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Chi sd hdi Idng vd phue vu hanh chi'nh phdn anh nhflng mdt mgnh vd han che trong cdi cdeh hanh ehinhcdng. 
Id CO sd de UBND cdc tinh, cdc sd, ban, nganh dua ra gidi phdp khac phue nhflng bgn chd ndng cao chat lugng 
cai each hanh chinh, gdp phdn ndng cao su tin nhidm cua nhdn ddn vd td ehuc vdi ca quan phue vu hanh chinh, 
tao mdi budng kinh doanh thudn Igi, nang cao ndng Iuc cgnh tranh cdp tinh vd xay dung chinh quydn sd, chi'nh 
quyen didn tfl tgi dia phuang. Trong phgm vi bai vidt, lac gia ban ve thue trang vd dd xudt mdt sd gidi phdp ndng 
cao chi sd hdi Idng phue vu hdnh chinh cfla tinh Lgng Son hidn nay. 

1. Mo flau 
Chuong tnnh tdng the cdi cdcb hanh chinh (CCHC) 

nha nude giai doan 2011 — 2020 Cbinh phfl xdc dinh 
mye tidu trgng tdm Id: nang cao chat lugng dich vu 
hanh cbinh cdng, bao dam su bai long cfla cd nhdn, td 
chflc ddi vdi sg phue vu cfla ca quan bdnh chinh nhd 
nude dgt muc tren 80% vdo nam 2020. CCHC dugc col 
Id chia khda quan trgng giup cdi thidn mdi tmdng kinh 
doanh va nang cao nang Igc cgnh tranh edp Unh, xdy 
dgng thdnh cdng chinh quyen dien tfl, thdnh phd 
thdng minh vd hudng tdi xdy dung thanh cdng chinb 
phfl didn lfl d Vidt Nam hidn nay. 

Chi sd do ludng su hdi Idng eua ngudi dan, td chflc 
phue vu cfla ca quan hdnh chinh nhd nude (SIPAS) 
nham ddnh gia khdch quan chat lugng cung ung dich 
vu hanh chinh cdng tai cac dia phuang. Thdng qua chi 
sd do ludng su hai Idng, co quan hdnh chinh nhd nude 
nam bat dugc ydu cdu, mong mudn eua ngudi ddn, td 
chflc de cd dugc nhflng bidn phdp cdi thien chdt 
lugng phue vu vd cung ung dich vu phgc vg hanh 
chinh gdp phan CCHC mdt each hidu qua. Do ludng 
su hai Idng dugc thuc hidn ddi eac tidu chi sau: tiep 
can dich vu hanh chinh cdng cfla co quan hanh chinh 
nha nude; TTHC; cdng chflc tare Udp giai quydt TTHC; 
kdt qua eung flng dich vu hanh chi'nh cdng; vide Udp 
nhan, giai quyet gdp y, phan dnh, kidn nghi (GYPAKN). 

Ddi vdi cdc tinh ndi chung va tinh Lgng Son ndi 
ridng ket qud khdo sat do ludng SIPAS phdn dnh 
nhflng mat mgnh va han chd trong CCHC cdng, trdn 
CO sd dd UBND tinh, cac sd, ban, nganh dua ra nhung 
gidi phdp khde phue nhflng mat ban chd nang cao 
chdt lugng CCHC, gop phdn ndng cao su Un nhidm 
Cfla nhdn dan va td chflc vdi ca quan phue vu hanh 
chinh tgi dia phuang. Ddng thdi, nang cao nang Iuc 
canh tranh tgo mdi tmdng kinh doanh thuan Igi va xdy 
dung chinh quydn sd, chinh quyen didn tu, hudng tdi 
xay dung thdnh phd thdng minh. 

2. Thû c trang Chi so hai long ve sir phue vu hanh 
chinh cua tinh Lang Son hien nay 

Nam 2018, chi sd SIPAS cfla Unh Lgng Son dgt 
75,7%, thdp ban 7,29% so vdi tmng binh cfla 63 tinb 
trong cd nude, xdp tbu hang 54/63 tinh vd thdnh phd 
true thuge tmng uang gidm 11,87% vd 42 bac so vdi 
nam 2017. Chi sd hdi Idng vd tidp cdn dich vu cua tinb 
Lang San dat 75,21%, thdp ban 7,78%, so vdi trung 
binb cfla 63 tinh trong cd nudc,xdp thfl hgng 44/63 tinh 
tbanb phd true thudc tmng uang. 

Chi sd hai long ve TTHC dgt 82,86%, thdp ban 
3,35% so vdi tmng binh cfla 63 tinh trong cd nude, xdp 
thfl hgng 47/63. Chi sd hdi Idng ve c6ng chflc dat 79,52, 
thap ban 5,58% so vdi tmng binh cfla 63 tinh trong ca 
nude, xep thfl hgng 54/63. Chi sd bdi Idng vd ket qud 
djch vu dgt 82,63%, thdp hon 5,5% so vdi tmng binh 
cfla 63 tinh trong cd nude, xdp thu hgng 53/63. Chi sd 
hdi Idng vd vide tidp nhgn, xfl ly y kidn GYKNPA dgt 
56,32% va thap ban 17,75% so vdi tmng binb cfla 63 
tinh trong ca nude, xdp thu hgng 57/63. 

Theo do, ly le hai long cfla ngudi dan va td chflc vdi 
sg phue vu hdnh chinh d cdc tidu chi: Tidp cdn djch vu 
hdnh chinh cdng cua ca quan hdnh chinb nha nude; 
TTHC; Cdng chflc tme tidp gidi quydt TTHC; Kdt qud 
cung flng djch vu hdnh chinh cdng; Vide gidi quydt, 
tid'p nhdn, xfl ly y kidn GYKNPA ddu gidm so vdi nam 
2017. 

Ty Id hai long gidm nhieu nhdt Id tidu chi tidp nhan 
y kidn GYKNPA, nam 2018 dat 56,32% giam 33,58% so 
vdi nam 2017. 

Thu hai la ty Id hai Idng cfla ngudi dan va td chflc 
ve kdt qua ndi chung nam 2018 dat 79,52% gidm 
14,18% so vdi nam 2017, 

Thu ba la tj' Id hai Idng cua ngudi dan va id chflc vd 
cdng chflc noi chung nam 2018 dat 82,86% gidm 7,64% 
sovdi ndm 2017. 
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Thfl tu la ty Id hai Idng cfla ngudi dan td chflc vd Didu nay cho thdy thdng Un dd'n vdi ngudi dan vd 
TTHCnam 2018 dgt 82,86% giam 6,86% so vdi nam caquanvaquy Uinh giai quydt TTHC cdn rdt ban chd. 
2017. Cdng tac tuydn tmydn Uidng Un qua cac phuang tidn 

J chflc thdng tin dgi chflng cflng nhu mgng Internet cdn rdt Thu nam Id ly Id bai long cfla ngucri dan, 
bong Uep can dich vu dat75,21% giam so vdi ndm 2017 
la5,9%. 

Nhu v^y, ty Id khSng bdi long cua nhan ddn vd td 
chflc vd Udp nhgn y kidn GYKNPA la cao nhdt, nam 
2018 la 4,95% tang2,95% so vdi nam 2017. Trong nam 
2018, ty Id khdng hai Idng cao ddi vdi cac Udu cbi: Co 
quan thdng bao ket qua xfl Iy GYPAKN kip thdi chidm 
6,59%; ngudi dan, td chflc thgc hidn GYPAKN dd dang 
chidm 5,49%; co quan Uep nhgn, xfl ly GYPAKN Uch 
cue chidm 4,4%; Co quan bd tri hinh thuc Udp nhan 
GYPAKN chidm 3,3%. 

Thfl hai la ty Id khdng hai Idng eua ngudi dan vd to 
ehuc ve cdng chflc ndi chung, nam 2018 la 2,38% tang 
1,38% so vdi nam 2017. Trong nam 2018, ty Id khdng 
bai long cao dd'i vdi Ueu cbi: C6ng chflc tudn thfl dflng 
quy dinh trong gidi quydt cdng viec chidm 3,15%; CSng 
chflc tra ldi gidi thich day dfl chiem 2,94%; Uifl ba Id 
cdng chflc chfl y lang nghe y kien va cdng ehuc hudng 
dan kd khai hd sa chu ddo, day dfl chidm 2,31%. 

Thfl ba Id ty le khdng hdi long cua ngudi ddn td 
chue vd TTHC nam 2018 la 2,06% tang 1,16% so vdi 
nam 2017. Trong dd nam 2018 ty Id khdng hdi Idng cao 
nhdt Id: thdi hgn giai quyet c6ng vide dung quy dinb la 
5,04%. 

Thfl tu la ty Id khdng hdi Idng cua ngudi ddn vd td 
cbuc ve kdt qud ndi chung nam 2018 la 2,38% tang 
1,08% so vdi nam 2017. Trong nam 2018, kdt qud gidi 
quyd't hd so dflng quy dinh ty le khSng hai ldng chiem 
2,94%, vd kdl qua cd thdng tin cbinh xac chiem 2,31%; 
Kdt qud cd Uidng Un day du la 1,89%. 

Thu nam la ly Id khong hai Idng cfla ngudi dan, td 
chflc trong Uep cdn djch vunam 2018 iai,26% tang 
0,84% so vdi nam 2017. Trong do, ly le khdng hai long 
cao ddi vdi lidu chi: trang thiet bj phue vu ngudi dan, 
td chflc hien dgi la 2,1%, Uifl hai Id trang thidt bj phue 
vu ngudi dan day dfl la 1,26%. 

Ty Id hdi long vd phue vu banh chinh cdng cua tinh 
Lgng San giam so vdi nam 2017 vd so vdi cdc Unh, 
thdnh phd true thudc tmng uang la do mgt sd nguydn 
nhdn sau: 

Mgt Id, kdnh thdng Un dd nhan dan bidt vd ca quan 
gidi quyet cdng vide vd quy trinh gidi quyet TTHC con 
ban chd: Kdnh thdng tin de biet ve co quan gidi quydt 
cdng vide chfl ydu Id tfl chinb quyen cdp xa (49.16%) 
vaKdnh thdng Un dd biet vd quy trinh TTHC chu yd'u la 

Uidp, vifc ngudi dan va to chflc khdng bidt ddn thdng 
tin ndn day hd Uianh Id hdng xdy ra hidn tugng can bd 
cdng cbuc gay phidn hd, sdcb nhidu, ggi y nop Uidm 
phi, Id phi. Do vay, mong dgi cua ngudi dan va td ehuc 
vd md rang cdc hinh Uiuc Uiong Un de ngudi ddn, td 
chflc biet den co quan noi nop bd sa vd nhan kdt qud 
gidi quydt TTHC mdt cdeh de dang, nhanh chdng Id 
eao nhat dat 64,92% vd mong dgi tang cudng nidm ydt 
cdng khai, minh bgch quy Uinh TTHC dat 24,16%. 

Hai Id, nang luc, thai dd Unh thdn bdch nhiem phue 
vu cua cdn bO, cdng chflc cdn chua ddp flng dugc 
mong dgi cfla ngudi ddn.Theo ddnh gid ty Id cdng 
chue gay phien hd, saeh nhieu la 4,41% tang 3,41% so 
vdi 2017. Cdng chflc ggi y ndp Udn ngodi phi/ le phi Id 
2,94%, lang 1,74% so vdi nam 2017. Nhu vay, thai dd 
phgc vu cfla can bd, cdng chue vdn chua dugc cdi 
thien triet dd, ly Id mong dgi cfla ngudi dan va td ehuc 
ve nang cao nang Igc giai quydt cdng vide cfla cdng 
chflc Id 10,5%; cdi thien Uidi do giao Udp cfla cdng 
chflc Id 5,88% va cdi thien Unh thdn phue vu cfla cdng 
chue Id 5,25%. 

Thfl ba, TTHC cdn rudm rd, phflc tap, thdi gian gidi 
quydt TTHC cdn chua phfl hgp, ngudi dan va td chflc 
phdi di Iai nhieu Idn mdi nhdn duae kdt qud. 

Bang 1. So Ian di lai de giai quyet cong viec 

1-2 lan 

3-4 lan 

5-7 laa 

Tren 7 tan 

Niim2018 

64,29% 

24,37% 

5,25% 

6.09% 

So vdi uam 2017 

Giam 16.41% 

Tang 8,97% 

Tang 3,35% 

Tang 3.99% 

Ngudn: Bo Noi \-u, Mat tran TQ Viet Nam. Hoi CCB Viet Nam (2019) 
Do vay, mong dgi cfla ngudi dan vd td ehuc vd don 

gidn hda TTHC Id 41,6%, rflt ngdn thdi gian giai quyet 
TTHC dat 46,22%. Mat khdc, vdn con ton tgi tinh trgng 
trd kdt qud trd hen ma khdng cd thdng bdo tre hen vd 
xin I6i vd viec tre hen theo dflng quy dinh. Kdt qua tre 
hen nam 2018 la 9,03% cao ban 4,23% so vdi nam 
2017; CO quan thdng bdo vd vide trd ben dgt: 27,91% 
thdp ban 6,69% so vdi nam 2017; ca quan xin ldi vi trd 
hen dat 13,95% thdp ban so vdi nam 2017 la 77,75%. 

3. IVlQt so giai phap nang cao ctii so hai long ve 
phue vu hanh chinh cua tinh Lang Son hien nay 

MSt la, UBND Unh lang Son can thgc bidn bidu qua 
ca chd mdt cua lidn thdng trong hoat ddng cai CCHC, 

can bd cdng chflc tgi noi nop hd sa (79.2%) vd Qua lay sy hai long cfla ngudi ddn Iam thudc do hidu qud 
nidm ydt cdng khai tai noi nop hd sa Id 18,28%, kenh p^uc vg bdnh chinh, tbanb tich cua cdc sd, ban, 
Uidng Un dd ngudi dan vd td chflc bidt qua thdng tin ngdnh, UBND cdc huydn, thj xa va thanh phd Lgng Son 
dgi chflng chi chidm 26,47% vd qua Intemet ve ca cung nhu thdnh tich vd thu nhdp tang them cua cdng 
quan giai quydt cdng vide la la rdt thdp 3,36 vd bidt vd chue trong toan Unh. Ngudi dflng ddu cde sd, ban, 
quy trinh TTHC Id 1,68%. ngdnh cdp Unh, UBND cdc huydn, thi xa, thdnh phd 
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can ddy manh CCTTHC xem day Id nhidm vg bong 
tam tao ndn khau ddt pha thao gd khd khan, rao can 
vd TTHC tgo mdi trudng thudn Igi cho hogt dgng cua 
ngudi dan vd doanh nghiep, la ehia khda dd ndng cao 
Chi sd nang lgc cgnh tranh thu but dau lu lang ngudn 
Iuc cho su phdt trien kinh te - xd hdi cfla tinh, rut ngan 
thdi gian xdy dgng thdnh cdng ehinh quydn didn tfl. 

Ddng thdi, cac sd, ban, nganh cap tinh, UBND cac 
huydn, thi xa, thdnh phd cung cdp ngudn luc de bd tri 
bd pban tiep nhdn vd trd kdt qud ddm bdo theo quy 
dinh, khoa hgc, trang bi co sd vdt chdt tien nghi va 
hidn dai, nidm ydt c6ng khai, minh bach TTHC tgi vi bi 
thudn lgi, khoa hoe de ngudi ddn dd tidp cdn, Um hieu 
vd cap nhat ddy dfl, kip thdi nhflng thay ddi trong quy 
trinh gidi quydt TTHC. Ddc bidt, can tang cudng iing 
dgng cdng nghd thdng Un trong cdng tdc tuydn tmyen 
vd thdng Un phgc vu hdnh chinh cua ca quan hanh 
chinh Udn dia ban Unh, dd ngudi ddn vd td chue dd 
ddng ndm bdt thSng tin lien quan den giai quyet TTHC. 

Hal la, nghidm tflc, thudng xuyen ra soat, de xuat 
dan gian hda TTHC boac de xuat bd sung loai giay Id 
can thidt vao bong quy dinh, tranh tinh trgng cdng 
chflc gay phidn hd, sdcb nhieu, tg y ddi bo sung them 
cdc giay td khdc ngodi quy djnh va cdng bd cdng khai 
trdn cac phuang Udn thdng tin dgi chflng, mgng 
Intemet,tgi co quan phue vu hdnh cbinh c6ng gdp 
phdn rut ngan thai gian trd kdt qua gidi quyet TTHC. 

Ba la, tang cudng tap hudn, bdi dudng nang cao 
Uinh dd chuydn mdn, nghidp vu mgt cua lidn thdng, 
quy djnh vd TTHC, ky nang giao tidp, dgo due c6ng vu 
cho dgi ngfl can bg, cdng cbuc, nang cao thai dg, 
nang Iuc trong giai quydt TTHC, hudng dan ngudi ddn 
dd hidu, dflng theo quy dinh cd thai dd tan Unh, chu 
ddo. 

Bd'n ia,phat buy vai trd, trach nhidm cua ngudi 
dflng ddu CO quan, id chue phue vu bdnh chinb cdng. 
Cdc CO quan,t6 chflc, dan vi pban cdng lanh dao ca 
quan, don vl true tiep phue trdch vd chiu trach nhidm 
ve hogt ddng cfla bd phdn mdt eua lidn thdng vd thai 
dd, tinh Ihdn, trdch nhiem vd nang Iuc gidi quyd't TTHC 
cfla cdn bd, cdng chue; nidm ydt cSng khai so didn 
thogi dudng ddy ndng cfla Phdng Kiem sodt TTHC — 
Van phdng UBND tinh, cfla lanb dgo ca quan, dan vi 
de de danh tidp nhdn phan dnh, kidn nghi cfla cac 
nhan va td chflc ve gidi quydt TTHC. Lanb dao cac 
cap, cde don vi cdn tang cudng thgc hidn cdng tdc 
thanh tra, kiem tra, kip thdi bidu duong, khen thudng 
tap Uie, ca nhan cd tbanb Uch bong CCTTHC, ddng 
thdi, thgc hidn nghidm vide cdng khai xin ldi td chflc, 
cd nhan khi gidi quydt TTHC sai sdl hogc qud han theo 
quy dinh, kidn quydt xu Iy nghidm dd'i vdi nhflng td 
chflc, cd nhan vi pham. 

Nam Id, UBND tinh cung dd nghi Uy ban Mat tran 
Td qudc Vidt Nam Unh, Hdi Cuu chie'n binh Viet Nam 
Unh chi dao cac td chflc doan thd ddy manh thdng tin 
tuyen tmyen vd giam sal viec thuc hien chfl truang, 

chinh sdcb quy ehe ddn chfl d ca sd, td chflc dd'i thogi 
UTJC Uep vdi nhdn ddn vd doanh nghidp phdt buy 
quyen ddn ehu ea sd dd khac phue nhflng tdn tai, han 
chd trong phue vu bdnh chinh cdng lfl cdn bd, cdng 
cbuc phue vu hanh chinh, cho dd'n ca quan phue vu 
hdnh chinb cdp xa, huyen, thi Iran, thdnh phd, cac sd, 
ban nganh...nham ndng cao chdt lugng phu vu hanh 
chinh cflng nhu nang cao cbi so bai Idng ve phue vg 
hanh chi'nh cdng trdn dia ban tinh. 

3. Ket Iuan 
Ket qua ddnh gid chi sd hdi long ciia ngudi ddn, td 

chue ddi vdi su phue vu cfla co quan hdnh chinb Nhd 
nude tgi Tinh Lgng San Id ca sd khdch quan de UBND 
Unh, cde cdp, ngdnh nganh, cdc dia phuang khdc 
phue nhflng mat cdn hgn chd trong CCHC c6ng, dong 
thdi ndm bdt dugc yeu cdu, mong mudn cfla ngudi 
dan, td ehuc de cd nhung bidn phap cai thidn chdt 
lugng phue vu vd cung flng dich vu phue vu TTHC 
nham ndng cao su bdi long cfla ngudi ddn vd td cbuc. 
De nang cao chi sd bdi Idng cfla ngudi dan, td cbuc 
ddi vdi su phue vu cfla co qucin hanh chinh Nha nude 
tgi tinh Lang Son UBND Unh, cdc cdp, cdc ngdnh, dia 
phuong can thgc bien dong bg cdc bien phdp trSn, 
sdm khac phue nhflng tdn tai, hgn chd hudng tdi thuc 
hien thdnh cdng nhflng nhidm vu cua Dd dn edi each 
TTHC tinb Lgng Son ddn nam 2020 vd nhidm vu Kd 
hoach 68/KH-UBND cdi cdcb bdnh chinh nha nude 
Lang San 2016 2020 da de ra: dat mue dp hdi Idng cfla 
ngudi ddn, doanh nghidp vd giai quydt TTHC dgt trdn 
80% vdo ndm 2020./, 
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