UY BAN NHANDAN  CONG HOA XA HOI CHU NGHIA VIET NAM

HUYEN VAN NINH Poc lap - Tw do - Hanh phiac
Sé: 402 /QD-UBND Van Ninh, ngay 2§ thang 3 ndm 2019
QUYET DINH

Phe duyet va cong bd Bao cdo chiso mirc d§ hai long cia to chire, ca nhan
ddi voi sw phuc vu cia Uy ban nhan din va Tram Y té cdc xa, thi trin
trén dia ban huyén Van Ninh ndm 2018

UY BAN NHAN DAN HUYEN VAN NINH

Cin ctr Luét T6 chire chinh quyén dia phuong ngay 19/6/2015;

Can ctt Quyét dinh s6 2072/QD-UBND ngay 12/8/2014 ctia UBND tinh
Khanh Hoa ban hanh Quy ché khéo sat, danh gia mtc d6 hai long cta t chir, ca
nhan dbi véi su phuc vu cia co quan hanh chinh nha nuéc va don vi su nghiép
cong 1ap trén dia ban tinh Khanh Hoa;

Cin ci Quyét dinh sé 1601/QD-UBND ngay 06/6/2018 ctia Uy ban nhan
dan tinh Khanh Hoa phé duyét Ké hoach khao sat, danh gia mic d6 hai long cia td
chire, ca nhén dbi véi su phuc vu cua cac co quan hanh chinh nha nudc, cac don vi
su nghiép y té, gido duc va dao tao trén dia ban tinh Khanh Hoa nam 2018;

Cén ctr Quyét dinh sb 76/QD-UBND ngay 22/01/2018 ctia UBND huyén ,
Van Ninh vé& viéc ban hanh Ke hoach cai cach hanh chinh ndm 2018; \?

Can cur Ké hoach s6 1543/KH-UBND ngay 10/7/2018 cta UBND huyér g
Van Ninh vé viéc khao sat, danh gisd mic do hai long cua t6 chire, ca nhén dbi le
sw phuc vu ctia Uy ban nhén dan va Tram Y té cdc x4, thi trdn trén dia ban huyen\\,i”
nam 2018;

Xét dé nghi cia Trudng Phong N6i vu huyén,

QUYET PINH:

Piéu 1. Phé duyét va cong bd Bao cdo chi s6 mic d6 hai long cua tb
chirc, ca nhén ddi v6i su phuc vu ctia Uy ban nhén dén va Tram Y té c4c x4, thi
trdn trén dia ban huyén Van Ninh ndm 2018 kém theo Quyét dinh nay.

Piéu 2. Tha truéng cac Tram Y té cap x&; Chii tich UBND céc x4, thi trin
chiu trach nhiém céng bd Béo céo d& duge UBND huyén phé duyét tai Piéu I,
Quyét dinh nay trong pham vi co quan, don vi.

Piéu 3. Chanh Vin phong HDND va UBND huyén, Truéng Phong No6i vu
huyén, Thu truéng cac Tram Y t€ cép x&, Cha tich UBND céc x4, thi trdn, Thu
trudng cac co quan, don vi ¢6 lién quan chiu trich nhiém thi hanh Quyét dinh nay
ké tir ngay ky./.” iéf/

Noi nhin: TM Uy B.g NHAN DAN
- Nhu Diéu 3; NI r,,,, CHU TICH

- S& Nbi vu tinh (ble); T

- TT. Huyén ty; REAE

- BBT Céng TTDT huyén; b
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UBND HUYEN VANNINH  CONG HOA XA HOI CHU NGHIA VIET NAM

PHONG NOI VU - DPde lap - Tu do - Hanh phiic
Sb: 2§ /BC-NV Van Ninh, ngay 28 thdng 2 ndm 2019
BAO CAO

Chi s6 mirc d6 hai long cia tb chwc, ¢4 nhén dbi voi sy phuc vy cia
Uy ban nhin dan va Tram Y té céc x4, thi trin trén dia ban
huyén Van Ninh nim 2018

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

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

Uy ban nhéan dan huyén Van Ninh 1a co quan hanh chinh nha nuéc & dia
phuong, chiu trach nhiém chap hanh Hién phap, luét, cac van ban cla co quan
nha nuédce cip trén va Nghi quyét cia Hoi dong nhén dén huyén nham bao dam
thue hién chu truong, bién phap phat trién kinh té - xa hai, cing cb quéc phong,
an ninh va thuc hién céc chinh sach khac trén dia ban huyén.

V& co céu tb chirc v hoat dong:

Uy ban nhan dan huyén Van Ninh c¢6 12 phong ban chuyén mon, 04 don
vi sur nghiép cong 14p, 54 don vi sur nghi€p gido duc va 13 x4, thi trin, hoat dong
theo chitc nang, nhiém vu, quyén han duoc giao va cac quy dinh clia phép luat,

Hién nay, 13/13 UBND céc x4, thi trin thudc huyén dang trién khai viée
giai quyét thu tuc hanh chinh theo md hinh mot cira, mdt ctra lién thong thude
Trung tdm Djch vu hanh chinh cong truc tuyén tinh Khanh Hoa,

* Muyc tiéu cdi cdch hanh chinh cua huyén Van Ninh giai doan 2016 -
2020:

Xay dung, ban hanh cdc vin ban quy pham phép luét cta Hoi dong nhén
dan, Uy ban nhan dén céc cAp ngay cang hoan thién, c6 cai tién, d6i méi cin ban
dé dam béo chét lugng, c6 tinh kha thi cao, phti hop véi cac quy dinh ctia phap
luat va tinh hinh thue té tai dia phuong.

Hoan thién va minh bach héa hé théng céc quy dinh, quy hoach, chinh
sach quan ly theo phan cip, gém: Xay dung, dat dai, khai thac, ché bién va st
dung khoédng san, bao vé mdi trudng; phan cip va ty quyén quan ly chét lugng
cong trinh x8y dung, quéan ly nha & thudc sé hitu nha nudce; thué, bao hiém x3
hdi, thu chi ngén sach.

Toan b thu tuc hanh chinh thudc trach nhiém, thdm quyén giai quyet cia
cac co quan, don vi thudc huyén duge ra soét va kién nghi don gién héa vé cach
thirc, quy trinh giai quyét va thanh phin hd so, d& xuit cit giam 1/3 thoi gian
giai quyet cho moi thu tuc; trong d6 trong tAm 1a céc Iinh vuc c6 lién quan nhiéu
va truc tiép dén nguoi dén va doanh nghiép nhu: Piu tu, xdy dung, dat dai, tu
phap, ho tich...nhdm cét giam chi phi vé thoi gian va tai chinh clia nguoi dan va
doanh nghiép.



Chi dao quyét liét viée giai quyét thi tuc hanh chinh truc tuyén qua mang
Internet & muc d6 3, 4. Pua vao vén hanh hiéu qua co ché mot ctra lién thong
giai quyét thi tuc hanh chinh truc tuyen qua mang tin hoc tir muc d6 3, 4 tré 1én.
Cong khai két qua, hiéu qué giai quyét thi tuc hanh chinh cta cac co quan, don
vi trén Cong thong tin dién tir ciia huyén.

Théng nhét va ddng bd hoa co s¢ dit liéu Vé thu tuc hanh chinh trén toan
dia ban huyén thong qua két ndi co s¢ dit litu gbc duge cung cp trén Cbhng
thong tin dién tir clia tinh dén Cong thong tin dién tr cia UBND huyén.

Tiép tuc dau tu, nang cdp hoan thanh viéc trién khai, thuc hién m6 hinh
mdt cira, mot cuia lién théng theo hudng hién dai tai cac x4, thi tran.

T6 chirc bd may cép huyén, cép x& dugc kién toan, dap g tdt yéu cu
nang cao chat lugng hoat dong quéan ly nha nudc, cung céap dich vu cdng cho
ngudi dan, t6 chire va doanh nghiép.

Chét luong doi ngu can bd, cong chirc, vién chie c6 chuyén blen manh
mé& thong qua d6i méi va néng cao chit luong tuyén dung, quan 1y, st dung,
danh gia; thu hut ngudi c6 tai ning trong hoat dong cdng vu; 100% cdng chic
cép xa dat tiéu chuén theo chtrc danh. P& cao trach nhiém clia ngudi dimg dau
co quan, t6 chirc; ting cudng ky luét, ky cuong hanh chinh, ning cao tinh than,
thai d9 va chit lugng cong vu.

bam bao 100% co quan hanh chinh nha nudc thuéc UBND huyén,
UBND cép x4 thyc hién gt va nhan vin ban dién t&r. Pam bao 100% can bo,
cdng chuc, vién chic thudng xuyén str dung hé théng thu dién tir trong cong
viéc.

Mirc d6 hai long ciia t6 chirc, ca nhan déi vai su phuc vu cta cic co quan
hanh chinh nha nuéc, don vi su nghiép thudc huyén dat t6i thidu 77%.

2. Ciin ci phap ly, thwe tién va qua trinh trién khai khio sat, danh gia
mikc do hai long nam 2018 tai dia phwong:

2.1. Can cir phap ly:

- Nghi quyet 50 30c/NQ-CP ngay 08/11/2011 cta Chinh phu ban hanh
Chuong trinh tong the céi cach hanh chinh nha nudc giai doan 2011 - 2020;

- Quyét dinh s 225/QP-TTg ngay 04/02/2016 cua Thu tuong Chinh phu
vé viéc phé duyét K& hoach cai céch hanh chinh nha nuéc giai doan 2016 -
2020;

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

- Quyét dinh sb 2072/QD-UBND ngay 12/8/2014 cia UBND tinh Khanh
Hda ban hanh Quy ché khao sat, danh gid mic do hai long ctia tb chitc, c4 nhan
d6i véi sy phuc vu ciia co quan hanh chinh nha nuéc va don vi su nghiép céng
18p trén dia ban tinh Khanh Hoa;

- Quyét dinh s6 4034/QD-UBND ngay 29/12/2017 ctia Uy ban nhan dén
tinh Khdnh Hoa vé viéc ban hanh K& hoach cai cach hanh chinh tinh Khanh Hoa
nam 2018;



- Quyét dinh s6 1601/QD-UBND ngay 06/6/2018 ctia Uy ban nhén dan
tinh Khanh Hoa phé duyet K¢é hoach khao sat, danh gid mirc d6 hai long cua td
chtre, ca nhan d(n véi su phuc vu cta cac co quan hanh chinh nha nudc, cac don
vi sy nghi€p y té, gido duc va dao tao trén dia ban tinh Khanh Hoa ndm 2018;

Quyet dinh s6 76/QD-UBND ngay 22/01/2018 ctia UBND huyén Van
Ninh v& viéc ban hanh Ké hoach cai cach hanh chinh nim 2018;

- K& hoach s6 1543/KH-UBND ngay 10/7/2018 cia UBND huyen Van
Ninh vé viéc khéo sat, danh gia mirc d6 hai long clia td chirc, ca nhén d6i véi su
phuc vu ctia Uy ban nhan dén va Tram Y t& cdc x4, thi trdn trén dia ban huyén
nam 2018;

2.2. Thue ti€n va qua trinh trién khai khao sit, danh gid mirc d9 hai
long nam 2018 tai dia phwong:

Trién khai viéc khao sat, danh gia mtc d§ hai long cua td chirc, c4 nhén
d6i véi sw phuc vu ctia Uy ban nhan dan va Tram Y t& cAp x4 trén dia ban huyén
Van Ninh nam 2018 theo K& hoach s6 1543/KH-UBND ngay 10/7/2018 ctia Uy
ban nhén dan huyén va néi dung chi dao cua S& Noi vu tinh tai Cong van so0
1830/SNV-CCHC ngay 02/8/2018 vé vide trién khai khao sat, danh gla muc do
hai long nam 2018; Céng vin s6 1836/SNV-CCHC ngay 03/8/2017 vé viéc phm
hop 6 chirc truyén théng diéu tra, khao st muc d6 hai long ndm 2018. Theo Ké
hoach dé ban hanh va n6i dung chi dao cia S& Néi vu tinh, Uy ban nhin din
huyén da giao cho Phong Noi vu chu tri lam viéc véi don vi nhan thdu 13 Buu
dién tinh Khanh Hoa do S& Nbi vu gidi thiéu dé tién hanh viéc didu tra, khao sat
murc d6 hai long ctia khéach hang nam 2018.

Trén co s& chi dao cla Uy ban nhéan dan huyén, Phong Noi vu da trire tiép
lam vigc, thuong thao hop ddng vé6i 1anh dao Buu dién tinh Khanh Hoa vé viéc
moi nhén gbi thdu didu tra xa ho6i hoc muc d§ hai long cua khach hang nam
2018 va ban hanh Quyet dinh s6 07/QD-NV ngay 15/8/2018 cua Phong Noi vu
vé viéc phé duyet két qua chi dinh nha thau g6i thiu diéu tra xa hdi phuc vu
khao sat, danh gia muc 46 hai long cia td chrc, c4 nhén dbi véi su phuc vu ctia
Tram Y t& va UBND céc x4, thi trin trén dia ban huyén Van Ninh nam 2018,
thuc hién ky két hop dong diéu tra vdi so luong phiéu didu tra 13 1.430 ph1eu cla
UBND va Tram Y té ctia 13 x4, thi trdn trén dia ban huyén, qu4 trinh trién khai
viée l4y phiéu leU. tra, khao sét su hai long cta khéach hang tai UBND, Tram Y
té cac x4, thi tran duoc trién khai tir ngay 20/8/2018 - 04/ 10/2018 va ban giao
Phiéu diéu tra vé UBND huyén (qua Phong Noi vu) dé tién hanh tong hop bao
cao theo quy dinh.

Sau khi tiép nhan Phleu diéu tra tr don vi nha thau, Phong Noi vu huyén
thuc hién ra soét, phic tra ngau nhién, tién hanh phan cong nhap dit lidu didu tra
vao phan mém va chuyen giao v& bd  phén chuyén mén cua S¢ Néi vu dé thyc
hién phén tich, két xuét dir liéu, chi sb hai long cho timg co quan, don vi va viét
bao céo két qua khao sat, danh gia.

3. Péi tu’O’ng dwge danh gia, tiéu chi, bang ciu héi khio sit va déi
twong ldy y klen

3.1. Péi twong va pham vi thuc hién nim 2018:



Theo K& hoach s6 1543/KH-UBND ngay 10/7/2018 cua ny ban nhén dan
huyén Van Ninh vé viéc khao sét, danh gia muc do hai long cta t6 chire, ¢4 nhan
d6i v6i su phuc vu clia Uy ban nhan déan va Tram Y té c4c x4, thi trén trén dia ban
huyén, déi tuong dugc tién hanh khao sét, danh gia mic d6 hai long cia khach

hang nam 2018 gdm:

a) Cac co quan hanh chinh cap xd: 13 co’ quan.

- UBND thi trin Van Gi&;

- UBND x& Van Phu;

- UBND x4 Van Binh;

- UBND x3 Van Théng;

- UBND x3 Van Luong;

- UBND x3 Van Hung;

- UBND x4 Van Khanh;

- UBND x3a Van Phuéc;

- UBND x4 Van Long;

- UBND x& Van Tho;

- UBND x& Van Thanh;

- UBND x4 Dai Lanh;

UBND x3& Xuan SO’n

b) CacTram Y té cap xa: 13 don vi.

- TramY té thi trn Van Gig;

- Tram Y té xa Van Phu;

- Tram Y té x4 Van Binh;

- Tram Y té xa Van Théng;

- TramY té x4 Van Luong;

- TramY té xa Van Hung;

- Tram Y té x4 Van Khénh;

- Tram Y té x& Van Phudc;

- TramyY té xa Van Long;

- Tram Y té x& Van Tho;

- Tram Y té x& Van Thanh;

- TramY té x& Dai Lanh;

Tram Y té x& Xuan Son.

Theo két qua thim dinh va phan b4 kinh phi thuc hién khéo sat, danh gia
mirc d6 hai long d6i véi khach hang nédm 2018 cua S& N6i vu va UBND huyén,
trong ndm 2018 huyen Van Ninh van chua trién khai thuc hién viée lay v kién
khao sat, danh gia mirc d6 hai long ciia t6 chue, c4 nhan dbi voi linh vuc Gido
duc va Pao tao, chi thuc hién khao sat y klen khach hang dbi véi 02 linh vuc 1a
khdi UBND céc x4, thi trin va Tram Y té cp x4.

3.2. Ngi dung, tiéu chi khao sat, danh gia va bang cu héi diéu tra:

Cin cit miu phiéu khao sat, danh gia, do ludong mic do hai long cua
khach hang ndm 2018 do S& Néi vy, S6 Y t& tinh Khanh Hoa tong hop, xdy
dung, ndi dung tién hanh khéo sat, danh gia mic d6 hai long cia td chic, ca



nhan d6i véi su phuc vu cia Uy ban nhan dan va Tram Y té cdp x& dugc x4c
dinh dua trén cac tiéu chi co ban dé thyc hién phén tich, danh gia nhu sau:

a) Boz véi UBND cdc xd, thi trin, tiéu chi khio sdt, ddnh gid gom:

- Tiép cdn dich vu:

Ti€u chi nay do luong mirc d6 da dang, phong phu vé kénh thong tin, hinh
thitc ma co quan hanh chinh nha nuéc théng tin vé co ché chinh sach, thu tuc,
dich vu hanh chinh cong dén t6 chirc, ca nhan, mirc d6 khach hang nhén biét va
khai thac c4c kénh théng tin dich vu; chét luong théng tin duoc cung cép, sy tich
cuc va chi dong ctia co quan nha nudce trong viéc nam bat nhu cau théng tin va
giai dap, cép nhat kip thoi theo nhu cau cla t6 chirc, ¢4 nhan.

Tiéu chi nay duoc thiét ké gom 04 tiéu chi thanh phan, tuong ung voi 04
cdu hoi cu thé trong bang cau hoi diéu tra (tir cau 1 dén céu 4).

- Diéu kién tzep don va dich vu:

Tiéu chi nay danh gié mtrc d hai 1ong vé co s& vat chit, noi lam viéc cla
co quan, muc do dap Ung vé phuong tién, thiét bi cho khach hang tién hanh giao
dich, su thuén tién, diy du va mic d6 hién dai hoa trong tiép don va phuc vu
khach hang.

Tiéu chi nay dugc thiét ké gom 02 tiéu chi thanh phén, twong Gng véi 02
ciu héi cu thé trong bang ciu hoi didu tra (tir cu 5 dén cau 6).

- Thu tuc hanh chinh:

Tiéu chi nay tap trung danh gid muc d6 hai long, dua trén cam nhén cua
khach hang v& viéc cong khai tht tuc hanh chinh cta co quan, mic d9 dé dang
trong viéc thuc hién cac biéu mau, ho 50, su thdng nhét gifra quy dinh thd tuc
duoc niém yét véi huong dan yéu cdu cia can bd, cong chire, vé quy trinh thuc
hién thu tyc, thoi gian va sb 1an di lai d& hoan chinh bd hd so va duge co quan
tiép nhén chinh thire; sy minh bach, ding quy dinh trong viéc cam két thoi han
giai quyet

Tiéu chi nay dugc thiét k& gdm 07 tiéu chi thanh phén, turong ing vai 07
céu héi trong bang cau hdi diéu tra (tir cu 7 dén cau 13).

- Su phuc vu cia cdan bg, cong chie:

Tiu chi nay do ludng mic do hai long cha khach hang dua trén cic yeu
t6: Su sin sang phuc vu ctia can b, cbng churc, thai d giao tlep va thai do dbi
v6i cdng viée, ning luc xir Iy chuyén mén, su cdu thi trong méi quan hé déi véi
khach hang, su liém khlet

Tiéu chi nay gbm 04 tidu chi thanh phén, twong tng v6i 05 cau héi trong
bang cau hot diéu tra (tir cau 14 den céu 18).

- Tién db, két qud gidi quyét cong viéc:

Do luong muc d6 hai 10ong trén cac khia canh: Sy chi dong, kip thoi trong
viéc thong tin vé tinh  trang hé so ciia khach hang, thoi han tra két qua c6 dung
cam két hay khéng, sb 14n di lai dé nhén dugc két qua, chit luong cua két qua.

Tiéu chi nay dugc thiét ké gém 04 tiéu chi thanh phén, tuong Img vai 04
cdu hoi trong bang cau hoéi diéu tra (tir cdu 19 dén cau 22).

- Tiép nhdn va xir Iy théng tin phdn héi:



Tiéu chi ndy phan dnh muc d6 hai long cia td chirc, ca nhan vé sy minh
bach cac théng tin lién quan dén quyén, trach nhiém phan 4nh, kién nghj cta
khach hang, cac thong tin can thiét theo quy dinh & khach hang c6 thé giri phan
anh, kién nghi néu c6, mtc d6 thuén tién, su sin sang va tinh kip thoi trong viée
xir Iy va tra 101 y kién ctia khach hang c6 lién quan dén su phuc vu clia minh.

Tiéu chi nay duoc cu thé héa thanh 04 tidu chi thanh phan, tuong tmg véi
04 cau hoi trong bang cau hoi didu tra (tir cdu 23 dén cau 26).

Téng hop bang cau hoéi diéu tra hoan chinh gdm 28 c4u hdi, trong d6 cac
ndi dung danh déu (*) dau tién gitip xac thuc khach hang cé tham gia giao dich
thi tuc hanh chinh trong ndm, ni dung cong viéc ma khéch hang da thyc hién,
sb lan lién hé giao dich cua khéach hang véi co quan nha nude va két qua giai
quyét thi tuc hanh chinh d4 thyc hién. Tir cdu 1 dén céu 26 do luong cam nhin
cta khach hang trén 06 ti€u chi khao sat, danh gia, cau s6 27 do ludng cam nhéin
chung nhét cta khach hang vé& sy phuc vu clia co quan hanh chinh nha nudéc,
gitip cho viéc phéi kiém toan dién mic d6 trong Ung trong danh gia tong hop tir
cac ti€u chi thanh phan v0i cam nhén sau cung cua khach hang, céu s6 27a, 27b
duoc thiét ké md dé khach hang phan 4nh chi tiét hon vé nhimg diéu ho khong
hai long, phat hién nhiing kho6 khan ma khach hang gap phai khi giao dich cong
vi€c v6i co quan hanh chinh cling nhu céc y kién g6p v dé nang cao chét luong
phuc vu trong thoi gian toi. Cau 28 cho biét cac théng tin nhan khéu hoc, phuc
vu viéc phan tich phuong sai khi cén thiét.

b) Bcn voi Tram Y (¢ cdc xd, thi trdn, tiéu chi khdo sdt, dinh gid gom:

- Tiép cdn dich vu: ‘

Ti€u chi nay do luong muc d6 da dang, phong pht v& hinh thire, phuong
tién ma co quan y té théng tin vé céc dich vu khém, chita bénh dén khach hang,
sy dy da, chu ddo trong viéc hudng din cach thire sir dung dich vy, cac khu vuc
chiic néang, gia, phi dich vu.

Tiéu chi nay duoc thiét ké gém 06 tiéu chi thanh phin, twong tmg véi 06
cau hoi cu thé trong bang ciu hoi didu tra (tir cau 1 dén cau 6).

- Diéu kién tié:p don, phuc vu:

Tiéu chi ndy danh gia mirc d6 hai long cta khach hang vé& th tuc hd so
nhép vién, chuyén vién, thanh toén; didu kién, tién nghi phuc vu tai cac khu vuc
kham chfra bénh va khu vuc cung cép dich vu.

Tiéu chi nay duoc thiét ké gdm 02 tiéu chi thanh phén, tuong mg véi 02
cdu hoi cu thé trong bang cau hoi diéu tra (tir cdu 8 dén cau 9).

- Sw phuc vu ciia cén bg, nhén vién y té:

Do luong sy hai long cua khach hang vé muic db tuan thu glor gifc lam
viéc; sur khach quan, cong bing ctia can bg, nhan vién y té trong qud trinh phyc
- vy, thoi gian cho doi d& duoc kham chita bénh va cap phét thudc; thai dd giao
tiép, ung xt, tinh chuyén nghiép trong xir ly cbng viéc; sy quan tdm tiép thu,
g6p v va su liém khiét.

Tiéu chi nay duoc thiét ké gdm 07 tiéu chi thanh phan, twong img véi 07
céu hoi trong bang cau hoi diéu tra (tir cu 10 dén cu 16).

- Két qud dich vu:



Do luong mirc d6 hai 1ong ciia khéch hang vé cach thirc thim, khém, chén
doan bénh; su an tm cta khach hang vé két qua chin doén, diéu tri; su nhanh
chéng, chinh x4ac trong cac xét nghiém; sy tan tam, chu déo trong vige tu vén
cho khach hang, viéc cap phat thubc chita bénh va chi phi dich vu theo thé bao
hiém y t& do Tram Y te cung cap.

Tiéu chi nay gbm 03 tiéu chi thanh phén, tvong tmg véi 03 cau héi didu
tra (tlr cdu 17 dén céu 19).

- Tiép nhdn va xi Iy thong tin phén hoi:

Tiéu chi nay phan 4nh muc d6 hai long clia td chirc, c4 nhén Vé su minh
bach céc thong tin lién quan dén quyén, trach nhiém phan 4nh, kién ngh1 cla
khach hang, céc théng tin can thiét theo quy dinh & khach hang c6 thé gui phan
anh, kién nghi néu ¢6, mtrc d6 thuan tién, su san sang va tinh kip thoi trong viée
x{r Iy va tra 101 ¥ kién ctia khéch hang c6 lién quan dén sur phuc vu ctia minh.

Tiéu chi ndy duoc cu thé héa thanh 03 tiéu chi thanh phan tuong Ung vai
03 céu héi trong bang cau hoi didu tra (tir cAu 20 den cau 22).

Tbng hop bang cau hoi diéu tra hoan chinh gdm 24 cau héi, trong d6 cac
ndi dung danh diu (*) gitip x4c thuc khach hang ¢6 tham gia giao dich va loai
dich vu ma khach hang da sir dung. Tir cAu 1 dén cu 22 do luong cédm nhén clia
khach hang trén 05 tiéu chi khao sat, danh gid; cu so 23 do ludong cam nhén
chung nhét cta khach hang vé su phuc vu ctia Tram Y &, , giup cho viée phdi hop
kiém tra toan dién muc do tuong Umg trong danh gia tong hop tir cac tiéu chi
thanh phan vOi cam nhén sau cung cua khach hang, clu s6 23a, 23b dugc thiét
ké m& dé khach hang phan anh chi tiét hon vé nhimg diéu ho khong hai long,
céc y kién gbp v dé ning cao chit luong phuc vu. Cau 24 cho biét cac thong tin
nhan khéu hoc, phuc vu viée phén tich phuong sai khi cén thiét.

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

Thuc hién theo Quy ché dugc UBND tinh ban hanh, céc tiéu chi, tidu chi
thanh phin dwoc danh gia bing thang do Likert 5 mic d9, tir 1 dén 5, trong d6
muc 1 tuong Ung v6i mae dénh gid thap nhét, mic 5 twong tmg v6i mic danh
gi4 cao nhit.

Mic dd danh gia dat dugc trén mébi tiu chi, tiéu chi thanh phin va két
qua chung theo cac khoan tuong ing nhu sau:

Mike Kém Yéu | Trung binh Kha Tét
Piém s 1-1,8 1,81-2,6 | 2,61-3,4 | 3,41-42 | 421-5

Trén co s& mirc dd dénh gia dat duogc, viéc xac dinh chi so hai long thuc
hién theo cong thic sau:

p
= £x100%
SIPS = 0

Trong d6: SIPS: Chi sb hai long;



p: Muc danh gié thuc t& dat dugc (trung binh);
P: Mirc danh gia cao nhét.

Mire Kém Yéu Trung binh Kha Tét

Chisb % | Dué6i36% | 36,1-52% | 52,1-68% | 68,1-84% | Trén 84%
tuong Uung

3.4. Quy md va dic diém miu diéu tra xi hdi hoc:

Pbi tugng duoc 1ay ¥ kién phuc vu khéo sét, danh gia mtc do6 hai long 1a
cac td chuc, ca nhan co giao dich thu tuc, cong viéc, su dung dich vu ctia UBND
va Tram Y te céc x4, thi trin trong ndm 2018 dugc phén chia theo tung linh vuc,
cong viée cin thye hién diéu tra. Dé tao diéu kién thuan loi cho lyc lugng Piéu
tra vién khi tién hanh lay phleu diéu tra, khao st tai dia phuong, Uy ban nhan
dén huyén di ban hanh vin ban d& nghi UBND, Tram Y té cac x4, thi trén tao
diéu kién hd tro, gitp d5 T Didu tra vién hoan thanh viée lay phiéu khéo sat,
danh gia mic d6 hai 1ong cta cé nhén, td chirc nam 2018 theo K& hoach

Trén co s¢ danh sach khach hang tham gia giao dich, giai quyét thu tuc
hanh chinh ndm 2018 dugc trich xuét tir phin mém M0t cira ctia cac co quan,
don vi do Phong Néi vy cung chp, don vi khao sat t1en hanh sang loc, lya chon,
sip xép dia ban dleu tra phu hop, c6 chi y phén bb sb luong méu phiéu didu tra
theo timg thén, t& dan phd va linh vuc, thi tuc hanh chinh da thyc hién giao dich
cua khach hang tai cac x4, thi tran. Bén canh danh sach khach hang do Phong
N&i vu huyén cung cép, T didu tra con mé rong khéo sat dbi véi cac ca nhén, tb
chirc ngoai danh sach nhung dam bao di co tham gia giao dich giai quyet thu tuc
hanh chinh tai UBND cap xa. D1 v6i Tram Y té clp x4, didu tra vién thuc hién
diéu tra tai chd dbi v6i khach hang va ngudi nha bénh nhén ngay tai Tram Y té
vao cdc ngay trong tudn va cic dot kham chita bénh tip trung.

Theo Quy ché khao sét, danh gia mic d6 hai long cia td chic, cé nhén
ban hanh tai Quyét dinh s6 2072/QD-UBND ngay 12/8/2014 cia UBND tinh
Khénh Hoa va ndi dung miu phiéu khao sat do S& Néi vu, S¢Y té chu tri xay
dung, viéc khao sét, danh gia mirc d6 hai long dugc tlen hanh trén 06 tiéu chi
601 véi UBND cép x4 va 05 tidu chi dbi voi Tram y té cap X3 véi tong quy md
mau phiéu khao sat 1a 1.430 phleu trong d6 650 phiéu déi véi Tram Y té (50
phleu/don vi) va 780 phiéu d6i voi UBND cép x3 (60 phleu/dorn vi). S6 lugng
phiéu 14y ¥ kién khao sat khach hang ndm 2018 van gitr ‘nguyén so véi ndm
2017, chi co su thay dm vé s6 luong va ndi dung ciu hoi ddi véi Phiéu khao sét
danh cho khéi UBND cp x4.

Trén co so mAu phiéu dugc phan bb, cac didu tra vién da tién hanh didu
tra thuc té va déd thu thép du s& luong phleu didu tra b1 v6i hau hét cée co quan,
don vi, két qua tng hop, phiic tra phidu dat yéu cu chiém trén 95%, cu thé nhu
sau:

a) Doi véi UBND cdc xd, thij trin:



Sé phiéu thu dugc dat yéu ciu 1a 780 phibu, vdi cac thong tin nhan khiu
hoc dugce phén tich nhu sau:
Bdng 1: M6 ta diéu tra déi véi UBND cdc x4, thi tran.

TT __Donyvi S phiéu
1 UBND thi trén Van Gig 60
2 UBND x& Dai Lanh 60
3 UBND x& Van Binh 60
4 UBND x3 Van Hung 60
5 UBND x4a Van Khanh 60
6 UBND x4 Van Long 60
7 UBND x& Van Luong 60
8 UBND x& Van Phu 60
9 UBND x& Van Phudce 60
10 UBND x& Van Thanh 60
11 UBND x4 Van Théng 60
12 UBND x& Van Tho 60
13 UBND x& Xuén Son 60
Téng cong 780
Giéi tinh
Valid | Cumulative
Frequency Percent | Percent Percent
Valid | Nam 454 58.2 58.2 58.2
Nir 326 41.8 41.8 100.0
Total 780 100.0 100.0
Tubi
Valid | Cumulative
Frequency Percent | Percent Percent
Valid | 18-29 161 20.6 20.6 20.6
30-39 211 27.1 27.1 47.7
40-49 164 21.0 21.0 68.7
50-60 155 19.9 19.9 88.6
>60 89 11.4 11.4 100.0
Total 780 100.0 100.0
Trinh d6 hoc vin
Valid | Cumulative
Frequency Percent | Percent Percent




Valid | Tiéu hoc 184 23.6 23.6 23.6
CéplI 252 323 32.3 55.9
Cép III 151 19.4 19.4 75.3
Trung cép 41 5.3 5.3 80.5
Cb, PH 95 12.2 12.2 92.7
Trén dai hoc 3 4 4 93.1
Khéc 54 6.9 6.9 100.0
Total 780 100.0 100.0

Nghé nghiép
Valid | Cumulative
Frequency Percent | Percent Percent

Valid | Noi tro, lao déng tu do 236 30.3 30.3 30.3
Hoc sinh, sinh vién 25 3.2 3.2 33.5
Cong nhan 80 10.3 10.3 43.7
Néng dan 174 22.3 22.3 66.0
CBCC 82 10.5 10.5 76.5
Kinh doanh 62 7.9 7.9 84.5
Nghi huu 18 2.3 2.3 86.8
Khac 103 13.2 13.2 100.0
Total 780 100.0 100.0
STT Linh vire thii tuc thye hién diéu tra S6 phiéu

1 Béo trg x& hoi 34
2 Chimg thuc 341
3 | Ditdai 53
4 | Hotich 332
5 | Khac 20

Tong cong 780

b) P6i véi Tram Y té cac x4, thi trin:
Scf) phiéu thu duoc dat yéu ciu tong cong 12 650 phiéu, v6i cac thong tin
nhan khau hoc dugc phén tich nhu sau:
Bang 2: M6 ta didu tra déi véi T vam Y té cdc xd, thi trén.

STT , ____Donyvi S6 phiéu
1 Tram Y t€ thi tran Van Gid 50
2 | Tram y té x4 Pai Lanh 50
3 Tram Y té xd Van Binh 50
4 | Tram Y té x& Van Hung 50
5 Tram Y té xa Van Khanh 50
6 Tram Y t& x3 Van Long 50
7 Tram Y té x4 Van Luong 50
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8 Tram Y té x4 Van Phu 50
9 Tram Y té x4 Van Phude 50
10 | TramY té xd Van Thanh 50
11 Tram y t& x& Van Thing 50
12 Tram Y t€ x& Van Tho 50
13 Tram y té x4 Xuén Son 50
Tong cfng 650
BHYT
Valid Cumulative
Frequency | Percent | Percent Percent
Valid | Céo 648 99.7 99.7 99.7
Khong 2 3 3 100.0
Total 650 100.0 100.0
Gioi tinh
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid | Nam 163 25.1 25.1 25.1
Nit 487 74.9 74.9 100.0
Total 650 100.0 100.0
Tudi
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid | 18-29 118 18.2 18.2 18.2
30-39 145 22.3 223 40.5
40-49 111 17.1 17.1 57.5
50-60 130 | 20.0 20.0 77.5
>60 146 22.5 22.5 100.0
Total 650 100.0 100.0
Trinh d9 hoc vin
Valid | Cumulative
Frequency | Percent | Percent Percent
Valid | Tiéu hoc 170 26.2 26.2 26.2
CaplI 247 38.0 38.0 64.2
Cép III 97 14.9 14.9 79.1
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Trung cap 31 4.8 4.8 83.8
Cb, bH 52 8.0 8.0 91.8
Trén dai hoc 2 3 3 92.2
Khac 51 7.8 7.8 100.0
Total 650 100.0 100.0
Nghé nghiép
Valid Cumulative
Frequency | Percent | Percent Percent
Valid | N@i trg, lao dong tu do 281 43.2 43.2 43.2
Hoc sinh, sinh vién 21 32 3.2 46.5
Co6ng nhan 34 5.2 52 51.7
Noéng dan 150 23.1 23.1 74.8
CBCC 53 8.2 8.2 82.9
Kinh doanh 29 4.5 4.5 87.4
Nghi hwu 11 1.7 1.7 89.1
Khac 71 10.9 10.9 100.0
Total 650 100.0 100.0

1. CHI SO MUC BQ HAI LONG POI VOI CAC CO QUAN, PON

VI:

1. CHi SO MUC BQ HAI LONG POI VOI UBND CAC XA, THI

TRAN:

1.1. Chi sé mirc d§ hai l(‘)ng chung

Bang 3: To ong hop diém s6, chi s6, thit hang cia timg dom vi va chi 56 hai
Iong chung ciia cdp xd (kém theo biéu d6 minh hoa).

. Keét

Don vi Diém tirng tiéu chi qui

TC PK HC PV KQ TT | PTB

UBND thi trin Van Gid | 67,67% | 81,17% | 62,39% | 82,82% | 82,67% | 75.22% 75,32%
UBND x4 Dai Lénh 70,13% | 80,17% | 74,11% | 79,00% | 64,00% | 69,78% | 72,86%
UBND x& Van Binh 83,80% | 83,50% | 80,17% | 86,67% | 79,83% | 86,56% | 83,42%
UBND x& VanHung | 69,27% | 72,33% | 74,67% | 77,33% | 76,83% | 64,89% | 72,55%
UBND x& VanKhanh | 51,03% | 77,83% | 63,50% | 85,13% | 80,33% | 69,33% | 71,19%
UBND xd VanLong | 70,20% | 84,50% | 72,83% | 85,27% | 76,67% | 82,11% | 78,60%
UBND x& Van Luong | 60,53% | 82,50% | 78,00% | 83,80% | 74,58% | 73,11% | 75,42%
UBND x& Van Phu 77,60% | 74,67% | 77,89% | 85,80% | 77,50% | 78,89% | 78,72%
UBND x& Van Phuéc | 56,13% | 69,17% | 65,17% | 83,33% | 76,58% | 66,00% | 69,40%
UBND x& Van Thanh | 58,00% | 65,17% | 77,78% | 78,53% | 77,83% | 63,33% | 70,11%
UBND x& Van Thing | 57,00% | 81,33% | 66,72% | 87,13% | 83,58% | 89,00% | 77.46%
UBND x4 Van Tho 78,07% | 83,33% | 80,39% | 86,13% | 78,67% | 80,56% | 81,19%
UBND x& Xuan Son | 86,00% | 89,50% | 86,11% | 88,20% | 81,58% | 89,56% | 86,83%
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| Trung binh chung | 68,11% | 78,86% | 73,82% | 83,77% | 77,74% | 76,03% | 76,30% |

Ghi chi:
TC Tiép cén dich vu
DK Diéu kién tiép dén va phuc vu
HC Thu tuc hanh chinh
PV Su phuc vu cua cén b, cong chiic
KQ Két qua, tién do giai quyét cong viéc
T Tiép nhén, x Iy thong tin phan hdi
DTB Diém trung binh dat dugc
SIPS Chi sb hai long

Trong 13 don vi clp xa duoc khao sat nam 2018, UBND xd Xuén Son cb
chi s6 mirc d hai long cao nhit dat 86,83%, xép thir 2 14 UBND x4 Van Binh
dat 83,42%, xép thir 3 13 UBND x4 Van Tho dat 81,19%. Thép nhét 1a UBND
xd Van Phudc dat 69,40%. UBND cic xa Van Thanh, Van Khénh, Van Hung,
Pai Lanh ciing c6 chi s hai long chung ndm 2018 kha thép (duéi 75%). Chi so
muc d6 hai long chung dbi véi UBND cép x3 trén toan huyén nam 2018 1a
76,39%, tang 4,77% so véi ndm 2017.

Bzeu do 1: C'hz s6 mike do haz long cua tu’ng don vi cap xd nam 201 8.

KET QUA XAC BINH CHI SO HAI LONG CHUNG POI VOI
UBND CAP XA (%)

UBND x& Xuén Son =

UBND x3 Van Tho ®

UBND x4 Van Thang ¢

* UBND x3 Van Thanh

UBND »& Van Phudc

. UBND x3 Van Phu 2as
UBND x& Van Luong &

. UBND = Van Long

- UBND x4 Van Khénh

UBND x& Van Hung &

UBND x& Van Binh

UBND x3 Pai Lanh

UBND thjtrdn Van Gig &

000 1000 2000 30.00 40.00 50.00 6000 7000 80.00 90.00 100.00

Chi sb mirc d6 hai long chung dbi v6i UBND cép x4 trén toan huyén nim
2018 1a 76,39%, téng 4,77% so v6i ndm 2017. Tuy nhién, so véi muc tiéu dat ra
tai K& hoach cai cach hanh chinh ndm 2018 clia huyén (t6i thiéu 78%) thi chi sd
murc d6 hai long cla c4 nhén, t6 chirc déi véi sy phuc vu ctia UBND cip X& ndm
2018 van chua dat yéu céu so véi muc tiéu dé ra. So voi ndm 2017, chi s6 muc
d0 hai long ctia khach hang d6i v6i khdi UBND cap x4 trong ndm 2018 ¢4 su cai
thién nhung chua cao. Tinh riéng cho timg don vi thi ndm 2018 c6 05 don vi dat
muc tiéu so v6i ké hoach 1a UBND x4 Xuén Son (86,83%), UBND x4 Van Binh
(83,42%), UBND x& Van Tho (81,19%), UBND x& Van Phu (78,72%), UBND
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x4 Van Long (78,56%). So véi thang xép hang Chi sb mirc d6 hai long theo Quy
che cua UBND tinh thi ndm 2018 huyén Van Ninh ¢6 01 don Vi nao xép hang
Tét 1a UBND x4 Xuan Son (86, ,83%), cac don vi con lai du xép hang Kha va
dac biét khong ¢6 don vi nao xép hang Trung binh trong khi ndm 2017 c¢6 dn

03 don vi x€p hang Trung binh.

Bang 4: Chi s6 hai Iong UBND cdp xa nam 2016, 2017, 2018:

TT Co quan Nim 2016 | Nam 2017 | Nam 2018
1 | UBND thij trdn Van Gia 63.43% 76.16% 75,32%
2 | UBND xa Dai Lanh 51.52% 61.17% 72,86%
3 | UBND xd Van Binh 84.40% 69.35% 83,42%
4 | UBND x& Van Hung 73.35% 75.11% 72,55%
5 | UBND x& Van Khanh 73.14% 69.75% 71,19%
6 | UBND xd Van Long 68.77% 75.56% 78,60%
7 | UBND x& Van Luong 58.99% T74.73% 75,42%
8 | UBND x4 Van Phu 64.99% 64.39% 78,72%
9 | UBND x& Van Phudc 67.31% 74.12% 69,40%

10 | UBND x& Van Thanh 58.77% 77.21% 70,11%

11 | UBND x4 Van Thing 48.52% 63.38% 77,46%

12 | UBND x& Van Tho 83.56% 75.95% 81,19%

13 | UBND x& Xuéan Son 68.41% 74.16% 86,83%

Trung binh chung 66.50% 71.62% 76,39%

So sanh gilta cdc ti€u chi thi Su phuc vy cla cén bg, cong chirc dat mirc
do hai long cao nhét vdi 83 ,7T%, téng 2,53% so v6i nam 2017, chi sb Tiép cn
dich vu dat mic d6 hai long thip nhit 68,11%, giam 9,79% so v6i nam 2017.
Theo Quy ché ctia UBND tinh thi trong 06 ti€u chi tién hanh khao sét, danh gia
mitc d hai 1ong ctia khach hang d6i véi UBND cép x& nam 2018 thi tit ca cac
tiéu chi déu dat loai Kha, so véi ndm 2017 thi c¢6 02 tidu chi ¢6 su cai thién vé
chi s mtrc d6 hai long cua khach hang tir mrc Trung binh 1én Kh4 1a Tiép cén
dich vu (68,11%) va Thu tuc hanh chinh (78,32%).

Biéu d6 2: Chi s6 mirc d6 hai Iong chung trén timg tiéu chi.

Chi s6 hai long chung trén tirng tiéu chi (%)

TC bK HC

PV

KQ

1T

68.11% 78.86% 73.82%

83.77%

77.74%

76.03%
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Bdng 5: Chi s6 hai Iong UBND cdp xd niim 2016, 2017, 2018 trén tung
tiéu chi.

TT Tiéu chi Nim 2016 | Niim 2017 | Niam 2018
1 | Tiép can dich vu 5891% | 58.32% | 68,11%
2 | Piéu kién tiép d6n va phuc vu 65.99% | 74.87% | 78,86%
3 | Thu tuc hanh chinh 68.70% | 63.52% | 73,82%
4 | Su phuc vu cda can bg, cong chirc 77.69% | 81.24% | 83,77%
5 | Két qua, tién do giai quydt cong viec | 72.84% | 76.76% 77,74%
6 | Tiép nhan va xir ly thong tin phan hdi | 54.87% | 75.02% 76,03%

So sanh trén 06 tiéu chi dugc khao sét, danh gid mic d6 hai long déi véi
UBND cap x4 qua 03 nam tir 2016 - 2018 cho thdy tat ca 06 tiéu chi déu c6 sy
cai thién vé chi s0 hai long cua khach hang, trong d6 ting manh nhét 13 tiéu chi
Tiép nhan va xir ly théng tin phan hdi, ting 21,16% so véi nim 2016, cho thdy
co quan hanh chinh nha nuéc da c6 su quan tam, céi thién, khéc phuc va gidi
quyét kip thoi cac phén anh, klen nghi, nhitng thic mic ciia ngudi dan, doanh
nghiép trong giao dich, giai quyét thi tuc hanh chinh, tlng budc ning cao chit
luong phuc vu va hiéu qua céng viée. Céc tiéu chi con lai cling c6 su cai thién
dang ké vé chi sb hai long, cu thé Tiép cin dich vu (ting 9,2%), Piéu kién tiép
don va phuc vu (12,87%), Thu tuc hanh chinh (tang 5,12%), Su phuc vu cta can
bd, cong chirc (tang 6,08%), Két qua, tién do giai quyét cong viée (tang 4,9%).

1.2. Chl s6 mirc do hai long trén tirng tiéu chi:

a) Ti¢ tep cdn dich vu:

Béng 6: Diém 56, chi sé, thir hang cua tung don vi.
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STT DPon vi Piém TB SIPS
1 | UBND thi trdn Van Gi3 3.38 67,67%
2 | UBND x4 Pai Lanh 3.51 70,13%
3 | UBND xi Van Binh 4.19 83,80%
4 | UBND xd Van Hung 3.46 69,27%
5 | UBND x& Van Khanh 2.55 51,03%
6 | UBND x4 Van Long 3.51 70,20%
7 | UBND x4 Van Luong 3.03 60,53%
8 | UBND x4 Van Pht 3.88 77,60%
9 | UBND x3 Van Phudc 2.81 56,13%
10 | UBND x4 Van Thanh 2.90 58,00%
11 | UBND x3 Van Thing 2.85 57,00%
12 | UBND x4d Van Tho 3.90 78,07%
13 | UBND x4 Xuan Son 4.30 86,00%

SIPS toan huyén 3.41 68,11%

Biéu dé 3: Chi s6 Tiép cdn dich vu déi véi UBND cdp xé.

Chi s6 Tiép cin dich vu (%)

UBND x3 Xudn SOn B
UBND x3 Van ThO s
UBND x3 Van Thing 2=
UBND x3 van Thanh
UBND x3 Van Phudt
UBND x3 V3n Phy &
UBND xd van LwOong
UBND xd@ vén Long
UBND xd Van Khanh
UBND %3 Van Hiung B8
UBND x& Van Binh
UBND x3 Dai Ldnh
UBND thitrén van Gi5 s

1000 2000
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INERENIRRRIE 57,00
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Cic hinh thirc cung cip thong tin

B 03 hinhthype
8 04 hinhthge
D 05 hinhthye
106 hinhthpetry én

ERTTRRERERTLESE 86.00
ErEsE 78.07

s 58.00

7000 80.00  90.00  100.00

UBND x8 Xuén Son duoc
khach hang d4nh gia cao nhét
vé Tiép can dich vu véi chi s
hai long 14 86,00%, ké tiép 1a
UBND x& Van Binh véi
83,80%, tidu chi ndy c6 dén 04
don vi dat chi sé mirc do hai
long dudi 60% la UBND xi
Van Thanh (58,00%), UBND
xi Van Thing (57,00%),
UBND x3 Van Phuéc
(56,13%) va UBND x4 Van
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Khéanh (51,03%). Chi sb chung vé Tiép can dich vu déi v6i UBND cép x4 trén
toan huyén nam 2018 1a 68,11%, tang 9,79% so v6i ndm 2017. Trong 13 x4, thj
tran c¢6 01 don vi xép hang Tot (chi s6 muc do hai long dat trén 84%), 06 don vi
xép hang Khé, 05 don vi xep hang Trung binh va 01 don vi xép hang Yéu 1a
UBND x4 Van Khanh (chi s6 hai long dudi 52%).

Két qua phan tich cho thay cd dén 50% khach hang chi biét duoc thong tin tir
UBND céc x4, thi trin cung cap thong qua 1 dén 3 hinh thte (giam 27% so voi
nam 2017), trong d6 chu yeu bang hinh thirc c¢dng khai tai bang niém yet tal try
s, ban viét hd so va céng chirc gidi thiéu hudng dan, d6 1a 1y do dan dén chi sé
Tiép can dich vu c6 miic do hai long thAp nhét trong 06 tiéu chi duge khao sat,
danh gia dbi véi UBND cap x4 trong nim 2018. Qua d6 cho thiy cdng tac tuyén
truyén, cong khai vé thi tuc hanh chinh, viéc cung ung dich vy cua co quan
hanh chinh nha nudc cho ngudi dan, t6 chirc, doanh nghiép con nhiéu han ché.

Danh gi4d vé chét
lugng thong tin dugce cung
cdp c6 37% khach hang
danh gid thoéng tin coén so
sai, kho hiéu (287 y kién);
13% danh gia & mic tam
duoc va 50 % khach hang

Chit lwgng cung cAp thong tin

15%

danh gia théng tin 13 rang, % 1%

d& hiéu (388 y kién). Bén

canh do6 da so6 khach hang @ Théng tin rét so s, kho hiéu @ Thong tin so sai, kho hidu
can thay hai long dbi véi O Tam drge 0 Khé 16 rang, & hiéu
viéc huong din, giai dap B Rit 16 rang, d8 hiéu

thic mdc tai UBND céc x4,

thi trAn, két qua khao sat cho thdy c6 28% khach hang cho ring khi c6 vuéng

méc déu duogc co quan nha nud6ce giai dap, huéng dan kip thoi, rd rang, day du,
46% khach hang danh L gia ¢ murc kha tot, 24 % nhén xét & mic tam dugc, chi ¢

2% khach hang cho ring co quan nha nuéc it khi giai dap hodc giai dap so sai

(xem hinh).

Viéc gidi dap thic méc v& TTHC
0%0o

2% 5

El Hau nhu khéng dugc giai
dap

B8 Rat it khi hodc giai dap
so sai

B Tam dugc

1 Kha tét

46%

m R4t kip thoi va rs rang,
day don

* Két qud khdo sdt viéc gidi ddp, hudng dan nhitng thdc mdc vé TTHC
cua co quan nha nude.
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Hiu nhr | RAt it Ratkip |
Tén don vi lfihﬁ“g khihofe |\ Tam |y 05 | thoiva | Tong
: woc gidi dap dwge rd rang, i)
gidi dap | so sai day da
UBND thi trin Van Gia 0 0 11 42 7 60
UBND x4 Pai Lanh 1 2 13 22 22 60
UBND x3 Van Binh 0 0 8 14 38 60
UBND x& Van Hung 0 1 36 21 2 60
UBND x4 Van Khanh 0 1 0 51 8 60
UBND x4 Van Long 0 1 21 27 11 60
UBND x4i Van Luong 0 2 22 28 8 60
UBND x4 Van Pha 0 1 16 25 18 60
UBND xi Van Phuéc 1 1 16 12 30 60
UBND x4 Van Thanh 0 0 22 12 26 60
UBND x3 Van Théng 1 2 9 39 9 60
UBND x4 Van Tho 0 2 11 33 14 60
UBND x4 Xuén Son 0 0 6 27 27 60
Téng cong 3 13 191 353 220 780
b) Piéu kién tiép don va phuc vu:
Bang 7: Piém 56, chi 56, thir hang cua tung don vi.
STT Don vi Piém TB SIPS
1 | UBND thj trAn Van Gia 4.06 81,17%
2 | UBND x& DPai Lanh 4.01 80,17%
3 | UBND xa Van Binh 4.18 83,50%
4 | UBND xd Van Hung 3.62 72,33%
5 | UBND x&a Van Khanh 3.89 77,83%
6 | UBND xi Van Long 4.23 84,50%
7 | UBND x4 Van Luong 4.13 82,50%
8 | UBND x& Van Phu 3.73 74,67%
9 | UBND x4a Van Phudc 3.46 69,17%
10 | UBND x& Van Thanh 3.26 65,17%
11 | UBND xi Van Thing 4.07 81,33%
12 | UBND x& Van Tho 4,17 83,33%
13 | UBND x4 Xuin Son 4.48 89,50%
SIPS toan huyén 3.94 78,86%

Biéu do6 4: Chi sé diéu kién tiép dém, phuc vu déi véi UBND cdp xa.
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Chi s6 Piéu kién tiép don, phue vu (%)

UBND x3 Xuan SOn
UBND x3 van ThO  reae
UBND x3 Van Théng
UBND x3 Van Thanh
UBND x3 Van PhUCc
UBND xa Van Phy  momm
UBND x3 Vén LUOng &
UBND xa Van long }
UBND x3 Van khanh E
UBND x3 Van Hung !
UBND x3 Van Binh &
UBND x3 bai Linh E& RS 80.17
UBND thitrdn Van Gi3 e s e m G ssiss ; R A R TS 81.17

0.00 10.00 20.00 30.00 40.00 5000  60.00 70.00 80.00 90.00  100.00

UBND x& Xuan Son tiép tuc dugc khéach hang danh gia cao nhét v& didu
kién tiép d6n, phuc vu véi chi sb hai long dat 89,50%, xép thtr 2 13 UBND x4
Van Long véi 84,50%, cac X& Van Luong, Van Tho, Van Thang, Van Binh, Van
Gid, Pai Lanh cling c6 chi s6 hai long vé diéu kién tiép d6n, phuc vu kha cao
(trén 80%). C6 chi sb murc d¢ hai long thap nhét & tiéu chi nay 14 UBND Xd Van
Thanh véi 65,17%, tiép theo 1a UBND x4 Van Phudc v6i 69,17%. Chi sé mirc
d6 hai long chung ciia UBND cap xd la 78,86%, tang 3,99% so voi ndm 2017,
dat muic Kha. DA4i véi tidu chi vé Diéu kién tiép don, phuc vu ¢6 02 don vi xép
hang Tét 1a UBND xa Xuén Son va UBND x4 Van L Long, giam 01 don vi so véi
nam 2017, 10 don vi xép hang Kha va 01 don vi xép hang Trung binh 13 UBND
x& Van Thanh.

Két qua khéo sit ndm 2018 cho thay c¢6 dén 65% khach hang danh gid Bo
phan mot ctra cia UBND cac x4, thi trén duoc du tu khang trang, rong rédi va
] ‘ thodng mat, hién
Két qua danh gia vé B§ phan 1 cira cp xa dai (500 y kién)’
33% khach hang
B Con chéat hep, chua danh glé ¢ mirc
17% 2% thuén tién tam dugc (261 y

: Tam duge kifn) va 2%

khach hang (19 y
kién) cho rang
sne i thosme mar. || €010 Chdt  hep,
HenE™ N chua hodn thién
(caic  x& Van
Phuéce, Van Phy,
Dai Lanh), diéu d6 cho thiy cac don vi d3 ¢6 su ‘quan tdm trong viéc dau tr co
s& ha ting, tao moi trudng, diéu kién lam Viéc, tlep don nguoi dan. B phan mot
cura cac x4, thi tran co ban d4p tmg ddy du vé didu kién co 5O vat chit nhu ghé
ng01 chd, ban viét hd so, quat may, hé théng wifi, nudc ubng cho khach hang
dén giao dich...két qua cho thiy c6 dén 98% khach hang cam théy rat day du,
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thuén ti€n, thoai mai khi dén giao dich tai B9 phin mét cira UBND céc x4, thi

Trang thiét bi tai bé phin mjt cira

46%

Hiu nhu khéng cé gt

Cbdn thiéu thén, chua
thudn tién
03 Trang thiét bj kha diy du

D Trang thiét bj rit ddy du,
thusn tién

8 R4t dAy du, thudn tién,
hién dai

tran.

Tuy  nhién,
vin co mot s& y
kién khéch hang
chua hai long vé
diéu kién tiép don,
phuc vu cua B
phdn mot cira cép
x4, cac y kién phan
dnh cu thé cua
khach hang tai
UBND x3 Dai

Lanh: “Luc dong khach hang chdt hep phdi ding, ghe it lai khéng cé ghé bén
ngoai de khich cho. Mdy photo it, khi phuc vu bdt nguoi din phdi photo bén
ngoai” .

¢) Thu tuc hanh chinh:
Bang 8: Diém s, chi s6, thit hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | UBND thi trin Van Gia 3.12 62,39%
2 | UBND x4 Pai Lanh 3.71 74,11%
3 | UBND xi Van Binh 4.01 80,17%
4 | UBND x& Van Hung 3.73 74,67%
5 | UBND x& Van Khénh 3.18 63,50%
6 | UBND x& Van Long 3.64 72,83%
7 | UBND x3 Van Luong 3.90 78,00%
8 | UBND x& Van Phil 3.89 77,89%
9 | UBND x4 Van Phudc 3.26 65,17%

10 | UBND x4 Van Thanh 3.89 77,78%
11 | UBND x4 Van Thing 3.34 66,72%
12 | UBND x& Van Tho 4.02 80,39%
13 | UBND x& Xuan Son 4.31 86,11%

SIPS toan huyén 3.69 73,82%

Biéu do 5: Chi 56 Thii tuc hanh chinh déi véi UBND cdp xd.
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Chi s6 Thit tuc hanh chinh (%)

UBND %3 Xuin SOn 1
UBND 3 Van Tho
UBND 3 Van Thang &
UBND x Van Thanh s
UBND x3 Van Phubc b
UBND X3 Van Phi
~ UBND 3 Van Luong
UBND xa Van Long
UBND x Van Khénh Eess
UBND x3 van Hing !
UBND x& Van Binh
UBND x3 Dai Linh Eemmmemmmsms
UBND thitrdn Van Gi3 T

TSNS 66,77
T 77,78
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Chi sb hai long chung vé thi tyc hanh chinh 61 v6i UBND cép x4 nim
2018 12 73,82%, trong d6 don vi ¢6 chi sb hai long cao nhét 13 UBND x3a Xuén
Son véi 86,11%, tiép theo 14 UBND x4 Van Tho dat ty 1€ 80,39%, xép thi ba 1a
UBND x& Van Binh voi 80,17% chi sb hai long, xép thip nhét & tiéu chi nay
thudc v& UBND thj trdn Van Gid chi dat 62 ,39%, cac don vi Van Théng, Van
Phudc, Van Khénh cling c6 chi s hai long kha thip (dudi 70%). Theo thang chi
sé xép hang mic db hai 1ong cia UBND tinh thi ti€u chi Thu tuc hanh chinh
ndm 2018 c6 01 don vi x€p hang tbt, 08 don vi xep hang Kha va 04 don vi xep
hang Trung binh.

- Két qua phén tich cho
Chat lwgng théng tin TTHC thiy c6 dén 29% khéch
hang danh gia chét
lugng thong tin thu tuc
hanh chinh dugc cung
cap con so sai, khéd
hiéu, 15% khéch hang
dénh gia & mc tam
dugc va 56 % khach
hang danh gid la rd
rang, dé hiéu; vé thanh
B Thong tin r&l 50 5@, kho hidu @ Thong tin s0 s&, k6 hidu O Tamdwoe phé;il‘l h6 so thu tuc
O Khé 16 ring, d& hiéu @ Ré& 16 rang, d& hibu hanh chmh du‘O'C cung
cap thi phan 16n khich hang dénh gia 1a don gian, hop 1y, it gidy to (chiém
68%), 36 % khach hang nhén xét thanh phan ho so khong c6 gi phirc tap. Chi c6

1% khach hang dénh gié thanh phén hd Sy con nhiéu gidy t& phirc tap, khong
cén thiét, trong d6 mot sb khach hang cho rang “cde 16 khai, biéu méu khé dién,
phuic tap”, “thu tuc dang ky dat dai ruom ra, qua nhzeu khdu” (x& Dai Lanh),
Ddng thoi c6 mét sb khach hang gbp ¥ nén bd bét cac gidy 10, tor khai, biéu mAu

21% S 5%

¥%
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Danh gi4 vé thanh phin hd s

0%

%

36% & 31%

32%

Qué nhiéu gidy to phiee tap,
nhiéu loai khéng cén thiét
hodc vé ly

B Nhiéu gidy to, c6 loai
khong cin thiét

0 Thanh phén hd so khong
co gi phic tap

0 Thanh phén h so don
gian, it gidy tor

@ Thanh phén hd so rét don
gian, hep 1y

khéng can thiét gay
khé hiéu cho ngudi
dan khi giao dich,
giai quyét thu tuc
hanh chinh (xem
hinh).

D6 v6i vide cong
khai cac thi tuc hanh
chinh, hau hét khach
hang nhin xét cac
thong tin vé& tén tha
tuc  hanh  chinh,
thanh phin va sbé

lugng hé so, thoi gian va trinh tu giai quyet phi, 1& phi dugc cong khai diy du,
r0 rang, dé hiéu. Tuy nhién céc thong tin vé danh myc thu tuc hanh chinh duoc
tiép nhan va giai quyet truc tuyén qua mang Internet & muic d6 3 va cch thic

thuc hién con so sai, khé hiéu.

Tuy nhién, két qua khao sat cho thay mdt sé khach hang phan anh c6 sur
khéng thdng nhét trong viée t1ep nhan hd so khi thanh phén hé so niém yét
khéng quy dinh nhung cén b tiép nhén hd so yéu cdu ndp thém cac gidy to
khéc nhu “ching minh nhén dén, hé khdu” (x3 Van Hung).

d) Sw phuc vu cua cdn b, cong chirc:

Bang 9: Diém s6, chi sé, thir hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | UBND thj tran Van Gii 4.14 82,82%
2 | UBND x4 Pai Lanh 3.95 79,00%
3 | UBND x4 Van Binh 433 86,67%
4 | UBND x& Van Hung 3.87 77,33%
5 | UBND x&i Van Khanh 4.26 85,13%
6 | UBND x4 Van Long 4.26 85,27%
7 | UBND x4 Van Luong 4.19 83,80%
8 | UBND x4 Van Phu 4.29 85,80%
9 | UBND x4a Van Phuéc 417 83,33%

10 | UBND x& Van Thanh 3.93 78,53%
11 | UBND x& Van Théng 4.36 87,13%
12 | UBND x4 Van Tho 4.31 86,13%
13 | UBND x4& Xuéin Son 441 88,20%

SIPS toan huyén 419 83,77%

Biéu do 6: Chi s6 su phuc vu cua cdn bg, céng chirc:
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Chi s0 Sw phuc vu ciia can bg, cong chiic (%)

UBND xd Xudn SOn
UBND x3 Van Tho
UBND xa Van Théng
UBND xd van Thanh B&
UBND x3 Van Phudc @
UBND x3 Van Phu &
UBND x3 Van LUOng
UBND xa Van Long
UBND xa Van Khéanh
UBND x3 Van Hung 1
UBND xi Van Binh msem
UBND 3 D3i Lanh s
UBND thitrén ven Gig

ETITEIETREE 85.80

SR §).82

70.00 72.00 74.00 76.00 78.00 80.00 82.00 84.00 86.00 88.00 90.00

Chi s hai long chung cia UBND cap x4 vé su phuc vu cla can b, cong
chirc nam 2018 la 83,77%, ting 2,53% so véi ndm 2017, xép hang Kha theo
thang chi sd xep hang mtrc do hai long cua tinh, trong d6 UBND x&@ Xuan Son
tiép tuc ¢ chi s6 mic d6 hai long cao nhét dat 88,20%, xép thir hai 1a UBND x4
Van Thing dat 87,13%, UBND x& Van Tho va UBND x4 Van Binh cting c6 chi
s6 hai long vé su phuc vu cta can bd, cong churc dat ty 1€ cao voi lan lugt 1a
86,13% va 86,67%, xép hang Tdt; xép thip nhét vé& chi s§ hai long dbi vdi su
phuc vu cua can b, cdng chic trong ndm 2018 1a UBND x& Van Hung dat
77,33%, tiép theo 1a UBND x& Van Thanh va UBND x4 Dai Lanh voi 14n luot 12
78,53% va 79,00%, x&p hang Kha. Nam 2018, tiéu chi Su phuc vu ctia can bd,
cong chirc tiép tuc dugc khach hang danh gia cao nhét trong 6 tiéu chi dugc
khéo sét, trong d6 07 don vi dugc x€p hang Tét (trén 84%), tang 03 don Vi s0
v6i ndm 2017, céc don vi con lai déu xép hang Kha, khong ¢4 don vi nao xép
hang Trung binh hoic Yéu.

Két qua khéo sét cho thdy c6
dén 97% khach hang cho biét
T ————— khéng phéi cho dgi 1au khi
lam thd tuc gidi quyét hd so,
2% khach hang cho ring
0 Phichér ko 1 tm phai cho doi 1au va 1% phai
o Cong chie i wniveng || ChO' d i rit lau, céc trudng

o hop khéch hang cho doi lau
ghi nhén tai UBND xi Van
Thanh, Pai Lanh, Van Tho.
Trong cac truong hop khach
hang phai cho doi lau, phén 16n khach hang cho biét nguyén nhan la cong chirc
dang gidi quyet hé so cho ngudi khéc, kha bén ron. Trén 98% khach hang cho
biét viéc tiép nhén hd so tal Bo phén mét clra cAp x4 14 minh bach, khach quan,
cbng bing hoic chua c6 van dé gi khién khach hang ban khodn, tuy nhién van c6

1% khach hang (10 y kién) phan 4nh viéc tiép nhan hd so con chua cdng bing,
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co tinh trang wu tién ngudi than quen ghi nhén tai cdc x4 Pai Lanh, Van Phudc,
Van Gié, Van Hung, Van Luong, Van Long.

Khi dén giao dich giai quyét thi tuc hanh chinh tai UBND céc x4, thi trdn
78% khach hang (605 ¥ kién) cho biét chi giao dich véi cdng chirc BS phan mét
cua, 22% khach hang (175 y kién) cho biét nop hd so cho cong chirc chuyén
mon.

Vé thai d6 giao
4 . & Panh gia thai d§ cong chire mdt civa
tiep, cu x@ voi khach 1%

hang, két qua phan tich 1%
cho thdy c6 2% khach
hang chua hai long vé
thai d9, ngdn ngfr giao
tip clia can bod, cong

chiuc lam viéc tai bod 49%
phdn mdét cia, 18%
khich hg‘lng danh gié & @ Kho chiu, bét lich su, cira quyén @ Thé o, it t4n tinh

[ Tam duoc 3 Kha tén tinh, lich sy

muc tam dugc va 80% _ _
by @ Lich su, hoa nh4, tén tinh

khéch hang nhén xét tét
vé thai do giao tiép ctia can bd, cong chirc. Cac ¥ kién khong hai long ctia khach
hang tap trung tai cac x& Pai Lanh, Van Khanh, Van Luong, Van Phi, Van
Phuéc, Van Tho (xem bang), day la vén dé lanh dao céc don vi can quan tdm dé
kip thdi chén chinh, khic phuc nhim timg buéc nang cao sy hai long ciia nguoi
dén trong viéc phuc vu cia cén bd, cong chitc va co quan hanh chinh nha nudc.

* Két qua khao sdt vé thdi do phuc vu cuia cdn b, coéng chire lam viéc tai
B6 phdn mét cira cd'p xa:

Khé chiu, . a .
Bom vi bAtlich | Thoro,it| Tam | odtam ) Lichsw | 0
onvi sw,cra | tdn tinh |  dwegc .tmh, h?a l{ha’ sb
quyin lich sw | tin tinh

UBND thi trdn Van Gia 0 0 4 45 11 60
UBND xi Dai Lanh 1 4 16 29 10 60
UBND x4 Van Binh 0 0 5 30 25 60
UBND x& Van Hung 0 0 29 27 4 60
UBND x4 Van Khanh 1 1 5 31 22 60
UBND x& Van Long 0 0 14 20 26 60
UBND x3a Van Luong 1 0 9 36 14 60
UBND x& Van Pha 1 0 12 27 20 60
UBND xi Van Phudc 2 2 9 23 24 60
UBND x3 Van Thanh 0 0 23 33 4 60
UBND x4 Van Thing 0 0 5 16 39 60
UBND x4 Van Tho 0 3 6 32 19 60
UBND x& Xuén Son 0 0 3 31 26 60
Tong cdng 6 10 140 380 244 780
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Vé xir Iy hd so, phin 16n khach hang hai long dbi v6i can bd mot cira va
cong chitc xir Iy hd so, chi co 4% khach héng cam théy viéc xir Iy hd so cia
cong chirc con cham chap, mét nhiéu thoi gian. Vén d tidu cuc, nhfing nhiéu
khi giai quyet hd so, két qua khao sat ¢6 02 v kién khach hang phan anh “cong
chirc van tiép nhéan ho so nhung doi ¢6 boi dudng méi giai quyét” (ghi nhan tai
UBND x& Dai Lanh, Van Thang) 01 y kién khéch hang phan anh “céng chuc a8
nghi nén c6 bdi dudng dé hd so duoc giai quyét nhanh hon” (ghi nhan tai
UBND x3& Van Thanh), 19 v kién khach hang phan 4nh “céng chirc khong doi
hoi gi, dua thi nhan, khong dua thi th6i” (ghi nhéan tai cdc x4 Pai Lanh, Van
Khanh, Van Long, Van Luong, Van Phu, Van Thanh). Tin higu tich cuc 12 98%
khach hang (758 y klen) khéng gap phai c4c tinh hudng trén.

d) Két qua, tién dp gidi quyét ho so:
Bang 10: Piém s6, chi s6, thir hang cua ting don vi.

STT Pon vi Piém TB SIPS
1 | UBND thi tran Van Gid 4.13 82,67%
2 | UBND x3 Pai Lanh 3.20 64,00%
3 | UBND x& Van Binh 3.99 79,83%
4 | UBND x& Van Hung 3.84 76,83%
5 | UBND x4 Van Khanh 4.02 80,33%
6 | UBND x3 Van Long 3.83 76,67%
7 | UBND x3 Van Luong 3.73 74,58%
8 | UBND x& Van Phu 3.88 77,50%
9 | UBND x4 Van Phudc 3.83 76,58%
10 | UBND x& Van Thanh 3.89 77,83%

11 | UBND x4 Van Thing 418 83,58%
12 | UBND x3 Van Tho 3.93 78,67%
13 | UBND x4 Xuén Son 4,08 81,58%

SIPS toan huyén 3.89 77,74%

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

Chi s6 Ket qua, tien df gidi quyét cong viée (%)

UBND x3 Xudn SOn =
UBND x3 van Tho
UBND xd van Théng
UBND x3 V&n Thanh
UBND x3 van Phudc =
UBND xa van Phy =
UBND x& V&@n LuOng

© UBND x3 van Long =
UBND x3 Van Khanh
UBND xa vVan Hung
UBND x3 Van Binh
UBND xa Dai Ldnh
UBND thitrén van Gid

0.00 1000 2000 3000 4000 5000 6000 7000 8000  90.00

25




4 ti€u chi nay, UBND x& Van Théng duoc khach hang danh gia cao nhét
véi chi sb hai long dat 83,58%, dtmg & vi trf thir 2 1a UBND thi trén Van Gid véi
82,67%, UBND x& Xuan Son va UBND x& Van Khénh cfing c6 chi sé hai long
vé két qua giai quyet hd so trén 80%, dimg thap nhit & tidu chi nay 1a UBND X4
Dai Lanh véi chi so hai long dat 64,00%, gidm 6,67% so v6i ndm 2017. Chi sd
hai 1ong chung dbi véi cap x4 1 77,74%, ting nhe so v6i ndm 2017 13 0,98%,
xép hang Khé (xem hinh).

Béng 11: Chi s6 hai long vé két qua, tién dé gidi quyét cong viéc nim
2016, 2017, 2018:

STT Pon vi Nim 2018 | Nam 2017 | Nim 2016
1 | UBND thi tr4n Van Gii 82,67% 86.25% 75.34%
2 | UBND x4 Pai Lanh 64,00% 70.67% 61.67%
3 | UBND x4 Van Binh 79,83% 78.25% 77.25%
4 | UBND x3 Van Hung 76,83% 78.33% 78.75%
5 | UBND x4 Van Khanh 80,33% 72.25% 76.50%
6 | UBND x4 Van Long 76,67% 78.00% 72.08%
7 | UBND x4 Van Luong 74,58% 81.33% 73.21%
8 | UBND x4 Van Phu 77,50% 75.08% 69.67%
9 | UBND x4 Van Phudc 76,58% 75.25% 69.67%

10 | UBND x3 Van Thanh 77,83% 74.50% 70.34%
11 | UBND x4 Van Thing 83,58% 70.33% 71.08%
12 | UBND x& Van Tho 78,67% 79.58% 77.25%
13 | UBND x4 Xuin Son 81,58% 78.00% 75.34%

SIPS toan huyén 77,74% 76,76% | 72.84%

Khi dén giao dich tai
UBND céc x4, thi trdn 86%
khéch hang cho biét sau khi
d4 nhan Gidy tlép nhan hd so
va hen tra ket qua, co quan
khong yéu cau bd sung hd so
thém 14n nao nita; 12% khach
hang phai bd sung hd so 01
lan va 2% khach hang phai
b6 sung hd so tir 02 lan tré
1én (xem hinh). Theo két qua khao sat, cb 13% khach hang cho biét khong dugc
hudng dén céch tra cltu thdng tin hd so hoc huéng din nhung khéng 18 rang,
day da; con lai phan 16n khach hang déu duoc huéng dan cach thic tra ciu
théng tin hd so khi can thiét.

Pé nhan duoc két qua giai quyet hd so sau khi ndp, 92% khach hang cho
biét chi dén B6 phan mét cira 01 lan 14 nhén dugc ket qua, 5% khach hang phai
di tir 02 1an tro 1én méi nhén duge két qua giai quyét hd so, 0,76% khach hang

S6 l4n bd sung hd so
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nhén dugc két qua qua dudng chuyén phat nhanh; Két qua khao sat cho thiy da
s6 khéch hang danh gia hd so duge giai quyet dng va sém han chiém 95%, chi
c6 5% khach hang phan 4nh hd so tré han, d6i voi hd so tré han c6 43,5% khach
hang cho biét ¢6 nhin dugc vin ban thdng b4o xin 16i va hen tra két qua, con lai
56,5% khong nhén dugc thong bdo clia co quan.

e) Tiép nhin va xit Iy thong tin phin hoi:

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

STT Pon vi Piém TB SIPS
1 |UBNDthitrin Van Gida 3.76 75,22%
2 | UBND x4 bai Lanh 3.49 69,78%
3 | UBND x4 Van Binh 4,33 86,56%
4 | UBND x& Van Hung 3.24 64,89%
5 | UBND x& Van Khanh 3.47 69,33%
6 | UBND x& Van Long 4.11 82,11%
7 | UBND x3& Van Luong 3.66 73,11%
8 | UBND x4& Van Phu 3.94 78,89%
9 | UBND x4 Van Phudc 3.30 66,00%
10 | UBND x4 Van Thanh 3.17 63,33%

11 | UBND x& Van Thing 4.45 89,00%
12 | UBND x4 Van Tho 4.03 80,56%
13 | UBND x4& Xuén Son 4.48 89,56%

SIPS toan huyén 3.80 76,03%

Biéu dé 8: Chi 56 hai long vé Tiép nhén va xir I théng tin phén héi.

Chi s6 Tiép nhan, xir Iy thong tin phan hdi (%)

UBND x3 Xuan $0n
UBND xa Van Tho
UBND x3 Van Thing
UBND x3 van Thanh

. UBND x3 Van Phuoc
UBND x3 Van Phi
UBND x3 Van Luong =
UBND x3 Van Long
UBND x3 Van Khanh =z

~ UBND x3 Van Hung
UBND x3@ Van Binh
UBND x3 bai Lanh
UBND thi trén Van Gi5

0.00 10.00 20.00 30.00 40.00 50.00 60.00 70.00 80.00 90.00 100.00

UBND x4 Xu#n Son tiép tuc dugc khach hang danh gié cao vé chi sé Tiép
nhén va xir ly thong tin phan héi voi 89,56% muc d6 hai long, xép tht 2 la
UBND x& Van Thing dat 89,00%, xép thép nhét vé& chi sb Tiép nhan va xur ly
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thdng tin phan hdi cta khach hang 1a UBND xa Van Thanh v6i 63,33%. Chi sb
hai long chung 61 voi cp xi nam 2018 vé chi sb Tiép nhén va x&r ly thong tin
phan héi 1a 76,03%. Theo Quy ché ciia tinh ndm 2018 c6 03 don vi x€p hang Tot
12 UBND x4 Xuan Son, Van Thing, Van Binh (trén 84%), ¢6 07 don vi xép
hang Kha va 03 don vi xép hang Trung binh.

Chi s6 mirc d6 hai long chung vé& Tiép nhan va xi Iy théng tin phan hoi
tiép tuc ¢ su cai thién qua timg nim tir 54,87% nam 2016 1én 75,02% nim
2017 va ndam 2018 dat 76,03%. Tinh rleng timg don vi thi UBND x& Van Thang
1a don vi c¢6 chi s6 Tiép nhin va xi ly théng tin phan hoi tang cao nhét tir
26,07% nim 2016 1én 89,00% nim 2018, ting 62,93% (xem biéu d6 so sanh).

Bdng 13: Chi s6 hai Iong vé tiép nhan va xir Iy théng tin phan héi nim
2016, 2017, 2018:

STT Pon vi Nim 2018 | Niam2017 | Niam 2016
1 | UBND thj tran Van Gia 75,22% 88.89% 47.72%
2 | UBND x4 Dai Lanh 69,78% 60.00% 43.33%
3 | UBND x4 Van Binh 86,56% 77.00% 71.12%
4 | UBND xi Van Hung 64,89% 81.67% 73.25%
5 | UBND x4 Van Khénh 69,33% 71.89% 69.53%
6 | UBND x4 Van Long 82,11% 80.00% 60.13%
7 | UBND x4 Van Luong 73,11% 72.22% 44.64%
8 | UBND x4 Van Phu 78,89% 52.44% 56.28%
9 | UBND x& Van Phuéc 66,00% 78.33% 45.43%

10 | UBND x4 Van Thanh 63,33% 82.44% 32.54%
11 | UBND x4 Van Thing 89,00% 65.33% 26.07%
12 | UBND x4 Van Tho 80,56% 85.11% 81.67%
13 | UBND x4 Xuén Son 89,56% 79.89% 58.03%

SIPS toan huyén 76,03% 75.02% S54.87%

Két qua phan tich cho thdy c6
91% khach hang dénh gid co
quan nha nudéc cO niém yét
ddy do théng tin duong day
néng (s6 dién thoai, dia chi thu
dién ti, webside....) @& tiép
nhén, phan 4nh kién nghi cua
nguoi dén; 9% khach hang
nhan xét thong tin dudng déy
néng cung cap chua diy du
hodc khoéng thay gi. Trong s6 780 khach hang dugc khao sat, chi ¢6 25 khach
hang cho biét timg giri phan 4nh, kién nghi dén co quan nha nudc, trong d6 ¢6 5
khich hang danh gi4 viéc giri phan 4nh, kién nghi con kho khan, phién ha, chua
thuan tién; con lai ddnh gia tam duoc, kha thuin loi hoidc rat thuan tién, dé dang.

La Khongthiy gi B Thidunhiguthéngtin O Tamauee O Khi ddydd B Dy aathénglin, rérang |
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Déi véi khach hang chwa tlmg guri phan anh, kién nghi ¢6 71% khach hang danh
gid co' quan lam rat tbt khong c6 gi phai phan anh, klen nghi, con lai khach hang
cam thay chua that su tin tudng vao viéc giai quyet phan 4nh, kién nghi caa
UBND cép x4, trong d6 25% khach hang cho ring rdt ngai giri phan 4nh, kién
nghi vi s¢ phién ha, gay kho dé.

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

Pénh gi4 chung v& sy hai long ciia khich hang

500

400

300

200

100

0
RAt khong hai long Khong hailong Tamduge Hai long R4t hai long

Théng qua két qua khao sét cho thiy phin 16n khach hang cam thay hai
long dbi véi su phuc vu clia co quan hanh chinh nha nuéc, trong 780 phiéu khao
sat co 618 ph1eu danh gia hai long va rét hai long vé su _phuc vu cia UBND cap
xd, 143 phiéu dénh gié & mirc tam dugc va 19 phiéu thé hién sy khong hai long
va rat khong hai l6ng trong viéc phyc vu nguoi déan. Qua do, khach hang da phan
anh kha cu thé nhiing vén d& chua hai long ddi vl su phuc vu cia UBND cac
xd, thi trén va cac kho khan khi giao tiép, giai quyet thi tuc hanh chinh. Cu thé
mét s6 ¥ kién phan 4nh va g6p y cua khéach hang dbi véi UBND cép x4 nhu sau:

* UBND x4 Dai Lanh:

- Céng chirc Tu phép bit dan phai 1am nhidu 1n, di lai khé khin. Cin
thay dbi ngudi lam céng téc Tu phép dé phuc vu dén tét hon khong phai rudm
ra nhiéu quy trinh nguyén tic.
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- Théi do ciia Trudng thén khong tbt.

- Mong sao 1én lam gidy t& cong chirc huéng dan nhiét tinh cho dan
khong 1am kho dé.

- Thi tuc hanh chinh lién théng cén rat ngén thoi gian dé dan di lam
khong phai cho doi lau.

- Khi cong chirc chuyén mén di cong tac phai ban giao lai cho céng chirc
khac khéi méc cong dan di 16n hoi nhiéu 1an.

- Hy vong céng an phyc vu dan nhanh chéng hon, nhiét tinh hon, khéng
phan biét, ddi xtr. Dén quén, cong an can ¢6 nhiéu k§ nang hon, nhanh nhen hon
dé phuc vu kip thoi. Cén c6 Céng an truc dé dén yen tdm hon.

- Huéng dén cho dén nhiét tinh hon v& gidy to, hd so. Khi giao tiép voi
dan phai hoa nha hon.

- Cac glay tor khac lam nhanh chong, nhung chi ¢6 lam sb 46 phai bat lam
nhiéu gidy to, dén gid van chua c6 so. Hy vong co quan giai quyet nhanh chéng.

- Céan b6 quan tdm chi bay cho dén nhleu hon, dimg la méang dén. Cén c6
thai d6 t6t hon véi dén dimg khit khe, la méng, to ra hiéu biét hon dan. Cén
nhiét tinh hudéng dén ngudi dan khi lam glay to.

- S6 @6 1am lau, bat dan di lai nhidu 1an. C6 hd so dén bu dét dai nhung sb
d6 van chua c6, hen suét.

- Hién tai tuong dbi tét, mong c4n bd - nhan vién duy tri, phat huy dé
phuc vu Nhén dan.

- Mubn co quan can thlep v& viéc ngudi dan lam nha, xay dung, stra chita
nha clra lam db vét tu ra ngoai duong. Khong co duong di nhung khong ai néi
gl. Co quan can thigp vé quy dinh an toan giao thong trong dudng lang.

- Co quan can phuc vu tot hon, khéng phan biét ngudi nha hay nguoi
quen.

- Trong th6n thanh nién hay dénh 16n, mong co quan chitc néng ¢é mit
kip thoi dé giai quyét ngay.

- Trém cudp nhung cong an van chua giai quyét, d3 trinh 4-5 t& don vé
trom tai san van chua c6 phéan hoi.

- Do khéng hoc hanh nén 1am hd so gidy to khé khin, mong cdéng chirc
huéng dan nhiét tinh cho dén hon.

- Cén cb ging hon dé ai cling dugc phyc vu nhu nhau. Phai can khic phuc
vé t& nan x4 hoi qua 16ng hanh. Cén c6 béng dién dudng & cac dudng cua dé khi
di vao ban dém cam thy an tdm hon.

- Mong sao khi dan 1én gip dé giai quyét cong viée gidy to khéng phai
hen vi khéng c6 cong chirc tai noi lam viéc.

- Chi yéu céu an ninh cén x& Iy nghiém ngat hon.

* UBND thi trin Van Gia:

- Han ché nghe dién thoai.

- Khi ndp hd so & mot cira néu c6 thiéu gidy t& thi hudng dén truc tiép tai
chd dé bd sung tranh di lai nhidu 1an.

* UBND x4 Van Hung:

- B6 phan Tu phap phuc vu chua tét, chua nhiét tinh, déi lic con nhin
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nhé

- Phai c6 thai d6 phuc vu vui vé, nhiét tinh hon.

* UBND x4 Van Luong:

- P& nghj c4n bd UBND x4 Van Luong trong khi 1am viéc khong nén goi
dién thoai.

- Cén bd cén c6 thai d6 nhiét tinh v&i ngudi dan hon

- Khi nhén hd so, , yeu ciu c6 gidy hen T61 con mét mleng dit nha da ndp
hé so ma chua giai quyét, mong chinh quyén sém giai quyét. Cén c6 thoi gian r6
rang, dimg dé dan phai doi.

* UBND x4 Van Phu:

- Khi nhén dugc phan anh co quan nén cr ngudi c6 trach nhiém dén tan
hién trudng xem xét va tra 101 sy thit cia sy viéc ma nguoi gop y d4 néu.

* UBND xa Van Phwée:

- Nho bén dia chinh 1am s& d6 cho nhanh. Cén gidy hen cu th8, dé dan
biét ngay lay ket qua.

- Yéu cau co quan thdm quyén cin quan tAm nhidu hon nita khi nhan dan
cén giai quyet vu viéc.

- T61 mong co quan sém gidi quyét cho t6i ¢6 sé d6 sém hon.

- Yéu cau cén bd mot cira c6 thai d6 hoa nha nhiét tinh véi dan dé phuc vu
t6t hon.

* UBND x4 Van Tho:

- Cén thiu hiéu mong muén cta dan khi lam hé so. Co gang tao diéu kién
dé dan lam hd so c6 két qua kip thoi gian dan can. Cén tin tdm giai thich va
huéng dan k§ cho nguoi lon tudi. Can quan tam dén nguyén vong cua dan hon.

- Céc cép chinh quyen phai quan tdm su sét dén dan, cin hiéu 8 tAm tu
nguyén vong cua dén, giai dap théc méc dé dan thoa long.

- Thai d6 phuc vu clia cén bd x& chua dugc than thién, cin quan tam gitp
dd va than thién nhe nhang véi dan hon.

- Mong can bd chiu kho chi dan va tén tinh glup d5 dén khi lam gidy to
hon. Cén bd cin niém nd vui vé hon khi tiép xic v6i dan. Thai do phuc vu cén
than thién hon, bdt nhdn nhé va kho chiu.

- Cén lam gidy khai sinh nhanh hon.

- Cé4n bd dia phuong cén co thoi gian dé tiép xuc va ling nghe tAm tu cla
nhan dan dé thure hién nhiém vu t6t hon nita trong thoi gian tdi.

- Mdi can b phai luén 1a mot ngudi mau muc nhiét huyét véi cong tac,
sdn sang phuc vu nhan dan; ludn vui vé, hoa nha khi tiép d6n nhan dén trong lic
lam viéc.

- Cung cép Internet ngay tai bé phan mét ctra dé tim kidm thong tin khi
khéch cho doi.

- Nén ¢6 nhimg miu phiéu théng tin d3 hoan thanh sn d& c6 thé hoan
thanh nhanh hon.

\ - Yéu ciu thoi gian giai quyét hd so cAn nhanh hon, trénh dan di lai nhiéu
lan.

* UBND x& Xuén Son:
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- Khong c6 gi bd sung v& cach phuc va céc thi tuc hanh chinh. Tuy nhién,
co quan can xay dung noi dé xe cho ngudi dan.

- Cén bd cén niém nd hon, tlep dén tén tinh va huéng dan ba con cu thé
hon

- Can b9, cong chirc mot cira rét nhiét tinh, can phét huy thém.

* Trong d6é c6 mot 56 y kién phan anh, déng gép co quan nha nwée
can quan tam, glal quyet:

- Chb 1am gidy to thi binh thudng, nhung cbng an hoi rudm ra, nhidu Iy
can viée gi phai giri bi thu bdi dudng mdi chiu lam cho dén. Thé bao hiém vy té
hen ngay 10/8/2018 dén bay git van chua c6 (UBND xd Dai Lénh).

- Con géi t6i tén 13 Tran Thi Thu Thuy d& chuyén khau vao Ninh Xuén -
Ninh Hoa khoang 03 nam. T6i dem s6 ho khau gia dinh xuong Cong an nho cét
khéu cho con géi nhung Cong an hen nhiéu 14n, dén nay vén chwa chiu cit khéu,
gay kho khan. Téi dé nghj UBND x4 can thiép dé Cong an cat khau cho con géi
t6i (UBND xd Van Théng).

Bén canh d6 ciing c6 mot so y kién nhan xét tich cuc ma co quan nha
nudc can ghi nhan, phat huy dé tiép tuc cai thién, nang cao chi s6 hai long cua
ngudi déan, cu thé: “Co quan phuc vu tét, nhiét tinh, ddy di ban ghe cho nguoi
dan. Hai long voi sw phuc vu cia UBND xa” (ghi nhén danh gid clia nguoi dén
tai UBND x3 Van Thing).

2. CHi s() MUC DO HAI LONG POI VOI TRAM Y TK:

2.1. Chi s6 mirc d9 hai long chung:

Bang 14 Tong hop dzem 56, chi 56, thir hang cua timg don vi v chi s6
hai long chung cia Tram Y té cdp xd.

STT _Ponvi TC | PK | PV | KQ | TT |DTB| SIPS
1 |TramYtethitran Van Gid | 4.10| 4.36 | 4.52| 441| 4.62| 440| 88.03%
2 | Tram Y té x4 Dai Lanh 3.26| 3.86| 3.71| 2.89| 3.51| 3.45| 68.90%
3 | Tram Y t& x4 Van Binh 3.67| 3.85| 427 4.03| 429 4.02| 80.45%
4 | Tramy & x4 Van Hung 3.61 ] 4.17| 423 413 | 426 4.08| 81.58%
5 | Tram y té x& Van Khanh 3.96 | 454| 435| 423 | 4.11| 424 84.76%
6 | Tramy t€ x4 Van Long 424 | 475 491 | 449 | 4.68| 461 | 92.28%
7 | Tram Y té x4 Van Luong 407 | 475 4.72| 4.67| 474 | 459| 91.83%
8 | Tramy t& x4 Van Phu 3.80 | 3.77| 429 | 4.02| 423 | 4.02| 80.42%
9 | Tram Y t& xa Van Phudc 3.46 | 4.82| 458 4.13| 3.65| 413| 82.57%
10 | Tram Y t& x& Van Thanh 2.97 | 3.13| 3.53| 323| 343| 326| 65.13%
11 | Tram Y t xd Van Théng 329 | 3.55| 3.64| 3.09| 3.58| 3.43| 68.60%
12 | Tram Y té x4 Van Tho 3.98 | 427| 436| 4.03| 4.40| 421 84.18%
13 | Tram Y té x3 Xuén Son 422| 4.05| 4.38| 438 4.42| 429| 85.80%
Trung binh chung 3.74 | 414 | 427 | 398 415 4.06 | 81.12%

Ghi chu:

TC: Tiép can dich vu
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DK: Piéu kién tiép don va phuc vy

PV: Su phuc vu ctia can bg, nhan vién 'y té
DV: Két qua dich vu

TT: Tiép nhén, xir Iy thong tin phan hdi
SIPS: Chi s muc d6 hai long

Bang 14 cho thay trong nam 2018, Tram Y té x4 Van Long dugc khich
hang danh gia cao nhét, v6i chi sé mic d6 hai long dat 92,28%, tlep theo la
TramY t& x4 Van Luong v&i 91,83%. Thép nhat 1a Tram Y té x& Van Thanh véi
chi sb muc d§ hai 16ng cta khach hang dat 65,13%, Tram Y t& x4 Van Théng va
Tram Y té x3 Pai Lanh cling c6 chi s6 hai long kha thip VGl lan lugt 1a 68,60%
va 68,90%. Nam 2018, két qua hai long dbi voi Tram Y t& cp x4 c6 06 don vi
xép loai Tht, 06 don vi dat loai Kha va 01 don vi xép loai Trung binh. Chi s6
muc d6 hai long chung dm v6i Tram Y t& clp xi nam 2018 13 81,12%, ting
6,86% so voi ndam 2017, xep murc Kha.

Biéu do6 9: Chi s6 mite d§ hai long ciia timg Tram Y té va Chi s6 mike d6
haz long chung toan huyen

KET QUA I\A(‘ BINH CHI SO HAI LONG CHUI\G POI VOI TRAM Y TE CAP XA (%)

Tram yt€ x3 Xudn SOn B R T SR SRR TS RS A 85,80
Tram Y 16 <3 Van Tho | : -

o Trém yté X3 Vén Théng

Tram Y t€ 3 Van Thanh 1

Tram Y t& x4 Van Phi
Tram Y té x3 Van lWong B
Tram Y té x3 Van tong P

" Tram Y € x3 Van Khdnh |
Tram Y té x3 Van Hung B
Tram Y t€ x3 Van Binh

‘ Tram yté xa Dai Ltanh E
Tram Y t€ thitrdn van Gi3 B
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Bang]5 Chi 56 hai long Tram Y té cap xd ndm 2016, 2017, 2018:

TT Co quan Niam 2018 | Ndm 2017 | Nam 2016
1 | Tram Y té thi trAn Van Gia 88.03% 80.47% 74.97%
2 | Tram Y té x4 Dai Lanh 68.90% 72.96% 48.89%
3 | Tram Y té xa Van Binh 80.45% 69.99% 81.68%
4 | Tramy té x3 Van Hung 81.58% 71.71% 71.41%
5 | Tramy té x4 Van Khéanh 84.76% 68.05% 73.64%
6 | Tramyté xi Van Long 92.28% 73.19% 62.57%
7 | Tram Y té x3 Van Luong 91.83% 82.94% 72.96%
8 |Tramy té xa Van Phi 80.42% 70.65% 63.81%
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9 | Tram Y té x4 Van Phuéc 82.57% 68.71% 67.47%
10 | Tram Y té x4 Van Thanh | 65.13% 77.83% 62.21%
11 | Tram Y té x4 Van Théng 68.60% 74.51% 62.21%
12 | Tram Y t& x4 Van Tho 84.18% 74.37% 77.92%
13 | Tram Y té x4 Xuén Son 85.80% 79.94% 70.71%

Trung binh chung 81.12% 74.26% 68.13%

Két qua so sanh chi s& mirc d6 hai long d6i v6i Tram Y té clp x4 qua 03
nim thi Tram Y t& x4 Van Long c6 chi s6 mtc d6 hai long ctia khach hang ting
cao nhit tir 62 ,57% nam 2016 1én 92,28% nam 2018, téng 29,71%, ¢6 03 don vi
sut giam chi sb hai long trong ndm 2018 la Tram Y te xd Van Thing, Van
Thanh, Pai Lanh., cac don vi con lai déu c6 su cai thién vé chi sb hai Iong trong
nam 2018. Chi sb hai long chung dbi véi Tram Y té cdp x4 cling co su céi thién
qua 03 nam tir 68,13% nam 2016 1én 74,26% ndm 2017 va ndm 2018 dat muc
81,12%, téng 12,99% tir nam 2016 - 2018 va van xép hang Kha theo thang chi
s6 xép hang muc d6 hai long cia tinh.

Bzeu do ] 0: Chz $6 mikc d’o haz long tren 5 tiéu chi.

- Trén 05 ti€u chi duoc khao sat,

TC - dénh gi4 dbi v6i Tram Y té cip

- x8 ndm 2018 thi tiéu chi Sy phuc

R L vy clia can bd, nhan vién Y té

812—[95 Mwmw 82% tlep tuc duoc khach hang danh

\ ’ gid cao nhit véi 85,36 %, tang

/ - 6,61% so v6i ndm 2017, xép

hang Tét, Uep theo 1an luot 1a

85,36 tiéu chi Tlep nhén va xa ly thong

~ tin phan hoi dat 82,95%, Didu

~ kién tiép dén va phuc vu dat

82,88%, Két qua dich vu dat

79,58%, thip nhit van 13 tiéu chi Tiép cén dich vu voi chi s6 muc d6 hai long

dat 74,82%. Diém cai thién trong ndm 2018 la tAt ca cac tiéu chi dugc khao sat
déu c6 sir gia tang vé& murc do hai long ciia khach hang so véi ndm 2017.

Bdng 16: Chi s6 hai long Tram Y té cdp xa nam 2016, 2017, 2018 trén
tung tiéu chi:

79. 58 “”""’w%%

KQ

Nam Nam 3
T Tiéu chi 2018 | 2017 12\1(?1‘161
1 | Tiép can dich vy 74,82% | 69.26% | 61.75%
2 | Piéu kién tiép dén va phuc vu 82,88% | 75.23% | 71.57%
3 | Su phuc vu ctia can bd, nhan vién y t& | 85,36% | 78.75% | 74.56%
4 | Két qua dich vu 79,58% | 72.17% | 65.93%
5 | Tiép nhan va xt 1y thong tin phan héi | 82,95% | 75.87% | 66.87%
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Két qua so sanh trén timg tiéu chi cho thdy chi sé hai long trén c4 05 tiéu
chi khao sat d6i v6i Tram Y té cép x4 déu c6 sy cai thién déng ké qua 03 nam,
trong d6 ting manh nhét 13 tiéu chi Tiép nhan va xi 1y thong tin phan hdi ting
16,31%, tiép dén 1a Két qua dich vu ting 13,65%, Tiép cin dich vu ting
13,07%, Diéu kién tiép dén, phuc vu ting 11,31% va Su phuc vu cia cén b,
nhén vién y té ting 10,80%.

2.2. Chi s6 mitc 6 hai long trén tirng tiéu chi:

a) Tiép cdn dich vu:

Bdng 17: Piém s6, chi s6, thit hang ciia timg don Vi.

STT | Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gia 4.10 82,00%
2 | Tram Y té x& Pai Lanh 3.26 65,20%
3 | Tram Y té x Van Binh 3.67 73,40%
4 Tram y té x4 Van Hung 3.61 72,13%
5 | Tram y té x4 Van Khéanh 3.96 79,13%
6 Tram y té x4 Van Long 4.24 84,80%
7 | Tram Y t& x& Van Luong 4.07 81,47%
8 Tramy t& xa Van Phu 3.80 75,93%
9 Tram Y té x& Van Phudc 3.46 69,21%
10 | Tram Y té xa Van Thanh 2.97 59.47%
11 | Tram Y té x& Van Thing 3.29 65,87%
12 | TramY té xa Van Tho 3.98 79,60%
13 | Tram Y té xa Xuén Son 4.22 84,40%

SIPS toan huyén 3.74 74,82%
Biéudé 11: Chisé T ié'p cdn dich vu.

Tram yté X3 Xudn SOn |
Tram Y t& xa Van Tho
Tramy té x3 van Théng ‘
Tram Y té x3 Van Thanh B
Tram Y té x3 Van Phutc

Chi sb Tiép cin dich vu (%)

Tram Y t& x3 Van Phi

Tram ¥ té xa van Luong
Tram Y té x3 Van Llong
Tram Y té x3 Van Khanh
Tram Y t€ x3 Van Hing
Tram Y té xi Van Binh
Tram yté X3 Dai anh |
Tram Y t& thitrén Van Gia
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O tiéu chi nay, Tram Y té x3 Van Long dugc khach hang danh gia cao
nhét véi chi so murc d6 hai long dat 84,80%, tiép theo 1 Tram Y té Xd Xuan Son
véi 84,40%, xép hang Tét, Tram Y té xd Van Luong va Tram Y t& thi trAn Van
Gid cling c6 chi s6 miic do hai long khé cao (trén 80%). Thép nhit 1a TramY té
xa Van Thanh v6i chi s6 mirc d6 hai long ctia khach hang dat 59,47%, xép hang
Trung binh. Chi s muc d6 hai 1ong chung d6i véi tidu chi nay 1a 74,82% tdng
5,56% so v6i ndm 2017, xép hang Kha.

Bdng 18: Chi 56 hai long vé Tzep cén dich vu dbi véi Tram Y té Cd;D xd
nam 2016, 2017, 2018:

Nam Nam Nim

T Co quan 2018 2017 2016
1 | Tram Y té thi trdn Van Gid 82,00% | 7633% | 67.20%
2 | Tram Y té x3 Pai Lanh 6520% | 70.60% | 40.40%
3 | Tram Y té x3 Van Binh 73,40% | 64.80% | 77.28%
4 | Tramy té x3 Van Hung 72,13% | 70.00% | 64.56%
5 | Tramy té x& Van Khanh 79,13% | 62.53% | 65.92%
6 | Tramy té x& Van Long 84,80% | 68.73% | 55.12%
7 | Tram Y t& x3 Van Luong 81,47% | 74.20% | 63.52%
8 | Tramy té xd Van Phu 75,93% | 60.13% | 58.00%
9 | Tram Y t& x& Van Phudc 6921% | 64.33% | 66.16%
10 | Tram Y té x4 Van Thanh 5047% | 74.00% | 58.80%
11 | Tram Y té x& Van Théng 65,87% 71.20% 58.80%
12 | Tram Y té xa Van Tho 79,60% 68.73% 72.63%
13 | Tram Y té xa Xu4n Son 84,40% 74.73% 63.92%
Trung binh chung 74,82% | 69,26% | 61.75%

So sanh ket qua chi s& Tlep can dich vu qua 03 nim tir 2016 - 2018 déi
voi 13 Tram Y té cAp x4 cho thdy hau hét cac don vi deu c6 sy cai thién vé chi
sb hai 1ong cua khach hang, trong d6 ting manh nhét van 12 Tram Y té x4 Van

Long tir 55,12% nam 2016 1én 84,80% ndm 2018, chi duy nhit Tram Y té xa
Van Binh 12 don vi sut giam v& chi sb hai 1ong cua khach hang qua 03 ndm.

Qua khado sat, 87%
khach hang cho biét chi tiép
cén thong tin dich vu chim
soc suc khoe ctia Tram Y té

_ cdp x& qua tur 1-2 hinh thire;
=02 e chi yéu vin 1a qua ‘bang
04 o e niém yet tai Tram Y t¢, qua
et nhan vién y t€ gidi thiéy,

huéng dan ho#ic hodi nguoi
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quen. Trong do, c6 14% khach hang nhén thdy gid, muc phi kham chifa bénh
hoiic gi4 thubc, vat tr y t& hau nhu khong dugc niém yét hodc théng tin khong
day du, rd rang, 17% khach hang danh gid & mic tam dugc va 69% khach hang
nhan xét 14 18 rang, day d0, minh bach.

Ket qua khéo sat cho thay 99% khach hang dénh gia thu tuc, glay t0 phai
ndp, xuét trinh cho Tram Y te khi dén kham chfra bénh 1a don gian, dé thyc hién,
chi ¢6 1% khéch hang cho ring thi tuc gidy to con rudm ra, mday moc va khéng

. Thi tuc chuyén vién

@ R4t phitc tap, nhiéu khé
M4t kha nhiéu thoi gian
O Tuong déi don gian

01 Kh4 don gian, dé thuc hién
@ Rét don gian, linh déng, d& thuc hién

33%

can thiét. Trong 341 khach hang timg 1am tht tuc chuyén vién 1én tuyén trén thi
hiu hét nhan xét 1a don gian, dé thyc hién (chiém 97%), chi c6 3% khach hang
cam thy con phtrc tap, nhiéu khé, mét nhiéu thoi gian.

b) Piéu ki¢n tiép don va phuc vu:
Bdng 19: Diém 56, chi sé, thir hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gia 436 87.20%
2 | Tram Y té xa Pai Lanh 3.86 77,20%
3 | Tram Y té x4 Van Binh 3.85 77,00%
4 | Tramy té xi Van Hung 417 83,40%
5 | Tramy té x4 Van Khanh 4.54 90,80%
6 | Tramy té x3 Van Long 4.75 95,00%
7 | Tram Y té x& Van Luong 4.75 95,00%
8 | Tramy té x4 Van Phu 3.77 75,40%
9 | Tram Y té x3 Van Phuéc 4.82 96,40%
10 - | Tram Y té x4 Van Thanh 3.13 62,60%
11 | Tram Y t& xi Van Thing 3.55 71,00%

12 | Tram Y té xa Van Tho 427 85,40%
13 | Tram Y té x4 Xuén Son 4,05 81,00%
SIPS toan huyén 4.14 82,88%

Biéu dé 12: Chi s6 mikc do hai long vé Diéu kién tiép dén va phuc vu.
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Chi s0 Di¢u kién tiep don, phuc vu (%)

Tram y té x3 Xu&n Son SRR 81.00
Team Y té xda van Tho mmmzmw@ammmm&mwmmw&mm%;wmmﬁ 85.40
Tram y t& x3 Van Thang 71.00
Tram Y té x3 van Thanh 1 62.60
Tram Y té 3 Van Phit0c Co s T e T R I e i T T reese. 96,40
Tram Y té x3 Van Pho 75.40
. Tram Y té x3 Van Luong : 95.00
Tram Y t& x3 Van Long | 95.00
: Tram Y té X3 Van Khanh Wxﬁmam%mqmﬁmmaw&” SRS SRS 90.80
Tram Y t€ x3 Van Hung 93.40
Tram ¥t x5 Van Binh : 77.00
Tram y té xd Daj Linh FEE R S R T R R 77.20
Tram Y té thi trén Van Gid 2 S e e 87.20
20.00 40.00 60.00 80.00 100.00 120.00

O tiéu chi nay, Tram Y té x4 Van Phude dugce khach hang danh gia cao
nhét véi 96,40%, x€p hang Tét, ciing xep hang Tt va cling dimg & vi tri thir 2 13
Tram Y té x8 Van Long va Tram Y té x& Van Luong v6i muc d§ hai long dat
95,00%, xep thép nhit vé& didu kién tlep don, phuc vu la Tram Y té x4 Van
Thanh v6i 62,60% muc dd hai long. V& tiéu chi Piéu kién tiép don va phuc vu
c6 07 don vi xép hang Tét, ting 05 don vi so v6i ndm 2017, 05 don vi x€p hang
Kha va 01 don vi xép hang Trung binh. Chi sb murc d¢ hai long chung dbi voi
cp x4 1a 82,84%, tang 7,61% so v&i nam 2017, xép hang Kha.

Pénh gia vé khéng gian
chung va khu vuc vé sinh cia
Tram Y té cép x4, da sb khéch
hang danh gié la réng rai, sach
s&, thoai mai (chiém 73%), 23%
khach hang danh gia & mirc tam
dugc, con lai 4% khach hang
chua hai 16ng vi con chat hep,

B} Chyt hep, mAt vesinh, thigutign
nghi
B Conchat hep. chyathugntign

0 Tam dugc

£ Tyong déirang rél, tian nghi

29%

thiéu ngin nip, chua hoan thién. 8 S chss, thogima, ignnghi

Tuong tu co6 4% khach hang
chua hai long vé noi khém va
cac phong bénh cia Tram Y té
cap x4, con lai da sb déu danh
gi4 t&t vé noi kham chifa bénh tai co sd.

Béng 20: Chi s6 hai long vé Diéu kién tiép don va phuc vu doi véi Tram Y
té cdp xd nam 2016, 2017, 2018:

Nam Nam Nim

T Co quan 2018 2017 2016
1 | Tram Y té thi trdn Van Gia 8720% | 85.00% | 76.00%
2 | TramY té x3 Dai Lanh 7720% | 72.20% | 54.00%
3 | Tram Y té x4 Van Binh 77,00% | 69.40% | 85.70%
4 | Tramy t& x3 Van Hung 83,40% | 65.60% | 72.10%
5 | Tramy té x& Van Khanh 90,80% | 67.40% | 71.40%
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6 | Tramy té x4 Van Long 95,00% | 73.80% | 67.90%
7 | Tram Y té x& Van Luong 95,00% | 87.20% | 79.50%
8 | Tramy té x4 Van Phu 75,40% | 75.60% | 65.30%
9 | Tram Y té x3 Van Phudc 96,40% | 71.20% | 70.50%
10 | Tram Y té xa Van Thanh 62,60% | 76.60% | 67.70%
11 | Tram Y t& x Van Thing 71,00% | 74.80% | 67.70%
12 | Tram Y té x Van Tho 85,40% | 78.20% | 80.59%
13 | Tram Y t& x& Xuén Son 81,00% | 81.00% | 75.90%

Trung binh chung 82,88% | 75,23% | 71,57%

Chi s6 hai long Ve Dleu kién tiép dén, phuc vu qua 03 ndm tir nam 2016 -
2018 dbi voi Tram Y té cap x& c6 sy cai thién cao vé mic d6 hai long cua khich
hang, trong dé téng cao nhét 13 Tram Y t& x3 Van Long, tang 27,1%, tiép theo 1a
Tram Y té x4 Van Phude, tang 25,9%, Tram Y té xd Dai Lanh tang 23,2%.
Gidm manh nhat vé chi sb hai long d6i véi tidu chi Piéu kién tiép dén, phuc vu
1a Tram Y t& x4 Van Binh, giam 8,75 va Tram Y t& x Van Thanh, gidam 5,1%.

¢) Sw phuc vu ciia cdn bg, nhin vién y té:
Bdng 21: Biéu diém s6, chi s6, thit hang cia timg don vi

STT Pon vi Piém TB SIPS

1 | Tram Y té thi trn Van Gia 4.52 90,40%
2 | Tram Y té x& Pai Lanh 3.71 74,11%
3 | Tram Y té x4 Van Binh 4.27 85,31%
4 | Tramy té x4 Van Hung 4.23 84,63%
5 | Tramy té x4 Van Khénh 4.35 87,09%
6 | Tramy té x4 Van Long 491 98,29%
7 | Tram Y té xd Van Luong 4.72 94.40%
8 | Tramy té xa Van Phu 4.29 85,71%
9 | Tram Y té x& Van Phudc 4.58 91,63%
10 | Tram Y té x& Van Thanh 3.53 70,51%
11 | Tram Y té xa Van Théng 3.64 72,80%
12 | Tram Y té x4 Van Tho 4.36 87,26%
13 | Tram Y té x4 Xu4n Son 4.38 87,60%

SIPS toan huyén 4.27 85,36%

Biéu do 13: Chi s6 sy phuc vu cua can bg, nhdn vién y té.
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Chi so Sw phuc vu ctia nhin vién Y té (%)

Trdmy % x3 Xudn SOn
Tram Y té x3 Van Tho Bages
Tramy té %5 Van Théng
Tram Y té x5 Van Thanh &
Tram Y t€ x3 Van Phutc
Tram Y té x3 van Phi
Tram Y t€ x3 Van Lwong
Tram Y té x3 Van tong s
Tram Y t& x3 Van Khénh &
Tram Y té xa Van Hung Eo&
Tram Y té x3 Van Binh
Tram yté xd D3 Lanh
Tram Y t€ thitrén Van Gij

SRR RS 7051

SERREREEESE 87.09

ISR RTINS REE §0.40

60.00 80.00 100.00 120.00

O tidu chi nay, Tram Y té x4 Van Long duogc khach hang danh gid cao
nhét véi mire d6 hai long dat 98,29%, xép thir hai 1a Tram Y t& xi Van Luong
dat 94,40%, trong d6 thap nhét 1a Tram Y té xa Van Thanh dat 70,51%. Nam
2018, ti€u chi sy phuc vy cua can bg, nhén vién y té ‘uep tuc duoc khach hang
d4anh gia cao nhét trong 05 tidu chi dugc khao sat d6i voi Tram Y té cp x4, ting
6,61% so v&i ndam 2017 tir 78,75% 1én 85,36%.

2% 4%

Thoi gian cho dgi kham chita bénh

£ Phai cho doi rit
lau

@ Mét kha nhiéu
thoi gian

0 Khéng lau lim

0 Kha nhanh

& Héu nhir khong
phai doi

Két qua khéo sat c6 94% khach hang
cho biét khong mét nhidu thoi gian
chd dén luot kham chita bénh, cap
thuoc chi c6 6% khach hang cho
rang phai chd doi rat 1au va mat kha
nhiéu thoi gian. Nguyén nhén khach
hang phan anh phai cho doi chu yéu
1a do nhén vién y té chua cé mat
hodc 1am viéc riéng.

V& thai do phuc vu cla cén bd, nhan
vién y t&, két qua khéo sét cho thay

da s6 khach hang ghi nhén cén bd, nhéan vién y té tan tinh, lich sy, vui vé (chiém

74%), 14% khach hang
danh gia & mic tam duoc
va 2% khach hang nhén
xét con truong hop giao
tlep kém, it tan tinh, tho o,
bat lich su, cira quyén.
Phén 16n khach hang danh
gia viéc xu ly cong viée
cua can bg, nhan vién y té
la nhanh choéng, chinh xéac.

Thai d§ phuc vu

8 Giao tiép kém, it tén

2% 1% tinh

Tam duge

00 Kha tan tinh, lich sy

1 Lich sy, vui v¢, tén tinh
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Bang 22: Chi s6 hai long vé Sw phuc vy ciia cén bg, nhdn vién y té ddi véi
Tram Y té cap xd nam 2016, 2017, 2018:

TT Co quan Nim 2018 | Nim 2017 | Nam 2016
1 | Tram Y té thi trn Van Gi3 90,40% 81.14% 83.73%
2 | Tram Y té x4 Pai Lanh 74,11% 79.49% 55.17%
3 | Tram Y té x4 Van Binh 85,31% 76.17% 81.93%
4 | Tram y t& x& Van Hung 84,63% | 76.29% 77.00%
5 |Tramy té x4 Van Khanh 87,09% 73.26% 78.67%
6 | Tramy té x4 Van Long 98,29% 79.14% 68.33%
7 | Tram Y té x4 Van Luong 94,40% 87.83% 82.40%
8 | Tramy té x4 Van Phu 85,71% 72.17% 66.67%
9 | Tram Y té x& Van Phuéc 91,63% 74.00% 70.40%

10 | Tram Y té x4 Van Thanh 70,51% 82.57% 74.07%

11 | Tram Y té x& Van Thing 72,80% 79.09% 74.07%

12 | Tram Y té x& Van Tho 87,26% 78.91% 80.20%

13 | Tram Y té x4 Xuan Son 87,60% 83.71% 78.73%

Trung binh chung 8536% | 78.75% 74.56%
d) Két qua dich vu:

Bdng 23: Diém 56, chi s, thir hang cua timg don vi.

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gia 4.41 88,13%
2 | Tram Y té x3 Pai Lanh 2.89 57,87%
3 | Tram Y té x3 Van Binh 4.03 80,67%
4 | Tram y té x4 Van Hung 4.13 82,53%
5 | Tram y té x4 Van Khénh 4.23 84,67%
6 | Tramy té x4 Van Long 4.49 89,73%
7 | Tram Y té x3 Van Luong 4.67 93.47%
8 | Tram y té x3 Van Pht 4.02 80,40%
9 | Tram Y té x4 Van Phudc 4.13 82,53%

10 | Tram Y té x3 Van Thanh 3.23 64,53%
11 | Tram Y té x4 Van Thing 3.09 61,73%
12 | Tram Y té x3 Van Tho 4.03 80,67%
13 | Tram Y té x3 Xuén Son 438 87,60%

SIPS toan huyén 3.98 79,58%
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Biéu dé 14: Chi sé két qua dich vu.

Chi s6 Két qua, tién d6 giai quyét cong viée (%)

R e
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Tram Y té x3 Van Luong dugc khach hang danh gid cao nhét véi chi sb
muc d6 hai long dat 93,47%, xép thir 2 12 Tram Y t& x4 Van Long véi 89 ,713%,
céc don vi Tram y té thi tran Van Gig, Xuan Son, Van Khanh cling ¢6 chi s6 hai
long cao (trén 84%) xép loai Tét, thip nhit & tiéu chi nay la Tram Y té x4 Pai
Lanh vai chi s6 mtrc d6 hai long chi dat 57,87%. Chi s6 mirc d§ hai long chung
cua ti€u chi nay 1a 79,58%, ting 7,41% 50 V61 ndm 2017. Tinh riéng timg don vi
vé chi sb két qua dich vu ¢6 05 don vi xép hang Tét, taing 04 don vi so v&i ndm
2017, 05 don vi xép hang Kha va 03 don vi xép hang Trung binh.
Panh gid vé két qua didu tri bénh thi
72% khach hang cam thiy an tam, tin
tudong vao két qua kham chita bénh
cia Tram Y té cp x&, 16% khich
hang danh gia & mic chdp nhan dugc,
con lai 12% khach hang V?m con cam
thdy chua an tam va mudn chuyén
vién lén tuyen trén. Nguyén nhan chi
yéu 1a do th1et bi, may moéc tai cac
Tram Y té cap x& chua dam bao, diéu
kién thubc men khong ddy du.

Hiu nhv chi mubn
1én tuyén trén

Nhiéu lc chua an
tim

3 Tam duge

3 Kha 161

Rét an tdm, tin
tudng vé két qua

Bang 25: Chi 56 hai long vé Két qua dich vu déi véi T ram Y té cd'p xd nam 2016,

2017, 2018:
Niam Nam Nim
TT Co quan 2018 2017 2016

1 | Tram Y té thi trdn Van Gi3 88,13% | 79.87% | 75.10%

2 | Tram Y t& xa Pai Lanh 57,87% | 67.73% | 44.70%

3 | Tram Y té xd Van Binh 80,67% | 68.53% | 80.70%
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4 | Tramy té x& Van Hung 82,53% | 74.53% | 70.80%
5 | Tramy té xa Van Khanh 84,67% | 64.13% | 74.60%
6 | Tram y té xd Van Long 89,73% | 70.40% | 58.90%
7 | Tram Y té xi Van Luong 93.47% | 84.93% | 70.00%
8 | Tramy té x4 Van Phu 80,40% | 71.07% | 64.70%
9 | Tram Y té x& Van Phuéc 82,53% 65.20% 62.90%
10 | Tram Y té x4 Van Thanh 64,53% | 72.27% | 57.90%
11 | Tram Y té xa Van Théng 61,73% 71.07% 57.90%
12 | Tram Y té x4 Van Tho 80,67% | 70.80% | 74.41%
13 | Tram Y té x4 Xu4n Son 87,60% 77.73% 67.80%

Trung binh chung 79,58% | 72.17% | 65.93%

Xét riéng theo timg don vi vé tiéu chi Két qua dich vu ndm 2018 o 03
don vi gidm vé chi s hai long ctia khach hang so v&i nim 2017 1& Tram Y 6 xa
Van Thanh, Van Théng va Pai Lanh; c4c don vi con lai deu cO su gia ting manh
vé chi sé hai long, trong d6 ting manh nhét 14 Tram Y té x4 Van Khénh véi mitc
tdng 14 20,54%.

d) Tiép nhan va xir Iy thong tin phan hoi:

Bang 26: Diém 56, chi 56, thi hang cua tung don vi.

STT Pon vi Piém TB SIPS
1 | Tram Y té thi trAn Van Gia 4.62 92,40%
2 | Tram Y té x4 Pai Lanh 3.51 70,13%
3 | Tram Y té x4 Van Binh 4.29 85,87%
4 | Tramy té x4 Van Hung 4.26 85,20%
5 | Tram y té x4 Van Khénh 4.11 82,13%
6 | Tramy té x4 Van Long 4.68 93,60%
7 | Tram Y té x4 Van Luong 4.74 94,80%
8 | Tramy té x4 Van Phu 4.23 84,67%
9 | Tram Y té x4 Van Phuéc 3.65 73,07%

10 | Tram Y té x4 Van Thanh 3.43 68,53%
11 |Tram Y té x3 Van Théng 3.58 71,60%
12 | Tram Y té x4 Van Tho 4.40 88,00%
13 | Tram Y té x& Xuin Son 4.42 88,40%

SIPS toan huyén 4.15 82,95%

Biéu do 15: Chi s6 Tiép nhdn va xir Iy théng tin phan hoi.
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Chi 6 Tiép nhin, xir Iy thong tin phan hoi (%)

Tram y 1€ x3 Xudn $On  EZsmeme S G
Tram Y té %3 Van Tho & e SESETREEEERS 88,00
. Trém yté xa Van Théng i L T TR T I 71.60
Tram Y t& x3 Van Thanh R RN N R RETREE. 68.53
| Tram Y € X3 Van PhUGC Miem ey SENSEERERASEEER 13,07
Tram Y t€ x3 Van Phi e R R s R S z g ST 84,67
Tram Y t& x3 Van luong i
Tram ¥ t x3 Van Long
Tram Y té x3 Van Khanh
. Tram Y t& x3 Van Hung e
Tram Y té x3 Van 8inh
Tram y 1€ x3 Daj Linh
Tram ¥ 1€ thitrén Van Gi3 s R B BT

s rERes 70,13
szmmmmwm&w 58 82.40
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O tiéu chi nay, cic don vi cé sy céi thién dang ké vé chi s6 mure d hai
long cua khach hang so véi nam 2017, trong do6 co 08 don vi xép hang Tét (trén
84%), trong khi ndm 2017 khéng c6 don vi nao xép hang Tét, cac don vi con lai
déu c6 chi sé muc db hai long & muc Kha, trong d6 don vi dugc khach hang
danh gia cao nhét 13 Tram Y té x4 Van Luong dat 94,80%, tiép theo 12 Tram Y
t& x4 Van Long voi 93,60%. Xép thip nhét va c6 chi sb hai long sut gidm manh
nhét 13 Tram Y té x3 Van Thanh, ttr don vi dan diu trong nim 2017 da tut xubng
vi tri thap nhét trong 13 Tram Y té cép xa trong nam 2018 vai chi sé hai long dat
68,53%. Chi s6 murc d6 hai long chung d6i v6i clp x4 & tidu chi nay la 82,95%,
xép hang Kha.

Két qua khao sét cho thdy khi khach hang gip vuéng méc hoic cin thém
théng tin vé dich vu kham chita bénh thi 90% khéch hang nhan xét dugc cén b,
nhan vién y té sén sang giai dap tan tinh, day du, chi c6 4% khéch hang khéng
hai long vé viéc giai dap vuéng miac clia can bg, nhan vién Tram Y té.

Bang 27: Chi s6 ' hai long vé Tié iép nhdn va xir Iy théng tin phan hoi d6i véi
Tram Y té cdp xd ndm 2016, 2017, 2018:

Niam Nam 5
TT Co quan 2018 2017 Nam 2016
1 | Tram Y té thi trdn Van Gid 92,40% | 80.00% 72.80%
2 | Tram Y té x4 Pai Lanh 70,13% | 74.80% 50.20%
3 |Tram Y téxa Van Binh 85,87% 71.07% 82.80%
4 | Tramyté x3 Van Hung 85,20% 72.13% 72.60%
5 | Tramy té xd Van Khénh 82,13% | 72.93% 77.60%
6 | Tramy té x4 Van Long 93,60% | 73.87% 62.60%
7 | Tram Y té x4 Van Luong 94,80% | 80.53% 69.40%
8 | Tramy té x3 Van Phu 84,67% | 74.27% 64.40%
9 | Tram Y té x4 Van Phuéc 73,07% 68.80% 67.40%
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10 | Tram Y té x& Van Thanh 68,53% | 83.73% 52.60%
11 | Tram Y té x& Van Thing 71,60% | 76.40% 52.60%
12 | Tram Y té x3 Van Tho 88,00% | 75.20% 81.76%
13 | Tram Y té xd Xuén Son 88,40% | 82.53% 67.20%

Trung binh chung 82,95% 75.87% 66.87%

So sanh qua 03 ndm tir ndm 2016 - 2018, chi s6 Tiép nhan va xu ly thong
tin phan hoi déi v0i Tram Y té cAp x4 di c6 sy cai thién dang ké, tht ca 13 don vi
déu ting manh vé chi s hai long, trong do tang manh nhét 12 Tram Y té x3 Van
Long tang 31,00%, tiép theo 14 Tram Y té x4 Van Luong tang 25,40%. Ty 1€ hai
long chung v& Tiép nhan va xi ly théng tin phan héi dbi véi Tram Y té cAp x4
cling tang manh tir 66,87% nam 2016 1én 75,87% ndm 2017 va nim 2018 dat ty
1€ 82,95%. ‘

2.3. Nhiing van dé khach hang chira hai 1ong va kién nghi:

Qua két qua khao sat, danh gia mirc d¢ hai long cta khach hang b1 voi
Tram Y té céc x4, thi trdn nim 2018 d4 c6 nhiéu cai thién, céc y klen phén énh
chua hai long cua khach hang qua cdc nam dé dugc céac don vi tiép thu va co
chuyen bién tich cuc, phan 16n y kién khach hang phén anh tép trung vao mot sb
vén dé co ban nhu co s& vat chét, thudc men, thai do phuc vu cua nhén vién Y
té... cu thé nhu sau:

- Thubc cn nhiéu hon, chit lvong hon dé di kham an tdm hon khong phai
1én tuyén trén hay mua ngoal

- Cén c6 béc sf gidi dé kham cho bénh nhén tréanh tinh trang huéng dan
chuyén 1én huyén xa cho ngudi dan.

- Can nhén vién y té t1ep khéch vui vé hon, hudng dén nhiét tinh, khéng la
hét.

- Can kham k§ hon chit toan héi rdi cho thude. Cén c6 thém béc si c6 tay
nghé cao.

- Cin cung cép thém méy méc, trang thiét bi hién dai hon, bd sung thém
méy siéu 4m 4D. Cén bd nhan vién cin phai c¢6 trinh ¢ cao hon & phuc vu
ngudi bénh.

- Thubc bao hiém y té con thiéu nhidu qua, nhat la nhiing ngay cudi thang.
Pén kham bénh tim mach khong co thuoc cép. Be nghi bénh vién cung cép
thude bao hiém y té déy du cho tram y té phuc vu t&t hon.

- Phong kham bénh con két hop v&i kham va cén do tré em, cin c6 phong
kham tré em riéng biét.

- Khu vyc cho tiém chung chét; khu vyc chd sau tiém khong c¢6 quat,
chat. P& nghi Tram M t& b tri thém quat cho khu vuc chd sau tiém ching.

- Bénh vién cén cung cap thudc cho tram y t& dy da tao didu kién cho
Tram y té phuc vu nhén dén tot hon.

- P& nghj Tram y té can co xe cip ctru dé chuyén bénh nhén nang 1én
tuyén trén, nhiéu bénh ning cip tc di khong kip.

- Cin c6 cac chuong trinh ting sita va thudc cho tré em bj suy dinh
dudng, bi thap coi.
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- Cén phan thoi gian hop 1y hon va c¢6 phuong phép phi hop dé tré khong
phai doi 14u, bd tr{ néi cho khi tiém chung cho tré rdng va thoéng hon.

II. KET LUAN VA KIEN NGHI:

1. Danh gia chung:

Két qua khao sat, danh gid mirc dd hai long cua td chuec, ca nhén i véi
su phuc vu clia Uy ban nhan dén va Tram Y té cac x4, thi trdn trén dia ban
huyén nam 2018 d4 cé su cai thién tich cuc.

D6i v6i Uy ban nhan dén cac x4, thi trin, ndm 2018 6 09 don vi téng vé
chi s6 hai long chung ctia khich hang so véi ndm 2017 gdm cac don vi: Dai
Lanh, Van Binh, Van Khanh, Van Long, Van Luong, Van Phu, Van Théng, Van
Tho Xuén Son, 04 don vi giam chi s6 hai 1ong so v&i ndm 2017 14 Van Gid, Van
Hung, Van Phudc, Van Thanh.

Pbi v6i Tram Y té cép x4, nam 2018 cé 10 don vi ting v& chi sé hai long
chung cua khéch hang 1a céc don vi: Van Gi&, Van Phu, Van Hung, Van Luong,
Van Long, Van Binh, Van Phuéc, Van Khanh, Van Tho, Xuén Son, 03 don vi
giam chi so hai long so v6i ndm 2017 1a Van Thang, Van Thanh, Dai Lanh.

Chi sb hai long chung cta khach hang déi véi UBND va Tram Y té cép xa
da co su cai thién rd rét qua timg nam, so véi muyc ti€u 78% chi sb hai long ma
UBND huyén dt ra tai Ke hoach cai cach hanh chinh ndm 2018 thi chi c6 Tram
Y té chp x4 1a dat yéu cdu (81,12%), dbi voi UBND clp X4 tuy chua dat muc
tiéu dat ra (76,39%) nhu’ng cling d4 c6 su cai thién v& chi s hai 1ong so véi nim
2017, tang 4,77% so v6i ndm 2017.

Dé c6 duogc két qua trén, céc co quan, don vi d3 trién khai nhiéu giéi phép
ddng bd ngay tir ddu nidm, céc don vi da ‘phén tich cu thé két qua, khao sat qua
cac nam 2016, 2017, ghi nhén cac y klen phan anh, chua hai long cta khach
hang dé x4y dung K& hoach hanh dong, trién khai cac giai phép cu thé, ban hanh
van ban chi dao thyc hién ddi véi cac c4 nhan, b6 phén co lién quan, dac biét la
d6i véi Bo phan mdt clra, noi thudng xuyén tiép xuc va lam viée truc tlep voi
ngudi dén, cai thién 18 161 1am viéc, thai do Umng xur va két qua gidi quyét hd so,
thi tuc hanh chinh cho ngudi dan. T chirc tuyén truyen quan triét va thuc hién
nghiém céc chi dao cia UBND tinh, UBND huyén vé khéc phuc nhiing vén dé
khach hang chua hai long, dua vao 4p dung nhiéu giai phap, sang kién, cach lam
hay dé timg budc néng cao chit lugng phuc vy, lam thay ddi két qua giai quyét
cong viéc, gidi quyet tht tuc hanh chinh, tiép nhén va xur ly kip thoi, day dud céc
y kién phan anh, kién nghi, déng gop ctia khach hang, tir d6 dem dén su cam
nhan tét hon cia khach hang d6i vdi su phuc vu cla co quan hanh chinh nha
nudc va don vi su nghlep cong lap trén dia ban huyén.

Déng thdi cac co quan, don vi cling d& chd trong dau tu, nang cép, cai
thién noi lam viée, tiép dén khéch hang, tao khong gian 1am vigc thodi mai, hién
dal, lich sy hon. Dich vu hanh chinh c6ng truc tuyen do co quan nha nuéc cung
cap da timg budc phat huy téc dong tich cyc, 14 yéu tb _quan trong dé cong khai,
minh bach héa giai quyét thi tuc hanh chinh, _giam phién ha va dem lai nhiéu loi
ich cho ngudi dan. Tinh than, théi d6 giao tiép, urng xur khi giao dich, giai quyét
cong viéc clia d6i ngii can bo, cong chirc, nhan vién y té dd c6 chuyén bién tich
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cuc, tinh trang phién ha, nhiing nhiéu giam manh. T d6 d3 tao nén tac dong
chung, lam gia ting su hai long ctia khach hang va nang céo uy tin, trach nhiém
phuc vu ciia co quan hanh chinh nha nu6c va don vi su nghlep cong lap.

Tinh riéng theo 06 tiéu chi dugc khao sét 6i vo1 UBND cép x4 thi ndm
2018 cho thdy tat ca 06 tiéu chi déu c6 su cai thién vé chi sb hai long cia khach
hang so voi ndm 2017, trong d6 tiéu chi Txep nhén va x{r ly théng tin phan hoi
tiép tuc c6 su cai thién qua 03 nam, cho thay co quan hanh chinh nha nuéc di c6
su quan tam, cai thién, khic phuc v giai quyét kip thoi cac phan anh, klen nghi,
nhing thic méic cla ngudi dan, doanh nghiép trong giao dich, giai quyét thu tuc
hanh chinh, tung budc néng cao chit luong phuc vu va hiu qua cong viéc.
Tuong tu, d6i v&i Tram Y té cac x4, thi trdn thi chi sé hai long trén ca 05 tiéu
chi khao sat déu c6 su cai thién dang ké qua 03 nim, trong do tang manh nhét 1a
tiéu chi Tiép nhén va xir 1y théng tin phan héi ting 16,31%, tlep dén 1a Két qua
dich vu ting 13,65%, Tiép cén dich vu ting 13,07%, Dleu kién tiép don, phuc vu
tang 11,31% va Sy phuc vu cta can bg, nhan vién y té tang 10,80%.

Két qua danh gia chung ndm 2018 cho thdy ty 1& khach hang phan 4nh
khong hai long hodc rat khéng hai long d6i véi su phuc vu cia UBND va Tram
Y té cac x4, thi trin kha thip, con lai hau hét khach héng dénh gi4 hai long va rat
hai long d6i vGi sy phuc vu cla co quan nha nudce va don vi su nghiép (chiém
trén 95%). Tong hop dit liéu phi céu trac cho thay nhitng phan 4nh, kién nghi,
phién ha vé thu tuc hanh chinh, sy thiu théng nhét trong hudng dan hd so, tinh
trang bd sung gidy to nhiéu 1n...da gidm manh so v6i két qua didu tra cdc nim
trude.

Céc v kién gbp y phan anh cta khach hang trong nam 2018 tuy c6 sy cai
thién dang ké nhung van con mot s6 van dé ton tai tir cdc 1an diéu tra trudc vén
chua dugc chinh quyén dia phuong giai quyet triét dé khién khach hang b
xtc, chua hai long nhu viée phai cho doi giai quyet hd so, tha tuc hanh chinh
trong khi can bd, cong chirc nghe dién thoai, lam viéc riéng; thai d6 giao t1ep
cia céng chirc va can by mot ctra con kho chiu, hay nhan nhé, kho chiu véi
khéch hang..., mét s6 van dé ngoai pham vi khéo st nhu tinh trang 6 nhiém
mdi truong, an ninh trit tu tai dia phuong van chua dugce céc don vi ¢6 giai phap
xtr 1y va tiép tuc dugc ngudi din phan énh trong két qua diéu tra nim 2018. Dm
v6i Tram Y té clp x4, phan 16n khach hang duoc khao st ddu hai long chung vé
su phuc vu ctia don vi su nghiép, nhiing ¥ kién dong gop, phan anh chi yéu tip
trung vao viéc dé ngh1 tang cuong trang thlet bi khdm chita bénh va d6i ngll y
béc sf tai co s& dé giai quyet kip thoi nhu céu cia ngudi dan.

2. Klen nghi, dé xuét:

Ket qué khao sat, danh gia mirc d§ hai long ndm 2018 d6i v6i UBND va
Tram Y té céc x4, thi trAn cho thdy v& co ban céc co quan hanh chinh nha nudce
va don vi su nghi€p cong Iap trén dia ban huyén tiép tuc cé nhidu cb géng, nd
luc trong viéc diy manh céi cach hanh chinh, néng cao chét lugng va hidu qua
phuc vu nguéi dan, td chirc va doanh ngh1ep Déy 14 tién dé va co s& vitng chéc
dé cac co quan hanh chinh nha nuéce va don vi su nghiép cong 1ap trén dia ban
huyén tiép tuc phat huy, thuc hién thing loi c4c muc tiéu, nhiém vu ci cdch
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hanh chinh d3 d ra, timg bude xdy dung mét nén hanh chinh hoan thién, viing
manh va hién dai, phuc vu t6t cac nhu ciu ctia Nhén dén.

Tuy nhién, dé tiép tuc cai thién chi s6 hai long ctia khach hang trong céc
nam tiép theo, UBND va Tram Y t& c4c x4, thi trdn can quan tdm thuc hién ngay
cac cong viéc sau:

* DO'Z' véi UBND céc xd, thi tran:

- T chirc cong bb rong rai chi sb hai long ném 2018 dén toan thé can bo,
cong chirc va ngudi dan trén dia ban dugc biét, nghién ctru, ra soat nhimg van dé
con ton tai, han ché qua Béo cdo dé rat kinh nghiém va trién khai ngay cac bién
phép khac phuc nhim cai thién hon nita chi sé hai long cta ngudi dén trong nim
2019.

Trong d6, cin phai thyce hién day du, nghiém tac, hiu qua toan bd nhing
nhiém vu tuyén truyén cai cach hanh chinh. P4y manh cung cap thong tin dich
vu céng, nhat 14 dich vu c6ng truc tuyén mac dd 3, 4 mét cach thudng xuyén,
hiéu qua thong qua nhiéu hinh thirc. Phan cong can bg, cong chirc, vién chic
sin sang tiép nhan, giai dap, hudng din nhimg van d& ma ngudi dén, t6 chiec,
doanh nghiép con vudng mic; két qua tra 101, gidi ddp vudng méc, phan 4nh,
kién nghi phai duoc phéan hdi truc tiép, nhanh chéng cho khéch hang va cong b
cong khai trén Trang thong tin dién tir cia dia phuong, niém yét tai noi lam viéc
va céc hinh thirc cOng khai khdc.

- Tiép tuc diy manh ra soat, dé xuét phuong an don gién hod tht tuc hanh
chinh, giam manh gidy to, hd so, bidu mau, t& khai khéng can thiét gay kho
khén cho ngudi dén trong giao dich, giai quyét hd so, ting cudng céc bién phap
huéng dén, hd trg khach hang trong viéc 1ap h6 so, thii tuc hanh chinh, duy tri
hi€u qua cua To huéng dan va giai quyét hd so tai Bo ‘phén mét ctra cia UBND
cac x4, thi tran. Tang cuong kiém soat viéc giai quyét tha tuc hanh chinh trén
phin mém mét ctra thude Trung tam Dich vy hanh chinh cong tryc tuyén tinh
Khanh Hoa, giam tinh trang b6 sung hd so nhiéu 14n, hd so tr& hen.

- Téng cuong chén chinh ky luft cong vu va ky cuong hanh chmh trong
do6 phai k1em tra thuong xuyén va xi Iy ngay céac tru’ong hop vi pham vé thai d,
vé giao tiép, img xr. Cén tlep tuc ting cuong gido duc va giam sat viéc thuc
hién nghiém quy tic u’ng XU cta can bd, cong chirc cac co quan hanh chinh, gép
phan quan trong tao niém tin va sy hai long cua khach hang dbi véi su phuc vu
cua can b, cong chirc nha nudc.

Tlep tuc chuyén manh trong tam sang hd trg thyc hién dich vu cdng, trong
doé chu yéu bang hinh thirc truc tuyén; tap trung hd trg thuc hién thi tuc hanh
chinh ngay tur hd so dau vao dé néng cao chét lu‘ong ho 50, giam bd sung nhiéu
1an cho t6 chirc va cong dén, ning cao hiu qua giai quyét th tuc hanh chinh,

- Thu trudng céc co quan cén chi dao, quén tri€t can bg, cdng chirc tuén
thii tuyét déi nguyén téc va quy trinh gial quyét thu tuc hanh chinh da duogc phé
duyét, huéng dan hé so, bd sung hé so phai thuc hién theo dung quy dinh; hé so
tré han phai c6 théng béo xin 151 khach hang va hen lai rd rang thoi gian tra két
qua 1an sau theo quy dinh. Toan bd théng tin khach hang, hd so déu vao va tai
liéu phét sinh trong qua trinh giai quyét hd so phai duogc nhap ddy du trén Phan
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mém mét cua dién tu kién triic mé&i @ tich hop co so di lidu, thong nhat quan ly
va cung cap dich vu mot cach tién loi, nhanh chong, hién dai.

- Ra sodt, bd tri c4n bd hudng dn, tiép nhan hd so ctia khach hang dbi véi
- nhiing co quan c6 lugng khach hang giao dich dong, giam tinh trang cho doi,
mét nhiéu thoi gian. Chi dao cdng chic, vién chirc phai wu tién tiép dén khéach
hang, khong dugc 1am viée riéng, nghe dién thoai, t6 thai d6 tho o trong khi giao
tiép hodc bét khach hang phai chd doi lau, trudmg hop véng mit hodc ban xir ly
cong viéc phai giai thich rd rang dé khach hang théng cam. Téng cuong cai thién
€O s¢ vat chat mdi trudong 1am viée, bd sung thém céc trang thiét bi, phucmg tién
phuc vu tiép dén va lam viéc tai Bo phén mot cira dé tao cam giac thoai mai cho
- khéach hang khi dén giao dich, giai quyét thi tuc hanh chinh.

* Doi voi Tram Y 1é cdp xd:

- Tich cuc cai tao khong gian lam vigc, mo réng thém phong kham chira
bénh cho bénh nhan, ting thém ghé ng01 cho, quat may, nudc udng va cac trang
thiét bi khac dé phuc vu bénh nhén khi dén kham chira bénh.

- Piy manh céng khai, minh bach cac thong tin, quy trinh kham chira
bénh, da dang hoa cung cip théng tin va tang cucmg hé tro, huéng din khach
hang st dung dich vu mét cach thuén loi nhét, giai dép kip thoi cac vudng méc
ctia khéch hang, tu vin cu thé nhimg vin dé lién quan dén stc khoé dé khach
hang an tdm vao chat lugng khdm chira bénh; cung c6 duong ddy noéng, phén
cdng nhén vién truc, tiép dén khach hang khi ¢6 nhu cu.

- Thuc hién nghi€ém nguyén thc cong bang trong cung cip dich vy, khong
uu tién ngudi than quen. Tan tinh hon nifa trong viéc kham chita bénh, tu van,
giai thich ddy du tin tinh d& bénh nhan yén tdm, tin tudng vao két qua kham
chira bénh ciia Tram Y té.

- Tiép tuc quan tAm dhu tu, ndng cao nghiép vu tay nghé cta ddi ngii can
bd, nhén vién tai cac Tram Y t& cAp xa. C6 chinh sach dé thu hut, déi ngd ximg
dang cho dbi ngfi y béc, sT vé cOng tac, lam viéc tai cac x4, thi trén.

- Tang cudng tuyén truyén, glao duc vé tinh than, thai do va trach nhiém
phuc vu cho d6i ngili can bg, nhan vién y té; xem déy 1a bién phép then chdt de
ning cao muc d6 hai long cla khach hang. Phai bao dam viée ton trong quyen
cta ngudi bénh trong nhén thirc cia doi ngii can b, nhén vién y té, trong d6 co
quyén dugc tiép nhén, chim séc chu ddo, tén tinh, dugc tu vén, giai thich day du
vé tinh trang stc khoe, bénh tat, quyen dugc sy cam thong, dong vién va giai
dap kip thoi céc lo ling, vudng mac.

Trén day 1a Bao céo téng hop Chi sb mirc do hai long ctia khach hang abi
v6i su phuc vu ctia UBND va Tram Y té cac x4, thi tran trén dia ban huyén nim
2018./.

Noi nhgn:

- UBND huyén (b/c);

- UBND céc x4, thi trin;

- Tram Y té cac x4, thi trén;

- Ban bién tap Cong TTDT huyén;
-Luu: VT.







