UBND TINH KHANH HOA  CONG HOA XA HQI CHU NGHIA VIET NAM

SO NOI VU Péc lap - Tw do - Hanh phuc
S6: 443 /BC-SNV Khanh Hoa, ngay ;2 thang 03 ndm 2025
BAO CAO

Chi sb hai l1ong céc sé, nganh thugc UBND tinh, cac co’ quan nganh
doc, UBND cac huyén, thi xa, thanh pho, cac bénh vién da khoa, chuyén
khoa va phong kham da khoa khu vue trén dia ban tinh nam 2024

Trién khai Ké hoach khao sat, danh gia mic d6 hai long cua to chuc,
c4 nhan d6i v&i sy phuc vu ciia cac co quan hanh chinh nha nudc, cac don vi su
nghiép cong lap y té, gido duc va dao tao trén dia ban tinh Khanh Hoa nam 2024
phé duyét kém theo Quyét dinh s6 1711/QD-UBND ngay 01/7/2024 cua Uy ban
nhan dan tinh Khanh Hoa, S& Noi vu bao cdo két qua khao sat nhu sau:

Két cau bao céo gdm 14 phan, géom:
- Phan . Téng quan vé qué trinh trién khai khao sat, danh gia

- Phan I1. Chi s6 hai long khéi cac co quan S¢ va Ban Quan Iy Khu
kinh té Van Phong

- Phan I11. Chi s6 hai 1dng khéi Uy ban nhan dan cac huyén, thi x4, thanh phé
- Phan 1V. Chi s6 hai long Vin phong Ping ky dét dai tinh va cac chi nhanh
- Phan V. Chi s6 hai long khdi cac co quan Cong an

- Phan VI. Chi s6 hai 16ng co quan Bao hiém x4 hoi

- Phan V1. Chi s hai long khdi Hai quan

- Phan VIII. Chi s6 hai long linh vic Kho bac Nha nuéc

- Phan IX. Chi s hai 1ong cac co quan Thué

- Phan X. Chi s hai long Ngan hang Nha nuéc chi nhanh tinh Khanh Hoa

- Phan XI. Chi sb hai long cac Bénh vién da khoa, chuyén khoa, Trung tam
Y té cac huyén, thi x&, thanh phd

- Phan XII. Chi sb hai l1ong cac Phong kham da khoa khu vyc

- Phan XII1. Két qua khao sat mic d6 hai 1ong d6i véi cac dich vu cong
thiét yéu

- Phan XIV. Két luan va kién nghi, dé xuat

Chi tiét ting phan nhu sau:
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Phan I.
TONG QUAN VE QUA TRINH TRIEN KHAI KHAO SAT, PANH GIA

I. CAN CU PHAP LY

- Nghi quyét s6 76/NQ-CP ngay 15/7/2021 cua Chinh phu ban hanh
Chuong trinh tong thé cai cach hanh chinh nha nuée giai doan 2021 - 2030;

- Quyét dinh s6 2782/QDb-UBND ngay 25/10/2024 cua Uy ban nhan dan
tinh Khanh Hoa ban hanh Quy ché khao sat, danh gia mic do hai long cua to
chtrc, c4 nhan ddi vai su phuc vu cta co quan hanh chinh nha nudc va don vi su
nghiép cong lap trén dia ban tinh Khanh Hoa (thay thé Quyér dinh sé 2072/0P-
UBND ngay 12/8/2014 ciia Uy ban nhan dan tinh Khanh Hoa);

- Quyét dinh s6 4831/QD-UBND ngay 24/12/2021 ctua Uy ban nhan dan
tinh Khanh Hoa ban hanh Chuong trinh cai cach hanh chinh tinh Khanh Hoa
giai doan 2021 - 2030;

- Quyét dinh s6 3409/QD-UBND ngay 29/12/2023 cia Uy ban nhan dan
tinh Khanh Hoa ban hanh Ké& hoach cai cach hanh chinh tinh Khanh Hoa
nam 2024 (sau ddy ghi tat 1a Ké hogch CCHC tinh nam 2024);

- Ké hoach s 1650/KH-UBND ngay 16/02/2024 cua Uy ban nhan dan
tinh Khanh Hoa trién khai thuc hién Dé 4n 06 trén dia ban tinh Khanh Hoa nim
2024;

- Quyét dinh s6 1711/QD-UBND ngay 01/7/2024 cua Uy ban nhan dan
tinh Khanh Hoa phé duyét Ké hoach khao sat, danh gia mtic do hai long cua
t6 chirc, c4 nhan d6i véi sy phuc vu cia cic co quan hanh chinh nha nudc,
cac don vi su nghiép cong lap y té, gido duc va dao tao trén dia ban
tinh Khanh Hoa nam 2024 (sau ddy ghi tat 1a Ké hoach khdo sdt, danh gid mirc
do hai long nam 2024),

- Cac quyét dinh phé duyét phuong an diéu tra xa hoi hoc, mau phiéu va
du toan chi tiét thuc hién.

II. QUA TRINH TRIEN KHAI PIEU TRA XA HQI HQOC VA
TONG HQP, PHAN TiCH SO LIEU, VIET BAO CAO KET QUA

1. P6i twong, pham vi va phan cong thuc hién nim 2024

Can ctr Quy ché va Ké hoach dugc ban hanh, ddi tugng duoc khao sét,
danh gia mirc do hai long nam 2024 gom:
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- Céc S&, ban, nganh thuoc UBND tinh: 18 don vi'.

- UBND céc huyén, thi x&, thanh phé: 8 don vi®.

- UBND céc x4, phuong, thi trin: 128 don vi°,

- Van phong dang ky dat dai tinh va cac chi nhanh: 9 don vi.

- Céc co quan duogc to chuac va quan ly theo hé thdng doc cua cac Bo,
co quan ngang B§ dong trén dia ban tinh (cac co quan nganh doc cua
Trung wong) gom: Bao hiém XA& hoi tinh, Cong an tinh, Cuc Hai quan tinh,
Cuc Thué tinh, Kho bac Nha nuéc tinh, Ngan hang Nha nuéc chi nhanh tinh va
cac don vi truc thudc: 35 don vi.

- Linh vuc gido duc va dao tao: 80 don vi.
- Linh vuc y té (kham, chira bénh): 152 don vi.
- Dich vu cong thiét yéu: 27 dich vu.

Can cir Quyét dinh sé 1711/QD-UBND ngay 01/7/2024 cia UBND tinh
ban hanh Ké hoach khao sat, danh gia mirc d6 hai long nam 2024, viéc phan
cong trién khai nhu sau:

- S& Noi vu chiu trach nhiém khao sat, danh gia va xac dinh Chi s6 hai long
d6i véi 17 So va Ban Quan ly Khu kinh té Van Phong; 06 linh vuc nganh doc;
8 UBND cap huyén; Vin phong dang ky dat dai tinh va 8 chi nhanh; 10 bénh vién
da khoa, 05 bénh vién chuyén khoa va 9 phong kham da khoa khu vuc; 5 dich vu
cong thiét yéu nganh céng an va 2 dich vu cong thiét yéu nganh dién lyc.

- S& Gi4o duc va Dao tao tiép tuc thuc hién diém ddi véi 08 trudng hoc
thugc pham vi quan ly.

- UBND huyén, thi x&, thanh phd trién khai d6i voi 128 UBND cap x4,
128 tram y té x4, 72 truong hoc.

Nhu vay, s6 lugng ddu méi co quan, don vi phai thuc hién dénh gia, xac
dinh chi s6 hai 1ong trén pham vi toan tinh trong nam 2024 14 430 co quan, don
vi (ting 45 dau méi so voi nam 2023%), ddng thoi 16ng ghép khao sét hai 1ong
d6i vai 27 dich vu cong thiét yéu (trong d6, 20 dich vu cong do cac co quan, don
vi, dia phuong thudc dbi tuong khao sat, danh gia mirc do hai long nam 2024
thuc hién va 7 dich vu cong thudc tham quyén giai quyét caa Cong an xa va
nganh dién lyc).

! Khéng bao gdm Vin phong UBND tinh, Thanh tra tinh va Ban Dan toc

2 Khong bao gdbm UBND huyén Truong Sa

¥ Khong bao gdm céc x4, thi trén thusc huyén Truong Sa

* B sung Bénh vién Pa khoa Yersin Nha Trang va mé rong pham vi khao sat déi véi don vi sy nghiép giéo duc
(9 truong hoc/dia phuong)



4

2. Péi twong lay y kién, quy mé diéu tra xa hdi hoc
a) Déi twong lay y kién khao sat

Déi twong duogc lay y kién phuc vu khao sat, danh gia mirc do hai long 1a
cac t6 chirc, c& nhan c6 giao dich thu tuc, cdng viéc Véi co quan hanh chinh,
c6 str dung dich vu do don vi sy nghiép cong lap cung cap trong ky danh gia.

Theo ké hoach duoc phé duyét, S& Noi vu da c6 Cong van dé nghi céc
co quan nganh doc thudc pham vi khao sat caa S Noi vu cung cap danh sach
khach hang giao dich, d6i véi cac co quan con lai thi xuat dit liéu tir Trung tam
Dich vu hanh chinh céng truc tuyén tinh. Trén co s& dé, thuc hién chon mau
ngau nhién tir danh sach khach hang dugc cac co quan, don vi cung cap, phan bo
mau khao sat theo dia ban va linh vuc thu tuc dé bao dam tinh dai dién;
lap danh sach va tién hanh khao sat tai dia chi khach hang; b sung danh sach
khach hang du phong kip thoi dé viéc khao sat dam bao theo tién do. Ddi véi
cac bénh vién, phong kham da khoa thi thyc hién ldy y kién khach hang dang
st dung dich vu ngay tai co s kham chira bénh.

Pé bao dam théng nhat vé phuong phap, cach thic trién khai, S& Noi vu
da ban hanh van ban huéng dan cu thé cho S¢ Gido duc va Pao tao va UBND
cac huyen, thi x4, thanh phé.

b) Quy md mau diéu tra xa hoi hoc

Quy md mau khao sat phan bo theo Ké hoach khao sat, danh gia muc
d6 hai long nam 2024 cua UBND tinh 1a 29.000 phiéu. Sau khi di phic tra,
khao sat bo sung va loc sach céc phiéu khong dat yéu cau, két qua da thu vé
duoc 28.846 phiéu (trong d6, c6 15.357 phiéu khao sat cic co quan hanh chinh,
cung cap dich vy hanh chinh cong® va 13.489 phiéu khao sat cac don vi sy nghiép
cong lap y té, gido duc - xem Bang 1).

Bang 1. Quy md miu diéu tra nim 2024

Niam 2024
. o Khéch | Khach ) Niim
STT | Khoi co quan, don vi, dich vu hang hang | Téng | 5023
truc truc i
tiep tuyen
1 | Céc co quan So (18) 540 727 | 1.267| 1.063
2 | Linh vuc bao hiém x& hoi (8) 95 648 | 743 727
3 | Congan (9) - 990 990 762

® Bao gdm Vin phong ding ky dét dai tinh va cac chi nhanh




Nam 2024
‘. o Khéch | Khach ) Niim
STT| Khoi co quan, don vi, dich vu hang hang | Téng | 2003
truc truc SO
tieép tuyeén
4 | Hai quan (4) - 50 50 42
5 | Kho bac Nha nudc (8) - 450 450 448
6 | Ngan hang nha nudc (1) 30 - 30 26
7 | Linh vuc thué (5) 196 447 | 643 601
8 | UBND cap huyén (8) 734 638 | 1.372| 1.310
9 | Chinhanh VPPK dét dai (9) 510 192 702 509
1o | Bénhvien da khoa, chuyén khoa, 1| g, -| 1.810| 1.660
trung tam y té (15)
11 | Phong kham da khoa khu vuc (9) 719 - 719 720
12 | UBND cap x4 (128) 6.843| 1.317| 8.160| 8.160
13 | Tramy té cap x4 (128) 6.800 -| 6.800| 6.800
14 | Cac truong hoc (80) 4.160 -| 4.160| 1.160
15 | Dich vu cong thiét yéu - 950 | 950 -
Tong cong (430 don vi) 23.812 | 5.034 |28.846 | 23.988

3. Tiéu chi khao sat, danh gia va ban cau héi

Niam 2024, ban cau hoi khao sét tiép tuc duoc bo sung, diéu chinh cho
phU hop véi tinh hinh thuc té, dic biét 1a cac so va Ban Quan 1y Khu kinh té Van
Phong d tap trung tiép nhan ho so tai Trung tdm Phuc vy hanh chinh cong tinh.

Ddi voi cac co quan hanh chinh va don vi cung cap dich vu hanh chinh
cdng, danh gia trén 05 tiéu chi: Tiép can dich vu; Thu tuc hanh chinh; Sy phuc
vu cua cong chic, vién chic; Két qua giai quyét cong viéc; Tiép nhan, xu ly
thong tin phan hoi. Trong d6, ban cau hoi ap dung cho khach hang nop ho so
truc tuyén cia cac so, co quan nganh doc, Van phong dang ky dat dai, UBND
cap huyén va UBND cap x4 gom 25 cau hoi chinh (véi cac phuong an tra loi
duogc dé xuat sin) va 16 cau hoi phu (trong dé c6 7 cau hoi mé dé thu thap thdng
tin phi cau trc).

O nhém khach hang cua cac s& nop hd so truc tiép tai Trung tdm Phuc vu
hanh chinh céng, ban cau hoi gdm 30 cau hoi chinh va 27 cau hoi phu (trong d6
c6 11 cau hoi ma). Cac khach hang nop hd so tai Bo phan mét ctra cua céc co



quan nganh doc, Vin phong ding ky dat dai, UBND cap huyén va UBND cap
x4 tra 11 ban cau hoi gém 28 cau hoi chinh va 23 cau hoi phu (trong d6 c6 9 cau
hoi ma).

Mtrc do hai 10ng cia cac don vi su nghiép y té duge xac dinh trén céc tiéu
chi twong ty nam 2023, gom: Tiép can dich vy; Piéu kién tiép don va phuc vu;
Su phuc vu caa can bo, nhan vién y té; Két qua dich vu; Chi phi dich vu; Tiép
nhan va xt ly théng tin phan hdi. Ban cau hoi danh cho bénh vién va phong
kham gém 26 cau hoi chinh va 9 cau héi phu (trong d6 c6 5 cau hoi ma). Doi
véi tram y té cap x4, ban cau hoi gom 23 cau hoi chinh va 13 cau hoi phu (trong
d6 ¢o 5 cau hoi ma) dé phu hop vai thuc tién cung cap dich vu cong va doi tuong
thu hudng dich vu tai tram y té.

Ban cau hoi ap dung d6i véi truong hoc do S¢ Gido duc va Pao tao cha tri
trién khai gom c6 02 mau, 01 mau ap dung cho khéi trudng mau gido va mau
con lai dung cho céc truong tir tiéu hoc tré 18n. Cac tiéu chi duoc khao sat, danh
gia gom: Tiép can dich vu gido duc; Co s& vat chat, trang thiét bi; Moi truong
gido duc; Hoat dong gi4o duc; Két qua gio duc.

(Xem chi tiét tai Phu luc kém theo Bao céo)

4. Thang do va Chi s6 hai long (SIPS)

- CAc tiéu chi, tiéu chi thanh phan duoc danh gia bang Thang do Likert 5
mtc do, tir 1 dén 5, trong d6 mirc 1 twong Gtng voi mic danh gia thap nhat, muac
5 twong &g véi mirc danh gia cao nhat.

- Trén co sé muc do danh gia dat duoc, viéc xac dinh chi s6 hai long
thuc hién theo cong thurc sau:

SIPS = gx 100%

Trong d6:  SIPS: chi s hai long;
p: muc danh gia thuc té dat dugc (trung binh);
P: mutc danh gia cao nhat.
5. Qua trinh khio sat, thu thip y kién, nhip thong tin, tong hop,
phén tich, két xuat dir liéu va viét bio cao
Sau khi UBND tinh phé duyét Ké hoach, Sé Noi vu da ban hanh van ban
trién khai dén cac co quan cha tri khao sat, hudng dan thuc hién cac thi tuc vé
tai chinh, hoan thién mau phiéu khao sat cho timg nhom dbi twong, cac biéu mau
va ching tir phuc vu khao sat; cong tac giam sat va phic tra; cung céap, huéng
dan day du, chi tiét cho UBND céc huyén, thi x4, thanh phd.
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Tiép tuc hoan thién tai liéu nghiép vu hudng dan xi ly cac tinh hubng vé
viéc giao tiép, tng xtr véi khach hang; huéng dan tac nghiép céc biéu mau;
t6 chirc tap huén, quan triét cho cac nhdm khao sét vién cua cac don vi khao sat
doc 1ap nham bao dam thuc hién thdng nhat, thuan loi; bd tri s6 dién thoai
duong ddy néng dé kip thoi tiép nhan, phdi hop xtr Iy ngay cac vuéng mac
phat sinh trong qua trinh tién hanh khao sat. S& Noi vu ciing da dé nghi céc
co quan, don vi, dia phuong thong tin, tuyén truyén rong rdi vé cudc khao sat
trén Website va cac phuong tién thong tin dai ching nham tranh tha sy ung ho
ctia ngudi dan, td chic, doanh nghiép trong va ngoai tinh.

Theo pham vi dugc phan cong, tir thang 6 dén thang 12/2024, S& Noi vu,
S¢ Gido duc va Pao tao, UBND cé4c huyén, thi x4, thanh phé da cha dong
xay dung phuong 4an, t6 chuc trién khai song song viéc lay phiéu véi tong hop,
kiém tra, phlc tra va nhap dit liéu khao sat dé dam bao tién do deé ra.

S¢ Noi vu cing cac co quan chu tri da tién hanh phic tra 10% tong sb
lugng phiéu khao sat, yéu cau khao sat thay thé hoic loc bé cac phiéu qua phuc
tra khong dat yéu cau va trién khai nhap dit liéu vao cac phan mém chuyén dung
tir thang 11-12/2024. Trén co s dit lieu khao sat cac don vi gui vé, S& Noi vu
da chu tri loc va chuan héa dix liéu 28.846 phiéu khao sat ddi voi 430 co quan,
don vi. Sau d6 phan tich dit liéu, xuat két qua, thuc hién cac kiém dinh thong keé;
chuan hoa dé cuong va tai liéu huéng dan viét bao cao, dong goi va gui két qua
cho S& Gido duc va Dao tao, UBND cac huyén, thi x4, thanh phb dé viét bao céo
tong hop két qua va phé duyét, cong bé theo tham quyén duoc giao. Toan bo dix
licu két qua chi sb hai long déu duoc kiém dinh d6 tin cay thong ké véi muc y
nghia 5%, cho ra chi s6 Cronbach’s Alpha tir 0,7 - 0,95, dat yéu cau tin cay théng
ké & muc Tot va rat Tot.

Theo trach nhiém dugc UBND tinh phan cong, Béo cdo nay tong hop
chi sb hai long nim 2024 d6i véi c4c s6, cac co quan nganh doc, UBND céc
huyén, thi x4, thanh phd, cac bénh vién da khoa, chuyén khoa va phong kham
da khoa khu vuc. Chi s hai long ddi véi UBND cap x&, tram y té va cac
treong hoc do cac co quan dugc UBND tinh phéan cong chu tri chiu trach nhiém
tong hop, phé duyét va cdng b theo tham quyen.



Phan I1.
CHI SO HAI LONG KHOI CAC CO QUAN SO
VA BAN QUAN LY KHU KINH TE VAN PHONG

I. CHI SO HAI LONG CHUNG

S& Noi vu 92.83%

S& Gido duc va Dao tao 90.36%

S& Thong tin va Truyén thong 90.34%

S& Tai Chinh 90.25%

S¢ Xay dung 89.81%

S Nong nghiép va Phat trién nong thon 89.48%

S¢ Cong Thuong 88.40%

SOY té 88.40%

S¢ Lao dong - Thuong binh va Xa hoi 87.82%

S¢ Ké hoach va Pau tu 87.73%

87.27%

S& Tu phap

86.93%

S6 Ngoai vu

S¢ Du lich

86.46%

S& Vin hoa va Thé thao 86.44%

S6 Khoa hoc va Cong nghé¢ 85.82%

S6 Tai nguyén va Moi trudng 85.78%

S¢ Giao thong van tai 85.52%

BQL Khu kinh t& Van Phong 83.60%

§

80% 82% 84% 86% 88% 90% 92% 94%

Biéu dd 1. Chi s6 hai long cac Sé va Ban Quan Iy Khu kinh té VVan Phong
nam 2024

Nam 2024, chi sé hai 1ong chung cua cac S¢ va Ban Quan ly Khu kinh té
Van Phong (sau ddy goi chung la khoi So) dat 87,96%, ting 1,75% so Véi
két qua ndm 2023 va dat muyc tiéu theo Ké hoach Cai cach hanh chinh nim 2024
cuaa UBND tinh (murc d6 hai long trén 87%).

Két qua phan tich cho thay, trong 18 co quan dugc khao sat ¢ 11 co quan
dat muc tiéu nam 2024, trong d6 4 co quan c6 chi s6 hai 1ong trén 90% gém: So
Noi vy, So Gido duc va Pao tao, Sé Thong tin va Truyén théng va S Tai chinh
(tang 3 co quan so v&i nam 2023). Cac co quan con lai mac du chua dat muc
tiéu dé ra tuy nhién chi sé van duy tri muyc tiéu nam 2023 (trén 84%), trir Ban
Quan ly Khu Kinh té VVan Phong c6 chi sé hai 1ong chi dat 83,60%.



So véi két qua nam 2023, ¢6 13/18 co quan c6 chi s6 hai 1ong tang, chiém
ty 1& 72,22%. Trong d6, S& Xay dung cé muc ting cao nhat véi 7,37%, tiép theo
la S& Noi vu (tang 5,29%) va S¢ Gido duc va Pao tao (ting 5,07%). Trong s6 05
co quan ¢ chi s6 giam, Sé Tu phap 13 co quan c6 mac sut giam nhiéu nhat
(4,05%) tuy nhién day 13 co quan duy nhét ¢ chi s6 hai long dam bao muc tiéu
nam 2024 (dat 87,27%); cac co quan ¢ chi sé giam con lai gdm: S¢ Vin hoa va
Thé thao (giam 3,43%), So Ngoai vu (giam 2,15%), Ban Quan Iy Khu kinh té
Van Phong (giam 0,21%) va S¢ Giao thong van tai (giam 0,07%).

Bang 2. Chi s6 hai 1ong c4c Sé nim 2024 so véi nim 2023

Chi s hai long

STT Co quan Nim Nim Tang/Giam
2024 2023 nam 2024 so
véi nam 2023

1 | So No6ivu 92,83% 87,54% 5,29%
2 | So Giao duc va bao tao 90,36% 85,29% 5,07%
3 | So Thong tin va Truyén théng 90,34% 86,00% 4,35%
4 | S¢ Tai chinh 90,25% 88,33% 1,92%
5 | So Xay dung 89,81% 82,45% 7,37%
6 tSr%rI]\lﬁng nghiép va Phat trién ndng 89.48% | 86.17% 3.30%
7 | S¢ Cong Thuong 88,40% 86,94% 1,47%
8 |SoYté 88,40% 86,11% 2,29%
9 | S¢ Lao dong - Thuong binh va Xa hoi | 87,82% 85,37% 2,46%
10 | S& Ké hoach va Dau tu 87,73% | 84,68% 3,06%
11 | S¢ Tu phap 87,27% 91,33% -4,05%
12 | S& Ngoai vu 86,93% 89,09% -2,15%
13 | S¢ Du lich 86,46% 85,58% 0,88%
14 | S¢ Van hoa va Thé thao 86,44% 89,86% -3,43%
15 | S¢ Khoa hoc va Cong nghé 85,82% 84,36% 1,47%
16 | So Tai nguyén va Moi truong 85,78% 81,90% 3,88%
17 | So Giao thong van tai 85,52% 85,59% -0,07%
18 | Ban Quan ly Khu kinh té Van Phong 83,60% 83,81% -0,21%

Chi s6 hai l1ong chung 87,96% | 86,21% 1,75%

Trong 5 tiéu chi duoc danh gia, Tiép nhan, xt ly thdng tin phan hoi 14 tiéu
chi duy nhat c6 chi s6 thap hon so v&i nam 2023 (giam 3,49%) kéo theo chi s6
dat 86,29%, chua dam bao muc tiéu trén 87% dé ra. Tiéu chi Tiép can dich vu
mac du tang 1,95% tuy nhién chua dat muc tiéu ké hoach; cac tiéu chi Tha tuc
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hanh chinh, Sy phuc vu cua cong chic, vién chic va Két qua giai quyét cong
viéc déu ting va dat muc tiéu dé ra, vai chi sé twong tng lan luot 1a 87,24%,
89,46% va 91,16%.

TC
100%

90% g5 65%

TT
86.29%

HC

87.24%
—2023

=—2024

Biéu d6 2. Két qua 5 tiéu chi chi s hai long cia cac Sé
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

sonoive [ <2 52%
S¢ Théng tin va Truyén thong [N 90.67%
soTai chint | 0 00%
S6 Ké hoach va Dau tr - [N 88.14%
S&'Néng nghiép va Phat trién nong thon [N 87.09%
S¢ Lao dong - Thuong binh va Xa hoi [ G s6.71%
so Xay dung [ D s 54%
sov e [N s5.71%
So Cong Thuong [ NG s5.57%
o TuPhap [N 5:.61%
S Khoa hoc va COng ngh8 M 84.00%
S& Tai nguyén va Moi trudng sz 83 75%
S6 Ngoai vu 83.48%
S& Du lich 83.40%
S6 Van hoa va Thé thao 83.33%
S Giao thong van tai 82.95%
S& Gido duc va Pao tao 81.92%
BQL Khu kinh té Van Phong (e 80.80%

5% T771% T79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu @b 3. Két qua tiéu chi Tiép can dich vu cia cac Sé
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Nam 2024, chi s6 hai long chung vé Tiép can dich vu cua cac So dat
85,65%, ting 1,95% so v6i nam 2023 tuy nhién chi sé van thap hon 1,36% so
véi muc tiéu ké hoach nam 2024.

C6 5/18 co quan dat muc tiéu chi sb trén 87% tai tiéu chi nay (ty Ié
27,78%), trong d6 S& Noi vu va S¢ Thong tin va Truyén théng c6 chi sé cao
nhat va dat trén 90%, lan luot 93,92% va 90,67%. Mic du con 13 co quan chua
dat muc tiéu, tuy nhién diém dang ghi nhan 1a hau hét déu c6 chi sé cao hon nim
2023, chi ¢6 3 co quan co chi s6 thip hon 1a S& Tu phép (thdp hon 8,65%), SO
Vin hoa va Thé thao (thap hon 1,02%) va S Ngoai vu (thap hon 0,09%).

Qua tong hop két qua khao sat nam 2024, hon 50% khach hang cho biét
duoc tiép can thdng tin dich vu cdng tir 4 hinh thic tré 18n, tuy nhién sé luong
khach hang tiép can tir 1-2 hinh thac van [a chu yéu (chiém 35,97%). Qua cac
hinh thuc, ty 1& khach hang dénh gia thong tin duoc cung cip day du chiém hon
52,26%, trong khi d6 19,22% khach hang cho rang hau nhu khéng duoc tiép can
thong tin dich vy cong (co quan c6 s6 khach hang phan anh nhiéu nhu: S¢ Lao
dong - Thuong binh va Xa hoi, S Cong Thuong, So Ké hoach va Pau tu, So Du
lich,...).

Hinh thire tiép cin thong tin

06 hinh thic tré 1én

27.83%
01 - 02 hinh thire
35.97%
05 hinh thirc (
9.17%
04 hinh thire 03 hinh thirc
13.60% 13.44%

Viéc hd trg, giai dap vudng mac tiép tuc duoc 99,52% khach hang nhan
xét tir tam duoc dén rat hai long, chua dén 0,5% khach hang danh gia it khi giai
dap hoic giai dap so sai cho ca hai dich vu truc tuyén va truc tiép (nam & cac
So: Giao théng van tai, Ké hoach va Pau tu, Du lich, Tu phap, Khoa hoc va
Cong nghé). Mot sé khach hang tai S& Giao théng van tai, Ban Quan ly Khu
kinh té VVan Phong ciing cho biét cdng chuc khdng hoc rét it khi chii dong trao
ddi va cung cap thém céc thong tin khéc trong qué trinh tiép nhan hd so.
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Khong duoc gidi Giai dap thac mac
dap/Giai dap so
sai
0.48%

Tam duoc
5.86%

Rét 13 rang va day,
du/
Khoéng c6 thic
mac
47.62%

Kha tt
46.04%

Khi dén Trung tdm Phuc vu hanh chinh céng tinh, 100% khach hang déu
duoc nhan vién Trung tam hudng dan khu vuc, quy trinh tiép nhan ho so va tra
két qua. Trong d6, co dén 93,89% khach hang danh gia cac khu vuc duoc bo tri
khoa hoc, hop ly va chi ¢6 6,11% khach hang danh gia & muc tam dugc (da
phan 1a khach hang cia S¢ Giao thdng van tai). Tuong tu vé trang thiét bi, chi
c6 5,56% khach hang danh gia tam duoc va tap trung ¢ khach hang cua So Giao
thong van tai; 45,56% danh gia kha day du, dap ung nhu cau va 48,89% danh
gia day du, tién loi, chat luong tét.

Péi vai khach hang truc tuyén, phan Ion khach hang khéng gap nhiéu kho
khin khi thuc hién dich vu cong truc tuyén, chi khoang hon 1,38%
khach hang cam thay khé thuc hién va 7,58% danh gia tam duoc. SO V6i nim
2023, su 6n dinh, thdng suét cua hé théng cung cap dich vu cong truc tuyén tiép
tuc duoc cai thién (86,52% danh gia tot va kha tét, ting hon 7%) tuy nhién van
con 12,65% khach hang cho biét hé thong cung cép dich vu cong truc tuyén
thinh thoang cd su ¢ va 0,83% cho biét hé thong thudng xuyén bi nghén, khdng
thé truy cap.

2. Tha tuc hanh chinh

Chi s6 hai 1ong chung nam 2024 vé Thu tuc hanh chinh caa khéi S¢ dat
87,24%, tang 3,43% so véi nam 2023 — 12 muc ting chi s6 cao nhat trong 5 tiéu
chi thanh phan. Van con 6 co quan chwa dat muc tiéu ké hoach, gom: S¢ Tai
nguyén va Moi truong (83,14%), Ban Quan ly Khu kinh té Van Phong
(83,87%), S& Van hoa va Thé thao (84,23%), S& Khoa hoc va Cong nghé
(84,33%), St Giao thong van tai (85,76%) va S6 Ngoai vu (86,09%).
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S Nong nghiép va Phat trién néng thon
S& Tai chinh
S¢ Xay dung 89.33%
S& Giao duc va Pao tao

88.57%

88.04%

S¢ Cong Thuong
S& Thong tin va Truyén thong

S¢ Lao dong - Thuong binh va Xa hoi

S& Tu Phip
S6Y té 87.72%
S& Ké hoach va Piu tu _ 87.20%
S& Giao thong van tai _ 85.76%

S& Khoa hoc va Cong nghé

S¢ Van hoa va Thé thao 84.23%

BQL Khu kinh té Van Phong #0000 227 83.87%
SO Tai nguyén va Moi trudng  Siimiiiisiiiiiiiid 83.14%

75% T77% T79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu d6 4. Két qua tiéu chi Tha tuc hanh chinh cia cac Sé

Thong qua khao sat, hau hét khach hang cho biét noi dung thu tuc hanh
chinh duogc niém yét tai Trung tdm Phuc vu hanh chinh céng hoic Trang thdng tin
dién tir cia co quan day du, dé hiéu; chi c6 3 khach hang cho rang khéng thay noi
dung niém yét (2 khach hang cua S¢ Tu phap, 1 khach hang cia So Lao dong —
Thuong binh va X& hoi) va con 10 khach hang nhan thay viéc tra ciru con bat tién
(tap trung & So Ké hoach va Pau tu, So Lao dong - Thuong binh va X& hoi).

Niém yét thii tuc hanh chinh

Tam duoc
%

Khong thdy niém
yét/ C6 niém yét
nhung tra ctru con
bét tién
1.03%

Niém yét day du, r
rang, de tra cuu R
47 87% iém yetnkha day

da
47.31%
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Vé thanh phan hd so tha tuc hanh chinh, hau nhu khach hang danh gia
khong c6 gi phiic tap, hd so don gian, it gidy to hoac rat don gian, hop 1y; huéng
dan cua can b, cong chiic hau hét 1a thdng nhat véi noi dung thi tuc duoc quy
dinh, tuy nhién con 02 trudng hop khong déng y véi ndi dung ndy ¢ So Giao
thong van tai, So Ké hoach va Pau tu. Pang cha ¥ & nhdm khéach hang nop hd
so truc tuyén co truong hop khach hang phan anh thanh phan hé so con nhiéu
gidy to phic tap, khong thuc té (khach hang caa So Ké hoach va Pau tu, S Du
lich, S& Tu phap, S6 Khoa hoc va Cong nghg).

Vé biéu mau to khai, 99,13% khach hang danh gia khong phiic tap hosc
don gian, dé thyc hién. Tuy nhién, 9,08% khéch hang cho biét khong duoc tiép
nhan ho so ngay lan dau ma bj tra vé dé bé sung (giam 1,22% so véi nam 2023),
cha yéu 1a khach hang cac So: Ké hoach va Pau tu (31 khach hang), Lao dong -
Thuong binh va Xa hoi (18 khach hang), Ban Quan ly Khu kinh t& Van Phong
(12 khéch hang), S¢ Giao duc va Pao tao (8 khach hang).

Pa sd khach hang nhan thy trinh tu giai quyét hd so co ban dam bao
hoac ding quy dinh, quy trinh dugc cong khai, tuy nhién c6 1,34% (tuwong
duong 17 khach hang) cho biét con phat sinh budc ngodi quy trinh hoic chua
phu hop véi thuc té (nhiéu nhat 12 S¢ Giao thdng van tai - 7 khach hang, S¢ Lao
dong — Thuong binh va Xa hdi - 3 khach hang).

3. Su phuc vu ciia cong chire, vién chire

S& Gido dyc va Dao tao [ NG 94.52%
So Xiy dynz |G o2.55%
S6 Van hoava Thé thao [ 92.31%
S& Thong tin va Truyén thong [ 92.00%
soNoivu [ 91.82%
So Tai chinh [ 91.40%
So Dulich | 00.60%
S Nong nghiép va Phat trién nong thon [N 90.48%
sov i [ 89.94%
S¢ Cong Thuong [N 89.78%
S& Tai nguyén va Moi truomg [ 89.67%
So Tu Phap [ 88.94%
S Ké hoach va Pau tr [ 88.53%
S& Lao dong - Thuong binh va Xa hoi [ 87.58%
So Ngoai vu [N 67.13%
S& Khoa hoe va Cong nghé [ RGN s5.67%
S¢ Giao thong van tai [ NG s2.10%
BQL Khu kinh té Van Phong #2772z saraasaazzs 83.20%
75% 80% 85% 90% 95%

Biéu dd 5. Két qua tiéu chi Sw phuc vu cia cdng chirc, vién chikc cia cac Sé
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So véi nam 2023, c6 4/18 co quan trong khdi So ¢6 chi s6 hai 10ng nim
2024 vé Sy phuc vu cua can bg, cdng chac giam, gdm: S& Tu phap (giam
3,17%), S& Ngoai vu (giam 3,03%), Ban Quan ly Khu kinh té VVan Phong (giam
1,42%) va S¢ Giao thdng van tai (giam 0,95%). Trong cac co quan c6 chi SO
tang, S& Tai nguyén va Moi truong, S& Nong nghiép va Phat trién ndng thon co
mtc tang kha cao, 1an luot 14 5,81% va 5,08%.

So V&I muc tiéu dé ra, con 3 co quan c6 chi sé dudi 87% la Ban Quan ly
Khu kinh té Van Phong (83,20%), S& Giao thong van tai (84,10%), S& Khoa hoc
va Cong nghé (85,67%). S Giéo duc va Dao tao c6 chi sé hai 16ng cao nhét voi
94,52%, nam trong nhom 8/18 co quan c6 chi s6 Sy phuc vu caa cong chuc,
vién chuc trén 90%.

Trong qué trinh thuc hién dich vu cdng, 98,33% khach hang cho biét
khdng phai che doi 1au khi nop hd so truc tiép tai Trung tim Phuc vu hanh chinh
cdng cua tinh (tang 4,63% so véi nam 2023). Mot sd khach hang nhan xét cho
doi 1au khi thyc hién dich vu cong thudc tham quyén tiép nhan cua S¢ Giao
thong van tai (6 y kién); So Néng nghiép va Phat trién néng thon, S¢ Tai nguyén
va Moi truong, Sé Tu phap (mdi don vi ¢6 1y kién). Bén canh truong hop cho
doi do khach hang dén giao dich dong, van cd 3 y kién cho rang dén lugt nhung
cong chuc 1am viée riéng chua tiép nhan ngay (S¢ Giao théng van tai, So Tai
nguyén va Moi truong, Sé Tu phap).

Thoi gian cho doi khi nop Thoi gian cho dgi khi nop
ho so truec tieép ho so truc tuyén

= Phai cho doi rét = Trén 02 ngay

1au (0,56%) 0.56%  1.11% 1.24% _ 3.44% (1,24%)
' ‘ 10.56%

= Cho doi kha lau ’ = Trong vong 02

(1,11%) ‘ ngay (3,44%)
21.18%

Phai cho khong Trong vong 01
1au lam ngay (21,18%)
(10,56%)

= Cong chirc ti’ép = Khong qua 8
don tuong doi tiéng (23,93%)
nhanh (46,67%)

= Puoc don tiép = Gén nhu tiép
ngay (41,11%) nhén ngay

(50,21%)

Pa s6 khach hang nhan xét viéc tiép nhan hd so nhin chung 1a khach
quan, minh bach, cdng bang, khong cd van dé gi ban khoan. Tuy nhién, van con
2 khach hang phan anh c6 trudng hop khéng cong bang (So Tai nguyén va Mai
truong, S& Giao théng van tai). Ngoai ra, c6 2 y kién cho biét gap cong chuic dé
nhan hd so bén ngoai co quan (S& Giao thdng van tai, So Y té) va 5 y kién gap
truong hop cdng chac hudng dan lién hé véi dich vu ngoai hay ngudi quen dé
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lam tha tuc nhanh hon (S& Y té 2 truong hop; Ban Quan ly Khu kinh té Van
Phong, S& Cong Thuong, S& Giao thong van tai mdi so 1 truong hop)

Déi voi khach hang thuc hién dich vu cong truc tuyén, ty 1& khach hang
cho biét duoc co quan tiép nhan ho so trong vong 1 ngay 13 95,32% (ting 5,22%
S0 VGi nam 2023), trong vong 2 ngay 1a 3,44% va trén 2 ngay chiém 1,24%. Céac
co quan c6 khach hang chd doi dé duogc tiép nhan ho so dién tir nhiéu nhat 1 So
Lao dong — Thuong binh va Xa hoi (11 khach hang phan anh), S¢ Ké hoach va
Pau tu (9 khach hang); So Cong Thuong (4 khach hang). Piém chung cua hau
hét cac co quan nay 1a ngodi cung cap dich vu cong truc tuyén qua Trung tam
Dich vu hanh chinh céng truc tuyén tinh thi khach hang con c6 thé nop qua
Cong Dich vu cdng Quéc gia hoic hé théng cua Bo chuyén nganh.

Panh gia vé thai do giao tiép, tng xir: 95,17% khach hang nhan xét
cong chac mot cua khé tan tinh, lich su, hoa nha; 4,65% danh gia tam duoc, chi
c6 1 khach hang nhan thdy céng chitc mét cira con tho o, it tan tinh (S¢ Giao
thong van tai) va khong con ghi nhan phan anh kho chiu, bat lich su, ctra quyen.
Péi vai cac khach hang co tiép xtc vai cong chicc phong chuyén mdn, nghiép
vu thi hau hét khach hang hai 10ng va rat hai long vé thai do, giao tiép caa cong
chuc, riéng 1 truong hop phan anh céng chiac S¢ Giao thong van tai con kho
chiu, bat lich sy, ctra quyén. Phan tich két qua khao sat, mic d6 hai 1dng chung
vé giao tiép, tng xir d6i véi nhan vién tai Trung tdm Phuc vu hanh chinh cong
tinh (nhu bao V¢, tiép don, hudng dan,...) dat 87,25%.

Khi duoc hoi vé tinh hudng nhiing nhiéu, tiéu cyc trong qua trinh giai
quyét cong viéc, dai da sé khach hang tai cac so déu théng nhat khong gap
truong hop cong chic doi hoi phi boi dudng hay dich vu, tuy nhién c6 2 khach
hang cho biét cong chirc khong doi hoi nhung van nhan khi duoc boi dudng va 1
truong hop cong chie doi hoi bdi dudng hoic chi phi dich vu mai tiép nhan giai
quyét.

4. Két qua giai quyét cong viéc

Trong 5 tiéu chi thanh phan, Két qua giai quyét cong viéc la tiéu chi duy
nhat cua khdi S¢ 6 chi sb hai 1ong chung dat trén 90%, ting 2,78% so voi nim
2023. Hau hét cac co quan duoc khao sat déu dat muc tiéu nam 2024, trir So Tai
nguyén va Moi truong (chi sé dat 86,36%, thap hon muc tiéu ké hoach 0,65%).
Trong 17 co quan ¢ chi s6 hai 10ng trén 87% thi c6 dén 14 co quan co chi 6
dat muc tidu ndm 2025 (trén 90%), chiém ty 1 82,35%.



S6 Théng tin va Truyén thong
S No6i vu
S& Giao duc va Pao tao
So Ngoai vu
S6 Khoa hoc va Cong nghé
S¢ Xay dung
S¢ Tai chinh
S Nong nghiép va Phat trién néng thén
SoY té
S¢ Giao thong van tai
S¢ Cong Thuong
S¢ Lao dong - Thuong binh va Xa hoi
S6 Du lich
S Tu Phap
S Vin héa va Thé thao
S& K& hoach va Pau tu
BQL Khu kinh té Van Phong

S¢ Tai nguyén va Moi truong

82% 84% 86%
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87.20%
86.36%

88%

94.22%
94.17%

93.87%

93.04%
92.44%
92.43%
92.40%
92.08%
91.56%
91.11%

90.61%
90.29%
90.27%

90.09%

89.91%
88.87%

90% 92% 94% 96%

Biéu dd 6. Két qua tiéu chi Két qua giai quyét cong viéc caa cac Sé

Két qua tong hop phiéu khao sét cho thay, 98,33% khach hang nop hd so
truc tiép tai Trung tdm Phuc vu hanh chinh cdng cho biét khong phai cho doi 1au
khi 1am thu tuc. Céc khach hang cho doi 1au (trén 30 phat) cha yéu do cong
chuc tiép nhan dang giai quyét cho khach hang khac va tap trung & cac so ¢ sd
lugng hd so phét sinh 16n nhu: S¢ Giao théng van tai, S& Tu phap, S Nong

nghiép va Phat trién ndng thon.

Trong khi d6, cac ho so dién tir do khach hang nop truc tuyén qua mang
duoc tiép nhan trong vong 01 ngay chiém hon 95%, con lai 3,44% khach hang
cho biét dugc tiép nhan hoic tra lai bo sung trong vong 02 ngay va 1,24% phai
trén 02 ngay méi dugc xir Iy (5 khach hang cia S Ké hoach va Pau tu, 2 khach
hang cua So Lao dong — Thuong binh va Xa hoi, 1 khach hang cua S¢ Céng

Thuong, 01 khach hang cua So'Y té).
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Co 815% khach hang

tra 1oi phiéu khao sat cho biét sau
khi d3 nhan Giay tiép nhan hd so 224
va hc‘n tréﬁ két qua, co quan khong 087 . éﬁ‘%’hﬁ b6 sung
yéu cau bo sung thém lan nao nira;
14,39% phai bd sung 01 lan;
3,24% phai b6 sung 02 1an; va con
11 khach hang cho biét phai b
sung tir 03 lan tro 18n (gom Ban
Quan ly Khu kinh té Van Phong
va cac So: Du lich, Van hoa va
Thé thao, Y té, Ké hoach va Pau
tu, Nong nghiép va Phat trién nong thén). Khi duoc hoi “Viéc bé sung hé so 6
dwoc thuc hién tgi Trung tdam Phuc vu hanh chinh cong tinh khéng?”, c¢6 3
trrong hop khach hang tra loi “Khong” thugc cac So: Giao théng van tai, Tai
nguyén va Moi truong, Xay dung.

S6 14n bd sung ho so truéc khi
nhan dwgc két qua

= 01 14n (14,39%)

02 1an (3,24%)

= 03 14n tro 1én
(0,87%)

Vé két qua giai quyét thu tuc hanh chinh, khach hang cho biét nhan két
qua sém han chiém 18,35% (tang 3,75% so véi nam 2023), 80,93% nhan xét ho
so duoc giai quyét dang han va con 0,71% cho biét ho so giai quyét tré han. Boi
Vvéi cac truong hop hd so tré han, c6 3 khach hang cho biét khdng nhan duoc bat
ky thong tin gi tir co quan (déu la khach hang truc tuyén caa cac So: Cong
Thuong, Ké hoach va Pau tu, Tu phap).

5. Tiép nhén, xir ly thong tin phan hoi

Két qua phan tich dir liéu thu thap cho thay, tiéu chi Tiép nhan, xu ly
thong tin phan hdi 1a 1 trong 2 tiéu chi c6 chi s6 chua dat muc tiéu nam 2024,
chi sé hai 1ong chi dat 86,29%. C6 7/18 co quan dat muc tiéu nim 2024, trong
d6 S& Noi vu, S¢ Gido duc va Pao tao 14 2 co quan cb chi s trén 90%. O nhém
co quan chua dat muc ti€u, c6 5 co quan chua dat mac muc ti€u nam 2023
(84%), gdbm Ban Quan Iy Khu kinh té Van Phong va c4c Sé: Du lich, Van hoa
va Thé thao, Khoa hoc va Cong nghé, Giao thdng van tai.
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s | o

So Gido duc va Pao tao [ 92.67%
So Tai chinh [ 85.93%

@]

S¢ Xay dung

S& Nong nghiép va Phat trién néng thén 87.86%

S¢ Cong Thuong 87.39%

SoY té 87.07%
S6 Théng tin va Truyén thong

S¢ Lao dong - Thuong binh va Xa hoi 86.49%

S6 Tai nguyén va Moi truong _ 85.97%

S& K& hoach va Piu tu 85.93%

So Ngoai vu

S& Tu Phap 84.81%

S6 Giao thong van (i Fiersmiimiiriisiriiiiiiss 83.68%

BQL Khu kinh té Van Phong 82.93%
S& Khoa hoc va Cong nghé 82.67%
S& Vin héa va Thé thao 82.39%

S& Du lich 80.93%

5% T771% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu d6 7. Két qua tiéu chi Tiép nhan, xix ly thong tin phan hdi caa cac Sé

Pa s6 khach hang danh gid cic co quan c6 b tri cac hinh thuc tiép nhan phan
anh, kién nghi (s6 dién thoai, dia chi thu dién tir, website,...) dé gui phan anh,
kién nghi; chi co 1,42% (twong duong 18 khach hang) phan anh chua thay théng
tin dé giri phan &nh, kién nghi. Khanh hang ciing danh gia cac hinh thac phan
anh, kién nghi cua cac co quan d& thuc hién, tuy nhién con 3 khach hang cho
rang kho hoic rat kho thuc hién (So Tai nguyén va Méi truong, S¢ Giao thong
van tai, So Tu phap).

Két qua khao sat ghi nhan chi c6 2,45% khéach hang tirng giri phan anh,
kién nghi dén cac so trong nam 2024 (ty |é gan twong duong nam 2023); trong
d6: 22 y kién cho biét cac co quan tra loi ddy da noi dung, nhanh chéng; 6
kién nhan xét tra loi twong d6i day du, kip thoi; 2 ¥ kién danh gia tam duoc (SO
Cong Thuong, S& Du lich) va 1y kién cho biét chua nhan duoc cau tra 15i (S6
Ké hoach va Pau tu).
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Con lai, 97,55% khéach hang
khong c6 phan anh, kién nghi thi
dén 98,37% cho biét co quan L35
hanh chinh lam rét tét, chua c6
van dé& hoic phat sinh nhu cau
phan anh, kién nghi; c6 17 khach
hang con ngai phan anh, kién nghi
vi nhiéu phién ha; 2 khach hang da
ting kién nghi nhung khéng dugc
tra loi (So Du lich, So Ké hoach = Néu phan anh, kién
va Pau tu) va 1 khach hang cho I(;gllélslfn?é %ﬂfm
ring s& bi gay kho d& néu phan trd 161 (0.24%)
anh, kién nghi (So Du lich).

I11. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Két qua khao sat nam 2024 cho thay ty & khach hang danh gia hai long va
rat hai long d6i véi su phuc vu cua cac S¢ khong co nhiéu su thay doi so voi
nam 2023, chiém 95,08%; trong khi d6 4,6% khéach hang danh gia tam duoc, 1
khach hang danh gia khong hai 1ong (S Du lich) va 3 khach hang rat khong hai
Iong (S¢ Giao thong van tai, S¢ Tai chinh, S¢ Tu phap). Trong d6, nhom khach
hang thuc hién dich vu cdng theo hinh thac truc tuyén cé mac danh gia rat hai
1ong cao hon so vai hinh thac truc tiép, tuy nhién mic do chéch léch khong
nhiéu, chi hon 0,72%.

Khach hang chwa guwi phan anh,
kién nghij vi:
= Lam rét t6t, chua c6

vén d& can kién nghi
(42,37%)

0.24

. Qhua phét sinh nhu
cau kién nghi
(56,0%)

Con ngai vi nhiéu
phién ha (1,39%)

D4nh gia chung Rat khong hai long

Tam duoc 0.24%
4.60% Khdng hai long
DU 0.08%

Rét hai long
39.16%

Hai long
55.92%

Két qua khao sat ndm 2024 cho thay mong doi cua nguoi dan déi vai khoi
S& trong viéc cai thién chat luong phuc vu trén 10 ndi dung quan trong lién quan
dén viéc cung ung dich vu hanh chinh cong khéng c6 sy chénh léch 16n. 10 noi
dung nhan duoc mirc 6 mong mudn cai thién cua nguoi dan nam trong khoang
tir 55,76% - 61,07%; trong do, 03 noi dung ma nguoi dan, doanh nghiép mong
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muébn chinh quyén cai thién nhiéu nhét 1a “Tang cuong cac kénh thdng tin ho
tro, gidi ddp truc tuyén kip thoi cho nguoi dan, doanh nghiép”; “Tdng cuong
trach nhiém gidi trinh ciia co quan, cdn bé, cong chirc, vién chice doi Vi nguoi
dan” va “Nang cao chdt lirong tiép nhdn, gidi quyét y kién gop y, phdn anh, kién

nghi ciia ngwoi dan” (lan luot 1a 61,07%, 59,92 % va 59,81%).

Bang 3. Mirc d0 mong doi ciia khach hang d6i véi cac Sé nam 2024

Mirc do mong doi

Noi dung cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cap thong 56,00%
tin cho nguoi dan
2. Tang cuong co s& vat chat, trang thiét bi phuc vu giai 55,76%
quyet cong Vviéc cho nguoi dan
3. Nang cap ha tang, hé thong phan mém dam bao on dinh, 59,37%
thong suot
4. Thu;b’ng xuyén ra soat, dO‘n gian héa tha tuc hanh chinh, 59,16%
rat ngan thoi gian giai quyét
5. Néng cao nang luc cua can bg, cdng chirc, vién chuc trong 58,07%
giai quyet tha tuc, cong viéc cho nguoi dan
6. Nang cao tinh’thén, thai do phuc vu cua can bg, cong 58,24%
chuc, vién chuc doi voi nguoi dan
7. Tang cudng ng dung cdng nghé thong tin, chuyén doi s 58,55%
trong giai quyét cong viéc cho nguoi dan
8. Tang cuong cac kénh thong tin hd tro, giai dap truc tuyén kip 61,07%
thoi cho nguoi dan, doanh nghiép
9. Nang cao chat lugng tiép nhan, giai quyét y kien gop , 59,81%
phan anh, kién nghi ctia nguoi dan
10. Tang cuong trach nhiém giai trinh cua co quan, can bo, 59,92%

cong chirc, vién chirc d6i véi nguoi dan
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Phan I11.

CHI SO HAI LONG KHOI UY BAN NHAN DAN
CAC HUYEN, THI XA, THANH PHO

I. CHI SO HAI LONG CHUNG

UBND huyén Khanh Vinh 93.87%

UBND huyén Khanh Son

92.65%

UBND huyén Dién Khanh 92.03%

UBND huyén Cam Lam 90.15%

UBND thi xa Ninh Hoa 89.47%

88.86%

UBND thanh phé Cam Ranh

UBND thanh ph6 Nha Trang 87.09%

UBND huyén Van Ninh 84.28%

5% T77% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu dd 8. Chi s6 hai 16ng UBND cap huyén nim 2024

Chi s6 mac do hai 1ong chung nam 2024 cua khéi UBND cac huyén,
thi xa, thanh phd (ghi tit 12 UBND cép huyén) dat 89,8%, ting 2,47% so véi
nam 2023 va day 1a khdi cd chi s6 hai long chung cao nhét trong céc khéi co
quan hanh chinh. UBND huyén Khanh Vinh tiép tuc dan dau khbi mac du chi s6
giam 1,48% so vé&i nam 2023, dat 93,87%. UBND huyén Van Ninh c6 chi s6
thap nhat, dat 84,28% va giam 0,96% so voi nam 2023.

TC
100%

900, 88.68%

TT
88.88%

HC
88.54%
2023

—2024

91.86% 91.04%
KQ PV

Biéu d0 9. Két qua 5 tiéu chi chi sb hai 1ong cia UBND cap huyén
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Ca 5 tiéu chi thanh phan cua khéi UBND cép huyén déu dat muc tiéu ké
hoach, trong d6 Su phuc vu cua céng chac va Két qua giai quyét cong viéec 1a 2
tiéu chi cd chi s trén 90%, twong wng lan luot 12 91,04% va 91,86%. Céc tiéu
chi con lai c6 két qua twong ddi dong déu, dao dong tir 88,54% dén 88,88%. So
véi nam 2023, Tiép nhan, xir ly théng tin phan hdi 1a tiéu chi duy nhat c6 chi s6
nam 2024 thap hon (giam 1,79%).

II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

UBND huyén Dién Khanh 94.18%

UBND huyén Khanh Vinh 92.67%

UBND huyén Khanh Son 92.43%

UBND huyén Cam Lam 88.50%

UBND thi xa Ninh Hoa 87.74%

UBND thanh phé Cam Ranh 85.92%

UBND thanh ph6 Nha Trang 84.79%

UBND huyén Van Ninh //////////%j 83.19%

75% 80% 85% 90% 95% 100%

Biéu dd 10. Két qua tiéu chi Tiép can dich vu cia UBND cip huyén

Nam 2024, chi s6 hai 16ng chung vé Tiép can dich vu cia Khéi UBND
cap huyén dat 88,68%. Co 5/8 dia phuong dat két qua hai long tir 87% tro Ién,
trong d6 UBND huyén Dién Khanh, UBND huyén Khanh Vinh, UBND huyén
Khéanh Son c6 chi s6 trén 90%. UBND huyén Van Ninh c6 chi sé thap nhat, dat
83,19% va cting UBND thanh phé Cam Ranh (85,92%), UBND thanh ph Nha
Trang (84,79%) chua dat muyc tiéu Ké hoach Cai cach hanh chinh dé ra.

Hon 70% khéach hang tai UBND cap huyén cho biét duoc tiép can thong
tin dich vu cong dam bao co ban day da ndi dung véi nhiéu hinh thie da dang,
tuy nhién nhiéu khanh hang & UBND thanh phé Nha Trang va UBND huyén
Khanh Son cho biét cac hinh thuc tiép can thong tin con han ché.

Khi dugc hoi vé giai dap vudng mic trong qué trinh thuc hién dich vu
cong, 51,17% danh gia duoc giai dap rat rd rang, day da hoic khong co thic
méc (tdng 10,67% S0 vV&i nam 2023) va 44,75% khach hang danh gia cong chuc,
vién chic giai dap kha tét. Nhitng phan hoi tiéu cuc, nhan xét it khi giai dap
hoac giai dap ¢ mic tam duoc ghi nhan cha yéu & céc dia phuong ¢ s luong
hd so 16n nhu: UBND thanh phd Nha Trang, UBND thanh phé Cam Ranh,
UBND thi xa Ninh Hoa, UBND huyén Van Ninh; ca biét c6 01 trueong hop cho
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biét khong duoc giai dap vudng méac khi thuc hién tha tuc dang ky thanh 1ap ho
kinh doanh & UBND huyén Cam Lam.

Giai dap thac mac

Khoéng duoc giai
dap/Giai dap so Tam duoc
sai 3.28%

0.80%

Rét 1 rang va day,
duw/
Khong ¢6 thic
mic
51.17%

Kha tét
44.75%

UBND thanh phé Nha Trang, UBND thanh phé Cam Ranh va UBND thi
xa Ninh Hoa ciing chua dugc khach hang danh gia cao trong viéc bé tri, cong
khai cac kénh hd tro, giai dap truc tuyén. D6i véi trudng hop dén nop ho so tai
Bo phan mot cia, da sé khach hang nhan xét céng chirc dd ¢ su cha dong trong
viéc trao doi, hudng dan va cung cip thém thong tin (98,09%); tuy nhién, van
con 1,91% cho rang céng chuc khdng hoic rat it khi cha dong cung cip thém
thong tin (trong ¢6 UBND huyén Van Ninh chiém da so).

Phan 16n khach hang hai long dbi vai viéc bd tri cac khu vuc (nhu: khu
vuc cung cap thdng tin, khu vuc ngdi cho, khu vuc viét ho so, khu vuc tiép
nhan/tra két qua,...) tai Bo phan mét cira cia UBND cap huyén; chi c6 4,22%
danh gia tam duoc (tap trung ¢ khach hang caa UBND huyén Van Ninh) va 2
khach hang cho ring viéc bé tri cac khu vuc tai Bo phan mot cira UBND thanh
phd Nha Trang chua khoa hoc, con bat tién.

Vé trang thiét bi phuc vu ngudoi dan tai Bo phan Mot cira cia UBND cap
huyén, c6 56,27% khéach hang nhan xét day du tién loi, chat luong tét; 40,74%
danh gia kha day du, dap (ng nhu cau; 2,72% chap nhan duoc va chi ¢ 2 khach
hang cho biét chua dap @ng, nhiéu thiét bi hu hong (1 khach hang tai UBND
thanh phd Nha Trang va 1 khach hang tai UBND huyén Van Ninh).

2. Tha tuc hanh chinh

Tiéu chi Thu tuc hanh chinh tiép tuc c6 chi s hai long chung ting cao
nhat trong cac tiéu chi, tang 4,23% so vdi nam 2023 va c6 chi sb dat 88,54%,
dam bao muc tiéu ké hoach. Piéu nay cho thay ngudi dan ghi nhan nd lyc cua
cac Cép, nganh, linh vyc trong viéc ra soat, don gian héa cling nhu ni€m yét,
cong khai tha tuc hanh chinh tai UBND cap huyén. Két qua phan tich chi c6 2
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don vi chua dat muyc tiéu trén 87% la UBND thanh phé Cam Ranh (85,4%) va
UBND huyén Van Ninh (82,69%).

UBND huyén Khanh Vinh 93.33%

UBND huyén Khanh Son 91.91%

UBND huyén Dién Khanh 90.21%

UBND huyén Cam Lam 88.83%

UBND thanh ph6 Nha Trang 88.07%

87.84%

UBND thi xa Ninh Hoa

UBND thanh phé Cam Ranh 85.40%

UBND huyén Van Ninh //////////////////// 82 69%

5% T77% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu dd 11. Két qua tiéu chi Thii tuc hanh chinh ciia UBND cép huyén

Tra 10i phiéu khao sat, da sé khach hang cho biét théng tin thu tuc
hanh chinh dwoc niém yét day du, ré rang, dé tra cau (55,9%, ting 15,9% so véi
nam 2023) hoic kha day du (41,03%); 2,48% danh gia tam duoc va con 7 khach
hang cho biét co quan ¢ niém yét nhung tra ciru con bat tien (UBND thanh phd
Nha Trang, thanh phé Cam Ranh, thi x& Ninh Hoa va huyén Van Ninh); riéng 1
khach hang thuc hién tha tuc vé an toan thuc pham va dinh dudng tai UBND
thanh phé Nha Trang phan anh khong thay niém yét théng tin tha tuc hanh
chinh.

Hon 99% khach hang danh gia thanh phan hd so phai nop khéng co gi
phtic tap, hd so don gian, it gidy to hoac rat don gian, hop ly; chi chua day 1%
con phan nan hd so quéa nhiéu giy to phuc tap, nhiéu loai khdng can thiét hoic
vO Iy (thu tuc linh vuc dat dai; an toan thyc pham va dinh dudng; thay ddi, cai
cach lai ho tich, xac dinh lai dan toc). Ngoai ra, 1 khach hang cua UBND huyén
Khanh Son thyc hién dich vu cong linh vuc dét dai cho rang céng chic ¢ yéu
cau nop cac giay to khong c6 trong quy dinh tha tuc hanh chinh.

Ddi véi viéc dién to khai, da sé khach hang vai ty 18 92,13% cho rang don
gian, d& thyc hién, hau nhu khdng giap kho khan gi; 6,92% nhan xét khéng kho
lim va c6 13 khach hang tuong tng ty 18 0,95% con gip khé khin trong qua
trinh thyuc hién (cht yéu hd so thudc linh vire Dat dai, Thanh 1ap va hoat dong ho
kinh doanh).

Da s6 khach hang véi ty 16 94,53% nop hd so mot lan 1a duogc tiép nhan
ngay. Céc truong hop hd so bi tra lai d&& bd sung (chiém 5,47%) ghi nhan nhiéu
& UBND thi xa Ninh Hoa (19 truong hop), huyén Dién Khanh (17 truong hop)
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va thanh phé Nha Trang, huyén Cam Lam, huyén Khanh Son (mdi dia phuong
c6 9 truong hop). Van con 2 truong hop phan anh viéc tra hd so dé bd sung
khong c6 hudéng dan, chi yéu cau 1am lai (UBND huyén Van Ninh, UBND thanh
phd Cam Ranh); 02 truong hop hudng dan bang miéng, khong rd rang (UBND
huyén Dién Khanh, UBND thi xa Ninh Hoa).

3. Su phuc vu ciia cong chirc, vién chire

UBND huyén Khanh Vinh 95.48%

UBND huyén Khanh Son 95.36%

UBND huyén Dién Khanh 92.01%

UBND thanh phé Cam Ranh 91.89%
UBND thj xa Ninh Hoa 91.59%
UBND huyén Cam Lam 91.28%
UBND thanh phd Nha Trang

UBND huyén Van Ninh 27277777777, 82.01%

75% 80% 85% 90% 95% 100%

88.74%

Biéu d6 12. Két qua tiéu chi Sw phuc vu ciia cong chire, vién chire ciia
UBND cip huyén

Chi s hai 16ng chung vé su phuc vu cua cdng chic, vién chic nim 2024
cua UBND Cép huyén dat 91,04%, tang 2,85% so voi nam 2023. Pa sb co quan
trong khéi c6 chi sé dam bao muc tiéu Ké hoach Cai cach hanh chinh nim 2024,
ring UBND huyén Van Ninh c6 chi s6 kha thap so véi mat bang chung, chi dat
82,01%.

Khi dén thyc hién tha tuc hanh chinh tai B6 phan mot cira UBND cap
huyén, 82,83% khach hang cho biét duoc tiép don ngay hoidc twong ddi nhanh
(tang 13,83% so v&i ndm 2023); 8,99% khach hang cho biét thoi gian phai che
doi khong 1au 1am; 2,86% khéach hang cho biét phai cho doi kha 1au va c6 5,31%
phai cho doi rat l1au. Trong d6, khach hang cho biét cho doi 1au tai UBND thanh
phd Nha Trang, UBND huyén Van Ninh — ndi dung nay da duoc ghi nhan tai két
qua khao sat nam 2023. Khach hang ciing phan anh c6 truong hop da dén luot
nhung céng chirc 1am viée riéng chua tiép nhan ngay (1 trudng hop tai UBND
huyén Khanh Son); dén luot nhung coéng chuac vang mat (2 truong hop tai
UBND thi x& Ninh Hoa).

Vé su cdng bang khi tiép nhan ho so, c6 60,76% khach hang nhan xét rat
minh bach va cong bang; 38,96% khach hang nhan xét ndi chung Ia khong co
van dé gi, chap nhan duoc va 0,27% cho rang c6 truong hop khdng céng bang
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(twong duong 2 trueong hop tai UBND huyén Van Ninh).

Déi voi thai do giao tiép cua cong chic mot cira, da sé khach hang véi ty 16
95,37% cam thay hai long, 3,81% danh gid tam duoc va chi c6 0,82%
khdng hai 1ong. Trudng hop tiép xic véi cong chirc chuyén moén dé kiém tra,
xac minh thuc té, ty 1& hai long vé thai do giao tiép 1a 90,68%, mic danh gia
tam duoc chiém 7,63% va 1,69% khong hai 1ong.

4. Két qua giai quyét cong viéc

UBND huyén Khanh Vinh 95.33%

UBND huyén Khanh Son 92.76%

UBND thanh phé Cam Ranh 92.44%

UBND huyén Cam Lam 92.31%

92.22%

UBND huyén Dién Khanh

UBND thi xa Ninh Hoa 91.10%

UBND huyén Van Ninh 89.51%

UBND thanh ph6 Nha Trang 89.21%

75% 80% 85% 90% 95% 100%

Biéu d6 13. Két qua tiéu chi Két qua giai quyét cong viéc ciia
UBND cip huyén
Tiéu chi Két qua giai quyét cbéng viéc c6 chi sb nam 2024
dat 91,86%, cao hon 4,85% so voi muc tiéu ctia nam. UBND huyén
Khanh Vinh tiép tuc dat chi sb cao nhat tai tiéu chi nay véi 95,33%. UBND
thanh phé Nha Trang va UBND huyén Van Ninh dam bao muc tiéu nim 2024
tuy nhién tiép tuc c6 chi sb thip nhat khdi, 1an luot 12 89,21% va 89,51%.

Sau khi di nhan Gidy tiép nhan hd so va hen tra két qua, c6 86,66%
khach hang cho biét co quan khong yéu cau b sung hd so thém; 10,2% cho biét
phai b6 sung 1 lan va con 3,13% khach hang bd sung tir 2 lan tro Ién.
Nhom khach hang phai bo sung tur 2 A
lan tror 1&n cha yéu 12 khéch hang cia et qua gial qiyct thi tuc hanh
UBND thanh phé Nha Trang va Trd han

UBND thi x& Ninh Hoa. Somhan LA
20.63%

Vé két qua giai quyét tha tuc
hanh chinh, da sé khach hang véi ty
I&6 78,2% nhan xét hd so dugc giai
quyét ding han; 20,63% cho biét hd
so dugc giai quyét sém han (ting

ung han
78.20%
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7,03%) va 1,17% cho biét hd so giai quyét tré han. B6i véi cac truong hop hd so
tré han, mot nira trong s6 d6 cho biét hd so tré gip d6i (UBND thanh phd Nha
Trang 4 truong hop; UBND thanh phé Cam Ranh, thi x4 Ninh Hoa, huyén Van
Ninh va Cam L&m mdi dja phuong 1 truong hop) va 5 khach hang nop hd so
tryc tuyén cho biét khdng nhan bat ky thdng tin gi tir co quan khi ho so tré han
(UBND thanh phé Nha Trang 3 truong hop; UBND huyén Cam Lam va Van
Ninh mdi dia phuong 1 trudng hop).

Déi vai céc tinh hudng khi nhan két qua theo gidy hen tai Bo phan mot
ctra, 10,22% gap trudng hop Bo phan mot ctra cho biét hd so da giai quyét xong,
nhung két qua chwa duoc chuyén dén (trir UBND thanh phd Nha Trang, cac dia
phuong khac déu c6 va da sd khach hang phan anh tai UBND huyén Van Ninh
va thi xa Ninh Hoa); 1,77% gap trudng hop Bo phan mot cira bao chua c6 két
qua va néu rd ly do (ghi nhan nhiéu tai UBND huyén Van Ninh, Khanh Son va
thi xa Ninh Hoa); 0,41% gap truong hop B phan mét cira khong tra 101 duoc ho
so dd giai quyét dén dau va hen hom khac dén ldy (xay ra & UBND thanh phd
Nha Trang, thanh phé Cam Ranh va huyén Van Ninh).

5. Tiép nhan, xir Iy thong tin phan hoi

Chi s6 hai 1ong chung vé Tiép nhan, xtr ly théng tin phan hdi nim 2024
ctia UBND cap huyén dat 88,88%, giam 1,79% so v&i nim 2023. Day 1 tiéu chi
thanh phan duy nhat c6 chi s6 giam tuy nhién két qua van dam bao muc tiéu ké
hoach dé ra. C 6/8 co quan c6 chi s6 trén 87% tai tiéu chi nay, trong d6 UBND
huyén Khanh Vinh, Dién Khanh va Khanh Son 1a 3 co quan c6 két qua trén
90%. UBND thanh phb Nha Trang va UBND huyén Van Ninh 14 2 co quan chua
dat muc tiéu ké hoach va c6 chi sb lan luot tuong tng 84,63% va 83,98%

UBND huyén Khanh Vinh 92.53%

UBND huyén Dién Khanh 91.54%

UBND huyén Khanh Son 90.80%

UBND huyén Cam Lam 89.82%

UBND thi xa Ninh Hoa 89.10%

UBND thanh phé Cam Ranh 88.64%

UBND thanh ph6 Nha Trang 84.63%

UBND huyén Van Ninh 727777777777/ 83.98%

% T771% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu do 14. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan hdi cia UBND
caAp huyén
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Trong 1.366 khach hang khao sat, chi c6 6 khach hang (twong duong
0,44%) cho biét tirng gui phan anh, kién nghi ¢én UBND céc huyén, thi x4,
thanh phé va déu nhan dugc phan hdi. Truong hop chua giri phan anh, kién nghi
trong nam 2024 thi hau hét khach hang cho biét cac dia phuong lam rat tét hoic
chua phat sinh nhu cau kién nghi; tuy nhién van ghi nhan mot sé y kién nhu sau:
1 khach hang cho biét da ting kién nghi nhung khong duogc tra loi (UBND
huyén Cam Lam); 3 khach hang cho rang sé bi gay kho dé& néu phan anh, kién
nghi (UBND thanh phé Nha Trang, UBND huyén Van Ninh, Cam Lam); 29
khach hang cho biét ngai phan &nh, kién nghi vi nhiéu phién ha (tap trung nhiéu
& UBND thanh phé Nha Trang — 13 khach hang: UBND huyén Van Ninh — 6
khach hang; UBND thi xa Ninh Hoa — 5 khach hang).

I1I. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Két qua khao sat nim 2024 cho thdy ty 1& khach hang phan &nh
khong hai long hoac rat khong hai long dbi voi sy phuc vu cua UBND céc
huyén, thi x4, thanh pho kha thap, c6 08 truong hop - chiém ty Ié chua dén 1%.
Céac trudng hop nay nam & khach hang cua UBND thanh phd Nha Trang,
Cam Ranh va UBND huyén Van Ninh, Cam Lam.

Khi duoc hoi mong doi ddi vai UBND cap huyén, khach hang cé y kién
mong doi cao nhat & nodi dung “Téang cwong #ng dung cong nghé thong tin,
chuyén déi sé trong gidi quyét cong viéc cho nguwoi dan” (52,76%) va “Thurong
xuyén ra sodt, don gian hoa thu tuc hanh chinh, rdt ngan thoi gian gidi quyét”
(52,22%). Céc noi dung con lai nhin chung xoay quanh mitc 50% va thap hon so
véi mizc mong doi cua cac khdi co quan khac.

Bang 4. Mirc 46 mong doi ciia khach hang @éi véi UBND cap huyén

Mirc d¢ mong doi

Noi dung cua khach hang
1. Nang cao tinh c6ng khai, minh bach trong cung cap théng 49,56%
tin cho nguoi dan
2. Tang cudng co sd vat chat, trang thiét bi phuc vu giai 51,33%

quyét céng viéc cho nguoi dan

3. Nang cap ha tang, hé thong phan mém dam bao on dinh, 49,53%
thdng suot

4. Thuong xuyén ra soat, don gian héa thu tuc hanh chinh, 52,22%
rat ngan thoi gian giai quyét

5. Nang cao néng luc cua can b9, cdng chirc, vién chuc trong 50,91%
giai quyet thu tuc, cong viéc cho nguoi dan
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Mirc d¢ mong dgi

Noi dung cua khach hang
6. Nang cao tinh,thén, thai d6 phuc vu cua can bg, cong 50,89%
chuc, vién chie doi véi nguoi dan
7. Tang cuong tng dung cdng ngh¢ thdng tin, chuyén doi sb 52,76%
trong giai quyét cong viéc cho nguoi dan
8. Tang cudng cac kénh thong tin hd tro, giai dap truc tuyén kip 50%
thoi cho nguoi dan, doanh nghiép
9. Nang cao chat luong tiép nhan, giai quyét y kién gop Y, 51,24%
phan anh, kién nghi cta nguoi dan
10. Tang cuong trach nhiém giai trinh ctia co quan, can bg, 51,49%

cong churc, vién chirc d6i véi nguoi dan




31

Phan IV.
CHI SO HAI LONG VAN PHONG DANG KY DAT DAI TINH
VA CAC CHI NHANH

I. CHI SO HAI LONG CHUNG

Chi nhanh VPPK dat dai thanh phé Cam Ranh 89.91%

Chi nhanh VPBK dit dai huyén Khanh Son 88.99%

Chi nhanh VPBK dét dai huyén Khanh Vinh 88.77%

Chi nhanh VPPK dit dai thi x Ninh Hoa 88.44%

Chi nhanh VPBK dét dai huyén Cam Lam 87.25%

Chi nhanh VPPK dit dai huyén Dién Khanh 85.78%

Chi nhanh VPBK d4t dai thanh ph Nha Trang 85.14%

Chi nhanh VPPK dit dai huyén Van Ninh 84.36%

Vin phong Ping ky dét dai tinh 84.19%

81% 82% 83% 84% 85% 86% 87% 88% 89% 90% 91%

Biéu do 15. Chi s hai long Khéi Vin phong Ping ky dat dai nim 2024

Chi s6 hai 1ong nim 2024 ciia Vin phong Ding ky dat dai tinh va céc chi
nhanh 1a 86,98%, chi thap hon muc tiéu dé ra 0,03% va tang 2,35% so v&i nam
2023. So v&i muc tiéu dé ra, co 5 don vi trong khéi c6 chi sb hai 1ong trén 87%,
trong d6 Chi nhanh Vin phong Pang ky dat dai tai thanh phé Cam Ranh ¢6 chi s6
cao nhat, dat 89,91%. Cac don vi chua dat muyc tiéu gém: Vin phong Ding ky dat
dai tinh va Chi nhanh Vin phong ding ky dét dai tai thanh phd Nha Trang, huyén
Van Ninh, huyén Dién Khanh.

HC

9
86.92% 2023

=—2024

TT
85.13%

90.079 87.47%

Biéu d6 16. Két qua 6 tiéu chi chi s6 hai long ciia Khdi VP Ding ky dat dai
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Trong 5 tiéu chi danh gia duoc khao sat, c6 4 tiéu chi cd chi sé hai long
tang so v&i nam 2023; chi ¢d tiéu chi Tiép nhan, xir ly thdng tin phan hoi thap
hon 2,99% so v&i nam 2023, chi s6 dat 85,13%. Két qua giai quyét cong viéc va
Sy phuc vu cta vién chire 14 2 tiéu chi dat muc tiéu véi chi s6 twong ang lan luot
la 90,07% va 87,47%.

I1. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Chi sb hai 16ng chung tiéu chi Tiép can dich vu dat mac 85,32%, cao hon
nam 2023 12 1,83%. Thong ké cho thay chi c¢6 2/9 don vi c6 chi sé dat trén 87%,
cao nhat 1a Chi nhanh Vin phong Pang ky dat dai tai huyén Khanh Son (88%),
ké tiép 12 Chi nhanh Vin phong Pang ky dat tai thanh phé Cam Ranh (87,81%).
Trong s6 7 don vi chua dat muc tiéu thi c6 2 don vi ¢d chi s6 dudi 84%, gom
Vin phong Pang ky dat dai tinh va chi nhanh tai huyén Van Ninh.

Chi nhénh VPDK dét dai huyén Khanh Son [ 55.00%
Chi nhanh VPPK dét dai thanh phé Cam Ranh _ 87.81%
Chi nhanh VPPK dit dai thi xa Ninh Hoa 86.74%

Chi nhanh VPPK dat dai thanh phd Nha Trang 86.25%

Chi nhanh VPPK dt dai huyén Khanh Vinh 85.63%
Chi nhanh VPBK dét dai huyén Dién Khanh 84.69%

Chi nhanh VPBK dat dai huyén Cam Lam

Chi nhanh VPDK dét dai huyén Van Ninh 2222727227 82.44%
Van phong Ding ky dit dai tinh 5575777 81.88%

78% 79% 80% 81% 82% 83% 84% 85% 86% 87% 88% 89%

84.49%

\

Biéu d6 17. Két qua tiéu chi Tiép cin dich vu ciia Khoi Vin phong
Ping ky dat dai

Hinh thirc cung cép thong tin Ve hinh thac cung cap thong
tin, ket qua khao sat cho thay cé
= 0102 hinh thie  34,52% khéch hang chi duoc tiép can

(34,52%) thong tin tir 1-2 hinh thac; 34,09%

R tiép can tir 3-5 hinh thuc va 31,38%

04 hinh thire tiep can tur 6 hinh thirc tro 1€n. Ve noi

( (10,13%) dung thong tin duoc cung cap,
%05 hinh th o ne o gr )

.20 403 (6,2;}@ He 70,66% khach hang danh gia co ban

w06 hinh thic e dUOC tiép can day du noi dung dich
lén (31,38%) vu cOng, tuy nhién con 18,66%



33

khéch hang cam thay thdng tin cung cép con chua day du, so sai va 10,68% cho
rang thong tin duwoc cung cap rat han ché (¢ ca Vin phong Diang ky dat dai tinh
va tat ca c4c chi nhanh).

Két qua khao séat cho thay 40,8% khach hang danh gia viéc hudng dan,
giai dap cua khdi Van phong Pang ky 1a rat r6 rang, day du hoac khong cé thac
méc gi (cao hon 5,6% so v&i nam 2023); 52,35% cho biét kha tét; 5,56% danh
gia chap nhan dugc va con 1,29% cho biét don vi giai dap so sai hodc khdng
duoc giai dap. Trong do, c6 2 truong hop khong duoc giai dap 1a tai Chi nhanh
Vin phong Ding ky dat dai tai thanh phd Nha Trang.

Khach hang ciing cho biét vién chic caa mot so don vi khéng hoac rat it
khi chii dong trao doi, cung cip thém thong tin khac nhu: Chi nhanh Vin phong
Ping ky dat dai tai thanh phé Nha Trang (6 ¥ kién); Chi nhanh Van phong Ping
ky dat dai tai huyén Van Ninh (4 y kién); Chi nhanh Vin phong Ding ky dat dai
tai huyén Dién Khanh (2 y kién); Vian phong Pang ky dat dai tinh, Chi nhanh
Vin phong Pang ky dat dai tai thanh phé Cam Ranh, huyén Cam Lam, Khénh
Vinh (mdi don vi c6 1 y kién).

2. Thu tuc hanh chinh

Chi s6 hai 1ong chung tiéu chi Tha tuc hanh chinh nam 2024 13 86,92%, 1a
tiéu chi c6 mirc ting cao nhat vai 4,79% va thap hon muc tiéu dé ra chi 0,09%.
Tong hop cho thdy 3/9 don vi ¢6 chi s6 hai long dat trén 87%, trong d6 Chi
nhanh Vin phong Pang ky dét dai tai thanh phé Cam Ranh 1 don vi duy nhat c6
két qua trén 90,63%; 2 don vi con lai dat muc tiéu 13 Chi nhdnh Vin phong
Ping ky dat dai tai huyén Khanh Vinh (88,56%) va Chi nhanh Vin phong Ping
ky dét dai tai thi x3 Ninh Hoa (87,78%). Van phong Pang ky dat dai tinh va Chi
nhanh Vin phong Pang ky dat dai tai huyén Van Ninh tiép tuc 13 2 don vi ¢6 chi
s6 thap tai tiéu chi nay, chi s6 hai long lan luot 14 84,93% va 85,31%.
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Chi nhanh VPBK dt dai thanh phé Cam Ranh 90.63%

Chi nhanh VPBK dat dai huyén Khanh Vinh 88.56%

Chi nhanh VPDK d4t dai thi x3 Ninh Hoa 87.78%

Chi nhanh VPBK dat dai thanh phd Nha Trang 86.94%

86.28%

Chi nhanh VPBK dat dai huyén Cam Lam

Chi nhanh VPBK dt dai huyén Dién Khanh 86.25%

Chi nhanh VPBK dét dai huyén Khanh Son 85.56%

Chi nhanh VPPK dit dai huyén Van Ninh 85.31%

Vin phong Pang ky dét dai tinh 84.93%

82% 83% 84% 85% 86% 87% 88% 89% 90% 91% 92%

Biéu dd 18. Két qua tiéu chi Thi tuc hanh chinh cia
Khéi Vin phong Ping ky dat dai

Qua khao sat, c6 dén 93,59% khach hang danh gia thong tin thu tuc hanh
chinh dugc cong khai, niém yét kha rd rang, day du, dé tra cau; 5,13% cho rang
tam duoc. Ty 1é khach hang danh gia c6 niém yét nhung tra ciu con bat tién 13
1,14% (trong d6, 2 khach hang tai Vian phong Pang ky dat dai tinh, 2 khéach
hang tai chi nhanh thanh phé Nha Trang va 1 khéach hang tai chi nhanh huyén
Cam Lam) va 0,14% danh gia khong thay niém yét (1 y kién cua khanh hang tai
chi nhanh thanh phé Nha Trang).

Pénh gia vé thanh phan ho so, Thanh phan hd so
biecu miu tha tuc hanh chinh, = Thanh phén hé so
82,88% khach hang danh gia don 1008 rat don gidn, hop 1§

(295%)
® Thanh phan ho so
don gian (50,1%)

gian, hop ly; 16,41% danh gia khéng

ey , ] 18.7
nhicu giay to lam; chi co 0,71%

nhan xét co nhiéu gidy to phic tap, Khong nhicu gidy
. x ; . . . to lam (18,7%)

khong thuc t¢ (3 khach hang tai chi o
nhanh thanh phd Nha Trang va 1 tai i b v
chi nhanh huyén Cam Lam). C4& biét %)

7 p N . o \ hicu giay to phu
cO0 1 khach hang tai Van phong gpfilhiif‘g tﬁ’u‘; 5
Pang ky dat dai tinh phan anh vién (0,8%)

chtc yéu cau nop gidy to khong co trong quy dinh hanh chinh. Cung voi do,
85,04% khach hang cho biét khéng gap khé khin, d& thuc hién trong viéc dién
c4c to khai, biéu mau (cao hon 4,34% so véi nam 2023); van con 13,39% danh
gia khong khé 15m, 0,85% danh gia twong dbi khé thuc hién va cé 5 khéch hang
gap rat nhiéu khé khan trong viéc dién to khai (déu la khach hang nop hé so truc
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tiép tai Van phong Dang ky dat dai tinh va cac chi nhanh tai: thanh phd Nha
Trang, huyén Cam Lam, Khanh Vinh).

Sau khi nop hé so, c6 10,71% khach hang duoc khao sat cho biét ho so
chua duoc tiép nhan ngay ma can phai bd sung, trong d6 c¢6 10,67% khach hang
phai bd sung cho biét khong dugc hudng dan, chi yéu cau phai lam lai (chi
nhanh tai thanh phé Nha Trang, huyén Dién Khanh, Cam Lam va Khanh Vinh).
S6 khach hang phai bd sung 01 1an chiém ty 1é 50%, con lai 2 1an chiém 28,38%
va tir 3 tré 18n chiém 21,62%. Déi vai trudng hop khach hang phai bo sung tir 5
1an tro 18n, ghi nhan & 2 don vi 1a chi nhanh tai thanh phd Nha Trang (3 y kién)
va chi nhanh tai huyén Cam Lam (1 y kién).

3. Sw phuc vu cia vién chire

Niam 2024, tiéu chi Sy phuc vu cta vién chirc ¢6 chi s6 danh gia chung
dat 87,47%, cao hon nam 2023 1 2,30%, dat muc tiéu ké hoach dé ra. Trong s6
9 don vi khao sat, c6 6 don vi c6 chi sé dat trén 87% theo ké hoach chung cua
tinh, Chi nhanh Van phong Ping ky dat dai tai thi xa Ninh Hoa va huyén Khanh
Son c6 chi s6 hai 10ng cao nhat, gan 90%. Vian phong Ping ky dat dai tinh, Chi
nhanh Vian phong Piang ky dit dai tai thanh phé Nha Trang, huyén Van Ninh la
3 don vi chua dat muc tiéu, chi sé dao dong tir 84,15 — 85,53%.

Chi nhanh VPPK d4t dai thi xa Ninh Hoa 89.83%

Chi nhanh VPBK dét dai huyén Khanh Son 89.80%

Chi nhanh VPBK dt dai huyén Khanh Vinh 88.90%

Chi nhanh VPPK dt dai huyén Cam Lam 88.46%

Chi nhanh VPDK dét dai thanh phé Cam Ranh 88.13%

Chi nhanh VPBK dét dai huyén Dién Khanh 87.03%

Vin phong Dang ky dét dai tinh 85.53%

Chi nhanh VPPK dét dai thanh phd Nha Trang 85.43%

Chi nhanh VPDK dét dai huyén Van Ninh 84.15%

81% 82% 83% 84% 85% 86% 87% 88% 89% 90% 91%

Biéu d6 19. Két qua tiéu chi Sw phuc vu ciia vién chire ciia
Khoi Viin phong Ping ky dat dai
Két qua khao séat cho thay 71,12% khach hang duoc vién chuc tiép don
tuong ddi nhanh va ngay; 22,59% cho biét tuy c6 chd doi nhung khong 1au 1am;
con 6,29% khach hang nhan xét phai cho doi 1au va rét lau (tap trung nhiéu nhat
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tai cac chi nhanh: thanh phé Nha Trang, Cam Ranh, huyén Van Ninh).

C6 95,09% khach hang danh gia viéc tiép nhan hd so 1a minh bach, cong
bang, khdng c6 van d& gi; 4,53% danh gia tam duoc; con 02 truong hop cho biét
c6 trudng hop khdng cong bang (khach hang ciia Chi nhanh Vian phong Pang ky
dat dai tai thanh phé Nha Trang va huyén Cam Lam).

Thai d6 giao tiép, ng
Xtr cua cong chirc mot cira cua 138
khdi Vin phong DPang ky dat 6.09
dai dugc khach hang danh gia
& muc kha tot; trong do, co
dén 48,92% khach hang duoc
khao sat danh gia can bd tan
tinh, lich su, hoa nha (tang hon

Thai do giao tiép, tng xir

0.20 = Lich su, hoa nha, tan
tinh (48,92%)

= Kha tan tinh, lich su
(43,42%)

Tam dugc (6,09%)

B Tho o, it tan tinh

15% so véi nam 2023); mac (1,38%)
danh gié kha tan tinh, |1Ch Su Kho chiu, bt lich su,
chiém ty 1& 43,42%; thai do cira quyen (0,2%)

tho o, it tan tinh chiém 1,38% (4 truong hop o chi nhanh tai thanh phd Nha
Trang, 2 trudng hop ¢ chi nhéanh tai thanh phé Cam Ranh va 1 trudng hop ¢ chi
nhanh tai huyén Khanh Vinh) va chi cé 1 khach hang ctia Van phong Pang ky
dat dai tinh danh gia vién chac kho chiu, bat lich su. Tai chi nhanh huyén Van
Ninh, 1 khach hang gip truong hop vién chiac huéng dan lién hé véi dich vu
ngoai hay nguoi quen dé 1am thu tuc nhanh hon.

Cam nhan vé nang lyc xir ly céng viéc cia cong chiac mot cia, khach
hang danh gid vé co ban dap tng yéu cau véi 87,06% danh gid nhanh va rét
nhanh chong; 10,59% tam duoc; con 12 trudng hop chiém 2,35% danh gia con
cham chap, mat rat nhiéu thoi gian (trong d6 Chi nhanh Vian phong Pang ky tai
thanh phd Nha Trang c6 6 y kién).

Sau khi nop hé so, co 16,14% khach hang cho biét phai lam viéc véi cong
chtrc chuyén mon dé kiém tra, x4c minh thyc té, trong d6 chi c6 87,65% khach
hang nhan duoc théng bao bang van ban vé viéc kiém tra, xac minh nay (ty 1é
khong thay d6i nhiéu so véi naim 2023); cac truong hop khdng nhan dugc van
ban ¢ chi nhanh huyén Khanh Vinh (7 ¥ kién), thi xa Ninh Hoa (2 y kién) va
huyén Khanh Vinh (1 ¥ kién). Qua trinh kiém tra, xac minh thyc té, hau nhu
khéch hang khdng co y kién khong hai 1ong ddi véi thai do, ang xir va nang luc
cta vién chuc, riéng c6 01 khach hang tai Chi nhanh Vian phong Pang ky dat dai
tai thanh phd Cam Ranh cho biét vién chirc 1am viéc con tho o, it tan tinh va mat
nhiéu thoi gian, phién ha.

Khi duoc hoi cd tinh trang doi hoi chi phi bdi dudng, dich vu trong qué
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trinh giai quyét cong viéc khong, chi c¢6 01 khach hang cia Chi nhanh Vin
phong Ping ky dat dai tai thanh phé Nha Trang tra 1oi “C6”.

4. Két qua giai quyét cong viée

Chi nhanh VPBK dét dai huyén Khanh Vinh 94.42%

Chi nhanh VPBK dét dai huyén Khanh Son 93.67%

Chi nhanh VPPK dat dai thanh phé Cam Ranh 93.67%

Chi nhanh VPPK d4t dai thi x Ninh Hoa 91.11%

89.91%

Chi nhanh VPBK dit dai huyén Cam Lam

Chi nhanh VPBK dat dai huyén Dién Khanh 88.67%

Vin phong Ping ky dét dai tinh 87.41%

87.25%

Chi nhanh VPPK dat dai huyén Van Ninh

84.50%

Chi nhanh VPBK dit dai thanh phd Nha Trang

78% 80% 82% 84% 86% 88% 90% 92% 94% 96%

Biéu d6 20. Két qua tiéu chi Két qua giai quyét cong viéc ciia
Khoi Viin phong Ping ky dat dai

Pay 14 tiéu chi thanh phan dat chi s6 cao nhat trong nam 2024, vai chi s6
hai long chung dat 90,07% va c6 muc tang 3,49% so vai nam 2023. Co 8/9 don
vi 6 chi s6 dat trén 87%, trong d6 Chi nhanh Vin phong Ping ky dat dai tai
huyén Khanh Vinh c6 chi s6 cao nhat véi 94,42%. Chi nhanh Vian phong Ding
Ky dat dai tai thanh phé Nha Trang 13 don vi c6 chi s6 thap nhat, dat 84,5% va
thap hon 12,64% so véi don vi ding dau trong khéi.

Sau khi nhan duoc Giay tiép nhan va hen két qua, 22,97% khach hang
phai b sung hd so truéc khi nhan duoc két qua (ting 9,07% so véi nam 2023),
trong d6 39 trudng hop phai bé sung tir 2 1an tré 18n (Chi nhanh Vian phong
Ping ky dat dai tai huyén Khanh Son va Khanh Vinh 1a 2 don vi khong c6
khach hang phai b6 sung tir 2 lan tra 18n).

Két qua giai quyét hd so e dér] 97,86% khach hang cho
biet nhan két qua giai quyét ho so
2.14 dung va sém han; 2,14% cho biét ho

« Sémhan (13.72%) SO tré han, trong d6 4 khach hang Cli’a
Chi nhanh Van phong Pang ky dat

e dai tai thanh phé Nha Trang va 1

“Tréhan (2,14%)  Kkhach hang cta Chi nhanh Van phong
Ping ky dat dai tai thi xa Ninh Hoa
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cho biét hd so tré gip d6i thoi gian (hoic hon).

5. Tiép nhan, xir Iy thong tin phan hoi

Chi nhanh VPPK dat dai thanh phé Cam Ranh

89.33%

Chi nhanh VPBK dt dai huyén Khanh Son 87.92%

Chi nhanh VPPK dt dai huyén Cam Lam 87.09%

Chi nhanh VPDK dét dai thi x3 Ninh Hoa 86.76%

Chi nhanh VPBK dt dai huyén Khanh Vinh

Chi nhanh VPDK dét dai huyén Van Ninh 22777777727/ 82.61%
Chi nhanh VPDK dét dai thanh phé Nha Trang 44/ 82.58%
Chi nhanh VPDK dét dai huyén Dién Khinh 2777774/ 82.25%
Van phong Diang ky dit dai tinh 7575775777 81.20%

74% 76% 78% 80% 82% 84% 86% 88% 90% 92%

86.33%

Biéu d6 21. Két qua tiéu chi Tiép nhan, xir ly thong tin phan hoi ciia
Khoi Vin phong Ping ky dat dai

Pay 14 tiéu chi duy nhat c6 chi sé hai 1ong chung thap hon so véi nam
2023 (dat 85,13%, giam 2,99%). C6 3 don vi dat muc tiéu dé ra gdm: Chi nhanh
Vin phong Ding ky dat dai tai thanh phé Cam Ranh, huyén Khanh Son va
huyén Cam Lam; 2 don vi tiém can véi mac 87% la Chi nhanh Van phong Pang
Ky dat dai tai thi x4 Ninh Hoa va huyén Khanh Vinh; cac don vi con lai chua dat
muc tiéu nam 2023 (dudi 84%), trong d6 thap nhét 1a Van phong Ping ky dat
dai tinh (81,2%).

C6 98,86% khach hang danh gia cac don vi ¢6 bd tri, niém yét théng tin
duong day noéng dé phan anh, kién nghi. Tuy nhién, con trudng hop khach hang
tai Van phong Pang ky dat dai tinh, Chi nhanh Vin phong Ping ky dat dai tai
thi xa Ninh Hoa chua tiép can duoc thong tin duong day néng (mdi don vi ¢ 1
y kién).

Qua khao sat cho thay, trong s6 13 khach hang ting phan anh, kién nghi
thi tat ca khach hang déu duoc phuc dap va hau hét déu cho rang noi dung tra loi
turong d6i day du, kip thoi. Cac khach hang con lai chua giri phan anh, kién nghi
chiém ty 1& 98,15%, trong d6 56,7% cho biét cac don vi l1am rét tét, chua c6 van
dé can kién nghi (giam 20,67% so véi nam 2023); 61,07% cho biét chua phat
sinh nhu cau phan &nh, kién nghi tuy nhién van con 2,46% khach hang cho biét
con ngai vi nhiéu phién ha (y kién nhiéu nhat tai Chi nhanh Vin phong Pang ky
dat dai tai thanh phd Nha Trang), ngoai ra ghi nhan 2 truong hop tai Chi nhéanh
Vin phong Diang ky dat dai tai thanh Cam Ranh d3 ting kién nghi nhung khong
duoc tra 101 va 1 truong hop so bi gay khé d& néu phan anh, kién nghi (Vin
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phong Piang ky dat dai tinh).

III. PANH GIA CHUNG VA MONG P(Ql CUA KHACH HANG

Két qua khao sat ndm 2024 cho thay ty 1& khach hang hai long va rat hai
long d6i véi su phuc vu cua Vin phong Pang ky dat dai tinh va céc chi nhanh
chiém 92,72%:; 6,13% khach hang danh gia tam duoc; tuy nhién van con 1,14%

cam thay khong hai long va rat khong hai long.

Trong 10 noi dung khao st vé mong doi cia khach hang dbi véi khdi Van
phong Diang ky dit dai, cac ndi dung dugc khach hang chd y nhiéu nhat 1a: (1)
“Nang cdp ha tang, hé théng phan mém d@am bdo én dinh, thong suot” (58,2%);
(2) “Teng cuwong cac kénh théng tin hé tro, gidgi ddp truc tuyén kip thoi cho
nguoi dan, doanh nghiép” (57,81%); (3) “Thuong xuyén ra soadt, don gian hoa
thu tuc hanh chinh, rdt ngean thoi gian gidi quyéet” (54,42%); (4) “Tdang cwong
trach nhiém gidi trinh cia co quan, cdn bé, cong chirc, vién chice doi Véi nguoi

dan” (54,24%):...

Bang 5. Mirc 46 mong doi ciia khach hang d6i véi
Viin phong Ping ky dat dai tinh va cac chi nhanh

Mirc d¢ mong doi

Noi dung cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cép thong 51,93%
tin cho nguoi dan
2. Tang cudng co s& Vvat chat, trang thiét bi phuc vy giai 50,64%
quyet cong viéc cho nguoi dan
3. Nang cap ha tang, hé thong phan mém dam bao on dinh, 58,20%
thong suot
4. Thuong xuyén ra soat, don gian héa thu tuc hanh chinh, 54,42%
rat ngan thoi gian giai quyét
5. Nang cao nang luc cua can b, cong chirc, vién chuc trong 53,67%
giai quyet thu tuc, cong viéc cho nguoi dan
6. Nang cao tinh than, thai d6 phuc vu cua cn b, cong 53,45%
chtrc, vién chire doi véi nguoi dan
7. Tang cwong tng dung cdng ngh¢ thang tin, chuyén doi s6 52,01%
trong giai quyét cong viéc cho nguoi dan
8. Tang cuong cac kénh thong tin hd tro, giai dap truc tuyén kip 57,81%
thot cho nguoi dan, doanh nghiép
9. Nang cao chat luong tiép nhan, giai quyét y kién gop v, 54,10%

phan &nh, kién nghi caa nguoi dan
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Noi dung

Mirc d¢ mong dgi
cua khach hang

10. Tang cuong trach nhiém giai trinh cta co quan, can bg,
cbng chuec, vién chic doi voi nguoi dan

54,24%
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Phan V.
CHI SO HAI LONG KHOI CAC CO QUAN CONG AN

I. CHI SO HAI LONG CHUNG

Cong an thanh phd Cam Ranh 91.34%

Cong an huyén Khanh Son

90.53%

Cong an huyén Cam Lam 90.06%

Cong an huyén Khanh Vinh 88.79%

Cong an huyén Dién khanh 88.77%

Cong an thi xa Ninh Hoa

88.38%

Cong an tinh 88.10%

Cong an thanh phd Nha Trang

87.12%

Cong an huyén Van Ninh 86.45%

84% 85% 86% 87% 88% 89% 90% 91%  92%

Biéu d6 22. Chi s6 hai long cac co' quan Cong an nim 2024

Chi s6 hai 1ong chung nganh Cong an nam 2024 dat 88,77%, dat myc tiéu
tinh dé ra va cao hon 4,08% so voi nam 2023. C6 8/9 co quan ¢6 chi sé hai long
dat muc tiéu trén 87%, trong d6 ¢6 3 co quan c6 chi s trén 90%: Cdng an thanh
phé Cam Ranh, Cong an huyén Khanh Son va Céng an huyén Cam Lam. Co
quan ¢6 chi sb thap nhat 1a Cong an huyén Van Ninh vai 86,45%, chi thap hon muc
tiéu dé ra 0,56%.

TC
100%

90% 86.21%

HC

1
88.08% 86.61%

2023
—2024

% 90.89%
PV

Biéu d6 23. Két qua 5 tiéu chi chi s6 hai long ciia cac co quan Cong an
Tiéu chi Két qua giai quyét cong viéc caa nganh tiép tuc ting va 1a tiéu
chi c6 két qua cao nhit trong 5 tiéu chi thanh phan, dat 92,04%. So v&i nim
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2023, tiéu chi Tiép nhan, xir ly thong tin phan hoi 1a tiéu chi duy nhat cd két qua
nam 2024 giam (giam hon 0,54%); céc tiéu chi con lai déu ting, trong d6 nhiéu
nhét 12 tiéu chi Tiép can dich vu (ting 6,21%).

II. CHI SO HAI LONG TREN TUNG TIEU CHIi
1. Tiép can dich vu

Chi sb chung cua tiéu chi Tiép can dich vu ciia nganh Cong an nim 2024
dat 86,21%, tang 6,21% so voi nam 2023 (cao nhat trong 5 tiéu chi thanh phan)
tuy nhién van chua dat muc tiéu ké hoach. Trong 9 co quan duoc khao sat, c6 3
co quan dat muc tiéu trén 87% la Coéng an huyén Dién Khanh, Céng an huyén
Khanh Son va Cong an thanh phd Cam Ranh. Trong sé cac co quan c6 chi s6
dudi 87%, ¢6 2 co quan & mirc dudi muc ti€u nam 2023 (84%) la Cong an thanh
phd Nha Trang (82,38%) va Cong an huyén Van Ninh (83,47%).

Cong an huyén Dién khanh 88.80%

Co6ng an huyén Khanh Son 88.79%

Cong an thanh phd Cam Ranh 88.50%

86.90%

Cong an huyén Cam Lam

86.46%

Cong an tinh

Cong an thi xa Ninh Hoa 85.85%

Cong an huyén Khanh Vinh 84.50%

Conganhuyén VanNinh 77777/ 83.47%
Céng an thanh phé Nha Trang W////////% 82.38%

78% 80% 82% 84% 86% 88% 90%

Biéu d6 24. Két qua tiéu chi Tiép cin dich vu ciia cac co quan Cong an

Tra 101 phiéu khao sat, khach hang cho biét dugc tiép can thdng tin dich
vu c6ng cua nganh cong an tir 6 hinh thac tra 18n chiém 35,45%; tir 3 ¢én 5 hinh
thirc chiém 34,04% va 30,40% duoc tiép can tir 1 dén 2 hinh thac. Khoang
38,69% khéch hang nhan thay noi dung thong tin chua nhiéu, chi yéu duoc tiép
can cac thong tin co ban nhu: danh muc dich vu cdng, thong tin dich vu cong,
cac mau don, to khai.

Trong qua trinh thuc hién dich vu cong, cé 36,97% khach hang khong gap
vudng mac hoic duge co quan cdng an giai dap rat rd rang, day du; 58,69% cho
biét duoc hd tro khé tét va 4,34% danh gia tam dugc. Giao dién hé thdng dich
vu ¢0ng truc tuyén caa nganh coéng an duoc khach hang danh gia cao khi co dén
96,67% khach hang danh gia tuong ddi dé theo doi, st dung; chi cé 3,3% danh
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gia tam duoc.

Péi vai viéc thao tac trén hé thdng, chi ¢6 1 khach hang (twong duong
0,1%) cam thay kho thuc hién; con lai 99,9% khach hang khong gap kho khan
gi, trong d6 30,91% danh gia hé théng don gian, rat d& thuc hién. Tuy nhién,
7,47% khéach hang cho biét hé théng thinh thoang c6 su cd, 0,3% cho rang hé
théng thuong xuyén bi nghén va 92,22% danh gia hé théng chay kha tot va rat
tt.

2. Thu tuc hanh chinh

Cong an thanh phé Cam Ranh 89.07%

Cong an huyén Cam Lam 88.80%

Cong an huyén Dién khanh 87.93%

Cong an huyén Khanh Son 87.34%

Cong an thanh phd Nha Trang

87.00%

Cong an thi xa Ninh Hoa

86.17%

Cong an tinh 86.13%

84.47%

Conganhuyén VanNinh 77777777777 82.99%

% 7%  79% 81% 83% 8% 87% 89%  91%

Cong an huyén Khanh Vinh

Biéu d6 25. Két qua tiéu chi Thii tuc hanh chinh ciia cac co quan Cong an

Tiéu chi Tha tuc hanh chinh c6 chi sé hai 1ong chung dat 86,61%, ting
4,1% so v6i nam 2023, tuy nhién twong tu tiéu chi Tiép can dich vu van chua
dam bao muc tiéu trén 87% dé ra. C6 4/9 co quan duoc khao sat ¢ chi sb trén
87% tai tiéu chi nay; trong d6, Cong an thanh phé Cam Ranh c6 chi s6 89,07%,
cao nhat khéi. Trong 5 co quan chua dat muc tiéu, Cong an huyén Van Ninh c6
chi sb thap nhat, chi dat 82,99%

Tong hop két qua tra 16, c6 97,88% khach hang danh gia thong tin thu tuc
hanh chinh dugc niém yét 16 rang, day du, dé tra ctu (ting 8,38% so voi nim
2023); 2,02% danh gia tam dugc va chi con 1 khach hang cho rang c6 niém yét
nhung tra cu con bat tién (Céng an huyén Dién Khanh).

Panh gia vé thanh phan ho so phai nop, 92,83% khéach hang hai long, cho
rang thanh phan hd so don gian, hop Iy (ting 10,93% so véi nim 2023) va con
7,17% danh gia khong nhiéu gidy to 1am. Tir cac thong tin do co quan cung Cap,
hau nhu khong c6 khach hang gap kho khin khi dién cac to khai, biéu mau thuc
hién dich vu cong.



44

Truéc khi hdé so duoc tiép
nhan va c6 ngay hen tra, ty Ié khach
hang bi tra lai hd so dé bd sung
chiém 3,84% (giam 1,06% so voi
nam 2023), trong d6 50% khéch
hang phai bd sung tir 2 1an trg 1én
méi duoc tiép nhan hd so (ting
11,5%). Mot khach hang tai Coéng
an huyén Khanh Vinh cho biét viéc
huéng dan bd sung con so sai va
mot khach hang cia Cong an huyén Dién Khanh phan 4nh khéng c6 huéng dan,
chi yéu cau 1am lai.

Thanh phan hb so

= Khong nhiéu gidy
to 1am (7,17%)

= Thanh phan hd so
don gian (56,36%)

= Thanh phin hd so
rat don gian, hop
1y (36,46%)

3. Su phuc vu ciia can bg, chién si cong an

93.94%

Cong an huyén Khanh Son

Cong an thanh phé Cam Ranh

93.65%

Cong an huyén Cam Lam 92.25%

Cong an thanh phd Nha Trang 91.29%

Cong an thi xa Ninh Hoa 90.32%

Cong an tinh 90.18%

Cong an huyén Van Ninh 89.54%

Cong an huyén Dién khanh 89.30%

Cong an huyén Khanh Vinh 88.20%

5% 7% T79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu do 26. Két qua tiéu chi Sy phuc vu ciia can b, cong chire cia cac
co quan Cong an

Chi sb hai long chung ciia cac co quan cong an vé Sy phuc vy cia can bo,
chién si cong an nam 2024 dat 90,89% clng voi Két qua giai quyét cong viéc 1a
2 tiu chi c6 chi s trén 90%. C6 9/9 co quan dat muc tiéu trén 87% tai tiéu chi
nay, trong d6 c6 dén 6 co quan c6 chi sd trén 90%, cao nhat 1a Cong an huyén
Khanh Son (93,94%) va Cong an thanh phé Cam Ranh (93,65%).



Thai d¢ phuc vu cia can b0,
chién si

160 0.20
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= Lich su, hoa nha,
tan tinh (62,52%)

= Kha tan tinh, lich
su (37,68%)

® Tam dugc (1,6%)

= Tho o, it tan tinh
(0,2%)

45

Trong khi thuc hién dich vu
céng truc tuyén, hon 50% khach
hang cho biét c6 tiép xuc véi can
bo, chién si cong an va hau hét
khach hang d&u kha hai long voi
thai do, tng xt trong qua trinh tiép
xuc, khéng c6 phan &nh veé viéc doi
hoi chi phi bdi dudng, dich vuy;
riéng Cong an huyén Khanh Vinh
co 1 truong hop khach hang nhan
Xét chién si con tho o, it tan tinh
trong qua trinh giai quyét cong
Viéc,

Tra 161 phiéu khao sét, ty 1& khach hang cho biét viéc tiép nhan hd so duoc
thuc hién ngay khi khach hang bam nop hé so dién tir 1a 67,17% va 32,02% ho
so duoc tiép nhan trong vong 8 tiéng. C6 0,81% khach hang cho biét phai cho
doi trén 01 ngay hd so méi duoc tiép nhan tai Cong an tinh va Cong an cac
huyén, thi xa: Cam Lam, Dién Khanh, Khanh Vinh, Ninh Hoa.

4. Két qua giai quyét cong viéc

Cong an huyén Khanh Son
Cong an huyén Khanh Vinh
Coéng an thanh phd Cam Ranh
Cong an thi xa Ninh Hoa
Cong an huyén Van Ninh
Cong an huyén Cam Lam
Cong an tinh

Cong an thanh phd Nha Trang
Cong an huyén Dién khanh

75% 80%

94.14%
93.67%

93.53%

92.41%

91.77%

91.67%
91.28%
90.36%

90.33%

85% 90% 95% 100%

Biéu d6 27. Két qua tiéu chi Két qua giai quyét cong viéc ciia cac
co quan Cong an

O tiéu chi nay, chi sé chung nganh Céng an dat 92,04%, cao nhat trong
c4c tiéu chi thanh phan va ting 3,17% so véi nam 2023. Cong an huyén Khénh
Son va Cong an huyén Khanh Vinh dan dau khéi véi chi sé tuong tng lan luot
13 94,14% va 93,67%; cac co quan con lai déu dat muc tiéu ké hoach va cé chi

sd trén 90%.
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Theo két qua khao sat, c6 16,16% khéch hang cho biét nhan duoc két qua
dich vu cong nganh cong an sém han, 83,43% dung han va con 0,4% cho biét tré
han nhung khéng nhiéu (4 khach hang tai cac co quan cong an: Cam Lam,
Khanh Son va Ninh Hoa).

V& sb lan phai thuc hién bé sung hd so truée khi nhan két qua dich vu
cdng, c6 13,33% khach hang cho biét bo sung 1 1an va 1,41% bd sung tir 2 1an
tré 18n (tap trung cha yéu & Cdng an tinh va Cong an huyén Cam Lam).

5. Tiép nhén, xir Iy thong tin phan hoi

Niam 2024, tiéu chi Tiép nhan, xa ly thong tin phan hdi 14 tiéu chi duy
nhét cé chi s6 hai 10ng giam so véi nam 2023 (giam 0,54%), dat 88,08%. Trong
9 co quan khao sat, co 6 co quan dat muyc tiéu dé ra va Cong an huyén Khéanh
Vinh c6 chi s6 cao nhat. Coéng an tinh, Cong an thanh phé Nha Trang va Cong
an huyén Van Ninh 1a 3 don vi ¢ chi s6 thap nhét, 1an lugt dat 86,43%, 84,55%
va 84,49%.

Cong an huyén Khanh Vinh 93.13%

Cong an thanh phd Cam Ranh 91.93%

Cong an huyén Cam Lam 90.67%

Cong an huyén Khanh Son 88.42%

Cong an huyén Dién khanh 87.47%

Cong an thi xa Ninh Hoa 87.16%

Cong an tinh 86.43%

Cong an thanh phd Nha Trang 84.55%

Cong an huyén Van Ninh 84.49%

5% T77% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu d6 28. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan hoi ciia cic
co quan Cong an

Viéc b tri, cong khai duong day néng cia nganh Cong an tiép tuc duoc
khach hang danh gia cao khi co dén 99,9% khach hang danh gia cac co quan ¢
niém yét thong tin dudng day néng; chi 0,1% (trong dwong 1 khach hang) cho
biét khong thiy thong tin duong day nong dé gui phan anh, kién nghi (Cong an
thanh phd Cam Ranh).

Ty 1é khach hang ting gtri phan, kién nghi cho co quan Cong an kha thép,
chi ¢d 9 khach hang trong tong sé 990 khach hang duoc khao sat va cac khach
hang trén déu nhan duoc ndi dung tra 10i ciia co quan cong an. Trong sé khéch
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hang khdng giri phan &nh, kién nghi, 03 khach hang cho biét khong giri phan
anh, kién nghi vi ngai phién ha va 03 trudng hop da ting kién nghi nhung khong
duogc tra 1oi (khach hang cua Cong an tinh, Céng an thanh phé Nha Trang va
Cong an huyén Khanh Vinh). Con lai 38,33% khéch hang cho biét cac co quan
lam rat tét, chua co van dé can kién nghi va 61,06% cho biét chua phat sinh nhu
cau gui phan anh, kién nghi.

I1I. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Nam 2024, két qua khao sat khéng ghi nhan y kién danh gia khong hai
long d6i vai su phuc vu cta cac co quan cong an. Khach hang danh gia hai long
chiém da s6 véi 60,97%, rat hai long chiém 37,82% va con lai 1,21% khach
hang danh gia tam duoc (twong duong 12 ¥ kién).

1.21

= Tam duoc (1,21%)
= Hai long (60,97%)

R4t hai 1ong (37,82%)

Biéu d6 29. Panh gia chung ciia khach hang ddi véi cac co quan Cong an

Khi dugc hoi mac do mong mudn co quan cong an tdp trung wu tién
ngudn lec dé cai thién chat luong 8 van dé duoc chi ra trong Phiéu khao sat, két
qua thu dugc kha dong déu, dao dong quanh khoang 57%, riéng noi dung “Nang
cao tinh cdng khai, minh bach trong cung cap théng tin cho ngudi dan” duoc
nguoi dan danh gia thap nhat so voi cac van dé con lai (54,82%). Pay 1a mirc
mong doi thap so véi mat bang chung cac khéi co quan duoc khao sat.

Béang 6. Mirc d0 mong doi ciia khach hang d6i véi cac co quan Cong an

N&i dun Mirc d9 mong dgi
: g cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cap thong 54,82%
tin cho nguoi dan
2. Nang cap ha tang, hé thong phan mem dam béo 6n dinh, 57,22%
thong suot
3. Thuong xuyén ra soat, don gian hda thu tuc hanh chinh, 57,27%
rat ngan thoi gian giai quyét
4. Nang cao nang luc cua can bo, cbng chuec, vién chic trong 56,62%
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Mirc d¢ mong dgi

Noi dung ciia khach hang

giai quyét thu tuc, céng viéc cho nguoi dan

5. Nang cao tinh,thém, thai @6 phuc vu cua can bg, cobng 57,37%
chuec, vién chire doi véi nguoi dan

6. Tang cuong cac kénh thong tin hd trg, giai dap truc tuyén kip 57,93%
thoi cho nguoi dan, doanh nghiép

7. Nang cao chét luong tiép nhan, giai quyét y kién gop Y, 57,88%
phan anh, kién nghi ctia nguoi dan

8. Tang cuong trdch nhiém giai trinh cta co quan, can bo, 57,73%
cong chuc, vién chae doi vai nguoi dan
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Phan VI.
CHI SO HAI LONG CO QUAN BAO HIEM XA HOI

I. CHI SO HAI LONG CHUNG

Nam 2024, chi sb hai long chung cta khéi Bao hiém x& hoi (BHXH) dat
88.,67%, cao hon 1,66% muc tiéu di dé ra va tang 1,81% so v&i nam 2023. Co
7/8 don vi dat muyc tiéu trén 87%, trong d6, ndi bat c6 2 don vi dat trén 90% la
BHXH thanh phé Cam Ranh (90,9%) va BHXH huyén Khanh Son (90,12%).
BHXH tinh tiép tuc c6 két qua thap nhat, dat 86,85% va 1a don vi duy nhét chua
dat muc tiéu. Khoang cach chéch léch gitta don vi ¢d chi s6 hai long cao nhat va
thap nhat chi con 4,05% (thu hep 9,56% so v&i nam 2023).

Bio hiém x3 hoi thanh phé Cam Ranh 90.90%

Bao hiém x3 hoi huyén Khanh Son 90.12%

Bao hiém x3 hoi huyén Cam Lam 89.31%

Béo hiém xi hoi huyén Khanh Vinh 88.97%

Bao hiém xa hoi thi xd Ninh Hoa 88.69%

Bao hiém x3 hoi huyén Van Ninh 88.33%

87.89%

Béo hiém xa hoi huyén Dién Khanh

Bao hiém x3 hoi tinh 86.85%

84% 85% 86% 87% 88% 89% 90% 91% 92%

Biéu d6 30. Chi s6 hai 1ong nganh BHXH nim 2024

TC
100%

90% 86.94%

HC
88.65%

TT
87.14%

— 2023
— 2024

</

91.22% 89.39%
KQ PV

Biéu dd 31. Két qua 5 tiéu chi chi s6 hai long ciia co quan BHXH



50

Trong 5 tiéu chi danh gia duoc khao sat, c6 4 tiéu chi c¢d chi sé hai long
dat muc tiéu nam 2024, gdm: Thu tuc hanh chinh; Sy phuc vu cua cdng chuc;
Két qua giai quyét cong viéc va Tiép nhan, xir ly thdng tin phan hdi. Trong do,
Két qua giai quyét cong viéc 1 tiéu chi duy nhat c6 chi s6 trén 90%. Tiép can
dich vu 12 tiéu chi c6 két qua chi s6 thap nhat, dat 86,94%, tuy nhién chi thap
hon muc tiéu Ké hoach CCHC tinh dé ra 0,7%.

II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép cén dich vu

Béo hiém xa hoi thanh phé Cam Ranh 89.61%
Béo hiém x hoi huyén Khanh Son 88.97%

Bao hiém x3 hoi huyén Khanh Vinh 88.00%
Bio hiém xa hoi huyén Cam Lam 87.61%
Béo hiém xa hoi huyén Van Ninh 87.22%

Béo hiém xa hoi huyén Dién Khanh 87.11%
Béo hiém x4 hoi thi xa Ninh Hoa 87.00%

Béo hiém x4 hoi tinh W 83.23%
75% 80% 85% 90% 95%

Biéu d6 32. Két qua tiéu chi Tiép cin dich vu ciia cac co quan BHXH

O Khéi BHXH, chi s6 hai 1ong chung cua tiéu chi Tiép can dich vy dat
86,94%, tang 3,47% S0 v&i nam 2023. BHXH thanh phd Cam Ranh c6 chi s6
cao nhat tai tiéu chi nay véi 89,61%; thap nhat 1a BHXH tinh véi 83,23%.
Khoang cach chéch léch gitta don vi cao nhat va thap nhat giam nhiéu so voi céc
nam trudc, thu hep chi con 6,28%.

Tra 161 phiéu khao sét, khach hang cho biét dugc tiép can théng tin dich vu
cong cua linh vuc BHXH tir 6 hinh thic tra 18n chiém 41,18% (giam 7,79% so
véi nam 2023); tir 3 dén 5 hinh thirc chiém 33,92% va 24,90% duoc tiép can tir 1
dén 2 hinh thicc. Théng qua cac hinh thic, con nhiéu khach hang (23,48%) cho
biét chua duoc tiép can ddy du thong tin trong qua trinh thuc hién dich vu cong
ngoai cac thong tin co ban nhu: danh muc thu tuc, théng tin tha tuc hanh chinh,
mau to khai.

Trong qua trinh thuc hién dich vu cong, cé 48,18% khach hang khong gap
vuéng mac hodc duoc co quan BHXH giai dap rat 1o rang, day du; 47,38% cho
biét duoc hd tro khé tét; 3,9% danh gia tam duoc va con hon 0,5% cho rang
BHXH tinh (3 khach hang), BHXH huyén Khanh Son (1 khach hang) it khi giai
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dap hodc giai dap so sai. Khi duoc hoi, hau hét khach hang déu ddng y viéc can
bo mot cira ¢6 chu dong trao doi va cung cap thém théng tin, chi c6 2,13% cho
rang rat it khi thdy can bo mot cara chu dong. Tuy nhién, khach hang tai BHXH
tinh va BHXH huyén Khanh Son con cé trudng hop cho ring viéc bd tri cong
khai céc kénh hd tro, giai dap truc tuyén chua dugc tét.

Panh gia giao dién caa phan mém dé thyc hién cac giao dich truc tuyén
cuia nganh BHXH nhin chung khéng c6 su thay doi qua 16n so vai két qua khao
sat nam 2023. CO 39,66% khéach hang nhan xét rat truc quan, dé& sir dung,
55,40% khach hang nhan xét twong doi da theo ddi: 4,48% danh gia tam duoc,
va con 0,46% khach hang chua hai 1ong. P6i vai viéc thao tac trén phan mém,
c6 0,62% khach hang cam thay kho thuc hién; 4,02% nhan xét tam duoc;
96,36% danh gia tuong d6i dé thuc hién hodc don gian, rat dé thuc hién.

Vé mirc @6 6n dinh cua hé théng dich vu cong, c6 86,57% khéch hang cho
biét hé thdng chay tdt, khdng c6 truc tric; 12,81% nhan xét thinh thoang con truc
tric; chi con 0,62% danh gia hé thdng thudng xuyén truc tric.

2. Thi tuc hanh chinh

Chi s hai 1ong chung d6i véi Thu tuc hanh chinh linh vuc BHXH dat
88,65%, ting 3,7% S0 V&i naim 2023 — cao nhat trong 5 tiéu chi thanh phan. Hau
hét cac don vi BHXH déu dat myc tiéu dé ra, riéng BHXH huyén Van Ninh thap
hon muc tiéu khong dang ké. BHXH huyén Khanh Son 1a don vi duy nhat trong
khdi c6 chi sb trén 90%. Khoang chéch léch giira don vi ¢6 chi s6 cao nhat va
thap nhat khé thap, chi c6 3,87%.

Béo hiém xa hoi huyén Khanh Son 90.87%

Bao hiém x4 hoi thanh phé Cam Ranh 89.56%

Béo hiém xa hoi huyén Cam Lam 89.44%

Bao hiém x hoi huyén Khanh Vinh 88.75%

Bao hiém x3 hoi thi xd Ninh Hoa 88.72%

Béo hiém x3 hoi huyén Dién Khanh 88.61%

Bao hiém x3 hoi tinh 87.60%

Bao hiém x3 hoi huyén Van Ninh 87.00%

75% 80% 85% 90% 95%

Biéu d6 33. Két qua tiéu chi Thii tuc hanh chinh ciia cac co quan BHXH

Viéc niém yét thi tuc hanh chinh duoc khach hang danh gia kha tot, chi c6
3,77% khach hang chua that sy hai 1ong, viéc tra ciu con bat tién. Khi duoc hoi
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vé thanh phan hd so phai nop, 91,5% khach hang cho ring don gian, hop Iy;
7,83% nhan xét khéng nhiéu gidy to. Tuy nhién van con 0,67% khach hang danh
gia thanh phan hd so con nhiéu gidy to, biéu mau khéng can thiét. Khach hang
cling cho biét viéc dién to khai, biéu mau khéng gip kho khin gi, chi chua day
1% khach hang danh gia khé thuc hién (BHXH tinh ¢ 4 khach hang; BHXH
huyén Cam Lam c6é 2 khach hang va BHXH huyén Khanh Son ¢6 1 khach
hang).

3. Su phuc vu ciia cong chire

Béo hiém x hoi huyén Khanh Son 91.81%

Béo hiém x4 hoi thanh phd Cam Ranh _ 90.20%
Bao hiém x3 hoi huyén Dién Khanh _ 89.56%
Béo hiém xa hoi huyén Van Ninh _ 89.11%
Bio hiém xa hoi huyén Khanh Vinh _ 89.00%
Béo hiém x4 hoi huyén Cam Lam _ 88.96%
Béio hiém xa hoi thi x Ninh Hoa _ 88.89%
Béo hiém x4 hoi tinh _ 88.73%
75% 80% 85% 90% 95%

Biéu d6 34. Két qua tiéu chi Sw phuc vu ciia can bd, cong chire ciia cac
co quan BHXH

Két qua chi sé hai l1ong chung cua khach hang d6i véi tiéu chi Su phuc vu
cua cong chuac dat 89,39%, tang nhe 0,65% so voi nam 2023. BHXH huyén
Khéanh Son tiép tuc xép thir nhat voi 91,81% va cing BHXH thanh phé Cam
Ranh 13 2 don vi ¢6 chi s trén 90%. Cac don vi con lai déu dat muc tiéu dé ra
véi két qua chi s6 thap nhat 14 88,73%.

Vé thoi gian tiép nhan hd so truc tuyén, c6 93,21% khach hang cho biét gan
nhu hd so dugc tiép nhan ngay hoic duoc tiép nhan trong vong 1 ngay; tiép nhan
trong vong 2 ngay chiém 5,4% va c6 1,39% cho biét thoi gian trén 2 ngay (y kién
nhiéu nhét tai BHXH tinh, BHXH huyén Cam Lam, BHXH huyén Dién Khanh).

Panh gia vé thai do giao tiép, tng xur cua cong chic BHXH trong qué
trinh tiép xdc, hau hét 94,5% khach hang déu danh gia hai long, 3,93% danh gia
tam duoc, 1,05% cho rang con tho o, it tan tinh (tap trung & BHXH tinh) va con
2 truong hop khach hang phan anh khé chiu, bat lich su, cira quyén (BHXH
huyén Cam Lam, BHXH huyén Khanh Vinh). Bong thoi, két qua khao sét cling
khong ghi nhan y kién cua khach hang vé viéc doi hoi chi phi bdi dudng, dich vu
tur cbng chuc nganh BHXH.
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4. Két qua giai quyét cong viéc

94.07%

Bao hiém x4 hoi thanh phé Cam Ranh

Béo hiém xi hoi huyén Khanh Vinh 92.17%

92.07%

Bao hiém x3 hoi thi xd Ninh Hoa

Béo hiém xa hoi huyén Khanh Son 91.75%

Béo hiém xa hoi huyén Cam Lam 91.48%

Bao hiém x3 hoi huyén Van Ninh 90.67%

Béo hiém xa hoi huyén Dién Khanh 90.44%

Bao hiém x3 hoi tinh 88.89%

75% 80% 85% 90% 95%

Biéu d6 35. Két qua tiéu chi Két qua giai quyét cong viéc ciia cac
co quan BHXH

Tai tiéu chi nay, chi sé hai 1ong chung khéi BHXH dat 91,22%, ting
2,62% so0 voi chi sb nim 2023. Két qua phan tich di liéu cho thiy, 8/8 don vi
dat muc tiéu trén 87%. Trong d6, cao nhat 1a BHXH thanh phé Cam Ranh véi
chi s6 nam 2024 dat 94,07%, ting 5,63% so véi nam trudce. Khoang cach chénh
léch giira don vi c6 chi s6 cao nhat voi don vi thap nhat 1a 5,18%, giam 2,42%
SO Vo1 nam 2023.

Vé két qua giai quyét hd so, co dén 98,38% khach hang danh gia hd so
duoc giai quyét nhanh, som, dung han, dat yéu cau. Tuy nhién, van con 1,62%
khach hang phan anh ho so bi tré han; trong d0, 1 khach hang ctia BHXH tinh va
1 khach hang cua BHXH huyén Dién Khanh cho biét hd so tré gap doi so v4i
thoi han hen tra két qua. Dong thoi, 4,31% khach hang ciing cho biét phai bd
sung hé so tir 2 1an tré 18n méi nhan dugc két qua giai quyét, trong d6 ghi nhan
1 trudng hop & BHXH tinh phai b6 sung ho so tir 4 1an trg 1én.

5. Tiép nhén, xir ly thong tin phan hoi

Chi sb hai long chung tiéu chi Tiép nhan, xu Iy théng tin phan hoi cua
khdi BHXH nim 2024 13 87,14%, giam 3,31% so véi nam 2023. Tai tiéu chi
nay, chi ¥ s don vi trong khdi dat muyc tiéu dé ra, trong 6 BHXH thanh phd
Cam Ranh c6 két qua cao nhat véi 91,04%. Trong 4 don vi chua dat muc tiéu,
BHXH huyén Dién Khanh cd két qua thap nhat, chi dat 83,7%.



54

91.04%

Béo hiém x4 hoi thanh phé Cam Ranh

89.04%

Bao hiém xa héi huyén Cam Lam

Bao hiém xa héi huyén Van Ninh 87.63%
Bao hiém x3 hoi huyén Khanh Son 87.20%
Bao hiém x3 hoi huyén Khanh Vinh 86.92%
Bao hiém x3 hoi thi x3 Ninh Hoa 86.74%
Bao hiém xa hoi tinh 85.78%
Béo hiém x4 hoi huyén Dién Khanh W 83.70%
75% 80% 85% 90% 95%

Biéu d6 36. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan hdi ciia cac
co quan BHXH

Vé viéc bé tri, cong khai duong day nong, 91,66% khach hang nhan thay
cac co quan da cung cap, cong khai ddy du thong tin duong day nong; 7,27%
khach hang danh gia 1a tam duoc va con 1,08% cho biét khdng thay théng tin
gui phan anh, kién nghi.

Déi véi nhdm khach hang khao séat khéng gui phan énh, kién nghi (chiém
98,12%) cho biét cac co quan BHXH lam rét tét, chua c6 van dé can kién nghi
chiém 41,19%; 57,42% cho rang chua phat sinh nhu cau kién nghi; chi ¢6 1,39%
con ngai phién ha hoic so bi gay kho dé (4 y kién tai BHXH tinh, 3 y kién tai
BHXH huyén Cam Lam va 1 y kién tai BHXH huyén Dién Khanh).

Déi v6i nhom khach hang da gai phan anh, kién nghi (chiém ty 18 1,88%):
85,71% danh gia da duoc tra loi day da noi dung va Kip thoi; 7,14% danh gia o
murc tam duoc. Tuy nhién van con 7,14% khach hang nhan duoc tra 1oi khong
day du, cham tré (BHXH thi x& Ninh Hoa).

III. PANH GIA CHUNG VA MONG POQI CUA KHACH HANG

Nam 2024, cam nhan chung vé su phuc vu cia cac co quan BHXH, ¢
32,84% khach hang cam thay rat hai 1ong, 63,11% hai long; 3,38% danh gia tam
duogc; va con 0,68% khach hang danh gia khong hai 10ng hoac rat khéng hai
long (3 y kién tai BHXH tinh va 1 y kién tai BHXH huyén Ninh Hoa).

Vé mong doi cia khach hang, mic d6 mong doi trén 10 noi dung dao
dong tir 54,35% dén 65,16%. Trong d6, 3 ndi dung dugce khach hang quan tam
nhiéu nhat gom: “Tdng cwong cac kénh thdng tin hé tro, gidi dap truc tuyén kip
thoi cho nguroi dan, doanh nghiép” (65,16%); “Nang cap ha tang, hé thang phan
mém dam bao én dinh, thdng suot” (64,81%); “Thuong xuyén ra sodt, don gian
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hoa thu tuc hanh chinh, rat ngdn thoi gian gidi quyét” (63,66%),

Bang 7. Mirc dd mong doi ciia khach hang déi véi cac co quan BHXH

Mirc d¢ mong dgi

Noi dung cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cap théng 61,69%
tin cho nguoi dan
2. Tang cudng co s¢ Vit chat, trang thiét bi phuc vu giai 54,35%
quyét cong Vviéc cho nguoi dan
3. Nang cap ha tang, hé thong phan mém dam bao on dinh, 64,81%
thong suot
4. Thuong xuyén ra soat, don gian héa thu tuc hanh chinh, 63,66%
rut ngan thoi gian giai quyet
5. Nang cao néng luc cua can b, cong chirc, vién chuc trong 61,02%
giai quyet thu tuc, cong viéc cho nguoi dan
6. Nang cao tinh’thﬁn, thai do phuc vu cua can bg, cong 62,21%
chuc, vién chue doi voi nguoi dan
7. Tang cwong ng dung cdng ngh¢ thang tin, chuyén doi s6 60,06%
trong giai quyét cong viéc cho nguoi dan
8. Tang cuong cac kénh thong tin hd tro, giai dap truc tuyén kip 65,16%
thoi cho nguoi dan, doanh nghiép
9. Nang cao chat lugng tiep nhan, giai quyét y kién gép Y, 62,21%
phan anh, kién nghi cta nguoi dan
10. Tang cuong trach nhiém giai trinh cua co quan, can bo, 62,59%

cong chuc, vién chirc d6i voi ngudi dan
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Phan VII.
CHI SO HAI LONG KHOI HAI QUAN

I. CHI SO HAI LONG

Nam 2024, linh vuc hai quan c6 50 khach hang thuc hién dich vu cong
truc tuyén tham gia tra 1oi phiéu khao sat. Két qua phan tich di liéu cung cap
mot s6 thong tin dang cha ¥ nhu sau:

Chi s hai long linh vuc hai quan nam 2024 dat 84,13%, tang 1,90% so
v6i nam 2023, tuy nhién van chua dat muc tiéu ké hoach CCHC niam 2024 cua
tinh dé ra.

Xét 6 tiéu chi cau thanh chi s6 hai 1ong, chi c6 tiéu chi Két qua giai quyét
cdng viéc ¢ chi s6 dat myc tiéu nam 2024 v4i 88,53%. Tiép nhan, xi Iy thong
tin phan hoi 1 tiéu chi c6 két qua thap nhat, chi dat 81,2%, ké dén 1a Tiép can
dich vu véi 82,8%. Khoang cach chéch léch giira tiéu chi thanh phan cao nhat va
thap nhat dén 7,33%.

Chi s6 hai 1ong trén tirng tiéu chi

88.53%

Két qua giai quyét cong viéc

Thu tuc hanh chinh

84.13%

Su phuc vu cua cong chirc, vién chire 84.00%

82.80%

Tiép can dich vu

81.20%

Tiép nhan, xir 1y théng tin phan hoi

65% 70% 75% 80% 85% 90%

Biéu d6 37. Chi s6 hai long linh vue hai quan nim 2024 so véi nim 2023

Vé Tiép can dich vu, ty 1& khach hang duogc tiép can thong tin tir 4
hinh thic tré 18n chiém 32% (giam hon mot nira So v4i nam 2023). Trong do,
cac hinh thuc pho bién 1a duoc cong chuc gidi thiéu, huéng dan (94%), thdng
qua cac hoi nghi, cudc hop, ddi thoai (64%), qua website, mang xa hoi (54%).

Két qua khao sat nam 2024 cho thay cac ndi dung thong tin dich vu cong
linh vuc hai quan chua duoc khach hang danh gia cao, cu thé: chi c6 42% danh
gia thong tin day du hoic twong dbi day du, 24% danh gia tam duoc, 16% danh
gia chua day du va 18% cho rang hau nhu khong duoc tiép can day da thong tin
dich vu céng.

Vé viéc hudng dan, hd tro ciia co quan Hai quan khi c6 vudng mac trong
quéa trinh thuc hién dich vu cong truc tuyén, khach hang danh gid nhan duoc
huéng dan rit rd rang, day du hoic khéng gap thic méac gi (chiém 28%),
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N . 0 e sy 9 I4 7 A \ R
con lai 66% danh gia 6 muc kha tot va Mitc dd én dinh,

6% khach hang chwa that su hai long. thong sudt ciia hé thong
Viéc bd tri, cong khai cac kénh hd tro, 4.0

giai dap tryc tuyén duoc 86% khach 20.0

hang danh gia tot va rat tét, 12% danh ’

gia tam duoc va con 1 khach hang chua
hai long.

40.0

Vé hé théng cung cép dich vu
cong truc tuyén, 92% khach hang danh
gia kha tét vé giao dién caa phan mém;
d6ng thoi, khach hang danh gia thao tac
thuc hién trén phan mém don gian, rat
dé thuc hién chiém 88%. Tuy nhién, trén
40% khéch hang cho biét hé théng thinh
thoang c6 sy cd, tham chi thudong xuyén bi nghén lam anh hudng dén trai
nghiém ctia ngudi dung.

Vé tiéu chi Thi tuc hanh chinh, cd 72% khach hang danh gia thanh phan
ho so don gian, 24% cho biét khong phai nop nhiéu gidy to va con 4% khach
hang danh gia thanh phan ho so chua that su hop ly; 78% khéch hang danh gia
khdng gap khé khin trong viéc dién céc to khai, biéu miu dién tu, trong do co
22% cho rang rat don gian, dé thuc hién. Khi duoc hoi, 43/50 khach hang duoc
khao sat cho biét ho so dién tir duoc tiép nhan ngay lan dau ma khéng bi tra lai
dé bo sung tai lidu, gidy to ho so dau vao (chiém ty 1é 86%); trong sé 7 khach
hang c6 ho so bi tra lai dé bo sung thi co 3 truong hop cho biét phai bo sung 2
lan méi duogc tiép nhan.

36.0

= H¢ thong thudng xuyén bi nghén (4%)
® Thinh thoang c6 su ¢6 (40%)

Hé théng chay kha tét (36%)
= H¢ thong chay rat tot (20%)

Vé Sw phuc vu ciia cdng chiic, ¢ 88,9% khach hang hai 1ong vé thai do
phuc vu caa cong chuc nganh hai quan trén dia ban tinh va 11,1% danh gia &
muc tam duoc. Két qua khao sat khdng ghi nhan tinh trang cong chac doi hoi
chi phi bdi dudng, dich vu trong qua trinh giai quyét cong viéc. Tuy nhién, con
dén 12% khach hang cho biét viéc tiép
nhan hd so dich vu cong truc tuyén chua
kip thoi (trén 01 ngay).

Két qua giai quyét
4.0 10.0

5 Vé Két qua giai quyét cong viéc, co
v 48/50 khach hang (ty & 96%) dugc tra két
86.0 qua giai quyét hd so thu tuc hanh chinh

- Som han (10%) som va dang ha{1 trong: nam 2924; chi c6
« Diing han (86%) 02 truong hop ho so tré han (déu la khach
Tré nhung khong nhidu (4%) hang tai Chi cuc Hai quan cta khau Cang
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Cam Ranh).

Tiép nhan, xix ly théng tin phan hdi duoc khach hang danh gia kha thap,
8% khach hang cho biét khdng thay thong tin va cach thac gui phan énh, kién
nghi; 14% danh gia tam duoc, 48% nhan xét kha nhiéu hinh thic, tuong dbi
thuan tién va 30% cho biét nhiéu hinh thuc, thuan tién.

C6 92% khéach hang danh gia co quan hai quan c6 cung cip thdng tin
duong day nong dé tiép nhan phan anh, kién nghi (giam 5,6% so v&i nam 2023)
va con 4 khach hang cho biét khdng thay bat ky thong tin duong day néng nao
dé phan anh, kién nghi (3 khach hang caa Chi cuc Hai quan cira khau Cang Nha
Trang va 1 khach hang Chi cuc Hai quan ctra khau Cang Cam Ranh). C6 2/50
khach hang (ty & 4%) ting gui phan anh, kién nghi dén co quan hai quan, trong
d6 ¢ 01 trudng hop khach hang cho biét co quan tra loi khong day da, cham tré.

Dbi voi 96% truong hop chua ting gai phan anh, kién nghi, c6 33,3%
danh gia co quan hai quan lam rat tét, khdng c6 van dé can kién nghi (giam
16,7%), con lai 62,5% cho biét chua dén muc phai gui phan énh, kién nghi va 2
y kién cho rang con ngai vi nhiéu phién ha.

II. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Cam nhan chung vé sy phuc vu cua linh vuc hai quan trong nim 2024,
45/50 khéch hang (ty 16 90%) danh gia hai 10ng va rat hai long, 5 ¥ kién danh
gia “Tam duoc”.

Déi véi linh vuc hai quan, 10 ndi dung nhan dugc mirc dd mong mudn cai
thién cua nguoi dan nam trong khoang tir 72% - 78,5%, kha cao so véi mit bang
chung giita cac khdi co quan. Khach hang mong mudn cao nhat ddi véi noi dung
“Thuwong xuyén ra sodt, don gian hoa thi tuc hanh chinh, rat ngan thoi gian gidi
quyét” (78,5%), ké dén 1a “Nang cap ha tang, hé thong phan mém dam bao én
dinh, thong suot” (77%) va “Tang cwong trach nhiém gidi trinh cia co quan,
can bg, cong churc, vien chize ddi Véi nguoi dan” (76%).

Bang 8. Mirc do mong doi ciia khach hang dbi véi khéi Hai quan

Nbi dun Mirc d9 mong dgi
: g cua khach hang

1. Nang cao tinh cong khai, minh bach trong cung cap thdng 72,00%
tin cho nguoi dan
2. Nang cap ha tang, h¢ thong phan mém dam béao 6n dinh, 77,00%
thdng suot
3. Thuong xuyén ra soat, don gian hda thu tuc hanh chinh, 78,50%
rat ngan thoi gian giai quyét
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Mirc d¢ mong dgi

Noi dung cua khach hang
4. Nang cao nang luc cua can bg, cdng chirc, vién chuc trong 72,00%
giai quyet tha tuc, cong viéc cho nguoi dan
5. Nang cao tinh,thén, thai d0 phuc vu cua can bg, cong 72,50%
chtrc, vién chire doi véi nguoi dan
6. Tang cudng cac kénh thong tin hd tro, giai dap truc tuyén kip 74,00%
thoi cho nguoi dan, doanh nghiép
7. Nang cao chat lugng tiép nhan, giai quyét y kién gop Y, 74,00%
phan anh, kién nghi cia nguoi dan
8. Tang cuong trdch nhiém giai trinh ctia co quan, can bo, 76,00%

cong chirc, vién chirc d6i véi nguoi dan
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Phan VIII.
CHI SO HAI LONG LINH VU'C KHO BAC NHA NUOC

I. CHI SO HAI LONG CHUNG

Kho bac Nha nuéc Khanh Vinh 96.01%

Kho bac Nha nuéc Cam Ranh 91.81%

Kho bac Nha nuéc Khanh Son 91.06%

Kho bac Nha nudc Cam Lam 90.93%

Kho bac Nha nuédc Ninh Hoa 88.59%

Kho bac Nha nuéc Dién Khanh 88.05%

Kho bac Nha nuéc Van Ninh 87.67%

Kho bac Nha nuéc Khanh Hoa 85.04%

78% 80% 82% 84% 86% 88% 90% 92% 94% 96% 98%

Biéu d6 38. Chi s6 hai Iong KBNN nim 2024

Chi s6 hai 10ng trung binh nam 2024 linh vuc Kho bac Nha nuéc (KBNN)
dat 89,51%; tang 2,42% so véi nam 2023 va dat muc tiéu chung cua tinh (trén
87%). KBNN Khéanh Hoa c6 chi s6 hai 1ong dat 85,04%, 1a don vi duy nhat c6
chi s6 dudi 87%.

Trong 8 don vi dugc danh gia thi ¢ 7 don vi gia tang chi s6 hai long,
trong 46 KBNN Cam Lam va Cam Ranh c6 sy cai thién 16n nhat, véi chi sd ting
tuwong tng 5,12% va 4,25% so véi nam 2023. KBNN Khanh Son 1a don vi duy
nhét c6 chi s6 thip hon nam 2023, tuy nhién muc sut giam khong dang ké (chi
giam 0,62%) va chi sb dat 91,06%.

Trong 5 tiéu chi thanh phan, tiéu chi Thu tuc hanh chinh c6 mic ting cao
nhat so véi nam 2023 véi 5,18%; tiéu chi Su phuc vu cua can b, cdng chirc co
mtc tang thap nhat vai 0,47%. Tiéu chi duy nhat cé két qua thap hon nim 2023
la Tiép nhan, xir ly thdng tin phan hdi (thap hon 2,64%) tuy nhién chi s6 van dat
muc tiéu trén 87%.



61

TC

90% 87.67%

TT
87.74%

HC
89.21%
2023

— 2024

KQ PV
91.97% 90.98%

Biéu dd 39. Két qua 6 tiéu chi chi s6 hai long linh vire KBNN
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Tiép can dich vu

Kho bac Nha nuéc Khanh Vinh 94.80%

Kho bac Nha nuéc Cam Ranh _ 89.62%
Kho bac Nha nuéc Khénh Son _ 89.60%
Kho bac Nha nuéc Dién Khénh _ 88.00%
Kho bac Nha nuée Ninh Hoa _ 86.40%
Kho bac Nha nuéc Khanh Hoa — 84.80%
Kho bac Nha nuée Van Ninh — 84.80%
Kho bac Nha nuée Cam Lam 77777777777/ 83.31%
75% 80% 85% 90% 95%

Biéu do 40. Két qua tiéu chi Tiép cin dich vu cia KBNN

Chi s6 Tiép can dich vu nam 2024 linh vuc KBNN dat 87,67%, cao hon
nam 2023 1a 3,67%. KBNN Khanh Vinh tiép tuc 1a don vi c¢6 chi s cao nhat
(dat 90,07%, tang 3,10%), ké dén 12 KBNN Cam Ranh dat 89,62% va KBNN
Khanh Son dat 89,60%. C6 4/8 don vi chua dat muc tiéu ké hoach, trong dé:
KBNN Ninh Hoa dat 86,4%, chi thap hon muc tiéu dé ra 0,61%; cac don vi con
lai gdm KBNN Khanh Hoa, KBNN Van Ninh, KBNN Cam L&m c6 chi s6 kha
thap so voi muc tiéu dé ra, dao dong trong khoang tir 83,37% dén 84,8%.

Tra 161 phiéu khao sét, ¢ 46,21% khéach hang nhan thay théng tin dich vu
cong linh vuc KBNN cung cip chi théng qua 1 - 3 hinh thtc; 4 — 5 hinh thic
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chiém 19,87% va 33,93% khach hang tiép can thdng tin dich vu céng linh vuc
KBNN qua 6 hinh thic tré 18n. Vé noi dung thong tin duoc cung cap, 46,98%
khach hang danh gia rat day du; 12,53% cho ring twong ddi day du; 15,21%
nhan xét tam duoc; con lai 25,28% khach hang danh gia ndi dung thong tin dugc
cung cap so sai, khong day du.

Nhitng vudng mac caa khach hang vé co ché, chinh séach, tha tuc da duoc
KBNN tiép nhan, xt Iy va huéng dan chu ddo; do d6 co trén 95,32% khéch hang
hai 10ng vé van dé nay, chi cd 01 khach hang cia KBNN Khéanh Son danh gia
viéc giai dap con so sai. Hau hét khach hang ciing hai long vé viéc bd tri, cong
khai céc kénh hd tro, giai dap truc tuyén cia co quan KBNN.

Giai dap thic mic

Tam dugc
4.45%

Khong duoc giai
dap/Giai dap so sai
0.22%

Rét 1 rang va da Kha t6t
40.53%
du/ ) . 0.53%
Khong c6 thac ma
54.79%

V¢ giao dién website dich vu cong truc tuyén, c6 dén 95,99% khéach hang
danh gia rat trec quan, dé st dung va tuong ddi dé theo ddi; chi 4,01% danh gia
tam duoc. D6i Vi thao tac trén website, c6 94,21% khach hang danh gia don
gian, rat d& thuc hién va twong d6i dé thuc hién; 5,57% khach hang danh gia tam
duoc va 1 truong hop cho rang kho thuc hién (KBNN Khanh Hoa). Vé muc do
6n dinh cua hé thong, con trén 14,48% khach hang cho biét hé théng thinh
thoang c6 su ¢6 hodc thuong xuyén bi nghén (giam 7,42% so voi nam 2023).

2. Thu tuc hanh chinh

Trong 8 KBNN duogc khao sat, c6 6/8 don vi ¢d chi s6 Thu tuc hanh chinh
dat myc tiéu trén 87%, trong d6 KBNN Khanh Vinh va KBNN Khanh Son c6
két qua cao nhat, twong ung lan luot 96,4% va 90,9%. KBNN Khanh Hoa va
KBNN Van Ninh c6 chi s6 chua dat muyc tiéu, vai két qua twong tng lan luot 12
84,85% va 86,4%. Khoang cach chéch léch giira don vi c6 chi s6 cao nhat va
thap nhét 1a 11,55%, khong thay d6i nhiéu so v&i nam 2023 (11,66%).
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Kho bac Nha nudc Khanh Vinh

96.40%

Kho bac Nha nudc Khanh Son

90.90%

Kho bac Nha nudc Cam Lam

89.80%
Kho bac Nha nuedc Cam Ranh 89.02%

Kho bac Nha nudc Ninh Hoa 88.70%

Kho bac Nha nudc Dién Khanh 87.60%

Kho bac Nha nudc Van Ninh 86.40%

Kho bac Nha nudc Khanh Hoa 84.85%

75% 80% 85% 90% 95% 100%

Biéu d6 41. Két qua tiéu chi Thii tuc hanh chinh ciia KBNN

Hau hét khach hang (95,55%) danh gia kha tot vé noi dung dich vu cong
linh vuc KBNN duoc cong khai, tuy nhién con 2 y kién cho rang co quan niém
yét nhung tra ctu con bat tién (KBNN Dién Khanh, KBNN Khanh Son). Danh
gia vé thanh phan hd so dién tir phai nop, cd 91,98% khéach hang cho riang don
gian, hop 1y; 6,68% cho biét thanh phan hé so phai nop khdng nhiéu 1am va con
6 khach hang cho rang nhiéu gidy to, biéu mau khéng can thiét (3 khach hang
cia KBNN Khanh Hoa, 2 khach hang cia KBNN Van Ninh va 1 khach hang
ciaa KBNN Cam Lam).

C6 90,85% khach hang cho rang hau nhu khong gip kho khan gi trong
viéc dién cac to khai, biéu miu dién ta, rat don gian va dé thuc hién; 8,93%
nhan xét khong khé 1am. Van con 1 trudng hop cho biét trong d6i kho thuc hién
trong viéc tao 1ap va nop hd so dién tir truc tuyén (KBNN Khéanh Son).

Trong qua trinh ndp hd so truc tuyén, c6 88,86% khach hang tham gia
khao sat cho biét ho so duoc tiép nhan ngay lan dau. Trong sé 11,14% khéach
hang c6 hd so bi tra lai dé bo sung thi c6 dén 22,45% khach hang phai bo sung
hd so 2 1an méi dugc tiép nhan hé so, nguyén nhan cha yéu 1a do khach hang
chua thyc hién ding huéng dan, riéng 2 khach hang tai KBNN Khanh Hoa va
KBNN Van Ninh cho biét gap truong hop mdi lan chi yéu cau bé sung mot noi
dung, 1an sau yéu cau bo sung tiép; 2 khach hang & KBNN Khanh Hoa va
KBNN Khanh Son phan anh do néi dung huéng dan khong rd rang, day dua.

3. Su phuc vu cia can b, cong chire

Chi s hai 1ong chung vé Su phuc caa can b, cong chie linh vuc KBNN
nam 2024 dat 90,98%, cao hon 0,47% so v&i nim 2023. C6 7/8 don vi c6 chi sd

dat muyc tiéu ndm 2024, trong d6 4 don vi c6 chi s6 trén 90% la: KBNN Khénh
Vinh, KBNN Cam Lam, KBNN Khanh Son va KBNN Cam Ranh,
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KBNN Khénh Hoa la don vi duy nhat c6 két qua duéi muc tiéu chung cua
tinh, chi dat 83,70%, khong thay d6i nhiéu so véi chi sé nam 2023. Muc chénh
léch giira don vi ¢ chi s6 cao nhat va thip nhat twong ddi 16n véi 14,5% (tiang
0,71% so v6i nam 2023).

Kho bac Nha nudc Khanh Vinh

98.20%

Kho bac Nha nuéc Cam Lam 96.80%

Kho bac Nha nuéc Khanh Son 95.20%

Kho bac Nha nudc Cam Ranh 93.88%

Kho bac Nha nuéc Ninh Hoa 89.60%

Kho bac Nha nuéc Dién Khanh 89.20%

Kho bac Nha nuéc Van Ninh 88.60%

Kho bac Nha nuéc Khanh Hoa 83.70%

75% 80% 85% 90% 95% 100%

Biéu d6 42. Két qua tiéu chi Sw phuc vu ciia can b, cong chirc cia KBNN

Két qua khao séat cho thay, co 50,33% khach hang danh gia sau khi bam
nop hd so dién tir thi gan nhu hd so duoc tiép nhan ngay; 47,22% cho biét ho so
duoc tiép nhan trong vong 1 ngay; van con 2,45% hd so tiép nhan trén 01 ngay
(8 khach hang cua KBNN Khanh Hoa; déi véi KBNN Ninh Hoa, KBNN Van
Ninh, KBNN Khanh Son mdi don vi c6 01 khéach hang).

Sau khi nop hé so dién tir, c6 49% khach hang cho biét phai 1am viéc truc
tiép véi cong chizc KBNN dé kiém tra, xac minh thuc té; trong do, da sé khach
hang (97,7%) hai Iong véi thai do phuc vy, tuy nhién van con 2,3% danh gia
muc tam duoc. Két qua khao sat khong ghi nhan truong hop phan anh nhiing
nhiéu, tiéu cuc cua cong chirc KBNN.

4. Két qua giai quyét cong viéc

Chi s hai long chung dbi véi Két qua giai quyét cong viéc linh vuc
KBNN niam 2024 dat 91,97% va cao nhat trong 5 chi sé thanh phan, cao hon
3,14% so véi nam 2023. 8/8 don vi ¢ chi sb trén 90%, trong do6 KBNN Khéanh
Vinh c6 chi s6 cao nhat (94,93%) va KBNN Khanh Hoa c6 chi s6 thiap nhat
(90,07%). Khoang céch chéch léch giita don vi c6 chi s6 cao nhit va thap nhat
chi con 4,86% (giam 2,83% so v&i nam 2023).



Kho bac Nha nudc Khanh Vinh
Kho bac Nha nudc Cam Ranh
Kho bac Nha nuéc Cam Lam
Kho bac Nha nudc Khanh Son
Kho bac Nha nuéc Van Ninh
Kho bac Nha nudc Ninh Hoa
Kho bac Nha nudc Dién Khanh

Kho bac Nha nudc Khanh Hoa

75%
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80% 85%

90%

92.40%

92.13%

91.20%

90.13%

90.07%

95%

94.93%

93.61%

93.20%

100%

Biéu dd 43. Két qua tiéu chi Két qua giai quyét cong viéc cia KBNN

Sau khi hd so dién tir dugc tiép nhan, 75,22% khach hang cho biét dugc
nhan két qua ma khdng phai bd sung hd so, 23,21% phai bd sung 01 lan va
1,56% bo sung tir 2 1an tré 1én trude khi nhan két qua (chu yéu & KBNN Khanh
Hoa va KBNN Dién Khanh). Viéc yéu cau bd sung déu dugc co quan KBNN
théng bao qua hé théng dich vu cong.

Sau khi duoc tiép nhan hd so, c6 16,26% khach hang cho biét nhan duogc
két qua som han (ting 9,34% so véi nam 2023), 83,52% duoc tra két qua dung
han; chi ¢4 01 khach hang cho biét nhan két qua tré han (KBNN Ninh Hoa).

5. Tiép nhén, xir ly thong tin phan hoi

Kho bac Nha nuéc Khanh Vinh
Kho bac Nha nuéc Cam Ranh
Kho bac Nha nudc Cam Lam
Kho bac Nha nudc Khanh Son
Kho bac Nha nudc Ninh Hoa
Kho bac Nha nudc Van Ninh
Kho bac Nha nudc Dién Khanh

Kho bac Nha nudec Khanh Hoa

75%

Biéu do 44. Két qua tiéu chi Tiép nhén, xir Iy thong tin phan hdi

\

2 o0

80% 85%

87.20%

87.07%

86.40%

85.33%

90%

92.93%

91.47%

95%

95.73%

100%

Trong 5 tiéu chi thanh phan, Tiép nhan, xir ly théng tin phan héi 1a tiéu
chi duy nhat c6 chi sé hai long giam so véi nam 2023 (giam 2,64%), dat 87,74%
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va van dam bao muc tiéu cua Ké hoach Cai cach hanh chinh. Tuy nhién, con 3/8
don vi ¢6 chi sé dudi 87% la KBNN Khanh Hoa (81,8%), KBNN Dién Khénh
(85,33%) va KBNN Van Ninh (86,4%).

Vé bb tri, cong khai thong tin duong day ndng, 91,09% khéach hang nhan
xét nhiéu hinh thuc, thuan tién; 6,45% cam thay tam duoc va 2,45% danh gia
chua tét (chu yéu & KBNN Khanh Hoa va KBNN Dién Khéanh). Qua céc hinh
thuc, chi ¢ 2 khach hang cia KBNN Khanh Hoa cho rang kho thuc hién, chiém
ty 16 0,45%.

Chi c6 6 khach hé,l’lg (tll'O’Ilg 'Néu phan anh,
. X \ 0= kién nghi s€ bi
0 ghi s& bi
duong 1,34{0) cho brlet tung gui 023 o gy ko 3
phan anh, kién nghi dén cac don vi 023%)
. N o . = Con ngai vi nhiéu
KBNN va déu hai long vaéi viéc phién ha (0,9%)
tra loi cia don vi. Giai thich ly do
chua guori phan anh, kién nghi dén Chua phat sinh
, . , \ nhu cau kién nghi
cac don vi, 45,82% khach hang 53.05 (53,05%)

danh gia don vi lam rat tét nén
chua co6 van dé can kién nghi,
53,05% do chua phat sinh nhu
cau, 0,9% con ngai vi nhiéu phién
ha (khach hang caia KBNN Khanh Hoa, Van Ninh) va 1 khach hang con tam ly
so bi gay khd dé néu phan &nh, kién nghi (KBNN Khanh Son).

III. PANH GIA CHUNG VA MONG POQI CUA KHACH HANG

Hau hét khach hang duoc khao sat danh gia t6t chat luong phuc vu cua
cac co quan KBNN, trong d6 46,88% khach hang cho biét “Rat hai 1ong” (ting
7,48%), 51,12% khach hang “Hai long”; 1,34% khéch hang danh gia tam dugc
va van con 1 khéach hang cam thay “Khéng hai long” (KBNN Khanh Hoa) va 2
khach hang “Rét khong hai long” (KBNN Khanh Hoa, KBNN Cam Lam).

B Lam rat tot, chua
¢O van dé can kién
nghi (45,82%)

... Danh gia chun
Khor)g hai gTam duocg
long/Rat khong 1.34%
hai long :

0.66%

Rét hai long
46.88%
Hai long
51.12%

O khdéi KBNN, khach hang kha quan tam dén noi dung “Nang cap ha
tang, hé théng phan mém dam bdo on dinh, théng sudt” (66,8%); “Thuong
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xuyén ra sodt, don gian hoa thu tuc hanh chinh, rdt ngan thoi gian gidi quyét”
(65,51%) va “Tang cwong cac kénh thong tin hé tre, gidi ddp truc tuyén kip thoi

cho nguoi dan, doanh nghiép” (64,77%).

Bang 9. Mirc dd mong doi ciia khach hang ddi véi linh vuc KBNN

Mirc do mong doi

Noi dung cua khach hang
1. Nang cao tinh c6ng khai, minh bach trong cung cap théng 63,20%
tin cho nguoi dan
2. Nang cap ha tang, hé thong phan mém dam bao on dinh, 66,80%
thong suot
3. Thuong xuyén ra soat, don gian hda thu tuc hanh chinh, 65,51%
rut ngan thoi gian giai quyet
4. Nang cao nang luc cua can b, cbng chuc, vién chirc trong 63,87%
giai quyet thu tuc, cong viéc cho nguoi dan
5. Nang cao tinh’thﬁn, thai do phuc vu cua can bg, cong 63,12%
chuc, vién chue doi voi nguoi dan
6. Tang cuong cac kénh thong tin hd tro, giai dap truc tuyén kip 64,77%
thoi cho nguoi dan, doanh nghiép
7. Nang cao chat lugng tiep nhan, giai quyét y kién gép Y, 63,68%
phan anh, kién nghi cta nguoi dan
8. Tang cuong trach nhiém giai trinh cta co quan, can bo, 64,21%

cong chirc, vién chirc d6i véi nguoi dan
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Phin IX.
CHI SO HAI LONG CAC CO QUAN THUE

I. CHI SO HAI LONG CHUNG

Chi cuc Thué khu vuc Nam Khanh Hoa 89.93%

Chi cuc Thué khu vic Bic Khanh Hoa 88.99%

Chi cuc Thué khu vyc Tay Khanh Hoa

87.41%

Cuc Thué tinh Khanh Hoa

85.32%

Chi cuc Thué thanh ph6 Nha Trang

84.43%

% 77% 79% 81% 83% 85% 87% 89% 91%

Biéu d6 45. Chi s6 hai long cac co quan Thué

Niam 2024, chi s6 hai long chung cua Khéi cac co quan Thué dat 87,27%,
tang 3,65% so véi ndm 2023. Chi s6 hai long cua cac co quan Thué déu duoc cai
thién so véi nam trude, trong d6 Chi cuc Thué khu vec Nam Khéanh Hoa c6 két
qua ting dang ké (6,57%) va dan dau khéi vai chi sé dat 89,93%. Cuc Thué tinh
va Chi cuc Thué thanh phé Nha Trang tiép tuc c6 két qua thap nhat va chua dat
muc tiéu ndm 2024, chi s6 hai 1ong twong Gng lan luot 12 85,32% va 84,43%.

TC

90% 85.61%

TT
84.95%

HC

86.38%
—2023

=—2024

90.79% 88.6%

Biéu d6 46. Két qua 5 tiéu chi chi sé hai long nganh Thué
Trén 5 tiéu chi danh gid, tiéu chi vé Két qua giai quyét cong viéc tiép tuc
c6 chi sé hai long cao nhat (90,79%) va 1a tiéu chi duy nhat c6 chi sb trén 90%;
cung voi Su phuc vu caa cong chic 1a 2 tiéu chi dat muc tiéu ké hoach nim
2024. Tiéu chi Tiép nhan, xu ly théng tin phan hoi ¢6 chi sé hai 1ong thap nhat
(84,95%) va la tiéu chi duy nhat c6 chi sb thip hon nim 2023.
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I1. CHI SO HAI LONG TREN TUNG TIEU CHIi
1. Tiép can dich vu

O khéi cac co quan Thué, chi sé hai 10ng chung nim 2024 vé Tiép can
dich vu dat 85,61%, tang 4,48% so v4i nam 2023 tuy nhién chua dat muc tiéu
niam 2024. Chi cuc Thué khu vuc Nam Khanh Hoa va Tay Khanh Hoa c6 chi sé
tuong dong nhau (khoang 87%) va dat muc tiéu ké hoach; Cuc Thué tinh va Chi
cuc Thué khu vyc Bic Khanh Hoa ciing c6 két qua tuong dong (khoang 86%),
riéng Chi cuc Thué thanh phé Nha Trang chi dat 82,38%, kha thap so véi mat
bang chung caa khéi va muc tiéu dé ra.

Chi cuc Thué khu viuec Nam Khanh Hoa 87.05%
Chi cuc Thué khu vuc Tay Khanh Hoa 87.04%
Cuc Thué tinh Khanh Hoa — 86.05%
Chi cyc Thué khu vuc Bic Khanh Hoa — 86.03%

Chi cuc Thué thanh phé Nha Trang 82.38%

%  T7% 79% 81% 83% 8% 87% 8%

Biéu do 47. Két qua tiéu chi Tiép cin dich vu ciia cac co quan Thué

Két qua khao séat cho thay, 81,65% khach hang duoc tiép can tir 3 noi
dung thong tin tro 18n. Hau hét khach hang co thé tiép can dugc cac thong tin co
ban nhu danh muc dich vu cdng truc tuyén, thong tin thu tuc hanh chinh, cac
mau don, to khai, bd hd so mau,... Trong d6, khach hang tiép can thong tin
théng qua 1-2 hinh thirc chiém 37,79%; 3-5 hinh thirc chiém 33,75% va 28,46%
tiép can thdng qua 6 hinh thic tro 1én.

Khi dugc hoi vé nhiing thiac mac can giai dap, 42,46% khach hang cho
biét duoc co quan Thué giai dap rat rd rang, day da hoic khong c6 vudng mac
(ting 15,84%); 20,23% danh gia kha tot; 6,69% danh gia & mic tam duoc va
con 0,62% cho rang giai dap so sai, trong d6: 3 trudng hop caa Chi cuc Thué
thanh phd Nha Trang; 1 treong hop cua Cuc Thué tinh va 1 trudng hop caa Chi
cuc Thué khu vyc Tay Khanh Hoa. Viéc bd tri, cong khai cac kénh hd trg, giai
dap tryc tuyén cua nganh Thué ciling dugc khach hang danh gia kha tot, chi co
5,82% danh gia tam dugc va 01 khach hang Chi cuc Thué khu vuc Tay Khéanh
Hoa danh gia con kem.
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Panh gia trang thiét bi phuc vu nhu cau nguoi dan tai Bo phan Mot cta co
quan Thué, con 6,12% khach hang chua hai 10ng (cao hon 1% so véi ndm 2023),
trong d6 1 khach hang cta Chi cuc Thué thanh phé Nha Trang cho ring chua
dap ng, nhiéu thiét bi hu
hong. V& hé thdng cung cap
dich vu coéng truc tuyén,
cam nhan chung cua khach
hang théng qua khao sat cé 16129

= Hé thdng chay rét t6t
(27,74%)

27,74% nhé:ln xét hé théng = Hé théng chay kha tét
chay rat tot (tang 9,56% so (53,69%)

/. w 0 Thinh thoang c6 sy )
V&l nam 2023), 53,69% (18.129%)

n p L LA 0

nhan X,et kha tOt’ 18’ ]:2 % = Hé théng thudng xuyén bi
nhan xet thinh thoang coé su nghén (0,45%)

cd va chi con 0,45% nhan
xét hé thong thuong xuyén bi nghén.

2. Thu tuc hanh chinh

Nam 2024, chi s6 hai 1ong chung vé thi tuc hanh chinh co quan Thué dat
86,38%, tang 6,84% so v&i nam 2023. C6 2/5 co quan cd chi sb dat trén 87% la
Chi cuc Thué khu vuc Bic Khanh Hoa va Chi cuc Thué khu vuc Nam Khénh
Hoa. Chi cuc Thué khu vuc Tay Khanh Hoa c6 chi sé thiap hon muc tiéu dé ra
0,26% trong khi d6 Chi cuc Thué thanh phé Nha Trang va Cuc Thué tinh van
chua dat dugc mirc muc tiéu cua nam 2023 (trén 84%).

Hé thong dich vu cdng true tuyén

0.45%

Chi cuc Thué khu vuc Nam Khanh Hoa 88.58%

Chi cuc Thué khu vuc Bic Khanh Hoa 88.39%

Chi cuc Thué khu vyc Tay Khanh Hoa 86.75%

Chi cue Thué thinh phé Nha Trang 7777/ s3.94%
Cuc Thud tinh Khinh Hoa /7 s385%

% T77% 79% 81% 83% 85% 87% 89% 91%

Biéu do 48. Két qua tiéu chi Thii tuc hanh chinh ciia cic co' quan Thué

Vé niém yét TTHC tai Bo phan Mt cira hoic Trang thong tin dién ti, cO
41,37% khach hang nhan xét day du, rd rang, tra ciu thuan loi (ting 11,56%);
52,88% nhan xét niém yét kha day du; 4,82% danh gia tam duoc va con 0,78%
cho biét viéc tra ctru rat bat tién, riéng 1 khach hang caa Cuc Thué tinh cho biét
khong thay noi dung niém yét.

C6 99,38% khach hang (ca khach hang thuc hién nop ho so tryc tiép va
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truc tuyén) danh gia thanh phan hd so don gian, hop ly, khéng yéu cau nhiéu
gidy to 1am. Chi con 0,31% khach hang con phan nan thanh phan hé so ¢6 nhiéu
gidy to, biéu mau khong can thiét. Vé viéc dién céc to khai, 28,15% khéch hang
nhan xét rat don gian, dé thuc hién (tang 11,48% so voi nam 2023); 60,81% cho
biét hau nhu khong gip kho khan gi; 10,11% nhan dinh khdng khé 13m va con
0,93% cho biét gap rat nhiéu khé khan hoic twong d6i khé thuc hién.

Sau khi nop hd so dich vu cong, 87,87% khach hang cho biét hd so dugc
co quan Thué tiép nhan ngay lan dau ma khong phai tra lai dé b6 sung, hoan
thién hd so. S6 khach hang con lai phai bo sung hé so thi chi c6 51,28% la bo
sung 01 lan, c6 dén 34,62% bo sung 2 lan va 14,1% phai bo sung tir 3 lan tro
1én. Trong do, co truong hop khach hang cho biét co quan hudng dan con so sai
(Cuc Thué tinh, Chi cuc Thué Tay Khanh Hoa va Nam Khanh Hoa).

3. Su phuc vu cia cong chirc

Chi sb hai 1dng chung vé sy phuc vu caa cong chic Thué nam 2024 dat
88,65%. So véi nim 2023, chi sé nim 2024 ting 2,09%. Chi cuc Thué khu vuc
Nam va Bic Khanh Hoa c6 chi s6 cao nhat va trén 90%. Cuc Thué tinh va Chi
cuc Thué thanh phé Nha Trang 12 2 co quan chua dat muc tiéu tai tiéu chi nay,
chi s6 twong ung lan luot 1a 85,96% va 84,36%.

Chi cuc Thué khu vuc Nam Khanh Hoa 92.53%

Chi cuc Thué khu vuc Bic Khanh Hoa 91.83%

Chi cuc Thué khu vuc Tay Khanh Hoa 88.20%

Cuc Thué tinh Khanh Hoa 85.96%

Chi cuc Thué thanh ph6 Nha Trang 84.36%

75% 77% 79% 81% 83% 85% 87% 89% 91% 93% 95%

Biéu do 49. Két qua tiéu chi Su phuc vu ctiia cong chire cia cac
co quan Thue

Két qua khao sét cho thay 79,59% khach hang dugc tiép dén tuong ddi
nhanh, khéng phai chd doi lau (trong vong 15 phut) khi dén 1am viéc tai Bo
phan Mot cia, 18,37% phai chd nhung khong 1au 1am va con 1,53% khéach hang
nhan thay cho doi kha 1au (trén 30 phut), riéng 1 khach hang cua Chi cuc Thué
thanh phé Nha Trang phan anh cho doi rat 1au (trén 1 gio); tuy nhién, viéc chd
doi chi yéu do khach hang dén giao dich déng, khong c6 truong hop phan énh
cbng chuc lam viéc riéng hoac khdng c6 mat.

Dénh gia viéc tiép nhan hd so cua cac co quan thué, nhin chung khach
hang kha hai long, c6 98,98% nhan xét 1a minh bach, céng bang, nguoi dén
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trude duoc tiép don trude. Tuy nhién, 1 khach hang cho biét van cé truong hop
khong cong bang tai Chi cuc Thué khu vuc Nam Khéanh Hoa (két qua khao sat
niam 2023 ciing ghi nhan 1 trudng hop twong tu tai Chi cuc Thué khu vuc Nam
Khanh Hoa).

Déi vai cac khach
hang nop hd so truc
tuyén, co 46,75% khéch 7 358
hang cho biét ho so dién

Thoi gian tiép nhan hd so true tuyén

= Trén 02 ngay (1,57%)

tor gén nhu tiép nhan = Trong vong 02 ngay
0,
ngay (tang 14,05% so (T:)”SM)‘ o1 nae
. o rong von nga
Voi nam 2023), 27,07% ooz
duoc tiép nhan khéng m Khong qué 8 tiéng
. v 0 (27,07%)
qua 8 tieng, 21,03% : ,
N \ ¥ Gan nhu tiép nhan
trong vong 01 ngay, ngay (46,75%)

3,58% trong vong 02

ngay va co 1,57% cho

biét thoi gian tiép nhan 1a trén 02 ngay (Cuc Thué tinh, Chi cuc Thué khu vuc
Tay Khanh Hoa mdi co quan ghi nhan 3 khach hang, Chi cuc Thué thanh phé
Nha Trang c6 1 khach hang).

Khi dén nop hé so truc tiép, khach hang danh gia kha tich cuc thai d6 giao
tiép caa cong chic mot cira, cu thé 42,35% danh gia hoa nha, nhiét tinh (tang
12,54%); 51,53% danh gia kha tan tinh, lich su: 5,1% déanh gi4 tam duoc Va cd
1,02% phan hoi tiéu cuc rang thai do giao tiép ctia cong chiic mot cira tho o, it
tan tinh (2 khach hang tai Chi cuc Thué thanh pho Nha Trang c6 v kién nay).
Péi voi khach hang nop hod so truc tuyén nhung c6 tiép xdc véi céng chic
nganh thué, ghi nhan 1 truong hop tai Cuc Thué tinh danh gia céng chac con
kho chiu, bat lich su, cira quyeén.

Két qua khao sat cling cho thay, khéng cé phan &nh nao cua khach hang vé
truong hop cong chac Thué doi hoi chi phi boi dudng, dich vu. Tuy nhién, tai
Chi cuc Thué thanh phé Nha Trang ghi nhan 2 y kién trai chiéu: 01 y kién cho
biét cong chirc khong doi hoi nhung van nhan (2 truong hop) va 01 y kién cong
chtrc khong doi hoi va kién quyét tir chbi khi duoc bdi dudng (8 truong hop).

4. Két qua giai quyét cong viéc

Day tiép tuc 1a tiéu chi cd két qua cao nhét trong 5 tiéu chi thanh phan, chi
sb dat 90,79%, tang 3,71% so véi nam 2023. 100% co quan trong khoi déu dat
muc tiéu trén 87%, trong d6 Chi cuc Thué khu viuc Nam Khéanh Hoa cd chi s6
cao nhat, dat 93,69% va ciing véi Chi cuc Thué khu vuc Bac Khanh Hoa va Tay
Khanh Hoa 14 3 co quan c6 chi s6 trén 90%.



Chi cuc Thué khu vuc Nam Khanh Hoa
Chi cuc Thué khu vuc Bic Khanh Hoa

Chi cuc Thué khu vuc Tay Khanh Hoa

hudng nhu trong Bang tong hop sau:

Cuc Thué tinh Khanh Hoa

Chi cuc Thué thanh ph6 Nha Trang

75%

7%

73

79% 81%

83%

85% 87%

89%

90.33%

89.33%

89.01%

91%

93%

93.69%

91.07%

95%

Biéu d6 50. Két qua tiéu chi Két qua giai quyét cong viéc ciia cac
co quan Thué
Vé két qua giai quyét ho so truc tiép, co 10,71% khach hang nhan két qua
s6m han, 88,78% nhan két qua dung han, 0,51% tré han nhung khong nhiéu lam.
Déi vé6i hd so truc tuyén, cd 9,62% khéach hang nhan két qua sém han, 89,26%
nhan két qua dung han, 0,89% tré han nhung khong nhiéu 1am va con 0,22% cho
biét thoi gian tré gap doi hodc hon (twong tng 01 khach hang cia Chi cuc Thué
khu vuc Tay Khanh Hoa).
Trong qua trinh dén nhan két qua giai quyét ho so theo thoi gian trong
Giay hen tra két qua, c6 164 khach hang (twong duong 83,67%) dugc nhan két
qua ngay, tuy nhién van con 29 khach hang (twong duong 14,8%) gip cac tinh

Bang 10. Tong hep tinh hudng khi dén Bd phan Mét cira cac co quan Thué
nhan két qua giai quyét hd so (Khach hang truc tiép)

B¢ phan A 1A
Mot cira A 1A B(')Ap hz;m
cho biéthd | D¢ Phan | Mot cua
] Puogc so da oidi Mot cira bao chua
So Co quan nhin uvét xgon bao chwa | c6 két qua Tén
TT q két qua | AW XORS | 5 két qua | va huéng g
nhung két N AL x
ngay . va neu ro dan sang
qua chua , 21 A
ly do héi b§
duge | han khac
i chuyén dén pa
Chi cuc Thué Khu vuc
1 Bic Khanh Hoa 35 4 1 0 40
Chi cuc Thué Khu vuc
2 Nam Khanh Hoa 63 2 0 0 65
Chi cuc Thué Khu vuc
3 | Tay Khanh Hoa 15 0 0 0 21
Chi cuc Thué thanh
4 phé Nha Trang 27 12 1 0 40
Cuc Thué tinh
® | Khanh Hoa 24 > 0 ! 30
Tong 164 29 2 1 196
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5. Tiép nhan, xir Iy thong tin phan hoi

Nim 2024, chi s6 hai 16ng chung vé tiép nhan, xir ly thdng tin phan hdi cua
cac co quan Thué dat 84,95%, giam gan 1% so v&i nam 2023 va chua muc tidu ké
hoach dé ra. Trong 5 co quan trong khdi, Chi cuc Thué khu vuc Bac Khanh Hoa va
Nam Khanh Hoa c6 chi s6 lan Tugt 1a 87,6% va 87,81%, dat muc tiéu dé ra; cic co
quan con lai chua dat muc tiéu va c6 chi sé dao dong tir 81,4% dén 84,72%.

Chi cuc Thué khu vueec Nam Khanh Hoa 87.81%

Chi cuc Thué khu vuc Bic Khanh Hoa 87.60%

Chi cuc Thué khu vuc Tay Khanh Hoa

Chi cuc Thué thanh phé Nha Trang ///////////% 82 47%
Cuc Thd tinsh Khinh Hoa /777 81.40%

% 7T7%  79% 81% 83% 85% 87% 8%

84.72%

Biéu d6 51. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan héi cia cac co
quan Thué

Cac khéach hang nop ho so truc tiép va truc tuyén kha hai l1ong vai viéc bd
tri, cong khai thong tin duong day néng phan anh, kién nghi ciia co quan thué
(chiém 89,27%), tuy nhién van con 10,73% khach hang chua that sy hai 10ng,
trong d6 2 khach hang nhan xét con it hinh thtc, khéng thuan tién (Cuc Thué
tinh, Chi cuc Thué khu vuc Biac Khanh Hoa) va 8 khach hang khdng thay thdng
tin duong day néng (Chi cuc Thué khu vuc Tay Khanh Hoa c6 4 khach hang
phan anh; Cuc Thué tinh va Chi cuc Thué thanh phé Nha Trang mdi don vi c6 2
khach hang phan anh).

Theo két qua khao sat nam 2024, trong sd khach hang ting giri gop Y,
phan anh, kién nghi cho co quan Thué thi ¢6 5 khach hang thugc nhém nop hd
so truc tiép va 12 khach hang thuéc nhdm thyuc hién dich vu cong truc tuyén.
Péi vai phiic dap ctia co quan Thué, 58,82% khach hang danh gia tra 101 day du
noi dung, kip thoi; 11,76% danh gia tam duoc, 17,65% phan anh tra loi khéng
day du, cham tré va c6 2 khach hang ciia Cuc Thué tinh cho biét chua nhan duoc
cau tra loi.

C6 97,4% khach hang cho biét chua tirng guri gop Y, phan anh, kién nghi
1a do co quan Thué lam rat tét, chua c6 van dé can kién nghi hodc chua phat
sinh nhu cau kién nghi. Tuy nhién, van con 1,12% khéch hang cho biét do con
ngai vi nhiéu phién ha ciing nhu ¢ 3 trudng hop phan anh da ting kién nghi
nhung khong dugc tra 1oi (2 khach hang caa Chi cuc Thué khu vuc Nam Khénh
Hoa va 1 khach hang cua Cuc Thué tinh).
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I11. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Panh gia chung vé su phuc vu cua khdi cac co quan Thué, cd 26,32%
khéch hang rat hai 1ong (ting 7,35% so v6i nam 2023), 68,07% hai 1ong, 5,3%
danh gia tam duoc va con 0,31% khong hai long (twong duwong 1 khach hang cua
Chi cuc Thué khu vyc Tay Khanh Hoa). Ty Ié danh gia hai long chung khong co
su khé&c nhau gitta nhém nop hd so truc tiép tai B phan mot cira va nhém nop

hd so truc tuyén.

Téng hop mirc d6 mong doi cuia khach hang & 10 noi dung lay v kién, cac
noi dung khach hang mong doi nhiéu khéng khac nhiéu so véi nam 2023, chu
yéu la “Tang cuong cac kénh thdng tin hd trg, giai dap truc tuyén Kip thoi cho
nguoi dan, doanh nghiép” (61,97%); “Néang cap ha tang, hé théng phan mém
dam bao on dinh, théng sudt” (61,47%); tiép theo 1a “Thudng xuyén ra soat, don
gian hda thu tuc hanh chinh, rat ngan thoi gian giai quyét” (60,89%);. ..

Bang 11. Mirc 49 mong doi ciia khach hang doi véi cac co quan Thué

Mirc d§ mong doi

Noi dung cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cép thong 58,86%
tin cho nguoi dan
2. Tang cuong co s& vat chat, trang thiét bi phuc vu giai 55,23%
quyét cong Vviéc cho nguoi dan
3. Nang cap ha tang, hé thong phan mém dam bao on dinh, 61,47%
thong suot
4. Thug(‘)’ng xuyén ra soat, don gian héa tha tuc hanh chinh, 60,89%
rat ngan thoi gian giai quyét
5. Nang cao néng luc cua can b, cdng chirc, vién chuc trong 58,71%
giai quyet thu tuc, cong viéc cho nguoi dan
6. Nang cao tinh,thén, thai do phuc vu cuaa can bg, cong 58,44%
chuc, vién chuc doi voi nguoi dan
7. Tang cudng tng dung cdng nghé thong tin, chuyén doi s 56,89%
trong giai quyét cong viéc cho nguoi dan
8. Tang cuong cac kénh thong tin hd tro, giai dap truc tuyén kip 61,97%
thoi cho nguoi dan, doanh nghiép
9. Nang cao chat lugng tiep nhan, giai quyét y kién gép Y, 59,21%
phan anh, kién nghi ctia nguoi dan
10. Tang cuong trach nhiém giai trinh cua co quan, can bo, 58,83%

cdng chuc, vién chirc dbi voi nguoi dan
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Phin X.
CHI SO HAI LONG NGAN HANG NHA NUOC CHI NHANH TINH
KHANH HOA

I. CHI SO HAI LONG

Chi sé hai 1ong nam 2024 cia Ngan hang nha nudc chi nhanh tinh Khanh
Hoa dat 87,25%, tang 0,61% so voi nam 2023 va dat muc tiéu ké hoach. Trong 5
tiéu chi khao sat, Két qua giai quyét céng viéc va Su phuc vu cua céng chic,
vién chtc 1a 2 tiéu chi dat muc tiéu dé ra voi chi sé twong tng lan luot 13
92,67% va 98,2%. Tiép nhan, xir ly thong tin phan hdi 1a tiéu chi c6 két qua thap
nhat, chi dat 82,89%, ké dén l1a Tiép can dich vu véi 85,5% va Thu tuc hanh
chinh vai 86%.

Chi s6 hai 1ong trén tirng tiéu chi

Két qua giai quyét cong viec 92.67%

89.20%

Su phuc vu cua cong chirc, vién chure

86.00%

Thu tuc hanh chinh

Tiép can dich vu 85.50%

Tiép nhan, xt 1y thong tin phan hoi 82.89%

65% 70% 75% 80% 85% 90% 95%

Biéu d6 52. Két qua 5 tiéu chi chi s6 hai long ciia Ngan hang Nha nuéc
chi nhanh tinh nam 2024

Két qua phan tich dit liéu cung cap maot sé thong tin dang chi ¥ trén céac
ti€u chi nhu sau:

Vé Tiép can dich vu, két qua khao sét cho thay, hinh thiic chuyén tai
thong tin cta don vi van chua that sy da dang, cha yéu van 1a théng qua cong
chuc gigi thiéu, huéng dan truc tiép (chiém dén 90%). Céc thiac mac vé tha tuc
hanh chinh hoac céach thirc dang ky, st dung dich vu céng dugc 33,3% khéach
hang danh gia duoc giai dap rat rd, day du/Khéng co thic mic gi (giam 28,2%
s0 V&i nam 2023) va 66,7% danh gia kha tét. 86,7% khach hang danh gia trang
thiét bi tai Bo phan mot ctra kha day du, dap @ng nhu cau, chi 13,3% danh gia
muc tam duoc.

Vé Thii tuc hanh chinh, 80% khach hang danh gia viéc cong khai thi tuc
day du, ré rang, dé tra ctu; tuy nhién, van con 20% khach hang danh gia ¢ muc
tam dugc. D6i véi thanh phan hd so thi tuc hanh chinh, 86,7% khach hang déanh
gia don gian va 13,3% danh gia khdng nhiéu gidy to 1am; khong cé truong hop
nao gap kho khin trong viée dién cac biéu mau, to khai. Bong thoi, khach hang
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danh gia trinh tu giai quyét hd so cua co quan co ban dam bao quy dinh, quy
trinh dugc cong khai.

Vé Sw phuc vu cia can bg, cong chirc, c6 80% khach hang cho biét
duogc tiép don ngay khi dén giao dich hoic tiép don tuong dbi nhanh; con lai
20% khéch hang cho biét phai chd khdng 1au 1im, nguyén nhan do khach dong
chua dén luot. Hau hét khach hang danh gia viéc tiép nhan hd so khéng c6 van
dé gi, cong bang, minh bach; tuy nhién c6 2 trudng hop cho rang céng chic
huéng dan lién hé vai dich vu ngoai hay nguoi quen dé 1am thu tuc nhanh hon.

Khéach hang khao sat danh gia thai do giao tiép, ung xtr cua cdng chuc
mot ctra lich su, tan tinh, hoa nha chiém 90%; con 10% (twong dwong 3 khach
hang) danh gia tam dugc. Dbi véi viéc tiép nhan hé so, 83,3% khach hang danh
gia duoc cong chic mot cira thuc hién nhanh chong va 16,7% danh gia tam
dugc. C6 hon 33% khach hang cho biét sau khi nop hd so phai lam viéc véi
cong chirc chuyén mon dé kiém tra, x4c minh thyc té, trong sé nay chi c6 1
khach hang chua that sy hai long trong qué trinh tiép xuc voi cdng chic chuyén
mon; con lai hau hét déu hai long vé giao tiép tng xur va xu ly cong viéc cua
cong chuc chuyén mon.

Vé Két qua giai quyét cong viéc,
c6 96,7% khéach hang cho biét duoc nhan
3.3 két qua giai quyét hd so ding hoic sém

*Dunghan  han, chi 01 trudng hop cho biét hd so tré
(60,0%)

Két qua giai quyét

o b han nhung khong ,nhiéu. Trong d6, 20%
367%)  Khach hang cho biét nhan dugc thdng bao
Tiéhen  DANE VAN ban va phai bo sung ho so 1 lan
(3,3%) maoi nhan dugc ket qua. Trong qua trinh

dén nhan két qua giai quyét theo gidy hen,

c6 1 khach hang gap phai tinh huéng Bo
phan mot cira bao chua co két qua, néu rd Iy do va 4 khach hang ho so da giai
quyét xong nhung két qua chua chuyén dén Bo phan mot cua.

Vé Tiép nhan, xir ly thong tin phan hdi, c6 76,7% khéach hang hai long
Vvéi viéc bé tri hinh thac tiép nhan phan anh, kién nghi ciia Ngan hang Nha nuéc
chi nhanh tinh Khanh Hoa va 23,3% chi danh gia ¢ mac chap nhan duoc. Tuy
nhién vé mirc d6 d& thyuc hién cuaa cac hinh thic phan énh, kién nghi van con dén
26,7% khach hang chua that su hai 16ng. Cac khach hang tham gia khao sat déu
chua tirng gui phan anh, kién nghi va cho biét co quan 1am rat tt, khéng c6 van
dé can kién nghi (chiém 26,7%) hoic chua phat sinh nhu cau phan anh, kién
nghi (chiém 73,3%).
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II. PANH GIA CHUNG VA MONG PQI CUA KHACH HANG

Nhan xét chung vé su

N : : Danh gia chung
phuc vu cia Ngan hang Nha Tam dugc
nuéc chi nhanh tinh Khanh 10.00% g

Hoa, 90% khéch hang tham gia
tra 101 khao sat danh gia & muc
hai long tro Ién (giam 10% so
V&1 nam 2923), trong d6 33,3% ggyg%
danh gia Rat hai long.

33.30%

Pbi véi Ngan hang Nha nudc chi nhanh tinh, khach hang mong doi nhiéu
nhat vao noi dung “Thurong xuyén ra sodt, don gian hda thi tuc hanh chinh, rut
ngan thoi gian gidi quyét” (73,33%), tiép dén 1a “Nang cao tinh céng khai, minh
bach trong cung cdp théng tin cho ngwoi dan” (72,5%) va “Tédng cwong ing
dung cong nghé thdng tin, chuyén doi sé trong gidi quyét céng viéc cho nguoi

dan” (68,33%).

Bang 12. Mirc @9 mong doi ciia khach hang déi véi Ngan hang Nha nwéc chi

nhanh tinh Khanh Hoa

Mirc d¢ mong doi

Noi dung cua khach hang
1. Nang cao tinh cong khai, minh bach trong cung cap théng 72,5%
tin cho nguoi dan
2. Tang cuong co s¢ vat chat, trang thiét bi phuc vu giai 64,17%
quyét cong viéc cho nguoi dan
3. Thq’(‘mg xuyén ra soat, d(m gian héa thu tuc hanh chinh, 73,33%
rat ngan thoi gian giai quyet
4. Néng cao nang lyc cua can by, cong chuec, vién chic trong 66,67%
giai quyet thu tuc, cong viéc cho ngudi dan
5. Néng cao tinh,thz‘in, thai do phuc vu cua can bg, cong 66,67%
chuc, vién chuce doi voi nguoi dan
6. Tang cuong g dung cdng ngh¢ thdng tin, chuyén doi s6 68,33%
trong giai quyét cong viéc cho nguoi dan
7. Nang cao chat lwong tiép nhan, giai quyet y kién gop Y, 66,67%
phan anh, kién nghi ctia nguoi dan
8. Tang cuong trach nhiém giai trinh cta co quan, can bo, 66,67%

cdng chuc, vién chirc dbi voi nguoi dan
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Phan XI.
CHI SO HAI LONG CAC BENH VIEN PA KHOA, CHUYEN KHOA,
TRUNG TAM Y TE CAC HUYEN, THI XA, THANH PHO

I. CHI SO HAI LONG CHUNG

Két qua Chi sé hai long trung binh nam 2024 ctia Khdi cac Bénh vién da
khoa, chuyén khoa dat 89,09%, vuot muc tiéu ké hoach nam 2024 dé ra 2,09%.
Day 1a chi s hai long ma khdi Bénh vién da khoa, chuyén khoa dat cao nhat sau
11 nam trién khai khao sat; nhat 1a giai doan phuc hdi sau dich COVID-19.

Bénh vién Pa khoa Yersin Nha Trang 95.73%

Bénh vién Chuyén khoa T4m than 95.20%

Bénh vién Bénh nhiét doi

93.86%

Trung tdm Y té huyén Khanh Son 92.66%

Bénh vién Da liéu 92.50%

Bénh vién Y hoc ) truyén va Phuc hdi chue nang 89.73%

Trung tdm Y té huyén Van Ninh 89.49%

Bénh vién Lao va Bénh phdi 89.48%

Trung tim Y té huyén Khanh Vinh 87.41%

Trung tdm Y té thanh phé Cam Ranh 87.28%

Bénh vién Pa khoa khu vuc Ninh Hoa

86.69%

Trung tdm Y té huyén Cam Lam 85.55%

Bénh vién da khoa tinh 84.49%

Trung tim Y té huyén Dién Khanh 84.02%

Trung tdm Y té thi x4 Ninh Hoa 82.23%

\

80% 82% 84% 86% 88% 90% 92% 94% 96% 98%

Biéu dd 53. Chi s6 hai long cac bénh vién da khoa, chuyén khoa, trung tim
y té cAp huyén nam 2024

Trong 15 don vi duoc Khao sat thi 10 don vi c6 mac d6 hai long dat vuot
muc tiéu dé ra (trén 87%), 05 don vi chua dat muc tiéu gdm: Bénh vién da khoa
tinh, Bénh vién Pa khoa khu vuc Ninh Hoa, Trung tdm Y té huyén Cam Lam,
Trung tm Y té huyén Dién Khanh, Trung tdm Y té thi x3 Ninh Hoa (chua dat
muc tiéu trén 84% dé ra trong nam 2023).

C6 05 bénh vién c6 Chi sb hai 1ong trén 90% gom: Bénh vién Pa khoa
Yersin Nha Trang dat 95,73%, Bénh vién Chuyén khoa Tam than dat 95,20%,
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Bénh vién Bénh nhiét d6i dat 93,86%, Trung tdm Y té huyén Khanh Son dat
92,66%, Bénh vién Da liéu dat 92,50%.

So vé6i nam 2023, chi s6 hai long chung caa Khéi bénh vién da khoa,
chuyén khoa nam 2024 dat dugc cao hon la 2,03%. Trong d6, c6 03 Bénh vién
c6 murc ting so v&i ndm 2023 trén 5% goém: Trung tam Y té huyén Khanh Vinh
(6,81%), Bénh vién Lao va Bénh phdi (6,41%), Bénh vién Bénh nhiét dé6i
(5,09%). Trong 06 Bénh vién c6 chi sé giam so véi nim 2023 thi Trung tam Y
té thi x4 Ninh Hoa giam nhiéu nhat 5,20%.

Két qua phan tich ciing cho thdy, gia tri trung binh chi sé hai long ca 02
nhém Bénh vién chuyén khoa va nhém Bénh vién da khoa déu dugc cai thién
tét. Trong d6, Nném Bénh vién chuyén khoa (4/14 Bénh vién) dat muc rat cao
véi gia tri trung binh 92,16%, tiang 5,10% so véi nam 2023. Chi s hai long
chung ctia nhdm Bénh vién da khoa (10/14 Bénh vién) dat thiap hon 87,55%
nhung van dat muc tiéu ké hoach dé ra, tang 0,50% S0 véi ndm 2023.

So séanh két qua timg tiéu chi danh gia caa Chi s6 hai long nam 2024 dat
duoc véi nam 2023 cho thay 6/6 tiéu chi danh gia déu ting (mic ting dao dong
tr 0,87% dén 4,04%), trong d6 c6 04 tiéu chi dat trén 87%.

TC
100%

90% 86.58%

TT PK
92.79% 86.69%
—2023
—2024
90.19%
PV

88.04%

90.24%
KQ

Biéu d6 54. Két qua 6 tiéu chi chi sé hai long cac Bénh vién da khoa,
chuyén khoa, trung tim y té cap huyén
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II. CHI SO HAI LONG TREN TUNG TIEU CHi

1. Tiép can dich vu

Bénh vién Chuyén khoa Tam than 97.50%

Trung tim Y té huyén Khanh Son 95.37%

Bénh vién Pa khoa Yersin Nha Trang

92.96%

Bénh vién Da lidu 91.83%

Bénh vién Y hoc ) truyén va Phuc hdi chue nang 88.37%

Bénh vién Lao va Bénh phdi 87.20%

Trung tdm Y té huyén Van Ninh 87.09%

Bénh vién Bénh nhiét déi

85.80%

Trung tdm Y té thanh phd Cam Ranh 85.73%

Bénh vién da khoa tinh £ s i 82.50%
Trung tAm Y t& huyén Dién Khanh #2222772 7221 82.03%
Bénh vién Da khoa khu vuc Ninh Hoa #2477 77 82.00%
Trung tam Y & huyén Cam Lam S50 22000 81.6%
Trung tim Y & huyén Khanh Vinh S22 81.17%
SN 77.44%

70% 75% 80% 85% 90%  95%  100%

Trung tdm Y té thi x4 Ninh Hoa

Z

Biéu d0 55. Két qua tiéu chi Tiép can dich vu cac Bénh vién da khoa,
chuyén khoa, trung tam y té trén dia ban tinh nim 2024
Chi s6 Tiép can dich vu danh gia mirc d6 hai 10ng cua khach hang ddi véi
viéc cung cap thdng tin dich vu kham, chita bénh; mac gia, phi cac dich vu
kham, chira bénh, vat tu y té; tha tuc hd so can thuc hién tai bénh vién.

Nam 2024, chi sé hai long chung vé Tiép can dich vu caa khéi bénh vién
dat 86,58%, ting 1,69% so v&i ndm 2023 tuy nhién chi s6 van thip hon 0,42%
s0 vGi muc tiéu ké hoach nim 2024.

Cé 7/15 don vi dat muyc tiéu chi sé trén 87% tai tiéu chi nay (ty lé
46,67%), trong d6 c6 04 don vi dat trén 90%, lan luot 12 Bénh vién Chuyén khoa
Tam than (97,50%), Trung tdm Y té huyén Khanh Son (95,37%), Bénh vién Pa
khoa Yersin Nha Trang (92,96%), Bénh vién Da liéu (91,83%). Trong 08 don vi
chua dat myc tiéu thi ¢6 06 don vi ¢6 chi sé dudi 84%, gom: Bénh vién Pa khoa
tinh (82,50%), Trung tdm Y té huyén Dién Khanh (82,03%), Bénh vién Pa khoa
khu vuc Ninh Hoa (82,00%), Trung tam Y té huyén Cam Lam (81,67%), Trung
tam Y té huyén Khanh Vinh (81,17%), Trung tam Y té thi x& Ninh Hoa
(77,44%).
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Khach hang cho biét cac Bénh vién, Trung tim Y té da da dang hoa céc
kénh va hinh thirc dé cung cap thong tin dich vu kham, chita bénh; trong do
76,52% khach hang cho biét cd thé tiép can thdng tin tir 3 hinh thac tro 1én.
Chat lugng théng tin va mtc do dap tng nhu cau tim hiéu théng tin caa khach
hang tiép tuc duy tri dat mac cao (94,42%), khéng bién dong nhiéu so véi nim
2023; con 5,19% khach hang danh gia chat lwong théng tin & mac Tam duoc;
tuy nhién van ghi nhan phan anh thong tin chwa day da hoac khong gidp ich gi &
Bénh vién Da khoa tinh (4 y kién), Bénh vién Lao va Bénh phéi, Trung tim Y té
thi x& Ninh Hoa, Trung tdm Y té huyén Van Ninh (mdi don vi 1 y kién).

Con 0,5% khach hang phan anh muc gia, phi cac dich vy kham, chira
bénh, vat tu y té chua duoc cac Bénh vién niém yét hoac niém yét khong day du,
rd rang, dé hiéu (tap trung nhiéu ¢ Bénh vién Da khoa tinh va Trung tam Y té thi
x& Ninh Hoa). Bén canh d6, con mot sb it khach hang cho rang cac khu kham,
diéu trj va céc bo phan dich vu chua duoc huéng dan day du, ré rang (Bénh vién
Pa khoa tinh — 4 y kién, Bénh vién Lao va Bénh phoi — 2 y kién, Trung tam Y té
huyén Cam Lam — 1 y kién).

Nam 2024, 98,78% khach hang danh gia tha tuc nhap vién hoic dang ky
kham chira bénh linh dong, don gian, dé thuc hién va 99,56% khach hang danh
gia gidy to phai nop hodc xuat trinh cho Bénh vién don gian, hop ly, d& thuc
hién. Ty 1é khach hang phan nan vé thi tuc nhap vién hoic dang ky kham, chira
bénh mat nhiéu thoi gian, nhiéu khé cha yéu tap trung ¢ Bénh vién Pa khoa tinh
(15 y kién), Bénh vién Pa khoa khu vyuc Ninh Hoa (5 y kién) va Bénh vién Lao
va Bénh phéi (2 ¥ kién).

2. Piéu kién tiép dén va phuc vu

Két qua Chi sb hai 1ong trung binh nam 2024 cua tiéu chi “Piéu kién tiép
don va phuc vu” dat 86,69%, tuy tang 4,04% so v&i nam trudc nhung van chua
dat muyc tiéu nam 2024 dé ra trén 87%. C6 06/15 don vi dat trén 87% trong d6
cao nhat 1a Bénh vién Pa khoa Yersin Nha Trang (97,88%), ké dén lan luot 13
Bénh vién Chuyén khoa Tam than (96,78%), Trung tdm Y té huyén Van Ninh
(93,96%),...

Trong 09 don vi chua dat muc tiéu trén 87% dé ra c6 05 don vi ¢ chi sd
dudi 84%, cu thé: Bénh vién Y hoc ¢6 truyén va Phuc hdi chirc ning (83,82%),
Trung tdm Y té huyén Cam Lam (82,59%), Bénh vién Pa khoa khu vuc Ninh
Hoa (81,70%), Trung tdm Y té thi xa Ninh Hoa (81,56%), Bénh vién Da khoa
tinh (77,24%), Trung tdm Y té huyén Dién Khéanh (76,47%).
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Bénh vién Pa khoa Yersin Nha Trang

]

Bénh vién Chuyén khoa Tam than
Trung tim Y té huyén Van Ninh
Bénh vién Da liéu

Bénh vién Bénh nhiét déi 91.93%

Bénh vién Lao va Bénh phoi
Trung tim Y té huyén Khanh Vinh
Trung tdm Y té huyén Khanh Son 85.67%

84.07%

e
83.82%
82.59%
81.70%
81.56%

77.24%

Trung tdm Y té thanh phd Cam Ranh

Bénh vién Y hoc ) truyén va Phuc hdi chuc nang
Trung tim Y té huyén Cam Lam

Bénh vién Pa khoa khu vuc Ninh Hoa

Trung tim Y té thi xa Ninh Hoa

Bénh vién da khoa tinh

Trung tdm Y té huyén Dién Khanh 76.47%

0

70% 75% 80% 85% 90%  95%  100%

Biéu d0 56. Két qua tiéu chi Pieu kién tiép don va phuc vu
cac Bénh vién da khoa, chuyén khoa, trung tam y té nim 2024
Két qua khao sat cho thiy, 98,84% khach hang danh gia khong gian
chung Bénh vién co cai thién, sach sg, thoai mai; tuy nhién van con 1,16% khach
hang danh gia chat hep, mat vé sinh, chua ngan nap, thuan tién (nhiéu nhat tai
Bénh vién Pa khoa tinh, Bénh vién Da khoa khu vuc Ninh Hoa).

Bang 13. Panh gia cua khach hang theo cac khu vec cia Bénh vién

Chat hep, X n Twong | Sach sg,
SO Con chat eI o
mat vé sinh, : Tam | doi rgng thoai
Khu vuc R hep, chwa xi gin i i
thieu tién n o ein dwgc | rai, tién | mai, tién
. thuan tién ; .
nghi nghi nghi
a. Phong kham ban dau 0% 0,98% | 15,11% | 43,79% | 40,11%
b. Phong diéu tri 0,07% 0,86% |12,91% | 42,12% | 44,05%
c. Khu vuc xét nghiém 0,07% 0,33% |12,38% | 38,78% | 48,44%

Tong hop danh gia cua khach hang khi sir dung dich vu tai Phong kham
ban dau, Phong diéu tri va Khu vuc xét nghiém, chi con dudi 1% khach hang
nhan xét cac khu vuc ctaa bénh vién, trung tdm y té chat hep, mét vé sinh, chua
thuan tién. Trong do, khach hang danh gia khu vuc sach s¢, thoai mai, tién nghi
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chiém ty Ié cao & Khu vuc xét nghiém, tiép dén 1a Phong diéu tri va Phong kham
ban dau.

Vé khu vuc vé sinh cta cac don vi, con 34 khach hang (ty 1é 1,98%) danh
gia con mat vé sinh, mot s thiét bi hu hong, trong d6 c6 10 khach hang cua
Trung tdm Y té thi x& Ninh Hoa, 8 khach hang caa Bénh vién Da khoa tinh, 5
khach hang ctia Bénh vién Y hoc ¢ truyén va Phuc hdi chtc ning.

Khi dugc hoi “Ong/Ba nhdn thdy bénh vién/phong kham co dam bao sy
riéng tw khi kham bénh, chiéu chup, 1am xét nghiém, diéu tri, ... hay khéng?”,
hau nhu khach hang dugc khao sat déu théng nhat tra 1oi “C6”, riéng 1 khach
hang tai Bénh vién Pa khoa khu vuc Ninh Hoa cho rang bénh vién can quan tam
hon van dé riéng tu khi kham, diéu tri bénh caa bénh nhan.

V& dam bao su riéng tu khi kham bénh, chiéu chup, 1am xét nghiém, diéu
tri,... co dén 99,8% khéch hang hai 16ng, chi cd 4 khach hang cho rang can cha
y dam bao chat ch€ hon (ghi nhan tai Bénh vién Bénh Nhiét doi, Bénh vién
Chuyén khoa Tam than, Bénh vién Pa khoa tinh va Bénh vién Da khoa khu vuc
Ninh Hoa).

3. Su phuc vu cia can bg, nhan vién y te

Bénh vién Pa khoa Yersin Nha Trang 95.93%

Bénh vién Da liéu

94.50%

Bénh vién Chuyén khoa Tam than 93.94%

Bénh vién Bénh nhiét doi

92.87%

Bénh vién Lao va Bénh phoi 91.75%

Bénh vién Y hoc ¢b truyén va Phuc hdi chirc nang 91.33%

Trung tdm Y té huyén Khanh Vinh 90.60%

Bénh vién Pa khoa khu vuc Ninh Hoa

89.76%

Trung tdm Y té thanh phé Cam Ranh 89.67%

Trung tdm Y té huyén Cam Lam 89.53%

Trung tim Y té huyén Khanh Son 88.63%

Trung tdm Y té huyén Van Ninh 88.47%

Trung tdm Y té huyén Dién Khanh 85.83%

Bénh vién da khoa tinh 85.38%

Trung tdm Y té thi xd Ninh Hoa

84.58%

70% 75% 80% 85%  90%  95% 100%

Biéu dd 57. Két qua tiéu chi Sw phuc vu ciia can b, nhan vién y té cac
Bénh vién da khoa, chuyén khoa, trung tim y té nim 2024
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Két qua Chi sb hai long trung binh nim 2024 cua tiéu chi “Su phuc vu cua
can bo, nhan vién y t&” dat 90,19%, cao thir 03 trong 06 tiéu chi danh gia, ting
1,02% so véi ndm 2023 va dat muc tiéu ndm 2024 dé ra trén 87%.

C6 12/15 don vi dat trén 87%, trong d6 c6 07 don vi dat trén 90%, gom:
Bénh vién Pa khoa Yersin Nha Trang (95,93%), Bénh vién Da liéu (94,50%),
Bénh vién Chuyén khoa Tam than (93,94%), Bénh vién Bénh nhiét déi
(92,87%), Bénh vién Lao va Bénh phdi (91,75%), Bénh vién Y hoc cb truyén va
Phuc hdi chirc nang (91,33%), Trung tim Y té huyén Khanh Vinh (90,60%).

Trong 03 don vi tuy chua dat muc tiéu trén 87% dé ra nhung van dat trén
84% (Trung tam Y té huyén Dién Khanh dat 85,83%, Bénh vién Pa khoa tinh
dat 85,38%, Trung tdm Y té thi xa Ninh Hoa dat 84,58%).

Van con 15,87% khach hang danh gia phai cho doi rat 1au, mat kha nhiéu
thoi gian, ting 5,77% so voi nam 2023, chi yéu 1a do khach dong, chua dén
luot. Tuy nhién, van ghi nhan 1 truong hop di dén luot nhung nhan vién y té
lam viéc riéng chua tiép nhan ngay (Bénh vién Pa khoa Yersin Nha Trang); 1
truong hop phan anh da dén luot nhung nhan vién y té vang mat (2 truong hop
tai Trung tdm Y té thi xa Ninh Hoa va 1 trudong hop tai Trung tdm Y té thanh
phd Cam Ranh).

Vé thai do giao tiép, tng xir, tiép tuc ghi nhan danh gia tich cuc khi co
94,64% khach hang danh gia can bd, nhan vién y té tan tinh, lich su, hoa nha.
Chi ¢6 5,03% danh gia tam duoc va 0,33% danh gia kho chiu, bét lich sy, cta
quyén hoac giao tiép kém, it tan tinh (4 y kién tai Bénh vién Pa khoa tinh, 1y
kién tai Bénh vién Lao va Bénh phoi va 1y kién tai Trung tam Y té thi xa Ninh
Hoa). 99,12% phan anh can bo, nhan vién y té khong doi hoi boi dudng. Tuy
nhién, c6 14 khach hang cho biét can bo, nhan vién y té tir chéi boi dudng nhung
van nhan va 2 truong hop dua thi nhan, khong dua thi thoi.

4. Két qua dich vu

Két qua Chi sb hai long trung binh nim 2024 cua tiéu chi “Két qua dich
vu” dat 90,24%, cao thur 02 trong 06 tiéu chi danh gia, tang 1,02% so véi nam
2023 va dat muc tiéu nam 2024 dé ra trén 87%.

C6 14/15 don vi dat trén 87% (chiém ty I& 93,33%), trong d6 c6 06 don vi
dat trén 90%, gom: Bénh vién Bénh nhiét dsi (97,67%), Bénh vién Pa khoa
Yersin Nha Trang (96,53%), Trung tdm Y té huyén Khanh Son (95,80%), Bénh
vién Chuyén khoa Tam than (94,89%), Bénh vién Y hoc co truyén va Phuc hoi
chirc niing (93,13%), Bénh vién Da lidu (91,60%)

Trong 03 don vi chua dat muc tiéu trén 87% c6 02 don vi dat trén 84%
gom Bénh vién Pa khoa tinh (86,00%), Trung tdm Y té huyén Cam L&m
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(85,00%); Trung tam Y té thi x& Ninh Hoa chi dat 83,20%.

Bénh vién Bénh nhict doi [ o7.67%
Bénh vi¢n Pa khoa Yersin Nha Trang _ 96.53%
Trung tim Y té huyén Khanh Son —
Bénh vién Chuyén khoa Tam than _ 94.89%
Bénh vién Y hoc c¢b truyén va Phuc hoi chirc nang _ 93.13%
Bénh vign Da lidu [N 1.60%

95.80%

Bénh vién Lao va Bénh phéi _ 89.30%
Trung tam Y té huyén Van Ninh _ 88.71%
Trung tim Y té thanh phd Cam Ranh _ 88.71%
Trung tim Y té huyén Khanh Vinh _ 88.67%

Bénh vién Pa khoa khu vuc Ninh Hoa 87.11%

Bénh vién da khoa tinh _ 86.00%
Trung tdm Y té huyén Cam Lam _ 85.00%
Trung tam Y té thi xa Ninh Hoa 244447/ 83.20%

70% 75% 80% 85%  90%  95%  100%

Teung tm ¥ & huyén Dien Knans [ oo

Biéu d6 58. Két qua tiéu chi Két qua dich vu cac Bénh vién da khoa, chuyén
khoa, trung tam y té nim 2024

Pa s6 khach hang cho biét duoc y, bac sy tu van, giai thich vé tinh trang
stc khoe cua minh va cac khuyén nghi can thiét, chiém 99,61%. Chi con 0,39%
(twong duong 7 khach hang) nhan thay viéc tu van chua that sy nhiét tinh (Bénh
vién Pa khoa tinh, Bénh vién Lao va Bénh phoi mdi don vi ¢6 3 y kién; Trung
tam Y té thi x4 Ninh Hoa c6 1 y kién).

C6 95,13% khéach hang cho biét dugc cap thube day du, nhat I1a thube
BHYT. C0 4,14% khach hang danh gia tam dugc va chi cé 0,73% khach hang
chua hai 1ong vé viéc cap thudc caa cac Bénh vién.

Cam nhan vé két qua kham va diéu trj cta cac don vi, 91,93% khéch hang
danh gia & mac khé tot, an tam, tin tuong vé két qua; cd 7,13% danh gia mirc
tam duoc va 0,94% doi luc chua an tdm; khong con truong hop khach hang
muén chuyén vién.
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5. Chi phi dich vu

Trung tdm Y té huyén Khanh Son 97.10%

96.30%

Bénh vién Bénh nhiét d6i

Bénh vién Pa khoa Yersin Nha Trang 92.80%

Bénh vién Chuyén khoa Tam than 90.33%

Bénh vién Da lidu 89.80%

Bénh vién Lao va Bénh phoi 88.10%

Bénh vién Y hoc ¢b truyén va Phuc hdi chirc nang 87.90%

Trung tim Y té huyén Khanh Vinh 87.20%

Bénh vién Pa khoa khu vue Ninh Hoa

86.33%

Bénh vién da khoa tinh 85.50%

Trung tim Y té thanh phé Cam Ranh 85.40%

Trung tdm Y té huyén Van Ninh 85.27%

Trung tdm Y té huyén Cam Lam 84.40%

Trung tim Y té huyén Dién Khanh W 83.80%
Trung tdm Y té thi x4 Ninh Hoa W 80.40%

70% 75% 80% 85% 90%  95%  100%

Biéu do 59. Két qua tiéu chi Chi phi dich vu cac Bénh vién da khoa,
chuyén khoa, trung tam y té nim 2024

Két qua Chi sé hai 16ng trung binh nim 2024 cta tiéu chi “Chi phi dich
vu” dat 88,04%, ting 2,41% so v&i nam 2023 va dat muc tiéu nim 2024 dé ra
trén 87%.

C6 08/15 don vi dat trén 87% (chiém ty 1€ 53,33%), trong d6 c6 04 don vi
dat trén 90%, gom: Trung tam Y té huyén Khanh Son (97,10%), Bénh vién
Bénh nhiét ddi (96,30%), Bénh vién Da khoa Yersin Nha Trang (92,80%), Bénh
vién Chuyén khoa Tam than (90,33%).

Trong 07 don vi chua dat muc ti€u trén 87% c6 05 don vi dat trén 84%
gom: Bénh vién Pa khoa khu vuc Ninh Hoa (86,33%), Bénh vién Da khoa tinh
(85,50%), Trung tdm Y té thanh phé Cam Ranh (85,40%), Trung tam Y té
huyén Van Ninh (85,27%), Trung tam Y té huyén Cam Lam (84,40%). Trung
tam Y té huyén Dién Khanh va Trung tdm Y té thi x4 Ninh Hoa dat chi s6 dudi
84%, lan luot 12 83,80% va 80,40%.

Pénh gia vé mac gia, phi khdm chira bénh va vat tu y té tai Bénh vién va
Trung tam y té, 42,4% khach hang danh gia xing dang voi chat lwong phuc vu
(cao hon 8,73% so v&i nam 2023); 52,57% khach hang danh gia kha hop ly.
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Nhu vay c6 thé thdy, 92,3% danh gid muac phi, phi kham chira bénh tai Bénh
vién la hop 1y (tang 13,2% so v&i nam 2022). Chi con 0,22% khach hang cho
rang chi phi con cao so véi chat lugng, trong d6 3 khach hang cua Bénh vién Pa
khoa tinh va 1 khach hang caa Bénh vién Y hoc c6 truyén va Phuc héi chic
nang.

Két qua khao sat ghi nhan 99,83% khach hang duoc khao st cho biét
Bénh vién cung cip day du, giai thich kha rd rang, hop 1y cac hoa don, phiéu
thu, don thudc va két qua kham bénh; chi c6 3 khach hang tai Bénh vién Pa
khoa tinh, Bénh vién Lao va Bénh phdi, Trung tam Y té thi x4 Ninh Hoa cho
rang hoa don, phiéu thu chua rd rang, thoa dang.

6. Tiép nhan, xir ly thong tin phan hoi

Bénh vién Pa khoa Yersin Nha Trang — 98.27%
Banh vién Chuyén khoa Tam i [ 7 7%

Bénh vién Da liéu 94.80%

Bénh vién Y hoc ) truyén va Phuc hdi chue nang 93.80%

Trung tdm Y té huyén Van Ninh 93.42%

Trung tim Y té huyén Khanh Son 93.40%
Bénh vién Pa khoa khu vuc Ninh Hoa 93.24%

Bénh vién Lao va Bénh phéi 92.50%

Trung tim Y té huyén Khanh Vinh 90.67%

Bénh vién da khoa tinh 90.30%
Trung tdm Y té huyén Cam Lam 90.13%

90.09%

Trung tim Y té thanh phé Cam Ranh

88.73%

Trung tdm Y té huyén Dién Khanh

Trung tdm Y té thi xd Ninh Hoa

86.18%

70% 75% 80% 85% 90% 95% 100% 105%

Biéu dd 60. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan hoi
cac Bénh vién da khoa, chuyén khoa, trung tam y té nam 2024

Két qua Chi sb hai long trung binh nim 2024 cua tiéu chi “Tiép nhan, xir
ly théng tin phan hoi” dat 92,79%, cao nhat trong 06 tiéu chi danh gid, ting
0,87% S0 v&i nam 2023 va dat muc tiéu nam 2024 dé ra trén 87%.

C6 14/15 don vi dat trén 87% (chiém ty 1é 93,33%), trong d6 c6 13 don vi
dat trén 90%. Bénh vién Bénh nhiét doi, Bénh vién Da khoa Yersin Nha Trang,
Bénh vién Chuyén khoa Tam than 1a 03 don vi ¢6 chi s6 cao nhat, dat lan luot 12



89

98,60%, 98,27%, 97,78%. Trung tdm Y té thi xd Ninh Hoa 1a don vi duy nhat
chua dat muc tiéu, chi dat 86,18%.

Tong hop két qua khao sat, 94,97% khéch hang cho biét khi gip vudng
méc hoic can thém thdng tin, ho dugc can bo, nhan vién cac don vi san sang giai
dap, huéng dan; 4,81% nhan xét & muac tam duoc va chi 0,22% khach hang
(twong (g vé6i 3 phiéu khao sét tai Bénh vién Pa khoa tinh va 1 phiéu khao sét
tai Trung tm Y té thi x& Ninh Hoa) cho rang can b, nhan vién khong giai dap
hoac rét it khi va thiéu tan tinh. Bénh vién Lao va Bénh phoi, Bénh vién Bénh
Nhiét d6i, Bénh vién Pa khoa Yersin, Bénh vién Chuyén khoa Tam than 1a
nhitng don vi duoc khach hang danh gia cao (trén 85%) vé viéc duoc giai dap,
cung cap théng tin khi can.

Tra 101 cau hoi vé cong khai thong tin duong day néng (sé dién thoai, dia
chi thu dién tu, website,...) dé tiép nhan phan &nh, kién nghi, c6 dén 96,35%
khach hang cho biét kha diy du hoic day du, rd rang; chi co 3,65% danh gia
muc tam dugc va khdng ghi nhan phan anh khéng thay niém yét.

Trong 1.809 khach hang tham gia tra loi1 khao sat thi chi ¢6 56 khach hang
da tang gui gop Y, phan anh, kién nghi (ty 1& 3,1%, tang 1,47% so v&i nim
2023); tuy nhién, hau hét khach hang déu duoc cac don vi tra 101 twong di day
du noi dung, kip thoi. Riéng Bénh vién Pa khoa tinh ¢6 1 khach hang phan anh
tra loi khong day du, cham tré.

Ly giai nguyén nhan chwa tirng gop y, phan anh, kién nghi, 94,52% khach
hang cho biét cac don vi lam rat tot, khong co vudng mac gi. Tuy nhién van con
4,05% giai thich rat ngai, vi nhiéu phién ha (tap trung ¢ Trung tdm Y té thi x4
Ninh Hoa — 23 y kién, Bénh vién Y hoc ¢6 truyén va Phuc hoi chirc nang — 15y
kién, Trung tam Y té thanh phé Cam Ranh — 10 y kién, Bénh vién Pa khoa khu
vuc Ninh Hoa — 8 y kién, 7 Bénh vién Pa khoa tinh — 7 y kién); 1,37% cho rang
c6 tra 1oi cling khong giai quyét duoc gi (nhiéu nhat tai Trung tam Y té thi xa
Ninh Hoa véi 10 y kién) va 1 truong hop nhan dinh c6 gui kién nghi ciing khong
duoc tra 1oi (Trung tam Y té huyén Cam Lam).

I1I. PANH GIA CHUNG VA MONG DOQI CUA KHACH HANG

Cam nhan chung nhat vé su phuc vu caa cac Bénh vién da khoa, chuyén
khoa, Trung tAm y té trong nam 2024, hau hét khach hang déu danh gia hai long va
rat hai long, chiém 94,09%; con 5,91% danh gia tam duoc va khdng cd y kién
khong hai long.

Téng hop v kién cho thay, khach hang mong moi nhiéu hon viéc cai thién
c4c noi dung chit yéu: “Pdm bdo thude men day dii, chdt lwong” (56,65%); “Nang
cao hon nira chdt lwong co so vat chat, trang thiet bi kham chiza bénh” (56,56%);
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“Ndng cao hon nira chat herong kham, chiza bénh” (55,56%). ...

Bang 14. Mitc d§ mong doi ciia khach hang ddi véi cac bénh vién

da khoa, chuyén khoa, trung tim y té

Noi dun Mirc do
: g mong muon (%o)

1. Néang cao hon nita chat luong cung cap thong tin dich 51,23%
vu khdm, chira bénh cho ngudi dan
2. Néng cao hon nira chat luong co so vat chat, trang 56,56%
thiet bi kham chira bénh
3. ROt ngan, don gian hoa quy trinh, tha tuc kham, 53,36%
chtra bénh
4. Pam bao thudc men day du, chat luong 56,65%
5. Nang cao hon nita chat luong kham, chita bénh 55,46%
6. Nang cao hon nira thai d§ phuc vu ctia ddi ngii y bac si 52,28%
7. Tang cuong ung dung cong ngh¢ thong tin, chuyén doi 53,33%
sb trong cung cap dich vu cho nguoi dan
8. Nang cao hon nita chat luong tiép nhan, giai quyét y 52,53%

kién gop v, phan anh, kién nghi cia ngudi dan
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Phan XI1.
CHI SO HAI LONG CAC PHONG KHAM PA KHOA KHU VUC

I. CHI SO HAI LONG CHUNG

Két qua phan tich dit liéu cho thay, chi s6 hai long chung nim 2024 cta
khdi Phong kham da khoa khu vuc (viét tat 1a Phong kham) trén dia ban tinh dat
88,02%%; ting 0,74% so v&i ndm 2023 va cao hon muc tiéu tinh dé ra nim
2024 1a 1,02% va dam bao muc tiéu Bo Y té dé ra nam 2023 (88%).

Trong 09 Phong kham duoc khao sat, 03 don vi dan dau c6 chi s6 hai long
dat trén 90% la: Phong kham Da khoa khu vuc Dién Phudc (93,51%); Phong
kham Da khoa khu vuc Cam An Nam (92,97%); Phong kham Da khoa khu vuc
Ninh Sim (90,43%). Duy nhét c6 Phong khdm Pa khoa khu vyc Son Lam (chi
dat 84,61%) chua dat muc tiéu theo ké hoach (Xem biéu d).

Phong kham da khoa khu vuc Dién Phude 93.51%

Phong kham da khoa khu vuc Cam An Nam

92.97%
Phong kham da khoa khu vyc Ninh Sim

90.43%

Phong kham da khoa khu vuc Sudi Tan 87.95%

Phong kham da khoa khu vire Cam Phiic Bic

87.48%
87.42%

Phong kham da khoa khu vuc Tu Bong

Phong kham da khoa khu vuc Khanh Binh 86.06%

Phong kham da khoa khu vuc Son Lam

84.61%

N
\

Phong kham da khoa khu vuc Khanh Lé 81.73%

75% 80% 85% 90% 95%

Biéu dd 61. Chi s6 hai long cic phong kham da khoa niim 2024

Mic du két qua cai thién so voi ndm 2023, tuy nhién chi s6 hai long cua
cac Phong kham it c6 su chuyén bién Ién khi 7/9 Phong kham déu c6 muc ting
trong pham vi dudi 5%, trir Phong khdm DPa khoa khu vuc Cam An Nam (tang
8,18%) va Cam Phlc Bic (ting 5,41%); 4/9 Phong kham (Khanh Binh, Khanh
Lé, Ninh Sim va Tu Bdng) bi giam so v4i nam 2023.

Trong 06 tiéu chi thanh phan cé 02 tiéu chi tiép tuc duy tri chi sé hai long
trung binh trén 90% Ia tiéu chi Su phuc vu cua cén bo, nhan vién y té (dat
91,18%) va Tiép nhan, xir ly théng tin phan hoi (dat 91,88%). 02 tiéu chi Tiép
can dich vu va Chi phi dich vu chua dat muc tiéu ké hoach nam 2024 (muc tiéu:
trén 87%).
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TC
100% 83.97%

TT PbK
91.88% 87.58%

2023
—2024

CP PV

91.18%
85.59%
KQ
87.90%

Biéu d6 62. Két qua 6 tiéu chi chi so hai long phong kham da khoa
II. CHI SO HAI LONG TREN TUNG TIEU CHI

1. Chi s6 Tiép cén dich vu

Phong kham da khoa khu vuc Dién Phudce 97.08%

88.65%

Phong kham da khoa khu viuc Cam Phiic Bic

88.21%

Phong kham da khoa khu vuc Cam An Nam

Phong kham da khoa khu vuc Tu Bong 84.17%

Phong khim da khoa khu vue Subi Tan 777777777 83.46%

Phong kham da khoa khu vuc Son Lam 81.42%

;

79.33%

%

Phong kham da khoa khu vyc Ninh Sim

76.82%

Phong kham da khoa khu vuc Khanh Lé

_

Phong kham da khoa khu vuc Khanh Binh 76.63%

70% 75% 80% 85% 90% 95%  100%

Biéu dd 63. Két qua tiéu chi Tiép can dich vu ciac phong kham da khoa

Nam 2024, Chi sé trung binh vé Tiép can dich vu nim 2024 cua Khoi
Phong kham dat 83,97%, giam 0,65% so vd&i nam 2023, ciing 1a tiéu chi c6 gia
tri chi s6 thap nhat va giam nhiéu nhat trong 06 tiéu chi. Chi c¢6 3/9 don vi cd chi
s dat muyc tiéu ké hoach (trén 87%); trong d6: Phong kham Pa khoa khu vuc
Dién Phuéc din dau va 1a don vi ¢d chi s6 cao nhat va duy nhat dat trén 90% tai
tiéu chi nay (97,08%); tiép dén 1a Phong khdm Pa khoa khu vuc Cam Phuc Bic
(88,65%) va Phong kham Pa khoa khu vuc Cam An Nam véi 88,21%. D6 chénh
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léch gitta don vi ¢6 chi sb hai 10ng cao nhét va thip nhat nim 2024 con kha xa
(20,45%), tuy c6 su rut ngan hon nhung khong dang ké (nam 2023 1a 24,27%)
va muc chénh léch cao nhat trong 06 tiéu chi. Co 03 don vi ¢6 chi s6 dudi 80%,
tang 02 don Vi SO V&i nam 2023, gdm cac Phong kham Pa khoa khu vyc: Khanh
Binh, Khanh L&, Ninh Sim.

2. Chi s6 Piéu kién tiép dén, phuc vu

Tong hop chung, chi sé hai long vé Diéu kién tiép don, phuc vu nim 2024
cua khéi Phong kham Da khoa khu vuc dat 87,58%, ting 1,69% SO VGi nim
2023; vuot 0,58% so v6i muc tiéu ké hoach dé ra. Trong 09 don vi, ¢6 02 don vi

dat trén 90% (Dién Phudc va Cam An Nam); 02 don vi dat trén 87% (Ninh Sim,
Subi Tan); con lai 05 don vi khong dat muc tiéu ké hoach.

95.61%
95.22%

Phong kham da khoa khu vuc Dién Phudce
Phong kham da khoa khu vgc Cam An Nam
Phong kham da khoa khu vuc Sudi Tan
Phong kham da khoa khu vuc Ninh Sim
Phong kham da khoa khu vuc Khanh Binh

89.97%
89.92%

85.42%
Phong kham da khoa khu vyc Son Lam 85.33%

Phong kham da khoa khu vuc Tu Bong S srizssss 83.61%
Phong khdm da khoa khu vuc Cam Phiic Bac W 82.93%
Phong kham da khoa khu vuc Khanh Lé #2247 27#7 80.15%

70% 75% 80% 85% 90% 95%  100%

Biéu dd 64. Két qua tiéu chi Piéu kién tiép dén, phuc vu cac phong kham da khoa

3. Sw phuc vu ciia can bg, nhan vién y te

Phong kham da khoa khu vuc Cam An Nam 98.13%

Phong kham da khoa khu vuc Ninh Sim 92.92%

Phong kham da khoa khu vuc Dién Phude 92.67%

Phong kham da khoa khu vuc Tu Bong 91.50%

91.38%

Phong kham da khoa khu vyc Sudi Tan
90.44%

Phong kham da khoa khu vuc Cam Phuc Bic
90.29%

Phong kham da khoa khu vyc Khanh Binh
87.75%

Phong kham da khoa khu vuc Son Lam

Phong kham da khoa khu vuc Khanh Lé 85.58%

70% 75% 80% 85% 90% 95%  100%

Biéu dd 65. Két qua tiéu chi Su phuc vu ciia can bd, nhan vién y té cac Phong
kham da khoa khu vuc
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Qua phan tich két qua khao sat, chi s6 hai 1ong chung Su phuc vu cua cén
bo, nhan vién y té cua cac Phong kham nam 2024 dat 91,18%, cao hon 0,75% so
véi nam 2023 va ¢ gié tri cao nhat trong 06 tiéu chi thanh phan. T4t ca Phong
kham déu dat muc Tot (trén 84%), trong d6 ¢o 7/9 don vi c6 két qua trén 90%
(cao nhat 1a Phong kham Cam An Nam dat 98,13%); chi c6 02 don vi (Khanh
L¢&, Son Lam) dat dudi 90%.

Niam 2024, ty 18 khach hang cho rang khéng mat nhiéu thoi gian cho dén
lugt khdm dat 97,36%, giam nhe so voi nam 2023 (dat 99,25). S khach hang
phai cho doi lau dat ty 1€ 2,64%, tap trung ¢ phong kham Son Lam, Khanh Lé.
Nguyén nhan chd doi cha yéu do lwong bénh nhan dong, chua dén luot kham;
riéng Phong kham Khanh L& bi 3 khach hang (100% téng sé y kién) dén luot
nhung cong chtc 1am viée riéng, chua tiép nhan ngay.

91,93% khach hang cho biét can bo, nhan vién y té ddi xu vai khach hang
kha khach quan, cong bang, ai dén trudc kham trude, giam 5,17% so véi nim
2023. C6 02 khach hang danh gia chua that sy khach quan, cong bang (100%
thuoc Phong kham Khanh Lé); va 8% khach hang phan anh “thinh thoang cé
tham hoi”, tap trung tai cac Phong kham: Khanh L& (39,24%); Khanh Binh
(12,5%); Tu Bong (8,75%).

Da s6 khach hang ghi nhan can bo, nhan vién y té tan tinh, lich sy, hoa
nha (92,77%). So véi nam 2023, ty 1 nay giam 3,53%. S6 khach hang danh gia
tam duoc dat 7,23%, ting gap doi va tap trung & phong kham Khanh L&, Khanh
Binh.

Khi duoc hoi “Can bo, nhan vién y té c6 doi hoi Ong/Ba gui tién boi
dudng, qua cap hay khong?”, 98,47% khach hang tra lo1 “Khong gap cac tinh
hudng nhu: “Doi hoi bdi dudng, néu khong thi tim cach tir chéi dich vu; Goi y
bdi dudng, khong c6 1a gay khod d&; Dua thi nhan, khong dua thi thoi; Tir chdi
bdi dudng nhung van nhan”, giam1,43% so voi nam 2023. Phong kham Khanh
Lé 1a don vi duy nhat c6 khach hang phan anh doi hoi bdi dudng, goi y boi
dudng (4 khach hang): Phong kham: Sudi Tan, Tu Béng va Khanh L& cho biét
c6 céan bo y té tir chbi boi dudng nhung van nhan.

4. Chi s6 Két qua dich vu

Chi s6 hai long chung vé Két qua dich vu dat 87,9%, tang 1,57% so voi
nam 2023. C6 4/9 don vi c6 chi s6 dat muc tiéu dé ra, trong d6 02 Phong kham
Pa khoa khu vuc: Dién Phudc va Ninh Sim cd chi s6 cao nhit, cing dat 92,75%;
tiép dén 1a Phong kham Pa khoa khu vyc Cam An Nam dat 92,33%, Phong
kham Pa khoa khu vuc Khanh Binh dat 88,58%. Thap nhat 1a Phong kham Da
khoa khu vuc Khanh Lé véi 81,85% va day ciing 1a phong kham duy nhéat khéng
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dat mirc T6t tiéu chi ndy. Khoang cach chéch léch gitta don vi ¢6 chi sé cao nhét
va thap nhat 14 10,9%, giam 1,54% so v&i nam trude (nim 2023 13 12,44%).

Phong kham da khoa khu vuc Ninh Sim 92.75%

Phong kham da khoa khu vuc Dién Phudce 92.75%

Phong kham da khoa khu vgc Cam An Nam 92.33%

Phong kham da khoa khu vuc Khanh Binh 88.58%

Phong kham da khoa khu vuc Tu Béng 86.00%

Phong kham da khoa khu vuc Cam Phic Bic 85.92%

Phong kham da khoa khu vuc Sudi Tén 85.75%

Phong kham da khoa khu vuc Son Lam 85.17%

Phong kham da khoa khu vuc Khinh Lé 3577777727777 777 81.85%

70% 75% 80% 85% 90% 95%

Biéu d0 66. Két qua tiéu chi Két qua dich vu cac phong kham da khoa

99,44% khach hang cho biét da duoc y, bac sy tu van, giai thich vé tinh
trang suc khoe (giam 0,56% so véi nam 2023). Trong do, 88,87% ghi nhan da
duogc tu van, giai thich ddy du, cu thé, rd rang vé tinh trang stc khoe va cac kién
nghi can thiét (ting 0,37% so véi nam trudc); chi c6 04 khach hang (0,56%)
phan anh tu van chua that sy nhiét tinh tai Phong kham Pa khoa khu vuc Khéanh
Lé (03 khach hang) va Tu Béng (01 khach hang).

Panh gia vé két qua kham, diéu tri bénh nam 2024, tiép tuc ghi nhan két
qua kha quan khi c6 dén 91,93% khach hang cam thiy an tam, tin tuéng; con
7,23% khach hang danh gia chép nhan duoc va 0,42% khach hang chua an tam,
mudn chuyén vién (4 khach hang caa Phong khdm Pa khoa khu vyuc Tu Bong va
2 khach hang caa Phong kham Da khoa khu vuc Khanh Lé).

Gan 94% khach hang cho biét duoc cap thudc kha day du, nhat Ia thudce
BHYT hay cap rat day du theo don; 4,61% danh gia tam duoc va chi c6 1,4%
khach hang chua hai 1ong vé viéc cap thudc (tai Phong kham da khoa khu vuc:
Ninh Sim, Khanh L€, Tu Bong).

5. Chi s6 Chi phi dich vu

Téng hop chung, chi s trung binh vé Chi phi dich vu dat 85,59%, so voi
nam 2023 giam 0,48%; trong d6, chi c6 3/9 don vi dat muc tiéu trén 87%, gém
Phong khdm Da khoa khu vyc Ninh Sim, Cam An Nam va Dién Phudc. Phong
kham Pa khoa khu vie Son Lam c6 két qua kha thap, dudi 80% va chi 79,5%.
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92.25%
89.38%
87.13%

86.00%

85.81%

Phong kham da khoa khu vyc Tu Bong 85.25%

Phong khém da khoa khu vue Sudi Tan 2407 i i/ 83.88%
Phong kham da khoa khu vuc Khanh Lé //W/ﬁ 81.10%

Phong kham da khoa khu vuc Son Lam ™ 79.50%

Phong kham da khoa khu vyc Ninh Sim

Phong kham da khoa khu vuc Cam An Nam

Phong kham da khoa khu vuc Dién Phudc
Phong kham da khoa khu vyc Khanh Binh

Phong kham da khoa khu vuc Cam Phuc Bic

70% 75% 80% 85% 90% 95%

Biéu @0 67. Két qua tiéu chi Chi phi dich vu cic phong kham da khoa

Két qua cho thay, 99,72% khach hang nhan duoc sy giai thich tuong ddi
rd rang vé cac khoan phai chi tra (ty 18 nay nam 2023 dat 100%), chi ¢6 2 khéch
hang tai Phong kham Pa khoa khu vuc Khanh L& cho biét hoan toan khéng
duogc giai thich vé cac hoa don, phiéu thu. Vé muc gia, phi kham chita bénh va
vat tu y té tai cac don vi phong kham, 90,13% cho biét kha hop Iy hoic xtng
dang voi chat luong phuc vu cua phong kham; 9,87% khach hang nhan xét tam
duoc.

6. Chi s6 Tiép nhan, xir Iy thong tin phan hoi

Phong kham da khoa khu vuc Dién Phudce 95.83%

Phong kham da khoa khu vuc Ninh Sim 95.42%

94.58%

Phong kham da khoa khu vgc Cam An Nam

Phong kham da khoa khu vuc Tu Béng 93.92%

Phong kham da khoa khu vuc Sudi Tan 93.25%

Phong kham da khoa khu vue Cam Phic Bic 91.13%

89.42%

Phong kham da khoa khu vuc Khanh Binh
88.50%

Phong kham da khoa khu vuc Son Lam
84.90%

Phong kham da khoa khu vuc Khanh Lé

70% 75% 80% 85% 90% 95%  100%

Biéu d0 68. Két qua tiéu chi Tiép nhan, xir Iy thong tin phan hdi céc
phong kham da khoa
Chi sb hai l1ong chung Tiép nhan, xir Iy thdng tin phan hdi cua khdi Phong
kham dat 90,32%, tang 2,58% so v&i nam 2023 va co gia tri cao tha hai chi sau
chi sb hai long vé Su phuc vu ciia can bo, nhan vién y té. Trong cac don vi duoc
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khao séat, Phong kham Da khoa khu vuc Khanh Lé 1a don vi duy nhét chua dat
muc tiéu ké hoach, chi sé hai long chi dat 84,9%.

C6 99,17% khéach hang cho biét Phong kham da niém yét day du thdng tin
duong day néng (sé dién thoai, dia chi thu dién tir, website,...) dé tiép nhan
phan anh, kién nghi cua khach hang. Tuy nhién c6 6 khach hang (5 khach hang
cua Phong kham Dba khoa khu vuc Khanh Lé va 1 khach hang cua Phong kham
Pa khoa khu vuc Cam An Nam) cho rang con thiéu nhiéu thong tin vé duong
day néng.

So véi khéi bénh vién, cac Phong kham da khoa khu vuc c6 sb luong
khach hang ting giri gop y, phan anh, kién nghi nhiéu hon (65 khach hang/719
khach hang tra 1oi khao sat, ty 18 9,04%); day chu yéu Ia khach hang cua céc
Phong kham Pa khoa khu vuc: Son Lam (27 khach hang), Khanh Lé (19 khach
hang), Dién Phudc (11 khéach hang), Khanh Binh (4 khach hang), Cam Phuc Bic
(3 khéch hang).

Trong s6 cac khach hang da ting giri gop Y, phan anh, kién nghi thi 100%
khach hang déu nhan duoc tra 10i, tuy nhién trong sé d6 c6 16,67% khach hang
danh gia viéc tra loi cua phong khdm chi & mc tam dugc. Cac khach hang con
lai chua giri gop Y, phan anh, kién nghi chu yéu 1a do cac phong kham lam tét,
khéng c6 vudng mac; tuy nhién, van con 25 khach hang cam thay ngai vi nhiéu
phién ha khi guri phan &nh, kién nghi (ting 20 khach hang so v&i nam 2023, tap
trung ¢ Phong kham Pa khoa khu vuc Khanh L&, dong thoi ciing ghi nhan &
Phong khdm Pa khoa khu vuc Tu Bong, Khanh Binh); 10 khach hang nhan dinh
c6 tra 10 ciing khong giai quyét duoc gi (ghi nhan & Phong kham Pa khoa khu
vuc: Khanh Binh, Khanh L&, Cam Phuc Bic, Cam An Nam) va 2 khach hang &
Phong kham Pa khoa khu vuc Khéanh Lé cho biét c6 kién nghi ciing khong duoc
tra loi.

Bén canh d6, 98,47% khach hang cho biét khi gap vuéng mac hoic can
thém thong tin ciing da duoc can bo, nhan vién phong kham san sang giai dap,
huéng dan; riéng tai Phong khdm Da khoa khu vuc Khanh Lé ¢6 13 khéach hang
cho biét can bo, nhan vién phong kham rat it khi giai dap va thiéu tan tinh.

I1I. PANH GIA CHUNG VA MONG POQI CUA KHACH HANG

Panh gia chung vé phong kham, 92,29% khach hang déu dua ra dap an
hai 1ong va rat hai long, chi con 7,51% danh gia tam duoc va khdng ghi nhan y
kién khong hai 1ong. Trong d6, Phong kham Pa khoa khu vuc Khéanh Lé c6 ty 1&
khach hang danh gia tam duoc cao nhat (41,77%), ké dén 1a Phong kham Pa
khoa khu vuc Khanh Binh (11,25%).

Vé mong doi cuia khach hang, cac noi dung khach hang quan tam cai thién
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nhat cua Khéi Phong kham nhu: “Pdm bdo thude men day di, chdt lwong”
(64,81%); “Ndng cao hon nita chdt lwong co sé Vat chat, trang thiét bi kham
chiza bénh” (64,16%); “Néng cao hon nira chdt lwong cung cap thdng tin dich
vu kham, chiza bénh cho nguwoi dan” (62,44%); “Nang cao hon nira chat lwong

kh&m, chiza bénh” (62,02%).

Béang 15. Mitc d§ mong doi ciia khach hang ddi véi cac phong kham

da khoa khu vuc
n- Mirc do
Noi dung mong muén (%)

1. “Nang cao hon nita chat luong cung cap théng tin dich 62,44%
vu khdm, chira bénh cho ngudi dan
2. Nang cao hon nita chat lugng co s& Vat chat, trang 64,16%
thiet bi kham chira bénh
3. Rt ngan, don gian hoa quy trinh, tha tuc kham, 60,50%
chtra bénh
4. Pam bao thudc men day du, chat luong 64,81%
5. Nang cao hon nita chat luong kham, chira bénh 62,02%
6. Nang cao hon nira thai d6 phuc vu cia doi ngli y bac si 59,48%
7. Tang cudng (ing dung cong nghé thang tin, chuyén doi 59,16%
so trong cung cap dich vu cho nguoi dan
8. Nang cao hon nita chat luong tiép nhan, giai quyét y 58%

kién gop v, phan anh, kién nghi ciia nguoi dan
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Phan XIII.
KET QUA KHAO SAT MUC PQ HAI LONG
POl VOI CAC DICH VU CONG THIET YEU

Két qua khao sat mirc do hai long cua ngum dan Ve viéc g1a1 quyét TTHC
d6i v&i 27/53 dich vu cong thiét yéu thudc thim quyén giai quyét cua cic co
quan, don vi, dia phuong trén dia ban tinh dugc phan tich tir 4.799 phleu trong
tong s6 28.846 phiéu khao sat thu vé (chiém ty 1& 16,64%). Trong do, c6 2/27
dich vu cong thiét yéu chua xac dinh dugc chi sb hai long 13 “Cong nhan bang
t6t nghiép trung hoc co s, bang tot nghiép trung hoc phd thong, gidy chimg
nhan hoan thanh chuong trinh gido duc phd thong do co sd gido duc nude ngoai
cép dé sur dung tai Viét Nam” va “Xac nhan ) Chung minh nhan dan khi da
duogc cp thé Can cudce cong dan” do khong du dir liéu phén tich xac dinh murc
do hai long.

Két qua tong hop cho thay, mirc d6 hai long trung binh chung cua 25 dich
vu cong thiét yéu duge khao sat 1a 89,61%, dam bao muc tiéu theo Ké hoach Cai
cach hanh chinh cua tinh nim 2024 (trén 87%) tuy nhién thap hon 0,39% so véi
muc tiéu dit ra tai K& hoach trién khai Dé an 06 trén dja ban tinh nim 2024 (téi
thiéu 90%).

Trong do, c6 13/25 dich vu cong thiét yéu dat muc tiéu toi thiéu 90% theo
K& hoach trién khai Dé an 06 trén dia ban tinh nam 2024, chiém ty 1€ 52%. Néu
xét theo muc tiéu Ké hoach Cai cach hanh chinh cua tinh ndm 2024 thi c6 22/25
dich vu cong thiét yéu dat muc tiéu trén 87%, chiém ty 1& 88%.

Céc dich vu cong thiét yéu “Cap doi, cap lai gidy phép lai xe”, “Ping ky
thuong tra”, “Dang ky thué 1an dau, dang ky thay doi thong tin ding ky thué d6i
v6i ngudi nop thué 13 ho gia dinh, ca nhan” 14 3 dich vu cong thiét yéu duogc
nguoi dan danh gia thap nhat, 1an luot trong tng 13 83,91%, 85,40% va 86,41%.

Dich vu cong “Lién thong dang ky khai tir - Xo6a dang ky thuong tra - Tro
cp mai tang phi” duoc ngudi dan danh cao nhat vai 93,21%, ké dén 1a “Tham
viéng mo liét si (cap gidy gisi thiéu va thuc hién chi hd trg tham viéng mo liét si)”
dat 92,63% va “Lién thong ding ky khai sinh - Pang ky thuong tri - Cap thé bao
hiém y té cho tré em dudi 6 tudi” dat 92,49%.

Bang 16. Két qua khao sat mire dd hai long ddi véi cac dich vu cong thiét yéu

Stt Tén dich vu cong thiét yéu Mire d9
: : hai long
1 Lllen th(,)ng dang ky khai tr - Xo6a dang ky thuong tra - Tro cap mai 93,21%
tang phi
9 Tliam Y}eng rrAlc).lA1¢t~s1 (cap giay gidi thiéu va thyc hién chi ho trg 92.63%
tham viéng mo liét si)




100

Stt Tén dich vu cong thiét yéu erc do
hai long
Lién thong dang ky khai sinh - Pang ky thuong tra - Cép thé bao
3 92,49%
hiém y té cho tré em duéi 6 tudi
4 | bang ky khai tir 92,40%
5 | Khai bao tam ving 92,30%
5 Thu tyc lam con ddu méi va cdp Gidy ching nhan di ding ky miu
dau 92,27%
2| Thu tye lam con ddu thu nho, du ndi, dau xi va cép Gidy chimg
nhéan d3 ding ky miu con dau
8 | Pang ky két hon 92,04%
9 | Giai quyét huong tro cap that nghiép 91,16%
10 | Cap lai, d6i thé cin cudc cong dan 90,47%
11 | bBang ky khai sinh 90,29%
12 L{en t}iong nhom thu tuc Bang ky thanh 1ap ho kinh doanh va Pang 90,15%
ky thué
13 | Cép, cip lai, stra d6i, b6 sung ho chiéu phd thong 90,03%
14 | Xac nhan thong tin vé cu trd (truc tuyén) 89,70%
15 | Thong bao luu tra 89,39%
16 | Pang ky, cap bién s6 mo t0, xe gin may 89,24%
17 | bang ky tam tra 89,01%
18 | Cép dién méi tir ludi dién ha ap (220/380V) 88,06%
bang ky bién dong vé quyen sir dung dat, quyén so htru tai san gin
19 |lién véi dat do thay d01 thong tin vé ngum dugc cap Gidy chung | 87,98%
nhan (d6i tén hoic gidy to phap nhan, gidy to nhan than, dia chi)
20 | Thay doi chu thé hop dong mua ban dién 87,46%
bang ky bién dong quyén sir dung dat, quyen s¢ hitu tai san gan
21 lién vé6i dat trong cac truong hop chuyén nhugng, cho thué, cho 87 36%
thug lai, thua ké, ting cho quyén st dung dit, quyén sé hiru tai san ’
gan lién véi dat
22 | Cap phiéu 1y lich tu phap 87,19%
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Stt Tén dich vu cong thiét yéu erc do
hai long

Ping ky thué 1an dau, dang ky thay d6i thong tin dang ky thué doi
23 . A L A o 1A 86,41%

vo1 ngudi nop thué 1a ho gia dinh, cd nhan

24 | bang ky thuong tra 85,40%
25 | Cap d6i, cap lai gidy phép lai xe 83,91%
Mirc do hai long trung binh chung 89,61%
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Phan XIV.
KET LUAN VA KIEN NGHI, PE XUAT

I. KET LUAN CHUNG
1. P6i vo6i cac S¢, UBND cap huyén va co quan nganh doc

Niam 2024, két qua khao sét cho thdy mac do hai long cua nguoi dan, to
chtc va doanh nghiép ddi vai 9 khéi co quan cung cap dich vu hanh chinh cong
tiép tuc duoc cai thién so véi nam trudc. Ca 9 khdi déu ¢ chi sb hai long ting
S0 V6i nam 2023, tuy nhién muc ting chua dong déu, dao dong tir 0,6% dén
4,08%, khoang cach chéch léch gitra khéi co quan cao nhat va thap nhat tiép tuc
nGi rong dén 8,67% (tang 3,58% so V6i nam 2022). Bién do chi s6 hai long
chung thay d6i tir khoang 82% - 87% Ién khoang 84% - 89%. Trong do, 2/9 khoi
co quan chua dat muc tiéu nim 2024 1a Khéi Vin phong dang ky dat dai va
Khéi Hai quan.

Bang 17. So sanh chi sé hai long chung gitra 9 khdi co quan

] Chi s6 hai long chung
TT Khoi co quan Tang/Giam
Niam 2024 | Niam 2023
1 | UBND cép huyén 89,80% 87,33% 2,47%
2 | Kho bac Nha nudc 89,51% 87,10% 2,41%
3 | Congan 88,77% 84,69% 4,08%
4 | Bao hidm Xa hoi 88,67% 86,86% 1,81%
5 | Cac So 87,96% 86,21% 1,75%
6 | Thué 87,27% 83,62% 3,65%
7 Ic‘{lgf‘l?hénﬁi?fh Nha - nude | g7 5504 86,65% 0,60%
8 | Vian phong ding ky dét dai 86,98% 84,63% 2,35%
9 | Hai quan 84,13% 82,24% 1,89%

Két qua trén cho thiy cam nhan cta ngudi dan ddi véi su phuc vu cta cac
co quan, don vi, dja phuong tiép tuc duoc cai thién, bién do chi s hai 1ong dan
tiém can dén muc tiéu ndm 2025 (90%), cac co quan, don vi, dia phuong tiép tuc
quan tam trién khai nhiéu giai phap, chu dong, sang tao trong cong tac cai cach
hanh chinh, nang cao chat luong phuc vu, cai thién méi truong dau tu kinh
doanh theo chi dao caa Tinh uy, UBND tinh.

Tuy nhién, véi yéu cau ngay cang cao trong cong tac cai cach hanh chinh,
mot s6 co quan, don vi cOn cham chuyén bién, chwa dam bao muc tiéu mic do
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hai 1ong dé ra, chua quyét liét trong trién khai cac giai phap nang cao muc do
hai 10ng, con truong hop vi pham trong qué trinh giai quyét thu tuc hanh chinh
theo co ché mot ctra, mo cira lién thdng, viéc nang cao chat luong dich vu cong,
dich vu cdng truc tuyén truc tuyén van con chua dugc quan tdm, chi trong ding
muc, chua thyc hién tét cac ndi dung vé van hoa cong vu khi giao tiép véi nguoi
dan, doanh nghiép,...

2. Pdi v6i cac bénh vién va phong kham da khoa khu vue

Muc d6 hai 1ong chung cua ngudi dan ddi véi cac bénh vién da khoa,
chuyén khoa va phong kham da khoa khu vuc nam 2024 dat két qua kha tét, tiép
tuc dam bao muc tiéu dé ra va tién dan dén muyc tiéu nam 2025. Tuy nhién, chi
s6 hai 1ong gitra cac don vi van chua c6 sy dong déu, con 8/24 don vi duoc khao
sat chua dat muyc tiéu trén 87% tinh dé ra, chiém ty 18 khoang 33%.

II. KIEN NGHI, PE XUAT

Trong bdi canh ca hé thdng chinh tri dang tap trung, quyét tim cao dé
sém hoan thanh viéc tinh gon to chirc bo may, tinh gian bién ché, co cau lai doi
ngill can by, cong chuc, vién chae, dap ung ky vong cua Nhan dan va phu hop
y&u cau cua thoi ky méi; dé tiép tuc trién khai thuc hién hiéu qua, dong bo céac
giai phap nang cao chat lugng dich vu, cai thién mac do hai 1ong gan voi doi
méi, sap xép t6 chirc bd may trén dia ban tinh Khanh Hoa, dé nghi cac co quan,
don vi, dia phuong quan tam mot sé ndi dung trong tam sau:

- Cong khai, théng tin rong réi két qua chi sb hai long cua co quan, don vi
nam 2024; dong thoi, ra soat, bam sat quy dinh, chi dao cua cap ¢ tham quyén
dé xay dung giai phap nang cao chat lugng phuc vu trong tinh hinh méi, xac
dinh rd, cu thé muc tiéu, chi tiéu, nhiém vu, trach nhiém, tién do thuc hién dé co
co s6 ra soat, danh gia dinh ky cua ting nhiém vu, t6 chic trién khai thuc chat,
hiéu qua; bao dam bo may maéi phai hoat dong hiéu qua hon bo may cii, 6n dinh
hoat dong ngay va van hanh théng suét, khong 1am anh huéng dén cam nhan
chung cua nguoi dan, té chic, doanh nghiép d6i vai su phuc vu cia cac co quan,
don vi trén dia ban tinh.

- Thyc hién nghiém tdc chi dao, huéng dan cua co quan c6 tham quyén
trong trién khai sap xép to chuc b may nha nuéc trén dia ban tinh; dam bao
hiéu nang, hiéu lyc, hiéu qua hoat dong sau khi sap xép; bao dam duy tri su 6n
dinh, lién tuc, théng sudt, hiéu qua, khdng bi gian doan trong tiép nhan, giai
quyét thu tuc hanh chinh cho nguoi dan, té chic, doanh nghiép.

- Tiép tuc quan triét phuong cham “Ldy ngwoi dan, doanh nghigp 1am
trung tm”, ¢ay manh viéc tiép nhan thu tuc hanh chinh khdng phu thuoc vao
dia gidi hanh chinh trén co sd tng dung céng nghé thong tin theo hudng dan cia
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co quan c6 tham quyén; thuc hién nghiém cac quy dinh vé thuc hién co ché mot
ctra, co ché mot cua lién thdng va sb hoa hd so, gidy to, két qua giai quyét tha
tuc hanh chinh trong qua trinh tiép nhan, xi ly hd so tha tuc hanh chinh. T4
chtic khai thac, st dung c6 hiéu qua Hé thdng giai quyét tha tuc hanh chinh méi
cua tinh, khong dé xay ra tinh trang tré han trén hé théng do khéng nam viing
thao tac, nghiép vu.

- Cac co quan, dia phuong thuong xuyén ra soat, kién toan B6 phan Mot
ctra CAC cap, quan tdm bd tri sir dung ddi vai cdng chic, vién chic ¢ nang luc,
c6 trach nhiém, tdm huyét véi cong viéc, dap wng yéu cau nhiém vu trong tinh
hinh méi, dic biét cac vi tri thuong xuyén tiép xc véi ngudi dan, to chuc,
doanh nghiép.

- Co cAu va nang cao chat luong d6i ngii can bo, cdng chic, vién chic,
tinh gian bién ché, nang cao hiéu lyc, hiéu qua hoat dong, dap Gng yéu cau
nhiém vu cua timg co quan, t6 chirc, don vi trong giai doan phat trién moi. T
chuc trién khai hiéu qua phuong phap danh gia két qua, hiéu qua cong tac cua
can bo, céng chuc, vién chuc thong qua Bo cong cu do ludng, danh gia két qua,
hiéu qua cong tac (KPI).

- Cac co quan, don vi ra soat cong khai day du, truc quan théng tin
duong day nong, dia chi hé thdng tiép nhan phan anh, kién nghi tai Bo phan
Mot cira, trén Cong/Trang thong tin dién tir gan véi nang cao hiéu qua, chat
lwong tiép nhan, xtr Iy phan anh, kién nghi tai tru so va trén cac hé théng theo
quy dinh. Chu dong thiét lap, cong khai va nang cao chat lugng cac duong day,
kénh thong tin truc tuyén dé kip thoi hd tro, giai dap vuéng mac caa khach hang
trong qua trinh thuc hién dich vu cong.

- Thuong xuyén thong tin, tuyén truyén vé cac hoat dong va két qua cai
cach hanh chinh, sip xép, tinh gon bd may, nang cao chat luong phuc vu nguoi
dan, nang cao su hai long cua nguoi dan ma cac co quan, don vi, dia phuong
thue hién; tao su lan toa va cang ¢é niém tin cia Nhan dan d6i véi su phuc vu
cua timg co quan, don vi, dia phuong néi riéng va nén hanh chinh tinh Khanh
Hoa néi chung.

- Pé nghi So Y té tiép tuc nghién ctu, tham muu va trién khai mot ké
hoach dong bd vé nang cao chat luong dich vu, doi méi phong cach, thai do
phuc vu huéng téi sy hai 10ng cua ngudi bénh trong toan nganh y té trén dia ban
tinh, cha trong nhiém vu xay dung Bénh vién Pa khoa tinh Khanh Hoa tré thanh
Bénh vién tuyén cudi cua khu vuc duyén hai Nam Trung Bo.
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Trén day 1a Bao cao tong hop két qua Chi s6 hai long ndm 2024 cta cac
S&, nganh thugc UBND tinh, cac co quan nganh doc, UBND céc huyén, thi xa,
thanh phd, céc bénh vién da khoa, chuyén khoa, phong kham da khoa khu vuc
trén dia ban tinh va mot s6 dé xuat, kién nghi./.

T'IJYO'TLPﬁé’n: (béo céo) KT. GIAM bOC
- TT. Tinh uy (bao céo); 2 { 8

- TT. HBND tinh (b&o cao); ) GIAM DOC
- UBND tinh (VBDT - béo cao);

- Céc S¢, ban, nganh (VBDT);

- UBND huyén, thi x4, thanh phé (VBDT);
- Phong Noi vu cap huyén (VBDT);

- Cong TTDT tinh;

- Coéng TTDT CCHC tinh;

- Dai PT-TH KH, Bao KH;

- Luu: VT, CCHC.




		CỤC CHỨNG THỰC SỐ VÀ BẢO MẬT THÔNG TIN - ĐT: 0243.7738668; Fax: 0243.7738668; Email: ca@bcy.gov.vn
	2025-03-12T07:37:15+0700
	ỦY BAN NHÂN DÂN TỈNH KHÁNH HÒA
	Bùi Thế An<btan@khanhhoa.gov.vn> đã ký lên văn bản này!


		CỤC CHỨNG THỰC SỐ VÀ BẢO MẬT THÔNG TIN - ĐT: 0243.7738668; Fax: 0243.7738668; Email: ca@bcy.gov.vn
	2025-03-12T09:14:53+0700
	ỦY BAN NHÂN DÂN TỈNH KHÁNH HÒA
	SỞ NỘI VỤ<snv@khanhhoa.gov.vn> đã ký lên văn bản này!


		CỤC CHỨNG THỰC SỐ VÀ BẢO MẬT THÔNG TIN - ĐT: 0243.7738668; Fax: 0243.7738668; Email: ca@bcy.gov.vn
	2025-03-12T09:15:01+0700
	ỦY BAN NHÂN DÂN TỈNH KHÁNH HÒA
	SỞ NỘI VỤ<snv@khanhhoa.gov.vn> đã ký lên văn bản này!


		CỤC CHỨNG THỰC SỐ VÀ BẢO MẬT THÔNG TIN - ĐT: 0243.7738668; Fax: 0243.7738668; Email: ca@bcy.gov.vn
	2025-03-12T09:15:06+0700
	ỦY BAN NHÂN DÂN TỈNH KHÁNH HÒA
	SỞ NỘI VỤ<snv@khanhhoa.gov.vn> đã ký lên văn bản này!


		CỤC CHỨNG THỰC SỐ VÀ BẢO MẬT THÔNG TIN - ĐT: 0243.7738668; Fax: 0243.7738668; Email: ca@bcy.gov.vn
	2025-03-12T09:16:12+0700
	ỦY BAN NHÂN DÂN TỈNH KHÁNH HÒA
	SỞ NỘI VỤ<snv@khanhhoa.gov.vn> đã ký lên văn bản này!




