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'THANH PHO CAN THO
DAY MANH CAI CACH HANH CHINH,
NANG CAO SU HAI LONG CUR NGUU1 DAN, TO CHUC

NGUYEN TRUNG HAU (*)

Tom tét: Cong tac cai cach hanh chinh duoc thanh phé Can Tho xac dinh la mét trong
nhilng nhiém vy chinh trj quan trong, 14 gidi phap thic day phat trién kinh 1§ - xa héi. Bai viét
diém lai nhiing két qud da dat dudc trong ndm 2019 trong finh viic gidi quyét thd tuc hanh chinh
tai thanh phd Cédn Tho va dé xudt mét s6 gidi phdp nhdm ndng cao hon nda su hai long cia
ngudi dan, 16 chuc doi vdi cdc cd quan hanh chinh nha nuc cda thanh phé' trong thdi gian (6i.

Tir khéa: Cai cach this tyc hanh chinh; sy hai long cira nguoi dén, t8 chic; thanh phd Can Tha.

Abstract: Administrative reform is identified by Can Tho City as one of the important politi-
cal tasks and the key driving force for promoting socio-economic development. The paper
reviews the achievements in 2019 in terms of resolving administrative procedures in Can Tho
City and proposes a number of solutions to further improve the satisfaction of people and organ-

izations with State administrative agencies of the city in the upcoming time.
Keywords: Administrative reform; satisfaction of the people and organization; Can Tho City.
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1. Quyét tam trong cdng tac cai cach
tha tuc hanh chinh

Hang nam, thanh phd Can Thg thyc hién
do ludng muc dd hai long clia ngudi dan, 18
chuc khi tiép xic v6i cd quan hanh chinh nha
nudc (Chi s6 hai long) trén dia ban thanh phd
nh&m xac dinh chat lugng cung cdp dich vy
hanh chinh céng; danh gia tac phong, 1€ (8i
lam viéc cha dd1 ngd can bd, cobng chic
(CBCC) tai Bo phan ti€p nhan va tra két qué
dé 1am cd s& dinh hudng cé4c gidi phap cai
thién chat luong, hiéu qua gidi quyét thd tuc
hanh chinh (TTHC) va nang cao tinh than,
trach nhiém thai do phuc vu cia ddi ngo
CBCCVC va ngudi lao déng tai cac co quan
hanh chinh nha nudc (CQHCNN) trén dia ban
thanh phd.

Ngay 19/3/2018, UBND thanh phd Can
Tho da ban hanh Quyét dinh s 703/Qb-
UBND quy dinh vé do Iugng sy hai long cla
ngudi dan, t8 chuc déi vdi su phuc vy cta
CQHCNN va don vi su nghiép cong lap cha
thanh ph6. Nam 2019, thanh ph8 da trién
khai 12.300 phi&u diéu tra, khao sat danh gia
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muc dé hai ldng clia ngudi dan ddi vdi sy
phuc vu cla CQHCNN céc cdp chGa thanh
phd. Bai tugng tham gia diéu tra, khao sat la
ngudi dan va ca nhan dai dién cho 13 chic da
truc ti€p giao dich TTHC, st dung dich vu clia
CQHCNN va da nhan két qua tai thdi diém
khdo sat. Pham vi khdo sat dudc thyc hién
déi v6i 17/20 cd quan chuyén mén (cdp s8)
thudc UBND Thanh phd; Ban quan ly cac
Khu ché xudt va Cong nghiép (tris Van phong
UBND thanh ph& do khéng c6 TTHC, Ban
D'§1n toc va Thanh tra thanh phéd do s& lugng
hé sd phat sinh it); 09 UBND quan, huyén; 85
UBND xa, phugng, thi trén. K&t qué cho thy,
Cht 8 hai long dat 87,33%, giam 1,40% so
Vi nam 2018. K&t qua nay tuy chua dat myc
tieu theo Quyét dinh s5 3362/QD-UBND ngay
29/12/2011 cha UBND thanh phd Can Thd la
“blo da&m sy hai long cla ca nhan, 18 chic
d6i v8i sy phuc vu cla cd quan hanh chinh
nha nudc dat muc trén 90% vag nam 2020",
nhung da hoan thanh chi tiéu theo Nghj quy&t
s6 30c/NQ-CP ngay 08/11/2011 ¢da Chinh
phii ban hanh Chudng trinh t3ng thé cai cach
hanh chinh nha nudc giai doan 2011 - 2020 la
dat tU 80% tré I1&n.
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Ty 1é tusng quan gita 3 cdp dudc khdo sat cho thay, Chi s&
hai lbng clia c8p s6 dat cao nhat véi ty 1& dat 89,16%, cip x&
dal 88,14%, cdp huyén dat 84,66%. Chi s6 hai long cla cap
huyén gidm 3,71% so v6i ndm 2018, song chl s8 hai long cha
cap s8 va cdp xa déu tang, trong do cdp s8 tang cao nhat vai ty
16 0,23%. N&u ndm 2018, cdp huyén cé ty 1& danh gia “Khong
hailéng” va “Rét khdng hai long” cao nhat, thi nam 2019, cap s8
¢6 ty 1& danh gia “Khong hai l1ong” va “Rat khéng hai long” cao
nhat, vai ty 1é 0,57% (Biéu dé 1).
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Bidu dé 1. K&t qud khdo sat muc dé hai long cia ngudi dan khi iép xic
Vi cdc cd quan cdp s8, cép huyén va cdp xa cia thanh phé Cdn Tho
nam 2013

2. Sy danh gia cla ngudi dan, t8 chiic vé viée thyc hién
thi tuc hanh chinh

C6 97,29% ngudi dan tai thanh phd Can Tha chon hinh thuc
ndp hé so va nhan két qua tai B6 phan ti€p nhan va tra két qua
céc cdp. Chi c6 0,96% ngudi dan chon ndp hod sd qua dich vy
cong tryc tuyén; dic biét cé 0,57% y ki€n chon hinh thuc thué
ngudi thye hién (dich vu) (Biéu dé 2).
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B{e’u dg 2. Hinh thuc nép hé sd va nhan két qua TTHC & céc co quan cép
G, cdp huyén va cap xa cla thanh phd Can Thd nam 2019.

Nhu vay, hinh thic
truyén théng la ndp tryc
ti€p tai BO phan mot cla
van 1a Iua chon cla da s
ngudi dan, méc du dich vy
coéng truc tuyén cé rat
nhiéu tién ich so v8i ndp
truc tiép.

Vé hinh thuc tim hiéu
TTHC, ¢6 67,58% s8 ngudi
dudc hdi tiép can, tim higu
théng tin vé TTHC qua
cong chic Bo phan mat
clta; 21,22% y kién chon
hinh thuc xem tryc tiép
thang tin niém yét tai don
vi gidi quyét TTHC. S&
ngudi tim hiéu théng tin vé
TTHC gqua mang internet
mdi chi c6 7,69%. Tu do
cho thdy muic dd ngudi
dan, 18 chuc phuy thudc
vao cong chuc lam viéc tai
B0 phan mot clia @& bist
vé TTHC la rdt 16n va viéc
nay dién ra g tat ca cac
cép, dac biét la cdp xa.
Viéc phu thudc nay la mot
frong nhifng nguyén nhan
gay ra linh trang nhiing
nhiéu, phién ha trong qua
trinh thyc hién TTHC.

V& s6 lan di lai dé giai
quyét cdng viéc: ¢6 93,67%
s6 ngudl dugc khdo sat
cho réng phai di lai ty 01
dén 02 1an; 5,82% phai di
lai t& 03 dén 04 lan;
0,40% phai di lai ti 05 dén
06 1dn va 0,11% pha di Jai
W 7 14n trd 1&n (Bidu d6 3).
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Bigu d6 3. S6 1dn di lar g1d1 quyét cong viée lién quan dén TTHC
cla ngud! dan, 16 chuc tai thanh phd Can Tho nam 2019

Nhu vay, bén canh nhitng don vj, dia phuong lam tét
viéc gidi quy&t TTHC cho ngusi dan, 18 chuc thi van con
nhiing dan vi thuc hién chua dung, chua nghiém cac
quy dinh vé viéc hudng dan lap hé sd va hen trd két
qua, dé xay ra trudng hop 1ré hen khién cho ngudi dan,
té chuc phai di lai nhiéu 1an.

Dé cung Ung céc dich vy hanh chinh céng c6 chat
lugng t8t, mang 1ai sy hat 16ng cho ngudi dan, t6 chuc
thi viéc hiéu dugc nhu cdu, mong ddi ciia ngusi dan, t8
chuc d6i véi dich vu hanh chinh céng ¢é vai trd quan
trong trong viéc do ludng muic do hai long cha ngudi
dan, 6 chiic. K&t qua chi 8 hai long nam 2019 cho
thay. c6 56,06% s8 ngudi tham gia khao sat mong muén
cac CQHCN cla thanh phg tiép tuc don gian héa cac
TTHC theo huéng ngay cang don gidn, dé hiéu, dé thyc
hién. Tiép theo Ia rut ngén thai gian giai quyét TTHC
(chiém 49,29% s& ngudi tham gia khdo sat). Bén canh
d6, ngusi dan, t8 chic mong muén md réng nhiéu hinh
thirc théng tin d€ dé& dang tiép can dich vu hanh chinh
céng (chiém 44,31%). Nhu vay, yéu 6 TTHC dugc
ngudi dan, t6 chic mong dgi cai cach nhiéu hon trong
cac chi s8 dudc khao sat.

K&t qua Chf s hai Idbng nam 2019 da phan &nh
dung thyc trang cta cdc co quan, don vj va finh vyc
duoc lya chon dé xem xét, ddnh gia. Day 1a cin cu
quan trong dé méi co quan, don vi dugc danh gia xem
xé1, nhin nhan toan dién, ding mic vé nhiing mat da
Jam dudc, nhiing han ché, yéu kém dé xac dinh cac vén
dé trong tam can phai khic phuc. Céc cd quan, don vi
chua dudc danh gia ciing cé thé tham khao, rut kinh

nghiém dé cai tién thudng xuyén,
lién tyc, khéng ngling nang cao
mic do hai idng cia ngudi dan
dsi v6i sy phyc vy cia chinh
quyén cac cip, gop phan phat
trién kinh 1& - xa hoi cta thanh
phd Can Tho.

Mat khéc, qua két qua khao
sat gilp cho cac co quan, don vi
kip thoi dé ra cac gidi phap d8
tiing buéc nang cao chat lugng
phuyc vy clia cac ¢d quan hanh
chinh cac cdp, dap Ung nhu cdu
trong ting finh vifc, dem lai su hai
long ngay cang cao cho ngudi
dan, 18 chuc va doanh nghiép.

Bén canh nhiing két qua dat
dugc, céng tac cdi cach TTHC
cla thanh ph6 Can Tho van con
nhitng han ché& nhu: linh vyc dat
dai tiép tyc la diém “néng” nhat
trong t&t c& cac linh vyc dugc
khao sét, c6 trudng hgp phai di
lai 20 Jan mdi gidi quyét xong
cdng viéc. Day ciing 1a linh vyc
¢ $6 ngudi tra I8 phai di lai tr
03 1an trd 1&n (cao nhat vdi ty Ié&
39,13%); van con tinh trang
ngudi dan phan 4nh vé tinh than,
thai dé phuc vu clia cong chic
(nhdt 1a cdng chuc cip huyén,
cdp xa) va tinh trang cong chuc
gay phién ha, sach nhidu trong
qua trinh gidi quyét cong viéc;
moét 6 don vi chua quan tam dén
chi s8 hai lang cda don vi minh,
lién tyc trong nhigu nam & trong
nhém thap va co danh gia vé tinh
trang cév~\g chuc gay phién ha,
séch nhiéu cao; 1y 18 ngusi dan
tim' hiéu :/é TTHC qua mang con
th8p (ehf dat 7,69%), cing nhu
viéc lya chon hinh thic ngp hé
6 qua dich vy cong tryc tuyén
rat it (0,96%). Bén canh 4, thyc
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trang ngudi dan chua sif dyng nhiéu cang
nghé thang tin trong gidi quyét cac TTHC doi
hdi cac cdp chinh quyén phai tang cudng
c6ng tac tuyén truyén, van dong ngudi dan
tim hidu va thyc hién giao dich qua mang,
nop hé so tryc tuyén.

3. Giai phap ti€p tuc nang cao Chi s
hai léng cha thanh phé Cdn Tho trong
thgi gian t6i

MGt 14, ngudi ding ddu cd quan, don vj
cdn d4nh gia, phan tich nguyén nhan cla
nhitng han ché&; xay dung, thyc hién ké
hoach hanh déng, gidi phap khic phyc dé
nang cao chét lugng cung ung dich vu hanh
chinh ¢dng, chét lugng phuc vy ngudi dan,
1§ chic clia cdc CQHCNN clia thanh phé.
Chu trong céc tidu chi, ndi dung ma ngudi
dan, t8 chdc dénh gia chua cao thdng qua ty
16: ngudi dan, t8 chuc di lai nhiéu I4n dé giai
quyét cong viéc; cong chdc gay phiéu ha,
s&ch nhiéu; cong chic ggi y ndp thém tién
ngoai phiflé pht; tra k&t qua tr& hen; cd quan
khdng théng bao, khdng xin 18i ngusi dan, 8
chic vé vidc tré hen trd k&t qua; viéc co
quan ti€p nhan, x{ ly cac y kién gop y, phan
anh, kién nghy cha ngudi dan, t§ chic...
Péng thdi, can quan tam dén ndi dung ma
ngudi dan, 18 chic mong dgi nhu: md réng
cac hinh thic théng tin ti€p can dich vy hanh
chinh céng; don gian hoa va rut ngan thai
gian gidi quyé&t TTHC.

Hai la, cac co quan, don vj cdn thuc hién
nghiém Nghj dinh s& 61/2018/NB-CP ngay
23/4/2018 cha Chinh phl vé thyc hién co
ché mot clta, mot clra lién thdng trong gidi
quyét TTHC; tap trung hé tr¢ thuc hién
TTHC ngay tir hé so ddu vao, khéng dé xdy
ra finh trang phai b3 sung nhiéu lan; xd ly
nghiém va cong khai cac trudng hgp can bo,
cbng chic doi hdi gidy t8 sai quy dinh,
nhiing nhiéu, tiéu cyc, thai do giao ti€p, ung
XU chua dung myc. Chap hanh nghiém
chinh va dady di quy trinh gidi quyét thil tuc
da phé duyét; trudng hgp hé so tré han phai
thong bao xin 18i khach hang va hen lai rd

rang thdi gian tra két qua 1an sau theo ding
quy dinh.

Ba la, tap trung nguén lyc dé bd tri nai
lam viéc cho B6 phan mét clia 8 mot khu
vyc riéng biét, rong rai, thoang mat; dam
b&o tinh ddng bé va khoa hgc; trang bj ddy
dd cdc trang thit b can thiét cho cong chiic.

Bdn la, niém y&t cong khai, minh bach
TTHC tai vi tri thuan tién, khoa hoc d& ngudi
dan dé 1iép can, tim hiéu; cap nhat ddy do,
kip thai nhiing thay déi cda TTHC khi c6
quyét dinh céng bé clia Chl tich UBND
thanh phé; ting cudng ra soét, kién nghj dan
gidn hoéa nhiing TTHC rudm ra, phuc tap
ho#ic bé sung céc loai gidy 13 can thist vao
trong quy dinh, tranh tinh trang cong chic
g1&i quyét tu y y&u cau bd sung cac gidy td
khéc ngoai quy dinh.

Nam la, tang cudng tap huén, bdi dudng
cho ddi ngl CBCC phu trdch mét clia dé
ndm viing quy dinh v& TTHC, ky nang giao
ti€p dé cung cép théng tin, huéng dén TTHC
cho ngudi dan dung quy dinh va chu dao;
CBCC & Bo phan mét clla phai luén 1ay
khdu hiéu “4 xin" (xin chao, xin 16i, xin cam
on, xin phép) va “4 uén” (luon mim cudi,
ludn nhe nhang, luén lang nghe, ludn gitp
dd) lam phuong cham phuc vu.

Sau fa, thudng xuyén kiém tra, danh gia
hoat dong clia Bo phan mdt cla, viéc thuc
hién nhiém vy cla CBCC tai Bd phan mot
ciia; khi o phan &nh clia ngusi dan vé thai dd,
tinh than trach nhigm clia CBCC cén nghiém
tic kiém diém hoac thay d8i vj tri cong tac.

Bay Ia, tap trung thuc hién cac kénh théng
tin ti€p nhan, xd ly phan anh, ki€n nghi cia
ngusi dan mot cach hidu qua. Mbi co quan
déu phai cé thing thu gép y dat & vi trl trang
trong, thuan tién; céng khai s dién thoai
dudng day néng cGa co quan ti€p nhan phan
anh, ki€n nghj vé TTHC, s6 dién thoai clia
{anh dao don vj; thyc hién viéc ti€p cong dan
theo diing quy dinh cla phap luat; l4ng nghe
phan anh, kién nghj cha ngudi dan tu nhiing
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