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TOM TAT:

Hanh chinh cdog 13 hoat ddng thuc thi quyén hianh phdp, mang tinh chﬁ'l chép hanh va diéu
hanh ctia hé thdng cd quan nhi nu6c nhim  phuc vu nhén dan. duy tri su &n dinh va phét trién cda
X3 hoi. TU ndm 2015, Bd Noi vy phéi hop Uy ban Trung uong Matrdn 6 qudc Viét Nam va Hoi
Cuu chi&n binh Viét Nam trién khai Chi s hai long vé su phuc vy hanh chinh (SIPAS) trén pham
vica me6e. SIPAS mang d&n mét birc tranh tohn dién, chi 1iét v& chit lugng cung dng dich vu hinh
chinh cang v sy phuc vu cia cd quan hanh chinh nha nu6c dai vai ngudi ddn, 18 chic. Chinh
quyén dia phuong céc cip bude phii tap rung moi ngudn Iuc d€ nang cao sy hii l1ong vé sy phuc
vu hanh chinh trong giai doan 2011 - 2020. SIPAS gidp nhan rd tén tai va dinh hudng ci ti€n chat
lugng dich vu hanh chinh ciing mc d6 hai 1dng cha ngudi din, 1§ chite. T d6, ra quyét dinh khic
phuc cidc 10n tai dude phét hién vio cdc thing ddu nam 2019 va dinh hudng ning cao chi s§
SIPAS 2020 tai thi xa Di An, tinh Binh Dudng n6i riéng vi & 63 tinh, thanh phé tryc thudc Trung
udng noi chung,

T¥ khéa: Chi s& hai long vé sy phuc vy hanh chinh (SIPAS). cii c4ch hanh chinh, thi x3 Di

An, tinh Binh Dvong.

1. Pit vin dé

Hanh chinh cdng 13 hoat déng thyc thi quyén
hanh phip, mang tinh chat chap hinh va diéu hanh
clia hé théng ¢ quan nha nude nhiin phuc vu nhin
dan, duy 1) su 6n dinh va phétmén ciia xa hor. Tir
nim 2015, SIPAS do B Nai vu chi tri the hién
theo sif phan cong ctia Chinh phd, Thii teéng Chinh
phu vdi su tham gia gidm sdtcta Ban Thlfdng trife
Uy ban Trung wong Mat trin T3 qudc Viét Nam
vi Trunﬂ wong Hoi Cyu chién binh Viét Nam
nhim trién khai do luding, xdc dinh chi s6 hai long
clia ngudi dan. 18 chite d8i véi sy phuc vu clia cd
quan hanh chinh nha nude [7). K&t qud cdi cich
hanh chinh ctia UBND thj xa DT An do UBND tinh
Binh Dudng céng bo niam 2018 dat mic 77,12%
dirng hiaing 7/9 so vdi cac huyén, thi xi, thanh phé
thudc tnh Binh Duong. gidm 0,94% va tut 2 hang
so vdi nam 2017. S¢ hai long clia ngudi din doi
vai dich vy hanh chinh cng linh vyc dat dai, ding
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ky kinh doanh nim 2016 chi dat mic trung binh
[8]. Vi thé, do luing chi s& hai long cda cong din
Vit 18 chidc vé sif phuc vy hinh chinh nam 2019 tai
UBND thi xa DT An cn duge nghién cifu dé& nang
cao chi s8 SIPAS vao nam 2020.

2. P& tugng, khdch thé va phueng phip
nghién cdu

2.1. Péi nigng nghién citu: Sy hai long cia
cdng dan vi (8 chifc vé sy phyc vu hanh chinh vio
cdc thing ddu nim 2019 tai UBND thi xa Di An.
tinh Binh Duwong

2.2. Khdch the nghién citu: LA cdng dan vii 18
chife true (i€p giao dich cling nhu nhan k&t quZx thi
tuc hanh chinh 1ai B6 phin Tiép nhan va tri ket
qud cda UBND thi xa Di An, tinh Binh Duong.

2.3. Lutge khdo tai ligu 1t Npuyén Heru Hii vi
Lé Vin Hoa (2010) [S], Lé Dan (2011) [4]. Vi
Quynh (2017) |9]. Quyé1 dinh +5 2640/QD-BNV
(2017) nhiim xdc dinh ¢dic y&u & anh hudng dén s¢
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hai long cda ngudi dan, 18 chitc d8i vdi sy phuc vu
cda co quan hanh chinh nha nudc. Qua dé t3ng hop
v@i 22 tiéu chi vdi 5 y&u 18, gém: (1) Ti€p can dich
vu hanh chinh cdng cia cd quan hanh chinh nha
nudc: (2) Tha e hanh chinh; (3) Cong chife gidi
quyét cong viéc: (4) K& qud cung ting dich vu
hanh chinh cong: (5) Ti€p nhan, gidi quyét gop ¥.
phin anh, ki€n nghi (6].

2.4. Phuong phdp nghién citu: Bai viét sb
dung phuong phdp nghién cifu dinh tinh k&t hgp
nghién citu dinh lugng thye hién théng qua Bang
hdi chinh thitc duge (hi€t k€. Bai vi€t sit dung
phudng phip 14y miu phi xdc suit - thudn tién.
Thdi gran 14y mau tir ngdy 01/3/2019 dén ngay
31/3/2019. S& phi€u phdt ra 1a 280 phi€u, s&
phiu thu vé 280 phi€u. loai bé 7 phigu khong
hgp 1&. Miu hap 18 12 273 phi€u ding d€ phin
tich dit lidu sg cdp.

2.5. Cong cu nghién city: Dit liéu duge ma hoa,
lam sach, nhép liéu vao phin mém SPSS 20.0; sit

dung cong cu LAT (Lean Assessment Tool) (1] dé
d4nh gié wu tién cdc hAm y quédn tri. VGi cong thire
gid ri i (x) dé do Iuding sy hai ldng vé sy phuc vu
hanh chinh nhy sau:
I néux,<a
0néux;>b o)
.X,‘ v
2=
Trong do: x, 12 mic (hanh qud thyc 1€ dugc dinh
gid 12i 16 chitc; a 12 gid tri (5t nhdl; b 1A gid tr1 xdu
nhit.
T A )y
M xi00

m

Ha (X) =

1- néua<x <b

2)

Trong d6: m 12 & nhin 1 o, 1 s6 chi s6 thanh
qud c6 trong mé1 nhan t8j véi j= 1,2,3 .m;i= 1,2,3
..ny pa (%): gid tri thinh phdn m cia chi 5§ thinh
qu?l, thit 1 trong nhan & thd ).

3. K&t qui va dién gidi phin tich két qui
(Bing 1.2, Hinh 1)

BAng 1. Phan bd mau nghién cliu theo thugc tinh ngudi khdo sat

 Tiéuthckhdosst | Ténss | Phéntram(%) | Phén tram tich lay
16 chitc 3% 132 13.2
1.BGituong | Canhan 237 86,8 1000
“Téng cng - | 1000
- Duési 25 o 15 55 55
Tu25-34 w | 330 385
| Tussae 139 0.9 89.4
P 16 59 95.2 h
Ten60 13 48 100.0 3
7?‘6ng cdng 273 1000 |
Nem s | 542 542
3.Giitinh  NU ’ 125 | 458 1000
Téng cong 273 100,0 |
' " Tunghoccoss 16 59 | 59 I
t TTrunghoc phdthong 55 | 20,1 26,0
N : 7Tru7ng c#p, cao dang 49 | 17,9 440
‘ - Trinh do Paihoc 135 495 934
Téndaihoc - 18 66 1000
‘ | Téng ctng ) 273 100,0 \
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Tidu thic khao sat Tanss | Phan tram (%) | Phéin trém tich Iy
\ N6 trg/Lao dng tu do 68 249 29
Kinhdoanh 53 | 194 443
" Nghi huu 20 73 516
Sng’:?:: Cang nhan, lao dong trong doanh nghiép 78 286 80.2
Can bd, ¢dng chdc, vién chiic, Iyc luong vi trang 40 14.7 94.9
Khac 14 5.1 100.0
Téng cong 213 100,0
Phusng DiAn 49 179 179
Phudng An Binh 22 8.1 26,0
Phutng Tan Binh 43 158 418
Phuéng Tan Déng Higp 40 147 564
6.Noi | Phuéng Bong Hoa % 95 659
cutrd | phugng Binh An 27 9,9 75,8
Phugng Binh Thang 19 70 8238
Huyén, thi khac thugc tinh Binh Dudng 23 84 91,2
Tinh, thanh ph& khac 24 88 100,0
Tong cdng 273 100,0
Dang ky kinh doanh lién thong cap méa s6 thué 55 20,1 201
Cap Gidy phép xay dung 63 231 432
7. Linh Dét dai 57 20,9 641 -
vyc thyc | Hanh chinh-Tu phap 68 249 89,0
Pién " a0 dong, tién luang, chinh sach 17 6.2 952
Cécthituckhae 13 48 100,0
Téng chng 273 100,0
Neudn: Két qud xit I va 18ng hop nie diz liéu diéu tra 2019
BAng 2. K&t qud sit dung céng cu LAT do Iudng cdc bién clia thang do
Yéu t& Thang do ‘ Minimum M:mmum X ‘ LAT;7 -

TCOVA f 1 [ 5 397 ’ 07436
Tiép candichwu | TCDV2 1 5 399 0,7482
hanh chinhcong | ~nq, -
clia ¢o quan hanh TCoV3 1 5 397 0,7427
chinh nha nugc TCDV4 1 5 3.99 0.7463

Diém trung binh | 398 0,7452
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ﬁ Yéu t§ Thang do Minimum Maximum X, LAT #, %
TTHC1 1 5 3,96 0,7390
TTHC2 1 5 3,95 0,7363
Thi tuc hanh TTHC3 1 5 3,04 0,7353
chinh TTHCA 1 5 393 07326
TTHCS 1 5 3,93 0,7335
Diém trung binh 3,94 0,7353
CCMC1 1 5 3,87 0,7170
CCMC2 1 5 3,84 0,7097
Cong chilc tnic CCMC3 1 5 3,86 0,7143
18p gidi quyst CCMC4 1 5 383 0,7070
cong ks CCMCS 1 5 386 07152
CCMC6 1 5 3,83 0,7079
Diém trung binh 385 07118
KQbv1 1 5 4,00 0,7500
Kétqua cung ing | KQDV2 1 5 399 0,7482
djch vy hanh
chinh cbng KQDV3 1 5 402 0,7546
Diém trung binh 4,00 0,7509
GQKN1 1 5 3,84 0,7100
T nhan, gidi GQKN2 1 5 3,81 0,7025
quyétgopy. phan | GQKN3 1 5 3,89 0,7225
6ih Yo nght GQKN4 1 5 3,89 07225
Diém trung binh 3,86 0,7144
B1ém trung binh cong clia cac yéu id 393
| Két qua hai ldng vé su phuc vy hanh chinh vao cac thang déu nam 2019 tai UBND thi x& Di 07315
An tinh theo LAT '

K&t qud tinh 10dn thong qua cdng cy LAT dé 50
sénh gig tri di€m (rung binh cla cdc y&u 18, DIt ligu
dugc trinh bay tai Bang 2 cho thdy: Gi4 tri trung
binh LAT thap nhal 13 “Cong chife truc i€p gids
quyét cong viec™ dat 71.18%; k& dén Ja “Tiép
nhin, gidi quyét gép §. phan dnh, ki€n nghi” dat
71.44%; “Thi tyc hanh chinh™ da1 73,53%; “Ti€p
cén dich vu hanh chinh céng ciia co quan hanh
chinh nha nudc” dat 74,52% va “K€t qu cung ting
dich vu hanh chinh céng” dat 75,09% Cudi cing

Ngudn: K&t qud xit I vé 1dng hap 1 diz ligu ddu 1ra 2019

k&t qué hailong v& su phuc vu hanh chinh vio cédc
théng diu nam 2019 tai UBND thi xa Di An dat
73,15%.

4. Céc ham ¥ quén trj nh¥m nang cao chi s§
haitong vé sif phuc vy hanh chinb vao nam 2020
tai ﬁy ban nhin din thi xd Di An

4.1. Muc tiéu cdi thign

Nang cao sy hai 1ong cla cd nhin va 3 chic
vé su phuc vu ctia cd quan hinh chinh nha nugc
trong gidi quyé&t thii tuc hanh chinh tai UBND thi
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Hinh I: Biéu dé mgng nhén minh hoa céc yéu 16" Gnh hudng
dén kél qué hai Idng vé su phyc vu hénh chinh céc théng

chinh cho céng din va

ddu nam 2019 tai UBND thj xG Di An

: Ttep cénchch vy hanh(hmh

Cong (74,52%)
0.7
075

K&l qua hai long vé phuc vu
| hanh chinh tai UBND thi x3
OTAn (73,15%)

* Tiép nhan, gidi quyét gop y,
phan dnh, kién nghi
| (71,44%)

Két qua cung tng dich vy
hanh chinh ¢3ng {75,09%)

xd Di An dat mifc trén 90% vao ndm 2020, phan
s dat 95% vao nam 2025 [3).

4.2, Cdc ham § quan tri nhém néng cao chi sé’

hai long ciia cong din va (8 chite vé su phue vy
hanh chinh nam 2020 1gi l}y ban nhén dén thj xa
Di An, tinh Binh Diong

4.2.1. Héum § quedn trj déi voi cong chiic trie tiép
gidi quyét cong viée

Thiz nhat, xdy dung hoan chinh Dé an vi tri vige
Jam, cd cdu ngach cong chie, vién chife gin véi co
ciu lai, ning cao chat lugng, st dung hiéu qua
ngudn nhin lue tat UBND thj xa Di An.

Thit hai, xiy dyung stfa d5i. b3 sung Bé 4n 18 chire
B¢ phn Ti€p nhin vi rd kél qua trong eidi quyét
tha tuc hanh chinh theo ¢d ché mdt cifa, mt cira lién
thong hién dai.

Thut ba, kicn todn nhin su bd phan mot clra, bd
i céng chife ¢6 dd tiéu chudn trinh do, chuyén mon
nghiép vy, c6 pham chit. dao ddc a1, unh thin trich
nhiém cao.

Tiut e, xay dung k& hoach dao tao, bdi dudng
cho ddr ngil cdn bd. cong chide cda UBND thj xa Di
An vé chuyén mon nghiép vu. k¥ ning giao tiép.

Thiz ncom, niing cao vin héa 18 chite vdi mo hinh
“Chinh quyén thin thién cdia din, do din va vi din™
vit “Cong sd thin thién vi nhin dan phuc vu ™.

Thit siu. ¢6 ché€ d6. chinh sdch dai ngd thda
ding. chd dd hd trg. phu cip cho nhitg ngudi lAm
viéc tai bd phin mot cita.

Thit bav, tng cuding ki€m tra, gidm sat, theo ddl.
ditnh gid cdn b, cdng chic gidi quyét thii tye hanh
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Thi tuc hanh chinh
(73,53%)

Cong chirc tryc tiép gidt
quyét cang viéc (71,18%)

chie cda UBND thj x3 thong
qua bo phan m()’l clia.

Thit rim, trién Khai danh
gid mic dd hai long cia
ngudsi dan di vdi cdn bp,
cang chife trc 1iép. Pay Iy
thuGe do thi dua - khea
thudng hang nam. ning
luong trsde han cho can b§,
cdng chifc.

4.2.2. Ham ¥ qudin 1ri doi
vdi tiép nhan, gidi quyét gop
Y. phan dnh, kién nghi

Thit nhat, kién toan déi
ngii cda Ban Tiép cong din

| tai UBND thj xi DT An.

N Thit hai, UBND thi xi Di
An nén b6 trf Phong Tiép

cong din tar viuri thudn tén, dé& 1im thay, bio dim

cic didu kién vat chit can thiét,

Thit ba, da dang héa hinh thie (ép nhan gdp y
qua email, dién thoai, xdy dung muc ngud) din gip
§ v61 chinh quyén trén trang thong tin dién ,...

Thiz nr, ning cao vai trd rdch nhiém cha ngudi
ditng diu rong chi dao kip thdfi khi gidi quy€l nhitng
viin dé bife xtic cia nhin dén.

4.2.3. Hom Y qudin try di vdi thii tuc hanh chinh

Thit nhét, GEp e diy manh thye hién cii cich
thi tuc hanh chinh; Tép trung cdi cich thd we haoh
chinh trong néi bo cic cd quan, don vi. UBND cic
phudng v cdc thii we hanh chinh Jién thong gitia
cic cd quan, don vi.

Thit hai, ting cudng céng téc ki€m tra, ri s0dl,
ki€ém sod( thi te hinh chinh. Nghiém tdc thyc hién
viéc cdng khaj, minh bach thii tuc hanh chinh kip
thosi. ding quy dinh. Cong chitc thyc hién di chiéu
ban chinh, trinh lam dung bin sao cic gidy &

Thit ba. thyc hign nghiéin uic trach nhidm ngudi
diing du trong cdi cch thi e hinh chinh.

4.2.4. Ham ¥ qudn 1vi d67 voi 1iép can dich su
hanl chinh cong cria co quan hanh chink nha nitdc

Thnit nht, siip x&p, bisi tri. cdi tao phong lam viée,
phong chd, quay giao dich bd phiin mét cira khoa
hoc. hiu qud., tién Igi cho ciin b, cang chifc thuc thi
nhiém vu dige giao.

Thit hai, ra soit, du el kinh phi, bg sung l.ns:m
cong cu. dung cy can thiét phuc vy cong dan vaté
chife giao dich hinh chinh dim bio su day di, uén
nghi, hién dar.
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Tint ba, b8 sung trang thié1 bi cdng nghé thong
tin, thi€l bj dién tif. tin hoc ddp dng yéu ciu
nhiém vy hién dai héa nén hanh chinh, ddp dng
cdc yéu cdu cung cdp cdc dich vy cong mire dd 3,
mic 44 4.

Thit tu, xay ding S dd Jam viée Tru s Tiep dan
- Ti€p nhan ho so va trd k&€l qua va 1ap cdc bing chi
dan 1 ring, khu vuc 18y s6 thit ty, ndi ndp hd so 1ai
chic quiy, khu viic WC, thoat hi€m, tra ciu hd s6,
thd tyuc hinh chinh,

Thit néim, bd tri e lugng 1€ tan hd trg, hudng din
cong din v 18 chic thue hién thi e, vh si dung
ciic trang thiét bi tai bd phan mot cita khi ¢6 nhu chu

Thit sdu, wyén truyén, ning cao nhin thdc ngudi
sU dung.

4.2.5. Ham ¥ quén 1rj a1 vai k&t qué cung iing
dich vy hanh chinh cong

Thit nhat, xiy dung chi ti€t quy tinh thye hién
gifir quy&l thil tuc hanh chinh nhim dim bio k&t qud
diu ra dugc chinh xdc, ding thdn gian quy dinh.

Thit hai, xay dyng phudng thirc thdng bdo bd
sung hd s cho ngudsi dan qua dién thoar, email. Xiy
dyng hé thdng tin nhin ty dong két 08i phin mém
mét elra dién i d€ kip thisi théng bio k&t qua gidi
quy&t cho cong dan va 18 chic.

Thit ba, khdo st sy hai long cha cbng din va 18
chite khi tri két qua gid1 quy&L hé g qua hé theng
phin mém ddnh @4 sy hai long.

Thit e, chia sé dif liéu 1i€n db giai quyét ho sg

TAILIEU THAM KHAO:

trén website dé cong dan vi (d chite d& dang tra citu.
ki€m tra, gidm sat viéc gidi quy€t tha tuc hiunh chinh
clia cde cd quan nha nude.

4.2.6. Ham § quén try d61 vdi ndng cao chat higng
qud trinh cung cép dich vu hénh chink

Tiut nhdt, chuyén d8i Hé thdng quin ly chal
lugng theo TCVN 1SO 9001:2018 sang TCVN ISO
9001:2015 [3].

Thii hat, ich hop Hé thdng quén 1y chal ludng va
{tng dung cdng nghé thdng tin cung cap dich vu cdng
cip do 3, 4.

Thit ba, ip dung nguyén tac 5S trong hoat dong
cung ciip dich vu hanh chinh céng.

Thit ru, thue hign xa hdr héa dich vy cong.

5. K&t luan

Két qud hailong vé sit phuc vy hanh chinh vio
cdc thdng ddu nam 2019 tat thi x Di An, tinh Binh
Duang tinh theo LAT 12 céch ti€p cin khdc so v8i
phuong phap tinh cla D& 4n do ludng suf hii long
clia ngudh din, 18 chiic d8i véi sit phuc vu cla ca
quan hanh chinh nha nudc giai doan 2017-2020 [6].
Qua d6 cung cdp mdt hinh dnh méi nhim thic day
¢Ong cuc cdi cdch hanh chinh tai UBND thi xa Di
An ¢6 hiéu qui. Nang cao Chi sd SIPAS viio nim
2020 tai UBND thi xa DT An, tinh Binh Duong 1a
mét nhiém vu quan trong. Pay cing [ quan diém
cd badn va xuyén sudt d8i v6i chinh quyén tai thi
xd DI An néi riéng vi c¢d tinh Binh Duong néi
chung trong b6i cinh méi hién nay ®
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ABSTRACT:

Public admiration services are the execution and enforcement of laws of the executive
branches which exercise authority and hold responsibility for the governance of a territory in order
(0 maintain the social stability and development. Since 2015, the Ministry of Home Affairs
(MOHA), in cooperation with the Central Committee of Vietnamese Fatherland Front (VFF) and
the Association of Vietnam's Veterans (AVV), has implemented the measurement of the
Satsfaction Index of Public Administration Services (SIPAS) on the nationwide scale. The SIPAS
has brought a thorough and detailed understanding about the quality of public services of
governmenial offices. Local authorities have been assigned to increase this index throughout
2011-2020. The SIPAS has also helped local authorities identify issues and guidelines (o improve
their public services quality for the sake of people. This index has helped Di An Town, Binh Duong
Province in particular and local authorities of 63 cities and provinces in general to tackle issues
related 10 public services at the beginning of 2019 and have plans to increase the STPAS in 2020.
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