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1essas+o700  CAn ¢t Luét T6 chic chmh quyén dia phuong ngay 19/6/2015;

Can c Quyét dinh sb 2072/QD-UBND ngay 12/8/2014 cua UBND tinh
Khénh Hoa ban hanh Quy ché khéo séat, dénh gia mirc d6 hai 1ong cta tb chic, c4
nhan d6i véi sy phuc vu ctia co quan hanh chinh nha nudc va don vi sy nghiép
cong 14p trén dia ban tinh Khanh Hoa;

Cén cu Quyét dinh s 1614/QD-UBND ngay 08/6/2017 clia UBND tinh
Khénh Hoa vé viéc phé duyét K& hoach khao s4t, d4nh gia mirc d6 hai 1ong clia tb
chire, ca nhén d6i véi su phuc vu coa co quan hanh chinh nha nude, cac don vi sy
nghiép y té, gido duc va dao tao trén dia ban tinh Khdnh Hoa nam 2017;

Can ctr Quyét dinh sb 32/Qb-UBND ngay 10/01/2017 ctia UBND huyén
Van Ninh vé viéc ban hanh Ke hoach céi cach hanh chinh nim 2017;

Can ctr Ké hoach s6 1655/KH-UBND ngay 07/8/2017 cia UBND huyén
Van Ninh vé viéc khdo sat, danh gid mirc d¢ hai long cta tb chire, cd nhén db6i voi
su phuc vu ctia Uy ban nhan dan va Tram Y té céc x4, thi trin trén dia ban huyén
nam 2017; }

Xét dé nghi cia Trudng Phong Néi vu huyén, P

QUYET DPINH:

Dleu 1. Céng bd kém theo Quyét dinh nay Béo céo Chi s6 mic do haj
long cha tb chirc, cé nhén d6i voi su phuc vu cia Uy ban nhén dan va Tram Y té
cac x4, thi trin trén dia ban huyén Van Ninh ndm 2017.

Piéu 2. Thu trudng cac Tram Y té cAp xd; Chu tich UBND céc x4, thi trin
chiu trdch nhiém cong bd Bdo cdo di duwgc UBND huyén phé duyét tai Diéu 1,
Quyét dinh nay trong pham vi co quan, don vi.

Piéu 3. Chanh Vian phong HDND va UBND huyén, Trudng Phong Noi vy
huyén, Thu truéng cdc Tram Y té cip x&, Chi tich UBND cac x4, thi trdn, Tha
truodng céc co quan, don vi cd lién quan chiu trach nhiém thi hanh Quyét dinh nay

ké tlr ngay ky./- 1 f/

Noi nhan:

- Nhu Piéu 3;

- S& N&i vu tinh (b/c);
- TT. Huyén 1y;

- BBT Céng TTPT huy
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UY BANNHAN DAN  CONG HOA XA HOQI CHU NGHIA VIET NAM
HUYEN VAN NINH Poc l1ap - Tw do - Hanh phuac

BAO CAO
Chi s6 mirc d9 hai long ciia t6 chire, ca nhan dbi v6i sy phuc vu ciia
Uy ban nhén din va Tram Y té cc x4, thi trin trén dia ban
huyén Van Ninh nam 2017
(Kem theo Quyét dinh s6: 34§ /OP-UBND ngay A6/ 3 /2018
ciia Uy ban nhén ddn huyén Van Ninh)

I. TONG QUAN VE QUA TRINH KHAO SAT, DANH GIA:

1. Pic diém tinh hinh dia phwong va muc tiéu cii cich hanh chinh
dat ra giai doan 2016 - 2020:

Uy ban nhan dén huyén Van Ninh 13 co quan hanh chinh nha nuéc ¢ dia
phuong, chiu trach nhiém chép hanh Hién phap, luét, cac van ban cta co quan
nha nudc cip trén va Nghi quyét cia Hoi dong nhén dan huyén nham bao dam
thyc hién cha truong, bién phéap phét trién kinh té - x3 hoi, cing cb qudc phong,
an ninh va thyc hién céac chinh sach khéc trén dia ban huyén.

V& co cdu t6 chirc va hoat dong:

Uy ban nhin dan huyén Van Ninh ¢6 12 phong ban chuyén mén, 05 don
vi su nghiép cong l1ap, 53 don vi su nghiép gido duc va 13 x4, thi trdn, hoat déng
theo chirc ning, nhiém vu, quyén han duoc giao va cac quy dinh cta phap lut.

Hién nay, 13/13 UBND céc x4, thi trin thudc huyén da thyc hién trién
khai viéc giai quyét tha tuc hanh chinh theo mé hinh mot ctra, mot cira lién
thong theo hudng hién dai, véi 153 bo tha thu tuc hanh chinh d3 dugc UBND
tinh cong bb thude céc linh vuc: Nong nghiép va Phét trién nong thon, Xay
dung, Giao thong véan tai, Y t&, Van hoa - Thé thao va Du lich, N6i vu, Tu phap
- Ho tich, Gido duc va Dao tao, Tai nguyén va Moi truong, Lao dong - Thuong
binh va X4 hoi, Cong an.

* Muc tiéu cai cdach hanh chinh cua huyén Van Ninh giai doan 2016 -
2020:

X4y dyng, ban hanh c4c vin ban quy pham phép luat ciia Hoi ddng nhan
dan, Uy ban nhén dan céc cip ngay cang hoan thién, cé cai tién, d6i méi cin ban
dé dam bao chit lugng, cé tinh kha thi cao, phtt hop véi cac quy dinh cua phép
luat va tinh hinh thuc té tai dia phuong.

Hoan thién va minh bach hoéa hé théng céc quy dinh, quy hoach, chinh
sach quan ly theo phan cép, gom: Xay dung, dat dai, khai thac, ché bién va st
dung khoéng sén, bao vé mbi trudng; phan cip va Gy quyén quan ly chét luong
cdng trinh x4y dung, quan ly nha & thudc s& hitu nha nudce; thué, bao hiém xa
hoi, thu chi ngén séch.

Toan b th tuc hanh chinh thudc trach nhiém, thim quyén giai quyet cta
cac co quan, don vi thudc huyén duoc ra soét va kién nghi don gian héa vé cach
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thirc, quy trinh giai quyét va thanh phan hd so, dé xuét cét giam 1/3 thoi gian
giai quyet cho méi thu tuc; trong d6 trong tdm 1a cdc linh vuc cé lién quan nhiéu
va truc tiép dén nguoi dan va doanh nghiép nhu: Pau tu, xdy dung, dat dai, tu
phap, hd tich...nhdm cat giam chi phi vé thoi gian va tai chinh ctia nguot dan va
doanh nghiép.

Chi dao quyét liét vide giai quyét thii tyc hanh chinh truc tuyén qua mang
Internet & mue do 3, 4. Pua vao vén hanh hiéu qua co ché mét cira lién thong
giai quyét thu tuc hanh chinh tryc tuyen qua mang tin hoc tr mac d6 3, 4 trd 1én.
Céng khai két qua, hidu qua giai quyét thi tuc hanh chinh cia céc co quan, don
vi trén Cong théng tin dién t cta huyén.

Théng nhét va ddng bd hoa co s¢ dir liéu Vé thu tuc hanh chinh trén toan
dia ban huyén théng qua két ndi co sé dit lidu gbc duoc cung cip trén Cong
thong tin dién tir cta tinh dén Cong thong tin dién t& cia UBND huyén.

Tiép tuc dau tu, nang cip hoan thanh viéc trién khai, thuc hién md hinh
mot clra, mot clra lién théng theo hu’é’ng hién dai tai cac x4, thi trin.

T chtc bd may cép huyén, cip x4 duoc kién toan, dap tng tt yéu ciu
nédng cao chat luong hoat dong quén ly nha nuédc, cung cép dich vu cong cho
ngudi dan, t6 chtic va doanh nghiép.

Chét lugng doi ngl can bo, cong chire, vién chue c6 chuyén bién manh
mé& théng qua d6i méi va ning cao chat luong tuyén dung, quan ly, st dung,
danh gia; thu hat nguoi co tai nang trong hoat dong cdng vu; 100% cong chirc
cap x4 dat tiéu chuin theo chtrc danh. P8 cao trach nhiém cta ngudi ding dau
co quan, t chiic; ting cudng ky ludt, ky cuong hanh chinh, nang cao tinh thén,
thai d6 va chét lugng cong vu.

bam bao 100% co quan hanh chinh nha nuéc thugc UBND huyén,
UBND cép x4 thuc hién giri va nhén vin ban dién t&r. Dam bao 100% cén bg,
cong chire, vién chirc thudng xuyén st dung hé thong thu dién ti trong cong
viéc.

Muc d6 hai long ctia t chire, ¢4 nhan déi véi su phuc vu clia céc co quan
hanh chinh nha nuée, don vi sy nghiép thudc huyén dat tdi thiéu 77%.

2. Cin ctt phap ly, thwe tién va qua trinh trién khai khao sat, danh gia
mirc d§ hai long nam 2017 tai dia phwong:

2.1. Can cw phép ly:

- Nghi quyet s6 30¢/NQ-CP ngay 08/11/2011 ctia Chinh phd ban hanh
Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan 2011 - 2020;

- Quyét dinh sb 225/Qb- TTg ngay 04/02/2016 ctia Thu tu’O’ng Chinh phu
vé viéc phé duyét Ké hoach cai cach hanh chinh nha nuéc giai doan 2016 -
2020;

- Quyét dinh s6 3777/QD-UBND ngay 25/12/2015 ctia UBND tinh Khanh
Hoa ban hanh K& hoach cai c4ch hanh chinh tinh Khanh Hoa giai doan 2016 -
2020;



- Quyét dinh sb 2072/Qb-UBND ngay 12/8/2014 cta UBND tinh Khanh
Hoa ban hanh Quy ché khao sat, danh gia muc do hai long cta tb chire, c4 nhan
d6i véi su phuc vu ciia co quan hanh chinh nha nuéc va don vi sy nghiép cong
13p trén dia ban tinh Khanh Hoa;

- Quyét dinh s6 4032/Qb- UBND ngay 27/12/2016 cua Uy ban nhan dan
tinh Khanh Hoa vé viéc ban hanh Ké hoach cai cach hanh chinh tinh Khédnh Hoda
nam 2017;

Quyet dinh s 1614/QD-UBND ngay 08/6/2017 ctia UBND tinh Khanh
Hoa vé viée phé duyét Ké hoach khao sat, danh gia mirc d6 hai 1ong ctia td chic,
cd nhan d01 v61 sy phuc vu clia co quan hanh chinh nha nuéc, cdc don vi su
nghiép y té, gido duc va dao tao trén dia ban tinh Khanh Hoa nim 2017,

Quyet dinh sb 32/Qb-UBND ngay 10/01/2017 ctia UBND huyén Van
Ninh vé viéc ban hanh Ké hoach cai cach hanh chinh nam 2017;

- K& hoach s6 1655/KH-UBND ngay 07/8/2017 cia UBND huyén Van
Ninh vé viéc khao sat, ddnh gia muc do hai long cia tb chire, ca nhan d6i voi su
phuc vu ctia Uy ban nhin dan va Tram Y t& cdc x3, thi trdn trén dia ban huyén
nam 2017.

2.2. Thye tién va qua trinh trién khai khio sat, dianh gia mirc do hai
long ndm 2017 tai dia phwong:

Trién khai viéc khao sat, d4nh gid mirc d6 hai long cta t§ chirc, ¢4 nhan
d6i v6i sy phuc vu cua Uy ban nhan dan va Tram Y té cap x4 trén dia ban huyén
Van Ninh nim 2017 theo K& hoach s6 1655/KH-UBND ngay 07/8/2017 ctia Uy
ban nhéan dan huyén va ndi dung chi dao cua S& No6i vu tinh Khanh Hoa tai
Quyét dinh s6 186/QD-SNV ngay 26/7/2017 vé& viéc phé duyét Ké hoach lua
chon nha thau trién khai diéu tra x3 hoi hoc phuc vu khao sat, danh gid mc do
hai long nam 2017; Céng vin sb 1725/SNV-CCHC ngay 04/8/2017 ctia S& Néi
vu tinh Khanh Hoa vé viéc phdi hop t6 chire truyén théng diéu tra, khao sat muc
do hai long nam 2017; Céng vin sé 1702/SNV-CCHC ngay 02/8/2017 cia Sé&
Noi vy tinh Khanh Hoa vé viéc phdi hop trién khai khéo sat, danh gia mac d6
hai 1ong ndm 2017. Theo K& hoach d& ban hanh va néi dung chi dao cta S& Noi
vu tinh, Uy ban nhan d4n huyén da giao cho Phong Noi vu chu tri 1am viéc véi
don vi nhan thiu 14 Céng ty TNHH Dich vu tu vAn doanh nghi€p Kbiz do S¢&
Noi vu gidi thiéu dé tién hanh viéc diéu tra, khéo sat mic d6 hai long ctia khach
hang ndm 2017, day 1a don vi dugc UBND huyén hop dong thuc hién cong tac
khao sat, danh gia mirc dd hai long ctia khach hang tir nim 2016.

Trén co s¢ chi dao cua Uy ban nhén dan huyén, Phong Noi vu da truc t1ep
lam viéc, thuong thao hop dong v6i lanh dao Céng ty TNHH Dich vu tu van
doanh nghiép Kbiz vé viéc moi nhan géi thdu didu tra x& ho1 hoc mure d6 hai long
ctia khach hang n&m 2017 va ban hanh Quyet dinh s6 05/QD-NV ngay 08/8/2017
ctia Phong Néi vu vé viéc phé duyét két qua Iua chon nha thau, goi thau diéu tra
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xa hoi phuc vu khao sét,, danh gia muc d6 hai I(‘)ng ctia td chire, ¢4 nhan ddi véi su
phuc vu cua Tram Y t€ va UBND céc x4, thi tran trén dia ban huyén Van Ninh
nim 2017, thyc hién ky két hop ddng diéu tra véi so lwong phiéu diéu tra 13 1.430
phleu ctia UBND va Tram Y té cta 13 x4, thi trdn trén dia ban huyén, qua trinh
trién khai viée 14y phleu didu tra, khao sat sy hai long cta khach hang tai UBND,
Tram Y ‘ge cac x4, thi tran duoc trién khai tir ngay 15/8/2017 - 15/9/2017 va ban
giao Phieu diéu tra vé UBND huyén (qua Phong N&i vu) dé tién hanh tong hop
bdo céo theo quy dinh.

Sau khi tiép nhén Phléu didu tra tur don vi nha thau, Phong Noi vu huyen
thyc hién ra soat, phuc tra ngau nhién, tién hanh phan cong nhép dit liéu didu tra
vao phin mém va chuyen giao vé& bd _phén chuyén mén ctia S¢ No1 vu dé thyue
hién phén tich, két xuét dit liéu, chi s hai 1ong cho timg co quan, don vi va viét
bao cédo ket qua khao sat, danh gia.

3. Dbi twgng dwgc danh gia, tiéu chi, bang cAu héi khio sat va dbi
twgng lay y kien:

3.1. Dbi twong va pham vi thywe hién nim 2017:

Theo K& hoach s6 1655/KH-UBND ngay 07/8/2017 ctia Uy ban nhén dén
huyén Van Ninh vé viée khao sét, danh gia mirc do hai long cia tb chtre, ca nhan
d6i voi su phuc vu ctia Uy ban nhan dan va Tram Y té céc x4, thi trdn trén dia ban
huyén, dbi tuong duoc tién hanh khao sat, danh gid mic d6 hai long cia khach
hang nam 2017 gom:

a) Cac co quan hanh chinh cap xi: 13 co quan.

- UBND thj tran Van Gis;

- UBND x4 Van Phu;

- UBND xa Van Binh;

- UBND x4 Van Théng;

- UBND xa Van Luong;

- UBND x2a Van Hung;

- UBND x4a Van Khanh;

- UBND x4 Van Phudc;

- UBND x4 Van Long;

- UBND x4a Van Tho;

-  UBND xa Van Thanh;

- UBND x4& DPai Lanh;

-  UBND x4a Xuéan Son.

b) Cac Tram Y té cap x4: 13 don vi.

- Tram Y té thi trdn Van Gi&;

- Tram Y té x4 Van Phu;

- Tram Y té x& Van Binh;

- Tram Y té x4 Van Théng;
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- Tram Y té x& Van Luong;

- Tram Y té x4 Van Hung;

- Tram Y t& x& Van Khanh;

- Tram Y té x& Van Phuéc;

- Tram Y té x& Van Long;

- Tram Y té x4 Van Tho;

- Tram Y té x3 Van Thanh;

- Tram Y té x3 Pai Lanh;

- Tram Y té x& Xuan Son.

Theo két qua thim dinh va phén bd kinh phi thuc hién khao sat, danh gia
mirc d6 hai long di véi khach hang ndm 2017 ctia S& No6i vu va UBND huyén,
trong ndm 2017 huyén Van Ninh van chqa trién khai thuc hién viée lay v kién
khdo sét, danh gid mic do hai long cia to chirc, c4 nhan d6i véi linh vuc Gido
duc va Pao tao, chi thuc hién khao sat y klen khéch hang d6i véi 02 1inh vuc 13
khéi UBND céc x4, thi tran va Tram Y té clp 4.

3.2. N§i dung, tiéu chi khio sat, danh gia va bang cAu héi diéu tra:

Can c miu phiéu khao sit, danh gia, do ludng mic do hai long cua
khach hang ndm 2017 do S¢ Noi vu, S&¢ Y té tinh Khanh Hoa tong hop, xay
dung, ndi dung tién hanh khao sat, danh gid mic do hai long cia t6 chic, cé
nhan d6i véi sy phuc vu cta Uy ban nhan dan va Tram Y té clp x& duoc xéc
dinh dua trén cac tiéu chi co ban dé thuc hién phan tich, danh gia nhu sau:

a) Déivéi UBND cic xd, thi trin, tiéu chi khéo sdt, dinh gid gom:

- Tiép cdn dich vu:

Tiéu chi nay do luong mic dd da dang, phong phi vé kénh thong tin, hinh
thuc ma co quan hanh chinh nha nudc thong tin vé co ché chinh séch, thu tuc,
dich vu hanh chinh céng dén t6 chirc, c4 nhan, mtrc d6 khach hang nhén biét va
khai thac cac kénh thong tin dich vu; chit luong thong tin dugc cung clp, su tich
cuc va chu dong ctia co quan nha nudc trong viéc nam bét nhu ciu thong tin va
gidi dap, cap nhat kip thoi theo nhu ciu cta t6 chire, ¢4 nhén.

Tiéu chi nay duoc thiét ké gom 04 tiéu chi thanh phan, twong Gng v6i 04
cau héi cu thé trong bang céu héi diu tra (tir cAu 1 dén cau 4).

- Diéu kién z‘zep don va dich vu:

Tiéu chi nay danh gid muc d6 hai long vé co s& vat chit, noi lam viéc cua
co quan, mirc 46 dap Umg vé phuong tién, thiét bi cho khach hang tién hanh giao

dich, su thuan tién, ddy du va mac d6 hién dai hoa trong tiép dén va phuc vu
khach hang.

Tiéu chi nay duoc thiét ké gom 02 tiéu chi thanh phan, tuong tng véi 02
cau héi cu thé trong bang ciu héi didu tra (tir cAu 5 dén cu 0).

- Thu tuc hanh chinh:
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Tiéu chi nay tép trung danh gid muc d¢ hai long, dva trén cam nhén cta
khéach hang vé viée cong khai thu tuc hanh chinh cta co quan, muc d6 dé dang
trong viéc thue hién céc biéu mau, ho so, su théng nhit gifta quy dinh thu tyc
dugc niém yét véi hudng dan yéu ciu ctia can b, cong chirc, vé quy trinh thuc
h1en thd tuc, thoi gian va sb 1an di lai d& hoan chinh bd hd so va duoc co quan
tlep nhén chinh thirc; sy minh bach, ding quy dinh trong viéc cam két thoi han
giai quyet

Tiéu chi nay dugc thiét ké gém 07 tiéu chi thanh phin, twong tmg véi 07
cau héi trong bang cau hoi didu tra (tir cau 7 dén cau 11).

- Sw phuc vu cua can b, cong chikc:

Tiéu chi nay do luong muc do hai long ctia khach hang dua trén cac yeu
t6: Su sén sang phuc vu cta can bg, cong chuc, thai do giao tlep va thai do d6i
v6i cong viée, nang luc x Iy chuyén mén, sy cau thi trong méi quan hé déi véi
khéch hang, sy liém khiét.

Tiéu chi nay gbm 04 tiéu chi thanh phn, tuong ung voi 04 cau hoi trong
bang cau hoi diéu tra (tir cdu 13 dén cau 16).

- Tién dg, két qua gidi quyét cong viée:

bo lucmg murc 4o hai long trén cdc khia canh: Sy cht dong, kip thoi trong

viéc thong tin vé tinh trang hd so ctia khach hang, thoi han tra két qua c6 ding
cam két hay khéng, s6 14n di lai dé nhan dugc két qua, chét luong ctia két qua.

Tiéu chi ndy dugc thiét ké gdm 04 tiéu chi thanh phan, tuong ung véi 04
cau hoi trong bang cau héi diéu tra (tir cau 17 dén cau 20).

- Tiép nhdn va xir Iy thong tin phan hoi:

Tiéu chi nay phan anh mtc do hai 1ong cua t chiic, c4 nhan v& sy minh
bach cac théng tin lién quan dén quyén, trach nhiém phan 4nh, kién nghi cta
khach hang, cac thong tin cén thiét theo quy dinh dé khach hang c6 thé gui phan
anh, kién nghi néu c6, mtc do thuan tién, su sin sang va tinh kip thoi trong viée
xir ly va tra 101 y kién ctia khéach hang c¢6 lién quan dén sy phuc vu ctia minh.

Tiéu chi ndy dugc cu thé héa thanh 03 tidu chi thanh phén, trong tng véi
03 cau hoi trong bang cau héi didu tra (tir cau 21 dén cau 24).

Téng hop bang cau hoi diéu tra hoan chinh gdm 26 cau hoi, trong doé cac
ndi dung danh ddu (*) dau tién g1up xac thuc khach hang c¢6 tham gia giao dich
thi tyc hanh chinh trong ndm, ndi dung cdng viéc ma khach hang da thyc hién,
sb lan lién hé giao dich cua khach hang véi co quan nha nudc va két qua giai
quyét tht tuc hanh chinh d& thuc hién. Tir ciu 1 dén cau 24 do luong cam nhén
cua khach hang trén 06 tiéu chi khdo sat, danh gia, cau s6 25 do ludng cam nhén
chung nhét ctia khach hang vé sy phuc vu cia co quan hanh chinh nha nudéec,
gitp cho viéc phdi kiém toan dién mirc do tuong ung trong danh gia tong hop tr
cac tiéu chi thanh phan vo1 cam nhén sau cling clia khach hang, cau s6 25a, 25b
duoc thiét ké mé dé khach hang phan 4nh chi tiét hon vé nhiing didu ho khéng
hai long, phat hién nhitng khoé khan ma khach hang gdp phai khi giao dich céng
viéc v6i co quan hanh chinh cling nhu céc ¥ kién gép ¥ dé ning cao chit luong
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phuc vy trong thoi gian téi. Cau 26 cho biét cac théng tin nhan khéu hoc, phuc
vu viéc phan tich phuong sai khi can thiét.

b) Poivéi Tram Y té cdc xd, thi trin, tiéu chi khao sdt, dinh gid gom:

- Tiép cdn dich vu:

Tiéu chi nay do ludng muc d6 da dang, phong phu vé hinh thtc, phuong
tién ma co quan y té thong tin v& céc dich vy kham, chita bénh dén khéch hang,
su ddy du, chu d4o trong viéc huéng dan cach thire str dung dich vu, céc khu vuc
chue nang, gia, phi dich vu.

Tiéu chi nay dugc thiét ké gom 06 tiéu chi thanh phan, twong Gng véi 06
cau héi cy thé trong bang ciu hoi diéu tra (tir cu 1 dén cu 6).

- Diéu kién tiép don, phuc vu:

Tiéu chi nay danh gid muc do hai long clia khach hang vé thu tyc hd so
nhép vién, chuyén vién, thanh toan; dleu kién, tién nghi phuc vu tai cac khu vuc
kham chita bénh va khu vuc cung cap dich vu.

Tiéu chi nay duoc thiét ké gom 02 tiéu chi thanh phén, tuong tmg véi 02
cau héi cu thé trong bang ciu hoéi diéu tra (tr cau 8 dén cau 9).

- Su phuc vu ciia cén b, nhdn vién y té:

Do luong sy hai long cua khach hang vé muc do tuén thu gid gidc 1am
viéc; su khach quan, cong béng ctia can bd, nhan vién y té trong qua trinh phuc
vy, thoi gian cho doi d& dugce kham chita bénh va cép phét thubc; thai do giao
tiép, tng xu, tinh chuyén nghiép trong xtr ly cong viéc; sy quan tam tiép thu,
g6p v va su liém khiét.

Tiéu chi nay dugc thiét ké gdm 07 tidu chi thanh phn, tuong g voi 07
ciu héi trong bang ciu héi diéu tra (tir cAu 10 dén cau 16).

- Két qua dich vu:

Do luong mirc d6 hai long ctia khach hang v& céch thire tham, kham, chin
doéan bénh; su an tdm cta khach hang vé két qua chén doan, didu tri; su nhanh
choéng, chinh xac trong cac xét nghiém; sy tin tdm, chu ddo trong viéc tu vén
cho khach hang, viéc cap phat thudc chita bénh va chi phi dich vu theo thé bao
hiém y t& do Tram Y té cung cip.

Tiéu chi nay gom 03 tiéu chi thanh phan, twong Gng véi 03 cdu hoi tir cau
17 dén céu 19 trong phiéu diéu tra.

- Tiép nhdn va xik Iy thong tin phdan hoi:

Tiéu chi nay phan anh muc do hai long cta t6 chirc, c4 nhan vé sy minh
bach cac thong tin lién quan dén quyén, trach nhiém phan 4nh, kién nghi cua
khach hang, cac théng tin can thiét theo quy dinh dé khach hang c6 thé giri phan
anh, kién nghi néu c6, mirc d6 thuan tién, sy sn sang va tinh kip thoi trong viée
xt 1y va tra 161 y kién ctia khéch hang cé lién quan dén sy phuc vu ctia minh.

Tiéu chi nay duge cu thé héa thanh 03 tiéu chi thanh phin, twong ing voi
03 cau hoi trong bang cau héi diu tra tir cAu 20 dén cau 22.
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Tdng hop bang cau héi diéu tra hoan chinh gém 24 ciu hoi, trong dé céc
ndi dung danh déu (*) gitip xac thuc khach hang c6 tham gia giao dich va loai
dich vu ma khéch hang da s dung. Tir cdu 1 dén cau 22 do luong cam nhén cta
khach hang trén 05 tiéu chi khao sat, danh gia; cau sé 23 do ludong cam nhén
chung nhat ctia khach hang vé sy phuc vu ctia Tram Y té, , giup cho viée phdi hop
kiém tra toan dién méc dd tuong Ung trong danh gid tong hop tur céc ti€u chi
thanh phén v&i cam nhan sau cing cia khach hang, cau sb 23a, 23b dugc thiét
ké m& dé khach hang phan 4nh chi tiét hon vé& nhitng didu ho khong hai long,
céc v kién gép v dé nang cao chit luong phuc vu. Cau 24 cho biét cac thong tin
nhan khiu hoc, phuc vu viée phan tich phuong sai khi can thiét.

3.3. Thang do va chi s6 hai long (SIPS):

Thuc hién theo Quy ché dugec UBND tinh ban hanh, céc tiéu chi, tiéu chi
thanh phin duoc danh gi4 bang thang do Likert 5 muac d, tir 1 dén 5, trong do6
mic 1 twong tng v4i mie danh gia thdp nhét, mic 5 twong Ung v6i mic danh
gi4 cao nhét.

Mtic d6 danh gia dat dugc trén mdi tiéu chi, tiéu chi thanh ph?m va két
qua chung theo cac khoan trong rng nhu sau:

Mikrc Kém Yéu Trung binh Kha Tot
Piémsd | 1-1,8 1,81-2,6 | 2,61-34 | 3,41-42 | 4,21-5

Trén co s& mic do danh gia dat duoc, viéc xac dinh chi so hai long thuc
hién theo cong thirc sau:

P
~ £x100%
SIPS = 0

Trong d6: SIPS: Chi s6 hai long;
p: Mtic dénh gié thyc t& dat duoc (trung binh);
P: Mirc dénh gid cao nhit.

Mirc Kém Yéu Trung binh Kha T6t

Chi s6 % | Dué6i36% | 36,1-52% | 52,1 -68% | 68,1-84% | Trén 84%
tuwong Ung

3.4. Quy mo va dac diém mAu diéu tra xa hoi hoc:

Péi tuong duoc 14y v kién phuc vu khao sat, danh gia mirc do hai long 13
cac td churc, cd nhan ¢ giao dich thu tuc, cong viéc, st dung dich vu cia UBND
va Tram Y té céc x4, thi trdn trong ndm 2017 duoc phan chia theo timg Iinh vuc,
cdng viée can thuc hién didu tra. Dé tao diéu kién thuan loi cho luc luong Piéu
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tra vién khi tién hanh 14y ph1eu didu tra, khao sat tai dia phuong, Uy ban nhén
dan huyén d4 ban hanh vin ban dé nghj UBND, Tram Y t& céc x4, thi trin tao
didu kién hd tro, gitp d& T6 Dilu tra vién hoan thanh viéc 1iy phiéu khao sét,
danh gia mic 46 hai [ong cua c4 nhén, t& chiic ndm 2017 theo K& hoach.

Trén co s¢ danh sach khach hang tham gla giao dich, g1a1 quyét thu tuc
hanh chinh ndm 2017 dugc trich xudt tir phin mém Mot ctra clia cdc co quan,
don vi do Phong Noi vu cung cap, don vi khao sat tién hanh sang loc, lira chon,
sap xép dia ban diéu tra phi hop, ¢6 cht ¥ phan bd sb lwgng mau phiéu didu tra
theo timg thon, t6 dan phd va linh vuc, thi tyc hanh chinh da thuc hién giao dich
ctia khach hang tai cac x4, thi trdn. Bén canh danh sach khach hang do Phong
Nbi vu huyén cung cp, T diéu tra con mé rong khao sat dbi vai céc ca nhén, t6
chirc ngoai danh sach nhung dam bao da c6 tham gia giao dich giai quyet thu tuc
hanh chinh tai UBND cip xa. Dbi v6i Tram Y té cip x4, didu tra vién thuc hién
didu tra tai chd dbi v6i khach hang va ngudi nha bénh nhén ngay tai Tram Y &
Va0 céc ngdy trong tudn va cc dot kham chita bénh tap trung.

Theo Quy ché khao sat, danh gia mac do hai long cla td chirc, ca nhan
ban hanh tai Quyét dinh s 2072/QD-UBND ngay 12/8/2014 ctia UBND tinh
Khénh Hoa va ndi dung mau phiéu khao sat do S& No6i vy, S6 Y té chu tri x4y
dung, viéc khao sat, danh gid mic do hai long dugc tién hanh trén 06 tiéu chi
d6i voi UBND cép x4 va 05 tiéu chi dbi véi Tram y t& clp x& véi tong quy mod
mau phiéu khéo sat 14 1.430 phiéu, trong d6 650 phiéu dbi véi Tram Y té (50
phiéu/don vi) va 780 phiéu dbi véi UBND cip xi (60 phiéu/don vi).

Trén co sé mau phiéu dugc phan bd, cac didu tra vién di tién hanh diéu
tra thuc t& va dé thu thap da sb luong phiéu didu tra dbi voi hdu hét cac co quan,
don vi, két qua té)ng hop, phtc tra phiéu dat yéu cau chiém trén 95%, cu thé nhu
sau:

a) Pbi véi UBND cac xd, thi tran:

S& phibu thu duogc dat yéu cau 1a 780 phiéu, véi cac thong tin nhan khiu
hoc dugc phén tich nhu sau:

Bdng 1: M6 td diéu tra doi véi UBND cdc xd, thi tran.

Valid Cumulative
Co quan Frequency Percent Percent Percent

Valid  UBND thj trdn Van Gig 60 7.7 7.7 7.7
UBND x& Pai Lanh 60 7.7 7.7 15.4
UBND x4 Van Binh 60 7.7 7.7 23.1
UBND x4 Van Hung 60 7.7 7.7 30.8
UBND x& Van Khanh 60 7.7 7.7 38.5
UBND x& Van Long 60 7.7 7.7 46.2
UBND x& Van Luong 60 7.7 7.7 53.8
UBND x4 Van Phu 60 7.7 7.7 61.5
UBND x& Van Phudéc 60 7.7 7.7 69.2
UBND x4 Van Thanh 60 7.7 7.7 76.9
UBND x3 Van Thing 60 7.7 7.7 84.6
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UBND x4& Van Tho 60 7.7 7.7 923
UBND x& Xuén Son 60 7.7 7.7 100.0
Total 780 100.0 100.0
Gioi tinh
Valid Cumulative
Frequency Percent Percent Percent
Valid Nam 492 63.1 63.1 63.1
Nir 288 36.9 36.9 100.0
Total 780 100.0 100.0
Tudi
Valid Cumulative
Frequency Percent Percent Percent
Valid 18-29 171 21.9 21.9 21.9
30-39 200 25.6 25.6 47.6
40-49 183 23.5 23.5 71.0
50-60 144 18.5 18.5 89.5
>60 82 10.5 10.5 100.0
Total 780 100.0 100.0
Trinh d9 hoc vin
Valid Cumulative
Frequency Percent Percent Percent
Valid  Tiéu hoc 167 21.4 21.4 21.4
Cép II 257 32.9 32.9 54.4
Cép I1I 166 21.3 21.3 75.6
Trung cép 41 5.3 53 80.9
Cb, bH 103 13.2 13.2 94.1
Trén dai hoc 6 8 .8 94.9
Khac 40 5.1 5.1 100.0
Total 780 100.0 100.0
Nghé nghiép
Valid Cumulative
Frequency Percent Percent Percent
Valid NGoi trg, lao dong tu do 240 30.8 30.8 30.8
Hoc sinh, sinh vién 16 2.1 2.1 32.8
Cong nhén 64 8.2 8.2 41.0
Nong dan 148 19.0 19.0 60.0
CBCC 91 11.7 11.7 71.7
Kinh doanh 90 11.5 11.5 83.2
Nghi huu 41 53 5.3 88.5
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Khac
Total

90
780

11.5
100.0

11.5
100.0

‘ 100.0 l

b) Péi véi Tram Y té céc xﬁ, thi tran:
S6 phiéu thu duoc dat yéu cdu tong cdng 13 650 phiéu, véi cac thong tin
nhan khau hoc duoc phan tich nhu sau:
Bang 2: M6 ta diéu tra déi véi T ram Y 18 cde xd, thi tran.

Valid Cumulative
Don vi Frequency | Percent Percent Percent
Valid Tram Y té thi trAn Van Gi& 50 7.7 7.7 7.7
Tram Y té x4 Dai Lanh 50 7.7 7.7 15.4
Tram Y té x& Van Binh 50 7.7 7.7 23.1
Tram y t& x4 Van Hung 50 7.7 7.7 30.8
Tram y té x& Van Khéanh 50 7.7 7.7 38.5
Tram y t& x& Van Long 50 7.7 7.7 46.2
Tram Y t& x& Van Luong 50 7.7 7.7 53.8
Tram y té x4 Van Pht 50 7.7 7.7 61.5
Tram Y t€ x4 Van Phuéc 50 7.7 7.7 69.2
Tram Y t& x4 Van Thanh 50 7.7 7.7 76.9
Tram Y t& x4 Van Théng 50 7.7 7.7 84.6
Tram Y té x4 Van Tho 50 7.7 7.7 92.3
Tram Y té x& Xuan Son 50 7.7 7.7 100.0
Total 650 100.0 100.0
BHYT
Valid Cumulative
Frequency | Percent Percent Percent
Valid Co 604 92.9 92.9 92.9
Khong 46 7.1 7.1 100.0
Total 650 100.0 100.0
Gidi tinh
Valid Cumulative
Frequency | Percent Percent Percent
Valid Nam 258 39.7 39.7 39.7
Nit 392 60.3 60.3 100.0
Total 650 100.0 100.0
Tubi
Valid Cumulative
Frequency | Percent Percent Percent
| Valid 18-29 179 27.5 27.5 27.5
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30-39 211 32.5 32.5 60.0
40-49 94 14.5 14.5 74.5
50-60 99 15.2 15.2 89.7
>60 67 10.3 10.3 100.0
Total 650 100.0 100.0
Trinh d¢ hoc véin
Valid Cumulative
Frequency | Percent Percent Percent
Valid Tiéu hoc 145 22.3 22.3 22.3

Cép II 202 31.1 31.1 53.4
Cép III 123 18.9 18.9 72.3
Trung c4p 56 8.6 8.6 80.9
Cb, bH 87 13.4 13.4 94.3
Trén dai hoc 3 .5 5 94.8
Khéac 34 5.2 52 100.0
Total 650 100.0 100.0

Nghé nghiép

Valid Cumulative
Frequency | Percent Percent Percent
Valid Noi trg, lao dong tw do 250 38.5 38.5 38.5

Hoc sinh, sinh vién 10 1.5 1.5 40.0
Cong nhan 54 8.3 8.3 48.3
Noéng dan 94 14.5 14.5 62.8
CBCC 99 152 15.2 78.0
Kinh doanh 38 5.8 5.8 83.8
Nghi huu 24 3.7 3.7 87.5
Khac 81 12.5 12.5 100.0
Total 650 100.0 100.0

II. CHI SO MUC PQ HAI LONG POI VOI CAC CG QUAN, PON

VI:

1. CHI SO MUC PQ HAI LONG POI VOI UBND CAC XA, THI

TRAN:

1.1. Chi s6 mic d9 hai long chung:
Bdng 3: Tong hop diém s6, chi s6, thir hang cua timg dom vi va chi s6 hai
long chung cua cdp xd (kém theo biéu d6 minh hoa).

TT Don vi TC | PK | HC | PV | KQ | TT | DTB | SIPS
1 | UBND thitrdn Van Gid | 3.21 | 3.23 | 3.25 | 440 | 431 | 4.44 | 3.81 | 76.16%
2 | UBND xa Dai Lanh 2.33 | 332 | 2.66 | 3.50 | 3.53 | 3.00 | 3.06 | 61.17%
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3 | UBND x& Van Binh 243 | 3.47 | 3.10 | 4.05 | 3.91 | 3.85 | 3.47 | 69.35%
4 | UBND x& Van Hung 299 | 412 | 325 | 417 | 3.92 | 4.08 | 3.76 | 75.11%
5 | UBND x& Van Khanh 3.02 | 373 | 3.17 | 3.80 | 3.61 | 3.59 | 3.49 | 69.75%
6 | UBND x& Van Long 3.13 | 418 | 3.38 | 4.08 | 3.90 | 4.00 | 3.78 | 75.56%
7 | UBND x& Van Luong 2.65 | 424 | 347 | 438 | 4.07 | 3.61 | 3.74 | 74.73%
8 | UBND x& Van Phu 2.46 | 339 | 3.09 | 4.00 | 3.75 | 2.62 | 322 | 64.39%
9 | UBND x& Van Phuéce 3.13 | 428 | 3.08 | 4.06 | 3.76 | 3.92 | 3.71 | 74.12%
10 | UBND x& Van Thanh 3.45 | 437 | 332 | 418 | 3.73 | 412 | 3.86 | 77.21%
11 | UBND x4 Van Théng 256 | 332 | 2.71 | 3.65 | 3.52 | 3.27 | 3.17 | 63.38%
12 | UBND x4 Van Tho 3.09 | 375 | 3.46 | 424 | 398 | 426 | 3.80 | 75.95%
13 | UBND x4 Xuén Son 3.45 | 3.29 | 333 | 429 | 390 | 3.99 | 3.71 | 74.16%

Trung binh chung 292 | 3.74 | 3.18 | 4.06 | 3.84 | 3.75 | 3.58 | 71.62%

Ghi chu:
TC: Tiép can dich vu

DK: Diéu kién tiép dén va phuc vu

HC: Thu tuc hanh chinh
PV: Sy phuc vu ctia can b, cong chirc

KQ: Két qua, tién do giai quyét cong viéc
TT: Tiép nhan va xtr Iy thong tin phan hdi

SIPS: Chi s6 muc d¢ hai long.
~Trong 13 don vi cip x4 dugc khao sat nam 2017, UBND x& Van Thanh c6

chi s6 mirc do hai l6ng cao nhit dat 77,21%, xép tha 2 1a UBND thj tr4n Van
Gig dat 76,16%, x€p thit 3 1a UBND x& Van Tho dat 75,95%. Thép nhét 13
UBND x& Dai Lanh dat 61,17%. UBND cac x4 Van Thang, Van Phu cling cé
chi s6 hai long chung nam 2017 kha thip (dudi 65%). Chi sb muc do hai long
chung ddi véi UBND cép x3 trén toan huyén nam 2017 1a 71,62%, tang 5,12%

so v&i nam 2016.

Biéu d6 1: Chi s6 mirc dé hai Iong cia timg don vi cdp xd néim 2017,

XA - HUYEN VAN NINH

UBND xd Xuan Son

KET QUA XAC BINH CHI SO HAI LONG CHUNG DOI VOI UBND CAP

74.16%
75.95%

UBND x3 Van ThO e

UBND x3 Van Thing

63.38%

77.21%

UBND xd Van Thanh

UBND x3§ van Phudc

UBND x& van Phi

64.39%

74.12%

74.73%

UBND xd Van LuCng

75.56%

UBND x3 Van Long

UBND x3 Van khénh

69.75%

75.11%

UBND x3 Van Hung

UBND x& Van Binh

UBND x& Dai Linh

UBND thi trn van Gig
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$9.35%
61.17%

b 76.16%

70.00%

80.00%

90.00%

13

W :if"'

e
T oid
r w4



Chi s6 mirc d6 hai long chung dbi véi UBND clp x& trén toan huyén nim
2017 1a 71,62%, tang 5,12% so v&i ndm 2016. Tuy nhién, so v6i muc tiéu dit ra
tai K& hoach cai cach hanh chinh ndm 2017 cta huyén (tbi thiéu 77%) thi chi 56
muc d6 hai long cia cd nhan, t6 chirc ddi véi su phuc vu cia UBND cp X8 ndm
2017 van chua dat yéu cu so véi muc tiéu dé ra. So voi nam 2016, chi s6 mtrc
dd hai long ctia khach hang d6i v6i khdi UBND clp x4 trong ndm 2017 ¢6 sy cai
thién dang ké nhung xét veé mat bang chung trong toan tinh van con ¢6 sy chénh
1&ch 16n. Tinh riéng cho ting don vi thi ndm 2017 chi ¢6 01 don vi dat myc tiéu
so voi ké hoach 1a UBND x4 Van Thanh (77,21%). So véi thang xép hang Chi
s6 murc d6 hai long theo Quy ché ctia UBND tinh thi ndm 2017 huyén Van Ninh
khong c6 don vi nao xep hang Tét, c6 10 don vi xép hang Kha va 03 don vi xép
hang Trung binh, dlem cai thién dang k& nhat 13 nam 2017 huyén Van Ninh
khong cé don vi nao xep hang Yéu (nam 2016 14 02 don vi).

Bdng 4: Chi s6 hai long UBND cdp xd nim 2016 - 2017:

TT Co quan SIPS Tang/giam
Nam 2017 | Nam 2016

1 | UBND thj tran Van Gia 76.16% 63.43% 12.73%
2 | UBND x& Pai Lanh 61.17% 51.52% 9.65%
3 | UBND x& Van Binh 69.35% 84.40% -15.05%
4 | UBND xa Van Hung 75.11% 73.35% 1.76%
5 | UBND x& Van Khéanh 69.75% 73.14% -3.39%
6 | UBND x& Van Long 75.56% 68.77% 6.79%
7 | UBND x& Van Luong 74.73% 58.99% 15.74%
8 | UBND x& Van Phu 64.39% 64.99% -0.60%
9 | UBND xa Van Phudc 74.12% 67.31% 6.81%
10 | UBND x& Van Thanh 77.21% 58.77% 18.44%
11 | UBND x4 Van Théng 63.38% 48.52% 14.86%
12 | UBND x& Van Tho 75.95% 83.56% -7.61%
13 | UBND x& Xuén Son 74.16% 68.41% 5.75%
Trung binh chung 71.62% 66.50% 5.12%

So sanh gitra céc tiéu chi thi Sy phuc vy cta can bg, cong chuc dat murc
d6 hai long cao nhét véi 81 ,24%, tang 3,55% so v&i ndm 2016, chi s6 Tiép can
dich vu dat muc d6 hai long thap nhét (58,32%). Theo Quy ché cia UBND tinh
thi trong 06 ti€u chi tlen hanh khao sat, danh gid mic d6 hai long cta khach
hang d6i v6i UBND cép xa nam 2017 c6 04 tiéu chi dat loai Kha la Tiép nhan
va xtr Iy théng tin phan hdi (75,02%), Két qua tién do giai quyét cong viée
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(76,76%), Diéu kién tiép dén va phuc vu (74,87%) va Su phuc vu clia cén bd,
cong chure (81,24%); 02 ti€u chi con lai & mac Trung binh 1a Tiép can dich vu
(58,32%) va Thu tuc hanh chinh (63,52%).

Biéu dé 2: Chi s6 mike do hai long chung trén tung tiéu chi.

Diém tirng tiéu chi

TC
7 58.32%
TL o ™ oBK
75.02% o . 7487%
. -/ 6352%
76(&% . i - HC
81.24%
PV

Bdng 5: Chi s6 hai Iong UBND cdp xd ndm 2016 - 2017 trén timg tiéu

chi:
SIPS
TT Tiéu chi Nim Nim Tang/giam
2017 2016
1 | Tiép can dich vy 58.32% | 58.91% -0.59%
2 | Piéu kién tiép d6n va phuc vu 74.87% | 65.99% 8.88%
3 | Thi tuc hanh chinh 63.52% | 68.70% -5.18%
4 | Su phuc vu ctia cén bo, cong chirc 81.24% | 77.69% 3.55%
5 | Két qua, tién do giai quyét cong viée | 76.76% | 72.84% 3.92%
6 | Tiép nhén va xtr Iy thong tin phan hdi | 75.02% | 54.87% |  20.15%

So séanh trén 06 tiéu chi dugc khao sat, danh gia mic do hai long d01 véi
UBND cép x3 qua 02 nam 2016 - 2017 cho thay 6 04 ti€u chi tang v€ chi sd hai
long ctia khach hang, trong dé tdng manh nhat 13 tiéu chi Tiép nhan va xu ly
thong tin phan hdi, tang 20,15%, cho thay co quan hanh chinh nha nuée da c6 su
quan tam, cai thién, khic phuc va giai quyét kip thot céc phan éanh, k16n nghi,
nhiing thic mic cta ngudi dan, doanh nghiép trong giao dich, gidi quyét thi tuc
hanh chinh, ting budc néng cao chét lwong phuc vu va hiéu qué codng viéc. 02
ti€u chi co6 sy sut glam vé chi sd murc d9 hai long la Tiép cén dich vy va Thu tuc
hanh chinh cho thiy viéc tuyén truyen phé bién cac co ché, chinh sach, thu tyc
hanh chinh ctia co quan nha nude dén ngudi dan, doanh nghiép van con han ché,
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cac noi dung, hinh thirc tuyén truyén chua sau rong, chu:a sat voi cac van dé
nguoi dan can quan tdm, cac thu tuc hanh chinh, giay to Van con rudm ra, phirc
tap, khién nguoi dén kho tiép can va thuc hién khi c6 nhu ciu.

1.2. Chl s mirc do hai long trén tirng tiéu chi:

a) Tiép cin dich vu:

Bdng 6: Diém s6, chi s6, thir hang cia tung don vi.

STT Pon vi Piém TB SIPS
1 | UBND thj trAn Van Gia 3.21 64.17%
2 | UBND x4 Pai Lanh 2.33 46.67%
3 | UBND x4 Van Binh 2.43 48.67%
4 | UBND x4 Van Hung 2.99 59.87%
5 | UBND x4 Van Khanh 3.02 60.33%
6 | UBND xi Van Long 3.13 62.67%
7 | UBND x4 Van Luong 2.65 52.93%
8 | UBND x4 Van Pht 2.46 49.20%
9 | UBND x& Van Phuéc 3.13 62.60%

10 | UBND x4 Van Thanh 3.45 69.07%
11 | UBND x4 Van Thing 2.56 51.13%
12 | UBND x4 Van Tho 3.09 61.87%
13 | UBND x4 Xuén Son 3.45 68.93%

SIPS toan huyén 2.92 58.32%

Biéu do 3: Chi sé Tiép cdn dich vu doi véi UBND cdp xd.

- A s A A N
Chi so Tiep can dich vu

UBND x& Xuan 5on &
UBND x& Van Tho
UBND x3 Van Thing
UBND x& van Thanh
UBND x3 Van Phudc
UBND x& Van Phu
UBND xd Van Luong
UBND xd Van Long
UBND x4 Van Khanh 1}
UBND x@ Van Hung
UBND x3 van Binh s
UBND x3 Pai Ldnh
UBND thitrén van Gig

SRS 62.67%
% 60.33%
=8 59.87%

s 64.17%

0.00% 10.00% 20.00% - 30.00% 40,00% 50.00% 60.00% 70.00%  80.00%

UBND x& Van Thanh dugc khach hang dénh gid cao nhit v& Tiép can
dich vu véi chi sb hai long 1a 69,07%, ké tlep la UBND x8 Xuan Son véi
68,93%, UBND thi trdn Van Gid dat 64,17%. Thép nhét 1a UBND x& Dai Lanh
v6i chi s6 mirc d6 hai long cua khach hang chi dat 46,67%, UBND x& Van Binh
va UBND x4 Van Pht ciing ¢6 chi s6 hai long vé Tiép can dich vu kha thap, v6i
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lan lugt 1a 48,67% va 49,20%, trong d6 UBND x& Van Binh 1a don vi ¢6 chi s6
hai long vé Tiép can dich vu gidm manh so véi nam 2016 tr 83,00% ndm 2016
Xuong con 48,67% ndm 2017 (gidm 34,33%). Chi s6 chung vé Tiép can dich vu
d6i véi UBND clp x4 trén toan huyén la 58,32%, giam 0,59% so Vo1 nam 2016
Trong 13 UBND céc x4, thi trAn khéng c6 don vi nao dat mic Tt (chi sb mirc
d6 hai long dat trén 84%), tuy nhién co téi 04 don vi & mic Yéu 1a UBND xa
Van Théng, Pai Linh, Van Binh, Van
Phti (chi sb hai long dudi 52%).
Két qua phén tich cho thiy c6 dén
77% khéch hang chi biét dugc thong
e |l tin tr UBND céc x4, thi trdn cung c4p
004 hinh thire thong qua 1 dén 3 hinh thitc, trong d6
moonmnssw| ChU yéu bang hinh thirc cong khai tai
bang niém yét tai try s6, ban viét hd
so va cong chuc gidi thiéu hudng
dan, d6 12 1y do din dén chi s6 Tiép
cén dich vu cé muc do hai long thip
nhét trong 06 tiéu chi dugc khéo sat, danh gia d6i véi UBND cép x4 trong nim
2017.

Dénh gia vé chat lwong théng tin duoc cung cp cb t6i 48% khéach hang
danh gi4 théng tin con so sai,
khé hiéu; 16% dénh gid & muc
tam duoc, chi ¢ 29% khiach
hang danh gia & muc théng tin
rd rang, dé hiéu. Bén canh d6
da so khach hang chua hai long
d6i véi viee “hudng dan, giai o
dap vuong méc tai UBND céc
x4, thi tran, két qua khao sat
cho thiy c6 dén 29% khach hang cho ring can bg, cong chuc hoan toan khong z
c¢6 huéng din khi gip vudng méc; 36% cho ring ndi dung hudng dn chua diy y
du, so sai, chi c6 23% khach hang danh giad & mirc ddy du, d& hiéu (xem hinh).

8% 3%

@ Théng tin rét sor sai, kho hidu
5 Thang tin so sai, kho hidu

0 Tam duoc

o Kha 18 rang, dé hidu

& RAt 16 rang, d& hidu

12%

E Hoan toan khéng cé
huwdng dan

11% m Chwa day da, so sai
M Tam dwoc

O Twong déi day da, dé
hiéu

12%

Rat day dua, dé hiéu

36%
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b) Diéu kién tiép don va phuc vu:
Bdéng 7: Diém s6, chi s6, thir hang cia tung don vi.

STT Pon vi Pi¢em TB SIPS
1 | UBND thj trdn Van Gi 3.23 64.50%
2 | UBND x4 Dai Lanh 3.32 66.33%
3 | UBND x4 Van Binh 3.47 69.33%
4 | UBND x& Van Hung 4.12 82.33%
5 | UBND x4 Van Khénh 3.73 74.50%
6 | UBND x4 Van Long 4.18 83.50%
7 | UBND x& Van Luong 4.24 84.83%
8 | UBND x& Van Phu 3.39 67.83%
9 | UBND x& Van Phuéc 4.28 85.67%

10 | UBND x& Van Thanh 4.37 87.33%
11 | UBND x4 Van Théng 3.32 66.33%
12 | UBND x& Van Tho 3.75 75.00%
13 | UBND x4 Xu4n Son 3.29 65.83%

SIPS toan huyén 3.74 74.87%

Biéu d6 4: Chi s6 diéu kién tiép don, phuc vu déi véi UBND cdp xa.

Chi so Dieu kién tiep don, phue vu

UBND xd Xuan SOn
UBND xd Van Tho
UBND x3 Van Thing
UBND x& Van Thanh
UBND x3 Van Phutc 5.67%
UBND xd Van Phu SRR
UBND xd Van Luong
UBND x3 van long
UBND x3 Van Khdnh
UBND x3 Van Hing
UBND xd Van Binh
UBND x3 bgi Lanh :
UBND thi tréin van Gia ¢

84.83%
83.50%
74.50%

=254 82.33%
69.33%

2 66.33%

B8 64, 50%

0.00% 10.00%  20.00%  30.00%  40.00%  50.00%  60.00%  70.00%  80.00%  90.00% 100.00%

UBND x@ Van Thanh tiép tuc duge khach hang danh gid cao nhit vé& didu
kién tiép don, phuc vu véi chi sb hai long dat 87,33%, xép thi 2 1a UBND x4
Van Phuée véi 85,67%, cac xd Van Luong, Van Long, Van Hung cling ¢6 chi
s6 hai long v& didu kién tiép dén, phuc vu kha cao (trén 80%). Pat chi s6 mirc
do hai long thdp nhét & tidu chi nay 1a UBND x4 thi tran Van Gid v6i 64,50%,
tiép theo la UBND x& Xuéan Son véi 65,83%. Chi s6 mic do hai long chung cta
UBND cap xd 1a 74,87%, ting 8,88% so v6i ndm 2016, dat mirc Kha. Péi véi
tiéu chi vé Didu kién tiép don, phuc vu c¢6 03 don vi xép hang Tt 14 UBND x4
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Van Thanh, Van Phuéc, Van Luong, cdc don vi con lai xép hang Kha va Trung
binh, khdng c6 don vi nao xép hang Yéu.

350 S B 323 323
wo N e
250
200 4
150 -
100
50

Qua chéat hep, lac Con chat hep, chwa Tam dwoc Kha rong réi, khang Roéng rai, thoang
héau thuéan tién trang mat, hién dai

Trong 780 phiéu khéo sét
d6i voi UBND cép x& nim 2017
c6 dén 426 khach hang cho ring
B6 phan moét ctra cia UBND cac
x4, thi trén dugc dau tu khang 525
trang, rOng rdi va thoang mat,
hién dai, 323 khach hang chép
nhan & mac tam duogc, chi ¢ 30
khich hang cho ring con chét
hep, lac héu, diéu d6 cho théy cac don vi dd c6 sy quan tAm trong viéc dau tu co
s& ha téng, tao moi truong, diéu kién 1am viéc, tiép dén nguoi dan. B§ phan mot
clra céc x4, thi trdn co ban dap tng day du vé didu kién co s¢ vat chét nhu ghé
ngdi cho, ban viét hd so, quat may...két qua cho thdy c6 dén 99% khach hang
cam thay rat thudn tién, thodi mai khi dén giao dich tai B6 phan mot cira UBND
céc x4, thi tran.

¢) Thu tuc hanh chinh:

Bang 8: Piém 56, chi sé, thir hang cua tung don vi.

3 Rét thuan tién
Tuong déi thodi méi
00 RAt bét tién

STT Pon vi Piém TB SIPS
1 | UBND thi tran Van Gié 3.25 65.09%
2 | UBND x4 Pai Lanh 2.66 53.28%
3 | UBND x4 Van Binh 3.10 61.94%
4 | UBND x& Van Hung 3.25 65.00%
5 | UBND x4 Van Khéanh 3.17 63.44%
6 | UBND x4 Van Long 3.38 67.61%
7 | UBND xa Van Luong 3.47 69.44%
8 | UBND x4 Van Pht 3.09 61.83%
9 | UBND x4 Van Phudc 3.08 61.67%

10 | UBND x3 Van Thanh 3.32 66.39%
11 | UBND x3 Van Thing 2.71 54.17%
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12 [ UBND x& Van Tho 3.46 69.28%
13 | UBND x4 Xuén Son 3.33 66.56%
SIPS toan huyén 3.18 63,52%

Biéu do 5: Chi sé Thii tuc hanh chinh di véi UBND cdp xa.

Chi s6 Tha tuc hanh chinh

RESHSEEN 66.56%

UBND x3 Xuan S0 ——

69.28%

UBND x8 Van Tho &

UBND x& van Thing &
UBND xd van Thénh B8

UBND x& Van phudc
UBND xi Van Phi e

69.44%

UBND x3 Van Lrong
UBND xd Van Long
UBND xd Van Khanh &
UBND & van Hung B
UBND x3 Van Binh &
UBND x3 Bai Linh ¥
UBND thitrén van Gig & SR

0.00% 10.00% 20.00%

30.00% 40.00%

50.00%

60.00% 70.00% 80.00%

61%

O tiéu chi nay, cac don vi co6 sy sut gidm kha manh, trong d6 UBND x3
Van Binh giam 24.87%, tr 86,81% nam 2016 xuéng con 61,94% nam 2017,
UBND x4 Van Tho giam 13,43%, tir 82,71% nim 2016 xudng con 69,28% nim
2017. Xép cao nhét & tiéu chi nay 1a 'UBND x& Van Luong v6i 69,44%, thap
nhat la UBND x3 Dai Lanh véi chi s6 hai 1ong dat 53,28%. Theo thang chi s6
xép hang mirc d6 hai 1ong cia UBND tinh thi tiéu chi Tha tuc hanh chinh nim
2017 khong c6 don vi nao dat muc tiéu so v6i ké hoach d@ ra, trong d6 chi c6 02
don vi xép hang Kha, con lai déu xép hang Trung binh.

@ Théngtinrat so sai, khé hidu
I Théng tin se sai, khé hidu

O Tam dugc

O Khardrang, d§hidu

B R4t rérang, d§hidu

Két qua phan tich cho thiy cé
dén 25% khach hang dénh gia
chit luong thong tin thu tuc
hanh chinh duoc cung cip con
so sai, khoé hiéu; vé thanh phan
hd so thi tuc hanh chinh duge
cung cp thi phan 1én khach
hang danh gia la khong c6 gi
phtic tap (36%) va 62 % khach
hang nhan xét thanh phan hd so 1a don gian, hop ly, it gidy to. Chi ¢6 2% khach

hang danh gia thanh
phén hd so con nhiéu
gidy to phic tap, khong
can th1et déng thoi ¢
mot sb khéach hang gop
Vv nén bd bt cac gidy
td, to khai, bieu miu
khéng can thiét gay

37%

36%

@ Qua nhigéu gidy t& phoec
tap, nhidu loai khéng
can thiét hoac vo ly

Nhidu gidy t&, co loai
khéng can thiét

0 Thanh phan hd so
khéng cd gi phirc tap

2 Thanh phan hd so don
gidn, it gidy to

m Thanh phan hd so rat
don gian, hep ly

khé hiéu cho ngudi dan
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khi giao dich, giai quyét tha tuc hanh chinh (xem hinh).

Viéc niém yét cong khai c4c thii tuc hanh chinh, quy trinh giai quyet hé so
d6i véi céc linh vuc da dugc UBND céc x4, thi tran thyc hién ddy du, ddng bd
va cbng khai, minh bach. Tuy nhién viéc ra soat, cap nhdt, thay thé cac thd tuc
hanh chinh dé hét hiéu luc con chém. Cong tdc tuyén truyen pho bién dén nguoi
dan vé co ché, thu tuc hanh chinh vAn con nhing han ché nhat dinh, din dén két
quéa chi sb mic do hai long ctia nguodi dan vé thu tuc hanh chinh chua duogc cai
thién, thAm chi sut gidm so v&i ndm 2016.

d) Sw phuc vu cia cdn bj, cong chirc:

Bdng 9: Piém s6, chi s6, thir hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | UBND thj trAn Van GiA 4.40 88.07%
2 | UBND x4 Pai Lanh 3.50 70.07%
3 | UBND x3 Van Binh 4.05 80.93%
4 | UBND x4 Van Hung 4.17 83.48%
5 | UBND x& Van Khénh 3.80 76.07%
6 | UBND x4 Van Long 4.08 81.60%
7 | UBND xa Van Luong 4.38 87.60%
8 | UBND x3 Van Phu 4.00 79.93%
9 | UBND x4 Van Phuéc 4.06 81.20%
10 | UBND x& Van Thanh 4.18 83.53%
11 | UBND x3 Van Thang 3.65 73.00%
12 | UBND xa Van Tho 4.24 84.87%

13 | UBND x& Xuin Son 4.29 85.73%
SIPS toan huyén 4.06 81.24%

Biéu do6 6: Chi s6 su phuc vu ctia cdn bg, céng chire:

Chi s0 Sy phuc vu ciia cdn b, cong chire

# 85.73%

UBND x3 Xuan Son =%

UBND x& Van Tho } =R 84.87%
UBND x3 Van Théng i
UBND xd van Thanh 8 83.53%
UBND x3 Van Phudc b =2 81.20%
UBND x& Van Phi

79.93%

UBND xd Vén LWOng & 87.60%
UBND xd Van long = R B SRR 81.60%
UBND x§ Van khanh Z

UBND x8 van Hung ke 83,48%

UBND xd Van Binh Ereeas . 15 RS 80.93%

UBND x3 Dai Linh | 70.07%
UBND thitrdn van Gi3 e i

REH 88.07%

000%  1000%  20.00%  30.00%  40.00%  S000%  60.00%  7000%  80.00%  90.00%
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Nam 2017 c6 su thay dbi 16n vé mic do hai long cua khach hang d6i voi
su phuc vy cua can bg, cdng chire, trong 6 UBND thi tran Van Gid vuon lén
dan dau vé chi sb phuc vu véi 88,07% muc d6 hai long, tiép dén 1a UBND x4
Van Luong véi 87,60%, UBND xa Xuén Son dat 85,73%; UBND x& Van Binh
c6 sy sut gidm manh tir don vi ¢6 chi s6 mic d6 hai long cua khach hang déi vot
su phuc vu ctia can b9, cong chirc ndm 2016 cao nhét trong 13 x4, thi tran véi
92,87% da giam xubng con 80,63% trong ndm 2017 (giam 12,24%); xép thip
nhit Ve chi s6 hai long dbi véi sy phuc vu cta cén bo, cdng chirc trong nim
2017 van la UBND %8 Dai Lanh, tuy nhién so véi ndm 2016 UBND x4 Dai Lanh
d3 c6 su cai thién v& chi s& muc d6 hai long cua khach hang tr v6i 62,60% nim
2016 1én 70,07% ndm 2017, tang 7 A7%, tur xep hang Trung binh 1én hang Kh4.
Chi s6 hai long chung cia UBND cdp x& vé su phuc vu cta cédn b, cong chirc
dé c6 su cai thién déng ké trong nam 2017 tir 77,69% lén 81,24%, ting 3,55%,
xép hang Kha theo thang chi s6 xép hang mtrc d6 hai long cua tinh.

Nim 2017, tiéu chi Sy phuc vu ctia can bd, cong chirc tiép tuc duoe khach
hang danh gia cao nhit trong 6 tiéu chi dugc khéo sat, trong d6 04 don vi duge
xép hang Tét, cac don vi con lai déu xép hang Kha, khong c6 don vi nao xép
hang Trung binh hogc Yéu.

Tuy  nhién,
day cling la
tiu chi ghi
nhén nhiéu y

Phai che doi rét lau kién phan

anh, phan nan

@ Cho doi kha lau cua khach

hang v& tinh

41% O Phéi chorkhong lau 1ém||  than, thai dd
phuc vu cda

0 Cong chire tigp dén can bd, cdng

twong do6i nhanh chirc. Tuy da

B Dugc cong chirc don c6d su cal

tiép ngay thién déng ké

so v6i két qua
khado sat nam
2016  nhung
Van con nhidu
khéch hang c6 ¥ kién phan nan vé viéc den co quan lién hé giai quyet hd so phai
cho doi vi can bo, cong chirc di mudn, vang mit va 1am viéc riéng, két qua khao
sat cho thay c6 4% khach hang cho rang khi dén B6 phén mét ctra giai quyét hd
so phai cho doi kha 1au, 41% khach hang cho rang phai cho doi nhung khong
lau 1dm, 55% con lai ddnh gia 1a duoc tiép dén ngay va giai quyét hd so nhanh
chong.
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69% khach
hang cho biét viée
tiép nhan hd so tai Bo
phan mot cra 1a minh
bach, khach quan,
cong  bang  hoic
khéng c6 vin dé gi
lam khach hang bin
kho#n; 28% danh gia
0 muc tam dugc va
c6 3% khach hang
cho rang viée tiép
nhan hé so tai Bo

28%

46%

@ Khéng hé c6 thi tw, wu
tién quen than

Cé trudng hep khéng
céng béang

0 Tam dwoc

O Néi chung 1a khéng ¢cé
van dé gi

R&t minh bach, céng
béng

phén mét ctra con khéng cong bang va uu tién nguo’l than quen, trong d6 cé 24
khéach hang phén dnh cong chirc nhan hd so ngoai co quan hogc gidi thiéu ngudi
quen dé 1am thu tuc hanh chinh. Khi dén giao dich giai quyét tht tuc hanh chinh
tai UBND céc x4, thi trAn 69% khéch L hang cho biét chi giao dich v&i can bd 1am
viée tai B phan mot cira, 7% chi tiép xtic v6i cong chuc chuyén moén va 25%

tiép xtic voi ¢4 hai.

56%

Khé chiu, bt lich s,
clra quyén

Tho o, it tan tinh

0 Tam duwoc

0 Kha tan tinh, lich sy

B Lich s, hoa nh4, tan
finh

V& théi d6 giao tiép, cu
xtr v6i khach hang, két
qua phan tich cho thiy
c6O 3% Kkhach hang
chua hai long vé théi
do, ngdn ngit giao tiép
cua can bg, cong chuc
lam viéc tai bd phén
mot cia, 18% khach
hang danh gia & mic
tam duwgc va 79%
khach hang nhan xét
t6t v& thai do giao tiép
cua can bd, cong chirc.

Vén dé tiéu cuc, nhiing nhiéu khi giai quyét hd so, ¢ 09 khach hang phéan anh
cong churc de nghi bdi dudng dé hd so duoc giai quyét nhanh chéng, 54 khach
hang cho rang cong chirc khong doi héi gi, dua thi nhén, khéng dua thi thdi, van
giai quyét hd so binh thudng, trong d6 tap trung cht yéu linh vic tai nguyén va

moi truong.

d) Két qua, tién do gidi quyét ho so:
Bdng 10: Diém 56, chi s6, thit hang ciia tung don vi.

STT Don vi

Piém TB SIPS

1 | UBND thj trdn Van Gia

4.31

86.25%
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2 | UBND xa Pai Lanh 3.53 70.67%
3 | UBND xa Van Binh 3.91 78.25%
4 | UBND x& Van Hung 3.92 78.33%
5 | UBND xa Van Khéanh 3.61 72.25%
6 | UBND x& Van Long 3.90 78.00%
7 | UBND x& Van Luong 4.07 81.33%
8 | UBND x& Van Phu 3.75 75.08%
9 | UBND x4 Van Phudc 3.76 75.25%
10 | UBND x4 Van Thanh 3.73 74.50%
11 | UBND x4 Van Thing 3.52 70.33%
12 | UBND x4 Van Tho 3.98 79.58%
13 | UBND xa Xuan Son 3.90 78.00%

SIPS toan huyén 3.84 76.76%

Biéu do 7: Chi so hai long vé ket qua, tién do gidi quyét cong viéc.

Chi s0 Ket qud, tien dg gidi quyet cong vige

UBND x3 Xuan Son
UBND x& Van Tho B EERE & %54 79.58%
UBND x4 Van Théng
UBND x8 Van Thanh
UBND x3 Van Phudg R 75.25%
UBND x4 Van Phu 75.08%
UBND xd Van LWong ; A RS SO 3 81.33%
UBND xd Van Long 5 78.00%
UBND x3 Van Khénh 72.25%
UBND x3 Van Hing e
UBND xd Van Binh
UBND xd Dai Linh
UBND thitrdn Van i3

8.33%
: i 78.25%
= 70.67%

SRR 8625%

0.00% 10.00%  20.00%  30.00%  40.00%  50.00%  60.00% 70.00%  80.00%  90.00%  100.00%

O tiéu chi nay, UBND thi trdn Van Gii tiép tuc dugc khach hang déanh gia
cao nhét v6i chi sd hai long dat 86,25%, dimg & vi trf thtt 2 1a UBND x& Van
Luong véi 81,33%, dung thap nhat & ti€u chi nay la UBND x4 Dai Lénh véi chi
s0 hai long dat 70,67%. Chi s6 hai long chung ddi véi clp x4 1a 76,76%, tang
3,92% so v6i nam 2016, xép hang Kha (xem hmh)

Bdng 11: Chi s6 hai Iong vé két qud, tién do gidi quyét cong viéc nim
2016 - 2017:

STT Pon vi Nim 2017 Niim 2016
1 | UBND thj trAn Van Gia 86.25% 75.34%
2 | UBND x4 Pai Lanh 70.67% 61.67%
3 | UBND x4& Van Binh 78.25% 77.25%
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4 | UBND xa Van Hung 78.33% 78.75%
5 | UBND x4& Van Khanh 72.25% 76.50%
6 | UBND x3 Van Long 78.00% 72.08%
7 | UBND x4 Van Luong 81.33% 73.21%
8 | UBND x& Van Pha 75.08% 69.67%
9 | UBND x& Van Phudc 75.25% 69.67%
10 | UBND x4 Van Thanh 74.50% 70.34%
11 | UBND x& Van Thing 70.33% 71.08%
12 | UBND x4& Van Tho 79.58% 77.25%
13 | UBND x& Xuan Son 78.00% 75.34%

SIPS toan huyén 76.76% 72.84%

Khi dén giao dich
tai UBND c4c x4, thi tran 0%
84% khach hang cho blét
sau khi d3 nhan Gidy t1ep
nhén hd so va hen tra két
qua, co quan khong yéu
cau bd sung hd so thém
lAn nao nitta; 12% khach
hang phai bé sung hd so
01 lan va 4% khéch hang
phai bb sung hd so tir 02
14n tré 16n (xem hinh). Theo két qua khao sat, c6 4% khach hang cho biét khong
duge hudng dan céch tra ctu théng tin hd so hodc huéng dan nhung khéng rd
rang, day du; con lai phan 16n khach hang déu duoc huéng din cach thic tra ctru

thong tin hd so khi can.

B 04 1n tré 18n
03 I4n
002 lin
o0l 1an

® Khong

Dé nhan dugc két qua giai
B 04 n 1o lén quyét hd so sau khi ndp,
90% khach hang cho biét
chi dén B6 phan mot cira 01

1186 o

1%

@ 03 lan

03 02 lan lan 13 nhan dwoc két qua,
001 l4n 1,4% khach hang nhan duoc
két qua qua dudng chuyén

B Giri chuyén phat nhanh

két qua tan nha phat nhanh; con lai phai di
tr 02 14n tro 1én méi nhén
duoc két qua giai quyet ho so. Két qua khao sét cho thdy da sb khach hang danh
gia hd so duoc giai quyét dung va sém han chiém 92%, chi c6 8% khéch hang
phan &nh hé so tr& han, dbi v6i hd so trd han c6 36,5% khéch hang cho biét c6
nhén duogc vin ban théng bdo xin 16i va hen tra két qua, con lai 63,5% khong
nhan dugc thong bao cia co quan.

Nhiéu trudng hop tré hen, gay phién ha cho ngudi dan nhung co quan dua
ra nhiing 1y do khong hop 1y va khong c6 gidi giai thich thoa déang. Mot sd 1y do
25
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co ban dugc cdn bd, cong chie tra 161 khi hd so cia nguoi dén bi tré hen nhu:
Lanh dao béan hop, di cong tic, hé so chua ddy dt can bd sung, x4c minh, so
luong hd so nh1eu

Diém cén day manh va nhéan rdng trong giai quyét va tra két qua cho to
chirc, cong dan 1a viéc ap dung hinh thic chuyen phat nhanh két qua giai quyét
thii tyc hanh chinh v& t4n nha cho ngudi dan nhim tiét kiém thoi gian, chi phi di
lai ctia khéach hang, ddc biét 1a ngudi dan & céc dia ban x4 dao, mién ndi, cdch xa
trung tdm hanh chinh huyén, gép phin ting budc hién dai hoa nén hanh chinh
nha nuéec.

e) Tiép nhin va xir Iy thong tin phén hoi:

Bdng 12: Piém s6, chi s6, thi hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | UBND thj trdn Van Gi3 4.44 88.89%
2 | UBND x4 Pai Lanh 3.00 60.00%
3 | UBND x4& Van Binh 3.85 77.00%
4 | UBND x3 Van Hung 4.08 81.67%
5 | UBND x4 Van Khanh 3.59 71.89%
6 | UBND xd Van Long 4.00 80.00%
7 | UBND x4 Van Luong 3.61 72.22%
8 | UBND x4 Van Pha 2.62 52.44%
9 | UBND xa Van Phuéc 3.92 78.33%

10 | UBND x& Van Thanh 4.12 82.44%
11 | UBND x& Van Théng 3.27 65.33%
12 | UBND x4 Van Tho 4.26 85.11%
13 | UBND x4 Xuén Son 3.99 79.89%

SIPS toan huyén 3.75 75.02%

Biéu do 8: Chi s hai Iong vé Tiép nhédn va xir Iy théng tin phdn héi.

Chi s6 Tiép nhin, xit I thong tin phan hdi

UBND x& Xuédn S0n
UBND x5 van Tho =% 85.11%
UBND x3 Van Thing 3
UBND x3 van Thanh mem o RS 82.44%
UBND xa van Phudc
UBND x& Van Phi
UBND x& Van Luong
UBND xd Van Long
UBND x& Van Khanh smem
UBND xd Van Hung
UBND x& Van Binh
UBND x& Dai Lanh
UBND thitrén van Gia

&4 80.00%

= 81.67%
7.00%

3 88.89%
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UBND thj trdn Van Gid dugc khach hang danh gi4 rat cao vé chi s6 Tiép
nhin va xt ly théng tin phan hoi voi 88,89% mic do hai 1ong, xép tht 2 1a
UBND x4& Van Tho dat 85,11%, xép thip nhét v& chi sb Tiép nhan va xu ly
thong tin phan hoi cua khéach hang la UBND x&@ Van Phu véi 52,44%. Mot 0
don vi d& c6 su cai thién dang ké vé chi s6 Tiép nhén va xi ly thong tin phan héi
ctia khach hang trong ndm 2017, trong d6 dang chd ¥ nhét la UBND x4 Van
Théng tdng 39,26% so v&i nam 2016, tir 26,07% 1én 65,33%, UBND x4 Van
Thanh ciing téng manh tr 32,54% 1én 82,44%, tang 49,9% so v6i ndm 2016.
Theo Quy ché cta tinh nam 2017 ¢6 02 don vi x&p hang Tot ]a UBND thi trn
Van Gid va UBND x& Van Tho (trén 84%), c6 08 don vi x&p hang Kha va 03
don vi x&p hang Trung binh.

Néu nhu ndm 2016 chi sé mic d6 hai 1ong chung v& Tiép nhan va xir ly
thong tin phan hdi dat thip nhat trong 6 tiéu chi duoc khao sét thi nim 2017 da
6 su cai thién vuot bac, tir 54,87% 1én 75,02%, tang 20,15% so v&i nim 2016,
xép thir 3 trong 6 ti€u chi dugc khao sat. Tinh riéng timg don vi chi c6 UBND
xd Van Phu la sut giam vé chi sb hai long (gidm 3 ,84%), cac don vi con lai déu
ting manh vé chi sd ha1 1ong so v&i niam 2016 (xem bidu db so sanh).

Bdng 13: Chi 56 hdi long vé tidp nhdn va xir Iy théng tin phdn héi ndm
2016 - 2017:

STT Don vi Nam 2017 Nam 2016

1 | UBND thij trin Van Gia 88.89% 47.72%
UBND x& Dai Lanh 60.00% 43.33%

3 | UBND x& Van Binh 77.00% 71.12%
4 | UBND x& Van Hung 81.67% 73.25%
5 | UBND x4 Van Khanh 71.89% 69.53%
6 | UBND xa Van Long 80.00% 60.13%
7 | UBND x& Van Luong 72.22% 44.64%
8 | UBND x4 Van Phu 52.44% 56.28%
9 | UBND x4 Van Phuéc 78.33% 45.43%
10 | UBND x& Van Thanh 82.44% 32.54%
11 | UBND x& Van Thing 65.33% 26.07%
12 | UBND x3a Van Tho 85.11% 81.67%
13 | UBND x3i Xuin Son 79.89% 58.03%
SIPS toan huyén 75.02% 54.87%

Két qua phan tich cho thay
c6 98% khéch hang danh gia co
quan nha nuéc ¢ niém yét day
du théng tin dudong day néng (sb
dién thoai, dia ch1 thu dién tu,
webside....) dé tiép nhén, phan
anh kién nghj ctia ngudi dan; 2%

@ Khong thiy gi

Thiéu nhidu théng tin

O Tam dugc

O Kha diy da

@ Piy di thong tin, & rang
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khéach hang nhén xét thong tin duong ddy nong cung clp chua diy du hodc
khong théy.

Trong s6 780 khach hang dugc khao sat, chi c6 27 khach hang cho biét
tirng giri phan 4nh, kién nghi dén co quan nha nudc, trong d6 c¢6 8 khach hang
danh gid viéc giri phan 4nh, kién nghi con kho khin, phién ha, chua thuan tién;
c6 10 khach hang cho
rang co quan chua tra
161 hodc trd 101 chim,
@ Néu phin énh, kién nghi||  khong thoa déang. D6i

5 % gty fho & véi khach hang chua

1%

Rét ngai, vi nhiéu phién N e N , 4
ha tung gui phan anh, kién

O C6 giri kién nghi cling nghl 68% khach hémg
hong duge trd 161 danh gi4 co quan lam rat

0 Co tra 101 cling khéng A ~ r 3 %)
gidi quyét dgo gi tot khong c6 gi phai

@ Lam rit t6t, khéng c6 gi phén énh, kléﬂ nghi, con

phéi kién nghi lai 32% khach hang
chua hai long v& viée
giai quyét phan A4nh,
kién nghi cua co quan
nha nude, trong d6 25% khach hang cho ring rit ngai giri phan 4nh, kién nghj vi
so phién ha, gdy khé d& (xem hinh).

1.3. Nhitng van dé khich hang chwa hai long va kién nghi:

Thong qua phleu khéo sat, khach hang da phan anh kha cu thé nhitng van
dé chua hai Iong d6i voi su phuc vu ciia UBND céc x4, thi tran va cac khé khan
khi giao tiép, giai quyet tht tuc hanh chinh. Cy thé mét s ¥ kién phan 4nh va
g6p v ctia khach hang dbi véi cac don vi nhu sau:

- Phéi bd sung hd so, di lai mat nhidu thoi gian, nhitng hd so con thiéu s6t
deé nghi huéng dan bd sung mot 1an dé dan d& thuc hién. Khi bén hop nén cb can
bo truc bio lai d& dan biét khéi chd mat nhidu thoi gian. Can c6 thai do phuc vu
nhén dan t6t hon. Can bd nén di lam sém dé dan khoi chd doi khi dén giai quyét
hd so (UBND x& Van Phij).

- Yéu cau cung cép thong tin thém cho dan ndm bit. Nén bd tri can bd
lnh dao tiép dan khéng nén hop hét 100% dé bét dan phai cho dogi. Cong chire
can di lam dtng gid. Cong tic vé sinh méi trudng chua t&t mong chinh quyén
quan tdm hon. SO dé d6i chdm nén cdng viée cua dan vat va trong vay von (3
ndm ma chua c6 s6 méi). Mong c¢ong chirc cong tam hon trong giai quyét cong
viéc (UBND xd Van Phudc).

- Nén cdng tu phan minh c6 1, 2 to gidy ciing 1dm khé lam d& cho dan,
mét 14m (UBND xd Van Théing).

- Hb so dit dai chém, lam khoé khén cho gia dinh. Céng chic Pia chinh
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can xé4c minh thém dién tich dit ndng nghiép vi khong chinh xac giita sb dang
ky va thuc té, gia dinh di lai nhidu 14n nhung chua dugc giai quyét. S& do dia
chinh lam gia dinh khong hai long. Lam viéc phai ding luat, duong day néng
niém yét cho c6 18 (UBND xd Van Long).

- Lam viéc khong tbt, con lo 13, giai quyét chdm tré thoi gian, lam dung
lam giéy tor @8 an tién, hay nat nd nhiéu 1an. Lam viéc khé khan, khi thic méc vé
gidy to, khong duoc tra 161 ma con xua dudi dan (UBND xd Pai Lanh).

- Cong chirc can c6 thai d6 nidém né hon, thu phi khéng ¢ bién lai, phi
dich vu cao hon, tra san phdm chim hon gidy hen (UBND xd Van Luong).

- Khong r6 khi xdy nha phai dong thué, thdy khéng cong bang, c6 ngudi
déng, ngudi khéng. Can tao su cdng bang cho ngudi dan (UBND xd Van Hung).

* Riéng dbi voi UBND xd Van Khénh 1a don vi nhéan nhiéu ¥ kién phan
anh nhét cta khach hang, trong d6 cd nhiing ndi dung can duoc 13nh dao dia
phuong quan tdm, xi 1y kip thoi, cu thé cac v kién phéan 4nh cta khach hang dbi
v6o1 UBND x4 Van Khanh nhu sau:

- Pé nghi s6 do 1am tra lai cho din cin sém hon; d3 lam s6 héng 3 ndm
rdi nhung ty ban khéng lam cho t6i mic di d3 diéu chinh mai téi nay van chua
xong.

- C6 mot s6 can bd Uy ban x4 Van Khéanh néi chuyén vé6i dan dimg tir thé
tuc “PM” khi né6i véi dan.

- Viéc cbng khai minh bach thong tin can phai tét hon, tha tuc qué rac r6i
phtic tap mAt nhiéu thoi gian lam hd so, thai d6 phuc vu, giao tiép can t6t hon,
c6 tiéu cyc nhiing nhiéu khi lam thu tyc.

- Gio gidc, tac phong, 101 18 tip xtic, tinh ky luat khong t6t 1dm.

- Cén tuyén truyén céc thong tin chinh sich dé dan ndm bit. Lam thu tuc
nhanh gon, khong nén phan biét. M&i khi ¢6 cin bd sung gidy to can thiét nén
chi dan rd rang va tan tinh vi trinh d6 dan con nhiéu han ché.

* Trong d6 ¢6 mot s6 y kién phan anh, déng gép co quan nha nwéc
cAn quan tam, giai quyét:

- G6p v roi ai nghe chi c6 cip cao thi cip dudi méi nghe chi ngudi dan
néi r6i udng coéng khong khéo bi ghét ma con thi. Bita sau dem ky rdi hen mai
hen mét dén sg. Van dé théng tin dai ching con yéu kém, t61 mong sao qua
chuong trinh khéo sat nay phuc vu chung toan huyén x& qua cac dai phat thanh
dé dan nam bt thong tin c6 ich (UBND xd Van Khdnh).
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- T4 chitc hop gifta dan véi can bd x4 nhiu hon dé dan giai bay nguyén
vong cua minh (UBND xad Van Thanh).

Bén canh d6 cling ¢6 mot sb6 ¥ kién nhan xét tich cyc ma co quan nha
nuéce can ghi nhan, phat huy dé tiép tuc cai thién, ning cao chi sb hai long cia
ngudi dan, cu thé: “UBND xd Pai Lanh tir cdn bg dén nhdn vién déu phuc vu
cho Nhdn dén tét, tén tinh, vui vé, hoa nhd, thi tuc gidy t¢ nhanh chéng, Can
phdt huy nhiéu hon nita cho cdc nim t6i”.

2. CHI SO MUC PO HAI LONG POI VOI TRAM Y TE:

2.1. Chi s6 mirc dd hai long chung:

Bdng 14: Téng hop diém s6, chi s6, thir hang cia timg don vi va chi s6
hai long chung cua Tram Y té cap xd.

STT __Ponyvij TC | PK | PV | KQ | TT |DTB| SIPS
1 | Tram Y t& thi trdn Van Gi& 3.82 | 425 | 4.06 | 3.99 | 4.00 | 4.02 | 80.47%
9 | Tram Y té x4 Pai Lanh 3.53 | 3.61 | 3.97 | 339 | 3.74 | 3.65 | 72.96%
3 | Tram Y té x4 Van Binh 324 | 347 | 3.81 | 3.43 | 3.55 | 3.50 | 69.99%
4 | Tramy té x& Van Hung 350 | 3.28 | 3.81 | 3.73 | 3.61 | 3.59 | 71.71%
5 | Tram y té x& Van Khéanh 3.13 | 3.37 | 3.66 | 3.21 | 3.65 | 3.40 | 68.05%
6 | Tramy t€ x4 Van Long 3.44 | 3.69 | 3.96 | 3.52 | 3.69 | 3.66 | 73.19%
7 | Tram Y t& x3 Van Luong 371 | 436 | 439 | 425 | 4.03 | 415 | 82.94%
g | Tramy té x& Van Phu 3.01 | 3.78 | 3.61 | 3.55 | 3.71 | 3.53 | 70.65%
9 | Tram Y té x& Van Phudc 322 | 3.56 | 3.70 | 3.26 | 3.44 | 3.44 | 68.71%
10 | Tram Y € xd Van Thanh 370 | 3.83 | 4.13 | 3.61 | 4.19 | 3.89 | 77.83%
11 | Tram Y t€ x4 Van Thing 356 | 3.74 | 3.95 | 3.55 | 3.82 | 3.73 | 74.51%
12 | Tram Y t€ x Van Tho 344 | 391 | 3.95 | 3.54 | 3.76 | 3.72 | 74.37%
13 | Tram Y t& x& Xuan Son 3.74 | 4.05 | 419 | 3.89 | 4.13 | 400 | 79.94%
Trung binh chung 3.46 | 3.76 | 3.94 | 3.61 | 3.79 | 3.71 74.26%

Ghi chu:

TC: Tiép can dich vu

DK: biéu kién tiép dén va phuc vu

PV: Sy phuc vu clia can bg, nhan vién y té

DV: Két qua dich vu

TT: Tiép nhan, xi ly thong tin phan hoi

SIPS: Chi s6 muc d6 hai long

Bang 14 cho théy trong nam 2017, Tram Y té x4 Van Luong dugc khach

hang dénl; gia cao nhat, v6i chi sO muc d@ hai ,lc‘)ng dat 82,94}%, tiép theo la
Tram Y t€ thi tran Van Gid véi 80,47%. Thap nhat 1a Tram Y t€ x& Van Khanh
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v6i chi s6 mirc do hai long cuia khach hang dat 68,05% T4t ca 13 don vi dugc
khao sat nim 2017 déu dat chi s6 mac do hai 16ng ¢ mirc Kha (tlr 68,1% - 84%).
Chi s6 mtrc d6 hai long chung dbi véi Tram Y té cép x4 nam 2017 1a 74,26%,
tdng 6,13% so voi ndm 2016 (68,13%), xép muc Kha.

Biéu dé 9: Chi s6 mikc dg hai Iong cuia timg Tram Y 6 va Chi 56 mike do
hai Zong chung foan huyén.

KET QUA XAC PINH CHI SO HAI LONG KHOI TRAM Y TE CAP XA

el 79.94%
Tram Y t& x& van Tho s

Tram Y € x4 Van Théng % :

Tram Y t& x4 Van Thanh  imemmemsmremssm : e 7 77.83%

Tram Y té xi van Phude B TS z 68.71%
Tram v t& x& Van Phd ® 70.65%

Tram Y t& x3 Van Luong &
Tram yté Xd Van Ltong :
Trém yté xd Van Khanh ¥
Trém yté xa Van Hung &

Tram Y 16 x3 Dai Linh §
Tram ¥ t& thi tréin Van Gis

0.00%

Tram Y t& i Van Binh g

10.00%

20.00%

30.00%

40.00%

50.00%

60.00%

SN 73.19% ¢
# 68.05%
7L.71%
§ 69.99%
2.96%

70.00% 80.00%

3 82.94%

5 80.47%

90.00%

Bdngl5: Chi s6 hai long Tram Y té cdp xé ndm 2016 - 2017

SIPS
TT Co quan Nim Nim Tang/giam
2017 2016

1 | Tram Y té thi trAn Van Gia 80.47% | 74.97% 5.5%
2 | Tram Y té x& Pai Lanh 72.96% | 48.89% 24.07%
3 | Tram Y té x4 Van Binh 69.99% | 81.68% -11.69%
4 | Tramy té x& Van Hung 71.71% | 71.41% 0.3%
5 | Tram y té x4 Van Khanh 68.05% | 73.64% -5.59%
6 | Tramy té x& Van Long 73.19% | 62.57% 6.79%
7 | Tram Y té x3 Van Luong 82.94% | 72.96% 10.62%
8 | Tramy t& x4 Van Phu 70.65% | 63.81% 6.84%
9 | Tram Y té x& Van Phuéc 68.71% | 67.47% 1.24%
10 | Tram Y té x4 Van Thanh 77.83% | 62.21% 15.62%
11 | Tram Y t& x4 Van Thing 74.51% | 62.21% 12.3%
12 | Tram Y t& x4 Van Tho 7437% | 77.92% -3.55%
13 | Tram Y té x4 Xu4n Son 79.94% | 70.71% 9.23%
Trung binh chung 74.26% | 68.13% 6.13%

Két qua so sanh chi s muic do hai long cap xd c6 03 don vi giam Ve chi
s6 muc d6 hai long cua khach hang, trong d6 giam manh nhét 1& Tram Y t& x3
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Van Binh giam 11,69%, cac don vi con lai déu c6 sy cai thién vé chi s hai long
s0 voi nam 2016, trong d6 tang manh nhit 13 Tram Y té x& Dai Lénh, ting
24,07%, tiép theo la Tram Y té x& Van Thanh, tang 15,62%, Tram Y te x4 Van
Luong cling c6 chi sb hai long téng trén 10% so v&i nam 2016. Chi s6 hai long
chung d6i v&i Tram Y te cap x& ndm 2017 tdng thém 6.13% va van xép hang
Khé theo thang chi s6 xép hang murc d6 hai 1ong ctia tinh.

Biéu do 10: Chi s6 mike do hai long trén 5 tiéu chi.
Két qua biéu dd tron timg tiéu chi
TC
S TS

DK

75587%. sl 75.23%

KQ F}8.75%

Trén 05 tiéu chi dwoc khao sat, danh gia ddi véi Tram Y té cAp x4 ndm
2017 thi tiéu chi Su phuc vu cta can bg, nhéan vién Y té tiép tuc duogc khach
hang danh gia cao nhét véi 78,75%, tang 4,19% so véi nim 2016 (74,56%) xép
hang Kha, t1ep theo lan lugt 14 tidu chi Tiép nhan va xt ly thong tin phan hoi dat
75,87%, Dleu kién tiép dén va phuc vu 75,23%, Két qua dich vu dat 72,17%,
thip nhit van 13 tiéu chi Tiép can dich vu véi chi sb mac do hai long dat
69,26%.

Bang 16: Chi s6 hai long Tram Y t€ cdp xd nam 2016 - 2017 trén timg
tiéu chi:

SIPS
TT Tiéu chi Nim Nim | Tang/giam
2017 2016

1 | Tiép can dich vu 69.26% | 61.75% 7.51%
2 | Pidukién tiép don va phuc vu 75.23% | 71.57% 3.66%
3 | Su phuc vu clia can bd, nhan vién y t& | 78.75% | 74.56% 4.19%
4 | Két qua dich vu 72.17% | 65.93% 6.24%
5 | Tiép nhan va xtr 1y thong tin phan hdi | 75.87% | 66.87% 9.00%
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Két qua so sanh trén ting tiéu chi cho thay chi s hai long trén ca 05 tiéu
chi khao sat d6i v&i Tram Y té cap xi déu co su cai thién dang ké, trong do tang
manh nhat 13 tiéu chi Tiép nhan va x& Iy théng tin phan hdi ting 9.00%, tiép dén
1a Tiép can dich vu tang 7.51%, Két qua dich vy téng 6.24%, Sy phuc vy cla
cén b, nhan vién y té ting 4.19% va Piéu kién tiép dén, phuc vu ting 3.66%.

2.2. Chi s6 mire do hai long trén tirng tiéu chi:
a) Tié]v cdn dich vu:
Bdng 17: Diém 56, chi 56, thir hang cua tung don Vi,

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trdn Van Gia 3.82 76.33%
2 | Tram Y té x& Dai Lanh 3.53 70.60%
3 | Tram Y té x& Van Binh 3.24 64.80%
4 | Tramy té x& Van Hung 3.50 70.00%
5 | Tramy té x4 Van Khanh 3.13 62.53%
6 | Tramy téxi Van Long 3.44 68.73%
7 | Tram Y té x& Van Luong 3.71 74.20%
8 | Tramy t& x& Van Pha 3.01 60.13%
9 | Tram Y t& x& Van Phuéc 3.22 64.33%

10 | Tram Y té x4 Van Thanh 3.70 74.00%
11 | Tram Y t& x4 Van Thing 3.56 71.20%
12 | Tram Y t& x4 Van Tho 3.44 68.73%
13 | Tram Y té x4 Xuan Son 3.74 74.73%

SIPS toan huyén 3.46 69,26%

Biéu dé 11: Chi s8 Tiép can dich vu.

Chi so Tiép cén dich vu

Tram Y t& xi Xudn Son &z = 74.73%
Tram Y t6 %2 Van Tho '

Tram Y té xa Van Thz"mg = o 71.20%
Tram Y t& x3 Van Thanh 74.00%
Tram Y t€ x3 Van Phude s # 64.33%
Tramy té xa Van Phi 60.13%

Tram Y t€ x3 Van Luong % 74.20%

Tram y téx Van Long
Tramy (& 3@ Van Khénh

Tramy téx3 Van Hung @ s 70.00%

Tram Y t& x3 Van Binh 64.80%
Tram Y té xa Dai Lanh T 4 70.60%
Tram Y té thi trdn Van Gia ; 8 76.33%

0.00%  10.00%  20.00%  30.00%  40.00%  50.00%  60.00%  70.00% 80.00%  90.00%
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O tidu chi nay, Tram Y té thi trn Van Gid dugc khach hang déanh gia cao
nht v&i chi s6 mtc do hai long dat 76,33, tiép theo 1a Tram Y te x4 Xuén Son
voi 74,73%, twong ty Tram Y té x4 Van Luong va Tram Y t& x4 Van Thanh
cling c6 chi s6 muce do hai long & murc 74,20% va 74,00%. Thép nhat 13 Tram Y
té x& Van Phu vé6i chi s6 mirc d6 hai long cua khéch hang dat 60,13%, xép hang
Trung binh. Chi s6 mtc d6 hai long chung d6i v6i tidu chi nay 1a 69,26%, tang
7,51% so v&i ndm 2016 (61,75%), tu’ Xep hang Trung binh 1&n hang Kha.

Bdng 18: Chi s6 hai long vé Tiép can dich vu déi v6i Tram Y té f cdp xd
nam 2016 - 2017:

SIPS
TT Co quan Nim Nim Tang/giam
2017 2016

1 | Tram Y t& thi trAn Van Gia 7633% | 67.20% 9.13%
2 | Tram Y té x4 Pai Lanh 70.60% | 40.40% 30.2%
3 | Tram Y té x4 Van Binh 64.80% | 77.28% -12.48
4 | Tramy té xi Van Hung 70.00% | 64.56% 5.44%
5 | Tramy té x& Van Khanh 62.53% | 65.92% -3.39%
6 | Tramy té x4 Van Long 68.73% | 55.12% 13.61%
7 | Tram Y té x& Van Luong 74.20% | 63.52% 10.68%
8 | Tramy té xd Van Phu 60.13% | 58.00% 2.13%
9 | Tram Y té x& Van Phuéc 64.33% | 66.16% -1.83%
10 | Tram Y té x4 Van Thanh 74.00% | 58.80% 15.2%
11 | Tram Y té x4 Van Thing 71.20% | 58.80% 12.4%
12 | Tram Y té xd Van Tho 68.73% | 72.63% -3.9%
13 | Tram Y t& x& Xu4n Son 74.73% | 63.92% 10.81%
Trung binh chung 69,26% 61.75% 7.51%

So sanh két qua chi s6 Tiép can dich vu nam 2016 - 2017 d6i v6i 13 Tram
Y té clp x4 cho thay c6 04 don vi giam vé chi sb hai long cua khach hang, trong
d6 giam manh nhit 13 Tram Y té x4 Van Binh (12, 48%) 03 don vi con lai cling
c6 sy sut gidm nhung khéng déng ké, c6 09 don vi tang chi s6 hai long vé Tiép
can dich vy, trong d6 ting manh nhit 12 Tram Y té x4 Pai Lanh, tdng 30,2%, cac
Tram Y té x4 Van Luong, Van Long, Van Thanh, Van Théng, Xuin Son cfing
co ty 18 tang trén 10% so v&i nam 2016.

b) Piéu kién tiép don va phuc vu:
Bang 19: Diém s6, chi s6, thir hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trdn Van Gi& 4.25 85.00%
2 | Tram Y té x& Dai Lanh 3.61 72.20%
3 | Tram Y té x4 Van Binh 3.47 69.40%
4 | Tramy té x4 Van Hung 3.28 65.60%
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5 | Tram y té x4 Van Khénh 3.37 67.40%
6 | Tramy té xd Van Long 3.69 73.80%
7 | Tram Y té xi Van Luong 4.36 87.20%
8 | Tramy té x4 Van Phu 3.78 75.60%
9 | Tram Y té x& Van Phudc 3.56 71.20%
10 | Tram Y té x3 Van Thanh 3.83 76.60%
11 | Tram Y té x4 Van Thing 3.74 74.80%
12 | Tram Y té x4 Van Tho 3.91 78.20%
13 | Tram Y té x4 Xuén Son 4.05 81.00%

SIPS toan huyén 3.76 75,23%

Bieu do 12: Chi s6 mirc dj hai long vé Diéu kién tiép don va phuc vu.

Chi so Dieu kién tiep don, phuc vy

=9 81.00%
78.20%
74.80%

Tram Y & xa Xuén Son
Tram Y té xa Van Tho ¢
Tram Y t& xa Van Thing
Trgm Y té x8 Van Thanh &
Tram Y té %3 Van Phudc
Tramy té 33 Van Phi e
Tram Y t& s Van Luong
Tram y t& xa Van Long

=1 87.20%

Tram y té xa Van Khanh
Tram y t& %3 Van Hung
Tram Y t& 3 Vao Binh
Tram Y té xa Dai Lanh
TramY té thi trén Van Gia

72.20%

85.00%

000% 10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

O tiéu chi nay, Tram Y té x4 Van Luong duge khach hang dénh gia cao
nhét véi 87,20%, x&p hang T6t, ciing xép hang Tt va dung ¢ vi tri thir 2 1a
Tram Y té thi trAn Van Gia véi mae d hai long dat 85,00%, xép thip nhét vé
didu kién tiép dén, phuc vy la Tram Y té x4 Van Hung véi 65 ,60% muirc do hai
long. Ve tiéu chi Piéu kién tiép don va phuc vu c6 02 don vi xep hang Tét, 09
don vi xep hang Kha va 02 don vi xep hang Trung binh. Chi s6 mic do hai long
chung d6i véi cép x4 1a 75,23%, xep hang Kha.

Bdng 20: Chi s6 hai long vé Piéu kién tiép don va ¥ phuc vu doi véi Tram ¥
té cdp xd ndm 2016 - 2017:

SIPS
TT Co quan Nim Nim Tang/giam
2017 2016
1 |TramY u{-i thi trAn Van Gia 85.00% | 76.00% 9.00%
2 | Tram Y té x3 Pai Lanh 7220% | 54.00% 18.20%
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3 | Tram Y té x& Van Binh 69.40% | 85.70% -16.30%
4 | Tramy té xa Van Hung 65.60% | 72.10% -6.50%
5 | Tramy té x& Van Khanh 67.40% 71.40% -4.00%
6 | Tramy té x& Van Long 73.80% 67.90% 5.90%
7 | Tram Y té x Van Luong 87.20% 79.50% 7.70%
8 | Tramy té x& Van Phu 75.60% | 65.30% 10.30%
9 | Tram Y té x& Van Phudc 71.20% | 70.50% 0.70%
10 | Tram Y té x4 Van Thanh 76.60% | 67.70% 8.90%
11 | Tram Y té x& Van Théng 74.80% | 67.70% 7.10%
12 | Tram Y té x& Van Tho 7820% | 80.59% -2.39%
13 | Tram Y té x& Xuan Son 81.00% | 75.90% 5.10%

Trung binh chung 75,23% 71,57% 3.66%

Chi so hai 1ong vé Diéu kién tlep don, phuc vy ndm 2016 - 2017 d6i vé6i

Tram Y té cap x& ¢6 09 don vi tang veé chi s6 hai 1dng cta khéch hang, trong do6
tdng manh nhat van 13 Tram Y té x& Dai Lénh, tang 18,20%, Tram Y te x84 Van
Pht tang 10,30%; c¢6 04 don vi gidm vé chi sd hai Iong la Tram Y te x4 Van
Binh, Van Hung, Van Khanh, Van Tho, trong d6 gidm manh nhat tiép tuc 13
Tram Y t& x& Van Binh (giam 16,30%).

¢) Sw phuc vu ciia cdn by, nhin vién y té:
Bdng 21: Biéu diém s6, chi s, thir hang cua timg don vi

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gia 4.06 81.14%
2 | Tram Y té x4 Pai Lanh 3.97 79.49%
3 | Tram Y t& x3 Van Binh 3.81 76.17%
4 | Tramy té xd Van Hung 3.81 76.29%
5 | Tram y té x& Van Khanh 3.66 73.26%
6 | Tramy t& x& Van Long 3.96 79.14%
7 | Tram Y té x3 Van Luong 4.39 87.83%
8 Tram y té x4 Van Phu 3.61 72.17%
9 | Tram Y t& x& Van Phudc 3.70 74.00%

10 | Tram Y té x& Van Thanh 4.13 82.57%
11 | Tram Y té x& Van Thing 3.95 79.09%
12 | Tram Y té x3 Van Tho 3.95 78.91%
13 | Tram Y té x& Xu4n Son 4.19 83.71%

SIPS toan huyén 3.93 78.75%

Biéu do 13: Chi s6 sy phuc vu ciia cdn bg, nhén vién y te.
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Chi s6 Sy phuc vy cfia cin b, nhan vién y té

e 83.71%
e 78.91%

79.09%

25 82.57%

s 74,.00%

5 72.17%

Tram Y t& 53 Xuan Son  esmsevrmssmsms
Tram Y té xa Van Tho pssses
Tram Y t& x4 Van 1 hing 7
Tram Y té xi Van Thah
Tram Y té xi Van Phutc
Tram y t& xa Van Phu
Tram Y 1€ 3 Van Luong |
Tramy 16 xa Van Long
Tramy t xa Van Khanh

sreval 87.83%
m 79.14%
3.26%

Tram y té x¥ Van Hung : 76.29%
Tram Y t& x3 Voo Bioh e o S ST A : 76.17%
Tram Y t& xa Dai Lanh Z8 79.49%

Tram Y té thi trdn Van Gia | EEROmE 81.14%
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O tiéu chi nay, Tram Y t& x4 Van Luong tlep tuc dugc khach hang danh
gi4 cao nhét voi mire do hai 1ong dat 87 ,83%, x€p hang Tét, tht ca cac don vi
con lai déu xép hang Kha, trong d6 thap nhét la Tram Y té x8 Van Phu dat
72,17%. Nam 2017, tiéu chi sy phuc vu clia cdn bd, nhan vién y té tiép tuc dugc
khédch hang danh gid cao nhét trong 05 tiéu chi dugc khao sat déi véi Tram Y té
cap x4, tang 4,19% so v&i nam 2016 tir 74,56% 1én 78,75%.

Bang 22: Chi 56  haii 1ong vé Sw phuc vu ciia cdn bé, nhan vién y té doi véi
Tram Y té cdp xd niim 2016 - 2017

SIPS
TT Co quan Tang/giam
Niim 2017 | Niim 2016

1 | Tram Y té thi trAn Van Gia 81.14% 83.73% -2.59%
2 | Tram Y té x& Dai Lanh 79.49% 55.17% 24.32%
3 | Tram Y té x& Van Binh 76.17% 81.93% -5.76%
4 | Tramy t& x4 Van Hung 76.29% 77.00% -0.71%
5 | Tramy té x4 Van Khdnh 73.26% 78.67% -5.41%
6 | Tramy té x4 Van Long 79.14% 68.33% 10.81%
7 | Tram Y té x4 Van Luong 87.83% 82.40% 5.43%
8 | Tramy té x3 Van Phu 72.17% 66.67% 5.50%
9 | Tram Y té x& Van Phudc 74.00% 70.40% 3.60%
10 | Tram Y té x4 Van Thanh 82.57% 74.07% 8.50%
11 | Tram Y té x& Van Thing 79.09% 74.07% 5.02%
12 | Tram Y té x& Van Tho 78.91% 80.20% -1.29%
13 | Tram Y t& x& Xuén Son 83.71% 78.73% 4.98%
Trung binh chung 78.75% 74.56% 4.19%

Ve su phyc vu cla can bd, nhan vién Y té, trong nam 2017 c6 8 don vi
ting v& chi s6 hai long va S don vi gidm vé chi s6 hai long clia khach hang,
trong d6 Tram Y té x3 Dai Lénh tiép tuc ¢ chi sb tang manh nhét trong 13 x4,
thi trdn véi mic tang 24,32%, tiép theo 13 Tram Y té x4 Van Long tang 10,81%,
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gidm maqh nhét vé su phuc vu ctia can bd, nhan vién Y té trong nam 2017 vén 1a
Tram Y t€ x& Van Binh, gidm 5,76%.

d) Két qua dich vu:

Bang 23: Piém 56, chi s6, thir hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gi& 3.99 79.87%
2 | Tram Y té x3 Pai Lanh 3.39 67.73%
3 | Tram Y té x& Van Binh 3.43 68.53%
4 | Tramy té x& Van Hung 3.73 74.53%
5 | Tramy té x& Van Khéanh 3.21 64.13%
6 | Tramy t& x& Van Long 3.52 70.40%
7 | Tram Y té x4 Van Luong 4.25 84.93%
8 | Tramy té x4 Van Phu 3.55 71.07%
| 9 | Tram Y té x4 Van Phuéc 3.26 65.20%
| 10 | Tram Y té x& Van Thanh 3.61 72.27%
11 | Tram Y té x& Van Thing 3.55 71.07%
| 12 | Tram Y té x& Van Tho 3.54 70.80%
13 | Tram Y té x& Xudn Son 3.89 77.73%
SIPS toan huyén 3.60 72,17%

Biéu do 14: Chi sé két qua dich vu.

Chi s6 Két qua dich vy

8 77.73%
70.80%
4 71.07%

Tram Y 1€ % Xudn Son ¢
Tram Y té xd Van Tho
Tram Y t& x4 Van Thing g
Tram Y 1 x4 Van Thanh
Tram Y t& x& Van Phude E
Tramy té xd Van Phu
Tram Y té xi Van Luong s 84.93%
Trgm y (& x3 Van Long 5 70.40%
Tram y t& & Van Khénh E
Tramy 1€ xa Van Hung
Tram Y t& i Van Binh |
Tram Y té xi Dai Linh
Tram Y té thj trdn Van Gi e

64.13%

2 74.53%
68.53%

67.73%

79.87%
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Tram Y té x3 Van Luong dugc khach hang d4nh gi4 cao nhét véi chi sb
muc do hai long dat 84,93%, xép thr 2 13 Tram Y té thi trdn Van Gid véi
79,87%, xép thp nhét 1a Tram Y t& x& Van Khanh v&i chi sé muc do hai long
chi dat 64,13%. Chi s6 mtrc d6 hai 1dng chung cia tiéu chi nay 1a 72,17%, tang
6,24% so v6i ndm 2016 (65,93%). Tinh riéng timg don vi v& chi sé két qua dich
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vu ¢6 01 don vi Xep hang Tt 13 Tram Y té x4 Van Luong, 09 don vi xép hang

Khé va 03 don vi xép hang Trung blnh

Badng 25: Chi s6 hai long vé Két quad dich vu doi véi Tram Y té cd'p xd
nam 2016 - 2017

SIPS
TT Co quan Nim Nim Tang/giam
2017 2016

1 | Tram Y té thi trAn Van Gia 79.87% | 75.10% 4.77%
2 | Tram Y té x4 Pai Lanh 67.73% | 44.70% 23.03%
3 | Tram Y té x4 Van Binh 68.53% | 80.70% -12.17%
4 | Tramy t& x4 Van Hung 74.53% | 70.80% 3.73%
5 | Tramy té x& Van Khanh 64.13% | 74.60% -10.47%
6 | Tramy té x& Van Long 70.40% 58.90% 11.50%
7 | Tram Y té x3 Van Luong 84.93% 70.00% 14.93%
8 | Tramy té x& Van Phu 71.07% | 64.70% 6.37%
9 | Tram Y té xd Van Phudc 65.20% | 62.90% 2.30%
10 | Tram Y t x4 Van Thanh 72.27% | 57.90% 14.37%
11 | Tram Y té x& Van Thing 71.07% | 57.90% 13.17%
12 | Tram Y t& x4 Van Tho 70.80% | 74.41% -3.61%
13 | Tram Y té x3 Xuan Son 77.73% | 67.80% 9.93%
Trung binh chung 7217% | 65.93% 6.24%

Xét riéng theo timg don vi vé tidu chi Két qua dich vu nam 2017 c6 03
don vi gidm vé chi s6 hai long cua khach hang 14 Tram Y té x& Van Binh, Van
Khénh va Van Tho; cac don vi con lai déu ¢ su ting manh vé chi sb hai long,
trong d6 c6 t6i 05 don vi tang trén 10% so v6i nam 2016, Tram Y té x3 Dai
Lanh tiép tuc 1 don vi ¢6 chi sb hai long tang manh nhét 14 23,03%.

d) Tiép nhin va xir Iy thong tin phéin hoi:
Bdng 26: Piém s6, chi s6, thir hang cua tung don vi.

STT Pon vi Pi¢m TB SIPS
1 | Tram Y té thi trdn Van Gia 4.00 80.00%
2 | Tram Y té x4 Dai Lanh 3.74 74.80%
3 | Tram Y té x& Van Binh 3.55 71.07%
4 | Tramy té x4 Van Hung 3.61 72.13%
5 | Tramy t x4 Van Khanh 3.65 72.93%
6 | Tramy té x3 Van Long 3.69 73.87%
7 | Tram Y té x& Van Luong 4.03 80.53%
8 | Tramy té x& Van Pha 3.71 74.27%
9 | Tram Y t& x& Van Phudc 3.44 68.80%
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10 | Tram Y té x4 Van Thanh 4.19 83.73%
11 | Tram Y té x& Van Théng 3.82 76.40%
12 | Tram Y té x& Van Tho 3.76 75.20%
13 | Tram Y té x& Xuan Son 4.13 82.53%

SIPS toan huyén 3.79 75,87 %

Biéu do 15: Chi s6 T iép nhdn va xit Iy thong tin phan hoi.

Tram Y t& x4 Xun Son 35 R s e 82.53%

Tram Y t& x3 Van Tho
Team Y 1€ %3 Van Thing |
Tram Y té x5 Van Thanh : TS 55 SECTRR 83.739
Tram Y € x3 Van Phudc == = :

- Tramy téxa Van Phit
* Tram Y (& x3 Van Luong A o g 80.53%
Tram y'té x4 Van Long B R 2
Tramy té x4 Van Khanh
Tramy té x3 Van H g
Tram Y té xi Van Binh
Tram Y t& xa Pai Lanh
Tram'Y t& thi trfn Van Gia
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O tidu chi nay, 13 Tram Y té cAp xa déu c6 chi sb mirc d6 hai long & mirc
Kha, trong d6 don vi dugc khach hang danh gia cao nhit 13 Tram Y té x& Van
Thanh v&i 83 ,713%, tiép theo la Tram Y te x8 Xuén Son dat 82,53%. Xep thip
nhat 14 Tram Y t& x3 Van Phude véi chi s6 hai long dat 68,80%. Chi sé muc do
hai long chung dbi véi clp x4 1a 75,87%, ting manh so v6i nim 2016 tir xép
hang Trung binh 1én hang Kha.

Bang 27: Chi s6 ' haii Iong vé Tiép nhéan va xir Iy théng tin phdn hoi doi véi
Tram Y té cap xd nam 2016 - 2017:

SIPS
TT Co quan Nim Nim Tang/giam
2017 2016

1 | Tram Y té thi trdn Van Gia 80.00% | 72.80% 7.20%
2 | Tram Y té x3 Dai Lanh 74.80% | 50.20% 24.60%
3 | Tram Y té x& Van Binh 71.07% | 82.80% -11.73%
4 | Tram y t& x& Van Hung 72.13% | 72.60% -0.47%
5 | Tramy té x& Van Khanh 72.93% | 77.60% -4.67%
6 | Tramy té x Van Long 73.87% | 62.60% 11.27%
7 | Tram Y t& x& Van Luong 80.53% | 69.40% 11.13%
8 | Tramy té x4 Van Phu 7427% | 64.40% 9.87%
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9 | Tram Y té x& Van Phudc 68.80% | 67.40% 1.40%
10 | Tram Y té x& Van Thanh 83.73% | 52.60% 31.13%
11 | Tram Y té x& Van Théng 76.40% | 52.60% 23.80%
12 | Tram Y t& x& Van Tho 7520% | 81.76% -6.56%
13 | Tram Y t& x4 Xuan Son 82.53% | 67.20% 15.33%

Trung binh chung 75.87% 66.87% 9.00%

So sénh qua 02 ndm 2016 - 2017, chi s6 Tiép nhan va x Iy thong tin phan
héi dbi véi Tram Y té cap x4 di ¢6 su cai thién dang ké va ting manh nhét trong
05 tiéu chi dugc khao sat, két qua khao sat 13 x4, thi tran 09 don vi ting chi SO
hai long, trong d6 tang manh nhét 13 Tram Y té x3 Van Thanh tang 31,13%, tiép
theo 1a Tram Y t& x3 Pai Lénh tang 24 ,60%, Tram Y té x4 Van Thang tdng
23,80%, gidm manh nhét vin 1a Tram Y té x& Van Binh véi ty 1¢& gidm la
11,73%.

2.3. Nhitng van dé khach hang chwa hai long va kién nghi:

Qua két qua khéo sat, dénh gid mtrc d¢ hai long cta khach hang déi véi
Tram Y t& céc x4, thi trAn ndm 2017 d& c6 nhiéu cai thién, cac y klen phan anh
chua hai 16ng cua khach hang trong ndm 2016 da dugc cdc don vi tiép thu va cd
chuyen bién tich cuc, phan 16n y kién khach hang phéan anh tap trung vao mdt sb
van dé co ban nhu co s& vat chit, thude men, thai d§ phuc vu clia nhin vién Y
té... cu thé nhu sau:

- Nén c6 bac si chuyén khoa, siéu am, tiéu dudng va c6 thube diéu tri
bénh tiéu duong;

- Thuée chita bénh cho bénh nhén con thiéu nhidu loai nhu: Thude cam
ctim, ho, huyét &p cao;

- Réc thai gin Tram y té cin c6 thung chira rac;

- Cén tang thoi gian clp phat thudc cho nguoi dan thudgc hd ngheo, gia
dinh chinh sach vao ngay tha bay;

- Can m& rong thém dién tich noi lam viéc Tram Y té;

- Gid gidc lam viéc khong nghiém tic, bénh nhén t&i kham phai cho doi

A

lau;
- Tram Y té c4n ting cudng truc theo ca;
- Niém yét chi phi kham chita bénh & nhitng noi d& nhin théy;
- Cén trang bi thém may moéc, trang thiét bi ddy du hon nhim phuc vu
cdng tac kham chita bénh cho nguoi dén;
- Nhén vién y té can phai nhiét tinh va c6 thai d6 phuc vu t6t hon;
- Can bb tri xe d& chuyén bénh nhan 1én tuyén trén.
ITI. KET LUAN VA KIEN NGHI:
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1. Danh gia chung:

Két qua khéo sat, danh gid mac d6 hai 1ong cua t6 chuc, ca nhan d6i véi
su phuc vu ctia Uy ban nhin dan va Tram Y té céc x4, thi trdn trén dia ban
huyén nam 2017 d4 cé su cai thién tich cuec.

Déi voi Uy ban nhan dan céc x4, thi trdn, nim 2017 ¢4 09 don vi tang vé
chi s& hai long chung ctia khich hang so véi nim 2016 gdm cac don vi: Van
Gid, Dai Lanh, Van Hung, Van Luong, Van Long, Van Phudc, Van Thanh, Van
Théng, Xun Son, chi ¢6 04 don vi gidm chi so hai long so v&i nam 2016 1a Van
Binh, Van Khanh, Van Tho, Van Phu (xem hinh).
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70.00%
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30.00%
20.00%
10.00%

0.00%

7 T

B Nam 2017
B Nam 2016

D6i véi Tram Y t& clp x4, ndm 2017 c¢6 10 don vi ting v& chi sb hai long
chung cua khach hang la cac don vi: Van Gid, Dai Lanh, Van Hung, Van
Luong, Van Long, Van Phu, Van Phuée, Van Thanh, Van Théng, Xuan Son, ¢6
03 don vi gidm chi s6 hai long so v&i ndm 2016 1a Van Binh, Van Khanh, Van

Tho (xem hinh).
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Dé c6 duoc két qua trén, cac co quan, don vi da trién khai nhidu giai phap
ddng bd ngay tir ddu ndm nhu UBND c4c x4, thi trin d3 cin c vao két qua,

khao s4t ndm 2016, c4c y kién phan 4nh, chua hai long cta khach hang dé xay
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dung K& hoach hanh déng, trién khai cc giai phép cu thé, ban hanh vin ban chi
dao thuc hién d6i véi cic ca nhén, bd phan ¢ lién quan, déc biét la ddi voi Bo
phén mot cira, noi thuong xuyén tiép xtic va lam viée truc tiép v6i nguodi dan. TH
chtc tuyén truyen quan triét va thyc hién nghi€ém céc chi dao cia UBND tinh,
UBND huyen vé khic phuc nhing van dé khach hang chua hai 1ong, dua vao ap
dung nhiéu giai phép, sang kién, cach lam hay dé mfng budc néing cao chét luong
phuc vu, 1am thay dbi két qua giai quyét cong viée, giai quyét thu tuc hanh
chinh, tiép nhén va xi 1y kip thoi, ddy da cac y 1<1en phén 4nh, kién nghi, déng
gbp cuia khach hang, tir 46 dem dén su cdm nhan tdt hon cia khéach hang déi véi
su phuc vu ctia co quan hanh chinh nha nuéc va don vi sw nghiép cong lap trén
dia ban huyén.

Pdng thdi cac co quan, don vi cling da cht trong dau tu, nang cép, cai
thién noi 1am viéc, tiép dén khéch hang, tao khong gian 1am vi¢c thodi méi, hién
dai, lich sy hon. Tinh than, thai do giao tiép, phuc vu ctia can bd, céng chirc v6i
khach hang di c6 nhiéu chuyén bién tich cyc, tinh trang phién ha, nhiing nhidu
gidm manbh.

Theo két qua duge khdo sat trong nam 2017 d61 v6i 13 Tram Y té va
UBND céc x4, thi trén trén dia ban huyén cho thiy chi s6 mtc d6 hai long chung
ctia khach hang ddi voi cac khéi co quan hanh chinh nha nu6c va don vi sy
nghiép cong lap cé sy cai thién dang ké, tuy chua dat myc tiéu dé ra theo K&
hoach cta huyén nhung so v6i ndm 2016 két qua khao sat da ghi nhan sy ¢6
géng khic phuc, nang cao chat luong phuc vy cia cac co quan, don vi, trong do6
ty 1& hai long chung dbi véi UBND cap xd la 71,62%, tdng 5,12% so v6i nam
2016 (66,50%) va Tram Y té cAp x4 1a 74,26%, ting 6,13% so véi nam 2016
(68,13%), xép hang Kha.

Tinh riéng theo 06 tiéu chi duge khdo sat dbi v6i UBND c4p x3 thi nim
2017 danh gia sy cai thién vuot bac vé chi s6 Tiép nhan va xt Iy thong tin phan
hdi ctia khich hang, tir tiéu chi c6 chi sb hai long thap nhit trong nim 2016
(54,87%) da vuot 16n dan diu trong nim 2017 v6i chi s6 hai long dat 75,02%,
ting 20,15% so véi ndm 2016, tiéu chi Piéu kién tlep dén va sy phuc vu ctia can
bd, cong chic cling c6 sy cai thién theo chiéu hudng ting 1én vé ty 18 hai long
ctia khach hang, riéng vé tiéu chi Tiép can dich vu va thu tyc hanh chinh giam so
vGi ndm 2016.

Péi v6i Tram Y té céc x4, thi tran thi tat ca 05 tiéu chi dugc khéo sat danh
gia trong nam 2017 déu c6 su cai thién vé chi sb hai long ctia khach hang, trong
dé Tlep nhan va x& ly thong tin phan héi ting manh nhét véi ty 16 tang 9,00%,
Tiép can dich vu va két qué dich vu cling co ty 1€ tang trén 5%, Piéu kién Tiép
dén, phuc vu va Su phuc vu ctia can bo, nhan vién Y té tang 14n luot 12 3,66% va
4,19% so v&inam 2016.

Két qua danh gia chung ndm 2017 cho thdy ty 16 khach hang phan 4nh
khong hai long hodc rat khong hai long d6i véi sy phuc vu cua UBND cac x4,
thi tran khé thap, chi chiém 2,8% (05 nguoi danh gi4 rat khong hai long va 17
nguoi dénh gid khong hai long), 177 khach hang danh gida & mirc tam duoc
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(chiém 22,7%), con lai 581 khach hang dénh gi4 hai long va rat hai long dbi véi
su phuc vu clia co quan nha nude, chiém ty 18 74,5%.

Trong céc tiéu chi thi sy phuc vu ctia can bd, cong chic tiép tuc ¢ chi sb
murc d6 hai 1ong cao nhéit, ddy 1a mét tin hiéu tich cyc trong qua trinh ddy manh
cOng tac cai cach hanh chinh cuta dia phu’omg, Thu trudng cac co quan, don vi di
quan tam chi dao, quan triét nghiém tic dén tig cén bd, cong chic trong viée
viéc giao tiép, nang cao nhén thire, trach nhiém phuc vu ngudi dén, didu d6 da
gitp cho nguoi dan c6 céi nhin tét hon vé ddi ngil can b9, cong chic nha nude
trong thi hanh cong vu. Tuy nhién, bén canh d6 van con mét so y kién phéan 4nh
v€ nang lyc, tinh than, thai d6 phuc vu, cta doi ngfi can b, cong chuc céc x4, thi
trén, trong do c6 nguoi dan phan anh can bd, cdng chirc khi giao t1ep, giai quyét
cong viéc st dung tir ngf¥ thd tuc (UBND xd Van Khdnh), déy la vén dé ma lanh
dao dia phuong can quan tdm, xem xét va xir ly nghiém khéc dé chin chinh lai
né nép, tac phong lam vige, ky luat ky cuong hanh chinh trong phuc vu nhan
dan.

Céc v kién gop y phan anh cua khach hang trong nam 2017 tuy c6 sy cai
thién dang ké nhung van con mot sb van d& khién khach hang btrc xtc, chua hai
long nhu vige di nhidu 1an méi nhan dugc két qua giai quyét ho so (dic biét 1a
linh vyc dat dai) trong khi ly do co quan nha nudc dua ra khdng thod ding; viéc
huéng dan hé so, thi tuc hanh chinh va giao tiép ctia can b, cong chirc chua g
rang, day da, lich su; cac thong tin, chinh sdch chua dugc pho bién, cong khai
ddy du dé nguoi dén ndm bét. Bén canh d6 thi mot sb van @& ngoai pham vi
khao sat, 1iy ¥ kién cling dugc nguoi dén thong tin, cip nhét dé co quan nha
nudc quan tam giai quyét nhu tinh trang & nhiém moi truong va an ninh trat tu
tai dia phuong... Ddi voi Tram Y té cAp x4, phan 16n khach hang dugc khao sat
déu hai long chung vé sy phuc vu ciia don vi sy nghiép, nhing y kién _dong gop,
phan 4nh chi yéu tap trung vao viéc dé nghi téng cuong trang thlet bi kham
chita bénh va d6i ngi y bac si tai co s& dé giai quyét kip thoi nhu ciu cua nguoi
dan.

2. Kién nghi, dé xuat:

Ket qua khao sat, danh gida muc dd hai long ndm 2017 d6i v6i UBND va
Tram Y té c4c x4, thi trdn cho thiy vé co ban cac co quan hanh chinh nha nuéc
va don vi su nghiép cdng 18p trén dia ban huyén tiép tuc ¢ nhidu c¢b ging, nd
lyc trong viée day manh cai cach hanh chinh, ning cao chét luong va hiéu qua
phuc vu nguoi dén, t6 chirc va doanh nghiép. Bay 13 tién d& va co s& vitng chic
dé cac co quan hanh chinh nha nuéc va don vi su nghiép cong 14p trén dia ban
huyén tiép tuc phat huy, thyc hién thing loi cac myc ti€u, nhiém vu cai cdch
hanh chinh d& dé ra, timg budc xay dung mot nén hanh chinh hoan thién, viing
manh va hién dai, phuc vu t6t cac nhu cau ctia Nhan dan.

Tuy nhién, dé tiép tuc cai thién chi s6 hai long cua khach hang trong céc
nam tiép theo, UBND va Tram Y té céc x4, thi trén cin quan tdm thyc hién ngay
cac cong viéc sau:

* Déi véi UBND cde xd, thi tran.:
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- T chirc cong bd rong rai chi sd hai 16ng nam 2017 dén toan thé can b,
cong chire va nguoi dan trén dia ban dugc biét, nghién clu, ra soat nhiing vén dé
con ton tai, han ché qua Bao cdo dé rat kinh nghiém va trién khai ngay céc bién
phap khéc phyc nhidm cai thién hon nita chi sb hai long cia ngudi dan trong nam
2018.

- Tang cudng thong tin tuyén truyén, phé bién vé co ché, chinh sach, cac
quy dinh thd tuc hanh chinh va céc loal hinh dich vy hanh chinh céng ma co
quan nha nuée cung cap dé ngudi dan ndm bét, tham gia. Cén b9, cong chuc cin
huong din rd rang, cuy thé, ding quy dinh céc véan dé khi ngudi dan quan tam,
gidi dap kip thoi cac ¥ kién thic méc, phan 4nh, kién nghi ctia khach hang vé thi
tuc hanh chinh 4p dung tai co quan, don vi va cong bd coéng khai trén cac
phuong tién théng tin dai ching.

- Tiép tuc day manh ra soét, d& xult phuong 4n don gian hoa thu tuc hanh
chinh, giam manh gidy to, hd so, biéu mau, to khai khéng can thiét gay kho
khén cho nguoi déan trong giao dich, giai quyét hd so, ting cudng cac bién phap
huéng dan, hd tro khach ‘hang trong viéc 1ap hd so, tht tuc hanh chinh, duy tri
hiéu qua clia T6 hudng dan va giai quyét hd so tai Bé phin mot cira cia UBND
cac x4, thi trin.

- Tang cudng chin chinh k¥ luét céng vu va ky cuong hanh chinh, trong
do phai k1em tra thudng xuyén va xur 1y ngay céac trudng hop vi pham vé thai do,
vé giao tiép, Gmg XU. Can tiép tuc ting cuong gido duc va gidm sat viée thuc
hién nghiém quy tic u’ng Xu ca can b, cong chirc céc co quan hanh chinh, gép
phan quan trong tao niém tin va sy hai long ctia khach hang déi véi su phuc vu
cua can b9, cdng chirc nha nudc.

- Téng cuong (mg dung cong nghé thdng tin dé néng cao hiéu qua tiép can
dich vy; diy manh cung cép théng tin dich vu cong, nhat 13 dich vu cong tryuc
tuyén muc do 3, 4, tao su thuan lo1, minh bach trong quan hé giao dich, da dang
héa va hién dai hoa cach thirc tiép can va sir dung dich vu hanh chinh céng cho
ngudi dan, t6 chirc va doanh ngh1ep

- Thu trudng cac co quan cln chi dao, quan triét can bo, cong chire tuén
thi1 tuyét déi quy trinh giai quyet tht tuc hanh chinh, huéng dn hd so, bd sung
hd so phai dang quy dinh, ddi véi hd so tré hen phai c¢6 Thong bao xin 161 bing
van ban va hen lai thoi gian tra két qua. Toan bd thong tin khach hang phai dugc
nhap ddy du trén Phin mém mot cira dién tir dé tao 1ap co s& dit liéu khach hang
theo quy dinh.

- Chi dao cong chirc, vién chirc phai wu tién tiép don khach hang, khong
dugc lam viéc riéng, nghe dién thoai, té thai d6 tho o trong khi giao tiép hogic
bét khach hang phai chd doi 1au, truong hop ving mit hodc ban xi Iy cong viée
phai giai thich r rang & khach hang théng cam. Ting cudng céi thién co sé vat
chét, méi tru’o*ng lam viée dé tao cam gidc thoai mai cho khach hang khi dén
giao dich, giai quyét th tuc hanh chinh.

* P6i voi Tram Y té cdp xa:
- P4y manh cong khai, minh bach céc thong tin, quy trinh kham chira
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bénh, da dang héa cung cip théng tin va tang cudng hd trg, huéng dan khach
hang st dung dich vu mét cach thuén loi nhét, giai dap kip thoi cac vudng méc
ctia khach hang, tu vin cu thé nhitng vin dé lién quan dén strc khoé dé khach
hang an tdm vao chét lugng kham chita bénh; clng ¢6 dudng ddy nong, phén
cdng nhan vién trye, tiép dén khach hang khi ¢6 nhu cau.

- Thuc hién nghiém nguyén tic cong bang trong cung cép dich vu, khéng
uu tién ngudi than quen.

- Tiép tuc quan tAm dau tu, ciing cb v& co s& vat chét, trang thiét bi cho
linh vuc khdm chita bénh nang cao nghiép vu tay nghé ctia d6i ngii can bd, nhan
vién tai cdc Tram Y té cAp x&. C6 chinh sach dé thu hut, dai ngd xang dang cho
doi ngfi y béc, si v& cong tac, 1am viéc tai céc x3, thi trin.

- Tang cudng tuyén truyén, gido duc vé tinh thin, thai do va trach nhiém
phuc vu cho i ngii can bd, nhan vién y t&; xem day 1a bién phép then chét dé
ning cao mic do hai long cua khach hang. Phai bao dam viéc ton trong quyén
clia nguoi bénh trong nhan thirc cua doi ngil can by, nhan viény té, trong do c6
quyén dugc tiép nhan, chim séc chu dao, tan tinh, duoc tu vén, giai thich ddy du
vé tinh trang strc khoe, bénh tat, quyen dugc sy cam thong, dong vién va giai
dap kip thoi cac lo lang, Vu’ong mac.

Trén day 1a Béo cdo tong hop Chi sd muc do hai long ctia khach hang d6i
v6i sy phuc vu cia UBND va Tram Y té c4c x4, thi tran trén dia ban huyén nam
2017./.
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Uy ban nhan dan va Tram Y té cac xa, thi trin

1. Kiém dinh d tin cAy d6i v6i UBND c4c x4, thi trén:

PHU LUC 1
Két qua kiém dinh do tin cay thong ké theo quy mo mau doi voi

Case Processing Summary

N %

Cases Valid 774 99.2

Excluded?® 6 8

Total 780 100.0
a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's Alpha Based on
Cronbach's Alpha Standardized ltems N of ltems
884 897 25
Item Statistics
Mean Std. Deviation N

Cau 1.91 1.044 774
Cau2 2.43 1.342 774
Cau2bis 2.89 1.601 774
Cau3 3.74 .794 774
Cau4 3.60 810 774
Caub 3.64 769 774
Caub 3.85 1.121 774
Cau7 3.25 1.246 774
Cau7bis 3.27 1.237 774
Caus 3.84 858 774
Caud 3.78 771 774
Cau10 3.78 835 774
Cau11qd 3.98 494 774
Cau13 3.71 835 774
Cau14 3.88 827 774
Cau15a 3.98 753 774
Cau15b 3.83 766 774
Cau16 4.91 .338 774
Cau17 477 552 774
Cau18 3.62 782 774
Cau19 3.90 420 774
Cau20 3.05 488 774




Cau21 3.66 766 774
Cau2zhn 4.10 1.336 774
Cauz24 3.48 982 774
Summary ltem Statistics
Maximum / N of
Mean Minimum Maximum Range Minimum Variance | Iltems
:\"Aee’g s 3.634 1.908 4.906 2.997 2.571 388 | 25
Item-Total Statistics
Cronbach's
Scale Mean Scale Corrected Squared Alpha if
if Item Variance if ltem-Total Multiple ltem
Deleted ltem Deleted | Correlation | Correlation Deleted
Caut 88.94 130.472 371 237 882
Cau2. 88.42 124.122 484 874 .880
Cau2bis 87.96 121.185 472 869 .882
Caus 87.11 128.319 636 611 876
Cau4 87.25 128.170 631 594 876
Caus 87.21 131.791 454 410 .880
Cau6 87.00 133.246 228 249 887
Cau7 87.60 125.073 494 977 .879
Cau7bis 87.59 124.884 506 977 879
Cau8 87.02 130.634 460 423 .880
Caug 87.07 130.436 533 522 878
Cau10 87.08 128.100 614 539 876
Caut1qd 86.87 136.414 324 A72 883
Cau13 87.15 129.269 550 406 877
Cau14 86.97 129.341 552 439 877
Cau15a 86.87 129.317 614 511 877
Cau15b 87.02 129.403 597 537 877
Cau16 85.95 138.940 169 159 .885
Cau17 86.08 136.199 .303 214 883
Cau18 87.23 131.265 476 420 879
Cau19 86.95 136.293 401 278 .882
Cau20 87.80 135.546 407 324 882
Cau21 87.19 130.511 532 394 .878
Cau2zhn 86.75 122.970 528 363 878
Cauz24 87.37 128.619 486 350 .879
Scale Statistics
Std.
Mean Variance Deviation N of ltems
90.85 140.403 11.849 25




2. Kieém dijnh dj tin ciy doi véi Tram Y te cac xa, thi tran:

Case Processing Summary

N %

Cases Valid 649 99.8
Excluded® 1 2
Total 650 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics
Cronbach's Alpha Based
Cronbach's Alpha on Standardized ltems N of ltems
.805 .907 21
Item Statistics
Mean Std. Deviation N
Cau1 1.88 .951 649
Cau2 3.88 .849 649
Cau3 3.85 .806 649
Cau4 3.60 1.015 649
Caus 3.90 .920 649
Cau6 3.67 .817 649
Cau8 3.78 .844 649
Cau9 3.75 .863 649
Cau10 3.98 825 649
Cau11 3.60 821 649
Cau12 3.82 892 649
Cau13 3.94 776 649
Cau14 3.76 784 649
Cau1s 4.75 594 649
Cau16 3.71 820 649
Caut7 3.53 .885 649
Cau18 3.56 815 649
Cau19 3.73 746 649
Cau20 3.69 909 649
Cau21 3.78 786 649
Cau22 3.91 693 649
Summary ltem Statistics
Maximum /

Mean Minimum Maximum Range Minimum Variance | N of Items




ttem

Moans 3.718 1.880 ‘ 4.753 2.874 ‘ 2.529 239 ‘ 21 I
Item-Total Statistics
Cronbach's
Scale Mean Scale Corrected Squared Alpha if
if ltem Variance if ltem-Total Multiple ftem
Deleted Iltem Deleted | Correlation | Correlation Deleted
Cau 76.19 103.018 .092 114 913
Cau2  74.20 95.008 603 435 .899
Cau3 74.22 97.021 506 .300 .901
Cau4 74.47 94.833 498 337 | .902
Caub 7417 95.323 531 367 .901
Cau6 74.40 95.688 585 412 .899
Cau8 74.30 95.272 590 420 .899
Cau9 74.33 96.397 505 349 901
Cau10 74.09 95.681 579 413 .900
Cau11 74.47 95.623 586 413 .899
Cau12 74.25 95.196 558 358 .900
Cau13 74.14 96.162 587 415 .899
Cau14 74.31 96.681 546 373 .800
Cau15 73.32 102.517 236 17 .906
Cau16 74.36 95.201 615 490 .899
Cau17 74.54 94.138 628 493 .898
Cau18 74.51 95.037 630 472 .898
Cau19 74.34 96.373 599 424 .899
Cau20 74.38 95.894 504 .333 .901
Cau21 74.30 95.070 © 653 478 .898
Cau22 74.16 96.850 614 442 899
Scale Statistics
Mean Variance Std. Deviation | N of ltems
78.07 105.704 10.281 21




Pilutra VIen:......ooovveveeini, MCQ:...ooiienie
---------------------------------------- MKH:.."""".".
Ngay khdo sat:...................... MDB:.............

Phiéu sb:...........

PHIEU KHAO SAT
Mirc d hai 1ong ciia t6 chirc, ¢4 nhan dbi v6i sy phuc vu
ciia UBND x&, phwong, thi tran
(Liy y kién dbi v6i sy phuc v ctia UBND ....oooveeeeeeieiiin, )

Nhém tiép thu gép y, ddnh gid chdt luong phuc vu cua UBND xd, phwong, thi
trdn, tir dé khic phuc thidu sét va lam cho nguoi dan, doanh nghiép hai long hon,
UBND............... trdn trong dé nghi quy Ong (Bd) vui long hé tro thue hién Phiéu
khéo sdt nay. Chiing téi cam két giit bi mat toan bé théng tin lién quan dén Ong/Ba. Xin
vui long ghi ddy di y kién vao ché tréng, dénh déu chéo (X) hodc khoanh tron vao 6 cé
ghi 56 thit tu, 6 vudng.

* Trong nam 2017, déng/ba di giao dich v6i UBND..............c.cuuu.... bao
rhiéu ldn? 101 14n; O 02 1an; O 03 14n tr6 1én

* Ong/Ba dd gidi quyét loai cong viéc, thii tuc hanh chinh gi tai co quan? (vi du:
chp sb do, ding ky khai sinh, chiing thyc, bao trg x4 hoi,...)

Ghi 18 (chi ghi 1 logi céng viéc hodc thii tuc — do diéu tra vien ghi): ...

....................................................................................................................................

1. éng/Ba nhin théy UBND ....cccvvvviviiiinnninnnnnn. stk dung nhitng hinh thicc
nao sau diy dé cung cdp thong tin cho nguwoi din, 16 chitc (chon tit cd nhitng hinh
thitc ma dng ba biéy)?

Bang niém yét tai tru s& Cudc hop thén, t6 dan phé

Cung cap tai li€u tai ban viét ho so Béng ron, pand tuyén truyén

Cong chirc gi6i thidu, huéng dan Qua email, cac tng dung di dong

Qua website (trang tin dién tir) Man hinh théng béo tai co quan

=IO 9

N BiWwW| N —

T& roi huéng dén 0 | Hinh thitc KhAc:........ouvviineinieeinennn..

2. Thong qua cdc hinh thicc néu trén, co quan dd cung cap rhitng thong tin nao
sau ddy? (ghi chil: chon tdt cd cdce logi théng tin ma ong/ba thdy co quan c¢é cung cdp;
néu cé théng tin nao thi dénh gid chdt lwong thong tin ay)

AT -

., g_ - *‘

Loai thong tin Chiit lwgng théng tin
1 | Ké hoach st dung dét, dy an diu tu [0 R& rang, d& hidu; O So sai, kho hidu
2 | Danh sach ho nghéo (I R& rang, d& hiéu; O So sai, khé hidu
3 | Ngéin sich dia phuong O R3 rang, d& hidu; O So sai, kho hiéu
4 | Bo thi tuc hanh chinh va cac biéu mau, [0 R3 rang, d& hiéu; O So sai, kho hidu
phi, 1€ phi :
Céch thte thyc hién tha tuc hanh chinh [0 R& rang, d& hiéu; O So sai, khé hiéu
Két qua xac minh hd so dat dai [1 R& rang, d& hiéu; O So sai, kho hidu
7 | Huéng ddn ndp hd so truc tuyén qua [J R& rang, d& hiéu; [ So sai, kho hiéu
Internet
8 | Hudng dan dich vu chuyén phat nhanh két [1 R& rang, d& hiéu; [ So sai, kho hiéu
qua giai quyét hd so
9 | Pudng ddy néng va céch gui y kién, phan O R& rang, dé hiéu; O So sai, kho hiéu
anh
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2 | Thanh phén va s6 lwong hd so phai ndp O RS rang, d& hidu; O So sai, khé hiéu

3 | Thoi han va trinh tu giai quyét O R& rang, d& hidu; O So sai, khé hiéu

4 | Phi, 1& phi giai quyét thu tuc O R& rang, d& hidu; [ So sai, kho hidu

5 | Céc t& khai, biéu mau dién san thong tin O R& rang, d& hidu; O So sai, khé hiéu
dé tham khao

6 | Danh muyc thu tuc duoc tiép nhan, giai [0 R& rang, d& hidu; OO So sai, khé hiéu
quyet truc tuyen qua mang internet & muc
3 va céach thic thuc hién

7 | Phi str dung dich vu chuyén phat nhanh [0 R3 rang, dé hidu; [ So sai, kho hiéu

8. Ong/ba ddnh gid nhw thé nao vé thanh phéan hé so phdi ngp?

1] Qua nhleu glay t& phtc tap, nhidu loai [ 4 | Thanh phén hd so don gién, it gidy to
khong can thiét hodic vo Iy

Nhidu gidy t&, c6 loai khong can thiét Théanh phén hé so rét don gian, hop Iy

3 | Thanh phén hé so khong c6 gi phic tap

8a. Néu chon 1 hodc 2, xin 6ng/ba cho biét loai gidy to ndo khong can thiét?

9. Cdc biéu mdu, to khai trong hé so thii tuc cé dé thuc hién hay khong?

1 | Rét phirc tap, nhidu ndi dung vo 1y Hau hét don gian, d& thue hién
2 | Kha phe tap, kho dién thong tin T4t ca don gian, d& thuc hién

3 | Khong khé 1dm

9a. Néu chon 1 hodc 2, xin dng/ba vui long ghi rd nji Aung nao?.......vceeeeeean..

10. Cidc thong tin vé ho so thii tuc dwoc co quan niém yét, cong khai cé théng
nhit voi hwong dén ciia cong chirc hay khong?

1 | Niém yét mot dang, can bd ndi mot néo . Hau hét 1a théng nhét
2 | Nhiéu diém khong théng nhét T4t ca déu théng nhét

3 | Co ban 1a théng nhit

I0a. Ngoai cdc biéu mau gidy to trong thanh phan hé so da dwgc niém yét, cong
chike c6 yéu cdu ndp thém gidy to khdc hay khéng (néu cé, xin ghi rd gidy to g2 .

...............................................................................................................................................

11. Ho6 so ciia Ong/Ba dwoc tiép nhin ngay lan diu ‘hay phai trd lgi vi thiéu gidy
to? O Tiép nhan ngay 1an dau; [ Tra lai vi thiéu gidy to, gidy to khong hop 16

lla. Néu trd lai vi thiéu gidy to hodc gidy to khéng hop 1é, cong chirc Bé phdn
mot cika hudng dan khdich hang hoan thién hé so bang cdch nao?

1 | Chua ting thAy huéng dan, chi néi 1a chua | 4 | Huéng din bang phiéu (theo méu), nhung
day du, phai lam lai cOng churc khong ky xac nhan

2 | Huéng din bing miéng, khong rd rang, | 5 Bing phiéu huéng dn, théng tin rit cy thé,
khong thong nhat cong chirc mot ctra ky x&c nhén

3 | Huéng dan bang cach ghi vao to gidy nao
do tién tay lay dugc




15b. Ong/Ba nhdn thdy viéc xik Iy ho so cila cong chite nhw thé ndo?

Mét rét nhiu thoi gian dé kiém tra hd so Tuong d6i nhanh
Con cham chap Rét nhanh chéng
Tam duoc
16. Trong qud trinh gidi quyét cong viéc, ong/ba gdp tinh hudng nao sau diy?

Cong chuc doi hoi bdi dudng qua hodc | 4 | Cong chitc khong doi hoi gi, dua thi nhén,
tién, néu c6 mm tlep nhén hd so khong dua thi théi, van giai quyét hd so

Céng chire van tiép nhén hd so, nhung doi o
hoi ¢6 bdi dudng méi giai quyét duge 5 | Khong gp cic tinh huong trén

3 | Cong chirc dé nghi nén c6 bdi dudng dé hd
so dugc gidi quyét nhanh hon
16a. Néu roi vao truong hop tir 1 — 4, ong/ba dd phdi boi duwdng khodng bao nhiéu
BIBTI2..oo..oooeoevoeeeoeeeeee et

17. Sau khi dd nhin Gidy tiép nhin hé so va hen tra két qud, co quan co yéu

cdu bé sung ho so niva hay khong?

[y

\S]

(8]
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04 14n trd 1én 01 lan
03 lan Khong
02 lan
17a. Néu phdi tiép tuc bé sung ho so, co quan dé nghi bé sung bang cdch nao?
Khéng c6 thdng bao gi, chi khi dén Bo phin mét cira theo ngay hen thi méi biét
Thong bio bang dién thoai, d& nghi phai bd sung nhung khong rd rang
Goi dién thoai, moi dén Bo phén mt cira dé nhan théng béo bing vin ban
Gtri email d€ nghi b6 sung

18. Ong/Bi c6 dwgc cong chivc mpt civa hwdng dan cdch tra citu thong tin ho so

cia minh hay khong?

1
2

3
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Hoan toan khdng c6 hudng dan Cén b, cong chirc huéng dan rd
Huéng din khong diy du, 1 rang C6 thé biét tién do hd so bét ctr luc nao
Tam dugc
18a. Ong/Ba dé tra ciku théng tin hé so bang cdch néio?
Dén tan noi, héi B§ phan mot cira
Goi dién thoai hoi tham
Hoéi nguoi quen trong co quan
B0 phan mgt cira goi dién thoai (hodc giti email) théng bdo
Xem thong bao trén Website
Str dung m& s6 Gidy ti€p nhin d€ tra ctru qua mang Internet
Cong chirc mdt ctra khong tra 161 ma chi qua noi khac dé€ hoi
Khoéng thé thuc hién vi khéng biét cach

19. Sau khi hd so hoan toan ddy di, hop 16, Ong/Ba phdi di lgi miy lin mdi

nhan dwoc két qua?

1

2

3

04 1an tré 1én . 01 lan
03 lan Guri chuyén phéat nhanh két qué tdn nha
02 14n



25a. Néu khéng hodc rit khong hai long, xin vui long cho biét cu thé van dé lam

Ong/Ba khéng hai long (c6 thé chon nhiéu vin dé)?

O Viéc cong kha1 minh bach thong tin rét kém

[0 Pidu kién tlep dén, phuc vu nhleu han ché, rit bt tién khi giao dich

[ Tha tuc qua réc ri, phic tap, mat nhiéu thoi gian 1am hd so

[ Cong chire thuomg dua ra yéu cdu hd so khong ding quy dinh, giy phién ha
O Thai d6 phuc vy, giao tlep kém

O Két qua giai quyét cong viéc cham tré, di lai nhiéu l4n

O C6 tiéu cuc, nhiing nhiéu khi lam thu tuc

O Co quan khéng ciu thj tiép thu va khic phuc han ché

LT KhAC (ZHI I8t evveiee ittt

25b. Ong/Ba c6 gdp ¥ gi dé co quan phuc vu t6t hon?

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................

...............................................................................................................................................

26. Xin vui long cung. cdp thém mot s6 thong tin phuc vu phan tich die lidu:

S INOT CU LTI oottt e et e et e e e e aaeeeasseaseeeessesesesasssessseasseesesesssssssesssssnesons
- Gidi tinh: Nam O /N¢¢ O

- Tudi:

Tu 18 -29 1 | Tu50-60 4

Tu 30 -39 2 | Trén 60 5

Tur 40 - 49 3

Trinh d6:
Tiéu hoc 1 | Cao déng, dai hoc 5
THCS (cép II) 2 | Trén dai hoc
THPT (cap III) 3 | Khic
Trung cép 4
- Nghé nghiép:

Noi tro/lao dongtwdo | 1 | Can by, cong chic, | 5
vién chirc

Sinh vién 2 | Kinh doanh 6
Cong nhén 3 | Nghi huu 7
Noéng dén 4 | Khac 8

(Guei kém theo thu Zao cung cdp théng tin 30.000 dong/phiéu - Néu cé vueéng méc hodc gop ¥,

xin lién hé s6 dién thoai Phong Cdi cdch hanh chinh — 8¢ Noi vu: 0258.3810. 440)

HAY PONG GOP Y KIEN BPE PUQC PHUC VU TOT HON

Xin chin thanh cAm on sy gitip d& cia quy Ong/Ba!



Didu tra vién:...........c..eeeeeue.. MDV:..............
........................................ MKH:..............
Ngay khao sat:...................... MbBB:..............
< - . Phicu so:...........
PHIEU KHAO SAT
Mirc d§ hai long ciia khach hang d6i véi sy phuc vu
ciia cac tram y té xa, phwong, thi trin
(Lay y kién cong dén dbi véi su phucvuctia Tram Y. .....cooiivviiieiiiiieeeiiee, )

Nham tiép thu gop ¥, ddnh gid chét heong phuc vu cia cdc tram y té, tir d6 khdc
phuc thiéu sét va ndng cao sw hai long cia ngudi dan, UBND... ... ........ trdn trong dé
nghi quy Ong (Ba) vui long hé tro thue hién Phiéu khdo sét nay. Chiing t6i cam két giit bi
mdt toan bg thong tin lien quan dén Ong/Ba. Xin vui long ghi ddy di y kién vao ché
tréng, ddnh ddu chéo (X) hodic khoanh tron vao 6 ¢é ghi s6 thit tir, 6 vudng.

kkok

* Trong ndm 2017, 6ng/ba hodc ngudi than di s dung dich vu gi tai tram y té
(vi du: kham stc khde, so cip ciru, thai san, cham soc sitc khée sinh sén, tiém ching...)?

..................................................................................................................

1. Ong/ba biét cdc thong tin vé dich vu chém soc stec khée tai tram y 18 xd thong
qua hinh thirc nao sau ddy (co thé chon nhiéu phwong dn)?

1 | Bang niém yét, huéng dén tai tram 4| Cudce hop thén, tb dan phb
2 | Thong béo trén dai truyén thanh 5 | Hoi nguoi than
3 | Nhén vién y t& gidi thiéu, huéng dén 6 | Hinh thie khac:......................
2. Nhitng théong tin dich vu 6ng/ba nhin dwoc cé ddy dii, dé hiéu hay khong?
1 | Hau nhu khong gitip ich gi 4 | Tuong dbi ddy du, d& hidu
2 | Chua day du hodc cu thé 5 | R4t ddy du, d& hidu

3 | Tam duoc
3. Tram Y té cé bo tri so' do, bing biéu hodc nhin vién hwéng din dé nguwoi
bénh tién lién hé hay khong?

1 | Hau nhu khong c6 gi Tuong d6i ddy du, thudn tién
2 | C6 nhung rét so sai RAt ddy du, thuén tién, d& hidu
3 | Tam duoc

3a. Ong/bc‘z 6 biét s6 dién thoai truc cd'p ctru cua Tram hay khéong? [1 Co

0O Khong
4. Mikc phi khdm, chita bénh hodc gid thudc, vit tw y té c6 dwoc niém yét tai
tram hay khong?
1 | Hoan toan khéng thiy niém yét Tuong d6i ddy du, 6 rang
2 | Chua ddy du, r5 rang Tét ca déu 1 rang, minh bach
3 | Tam duoc

5. Tram Y té c6 bé tri cdn bp, nhin vién thuwong truc tai tram hay khong?

1 | Hau nhu khong c6 ngudi thudng truc R4t hiém khi khéng c6 ngudi truc
2 | Hay Véng mét, kho 1ién hé Truc déy du, lién hé rit thuan loi
3 | Truc tuwong dbi diy du
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1la. Néu roi vao truong hop 1 hodc 2, Ong/ba da phdi cho doi mdt bao lau?
Cho tir 15 phat tro lai
15 phut dn dudi 30 phit
30 phut dén dudi 1 tiéng
Trén 1 tiéng
Trén 2 ti€ng

12. Ong/ba cé phii ché dpi vi cdn bj, nhin vién di mugn, ving mdt hodc lam

viéc riéng hay khong?

1

2

3

NN BW| N —
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nguoi bénh hay khong?

1

2

3

Xay ra thuong xuyén Hau nhu khéng c6
Nhidu ltc phai doi Ludn ¢6 mit, khdng phai doi
ft khi

12a. Trong khi 6ng/ba cho doi, nhan vién y té dang lam gi?
Véng mit khong 5 1y do
Pang néi chuyén dién thoai
Pang lam viéc riéng
C6 mit nhung tho o, ré ra, khdng quan tdm khach hang
Dang giai quyét cho ngudi khéc, kha bin ron

Khéc (Xin ghi 18):...eniinii e

13. Thdi dp ciia cdn bp, nhan vién nhw thé nao?
Tho o, bt lich su, cira quyén Khé t4n tinh, lich sy
Giao tiép kém, it tin tinh Lich su, vui vé, tin tinh
Tam dugce

14. Cdn by, nhén vién y té xir Iy cong vigc ciia minh nhw thé nio?
R4t chdm chap, thiéu tap trung Twong di nhanh, chinh x4c
Chéam chap, vira xtr Iy vira lam viéc riéng R4t nhanh chéng, chinh xéc
Tam duogce
15. Cdn b, nhin vién y té cé doi héi tién boi dwong, qua cdp hay khong?
Cé tién bdi dudng thi méi phuc vu Tir chéi bdi dudng nhung van nhan
Goi y bdi dudng, khong c6 1a gay khé dé Khéng gip céc trudng hop trén
DPua thi nhéan, khéng dua thi thoi
15a. Néu roi vao trucng hop 1 - 4, Ong/ba da béi dwdng bao nhiéu tién?.............

16. Cdn by, nhin vién y té co thwong xuyén thim héi, cham sdéc, dong vién =~

Hoan toan khéng cé Kha quan tam
Hiém khi RAt quan tAm chim séc, dong vién
Thinh thoadng c6 tham hoi

17. Ong/ba cé an tim vé két qud tham, kham hay khong?
Hau nhur chi mubn 1én tuyén trén Kha t6t
Nhiéu luc chwa an tAm R4t an tAm, tin tudng v& két qua
Tam duoc



23a. Ong/ ba khong hai long vé diéu gi tai Tram Y té (c6 thé chon nhiéu ndi dung)?

Co s& vat chét, diéu kién tiép dén thiéu thdn, lac hau

DN | =

May méc, trang thiét bi khong dép tmg yéu ciu kham chita bénh

Thudc men didu trj thiéu thén, kém chét luong

Chét lwgng kham, chita bénh kém, khong an tim

Phén biét ddi xu, khong ton trong khach hang

Thai d6 phuc vu ctia can bd, nhén vién y té kém

Thu tyuc rudm ra, mat thoi gian

Chi phi khém chita, bénh qué cao

Gio giac [am viéc khong nghiém tic

=IO 0|\ n| W

...........................................................................................
...........................................................................................
-------------------------------------------------------------------------------------------

...........................................................................................

...........................................................................................

24. Xin vui long cung cdp thém mpt sé thong tin phuc vu phan tich dir ligu:
- Ong/ba c6 bao hiém y té hay khong? [0 C6; O Khéng

- Gi6i tinh: Nam O /N O

- Tudi:

T 18- 29 I | T 50 - 60

Tu 30 - 39 2 | Trén 60 5

T 40 - 49

- Trinh d6:
Tiéu hoc 1 | Cao ding, daihoc |5
THCS (cipll) 2 | Trén dai hoc
THPT (cép III) 3 | Khéc 7
Trung cip 4

- Nghé nghiép:
Noi trg/lao dong 1 | Céan bd, cong chirc, | 5
tu do vién chirc
Sinh vién 2 | Kinh doanh
Cong nhan 3 | Nghi huu
Nong dan 4 | Khac 8

) (G kem theo thu lao cung cdp théng tin 30.000 dong/phiéu -
Neéu cé vuong mdc, xin lién hé so dién thogi Phong CCHC — S¢ Noi vu: 0258.3810.440)

HAY CHO Y KIEN BE PUQC PHUC VU TOT HON
Xin chan thanh cam on sy gitip dé& ciia quy Ong/Ba!
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