manh hidu qua giai
quyét thia tuc hanh chinh, cung cAp céc tién ich hé trg dic biét trong cong khai
théng tin, huéng dan giai quyét tht tuc hanh chinh, tra ciru tinh trang gidi quyet

tht tuc hanh chinh, va phan anh kién nghi.

d) Nghiém tiic va tich cuc thuc hién, ph01 hop trong cong tac tiép nhén,
xu ly phan anh kién nghi cta ngu'cn dan, td chic vé giai quyet tht tuc ha.nh
chinh;

) Py manh tuyén truyén tai B6 phén tiép nhén va Tra két qué, trén cac
phucmg tién thong tin dai ching vé céc quy dinh méi, tién ich hd tro ngudi dén,
b chirc trong giai quyét thii tuc hanh chinh nhu tra ctru thd tuc hanh chinh, két
qua giai quyét thi tuc hanh chinh; phan 4nh kién nghi.. -qua ing dung Cong
hanh chinh cong tinh Bong Nai, dich vu buu chinh céng ich tiép nhan ho hd so
— tra két qua giai quyét thi tuc hanh chinh.

2. Nang cao chit lugng khao sat
- Thot gian khao sat: TS chitc khao sat thudng xuyén, xuyén sudt nam dé
cong téc phéi hop duge théng subt, hidu qua hon, ddng thoi kip thi ndm bét ¥
kién ctia nguoi dan, t& chiic va cd phwong 4n khéc phuc;
- Phuong phép: d4y manh {mg dung cong nghé théng tin, ndng cao hiéu
qué tbng hop va nhan réng quy md nhu st dung hé théng méy tinh bang, may
tinh dugc chu hinh b cdu hoi dé diéu tra vién 1y ¥ kién ngudi dan, 6 chirc tai
nha va tai BO phan Mot ctra; x4y dung website khao sat qua mang hodc trén Ung
dung dién thoai; khéo sat qua Téng dai...
_ B6 cau hoi thiét ké c6 thé dugc md rong dic thi ddi véi timg dia
phuong dé c6 thé danh gia, két hop tuyén truyén vé cac ndi dung cai cach hanh
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chinh dang trién khai trén dia ban tinh; dong théri ndi dung cdu hoi can rd rang,
khoa hoc dé c4 nhan, t6 chirc, diéu tra vién hiéu va tra 161 chinh x4c.

Noi nhin: -
e o MO PR KT. CHU TICH

- Thudng tnre HOND tinh; PHO CHU TICH
- Chil tich, cic Phé Chii tich UBND tinh; B T

- Céc S& ban nganh thude tinh; !
- UBND céc huyén, thi x4 Long Khanh, Tp. Bién
Hoa;

- Bio Pdng Nai, Bio Lao dong Dong Nai;

- Chanh, Phé Vin phong UBND tinh;

- Luw: VT, HC, S& N§i vu (03 ban).
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