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UVBAN NHAN DAN
TiNH DONG NAI

si.:;/MbIBC-UBND

CQNG HOAXAHQI CHUNGHiA Vq;TNAM
D(lcI~p- Tl}' do - H~nh pMc

Dang Noi, ngaY(j{, thting6 :J!'iim 20/8

BAocAo
K~l qua khao sal y ki~n ugmli dan

v~ s,! phl}e vI} eua eO'quan banh emnh nhit mrae Dam 2017

Thlfe hi,;n cae eM truang eua Tnmg uang, Tinh uy v€ tiing cuimg ti~p
thu y ki~n nguai dan v€ eang tae gifti quy~t thu l\Je hiinh ehiOO(TTHC) tren dja
bim tiOO£)6ng Nai; CM tjeh UBND tiOOdii ban hilOOva chi d~o t6 ehite tri€n
khai k~ ho~eh illy y ki~n nguai dan v€ Sll ph\le Y\Iella ecrquan hiinh emOOnhit
nuoe nam 2017 (K~ hoaeh s6 11474/KH-UBND ngay 06/11/2017). K~t qua
khao sat y ki~n nguai dan nhu sau:

'I. KHAI QUAT vE KuA.O SAT Y KIEN NGlJOI DAN vE Sv
PHIJC VTJCVACO QUANHANH CHiNH NHA.NlJOC NAM 2017

1. Ml}e meh

£)0 hrimg SIfhili long ella nguai dan, t6 ehue dlli voi SIfph\le Y\Iella ecr
quan hilnh ehiOOOOanuoe (sau diiy goi tAt1ado hrimg SIfhili long) nhfun dimh
gia khaeh quan ehilt IUQIlgeung img djeh V\lhilOOehiOOeang ella cae ecrquan
hilnh ehiOOnhil nuoe; trong do t{ip!rung van cae IIOOY\Ie:tai nguyen va rnai
truimg, xay d\CDg,giao thang Van til~ van hoa - th~ thao va du Ijeh, tu phap,
nang nghi~p, y W, dang kYkinh doanh. ThOng qua do, cae C(J quan hilnh ehiOO
nha nuO'c n~mb&t dugc yeu cfru, mong mu6n cua ngU'cri dan, t6 chtrc dS co
OOfrngbi~n phap eai thi~n eh.J.thrqng ph\le Y\Iva eung img djeh Y\Iella miOO
OOfunnang eao SIIhili long va Iqi leh ella nguai dan, t6 ehfrc,

2. DAi tInfng, phUO'Ugph:ip khiio sat

2./. D6i lu(mg kJ"io sat: Nguiri dan, doanh nghiw d~n cae ecr quan hitnh
ehiOOOOanuoe d€ giftiquy~t thli l\Je hilnh ehiOO.

2.2, Phuung phQp khao sat

Vi~ illy Y ki~n duge duqe Sa Nili Y\Iehu tri, phlli hqp vm bUlldi~n tiOO
va cae dan vj co lien quan t6 ehfrc thlfe hi~n theo cae phuang thue OOusau:
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- Buu di~n tinh tri~n khai pMt phi€u di~u tra ~i dill ehi nhil nguai dOO,
lr\I sa 16ehire th,!e hi~ thll l\Je hOOhehiOO,hu6ng dfrn trit 100phi€u di~u tra va
thu hili phi€u;

- Buu di~n tiOOtri~n khai pMt phi~u di~u tra eho nguOOdan, t6 ehUe th,!e
hi~n thll l\Jehilnh ehiOO~i Trung tiim Hilnh ehiOOeDng ho(ie Bi) ph(in Ti€p OO(in
va Tci k€t qua dip huy~n, xii; hu6ng dfrntrit lai phi€u di~u!fa vil thu h6i phi€u;

- Bi) diu hOikhao silt duQCe~p OO~ttren C6ng thong tin di~n til eua tiOO
va h~ th6ng may tioo ~i Trung tam HilOOehiOOeDng ho(ie Hi) ph(in Ti€p OO(in
va Tci k€t qua dip huy~n, xii, va tren C6ng Hilnh ehiOOeong tiOOD6ng Nai tren
irng d\lng di~n tho~i

- T6ng dili vien T6ng dili Djeh V\l eDng lien h~ nguai dOO!r'!e ti€p d~
khilo silt qua di~n tho~i.

3. Nqi dung, thM gian khiio sat, va mlIu khiio sat:

3.1. Nqi dung khiio sat:

Eluqe th'!Chi~n qua Phi€u khilo silt g6m 29 diu hOidiinh gill mire di) hili
long v~ ehilt luqng giiii quy€t tM l\Je hilnh ehiOOvii 07 cau hOi rna ri)ng khao silt
v~ mire di) ti€p e(in thong tin v~ eae ti~n ieh cili eaeh hilnh ehiOOtren dill ban
tioo

3.2. ThM gian khao sat: Tir ngay 15/11 tai ngay 31/12/2017

33. Mftu khiio sat:

Nguai dOO,t6 ehfrc duQCkhao silt litnhfrng d6i tuqng dii th,!e hi~n thu l\Je
hilnh ehiOOthni)e thiim quy~ gilli quy€t ella eae e(J quan, dan vi trOndja ban
tilth, e\l th~:

a. Tqi cae sa:

SIT Dan vi S81trqng OlfQ'Ckhao sat (bao gam sa
phi~ukhaosat giiy va phi~udi~ntir qua

chug HCC tioh DAngNai)

1 S6 Tai nguyen va M6i truang 52

2 So' Giao thong v~n tai 59

3 Sir Xay d\fng 25
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SIT Ban vi sA hnJDg dll(}'C khao sat (bao gAm sA
phj~ukhao sat gi~yva phi~udi~ntfrqua

Cilng HCC tinh Bilng Nai)

4 So van hoa, Th~ thao va Du Ijch 5

5 Sa Nang nghi~p vii Phat tri€n 33
nongthon

6 SUTuphap 89

7 So'K~ ho?ch va DAu tIT 40

8 Sayre 19

Tang cqng 271

b. Tqi cac huyqn:

SIT BIYn vi sa luvng du(}'c khao sat (oli bao g6m cae xii)

I Thiinh ph6 Bien Hoa 370

2 Huy~n Long Thiinh 166

3 Huy~n Nh"n Tr\lCh 187

4 Huy~nTrang Born 188

5 Huy~nThBng Nhiit 117

6 Huy~n Iljnh Quan 144

7 Huy~n Wnh Clm 139

8 Huy~nTan Phli 220

9 Huy~n CfunMy 171

10 Huy~nXuan LQc 221
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SIT Bun vi sa luvng dlt«fC khao sat (di baa gam cae xi)

II Thj xa LongKhanh 165

T6ng c(lng 2088

ll. KET QuA KHA.OSAT Mirc DO TJEP C~ THONG TIN vA
ST/HAI LONG CUA NGUm DANNAM2017

1 . v~mUe dil tN\p~n thOng tin va sudl}ng cac tifn ich cai each Moo
chinh mm tren dja ban tinh

Mire de;;liSp e~n thong tin va sir d\lllg cae ti~n ieh em caeh hilnh ehinh
m6i tren dja biln linh duge t6ng hgp tir m5u phiSu diSu tra mire de;;liSp e~
thong tin. KSt qua khao sat e\l thSnhu sau:

1.1. Tra cfro thong tin

a. Ngu6n tra cUu thOng tin

Ngut3n trn elm tbong tin ,.~ thii n,c himh chioh

II Google

ClCoug.dich YOCQug.tinll
DongNai

a Ung dUllg C.ong h:mll dlinh
cong t.i..till Dong Naiu"en
Zalo

II GOiw.ellhoi Tong ltill 1011

• Hoing.uoi quell

EI Doc bQ t111i tue Iliuili clJ.inh

1:1H6ilqrc tiep cong chue tai
Boph:ill1llQt rna

- Hinh thlre tra elm thu l\le hanh ehinh ph6 biSn nh~t 13hOi1I\fetiSp eong
ehlre, vien ehlre t(ii Be;;pMn TiSp nh~n va Till kSt qua (28.26%) va hOi nguiri
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quen (25.81%). 02 Ti~ ieh tra eiro dugc tinh pMt tri~n trong nam 2017 IiC6ng
Hanh ehinh eong tinh tren frng d!IDgZalo va T6ng dai 1022 co s6 ngum SITd\ll1g
thftp nhat (3.5% va 5.36%).

- 69.37% s6 nguai duge khao sat eho rfuIgvi?c tra eiro thong tin d~ dang,
14.43% g\ip kh6 khiin khi tra eiro thong tin vS thli tl,lehanh ehinh.

VS hinh thITetra eiro thong tin, 50.69% thieh tl,1tra eiro; 27.49% mu6n tIT
v.1ntf\te ti€p ill T6ng dai va 21.82% mu6n nha djeh V\I tITv.1n.

b. Nai ngur'ri dan nrp h6 SO' thu I¥c hanh chinh

Noi nqp h& sO' cipsir cAp huy~n

86 hrqng % S51ugng %

Bo ph?n 1N&TKQ 200 73.8 1315 67.1

T'li co quan hanh cm nh 63 23.25 634 32.4

Khac 8 2.95 10 0.5

T6ng 271 100 1959 100

Theo khao sat, t;ri dip sa, 6.78% ngum n(ip h6 sa thu(ie thilm quySn giai
quy~t eUa Sa Giao ThOngv:lu ta~ 5.13% eUaSa Tu pMp n(ip h6 sa nrn khae BQ
ph:lu Ti€p nh:lu va tra k€t qua ho~c ca quan hanh ehinh.

1.2. Sii-dyng djcb VI} cong try1: tnySn

- 73.4% s6 ngum khlio sat tra lai co SITd\ll1gdjeh V\I cong tf\tc tuy&"
26.6% khong SITd\ll1g.

Nguyen nbiin ehinh nguai dan, t6 chITedugc khao sat khong SITd\ll1gdjeh
V\I eong tf\te tuy~n la do khong bi€t tai ti~n ich (68.66%), 31.34% khong SIT
d\ll1gdo khong cOcae thi€t bj h6 trg nhu may scan, may tinh ...

Cae kho khiin nguai dan, t6 ehITedugc khao sat g~p pMi khi SITd\ll1gdjeb
V\I eong tf\te tuy€n bao g6m: kh6 khan trong thao tae quy trinh n(ip h6 sa,
khong co thi~t bi h6 trg (may scan, may tinh), 1:n,te~e ki thuij.tkhi n(ip hil sa,
va khong co phan hili ill ca quan nha nuae; ti l~phfin tram e\l th~:
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13. Sfr d•••ng djch VI] bun chinh cI.ng ich trong ti~p nh~n h6 sa - tra
k~tqua

42.39% tbng s6 ngniJi khao sat (727/988 ngniJi) t:ritliJic6 su d\lng dieh V\I

buu chiob trong ti~p oban hb sa va t:ritk~t qnii giai quy8t thli !\Ie Mob ehiob;
trong d6 eao obat t:).ithimh ph6 Bien Hila (145/312 ngniJ~ ehi8m 46.47%); thap
obat t:).iToo PM (14/257 ngniJi su d\J11g).

sa IlnfIIg nguiri khoa sat sfr dyng dich vy blrU chfnh trong nqp h6 SI1- nh~n k~t
qua thli tyc himh chinh

IIKh6ngsir d\lngdjcbV\lbllU chinb a Co sir d\lngdjchV\lblDlcbinb
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6



Qua khao sat, hiOO!huc dang kYdjch V\lph6 bi€n hi~n nay lil qua website
caicachhanhchinh.dongnai.gov.vn (454/988 nguai su d\ll1g), kenh dang kY it
OOfttqua C6ng HaOOchiOOcong tioo E>6ngNai tren ung d\lllg di~n tho~i Zalo
(18/988 nguai su d\lllg).

Minh thifc dang kydlch "I} blfU chinh

454

383

GQidi~ cho oong
chile

Website

18

blo

24

T6ng dai 1022

- 1256/1910 (65.76%) nguai khao sat tr:\ lai co phan anh v€ tiOO~ng h6
S(J tIt h~n; trong do, ti l~nay cao nMt ~i huy~ Tan Phil (92.27%) va tMp nMt
~i huy~n Long Thanh (47.85%)

Ti I~ngtriri dan pban aob v~tInh t~ng hASO' tr~ b~n

IIKh6ng t1C6
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KeOOphim anh phc3hi&' ooftt IiigQi di~n tho~i !IVe ti~p eho c6ng ehUe
(695/1520 nguai su d\lllg, ehi~rn 45.72%); kenh it dm;resud\lllg OOiltIiidan tim
phan anb (238/1520 ngua~ ehi~rn 13.57%), va gQi di~n tho~i dUUngday nong
(247/1520 ngua~ ehi~rn 16.25%). T~i cae huy~n nhu Trang Born (170/180
nguai), TP. Bien Hoa (139/286 nguai), phful Ian nguai dan lien M !IVe ti~p
eong ehue d~ phan anh vS hc3sa t:r6h"n.

Cae kenb pbinanb vcho sethi b~ 4-i cie buy~180

1~

140

ITI\Il: Iiq,lii'llb,;
120

ciing dun:

ITilibQ~liq, 100

""
80

I Vier d(lllibuplcio

"" ~
IGqi dj~ p""" :inh
qtl3dllimgdiy 4'••••

20

• Il TIC 11 1L 1111. Il Il II. Tirl
Rii:o Loog ",m n.\"g T,,", Loog

"""
~oh ck p,",

I•• "'" T"" '" "'" """' '" "'" My
Till-' tiq,lii'll ~ cOng cluj: 13. 31 39 58 • 17' ~ 55 30 " J8

TOibQpb~lIiq, d3J 16 19 " " • 2 34 29 4Q " 15

Via don thuph:in:inh 16 30 • 4 0 16 12 6 3 151

(iQi di~ phoin :inh qua duimg djy DOng 55 10 8 11 • 8 , J8 " 15 ~
- ------.------ --- . - -- -

Trung hiOO,chi 30.85% s6 ngum su d\lllg dUUngday nong gQivao Tc3ng
dai Djeh Vl,l eong 1022; 69.15% gQivao s6 di~n tho~i han niern y~t ~i Be')phiin
Me')teira.

2. v~rniIc dl}hai lOngeila nguiri dan, fA ehue trong giai quy~t thil tl}e
hiinh ehinh

2.l.B6i vOi eftp sir

a. 86 Ian ngum dan phai Win M a€ gidi quy€t thtl I1jchdnh chfnh

Trung hiOO32.33% ngirai duge khan sat chi phai lien h~ ea quan hanh
ehiOO01 lin dS giai quy~t h6 sa thil t\le hanh ehinh. Tuy OOien,Ii I~s6 nguai
khao sat phiti lien M tir 03 lftntra len khli eao (29.32%).
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Ti I~sfl 1~1ln::uio'i dan, It; chu-c lien h~ n(lp 11<"SlY
::iai qu}'~tTTIiC

"I Ian

"2111

'3111

'l'hieu hern 31""

Cae dan vi Sa Tai nguyen va M6i truimg (15/59 nguai); Sa Tu phap
(15/39 nguai), Sa Xiiy d\ffig (14/25 nguai) va Sa K8 ho~eh va Bfiu tu (12140)
co s6 nguai duqe khao sat phai lien h~ co quan h3nh ehinh nhiBu han 3 IiindB
giai quy~t thli l\Je hanh ehinh eao nhilt.

sa l:1nngrroi dan, t5 chrrc Iicn h~ giiii quy~tTTI-IC t:;ti cae SlY

30 -----.---------.~

25

20

:5 151:,
c

-0~ 10

5

---- ---------_ .._-------
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b. Thai il{J giao tiiip va phlje VljcUa eong chue vien ehue

Cong chuc co gay
phi~nh~ sach Cong chlic co gqi y

nhi~u dtli voi nguoo ni}pthem ti~n ngoai
dan? phi/I~ phi qui dinh

lieu chi/Dun vj s6/u(f1lg % s6/u(f1lg %
Sa Giao thong v~n tii 2/56 3.57 1/56 1.79
Sa Till nguyen va Mili truung 0/51 0 0/51 0
so Nang nghi~pva Ph<it trieD nong
thon 1/32 3.13 1/32 3.13
SiJTuphap 1/37 2.7 1/37 2.7
Sa Xiiy d\Ing 1/25 4 1/25 4
Sa Van hoa - Th~ thao va Du Ijch 0/5 0 0/5 0
Sa Y te 0/19 0 0/19 0
SO'K~ ho~ch va B:1utu 3/40 7.5% 0/40 0
T6n2 8 2.95 4 1.89

Theo k~I qua khao sal, dan vi co s6 nguiri phan anh tinh If\Il1gsach nhi~u,
phiSn hi! cila cong chirc nhiSu nhill la So K~ ho~ch va vilu tu (3/40 nguoi khan
sat). So Tili nguyen va Moi truimg, So Van hoa - Th~ thao va du Ijch, So Y I~
khong co nguiri khao sal phan anh vS thai di) ph\lc V\I eila c6ng chirc, vien chirco

Tinh If\Il1gcong chirc gQ"iy ni)p them tiSn ngoai phi, l~ pW quy djnh xay
ra a cac dan vi So Giao thong vijn tili (1/56 nguiJi); So Nong nghi~ va Phal
tri~ nong thon (1/32 nguiJi); So Tu pMp (1/37 nguiJi).

Ti I~hai long yi thai (lQllhl}.c,~ gbo dip Clia coog chuc, ,-jen chire~icll' sir thco cae
tieudU

8.68 8.6$ -.9Z S.3 '7.17 9..13. - - -

9l.3~ 9l.3:: 9::.08 91.7 9::.83 9057

C,)Il;l:dnic (0 thai ,10 C(\Il~chffC dlli 5" 15n7 Cougchi,c Ira 10;, ;ri;;i COllg:dllk huon;!: dan Congeh"c hn6117 d1~11C<iugc!nk tllMt lhf,
~no Ii~ heh SII nglle)"ki1:11ci,nn;!:lIoithieh(ti.}'dilene)' ki1:" kekhnihf,so tan kekhniho so dchiet. <1Iin;!:'1u)'dinhtrong

d£n'dnidii!:utociJire cllJn~lIoid5u!dnidie.. liub.dm.t3o ~<iiqllyi:tcilu;,'ie.:
If,ciJllC

10



T6ng quan, nguiri diin hili long nhilt vS vi~ cOngchirc huang dful ke khai
h6 S(1 d~ hiliu (92.83%) va tieu chi co ti I? hili long thilp ooilt Ja tuan thti dUng
quy djnh trong gilli quylit cong vi~ Cllacong chUc (90.57%).

10()'!"

i~i>

30••••

~ '" .i:!i 6".-.- - 1933 - - - 19.17 -
- - - -

- - - - - - - -

- - - - f-- - - -
- - 95.$-.1 - - - 100 - '00 - -

9-0-1 9-1.-15 93.05

- - - - 81).67 - - - 8M3 -

- - - - - - - -

- - - - - - - -
- - - - - - - -

IlKhollflhili lilllf/.

IIHi'tilQnfl

So-Giao SoT;ii
lliollgniu tili 1l.7'-IYi'nI'a

:t.ioitllli:m:;:

goNQu:;!:
1lfdU"v \';)
l1J;itlrii:1l
llou:;:thon

80Tu pbilp S&:0.y d\llIgSo \'anllOil.
nl~thao,"a
Dlllich

SoK~ho~ch
\";iDiiulu

c. vJ co" sa vtjt chilt tQi nO"itiip nhijn h6 so" - tra kit qua

98'!••

90%

88%

•••~.

- -
6,79 --

8.68 9.069.-13
- -

- -- -

- -- -

- 93.~1 -- 91.3: -- -
90.57 90.94

- -- -- -- -

IJKhollghililollg

aH;iiloJl~

1.Nui Ilgbidu'J gjii
quyet caug "iee tIP
co qUaIl co dli clio

ngoi

:. Trang tb..iet hi
phllC\1111f!,Uoi

dan. 10 chire 1m co
qn<Uld~'d'ti

3, Trallgthiet hi
IJlmc \11 lIg.noi

dan. 10 rune I~ co
q11:\11 hi~n <fni

-t. Traugthiel bi
plmc '11 ng.uOi

diuL 16cluic t<).i co
qn<lnde sir (hmg
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Trung hinh 91.5% nguiTi diln dugc klcio sat hai long v~ cae tieu chi C<J siT
vilt chill ph\lc Vl,I ngniTi diln l<ii Bi) phiin ti~p nhiln va tni k€t qua; trong d6
93.21% hili long v~ s5 hrgng ch6 ng6i l<iinlYigiai quy€t cong vi(;c. Tuy nhien
9.06% s5 nguiTi khao sat khong hili long vi trang thi€t hi ph\lc Vl,I ngum dan, t6
chirc l<iiC<J quan hilnh chinh nha nUllc khong d8 sir dl,lDg.

aH~i IOIl~ IIKhou;thai IOllg:

tWo

90°0

SO'!o
70'\;

60'! ••
50"0

-40"<'
JO'!i>

95.61 90,2
97.66

7.6-1

9::l,J6

"

100 100

19.3'7

80.03

10""
O'?" L••••••,-_II-..I_ •••••••_ """"••It_ ••••_

S6Gi~o tbongS6T;ii Ilguyell SoNong SO-Tn pllap So Xii;' dlnl;!
\';iQ taj vaMoi lmollg Il,dli.:pva PU;\t

Iri~lIlt.'in¥
Ilion

d. va cong khai thong tin 1M 4tc himh chinh

SaYallho3-
Th~thao\'a
Duljeh

SoYt~ SiJKelLoach
\'itD~ntn

Ti I~ IJai long ,-~ cong khai thii h!c b':mh cbinh

98" ••

9()O ••

38%

80""

S.68 --
9,81 1057 10.9-1

13,:1

91.32 --
90.19 S9..B 89.06 --

86.;9
--
.~

5. TIll', h.le11':'11,cilinil 6.11lli hIe ballh chilli. 7. 111iltl1lphf..lhllso ilU 8 Mue phiil~phillLi 9. 1110ih"'l ~3i qtl)"a
,j\lOClIi""lI ya congkll:li dll~ nidnya cOilgkhai OilftBaphnillQp Iii dllilgOu!tBaphaillQP Iii dlillg ~Ij trollggi<i}' hel.l(tiub

.t~r.til ,hinhl'~c qnr <'Ijnh qllr ,tinh tifllg;i)'tievn.h,inhoso
deuum.1r;\ ket qna) la

iTti~qllroJiJlh
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Trung blnh 89.4% nguiJi khao sat hai long v~ thong tin niem ySt v~ tlni
l\Je hanh ehinh (dfiydli, ehinh xae, mue phi J~phi va thiri glan giai quySt h6 sa
dUngquy djnh).

Trong do, nguiJi diin it hili long nhat v~ "mue phi I~phi phai ni)p dUng
quy djnh" (86.79%); dan vi co ti l~ hai long trung binh thap nhat v~ vi~ eong
khai thtl l\Je banh ehinh IiiSa Xily d\fIlg (79.2%).

Til~hai long,'e cong khai .bit h,lc h.lnh chinh t;li cae si1

II Hili long IIKhOll~hjilong

lOO~;,"--'.7.•",'---' !':,_I._' '--''-~~' --r.o-.~-.---'---'-"TI<--.I.o~'--~.--
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Moi lmollp:
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ll'.iuglht;1I

Sox.'iy
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SoYall hoa
-TIu:Uwo
\"ilDnljc!l

SoYI~ So-Keboach
\'ilD~uhI

e. vi kit qua gmi quyJt thie 17jchanh chinh va ttip nhijn, xic-ly cac y kiin
phan anh, kiin nghi cica nguai ddn.

Ti I~lcii long \"~k~tqua gi:.i qUJ~tTTRe cAl. sO'
lOme.
9800

92'!o

9000

88'l •.•

86'?o

9.-13 8.68 9,06
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90.5i 9U::?: 90,94

.Khollgh;ij long

l:IHililong

I

IG.ER qU;llUilOl.lg.Bil
nh(in dUQc Iii (ttillg quy

<fj.ll.h

Ii.KB: quilmaOllg:'Btl IS.Kit quama Dng/Btl
nh(iniluQc co thongtill nhijn(tuQc co thongtin

(tnr ~til chin.hxac
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Tnmg binh 91% nguai duqc khao silt hiii long v~ k~t qua giai quySt tM
11IcMnb chinh nb~n duqc (dUng quy djnh, thong tin dfiy du, chinb xiic). Tuy
nbien vJln cae dun vi Sa Xay d\ffig, Tu phiip, KS ho~ch vii Elfiutu co Ii l~khong
hiii long tren 10%.

Til~hai long,"~k~tqua giai quy~tTmC f\li caeSO'

a Hili long ElKh61lghili long
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)' .phiul 5.1111.kidl
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Trung binh 85.4% nguili khao sat hili long vb vi.;c liSp nh~ xU Iy phao
anh kiSn ngh; vb gmi qnySt tM tve hanh ehinh eila ca qnaIl nhil nuae. Tny nhien
16.23% nguili dao khOnghili long vi ca quan liSp ul$I vii xu ly khong tieh e!JC
cae g6p y, philn anh kiSn ngh; eila nguili dan; trong d6 ti I~khong hili long 6 S6
KSho~eh vii DAntu Ia 27.5% vii S6TiIi nguyen viiMoi truang Iii 18.63%

Ti ~ Mi long ~~ fiip ~n mIj ph3n abb.ki~Dnghj. (;li caesir

l:IHili long a KhOllghili lOng

10'?;,

fsJ-- 6~~ L';'l 1;31
9.6~ ~- " -- I-

i-
,-,-'..

I- -- -- I-
f- -- -- -- -- -- ~- i- -
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f- -- -- 100 -- S.6 ~- I-
0.3 3.7.

f- -- 1.3 -- -_. SA -- 80 -- -- -- -
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SoTII philp S6 Xar dUllg S6 ~~jllhoa.
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S6Yte S6Keho:lch
Y.ln ••.,hi

2.2. Dtii v6"icftp huy~n
a. SJIdn nguOi dan phai Win h? tid giai quydt thi<4tc himh chinh

TII~ ~~I~n nguiri .Un )Ihiillien h~ Cf1quan b,illli chinh (T~
giai fIU~.~tTTlIC

• 1]!.1

• ~];\ll

linin,

15



Trung binh, 28% s6 nguiri duge khilo sat t<lidip huy~n chi lien h~ co
quan hanh ehiOO 01 ffin duy OO:1tdS gilli quySt hI; so tho tl,Ie hanh ehinh, tuy
nhien 33% phili lien h~ 02 l:in; 26% phili lien M03 lin tn;- len.

Ti I~ nay d~e bi~t eao t<lihuy~n clim My (80%) va Xuan LQe (79%).
Trong do, t(ip trung t<licae xii Xulin Hi~p, Xulin Hoa, Song Giao, Song Nhl,lll.

b. Thtii d{j giao tiip vaph!,c V!' Clia cong chire, vien chuc

Trung biOO 87.79% nguai duge khao sat hili long vi] thili di) giao tiSp va
phl,le vu eoa eong ehue, vien ehue. Tuy nhien 17.73% va 13.89% nguai khao sat
khong hai long vi eong ehue khong eM y l:ing nghe y kiSn nguai dan, hu6ng
dfuJ.ke khai hI; so tho tl,Iehanh ehiOO khong d@hiSu.~~~~~~~~~~----,

IOC,;,,~ <I"',,co Il_C';'l~,J",,<hl'l'I~_C';'I"t<JJl" lr~ Il_C'~I,!<IJllC
IlJ3••M~:><>"<t,l,," Utl~,,<!bey l:itu (1,'3h••.",3"hich .l~' Ji, l",,~,~ Mill 1.:<:Uui

>IT "7''''; ,1,;11',hi di<lIloc:ic j- 1;;<11"" "~l1i>; 106.0 '"" huh. elm
<hi" ,I;,,,'d.,j<1i"" t,\ ,h,,, ,I""

I~. C';1I2,h(,< 1~.C,\!,';!:{h(" lllau
I",<it"'.<Ii; teU,Ji 'I,,; Jilu~~IlY .l1l~1
I",~",[~hi~" 1"~I;<\'i"iqllr<r '( •.,~,-;«

Ti l~ wi long ,.~th:ii (II}l)hlclC , .•••rna CBCC t;li cae buy~n

IIIEii 101lg £IK1ulllgliai long:

iO'O'"

60"0

-I~o

['.9'1 -~n" /!;~ -.7. 5 rn n ""'1_.96
- ~3.1'1-1S.9,6- -18,-- _l.~,t.

- - - - - 1- - -
- - 1- - - - - - - - -
- - f-- - - - - 1- - -

~ - -",. - - - - .- - -
9'. 9'. 9'. 90. _87,- - .SS-SUy~ - 1, - - - - , ~. . .
- - f-- - - - - I-- - -

f-- - - - I-- - - -
- - f-- - - - 1- - - -

~ ~ ~
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Ti I~nay tMp nhftta huy~n Nhcm Tre.ch (76.88%), ~p trung t~i xa UBND
xa Phuac An, va UBND huy~n Nhan Tre.ch; huy~n Tan PM (78.26%), t~p trung
~i cac xii PM ~p, PM BiOO

T~i dip huy~n, 46/1940 nguai (2.4%) khao s:it philn :inh tinh \r~g cong
chirc gay phi€n hil, sach nhi&' d5i vai nguai dan; 71/1940 (3.60%) nguai ph:in
:inh tiOOtre.ngcong chirc gQiy nQp them ti€n phi, I~phi ngoai quy djnh. Trong
do, liOOtre.ngmy cao ooat ~i cac huy~n Xuan LQc (12/189 ngua~ 6.35%) va
Din/! Qu:in (30/136 ngua~ 22.06%); ~p trung ~i cac xa Lang Minh (H. Xuan
LQc), PM NgQc, Phil Tilc, PM Vinh, Su5i Nho (H. Din/! Qu:in); xa Phuac An
(H. Nhcm Tre.ch); UBND huy~n Long Thimh.,xii Phuac Thai (H. Long Thanh);
xa Bau Hiun, Gia K.i~m(H. Th5ng Nhat); UBND Tp. Bien Hoa, Phuang Tan
Hoa (TP. Bien Hoa).

Cong chu-c co gay Cong chuc co gfJi y
TIeu chifD011 vi phi~n~ sach nhi~u nfjp them ti~nngoai

dl1i v6'i ngmn din? philI~phi qui c1jnh

sa hrQ'ng % sa Iu<;mg %
H.ci.mMv 0 0 0 0
H.Long Thimh 3 t,84 0 0
H.NhcJD Trv.ch 9 5,66 11 6,88
H.VinhCiru 1 0,74 0 0
TX.Lon. Kbinh 0 0 0 0
H.Th6ng NMt 6 6,06 1 0,87
H.XuanLQc 12 6,35 12 6,35
H.TningBom 0 0 0 0
H.Djnh Quin 10 7,35 30 22,06
H.TanPhu 0 0 1 0,45
TP.BienHoa 5 1,59 16 5,08
Tilng 46 2,40 71 3,60

C. err SO'v(it chat
Trung biOO86.29% nguiri dan dugc khao s:it bili long v€ cae lieu chi C(J

so v~t chat ph\lC V\lnguiri dan ~i BQ ph~ ti€p OO~nva tr:i kSt qua; \rong do
87.70% hili long v€ s5 lugng ch6 ng6i ~i nai giai quySt cong vi~. Tuy OOien
14.97% s5 nguiri khao sat khong hai long vi !rang thiSt bi ph\lc V\lnguiri dan, t6
chirc ~i C(J quan h:inh chiOOnhil nuac khong d~ sir d\lllg.
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_It;i lOll.1/: IIKhQn.1/:ll~i IOll\t"

100"0

90"0

sO""

~
L~o" I.Jo.•

15"" 1.:«.•.•

~

87,70" •• 87.::9"0
S5.B~;' S5,OJ~(,

l.Noi lI;:.3idto gi;ii l\lIyet ::,Tr;uJ:;!lhietbiphnc 111 J. Trru~ Ihietbiph\IC 11.1-4.Traug thii:tbiph\IC m
(OOI!:.iec lai CO l\Il<llI(O lI!llli:>idiiu.I~(hfK t:li (0 lI!lui:>idiiu. to(hil( tai CO n!!uoi d.illl. to(hiK tm (0

• ,tilChollgoi - l\U;U\tf.lpf(1 - qu;ulhi;:ndai - qll;l,lld~s(l(hlll!(

Trang do, ti I~ hili long thip ooit 6 huy~n Tiill Phli (67.61%), ~p trung t~i
xa PM Up, Phli BiOO.

lIIlJjj long 0 Khollghai long

.--. tilS' -.31 r19.6:':'- . '_"_ "__ 1.1.

-
-

-
__ 6.~~

7,61

88,5

.5
rO,-l'i

91,6 __ 5•.18 881'"
-80,3j-- .

30" (,

HCfun
1.15'"

H.Long H.Nholl
Thanh Tri)ch

IiVillh TX,LoJl2 IiTh6112 HX\\all
Cim Khanh - NhfJt - Lqc

H Trang Hfljllh
BOlli Quan

fiTful
Pilli

TP.Bidl
Hoa

d. Cong kiwi thong tin 1M tlj.chimh chinh

Trung binh 85.81% nguiri khao sat hili long vS thOng tin niem yat vS tM
l\1c hilnh chiOO (dfry dil, chiOO ric, muc phi I~ phi vii tho-i gian giai quyat hi; so
dUng quy djnh).
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ClH~i Ii>ng aKhongh~i Ii>ng
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sO""

- -
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-
5. 111iltllChillih 6, Thll nlCh;inll 7. Tho.n.bph1.1bO
cWilII JlIQC Iliew. chinll dll(IC luem $(lU1<1On:;::'8.; pll~i
yi:t ('ollgkhni d"5y yi:t con:;::kbai dl.illh nop lit Jimgqur

<til xilc dilll1

S,hlilc pw'l~plu 9,Thoihalli'.i;ii
m,; Ou:;::'Bitpb~i «lIra phi tmng ~~.
JI';'Pl~ dilllg:qur heu(tinh tir lIgar

dillh Iiepllhiinhoso dw
Il:;::;ir tr.i I:et qlloi) l;i

(tlingquy"in!l

Trang do, nguiJi dan it hai long nhilt vi! mire phi I~phi phili n(\p dUng
quy djnh (15.66% khong hili long); dOllvi co Ii l~ hili long trung binh !hilp nhilt
vi! vi~e eong khai !hi! t\Ie hilnh ehinh Iii huy~n Tan Phil (70.45%), ~p tnmg l(li
cae xiiPhu L(le, Phil Thjnh; UBND huy~n NbOllT11)ehva xii Phuoe Thifu.

TI ~ lcii long l"C cOngkhai TIRe t;li cae huy~u

a}iii long aKhollghililong

100""1
90"" _ 8

soo;,

6.78 1'1 10.8J
~1.:7

- 1- f-- - - -

70""
-

-95.1 ......-
.1 <; 7 90:7'>__ 0' __

-
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-
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-

-
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-

f--
• .1
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,
300;,

20""

"\0""

10"'"

600;,

HCfuu HLong HN!ICIllHVinh TX.LongHTh~HXll;in HTf~lIg:HDinh HTali TPBibl
}.If 111aJl.1i Tl'o1(ll Cin! Kjl;iull Nhal I..;.c BOlli Quail PJlil Hoa

e. Kit qua giai quyit thit t~c hanh chinh va tiip nh(jn, giai quyit phan anh
kiin nghi

Trung binh 87.42% s6 nguiJi khan sat hili long vi! kilt qua gilli quyilt!hi!
l\le hanh ehinh nh~n dUQ"e(kilt qua ehinh xae, dfrydli, dUngquy djnh). Ti I~nay
!hilp nhilt 0 huy~n NhOll T11)eh(72.97%), ~p tnmg l(li cae xii Phuoe An, Phuoe
Thii!n va UBND huy~n NbOllT11)eh.
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Ti l~hai long ,-i k~t qua gi:liquy~tTTHC~icic buy~n
aH.'ti long IIKhongllfti long
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9 .3 9 O. 9 ,

1
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0%

V8 ti~p nh?n, xU ly phin aOOki~n nghj Clla nguIYidin, t6 chuc 4li dip
huy~n, 84.88% nguIYiduQ'ckhao sat hai long. Tuy nhion 26.29% khong hai long
v8 vi~c b6 tri hiOOthUc ti~p OO?nphin inh va kho khan trong vi~c thlJc hi~n
gop yphin aM.

IIlL'iilollg IIKhollgb~ilong
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19. Co quail co bt. Iri hinil
lillie li~ nhan goP)' .phful
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dfl1l. rt. c!lll( -

~O.On2,'Bil de dael2 tll\IC
hie.lgOp )',phful allil, kiell

Il~:hi

~l Co quan tiev IIhan \".'1 :-,." ~~. C~qU:llllhongb;\o kil?
I}"Hell qIC de goP)". phfu' lhtriket: qua :-"'1I)' eM)' kie.l
aeul. bell IIghi cila OngBa gOp}', pbau aub, bell11ghj.

dI0611gB~

Trang do, ti I~ hai long v8 vi~ ti~ OO~n,xu Iy phan inh thap ooat a
huy~n VIOOelm (61.62%) ~p trung 4li cae xii BiOOLqi, BlOOHoa, Tin BiOO
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IIHili long tI Khollghili long
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My 1llibili T~h Om Kh;ulh Nhiir Lt}c Bom QU;U1 Phil Hoa

IV. cAc DE XUAT, GOP Y CUA NGUOI DAN DE NANG CAO
CHAT LUQNG PHVC VI} CUA CO QUAN HA.NH CHiNH NHA No"OC

1.T~iclip sa

03 gilli ph3p duQC OOi6unguoi diin duQC kh30 sat d6 xufrt OOfrtd6 nang
can hi~u qua giai quy6t thU t\lC Mnh chinh va chfrt lugng ph\lc V\l ciJa ccr quan
hiinh ehinh nhiJ nuoe bao gilm: dan gian hoa thiJ tl,le hiinh ehinh (180 l\fll ehQn);
rna r(lng Woo thue thong tin tuy.;n truy6n dS nguoi diin tiSp e~n voi cae thong
tin va djeh V\l hiinh ehinh eong (\50 l\fll ehQn); va tiing euiJng trng d\lllg eong
ngh~ thong tin (121 l\fa ehQn).
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m. DANH GIA. KET QuA KHAo SAT NAM 2017

1.PhlJ'O'ngph:ip t6 ehue khan sat va mh diu hOikhan sat

Niim 2017 la nam diiu tien tinh D6ng Nai thge hien khan sat bfulg phuang
thire kSt hgp vai bUll dien pMt phiSu khao sat, huang dful tra liJ~ thu h6i va
tang hgp sa bQkSt qua. Viee kSt hgp vm bUlldien eho phep tiSp e(in duge nhi~u
dai tugng han trOndja ban tinh (kS ea eae dai tugng ~i cae xii vimg xa).

Tuy nhien, do viee khan sat duqe thge hien van euai nam, d i~u Ira vien
dien giip kho khan trong viee lien he cae ea nhan, ta ehire co ten trong danh saeh
(sa dien tho~~ dja ehi lien he da thay da~ nhi~u ea nhiin, t6 ehire dang sinh
sang, ho~t dQnga ngo~i tinh; dai tugng tir ehdi khong hgp tae eho y kiSn...).

Ben qnh do, nQidung diu hoi duqe thiSt kS chua th~t sg TO rang, mQt sa
tieu chi, nguiJi dan co th~ hi~u khong ehinh xae, dful tai kSt qua khong phan anh
dUng thge tS nhu: ti Ie sir d\U1gdjeh V\l eong trge loySn (73.4%); ti Ie sir d\U1g
djeh vu bUll ehinh tiSp nh~n h6 sa - tra kSt qua thli tue hanh ehinh (42.39%),
hinh thue dang kY dieh vu bUll ehinh qua website (Tren thge tS, ti Ie % h6 sa
nQpqua hinh thue trge loySn,san lugng h6 sa tiSp nh(inva pMt tra qua bUlldien
tren dja ban tinh con thilp, dum 10%).

2. I4t qua khao sat

Qua phan tieh kSt qua khao sat ~i 08 dan vj clip sir va I I huyen, thanh
phd, !hi xii, Y kiSn nguiJi dan dilnh gia v~ eong tae giai quySt thli tue hanh ehinh
va ehilt luqng eung ciip djeh vu ciing nhu sau;

a. V€ rnm: iii} tilip djn thong tin:

- Kenh thOng tin tra eleu thong tin d~ thge hien tM tue hilnh ehinh; Ira eleu
kSt qua giai quySt tM t\le Mnh ehinh pha biSn nhilt ella nguiJi dan vlln la hinh
thue truy~n thang: hOi nguiJi quen, hoiie trge tiSp eong ehirc ~i BQph(in TiSp
nh(in va Till kSt qua; cae tien ich Ung d\U1geong nghe thOng tin mai duqe pMt
triSn nhu Cang hanh ehinh cong tinh D6ng Nai tren dien tho~~ Tang dill Djeh
vu eong 1022 chua pha biSn tai nguiJi dan.

- Ti Ie nguiJi diin phiin anh v~ viee IrShen giai quySt tM t\le hitnh ehinh ir
mire !rung binh (65.76%); loy ohien kenh phan anh, kiSn ngbj qua Tang dai
Dieh vu eong 1022 con it duqc nguiri dan biSt ta~kenh pMn anh pha biSn Iil
hoi trgc tiSp c6ng chUe giai quySt h6 sa thli tuc hanh ehinh.

b. Muc iii} hai long v€ gilli quylit thu /1jchanh chinh

- T~i ciip sir;
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+ Ti I? nguoi diin phili lien h? cO'quan h!mh chinh nhiSu han 01 I:1ndS
giai qnySt thll !\Ich!mhchinh con kha coo (68.84%).

+Mirc d(i hai long Cllanguoi diin d6i vai thai d(i ph\lc Y\l Cllacong chirc,
vi?c cong khai tM !\Ic hanh chinh; kSt qua giai quySt thil !\Ic hiinh chinh, va cO'
sa v~t chilt 1J)iB(i ph~ tiSp nh~n va tra kSt qua dfu d?t tren 90%; tuy nhien Sa
Xiiy d\II1gd?t mlrc hai long chua cao (79.2%) a tieu chi cong khai quy djnh vS
thll !\Ic h!mhchinh;

+Vi?c tiSp nh~ va xir IYphan iinh, kiSn nghj chi d?t mirc kha vai 85.4%
hai long, trong do mirc hai long thilp nhilta tieu chi cO'quan tich qrc xir IY phan
!mh, kifu nghj clla nguoi diin (83.77%);

+ viin con tinh tr?ng nguoi diin phiin iinh vS cong chlrc gay phiSn hi!,
nhiing nhi€u va doi phi, I? phi ngoili quy djnh (2.95% va 1.89%).

- T:)i cfrp huy?n:

+Mlrc d(i hili long Cllanguoi diin d6i vai thai d(i ph\lCY\l Cllacong chlrc,
vi?c cong khai thll !\Ic hanh chinh; kSt qua giai quySt tM !\Ic hiinh chinh, va CO'
sa v~t chilt 1J)iB(i ph~n tiSp nh~ va trii kSt qua dSu d?t mirc kha - !rung binh
86%. Tuy nhien dan vj huy?n Tiin Phil co mlrc hai long thilp nMt dum 80% a
cac tieu chi: CO'sa v~t chilt (67.61%); cong khai thil!\Ic hanh chinh 70.45%; thai
d(i ph\lc Y\l Clla cong chlrc 78.26% va kSt qua giai quySt thil !\lc h!mh chinh
79.7%).

+ Chi 84.88% ngum khao sat hai long vS vi?c tiSp nh~n va xir ly phiin
!mh, kiSn nghj, ~p !rung t?i tieu chi khong tich C\lCXlr ly phiin iinh kiSn nghj.
Trang do thilp nhilt 1J)ihuY?nVInh CIm, 61.22%.

+ viin con tinh tr?ng nguoi diin phiin iinh vS cong chlrc gay phiSn hii,
nhiing nhi€u va doi phi, I? phi ngoai quy djnh (2.4% va 3.6%); cM ySu ~p
trung t~icae xa.

IV. MOT s6 NHJ:E;MVV, GIAI pJIAp CAN TlIVC HJ:E;NTRONG
NAM2018

l. Nang cao hi?u qua giai quySt thii tl}c hiinh chinh va chat luvng
phl}CVI} ciia CO'quan hanh chinh nha mnrc

f)S niing cao hi?u qua giai quySt TTHC, tang S\f hai long Cllanguai dan,
trong thai gian ta~ Chii tjch Uy ban nhiin diin tinh dS nghj sa, ban ngiinh,
UBND cac huy?n, thj xii, thiinh ph6 va cac dan vi cfrp xa tren dja ban tinh th\fc
hi?n m(it s6 n(ii dung sau:
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a) Nghien Clm, ra soat, dS xu:h dan gian hoa cac tht't tvc hanh chinh thui.'>c

linh VIlCdan vj quan ly, rut ngiln hqp ly thai gian giill quyi\t tM tvc hilnh chinh;
c~p nh~t kip thai bi.'>tht't tvc hilnh chinh, thllc hi~n niem yi\t cong khai minh
b?ch, day du chinh xac thong tin tm nguOi dan, t6 chuc thllc hi~n giai quyi\t tht't
tvc hilnh chinh;

b) T6 chUc trii\n khai gi:ii phap cv thi\ nhfun nang cao han nfra tinh tru1n
tnlch nhi~m, thai di.'>trng xu ct'ta di.'>ingil cong chUc, nhat la cong chue ct'ta Bi.'>
ph~ tii\p nh~ va tra ki\t qua; tang cuang kY lu~t, kY cuang, thllC hi~n t6t Quy
tic trng xu va cac quy djnh nghS nghi~p; d~c bi~t la cong tac huang dfuJ h6 sa
giai quyi\t tht't tvc hilnh chinh cho nguai dan, kh:J.cphl,lc tinh tf?ng yeu cau
nguai dan di l?i nhiSu l!in di\ b6 sung h6 sa.

e) Tang cuang trng dl,lIlg cong ngh~ thong tin, day m?nh hi~u qua giai
quyi\t thil tvc hilnh chinh, cung dip cac ti~n ich h6 trQ"~e bi~t trong oong khai
thong tin, huang dful giai quyet tht't tvc hilnh chinh, tra CUlltinh tr?ng giai quyi\t
tM tvc hilnh chinh, va phan anh kii\n nghj.

d) Nghiem ruc va tich CIlCthllC hi~n, ph6i hqp trong eong tac tii\p nh~,
xu ly phan aM kii\n nghi ct'ta nguai dan, t6 chuc vS giai quyi\t tht't tvc hilnh
chinh;

<I) Day m?nh tuyen truySn t<UBi.'>ph~ tii\p nh~ va Tci ki\t qua, tren cac
phuang ti~n thong tin d?i chUng vS cac quy djnh mm, ti~n ich h6 trg nguai dan,
.t6 chuc trong giai quyi\t tht't tvc hanh chinh nhu tra Clm thil tvc hanh chinh, ki\t
qua giill quyi\t tht't tvc hanh chinh; phan aM kii\n nghi ...qua trng dVng C6ng
hanh chinh cong tinh D6ng Nai, djch V1J bUll chinh cong Ich tii\p nh~ hi.'>h6 sa
- tra ki\t qua giill quyi\t tht't tvc hanh chinh.

2. Nang cao chilt hrgng khiio s:i!

_Thai gian khao sat: T6 chuc khao sat thuang xuyen, xuyen su6t nam di\
cong tac ph6l hqp dugc thong su6t, hi~u qua han, d6ng thai kip thai n:J.mb:J.ty
kii\n ct'tanguai dan, t6 chuc va co phuang :in kh:J.cphvc;

_ Phuang phap: d:J.ym?nh trng dl,lIlgcong ngh~ thong tin, nang cao hi~u
qua t6ng hgp va nhan ri.'>ngquy mo nhu su dl,lIlgh~ th6ng may tinh bang, may
tinh dUQ"ec:J.uhinh bQ c~u hOi di\ diSu tra vien l5yy kii\n nguai dan, t6 chuc !?i
nha va !?i B(l ph~ Mi.'>tcira; xay d\IDgwebsite khao sat qua m?llg ho~c tren trng
dvng di~n tho?i; khao sat qua T6ngdai ...

_ Bi.'>can hoi thii\t ki\ co thi\. dugc ma r(lng d~c thn d6i vm tirng dja
phuang di\ co thi\ d:inh gi:\.,ki\t hqp tuyen truySn vS cac n(li dung cai cach hanh
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ehiOOdang tri€n khai tren dja ban tioo; d6ng thai n(li dung diu hOi ek r6 rang,
khoa hQed€ eli OOan,t6 ehUe, di€u tra vien hi€u va tr1ilai ehiOO""c.

"' ..'I;' -:r;

Ndi nhQ.n:
- Thuemg tn,rcTinh liy;
- Thu6ng tnrc IIDND tinh;
- Chli tjch, cac PM CM Qch UBND tinh;
- Cae So b:m nganh thuQc tinh;
- UBND cae huy~n,thi xa Long Khanh, Tp. Bien
Hoa;
- Baa Bang Na~Baa Lao dQng Bang Na~
- Chanh, PhO Van ph/lOg UBND tinh;
- Luu: VT, He, SoNQi Vl,l (03 ban).

lIT. COO T!CH
PHD CHU T!CH
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