Phan I.
TONG QUAN VE QUA TRINH TRIEN KHAI KHAO SAT, PANH GIA

I. CAN CU PHAP LY

- Nghi quyét s6 30c/NQ-CP ngay 08/11/2011 cua Chinh phii ban hanh
Chuong trinh téng thé cai cach hanh chinh nha nudc giai doan 2011 - 2020;

- K& hoach cai cach hanh chinh nha nuéc giai doan 2016 — 2020 duoc phé
duyét theo Quyét dinh s6 225/QD-TTg ngay 04/02/2016 cta Thi tudéng Chinh phu;

- K& hoach cai cach hanh chinh tinh Khanh Hoa giai don 2016 — 2020 ban
hanh kém theo Quyét dinh sé 3777/QD-UBND ngay 25/12/2015 cua UBND tinh
Khanh Hoa;

- Quyét dinh sb 2072/QB-UBND ngay 12/8/2014 cia UBND tinh Khanh
Hoa ban hanh Quy ché khao sat, danh gia mic d hai long cia to chic, ca nhan dbi
V6i Su phuc vu cua co quan hanh chinh nha nuée va don vi sy nghiép cong lap trén
dia ban tinh Khanh Hoa;

- Quyét dinh s6 2839/QD-UBND ngay 28/12/2015 caa UBND tinh Khanh
Hoa ban hanh K& hoach cai cach hanh chinh tinh Khanh Hoa nim 2016;

- Can ctr Quyét dinh s6 2089/QD-UBND ngay 20/7/2016 ciia UBND tinh
Khanh Hoa phé duyét Ké hoach khao sat, danh gia mutrc d6 hai long cua to chic, ca
nhan d6i véi su phuc vu cac co quan hanh chinh nha nuée, cac don vi sy nghiép y
té, gido duc va dao tao trén dia ban tinh Khanh Hoa nam 2016.

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

1. Po6i twong, pham vi va phan cong thuc hién nim 2016

Can ctr Quy ché khao sat, danh gia mtrc d6 hai long ctia to chirc, ca nhan doi
Véi Su phuc vu cua co quan hanh chinh nha nuée va don vi sy nghiép cong lap trén
dia ban tinh Khanh Hoa dugc ban hanh theo Quyét dinh s6 2072/QD-UBND ngay

12/8/2014 cta UBND tinh, trong nam 2016, dbi tuong duoc khao sat, danh gia
muc d hai long bao gom:

- Cac S0, ban, nganh thuoc UBND tinh.

- UBND cac huyén, thi x4, thanh ph.

- UBND céc x4, phuong, thi tran;

- Céc co quan dugc to chirc va quan 1y theo hé thdng doc cua cac Bo, co

quan ngang B dong trén dia ban tinh (cac co quan nganh doc ctia Trung wong)
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gém: Cuc Thué tinh, Cuc Hai quan tinh, Cong an tinh, Ngan hang Nha nudc chi
nhanh tinh, Kho bac Nha nuéc tinh, Bao hiém Xa hoi tinh va cac don vi truc thudc.

- Linh vuc gido duc va dao tao.
- Linh vuc y té (kham chita bénh).

Cin cir Quyét dinh s6 2089/QD-UBND ngay 20/7/2016 caa UBND tinh,
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, nganh (chua thuc hién ddi v6i Vian phong UBND tinh, Thanh tra
tinh va Ban Dan toc), 06 linh vuc nganh doc, 8 UBND cap huyén; 09 bénh vién da
khoa, 04 bénh vién chuyén khoa va 14 phong kham da khoa khu vuyc (tiép nhan lai
nhiém vu cha tri tir S&' Y té).

- S& Giao duc va Dao tao tiép tuc thuc hién diém d6i véi mot s truong hoc
thudc pham vi quan 1y dé nghién ciru hoan thién mé hinh, phuong phap va xéc
dinh hop 1y @i tugng thuc hién giai doan tiép theo;

- UBND huyén, thi x4, thanh phé trién khai d6i véi 137 UBND cép xa, 137
tram y té x4. Riéng Nha Trang va Ninh Hoa, mdi don vi thuc hién diém d6i véi 02
truong mau gido, 02 truong Tiéu hoc va 02 truong Pho thong co so dé tiép tuc rat
kinh nghiém.

S6 lwong dau méi co quan, don vi phai thyc hién danh gia, xac dinh chi s6
hai long trén pham vi toan tinh trong dot nay la 384 don vi.

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

Thuc hién dang Quy ché ban hanh theo Quyét dinh 2072/QD-UBND cua
UBND tinh, d6i tugng dugc lay ¥ kién phuc vu khao sat, danh gid mirc do hai 1ong
1a cac t6 chirc, ca nhan c6 giao dich tha tuc, cong viéc véi co quan hanh chinh, co
str dung dich vu do don vi su nghiép cong 1ap cung cap trong ky danh gia.

Theo ké hoach duoc phé duyét, S& Noi vu da c6 Cong vin dé nghi cac co
quan, don vi, dia phuong thudc pham vi khao sat ctia S& Noi vu cung cap danh
sach khach hang giao dich. Trén co sé do, thuc hién chon mau ngau nhién tir danh
sach khach hang dugc cac co quan, don vi cung Cép, phan bd mau diéu tra theo dia
ban va linh vuc tha tuc dé bao dam tinh dai dién cia mau diéu tra; 1ap danh sach va
tién hanh diéu tra tai dia chi khach hang; chi khi danh sach khach hang du phong
d3 duoc st dung hét ma van chua du chi tiéu phan bo thi mai tién hanh diéu tra bd
sung tai Bo phan mot ca.

Déi v6i cac bénh vién, phong kham da khoa thi thyc hién lay y kién khach
hang dang sur dung dich vu ngay tai co s& kham chita bénh.



phd.

Pé bao dam thong nhat vé phuong phap trién khai, S& Noi vu c6 vin ban
huéng dan cu thé cho S¢ Gido duc va Pao tao, UBND cac huyén, thi xi, thanh

b) Quy mé mau diéu tra xi hoi hoc:

Trén co so tiép thu gop ¥ cla cac co quan, don vi, dia phuong, trong nim
2016, quy md mau diéu tra cua cac co quan, don vi thudc pham vi phu trach cua
S6 Noi vu va cac don vi duge dicu chinh tang so véi cac nam 2014, 2015.

Tong phiéu diéu tra phan bb theo ké hoach 1a 24.510 phiéu; két qua da thu
vé duogc 23.821 phiéu, sau khi d loc sach cac phiéu khong dat yéu cau (xem Bang

1).
Bang 1. Quy md mau diéu tra nam 2016
STT Khéi co' quan, don vi Q“yzrgf6mﬁ“ Niim 2015

1 Cac co quan So (17) 1.243 1.006
2 Linh vuc BHXH (9) 778 537
3 Cong an (9) 710 467
4 Hai quan (5) 52 82
5 | Kho bac Nha nuéc (9) 475 468
6 | Ngan hang nha nudéc (1) 37 23
7 | Linh vuc thué (9) 776 555
8 | UBND cép huyén (8) 1.317 744
9 Bénh vién da khoa, chuyén khoa (13) 1.590 *
10 | Phong kham da khoa khu vuc (14) 1.138 o
11 | UBND cép xa (137) 8.054 6.629
12 | Tramy té cap xa (137) 6.851 6.630
13 | Cac truong hoc (16) 800 800

Tong cong (384 co quan, don vi) 23.821 17.941

* Chwa cdp nhdt khoi heong phiéu doi véi bénh vién do Sé' Y té chii tri.

** Chwa thuc hién.

3. Tiéu chi khio sat, danh gia va ban cau héi diéu tra

Trén co s 6 tiéu chi khao sat, danh gia di duoc quy dinh théng nhat tai
Quyét dinh s6 2072/QB-UBND cua UBND tinh, ban cau héi diéu tra ndm 2016 co




ban giit 6n dinh nhu nim 2015. Tuy nhién mot s6 cau hoi quan trong duoc trién
khai thém céu hoi phu va thong tin mé ta chi tiét dé khach hang thuan loi hon trong
viéc lya chon phuong an tra 161, bao dam thong tin thu duogc la chinh xac, khach
quan, sat thuc té; tao thém khong gian dé khach hang phan anh cu thé hon tam tu,
nguyén vong va kién nghi, gép ¥ véi cc co quan, don vi duoc lay ¥ kién.

Theo d6, ban cau hoi ap dung cho céc sd, co quan, nganh doc va UBND cap
huyén, UBND cép x4, cac truong hoc gdm 29 cau hoi chinh (véi cac phuong an tra
loi dwgce dé xuat sdn) va 29 cau héi phu (trong d6 c6 12 cau hoi mé); ban cau hoi
danh cho bénh vién va phong kham gdm 32 cau héi chinh va 13 cau héi phu (trong
d6 c6 8 cau hoi mo).

Riéng ddi voi tram y té cip x4, chi thuc hién danh gia ddi véi 5 tiéu chi
(khong c6 tiéu chi Chi phi dich vy nhu dbi véi bénh vién va phong kham), theo do
ban cau hoi gom 23 cau hoi chinh va 15 cau héi phu (trong d6 ¢6 6 cau hoi mo) dé
pht hop hon véi thuc tién cung cap dich vu cong va ddi twong thu huéng dich vu
tai tramy té.

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

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

- Thyc hién ding theo Quy ché duoc UBND tinh ban hanh, cac tiéu chi, tiéu
chi thanh phan duoc danh gia bang Thang do Likert 5 mic do, tir 1 dén 5, trong do6
muc 1 trong g v6i mie danh gia thap nhat, mac 5 tuong ¢tng véi mic danh gia
cao nhat.

- Mtic d6 danh gia dat duoc trén mdi tiéu chi, tiéu chi thanh phan va két qua
chung theo cac khoang tuong ing nhu sau:

Miic Kém Yéu Trung binh Kha Tot

Diém sd 1-18 181-26 | 261-34 | 341-42 421-5

- Trén co s& mirc 46 danh gia dat duoc, viéc xac dinh chi sé hai long thuc
hién theo cong thirc sau:

SIPS = 2 x 100%
Trong d6:  SIPS: chi s6 hai long;

p: mutc danh gia thuc té dat dugc (trung binh);

P: muic danh gia cao nhat.



Mikc Kém Yéu Trung binh Kha Tét

Chisd % | Dudi36% | 36,1-52% | 52,1—-68% | 68,1-84% | Trén 84%
tuong trng

5. Qua trinh khao sat, thu thip y kién, nhap théng tin, tdng hop, phan
tich, két xuat dir liéu va viét bao cdo

Sau khi UBND tinh ban hanh Quyét dinh sb 2089/QD-UBND ngay
20/7/2016 phé duyét Ké hoach khao sat, danh gia muc do hai long cua td chic, ca
nhan ddi voi su phuc vu cac co quan hanh chinh nha nuée, cac don vi su nghiép y
té, giao duc va dao tao trén dia ban tinh Khanh Hoa nam 2016; S& Noi vu da lam
viéc véi S Gido duc va Pao tao, UBND cac huyén, thi xa, thanh phd dé ban bac,
théng nhat phuong an trién khai trén toan dia ban tinh.

Trén co s& d6, S& Noi vu di ban hanh vin ban thong bao phuong an trién
khai dén cac don vi chu tri diéu tra, gigi thiéu don vi da nang lyc nhan nhiém vu
diéu tra doc 1ap, huéng dan thuc hién cac thi tuc vé tai chinh, hoan thién miu
phiéu diéu tra cho ting nhom d6i twong, cac biéu mau va ching tir phuc vu diéu
tra; cong tac giam sat va phuc tra; cung cap, hudng dan day du, chi tiét cho UBND
cac huyén, thi xa, thanh phd.

Pong thoi, thong qua diéu tra thir, da tong hop ¥ kién thiac mac vé noi dung
phiéu diéu tra, xdy dung tai liéu nghiép vu hudng dan xu 1y cc tinh hudng co thé
gap phai cho timg cau hoi; huéng dan tac nghiép cac biéu mau; chuyén cho don vi
tu van dé trién khai tap huan, quan triét cho cac nhom diéu tra vién tai timg dia ban
nham bao dam thuc hién thong nhat, thuan loi; b tri duong day néng dé kip thoi
tiép nhan, phdi hop xir Iy ngay cac vudng méic phat sinh trong qua trinh tién hanh
diéu tra.

Pbi v6i pham vi cong viéc duge phan cong, Giam déc So Noi vu da phé
duyét phuong an trién khai chi tiét, tién hanh cac thu tuc theo quy dinh, phan cong
cu thé trach nhiém cta phong chuyén mén thudc So va lam viéc véi cac co quan,
don vi lién quan; chuan bi, cung cap day du cac diéu kién, phuong tién dé bao dam
tién do, hiéu qua thuc hién.

Theo tién do ké hoach, tir thang 9 dén thang 12/2016, S& Noi vu, S¢ Gido
duc va Pao tao, UBND cac huyén, thi x4, thanh phd theo pham vi phan cong da
cha tri tién hanh diéu tra xd hoi hoc. Do khdi luong diéu tra rat I6n trong khi tién
d6 cap bach, cac co quan chu tri diéu tra da két hop trién khai song song viéc lay
phiéu véi tong hop, kiém tra, phic tra va nhap di liéu.

Thong qua phuc tra, S& Noi vu di dé nghi don vi diéu tra doc 1ap huy két



qua lan dau va tién hanh diéu tra lai trén 400 phiéu, dong thoi qua giam sat ndi bo,
don vi diéu tra doc lap cling da tu hay két qua diéu tra lan dau va diéu tra lai trén
400 phiéu. Nhu vay, trong pham vi do S Noi vu chi tri, qua giam sat va phic tra,
da huy két qua ban dau va diéu tra lai gan 900 phiéu (trén 11% tong sé phiéu). Déi
véi pham vi do UBND huyén, thi x4, thanh ph chu tri, d3 huy két qua ban dau va
diéu tra lai toan bo ddi v4i 04 don vi cap xa (240 phiéu).

Sau khi phuc tra, tién hanh loc sach phiéu, trién khai phan cong nhap di liéu
vao cac phan mém chuyén dung tir thang 12/2016 dén thang 01/2017. S Noi vy da
cha tri hd trg loc va hiéu chinh, chuin héa dit liéu 23.821 phiéu diéu tra ddi voi
384 co quan, don vi. Sau d6 phan tich dit liéu, két xuat két qua, chuan héa dé
cuong va tai liéu hudng dan viét bao cdo, dong goi va giri két qua cho S¢ Gido duc
va Pao tao, UBND cac huyén, thi x3, thanh phd dé viét bao cio tong hop két qua
va phé duyét, cong bd theo tham quyén duoc giao.

Qua trinh trién khai khao sat nam 2016, cac co quan chu tri tiép tuc nhan
dugc sy ung ho, gitip d& rat nhiét tinh, cho ¥ kién thang than, xac dang tir phia
nguoi dan, t6 chic, doanh nghiép, cac co qan, don vi, dia phuong. Tir d6, da gop
phan rat quan trong dé hoan thanh nhiém vu chung caa tinh.

Theo trach nhiém dugc UBND tinh phén céng, Bao cdo niy tong hop chi sb
hai long nam 2016 ddi véi cac sd, cac co quan nganh doc, UBND cac huyén, thi
x4, thanh phd, cac bénh viéc da khoa, chuyén khoa va phong kham da khoa khu
vuc trén dia ban tinh. Chi sé hai long d6i véi UBND cap x4, tram y té va cac
truong hoc do S¢ Gido duc va Pao tao, UBND céc huyén, thi x4, thanh phd chu tri
tong hop, phé duyét va cong bd theo tham quyen.



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

I. CHI SO HAI LONG CHUNG

Két qua phan tich dir liéu thu thap dugc cho thay, c6 10/17 co quan chi sd
hai 10ng tang so voi ndm 2015, bao gdm: Khoa hoc va Cong ghé, Tu phap, Y té,
Ké hoach va Pau tu, Van hoa va Thé thao, Gido duc va Pao tao, Giao thong van
tai, Xay dung, Noi vy, Tai nguyén va Moi trudng. Trong do, ting dang ké 1a S¢ Ké
hoach va Pau tu (8,48%), Tu phap (5,09%), Xay dung (4,8%).

Trong 7 co quan giam diém, Sé Lao dong — TBXH giam nhiéu nhit véi
8,27% (Xem Biéu d6 1).

Chi sd hai long cac S& nam 2016

S& Khoa hoc va Cong nghé 70%

S& Tw phap I 80,96%
S& Y té w7 b %
S& Ngoai vu A
S6& Ké hoach va Bau tw - 34%
S& Van hda va Thé thao bos

%

S& Gigo duc va Dao tao 8%

S& Giao thong van tai ! I % 9%
S& Théng tin va Truyén théng B1% m Nam 2015
S& Xay dung = Nam 2016
Sé& Nb6i vu
S¢& Cong Thuong

S& Lao dong - Thwong binh va Xa hoi 84,54%

Ban Quan ly KKT Van Phong
S@ Tai chinh

S& Tai nguyén va Méi trudng 03% 0
| | |

S& Néng nghiép va Phat trién néng.. Y 74,57%

——— 75,17%
]
.’ “

60% 65% 70% 75% 80% 85%

Biéu dd 1: Chi s6 hai long cac Sé nim 2016
Chi s hai 10ng trung binh khéi co quan Sé 1a 76,64%, tang gan 1% so Véi
nam 2015 (75,68%), dat chi tiéu Ké hoach CCHC nam 2016 cua tinh (chi tiét tai



Bang). Trong 17 co quan duoc Khao sat thi chi c6 S& Nong nghiép va Phat trién
ndéng thon co6 Chi sé hai long 74,87%, thap hon mot chut so véi muyc tiéu chung
75% cua tinh, giam so vd&i nam trude 03 co quan. Nam 2016, khong ¢6 co quan
nao muc d6 hai 10ng dat Tot theo thang do.

Nhin chung, hau hét cac co quan déu duy tri nd luc cai thién chat luong phuc
vy, do vay khoang chénh 1éch chi s6 hai long khéi co quan S& thu hep so véi nim
trude (chénh 18ch gitta co quan cao nhat véi thdp nhét 1a gan 8%, trong khi nim
trude chénh 1éch dén 14%).

Bang 2. Chi s6 hai 1ong khéi cac co quan S¢ ndm 2016

Nam Nam

STT Ponvi 2016 2015 Tang/giam
1 | S& Nong nghiép va Phat trien ndong thon | 74,87% | 75,17% -0,30%
2 | So Tai nguyén va Moi truong 75,22% | 73,63% 1,59%
3 | So Tai chinh 75,57% | 78,96% -3,39%
4 | Ban Quan ly KKT Van Phong 7597% | 76,77% -0,80%
5 | S¢ Lao dong - Thuong binh va Xa hoi 76,27% | 84,54% -8,27%
6 | S¢ Cong Thuong 76,29% | 76,56% -0,27%
7 | S6 Noi vu 76,45% | 75,54% 0,91%
8 | So Xay dung 76,52% | 71,72% 4,80%
9 | So Théng tin va Truyén thong 76,70% | 76,81% -0,11%
10 | SO Giao thong van tai 76,91% | 73,76% 3,15%
11 | So Gido duc va Bao tao 76,91% | 76,81% 0,10%
12 | S¢ Van hoa va Thé thao 77,02% | 75,06% 1,96%
13 | S¢ Ké hoach va Pau tu 77,34% | 68,86% 8,48%
14 | So Ngoai vu 71,77% | 79,34% -1,57%
15 [SoY te 77,77% | 75,86% 1,91%
16 | SO Tu phap 80,96% | 75,87% 5,09%
17 | S6 Khoa hoc va Céng nghé 82,70% | 78,00% 4,70%
Trung binh chung khoi Sé 76,64% | 75,68% 0,96%

Trén 6 tiéu chi danh gia thi 5 tiéu chi khong bién dong dang ké, chi c6 Tiéu
chi Tiép cdn dich v tién bo rd rét so v6i nam trude, va chi s6 hai long chung nam
2016 tang 1én 1a nho su cai thién nay (xem Biéu do 2). Tiéu chi Su phuc vu cua can
bo, cong chuc tiép tuc duoc ngudi dan, té chuc, doanh nghiép danh gia cao nhét
dat 81,28% (nhung giam so v&i 2015); tiép dén 1a Tha tuc hanh chinh dat 76,91%.
Con lai cac tiéu chi vé Diéu kién tiép don, phuc vu, Két qud, tién do giai quyét
céng viéc, Tiép nhan, xit Iy théng tin phan hoi van chua dat muc tiéu chung 75%
ma UBND tinh d3 dé ra.



=¢=Nam 2016
== Nam 2015

Biéu d6 2: Chi 56 hai long cac Sé 2016 — trén 6 tiéu chi

I1. CHI SO HAI LONG TREN 6 TIEU CHi PANH GIA

1. Chi s Tiép can dich vu

Chi s6 Tiép can dich vy dugc thiét ké gom 04 cau hoi (tiéu chi thanh phan),
phan anh su cha dong, trong viéc cung cap thong tin co ché, chinh sach, dich vy
hanh chinh cong va cac hd tro thong tin can thiét khac cta co quan hanh chinh cho
nguoi dan, t6 chuc, doanh nghiép; su da dang, thiét thuc caa cac hinh thirc thong
tin.

Cac hinh thirc thong tin dich vu cong
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Biéu d6 3: Hinh thic thong tin dich vu cong cic S¢

S luong khach hang tiép can dich vu hanh chinh cong thong qua cac hinh
thire thong tin chil yéu tai Biéu d6 3. Trong d6, hinh thirc thong tin pho bién nhat 1a
qua bdng niém yét, tiép dén la do cong chirc gidi thiéu, hieong ddn, théng qua cung

9



Cdp tai liéu tai ban viét hé so ciia BG phdn mét cira va qua website. Cac hinh thtc
thong tin con lai chua duoc trién khai hoic chua phd bién.

Két qua khao sat ciing cho thiy, da sd co quan di cong khai thong tin phong
phu hon trudc, ndi dung twong ddi ddy du, rd rang; trong d6 nhiéu théng tin thiét
thue c6 ty 18 tiép can cua khach hang kha cao, nhu thi tuc hanh chinh va cach thirc
thuc hién; quy ché tiép cong dan, ndi quy lam viéc; quy hoach, ké hoach; hudng
dan hé so truc tuyén; dich vu chuyén phét nhanh.

Ndi dung thdng tin cung cap tai cac S&

7]

B& thul tuc hanh chinh va cac biéu mau, phi, & phi

Cach thire thwe hién thd tuc hanh chinh

|
) 85%
1 84D

71%
69%
) 68%

Quy ché tiép cong dan, néi quy noi lam viéc

Quy tac trng xt clia can bd, cong chirc

Quy hoach, ké hoach, chinh sach, vén ban phap luat

! 58%
} 58%
} 56%
) 54%
1150%
I 47%

) 449
J 38%

Thong béo tra |6i y kién, giai dap vwdng méc cla..

Hudéng dan nop hd so tryc tuyén qua Internet

Duwong day néng va cach guvi y kién, phan anh

Hwéng dan dich vu chuyé&n phat nhanh

Muc tiéu chat lwgng
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Dia chi cac website hiru ich cho khach hang

Chinh sach chét lwgng
Khac 12°/J
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Biéu dd 4: Ndi dung thong tin dich vu cong cac S&

Két qua phan tich

1,05% 12,15% = Thong tin rétsosai, kho | O li¢u diéu tra cling cho
hiéu e \
6,19% thay, phan I6n khach hang

724% B Thong tin so sai, kho

hid danh gia thong tin rdt ddy
Tam duoc dii, kha day i (trén 64%).
= Khé 6 rang, dé hiéu Chét luong théng tin cling

dugc nang lén ro rét, voi
trén 80% nhan xét 1la ro
rang, dé hiéu.

m R4t rd rang, dé hidu

Véi chuyén bién trong nhan thirc vé trach nhiém minh bach hoa thong tin dé
cai thién moi treong kinh doanh, nang cao nang luc canh tranh chung cua tinh, can
bo, cong chirc, vién chirc da chu dong va tich cuc hon trong viéc tiép nhan, giai
dap, huéng dan cho ngudi dan vé co ché, chinh sach, tha tuc, quy hoach, ngan
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sach. Thong qua d6, giam phién ha va dé cao trach nhiém phuc vu. Két qua khao
sat cho thay s truong hop khéng dwoc gidi dap, hodc gidi ddp qua loa, so sai da
giam xudng dudi 2%.

Chi sd Tiép can dich vu
S& Ngoai vy 88,57%
S& Tu phap ’ 86,98%
S& Nong nghiép va Phat trién néng thén - : 83,66%
S6 Gido duc va Pao tao | 4 80,63%
6 Noivy | | 79,80%
SoVte e |79,53%
S& Khoa hoc va Cong nghé 0%344% mNam
S& Van héa va Thé thao m 78,35% 2015
S6 Ké hoach va DAu tu | ’ 78,30% = Nam
S& Giao thong van tai dam 78,38% 2016
S& Xay dung | o 78,27%
S& Théng tin va Truyén thong - 50§7,77%
S Tai chinh - %7,53%
S& Cong Thwong - : 77,41%
S& Lao dong - Thuong binh va X4 hoi | 716%°
S& Tai nguyén va Méi truong - 2 76,61%
Ban Quan ly KKT Van Phong - 4‘]_%35 %
40% 60% 80% 100%

Biéu dd 5: Chi sé Tiép can dich vu cac S&

Nhiing ¢ gang trén kéo theo chi s6 Tiép can dich vy 2016 tang trén 10% so
Vvé6i 2015, tir 68,02% 1én 78,55% (xem Biéu do 5); véi 16/17 co quan ting Chi s,
vuot chi tiéu 75% dé ra cho nim 2016, trong d6 S¢ Ngoai vu dat cao nhat véi
88,57%, tiép dén 1a S& Tu phap 86,98% (mirc Tot).

Tuy nhién qua khdo sat, bén canh yéu cau nang cao hiéu qua cac hinh thirc
thong tin hién co, nhidu khach hang dé nghi cac so tiép tuc bd sung thém cac hinh
thire thong tin nhu: qua email, tng dung di dong, facebook, nang cao chat lugng
website va giai dap thic mac truc tuyén cho khach hang, to chic thém cac hoi nghi
d6i thoai, tap huan c6 chat lugng, bd tri can bo chuyén trach giai dap vudng mac,
phat t& roi huéng dan dich vu cong; cung cip thém mady tinh ndi mang dé khach
hang tra ctru tai Bo phan mot cua.
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2. Chi s6 Piéu kién tiép dén va phuc vu

Chi s6 Diéu kién tiép don va phuc vu gém 02 tiéu chi thanh phan, do luong
su chuyén nghiép, chu ddo, tién loi trong viéc bd tri cac diéu kién phuc vu va lam
viéc cho khach hang dén giao dich tai co quan hanh chinh. Két qua chung nim
2016, chi sb dat 74%, giam so Vi ndm 2015 (76,28%). O Tiéu chi nay, c6 04 co
quan tang chi $6 S0 voi nam trude gom: S¢ Khoa hoc va Cong nghé, Sé Ké hoach
va Pau tu, So Giao thong van tai va S¢ Xay dung; trong d6, S¢ Ké hoach va Pau
tu ¢o su cai thién dang ké nhat, nho da tap trung dau tu, cai tao khong gian 1am
viéc cua BO phan mot cua, b tri thém thiét bi, tién ich phuc vu khach hang, di 1am

khach hang hai long nhiéu hon (xem Biéu do 6).

S& Khoa hoc va Coéng nghé
S& Ngoai vy

Sé& Ké hoach va Bau tw

Sé& Tai chinh

S& Giao thong van tai

S& Xay dwng

S& Théng tin va Truyé&n thong
S& Tw phap

S& Y té

S& Cong Thwong

Sé& Gido duc va Dao tao

S& Van hoa va Thé thao

Ban Quan ly KKT Van Phong
S& Lao dong - Thuong binh va Xa hoi
S& Né6i vu

I

S& Néng nghiép va Phat trién néng thon
J

[ 66J95%

'1 0,00%

Chi s6 Diéu kién tiép don, phuc vu

i 71,50%

77,56%
77V14%

77}10%
! 80,41%
0%

0
75,81%

74,74p0

I 77
b 73,44%

I 73,24%

S& Tai nguyén va Méi trwdng ) 71’250},

I 74,000
72,94%

173,839

71%
614
7,92%

1{79,33%
' 78,92%

1%

77,08%

50% 60% 70%

80%

90%

m Nam
2015
m Nam
2016

90,17%

Biéu dd 6: Chi s6 Piéu kién tiép dén va phuc vu cac S&

Gan 4% khach hang khong hai long véi phong 1am viéc cua Bo phan mot
Ctra, trén 36% danh gia & mac tam dugc. Trén 10% khach hang danh gia Bo phan
mot cira qua tai. Mot sé khach hang phan anh vi tri ngdi giao tiép, lam viéc voi
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cong chuc tai Bo phan mét cua con bat tién vi: ¢ kinh ngan cach, xa cach, kho
giao tiép, khong co ghé, phai dung lam viéc (S Cong Thuong, Gido duc va Pao
tao, Giao thong van tai, Lao dong — TBXH, Ngoai vu), khong phai ban lam viéc
ma 13 mot tim nhom (S& Thong tin va Truyén thong).

Ghé ngdi chor | 95,17%
Bang tén clia B6 phan mot clra | 94,93%
Ban viét hd so' | 89,22%
Ghé ngbi 1am viéc voi cong chirc | 89,06%
So db cac phong ban | 85,20%
Chd d& xe cho khach dén giao dich | 81,90%
Bang niém yét, théng bao | 80,53%
Lich lam viéc cta B4 phan mét clra | 78,12%
Quat hodc may lanh | 77,15%
Bang tén céng chuirc giao dich voi..| 69,B85%
May tinh tra ctru tha tuc, théng tin hd so ] 56,40%
Nuéc uéng cho khach dén giao dich | 55,19%
Bang hwdng dan s dung cong trinh... 51}09%
Khay hoac ké dwng to roi hwéng dén..- 44,97%
May scan (quét) hodc may photocopy..- 8,29%
Céc bang hwéng dan st dung méy..- 26,417%
0% 20% 40% 60% 80% 100%

Biéu do 7: Trang thiét bi tai Bo phan mét cira cac S&

Phan anh cua khach hang cho thay, cac thiét bi duoc bé tri day du nhat 1a
ghé ngodi cho, bang tén B phan mét cira, ban viét ho so, ghé ngdi lam viéc véi
cong chirc, so dd co quan. Tuy nhién, mot sb thiét bi thiét yéu khac phuc vu khach
hang chua duoc quan tdm dung murc: nudc udng cho khach dén giao dich, bang
huéng dan stir dung cong trinh phu, khay dung to roi huéng dan dich vu, thu tuc,
may scan hodc photocopy hd so (xem Biéu do 7). Do vay, con 14,7% khach hang
danh gia trang thiét bi hau nhu khong c6 gi hodc con thiéu thn, chua thuan tién
cho cong viéc.

Do vay, viéc cang ¢b co sd vat chat, trang thiét bi don tiép, phuc vu khach
hang can tiép tuc duoc quan tAm trong thoi gian téi.

3. Chi s6 Thii tuc hanh chinh

Vé cong khai thii tuc hanh chinh, 15,28% khach hang danh gid hau nhu
khong o gi hoac thiéu nhiéu thong tin; 14,88% danh gia & mic tam dugc. Vé chat
lugng thong tin thu tuc hanh chinh, trén 16% danh gia so sai, kho hiéu; 15,61%
cho rang tam duoc. Nhu vay, ty 1é chua hai long con kha cao (trén 30%).
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Vé thanh phan hd so

, thi tuc, dai da sd khach hang

Théng tin rat , ., e . ’ . A

6,68% g g3 Ckomeu danh gia rat don gian, it giay

= Thong tin sor sai, kho to hodc khong co gi phuc tap

leu 2 ~
15,61% 94): bhié A [y

Tam duoc (9~4,4A)), pleu mau don gian,

dé thuc hién (98,6%). Pay la

két qua tir nhitng nd luc rat

= RAt 16 rang, dé hiéu I6n cua cac so, nganh trong

m Kha rd rang, dé hiéu

cong tac cai cach tha tuc hanh
chinh thoi gian qua. Viéc
huéng dan hé so, thil tuc tai cac co quan hanh chinh ciing c6 chuyén bién tich cuc,
duoc khach hang danh gia cao. Tinh trang huéng dan khéng diing hodc khong
thong nhdt chi con khoang 1%. Khach hang ciing dé nghi can giam bét yéu cau céc
gidy to khong can thiét, tring 1dp nhu: ddi véi hd so khach hang da 1am nhiéu lan
thi 1an sau khong can phai nop ban sao chang thuc nita (nhu Gidy ching nhan
dang ky kinh doanh, vin ban cia cac nganh lién quan), hop phap hoa lanh sy bang
cap nudc ngoai (So Khoa hoc va Cong nghé), ho so gdc trude nam 2000 (S¢ Giao
thong van tai), bo vin ban tham dinh thiét ké ddi voi cong trinh cap 4 hoic cong
trinh khong phtc tap.

Bén canh d6, viéc huéng dan hd so ban dau tai B phan mot cira con mot sb
diém can khic phuc. Khao sat tir khach hang cho thay, van con gan 40% truong
hop khach hang chua duoc huéng din hoan thién hd so theo dung quy dinh tai
Quyét dinh s6 14/2015/QD-UBND cia UBND tinh, trong d6 hwéng ddn bang
miéng, khéng ré rang, khéng thong nhat (9,17%); huéng dan bang cdch ghi vdo to
gidy ndo dé tién tay ldy dwoc (11,10%), phiéu huéng dan khéng cé chir ky xdc
nhan cua cong chuc (18,66%).

Pa s khach hang chi nép ho so
=04 13n tré 18 01 lan, tuy nhién tinh trang di lai
) nhiéu 1an méi nép duoc hd so van con
mos kha cao (gan 30%), trong d6 trén
0214n 21,32% khach hang phai dén Bo phan
mot ctra 02 lan tro 1én. Nguyén nhéan

\ di lai nhiéu lan c6 ca khich quan va
.':35 r',l‘;ﬁ;’ ommet | chu quan, trong d6 do khach hang
thuc hién chua dung hudng dan chiém
da sb (67,43%).

m 01 lan

Tuy nhién, ciing con nhiéu truong hop do I16i cua cong chire, trong d6 do
céng chire hwong dan khong day di, ré rang chiém 19,24%, maéi lan chi yéu cau
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bé sung mét ngi dung, lan sau tiép tuc yéu cau néi dung khdc (8,76%) va do cac
lan trudc céng chire yéu cau néi dung nay, lan sau dén \ai néi khdac (4,57%). Mot
s6 truong hop khach hang khong duoc cip Gidy tiép nhan hd so va hen tra két qua

hodc c6 nhung khong ghi ré ngay tra két qua (3,68%).
% 228

Ty 1& khach hang
nop hd so truc tuyén mic
d6 3 con thap (4,51%),

Qua website (trang thong tin dién t)

i . L . . Qua bang niém yét tai B6 phan mét.. 141

khéach hang tiép can thong 1
. X . R Cong chirc mot cira giéi thiéu,.. 109

tin vé dich vu cong truc

X N e Nguwoi quen da thwe hién va huéng.. 57
tuyén cha yéu qua ] .
W@bSlte, béng mém yét tal Qua to roi dwoc phat tai Bo phan.._

Khac 14

Bo phan mot ctra va qua , , , , ;
huéng dan truc tiép cua 0 50 100 150 200 250
cong chuc.

Tong hop chung, chi sé trung binh Tha tuc hanh chinh nim 2016 dat
76,91%, giam nhe so vai nam 2015. Trong 17 co quan, ¢6 10 co quan cai thién chi
s6 Thu tuc hanh chinh.

Chi s6 Tha tuc hanh chinh
7 |
S& Khoa hoc va Cong nghé | : : : l’-"g‘h%%
S& Théng tin va Truyén thong I : 4 7799,37%%
Ban Quan Iy KT Van Phong | | Lty 198384
S& Nobng nghiép va Phat trién nong thon : : . 7'7*187,%1%
S& Noi vy : Ly7423%,
S Y té : : L1647 %,
Sé& Tai chinh : : 577, llf% 1,50% Nam
S6 Tu phap | | T 2015
$6 Ké hoach va Bau tu | : baldedV’ 76 279 = Nam
S& Lao dong - Thuong binh va X& hoi | | W i o 2016
S& Giao thong van tai ) %,?5 )
| — — ”
86 Xay dung ¢ : & 7559
S& Van héa va Thé thao | : : § s 15%
S& Cong Thuong | J 75,612 B,42%
S& Tai nguyén va Méi trwong : ! 73‘%,%20
S& Gido duc va Bao tao : : J 74, 51'% 8,94%
S& Ngoai vy S 73,57% ] ! 81,67%
60% 70% 80% 90%

Biéu dd 8: Chi s6 Thii tuc hanh chinh cic S&
Pat cao nhat 1a S& Khoa hoc Cong nghé vai 80,87%, tiép dén 1a S& Thong
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tin va Truyén thong 79,70%. S& Ngoai vu c6 chi s6 thap nhat, véi 73,57%. S¢ Lao
dong — TBXH giam rat manh, tir 85,64% nam 2015 xudng con 76,13%; tiép dén la
S¢ Ngoai vu (giam trén 8%). Khong c¢6 co quan nao dat muc Tt ¢ chi s6 nay (xem
Biéu do 8).

4. Sw phuc vu caa can bg, cong chirc

Tiéu chi nay phan anh chét luong, hiéu qua giai quyét cong viéc va tinh
than, thai do phuc vu caa can bd, cong chirc, dugc thiét ké gom 04 tiéu chi thanh

phﬁn. Chi sb chung nam 2016 cua cac So dat 81,26%, giam nhe so véi nam 2015
(82,56%).

Chi s6 Su phuc vu ctia can bd, cong chirc

Sé& Khoa hoc va Cong nghé : 2 91,11%
S& Noi vu

S& Tw phap

S& Ngoai vy

S& Y té

S& Giao duc va bao tao

S& Ké hoach va Bau tw dmm 32,32%

. ENam

Ban Quan ly KKT Van Phong 1,§§°/§SA’ 2015
\ A = _83,30% ENam

Sé& Cong Thuwong 8 ,5%/; 2016

Sé& Van héa va Thé thao

S& Xay dwng

S& Giao thong van tai

S& Lao dong - Thwong binh va Xa hoi 92,92%
S& Tai nguyén va Mai trwdng

S& Noéng nghiép va Phat trién nong thon
S& Théng tin va Truyén théng

S& Tai chinh

60% 70% 80% 90% 100%

Biéu d6 9: Chi s6 S phuc vu ciia can bd, cong chire ciac S¢

Co6 7/17 co quan cai thién chi
=Phai cho doirétiau | 5§ S0 VG nam trudc, Két qua cua cac
= Che doi kha lau co quan con lai giam, trong d6 So
Lao dong — TBXH giam trén 12%.
Puoc khach hang danh gia cao nhat

vé Su phuc vu cta can b, cong
eortaones™®® | chuc 1a S& Khoa hoc va Cong nghé
(91,11%), tiép dén la So Noi vu

15,45% 0,97% __4,10%

Phéi ch& khong lau
lam
m Hau nhw khdng ¢
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(85,56%); day ciling 1a 2 co quan dat mic Tét & tiéu chi nay. Thap nhét 1a S¢ Tai

chinh, dat 73,80% (xem Biéu do 9).

Két qua phan tich dir liéu cho thdy, da sé khach hang duoc don tiép kha tét
tai co quan hanh chinh, thoi gian chd doi giam han so véi nam trude. SO khach
hang phai cho doi 1au chi con khoang 5%, trong khi ndm 2015 con s6 nay trén 9%.

0, -
50% 17 210, 40,39%

0%

40% - 29.93% 32.26% |
30% -

20% 1711,10%

10% -

Pé nghi Chao Hoi Mo Dé nghi
théng hoithan tham ngdi vuilong

cdmvi thién nhu cau cho dé
ch& doi cbéng kiem tra
lau viéc ho so

Thai d6 giao tiép cua cong
chuce cling céi mo, than thién va lich
su hon truéc, vor 11,10% khach
hang duwoc dé nghi théng cam vi cho
doi ldu, 29,93% duoc chao hoi than
thien, 32,26% duogc cong chic hoi
tham nhu ciu cong viéc, moi ngodi,
dé nghi vui long cho dé kiém tra ho
s0. Gan 99% khach hang cho rang
viéc tiép nhan hd so co ban 1a minh

bach va cong bang, khong c6 van dé gi ban khoan. Tuy nhién, dang chd ¥ 1a van
con 39 khach hang phan anh can b, cong chuc tiép nhan hd so ngoai co quan; 41
truong hop cho biét cong chuc goi ¥ lién hé voi dich vu hodc ngudi quen dé 1am

thu tuc.

Vé thai do6 giao tiép, ty 1&
khach hang phan anh cong chuc kho
chiu, bat lich si hogc tho o, it tdn
tinh khong dang ké (khoang 1,7%).
Tuyét dai bo phan danh gia tir tam
dugc dén rat tét. Vé ning luc xir ly
ho so, da s6 khach hang danh gia
nhanh, chinh xdc, chuyén nghiép
(70,71%); 28% danh gia & muc chap

m Kho chiu, bét lich

0,40% __1,29% sy, clra quyén

mTho o, it tan tinh
22,77%

Tam dwoc

m Kha tan tinh, lich sw

m Lich sw, hoa nh3,
tan tinh

nhan dugc va chi s6 it chua hai 10ng.

hong 031 oy dua eling Khong u
nhan va dé nghi ngwdi dan khéng

chi khoan nao ngoai phi, 1& phi...

Coéng chire khéng doi héi gi, dua
thi nhan, khéng (’iu’a‘th‘l thoi, van D
giai quyét ho so

21,669

Cong chirc d& nghi nén c6 bbi '
dwdng dé ho so dwoc gidi quyét
nhanh hon

0,81%

Cong chirc van tiép nhan hd so, .
nhung ddi héi cé chi phi méi giai 10,32%
quyét duwoc

Mic du dai da sb
khach hang khong gap
nhiing nhiéu, tiéu cuc khi
giai quyét cong viéc, nhung
van con tinh trang khach
hang phai gui tién boi
dudng tai cac S&: Cong
Thuong, Giao thong van tai,

76,81%

0% 20% 40% 60% 80%

Tai nguyén va Moi truong,
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Thong tin va Truyén thong, Tu phap, Vian hoa va Thé thao, Xay dung, Y té (xem

chi tiét tai Phu luc).

5. Két qua, tién dd giai quyét cong viéc

0,97%

-

0,08% 3,94%

m 04 1an tr& 1&n

Tra 10i phiéu khao sat, co
69,59% khach hang cho biét
khong phai bo sung hd so sau khi

.22 ::: d3a nop. Con lai gan 30% khach
01 IAn hang phai b tac hd so it nhat 01
= Khéng lan, trong d6 khoang 1% phai bd

sung tir 03 1an trg 1én.
Nhiéu khach hang cho biét,

Bo phan mot ctra goi dién thoai
moi dén nhan thong bao bd sung
bang vin ban hoic gui email dé
nghi b6 sung hd so. Tuy nhién,
cling con nhiéu truong hop khong
c6 thong bao gi, chi khi dén Bo
phan mot cia dé nhan két qua
theo ngay hen thi moi biét; hoic
thong bao bang dién thoai nhung
noi dung khong rod rang.

Sau khi nop hd so, chi c6

119

Théng bdo  Goi dién Guri email co

thongbao bang dién  thoai, méi ndi dung de

gi, chikhi  thoai, d& dé&n Bd phan nghi bd sung
dén Bd phan nghi phai b6 mét ctra dé
mot clra  sung nhwng nhan thong

Khéng cé

theongay khéngrd  b&o bang
hen thi méi rang véan ban
biet

5,39% khach hang co thé biét tién d6 hd so bat cr liic nao, 52,70% dugc can bd,
cong chirc huéng dan rd. Ty I& nay giam so véi nim 2015 (6,65 % va 59,15%).
Trong khi @6, 11,91% khach hang hoan toan khong nhan duoc huéng dan tra ciu
tién do ho so, huéng din khong day du, rd rang (2,09%).

Do vay, dé biét

146,74%

tién d6 giai quyét hd so
cua minh, 46,74%
khach hang phai dén tan
noi hoi Bo phan mot
cua, 35,4% goi dién
thoai hoi tham, trén
25% duogc Bo phan mot
ctra goi dién thoai thong
bao hoac tu tra ctu trén
website. Mot s6 khach

Dén tan noi, hdi Bd phan moét cira | | | |

Goi dién thoai hoi tham
0%
9%

B6 phan mot clra goi dién thoai (hodc..

Xem théng bao trén Website -

St dung ma sb Gidy tiép nhan dé tra..
Hoi nguwdi quen trong co quan

Khéng thé tra ctru vi khong biét cach

Cong chire mot ctra khong tra 10 ma..

} 35,40%

T T T

0% 10% 20% 30%

T

40%

50%
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hang phai hoi tham ngudi quen, tham chi khong thé tra ciru vi khong biét cach; khi
dén lién hé, cdn bé Mot cira khéng tra \oi ma chi qua noi khdc dé héi. Trong khi
toan tinh dang tin hoc héa manh mé co ché mét cira, mot cira lién thong vai rat
nhiéu tién ich truc tuyén, trong d6 c6 tién ich tra ctu tién d6 hd so qua mang
Internet, nhung nhiéu khach hang chua c6 thong tin ddy du dan dén di lai nhiéu
lan, chiing t6 viéc tuyén truyén, hudng dan con chua lién tuc, sau sat.

C6 86,6% khach hang chi dén B phan mot cira 01 lan 1a nhan duoc két qua
giai quyét, 4,3% nhan két qua chuyén phat nhanh tai nha. Con lai trén 8% khéach
hang phai di lai tir 02 Ian trg 1én (nguyén nhan di lai nhiéu lan xin xem chi tiét tai
Phu luc).

Chi sé Két qua, tién do giai quyét cong viéc
S& Khoa hoc va Coéng nghé - 80,69%
S& Théng tin va Truyén théng - ?7,5:%
S& Gido duc va Dao tao - Z 77,50%
S& Tw phap - 87170?’45%
S& Giao thong van tai - o°76,01%
Ban Quan Iy KKT Van Phong 75.63%
S& Cong Thuwong 7755,35%2
A/ A s 2 85% mNam
S& Van hoéa va Thé thao 75,45% 2015
S& Ngoai vu 75,36% T m Nam
Sov18 i o
S& Noi vy Ta60% %
S& Ké hoach va Dau tw 2680 74,57%
S& Lao dong - Thwong binh va Xa.. 74,46% [9,49%
S& Xay dwng 2 74,11%
S& Tai chinh 73,92% 78,06%
S& Tai nguyén va Méi truong °72,78%
Sé& Nang nghiép va Phat trién.. o66% ot
60% 70I% 80I%

Biéu dd 10: Chi sé Két qua, tién dd giai quyét cong viéce cac S¢
Diém dang phan khai 1a ty 16 hd so diing va sém han dat 93,1%, cao hon so
v6i nam trudc (90,4%). Két qua theo ddi hd so trén Phan mém maot cira dién tir
cling cho két qua kha tuong dong (96,22% dung va som han). Tuy nhién, cling can
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tiép tuc chan chinh hoat dong cua Bo phan mét cira, vi ¢6 191 khach hang c6 két
qua giai quyét sém han nhung khéng nhan duoc thong bao dén nhan két qua tir Bo
phan mot cira. 111 khach hang c¢6 hd so tré hen c6 nhdn dwgc théng bdo nhung
khéng ré dén ngay nao méi cé két qud; 68 khach hang dén co quan hanh chinh méi
biét chuwa cé két qud, khéng nhin dwoc théng bdo gi va khéng biét dén ngay ndo
M&i c6 két quda. Mot sb truong hop hod so tré han dén hang thang, co khach hang
phan anh tré dén 9 thang (So Tai nguyén va Mbi truong). Rat nhiéu trudng hop
khong giai thich 1y do hodc 1y do khong hop 1y, thuyét phuc va hau nhu khéng thuc
hién xin 16i khach hang theo quy dinh.

Téng hop chung, chi sé Két qua, tién do giai quyét cong viéc cua khéi co
quan S¢ dat 74,57%, ting khong dang ké so v&i nam 2015 (74,10%). 10/17 co
quan duoc danh gia t6t hon nim trudc, cao nhat 1a Sé Khoa hoc va Cong nghé dat
80,69%; tiép dén 1a S¢ Thong tin va Truyén thong 77,52%. Nam 2016 ghi nhan
nhitng tién bo o rét cua So Ké hoach va Pau tu khong viéc cai thién chi sb Két
qua, tién do giai quyét cong viéc, voi mic ting gan 8%. O tiéu chi ndy, c6 8/17 co
quan chua dat muc tiéu chung caa UBND tinh (xem Biéu d6 10).

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

Theo phan anh cua 5,7% khach

. e x n Z m Chua tirng thay
hang, m{t SO co quan van chua niém yét
day du thong tin duong day noéng (so 5 23% u 6 Iy § kién
dién thoai, dia chi thu dién tu, nhung rét so sai,

website,...) va huéng dan cho khach
hang cach gui phan anh, kién nghi khi
gip vudng mac hoic can gop y voi co
quan hanh chinh. C6 5,23% khach hang 10,06% 5 7% o
chua bao gid thay co quan hanh chinh ’ P SR
hoi v kién nguoi dan, doanh nghiép vé
chat lwong phuc vu ctua minh, va dén
42,4% khach hang cho biét ¢é thirc hién nhung rdt so sai, lam cho c6.

= Néu phan anh, Trong 86 khth hang da
kieén nghj sé bi \ 2 4 : A . 3\
L22% oy K b tung phan éanh, kién nghi thi

16,14% mRatngai,vinhiéu | 11,7% nhan dinh viéc thuc hién
/_3,25% phién ha

5,89%

Tam dwoc, nhwng
ndi dung con it

= N6i dung phiéu
nghiém tuc, cau thi

| chua that sy thugn tién, con phién
f&%@ﬁg g%n:y!c ha. Bén canh do6, trong 985 khach
.tcrilt(:; wicing | hang chua tung gui phan anh,
S I kién nghi thi 73,5% cho biét cor
'tjrglrs,:;?ﬁ(,';ﬂ"”g quan hanh chinh lam viéc rat tot,

nghi khéng cé gi phdi kién nghj. Tuy
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nhién, con dén 26,5% khong phan anh, kién nghi vi cac nguyén nhan: so' bi gdy
khé dé, nhiéu phién ha, khéng dwoc tra 101 hodc co quan hanh chinh cé tra o
ciing khéng gidi quyét dwoc gi. Nhu vay, co ché tiép nhan, xir 1y théng tin phan hoi
tir khach hang con nhiéu han ché, chua dugc nguoi dan, t6 chic, doanh nghiép tin
cay. Trong sé 86 khach hang di tirng phan anh, kién nghi thi 13,95% cho biét viéc
tra 101 kha cham, khong thoa dang hodc chua ting thay tra loi.

Két qua chung, chi s6 Tiép nhan, xtr 1y thong tin phan hdi trung binh khdi co
quan S¢ dat 74,53%, giam so véi nam 2015. Nam 2016 ghi nhan nhitng nd luc cua
cac So: Tu phap, Khoa hoc va Cong nghé, Vin héa va Thé thao, Y té, Tai nguyén
va Mbi truong, Xay dung trong viéc cai thién tiéu chi nay. Trong khi d6, con dén 6
co quan phai nd luc nhidu hon nita méi dat muc tiéu tinh dt ra (xem Biéu do6 11).

Chi sé Tiép nhan, x{r ly théng tin phan hoi
S& Tw phap - );/07,49%
S& Khoa hoc va Cong nghé | Sitn
S& Van héa va Thé thao | o 73%
S& Y té - 6’7%?3/3%
S6 Lao dong - Thuong binh v i
S& Tai nguyén va Méi truéng '%?éj/i 8%
S6 Xay dung | 6,04% = Nam
Sé& Cong Thuong 7755,2?{:,/’
Sé& Giao thong van tai - ;55; 2;2 - gg]{?}
S& Ké hoach va Bau tw /;5,0100
S Tai chinh 7500k "
Ban Quan Iy KKT Van Phong | o sss |07
S& Gido duc va Pao tao - 72 742/06'_ 8%
S& Théng tin va Truyén thoéng 71,3 «yZG’O %
S& Noéng nghiép va Phat trién.. 70,9 773'800
S6& Ngoai vy - 9,00% Gk
S6 Noi vy 67,13% 4324
50% 55% 60% 65% 70% 75% 80%

Biéu do 11: Chi s6 Tiép nhan, xir Iy thong tin phan hdi cac S&
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I11. NHUNG VAN PE KHACH HANG CHUA HAI LONG VA GOP Y,
KIEN NGHI

1. Nhitng vin dé khach hang chwa hai long

Qua khao sat, khach hang danh gia rat cao nhitng mat tich cyc ma cac s da
lam dwoc, mong muén tiép tuc duoc phat huy nhiéu hon nita trong thoi gian toi.
Déi véi nhitng van dé chua hai 10ng, can phai khic phuc, thi chi yéu 1a tha tuc
hanh chinh qua rac rdi, phic tap, mat nhiéu thoi gian 1am ho so (20,37%); viéc
cong khai, minh bach thong tin rat kém (15,74%); két qua giai quyét cong viéc
cham tré va thai d6 phuc vu kém (14,81%), va mot s6 nguyén nhan khac (xem
Biéu do 12).

Téng hop chung két qua khao sat ndm 2016, nhitng phan anh chua hai long
d6i vé&i khéi cac co quan S¢ va Ban quan 1y Khu kinh t& Van Phong it hon rat
nhiéu so véi nhitng nam trudc. Hién twong quan liéu, ctra quyén, nhiing nhiéu,
cham tré (qua phan anh ctia khach hang) giam dang ké. Pay 1a nhiing dau hiéu rat
dang ghi nhan, ching té hau hét cac S& dd c6 nd luc nhat dinh dé cai thién chat
lugng phuc vy, Pay 1a co s¢ dé cai thién moi truong Kinh doanh mét cach bén
viing hon.

25% 1
20,37%

20% -

1 0,
>74% 14,81% 14,81%

15% A
9,26% 9,26%
10% A
5% -
1,85%

0%
Thituc Viéccong  Thai do Kétqua Diéukién Congchirc Co quan Khac
qua rac roi, khai, minh  phucvy, giai quyét tiep don, thwong  khéng cau
phtrc tap, bachthong giaotiep congviec phucvy duarayéu thitiep thu

mét nhiéu tin rat kém kém chamtré nhiéuhan cauhdso vakhic
thoi gian ché, rit b4t khong phuc han
lam ho so tién khi  dung quy ché
giao dich  dinh, gay
phién ha

Biéu d0 12: Nhirng van dé khach hang chwa hai long cic Sé

Qua phiéu khao sat, khach hang ciing biéu dwong, khen ngoi nhiing co quan,
cong chic di phuc vu tdt, chuyén nghiép; gop ¥, phé binh cu thé nhiing mat 1am
dugc, chua lam dugc; néu dich danh nhiing cong chirc ¢6 hanh vi, thai d§ chua
dang muc (xem Phu luc).

2. Nhirng gép ¥, kién nghi dé cac S& phuc vu ngay cang tét hon
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Véi mong muén cac co quan s& nang cao chat lugng dich vu cong, phuc vu
ngay cang tt hon cho nguoi dén, to chuc, doanh nghiép, khach hang giri gam rat
nhiéu gop ¥, kién nghi. Trong d6, tip trung vao cac van dé chinh sau day:

- B6 sung thém hinh thuc, ndi dung thong tin dich vu cong, phat huy vai tro
tich cuc ciia website, email va md rong cung cap thong tin qua cac ¢ng dung,
facebook dé chuyén tai, cung cap, huéng dan, cap nhat kip thoi cac thong tin thiét
yéu vé co ché, chinh sach méi, nhitng thay doi trén cac nganh, linh vuc dén khach
hang, qua d6 kip thoi nam bat, thuc hién dang quy dinh.

Thudng xuyén huéng dan, ting cudng tuyén truyén vé vian ban quy pham
phap luat, tha tuc hanh chinh; huéng dan tan tinh va giai thich rd hon quy dinh thu
tuc hanh chinh cho nguoi dan, doanh nghiép khi dén giao dich, st dung phiéu
huéng dan hd so theo dung quy dinh, ghi rd rang, thdng nhat ndi dung can hoan
thién va ky xac nhan dé chiu trach nhiém vé noi dung da huéng dan; bd sung day
du noi dung, biéu miu thu tuc trén website dé tién tra cau, tai biéu mau thuc hién
thu tuc (S6 Ngoai vu).

Minh bach, rd rang va cong bang khi tiép nhan ho so thi tyc. Can nghién
ctru, bo sung thém bd phan tu van, hudng dan ho so cho khach hang, huéng dan
truc tiép tai Bo phan mot cia va huéng dan qua dién thoai, qua website, cac Gng
dung dién tir khac dé giam di lai nhiéu lan.

- B6 sung thém diéu kién tiép dén, phuc vu, cai tao, md rong Bo phan mot
Clra va tang thém ngudi tiép nhan hd so dé giam cho doi vi khach hang qua dong
(nhit 1a tai S& Giao thong van tai); trang bi thém ban, ghé, man hinh tra ctru va cac
thiét bi khac phuc vu khach hang; 13y sé thi tu néu luong giao dich quéa dong.

- Pon gian héa thi tuc, rat ngan thoi gian giai quyét, bo cac loai gidy to
khong can thiét, khac phuc triét dé tinh trang yéu cau ho so sai quy dinh, may méc,
co tinh gdy kho d& (nhu truong hop yéu cau bao hiém tai S Nong nghiép va Phat
trién nong thon); bao dam giai quyét dung han, c6 thong bao rd rang khi hd so tré
han, khong dé khach hang di lai nhiéu lan.

Rat nhiéu khach hang dé nghi mé rong thuc hién thu tuc truc tuyén mic do
3, 4 qua mang dé hd trg don gian hoa thu tuc, giam gidy to, thoi gian, cong suc;
day manh chuyén phat nhanh két qua qua dudng buu chinh. P6i méi phuong thic
kiém tra, tham dinh ho so, nghién ctru dé tu dong hoa xét duyét hd so dua trén
bang biéu, thong sd, chi tiéu cy thé gitp thuc hién nhanh chong hon, nghién ctru dé
c6 giai phap thuc hién dich vu céng phu hop cho mét sé linh vuc dic thu (nhu
kiém dich, thi y thay san caa nganh nong nghiép).
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- Tang cudng nang luc cho ddi ngii cong chic hudng dan, tiép nhan, xt 1y
hd so; chan chinh tac phong, 1& 16i 1am viéc, thai d6 phuc vu, giao tiép, ung xu
(cong chirc can c6 thém nu cudi khi 1am viéc véi khach hang).

- Trién khai rong rai cac hinh thc tiép nhan, xt 1y thong tin phan hoi, phat
huy dan chu rong rii, té chuc ldy v kién khach hang, tra loi vuéng mic va cong
khai, minh bach cac théng tin nay bang nhiéu hinh thuc, cau thi tiép thu cac ¥ kién
dong gop dé cai thién chat luong phuc vy, nang cao mirc do hai 1ong.

Hau hét nhitng van d& ma khach hang gop ¥, kién nghi néu trén, UBND tinh
d3 nhiéu lan chi dao quyét liét viéc trién khai thuc hién tai cac so, nganh, dia
phuong. Tuy nhién, két qua khao sat cho thay viéc thuc hién con nhiéu thiéu sot,
cac s6, nganh can phai nghién ctru va khic phuc ngay.
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Phan 111
CHI SO HAI LONG KHOI CAC CO QUAN NGANH DOQC TAI TiNH

I. CHI SO HAI LONG LINH VUC BAO HIEM XA HOI

1. Chi s6 hai long chung

Chi s6 hai long trung binh ndm 2016 cua linh vuc BHXH dat 70,96%. So
v6i nam 2015, thi két qua giam 0,94%. Trong s6 9 don vi dugc danh gia, chi c6 3
don vi tang chi s6 hai 10ng. BHXH Dién Khanh c6 chuyén bién tich cuc nhét khi
chi s6 hai long tang 4,11%, tir 68,25% nam 2015, 1én 73,23%. Tiép dén la BHXH
Khanh Vinh véi muc ting 3,29%. C6 2/9 don vi chi s6 hai long dat muc tiéu cua
tinh nam 2016 (xem Bang 3).

Bang 3. Chi s6 hai long linh viec BHXH

STT Don vi Nam 2016 | Nam 2015 | Tang/giam
1 | BHXH tinh 71,11% 77,77% -6,65%
2 | BHXH Cam Lam 76,46% 76,97% -0,51%
3 | BHXH Cam Ranh 70,11% 72,57% -2,46%
4 | BHXH Dién Khanh 73,23% 68,25% 4,99%
5 | BHXH Khanh Son 67,08% 71,28% -4,20%
6 | BHXH Khanh Vinh 75,82% 72,53% 3,29%
7 | BHXH Ninh Hoa 73,88% 74,92% -1,04%
8 | BHXH Nha Trang 65,60% 71,71% -6,11%
9 | BHXH Van Ninh 65,92% 64,89% 1,03%

Két qua chung linh vuc BHXH 70,96% 71,90% -0,94%

Trong khi d6, c6 dén 6/9 don vi giam chi sd, trong d6 BHXH tinh va BHXH
Nha Trang giam trén 6%, kéo theo két qua chung kém hon nam trudc.

Chi s6 hai long linh virc BHXH

BHXH Cam Lam |
BHXH Khanh Vinh |
BHXH Ninh Hoa |
BHXH Dién Khanh |
BHXH tinh |

BHXH Cam Ranh |
BHXH Khanh Son
BHXH Van Ninh
BHXH Nha Trang

,17% m Nam 2015
m Nam 2016

55% 60% 65% 70% 75% 80%

Biéu dd 13: Chi s6 hai long linh vuc BHXH
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Thap nhat 1a BHXH Nha Trang, chi dat 65,60%, tiép dén 1a BHXH Van
Ninh dat 65,92% (xem Biéu db 13). Trong 09 don vi thi c6 dén 03 don vi c6 chi sb
dat muc Trung binh theo thang do; khong c6 don vi nao dat mac T6t. Chénh léch
chi s6 gitra don vi cao nhat véi thap nhat xap xi 11%.

Trong 6 tiéu chi déanh gia thi 02 tiéu chi c6 chi s6 chung giam so véi nim
2015, gom: Diéu kién tiép don, phuc vu va Tiép nhan, xir Iy thong tin phan hoi;
trong d6 chi s6 Tiép nhan, xur 1y thong tin phan hdi giam hon 11%. Céc tiéu chi
con lai c¢6 cai thién tuwong d6i tot, trong d6 tiéu chi Tiép can dich vu va Két qua,
tién d6 giai quyét cong viéc c6 murc ting gan 3% (xem Biéu d6 14).

g NAM
2016

== Nam
2015

Biéu a6 14: Chi s6 hai long Iinh vuc BHXH — 6 ti¢u chi
2. Chi s6 hai long trén 6 tiéu chi danh gia
a) Chi sb Tiép can dich vu:

Két qua khao sat cho thdy, trong cac hinh thirc thong tin dich vy ma linh vuc
BHXH cung cap thi hinh thic truyén thong 1a bang niém yét van dugc khach hang
st dung nhiéu nhat. Piém tich cuc 1a hinh thac website, email, ung dung di dong
dugc khach hang st dung nhiéu hon va hiéu qua hon trudc (xem Biéu do 15).

=y

- 53,211%
) 51,41%
18,46%
I 42,98%

40,87%

Bang niém yét tai try s& |
Qua website (trang tin dién (), bao, dai |
Céng chirc gi¢i thiéu, hwéng dan |
Qua email, cac tng dung di dong |
Hi nghi, cudc hop, déi thoai |
Cung cép tai lidu tai ban viét hd so' | 131,49
Bang ron, pand tuyén truyén | 9,77%
To roi hwong dan - | 9,25%
Man hinh thdng béo tai co quan | 5,40%
Hinh thirc khac 5,27%

o

0% 10% 20% 30% 40% 50% 60%

Biéu dd 15: Cac hinh thirc thong tin dich vu linh vec BHXH
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Qua phiéu khao sat, khach hang ciing phan anh cac loai thong tin dugc cung
cap day du hon, phong pha hon. Trong d6, 68,12% khach hang nhan dugc thong
tin huéng dan dich vu chuyén phat nhanh két qua giai quyét tha tuc hanh chinh,
75,96% khach hang c6 thong tin vé cach thic thuc hién tha tuc hanh chinh. Dic
biét, 79,43% khach hang nhan dugc thong tin hudng dan cach thic thuc hién ho so
truc tuyén qua mang Internet. Pay 1a nd luc ddng ghi nhan caa linh vuc BHXH.

Tuy nhién, vé ndi dung thong
tin va chat luong thong tin dich vu can
tiép tuc dugc quan tam cai thién, khi
co trén 34% khach hang chua hai long
vi ndi dung thong tin khéng day du,
21% khach hang nhan xét thong tin
con so sdi, khé hiéu. Bong thoi, trong
qua trinh giao tiép, giai quyét cong
viéc, can bo cong chirc can quan tim
hon viéc giai dap vudng mac, tich cuc
trao d6i nam nhu cau thong tin cua

12,21%

18,77%

12,60%

15,68%

m Hau nhu
khéng c6
théng tin

H Thong tin
khéng day
da
Tam dwoc

] Thc“)ng tin
kha day du

= Thong tin rét
day du

khach hang dé nang cao hiéu qua tiép can dich vy, gitip khach hang giai quyét cong
viéc thuan loi hon nhd c6 thong tin day dd, chinh xac, kip thoi.

BHXH Ninh Hoa ]
BHXH Khanh Vinh |
BHXH Cam Lam |
BHXH Dién Khanh |
BHXH tinh |

BHXH Cam Ranh |
BHXH Khanh Son |
BHXH Nha Trang |

BHXH Van Ninh 5

63,48%

59,91%

P36%

0,

Chi s6 Tiép can dich vu

68,52%
69718420

0,
/36,7' %
6,70%

66,83%

75,819
73,45%

72,94%

50%

60%

70%

80%

m Nam 2015
m Nam 2016

Biéu d6 16: Chi s6 Tiép can dich vu BHXH

So véi nam 2015, chi sé Tiép can dich vy nam 2016 cta linh vuec BHXH c6
cai thién voi muc tang 2,47%, tir 64,72% 1én 67,19%. Trong d6, dat két qua tét
nhat 14 BHXH Ninh Hoa v&i chi s6 75,81%. C6 dén 5/9 don vi chi dat méc Trung
binh ¢ ti€u chi nay, trong d6 c6 ca BHXH tinh. Nhu vay, linh viec BHXH con
nhiéu van dé phai 1am dé nang cao chi s Tiép can dich vu (xem Biéu do 16).
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Cu thé, qua phiéu khao sat, khach hang dé nghi linh vuc BHXH can bé sung
thém céac hinh thirc théng tin dé viéc giao dich tién loi nhiéu hon nhu: cung cip tai
liéu qua email, cung cip tai liéu tai ban viét ho so, qua trang thong tin dién tir, hoi
nghi, tap huan, cong chirc gigi thicu, huéng dan cu thé tai timg dja ban, Facebook,
ing dung di dong, phat td roi va bd tri man hinh thong béo tai co quan...

Can quan tdm cung cap thém thong tin vé thi tuc hanh chinh, cac biéu mau,
phi va 1& phi; cap nhat, thong bao kip thoi nhiing thay d6i ché do, chinh sach, cac
biéu mau; Huéng din ngudi lao dong tu Kiém tra thong tin vé qua trinh tham gia
BHXH cta minh; cach tinh cong ng BHXH, 1ai cham ndp va cong no; quy dinh vé
ché d6 bao hiém cho cac ddi twong duge hudng; thu tuc thanh toan; tra 101 day du
qua email hd so hop 1é hay chwa hop 1&; thong bao tra 101 ¥ kién, giai dap vudng
mac cua khach hang. Dac biét 1a cac phong chuyén mon can thong nhat vé thu tuc
hanh chinh gitra trude khi huéng dan khach hang (xem cu thé tai Phu luc).

b) Chi s6 Diéu kién tiép don va phuc vu:

Panh gia vé phong lam
= Qué chathep, Iac viéc cua Bo phan mot cua, ¢o
7.97% 2,19% héu trén 42% khach hang nhan xét

13,75% by a~ 7\" ~ 14 14 A -
= Con chat hep, rong rai, thoang mat, hién dal.
chwa thuan tién : :

Tuy nhién, con trén 15% khach
Tam dwoc . , ., , A
41,52% hang danh gia qua chat hep, lac
m Kha rong rai, héu, chua thuéln t|én, 41,52%
khang trang

danh gid & muc tam duoc.
e oang 21,4% khach hang nhan xét Bo

phan mot cira kha dong hoac
qua tai.

Nhiéu khach hang phan anh, khong gian giao dich, lam viéc bat tién vi: ghé
qua cao, nhiéu ban lam viéc chung mot phong, ghé ban khong thoai mai, chi cé 1
ban lam viéc, ngan vach kinh nén trao d6i rat bat tién, chat hep, nong nuc, tham chi
khéng c6 chd ngodi dé giao tiép, phai ding (xem thém Phu luc).

Vé trang thiét bi phuc vu va lam viéc, trén 27% khach hang hau nhu khong
c6 gi hodc con thiéu thén, chwa thudn tién. Nhiéu don vi chua b tri niréc uéng cho
khéch hang, may tinh tra civu théng tin, thii tuc, mdy scan hogc photocopy hé so;
cac bang hwong dan. Két qua kiém tra CCHC niam 2016 cho thidy, BHXH Nha
Trang khong bé tri ghé ngdi 1am viée cho khach hang, khi giao dich phai dung.

Vi nhitng bat cip trén, chi sé Diéu kién tiép don, phuc vu nim 2016 tiép tuc
giam tir 68,78% xubng con 66,54%, dat mic Trung binh. Chi ¢6 2/9 don vi ting
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chi s6 s0 v&i nim trude, va 7/9 don vi chi dat micc Trung binh & tiéu chi nay.

Trong ¢6, BHXH Van Ninh tiép tuc duy tri vi tri thip nhat (xem Biéu do 17).

BHXH Cam Lam
BHXH Khanh Vinh
BHXH Ninh Hoa
BHXH Dién Khanh
BHXH Cam Ranh
BHXH tinh

BHXH Khanh Son
BHXH Nha Trang

BHXH Van Ninh

#‘ 0%

Chi sé Diéu kién ti€p dén, phuc vy

0
BT

(]

#ww' 75,44%
) 0

| 60,00"%

59,44%
59,27%
1#—55’, 6%

30% 40% 50% 60% 70% 80% 90%

Nam 2015
m Nam 2016

Biéu dd 17: Chi s6 Piéu kién tiép dén va phuc vu BHXH

¢) Chi s6 Thu tuc hanh chinh:

Két qua phan tich dit liéu cho thay, c6 6/9 don vi ting chi s6 & tiéu chi Thu

tuc hanh chinh gém: BHXH Cam Lam, Khanh Vinh, Dién Khanh, Cam Ranh,
Khanh Son, Van Ninh; trong d6 Cam Lam, Khénh Vinh, Dién Khanh tang dang ké
VoI muc tang trén 6% so voi nam 2015. Chi sb chung dat 75,74%, tang 1,9% so

Vo1 ndm 2015.

BHXH Cam Lam
BHXH Khanh Vinh
BHXH tinh

BHXH Ninh Hoa
BHXH Dién Khanh
BHXH Cam Ranh
BHXH Khanh Son
BHXH Van Ninh

BHXH Nha Trang

Chi sé Thu tuc hanh chinh

81,88%

By9%
Kb

3%

60%

65%

70%

75%

80% 85%

m Nam 2015
m Nam 2016

Biéu d6 18: Chi s6 Thi tuc hanh chinh BHXH
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C6 3 don vi két qua kém hon nam truée, trong 6 BHXH Nha Trang giam
4,46%, Xuéng con 68,54%, thép nhat trong cac don vi BHXH. 5/9 don vi chua dat

muc tiéu 2016 cua tinh.

Panh gid vé cong khai thu
tuc hanh chinh, nhiéu khach hang
van chua hai long vé noi dung
thong tin thu tuc, trong d6 14,78%
nhan xét hau nhw khéng cé [thong
tin] gi; 10,41% cho biét thiéu rat
nhiéu théng tin. Trén 27% danh
gia thong tin tha tuc so sai, kho
hiéu.

m Hau nhu khéng
cé gi

14,78%

m Thiéu rét nhidu
théng tin can
thiét
Tam duoc

10,41%

m Thong tin kha

10,67% m Thong tin rat day

du

Vé thanh phan hd so thu tuc linh vuc BHXH, dai da s6 khach hang cho rang
thanh phan hd so khéng cé gi phirc tap, it gidy to. Chi mot sb it (6,3%) nhan xét

® Chua tirng thdy hwéng dén,
chi noi la chwa day du, phai

1,54% lam lai

13,75% , x s .A
B Hwéng dan bang miéng,
11,44% khong 16 rang, khéng théng
nhat

Huwéng dén bang cach ghi
vao t& gidy nao dé tién tay
lay dwoc

m Hwéng dan bang phiéu (theo
mau), nhuwng céng chirc
khoéng ky xac nhan

m Bang phiéu huéng dan,
thong tin rat cu thé, cong
chtrc mot clra ky xac nhan

viéc huéng dan rat tuy tién, khong dang quy dinh.

phtc tap, nhiéu loai gidy to
khong can thiét. 96,9% cho
rang biéu mau don gidn, dé
thyc hi¢n. Phian Ién khach
hang cho biét can bo, cong
chic huéng dan thdng nhat
véi quy dinh tha tyc. Tuy
nhién, can quan tdm chén
chinh viéc huéng dan hoan
thién hd so ban dau, vi co trén
50% khéch hang phan anh

Ngoai ra, ty I¢ khach hang
phai di lai tir 02 lan tro 1én méi
hoan thién hd so con chiém ty 18
kha 16n, trén 19%, trong d6 15,94%
phai di lai 02 lan. L&i do khach
hang chiém 58,05%, con lai 1a do
can bd, cong chirc huéng dan
khéng du rd, thiéu thong nhat.

Trong sé 333 khach hang da
nop ho so dién tu, thi co 78,38%

0,90%

® 04 13n tré 1&n

2,57%

15,94%
m031an

02 1an
m 01 lan

m Nop hd so dién tir
qua mang Interrnet

biét duoc thong tin vé dich vu nay

qua trang thong tin dién tir, trén 50% la do cong chitc huéng dan, 21,92% thong
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qua niém yét tai Bo phan mot ctra. Céac hinh thire thong tin khac chua thyc sy pho
bién. C6 khach hang phan anh khi trién khai phan mém, ho khong nhan duoc nhiéu
su hd tro tir co quan BHXH, huéng dan khong tan tinh, lac thé nay, lac thé no.

C6 9,9% khach hang phan anh Gidy tiép nhan hd so ma ho nhan duoc khong
ghi rd hoic bi stra lai ngdy nhan, tham chi c¢6 3,98% truong hop khong co Gidy
tiép nhan hd so.

d) Su phuc vu cua can bg, cong chirc

C6 3/9 don vi gia tang Chi sé Sy phuc vy, trong 6 BHXH Van Ninh ting
10,41%, tir 69,19% trong nam 2015 1én 79,60%. Tiép dén 1a BHXH Khanh Vinh
tang 7,21%, BHXH Dién Khanh ting 5,19%. Nhitng nd luc nay kéo theo chi sd
chung tién bo so v&i nam trudce, tir 78,56% 1én 79,83%. Tuy nhién, co dén 6/9 co
quan giam két qua, trong ¢6 BHXH tinh c6 chi s6 Su phuc vu cia can bd, céng
chtc giam dén 5,85%, xudng con 79,48%. O tiéu chi nay, c6 01 don vi dat muac
Tét 1a BHXH Khanh Vinh (xem Biéu d6 19).

Sw phuc vu ctia can bd, cdng chirc

BHXH Khanh Vinh
BHXH Cam Lam
BHXH Dién Khanh

BHXH Khanh Son
m Nam 2015

m Nam 2016

BHXH Van Ninh
BHXH Cam Ranh
BHXH tinh

BHXH Ninh Hoa

BHXH Nha Trang

50% 60% 70% 80% 90%

Biéu dd 19: Chi s6 Sw phuc vu ciia can bd, cong chirc BHXH

Tra 1oi phiéu khao sat, da sb
khach hang phan anh dugc cong chuc
tiép don ngay khi dén giao dich
(15,55%) va hau nhw khéong phdi cho
doi (43,96%). Cac truong hop phai
cho doi giam xubng con x4p xi 6%;
tuy nhién van con nhiéu truong hop
phan anh phai cho doi la do cong
chuc lam viéc cham chap, lam viéc

1,29% 5,91% )
m Phai cho doi rat 1au

m Cho doi kha lau

! lam

m Hau nhw khéng cé

] Duc_yc,cc”)ng chic
don tiep ngay
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riéng hodc vang mat (xem Phuy luc). Viéc tiép nhan ho so tai Bo phan mét cira nhin
chung 13 khach quan, cong bang, khéng c6 van dé gi. Tuy nhién, c6 70 khach hang
(7,7%) phan anh c6 truong hop cong chitc nhan hd so ngoai co quan hoic gidi

thiéu lién hé dich vu, nguoi quen dé 1am thu tuc.

45% -
40% -
35% -
30%
25%
20% -
15%
10% ~
5% -

0%

44,34%

34,83%

29,95%
I I 23,65%
IW

Dénghi Moingdi Hoitham Chao hdi D& nghi
vui long nhu cau than thién thdng cdm

cho dé cong viéc vi cho doi
kié‘m tra lau
ho so

67,8% khach hang danh
gia thai do giao tiép cua can bo,
cong chuc da lich su, hoa nhd,
tdn tinh hon. Hanh vi, ky nang
giao tiép da tién bo hon trudc
(xem hinh bén). Nhung van con
4,2% chua hai 1ong vé thai do
giao tiép; 28% danh gia & muc
tam dugc. Pa sb khach hang
danh gia nang lyc chuyén moén

nghiép vu ctia cong chirc nganh BHXH kha tot; s6 chua hai long chi chiém 1,8%;
99% khach hang danh gia cong chitc BHXH liém khiét trong thuc thi nhiém vu.
Pay 1a két qua rat tot. Tuy nhién, ciing can tiép tuc quan tdm chan chinh thai do, tu
cach cia mot s6 can bd, cong chirc ¢o6 nhidu phan 4nh; trong truong hop can thiét
thi thay thé can bo ngay dé khong anh huong dén uy tin ctia nganh.

“Nhin chung, bé phdn chuyén mén xir Iy cong viéc twong doi diing han va chinh
xdc. Tuy nhién, céng chirc H.A (bé phdn 1 cia) can xem lgi thdi do giao tiép,
néi nang ngé nguwoc, khéng gidi thich ré rang, khéng niém né chdao héi, tiép
don. Néu 8 gio sang dén nhdn Két qud thi phdi cho ldu vi dang di uéng ca phé
chwa t6i cong sé, Wi noi ciing khéng xin 16i. An mdc qud hé hang, khéng phi
hop voi cong viéc Nha nuoc”

-Trich nguyén vin y kién khach hang d6i vdi BHXH huyén Khanh Vinh
“Thai do phuc vu con ho hitng khong giup do cho cong viéc tréi chay hon, cach
tiép chuyén khéng vui vé “héi thi néi”, tram ldang”

-Quan diém cua mot khach hang

“Piéu quan trong nhdt van la thai dé phuc vu, bé phdn mét cira rat it khi cuoi,
thai dé tho o va thiéu tén trong khdach dén giao dich”

- Gop ¥ cua khach hang ddi véi BHXH tinh

d) Két qua, tién do giai quyét cong viéc:

Theo danh gia cia khach hang, chi s6 chung vé Két qua, tién do giai quyét

32



cong viéc trong ndm 2016 cua linh vec BHXH dat 76,04%, tang so v&i nam 2015
(73,84%). C6 5/9 don vi c6 chi s6 cao hon nam trudc, trong d6, BHXH Dién
Khanh ting 9%, tir 71,42% lén 80,41%; tiép dén 1a BHXH Khanh Vinh ting
7,52%. O tiéu chi ndy, c6 4 don vi giam chi s6 nhung muc giam khong dang ké.
Tuy nhién, so v6i muc tiéu chung cua tinh thi con 4 don vi chua dat (xem Biéu d6
20).

Chi s6 Két qua, tién do giai quyét cong viéc
BHXH Dién Khanh | ’ 80,41%
BHXH Cam Lam | 7% 10%
BHXH tinh | % TE470%
BHXH Khanh Vinh | B 77,25%
BHXH Ninh Hoa | o836 = Nam 2015
BHXH Van Ninh | % 174,65% = Nam 2016
BHXH Cam Ranh | 4/538%
BHXH Khanh Son | 3o
BHXH Nha Trang | 70,6 %oP%
65% 0% T5%  80%  85%

Biéu dd 20: Chi sé Két qua, tién dd giai quyét cong viéc BHXH

Tra 15i phiéu khao sat, co
trén 32% khach hang cho biét, sau
khi duoc tiép nhan hé so, van phai 0,39% —_1,67% 5,78%
thuc hién bo sung it nhat 01 lan,

m 04 1an tré& 1&n

tham chi co6 truong hop phai di 3 — =03 lan
4 1an tro 1én. Trong sé d6, 19,7% 02 1an
cho biét co quan khéng cé théng =01 IAn
bdo gi, chi khi dén Bg phdn mot Khong

Cita theo ngay hen tra két qud thi
méi biét phai bo sung hd so. Con
lai, khach hang nhan dugc thong
bao bd sung qua dién thoai, qua email hodc dén truc tiép Bo phan mot cira dé nhan
thong bao bang vin ban. 13,24% khach hang cho biét, cong chirc hoan toan khdng
hwong dan cdch thirc tra ciru tién dé ho so. Vi vay, 29,05% khach hang phai dén
tdn noi hoi Bo phan mot cua, 36,76% phai goi dién thoai hoi tham hoac hoi tham
nguoi quen trong co quan (6,17%).

C6 9% khach hang phai di tir 2 — 3 1an mai nhan duoc két qua giai quyét.
Nguyén nhén di lai nhiéu lan [theo giai thich cta cong chirc] 1a do: ldnh dao chia
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ky kip; quén hé so; cong viéc nhiéu; hé so sai khéng chi mét lan, ciz 1 lan Ién lai
chi I cdi sai; tham chi co truong hop Khong giai thich ly do (xem Phu luc).

9,5% khach hang phan anh

34,36% cau thi

47,85%

17,79% két qua

m C6, rat nghiém tuc va

m C6 thong bao nhung
khong hen lai ngay nao
mé&i co két qua

= Dén co quan moi biét
chwa co két qua, khong
c6 thdng bao va khéng
biét chirng nao mai cé

két qua giai quyét tré han, tir 1- 2
ngidy dén nira thang. Nhiéu
truong hop dén co quan BHXH
Méi biét chua ¢6 két qud, khong
c6 théng bdo va ciing khong biét
khi nao méi c6 két qua (34,36%
cac truong hop tré hen). Nguyén
nhan tré hen ciing rat da dang:

lanh dao di cong tic chuwa ky

dwoc; giri nhdam dia chi; in sot théng tin s6 BHXH; Ho so nhiéu chwa gidi quyét
kip; Chura xit 1y xong, cho ky duyét cua cap trén; do dwong bueu dién; BHXH tinh
chuwa chuyén vé; do nguroi ciia co quan chwa ra BHXH tinh 1dy hé so vé; chua lam

xong; do buu dién chwa giri dén; can bé c6 cong viéc dot xudt, hogc do 16i mdy

méc; do quén, da lam xong nhung quén khéng théng bdo cho khdch hang; mot sd

truong hop khong giai thich.

e) Chi sé Tiép nhan, xtr Iy thong tin phan hoi:

Puoc héi co quan ¢6 niém yét
day du théng tin duong diy nong
(dién thoai, email, website,..) va
huéng dan dé khach hang gui phan
anh, kién nghi khi c6 nhu cau hay
khong, 12,72% khach hang cho biét
khong thay gi; 1,93% cho biét thiéu
nhiéu thong tin. 59,91% khach hang
chuwa ting thdy co quan BHXH ldy y
kién vé sy phuc vu ciia minh; mot sb

m Khong thay gi
17,74% 12,72%
1,93% = Thiéu nhidu
thoéng tin
18,64%
m Tam dwoc
u Kha day da

= DAy dd thong
tin, ré rang

co quan c6 thyc hién thi ndi dung con it hoic rit so sai.

6,81%

1,93% [ Néq phan anh, kién
nghi sé bi gay kho dé

2,96% m R4t ngai, vi nhiéu phién
ha

m C6 guvi kién nghi ciing
khéng dwoc tra 10i

m C6 tra 10 cling khong
giai quyéet dwoc gi

= Lam rét tét, khong co gi
phai kién nghj

Trong sé 86 khach
hang da tung gui phan
anh, kién nghi d6i véi co
quan BHXH thi 4,65%
nhan xét rit khé khan,
phién ha; 10,47% danh gia
chua that su thuan tién;
16,87% s6 d6 chua ting
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thay tra loi; 13,25% nhan xét viéc tra 1oi rat cham hodc khong thoa dang. Con lai
692 khach hang chua tirng gui kién nghi do nhiéu nguyén nhan, trong d6 lam rat
tét, khéng cé gi phdi kién nghj chiém 55,4%. Tuy nhién, nhitng nguyén nhan khac

cling rat dang quan tAm.

Trén 30% khach hang nhan xét chua ting thiy BHXH cong khai ndi dung
tra 161 phan anh, kién nghi.

Chi sd Tiép nhén, xr ly thdng tin phan héi

BHXH Khanh Vinh

BHXH Ninh Hoa

BHXH Dién Khanh |

BHXH Cam Lam

BHXH Nha Trang

BHXH Cam Ranh

BHXH tinh |

qg
64, 5‘%1’8"

gl %93%
63,09%
73,2
73,7

62,120
59,81%

59,58%
. 0%1,32 o

%

17,73%

717,73%

0% m Nam 2015
3% mNam 2016
79,67%

BHXH Van Ninh |
BHXH Khanh Son

52,

66,32%

30% 40% 50% 60% 70% 80%

Biéu d6 21: Chi s6 Tiép nhan, xir Iy thong tin phan héi BHXH

Téng hop chung, chi s6 chung vé Tiép nhan, xtr 1y thong tin phan héi nim
2016 dat 60,40%, giam manh so v&i nam 2015 (71,66%).

Toan bd cac don vi BHXH déu giam sy hai long ddi véi tiéu chi nay, trong
d6 giam nhiéu nhat 1d BHXH tinh véi 20,09%; tiép dén 1a BHXH Cam Lam,
Khanh Son, Cam Ranh, Ninh Hoa. O tiéu chi nay, khong c6 don vi nao dat muc

Kha cta thang do Chi s6 hai long (xem Biéu do 21 va Bang 4).

Bang 4. So sanh chi s6 Tiép nhan, xir 1y thong tin phan hoi BHXH

STT Pon vi Nim 2016 | Nam 2015 | Tang/giam
1 | BHXH tinh 59,58% 79,67% -20,09%
2 | BHXH Cam Lam 63,09% 77,73% -14,64%
3 | BHXH Khanh Son 52,35% 66,32% -13,97%
4 | BHXH Cam Ranh 59,81% 73,73% -13,93%
5 | BHXH Ninh Hoa 63,88% 77,73% -13,86%
6 | BHXH Nha Trang 62,12% 73,20% -11,08%
7 | BHXH Khanh Vinh 64,95% 71,89% -6,94%
8 | BHXH Van Ninh 54,80% 61,32% -6,52%
9 | BHXH Dién Khanh 63,16% 67,93% -4, 77%
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3. Nhitng van dén khach hang chwa hai long va gép ¥, kién nghi
a) Nhitng van dé khach hang chua hai long;

Tra 16i cau hoi cam nhan chung vé su hai long d6i véi linh vue BHXH, ¢6
136 ¥ kién chua hai long. Nhitng van dé khach hang chua hai long dugc tong hop
theo Biéu do 22.

Nhirng diém khach hang chwa hai long
25,00% 23;53%

20,00% - 19,12% 418 3g%

15,00% -
11,76%

10,00% - 8,09%

10
5,00% - 4,41%

i 2,21%
0,00% T T T T T . . i—\

Didukién Thatuc Thaidd Viéccong Coquan Kétqud Congchirc Khéac
tiép dén, quaracrdi, phuc vy, khai, minh khéng cu gidi quyét thwong

phuc vu phtrc tap, giao tiép bach théng thi tiép thu cong viéc duara yéu
nhiéu han mat nhiéu kém tinrdtkém vakhdc chamtré cauhd so

ché, rat bt thoi gian phuc han khéng
tién khi  lam ho so ché dang quy
giao dich dinh, gay
phién ha

Biéu d0 22: Nhirng van dé chwa hai long BHXH

Trong d6, Piéu kién tiép don, phuc vu c6 nhiéu y kién phan nan nhat; tiép
dén 1a Tha tuc hanh chinh; Thai d6 phuc vy, giao tiép. Pong thoi nhitng phan anh,
gop ¥ cu thé ddi voi ting ndi dung ciing duoc tong hop tai Phu luc kém theo Bao
cdo nay. Dbi véi nhitng don vi, cong chic phuc vu tét thi khach hang ciing co
nhitng danh gié rat tich cuc, can tiép tuc phat huy.

“Bg phdn mét cira ¢6 nhdn vién niv lam viéc rat tot, vui vé, nhé nhe,
huong dan chu dao, nhiét tinh. Néi chung la khéong thé ché. Nhdn vién nam
khong dwoc hai long cho lim, thdi dé Vira hwong dan vira di theo, néi théi do
cho qua chuyén (o cdc phong lam viéc khac)”

- Nhan xét cta khach hang d6i véi cong chirce BHXH Ninh Hoa

_ “Cam thc?'y hai long voi cach lam viéc cua chu Hai (phong Thu), chi
Hang (phong So thé), va Bo phan mot cua”

-Trich nguyén vin y danh gia cua khach hang d6i v6i BHXH Cam Lam
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b) Nhitng gop v, kién nghi dé linh vuc BHXH phuc vu tét hon:

Véi mong mudn linh vue BHXH ngay cang phuc vu tét hon cho doanh
nghiép, té chitic, ca nhan; khach hang c6 rat nhiéu gop ¥, kién nghi. Linh vuc
BHXH ciing 14 linh vuc nhin dugc nhiéu y kién nhat trong dot khao sat, danh gia
lan nay. Qua tong hop, cac kién nghi tap trung chu yéu vao cac nhom véan dé sau:

- BHXH can tang cuong cong tac tuyén truyén vé viéc mua BHYT trong
nhan dan, dé dam bao 100% ngudi dan tham gia BHYT; khi c6 su thay doi vé tha
tuc hd so, quyén loi, mic lvong dong... lién quan dén doanh nghiép, c6 ich cho
doanh nghiép thi co quan BHXH gui thong bao dén co quan hoic qua email cua
don vi dé doanh nghiép kip thoi stra ddi va cap nhat thong tin chinh xac, tranh sai
s6t vé thu tuc hanh chinh, d& phai di lai nhiéu 1an. BHXH nén tac dong dé bénh
vién phuc vu mang y té tét hon cho d6i twong BHYT. Khi co quan ¢6 cong vin xin
tro giup vé ché d6 BHXH, dé nghi BHXH nén c6 vin ban phic dap kip thoi.

Can t6 chtc nhiéu hoi nghi hon nita dé thong tin nhitng van ban, tha tuc
hanh chinh lién quan dén nghia vu va quyén loi ciia ngudi lao dong va sir dung lao
dong.

- BHXH can phdi hop véi cac nha mang on dinh dé giao dich tét hon; cai
thién moi truong lam viéc va tang cuong trang thiét bi phuc vu khach hang cho
giai quyét cong viéc; tao khong gian 1am viéc rong rai, sach s& thoang mat hon; mo
rong b phan mot cira; cip thém ghé ngdi cho; c6 nude udng cho khach hang cho
trong qua trinh giai quyét cong viéc.

Pé nghi BHXH bé tri chd dé mil bao hiém cho ngudi dén giao dich, boi vi tir
chd dé xe dén phong mot ctra rat nang, nhung cam mii bao hiém trén tay thi can bo
bao vé phan tng rat gay gat, bat buoc phai dé bén ngoai.

- Théng nhat quy dinh vé ho so, thil tuc hanh chinh, phan mém dién tir dé
gui vin ban, cong viéc nén thong nhat chung cac don vi st dung dich vu BHXH
dién tir. BHXH can thiét c6 nhan vién chuyén trach dé giai dap thac mic, hudng
dan cho don vi st dung lao dong trong viéc gui hd so qua mang thong qua
teamviewer. Khi thay d6i nhat 1a biéu mau phai thong bao cho ngudi s dung lao
dong biét.

Khi trién khai mot chuong trinh (vi du nhu giao dich dién tir) phai thong
bao, hudng dan rd rang, cu thé va phai cung cip can bd dau méi phu trach dé tien
lién lac, tranh trudng hop khong nhan ho so gidy ma chi nhan hé so dién tir trong
khi phan mém giao dich chua trién khai. Nén c6 hudng dan tan tinh nhiing thay doi
vé thu tuc; cac phong chuyén mon can phai thong nhat trong viéc giai thich, huéng
dan nghiép vu. Nang cao hiéu qua duong diy nong dé hd trg kip thoi cho khach
hang; phan hoi ngay néu hd so chua day du.
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Nén c6 website, cong khai, minh bach thi tuc hanh chinh trén web, cung cap
tén ngudi phu trach bo phan, mang cong viéc, sd dién thoai lién hé, thoi gian lién
hé dé tién viéc giao dich. Can hudng dan cach thie thuc hién th tuc hanh chinh 5
rang hon; thong tin hd so tiép nhan, b sung, tra két qua can rd rang va d& hiéu
bang cach dit bang niém yét tai try so. Pon gian hoa thi tuc hanh chinh, céng khai
minh bach cac khoan gidy to can thiét dé tién cho ngudi giao dich lam viéc.

Rat nhiéu khach hang rat birc xtc va dé nghi nganh BHXH phai da dang hoa
cach thirc luan chuyén, tiép nhan hd so, khong bat budc phai giri qua dudng buu
dién vi qua nhiéu bat cap, mat nhiéu thoi gian. Viéc tiép nhan hd so phai co phiéu
hen ngay tra két qua.

- V& thai d6 phuc vu, tac phong, phuong phap lam viéc: can quan tdm cai
thién tinh than, thai do phuc vy, coi mo, vui vé va than thién hon vaéi khach hang
(can co6 thém nu cudi khi giao tiép). Khong 1am viée riéng hay néi chuyén riéng dé
khach ngdi cho. Tang cudng thém nhan sy & B phan mot cira dé giai quyét cong
viéc nhanh hon, thuong xuyén nang cao trinh ¢ chuyén mén nghiép vu.

- Vé két qua, tién do giai quyét cong viéc: Khi tai lidu, ho so bi guri nham 13n
qua don vi khac, dé nghi BHXH cha dong lién hé tim lai ho so, tai liéu tra khach
hang. Giai quyét hd so nhanh gon, ding hen, khéng dé khach hang di lai nhiéu lan.
Can cap to roi xac nhan dong BHXH hang nim cho doanh nghiép, d& nghi cho nop
truéc BHXH vai thang, khong nhét thiét phai thang nao ndp thang do; viéc thong
bao no cho doanh nghiép duoc cu thé va rd rang hon.

- Can nang cao hiéu qua duong day ndng, tiép nhan, giai dap, tra 15 kip thoi,
cong khai minh bach cac phan anh, kién nghi, thac mac cua khach hang.

Pay 14 nhimg gop ¥ rat cu thé, thiét thuc, nhung dé khac phuc can nhan thuc
dung muc va quyét tam rat 16n trong toan nganh BHXH tinh. Biéu quan trong 1a
phai cau thi, tiép thu gop y dé ngay cang phuc vu tot hon.
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I1. CHI SO HAI LONG NGANH CONG AN

1. Chi s6 hai long chung

Két qua phan tich dit liéu cho thiy, trong nim 2016, nganh céng an c6 4 don
vi tang chi s6 hai 1ong, gdm Coéng an tinh, Céng an thanh phé Cam Ranh, thanh
phd Nha Trang va huyén Khanh Son.

C6 5 don vi giam chi s6 so véi nam 2015, trong d6, Cong an huyén Van
Ninh giam trén 10% so v&i nam trudc (xem Bang 5).

Bang 5. Chi s6 hai 1ong nganh Cong an

STT Pon vi Nam 2016 | Nam 2015 | Tang/giam
1 | Cong an huyén Van Ninh 67,83% 77,90% -10,07%
2 | Cong an huyén Dién Khanh 68,52% 72,54% -4,02%
3 | Cong an thi xa Ninh Hoa 72,35% 72,74% -0,39%
4 | Cong an huyén Khanh Son 73,15% 71,94% 1,22%
5 | Cong an thanh ph6 Nha Trang 73,82% 72,84% 0,98%
6 | Cong an thanh phd Cam Ranh 74,01% 72,89% 1,12%
7 | Cong an huyén Cam Lam 74,70% 74,78% -0,08%
8 | Cong an huyén Khanh Vinh 75,69% 77,59% -1,91%
9 | Cong an tinh 76,15% 73,66% 2,49%

Trung binh chung 72,51% 74,06% -1,55%

Cong an tinh duoc danh gia cao nhat, vai chi s hai 1ong dat 76,15%, ting
2,49% so v6i nam 2015. Tiép dén 13 Cong an huyén Khanh Vinh véi 75.69%.
Thap nhat 13 Cong an huyén Van Ninh véi chi s6 dat 67,83%.

Coéng an tinh ]
Coéng an huyén Khanh Vinh 1
Coéng an huyén Cam Lam 1
Céng an thanh phé Cam Ranh
C6ng an thanh phé Nha Trang 1
Céng an huyén Khanh Son 1
Céng an thj xa Ninh Hoa 1
Coéng an huyén Dién Khanh 1
Cdng an huyén Van Ninh 1

0,
J478%

Chi sé hai long nganh céng an

%,15%

75,6797%

301%

2B K50
LAy
725

6 52‘772' 4%
'y ()

m Nam 2015
m Nam 2016

77,
67,83%

60%

65% 70% 75% 80%

90%

Biéu d6 23: Chi s6 hai long nganh cong an nim 2016
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So véi muc tiéu 2016 cia tinh dé ra thi chi ¢6 Cong an tinh va Cong an
huyén Khanh Vinh dat yéu cau. Theo thang do chi s hai long, Cong an huyén Van
Ninh chi dat m&c Trung binh (Biéu do 23).

Trong 6 tiéu chi danh gia thi chi s6 Tiép can dich vu c6 sy cai thién 13 rét so
Vi ndm trude, tir 63,35% 1én 71,64%. Céc tiéu chi con lai déu giam diém, trong do
chi s6 Tiép nhan, xu 1y théng tin phan hoi giam tir 75,23% xudng con 66,86%
(giam 8,37%). Theo d6, chi s6 hai 1ong trung binh nganh cong an niam 2016 dat
72,51%, giam 1,55% so V&i nam trudc (xem Biéu do 24).

=¢=Nam 2016
=@=Nam 2015

75,70%

Biéu dd 24: Chi s6 hai long nganh cong an — 6 tiéu chi

2. Chi s6 hai long trén 6 tiéu chi danh gia
a) Chi s Tiép can dich vu:

O tiu chi ndy, nganh cong an c6 7/9 don vi c6 su cai thién vé chi sb. Trong
d6, mot s6 co quan ting diém rat manh, nhu Cong an tinh (17,47%), Cong an
huyén Khanh Son (14,44%), Cong an thanh phé Cam Ranh (11,40%).

Chi s6 Tiép can dich vy
Cong an tinh ] > 79,57%
Céng an huyén Khanh Son | z 75,14%
Cé6ng an thanh phé Nha Trang 1 L 74,40%
Céng an huyén Khanh Vinh | 1°74,20%
Cong an thanh phé Cam Ranh | Yo 74,10% W Nam 2015
Cong an thi x Ninh Hoa | % 72,159 u N&m 2016
Cong an huyén Cam Lam 1 %0,57%
Cong an huyén Van Ninh | Exdddk
Céng an huyén Dién Khanh | G02e50%
40% 60% 80%

Biéu dd 25: Chi sé Tiép can dich vu nganh céng an
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C6 2 don vi giam chi s, dong thoi gitr vi tri thap nhét trong nganh, c6 chi
s6 dat mirc Trung binh 1a Cong an huyén Dién Khanh va Cong an huyén Van Ninh.
Chi s6 chung Tiép can dich vu dat 71,64%, ting 8,29% so v&i nim trude. Py 1a
két qua tich cuc, dang ghi nhan (xem Biéu d6 25).

Tong hop két qua khao sat, hinh thirc thong tin dich vy cong dén khach hang
phd bién nhat cua nganh cong an la bdng niém yét tai tru sé, tiép dén 1a do cong
chitc gigi thiéu, hwéng dan. Can quan tim thém céac hinh thic cung cap thong tin
khac, trong d6 chu trong tuyén truyén, giéi thiéu qua cac phuong tién hiru ich khéac
nhu thu dién tir, website, tng dung di dong, hoi nghi, to roi,... (xem Biéu db 26)

Cac hinh thirc cong khai thong tin tai co’ quan cong an
Bang niém yét tai tru s& ] 64,65%
Céng chirc gidi thiéu, hwéng dan | 56,34%
Cung cép tai liéu tai ban viét hd so | 31,83%
Qua website (trang tin dién ttr), bao, dai | 10,00%
Bang ron, pand tuyén truyén | 8,87%
Hoi nghi, cudc hop, déi thoai | 6,90%
Qua email, cac trng dung di dong | 4,08%
Hinh thirc khac | 3,38%
T& roi hwéng dan | 3,38%
Man hinh théng bao tai co quan | 2,68%
0% 10% 20% 30% 40% 50% 60% 70%

Biéu d6 26: Cac hinh thirc théng tin dich vu cong nganh céng an

Thong qua cac hinh thic
thong tin dich vu cong néu trén,

khach hang tiép can nhiéu nhat = Thong tin khong day
A= r.e A . A . 9 dﬂ
dol voi thong tin cong khai thu
B Tam duoc

tuc hanh chinh, cich thac thuc 18,45%
hién tha tuc hanh chinh (trén
89% khach hang nhan biét thong
tin). Tiép dén 1a nodi quy, quy
ché, quy tic ung xu,.... Di véi
cac nhom thong tin can thiét
khac, mirc do tiép can cua khach hang con han ché (thap hon 40%). Do vay,
32,82% khach hang nhan xét thong tin khdng day di, hogc chi ¢ mic tam dwoc
(28,03%). Nhin chung, mitc d6 hai long vé su phong phi, day du cua thong tin
dich vu cong chua cao.

Théng tin kha day da

m Théng tin rat day da

Panh gia vé chat luong thong tin, gan 57% khéach hang nhan xét r6 rang, dé
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hiéu, gitip nam bat va giao dich thuan loi hon trude. Nhung két qua nay can tiép
tuc duoc cai thién, vi con dén
25,77% khach hang nhan xét
thong tin con so sdi, khé hiéu.

B Thong tin so sai,
kho hiéu

2 Tam duoc biém tich cuc, dang ghi

nhan 1a c6 97,75% khach hang
15,49% 4 16 rang, d& , A
730% a0 | danh gia viéc tiép nhdn, gidi ddp

mRétrorang, d8 | vieoNg mac vé thong tin dich vu
e cong cua nganh cong an & MucC
kha tt. Dong thoi, sir chi déng
trong Vviéc trao doi, tim hiéu nhu
cau thong tin ctiia nguoi dan dé cung cap, giai dap ciing thuc hién kha tdt, Voi
96,06% khach hang ghi nhan nd lyc nay.

Qua khao sat, nhiéu khach hang ciing ¢ nghi nganh cong an can bo sung
thém cac hinh thirc thong tin dé nguoi dan, to chic, doanh nghiép tiép can thuan
loi hon, quan tdm cung cap thém cac thong tin huéng dan thyc hién tha tuc hanh
chinh, mo rong huéng dan qua mang Internet (xem Phu luc).

b) Chi s Biéu kién tiép don, phuc vu:

Chi sb chung vé Diéu kién tiép don, phuc vu cta nganh cong an dat 66,82%,
giam 5,35% so véi nam 2015. Trong d6, Cong an huyén Khanh Vinh va huyén
Khanh Son ¢6 mic giam kha manh. C6 4/9 don vi tang chi sb gém: Cam Lam,
Cam Ranh, Dién Khanh, Ninh Hoa (xem Biéu d6). Cong an huyén Cam Lam duogc
danh gia cao nhat ¢ tiéu chi nay voi chi sé dat 73,95%; tiép dén 1a Cong an huyén
Van Ninh. Céng an huyén Khanh Son c6 chi s6 Diéu kién tiép dén va phuc vu thap
nhat, dat 61,50%. O tiéu chi nay, nganh cong an khong cé don vi nao dat muc tiéu
75% cua tinh dé ra, va c¢6 3 don vi duoc khach hang danh gia & mtc Trung binh
(dudi 68%).

Qua khao sat, 57,04% khach hang danh gia phong lam viéc Bo phan moét cua
co quan cdng an rong rii, thoang mat, khang trang. Nhung van con trén 40% khach
hang cho rang con chdt hep, chuwa thudn tién hodc qud chdt hep. 29,29% cho biét
khi ho dén giao dich, Bé phan mét cira khd déng hodc qua tdi. Mét sé khach hang
cho rang vi tri ngdi giao dich, 1am viéc véi cong chirc rat bat tién vi co vach kinh
ngan, chat hep, khong thoai mai.

Panh gia vé trang thiét bi lam viéc, phuc vu ngudi dan, da s khach hang
danh gia rat day du, thuan tién, hién dai. Con lai 25,78% chua that sy hai 1ong vi
con thiéu thdn, chua thuén tién. Qua kiém tra thyc té trong nam 2015, Poan kiém
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tra CCHC ciing dd dé nghi nganh céng an can quan tim dau tu cho mot sé don vi
cong an huyén.

Chi s6 Diéu kién tiép doén, phuc vu

Coéng an huyén Cam Lam

Cong an huyén Van Ninh o,

Cong an tinh 7

Cong an thanh phé Cam Ranh

) 68,.27% Nam 2015
o]

-J—I—I_l 66 13% m Nam 2016
' ) (’

Coéng an thj xa Ninh Hoa

Coéng an huyén Dién Khanh

Cong an thanh phé Nha Trang .I_I_I_l 65
Cbéng an huyén Khanh Vinh .I—I—I-l 64,F5%
1 )

Coéng an huyén Khanh Son 61,59%

)| 80,13%

74,93%

40% 50% 60% 70% 80% 90%

Biéu d6 27: Chi s6 Piéu kién tiép dén, phuc vu nganh cong an

¢) Chi s6 Thu tuc hanh chinh

So vé&i nam 2015, ¢6 3 don vi gia tang chi s6 Thu tuc hanh chinh gém: Cong
an tinh, Cong an huyén Khanh Son va Cong an thanh phd Nha Trang. Cong an tinh
¢6 chi s6 Thi tuc hanh chinh cao nhat, vai 77,41%; tiép dén 1a Khanh Son 77,36%.
Trong 6 don vi giam chi s6 so v&i nam 2015 thi Cong an Van Ninh giam nhiéu
nhat véi mac giam 8,31%; tiép dén 1a Cong an Khanh Vinh, giam 3,88%. Chi s6
chung vé Thu tuc hanh chinh dat 75,13%, giam 1,94% so vé&i nam trudc.

Chi s6 Thu tuc hanh chinh

Cong an tinh
Cbng an huyén Khanh Son
C6ng an thanh phé Cam Ranh

Céng an huyén Dién Khanh
6 m Nam 2015

73% mNam 2016

Coéng an huyén Cam Lam

Cbng an huyén Khanh Vinh 74,86%
Cbéng an thanh phé Nha Trang THE

Cong an thi x& Ninh Hoa

Coéng an huyén Van Ninh 9,24%

65% 70% 75% 80%

Biéu dd 28: Chi s6 Thii tuc hanh chinh nganh céng an
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Qua phiéu khao sat, khach
hang cho biét thong tin thu tuc hanh
chinh dugc cong khai kha day du.
Nhung danh gia vé chat luong
thong tin, van con trén 19% khach
hang cho rang so sai, khé hiéu,
23,98% danh gia & muc tam duoc.
Nhu vay, cac don vi trong nganh
can ra soat, cu thé hoa thém thong
tin niém yét dé khach hang thuan
loi hon trong viéc nghién cuu, thuc

hién.

m Théng tin rat so
sai, kho hiéu

6,91%

12,98% & Théng tin so sai,

kho hiéu
23,98% Tam dwoc

m Kha rd rang, dé
hiéu

m R4t rd rang, dé
hidu

2,32% 8,25%

4,78%

m Chua tirng thay hudng
dan, chi néi la chwa day
da, phai lam lai

m Huwéng dan bing miéng,
khéng ré rang, khong
théng nhét

Huwéng dén bang cach ghi
vao to giay nao do tién tay
lay dwoc

® Huéng dén bang phiéu
(theo mau), nhwng cong
chirc khdng ky xac nhan

m Bang phiéu huéng dan,
thong tin rat cu thé, cong
chlrc mot clra ky xac nhan

nganh cong an.

Tuy nhién, phan anh

Vé thanh phan hd so,
trén 98% khach hang danh gia
don gian, dé thuc hién. Trén
99% khach hang cho ring cac
loai biéu mau, to khai trong hd
so thu tuc khong cd gi phuc
tap, dé thuc hién. Va hudng
dan tha tuc cua can bd nganh
cong an la théng nhat, dung
V6i quy dinh. Khong c6 nhiéu
phan 4nh cia khach hang vé
tha tuc hanh chinh dbi véi

cia khach hang (gan 46%) 79,58%
cho thiay con nhiéu truong | 80% ]
hop huéng dan hoan thién hd | 60% -
so chua dung quy dinh cua | 4, |
UBND tinh. Trén 14% khach

. . N 20% - 8,45% 8,45% .
hang phai di lai it nhat 02 lan r M o2
méi duoc tlép nhé:ln’ ho so. o DothuchiénlDocéngcbl’rcl M&i Iéncéngl Lan trudc
Nguyén nhin chi yéu 1a do chuadinghusmgcin e iy cing
khach hang thuc hién chua rang, day i mot rs‘g'ud(;’:r? i
dung huéng dan, nhung ciing Yeu clupb  chirc lai nd

c6 truong hop do cong chic
huéng dan chwa day da, théng nhat.
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d) Chi s6 Su phuc vu cua can bo, cong chic:

Tra 15i phiéu khao sat, da sb
khach hang cho biét duwoc dén tiép
ngay (9,72%) khi dén co quan cong
an, hoac khong phai cho doi lau.
Mot s it khach hang phai cho doi
kha lau. Nguyén nhan chu yéu 1a do
lwong giao dich dong, qua tai. Tuy
nhién, cling c6 phan anh la do cong
chtrc di mudn, dén tré hodc 1am viéc
riéng (xem Phu luc).

9,72% 1,55% 4,93%

m Phai cho doi rat
lau

m Ch¢& doi kha lau

41,41% Phai cho khong
lau lam

m Hau nhw khéng
co

m Dugc cong chirc
don tiep ngay

M@&i ngodi
Héi thdm nhu cAu cong viéc

Dé nghij vui long cho dé
kiém tra ho so

Chao héi than thién

P& nghi thong cam vi chd' |
doilau

37,04%

42,89%

37,89%

0%

10% 20% 30% 40% 50%

Trén 97% khach hang nhan
xét viéc tiép nhan hd so nhin chung
la minh bach, cong bdng hodc
khéng c6 vin dé gi; 97,54% khach
hang cho biét khong gip truong
hop can bo nhdn hé so ngoai noi
lam viéc hoac gioi thiéu lién hé
ngwoi quen hogc dich vu. Vé thai
d6 giao tiép, da s6 khach hang nhan
xét kha tan tinh, lich su; 23,66%

danh gia tam duoc; mot sb it chwa hai 1ong. K§ nang chuyén mén, nghiép vy ciing

dugc khach hang danh gia tich cuc (98,5%), Tuy nhién, ciing can quan tim thém
vé giao tiép, tng xir cia can bd, nhat 1a viéc chao héi va xin 16i khdach hang khi
phdi cho doi lau. 99,56% khach hang phan anh khong gép truong hop tiéu cuc khi

giai quyét cong viéc.

Téng hop chung, chi s6 Su phuc vu cta can bd, cong chic dat 79,44%, giam
nhe so véi nam 2015 (80,87%). C6 3 don vi cai thién chi sd s0 VGi nam trudc,
gom: Cong an huyén Dién Khanh, Khanh Son, thi xd Ninh Hoa, con lai giam chi
s6, trong d6 Cong an huyén Van Ninh giam dén 7,95%, thap nhat trong cac don vi
thuoc nganh. O tiéu chi ndy, tat ca cac don vi déu vuot muc tiéu dé ra cua tinh

(xem Biéu do 29).
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Cdng an huyén Dién Khanh

Coéng an huyén Khanh Vinh

_ | | |
0,24
# 2,
1 :
82,(
4%

80,68
83
8

Céng an huyén Khanh Son

Chi s6 Sy phuc vu chia cdn bd, cdng chirc

AN

0,543

0

0%
4,08%
0%

()

,04%

Coéng an huyén Cam Lam A
Cbéng an thi xa Ninh Hoa 79753/ Nam 2015
Cong an finh | m 8073% " Nam 2016
C6ng an thanh phé Nha Trang 1 mi‘w%l,éo%
Cong an thanh phé Cam Ranh | m-%é 76%
1 84,75%

Céng an huyén Van Ninh 76,80%

65% 70% 75% 80% 85%

60%

Biéu d6 29: Chi s6 Sw phuc vu ciia cin bd, cong chirc nganh cong an

d) Chi sé Két qua, tién do giai quyét cong viéc:

Sau khi hd so di duoc co
quan cong an tiép nhan, 76,06%
khach hang cho biét khong gap
truong hop yéu cau bo sung ho so.
Con lai, phai b6 sung ho so it nhat
01 lan. Co6 6 khach hang phan anh
phai b6 sung hd so tir 3 — 4 lan.
Trong s6 do, co 52,78% nhan dugc
dién thoai moi dén nhan thong bao
b sung bang vian ban, 4,17% nhan
thong bao qua email, 16,67% nhan
thong bao bo sung bang dién thoai nhung khong r6 rang, 26,39% cho biét khi dén
nhan két qua theo lich hen thi méi biét hd so can phai bo sung.

m Hoan toan khéng co6
hwéng dan

2,12% 13 89%

2,55%

m Hudng dan khong
day da, rd rang

1 0,
S Tam duwoc

m Can b), cong churc
hwéng dan ro

uCo thé t;iét tién do
ho so bat c luc nao

12,98% khach hang cho biét khéng dwoc hwéng dan vé cach thuc tra cau
tién do hd so cua minh, 2,55% dugc huéng dan nhung khong day du, 16 rang. S6
khach hang c6 thé tra ciru, biét tién do hd so dé dang chiém ty I8¢ rat it (2,12%). Do
vay, dé biét dugc tinh hinh giai quyét hd so cuia minh, nhiéu khach hang phai dén
truc tiép Bo phan mot cira hoic goi dién thoai hoi tham. Hinh thtc thong tin ho so
gua mang hau nhu con rat han ché.

Sau khi da nop hd so, 79,97% chi di 01 1an 14 nhan duoc két qua, 6,91%
nhan két qua qua duong chuyén phat nhanh, con lai 13,12% phai di tir 02 lan tro
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1én méi c6 két qua. Mot sé truong hop nhan dugc két qua tré tir 1 - 2 thang (xem
Phu luc). Tuy nhién, diém ddng mimg 1a 94,79% khach hang nhan duoc két qua
dung han, sém han; trong d6 29 khach hang nhan duoc dién thoai moi dén nhan
két qua trudc han.

Trong s6 cac ho so tré han, 41 khach hang nhan dugc thong bao hen lai thoi
gian tra két qua rat nghiém tac va cau thi; 21 khach hang khdng hé nhdn dwoc
théng bdo hodc théng bdo khéng ré rang, khong biét lac ndo méi nhan duoc két
qua.

Téng hop chung, chi sb trung binh vé Két qua, tién do giai quyét cong viéc
ctia nganh cong an dat 75,16%, khong thay d6i dang ké so véi nam 2015 (75,70%).
Cao nhit 1a Cong an huyén Dién Khanh (78,69%), tiép dén 1a Cong an huyén
Khénh Son (77,71%), Khanh Vinh (77,38%). Trong d6, Cong an huy¢n Khanh
Son ¢6 muc tang chi $6 5,51% S0 V&i nam trudc. Chi so ciia Cong an huyén Van
Ninh giam manh véi mac giam 12%, thap nhat trong nganh va chi dat mac Trung
binh (xem Biéu do ).

Chi sé Két qua, tién do giai quyét cong viéc
71 | | | ) 76 20b
Cbéng an huyén Dién Khanh : | -87%,%9%
N ) . 1 ) 72 71’-%—1
Coéng an huyén Khanh Son : : ! 4 ' 77,71%
i ]
Cong an huyén Khanh Vinh ] ! ! ! ] ;;,’3? )0/?)
Cong an huyén Cam Lam : : I "776691%?’c
Cong an thanh phé Nha Trang . 4.1,%801,,1% Nam 2015
o 1 I | I| 75 80% m Nam 2016
Cong an thj xa Ninh Hoa : | | 75,19%
Cong an tinh : I ! J 7Z,55’3‘;01%
) 1 ]
Cbng an thanh pho Cam Ranh ! | | ) 73 Zlg%SO%
Cong an huyén Van Ninh 57,09% J  79,06%
60,00% 65,00% 70,00% 75,00% 80,00%

Biéu d0 30: Chi s6 Két qua, tién dd giai quyét cong viéc nganh cong an

e) Chi s6 Tiép nhan, xir Iy thong tin phan hoi:

Chi s6 chung nganh coéng an dat 66,86%, giam 8,37% so v&i nam 2015
(75,23%), dat mirc Trung binh. Trong 9 don vi thi chi c6 Cong an tinh va Cong an
huyén Khanh Vinh ting chi s6, con lai déu giam so véi nam truée. Trong d6 Cong
an huyén Van Ninh va Dién Khanh giam nhiéu nhat, tuong Gng véi mic giam dén
27,77% va 26,49%. Chi s6 ciia Cong an huyén Dién Khanh dat 45,35%, mac Yéu

47



trén thang do chi sd. 8/9 don vi khong dat muc tiéu nam 2016 cua tinh ¢ ti€u chi

nay (xem Biéu do 31).

Chi sd Ti€p nhan, xtr ly théng tin phan héi

Coéng an huyén Khanh Vinh

"80/6%%

Cong an tinh

|

NN

Cong an thanh phé Nha Trang

|

1679
1538
72

809
74.75%

Cong an thanh phé Cam Ranh

|

73,369
71,516%0

Coéng an huyén Cam Lam

|

16,969 N&m 2015
70 81K

Codng an huyén Khanh Son

|

71 %/8% m Nam 2016

66,55

Coéng an thj xa Ninh Hoa

|

7 0,
66,5(§A00A)

Céng an huyén Van Ninh

I

81,92%

51},15%

Coéng an huyén Dién Khanh

45,35%

71,84%

20%

40%

60%

80% 100%

Biéu @b 31: Chi s6 Tiép nhan, xir Iy thong tin phan héi nganh cong an

Tra 151 phiéu khao sat, 13,38%
khach hang cho biét khong hé thiy co
quan cOng an niém yét céng khai
théng tin dwong ddy néng (s6 dién
thoai, dia chi thu dién ta, website,...)
va hwong dan cdch giri phan dnh,
kién ngh;i. 68,73% cho biét co quan
cong an c6 1ay ¥ kién vé sy phuc vu
cia minh nhung rit so sai. Trong sb
99 khach hang da ting gui phan anh,
kién nghi thi chi s6 14,14% khéach

4,939

0,28%

m Chua tirng thay

m C6 lay y'kién
nhwng rat so sai,
lam cho co

1,13%

Tam dwoc, nhung
ndi dung con it

= Ngi dung phiéu
nghiém tuc, cau thj

u Phiéu 1y y kién rat
tot, rat cau thi

hang danh gia viéc thuc hién kha dé dang, thudn loi. Nguoc lai, c6 dén 82,83%
khach hang danh gia chua that sy thuan tién hoac rat khé khdan, phién ha.

5,51%

14,17%

1,77%
7,48%

m Néu phan anh,
kién nghi sé bi
gay khé dé

m R4t ngai, vi nhidu
phién ha

C6 gtvi kién nghi
cling khéng dwoc
tra 1o

m CO tra 10vi cling
khong giai quyét
dwoc gi

m Lam rét tét,
khoéng c6 gi phai
kién nghi

Péi voi 508 khach hang
chua ting gui phan anh kién
nghi, thi 71,06% cho rang co
quan cong an lam rat tot, khéng
c6 gi phdi kién nghj. Tuy nhién,
nhitng nguyén nhan e ngai cia s6
khach hang con lai ciing rat dang
luu ¥, trong d6 5,51% cho rang
néu phan anh, kién nghi sé& bi gdy
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khé dé; 14,17% rat ngai vi nhiéu phién ha, 1,77% cho rang c6 giri phan 4nh ciing
khéng dwoc tra loi, va 7,18% cho rang c6 tra |0i ciing khdng gidi quyét dwoc gi. Va
38,87% khéch hang chua tiing thay nganh cong an cong khai noi dung tra loi phan
anh, kién nghi cho khach hang.

D6 13 nhitng nguyén nhan 1am cho chi s6 Tiép nhan, xir Iy thong tin phan hoi
bi khach hang danh gia thap hon nhiéu so V&i nam trudc.

3. Nhitng van dé khach hang chwa hai long va gép y, kién nghi
a) Nhitng van dé khach hang chua hai long:

Tra 161 cau hoi vé cam nhan chung nhat di vai su phuc vu cta nganh cong
an, 9,15% danh gia rat hai long, 74,65% cam nhan & mac hai long. Ty 1é khach
hang rat khong hai long 13 7,61%; khéong hai long 1,41%. Theo phan anh cua
nhitng khach hang chua hai 1ong, nguyén nhan chii yéu 1a thu tuc qua rac réi, phic
tap, mat nhiéu thoi gian lam ho so (19,35%), viéc cong khai, minh bach thong tin
rat kém (19,35%), co quan khong cau thi tiép thu va khac phuc han ché (12,9%),
thai d6 giao tiép, phuc vu kém (12,90%) va mot sé nguyén nhan khac (xem Biéu
d6 32).

o Tha tuc qua réc réi, phirc tap, méat nhiéu

1 0,
thoi gian 1am hé so 19,35%

o Viéc cong khai, minh bach thong tin rat kém 19,35%

0 Co quan khéng cau thi tiép thu va khic
phuc han ché

} 12,00%

o Thai d6 phuc vu, giao tiép kém J 12,90%

o Két qua giai quyét cong viéc cham tré 9,68%
0 Céng chire thuong dua ra yéu cau hé so ] 9 68%
khéng dung quy dinh, gay phién ha ’

o Piéu kién tiép don, phuc vu nhidu han ché, ] o
rét bat tién khi giao dich 3,68%

o Khac 6,45%

0% 5% 10% 15% 20%

Biéu d0 32: Nhirng van dé chwa hai long nganh cong an

Péi vai nhitng viéc da 1am dugc, nhitng co quan da 1am rat tt thi ngudi dan
cling ghi nhan va danh gia tich cuc. Can tiép thu va phat huy hon nira.

“Céng an tinh lam viéc dé chiu hon thanh phé. Cong an thanh phé dé lam viéc
hon céng an phirong. Lam viéc Vi cong an phuong la phirc tap nhat”

-Quan diém ctia mot khach hang da giao dich tai Cong an tinh
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“Téi bi bat xe (vi pham giao théng). Téi da di t6i nhiéu lan phién phite va mat
rat nhiéu thoi gian. Nép phat bao nhiéu thi ghi ré va hen lich dé déng phat. Chie
lam nhw vady toi khong hai long ti nao™”

-Trich nguyén vin ¥ kién cua khach hang d6i voi Cong an Cam Ranh
“Ban than toi va gia dinh cw tru tai Khanh Vinh cam nhdn va nhin nhdan ro vé
céng viéc cua chién si cong an Khdanh Vinh thuc hién nghiém tic cong viéc”
“Bo may lam viéc co chiéu sdu, thuc hién tot van ban cua Ccfp trén va chi dao
cho cdp duwéi mét cdach nghiém tic, cong bang”

-Nhitng nhan xét ctia khach hang dbi voi Cong an Khanh Vinh

b) Nhitng gop ¥, kién nghi dé nganh cong an phuc vy tot hon:

Thong qua khao sat, khach hang c6 nhiéu y kién dong gop dé nganh cong an
phuc vu ngay cang t6t hon cho Nhan dan (xem chi tiét tai Phu luc). Tong hop
chung, cac gop ¥ tap trung vao mot s6 van dé chinh sau day:

- Cong khai, minh bach va huéng din day du, rd rang vé thu tuc hanh chinh,
don gian hoa gidy to dé nguoi dan thyc hién thuan lgi, giam bét ndi lo vé thu tuc
va yén tam san xuat, kinh doanh.

- Quan tAm dau tu co s vat chat, trang thiét bi lam viéc va phuc vu ngudi
dan dén giao dich theo hudng thuan tién, hién dai, b tri phong lam viéc rong rii,
thoai méai hon dé giao dich.

- Quan tam cai thién thai d6 phuc vy, giao tiép caa can bo, cong chirc; 1am
cho nguoi dan cam thiy than thién, gan giii hon khi 1am viéc Vi co quan cong an;
chu trong xdy dung hinh anh nguoi chién si cong an gan dan, trung thanh, van
minh, lich su; phuc vu Nhan dan tan tinh, chu dao.
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I11. CHI SO HAI LONG LINH VUC HAI QUAN

1. Chi s6 hai long

Chi s hai 10ng chung linh vuc hai quan 1a 75,42%, dat muc tiéu nim 2016
cua tinh. Trong 6 tiéu chi danh gia thi c6 03 tiéu chi ting chi s6, gdm Thu tuc hanh
chinh, Sy phuc vu caa can b, cong chic, Két qua, tién do giai quyét cong viéc.
Tuy nhién, mirc ting chua dang ké. (xem Bang 6).

Bang 6. Chi s6 hai 1ong linh vuc hai quan

Nam Nam

Tiéu chi 2016 o015 | TAng/giam

Tiép can dich vu 70,15% | 72,68% -2,53%
Diéu kién tiép don va phuc vu 75,77% | 79,67% -3,91%
Thu tuc hanh chinh 79,90% | 78,74% 1,16%
Su phuc vu cua can b, cong churc 82,54% | 81,41% 1,12%
Két qua, tién do giai quyét cong viée 76,15% | 75,30% 0,85%
Tiép nhan, xt 1y thong tin phan hoi 68,00% | 77,41% -9,41%
Chi s hai long 75,42% | 77,54% -2,12%

Trong khi d6, ¢6 03 tiéu chi giam diém thi Tiép nhan, xir Iy thong tin phan
hoi giam dén 9,41%, tir 77,41% xudng con 68%, tiép dén 1a Biéu kién tiép don,
phuc vu giam 3,91%. Tong hop chung, chi sé hai long linh vuc hai quan giam
2,12% s0 v&i nam 2015 (Xem Biéu do 33).

==¢==Nam 2016

=== Nam 2015

75,3

Biéu dd 33: Chi sb hai long hai quan — 6 tiéu chi

Vé Tiép can dich vu, 76,92% khach hang danh gia tot noi dung thong tin
dich vu duoc nganh hai quan cong khai dén khach hang. 84,62% khach hang nhan
xét thong tin rd rang, dé& hiéu. Cong chirc nganh hai quan ciing tich cuc hon trong
viéc giai dap vuong mic cho khach hang (80,77% ¥ kién), chu dong trao ddi, im
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hiéu nhu cau thong tin cua khach hang dé cung cap, hudng din thém (96,15% ¥
kién).

Tuy nhién, ciing can tiép tuc
quan tAm cai thién khi van con = Thong tin rét
23,008% khach hang cho ring thong 76% 3 600, e
tin chwa that sy day dua, 15,38%

____5,77%  mThong tin so

sai, kho hiéu
khach hang cam thay thong tin dich 9,62% Tam duoc
Vu ma nganh hai quan cung cap con o
50 sii, kho hidu. Hinh thirc thong tin e

qua to roi hudng d‘a:m, email va céc -ngthrigJéng,
ung dung di dong can dugc quan tam

trién khai rong rdi dé phu hop véi xu
thé hoi nhap, ning cao ning lyc canh tranh. Vé noi dung thong tin, cin quan tdm
cap nhat cac thay doi chinh sach thu tuc kip thoi hon va phat trién thém cac hinh
thire hudng dan thyuc hién thu tuc dé giap giam kho khin, vudng mic cho khach
hang.

Poi voi Piéu kién tiép dén va phuc vu, toan b khach hang déu danh gia tich
cuc phong lam viéc cua B phan mot cura, chua c¢6 phan anh tinh trang qua tai tai
Bo phan nay. Trang thiét bi phuc vu tiép dén, 1am viéc co ban day du, thuan tién
(96,2% ¥ kién). Noi ngdi giao tiép, 1am viéc gitta khach hang véi cong chuc hai
quan tuong d6i thoai mai, rat thuan tién (100% ¥ kién).

Vé Thi tuc hanh chinh, mac

m Hau nhuw khéng

cogl du da s6 khach hang danh gia tich
5,88% _5,88% -tThfgfg démiéu | cyc, nhiing van con 11,76% khach
11,76% thiét

hang nhan xét hau nhu khong co gi,
hoiac cong khai niém yét thiéu rat
= Toong tn khs nhiéu thong tin. 13,5% khach hang
< Thong i by cho rang thong tin thu Puc hél}’lh

da chinh con so sai, kho hiéu. Diém
dang mumng 13 c6 dén 96,15% khach
hang danh gia thanh phan ho so tha
tuc khong co gi phuc tap, hoiac don gian, hop 1y; 98,1% danh gia cac biéu mau, to
khai don gian, d& thuc hién hoic ciing khong khé 1am. Pay 1a két qua tir nhitng nd
luc cai cach, don gian hoa thu tuc hanh chinh ctia nganh hai quan ca nudc noi
chung va hai quan Khanh Hoa no6i riéng.

Tam dwoc

Piém dang ghi nhan khéac 1a toan bd khach hang déu nhan xét “hudng dan
ctia cong chirc vé thi tuc véi quy dinh thi tuc 1 co ban théng nhat hoic hoan toan
théng nhat”.
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Tuy nhién, van can tiép tuc
lwu ¥, nhic nhd céng chac vi van
con 17,3% khach hang phan anh 1,92% 9,62%
viéc huéng din hoan thién hd so '
ban dau chua dung quy dinh (khdng [ .
hwéng dan cu thé van dé can hodn 2,2 01 14n
thién, hwong ddn bang miéng khong v

. L, m Nop hd so dién to
ro rang, bang cach ghi vao to giay qua mang Intermet

nao dé tién tay ldy dwoc). Piém tich
cuc 1a da sd khach hang (67,31%)
chi di lai 01 lan 1a duoc tiép nhan hd so; dong thoi 21,15% khach hang thyuc hién
giao dich qua Internet. Cac trudng hop di lai nhiéu lan tuy khong nhiéu, nhung can
tiép tuc khac phuc. Trong 9 truong hop phai di lai tir 02 1an tro 1én thi cha yéu (8
khach hang) thuc hién khong ding huéng dan hd so caa cong chic, 01 trudng hop
1a do cong chirc huéng dan chua day di.

m031an

m02 lan

Vé Sy phuc vu cua cdn
D& nghi vui 1ong cher d& kiém tra -M% 46% | bg, cong chic, phén anh cua

ho so ] khach hang cho thay tinh trang
C— 32,69% | chy doi dé lam thu tuc giam
| c—— 32,69% han so véi nam truéc. Hau nhu
khong c6 tinh trang cong chuc
| nhan hd so ngoai co quan hay
P& nghi thong cam vi chér doi lau 11,54% goi v lam dich vu. Viéc tiép
nhan ho so tai co quan hai quan
nhin chung la minh bach, cong
bang, khong co van dé gi. Pai da sd khach hang nhan xét thai do giao tiép cua cong
chtc hai quan 14 lich sy, hoa nhd, tan tinh hoac & mac chap nhan dugc. Chi duy
nhat 01 khach hang chua hai long. Khach hang ciing c6 danh gia tuong tu vé Ky
nang, nghiép vu cua cong chirc. 28,8% khach hang phan anh cong chic hai quan
khong doi hoi gi, co dua boi dudng thi nhan, khong dua thi thoi, van giai quyét ho
50. 69,2% cho biét cong chirc khong doi hoi, kién quyét khong nhan, dé nghi khach
hang khong chi nhitng khoan nao ngoai phi, 1¢ phi da quy dinh.

Hi th&m nhu cAu cong viéc
Ma&i ngbi

Chao héi than thign | SEEEEEENNNmII——— 30,77%

0% 10% 20% 30% 40%

Vé Két qua, tién do giai quyét cong viée, 65,38% khach hang cho biét khong
phai bd sung hd so. Con lai, 34,62% khach hang phai bd sung hd so it nhat 01 lan
sau khi d3 nop. Trong s6 d6, 55,56% cho biét dugc moi dén Bo phan mot cira dé
nhan thong bao bang vin ban, 22,22% nhan duoc thong bao qua email; con lai
22,22% khach hang cho biét khong nhan dugc thong bao, chi khi dén Bo phan mot
ctra theo ngdy hen dé nhan két qua thi méi biét ho so can phai bo sung.
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Nhiéu khach hang chua

dugc hudéng dan chu dao vé cach ]

/4 4 = K A =5 X A s ogia T 0,
thac tra cuu tien do giai quyet ho Goi dién thoai hoi tham 4231%
so, do vay phai goi dién thoai hoi | Pentannot hol Bo phan mot 34,62%
tham hoac dén truc tiep hoi B | S dung mésé Gidy tiép nhan 28 85%

hA ,: 5 }'1, . h d 1 dé tra ctru qua mang Internet |
p a‘n n:IOt cua, b at sin 1 lal Xem théng bao trén Website 23,08%
nhiéu lan. 88,24% khach hangchi | . .~~~ -
. , B phan mét ctra goi dién thoai 9,62%
di 01 lan la nhan duoc két qua, (hodc giri email) thong bdo |
nhung van con 9,8% khach hang | Hoinguoiquentrongcoquan |9 1,93%
phai di tir 2 — 3 lan. 90,4% Khach 0% 10% 20% 30% 40% 50%

hang nhan duoc két qua ding va
sém han. Con lai nhan két qua tré nhung khong nhiéu. Tuy nhién, mot s6 khach
hang chua dugc giai thich nguyén nhan tré han (xem Phu lyc).

Vé Tiép nhan, xir Iy théng tin phan hoi, 100% khach hang danh gia tot viéc
cong khai thong tin duong diy néng va hudng dan cach thuc giri phan anh, kién
nghi cia nganh hai quan. Tuy nhién 40,4% khéach hang cho biét chua ting thiy co
quan hai quan hoi y kién khach hang vé sy phuc vu cia minh; 28,8% chua ting
thay co quan hai quan cong khai két qua lay y kién khach hang.

C6 5,8% khach hang tirng gép
=Rétngaii | ¥, kicn nghi va cho bict viéc thyc
i hién rat thuan lgi. Con lai dai da s

= Cs gl kién khach hang chua timg gop v, kién
nghi cling . i Lz
Knong duroc tr nghi. Trong do, 63,16% cho bict co
[of] 4 4
C't’l‘cﬂng 2 * hY A A ~ r
7.89% kﬁé;g it quan qhal_(}uan 12.1m rat tot, lfhong. C(?
auétduocgi | g phai kién nghi; 26,32% rat ngai vi
mLam rat tét, cho rang nhiéu phién ha, con lai
khong c6 gi ) . . , . , N
phaikiennghi | chura that su tin twdng vao phan hoi
cua co quan hai quan. 19,2% chua

ting thiy co quan hai quan cong

2,63%

khai tra 11 cac phan anh, kién nghi.
2. Nhirng van dé khach hang chwa hai long va gop y, kién nghi

Panh gia chung vé sy phuc vu ciia cac co quan thudc Hai quan tinh, 15,69%
khach hang rat hai 1ong; 78,43% hai long, s6 khong hai long chi chiém 3,92% 2/52
khach hang. Trong d6, 01 khach hang chua hai long 1a do minh bach thong tin
kém; 01 chua hai 1ong do thai ¢6 phuc vu, giao tiép cta cong chirc kém.

Do viy, dot khao sat ndy, nganh hai quan khéng nhan duoc nhiéu gop ¥,
kién nghi. Mot s6 khach hang chi dé nghi thuong xuyén to chiic cac 16p tap huan
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hodc cac budi thao luan trao d6i y kién dé cac doanh nghiép duogc giai quyét cac
vuéng méc, tham khao kinh nghiém tir cac doanh nghiép khac va tir phia cong
chtc hai quan. Cong chirc nén co thai do vui vé khi tiép xtac véi dai dién doanh
nghiép.
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IV. CHI SO HAI LONG LINH VUC KHO BAC NHA NUOC

1. Chi s6 hai long chung

Nam 2016, c6 2/9 don vi nganh KBNN ting chi s hai long, gom: KBNN
Cam Lam va Cam Ranh. Cac don vi con lai ¢6 chi s6 kém hon nim 2015, trong do
KBNN Ninh Hoa giam 8,07%; KBNN tinh giam 5,42%; cac don vi Khanh Son,
Van Ninh ciing giam trén 4%. Chi s6 hai long trung binh linh vuc KBNN dat
73,17%, giam 2,96% so Vi nam 2015, chua dat myc tiéu ké hoach 2016 cta tinh
Khanh Hoa (xem Bang 7).

Bang 7. Chi s6 hai long KBNN

Nam

STT Pon vi Nam 2016 2015 Tang/giam
1 | KBNN tinh 73,92% 79,34% -5,42%
2 | KBNN Cam Lam 81,37% 78,61% 2,76%
3 | KBNN Cam Ranh 71,70% 69,78% 1,92%
4 | KBNN Dién Khanh 74,98% 78,21% -3,23%
5 | KBNN Khanh Son 71,22% 75,58% -4,36%
6 | KBNN Khanh Vinh 70,75% 74,10% -3,35%
7 | KBNN Ninh Hoa 71,25% 79,32% -8,07%
8 | KBNN Nha Trang 69,62% 72,49% -2,87%
9 | KBNN Van Ninh 73,21% 77,24% -4,03%
Trung binh 73,17% 76,13% -2,96%

Trong 9 don vi dugce danh gia, KBNN Cam Lam dan dau véi chi s6 hai 1ong
dat 81,37%; day ciing 1 don vi duy nhat ctia nganh KBNN dat myc tiéu dé ra nim
2016. 08 don vi con lai déu chua dat 75%, trong d6 thap nhat 1a KBNN Nha Trang
chi dat 69,62% (xem Biéu do).

Chi s6 hai long KBNN

83%1,37%
21%

KBNN Cam Lam

KBNN Dién Khanh

KBNN tinh 19,34%

KBNN Van Ninh %

KBNN Cam Ranh mNam 2015

(3,32% = Nam 2016

KBNN Ninh Hoa

KBNN Khanh Son 5 75,58%

KBNN Khéanh Vinh g, 74,10%

9%

KBNN Nha Trang

60% 65% 70% 75% 80% 85%

Biéu dd 34. Chi s6 hai long KBNN
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Trong 6 tiéu chi danh gia, c6 02 tiéu chi cai thién vé chi s6 so v&i nam trudc
gom: Tiép can dich vy, Su phuc vu ciia can b, cong chic. 04 tiéu chi con lai giam
diém, giam manh nhat 1a Tiép nhan, xtr 1y thong tin phan hdi véi mic giam
11,08% (xem Biéu do 35).

=g N3m 2016

=== Nam 2015

Biéu @6 35: Chi s6 hai long KBNN — 6 tiéu chi

2. Chi s6 hai long trén 6 tiéu chi danh gia
a) Chi sb Tiép can dich vu:

Niam 2016, nhiéu don vi KBNN d4 nd luc cai thién chi s6 & tiéu chi nay. Két
qua c6 6/9 don vi chi sé hai 10ng cao hon so v6i nam 2015; trong 6 Cam Lam tién
bo vuot bac véi muc ting 9,50%; tiép dén KBNN Cam Ranh ting 4,41%.

Chi s8 Tiép can dich vu

KBNN Cam Lam 78,00%

KBNN Dién Khanh

KBNN Van Ninh

KBNN tinh
KBNN Khanh Vinh N&m 2015
KBNN Ninh Hoa 65,119 0% = Ném 2016
KBNN Cam Ranh %431%
KBNN Khanh Son mzﬁ 80%
KBNN Nha Trang 61,6684%3
40% 50% 60% 70% 80%

Biéu do6 36. Chi sé Tiép can dich vu KBNN

Trong cac don vi c6 chi $6 thap hon nim trudec, KBNN Ninh Hoa giam dén
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4,89%. Két qua chung, chi s6 Tiép can dich vu linh vuc KBNN dat 67.26%, ting
nhe so v&i nam 2015 (66,19%), nhung con cach xa muc tiéu 75% cua tinh dé ra
(xem Biéu do 36).

Két qua téng hop dir liéu cho
5,68% wo1-2nmiee | thay, cac hinh thirc thong tin dich
16,42% \ 8% vu cdng ciia KBNN chua phong phii
(46,95% khach hang biét thong tin
04 hinh thire qua 1- 2 hinh thtc), chi yéu van 1a
thong qua bang niém yét tai co quan
va cong chuc tryc tiép hudng dan.
maohinntheeto | Do vay, 21,05% khach hang nhan
xét thong tin dwoc cung cap hau

m 03 hinh thire

m 05 hinh thirc

nhu khéng c6 gi hoac khéng day du
(18,11%).

Vé chat luong thong tin,
58,53% danh giéNrét_ {6 rang, dé hié’L! = Thong tin rt
va kha r6 rang de¢ hicu (9,68%). Doi so sai, kno
Vo1 24% khéach hang, cac thong tin

7,16% m Thong tin so
do KBNN cung cap van con so sai,

sai, khé hiéu

” , Tam dwoc
kho hiéu. Pa sO khach hang phan 7.79%
anh, viéc giai dap vudong mac vé co 9,68% miha 15 rang.

ché, chinh sach, thu tuc duoc cong —
chirc KBNN thuc hién tét hon truée. dé hiéu
Sy chu dong trong nam bat nhu cau
thong tin cta khach hang dé giai dap, huong dan, thong tin thém ciing duoc chu
trong véi 91,16% khach hang c6 cam nhan tt. Tuy nhién, nhin chung van con
nhiéu van dé con phai cai thién & tiéu chi nay.

Thong qua phiéu khao sat, khach hang d& nghi KBNN can b6 sung thém
nhiéu hinh thirc thong tin dich vu céng dén khach hang, nhu: Thong béo bang vin
ban, qua email, cac Gng dung di dong, website ; cung cap tai liéu tai ban viét ho so,
qua bao dai, t6 chuc tap huan khi ¢6 van ban méi, to chire doi thoai,. ..

Nhitng noi dung thong tin bac thiét khach hang dé nghi cung cp thém bao
gom: quy trinh thu tuc, huéng dan nop ho so truc tuyén qua Internet, nhiing thay
ddi biéu miu, dia chi cac website hiru ich cho khach hang; thong tin hd so tiép
nhan trong ngay, hd so chd bo sung va hd so chd tra két qua, ...

b) Chi s Diéu kién tiép don, phuc vu:

So v&i nam 2015, ¢6 dén 8/9 don vi giam chi s6 Diéu kién tiép don, phuc vu.
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Céac don vi giam chi s6 manh nhat 13 KBNN Van Ninh, Ninh Hoa va KBNN tinh.
KBNN Cam LAm c6 chi sb cao nhét, dat 85,20%, & muc T4t trén thang do chi s
hai long; tiép dén 1a KBNN tinh, dat 78,57%. KBNN Khanh Vinh dat 69,39%,
thap nhat trong khdi KBNN. Chi sé hai long trung binh vé Diéu kién tiép don,
phuc vu dat 75,98%, giam 4,52% so v&i nam trudc (xem Biéu do 37).

Chi s6 DPiéu kién tiép dén va phuc vu
» | I | I
KBNN Cam Lam | | | | — ) 85 870
KBNN tinh |5 | | sy 86.40%
KBNN Nha Trang | I I I I | J8205%
KBNN Dién Khanh | | | | | o b 82.53%
KBNN Cam Ranh 1 '.7;,4§g° . Nam 2015
KBNN Khanh Son | | | I I - Oggn% wNam 2016
KBNN Van Ninh 1 : : : : 173,92 83,81%
KBNN Ninh Hoa | | | : 70,45% F”’
KBNN Khanh Vinh 5 5 32 S3,7528%
40% 50% 60% 70% 80% 90%

Biéu dd 37: Chi s6 Diéu kién tiép dén va phuc vu KBNN

banh gia vé phong lam viéc Bo phan mot cua, da sb6 khach hang danh gia
rong rai, khang trang, hién dai. Tuy nhién, 16,84% khach hang cho rang luong
nguoi giao dich kha dong hodc qua tai. 2,32% cho biét trang thiét bi phuc vu tiép

don, 1am viéc hdu nhw khéng cé gi;

11,79% nhan xét con thiéu thén, chua . .
B . N X . lHrau‘nhu’khong

thugn tién. Nhitng trang thiét bi can duoc 232% 1179% co g

m Con thiéu thén,
chwa thuan tién

quan tim bé tri thém gdm: may tinh ndi

Mang, may scan hodc phototcopy, cac
bang hudng dan st dung thiét bi, khay tai
lidu huong dan, lich lam viéc cua Bo
phan r[uf)t Cura va nuocC uéng cho khécI}. -5;:% . thugn
Mot so khach hang cho biét vi tri ngoi

Trang thiét bj kha

32,00% r
day du

m Trang thiét bj rat
day dq, thuan tién

giao dich, lam viéc gitra khach hang vai
cong chic rat bat tién vi c6 khung kinh ngan cach, rat kho trao doi cong viéc; ghé
ngdi 1am viéc khong da (xem Phu luc).

¢) Chi s6 Thu tuc hanh chinh:

Dénh gia vé noi dung thong tin tha tuc hanh chinh duoc nganh KBNN cong
khai theo quy dinh, 43,37% khach hang nhan xét thong tin rat diy du hoic kha day
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da (14,32%). Tuy nhién, c6 dén 20,84% khach hang nhan xét hiu nhu khong c6 gi
hoac thiéu rat nhiéu thong tin can thiét.

11,16%

10,95%

14,74%

m Thong tin rat
so sai, kho
hiéu

m Théng tin so
sai, kho hiéu

Tam dwoc

m Kha ro rang,
dé hieu

= R4t 16 rang,
dé& hiéu

Danh gia vé chat luong thong
tin tha tuc, 32,21% khach hang nhan
thiy thong tin con so sai, kho hiéu.
9,47% khach hang van chua hai long
vé thanh phan ho so vi con gidy to
phiic tap, bat hop 1y. Cu thé nhu: hda
don tién dién; phiéu giao nhdn héo so
(khi dwa vao Bo phdan mot Cua ciing
bé qua mét bén); quyét dinh bé
nhiém chite danh doi véi nguoi da

giao dich rat nhiéu nam; héa don kém gidy chuyén tién nhé hon 5 triéu; bang ké
ching ter thanh todn; cdc quyét dinh vé thii tuc dau tr. Quyét dinh giao bién ché
cho cac phong ban thuoc UBND huyén 1a 01 van ban, nhung khi thuc hién thu tuc
tai KBNN thi phong, ban nao ciing phai nop 01 ban sao chung thuc giéng nhau.

Vé cac to khai, biéu
mau, dai da s6 khach hang
(97,9%) danh gia 1a don gian,
dé thuc hién; va can bo, cong
chiac huéng dan hd so dung
theo quy dinh.

Tuy nhién, viéc huong
dan hoan thién hd so cho
khach hang can duoc quan
tam cai thién, vi co 4,42%
khach hang chua ting thay

® Chua tirng thdy hwéng dén,
chinéi la chwa day du, phai
lam lai

4,42%

10,32% 4 Huwéng dan bang miéng,

khong rd rang, khong thong
nhat

0, 3
17,47% Huwéng dén bang cach ghi

vao to giay nao do tién tay
lay dwoc

m Huéng dén bang phiéu (theo
mau), nhwng cdng chirc
khoéng ky xac nhan

m Bang phiéu huéng dan,
théng tin rat cu thé, cong
chirc mot clra ky xac nhan

cong chirc hudng dan, chi néi 1a chua dﬁy dua, phai lam lai; 10,32% cho biét cong

chtirc huéng dan bang miéng,

3,63%

16,06%

62,69%

= Do thyc hién chuading | KNONE 10 1ang va thong nhat;

hwéng dan

m Do cdng chirc hwéng dan

17,47% cho biét cong chic ghi
noi dung huéng dan vao to

khong r6 rang, day dd giay nao do tién tay lay duoc.

M8i 1&n cong chire chi 73,68% khach hé-ng chi

yéu cau bd sung mét noi

dung, Ian sau dén yéu di 01 Ian la nép dlIQ’C ho SO,

cau b sung tiép
B Lan trwdc cong chirc yéu

con lai trén 20% phai di lai it

caundidungnay, lansau | nhat 02 lan, tham chi 3 — 4 lan.

dén cong chirc lai néi

khac

S6 lugng khach hang co giao
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dich qua mang con thap (5,89%). Trong s6 193 khach hang phai di lai tir 02 1an tro
1én thi chu yéu 1a do thuc hién chua dung hudng dan tha tuc. Tuy nhién, ciing co

nguyén nhan la cong chac
huéng dan khong diy du, rd
rang (17,62%); mdi lan yéu cau
bd sung mot noi dung, 1an sau
yéu cau bd sung tiép noi dung
khéc (16,06%); cong chic yéu
cau bd sung khong théng nhat
(3,63%). 14,11% cho biét ho
khong nhan dugc Phiéu bién
nhan hd so va 6,95% cho biét

“Doi Vi chi thuong xuyén: Tiép tuc don gidn
héa thii tuc hanh chinh gan lien véi quyeén tu
chu, tw chiu trach nhiém cua don vi sur dung
ngdn sach nha nwée. Dol Véi chi dau tw: Tiép
tuc ddy manh cai cdch hanh chinh trong céng
tac kiém sodt chi, rit ngan thoi gian kiém sodt
Xudng con 2 ngay lam viéc”’

- Gop y cua mdt khach hang

¢6 bién nhan nhung khong ghi ngay tra két qua.

Tong hop chung, chi s6 hai 1ong trung binh vé Thu tuc hanh chinh dat
73,40%; giam 3,22% so voi nam 2015 (76,62%). Trong 9 don vi dugc danh gié thi
c6 02 don vi ting chi s Thu tuc hanh chinh, gom: KBNN Cam Ranh (ting
5,10%), KBNN Cam Lam (tang 5,61%). Con lai 7/9 don vi giam chi so, trong do
KBNN Ninh Hoa giam dén 9,75%, xubng vi tri thdp nhat trong khéi KBNN.
KBNN tinh, KBNN Khanh Vinh ciing giam trén 7% (xem Biéu @b 38). Chi c6 3
don vi dat muc tiéu ké hoach nam 2016 cua tinh ¢ tiéu chi nay.

Chi s6 Thu tuc hanh chinh

'] 7‘},92%

KBNN Cam Lam

1" 83,54%

79,00%

KBNN Dién Khanh

|
I ]

| 4 76,86%
! 70,6

KBNN Cam Ranh

7%
)%75,77%

00%

KBNN Khanh Son

l 7
] 73,18%7'

80,13% Nam 2015

KBNN tinh

)
1 72,73%

8,52% Nam 2016

KBNN Van Ninh

]
1 72,38% 7

KBNN Nha Trang

o The

} 75,83%

KBNN Khanh Vinh

J 6|8,45%

) 78,20%

KBNN Ninh Hoa

v ] I§|8,45%

50%

60% 70% 80% 90%

Biéu d6 38. Chi s6 Thii tuc hanh chinh KBNN

d) Chi s6 Su phuc vy cua can b, cong chic:

O tiéu chi nay, chi s6 trung binh ma linh vuc KBNN dat duogc 1a 82,41%,
tang nhe SO V&i nam 2015 (82,32%). C6 5/9 don vi ¢ chi sd tot hon nam trudc;
dung dau 1a KBNN Van Ninh. Tat ca 9 don vi déu dat muc tiéu 75% cua tinh dé ra;
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trong d6 c6 dén 3 don vi chi sé dat trén 84% (muc T6t), gom KBNN Van Ninh,
Cam Lam, KBNN tinh. Mic du c¢6 nhiéu nd lyc cai thién chi s6, KBNN Nha Trang
va Cam Ranh van nam & nhom thap nhat (xem Biéu do 39).

KBNN Van Ninh
KBNN Cam Lam
KBNN tinh

KBNN Ninh Hoa
KBNN Khanh Son
KBNN Dién Khanh
KBNN Khanh Vinh
KBNN Nha Trang

KBNN Cam Ranh

Chi s8 Sy phuc vu ctia can b, cdng chirc

0%

08%

H—
83/12% Nam 2015
#‘%213%

0 m Nam 2016
8330

80.33%
80,73%

%

76,62%

9,60%
80,00%

65%

70%

75%

80% 85% 90%

Biéu d6 39: Chi s6 Sw phuc vu ciia can bd, cong chirc KBNN

Tra loi phiéu khao sat, 4,42% khach hang phan anh khi dén giao dich phai
cho doi kha 1au; 24,84% c6 chd doi nhung khong 1au 1am, con 1a duoc tiép don va
giao dich kha nhanh chong (trén 70%). Hau hét truong hop phai cho doi 1a do cong
chuc ban giai quyét cong viéc cho ngudi dén trude, ngudi dén giao dich nhiéu; tuy
nhién cling con phan anh do cong chuc di tré hoic lam viéc riéng, lam viéc cham
chap. Bdi véi viéc tiép nhan ho so, 97,9% khach hang danh gia co ban 1a minh
bach, cong bang, hoac khong c6 van dé gi phai ban khoan. Tuy nhién, c6 10 khach
hang phan anh coéng chtc nhdn hé so ngodi co quan va 22 khach hang phan anh c6
truong hop cong chic gisi thiéu lién hé dich vu hoidc ngudi quen dé lam thu tuc

hanh chinh.

D& nghi vui long che dé kiém tra |

d 53

ho so

Mai ngdi

Chao hai than thién

Héi thdm nhu cau cong viéc

Dé& nghj théng cdm vi cho doi
lau

12

42%

36,63%

1,53%

,26%

26%

0% 10% 20% 30% 40% 50% 60%

Vé thai d6 phuc vy, giao
tiép, 75,37% khach hang nhan xét
la tan tinh, lich su; 22,53% danh
gid tam duogc; c6 02 khach hang
phan anh cong chirc kho chiu, bat
lich sy, cira quyén. 72,84% khach
hang hai long vé k§ ning cong
Viéc cua cong chuc; 25,89% nhan
xét tam duoc. Con lai 6 khach
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hang chua hai long.

Trong qua trinh giao dich, giai quyét cong viéc, 80,84% khach hang cho
biét, cong chuc khong doi héi gi, kién quyét khéng nhdn boi dudng va dé nghi
khach hang khong chi khoan nao ngoai phi, I¢é phi theo quy dinh. Con lai 18,74%
khach hang cho biét cong chiic khéng doi héi gi, dwa thi nhin, khéng dwa thi théi.
Tuy nhién, ¢ 2 khach hang phan anh cong chic goi ¥ nén cé boi dudng dé hé so
dwocC gidi quyét nhanh hon (xem chi tiét tai Phu luc)

Ddi véi nhitng co quan, don vi phuc vy tt, khach hang ciing chan thanh
khen ngoi, d6ng thoi cling c6 gdp ¥ cu thé ddi véi nhitng trudng hop con han ché.

“Can biéu dwong, khen ngoi tinh than, thdi do lam viéc hoa nhd, than thién cua
déi ngii nhdn vién Kho bac Nha nwée Khanh Son” - Y kién cia mot khach hang
da giao dich KBNN Khanh Son

“Ké todn trwdng khong nén qudt thdo nhdn vién trwde khdch hang, phdi néi
nang nhé nhe, phdi hwéng dan hé so ré rang dé don vi khéng phdi nép ho so
nhiéu ldn” - Gép ¥ cia mot khach hang da giao dich tai KBNN Nha Trang

d) Chi s6 Két qua, tién do giai quyét cong viéc:

O tiéu chi nay, KBNN Cam Lam va Cam Ranh c6 su tién bo dang ké vé chi
sd; trong d6 KHNN Cam Lam tang 3,10%, tu 76,40% lén 79,5%, cao nhat trong
khéi KBNN. KBNN Cam Ranh tang 4,42%, gitt Vi tri thir hai.

Chi s6 Két qua, tién do giai quyét cong viéc

A\

| |
KBNN Cam Lam 70,50%

KBNN Cam Ranh 75,32%

75,80%
75,30%

77,20%
75,28%

KBNN Dién Khanh

I

KBNN Ninh Hoa

|

65%

70% 75%

80%

KBNN tinh —F'S,52‘§3°% N&m 2015
KBNN Van Ninh _—-m%s,43% m Nam 2016
KBNN Khénh Vinh -—';ﬁé%f%
KBNN Khénh Son -—Wﬂ 75,40%
KBNN Nha Trang | JL2%6

Biéu do 40: Chi sé Két qua, tién dd giai quyét cong viec KBNN

Con lai 7/9 don vi giam chi sb, kéo theo chi sé trung binh vé Két qua, tién
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d6 giai quyét cong viéc nim 2016 giam nhe so véi nam 2015, tir 74,87% xudng
con 74,78%. Thap nhat 1a KBNN Nha Trang chi dat 71,1%; c6 4/9 don vi chi sb
thap hon muc tiéu chung cua tinh (xem Biéu do 40).

Sau khi di nop hd so cho

0 4 A m Khdng c6 thdng bao gi,
KBNN, 66,95% khach hang cho ChT Ky G B ohn it
iA A 2t hA A A ctra theo ngay hen thi
biét khong phai bo sung ho so 1an 7.69% 10,44% o e,

nao. Con lai 33,05% khach hang
phai bo sung hd so it nhat 01 lan.
Trong s6 d6, 10,44% cho biét
KBNN khoéng c6 thong bao gi, chi
khi dén Bo phan mot cira dé nhan = G el 66 ndi dung d
két qua theo ngay hen thi méi biét nghi b sung

phai bd sung. 28,57% nhan duoc
thong bao bd sung bang dién thoai nhung khong rd rang. 53,30% nhan dién thoai
moi dén Bo phan mot cira dé nhan thong bao bang vian ban. S6 con lai nhan dugc
dé nghi b6 sung bang email.

B Thong bao béng dién
thoai, d& nghi phai bd
sung nhwng khdng roé
rang
Goi dién thoai, moi dén
B6 phan mét clra dé
nhan théng bao béng van
ban

15,58% khéach hang khong duoc

" oang an "9 | hudng dan tra ctu tien do ho so hoac

) huéng dan khong ré rang. Do vay,

5,47% 13,68% ® Hwéng dan khéng Y . \ - . “ A -
’ " 189%  daydd, 6 rang nhicéu truong hop phai goi dién thoai

hoi tham hoic dén truc tiép Bo phan
mot cira dé hoi tham.

= Cén b0, cong chrc 85,68% chi di 01 lan la nhan

duoc két qua, gan 5% nhan két qua qua

mcothebiéttiéndd | chyyén phat nhanh. Con lai 9,68% phai

nao di lai it nhat 02 lan (trong d6 04 trudng

22,74% Tam dwoc

hop phai di lai 03 lan va 2 khach hang cho biét phai di 04 1an m&i nhan duoc két
qua).

So véi thoi han quy dinh thi 94,13% khach hang cho biét nhan dugc két qua
dung va sém han. 5,87% nhan két qua tré han. Trong d6, 20 khach hang cho biét
c6 nhan thong bao nhung khong rd ngdy nao moéi co két qua, 25 khach hang cho
biét khi dén KBNN moi biét chua cé két qua, khong c6 thong bao va khong biét
lac nao moi co két qua. Nguyén nhan tré han, cong chirc cho biét 1a do lanh dao
ban cong tac, di vang hoic do hd so nhiéu nén khong giai quyét kip (xem Phu luc).

e) Chi sé Tiép nhan, xt 1y thong tin phan hdi:

Qua phiéu khao sat, 68,42% khach hang cho biét co quan KBNN c¢6 niém
yét day du, 16 rang thong tin dudng diy noéng va huéng din cach thuc gui phan
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anh, kién nghi khi khach hang c6 nhu cau. 20,21% dénh gia ndi dung thong tin tam
dugc. Con lai 11,16% khong thay c6 thong tin gi lién quan dén noi dung nay.
36,21% khach hang chua tung
thay KBNN ldy y kién vé su phuc vy o Rt Kho Khiin
ciia minh. Trong sd 53 khach hang phién ha

. X X 1,89% )
da tung c6 phan anh, kién nghi doi m Chua that sy
,e \ , ., thuan tién

voi KBNN thi 22,64% danh gia
Tam dwoc

thuan tién, dé dang; 30,19% cho biét
kha thuan loi va 20,75% nhan xét
tam dugc. Con lai, 1,89% cho biét rat
kho khan, phién ha; 24,53% nhan xét = 55; tg:jn tién,
chua that su thuan tién. 396 khach

hang chua timg gop v, kién nghi thi
trong d6 trén 80% cho biét KBNN lam rat tét, khong co gi phai phan anh, kién
nghi. 1,52% so kién nghi s& bi gay kho dé&; 13,64% rat ngai vi nhiéu phién ha.
4,8% cho biét s& khong nhan dugc phan hoi hodc ¢o tra loi ciing khong giai quyét
duoc gi. Do vay, 6 ndi dung nay, ty I¢ khach hang chua hai long con 14,74%.

Tong hop chung, KBNN Cam Lam dat 76,88%, cao nhat trong nim 2016;
tiép dén 1a KBNN Dién Khéanh. Trong nhom thap nhat 13 KBNN Khanh Son va
Nha Trang, chi s6 twong tGng 13 60,51% va 57,38%. Tat ca cac don vi nganh
KBNN déu c6 chi sé thip hon so v6i ndm 2015, trong d6 c6 dén 7/9 don vi giam
trén 10% va c6 chi s6 & mic Trung binh. Chi s trung binh toan nganh dat 65,21%,
thap hon 11,08% so v&i nam trudc (xem Bicu do 41).

m Kha thuan loi

Chi sé Ti€p nhan, x{r ly théng tin phan hoi
. 8 I | ' 1179,20%
KBNN Cam Lam | | : | | 5 -6’85%
KBNN Dién Khanh | | | — 68,7050 40%
KBNN Khanh Vinh | | | 1 = 66"3{(90,50%
KBNN tinh |2 | | y 65’09' 79,92%
KBNN Ninh Hoa |2 | | 16472 ; 83,76% :am 2212
KBNN Van Ninh |2 | | ; 63,8'02, 43% = Nam
KBNN Cam Ranh |2 | | j 6‘3})%0 8%
KBNN Khénh Son |£ | | T 60'51700 00%
KBNN Nha Trang = 5 '}7,3'8%9: 8% |
0%  20%  40% 60%  80%  100%

Biéu a6 41: Chi s6 Tiép nhan, xir Iy thong tin phan hdi KBNN
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3. Nhitng van dé khach hang chwa hai long va gép y, kién nghi

a) Nhitng van dé khach hang chua hai long:

Trong 63 khach
hang c6 ¥ kién chua hai
1ong, thi 14 y kién phan
nan diéu kién tiép don,
phuc vu con nhiéu han
ché, rat bat tien khi

Diéu kién tiép don, phuc vu nhiéu han ]

ché, rat bét tién khi giao dich

Cong chire thudng dua ra yéu cau hd so |

khéng dung quy dinh, gay phién ha

Tha tuc qua réc rdi, phrc tap, mét nhidu |

thoi gian 1am hod so

Viéc céng khai, minh bach théng tin rat ]

kém

Co quan khang cAu thi tiép thu va khic |

10

14

giao dlCh 10 khach phuc han ché 7
héng chua hai l(‘)ng vi Két qua giai quyét cong viéc cham tré 7
Cf)l’lg chuc thu’(‘)‘ng dua Thai d6 phuc vy, giao tiép kém 7

ra yéu cau ho so khong 0 2 4 6 8 10 12 14

ding quy dinh, gay
phién ha; 9 nguoi cho biét thu tuc qua rac réi mat nhiéu thoi gian, va cong khai,
minh bach thong tin rat kém. Nguyén nhan khac 1a do giai quyét cong viéc cham
tré, thai do giao tiép kém va co quan KBNN khong cau thi tiép thu va khac phuc
han ché.

Ngoai ra con nhiéu van dé khac can phai cai thién, khiac phuc dé KBNN thuc
hién t6t hon chitrc ning, nhiém vy dugc giao va tao thuan loi hon cho khach hang
(xem Phu luc).

b) Nhitng gop ¥, kién nghi dé KBNN phuc vy tt hon:

Gop y cua khach hang d6i véi cac don vi KBNN tai tinh tap trung vao
nhitng van dé sau:

- Quan tam dau tu co so vat chat, trang thiét bi; b tri hop 1y hon cac khu
vuc lam viéc, giao dich; trién khai giao dich truc tuyén.

- Nang cao chéat luong website, ting cudng thong tin, huéng dan khach
hang, nhat 1a khi c6 thay doi, diéu chinh vé chinh sach, thu tuc, biéu mau.

- T6 chuc tap huén cho céc co quan, don vi, dia phuong; nang cao nang luc
va uu tiéu bd tri cong chirc ¢6 nghiép vu tot dé giao dich, giai quyét cong viéc cho
khach hang, théng nhat trong viéc huéng dan hé so, tranh tinh trang di lai, bo sung
nhiéu lan; linh hoat hon trong viéc phdi hop hoan thién hd so, diéu chinh cac
chung tu, to khai.

- Pon gian hoa thu tuc, biéu miu va thuc hién dang quy dinh thu tuc; giai
quyét hd so dung han, rat ngan thoi gian giai quyét; khong doi hoi cac gidy to
khong can thiét.
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- Pd c6 théng bdo phdn cong nhiém vy, chirc danh cia cha tai khoan, ké

toan trwong va da dang ky chit ky roi thi khéng nén doi héi quyét dinh bo
nhiém chizc danh ké todn trueng niza, trie khi cé thay doi ké toan trueng
- Mong rdng cong chirC VUi Vé, Niém NG, than thién NVéi khdach hang khi
deén giao dich. Khi biéu mdu thay doi thi kho bac théng bdo kip thoi dé don vi
thuec hién diing quy dinh, giam bét thoi gian di lai va dé ton kém gidy to
- Nén ¢6 sw thong nhdat trong quy dinh chi tiéu, kiém sodt thanh todn vi
dd cé truong hop bé phdn chuyén mén khéng dong y nhung khi goi dién thogi
trao doi Véi lanh dao thi lai dwoc Chcfp nhdn thanh toan.
Mot s6 gop v d6i voi KBNN

67



V. CHI SO HAI LONG NGAN HANG NHA NUOC

1. Chi s6 hai long

Chi s6 hai long nim 2016 ctia Ngan hang Nha nuéc chi nhanh tinh Khanh
Hoa dat 73,74%; thap hon muc tiéu 75% ma tinh dt ra tai K&é hoach CCHC nim
2016. Trong 6 tiéu chi danh gia thi ca 6 tiéu chi déu giam diém; trong d6 giam
manh nhat 1a Diéu kién tiép don va phuc vu (-9,62%), tiép dén 1a Tiép nhan, xu 1y
thong tin phan hoi (-8,57%).

Bang 8. Chi s6 hai 1ong Ngan hang Nha nuéc

Tiéu chi Nam 2016 | Nam 2015 | Tang/giam

Tiép can dich vu 68,11% |  72,61% -4,50%
biéu kién tiép dén va phuc vu 72,70% 82,32% -9,62%
Thu tuc hanh chinh 76,14% 81,16% -5,02%
Su phuc vu cua can b, cong churc 81,84% 85,22% -3,38%
Két qua, tién do giai quyét cong viéce 75,00% | 76,09% -1,09%
Tiép nhan, xt 1y thong tin phan hoi 68,65% 77,22% -8,57%
Chi s hai long 73,74% | 79,10% -5,36%

C6 3 tiéu chi thap hon 75% va khong co tiéu chi nao dat mac T6t trén thang
do chi s6 hai long (xem Biéu do 42).

Tiép nhan, x& 58 650
thong tin phan
hoi

o, Tiép candich vu
72,61% 100%
2%iéu kién tiép

68,11%
RN 82,3
\ doén va phuc vu ==o==Nam
72170% 2016
09 el NAM
2015
,16%

# Tha tuc hanh
7 6,14% chinh

X > 2(570,\ Y
Két qua, tien do
gidi quyét con .

viéc %6'

N

81,84%~85,22%
Sw phuc vu clia
céan bg, cong
chire

Biéu d6 42. Chi s6 hai long NHNN — 6 tiéu chi

Vé Tiép cdn dich vy, trong s6 37 khach hang tra 1oi phiéu khao sat thi ty I¢
khach hang biét thong tin vé dich vu cong do NHNN cung cép théng qua 1-2 hinh
thirc thong tin. Trong d6, 48,65% la qua website, cac kénh thong tin dai ching,
43,24% 1a do cong chirc gidi thiéu, hudng dan; 37,84% qua bang niém yét tai tru
s&; 35,14% qua hoi nghi, d6i thoai. Cac hinh thuc thong tin khac chua thuc su phd
bién ddi véi khach hang (nhu email, tng dung di dong, to roi,...).
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Vé noi dung thong tin,
‘ 24.32% khach hang cho ring hau
® Hau nhw khéng c6 " , R . n .

10,81% thong tin nhu khong c6 thong tin, thong tin
31 mThengtninengady | khong ddy du. 10,81% chua hai long
Tam duoo vé chat luong thong tin. NHNN da
‘ quan tam hon dén viéc giai dap

B Théng tin kha day y < A . N
dd vuéng mac vé dich vy cong cho
mThong tinrdtady i | khach hang, vai 97,3% khach hang
nhan duoc tu van khi ¢6 nhu cau.
Pong thoi, cong chitc NHNN ciing
d3 chi dong hon trong viéc tim hiéu va cung cap kip thoi thong tin theo nhu cau

khach hang (91,89% danh gia tich cyc).

Vé Diéu kién tiép don, lam viéc, 72,97% khach hang nhan xét phong lam
viéc, giao dich véi khach hang rong rai, thoang mat, khang trang; 8,11% danh gia
tam dugc. Trong khi do, 18,92% khach hang cho réng con chat hep, chua thuan
tién, lac hau. Miac du vay, NHNN ciing d4 quan tdm dén vi tri ngdi giao dich giita
khach hang véi cong chitc nén hau hét danh gia tét.

24,32%

Trong cac trang thiét bi phuc vu khach hang, NHNN d3 quan tdm bd tri chd
dé xe, ghé ngdi cho, ghé ngdi 1am viéc, quat va may lanh, nudc udng cho khach,
bang niém yét, théng bao. Do vay, 81,01% danh gia & mic kha day da. Tuy nhién,
18,92% khach hang cho ring con thiéu thon, chua thuén tién, do vay can quan tdm
b sung thém cac thiét bi can thiét khach nhu: mdy tinh tra ctu tha tuc, may scan
hoic photocopy, bang huéng dan sir dung cong trinh phu,....

Vé thu tuc hanh chinh,
56,76% khach hang nhan xét ndi
dung thong tin thu tuc hanh
chinh dwoc cong khai day du,
16,22% cling danh gia muc tam
dugc. Tuy nhién, 13,51% nhan
xét hiu nhu khéng c6 gi va mot = Thong tin kha oy
ty 1& twong tu cho biét con thiéu = Thong tin rét dy
rat nhiéu thong tin can thiét. Va “
c6 dén 24,32% khach hang chua
hai long vé chat luong thong tin tha tuc hanh chinh, con so sai, kho hiéu.

® Hau nhw khéng cé
13,51% &

o, MThiéu rat nhiéu
13,51% thong tin can thiét

16,22% 4 Tam durgo

V& thanh phan hd so thu tuc, dai da s nhan xét khong co gi phirc tap hoac
don gian, hop 1y (94,6%). Cac biéu mau hd so twong ddi d& thuc hién (97,3%).
Piém tich cuc khac 1a toan bd khach hang déu danh gia huéng dan thu tuc cua
cong chue 1a thong nhat véi quy dinh.
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Khi hd so chua hoan chinh,
mHuongddnbang | 72,97% duoc cong chirc hudng dan

miéng, khéng rg") , . A ~
13,51% rang, khong théng dung theo quy dinh, tuy vay ciing
nha

13,51% o can quan tam chan chinh mét so
m Hwéng dan bang )

phiéu (theomau), | trirong hop thuc hién chua phu

72,97% nhwng céng chirc . R
‘ / khong ky xacnhan | hop. 62,16% chi di mot lan 1a nop
dintbong tnrar | 40T ho s0; 18,92% ndp ho so truc
ouihe congchie | tuyen qua mang Internet. Con lai
Ot y Xac o X
nhan 18,92% khach hang phai di it nhat
02 lan; trong d6 36,36% la do thuc
hién chua ding huéng dan thu tuc, con lai 1a do cong chirc huéng dan khong 1o
rang, théng nhat; mdi lan yéu cau bd sung mét noi dung, lan sau dua thém noi
dung khac. Sau khi nop hd so, 03 khach hang khong nhan dugc phiéu bién nhan;

01 trudng hop cd phiéu bién nhan nhung khong ghi ngay tra két qua.

V& Thdi dg phuc Vu Ciia cdn bé, cong chirc, 51,4% khach hang cho biét duoc
cong chire don tiép ngay khi dén giao dich, khong phai cho doi. 45,9% cho biét
phai cho khong lau 1am. 100% khach hang nhan xét viéc tiép nhan ho so 1a minh
bach, cong bang, khong c6 van dé gi. 2 khach hang phan anh c6 tinh trang cong
chtrc nhan hd so ngoai co quan, 1 trudng hop phan anh cong chuc gigi thiéu lién
hé dich vu dé lam thu tyc,

Vé thai d6 phuc vu, giao tiép, 21,6% khach hang nhan xét tam duoc, con lai
danh gia tan tinh, lich su, hoa nha. 75,7% danh gia cong chic lam viéc nhanh
chéng, chuyén nghiép, con lai danh gia & mac tam duge. 6 khach hang cho biét
trong qua trinh giao dich, cong chirc khong doi hoi gi, dua thi nhan, khong dua thi
thoi, van giai quyét cong viéc. 83,8% cho biét, cong chirc khong doi hoi, dua ciing
khong nhan va dé nghi khach hang khong chi khoan gi ngoai phi, 1& phi da quy
dinh.

Vé Két qud, tién dé gidi quyét cong viéc, 62,16% khach hang khong phai bd
sung hd so sau khi da tiép nhan. Con lai, 29,73% phai bb sung 01 lan va 8,11%
phai bo sung hd so 02 1an. Co truong hop yéu cau bo sung qua dién thoai, noi dung
khong o rang; 01 truong hop khi dén Bo phan mot cira dé nhan két qua theo ngay
hen thi mai biét ho so can bo sung. 10,8% khach hang cho biét khong duoc cong
chic huéng dan tra ciu tién d6 ho so hodc huéng dan khong ré rang. Do vay,
27,3% phai goi dién thoai va 16,22% phai dén truc tiép Bo phan mot ctira dé hoi
tham.

59,5% khéach hang chi dén Bo phan mot ctra 01 1an 1a nhan duoc két qua giai
quyét; 18,9% nhan két qua qua duong buu chinh; con lai 21,6% phai di 02 1an méi
co két qua. 97,3% khach hang nhan dugc két qua dang va sém han, trong d6 sém
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han 1a 8,1%. Cac truong hop sém han déu nhan duogc dién thoai moi dén nhan két
qua.

Vé Tiép nhan, xu 1y thong tin phan hdi, 97,3% khach hang cho biét NHNN
c6 niém yét cong khai théng tin dudng diy ndng va huéng dan day du cach thuc
giri phan anh, kién nghi. Tuy nhién, dang luu y 1a 54,05% khach hang cho biét
chua tirng dugc NHNN Iy v kién vé su phuc vu ctiia minh, trong khi day 1a kénh
phan héi thong tin rat hitu ich dé cai tién chat lugng dich vu cong.

Trong s6 37 khach hang
dugc khao sat, thi c6 2 khach
hang da tung gui phan anh, 3,03%
kién nghi va déu nhan xét rat
thuan lgi, dé dang. Con lai 35
nguoi chua tung c6 phan anh,
Kicn nghi thi da so 1a do NHNN Lo it 6. Ko 6
lam rat tot, khong c6 gi phai gi phai kién nghi
kién nghi (84,85%); con lai mot
s6 khach hang chua that sy an
tam vai két qua phan hoi va 01 trudong hop ngai phién ha.

3,03%

= Rét ngai, vi nhiéu
phién ha

m C6 gWi kién nghi cling
khong duoc tra 10i
C6 tra 10 ciing khong
gidi quyét duogc gi

2. Nhitng van dé khach hang chwa hai long va gép y, kién nghi

a) Nhirng van dé khach hang chua hai 1ong:

Cam nhan chung vé su phuc vu cia NHNN trong nim 2016, hau hét khach
hang déu hai 10ng hoic rat hai long. Chi c6 03 ¥ kién chua hai long, trong d6 01
khach hang chua hai long vé su minh bach thong tin va 02 khach hang danh gia
chua cau thi tiép thu y kién va khac phuc han ché.

b) Cac gbp ¥, kién nghi dbi véi NHNN:

Chi ¢4 01 dé nghi trang bi thém may lanh dé phuc vu khach hang.

71



V1. CHI SO HAI LONG NGANH THUE
1. Chi s6 hai long chung

Nam 2016, c6 4/9 don vi thudc nganh thué co chi s6 hai long ting so voi
nam truéc. Trong do, ting cao nhit 13 Chi cuc thué Khanh Son, véi muc ting
5,73%; tir 69,72% 1én 75,45%. Tiép dén 1a Chi cuc thué Khanh Vinh, ting 5,15%
S0 Vi nam trudc (xem Bang). Tuy nhién, 05 don vi giam diém, trong d¢6 Chi cuc
thué Ninh Hoa va Cam Ranh giam trén 6% so v&i nim trude; kéo theo chi sb trung
binh nganh thué dat 75,06%, giam nhe 0,77% so véi nam 2015 va van giir duoc
muc tiéu nam 2016 cua tinh.

Bang 9. Chi s6 hai 1ong nganh thué

STT Pon vi Nam 2016 | Nam 2015 | Tang/giam
1 | Cuc thué tinh 73,84% 72,08% 1,76%
2 | Chi cuc Thué Cam Lam 80,70% 80,05% 0,65%
3 | Chi cuc Thué Cam Ranh 73,89% 80,34% -6,46%
4 | Chi cuc Thué Dién Khanh 74,36% 77,84% -3,49%
5 | Chi cuc Thué Khanh Son 75,45% 69,72% 5,73%
6 | Chi cuc Thué Khanh Vinh 79,50% 74,35% 5,15%
7 | Chi cuc Thué Ninh Hoa 74,26% 80,29% -6,03%
8 | Chi cuc Thué Nha Trang 71,06% 71,65% -0,59%
9 | Chi cuc Thué Van Ninh 74,84% 78,07% -3,22%

Trung binh chung 75,06% 75,83% -0,77%

Trong 9 don vi, Chi cuc thué Cam Lam vuot 1én dan dau voi chi sb hai long
80,70%; ké tiép 1a Chi cuc thué Khanh Vinh véi 79,50%. Chi cuc thué Nha Trang
tiép tuc dung cudi trong cac don vi nganh thué (xem Biéu d6 43). C6 3 don vi chi
s6 dat trén 75%, con lai 6 don vi thap hon muc tiéu chung ma tinh dé ra nim 2016.

Chi sé hai long nganh thué

Chi cuc Thué Cam Lam AI : : I ) 8%09%%
Chi cyc Thué Khanh Vinh | : ) 74,35% » b9,50%
Chi cyc Thué Khanh Son |2 | 'Iﬁq R 75 45%
Chi cyc Thué Van Ninh I | | '|74,8:1‘VZ8 07% 3
Chi cuc Thué Dién Khanh | : Sy a3 P Nam 2015
Chi cuc Thué Ninh Hoa |2 | —agen | Nam 2016
Chi cyc Thué Cam Ranh (3 | ey | S
Cuc thué tinh IL | | 1 72 95"@1%
Chi cuc Thué Nha Trang '7{,106650 b

60% 65% 70% 75% 80% 85%

Biéu d6 43. Chi s hai long nganh thué
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Trong 6 tiéu chi danh gia thi c6 3 tiéu chi tang diém gom Tiép can dich vy,
Sy phuc vu cua can bd, cong chic va Két qua, tién do giai quyét cong viée. 3 tidu
chi con lai giam diém so v&i nam 2015, trong d6 Tiép nhan, xu 1y thong tin phan
hoi giam dén 6,86% (xem Biéu do 44).

=== Nam 2016

=== Nam 2015

Biéu dd 44: Chi sb hai long nganh thué - 6 ti¢u chi

2. Chi s6 hai long trén 6 tiéu chi danh gia

a) Chi sb Tiép can dich vu:

O tiéu chi ndy, c6 5 don vi cai thién chi s6 so v6i ndm trude, trong d6 Chi
cuc thué Khanh Son, Khanh Vinh ting manh véi muc ting twong tng 13 13,19% va
11,57%; kéo theo chi s6 trung binh dat 70,19%. Tang 2,61% so véi nam 2015. Hau
hét cac don vi co chi s6 dat muc Kha, din dau la Chi cuc thué Cam Lam véi
75,75%; tiép dén 1a Chi cuc thué Khanh Son véi 74,69%.

Chi sd Tiép can dich vu

Chi cuc Thué Cam Lam
Chi cuc Thué Khanh Son
Chi cuc Thué Khanh Vinh

Chi cuc Thué Nha Trang

Chi cuc Thué Van Ninh :

Chi cuc Thué Ninh Hoa 8 £2658% = Ném 2016

Chi cyc Thué Dién Khanh | sy 68507

Cuc thué tinh | et 8%,

. X 0,
Chi cuc Thué Cam Ranh 66, 724,0’6“
T

T T T

2 75,75%
74,699
74,29%

Nam 2015

T T

50% 55% 60% 65% 70% 75% 80%

Biéu d6 45: Chi s6 Tiép can dich vu nganh thué
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Riéng Chi cuc thué Cam Ranh dat 66,87%, muc Trung binh theo thang do.
Trong 9 don vi thi chi ¢6 Chi cuc thué Cam Lam dat trén 75% (xem Biéu db 45).

Két qua khao sat cho thdy, da sb khach hang biét duoc thong tin vé dich vu
cong do co quan thué cung cép théng qua 1-3 hinh thic (68,43%). Con lai 31,57%
khach hang tiép can véi nhiéu hinh thirc thong tin phong phu hon.

Céc hinh thirc théng tin dich vu cong nganh thué

Bang niém yét tai tru s& ] 7,01%
Céng chire gii thidu, huéng din | 53,09%
Qua website (trang tin dién tt), bao, dai | 44,46%
Cung cép tai liéu tai ban viét hd so | 39,43%
Hoi nghi, cudc hop, déi thoai | 37,769

Qua email, cac (rng dung di dong | 32,60%
Man hinh théng bao tai co quan | ,38%
Bang ron, pand tuyén truyén | ,73%
T& roi hwéng dan | 4,64%

Hinh thirc khac |8 2,32%

0% 10% 20% 30% 40% 50% 60% 70%

Biéu dd 46: Cac hinh thirc thong tin dich vu nganh thué

Qua khao sat, nhiéu khach hang ciing dé nghi b sung thém cac hinh thirc
thong tin hitu ich khac nhu: cac cudc thi tim hiéu thué; dai phat thanh — truyén
hinh; tra 10i thic mac truc tuyén trén website; cung cdp thong tin qua email, cac
tng dung di dong; to roi hudng dan; giri tai liéu; hoi nghi, cudc hop, d6i thoai; hop
thon tuyén truyén dén tan nguoi dan.

NOi dung thong tin duoc

m Théng tin rat

cung cip nhin chung kha day du S0 sa, kho
iéu
VOl 70,1% khach hé_l’lg danh glél 0 7,35% 5 80% m Théng tin so

mac chip nhan dugc dén rat tht. __902%  SahKnomed
Con 29,9% chua that su vira y. Vé
chat luong thong tin, da s6 khach
hang nhan xét rd rang, dé hiéu
(77,88%); 9,02% nhan xét tam
duoc; con lai trén 13% chua that
su hai 1ong. Khach hang ciing dé
nghi co quan thué can cap nhat cac thong tu, nghi dinh, luat theo ting loai thué;
ché d9, chinh sach vé thué theo dic thu cua dia phuong.

Tam dwoc

10,44%
m Kha rg rang,
dé hiéu

= Rét 6 rang,
dé hiéu
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Nam 2016, khach hang
ghi nhan nhiing nd luc vuot
bac cta co quan thué trong
viéc tiép nhan, giai dap kip
thoi nhitng vuéng mac vé co
ché, chinh sach thué (78,87%

“Cén bo ct lam viéc cong khai, minh bach, huéng
dan tan tinh. Tuy nhién, can bd moi thi thd o,
huéng dan rat hoi hot, khi duoc hoi lai thi c6 thai
do khong vura long, cau c6 va giai thich qua loa” —
Nhén xét d6i véi Chi cuc thué Nha Trang

khach hang danh gia tir tot dén rét tot).

thoi,

khé luong”

“Rat mong dugc Cuc Thué tinh
Khanh Hoa c6 thong tu, nghi
dinh ndo méi xin guai mail vé
don vi biét dé thuc hién kip
tranh truong hop nop
cham, khong biét thuc hién
cham, sai, din dén tinh trang

Sy chu dong trong viéc tim hiéu va giai
dap kip thoi cac nhu cdu thong tin cho khach
hang ciing dugc thuc hién rat tét véi 94,72%
khach hang ghi nhan. D6 1a nhimg diém ndi bat
gitip chi sd Tiép can dich vu nganh thué cai
thién hon so véi nam 2015. Tuy nhién, cling
can quan tdm thém céac kién nghi cta khach
hang dé tiép tuc cai thién chat lugng dich vu.

b) Chi s6 Biéu kién tiép don va phuc vuy:

Panh gia vé phong lam viéc Bo phan mét cira co quan thué, 76,29% khach
hang nhan xét, rong rai, khang trang, thoang mat; 22,42% danh gia tam duoc; sb it
(1,26%) chua hai long. Hau hét khach hang danh gia vi tri ngdi giao tiép véi cong
chtc rat thoai mai, thuan tién. Tuy nhién, cling con don vi bi khach hang phan anh
khong c6 ghé ngdi 1am viéc, chi ding, hoi qua 6 kinh, khom lung doi tra loi (Chi
cuc Ninh Hoa); dién tich tiép xtic truc tiép véi cong chirc con hep (Cam Lam);
khong c6 vi tri ngdi lam viéc giao tiép voi cong chic (Khanh Son).

Khi dén giao dich tai Bo phan
mot cira, 34 khach hang cho biét rat
it nguoi dén giao dich; 75,8% nhan
xét s6 luong khach dén giao dich
vira phai; 89 truong hop cho biét rat
dong hodc qua tai. Vé trang thiét bi
tiép don va lam viéc tai BO phan
mot ctra, 59,15% khach hang déanh
gia rat tot; 27,32% danh gia kha day
du; tuy nhién tai mot sé co quan

m Hau nhw khéng cé
2,96% 10,57% gi

m Con thiéu thén,

27,32% chwa thuan tién

Trang thiét bj kha
day da

m Trang thiét bi rat day
du, thuan tién

R4t day du, thuan
tién, hién dai

thué chua day du, con rat thiéu thén.
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Nhiing trang thiét bi can quan tam bo sung thém gdm: may vi tinh ndi mang

dé tra ciru thong tin, tha tuc; may scan hoic photocopy; nuéc udng cho khach hang
va khay to roi tai liéu huéng dan, tham khao; cac bang huéng dan.

Két qua chung nam 2016, c6 02/9 don vi ting chi s6 Diéu kién tiép don,
phuc vu gém Chi cyc Cam Lam va Chi cuc Khanh Son; 7 don vi con lai giam
diém, trong d6 co 4 co quan giam trén 6% gdm Chi cyc Ninh Hoa, Cam Ranh,
Dién Khanh, Van Ninh. Cac don vi con lai bién dong khong dang ké. Chi sé trung
binh dat 76,59%; giam 2,62% so v&i nim 2015 (xem Biéu d6 47)

A\

Chi s6 Diéu kién tiép dén, phuc vu

Chi cuc Thué Cam Lam

Chi cuc Thué Ninh Hoa

Chi cuc Thué Khanh Vinh

Cuc thué tinh

|

|

Chi cuc Thué Cam Ranh 78,08fy§

|

77,52%
77,43%

76,83%
76,16%

|

|

Chi cuc Thué Dién Khanh

|

8
75,79%

Chi cuc Thué Van Ninh

|

Chi cuc Thué Khanh Son

|

74,47

0,50%
72,00%

%

Chi cuc Thué Nha Trang

71,24%
70,87%

3,75
85,6

85,6
79,16%

4,19

2,00%

81,20%

50%

70%

(]
8%
2%

%

Nam 2015
m Nam 2016

90%

Biéu d0 47: Chi s6 Piéu kién tiép don va phuc vu nganh thué

¢) Chi s6 Thii tuc hanh chinh:

Ve cong khai thu tuc hanh chinh, 67,01% danh gia ndi dung tha tuc hanh
chinh dugc co quan thué cong khai day du; 13,27% danh gia tam duoc. Tuy nhién,
con 19,72% chua hai 1ong vi ndi dung thong tin con it, chua day du.

14,56%

13,53%

® Thong tin rat so
sai, khé hieu

B Théng tin so sai,
khé hiéu

Tam duwoc

m Kha ro rang, dé
hieu

m R4t rd rang, dé
hiéu

Vé chat lugng théng tin,
49,23% danh gia rat rd rang dé
hiéu, 14,95% ciing nhan xét kha
tot. Nhung van con trén 22%
chua hai long vi thong tin thu tuc
con kho hiéu, so sai. Nhitng noi
dung thong tin can tiép tuc ra
soat va bd sung thém gém: dich
vu chuyén phat nhanh, danh muc
thu tuc mac do 3.4; cach thuac tra

ctru két qua hd so; cac bieu mau dién sin dé tham khao.
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Vé thanh phan ho so,
hau hét khach hang danh gia
don gian, hop ly, khong c6 gi
phuc tap (94,07%), con lai mot
s6 khach hang danh gia con
phic tap, co loai gidy to khong
can thiét, nhu: gidy uy quyeén,
mau diang ky phuong phép tinh

m Chua tirng thay hudng
dan, chi ndi la chwa day
dad, phai lam lai

m Hwéng dan béng miéng,
khong r6 rang, khong
thong nhat

4,51% 8,38%

6,44%

Huwéng dan bang cach
ghi vao t& giay nao do
tién tay lay dwoc

m Huéng dén bang phiéu

(theo mau), nhwng céng
chire khdng ky xac nhan

thué GTGT dé dugc gia han s
dung, chirng nhan dang ky kinh
doanh, bang ké mua dau vao

m Béng phiéu hwéng dan,
thong tin rét cu thé, cong
chirc mot clra ky xac
nhan

trong ngay khong can phai ghi
tén nguoi ban, dia chi, s6 CMND;... V& to khai biéu mau, hau hét khach hang
danh gia don gian, da thuc hién. 97,81% khach hang danh gia huéng dan thi tuc
ctia cong chic thué 1a théng nhat, ding quy dinh. Tuy nhién, viéc huéng dan hoan
thién ho so ban dau cho khach hang con nhiéu truong hop chua thuc hién ding quy
dinh (gan 47%). S6 lwong ho so phai di lai 02 1an tro 1én mai ndp duoc hd so con
dén 12,24%, trong d6 van con phan anh di lai tir 3 — 4 lan tré 1én. Diém tich cuc 1a

ty 1€ khach hang ndp ho so dién tir kha cao so véi cac linh vue khac (25%).

5,39%

2,99%
12,57% \

m Do thue hién chua
dung hwéng dan

1 Do cong chtre hwdng
dan khong r6 rang, day
da

M&i Ian cong chirc chi
yéu cau bd sung mot
ndi dung, 1an sau dén
yéu cau bd sung tiép

m Lan trwdc cong chire
yéu cau ndi dung nay,
I&n sau dén cong chirc
lai noi khac

Trong sb cac truong hop
phai di lai nhiéu lan, da sb 1a do
thuc hién chua dung huéng dan
tha tuc (79,04%). Con lai 1a do
cong chic huéng dan chua dat
yéu cau, trong d6 con tinh trang
huéng dan chua day du, rd rang
va thdng nhat. 4,09% khach
hang chwa duoc cip phiéu bién
nhan hd so hoic phiéu bién nhan
chua ding quy dinh.

Tong hop, chi s trung binh vé Thu tuc hanh chinh nim 2016 ciia nganh
thué dat 77,02%. C6 4/9 don vi gia tang chi S0, trong d6 mirc ting ctia Chi cuc thué
Khanh Son va Khanh Vinh kha tét (mirc ting twong tGng 1a 8,64% va 9,99%). Co
6/9 don vi dat muc ti€éu 75% 6 ti€u chi nay.

Tuy nhién, Chi cuc thué Dién Khanh giam chi s6 kha manh, tir 81,07%
xudng con 69,14% (xem Biéu db 48).
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Chi s& Thi tuc hanh chinh

Chi cuc Thué Khénh Vinh | 4 s4,37%
Chi cuc Thué Cam Lam | PO 1o
Chi cuc Thué Khanh Son 1 °81,319
Chi cuc Thué Ninh Hoa | ST
Chi cuc Thué Van Ninh | 76605 o mNam2015
Chi cuc Thué Cam Ranh 1 761085 O = Nam 2016
Cuc thué tinh 1 77321? %%
Chi cuc Thué Nha Trang 1 ;gg ‘%
Chi cuc Thué Dién Khanh | o4% | SH07?

40% 50% 60% 70% 80% 90%

Biéu d6 48: Chi s6 Thi tuc hanh chinh nganh thué

d) Chi s6 Su phuc vu cua can bo, cong chic:

O tiéu chi nay, c6 4/9 don vi tang chi sd, trong d6 Cuc thué tinh, Chi cuc
thué Khanh Vinh c¢6 muc tang trén 7%. Chi cuc thué Khanh Vinh dat 88,46%, cao
nhat nganh thué; tiép dén 1a Chi cuc thué Cam Lam. Thap nhat 1a Chi cyc thué Nha
Trang, dat 75,04%. Toan bd cac don vi thudc nganh thué déu dat muc tiéu tinh dé
ra ¢ tiéu chi nay; c¢6 03 don vi chi s6 trén 84%, dat muc Tot trén thang do chi sb
hai 1ong (xem Biéu d6 49). Chi s6 trung binh vé Sy phuc vu caa can bo, cong chiic
nam 2016 dat 81,82%, tang 0,87% so v&1 ndm 2015.

Chi s6 Sy phuc vu chia cén bd, cdng chirc

Chi cuc Thué Khanh Vinh /: : : :' - 14;2—' 88,46%
Chi cuc Thué Cam Lam | | | SO
Chi cuc Thué Van Ninh &% 05%

Cuc thué tinh : | L IA 237 2 81,40%

Chi cyc Thué Ninh Hoa | | | T oo L% N?m 2015
Chi cuc Thué Khanh Son | | | LZ820%, 239 = Nam 2016
Chi cuc Thué Dién Khanh =|797§£3'28%

Chi cuc Thué Cam Ranh 1 ) 79,35% ! 87,03%
Chi cuc Thué Nha Trang 1 7755,'(%4?%{

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

Biéu d0 49: Chi s6 Sw phuc vu ciia cin bd, cong chirc nganh thué

Tra 1oi phiéu khao sat, 95,75% khach hang cho biét khi dén giao dich duoc
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cong chuc thué tiép don ngay, khong phai cho doi hodc cho doi khong 1au 1am.
Mot s6 truong hop phai chd doi 14 do cong chic ban tiép nguoi dén trude, giai
quyét cong viéc rat ban (tuy nhién ciing c6 phan anh cong chirc 1lam viée riéng
hodc ving mat — xem Phu luc). 97,94% cho biét viéc tiép nhan hd so 1a minh bach,
cong bang hoic khong co van dé gi bat thuong. Tuy nhién, dang luu ¥ 13 1,42%
khach hang phan anh cong chirc nhan hd so ngodi co quan va 7,47% gip trudong
hop cong chuc giéi thiéu lién hé dich vu hoic ngudi quen dé 1am thu tuc.

Vé thai d6 phuc vu, 77,71% khach hang danh gia cong chuc rat lich su, hoa
nha, tan tinh; 10,1% nhan x&t tam dugc; con lai 2,19% chua hai long. K¥ ndng giao
tiép co chuyén bién tich cuc khi hau hét khach hang nhan duogc twong tac dung
muc tir phia cong chtrc. 72,81% khach hang nhan xét cong chuc thué 1am viéc
nhanh choéng, chinh xac, chuyén nghiép; 25,77% danh gia tam duogc. Trong qua
trinh giai quyét cong viéc, 81,19% khach hang cho biét khong doi hoi gi, kién
quyét khong nhan va dé nghi khach hang khong chi khoan gi ngoai phi, 18 phi dugc
quy dinh; 18,04% khach hang cho biét cong chirc khong doi hoi, dua thi nhan,
khong dua thi thoi van giai quyét ho so. Tuy nhién, c¢6 6 khach hang phan 4nh gap
truong hop cong chirc dé nghi bdi dudng (xem chi tiét tai Phu luc).

d) Két qua, tién do giai quyét cong viéc:
Qua khao sat, 70,23%

A A ‘A A Khéng co thdng bao gi,
khach hang cho biét khong " chi ki dén BO phan

Ve LR A e ot ctra theo ngay h
phai bo sung ho so sau khi da thimoibit

nop. 26,42% phai bd sung hd
so 01 lan va 3,35% phai bo
sung tir 02 lan tré 1én. 21,88%
truong hop bd sung khong
nhan dugc thong bao gi, chi
khi ¢én Bo phan mot cua theo = GUi email c6 ndi dung
L L, d& nghi bd sung

ngay hen thi méi biét phai bo

sung hd so. 16,67% nhan thong
bao qua dién thoai nhung khong rd rang. Con lai nhan dugc email thong bao hoac
cong chiic goi dién thoai moi dén Bo phan mét cira dé nhan thong bao bang vin
ban.

m Théng béo bang dién
thoai, d& nghi phai bé
sung nhwng khéng rd
rang

Goi dién thoai, moi dén
B6 phan mét clra dé
nhan théng bao béng
van ban

64,43% khach hang duoc cong chic huéng dan rd cach thuc tra ciu tién do
hd so va 6,44% co thé biét tién d6 hd so bat cir lac nao. Tuy nhién, c¢6 6,83% khach
hang khong nhan dugc sy huéng dan hodc khong day du, 16 rang. 80,93% khéach
hang chi ¢én Bo phan mot cira 01 lan 1a nhan duoc két qua. 15,59% nhan két qua
qua dudng chuyén phat nhanh. Con lai 3,48% phai di it nhat 02 1an méi co két qua.
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m Co, rét nghiém tuc
va cau thi

m C6 théng bao nhwng
khong hen lai ngay
nao mai co két qua

DPén co quan méi

khong c6 théng bao
va khéng biét chirng
nao mai co két qua

biét chwa co két qua,

Vé thoi han giai quyét,
88,79% khach hang nhan két qua
ding hen; 6,83% khach hang nhan
duoc két qua som han va tré han
chi chiém 4,38% (nhu vay ty Ié
phan anh hd so tré han giam so
véi nam trude — 6,85%). Phan 16n
tré han 1 — 2 ngdy, mot sd tré
khoang 1 tuan. Nguyén nhén tré
hen dugc cong chuc giai thich kha

phong pha (xem Phu luc). Pa sb

truong hop nhan dugc thong bao hen lai thoi gian cua co quan thué, rat nghiém tac
va cau thi (59,05%); 16,19% nhan duoc thong bao nhung khong hen lai ngay nao
méi c6 két qua. Tuy nhién, 24,76% khach hang dén co quan méi biét chua co két
qua, khong c6 thong bao va ciing khong biét ngay nao méi co két qua.

Tong hop chung, chi sb trung binh vé Két qua, tién do giai quyét cong viéc
dat 77,20%, ting 1,76% so v&i ndm trude. O tiéu chi ndy, ¢d 6/9 co quan ting chi
s 50 v&i nam 2015; trong d6 Chi cuc thué Dién Khanh tang 6,33%; cac Chi cuc
Khanh Son, Khanh Vinh ting gan 5%. Chi duy nhat Chi cuc thué Nha Trang c6 chi
s6 Két qua, tién do giai quyét cong viéc dat dudi 75%, thap nhat trong nganh thué

(xem Biéu do 50).

Chi sé Két qua, tién do giai quyét cong viéc
Chi cuc Thué Dién Khanh 1 : tm | 80,53%
Chi cuc Thué Khanh Vinh L : g | 822 75 07%
Chi cuc Thué Cam Lam | : | ] 779809@4)%
Chi cuc Thué Cam Ranh |8 | : : 277’3%%3%
Chi oyc Thué Ninh Hoa |5 | — 3 78,01% N&m 2015
Chi cyc Thué Van Ninh |3 b 6:39%, = Nam 2016
Chi cuc Thué Khénh Son |5 I' 0.2 5 500
Cuc thué tinh 7 4752’%%%
Chi cuc Thué Nha Trang 1 :/II—%ZSS%
65%  70%  75%  80%  85%

Biéu dd 50: Chi sé6 Két qua, tién dd giai quyét cong viéc nganh thué

e) Chi s6 Tiép nhan, xtr Iy thong tin phan hoi:

Chi s trung binh vé Tiép nhan, xtr 1y thong tin phan hoi dat 67,93%, giam
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6,86% S0 v&i nam 2015. Pay ciing 1a tiéu chi ma nganh thué giam manh nhat so
v6i ndm 2015 trong 6 tiéu chi danh gia. Trong 9 don vi thi chi c6 Cuc thué tinh va
Chi cyc thué Khanh Son ting nhe S0 V&i ndm trude. Con lai 7 don vi giam diém,
trong d6 Chi cyc thué Ninh Hoa giam dén 21,58%; Chi cuc thué Ninh Hoa giam
17,43%. Chi cuc thué Van Ninh ciing giam trén 10%. Chi duy nhat Chi cuc thué
Cam Lam dat muc tiéu 75% 6 tiéu chi ndy va c6 dén 5 don vi chi s6 & mac Trung
binh (xem Biéu db 51).

Chi sé Ti€p nhan, xtr ly théng tin phan hoi

\

] |
A 0,
Chi cuc Thué Cam Lam 75,36%530,8%

75,77%
3,37%

~J 78,00%
2,84%

|

Chi cuc Thué Khanh Vinh

Chi cuc Thué Dién Khanh

H

,20%

Chi cuc Thué Khanh Son 68,97%

|

Chi cuc Thué Van Ninh 67 16% ~J 78,00% Nam 2015
A | 9 uN&m 2016
Cuc thué finh | R 7, 555,
Chi cuc Thué Nha Trang mﬂjl 94%

e 0,
Chi cuc Thué Cam Ranh 4,28% 81,71%

|

81,20%

Chi cuc Thué Ninh Hoa 59,62% )

45% 55% 65% 75% 85%

Biéu d0 51: Chi s6 Tiép nhan, xir Iy thong tin phan hdi nganh thué

Tra loi phiéu khao sat, 73,58% khach hang cho biét co quan thué niém yét
day du thong tin dudng day nong va cach gui phan anh, kién nghi; 1,91% danh gia
viéc niém yét tam duoc; con lai 8,51% cho biét hau nhu khong c6 thong tin.

37,63% chua ting thiy co
quan thué lay v kién khach hang vé
su phuc vu cua minh; trén 13% cho

m Chua tirng thay

- 2 L, . 14,82%
biét co quan thué c6 thuc hién nhung ’ m C6 Iy y kién
A X \ £ . nhuwng rat so sai,
chua dat yéu cau va da s0 con lal lam cho c6

Tam dwoc, nhwng
ndi dung con it

danh gia thuc hién twong ddi tt. Tuy
nhién, ty I¢ khach hang phan anh N
I ;o7 m No6i dung phiéu

chua ting thay co quan thué lay y 12119 29%  nghiem tic, cau th
kién khach hang nhu trén 1a qua cao, = Phiéu Iy ¥ kién rat
trong khi nganh thué da trién khai o e
ISO nhiéu nim qua. Tuong tng theo
d6, 34,28% khach hang chua ting thiy co quan thué cong khai két qua lay ¥ kién
khach hang.
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C6 10,95% khach hang da ting gai phan anh, kién nghi cho co quan thué va
57,32% trong sé d6 danh gia viéc thuc hién thuan loi, d& dang; 10,98% cho biét
chua that sy thuan tién va cé

0,49% 01 khach hang nhan xét rat kho

A L 5 - A A A i 0
0,65% 12,48% / '?5#. zgabr: SQCkkh'ﬁ”d 5 khan, p‘hlen ha Co? 12,1,| 86,7?;;/0
6,48% . . . chua tirng gui phan anh, kién

m Rat ngai, vi nhiéu . . R R

phién ha nghi thi nguyén nhan co quan
C' "k"" h (] A \ A A A 4 b
oog duoe taiar © | thug lanll rat tot, khf)ng co gi
= C6 tra 1i cling khéng phél kiéen nghl chiém da so
gial quyet duee i (79,90%); tuy nhién cling con

m Lam rat tot, khéng co n Z n n , X
gi phai kién nghi Mot s6 nguyén nhan khac can
dugc nghién ctu cai thién dé
khach hang tin tuéng hon vao

phan hdi cua co quan thué.

Viéc tra 10i phan anh, kién nghi va cong khai noi dung tra loi cho khach
hang 1a mdt yéu cau can phai dugce quan triét thuc hién nghiém tai co quan thué dé
bao dam su minh bach trong tiép nhan, xu 1y thong tin phan hdi (23,07% khach
hang chua ting thay co quan thué thyuc hién cong viéc nay).

3. Nhitng van dé khach hang chwa hai long va cac gop ¥, kién nghi
a) Nhitng van dé khach hang chua hai 1ong:

Tong hop tir phiéu khao sat, co 45 ¥ kién khach hang chwa hai 1ong véi su
phuc vu cta co quan thué, trong d6 nguyén nhan cha yéu 1a: didu kién tiép don,
phuc vu han ché, bat tién khi giao dich (17,78%), viéc cong khai, minh bach thong
tin rat kém (15,56%), tha tuc phtc tap, mat nhiéu thoi gian 1am ho so (13,33%), vé
thai do giao tiép phuc vu, vé tiép thu thong tin phan hoi dé cai thién chat lugng
phuc vu (xem Biéu do 52).

o Diéu kién tiép dén, phuc vu nhidu han.. 17,78%

o Viéc cdng khai, minh bach théng tin rat.. 15,56%

o Co quan khéng cau thi tiép thu va khac.. 13,33%
o Théi d6 phuc vu, giao tiép kém 33%
o Tha tuc qua réc rdi, phirc tap, méat nhiéu. . 33%
o Két qua giai quyét cong viéc cham tré

0 Cong chirc thworng dwa ra yéu cau hd so'..

o Khac

0% 5% 10% 15% 20%

Biéu d0 52: Nhirng van dé chwa hai long nganh thué
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poéng thoi, qua phiéu khao sat, khach
hang ciing phan anh nhiéu van dé rat cy thé tir “Mdy anh chi ¢é chii trén Chi
kinf) nghiém lam Vi,éC, giao dich véi CO quan  cyc Thué [Van Ninh] déu rdt
thu¢ (nhu Cuyc thue ,tinf‘], Chi cuc thu§ Nha  1han thien va luon gitp do
Trang, Khanh Son), rat can nghién ctu tiép thu  z6ng ddn doanh nghiép rdt
(xem Phu luc). Nhiig co quan, cong chiC dd  nhigr 7inh” — Nhan xét cua
phyc vy tét cho khach hang, ciing duoc sy ghi  khach hang déi véi Chi cuc
nhan va danh gia cong tam, tich cyc (nhu Chi  thyé Van Ninh
cuc thué Cam Ranh, Khanh Vinh) can tiép tuc .
phat huy.

b) Nhitng gop ¥, kién nghi dé nganh thué phuc vu tét hon:

Niam 2016, nganh thué 12 mot trong nhitng nganh nhéan dugc rat nhiéu goép y
ctia khach hang (xem Phu luc). Vi mong mudn nganh thué phuc vu ngay cang tét
hon cho nguoi déan, to chic, doanh nghiép, cac gop ¥, kién nghi cia khach hang
tap trung vao cic nhom van dé sau:

- Khi c6 thong tu, nghi dinh méi, can thong bao ngay cho ngudi nop thué dé
biét va thuc hién kip thoi, tranh truong hop nop cham, khong biét thyc hién cham,
sai dan dén tinh trang kho luong.

- Pon gian hoa, giam gidy to, s6 luong hd so phai ndp va théng nhat trong
huéng dan thu tuc hanh chinh; bdi dudng nghiép vu va ning cao ning luc cho cong
chtc thué dé hudng dan khach hang va giai quyét hd so nhanh chong, chinh xac
hon.

- M& rong giao dich dién tu, truc tuyén dé giam thoi gian di lai cho khach
hang; giam sé luong ho so phai nop (phan anh cua khach hang d6i véi Chi cuc
thué Nha Trang: Khi Doanh nghiép nép céng van hay hé so thué hic ndao thué ciing
giiz 1 bg, doanh nghiép giir 1 bg nhung khi thué Kiém tra thi lai yéu cau doanh
nghiép cung cdp lai nhiing gidy to do, tai sao thué khéng kiém tra hé so lwu giir tai
co quan thué?).

- Can bo can than thién, cdi mo, vui vé dé cac don vi doanh nghiép khong bi
ap luc va thoai mai khi di giai quyét ho so (Chi cuc thué Nha Trang can luu ¥ chan
chinh thai d9, 1& 16i 1am viéc cua cong chic Bo phan tuyén truyén va hd tro ngudi
nop thué).

- Quan tam chan chinh doi ngii can bo thué dia ban; xem lai mac thué vi
chua hop 1y (thué khodn), c6 muc thué phu hop véi dic thu dia ban mién nui.

- Quan tam tra loi cy thé, Kip thoi, thoa dang ddi vai nhitng phan anh, kién
nghi, vuéng mac cua khach hang. Tang cuong trang thiét bi lam viéc, phuc vu
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khach hang, nang cip ha ting cong nghé thong tin dé bao dam giao dich thong
sudt.

“Khi doanh nghiép héi thi chi ré rang, ditng c6 yéu cau doc Théng tw vi don
Vi dd doc Thong tw roéi ma khong hiéu nén méi héi. Chi cuc Thué ma tra 1o
vay thi Chi cuc Thué cting khong nam ré dwoc van dé” - Y kién ctia mot khach
hang c6 giao dich tai Chi cuc thué Nha Trang
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Phan IV

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

I. CHI SO HAI LONG CHUNG

Chi sb hai long trung binh nim 2016 cua khdi UBND cép huyén giam
1,12% so véi nam 2015, tir 76,45% xudng con 75,33%. Trong 8 don vi thi c6 4
don vi cai thién chi sb, trong d6 UBND Dién Khanh va Khanh Vinh c¢6 mirc ting
gﬁn 4%: con lai 04 don vi c6 két gua kém hon so v&i nam trude, trong d6 UBND
thanh phé Cam Ranh giam 7,10% va UBND thanh phé Nha Trang giam 5,8%
(xem Bang).

Bang 10. Chi s6 hai 1ong UBND cap huyén

STT Pon vi Niam 2016 | Nam 2015 | Ting/giam
1 | UBND huy¢én Cam Lam 75,14% 74,27% 0,87%
2 | UBND thanh pho Cam Ranh 72,27% 79,37% -7,10%
3 | UBND huyén Dién Khanh 78,59% 74,72% 3,87%
4 | UBND huyén Khanh Son 75,90% 75,01% 0,89%
5 | UBND huyén Khanh Vinh 78,51% 74,84% 3,67%
6 | UBND thi xa Ninh Hoa 77,80% 78,48% -0,68%
7 | UBND thanh phé Nha Trang 72,60% 78,40% -5,80%
8 | UBND huyén Van Ninh 73,02% 75,94% -2,92%

Trung binh 75,33% 76,45% -1,12%

UBND huyén Dién Khanh dtmg dau khéi UBND cap huyén véi chi s6 dat
78,59%; tiép dén 1a UBND huyén Khanh Vinh véi 78,51%. UBND thanh phé Nha
Trang va thanh phé Cam Ranh nam ¢ nhém cubi véi chi s6 dat trén 72%.

Chisd hé/illbng 2016 - UI?IaND cap huyén

UBND huyén Dién Khanh ﬂﬁ 59%
UBND huyén Khanh Vinh ﬂ7 51%
UBND thj xa Ninh Hoa _F’ﬁ 0%
UBND huyén Khanh Son _ﬁ%’, f
UBND huyén Cam Lam _#“752,,7{’{‘{%
UBND huyén Van Ninh _H?,o’z%s'%%
UBND thanh phé Nha Trang ”W' TEA0%

UBND thanh ph Cam Ranh 72.27% 9,37%

60% 70% 80% 90%

Biéu d6 53: Chi s6 hai long UBND cap huyén
So v&i muc tiéu tinh dé ra cho nim 2016 thi ¢6 3 don vi chua dat gom: Van
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Ninh, Nha Trang va Cam Ranh (xem Biéu d6 53).

Trong 6 tiéu chi danh gi, thi chi co tiéu chi Tiép can dich vu cai thién 1o rét
S0 V6i nam trudc V6i mie ting 7,19%; 5 tiéu chi con lai déu giam chi sb, trong do
Tiép nhan, xu 1y thong tin phan hdi giam tir 78,63% xudng con 72,11%. Chi sb
trung binh cua 3 tiéu chi chwa dat muyc tiéu 75% cua tinh, gom: Tiép can dich vy;
Két qua, tién d6 giai quyét cong viée; va Tiép nhan, xir 1y thong tin phan hdi (xem
Biéu db 54)

Biéu dd 54: Chi s6 hai long UBND cap huyén — 6 tiéu chi

I1. CHI SO HAI LONG TREN 6 TIEU CHI PANH GIA

1. Chi sé Tiép can dich vu

Véi murc ting 14,04%, UBND huyén Dién Khanh dan dau khbi UBND cap
huyén vé chi sé Tiép can dich vu véi chi sé dat 79,51%:; tiép dén 1a UBND thanh
phd Nha Trang véi chi s6 dat 74,83%. Tat ca cac don vi cap huyén déu gia ting chi
s6 d6i voi tiéu chi nay (xem Biéu db 55).

Chi s6 Tiép can dich vy
UBND huyén Dién Khanh /: : : i 65,46% ey 79,51%
UBND thanh phé Nha Trang I I : | ! I““,A’? 4,83%
UBND huyén Cam Lam | Essss ! “"L:“" 1 73,73%
UBND huyén Khanh Vinh | ESsssss : ‘“'| s - 78,25% NAm 2015
UBND huyén Khanh Son | Esss Lbd20 p 1 78,25% = N&m 2016
UBND huyén Van Ninh | 'A 23578 18%
UBND thanh pho Cam Ranh | s : LR'&”%,OS%
UBND thi xa Ninh Hoa — : Iﬁ)"’l/qlo,:t)G% |
50% 55% 60% 65% 70% 75% 80%

Biéu d6 55: Chi s6 Tiép can dich vu UBND cép huyén
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Chi sb trung binh vé Tiép can dich vu cia UBND céap huyén dat 73,96%,
ting 7,19% so v6i ndm 2015. Diéu nay cho thdy UBND cac huyén, thi xa, thanh
phd di quan tdm nhiéu hon dén viéc céng khai, minh bach thong tin vé dich vu
cong dén ngudi dan, to chire, doanh nghiép.

Két qua khao sat ciing phan anh, hinh thirc thong tin dich vy cong tai UBND
huyén Khanh Son, Khanh Vinh va thi xa Ninh Hoa chua that sy phong phu, khach
hang nhan dugc thong tin théng qua 1 — 2 hinh thirc, chi yéu 13 bang niém yét tai
B6 phan mot cira va cung cap tai liéu tai ban viét ho so. Cac hinh thirc khac nhu: to
roi, website, hoi nghi, dbi thoai, ung dung di dong chwa duge khach hang tiép can
nhiéu.

Do vay, khach hang dé nghi can tiép tuc ting cuong cac hinh thirc thong tin
nhu: tuong tac, huéng dan qua website, qua email va cac ung dung di dong, tuyén
truyén, tap huan (d6i véi UBND thanh phd Nha Trang); bang céac tiéu pham (khach
hang tai Cam Ranh); cung cap thém tai liéu tai ban viét hd so, c6 to roi hudng dan
(d6i voi UBND huyén Khanh Son, Khanh Vinh).

Noi dung thong tin dugc cung cap tai mot sé don vi ciing chua day da, chi
yéu 1a thong tin thu tuc hanh chinh, do vay khach hang dé nghi bo sung thém quy
ché tiép dan, bb tri thém 01 ctra giai quyét don khiéu nai (d6i véi UBND thanh phd
Nha Trang), tht tuc nha dat (tai Cam Ranh), thong tin vé& hd so tiép nhan trong
ngay, hd so chd bo sung, hd so cho tra két qua (tai Dién Khanh), thong tin quy
hoach, quy tic giao tiép (ng xir, phi, 1& phi dat dai (tai Khanh Son), cach thirc thuc
hién tha tuc hanh chinh (tai Khanh Vinh).

Vé chat luong thong tin duoc cung cap, 14,9% danh gia so sai, khé hiéu; tap
trung cha yéu & Khanh Son, Khanh Vinh, Van Ninh, Ninh Hoa.

Piém dang ghi nhan 1a can bd, cong chuc tai UBND cip huyén di tich cuc
hon trong viéc huéng dan, giai dap vuéng mac vé thong tin co ché, chinh sach, tha
tuc cho ngudi dan, véi 96,28% khach hang danh gia kha tdt. 94,08% khach hang
cling cho biét cong chirc da chii dong hon trong viéc tim hiéu nhu cau thong tin cta
nguoi dan dé cung cap, giai dap kip thoi.

2. Chi so Piéu kién tiép don va phuc vu

So véi nam 2015, chi s trung binh vé diéu kién tiép don, phuc vu cua
UBND cap huyén giam 3,29%, tir 80,38% xudng con 77,08%. Trong 8 don vi thi
c¢6 05 don vi giam diém, trong d6 danh gia ctia khach hang d6i véi UBND thanh
phé Cam Ranh giam 12,58%; tir vi tri cao nhat nam 2015 xudng vi tri thap nhat
trong nam 2016, chi s chi dat 72,35%. O tiéu chi nay, chi s6 cia UBND thanh
phd Nha Trang ciing giam 9,10%. Trong khi d6, mic d6 hai long cua khach hang
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d6i vai Piéu kién tiép don, phuc vu cia UBND cac huyén Dién Khanh, Khanh
Vinh ting 1én 5 rét va cung dat trén 81% (xem Biéu do 56).

Chi s6 Diéu kién tiép dén, phuc vu

UBND huyén Khanh Vinh 20%

UBND huyén Dién Khanh ,76%

UBND huyén Khanh Son

0

UBND huyén Cam Lam Nam 2015

,94%
6 m Nam 2016

UBND thi xa Ninh Hoa

UBND thanh phé Nha Trang 3,97%

UBND huyén Van Ninh ?17'43%%,0"

UBND thanh phé Cam Ranh 72,35% ]

184,93%

65% 70% 75% 80% 85%

Biéu dd 56: Chi s6 Piéu kién tiép doén va phuc vu UBND cap huyén

Panh gia vé dién tich phong lam viéc B phan mot cra UBND huyén Khanh
Vinh, 72,67% khach hang nhan xét rong rai, khang trang, thoang mat. Ty I¢ nay
d6i v6i UBND huyén Dién Khanh 13 77,06%. Trong khi d6, ciing tiéu chi thanh
phan nay, UBND thanh phé Cam Ranh va thanh phé Nha Trang dat ty 1¢ twong
tmg 13 44,58% va 57,79%. Co dén 55,42% khach hang danh gia dién tich phong
lam viéc Bo phan mét cira thanh phd Cam Ranh & mic tam dugc hodc con chat
hep. Con mot ty I€ kha 16n khach hang danh gia Bo phan mot cua caa Nha Trang
(44,81%) va Cam Ranh (29,52%) 1a kha dong hodc qua tai.

Vé phuong tién phuc vu tiép don va lam viéc, hau hét khach hang phan anh
Bo phan mot cira cac dia phuong di bd tri kha day da ghé ngdi cho, ghé ngdi lam
viéc, ban viét, quat va mdy lanh, chd dé xe cho nguoi dén giao dich, bang tén Bo
phan mot cua, cac bang niém yét va lich lam viéc. Tuy nhién, cling con khach hang
phan anh 1a chd ngdi giao dich, lam viéc giira khach hang véi cong chic con bét
tién vi: khdach hang thuong xuyén phai dung lam viéc (Nha Trang), qua dong
ngueoi, trong khi nhdn vién giao dich it (Cam Ranh), ché giao tiép thdp va phdi
ditng dé trao doi, khodng cdch giita hai bén chwa hop Iy (Khanh Vinh). Téng hop
chung, trén 13% khach hang van chua hai 10ng véi co so vat chat, trang thiét bi tai
UBND céap huyén.

3. Chi s6 Thii tuc hanh chinh

O tiéu chi ndy, c6 4/8 don vi tang chi s6 S0 véi nam 2015, trong d6 UBND
huyén Khanh Son va Khanh Vinh c¢6 muc tang trén 3%, UBND huyén Cam Lam
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va thi xd Ninh Hoa c6 cai thién nhung chua dang ké. 04 don vi con lai giam chi s6
thi UBND huyén Van Ninh va thanh phé Nha Trang giam manh trén 10%, UBND
thanh phé Cam Ranh ciing giam dén 7,79%; kéo theo chi s6 trung binh Thu tuc
hanh chinh cia UBND cép huyén giam 2,58% so vé&i nim 2015. Véi chi s6 hai
long dat 80,41%, UBND thi xa Ninh Hoa dan dau khdi UBND cap huyén, tiép dén
la UBND huyén Khanh Vinh. UBND huyén Van Ninh dat 66,67%, mac Trung
binh, thdp nhat trong cac don vi cap huyén. C6 4/8 don vi chua dat muc tiéu tinh
dé ra ¢ tiéu chi nay (xem Biéu do 57).

Chi sé Thi tuc hanh chinh

1 | |
UBND thi xa Ninh Hoa #‘?@?&&
UBND huyen Khann Vinh | Sl 72 o
) 0,
UBND huyen Khan Son | St 73 s
o ea et ] 78,52%
UBND huyén Dién Khénh # T855% Nam 2015
R R 72,399 <
UBND huyén Cam Lam 73,03% m Nam 2016
e i 0,
UBND thanh phé Cam Ranh Fﬁlfoﬁ”“’

A 0
UBND thanh pho Nha Trang 70,37% 80,61%

77,30%

UBND huyén Van Ninh 66177%

50% 60% 70% 80%  90%

Biéu d0 57: Chi s6 Thii tuc hanh chinh UBND cap huyén

Danh gia vé noi dung thong tin thi tuc hanh chinh duoc UBND cip huyén
cong khai dén khach hang, c6 tong s6 20,50% khach hang danh gid hdu nhw khéng
¢6 gi hodc thiéu rat nhiéu théng tin. Con sb cu thé ddi véi Nha Trang 13 32,47%;
Cam Ranh 1a 28,31%; Khanh Vinh 1a 24%. Trong khi do, ty I1¢ khach hang c6 cung
danh gia nay doi véi UBND thj xa Ninh Hoa 1a 11,7%.

Vé chat luong thong tin, 69,15% khach hang cia UBND thi x4 Ninh Hoa
nhan xét rat rd rang, dé hiéu. Trong khi d6, dbi véi UBND huyén Van Ninh, chi co
18,82% cung nhan dinh nay. Chat luong théng tin cling can duoc UBND thanh
phd Nha Trang quan tdm thém khi c6 dén 36,36% khach hang danh gia so sai, kho
hiéu. Tong hop chung, c6 dén 19,13% khach hang chwa hai long véi chat luong
thong tin thi tuc hanh chinh ma cac don vi cap huyén cung cap.

Nhan xét vé thanh phan hd so tha tuc hanh chinh & UBND cap huyén, co
94,68% khach hang cho rang khong cé gi phic tap, don gian, dé thyc hién. Ty 18
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khach hang danh gia thanh phan hd so phac tap, nhiéu loai giay to khong can thiét
chi 5,32%.

Tuy nhién, néu xét theo timg don vi cu thé thi ty & nay phan hoa rd rét.
Theo d6, dbi véi UBND thanh phé Nha Trang, c6 14,94% khach hang nhan xét
thanh phan hd so c6 nhiéu loai gidy to phic tap, khong can thiét hoac vo 1y. Trong
khi, ty 1€ nay tai Khanh Vinh la 9,33%; Cam Ranh la 7,83%; Ninh Hoa Ia 3,72%;
con UBND huyén Dién Khanh khong nhan dugc phan anh nao thuéc nhom nay.

Qua phiéu khao sat, nhitng loai gidy to khong can thiét hoic bat hop 1y duoc
phan anh bao gdm: ban sao ching thuc mot s loai gidy to, mot sé loai to khai linh
vuc dat dai (Nha Trang), hop dong thué nha phai c6 ban chinh s6 do, gidy xac nhan
tai san riéng, to khai thu nhap ca nhan, gidy (?) xac nhan dia chi (Cam Ranh),
chtrng minh nhan dan va ho khau, gidy khai sinh caa con khi thuc hién tha tuc me
chia dat cho con (Khanh Son), gidy to lién quan dén ddi twong bao tro xa hoi
(Khanh Vinh). Ngudi dan cling phan anh c6 nhiéu loai to khai, biéu mau doc di,
doc lai nhiéu 1an van khong hiéu, rudm ra khong nhé dugc.

Piém tich cuc 1a hau hét khach hang nhan xét, cong chirc hudng dan thua tuc
théng nhat véi quy dinh, tinh trang hudng dan khong dung véi quy dinh chi chiém
2,58%. Tuy nhién, tai Cam Ranh ty 1& nay con dén 6,62%.

Khi hd so chua hoan chinh, 57,93% khach hang duoc cong chirc mot cura
huéng dan bang phiéu hwdéng dan véi théng tin rdt cu thé va ky xdc nhdn dé tién
doi chiéu khi bé tiic ho so. Tuy nhién, 3,42% khach hang cho biét chura tirng thdy
hwéng dan, chi néi la chwa day du, phdi lam lai; 10,71% cho biét cong chtrc hudng
dan bang miéng, khéng ré rang va théng nhat; 11,24% phan anh cong chirc huéng
dan bang cach ghi vao to gidy nao dé tién tay lay dwoc; va 16,70% cho biét co
huéng dan bang phiéu nhung cong chac khdng ky xdc nhdn trén phiéu. Nhu vay,
c6 dén 42,07% phan anh viéc hudng dan hoan thién ho so da khong dugce cong
chirc mot ctra thuc hién theo dung quy dinh cia UBND tinh,

So Vi s6 liéu tong hop chung néu trén, viéc thuc hién tai timg don vi co
nhitng khac biét dang ké. Tai Khanh Vinh, ty & khach hang phan anh huéng dan
khong ding quy dinh 1a 30,67%; Cam Ranh la 42,20%; Nha Trang la 62,34%0;
Van Ninh 1a 94,12%; Ninh Hoa la 16,49%; Dién Khanh la 15,58%; Khanh Son la
44% va Cam Lam 1a 34,30%. Nhu vay, can phai ra soat va chan chinh ngay tinh
trang nay.

C6 22,63% khach hang cua UBND cap huyén phai di lai tir 02 1an tro 1én
méi nop duoc hd so. Ty 1& nay & Cam Lam 1a 13,61%; Dién Khanh 1a 15,89%;
Ninh Hoa 14 13,83%; Van Ninh chi chiém 8,82%; trong khi d6 Nha Trang 52,60%;
Cam Ranh 28,31%; Khanh Son 1a 28%; va Khanh Vinh 24,67%. Trong s6 khach
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hang phai di lai nhiéu lan, 55,86% la do thuc hién chua ding huéng dan thu tuc;
con lai 1a do cong chirc huwdong ddn khéng day du, ré rang (27,24%); moi lan cong
chirc chi yéu cdu bé sung mét ngi dung, lan sau yéu cau bé sung thém néi dung
khdc (10,54%), hém truée yéu cau bé sung ngi dung nay, hém sau dén cong chirc
lai néi khdc (6,36%). Con dén 104 truong hop (7,90%) khach hang phan anh
khéng dwoc cdp Gidy tiép nhdn hé so va hen tra két qud hodc c¢é nhung khéng
diing quy dinh; cht yéu xay ra & Nha Trang, Cam Ranh va Khanh Son. Ty 18 khach
hang nop hd so truc tuyén tai UBND cap huyén con rat thap, chi dat 3,34% trong
s6 1.317 khach hang duoc khao sat.

4. Chi s6 Sw phuc vu ciia can bd, cong chirc

Khi d&n giao dich tai UBND
cap huyén, 14,81% khach hang cho 14,81% 258% 4 489
biét dugc cong chirc don tiép ngay,
khong phai cho doi hoic hau nhu
khong phai cho doi (38,95%). C6
39,18% cho biét phai cho nhung
khong 1au lam. Tuy nhién, co trén 7% = Buc cong chite don ép
khéach hang cho biét van phai chd doi

® Phai cho doi rat lau

m Chd doi kha lau
39,18%

Phai ché khéng lau [am

m Hau nhw khéng cé

kha 1au, ty 1¢ nay & Nha Trang 1a cao nhét, vi 22,73% khach hang phan anh.

Nguyén nhan cua tinh trang phai cho doi, khach hang phan 4nh chu yéu 1a
do sb lwong giao dich qua dong, cong chuc giai quyét khong kip, khach hang phai
cho t6i luot (chi yéu 1a tai Nha Trang, Cam Ranh, Ninh Hoa). Tuy nhién, ciing con
phan anh cong chirc di tré, vé som, 1am viéc cham chap hoic 1am viéc riéng, nghe
dién thoai qua lau (xem Phu luc).

97,80% khach hang cho biét viéc tiép nhan hd so tai Bo phan mot cira 1a
minh bach, khach quan va cong bang, hoic chua c6 van dé gi khién khach hang
ban khoan. Chi ¢6 29 khach hang phan 4nh chwa cong bang hoic con uvu tién quen,
than, c6 truong hop chen ngang dong cho cia khach hang (xem Phu luc). Co 41
khach hang phan anh cong chtic nhan hd so ngoai co quan va 86 khach hang phan
anh cong chuc gioi thiéu lien hé véi dich vu hodc nguoi quen dé 1am tha tuc hanh
chinh (khong c6 phan anh d6i voi UBND huyén Van Ninh vé van dé nay).

m Chao héi than thién

V& tinh than, thai do phuc vu
cua cong chuc, 71,37% khéach hang
danh gia tan tinh, lich su, hoa nhda;
25,06% nhan xét tam duoc. S chua
hai long chi chiém 3,57%, tuy

41,38% 37,13%

m M&i ngdi
D& nghij théng cam vi
cho doi lau

m Hai tham nhu ciu
cong viéc

A X . o 49,05%
nhién, da so truong hop nay roi vao 15,11% = D& nghi vui long chey
dé kiém tra hd so
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nhom khach hang cia UBND huyén Cam Lam, Khanh Vinh, Khanh Son, Cam
Ranh va Nha Trang. Két qua khao sat ciing cho thay, hau hét cong chtrc con han
ché vé k§ niang giao tiép, tng xir v6i nguoi dan, to chac, doanh nghiép; nhitng
hanh vi giao tiép, tng xtr théng thudng chua tré thanh né nép trong ddi ngii cong
chtrc, nhat 13 tai B phan mot cura.

Trong nim 2016, khong c6 phan 4nh tiéu cyc, nhiing nhiéu tai UBND céc
huyén Dién Khanh, Cam Ranh, Ninh Hoa, Van Ninh. Déi véi cac don con lai, co
phan anh cua khach hang vé tinh trang nhiing nhiéu, tiéu cuc khi giai quyét cong
viéc, trong d6 gay git va btic xtic nhét 1a tai UBND huyén Khanh Son va thanh
phé Nha Trang (xem Phu luc).

Téng hop chung, chi sé trung binh vé Sy phuc vu cia can b, cong chirc cua
UBND cép huyén dat 79,87%, giam 0,82% so v&i nam 2015. Trong 8 don vi thi
UBND thi xa Ninh Hoa tiép tuc gia ting chi 6, voi 87,17%, dung dau cac huyén,
thi xa, thanh phd; tiép dén 1a UBND huyén Khanh Vinh véi 84,53%; day 1a 02 don
Vi ¢6 chi 6 & mtc Tét. UBND thanh phd Cam Ranh va Nha Trang chua dat muc
tiéu chung cua tinh & tiéu chi nay va nam trong nhom thap nhat, chi sé giam manh
S0 V6i nam trude. Chénh 18ch giita don vi cao nhat va thap nhat 1én dén 13,56%
(xem Biéu d6 58).

Chi s6 Sy phuc vu ctia cén bd, cdng chirc
A | 1 l|
0,
UBND thj xa Ninh Hoa 84.8§7/,17%
41 | '
. . j 78'15%
UBND huyén Khanh Vinh : : I ! } 84,53%
UBND huyén Khanh Son s?c%szfyf
11 | |
. ) 80,80%
UBND huyén Van Ninh 19 : : J 179,69% N&m 2015
o a . ) 77,04% .
UBND huyén Dién Khanh ) 79,34% Nam 2016
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UBND huyén Cam Lam 76'97(3{96%
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3 ) %
UBND thanh ph6 Cam Ranh | By s 54 82,09%
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Biéu d0 58: Chi s6 Sw phuc vu ciia cin bd, cong chirc UBND cip huyén

5. Chi s6 Két qua, tién dd giai quyét cong viéc

3/8 don vi ¢6 chi $6 ting so v6i ndm trudc, trong d6 UBND thi x4 Ninh Hoa
tang 3,43%, tir 75,38% 1én 78,80%. Tuy nhién, c6 dén 4/8 don vi giam chi sd,
trong 46 UBND thanh phé Nha Trang giam dén 7,28% ¢ tiéu chi nay; kéo theo chi
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sb trung binh gidm 0,7%. C6 5 don vi chua dat muc ti€éu 75% ma tinh dat ra; chénh
léch giira don vi cao nhat (Ninh Hoa) véi don vi thap nhat (Nha Trang) xap xi 11%
(xem Biéu db 59).

Chi s6 Két qua, tién do giai quyét cong viéc

A | | |
UBND thj x& Ninh Hoa Bas 5 209
s et | ,38%
UBND huyén Dién Khanh 75,97%
UBND huyén Khanh Vinh Ly

UBND huyén Cam Lam _#& 2% o Nam 2015

UBND huyén Van Ninh | #—7'%577‘0 = Nim 2016
UBND huyén Khanh Son _ #773 ’3970;/;’

UBND thanh phé Cam Ranh | HW' 7385%

UBND thanh phé Nha Trang AT 75,04%
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Biéu d6 59: Chi s6 Két qua, tién dd giai quyét cong viéc UBND céap huyén

Tra loi phiéu khao sat, c6 63,02% khach hang cho biét khong phai bd sung
ho so sau khi d& ndp. Con sd phai bo sung ho so it nhat 01 1an trg 1én chiém dén
36,98%. Ty 1& nay cao nhat tai Nha Trang (62,34%), tiép dén Khanh Son
(61,33%), Cam Ranh (58,43%). Thap nhat 1a Van Ninh, véi chi 11,18% khach
hang phai bo sung ho so.

Trong sé cac khach hang phai bo sung hd so, thi ¢6 dén 52,16% phan anh
viéc dé nghi bd sung cua cong chirc khong dung theo quy dinh (trong do, 28,42%
cho biét khdng nhin dwoc théng bdo gi, chi khi dén Bé phdn mét cira theo ngdy
hen tra két qud thi méi biét hé so phdi bé sung; 23,74% nhan duoc dién thoai
thong bao nhung ndi dung khong ré rang, thong nhat). Ty 1é nay & Cam Ranh I3
50,46%; Nha Trang la 53,95%; Dién Khanh la 53,66%; Khanh Son la 46,30%;
trong khi UBND tinh da chi dao phai khac phuc triét dé tinh trang niy (xem Cong
vin 3443/UBND, Chi thj s6 19/CT-UBND va nhiéu vin ban chi dao khac).

12,83% khach hang cho biét hoan toan khong nhén dugc hudng dan cach
thirc tra ctiu tién do ho so hodc huéng dan khong day du, rd rang. Do vay, con dén
870 khach hang muén biét tién do hod so phdi dén tdn noi hodac goi dién thogi héi
tham B phdn mét cira, 1am mat thoi gian di lai nhiéu 1an, trong khi tng dung Phan
mém mot cira dién tir cho phép thuc hién viéc nay rat dé dang.

Dé nhan dugc két qua giai quyét, 81,91% khach hang chi dén Bo phan mot
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ctra 01 lan, va 48 khach hang nhan duoc két qua qua dudng chuyén phat nhanh.
Con lai, 14,44% phai di tir 02 Ian tro 18n, trong d6 45 nguoi phai di tir 3 — 4 lan.

Nguyén nhan di lai nhiéu 1an (theo giai thich ctia cong chirc) vo cing phong
phu, trong d6 nhiéu nguyén nhan chua that sy thuyét phuc nhu: chua c6 ngudi ky
hd so, can phai bo sung, hd so nhiéu, ldnh dao di hop (Khanh Son), qua tai, ho so
chua chuyén téi, thiéu hoac thira gidy to, can bd co trach nhiém di cong tac hoic
tham chi khong giai thich (Nha Trang), chua xong, dua nham so d6 cho nguoi
khac, co quan khac dang kiém tra, giai thich long vong, bat bé nguoi dan ai goi
dién thoai chua ma 1én, trong khi dting ngay hen dan 1én (Cam Ranh), nguoi tra hd
so nghi 1am nén khéng ai tra hd so (Van Ninh), cong tac dot xuat, may hong
(Khanh Vinh). Ty Ié khach hang phai di lai nhiéu 1an méi nhan duoc két qua con &
muc cao dang bao dong dbi véi Nha Trang (48,05%) va Khanh Son (19,33%),
Khanh Vinh (16,67%).

So Vi thoi han quy dinh, ¢6 90,51% khach hang nhan duoc két qua dung va
sém han; 9,49% nhan két qua tré han.Trong @6, ty 1 khach hang c6 hd so tré han
tai Cam Ranh 1én dén 24,10%; Nha Trang 17,53%. Nhiéu truong hop tré han ca
thang, c6 ho so dat dai giai quyét nhiéu nim chua c6 két qua (xem chi tiét tai Phu
luc). 52,23% khach hang trong s6 d6 khong dugc thong bao hd so tré han va hen
lai thoi han tra két qua, khong biét ching nao méi cé két qua.

6. Chi s6 Tiép nhan, xir 1y thong tin phan hoi

Chi s6 trung binh vé Tiép nhan, xir Iy thong tin phan hoi dat 72,11%, thap
nhét trong 6 tiéu chi danh gia va giam 6,52% so v4i nam 2015. Trong 8 huyén, thi
x4, thanh pho thi chi ¢6 Dién Khanh ting so véi nam trude, con lai 7 don vi giam
diém; trong d6 Cam Ranh, Cam Lam, Ninh Hoa c6 méc giam chi s6 kha manh
(twong tng 1a 14,09%; 9,42% va 9,55%).

Chi sd Tiép nhén, xtr ly théng tin phan héi

UBND huyén Dién Khanh #7% &%

UBND huyén Khanh Vinh |y /¢ (53

UBND thanh phé Nha Trang wﬁ'ﬂf 5
s ] J 81,10%

UBND thi xa Ninh Hoa | S 71,55% Nam 2015

UBND huyén Cam Lam *W’ 79,88% m Nam 2016

UBND thanh phé Cam Ranh 1—|W

UBND huyén Van Ninh | SSSy co 5% 1"

UBND huyén Khanh Son 68,08% 75,92%

50% 60% 70% 80%  90%

Biéu d6 60: Chi s6 Tiép nhan, xir Iy thong tin phan hdi UBND cap huyén
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UBND huyén Dién Khanh c6 chi sé dat 76,62%, cao nhat & tiéu chi nay; tiép
dén 1a UBND huyén Khanh Vinh véi 76,19%. UBND huyén Khanh Son va Van
Ninh nim trong nhom thap nhat. Tong cong co 6/8 don vi chua dat muc tiéu 75%
cta tinh (xem Biéu do 60).

Tra 16i phiéu khao sat, nhiéu khach hang (10,55%) phan anh khong thay cac
don vi cap huyén niém yét thong tin dudng day néng va cach thuc giri phan anh,
kién nghi hodc c6 niém yét nhung thiéu nhiéu thong tin. Ty Ié nay ¢ Dién Khanh 1a
1,18%; trong khi d6 & Khanh Vinh 1a 9,33%, Khéanh Son 1a 12%, Cam Ranh la
17,5% va Van Ninh 1a 21,18%.

11,77% khach hang cho biét chua ting thdy UBND cap huyén lay y kién vé
su phuc vu cia minh (ty 18 khach hang phan anh dbi v&i Ninh Hoa 1a 35,1%).
29,23% cho biét ¢ thuc hién lay y kién nhung rat so sai, lam cho c6. Ty Ié nay &
Cam Ranh 1a 39,16%; Nha Trang 1a 33,12% ; Dién Khéanh 1a 64,12% ; Cam Lam la
78,1%. Viéc cong khai két qua lay ¥ kién khach hang ciling rat kém vai ty 18 trung
binh khach hang chua hai long 13 34,93%.

Trong s6 1.317 khach hang

mNéuphananh, | duoC khao sat thi 131 nguoi da ting

kién nghi sé bj L. , , X .
gay kho dé gui phan anh, kién nghi cho UBND
0, R’{t ., i h.;\ A A \ A A J4 L4 ‘A
5,00% “onenta | cap huyén va hau hét danh gia viéc

coenvenngy | tuC hién twong doi thuan loi, dé
6 guv I(Jen nghi ] ,

cgngkhongduee | dang. Con lai da s khach hang chua
mCotalbicing | tung giri phan anh, kién nghi thi
khéng giai quyét

duoc gi 61,57% cho biét cac co quan 1am rat
'kﬁg}gﬁ@fg, onai | tOt, khong co gi phai kién nghi. Con
ién nghi lai 23,98% ngai bi gay kho dé hoic

viéc thuc hién nhiéu phién ha. S

con lai chua tin tudng vao két qua phan hdi caia UBND cap huyén.

Ty I¢ khach hang cam nhan chua tich cuc dac biét cao & Van Ninh (ty 1€
ngai gay khé dé&, phién ha va khong tin tudong vao két qua phan hdi chiém dén
94,12%; trong khi ty & phan anh 14 rat tot, khong c6 gi phai kién nghi chi chiém
5,88%); tai Nha Trang (33,77%) va Cam Ranh (58,4%). Trong khi d¢, da s6 nhiing
khach hang di ting gui phan anh, kién nghi cho biét UBND céap huyén tra loi
tuong dbi nhanh, rd rang va minh bach (chiém 87,22%).

I11. NHUNG VAN PE KHACH HANG CHUA HAI LONG VA GOP Y,
KIEN NGHI

1. Nhitng van dé khach hang chwa hai long

Trong 233 y kién khach hang phan anh nhiing van dé chua hai long ddi véi
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su phuc vu cia UBND cip huyén, thi vin dé gay buc xtc nhidu nhat 1a Két qua
giai quyét cong viéc cham tré (21,03%), thai do phuc vu, giao tiép kém (16,31%);
tiép dén 1a do thu tuc ric rdi, phuc tap, mat nhiéu thoi gian va viée cong khai, minh
bach thong tin rat kém (cung ty 18 13,30%); va mot sb nguyén nhan khic (xem
Biéu db 61). Pi véi tirng noi dung, tiéu chi cu thé, nhitng van dé khach hang chua
hai 1ong ciing dugc phan anh kha chi tiét (xem Phu luc).

o Két qua giai quyét cong viéc cham tré 21,03%

o Thai d6 phuc vu, giao tiép kém 16,31%

o Tha tuc qua rac rbi, phirc tap, mét nhiéu | 13130%
thoi gian 1am ho so |

o Viéc cdng khai, minh bach théng tin rt 13130%
kém |

o Diéu kién tiép don, phuc vu nhiéu han ché, 12.02%
rat bat tién khi giao dich ] T

o Co quan khong cAu thi tiép thu va khéc 10.30%
phuc han ché ] !

0 Cong chirc thuong duwa ra yéu cau hé so g 15%
khong dung quy dinh, gay phién ha ’

o Khac 5,58%

0% 5% 10% 15% 20% 25%

Biéu d6 61: Nhitrng vin dé chwa hai long UBND cap huyén
Péi véi nhitng co quan, don vi phuc vu tot, nhitng mat da lam dugc, khach
hang ciing tich cuc ghi nhan va dong vién, dong thoi thang than phé binh, gép ¥ cu
thé ddi véi nhitng mit chua 1lam duoc.

“Bg phdn mét cira UBND thj xa Ninh Hoa lam viéc rat khoa hoc, nhanh nhen,
tac phong lam viéc nghiém tic. Huwéng dan, gidi thich hé so ré rang cho khéch
hang, giao tiép rat té nhi, vui vé, thdn thién, can phat huy tot hon nita dé phuc
Vu nhén dan, rat hai long sy tdn tinh chu ddo - Nhan xét cua khach hang doi
vai UBND thi xa Ninh Hoa

“Cdn bé tiép dan nén mim cuoi khi tiép dan dé nguoi dan cam thdy thodi mdi
khi dén lam viéc tai chon cong so, cdc co quan nha nuwde. Vi thut té nguoi dan
rat ngai dén cdc co quan nha nwde ma gdp cdc cdn bé mdt nghiém nghi, Sé gay
cam gide khong than thién, khé giai quyét cong viée - Gop y dbi véi UBND
thanh phd Nha Trang

“P6i cong chire khdc” - Pé nghi caa khach hang ddi véi UBND huyén Khanh
Son

2. Nhitng gop y, kién nghi @¢ UBND cac huyén, thj xa, thanh phé phuc
vu tot hon

Xem chi tiét tai Phu luc
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Phan V
CHI SO HAI LONG CAC BENH VIEN PA KHOA, CHUYEN KHOA
VA PHONG KHAM PA KHOA KHU VUC

I. CHI SO HAI LONG CAC BENH VIEN PA KHOA, CHUYEN
KHOA

1. Chi s6 hai long chung

Két qua phan tich dir liéu cho thay, Bénh vién Da lidu c6 chi 6 hai long dat
84,13%, cao nhat trong khdi bénh vién, dat mac Tét trén thang do chi s6 hai long;
ké tiép 1a Bénh vién Bénh nhiét doi véi chi s6 hai long ndm 2016 dat 80,78%.
Bénh vién Pa khoa Khanh Son va Khanh Vinh nam trong nhém cé muc d6 hai
long thap nhat, véi chi s6 dudi 60%. Trong 13 don vi, thi 4 don vi c6 chi $6 hai
long chi dat mic Trung binh, gdm: Bénh vién da khoa Khanh Son, Khanh Vinh,
Cam Ranh, Cam Lam. 11/13 don vi chua dat muc tiéu 75% ma tinh dé ra theo ké
hoach 2016.

Chi s hai long cac bénh vién
. 7l | | | | |
Bénh vién Da Liéu 11 l | | | } 84,13%
Bénh vién Bénh nhiét d&i 11 l | | | 80,78%
Bénh vién Ba khoa Dién Khanh 11 | ! | | d 74,65%
Bénh vién Da khoa khu vwe Ninh Hé,a Iy | | | | ) 73,26%
Bénh vién Lao va Bénh phoi 1 | | | | ¥ 72,96%
Bénh vién Da khoa tinh Khanh Hoa 1 l | | ) 71,66%
Bénh vién Da khoa khu vwc Ninh Diém 1 | I l 70,17%
Bénh vién Da khoa Van Ninh 11 l l l 4169,529
Bénh vién Y hoc cb truyén - PHCN | | ! | | ) 67,43%
Bénh vién Pa khoa Cam Lam 1 | | i } 6557%
Bénh vién Da khoa khu viec Cam Ranh | | | | f 61,2806
Bénh vién Da khoa Khanh Vinh 1 l | d t9,00%
Bénh vién Da khoa Khanh Son >, . ) $8,40%
30% 40% 50% 60% 70% 80% 90%

Biéu d0 62: Chi s6 hai long cac bénh vién

Véi nhitng nd luc déng ghi nhan, chi s6 hai 1ong caa Bénh vién Pa khoa
Dién Khanh va Bénh vién da khoa khu vuc Ninh Hoa vuot trén cac Bénh vién
chuyén khoa Lao va Bénh phéi, Y hoc ¢b truyén - PHCN; trong khi ap luc phuc vu
khach hang dit ra ddi Vi cac bénh vién da khoa kha 16n (xem Biéu d6 62).

Trong 6 ti€u chi danh gia, thi Sy phuc vu cua can bg, nhan vién y té ¢c6 chi
s6 trung binh dat 75,08%); tiép dén 1a cac tiéu chi: Két qua dich vy, Chi phi dich vu
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va Tiép nhan, xir y thong tin phan hoi déu dat trén 69%, mirc Kha. 02 tiéu chi con
lai 12 Tiép can dich vu va Diéu kién tiép don, phuc vu dat dudi 68%, muac Trung
binh theo thang do chi s6 (xem Biéu do 63).

bK

09%
PV

69,9
CP

Biéu dd 63: Chi s hai long cac bénh vién — 6 tiéu chi

Két qua phan tich phuong sai cho thay, khong c6 sy khac biét vé mic hai
long trung binh gifra khach hang c6 BHYT véi khach hang khong c6 BHYT; gitra
nam va nir; gitra cac do tudi. Tuy nhién, gitta cic nhom trinh d6 va nghé nghiép co
su khac biét vé mac hai 10ng trung binh, trong d6 nhém trinh do dai hoc, cao dang
va nhom cdn b, céng chire, vién chirc ¢6 mirc hai 10ng thap hon cac nhom khac.

2. Chi s6 hai long trén 6 tiéu chi danh gia
a) Chi sb Tiép can dich vu:

Bénh vién da khoa Khanh Son c¢o6 chi s dat 55,37%, mac Trung binh theo
thang do, thap nhat trong khéi cac bénh vién nam 2016. Bénh vién da khoa khu
vuc Cam Ranh va Bénh vién da khoa Khanh Vinh ciing nam trong nhoém thap nhat,
véi chi s6 trén 58%. Bénh vién Bénh nhiét d6i co chi s6 Tiép can dich vu dat cao
nhat, v&i 74,99%; tiép dén 1a Bénh vién da khoa Dién Khéanh, chi s6 74,44%; va
Bénh vién Da liéu, 74,42%. Trong 13 don vi thi ¢c6 7 don vi dat mtc Trung binh,
va khong c6 don vi ndo dat muc tiéu 75% & tiéu chi nay (xem Biéu d6 64).

Két qua khao sat cho thay, cac hinh thic thong tin dich vu dén khach hang
cua khéi bénh vién con kha han ché, da s chi thong qua 1 — 2 hinh thtrc, ma chi
yéu 1a bang niém yét tai bénh vién (58,81%), qua ngudi quen gisi thieu (42,39%)
va qua hudng dan cia can bo, nhan vién y té (46,29%). Cac hinh thuc thong tin
hién dai nhu website, to roi gidi thiéu hau nhu chua duoc quan tam trién khai,
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trong khi y té 1a linh vuc dich vu su nghiép coéng phai tién toi ty cha hoan toan
ngay tir nim 2018 va canh tranh kha gay git.

Theo phan anh cua 8,13% khach hang thi mirc gia, phi cua cac dich vy kham
chita bénh, vt tu y té chua duoc cac bénh vién niém yét hodc niém yét khong day
da, 16 rang. Ty I€ nay & Bénh vién da khoa Khanh Son 1a 35%, Khanh Vinh la
17% va tai Bénh vién da khoa khu viec Cam Ranh 1a 22,15%. Trong khi Bénh vién
da khoa Dién Khénh, ty I& nay 12 0% va Bénh vién Da liéu 1a 2%.

Chi s Tiép can dich vy

} 6/,53%
) 65,66%

Bénh vién Pa khoa khu vwc Ninh Diém

Bénh vién Bénh nhiét doi | : : ) 74,99%
Bénh vién bBa khoa Dién Khanh | ! | ) 74,44%
Bénh vién Da Liéu ] | f ) 74,42%
Bénh vién Y hoc cb truyén - PHCN | | ) 71,64%
| | 1169,84%
Bénh vién Pa khoa Van Ninh | ' ) 48,04%
Bénh vién Da khoa tinh Khanh Hoa ! } 47,86%
I
I

Bénh vién Lao va Bénh phdi

1 |

I [

I |

I [

. . l |
Bénh vién Da khoa khu viec Ninh Hoa | l
[ |

[ |

I |

I |

I |

I |

I |

Bénh vién Pa khoa Cam Lam ) 63,48%
Bénh vién Pa khoa Khanh Vinh | } $8,64%
Bénh vién Da khoa khu virc Cam Ranh | ) $8,44%
Bénh vién Pa khoa Khanh Son | 5 5 ) 55,87%

30% 40% 50% 60% 70% 80%

Biéu d6 64: Chi s6 Tiép can dich vu cac bénh vién

65,53% khach hang cho biét, nhan vién y té rat san sang va giai dap kha tot
khi khach hang gip vuéng mac hoic can thém thong tin; 25,35% danh gia tam
dugc. Con lai 6,79% chua that su hai long; ty Ié¢ nay & Bénh vién da khoa Khanh
Son 1én dén 35%, Khanh Vinh 13 21% va Bénh vién da khoa khu vuc Cam Ranh 1a
22,15%.

90,69% khach hang danh gia cac loai gidy to phai nop hodc xuat trinh khi
nhap vién don gian, hop 1y, dé thuc hién; 9,06% van con phan nan. Trong s6 khach
hang da tirng chuyén vién thi c6 dén 25,41% nhan xét rat phic tap, mat nhiéu thoi
gian. Phan anh ciia khach hang ddi véi van dé nay ¢ Bénh vién da khoa Khanh Son
1én dén 52%, Van Ninh 21,33%; & Bénh vién da khoa khu vuc Cam Ranh 1a
52,67%; Bénh vién da khoa tinh 1a 22,5%.

Tong hop chung, co 8,99% chua hai long vé thi tuc thanh toan, xuat vién.
Pdi v6i Bénh vién da khoa tinh, ¢6 16,5% khach hang danh gia thu tuc thanh toan,
XUAt vién rat phtc tap, mat nhiéu thoi gian; con sé d6 & Bénh vién da khoa khu vuc
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Cam Ranh la 54%; Bénh vién da khoa Khanh Vinh Ia 27%, Khanh Son 27%, trong
khi ty 1€ nay tai Bénh vién Dién Khanh chi 4%.

b) Chi s Diéu kién tiép don, phuc vu:

Bénh vién Da lidu din dau vé Diéu kién tiép don va phuc vy, véi chi sb dat
85,22%, muc Tot; tiép dén 1a Bénh vién Bénh nhiét d6i véi 79,62%:; Bénh vién Da
khoa tinh 73,22%. 11/13 don vi ¢6 chi sb dudi 75%; trong d6 c6 dén 6 don vi chi
s6 & mic Trung binh; thap nhat 1a Bénh vién Y hoc cb truyén — PHCN va Bénh
vién da khoa Khanh Vinh. Nhu vay, ty 1€ khach hang chua hai long ddi vai tiéu chi

nay con kha cao (xem Bicu do 65).

Bénh vién Da Liéu

Bénh vién Bénh nhiét doi

Bénh vién Da khoa tinh Khanh Hoa
Bénh vién Da khoa khu viec Ninh Hoa
Bénh vién Lao va Bénh phdi

Bénh vién Pa khoa Dién Khanh

Bénh vién Da khoa Cam Lam

Bénh vién Pa khoa khu vwc Ninh Diém
Bénh vién Pa khoa Van Ninh

Bénh vién Da khoa khu viec Cam Ranh
Bénh vién Da khoa Khanh Son

Bénh vién Pa khoa Khanh Vinh

Bénh vién Y hoc cb truyén - PHCN

Chi s6 Diéu kién tiép don, phuc vu

20% 30% 40% 50% 60% 70% 80% 90%

Biéu dd 65: Chi s6 Diéu kién tiép don va phuc vu cac bénh vién

® Chat hep, matve
sinh, thieéu ngan nap

6,10%
10,26% ° = Con chat hep, chwa

thuan tién

Tam duwoc

37,13%

m Twong di rong rai,
thodi mai

u Sach sg, thoai mai,
ngan nap

Qua phiéu khao sat, con 6,10%
khach hang danh gia khong gian
chung va khu vuc vé sinh bénh vién
con chat hep, mat vé sinh, thiéu ngan
nap; 16,36% cho rang con chat hep,
chua thuan tién. Ty I¢ nay ¢ Bénh
vién da khoa Khanh Son lén dén
58%; Khanh Vinh 53%; Van Ninh
29,33%; Dién Khanh 48%. Trong khi
hau khach hang ctia Bénh vién Da
lidu, Bénh nhiét d6i déu danh gia tot.

Vé noi kham va diéu tri, con 13,95% chua hai long. Ty 1é nay & Bénh vién
da khoa Khanh Son la 41%; Khanh Vinh 39%. Cac khu vuc xét nghiém can lam
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sang, ty & chua hai 1ong 14 12%; khu vuc cung cap dich vy an udng, ban hang héa
1a 14,5%; (ty 1€ nay & Khanh Son, Khanh Vinh con khoang 30%).

¢) Chi s6 Sy phuc vu ctia can bd, nhan vién y té:

Qua phiéu khao sat, hau hét khach hang (88,81%) cho biét can bd, nhan vién
y té d6i xtr v6i khach hang khach quan, cong bang; cap sb thir ty luot kham chira
bénh va goi tén khach hang qua hé théng loa, tai Bénh vién da khoa tinh con c6
man hinh hién thi s thi ty, rat rd rang; c6 quan tdm wu tién ngudi gia, tré em va
phu nit ¢6 thai. Tuy nhién, ciing con 10,63% khach hang phan anh con uu tién
quen than hodc chua thuc su khach quan, cong bang, ty 1& nay & Bénh vién da khoa
tinh 1a 20,5%; Bénh vién da khoa Cam Ranh la 18%; Khanh Son 1a 43%; Khanh
Vinh 34%.

84,97% khach hang cho biét khong mat nhiéu thoi giam cho dén lugt kham
chita bénh, con lai 14,72% khéach hang phai chd doi rat 1au, mat kha nhiéu thoi
gian, c6 khi mat vai tiéng ddng ho hodc 01 budi (Bénh vién da khoa tinh, Cam
Lam, Van Ninh, Khanh Son, Khanh Vinh). Nguyén nhan phai cho dgi dugc khach
hang phan anh rat chi tiét tai Phu luc. 13,21% khach hang cho biét nhiéu luc phai
doi vi can bd, nhan vién y té vang mit hodc 1am viéc riéng.

Vé thai do giao tiép, ung xu,
70,57% khach hang danh gid can b,
nhan vién y té tan tinh, lich sy, hoa 6,98%
nha; 21,01% danh gia tam dugc; con 16,29% 1,19%
lai 8,08% phan anh con kho chiu, bat
lich sy, ctra quyén hoic giao tiép
kém, it tan tinh. 91,7% khéach hang = Kha tan tinh. lich
danh gia xu ly cong vi¢c chuyén mon sv
cua can b, nhan vién y t& tir muc Ljoh sw, hoa nha,
trung binh (33,9%) dén tét 57,80%). '

Pa s khach hang (75,64%)
phan anh can bo, nhan vién y té khong doi hoi va kién quyét khong nhan boi dudng
cua khach hang; 23,33% cho biét can bd y té tir chdi boi dudng, dua thi nhan,
khong dua thi thoi. Mot s6 it (1,03%) phan anh c6 tinh trang doi hoi boi dudng tir
can bo, nhan vién y té, xay ra chu yéu & cac Bénh vién da khoa Khanh Son, Khanh
Vinh, Van Ninh, Cam Ranh; cac don Vi con lai hau nhu khong nhan duoc phan anh
vé Van dé nay (xem chi tiét tai Phu luc).

m Kho chiu, bét lich
sy, clra quyén

m Giao tiép kém, it
tan tinh

Tam duoc

Téng hop chung, chi sb Su phuc vu cia can b, nhan vién y té khdi bénh
vién da khoa, chuyén khoa dat 75,09%; dan dau 1a Bénh vién Da lidu véi 87,41%;
tiép dén 1a Bénh vién Bénh nhiét doi 84,50%, day 1a 02 don vi c6 chi s6 dat muc
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Tét. CO 5 don vi chua dat chi tiéu 75% o tiéu chi ndy, trong d6 cac don vi Cam
Ranh, Khanh Vinh, Khanh Son dat kha thdp, & mac Trung binh theo thang do.
Chénh 1éch chi sé giita don vi cao nhat va thip nhat xap xi 28% (xem Bicu do 66).

Chi s8 Sy phuc vu ctia cdn bd, nhan vién y té

71,41%
0%

Bénh vién Da Liéu

Bénh vién Bénh nhiét déi

Bénh vién Da khoa khu viec Ninh Hoa
Bénh vién Lao va Bénh phdi

Bénh vién Y hoc cb truyén - PHCN
Bénh vién Pa khoa Dién Khanh

Bénh vién Pa khoa khu vwc Ninh Diém
Bénh vién Da khoa Cam Lam

Bénh vién Da khoa Van Ninh

Bénh vién Da khoa tinh Khanh Hoa
Bénh vién Da khoa khu viec Cam Ranh
Bénh vién Pa khoa Khanh Vinh

Bénh vién Da khoa Khanh Son

40% 50% 60% 70% 80% 90%

Biéu d0 66: Chi s6 Sw phuc vu ciia can bd, nhén vién y té

Trong khi 4ap luc phuc vy khach hang doi véi Bénh vién da khoa tinh cao
gap nhiéu l1an so véi Khanh Son va Khanh Vinh, nhung chi s6 Su phuc vy cua cac
don vi nay lai qué thap, cho thy co su xem nhe, budng long viéc chan chinh tinh
than, thai d6 phuc vu khach hang.

d) Chi s6 Két qua dich vu:

Cam nhan vé cach thac

tham, kham, chan doan bénh
cia y bac sy, 20,77% khach
hang danh gia rat tot, chu dao;
50,76% nhan xét bai ban, ky
luong; 10,80% danh gia muc
tam duoc. Con lai 12,82% cam
thay con so sai, qua loa; 4,86%
cam nhan kham cho c6, khong
thé an tdm. Ty 1¢é khach hang

4,86%

12,82%

10,80%

m Kham cho co,
khong thé an
tam

m Con so sai,
qua loa

Tam duwoc
m Kha bai ban,
ky lwéng

= Kham rat tot,
rat chu dao

danh gia so sai, hodac chua an

tam doi vai Bénh vién da khoa khu vuc Cam Ranh 1én dén 38,67%; Khanh Vinh
61%; Khanh Son 58%. Trong khi d6, 100% khach hang cua Bénh vién da khoa
Dién Khanh, Da lidu, Bénh nhiét doi danh gia rat tét noi dung nay.
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12,94% khach hang cho biét cac xét nghiém can 1am sang dugc thuc hién
kha cham, chwa chinh xac. 26,71% khach hang chua yén tam vé két qua chan doan
va diéu tri, trong d6 4,91% khach hang chi mudn chuyén 1én tuyén trén. Ty 1& nay
con dén 21,5% & Bénh vién da khoa tinh; 61,4% & Bénh vién da khoa khu vuc
Cam Ranh; 47% & Bénh vién da khoa Khanh Son va 65% & Bénh vién da khoa
Khanh Vinh.

Nguyén nhan chi yéu 13 do tay nghé, trinh do nhan vién y té kém (16,6%);

trang thiét bi, may moc rat thiéu (15,85%), va mot s6 nguyén nhan khac (xem Biéu
d6 67).

Nguyén nhan khach hang chwa yén tam

16,60Lo

Trinh @6, tay ngh& nhan vién y té kém

Trang thiét bi, may méc rét thiéu 15,85%
Thubc chiva bénh khong day du 7,17%
Cach kham bénh so sai, ciu tha 6,35%

Qua tai, dé lay nhiém 5,79%

Khac

0% 5% 10% 15% 20%

Biéu d6 67: Nguyén nhan khach hang chua yén tim

Piém tich cuc 1a 86,36% khach hang cho biét duoc y bac sy tu van 1o rang,
dé hiéu vé tinh trang sirc khoe ciia minh va cac khuyén nghi can thiét.

Tuy nhién, ciing con 192 khach hang nhan thiy viéc tu van chua that su
nhiét tinh va 24 khach hang cho biét khong hé duogc tu van, ké ca khi hoi (ty 16
khach hang gdp cac truong hop nay con kha cao & Bénh vién da khoa khu vuc
Cam Ranh, Khanh Son, Khanh Vinh). 7,92% khach hang cho biét thudc khong
dugc cap day du va 5,66% khach hang phai mua thudc tir bén ngoai, ké ca thudc
BHYT.

Téng hop chung, chi s6 Két qua dich vu cua khdi bénh vién nim 2016 dat
69,84%. Cao nhat 1a Bénh vién Bénh nhiét doi dat 89,65%; tiép dén 1a Bénh vién
Da liéu dat 86,96%, 02 don vi nay dat mac Tét trén thang do chi s6. C6 dén 10/13
don vi chua dat muc ti€u 75% nam 2016, trong d6 6 don vi chi dat mac Trung
binh; chi s6 caa Bénh vién da khoa Cam Ranh, Khanh Son, Khanh Vinh kha thap
(xem Biéu do 68).
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Chi sé Két qua dich vu
] | | | | |
Bénh vién Bénh nhiét d&i 17 | | | | ! }189,650%
Bénh vién Da Liéu {7 ' ! ! ! ) 86,96%
Bénh vién Da khoa Dién Khanh | ! ! ! ! ! 1179,60p6
Bénh vién Pa khoa tinh Khanh Hoa | | ' ' ' | } 73,98%
Bénh vién Da khoa khu vwc Ninh Hoa Iy | | | ) 7371%
Bénh vién Da khoa khu vire Ninh Diém Iy | | | 1(69,79%
Bénh vién Da khoa Van Ninh | ! ! ! ! } 68,74%
Bénh vién Lao va Bénh phdi Iy ! ! ! ) 67,649
Bénh vién Y hoc cb truyén - PHCN Iy ' ' ) 65,92%
Bénh vién Da khoa Cam Lam 60,80%
Bénh vién Pa khoa khu viwc Cam Ranh 1 59,5506
Bénh vién Pa khoa Khanh Son | 56,03%
Bénh vién Pa khoa Khanh Vinh 1 55,44%
30% 40% 50% 60% 70% 80% 90% 100%

Biéu d6 68: Chi sé6 Két qua dich vu cac bénh vién

@) Chi sé Chi phi dich vy:

Panh gia vé mtc gid, phi kham chira bénh va vat tu y té tai bénh vién,
30,70% khach hang nhan xét tam duoc; 61,97% cho biét kha hop 1y hoic xing
dang vai chat lwong phuc vu cua bénh vién. Con lai 7,33% nhan xét kha cao hoac
qué cao so véi chat luong phuc vu. 14,63% khach hang cho biét hoan toan khong
duogc giai thich vé cac khoan phai tra lién quan dén chi phi kham chita bénh hoic
giai thich khong rd rang. Ty I¢ nay & Bénh vién da khoa Khanh Vinh la 23%;
Khanh Son 1a 34%; trong khi cac Bénh vién Da lidu, da khoa Dién Khanh thyc
hién rat tét viéc nay.

Vé chi phi cac dich vu hd tro (giri xe, dn udng, tap hoa), da s6 khach hang
danh gia & mc tam duoc hoac hop ly; con lai 19,79% khach hang danh gia qua
cao so véi chat lwong phuc vu; mot s6 dich vu chua niém yét gia day du. Tai Bénh
vién da khoa tinh, co ban da khac khuc tinh trang phan nan vé thu tién guri xe.

Két qua chung, chi s6 trung binh vé Chi phi dich vu dat 69,96%; Bénh vién
Da lidu tiép tuc dan dau & tiéu chi nay voi 83,47%; tiép dén 1a Bénh vién Bénh
nhiét d6i vai 79,13%. C6 9/13 don vi chua dat muc tiéu 75%; 5 don vi ¢6 chi 6 &
muc Trung binh, thap nhat 1a Bénh vién Y hoc c6 truyén — PHCN chi dat 54,35%
(xem Biéu do 69).
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Chi s6 Chi phi dich vu

Bénh vién Da Liéu 83,47%
Bénh vién Bénh nhiét doi 79,13%
Bénh vién Da khoa Dién Khanh 76,00%
Bénh vién Lao va Bénh phdi 75,47%

74,26%
70,47%
69,40%
68,71%
7,78%
87%

3%

%

Bénh vién Da khoa khu viec Ninh Hoa
Bénh vién Da khoa tinh Khanh Hoa
Bénh vién Pa khoa Cam Lam

Bénh vién Pa khoa khu vwc Ninh Diém
Bénh vién Da khoa Van Ninh

Bénh vién Pa khoa Khanh Vinh

Bénh vién Da khoa Khanh Son

Bénh vién Da khoa khu virc Cam Ranh
Bénh vién Y hoc cb truyén - PHCN

40% 50% 60% 70% 80% 90%

Biéu d6 69: Chi sé Chi phi dich vu cac bénh vién

e) Chi s6 Tiép nhan, xir Iy thong tin phan hoi:

Chi s6 trung binh vé Tiép nhan, xir 1y thong tin phan hoi dat 69,39%. Bénh
vién Da lidu din dau véi 87,32%; ké tiép 1a Bénh vién Y hoc co truyén — PHCN 81%,
Lao va Bénh phéi 77,85%, Bénh nhiét d61 76,82%. Cac don vi Cam Ranh, Khanh Son,
Khanh Vinh, Cam Lam nim trong nhoém thép nhat khdi bénh vién. C6 10/13 don vi chua
dat muc tiéu 75% 0 ti€u chi nay; trong d6 4 don vi chi dat mirc Trung binh (xem Biéu d6
70). Chénh 1éch gitta don vi cao nhat véi thap nhat 1én dén 33,07%; nhin chung cac bénh
vién chuyén khoa c6 chi s6 Tiép nhan, xir Iy thong tin phan hoi t6t hon cac bénh vién da
khoa.

Chi sé Tiép nhan, xtr ly théng tin phan hoi

Bé,nh vit‘fen Da Liéu _/: : : : ]I 1 87,329
Bénh vién Y hoc co truyen - PHCN | | | | | | 81,00%
Bénh vién Lao va Bénh ph6i 1 | 1 l 1 ) 77,85%
Bénh vién Bénh nhiét doi | | | f | ! 76,82%
Bénh vién Pa khoa khu vwc Ninh Diém 17 | | | 71,32%
Bénh vién Pa khoa Van Ninh 17 l | l 71,30%
Bénh vién Da khoa tinh Khanh Hoa 17 | | | 71,05%
Bénh vién Da khoa Dién Khanh 17 l | l 1 70,10%
Bénh vién Da khoa khu viee Ninh Hoa | 1 69,87%
Bénh vién Da khoa khu virc Cam Ranh | 59,14%
Bénh vién Pa khoa Khanh Son | 8,42%
Bénh vién Da khoa Khanh Vinh | 55,05%
Bénh vién Ba khoa Cam Lam . = 54]25%

30% 40% 50% 60% 70% 80% 90% 100%

Biéu dd 70: Chi sé Tiép nhan, xir Iy thong tin phan hdi cac bénh vién
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Tra 11 cau hoi vé cong khai thong tin dudng day nong, lich tiép dan va dau
méi tiép nhan phan anh, kién nghi cia khachh hang, 19,31% danh gia tam duoc;
73,69% cho biét rat day du, rd rang. Con lai, 6,73% nhan xét thiéu nhiéu thong tin
va tham chi khong hé niém yét (s6 dién thoai dudng day nong, tén can bo tiép nhan
thong tin, lich tiép dan); ty 1& nay & Khanh Son 14 22%.

Khi khach hang c6 gop ¥, trao d6i, mot s6 can bo, nhan vién y té hoan toan
khong tiép thu, rat kho chiu hoic tho o khong quan tam; trén 16% c6 quan tim trao
d6i nhung it tiép thu. Tuy nhién, ndi dung nay dugc danh gia rat tot ddi véi Bénh
vién Da liéu, da khoa Dién Khanh, Bénh vién Bénh nhiét déi.

42,79% khach hang cho biét chua tirng thay bénh vién lay v kién di véi su
phuc vu ctia minh; 2,72% cho biét ¢6 thuc hién nhung so sai, 1am cho c6. Nhu vay,
su quan tAm cua cac bénh vién vé thong tin phan hdi tir khach hang van con han
ché; da khoa Khanh Vinh, Dién Khanh chua tung trién khai viéc nay. Piém sang
trong viéc lay y kién khach hang 1a Bénh vién Da lidu.

Trong s& 167 khach hang da
=Newphananh, | tng c0 phan anh, kién nghi véi bénh
ien nght € bl ‘A LA RA s Ay LA A HiA
135% gy kho d8 vién thi hau hét cho biét rat thuan ti¢n,
R‘{ i i h.;\ X hY ,{- r.* 4 \
'pﬂtéﬁgfé’v'n “"1 dé dang. Do6i véi 1.337 khach hang
b g kién nghi chua tirng phan anh, k1e_n nghi t}}1
cingkhong dwoe | nguyén nhén la do bénh vién lam rat
mcotalicing | tot, khong c6 gi phai kién nghi
13,46% khong giai quyét ’ g g P ghi

avocg (52,36%), sd khac ngai bi gay kho dé
kgg“ngé;;fgg ona | hodc nhiéu phién ha (xem hinh bén).
kien noh Trong s6 167 khach hang di ting kién
nghi, thi 8,43% chua ting thay tra 15i;

19,88% cho biét it khi thay tra loi hodc rat cham, khong thoa dang.

3. Nhitng van dé khach hang chwa hai long va gép y, kién nghi dé phuc
vu tot hon

a) Nhitng van dé khach hang chwa hai long:

Cam nhan chung nhat vé su phuc vu cua cac bénh vién trong nim 2016, ¢o
94 khach hang c6 y kién khong hai 1ong va 59 khach hang rat khong hai long. S6
nay tap trung chii yéu & Bénh vién da khoa khu vyc Cam Ranh, Khanh Vinh (36),
Khanh Son (31).

Nguyén nhan chi Yéu 13 do mdy mée, thiét bi khéng dap Gmg yéu cau, chdt
lirong kham chira bénh kém, tiép dén 1a thdi @6 phuc vu caa can bo, nhan vién y té
va mot s6 nguyén nhan khac (xem Biéu do 71). Bdi voi Khanh Son, nguyén nhan
chat lwong kham chira bénh kém nhan dugc phan anh cta 37% khach hang va thai

106



d6 phuc vu kém 1a 33%, tiép dén 1a may moc, thiét bi (32%). Péi véi da khoa
Khanh Vinh, may moc thiét bi 1a nguyén nhan khong hai long ctia 45% khach
hang, tiép dén 1a chat lugng kham chira bénh (34%), co s& vat chat, diéu kién tiép
don (33%).

o May méc, trang thiét bi khéng dap (ng yéu..- 11,01%
o Chét lwgng kham, chira bénh kém 1 9,94%
o Thai d6 phuc vy clia can bd, nhan vién y té..- 7,23%
o Thuéc men diéu tri thiéu thén, kém chét..- 6,609
o Co s& vat chat, diéu kién tiép don thiéu..- 5,97%
o Tha tuc rwém ra, mét théi gian - 5153%
o Phan biét di xtr, khéng dwoc ton trong 1 3,833%
o Gi¢ giac lam viéc khéng nghiém tuc - 2,649

o Chi phi kham chira, bénh quéa cao 1,89%

o Khac 0,82p6

0% 2% 4% 6% 8% 10% 12%

Biéu @6 71: Nhirng van dé chwa hai long cac bénh vién

Ngoai ra, tong hop dit liéu phi céu tric con tiép nhan rat nhiéu phan anh cua
khach hang lién quan dén su phuc vu cua cac bénh vién da khoa, chuyén khoa
thugc tinh (xem Phu luc); rat can duoc nghién cau, tiép thu va cai tién trong thoi
gian toi.

Trudc tién la gitta con nguol Voi con nguoi nén nhe nhang loi noi, dung
quat thao, nang loi, khi tra loi thi phai nhiét tinh. Nén lam viéc phdi co tam va
dirc vi minh lam nghé ciu ngwoi. Khong nén vi hinh anh cd nhdn ma cham tré
viéc cdp citu, chuyén vién. Thi tuc qud ruom ra, chdm chap ma dan dén viéc
ddng tiéc cho bénh nhdn va diéu nay da xay ra ¢ bénh vién da khoa Cam
Ranh. Xy bénh vién to lam chi ma trang thiét bi, déi ngii bdc sy yéu kém ciing
bang khéng — Phan anh cta khach hang Bénh vién da khoa khu vuc Cam Ranh

b) Nhitng gop ¥, kién nghi dé bénh vién phuc vuy tt hon:

Qua dot khao sat, cac bénh vién thuoc tinh nhan dugc rat nhiéu gop y, phan
anh, kién nghi (y kién téng hop 33 trang A4 — xem Phu luc), véi mong muén cac
bénh vién khong ngimg ting cudng chat lugng dich vy, phuc vu ngay cang tot hon
cho Nhan dan trén dia ban tinh. Tong hop chung, nhitng gop ¥ tap trung vao nhiing
van dé hét suc thiét thuc:
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- Tang cudng thém y bac sy c6 tay nghé gioi, quan tdm dao tao bdi dudng
nang cao trinh do, nang luc; dé cao trach nhiém phuc vu nhan dan cua can bg, nhan
vién y té; cai thién thai do giao tiép, tng xir theo hudéng vin minh, lich sy, tan tinh.

- Giam bdt cac gidy to, cac khau khong can thiét va rat ngan quy trinh tha
tuc nhap vién, chuyén vién, thanh toan, xuét vién, ting cuong tng dung cong nghé
thong tin trong dich vu y té&; giam thoi gian cho doi, ting thoi gian kham, chan
doan; uu tién cac truong hop bénh nang, cap cau; giai quyét chuyén vién kip thoi.

- Cai tao khong gian bénh vién, dau tu mo rong thém phong 1am viée, kham
chita bénh, ting cudong may moc, trang thiét bj ky thuat hién dai, bd sung thém
giwdng bénh, ghé ngdi va cac trang thiét b thiét yéu khac; chu y cai thién vé sinh
moi trudng, trong thém cdy xanh, ting cudng kiém soat an ninh va trat tu trong
bénh vién; bd tri cac khu vuc chirc ning theo huéng khoa hoc, lién hoan dé giam
thai gian di chuyén cua bénh nhan

- Nang cao chat lugng kham chira bénh, tu van, giai thich day du, tan tinh dé
bénh nhan yén tam, tin tuéng vao két qua kham, chita bénh; chan chinh gio giac
lam viéc.

- Tang cudng truyén thong, cung cap thong tin vé dich vu cong phong phu
va chat lugng hon; cung cb cac yéu to lién quan dén tiép nhan, xir 1y thong tin phan
hdi, to chuc tiép nhan, giai quyét, tra 101 cac phan anh, kién nghi mot cach kip thoi,
1o rang, thoa dang va minh bach.

Toan bo nhitng van dé chua hai long, con yéu kém ma khach hang phan 4nh
déu co kién nghi giai phap twong tng, rat thiét thuc va sau sic.
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I1. CHI SO HAI LONG CAC PHONG KHAM PA KHOA KHU VUC
1. Chi s6 hai long chung

Véi chi s6 hai 1ong 83,41%, Phong kham da khoa Ninh Sim dtmg dau trong
khdi phong kham da khoa khu vuc cua tinh; tiép dén 1a Phong kham da khoa sé 1,
voi 77,10%. Trong 14 don vi dugc danh gia, chi sb hai long 12 don vi chua dat
muc ti€u 75% cua tinh; trong d6 c¢6 5 don vi chi dat mirc Trung binh theo thang do
chi s6 hai long.

Céc phong kham Tu Bong, Sudi Tan, Khanh Lé nam trong nhom thap nhét;
trong d6 Khanh Lé chi dat 62,78%. Chénh 1éch chi sé hai 1ong giita don vi cao
nhat va thap nhit kha 16n, xap xi 21%. Chi sb hai long trung binh khéi phong kham
da khoa dat 70,14%, thip hon gin 5% so véi muc tiéu 2016 cua tinh (xem Biéu d6
72).

Chi s6 hai long phong kham da khoa khu vuc
) N I I I I I
Phong kham da khoa Ninh Sim 17 l l | | } 83,41%
Phong kham Da khoa khu vuc s6 1 | I I I s 7f,10%
Phong kham da khoa Cam An Nam | | | | | | ) 74,08%
Phong Kham da khoa Khu vyc s62 |7 I I I T 72,48%
Phong kham da khoa Cam Phuc Bac 17 l l l I' 71,5906
Phong kham da khoa Khanh Binh 19 | l | 71,25%
Phdong kham da khoa Dién Phu”c'rc 19 | | | 70,85%
Phong kham da khoa Khu virc s6 3 | | | | | } 68,57%
Phong kham da khoa Son Lam 17 l l | ) 68,53%
Phong kham Ba khoa khu ve s6 4 |9 f f o 67,33%
Phong kham Ba khoa Khu vyc s 5 17 l l l I 65}51%
Phong kham da khoa Tu Béng | | | | | } 65)26%
Phong kham da khoa Sudi Tan 19 | | | ! 63,29%
Phong kham da khoa Khanh Lé p. 2 . ) 62,I7 B% . .
30% 40% 50% 60% 70% 80% 90%

Biéu @6 72: Chi s6 hai long cac phong kham

Trong 6 tiéu chi danh gia thi Su phuc vu caa can bd, nhan vién y té c6 chi sb
trung binh cao nhat, dat 75,99% ; tiép dén 1a Chi phi dich vu 73,32%. Thap nhat 1a
Tiép nhan, xir 1y thong tin phan hoi, chi dat 64,87%, muc Trung binh theo thang do
chi sd.
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Biéu dd 73: Chi s6 hai long cac phong kham — 6 tiéu chi

Két qua phan tich phuong sai cho thay, khong c6 su khac biét vé muc hai
long trung binh giita cac nhom nhan khau hoc (c6 va khong c¢6 BHYT, gidi tinh,
tudi, trinh d6 va nghé nghiép).

2. Chi s6 hai long trén 6 tiéu chi danh gia
a) Chi sb Tiép can dich vu:

Chi s trung binh vé Tiép can dich vy nim 2016 cta khbi phong kham da
khoa dat 65,71%, muc Trung binh theo thang do chi s6. Cao nhat 1a Phong kham
Ninh Sim, véi 76,94%; tiép dén 1a Phong kham sd 1, vé6i 75,55%. Day 1a 02 don vi
dat muc tiéu 2016 cua tinh. 11/14 don vi ¢6 chi s6 dudi 68%, mirc Trung binh.

Chi sé Tiép can dich vu
Phong kham da khoa Ninh Sim | 76,94%
Phong kham Da khoa khu viec s 1 | 75,55%
Phong kham da khoa Cam An Nam | 8,35%
Phong kham da khoa Dién Phuéc | 67,70%
Phong Kham da khoa Khu vuc s6 2 6V,50%
Phong kham da khoa Khu vuc s6 3 | 67,35%
Phong kham da khoa Khanh Binh 66,87%
Phong kham da khoa Cam Phuc Bac 65,69%
Phong kham Da khoa Khu vic s6 5 | 64,70%
Phong kham da khoa Son Lam | 63,38%
Phong kham Da khoa khu vic s6 4 | 62,90p%
Phong kham da khoa Suéi Tan 61,05%
Phong kham da khoa Khanh L& | 8,80%
Phong kham da khoa Tu Bong | 53,55%
30% 40% 50% 60% 70%  80%

Biéu dd 74: Chi s6 Tiép can dich vu cic phong kham
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Thap nhat 1a Tu Bong, Khanh Lé va Sudi Tan. Chénh 1éch giira don vi cao
nhat va thap nhat dén 23,39% (xem Biéu d6 74).

Qua khao sat, 94,37% khach hang cho biét chi tiép can thong tin dich vu cua
phong kham da khoa qua tir 1-2 hinh thic; cha yéu van 13 qua bang niém yét tai
phong kham (45,25%), qua nhan vién y té gi6i thiéu, huéng dan (29,17%), va qua
nguoi quen (23,64%); 5,89% khach hang cho biét cac hinh thuc thong tin ndi trén
cling khong giai quyét duoc gi cho nhu cau thong tin ctia khach hang. Cac phong
kham da khoa hau nhu chua c6 website dé cung cap thong tin dich vu cong.

6,33% khach hang nhan thay gia, phi kham chira bénh va vat tu y t& hau nhu
khong duoc niém yét, hodc thong tin khong day du, rd rang. Con s nay ¢ Khanh
Lé 1a 21,25%; Tu Bong 18,75%. Trong khi d6, khach hang danh gia Phong kham
Ninh Sim, Phong kham s6 1, s6 2 va Cam An Nam thyc hién rét tot viéc cong khai
gia, phi.

69,33% khach hang cho biét, khi gap vudng mac vé dich vy, ho dugc can
bo, nhan vién y té hudng dan rat tan tinh. 29,93% danh gia & mac chap nhan duoc.
Con lai 7,74% van chua hai long vé van dé nay; ty 1é nay & Tu Bong va Khanh Lé
la 30 - 31%.

Panh gia vé cac loai gidy to phai nop hoic xuat trinh khi nhap vién, 92,97%
danh gia 1a don gian, d& thuc hién. Mot s it van con thay phuc tap, khong can
thiét, khé thuc hién. Trong 1.085 khach hang da ting lam tha tuc chuyén vién thi
hau hét nhan xét don gian, dé thuc hién; con 14,01% van cam thay phuc tap, nhiéu
khé, mat nhiéu thoi gian. Ty 18 nay & Phong kham Sudi Tén 14 38,8%; Khanh Lé 1a
32,5%. D6i véi thu tuc thanh toan, xuat vién, mic du co nhiéu cai thién, 7,12%
khach hang vin chua hai long; ty 1&é nay kha cao ¢ Subi Tan (27,5%), Khanh Lé
(15,25%).

b) Chi s6 Diéu kién tiép dén, phuc vu:

Danh gia vé khong gian chung
va khu vyc vé sinh cua phong kham,

Chat hep, mat vé A a7 0y L= A ~c
" snh. théunganngp | da sO danh gia twong doi rong rii,

14,67% 3,51% N e
11,51% sach sg& thoai mai (trén 49%);

m Con chat hep, chwa

thugn tien 35,85% danh gia tam dugc. Con lai
35,85% Tam duoc trén 14% chua hai long vi chat hep,
thiéu ngin nap, chua thuan tién.

m Twong ddi rong rai,

thodi mai 11,52% khéach hang chua hai long vé
sachss,thosima, | NO1 kham va diéu tri. 10,11% chua
ngan nap hai long vé cac khu vuc xét nghiém,

can lam sang. Cac khu vuc dich vu
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hd tro nhin chung van chua dat yéu cau.

Cac phong kham Cam An
Nam, Sudi Tan, Khanh Lé can phai
dic biét quan tam vi Diéu kién tiép = Chat hep, mét vé

, \ £ \ Y P n 1,25% 6,25% sinh, thiéu tién nghi
dén va phuc vy, nhat la dieu kién o
: : * m Con chat hep, chwa

khong gian chung, khu vuc vé sinh, thugn tien

phong kham, phong bénh, khu vuc % Tam duoc

xét l’lghlém can lam Sé‘ll'lg, an u6ng = Twong déi réng réi,
tién nghi

dugc khich hang danh gia rat thap. S
. . N m Sach sé, thoai mai,

Chi riéng danh gia vé khu vuc kham tién nghi

va diéu tri, dd c6 dén 40% khach

hang ctua Phong kham Sudi Tan

khong hai long.

Tong hop chung, chi s6 trung binh vé Diéu kién tiép don, phuc vu nim
2016, khdi phong kham da khoa dat 71,11%. Puogc danh gia cao nhét van 1a Phong
kham Ninh Sim, v&i chi s6 82,70%; tiép dén 1a Dién Phuéc 78,45%.

Trong 14 don vi thi 10 don vi chua dat muc ti€u chung cua tinh ¢ tiéu chi
nay; trong d6 4 don vi chi dat mic Trung binh; thap nhat 1a Phong kham da khoa
Subi Tan chi dat 58,95%. Chénh 1éch gitra don vi cao nhét véi thap nhat lén dén
23,75% (xem Biéu do 75).

Chi s6 Diéu kién tiép don, phuc vu
71 ] | | |
Phong kham da khoa Ninh Sim 11 l | ! ) 82,70%
Phong kham da khoa Dién Phuwéc 11 l ! ! ) 78,45%
Phong kham da khoa Khanh Binh 11 | | ! ) 76,92%
Phong kham da khoa Tu Bépg 11 | | ! } 76,60%
Phong Kham da khoa Khu vyc 56'2 1 | | ! ¥ 74,55%
Phong kham da khoa Cam Phuc B’éc 1 | | ! ) 73,37%
Phong kham Da khoa khu vic s6 1 | | l | ! ) 72,10%
Phong kham da khoa Cam An Nam | | | | ¥ 71,959
Phong kham da khoa Son Lé’1m 11 l ! ¥169,42%
Phong kham Ba khoa Khu vuc sc? 5 | l | ! } 68,60%
Phong kham da khoa Khu vuc sc“’) 3 11 l | } 65,40%
Phong kham Da khoa khu vic s6 4 | ! | ! I 64,45%
Phong kham da khoa Khanh Lé J 62,20
Phong kham da khoa Suéi Tan | |58,95%
40% 50% 60% 70% 80% 90%

Biéu dd 75: Chi s6 Diéu kién tiép don, phuc vu cac phong kham
¢) Chi s6 Su phuc vu cta can bd, nhan vién y té:
O tiéu chi nay, Phong kham Ninh Sim dat 90,66%, cao nhat trong cic phong
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kham va cao hon don vi dung cudi 1a Phong kham Subi Tan 23,95%. Tiép dén 1a
Phong kham sé 1, dat 84,83%, miic T4t theo thang do chi s6. Chi sé trung binh
khdi phong kham 13 75,99%, dat muc tiéu chung cta tinh (xem Biéu d6 76).

Chi s8 Sy phuc vu ctia cdn bd, nhan vién y té
Phong kham da khoa Ninh Sim ] 90,6606
Phong kham Pa khoa khu virc s6 1 | 84/83%
Phong kham da khoa Cam An Nam | 81,92%
Phong kham da khoa Dién Phuéc | 79,92%
Phong kham da khoa Cam Phuc Béc : 76,87%
Phong Kham da khoa Khu vuc s6 2 | 76,54%
Phong kham da khoa Son Lam | 75,83%
Phong kham da khoa Khu vuc s6 3 74,21%
Phong kham Da khoa khu vuc sb 4 | 73,83%
Phong kham da khoa Khanh Binh | 71,97%
Phong kham Pa khoa Khu vic s6 5 : 71,29%
Phong kham da khoa Tu Béng 70,13%
Phong kham da khoa Khanh L& | 9,019
Phong kham da khoa Sui Tan | 66,71%
40% 50% 60% 70% 80% 90% 100%

Biéu d0 76: Chi s6 Sw phuc vu ciia c¢an b, nhén vién ciac phong kham

Nhan xét vé dbi xir ciia can bd, nhan vién y té véi nguoi bénh, 69,49%
khach hang cho biét kha khach quan, cong bang, ai dén truéc duoc giai quyét
trudc. Cac phong kham da khoa khu vuc di thuc hién cap sé thi tu cho khach hang
va goi khach hang dén luot qua hé thdng loa phong thanh, nhd vay da tao sy minh
bach, cong bang hon trudc.

Tuy nhién, van con 8,11% (92 khach hang) cho rang viéc ddi xir van chua
cong bang khach quan, con tinh trang wu tién quen than; ty 1¢ nady & Phong kham
Khanh L& 13 21,25%; Sudi Tan 1a 15%, trong khi & Phong Kham s6 1 va Ninh Sim
hoan toan khong c¢6 phan anh tinh trang nay.

Vé thoi gian cho dén luot kham

chita bénh, trén’ 35% khach hang nhan m Phii chév dor rét
xét nhanh va rat nhanh chéng, 51,41% , lau

. , . . ,69% 2,65% 10,78% B s
phai cho khong lau lam. Con lai trén |27,47% 'mgl 'é?:n”h'eu
13% khach hang phai mat nhicu thoi Khong 13U 14m
gian, cho doi rat lau (ty 1€ nay ¢ Phong
kham da khoa s6 5 lén dén 46,25%). Wit = Kha nhanh
Trong gé phai ché doi, ‘nhiéu‘tru’(‘)ng hop SRt nhanh
phai mat 1 — 2 tiéng dong ho. Pang ghi chdng
nhan 1a mot s6 Phong kham rat dong
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khach hang nhung tinh trang cho doi 1au rat it, nhu Phong kham sé 1, s6 2, Ninh
Sim (xem chi tiét tai Phu luc).

Nguyén nhan cho doi, ngoai Iy do bénh nhan qua déng, phai cho dén luot
theo thir tw, khach hang ciing phan anh c6 tinh trang can bd, nhan vién y té vang
mat, lam viéc riéng, nghe dién thoai, di an sang, uéng ca phé, di tré (33,75% khach
hang cua Khanh Lé, 18,75% cua Sudi Tan va 28,75% khach hang cua Tu Bong co
phan anh tinh trang nay).

V& tinh than, thai do phuc

1,67%

26,45%

6,50%

m Kho chiu, bét lich
s, clra quyén

m Giao tiép kém, it
tan tinh

vy, da sb khach hang ghi nhan can
bo, nhan vién y té tan tinh, lich su,
hoa nha; 26,45% danh giad tam
dugc. Mot sb it cho biét con

Tam duwoc \ . - X , fe oA
truong hop giao tiép kém, it tan

tinh hodc kho chiu, bat lich s,
ctra quyén.

Riéng Phong kham da khoa
Cam Phac Bac nhan rat nhiéu 1oi
khen ngoi tir khach hang vé thai
d6 giao tiép, tng xir, tinh than phuc vu ngudi bénh cia d6i ngii can bd, nhan vién y
té; day la diém sang ma nganh y té can quan tdm phat huy, nhan rong.

Tra 1oi phiéu khao sat, 85,15%
khach hang cho biét can bo, nhan vién y

m Kha tan tinh, lich
sw

m Lich sw, hoa nh3,
tan tinh

m Goi y boi
dudng, khdng
co la gay khé dé

0,53% 9,31%

t¢ khong doi hoi boi dudng va kién
492%  wBua thi nhan,

quyét khong nhan tién boi dudng cua
m;sing duathl | Khach hang. S6 it tir chdi nhung van
nhan hoac dua thi nhan, khong dua thi
thoi (Khanh Lé, Khanh Binh, phong
kham sb 4). C6 6 khach hang (0,53%)
phan anh can bo y té goi y bdi dudng,
khong c6 1a gay kho dé (Sudi Tan: 01
phan anh; Khanh Lé: 02 phan anh;
Khanh Binh: 02 phan anh; Cam Phitic Bac: 01).

d) Chi s6 Két qua dich vu:

Chi s trung binh vé Két qua dich vu dat 69,84%. Trong 14 don vi thi c6 6
don vi ¢6 chi s6 mtrc Trung binh, gdm phong kham da khoa : Subi Tan, sé 5, Dién
Phudc, Khanh Lé, Tu Bong va Son Lam. 12/14 don vi chua dat muc tiéu 75% cua
tinh. Phong kham Ninh Sim dat 82,70% cao nhat trong khbi phong kham; tiép dén

Tir chéi boi
dudng nhuwng
van nhan

m Khong doi hoi,
kién quyét
khéng nhan
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1a Phong kham s6 1, Phong kham Cam Phuc Bac. Chénh 1éch chi sé giita Ninh Sim

va Subi Tan khoang 20% (xem Biéu do 77).

Chi sé Két qua dich vu

Phong kham da khoa Ninh Sim
Phong kham Pa khoa khu virc s6 1
Phong kham da khoa Cam Phuc Béc
Phong kham da khoa Cam An Nam
Phong Kham da khoa Khu vic s6 2
Phong kham da khoa Khu virc s6 3
Phong kham da khoa Khanh Binh
Phong kham Da khoa khu virc sé 4
Phong kham da khoa Son Lam
Phong kham da khoa Tu Béng
Phong kham da khoa Khanh Lé
Phong kham da khoa Dién Phuéc
Phong kham Pa khoa Khu vic s6 5
Phong kham da khoa Subi Tan

82,70
75,60%
74,49%
74,20%
71,559
70,84%
69,44%
69,10%
7,30%
66,13%
66,00%
65,30%
62,45%
62,35%

o

)]

40%

50% 60% 70% 80% 90%

4

Biéu db 77: Chi sé Két qu

4

dich vu cac phong kham

Panh gia vé cach thic tham, kham, chan doan bénh, 58,19% khach hang
cam nhan rat tét, rat chu dao; 25,88% nhan xét tam dugc. Con lai 15,93% khéach
hang chua an tdm, vi con so sai, qua loa. Ty I€ nay con kha cao & cac phong kham:
Subi Tan (45%), Cam Phuc Béc (21,11%), Khanh Lé (31,3%), Son Lam (25,6%),
Khanh Binh (34,6%).

Két qua chan doan va diéu tri dugc 45,17% khach hang danh gia rat tot, an
tam; 33,22% khach hang chép nhan dugc; con lai 21,62% (246 khach hang) chua
an tam, trong d6 3,25% chi mudn chuyén vién. Ty Ié nay ¢ Phong kham Khanh
Binh 1én dén 35,9%, Khanh Lé 53,8%, Cam An Nam 52,6%.

11,10%

m Khéng hé dwoc tw

1,59% 13,39% van, ké ca khi hoi

m Chwa that sy nhiét
tinh

36,04% %o tw van twong doi
= Tw van day dd, cy
thé

m Tw véan rét day da,
ré rang va hop ly

Nguyén nhan chu yéu 1a trang
thiét bi, may moc rat thiéu (18,8%),
tay nghé, trinh d6 nhan vién y té
kém (16,52%), thubéc chita bénh
khong day du va cach kham, chira
bénh con so sai. Piém tich cuc la
85,02% khach hang nhan duoc su tu
van rat t6t vé sic khoe cua minh tir
y bac sy. Tuy nhién, van con
14,98% khéch hang danh gia viéc tu
van chua thuc sy nhiét tinh, mot sd
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truong hop khong hé nhan dugc sy tu van, ké ca khi hoi (c6 33,75% khach hang
cua Khanh L€ phan &nh tinh trang nay). Pay cling 1a mot trong cac nguyén nhan
khach hang chwa yén tam vé két qua kham, chira bénh tai co s y té.

Vé thudc chita bénh, da s khach hang danh gia twong ddi tét, riéng tai
Phong kham da khoa sd 1, ¢6 dén 97,5% khach hang cho biét phai tu mua thudc
bén ngoai, ké ca thudc BHYT.

d) Chi sé Chi phi dich vy:

Panh gia vé gia, phi kham chira bénh va vat tu y té, hau hét khach hang
(98,68%) déu khong co y kién khong hai 1ong. 92,71% khach hang nhan dugc su
giai thich twong dbi rd rang vé cac khoan phai chi tra.

Chi phi cac dich vu hd tro nhu giri xe, dn ubng co ban duoc khach hang
danh gia hop 1y, dugc niém yét day du; chi mot sé khach hang dé nghi giam gia
guri xe vi con cao (Phong kham sé 1). Riéng Phong kham Cam Phuc Bic chua co
can tin va ngudi git Xe, can quan tam bd tri dé phuc vy tét hon nira.

Tong hop chung, chi sb trung binh vé& Chi phi dich vu dat 73,32%, Phong
kham Ninh Sim tiép tuc duoc dénh gia cao nhat véi 83,50%; tiép dén la Phong
kham s6 1 (80,13%), s6 2 (77,25%), Cam An Nam (77,25%). Phong kham Tu
Bong va Khanh Lé nam trong nhom thap nhét, véi chi s6 dudi 68%, mic Trung
binh (xem Biéu db 78).

Chi sd Chi phi dich vu

Phong kham da khoa Ninh Sim :4 : l } 83,50%
Phong kham Pa khoa khu vyc sb 1 | | ¥ 80,13%
Phong Kham da khoa Khu vic s6 2 | f ) 77,25%
Phong kham da khoa Cam An Nam | | } 76,88%

Phong kham da khoa Cam Phuc Bac | | ) 74,89%
Phong kham Pa khoa Khu vuc s6 5 | | ¥ 74,13%
Phong kham da khoa Khanh Binh | l 72,95%
I

| |
| I
| I
I I
| I
I I
| I
| I
I I
| I
| I
I I
| I
| I

Phong kham da khoa Son Lam ) 71,67%
Phong kham da khoa Sudi Tan | ) 71,63%
Phong kham da khoa Dién Phuéc | 70,63%
Phong kham Pa khoa khu vuyc sb 4 | ¥ 169,25%
Phong kham da khoa Khu vuc sé 3 | J 68,00%
Phong kham da khoa Tu Béng | } 67,88%
Phong kham da khoa Khanh Lé | 5 = ! 67,75%

40% 50% 60% 70% 80% 90%

Biéu dd 78: Chi s6 Chi phi dich vu cic phong kham
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e) Chi sé Tiép nhan, xtr Iy thong tin phan hoi:

O tiéu chi nay, C6 13/14 don vi chua dat muc tiéu 2016 cua tinh, ngoai trir
Ninh Sim, vai 83,94%, cao nhat trong khéi phong kham. 9/14 don vi chi sb dat
mtc Trung binh va 01 don vi mic Yéu la Phong kham da khoa s 5, chi sb

51,88%.

Chi s6 Tiép nhén, Zl(t’r ly théng t?n phan hoi |

Phong kham da khoa Ninh Sim
Phong kham Pa khoa khu vyc sb 1
Phong kham da khoa Cam An Nam

Phong kham da khoa Khanh Binh
Phong Kham da khoa Khu vuc s6 2
Phong kham da khoa Khu vuc sé 3
Phong kham Pa khoa khu virc sé 4

Phong kham da khoa Cam Phuc Bac

Phong kham da khoa Son Lam

Phong kham da khoa Dién Phuéc

Phong kham da khoa Subi Tan

Phong kham da khoa Tu Béng

Phong kham da khoa Khanh Lé

Phong kham Da khoa Khu vuc s6 5 |

J 83,94%

} 74,38%

1 57,31%

52,94%
51,88%

} 67,50%
} 65,63%

) 64,
I 64,
1 63,61%
} 63,18%
J 59,06%

71,19%
69,36%

14%
22%

30% 50%

70% 90%

Biéu d6 79: Chi s6 Tiép nhan, xir Iy thong tin phan hdi cac phong kham

Chénh 1éch giita don vi cao nhat véi thap nhat 1én dén 30%. Chi sb trung
binh vé Tiép nhan, xir Iy théng tin phan hoi cua khbi phong kham chi dat 64,87%,
thap nhat trong 6 tiéu chi danh gia (xem Biéu do 79).

Tra loi phiéu khao sat, 7,12% khach hang cho biét khong thay phong kham
niém yét thong tin dudng day néng, tén can bo tiép nhan y kién, lich tiép dan hoac
thiéu rat nhiéu thong tin (Sudi Tan, Khanh Binh, Khanh L&). 22,67% cho biét, khi
khach hang trao ddi, can bo, nhan vién y té it tiép thu; 7,38% danh gia can bo thd
0, khong quan tdm hodc rat kho chiu (ty 1é nay ¢ Phong kham sb 5 1én dén 32,5%).

61,07% khach hang chua ting thdy cac phong kham 1ay y kién vé su phuc
vu ctia minh (phong kham sé 1, s6 2, s6 3, s6 5, Tu Bong, Khanh Lé, Sudi Tan,

Dién Phudc).

Trong 110 khach hang da tung
gui phan anh, kién nghi véi phong
kham thi chi
con lai cho viéc thuc hién kha thuan
loi, d& dang. Trong sb 949 khach
hang chua ting phan anh, kién nghi
thi 43,1% cho biét lam rat tét, khong

1,6% chua hai long;

0, 74%

43,10%

m R4t ngai, vi nhidu phién
42,99%:
C6 gt kién nghi ciing
‘\ khong dwgec tra 10i

8,32% 4,85%

= Néu phan anh, kién nghi
s& bj gay kho d&

m C6 trd loi cling khong
gidi quyét dwoc gi

mLam ra; tbt, khéng co gi
phai kién nghi
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c¢6 gi phai kién nghi, 42,99% rat ngai vi nhiéu phién ha, so bi gy kho d& (0,74%)
va chua tin tedng vao két qua phan hoi.

Trong s6 da ting gui phan anh, kién nghi thi 21,77% chua tung thay tra loi
hodc rat cham, khong thoa dang. Nhu vay, viéc nhiéu khach hang con ngai gui
phan anh, kién nghi khi c6 nguyén vong, vudng mac 1a ¢ co so.

3. Nhitng van dé khach hang chwa hai long va gép y, kién nghi
a) Nhitng van dé khach hang chua hai long:

Bén canh nhitng don vi 1am twong dbi tét, nhitng mat da lam duoc, tong hop
két qua khao sat lan nay, van con nhiéu y kién chua hai 1ong dbi voi su phuc vu
ctia khdi phong kham da khoa khu vuc.

Trong d6, noi 1én 14 trang thiét bi, may méc khong dap ting yéu cau kham
chita bénh, co s& vat chat, diéu kién tiép don rét thiéu thon, chat luong kham chira
bénh, thai d6 phuc vu kém va mot sé nguyén nhan khac (xem Biéu do6 80). Qua
Biéu d, co thé thay rang du doi séng con nhiéu khé khin, nhung chi phi kham
chira bénh khong phai 1a van dé lam khach hang it hai long nhat. Diéu that su
khién nguoi dan quan tdm nhat 1a chat lugng kham chira bénh, tinh than, thai o va
phuong thirc phuc vu cta co sd y té.

0 May mdc, trang thiét bi khéng dap (rng yéu céu..-. 12,83%
o Co s& vat chét, didu kién tiép don thiéu thc")n,..-. 8,00%

o Chét lwgng kham, chira bénh kém | 7,38%
o Khac | 6,68%
o Thai d6 phuc vu clia can bd, nhan vién y t& kém | 6,59%
o Thudc men diéu tri thiéu thdn, kém chét lvong | 4,13%
o Git gidc lam viéc khdng nghiém tuc | 4,04%

o Tha tuc rwdm ra, mét thoi gian | 3,16%

o Phan biét di xtr, khéng dwoc ton trong 2,81%

o Chi phi kham chira, bénh qua cao 0,620

0% 2% 4% 6% 8% 10% 12% 14%

Biéu d6 80: Nhitng van dé chwa hai 1ong cac phong kham

Pong thoi, ddi vai ting van dé cu thé, khach hang cling ¢6 nhitng phan anh
rat rd rang, thiét thuc. D6i v6i nhitng mat da 1am duogc, khach hang cling cong tim
ghi nhan va mong muén tiép tuc phat huy dé phuc vu ngay cang tét hon, nhu
Phong kham $6 1, Phong kham Cam Phuc Bac (xem chi tiét tai Phu luc).

b) Nhitng gop ¥, kién nghi dé cac phong kham da khoa phuc vu tét hon :
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Ciing nhu khdi bénh vién da khoa, chuyén khoa, cac phong kham da khoa
khu vuc nhan duoc rat nhiéu y kién dong gop cua khach hang (xem Phu luc). Qua
téng hop, cac ¥ kién tip trung vao cac nhém van dé trong tim sau day:

- Tang cudng trang thiét bi, may moc hién dai dé phuc vu nhu cau kham
chira bénh cho Nhan dan (may si€u am, X quang,...), tang cuong bac si c6 chuyén
mon, k¥ thuat vién xét nghiém tét cho cac phong kham.

- Cai tao, nang cap diéu kién tiép don, phuc vu khach hang, bd tri chd dé xe
hop 1y, x4y dung can tin, tang thém ghé ngdi cho cho khach hang, quat mat, nuéc
uéng; trang bj thém loa, micro, bd tri ban tiép don, huéng dan hop Iy hon; cai thién
vé sinh cac khu vuc chirc nang va nha vé sinh.

- Cép du thude cho cac phong kham, quan tdm chét luong thube tét dbi véi
danh muc thubc BHYT; thim kham, chan doan k¥ ludng hon.

- P6i méi phong cach, thai do phuc vu, giao tiép theo hudng van minh, lich
su, tan tinh; giam cac gidy to, thi tuc ruom ra, giai quyét nhanh thu tuc xuat vién,
chuyén vién; chan chinh gio giac, 18 16i lam viéc cua mot bo phan y bac si; khong
dugc phan biét doi Xt voi ngudi bénh.

- Quan tam bo sung phuong tién cap ciu, chuyén vién cap ctu ding quy
trinh, bd tri can bd y té chuyén cap ctu dé kip thoi xtr Iy néu ngudi bénh c6 dién
bién doc duong.

- Cong khai, minh bach day du thong tin, tu van, giai dap kip thoi cac vudng
méc; trao doi, tu van cu thé nhitng van dé lién quan dén stc khoe dé khach hang an
tam vé chat luong kham chita bénh; cing c6 duong diy néng, phan cong can bod
truc, to chic tiép nhan, xir 1y, tra 1oi cong khai va cau thi, tiép thu nhitng phan anh,
g6p ¥ dé nang cao chat lugng phuc vy Nhan dén.

Nhiing gop ¥ nay can duoc nganh y té tiép thu, nghién ctru dé co6 giai phap
dong bo, tao chuyén bién manh mé vé chat lugng dich vu cua cac phong kham da
khoa khu vuc; gitip nguoi dan an tim kham chita bénh & tuyén co sé, giam ap luc
cho cac tuyén trén.
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Phan V '
PANH GIA CHUNG VA KIEN NGHI

|. PANH GIA CHUNG

1. P6i véi cac khdi co' quan hanh chinh

a) Vé chi s6 hai long chung:

Trong 8 khéi co quan duoc khao sat, danh gia thi chi s6 cac co quan S& va
Ban quan 1y Khu kinh té Van Phong c6 chi s6 hai long trung binh ting so véi nim
2015, tir 75,68% lén 76,64%. 07 khdi co quan con lai déu giam chi sd hai long
trung binh so v6i ndm trude, trong d6 Ngan hang Nha nudc giam dén 5,36%. Chi
sd hai long trung binh toan tinh chi dat 74,19%, giam 1,28% so v4i nam 2015,
chua dat muc tiéu K& hoach cai cach hanh chinh tinh nim 2016 va thap hon ca
nam 2014 (74,83%) (xem Bang 11).

Bang 11. So sanh chi 6 hai long trung binh 2015 - 2016

. Chi so hai long trung binh . ..

STT Khoi co quan Nim 2016 E Némgz 015 Tang/giam
1 Cac So 76,64% 75,68% 0,96%
2 Linh vuc BHXH 70,96% 71,90% -0,94%
3 Nganh cong an 72,51% 74,06% -1,55%
4 Linh vuc Hai quan 75,42% 77,54% -2,12%
5 Kho bac nha nudc 73,17% 76,13% -2,96%
6 Ngéan hang nha nudc 73,74% 79,10% -5,36%
7 | Linh vyc thué 75,06% 75,83% -0,77%
8 UBND cép huyén 75,33% 76,45% -1,12%
Trung binh toan tinh 74,19% 75,47% -1,28%

Trong 8 khéi co quan thi 04 khoi c6 chi s6 trung binh dat myc tiéu nam 2016
cua tinh, gom: cac Sé, linh vuc hai quan, linh vyc thué va UBND cap huyén. 04
khdi con lai gom: Bao hiém xi hoi, cong an, kho bac nha nuéc, ngdn hang nha
nude chua dat muc tiéu dé ra.

V61 muc tang nhe 0,96%, khdi cac co quan S¢ tur vi tri thir 6 nam 2015 vuon
1én din dau vé chi sb hai long nam 2016; ké tiép 1a linh vuc Hai quan véi nhiéu nd
luc cai cach, tiép tuc dugc khach hang danh gid twong ddi tot. Ngan hang Nha
nudc véi mac giam manh 5,36%, tir vi tri ddn dau ndm 2015, xudng vi tri thir 5 vé
chi s6 hai Iong trung binh.

Linh vyc Bao hiém xa hoi tiép tuc dang cudi trong cac khdi co quan duoc

khao sat, danh gia; tiép dén 1a nganh Cong an ciing chua c6 nhiéu chuyén bién.voi
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nam thr 3 lién tiép giam chi sé (xem Biéu db 81).

So sanh chi sé hailong 2015 - 2016 cac khéi co’ quan hanh chinh

80% -
75% -
70% - mNam
? 2016
m Nam
65% - X 7 2015
Linh Ngan Kho | Ngan | Linh | UBND | Linh Céac
vue h bac | hang vuc cap vy S&
BHXH | cong | hha nha | thué | huyén | Hai
an nwéc | nwoc quan
Nam 2016 | 70,96% | 72,51% | 73,17% | 73,74% | 75,06% | 75,33% | 75,42% | 76,64%
Nam 2015 71,90% | 74,06% | 76,13% | 79,10% | 75,83% | 76,45% | 77,54% | 75,68%

Biéu do 81: So sanh chi s6 hai 1ong co quan hanh chinh 2015 - 2016

b) Vé chi s6 hai 1ong trén 6 tiéu chi danh gia:

Trén 6 tiéu chi danh gia thi co sy gia ting chi s6 trung binh cta 02 tiéu chi,
gom: Tiép can dich vu va Két qua, tién do giai quyét cong viéc, trong d6 Tiép can
dich vu ting dang ké, tir 66,66% 1én 71,74%. Con lai 6 tiéu chi giam chi s, trong
d6 Tiép nhan, xt 1y thong tin phan hoi tir 73,83% nam 2015 xudng con 68,75%,
murc giam 7,08% (xem Bang 12).

Bang 12. Tang giam chi sb cac tiéu chi 2015 - 2016

Tiéu chi TC PK HC PV KQ TT
Nam 2016 71,74% | 73,41% | 75,42% | 80,63% | 75,20% | 68,75%
Nam 2015 66,66% | 76,71% | 77,03% | 81,77% | 74,82% | 75,83%
Tang/giam 5,08% | -3,29% | -161% | -1,14% | 0,38% | -7,08%

So vé&i muyc tiéu chung 75% cta nam 2015, thi van con 03 tiéu chi chua dat
yéu cau, gom Tiép can dich vy, Biéu kién tiép don, phuc vu va Tiép nhan, xt 1y
thong tin phan hoi.

¢) Panh gia chung d6i voi cac co quan hanh chinh:

Chi s6 trung binh chung néu trén va két qua phan tich chi tiét & Phan II, 111,
IV ciia Bdo cdo nay cho thay, chi s6 hai long ctia cac co quan, don vi chi cai thién
hon khi chat lugng phuc vu dugc ngudi dan, t6 chic, doanh nghiép danh gia tot
hon.
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Muén c6 két qua trén, nguoi dimg dau co quan hanh chinh va timg cén bo,
cong chire, vién chirc phai duy tri nd luc khong ngimg, chu trong ra soat, kiém tra
thuong xuyén va khiac phuc ngay nhitng thiéu sot, han ché duoc phat hién; quan
tam cai tién toan b nhitng yéu té c6 lién quan dén chit luong phuc vu cia co
quan, nganh, dia phuong; thay d6i mot cach can ban trong nhan thic vé nén hanh
chinh phuc vu, kién tao dé lam vira 1ong khach hang & ngay ca nhimg diéu tuong
chung gian di, it quan trong.

Nhiing co quan d 1am tét van dé nay trong nam 2016 thi chi s6 hai long da
c6 su cai thién rd rét, tidu biéu 1a cac S¢: Khoa hoc va Cong nghé, Tu phap, Xay
dung, Ké hoach va Pau tu; BHXH Dién Khanh, Khanh Vinh; Céng an tinh;
KBNN Cam Lam; Chi cuc thué Khanh Son, Khanh Vinh; UBND huyén Dién
Khanh, Khanh Vinh. Nhimg co quan, cong chic da lam tét déu nhan dugc sy danh
gia tich cyc tir phia nguoi dan, to chuc, doanh nghiép.

Nguoc lai, néu khong duy tri nd luc, hodc budng long cong tac tu ra soat,
Kiém tra va cai tién lién tuc, xem nhe trach nhiém phuc vu Nhan dan thi chét lwong
phuc vu giam sat va mirc d6 hai long ciia ngudi dan, to chirc va doanh nghiép ciing
giam theo tuwong ung. Sy bién dong giam chi sb hai long cia cac co quan nhu: Sé
Lao dong — Thuong binh va Xa hoi, BHXH tinh, BHXH Nha Trang, Khanh Son;
Cong an Van Ninh, Dién Khanh; KBNN tinh, KBNN Ninh Hoa, Van Ninh, Khanh
Son; Ngéan hang Nha nudce chi nhanh tinh; cac chi cuc thué Cam Ranh, Ninh Hoa,
Dién Khanh, Van Ninh; UBND cac thanh phé Cam Ranh, Nha Trang la minh
chting cu thé cho chiéu hudng tat yéu trén.

Trong 6 tiéu chi danh gia, thi tiéu chi Tiép can dich vy (du c6 ting) va tiéu
chi Tiép nhan, xu 1y thong tin phan hoi co chi s6 & muc thap, chua chuyén bién.
Két qua tong hop va phan tich dir liéu cac nim qua déu cho thay hau hét cac co
quan chua quan tim dung mirc doi voi 02 tiéu chi nay. Trong khi dé, tiéu chi Tiép
can dich vu quy dinh mic d6 minh bach thong tin dich vu hanh chinh cong va hoat
dong cong vu, gitp nguoi dan, to chic, doanh nghiép duoc tiép can mot cach day
du, kip thoi va binh dang ddi véi cac co ché, chinh sach, quy hoach, ké hoach cua
co quan Nha nudc, tir 6 thuan loi hon trong viéc nam bat, thuc hién cac quy dinh,
chinh sach va chip hanh phap luat, giam phién ha, kho khan. Con tiéu chi Tiép
nhan, xtr 1y thong tin phan héi lién quan dén cac noi dung phat huy quyén lam chu
ciia Nhan dan trén thuc té ma Nghi quyét s 30c/NQ-CP ciia Chinh phu di xac
dinh. Thong qua d6, ngudi dan, té chac, doanh nghiép thuc hién quyén giam sat,
gop v, phan anh, kién nghi d6i véi cac co quan, don vi ciia Nha nudc, tham gia,
dong gop dé cac co quan Nha nudc thuc hién ngay cang tét hon chirc nang, nhiém
vy ciia minh; co quan Nha nudc phai ¢ trach nhiém giai trinh theo quy dinh. Tong
hop tir két qua khao sat sy hai long cac nam trudc, trong Ké hoach tuyén truyén
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CCHC nam 2016 cua tinh da xac dinh rat day du, rat cu thé nhimg coéng viéc ma
cac s0, nganh, dia phuong phai 1am dé cai thién 02 tiéu chi nay. Nhung két qua cho
thay, nhiéu co quan, don vi van thuc hién chua tét. 04 tiéu chi quan trong con lai
cling déu giam st vé chi sd.

Tinh hinh trén kéo theo chi s6 hai long trung binh cua 7/8 khbi co quan hanh
chinh va cua ca tinh ndm 2016 giam so Voi cac ndm trudc. Mic du vé khach quan,
yéu cau phuc vu cua ngudi dan, to chic, doanh nghiép sé tang 1én theo su phat
trién chung cua kinh té - xa hoi, do vay ma nhu ciu caa Nhan dan ngdy cang cao
va phong phu, phirc tap. Nhung ciing can thang thin nhin nhan rang quyét tim va
nd luc tir phia mot sé co quan hanh chinh cua tinh 13 chuwa da manh, chwa dap @ng
dugc yéu cau cai cach hanh chinh ma Tinh ty, HDPND va UBND tinh d¢é ra.

Bén canh do, cac ti€u chi danh gia mic do hai long ddi véi co quan hanh
chinh ma tinh ta thuc hién cho dén nay, c6 nhiéu noi dung, tiéu chi thanh phan lién
quan mat thiét dén cac tiéu chi: gia nhdp thi sruong, tiép cdn dat dai, tinh minh
bach, chi phi thoi gian, chi phi khéng chinh thirc cia Chi s6 nang luc canh tranh
cap tinh (PCI). Do vay, mubdn cai thién Chi sé PCI cta tinh mot cach bén viing, thi
nhitng han ché trong chi s6 hai long phai duoc giai quyét triét dé, khong dé lap lai.

Déi vai nhitng van dé chua hai long va gop ¥, kién nghi ciia khach hang nim
2016, thi nhiéu van dé da duogc chi ra va khuyén nghi trong Bao céo téng hop chi
s6 hai long 2014, 2015. Trong d6, mot s6 noi dung UBND tinh d3 chi dao rat cu
thé viéc chan chinh, khac phuc, nhung két qua kiém tra CCHC trong nam 2016 cho
thdy mot sé co quan, dja phuong tiép tuc vi pham. Chi riéng van dé thuc hién tha
tuc hanh chinh tryc tuyén mac d6 3 qua mang Internet, tinh ta da trién khai tur
thang 7/2014, nhung dén nay, nhiéu khach hang van kién nghi trién khai phuong
thuc giao dich nay, chang to nhiéu co quan, dia phuwong hau nhu chua quan tam
day manh thyc hién tha tuc truc tuyén.

Nhim dat dugc muc tiéu dén nam 2020 muac d6 hai long cua nguoi dan, td
chtc, doanh nghiép dat trén 80% ma Chinh pha di dé ra trong Chuong trinh téng
thé cai cach hanh chinh nha nudc giai doan 2011 — 2020, trong Ké hoach CCHC
tinh Khanh Hoa nam 2017, UBND tinh da dat muc ti€éu mirc d hai long dat duogc
trén77%. Tuy nhién, xem xét sy thay doi chi s6 hai 10ng ddi véi cac co quan hanh
chinh trong nhiing ndm qua, muyc ti€u trén chi c6 thé dat duoc néu toan bod nhirng
han ché, thiéu sot phai dugc nghiém tic nhin nhan, tiép thu va stra chira, khac phuc
triet dé, bén viing.

Mudn 1am duoc diéu do, chi nd luc cua nguoi ding dau cua co quan hanh
chinh 1a chua du. Ma toan b0 quyét tam, nd luc CCHC va phuc vu Nhan dan, vi
muc tiéu phat trién chung cua tinh phai dugc quan triét sau sac trong nhan thic va
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thai ¢, hanh dong thudng xuyén cua tirng can bo, cong chire, vién chuc tir cap tinh
dén cap huyén, cap x3, v6i bat ky cuong vi cong tac nio.

2. P6i véi cac bénh vién da khoa, chuyén khoa va phong kham da khoa
khu vuc

Chi s6 hai long trung binh cua cac bénh vién da khoa va chuyén khoa nim
2016 dat 69,82%, trong d6 nhiéu don vi con cach rat xa muyc tiéu 75% ma tinh dat
ra (11/13 don vi), c6 nhitng don vi thip hon gan 17% va chi s6 hai long trung binh
cua khéi bénh vién ciing chua dat yéu cau. Do nam 2015, chi s6 hai 1ong cia cac
bénh vién do So Y té chu tri thuc hién danh gia (theo thang do khac) nén khéng c6
co s dé so sanh, nhung néu so véi chi s hai 1ong nim 2014 ciing do S& Noi vu
cha tri thuc hién thi chi s6 2016 con thap hon (chi 6 hai long trung binh nim 2014
la 71,20%). Trén 6 ti€u chi danh gia thi chi c6 Su phuc vu cta can by, nhan vién y
té 14 dat trén 75%, 5 tiéu chi con lai déu chua dat muc tiéu ké hoach.

Trong sb cac bénh vién da khoa thi Bénh vién da khoa tinh, Bénh vién da
khoa Dién Khanh va Van Ninh di c6 nhitng chuyén bién déang ghi nhan khong chi
vé mic chi s6 (so véi naim 2014), ma y kién cia khach hang ciling c6 nhiing danh
gia tich cyc, chiing t6 nhitng chuyén bién nay hoan toan cé co s& thuc té. Trong
khi @6, Bénh vién da khoa khu vuc Cam Ranh, Bénh vién da khoa Cam Lam con
nhiéu van dé khach hang chua hai long va chi s6 kha thap. D4i véi cac bénh vién
chuyén khoa, Bénh vién Da lidu tiép tuc duy tri duoc nd lyc phuc vu khach hang
va chi 6 hai long tiép tuc ting. Bénh vién Bénh nhiét d6i tuy méi duge danh gia
lan dau nhung két qua dang khich 1¢. Trong khi d6, v&i su sa sat trén hau hét cac
tiéu chi, Bénh vién Y hoc co truyén — PHCN c6 sy giam manh vé chi sé va tha
hang.

Déi véi cac phong kham da khoa khu vuc, tuy ndm 2016 méi thuc hién danh
gia mirc d6 hai 1ong lan dau tién, nhung chi s6 trung binh dat 70,14% la két qua
dang khich 1¢. Mac du vay, 5/6 ti€u chi danh gia van chua dat yéu cAu.

Tong hop v kién khach hang cho thay, nhitng van dé khach hang chua hai
1ong va gop v, kién nghi dé cap dén hau hét cac tidu chi danh gia quan trong, tir cac
diéu kién tiép don va phuc vu khach hang, trang thiét bi kham chita bénh, trinh do
y bac si va chat luong kham chira bénh, thai do giao tiép, tng xir cia doi ngil can
bo, nhan vién y té. Trong nhitng van dé nay, c6 nhiéu diém chi can c6 su quan tim
tu ra soat, kiém tra cua cac co s kham chita bénh va c6 quyét tim la khic phuc
dugc ngay, nhat la vé diéu kién tiép don va phuc vu, thai do giao tiép tng xu, cach
thirc tham kham, chan doan bénh va tu van sic khoe cho khach hang. Nhung ciing
c¢6 nhitng noi dung, can phai c6 su chuyén bién ca vé nhan thic, co ché hoat dong
va su dau tu ddng bo cua ca nganh y té, nhat 1 nang luc d6i ngii can bd, nhan vién
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y té, trang thiét bi kham chita bénh, co so vat chat bénh vién, phong kham, trong
d6 trach nhiém cia So Y té rat Ion.

Ciing nhu cac co quan hanh chinh, tinh hinh chung caa khéi kham chita
bénh 1a tiéu chi Tiép can dich vu va Tiép nhan, xt 1y thong tin phan hdi con kém.
Trong khi d6, xu thé tat yéu 1a sy nghiép y té ngay cang xa hoi hoa manh mé, cac
bénh vién, phong kham phai d6i mat véi su canh tranh dich vu véi cac don vi
ngoai cong 1ap va cac co sé kham chita bénh tai cac tinh, thanh phd khac, véi ca
nudc ngoai. Mudn canh tranh tét, nhat 1a trong diéu kién tién t&i ty chu hoan toan
va ddi méi co ché hoat dong, co ché tai chinh theo Nghi dinh sb 85/2012/ND-CP
ciia Chinh phu, nganh y té tinh phai chu trong va thuc hién tot hon “marketting”
dich vu cong do minh cung cép. Bong thoi, phai quan tim tiép thu nhimg gop ¥,
phan anh cia khach hang dé khong nging tu hoan thién, xay dung hinh anh nganh
y té ngay cang dep hon trong mat Nhan dan.

I1. KIEN NGHI, PE XUAT

Tir két qua chi sd hai 1ong va tdng hop gop ¥ cua khach hang nim 2016,
kién nghi nhu sau:

1. P6i v6i cac sé, nganh thudc tinh, cic co quan nganh doc va UBND
cap huyén

Céc sd, nganh, UBND c4p huyén ra soat lai toan bo nhimg quy dinh, chi dao
vé cai cach hanh chinh ctia cip c6 tham quyén va nhiing van dé dugc phat hién qua
B4o c4o nay dé nhanh chong xay dung ké hoach khic phuc nhiing han ché, thiéu
sot, nhitng van dé khach hang chua hai long.

Trong d6, dé cai thién chi s6 Tiép can dich vu va Tiép nhan, xir 1y thong tin
phan hoi, can phai thuc hién day du, nghiém tic, hiéu qua toan bo nhing nhiém vy
tuyén truyén dugc xac dinh tai Ké hoach tuyén truyén cai cach hanh chinh hang
nim cta UBND tinh. Toan bd thong tin vé co ché, chinh sach, quy hoach, ké
hoach, ngan sach, thu tuc hanh chinh,... trén cac linh vuc theo tham quyén phai
duoc ra soat, cap nhat va cong khai bang nhiéu hinh thtec, 16 rang, dé hiéu, theo
dung quy dinh cua Thu tuéng Chinh phu. Phan cong can b, cong chirc, vién chic
san sang tiép nhan, giai dap, huéng dan nhitng van dé ma nguoi dan, té chuec,
doanh nghiép con vuéng mac; két qua tra loi, giai dap nhiing vuéng mac, phan
anh, kién nghi phai duoc phan hdi truc tiép, nhanh chéng cho khach hang va cong
bd cong khai qua trang thong tin dién tir, phuong tién thong tin dai chung, niém yét
tai noi lam vi¢c va céc hinh thirc phu hop khac.

Nhiing quy dinh, chinh sach, thu tuc, biéu miau duoc ban hanh méi hay co
thay d6i thi nhanh chéng cap nhat, phd bién, huéng dan cho khach hang qua nhiing
kénh thong tin thiét thuc, hién dai; manh dan, chi dong khai thac cac tng dung
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cong nghé thong tin truyén thong, mang di dong dé cung cap thong tin va tuong tac
vé6i khach hang truc tuyén.

Tiép tuc diy manh ra soat, d& xuat phuong an don gian héa thi tuc hanh
chinh, giam manh gidy to, biéu mau, to khai khong can thiét, lam kho nguoi dan,
t6 chirc, doanh nghiép giy phién ha, mat thoi gian va cong stc cua khach hang va
C4 co quan hanh chinh; ting cudng cic bién phap husng dan, hd trg khach hang
trong viéc 1ap hd so, thu tuc hanh chinh (nhu xay dung cac bd biéu mau tham
khao, thanh 1ap cac t6 tu van thuc hién tha tuc ngay tai Bo phan mét cira, tu van
qua dién thoai, website, tng dung di dong,...). Thuc hién cac giai phap dé giam sb
luong hd so, gidy to phai nop, bao luu thong tin khach hang va cac gidy to khach
hang da nop lan dau dé khong nop trung 1ap & l1an giai quyét thu tuc tiép theo.

Xtr Iy nghiém cac trudng hop can bo, cong chirc doi hoi gidy to sai quy dinh,
tu dat thém khau cong viéc, nhiing nhiéu, tiéu cuc vi da nhic nha, dé nghi chan
chinh rat nhiéu lan. Thyc hién nghiém quy dinh cia UBND tinh vé co ché mt cira,
mét cira lién thong, tuyét d6i tudn thi nguyeén tac va quy trinh giai quyét tha tuc da
phé duyét, huéng din ho so, bo sung hd so phai thuc hién theo dung quy dinh; bao
dam tang s6 luong ho so ding han va sém han theo muc tiéu cai cach hanh chinh
cua tinh; hd so tré han phai thong bao xin 16i khach hang va hen lai rd rang thoi
gian tra két qua lan sau theo dung quy dinh. Toan bo théng tin khach hang phai
duoc luu trix trén Phan mém mot cira dién tir, ké ca ho tén, dia chi, s6 CMND, s
dién thoai va thu dién tr dé sin sang cung cap thong tin, gidi thiéu dich vu cong va
ldy v kién khach hang khi can thiét.

Tung co quan, don vi phai chi dong, tich cuc phd bién, giéi thiéu, huéng
dan khach hang danh muc, noi dung va cach thic thuc hién céc thi tuc truc tuyén
qua mang Internet & mac do 3, 4. Lanh dao va can b, cong chtrc, vién churc phai
nam viing phuong thirc giao dich nay dé huéng dan tan tinh cho khach hang bat ctr
lac ndo c6 nhu cau, huéng dan truc tiép tai Bo phan mot cira, thong qua giao dich
giai quyét cong viéc thudng xuyén, qua website, tng dung di dong, hoi nghi, doi
thoai, tap huan va huéng dan lién tuc, ddng thoi bang nhiéu hinh thtrc khach nhau,
khong dé khach hang tiép tuc dé nghi thuc hién tha tuc truc tuyén trong khi thuc té
tinh ta dd cong bd 562 thu tuc hanh chinh thyc hién truc tuyén mac d6 3, 4 & ca ba
Cép hanh chinh tinh, huyén, xa.

Tiép tuc quan tdm chan chinh thai d6 phuc vy, giao tiép, ing Xt cta can bo,
cong chuc, vién chire, thuong xuyén nhic nha, chan chinh, xir Iy dé khong con xay
ra tinh trang quan liéu, hach dich, cira quyén, nhiing nhiéu, timg budc xay dung
hinh anh d6i ngii can bd, cong chirc, vién chuac tai ting co quan, don vi, dia
phuong va cua tinh Khanh Hoa ngay cang van minh, lich sy, chuyén nghiép va
liém khiét. DSi v6i nhimg truong hop can b, cong chic, vién chie c¢6 hanh vi
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khong dung muc, dugc khach hang néu dich danh trong Bao cdo nay thi nguoi
dung dau cac co qaun, don vi, dia phuong phai cuong quyét xu 1y ngay.

Tiép tuc quan tdm cai thién noi lam viéc, bd sung thém trang thiét bi,
phuong tién phuc vu tiép don va lam viéc tai B6 phan mot cira; khiac phuc nhiing
diém bat hop 1y trong khong gian dén tiép, lam viéc véi khach hang, cham dut
ngay tinh trang khach hang phai dung lam viéc V6i co quan Nha nudc, nhat 13 tai
mét s6 don vi thudc nganh doc. Ra soat va b tri thém can bo hudng dan, tiép nhan
hd so d6i Vi nhitng co quan cé lugng khach hang giao dich qua dong, giam tinh
trang qua tai, cho doi mét nhiéu thoi gian; khic phuc triét dé tinh trang cong chuc,
vién chuc ving mat, di tré, lam viée riéng, nghe dién thoai, tho o trong khi khach
hang phai chd doi. Thuc hién nghiém chi dao cia UBND tinh vé& chuyén phat
nhanh két qua giai quyét hd so qua dudng buu chinh.

Kién nghi UBND tinh chi dao trién khai trén dién réng tng dung tin nhan ty
dong (SMS) thong béao tién d6 giai quyét hd so cho khach hang, truéc hét cho toan
bo s&, nganh thudc tinh va UBDN cac huyén, thi x4, thanh phd ngay trong dau nam
2017.

2. Poi Vi cac bénh vién da khoa, chuyén khoa, phong kham da khoa
khu vuc

Pé cai thién chi s6 hai long, cac bénh vién da khoa, chuyén khoa va phong
kham da khoa khu vuc can quan tAm thuc hién ngay cac cong viéc sau:

- Cali tao khong gian bénh vién, phong kham, mo rong thém phong lam viéc,
kham chira bénh, tang thém givdng bénh, ghé ngdi chd, loa goi, man hinh thong tin
va cac trang thiét bi thiét yéu khac, nhat 1a tai cac phong kham; cai thién vé sinh
moi truong, ting cudng Kiém soat an ninh va trat ty trong bénh vién; bd tri cac khu
vuc chiic ning theo hudng khoa hoc, lién hoan dé giam thoi gian di chuyén cua
bénh nhan.

- Nghién ctru giam bét cac gidy to, cac khau khong can thiét va rat ngan quy
trinh thil tuc nhap vién, chuyén vién, thanh toan, xuét vién, xdy dung cic quy trinh
cong viée va ting cuong ung dung cong nghé thong tin trong dich vu y té; giam
thoi gian cho doi, ting thoi gian kham, chan doan; uu tién cac truong hop bénh
nang, cap ctu; giai quyét chuyén vién kip thoi.

- Tan tinh hon trong viéc kham chita bénh, tu van, giai thich day du, tan tinh
dé bénh nhan yén tam, tin tudng vao két qua kham, chita bénh.

- Chan chinh thai d6 giao tiép, tng xtr, gio giac, 18 16i lam viéc caa can b,
nhan vién y té.
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- Tang cuong “marketing” dich vu; cong khai, minh bach dy du thong tin,
tu van, giai dap kip thoi cac vudng mic; trao ddi, tu van cu thé nhitng van dé lién
quan dén stc khoe dé khach hang an tdm vé chat lugng kham chira bénh; cing ¢
duong diy nong, phan cong can bo tryc, to chuc tiép nhan, xir 1y, tra 101 cong khai
va cau thi, tiép thu nhiing phan anh, gbp y dé nang cao chét luong phuc vu Nhan
dan.

Pé nghi S&' Y té nghién ciru, tham muu va trién khai mot ké hoach dong bo
vé nang cao chét lwong dich vu trong toan nganh y té, trong d6 cha trong ké hoach
va 10 trinh dau tu, nang cip co s& vat chit, bd sung thém trang thiét bj hién dai
phuc vu kham chira bénh, trang cap thudc chira bénh, vat tu y té day du va co chat
lugng cho bénh vién, phong kham; thu hat va dao tao ngudn nhan luc chét lugng
cao cho nganh y t&; diéu phdi mot cach hop 1y cac ngudn luc nganh y té trén dia
ban tinh theo nhu cau kham chita bénh ctiia Nhan dén, uu tién ddc biét cho cic
huyén, xa mién nai; diéu chuyén, luan phién doi ngii y bac si theo yéu cau nhiém
vu cu thé, khong bé cing theo t6 chic, bién ché.

Nghién ctu hoan thién cac bd quy trinh, quy tic dé ap dung théng nhat doi
Vi céac co s kham chira bénh trén toan tinh, trong d6 chu trong cac quy trinh giao
dich véi khach hang, quy tic, chuan muc &ng xtr voi khach hang; quy trinh kiém
tra, danh gia va khac phuc nhitng van dé chua hai 1ong va cai tién chat luong dich
vu dinh Ky.

Pay nhanh 16 trinh thuc hién BHYT toan dan dé 100% ngudi dan ¢6 BHYT;
sém tham muu cho UBND tinh cic dé an d6i méi co ché hoat dong, co ché tai
chinh ddi véi cac bénh vién, phong kham theo Nghi dinh s6 85/2012/ND-CP cua
Chinh phti ngay trong nim 2017; tao co s& va dong luc thuc sy vitng chac dé doi
ngil can bo, nhan vién y té tinh Khanh Hoa “séng vi ngudi bénh va song nho nguoi
bénh”, duoc huong thanh qua xtmg dang tir ning luc, uy tin va dao duc nghé
nghiép; ton vinh va dii ngd ximg dang voi y bac s§, nhan vién y té gioi nghé, tan
tuy phuc vu Nhan dan.

Trén day 1a Bao cao tong hop Chi sé hai long 2016 cua cac so, co quan
nganh doc, UBND cap huyén, cac bénh vién da khoa, chuyén khoa, phong kham
da khoa khu vuyc trén dia ban tinh va mot s6 dé xuat, kién nghi./.
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