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Tdm tat: Cdng tie cai each hanh ehinh dUdc thanh phd Cin Thd xae dinh la mpt trong 
nhUng nhiem vu ehinh tri quan trong, la giai phap thQc day phat trien kinh te - xa hpi. Bai viit 
diim lai nhUng kit qua da dat dQdc trong nim 2019 trong ITnh vQc giai quyet thij tue hanh chinh 
tai thanh phd Can Thd va de xuit mpt sd giai phap nham nang cao hdn nQa sU hai Idng eua 
ngQdi dan, td chUc ddi vdi eae cd quan hanh chinh nha nude cua thanh phd trong thdi gian tdi. 

TUkhoa: Cil each thu tuc hinh ehinh; sU hai Idng eua ngUdi din, td chQc; thanh phd Can Thd. 
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-economie 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. 
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1. Quyet tam trong cong tac cdi each mUc dp hai Idng cua ngudi dan dd'i vdi sy 

thu tuc hanh chinh 
Hdng nam, thdnh phd Can ThP thyc hien 

do ludng mQc dp hai Idng cua ngQdi dan, to 
ChQc khi tiep xuc vdi cd quan hanh chfnh nha 
nUdc (Chf so hdi Idng) tren dia ban thdnh phd 
nham xdc djnh chd't lUpng cung cap dich vy 
hdnh chfnh cdng; ddnh gid tdc phong, l l Idi 
Idm viec cua dpi ngu can bp, cdng chQc 
(GBCC) tai Bd phdn tiep nhan va tra ket qua 
d l Idm ed sd dinh hQdng cdc gidi phdp cdi 
thien chd't lUdng, hieu qua gidi quylt thu tyc 
hdnh chfnh (TTHG) vd nang cao tinh than, 
trach nhiem thdi dp phye vu eua dpi ngu 
GBGCVC vd ngudi lao dgng tai cdc cd quan 
hdnh chfnh nha nUdc (GQHGNN) tren dja bdn 
thdnh phd. 

Ngdy 19/3/2018, UBND thdnh pho Can 
Thd da ban hanh Quyet djnh sd 703/QD-
UBND quy dinh v l do lUdng sy hdi Idng cua 
ngUdi dan, to ehUc dd'i vdi sU phye vy cua 
GQHGNN vd dPn vj sU nghiep cdng lap cua 
thanh phd. Nam 2019, thdnh pho dd tri ln 
khai 12.300 phieu dieu tra, khdo sat ddnh gid 

(') Sd Npi vy thanh pho Can Thd 

phye vu cua GQHGNN cdc cap cua thdnh 
phd. Ddi tupng tham gia dieu tra, khao sat la 
ngudi dan vd cd nhdn dgi dien cho to chdc dd 
true tiep giao dich TTHG, sQ dung dich vu eua 
GQHGNN vd dd nhan ki t qua tgi thdi diem 
khao sdt. Pham vi khao sdt dUdc thue hidn 
ddi vdi 17/20 cd quan chuyen mdn (ed'p sd) 
thudc UBND Thanh pho; Ban quan ly cac 
Khu che xuat vd Cong nghiep (trU Vdn phdng 
UBND thdnh pho do khdng cd TTHG, Ban 
Dan tgc vd Thanh tra thdnh phd do sd lUpng 
ho sd phdt sinh it); 09 UBND quan, huyen; 85 
UBND xd, phudng, thj tran. Ket qua cho thay, 
Ghi sd hdi long dat 87,33%, giam 1,40% so 
vdi ndm 2018. Kit qua nay tuy chUa dat muc 
tieu theo Quyet dinh sd 3362/QD-UBND ngdy 
29/12/2011 cua UBND thdnh phd Can ThO la 
"bdo dam sy hai Idng cua cd nhan, to chQc 
ddi vdi su phye vy cua cd quan hanh chinh 
nhd nude dgt mUc tren 90% vdo nam 2020", 
nhung da hodn thanh chi tieu theo Nghj quylt 
Sd 30C/NQ-CP ngay 08/11/2011 cua'chfnh 
phu ban hanh ChuOng trinh tong the cdi each 
hdnh chfnh nha nUdc giai doan 2011 - 2020 Id 
dat tu 80% trd len. 
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T9 Id tUPng quan giOa 3 cap dupc khdo sat cho tha'y, GhT sd 
hdi Idng cua ca'p sd dgt cao nhat vdi ty le dat 89,16%, cap xa 
dgt 88,14%, cap huyen dgt 84,66%. Chi so hdi Idng cua cap 
huyen gidm 3,71% so vdi ndm 2018, song chf so hai Idng cua 
cap sd vd ca'p xa deu tang, trong do ca'p sd tang cao nha't vdi ty 
le 0,23%. Nlu ndm 2018, cap huyen cd ty Id ddnh gid "Khdng 
hai Idng" vd "Rat khdng hai Idng" cao nhat, thi nam 2019, cap sd 
cd ty Id ddnh gid "Khdng hdi Idng" vd "Rat khdng hdi Idng" cao 
nhd't, vdi ty le 0,57% (Bleu do 1). 
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Bieu do 1. Ke't qui khao sat mdc dp hai long cua ngudi dan khi tiep xuc 
v6i cac cd quan cap so, cap huyen va cap xa cua thanh pho' Can Tho' 
nam 2019 

2. SU danh gia cCia ngUdi dan, to chtJfc ve viec thyc hien 
thu tuc hanh chinh 

Gd 97,29% ngUdi ddn tai thdnh phd Can ThP chpn hinh thUc 
nop ho sP va nhgn k i t qua tgi Bd phan t i lp nhan vd tra ki t qua 
cdc ed'p. Chf cd 0,96% ngUdi ddn chpn nop ho sd qua dieh vy 
cong tryc tuyen; ddc biet cd 0,57% y kien chpn hinh thUe thue 
ngudi thyc hien (dieh vy) (Bleu dd 2). 

Hinh tht>c ngp ho sa va nhgn ket qua 
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• Thufingi/tfilhuchifin • QLadfdivv:6nEtrvc tuyen Bieu do 2. Hinh thdo nop hS sa va nhan kd't qua TTHC d cac co quan cap 
sd, cip huydn va cap xa cQa thanh pti6 Cin Thd nam 2019. 

Nhu vgy, hinh thUc 
truyin thd'ng la nop trpe 
tiep tgi Bd phdn mpt cda 
vdn Id lua chpn cija da so 
ngudi ddn, mac du djCh vy 
cdng tryc tuyen cd rat 
nhieu tien fch so vdi nop 
tryc tiep. 

V l hinh thUc tlm hieu 
TTHC, ed 67,58% so ngUdi 
dupc hdi t i lp can, tim hilu 
thdng tin ve TTHG qua 
cdng chUc Bd phdn mpt 
eya; 21,22% y kiln chpn 
hinh thUc xem tryc tie'p 
thong tin niem yet tgi dPn 
vi gidi quyet TTHC. Sd 
ngudi tim hilu thdng tin ve 
TTHC qua mgng internet 
mdi chf cd 7,69%. TU dd 
cho thay mUc dd ngudi 
ddn, to chUc phy thudc 
vao cdng chUe Idm viec tai 
Bp phan mot cda de biet 
ve TTHG la rat Idn va viec 
nay diln ra d td't ca cdc 
cap, ddc biet Id cap xd. 
Viec phy thudc ndy la mdt 
trong nhDng nguyen nhdn 
gay ra tinh trgng nhung 
nhilu, phien hd trong qud 
trinh thyc hien TTHC. 

Ve sd lan di Igi de giai 
quye't cdng viec: co 93,67% 
so ngudi dUdc khdo sat 
cho rang phai di lai tU 01 
den 02 lan; 5,82% phdi di 
lai tu 03 den 04 lan; 
0,40% phdidi lai tU 05 d in 
06 lan vdO,11% phdi di Igi 
tu 7 lan trd len (Bleu dd 3). 
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Bieu do 3. So lan di l^i giai quyet cong vide lien quan dd'n TTHC 
cCia ngUdi dan, td chdc tai thanh phd Can Thd nam 2019 

Nhu vdy, ben egnh nhUng dPn vj, dja phUPng Idm td't 
viec giai quyet TTHG cho ngUdi ddn, to chUc thi van cdn 
nhQng ddn vi thUc hien chUa dung, chUa nghiem cdc 
quy dinh ve viee hudng ddn lap hd sd va hen trd k i t 
qua, de xdy ra trudng hpp t r i hen khiin cho ngudi dan, 
td chUe phai di lai nhilu lan. 

D I cung Ung cac djch vy hdnh chinh cdng cd chat 
lupng tdt, mang lai sy hai Idng cho ngudi ddn, to chdc 
thi viec hieu dUpc nhu cau, mong ddi cija ngudi ddn, to 
chUc doi vdi dich vy hanh chinh cdng cd vai trd quan 
trpng trong viec do lUdng mUc dp hai Idng cija ngUdi 
dan, to chdc. Ki t qua chf so hdi Idng nam 2019 cho 
thay, cd 56,06% so ngudi tham gia khao sdt mong muon 
cde GQHCN cCia thdnh phd tiep tyc ddn gian hda cdc 
TTHC theo hudng ngdy cdng ddn gian, d l hi lu, d l thyc 
hien. Tiep theo Id rut ngan thdi gian giai quyet TTHC 
(chiem 49,29% sd ngudi tham gia khao sdt). Ben egnh 
dd, ngudi dan, to chUc mong muon md rpng nhilu hinh 
thUc thdng tin de d i ddng tiep can dich vu hdnh chfnh 
cdng (chiem 44,31%). Nhu vay, yeu td TTHG dupc 
ngUdi dan, to chdc mong dpi cdi each nhieu hPn trong 
cdc chf sd dUde khao sdt. 

K i t qua Chi sd hdi long nam 2019 da phan anh 
dung thue trang cua edc cP quan, ddn vj vd ITnh vUc 
dUde lua chpn d l xem xet, danh gia. Day la can cU 
quan trpng de mdi cP quan, dPn vj dupc danh gid xem 
xet, nhin nhdn toan dien, dung mUc ve nhiJng mat da 
lam dupc, nhOng han che, yeu kem de xdc djnh cae van 
de trpng tam can phdi khde phye. Gde cP quan, ddn vi 
chUa dUdc danh gia cung ed th i tham khdo, rut kinh 

nghiem d l cai tien thUdng xuyen, 
lien tyc, khdng ngUng nang cao 
mdc dp hdi Idng cua ngUdi dan 
ddi vdi sy phye vu cua chfnh 
quyln cac cap, gdp phan phdt 
tri ln kinh te - xa hdi cCia thdnh 
phd Can ThP. 

Mat khde, qua ki t qua khao 
sdt giup cho cdc cP quan, dPn vj 
kip thdi d l ra edc giai phap d l 
tUng budc ndng cao chat lupng 
phye vy cua cdc cP quan hdnh 
chinh cdc cap, ddp dng nhu cau 
trong tdng ITnh vyc, dem lai sy hdi 
Idng ngay cang cao cho ngudi 
ddn, to chdc va doanh nghiep. 

Ben egnh nhilfng k i t qud dat 
dUde, cdng tac cai each TTHC 
cua thdnh pho Can Tho vdn cdn 
nhOng han c h i nhU: ITnh vyc dat 
dai t i lp tyc la diem "ndng" nhd't 
trong tat ca eae ITnh vye dupe 
khao sat, co trudng hpp phdi di 
Igi 20 lan mdi giai quye't xong 
cong viec. Day cung Id ITnh vUc 
CO sd ngudi trd Idi phdi di Igi tU 
03 lan trd len (cao nha't vdi ty le 
39,13%); vdn con tinh trgng 
ngudi dan phan anh v l tinh than, 
thdi do phuc vy cua cdng chdc 
(nhat Id cdng chUc cap huyen, 
cap xd) vd tinh trang cdng chUc 
gay phien ha, sdch nhieu trong 
qua trinh giai quyet cdng viec; 
mpt sd ddn vi chUa quan tam den 
chi sd hai Idng cua dPn vi minh, 
lien tyc trong nhilu nam d trong 
nhdm thap va cd danh gid ve tinh 
trang cdng chUc gay phien ha, 
sach nhieu cao; ty le ngudi ddn 

tim hieu ve TTHC qua mang cdn 
thap (chi dgt 7,69%), cung nhU 
viec lua chpn hlnh thUc nop ho 
so qua dich vu cdng true tuyln 
rat ft (0,96%). Ben canh do thue 
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trgng ngudi dan chUa sCf dung nhilu cdng 
nghd thdng tin trong gidi quylt cac TTHC ddi 
hdi cdc c l p chinh quyen phai tang cudng 
cdng tde tuyen truyin, van ddng ngUdi dan 
tim hilu va thyc hien giao djch qua mgng, 
nop ho sd tryc tuyen. 

3. Gidi phap tiep tuc nang cao Chi so 
hai long ci!ia thanh pho Can Thd trong 
thdi gian tdi 

Mpt la, ngUdi ddng dau cP quan, dPn vj 
can danh gid, phdn tich nguyen nhan cua 
nhOng han che; xdy dung, thue hien ke 
hogch hdnh ddng, giai phdp khde phuc de 
ndng cao chat lypng cung Ung djch vy hdnh 
chfnh cdng, chat lUdng phye vy ngudi dan, 
to chUc cija cac CQHCNN cilia thdnh pho. 
Chu trpng cac tieu ehf, npi dung ma ngudI 
ddn, to chUe ddnh gia chua cao thdng qua t^ 
Id: ngUdi dan, to chUc di Igi nhilu lan de giai 
quylt cdng viec; cdng chUc gay phieu ha, 
sdch nhilu; cdng chdc gdi y nop them t i ln 
ngoai phf/le phi; tra k i t qua t r i hen; cP quan 
khdng thdng bao, khdng xin l5i ngUdi dan, td 
chUe ve viec tre hen tra k i t qua; viec eP 
quan ti lp nhgn, xCf ly cac y k i ln gdp y, phan 
anh, kiln ngh| cua ngudi dan, to chUc... 
Dong thdi, can quan tam den ndi dung ma 
ngUdi dan, td chUc mong dpi nhU: md rdng 
cdc hinh thUe thdng tin t i lp can djch vy hanh 
chfnh cdng; dPn gian hda va rut ngan thdi 
gian giai quylt TTHC. 

Hal la, cae eP quan, don vi can thue hien 
nghiem Nghj dinh sd 61/2018/ND-GP ngay 
23/4/2018 cua Ghinh phu v l thUc hien cd 
che mpt cLfa, mdt CLfa lien thdng trong giai 
quyet TTHG; tap trung ho trd thUc hien 
TTHG ngay tU hd sd dau vdo, khdng de xay 
ra tinh trang phdi bo sung nhilu lan; xCf ly 
nghiem va cdng khai cdc trUdng hpp can bd, 
cdng chdc ddi hoi giay td sai quy djnh, 
nhung nhilu, tieu cyc, thdi dp giao tiep, Ung 
xi!f chua dung myc. Chap hdnh nghiem 
chinh va day du quy trinh giai quyet thu tuc 
da phe duyet; trudng hdp ho so t r i han phai 
thdng bdo xin loi khach hdng va hen lai ro 

rang thdi gian tra k i t qua lan sau theo dung 
quy djnh. 

Ba la, tap trung ngudn luc d l bd tri ndi 
lam viec cho Bd phdn mpt cCfa 6 mdt khu 
vyc rieng biet, rdng rai, thoang mat; dam 
bao tinh dong bd vd khoa hoc; trang bi day 
du cdc trang thiet bj can thiet cho cdng chUc. 

Bdn la, niem yet cdng khai, minh bach 
TTHG tgi vj tri thugn tien, khoa hpc de ngudi 
dan d l tiep can, tim hieu; cap nhat day du, 
kjp thdi nhUng thay doi cua TTHG khi cd 
quye't djnh cdng bo cua Ghu tich UBND 
thanh phd; tang cudng rd soat, kien nghj ddn 
gian hda nhUng TTHG rudm ra, phUc tap 
hodc bd sung cac loai giay td can thiet vac 
trong quy djnh, trdnh tlnh trang cdng chUe 
giai quylt tu y yeu cau bd sung cdc giay td 
khde ngoai quy djnh. 

Nam la, tang cudng tap huan, boi dudng 
cho dpi ngu CBCC phu trdch mdt eu'a d l 
nam vQng quy djnh ve TTHC, ky nang giao 
tiep de cung ca'p thdng tin, hudng dan TTHC 
cho ngUdi dan dung quy dinh vd chu dao; 
CBCC d Bp phan mpt cya phdi ludn lay 
khau hieu "4 xin" (xin chdo, xin Idi, xin cam 
Pn, xin phep) vd "4 ludn" (ludn mim cudi, 
ludn nhe nhdng, ludn lang nghe, ludn giup 
dd) lam phUdng chdm phye vu. 

Sau li thudng xuyen kiem tra, ddnh gid 
hogt dpng cua Bd phdn mpt cilra, viec thpc 
hien nhiem vy cua GBGC tgi Bd phan mot 
CLfa; khi co phan dnh cua ngUdi dan ve thai dp, 
tinh than trach nhiem cua CBCC can nghiem 
tuc ki lm diem hodc thay ddi vj tri cong tac. 

Bay la, tap trung thyc hien cdc kenh thdng 
tin t i lp nhan, xCf ly phan dnh, kien nghj cija 
ngudi dan mpt cdch hieu qua. Mdi cP quan 
d l u phai cd thCing thU gdp y ddt d vj tri trang 
trpng, thuan tien; cdng khai so dien thogi 
dudng day nong cua cP quan tiep nhdn phan 
anh, ki ln nghi ve TTHG, sd dien thogi cua 
Idnh dgo don vj; thUc hien viee tiep edng dan 
theo dung quy dinh cua phdp luat; lang nghe 
phan anh, kien nghi cua ngudi dan tU nhOng 
cupc tiep xuc ci!f tri./. 
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