UY BAN NHAN DAN  CONG HOA XA HOQI CHU NGHIA VIET NAM

THANH PHO HA NOI Péoc lap - Tw do - Hanh phiic
S6:159 /BC-UBND Ha Néi, ngay 29 thing 4 nam 2025
BAO CAO

Phin tich két qua Chi s6 Hai long ciia ngudi dén, to chire doi véi
s phuc vu hanh chinh (SIPAS) ndm 2024 ctia thanh pho Ha Noi

Ngay 06/4/2025, tai Phién hop Chinh phu thuong ky thang 3/2025, B
Noi vu d bao cdo va cong bd két qua Chi sé Hai 1ong ctia ngudi dan dbi vai su
phuc vu ctia co quan hanh chinh nha nuéc nam 2024 (sau day goi tat 1a SIPAS).
Trén co sé bao cao ciia Bo Noi vy, UBND Thanh phd phan tich két qua Chi s6
SIPAS nim 2024 ctia thanh phé Ha Noi nhu sau:

I. KHAI QUAT CHUNG

Niam 2024 1a nam thtr 8 B6 Noi vu phdi hop voi cac dia phuong va cac co
quan: Ban Thuong truc Uy ban Trung wong Mat tran T6 qubc Viét Nam, Trung
wong Hoi Cyu chién binh Viét Nam va Téng cong ty Buu dién Viét Nam trién
khai do luong, xac dinh Chi s6 Hai Iong cua nguoi dan ddi véi su phuc vu cua
co quan hanh chinh nha nuéc véi quy mo 36.630 mau trén toan qudc dé do
luong mirc d6 hai 1ong cta ngudi dan dbi véi su phuc vu clia co quan hanh
chinh nha nuéec.

Két qua khao sét dugc tong hop, phan tich trén 42 chi s6 phan anh nhan
dinh, danh gia ciia nguoi dan; 51 chi s6 phan anh mic d hai 10ng ciia nguoi dan
va 10 chi s6 phan anh nhu cau, mong doi cia ngudi dan.

Chi s Hai long ctia ngudi dan ddi v6i su phuc vu cia co quan hanh chinh
nha nude duge danh gia trén 02 nhoém Chi sé: Chi sb vé xay dung, t6 chic thuc
hién chinh sach cong va Chi sé vé cung tung dich vu hanh chinh céng. Nam
2024, tiép tuc c6 09 nhém chinh sach cong dugc lya chon dé ngudi dan danh
gia, gém: Chinh sach phat trién kinh té; chinh sach kham, chira bénh; chinh sach
gido duc phé thong; chinh sach trat tu, an toan xa hoi; chinh sach giao thong
duong bo; chinh sach dién sinh hoat; chinh sach nudc sinh hoat; chinh sach an
sinh, xa hoi va chinh sach cai cach hanh chinh nha nuéc.

II. KET QUA SIPAS NAM 2024 CUA HA NOI
1. P6i twong, pham vi diéu tra:

- La ngudi dan ¢ do tudi tir 18 tudi tro 1én;

- S6 lugng miu diéu tra 1a 2.700 phiéu;

- Hinh thurc diéu tra: Phét phiéu truc tiép;

- Pham vi diéu tra: Thuc hién khao sat tai 06 quan, huyén, thi x4, gém
Hoan Kiém, Dng Da, ‘Son Tay, bong Anh, Quoc Oai, Ba Vi. M01 don vi cap
huyén chon 3 don vi cap x4 (tong toan Thanh phd: 18 don vi cdp xi dugc chon
mau). Cu thé:
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(1) Hoan Kiém (Hang Trong, Cira Pong, Hang Bong);

(2) Béng Pa (O Cho Dira, Kham Thién, Khuong Thugng);

(3) Son Tay (Lé Loi, Vién Son, C6 Dong);

(4) Pong Anh (Thi trin Pong Anh, Pong Hoi, C6 Loa);

(5) Quéc Oai (Thi trin Qudc Oai, Phu Man, Tan Hoa);

(6) Ba Vi (Thi trin Tay Pang, Chau Son va C6 Po).

Méi don vi cap x4 chon 2 thon, t6 dan phé (té)ng toan Thanh phd 1a 36
thon, t6 dan pho d}rcyc chon mau). M@i t’hén, t6 dan phd 1ap danh sach va chor}
250 ho gia dinh (tong toan Thanh pho toi da la 9.000 chu ho/nguoi dai dign dé
khao sé}t). Bo Noi vu lga chon 75 chu llé/nqgu:(‘yi dﬁli dién ho gia dinh/1 thon, to
dan pho (chon 2.700 mau trong 9.000 mau tong the).

2. Két qua SIPAS nim 2024

- Chi s6 Hai long - SIPAS ndm 2024 cia thanh phé Ha Noi dat 86,50%
(tang 2,93%); x¢€p thir 11/63 tinh, thanh pho, ting 10 bic so v6i nam 2023
(nam 2023 xép thtr 21/63 tinh, thanh pho); cao hon so vdi Chi so hai long
chung cia cd nwoc (Chi so Hai long - SIPAS chung ctia ca nude nam 2024 dat
83,94%). Trong do:

+ Chi s6 Hai long cta ngudi din dbi véi viee xdy dung, to chirc thue hién
chinh sach: Dat 86,51% (tang 3,05%), ting 12 bdc so vdi nim 2023, xép thir
9/63 tinh, thanh phé.

+ Chi s6 Hai 10ng ctia nguoi dan ddi voi viée cung tng dich vu hanh
chinh cong: Pat 86,49% (tang 2,77%), ting 8 bdc so vdi nam 2023, xep thi
13/63 tinh, thanh pho.

- So Vi cac tinh, thanh phé truc thudc Trung wong: Ping thir 02/06 tinh,
thanh phé truc thudc Trung wong. Cu thé:

TT Thanh pho Nim 2023 Niim 2024
Chi s6 Thir hang Chi s Thir hang
1 | Ha Noi 83,57 21 86,50 11
2 | Hai Phong 88,90 1 91,10 1
3 | PaNing 83,38 22 83,91 28
4 | TP. H6 Chi Minh 81,78 36 83,85 29
5 | Can Tho 83,12 23 83,28 34
6 | Hué 82,28 32 85,27 15




- CAC tiéu chi thanh phan déu cao hon so véi ndm 2023. Cu thé:

T Két qua (%) | Ting/ | TV 18
N¢i dung 2024 | 2023 | Giam | (%)
CHI SO HAI LONG 86,50 | 83,57 | Tang | 2,93
THU HANG 11 21 Tang 10
CHI SO THANH PHAN
1 | Xay dung, to chirc thue hién chinh sach 86,51 | 83,46 | Tang 3,05
1.1 | Trach nhi€m giai trinh cta chinh quyén 86,32 | 83,68 Tang 2,64
Su tham gia vao qua trinh xay dung, t6 chirc ) 3,47
12 tﬁuc hiéngchinh s?tch Y 86,25 | 82,18 | Tang
1.3 | Chat lugng t6 chirc thuc hién chinh sach 86,55 | 83,40 | Tang | 3.15
1.4 | Két qua, tac dong cua chinh sach 86,56 | 83,62 Tang 2,94
2 | Viéc cung trng dich vu hanh chinh cong 86,49 | 83,72 | Tang 2,77
2.1 | Tiép can dich vu 86,34 | 84,05 | Tang | 2,29
2.2 | Thu tuc hanh chinh 86,58 | 84,15 | Tang 2,43
2.3 | Cong chc truc tiép giai quyét cong viée 86,34 | 84,05 | Tang 2,29
2.4 | Két qua dich vu 86,60 | 83,66 | Tang | 2,94
2.5 | Viéc tiép nhan, xr Iy phan anh, kién nghi 86,36 | 82,53 | Tang | 3,83

Bang 1. Két qua chi tiéu, ndi dung SIPAS

2. Két qua chi tiét SIPAS

Chi s6 Hai 1ong SIPAS gdém 02 Chi sb linh vuc: (1) Hai long dbi voi
viéc x@y dyng, t6 chuc thyc hién chinh sach; (2) Hai long doi voi viée cung tmg
dich vu hanh chinh céng. Két qua cu thé nhu sau:

2.1. Két qua Chi so6 Hai 10ng déi véi viéc xdy dung, té chivc thwe hién

chinh sach:

- Chi s6 Hai long d6i voi viée xay dung, to chic thuc hién chinh sach
dugc danh gia trén 4 tiéu chi: Trach nhiém giai trinh cta chinh quyén; Su tham
gia vao qua trinh xay dung, t6 chirc thuc hién chinh sach; Chét luong t6 chirc
thue hién chinh sach; Két qua, tac dong ctia chinh sach. Ca 4/4 tiéu chi dat trén
86%, trong do, tiéu chi “Két qua, tic dong cia chinh siach” cd chi sb hai long
cao nhat, dat 86,56%:; tiéu chi “Sw tham gia vao qué trinh xay dung, té chirc
thue hién chinh sach” c6 su cai thién tot nhat, tang 3,47%.




T Két qua (%) | Ting/ | TY1é
N¢i dung 2024 | 2023 | Giam | (%)
CHI SO HAI LONG 86,51 | 83,46 | Tang 3,05
THU HANG 21 12 9
Trong do:
1 | Trach nhiém gidi trinh cua chinh quyén 86,32 | 83,68 Tang 2,64
Su tham gia vao qua trinh xay dung, t6 chuc i} 3,47
2 tﬂuc hiéngchinh sqéch Y 86,25 | 82,78 | Tang
3 | Chat lugng t6 chirc thuc hién chinh sach 86,55 | 83,40 | Tang | 3,15
Két qua, tac dong cua chinh sach 86,56 | 83,62 Tang 2,94

Bang 2. Két qua Chi s6 Hai 1ong doi v6i viée xay dumg, to chire thue hién chinh sach

- C6 22/23 tiéu chi dat trén 86%, 01/23 tiéu chi dat trén 85%; trong d6 cao

nhat 1a tiéu chi mac do hai 1ong vé “Chinh quyén to chirc thue hién tot chinh
sach trat tw, an toan xa hdi ¢ dia phwong” (dat 87,20%); “An sinh xa hgi doi
véi nguoi dan ¢ dia phwong tot hon” (dat 87,13%).

- C6 23/23 tiéu chi tang diém so voi nam 2024, trong d9, tiéu chi tang tot

nhat gom: Tiéu chi “Chinh quyén t6 chirc nhiéu hinh thire dé nguoi din dé dang
phan héi y kién danh gid tinh hinh trién khai va két qud, tic déng cia chinh
sach ¢ dia phwong” (ting 3,66%); “Chinh quyén t6 chirc thwc hién tot chinh
sdach giao théng dwong bé & dia phwong” (tang 3,65%); “Chinh quyén t6 chirc
thue hién tot chinh sdch cdi cdch hanh chinh ¢ dia phirong” (ting 3,44%);
“Chinh quyén 6 chirc thuc hién tét chinh sach phat trién kinh té & dia phirong”
(tang 3,44%).

. . Ty I€ hai lon
Chi s hai long thanh phé/tiéu chi y ¢ hai ong
STT > Niam | Nim | Ting/ | Ty 16
hai long :
2023 | 2024 | giam
| Trzigh nhiém giai trinh ciia chinh 83,68 | 86,32 | Tang 255
quyén
Chinh quyén cung cap, giai thich thong
1 | tin chinh sach theo nhiéu hinh thirc, dé | 83,54 | 86,14 | Ting 2,60
tim, d& thay
Chinh quyén cung cap théng tin chinh 5
2 5 5. 2 1 T 2
sach diy du, d& hiéu noi dung 83,81 186,50 | Tang 69
Su tham gia vao qua trinh xay dung, .
1 N ’ 2,7 25| T 47
to chirc thuc hién chinh sach 82,78 186,25 | Tang 3
3 | Chinh quyén t0 chirc nhiéu hinh thic | 82,85 | 86,15 | Ting 3,3




STT

Chi s6 hai long thanh phd/tiéu chi
hai long

Ty I€ hai long

Nam
2023

Nam
2024

Tang/
giam

Ty 18

dé nguoi dan dé dang tham gia ¥ kién
xay dung chinh sach

Chinh quyén to chirc nhiéu hinh thirc
dé nguoi dan d& dang phan hoi y kién
danh gia tinh hinh trién khai va két qua,
tac dong cua chinh sach & dia phuong

82,70

86,36

Tang

3,66

Chat lwgng to chire thure hién chinh
sach

83,40

86,55

Tang

3,15

Chinh quyén to chirc thuc hién tot
chinh sach phat trién kinh té & dia
phuong

82,81

86,25

Tang

3,44

Chinh quyén t6 chitc thuc hién tot
chinh sach kham chira bénh & dia
phuong

83,27

86,23

Tang

2,96

Chinh quyén to chirc thuc hién tot
chinh sach gido duc phé théng & dia
phuong

83,37

86,57

Tang

3,20

Chinh quyén t6 chirc thuc hién tot
chinh sach trat tu, an toan xa hi 6
dia phuong

84,33

87,20

Tang

2,87

Chinh quyén to chirc thuc hién tot
chinh sdach giao thong dwong bg & dia
phuong

82,36

86,01

Tang

3,65

10

Chinh quyén t6 chire thuc hién tot
chinh sach dién sinh hoat & dia
phuong

83,82

86,55

Tang

2,73

11

Chinh quyén to chirc thuc hién tot
chinh sdach nwéc sinh hoat 6 dia
phuong

83,19

86,56

Tang

3,37

12

Chinh quyén to chirc thyc hién tot
chinh sach an sinh xd héi ¢ dia
phuong

84,21

86,91

Tang

2,7

13

Chinh quyén to chirc thuc hién tot
chinh sdch cdi cach hanh chinh & dia
phuong

83,20

86,64

Tang

3,44




S . £en Ty 1€ hai long
Chi s0 hai long thanh pho/tiéu chi
STT s Nim | Nam | Tang/ | Tylé
hai long
2023 | 2024 | giam

Iv | Két qua, tac dong cua chinh siach 83,62 | 86,56 | Ting 2,94

14 Kinh té gia dinh ctua nguoi dan dia 8304|8628 | Tang 3.24
phuong tot hon

15 | Kinh t€ xa hoi ciia dia phuong tothon | 83,31 86,39 | Tang | 3,08
Bénh vién cong lap ¢ dia phuong kham 5

1 . 2 71T 2,97

0 chira bénh cho nguoi dan tot hon 82,90 858 ang 9

g7 | Truong pho thong cong lp day hoe g5 o) 1 g6 a6 | 1500 | 284
sinh tot hon

18 Trat tu, an toan xa hoi & dia phuong tot 8414|8657 | Tang 243
hon
Puodng b, giao thong & dia ph tot

1o | Duongbo, giao thong o diaphuong Ot | oo 46 | g6 46| Tane | 3,10
hon

20 bién smhA, hoat ctia nguo1 dan ¢ dia 84,38 | 87,01 | Tang 263
phuong tot hon

21 Nudc sml: hoat ctia nguoi dan ¢ dia 83,55 | 86,86 | Tang 331
phuong tot hon

99 Anh s1nh£xa hoi do61 voi nguoi dan ¢ dia 8424|8713 | Tang 289
phuong tot hon

I B ~dia oh :

g3 | CQUCNN, CBCCVC o diaphuong €6 | o5 27 | g6 69 | Tang | 2,92

nang luc va thyc thi cong vy to6t hon

Bang 3. Két qua Chi s6 mirc d§ hai 10ng ciia ngudi dan déi voi
viéc xay dung, to chirc thye hién chinh sach

2.2. Péi véi MPHL cung irng DVHCC:
- C6 5/5 Chi s6 hai 1ong thanh phan dat trén 80%, trong do, 1an luot tir cao

xudng thap la: Két qua dich vu (86,60%); Thu tuc hanh chinh (86,58%); Tiép
can dich vu (86,52%); Tlep nhan, xtr Iy phan 4nh, kién nghi ctia nguoi dan
(86,36%); Cong chrc truc tiép giai quyét cong viée (86,34%);

- C6 16/16 tiéu chi dat trén 86%, trong d6 cao nhat 1a tiéu chi MPHL vé

B phan Mot cwra c6 du ghé ngdi cho, ghé ngdi cho giai quyét cong viéc va ban
viet cho nguoi dan (86,70%) va Bo phan Mot cura thong bao ket qua xtr 1y phan
anh kién nghi cho nguoi dan Kip thoi (86,70%).

long ¢6 chi sd tang.

- So voi ndm 2023: Ca 5/5 chi s6 hai 1ong thanh phan va 16/16 tiéu chi hai

| STT |

Chi s6 hai long TP/ |

Ty 1€ hai long




Tiéu chi hai long Niam | Nam | . - o 1A
2023 | 2024 Tang/Giam | Ty lé
| | Tiép cin dich vu 84,05 | 86,52 Tang 2,47
BPMCNCé,bién hiéu, hu’é‘ng dﬁp ro
1. rémg,, deé thay co quan tiép nhan ho so, | 83,84 | 86,34 Tang 2,5
trd két qua
BPMC CO du ghé ngdi cho, ghe ngoi
2. | giai quyét cong viéc va ban viét cho | 84,30 | 86,70 Tang 2,4
nguoi dan
Trang thiét bi phuc vu nguoi dan day
3. |du, chat luong tdt, giip nguoi dan | 84,02 | 86,51 Tang 2,49
giai quyét cong viéc dé dang hon
1 Thu tuc hanh chinh 84,15 | 86,58 Tang 2,43
4. | Quy dinh TTHC duoc niém y&t cong
khai tai tru s& co quan ti€p nhan, tra -
két qua giai quyét TTHC dé thay, & | °440| 86671 Tang ) 2,21
hiéu
o. T%lanh phag ho so duge yéu cau nop la 84.03 | 86,63 Ting 26
ding quy dinh
6. Mu’c phl/le. phi dugc yé€u cau nop la 84,24 | 86,65 Ting 2.41
ding quy dinh.
7. | Thoi han gidi quyet thi tuc hanh y
chinh la dung quy dinh. 83,88 | 86,38 Tang 2,5
111 | Cong chirc 84,05 | 86,34 Tiing 2,29
8. Cong churc cok‘.[ha’l.do g‘l?lOAtlep lich 84.33 | 86.25 Téng 1.92
su, ton trong d61 vai1 ngudi dan
9. | Cong chic huong k& khai ho so dé
hiéu, dém bao ngum dan co thé hoan | 83,83 | 86,18 Tang 2,35
thién ho so sau mot lan hudng dan
10. | Cong chure tuan thu dung quy dinh trong <
giai quyét TTHC cho nguoi dan 8399186559 Tang 2,6
IV | Két qua giai quyet TTHC 83,66 | 86,60 Tang 2,94
11. | Két qua giai quyét TTHC duoc tra 83.84 | 86,85 Téng 3,01
ding hen
12. Kft qua giai qu},/et TTHC c6 thong tin 84,18 | 86.44 Ting 226
day du, chinh xac
13. KAet qua giai ,quyeAt TTsHC cho nguoi 82.95 | 86.49 Ting 3,54
dén dam bao tinh cong bang
V | Tiép nhan, xirly y kién PAKN 82,53 | 86,36 Tang 3,83
14. | Co quan c6 b6 tri hinh thire tiép nhan
PAKN gilp nguoi dan PAKN dé | 82,34 | 86,05 Tang 3,71
dang
15. | Co quan tiép nhan, xtr Iy PAKN cua | 82,66 | 86,33 Tang 3,67




STT Chi sb hai long TP/ . Naiy I¢ hai long
Tiéu chi hai long 0023 | 2024 | TAng/Gidm | Ty I¢
nguo1 dan ding quy dinh
16. | Co quan thong bao két qua xu ly )
PAKN cho ngudi dan kip thoi 82,59 86,70 |  Tang 411

cung tng dich vu hanh chinh cong

3. Chi s6 nhan dinh, danh gia
3.1. Mike d¢ quan tAm ciia nguwoi dan déi Véi cac chinh sach ciia nha nuée

Bang 4. Két qua Chi so0 mirc d§ hai long cia nguwoi dan doi véi viée

Trong nam 2024, 9/9 chinh séch déu nhan duoc mic d6 quan tdm Ién cua

Ngudi dan, to chic; trong d6, Chinh séch veé dién sinh hoat (chiém 91,43% nguoi
duoc hoi), Chinh sach ve trat tw, an toan xa héi (chiém 91,24% nguoi dugc hoi).

STT Miie d¢ quan tam ciia ngueoi dan déi véi cac chinh sach Chi s
1. | Chinh sach vé phat trién kinh té 87,31
2. | Chinh sach vé kham, chira bénh 89,84
3. | Chinh sach vé gido duc phd thong 88,79
4. | Chinh sach vé nuéc sinh hoat 90,89
5. | Chinh sach vé dién sinh hoat 91,43
6. | Chinh sach vé trat tw, an toan xa hdi 91,24
7. | Chinh sach vé giao thong dudng bod 89,69
8. | Chinh sach an sinh, xd hoi ¢ dia phuong 90,96
9. | Chinh séch cai cach hanh chinh ¢ dia phuong 90,05

Bang 5. Mirc @9 quan tAm ciia nguoi dan déi véi cac chinh sach

3.2. Kénh thdng tin ma ngwoi dan siv dung dé theo déi cdc chinh sdch
Trong 7 kénh théng tin theo diéu tra ma nguoi dan sir dung dé theo ddi cac

chinh sach, kénh “Qua hop, sinh hoat, thong bao tai khu dan cu” (chiém 68,60%

ngudi duoc hoi), “Qua loa phat thanh x&” (chiém 61,61% ngudi dugce hoi).

STT | Kénh thdng tin nguwoi dan sir dung dé theo ddi cac chinh sach | Chi sb
1. | Qua loa phat thanh xa 61,61
2. | Qua hop, sinh hoat, thong bio tai khu dian cw 68,60
3. | Qua chinh quyén, céng chic 53,55
4. | Qua nguoi than, ban bé 36,68
5. | Qua dai, tivi, bao chi 58,34
6. | Qua mang Internet 54,18
7. | Qua hinh thuc khac 1,30
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Bang 6. Kénh thong tin ma nguoi din sir dung dé theo ddi cac chinh sich
3.3. Miite dg phii hop ciia cic hinh thirc cung cap théng tin vé chinh sdch

Trong 7 kénh thong tin theo diéu tra vé murc do phu hop cua cac hinh thirc
cung cap thong tin vé chinh sach, qua hop, sinh hoat, thong bao tai khu dan (chiém
89,13% nguoi dugc hoi), qua dai, tivi, bao chi (chiém 88,81% ngudi dugc hoi).

STT | Mirc dg phii hop ciia cic hinh thifc cung cAp théng tin Chi s
1. | Qua loa phét thanh xa 86,33
2. | Qua hop, sinh hoat, thong bso tai khu dan cw 89,16
3. | Qua chinh quyén, céng chirc 88,36
4. | Qua ngudi than, ban bé 85,21
5. | Qua dai, ti vi, bao chi 88,81
6. | Qua mang Internet 88,06
7. | Qua hinh thirc khac 82,29

Bang 7. Mirc d9 phu hop ciia cac hinh thirc cung cip thong tin vé chinh sich
3.4. Sw tham gia gp y ciia ngwoi dan doi vdi chinh sach
Trong 4 hinh thic tham gia gop y cua nguoi dan d6i voi chinh sach, nguol
dan cho biét “S& tham gia, néu dwoc xin ¥ kién theo hinh thirc giri phleu xin

y kién c',len nha, co quan” (chiém 45,18% nguoi dugc hot), “S€ tham gia néu dugc
xin y kién tai cudc hop cu dan” (chiém 39,99% ngudi duoc hoi).

STT Sw tham gia gép ¥ ciia ngwoi dan doi véi chinh sach Chi sb

1. | S& tham gia, néu duoc xin y kién theo bat ky hinh thirc ndo 36,41

2. | Sé tham gia, néu dwoc xin y kién theo hinh thirc giri phiéu
Y S 5 45,18
xin y kién dén nha, co’ quan

3. | Sé tham gia, néu dwoc xin y kién tai cudc hop cw dan 39,99

4. | S& tham gia, néu dugc xin ¥ kién theo hinh thtc truc tuyén trén
O S X 12,10
trang thong tin dién tir cua chinh quyén

5. | S& tham gia, néu dugc xin y kién theo hinh thuc truc tuyén 12,21

Bang 8. S tham gia gop y ciia nguwoi dian do6i véi chinh sach
3.5. Suy nghi ciia ngudi din vé viéc dua tién ngoai quy dinh cho cong chirc

96,64% ngudi dan duoc hoi cho rang khong 6 ngudi dén nao phai dua tién
ngoai quy dinh; 2,91% ngudi dan duoc hoi cho rang c6 mot so ngudi dan phai
dua tién ngoai quy dinh.

STT | Suy nghi ciia ngudi dan v& viée dua tidn ngoai quy dinh cho

N , Chi s0
cong chue

1. | Khong c6 ngudi dian nao phai dwa tién ngoai quy dinh 96,64




10

2. | C6 mot s6 ngudi dan phai dua tién ngoai quy dinh 2,91

3. | C6 nhiéu nguoi dan phai dua tién ngoai quy dinh 0,45

Bang 9. Suy nghi ciia nguwoi dan vé viée dua tién ngoai quy dinh cho cong chirc
3.6. Miirc d9 phui hop ciia cac hinh thire giai quyét TTHC

~ Trong 3 hinh thie gidi quyét TTHC, ngudi dan danh gia hinh thirc tryc
tiép 1a hinh thie phu hop nhat (chiém 87,90%).

STT Mirc @9 phut hop ciia cac hinh thire gidi quyét TTHC Chi s
1. | Hinh thic truec tiép 87,90
2. | Hinh thtrc truc tuyén toan trinh 84,83
3. | Hinh thic tryc tuyén mot phan 85,43

Bang 10. Suy nghi ciia nguwoi din vé viéc dua tién ngoai quy dinh cho cong chirc
4. Chi s6 mong doi

Qua két qua khao sat, cac chi s6 mong doi ctia ngudi dan ddi véi su cai
thién chat lugng phuc vu cta cac co quan hanh chinh nha nudec:

- C6 02/10 chi s6 mong dgi tiv 60% tré lén, lan lwot la:

(1) Nang cao tinh than, thi d6 phuc vu cia CBCCVC dbi v6i nguoi dan
trong giai quyét cong viéc cho nguoi dan (62,82%);

(2) Tang cudng co so vat chat, trang thiét bi phuc vu giai quyét cong viéc
cho nguoi dan (61,40%).

- C6 08/10 chi s6 mong doi dudi 60%, lan lwot la:

(1) Tang cuong tng dung CNTT, chuyén d6i so trong giai quyét cong viéc
cho nguoi dan (55.57%).

(2) Nang cao tinh than, thai d6 phuc vu ciia CBCCVC ddi v6i nguoi dan
trong giai quyét cong viéc (55,20%).

(3) Nang cao chit luong cung tmg dich vu cong truc tuyén (‘Ié tao diéu kién
thuan lo1, dé dang cho nguoi dan trong thuc hién dich vu cong truc tuyén (49,78%);

(4) Nang cao tinh cong khai, minh mach trong cung cép thong tin cho
nguoi dan (49,52%);

(5) M¢ rong cac co hoi tham gia giam sat cua nguoi dan d6i voi hoat dong
cua chinh quyén (44,61%).

(6) Nang cao hiéu luc, hiéu qua hoat dong cta chinh quyén dia phuong
(44,54%);

(7) Tang cudng trach nhiém giai trinh cua chinh quyén déi v6i ngudi dan
(36,78%);

(8) Nang cao chat luong tiép nhén, giai quyét y kién gop y, phan anh, kién
nghi ctia nguoi dan (35,55%).
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III. PANH GIA CHUNG
1. Uu diém

V6i sy quyét tim clia cic cip, cac nganh, Chi sb Hai 1ong ctia nguoi dan, t6
chire d6i voi su phuc vu cua cac co quan hanh chinh nha nudc thuoc Thanh phé
trong nam 2024 di co két qua rat tich cuc, chit luong phuc vu cia co quan hanh
chinh nha nudc dat 86,50% (ting 2,93% so véi nam 2023), tiép tuc cao hon so véi
Chi s6 Hai 1ong chung cta ca nudc; xép thir 11/63 tinh, thanh phd, ting 10 bac o véi
nim 2023; dung thir 02 trong 06 thanh phd truc thudc Trung uong.

2. Han ché

Tuy nhién, qua két qua khao sat SIPAS niam 2024, c6 thé thiy van con
nhitng han ché nhu sau:

- Trach nhi@m gidi trinh cia chinh guyén cO su Cai thién it nhat vé chi sb
hai long trong chi so thanh phan Xay dung, t6 chirc thuc hién chinh sach;

- Tiép cin dich vu va Cong chic truc tiép giai quyét cong viéc cO su cai
thién it nhat trong chi s6 thanh phan Cung tng dich vu hanh chinh cong.

- Ty 1¢ hai 1ong cta ngudi dan d6i v6i ti€u chi “Bénh vién cdng lap ¢ dia
phwong kham chira bénh cho nhan dan tot hon” con thap (thap nhat trong 23
tiéu chi cua Chi so vé Xay dung, to chirc thuc hién chinh sach) (Chi so6 hai long
chi dat 85,87%).

- Van con tinh trang ngudi dan cho rang c6 mot so cdng chire géy phien
ha, sach nhieu (chiém 3,31% nguoi dugce hoi).

IV. MOT SO GIAI PHAP CAI THIEN, NANG CAO CHI SO HAI
LONG CUA NGUOI DAN, TO CHUC TRONG THOI GIAN TOI

Trén co s két qua Chi s SIPAS nidm 2024 cta Thanh phd, dé tiép tuc cai
thién, nang cao Chi s0 SIPAS nam 2025 va cac nam tlep theo, UBND Thanh phd
yéu cau cac co quan, don vi tap trung trién thuc hién mot s giai phap sau:

1. M& rong kénh thong tin va twong tic véi ngudi dan

- Tang cuong tuyén truy?;n chinh sach qua cac kénh nguoi dén hay dung
nhu: loa phuong, hop t6 dan pho, mang xa hdi, website chinh quyén...

- Tao diéu kién dé nguoi dan gop y. bang nhiéu hinh thir: phiéu khao sat,
truc tuyén, hop t6 dan phd (nguoi dan sin sang gop y néu duogc tao diéu kién
nhu giri phiéu dén tan nha, hop khu dan cu...chiém trén 45%).

2. Tang cwong chat lwong gidi quyét cac TTHC

- Cap nhat thong tin TTHC 16 rang, minh bach tai cac dia diém tiép nhan
ho so va tra két qua va trén cac phuong tién thong tin truc tuyén.

- Ung dung cong nghé s6 dé ngudi dan dé dang tra ctru, ndp ho so, theo
doi két qua.
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- Giai quyét thi tuc nhanh gon, ding hen, tranh phién ha (chi s6 mong doi
cao nhat dd la nang cao tinh than, thai do phuc vu cta can b, cong chirc
(62,82%) va tang cuong co so vat chat (61,4%).

3. Nang cao nang luyc va thai dj cia can bd, cong chirc, vién chire
trong giai quyet TTHC

- Pao tao k¥ ning giao tiép, xur Iy cong viéc chuyén nghiép.

- Thuc hién kiém tra, gidm sat chat luong va tinh than, thai do, trach
nhiém trong thuc hién nhiém vu.

- B6 tri can b, cong chue, vién chtre phu hop voi vi tri viée 1am va c6
tinh than trach nhiém cao (Mot s6 nguoi dan van phan anh con hién tuong can
bd gay phién ha (du ty 18 da rat thap, chi 3,31%).

4. Cai thién dich vu cdng tryc tuyén
- Ho trg nguoi dan str dung dich vu cong truc tuyén toan trinh.
- Nang cao chit luong Cong thong tin dién tir cia Thanh phé.

- T6 chtrc hudng dan truc tuyén, tai chd hodc qua hoi nghi dan cu (Mic d
54,18% nguoi dan theo doi chinh sach qua mang, nhung chi 12% chon gop y chinh
sach qua hinh thtre tryc tuyén, can thiét tang sy thudn tién Va Niém tin ctia nguoi dan
trong viéc sir dung cac hinh thie giao tiép voi chinh quyén truc tuyén).

5. Pau tu co s¢ vat chat cho dia diém tiép nhan hd so va tra két qua

- Trang bi day du ban ghé, thiét bi hd tro ngudi dan (man hinh tra ctu,
may lay so tha tu...).

- Khong gian phuc vu nguoi dan phai than thién, chuyén nghiép (Mot sd
tiéu chi vé co so vat chat van dudi 87%, du da cai thién).

6. Tang tinh cong khai - minh bach - giii trinh

- Cong bd két qua xr Iy phan anh kién nghi ro rang, dung thoi han.

- Tang cuong giai trinh va chiu trach nhiém cua cac co quan hanh chinh
nha nuéc thude Thanh pho.

- Khuyén khich ngudi dan giam sat chinh quyén (chi s6 mong doi vé minh
bach, trach nhiém giai trinh van con thap (dudi 50%).

V. KIEN NGHI, PE XUAT VOI TRUNG UONG

Pé tiép tuc nang cao chat luong phuc vu Nhan dan, dap tng tot hon nhu
cau va ky vong cua ngudi dan, to6 chuc, UBND Thanh phd kién nghi Trung
uong, Bo Noi vu va cac B, nganh lién quan mot s6 ndi dung sau:

1. Hoan thién va nang cao phwong phap do luong SIPAS

Tiép tuc ra soat, cap nhat Bo ti€u chi danh gia SIPAS dé phan anh toan
dién hon vé chat luong phuc vu, dac biét 1a cac yéu to lién quan dén chuyén doi
s0, tuong tac chinh quyén - nguoi dan; mé rong doi tuong khao sat dén cac
nhoém dac thu nhu doanh nghi¢p, ngudi yéu thé dé phan anh da chiéu hon nira.
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2. Tang cwong hd tro ky thuit va chuyén giao cong nghé
‘ Hb tro, huéng dan cac dia phuong trong viée xay dung bd cong cy, phan
mém phan tich dir liéu SIPAS chuyén sau, giup dia phuong kip thoi phat hién
van dé va co giai phap cai thién phu hop.
3. Ban hanh chinh sich khuyén khich nguoi dan tham gia giam sat va gép ¥

Nghién ctru co ché khuyen khich nguoi dan tham gia phan anh, gop y
chinh séch thong qua cac nén tang sé; déng thdi dam bao quyén duge bao mat
thong tin, bao vé nguoi dan khi phan anh tiéu cyc; c6 huong dan théng nhat
trong toan qudc vé té chirc lay ¥ kién ngu:0’1 dan vé chinh sach bang céac hinh
thirc linh hoat nhu: gtri phleu dén tan ho gia dinh, hop dan cu, kénh truc tuyen
than thién...

4. Pinh hwéng cdng tac tuyén truyén hiéu qua

Pé nghi Trung wong chi dao cac co quan bao chi, truyén thong tang
cuong phd bién chinh sach dén nguoi dan thong qua cac kénh gan gui nhu
truyén hinh, phat thanh, mang x4 hoi; c6 dinh hudng rd rang vé ngdn ngir truyen
thong phu hop véi timg nhom ddi tuong dan cu, dic biét 1a nguoi cao tudi,
nguoi dan & khu vuc néng thon.

5. Tang cwong nguon lue cho cii cich hanh chinh
’ Pé nghi tiép tuc nghién ctru, c¢6 co ché, chinh sach tai chinh hd trg dic tho
doi vai cong tac CCHC,

Trén day 1a Bao cao phan tich két qua Chi s6 Hai 1ong cta ngudi dén, to
chuc do1 voi su p,hl.l(‘: vu hanh chinh (SIPAS) nam 2024 cua thanh pho Ha Noi,
UBND Thanh pho dé nghi cac co quan, don vi nghién ctru ky bao cdo, xac dinh
ro trach nhiém va to chirc trién khai cac giai phap dé tiep tuc nang cao su hai
Iong cta nguoi dan, to chirc doi véi su phuc vu hanh chinh cac nam tiép theo./. 5

Noi nhin: ’ TM. UBND THANH PHO
- Thuong truc Thanh uy; bé [

-BCD CTrs6 01-CTr/TU; | béo KTZ CHU» TICH

- Thuong truc HDND TP; céo PHO CHU TICH

- Chu tich UBND Thanh phd;

- Cac PCT UBND Thanh phd;

- BCD CCHC, CPS Thanh ph;

- Cac S¢, ban, nganh TP;

- UBND cac quan, huyén, thi xa;
(gui UBND cac xa, phuong, TT)

- VPUBTP: CVP, cac PCVP, céc
Phong chuyén mén; wt x .

- Luu: VT, NC, SNV ytphuong) Nguyén Trong bong




		2025-04-21T10:31:40+0700


		2025-04-24T15:00:08+0700
	Nguyễn Mạnh Quân


		2025-04-24T15:58:56+0700
	Nguyễn Trọng Đông


		2025-04-29T09:16:24+0700


		2025-04-29T09:16:24+0700


		2025-04-29T09:16:24+0700




