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BAO CAO

Tong két két qua trién khai khao sat, danh gia mire @ hai long
ciia to chire, ca nhan ddi véi sw phuc vu ciia co quan hanh chinh nha nwéc
va don vi sy nghiép cdng lap trén dia ban tinh Khanh Hoa
theo Quyét dinh sé 2072/QP-UBND ngay 12/8/2014

Trién khai nhiém vu tai K& hoach cai cach hanh chinh nim 2024 ban hanh kém
theo Quyét dinh s 3409/QD-UBND ngay 29/12/2023 cia Uy ban nhan dan tinh;

Tong hop tinh hinh, két qua t6 chuc thuc hién tir So Gido duc va Pao tao, S& Y
té va Uy ban nhan dan cac huyén, thi x&, thanh phd, S& Noi vu bao cao Uy ban
nhan dan tinh két qua 10 nam trién khai Quy ché khao sat, danh gia muc do
hai 1ong cua t6 chire, ca nhan dbi véi sy phuc vu ctia co quan hanh chinh nha nuéc
va don vi sy nghiép cong lap trén dia ban tinh Khanh Hoa ban hanh kem theo
Quyét dinh s6 2072/Qb-UBND ngay 12/8/2014 cta Uy ban nhan dan tinh
Khanh Hoa nhu sau:

I. CONG TAC TRIEN KHAI THUC HIEN

Ngay sau khi Bo Noi vu ban hanh Quyét dinh sé 1383/QD-BNV ngay
28/12/2012 phé duyét Pé an xay dung Phuong phap do luong sy hai long cua
nguoi dan, to chic va doanh nghiép dbi véi su phuc vu cia co quan hanh chinh
nha nudc, UBND tinh da giao S& Noi vu chu tri, phéi hop véi Truong Pai hoc
Nha Trang nghién ctiu, xay dung mé hinh, thang do va chi s6 dé danh gia muc do
hai 1ong cua td chirc, ca nhan d6i véi sy phuc vu cta 6 so, 03 linh vuc nganh doc,
8 UBND huyén, thi x4, thanh phé va 11 bénh vién da khoa, chuyén khoa. Sau khi
rat kinh nghiém hoan thién md hinh khao sat danh gia, S6 Noi vu tham muu
UBND tinh ban hanh Quyét dinh s 2072/QB-UBND ngay 12/8/2014 ban hanh
Quy ché khao sat, danh gia mic d6 hai 1ong cua t6 chire, ca nhan ddi voi su phuc
Vu Cua co quan hanh chinh nha nude va don vi su nghiép céng lap trén dia ban tinh
(ghi tat 1a Quy ché 2072).

Trién khai Quy ché 2072, S& Noi vu chu tri, phdi hop véi So Y té, S& Gido
duc va Pao tao, UBND cac huyén, thi x4, thanh phd va cic co quan, don vi
lien quan xay dung, tham muu UBND tinh ban hanh ké hoach khao sat mic do
hai long nim 2014 va hang nam dé 1am co sé trién khai théng nhat toan tinh.

Riéng nam 2020, trén co s& danh gia két qua mirc 6 hai long dat dugc va
phuc vu tong két céng tac cai cach hanh chinh giai doan 2011 - 2020, S& Noi vy da
bdo cdo UBND tinh thuc hién khao sat danh gia cua nguoi dan, to chuc,



doanh nghiép, can b, cong chuc, vién chirc d6i véi cong tac cai cach hanh chinh
cua tinh giai doan 2011 - 2020 thay thé viéc khao sat, danh gia mirc do hai long
trong nam 2020 theo Quy ché 2072. Nam 2021, can c& tinh hinh dich bénh
Covid-19 trén dia ban tinh, UBND tinh théng nhat voi dé& xuat cua Sé Noi vu
tam durng ké hoach t6 chuc khao sét hai 1ong.

Sau khi ké hoach khao sat hang nim duoc Uy ban nhan dén tinh ban hanh,
cac co quan cha tri ban hanh Phuong an diéu tra x4 hoi hoc mac do hai long cua
t6 chirc, c4 nhan ddi véi sy phuc vu cua cac co quan, don vi theo pham vi
phan cong, cu thé:

- S& Noi vu chiu trach nhiém khao sat, danh gia va xac dinh Chi sb hai long
d6i voi cac So va Ban Quan ly Khu kinh té Van Phong; 06 linh vuc nganh doc;
8 UBND cap huyén; Vian phong ding ky dat dai tinh va 8 chi nhanh; khéi bénh
vién da khoa, chuyén khoa va cac phong kham da khoa khu vuc'.

- S Gido duc va Pao tao khao sat diém dbi véi 08 truong hoc thudc pham vi
quan ly.

- UBND huyén, thi x&, thanh phd trién khai dbi véi UBND cap x4, tram y té
x4. Riéng Nha Trang va Ninh Hoa, mdi dia phuong thuc hién diém déi véi 02
truong mau gido, 02 trudng Tiéu hoc va 02 truong Pho thong co so.

Thuc hién theo Quy ché 2072, ddi tuong duoc lay y kién phuc vu khao sét,
danh gia mac do hai long 1a cac td chirc, ca nhan co giao dich thu tuc, céng viéc
V6i co quan hanh chinh, ¢6 st dung dich vu do don vi su nghiép cong lap cung cap
trong ky danh gia. D6i vai cac bénh vién, phong kham da khoa, tram y té thi thuc
hién lay y kién khach hang dang st dung dich vu ngay tai co s& kham chira bénh.

Déi voi cac co quan hanh chinh, don vi cung cip dich vu hanh chinh céng,
dir liéu khach hang do céc co quan cung cap duoc trich xuat tir Hé théng théng tin
giai quyét thu tuc hanh chinh tinh hoac hé théng théng tin cua nganh, linh vuc.
O don vi sy nghiép gi4o duc, dbi tugng khao sat 1a sinh vién nim 2 tré Vé trudc
d6i véi truong Pai hoc, Cao dang va phu huynh hoc sinh d6i véi nhém truong
mam non, tiéu hoc, trung hoc co s, trung hoc phd thng; thong tin khach hang do
cac don vi cung cap. Trén co s& d6, thuc hién chon mau ngau nhién tir danh sach
khach hang duogc cac don vi cung cap, phan bé mau khao sat dé bao dam tinh
dai dién; 1ap danh sach va tién hanh khao sat tai dia chi khach hang; bo sung
danh sach khach hang du phong kip thoi dé viéc khao sat dam bao theo tién do.

Noi dung, tiéu chi thuc hién khao sat, danh gia mic d6 hai long ddi véi
co quan hanh chinh nha nuéc thugc tinh va cac co quan nganh doc ctia Trung wong
dugc thuc hién trén 6 tiéu chi: (1) Tiép can dich vu; (2) Diéu kién phuc vy,
tiép don; (3) Thu tuc hanh chinh; (4) Su phuc vu cta can bg, cdng chic, vién chuc;
(5) Két qua, tién @6 giai quyét cong viéc va (6) Tiép nhan, xir ly thong tin phan hoi.

1 Nam 2015, khéi bénh vién da khoa, chuyén khoa va cac phong kham da khoa khu vuc do S Y té chu tri



Déi véi linh vuc y té, thuc hién khao sat, danh gia trén 6 tidu chi sau:
(1) Tiép can dich vu; (2) Diéu kién tiép don, phuc vu; (3) Su phuc vu cua can bd,
nhan vién y té; (4) Két qua dich vy; (5) Chi phi dich vu va (6) Tiép nhan, xir ly
thong tin phan hoi.

Péi véi linh vuc gido duc va dao tao, thuc hién khao sat, danh gia trén 6 linh
vuc sau: (1) Tiép can dich vu; (2) Co s& vat chat, trang thiét bi; (3) Méi truong
gido duc; (4) Hoat dong gido duc; (5) Két qua cua giéo duc va (6) Tiép nhan, xt ly
thong tin phan hoi.

Trén co s& 6 tiéu chi khao sat, danh gia di dwgc quy dinh thdng nhat cho
ting khéi co quan va linh vuc khao sat, S Noi vu tién hanh xay dung ban cau hoi
diéu tra, lay y kién gop y, bo sung, diéu chinh hang nim cho phu hop véi tinh hinh
thuc té. Cac cau hoi va thdng tin md ta chi tiét duogc ra soat, sap xép, tinh gon lai dé
khach hang thuan lgi hon trong viéc lya chon phuong an tra o1, bao dam thong tin
thu dugc 1a chinh xéac, khach quan, sat thuc té; c6 khong gian dé khach hang
phan anh rd nguyén vong, mong doi va kién nghi, gop y Véi cac co quan, don vi,
dia phuong. Dén nay, ¢ cac ban cau hoi chinh cho timg ddi twong khao sét sau:

- Bang cau hoi ap dung cho cac so, co quan nganh doc, Van phong dang ky
dat dai, UBND cap huyén va UBND cép xa gdm 27 cau hoi chinh (voi cac phuong
an tra loi duoc dé xuat sin) va 22 cau hoi phu (trong d6 c6 10 cau hoi mo).
Pong thoi, ¢d thém bang cau hoi &p dung cho khach hang nop ho so truc tuyén,
véi 20 cau hoi chinh va 16 cau hoi phu (trong d6 co 8 cau hoi mg dé thu thap
thong tin phi cu truc).

- Bang cau hoi danh cho bénh vién va phong kham gém 26 cau hoi chinh va
9 cAu hoi phu (trong d6 c6 5 cau hoi mo). Ddi vai tram y té cap x&, bang cau hoi
gom 23 cau hoi chinh va 13 cau hoi phu (trong d6 ¢6 5 cau hoi md) dé phi hop Véi
thuc tién cung cap dich vu cong va doi twong thu huong dich vu tai tram y té.

- Bang cau hoi 4p dung ddi véi trudong hoc do S¢ Gido duc va Pao tao
chu tri trien khai gom c6 02 mau, 01 mau ap dung cho khoi trueong mau gido va
mau con lai dung cho cac truong tir ti€u hoc tro 1én.

Hang niam, S& Noi vy da ban hanh vin ban thong bao phwong an trién khai
dén cac don vi chu tri diéu tra, gidi thiéu don vi di niang luc nhan nhiém vy khao
sat doc lap, huéng dan thuc hién céc tha tuc vé tai chinh, hoan thién mau phiéu
khao sat cho timg nhém d6i twong, cac biéu mau va ching tir phuc vu khao sat;
cong tac giam sat va phuc tra; cung cap, hudng dan day dua, chi tiét cho UBND céc
huyén, thi x&, thanh phé. Xay dung tai liéu nghiép vu huéng dan xir ly cac
tinh hudng c6 thé gap phai cho tirng cau hoi; hudng dan tac nghiép cac biéu mau;
t6 chuc tap huin cho khao sét vién nham bao dam thuc hién thdng nhat, thuan loi;
bé tri duong day néng dé kip thoi tiép nhan, phdi hop xir Iy ngay cac vudng mac
phat sinh trong qua trinh tién hanh khao sat.

Trén co so cac phiéu khao sat thu vé, S& Noi vu cung cac co quan chu tri da
tien hanh phuc tra toi thiéu 10% tong so luong phiéu khao sat, yéu cau khao sat



thay thé hoic loc bo cac phiéu qua phtc tra khong dat yéu cau va trién khai nhap
dir liéu vao cac phan mém chuyén dung. Bong thoi, S Noi vu da cha tri loc,
chuan hda va phan tich dix liéu, xuat két qua, thuc hién cac kiém dinh théng ké; guri
két qua cho S¢ Gido duc va Pao tao, UBND céc huyén, thi x4, thanh phé dé viét
b4o cdo tong hop két qua va phé duyét, cong bd theo tham quyén dugc giao.
Toan bo dix lidu két qua chi sb hai 1ong qua cac ndm déu dugc kiém dinh do tin cay
thng ké véi mic y nghia 5%, cho ra chi s6 Cronbach’s Alpha dat yéu cau tin cay
théng ké & muac Tt va rat Tét.

I1. KET QUA KHAO SAT, PANH GIA MUC PO HAI LONG
1. Quy mé diéu tra x& hoi hoc hang nim

Theo 16 trinh, nam 2014, tinh Khanh Hoa trién khai danh gia toan bo 17 So
(trir Van phong UBND tinh, Thanh tra tinh va Ban Dan toc), 8 UBND cap huyén,
6 linh vuc nganh doc (Thué, hai quan, Cong an, Bao hiém xa hoi, Kho bac
Nha nudc, Ngan hang nha nudc chi nhanh tinh), 11 bénh vién da khoa va
chuyén khoa. Quy md mau diéu tra xa hoi hoc da thuc hién la 3.806 phiéu, sb
dau mdi duge danh gia, xac dinh chi sb hai 1ong 1a 83 don vi.

Nam 20135, tiép tuc thuc hién dbi véi 17 S&, 8 UBND cép huyén, 6 linh vuc
nganh doc, dong thdi mé rong thuc hién cho 137 UBND cép x&; 12 bénh vién
da khoa, chuyén khoa; 137 tram y té cap xa; 16 trudng hoc (dai dién theo ting céc
cap hoc). Tong sb phiéu khao sét 1a 18.751 phiéu, tong s6 dau mdi dugc danh gia,
xéac dinh chi s6 hai long 13 374 don vi.

Trong nam 2016, d6i tugng duoc khao sat, danh gia duoc bd sung thém céc
phong kham da khoa khu vuc, nang tong sé dau mdi khao sat 1én 384 don vi va
quy md thuc hién Ién 23.821 phiéu.

Trong cac nam tiép theo, sé phiéu khao sat thu duoc lan luot & 23.202 phiéu
(nim 2017), 24.349 phiéu (nim 2018) va 24.474 phiéu (nim 2019). Trong do,
08 chi nhanh van phong dang ky dat dai dugc dua vao dbi twong khao sat tir nim
2017, nang tong s6 dau mdi khao sat tang 1én 393 don vi (bang véi nam 2019) va
dat muac cao nhat trong cic nam trién khai vao nim 2018 vé6i 395 don vi. Cac nim
tiép theo, s6 lugng dau mdi khao sat c6 xu hudng giam do cac khdi co quan thyuc
hién kién toan lai bo may nhu: Hop nhat 5 chi cuc thué thanh 2 chi cuc thué
khu vuc; sap nhap xa Dién Binh va Dién Loc dé thanh 1ap x& Binh Loc; giai thé
5 phong kham da khoa khu vuc trén dia ban thanh phb Nha Trang;. ..

Sang giai doan 2021 - 2023, tinh thuc hién khao sat mac d6 hai long nam
2022 va ndm 2023 véi s6 phiéu khao sét lan luot 14 24.364 phiéu (389 don vi) va
23.988 phiéu (385 don vi).

Néu chi tinh riéng cidc co quan hanh chinh, don vi cung cip dich vu
hanh chinh cong, sé phiéu khao sat di vao on dinh tir nam 2016 - 2023 véi mic
trung binh khoang 13.600 phiéu, trong d6 nam 2016 khao sét it nhat véi 13.442
phiéu va nam 2017 nhiéu nhat véi 13.700 phiéu. Bat dau tir nam 2017, voi



xu huéng cac dich vu cbng truc tuyén dan phat trién, khach hang nop hd so
truc tuyén ciing dugc dua vao dbi twong khao sat. Tir nam 2017 — 2019, s6 phiéu
khéo sat dbi véi khach hang truc tuyén thu dugce dudi 1.500 phiéu/nam va ting 1én
1.967 phiéu ¢ nam 2022. Nam 2023, s6 phiéu khao sat khach hang truc tuyén dat
4.102 phiéu, tang hon gap d6i so véi nam 2023 va chiém 30% tong sé phiéu khao
sat cac co quan hanh chinh, don vi cung cap dich vu hanh chinh cong (xem thém
Biéu do 1).
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OTbéng s6 phiéu B Phiéu khao sat khach hang truc tuyén

Biéu d6 1. Quy md miu khao sat ciia c4c co quan hanh chinh, don vi cung cip
dich vu hanh chinh cong giai doan 2014 - 2023

Nhu vay, tinh dén nay, d6i tuong khao sat, danh gia gdm c6 385 don vi
dau méi va duoc phan thanh 14 khéi co quan, don vi (sau ddy goi chung la céc
khoi co quan), gom: (1) Cac So va Ban Quan ly Khu kinh té Van Phong;
(2) UBND cac huyén, thi x4, thanh phé; (3) Cong an; (4) Bao hiém x4 hoi; (5) Kho
bac Nha nuéc; (6) Thué; (7) Hai quan; (8) Ngan hang Nha nudc chi nhanh tinh; (9)
Vin phong ding ky dat dai; (10) UBND cac x4, phuong, thi tran; (11) Bénh vién
da khoa, chuyén khoa; (12) Phong kham da khoa khu vuc; (13) Tram Y té cap xa;
(14) Céc truong hoc. Tong sd phiéu da khao sat, danh gia mirc do hai long
giai doan 2014 — 2023 14 166.755 phiéu, trong d6 c¢d 95.463 phiéu khao sat céc
co quan hanh chinh, don vi cung cap dich vu hanh chinh céng va 71.292 phiéu
khao sét cac don vi su nghiép cong lap y té, gido duc.

(Xem s6 liéu chi tiét tai Phu luc 1. Tong hop quy md mdu khdo sét tir ndm
2014 - 2023)

2. Két qua chi sé hai 1ong cic co quan hanh chinh, don vi cung céap
dich vu hanh chinh cong

Két qua tdng hop chung cho thay chi s6 hai 1dng trung binh cua 10 khoi
co quan hanh chinh, don vi cung c4p dich vu hanh chinh cong (sau ddy goi chung
la nhém co quan cung cdp dich vu hanh chinh c6ng) giai doan 2014 - 2023 c6



xu hudng ting qua cac nim, riéng nim 2016 c6 chi sb giam so véi nam 2015
(giam 2,27%). Va, dac biét tang manh & cac nam 2018 (tang 4,17%) va nam 2023
(tang 3,73%), diém dang chu ¥ 1a day 1a cac nam lién ké sau khi Tinh ty ban hanh
Chuong trinh hanh déng sb 12-CTr/TU ngay 31/3/2017 tiép tuc thuc hién
Nghi quyét Trung wong 5 (khoa X) vé day manh cai cach hanh chinh, nang cao
hiéu luc, hiéu qua quan 1y nha nudc va Ban Thuong vy Tinh ty ban hanh Két luan
s6 91-KL/TU ngay 18/10/2022 vé tiép tuc day manh cai cach hanh chinh, nang cao
hiéu lyc, hiéu quan 1y nha nudce ciing nhu cac van ban trién khai caia UBND tinh.

So v6i muc tiéu dé ra tai K& hoach Cai cach hanh chinh cua tinh hang nam
thi c6 3/8 nam khao sat chi s6 hai long trung binh cua nhom chwa dat muc tiéu
UBND tinh dé ra, gom cac nam: 2016, 2017 va nam 2022 (xem thém Biéu do 2).
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Biéu @b 2. Chi s6 hai long trung binh ciia 10 khoi co' quan hanh chinh, don vi
cung cap dich va hanh chinh cong giai doan 2014 - 2023

Két qua khao sat, danh gia mirc do hai 10ng nam 2014 cho thy Tiép can
dich vu (TC) 14 tiéu chi dugc khach hang danh gia hai long thap nhat & nhom
co quan cung cap dich vu hanh chinh cong, chi dat 66,41% va la tiéu chi duy nhat
trong 6 tiéu chi danh gia nam ¢ mac xép hang trung binh (dudi 68%). Tiéu chi
Sy phuc vu cta can bg, cdng chuc, vién chic (PV) c6 chi sé dat 81,29%, Ia tiéu chi
thanh phan duy nhit dat trén 80%. Cac tiéu chi con lai, gdm: Diéu kién phuc vy,
tiép don (PK); Tha tuc hanh chinh (HC); Két qua, tién do giai quyét cong viéc
(KQ); Tiép nhan, xt ly théng tin phan hdi (TT) c6 két qua bién dong trong khoang
tir 73,28% dén 77,07%.

Pén nam 2023, chi s6 cé4c tiéu chi thanh phan caa nhom déu c6 su chuyén
bién tich cuc so véi nam dau trién khai Quy ché 2072, tuy nhién so véi muc tiéu
CCHC nam 2023 (trén 84%) thi c6 su phan hoa giira cac tiéu chi thanh phan.
Nhoém céc tiéu chi dat muc tieu gdm: (1) Su phuc vu cua cén b, cdng chic,
vién chic; (2) Két qua, tién do giai quyét cong viéec; (3) Tiép nhan, xt ly thdng tin
phan hdi c6 chi sb trén 88% va dang dan tiém can véi muc tiéu nam 2025 (90%);



trong d6 Két qua, tién do giai quyét cong viéc; Tiép nhan, xt ly thdng tin phan hoi
c6 su chuyén bién rd rét voi chi sé ting so véi ndm 2014 1an luot 13 14,93% va
12,84%. Tiéu chi Tiép can dich vy; Diéu kién phuc vu, tiép doén; Thu tuc
hanh chinh 1a 3 tiéu chi chua dat myc tiéu nim 2023 nhung van dam bao chi s dat
trén 80%. Trong cac tiéu chi thanh phan, Tiép can dich vu c6 chi s nam 2023 ting
S0 véi nam 2014 cao nhat v&i gan 16% tuy nhién day tiép tuc 12 tiéu chi c6 chi s6
thap nhat trong 6 chi s6 thanh phan (xem thém Biéu do 3).
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Biéu d6 3. Két qua tiéu chi thanh phan chi s6 hai long cia 10 khéi co’ quan hanh chinh,
don vi cung cap dich va hanh chinh cong nim 2014 va nim 2023

Sau 10 nidm trién khai khao sat, danh gia mic d6 hai 10ng theo Quy ché
2072, mirc @ hai 1ong trung binh ciia nhém co quan cung cap dich vy hanh chinh
cong da tang tur 75,04% (nam 2014) 1én 85,71% (nam 2023) v4i mic tang la
10,67%.

Két qua chi so hai long giai doan 2014 — 2023 cua tung khéi co quan
nhu sau:

a) Cac Sé va Ban Quan Iy Khu kinh té Van Phong (sau ddy goi chung Ia
khoi So)

Trong 8 nam trién khai khao sét, chi s6 hai long caa khdi S¢ ¢6 7 nam dat
muc tiéu cta UBND tinh dé ra tai ké hoach cai cach hanh chinh hang nim —
nhiéu nhat trong cac khéi co quan. Nam 2022 1a nam duy nhat khéi So chua dat
muc tiéu dé ra, tuy nhién chi sé hai 1dng chung cua khdi S¢ dat cao nhat trong céac
khdi co quan va chi thip hon muc tiéu tinh dé ra 0,24%. Ngoai nim 2022, nim
2016 ciing ghi nhan két qua hai 10ng caa khéi S cao nhit trong cac khdi khao sét.

Nim 2023, chi s6 hai long chung caa khdi S¢ dat 86,21%, tang 10,34% so véi
nam 2014 va cao hon 2,2% so voi muc tiéu nam 2023 dé ra (xem thém Biéu do 4).
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Biéu do 4. Chi sé hai ldng chung caa khéi S& giai doan 2014 - 2023

b) Uy ban nhan dan céac huyén, thi xa, thanh phd (sau day goi chung la

UBND cdp huyén)

So vé6i mat bang chung, khéi UBND cép huyén c6 chi sé hai 1ong chung
nam trong nhoém c6 két qua cao hang nam; trong d6, naim 2018 khdi din dau nhém
co quan hanh chinh cung cip dich vu hanh chinh cong voi chi s6 hai long dat
83,19% (cao hon 5,19% muc tiéu tinh dé ra nam 2022). Tuy nhién, chi s6 hai long
cua khéi chua co sy duy tri bén vimg (3 nam c6 chi s6 giam) va 2 nam chua dat
muc tiéu ké hoach (niam 2014 va nam 2022). Nam 2014 (nim dau tién t6 chic
khao sat), khdi UBND cap huyén c6 chi s6 hai long dat 74,69%, thap hon muc tiéu

dé ra 1a 75% (xem thém Biéu do 5).
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Biéu dd 5. Chi s6 hai 16ng chung ciaia UBND céap huyén giai doan 2014 - 2023



Sau 10 nam, chi s6 hai 1ong cua khéi da dat 87,33% (tang 12,64% so véi
nim 2014), cao thi 2 trong 10 khdi co quan, chi thap hon 0,41% so véi Khoi
UBND céc x4, phudng, thi tran.

¢) Khéi Bao hiém x& hai (BHXH)

Tir ndm 2014 - 2017, khdi BHXH lién tuc 4 nim c6 chi s6 hai long chung
dudi muc tiéu tinh dé ra va déu co chi sb dudi 74%. Tuy nhién, véi cac giai phap
trién khai quyét liét cia nganh, dic biét trong viéc ddy manh @ng dung rong rai
cbng nghé thong tin trong hoat dong cta nganh BHXH va phuc vu khach hang,
tor nam 2018 tr¢ di, khach hang da cé nhitng danh gia tich cuc va ngay cang tang
qua cac nam. Nam 2018, khoi BHXH ciing ghi nhan muc ting chi s6 hon 6% so
véi nam 2017, mirc ting so v6i nam lién ké cao nhit trong cac nam danh gia.

Trong nam dau tién trién khai Quy ché 2072, BHXH 1a khdi co quan c6 chi
s6 hai 1ong thap nhét, chi dat 70,78% va thap hon muc tiéu nam 2014 dén 4,22%.
Tuy nhién, vai nd luc cia cac co quan BHXH trén dia ban tinh, khéi dat muyc tiéu
murc d6 hai 1ong toi thieu 80% cua giai doan 2010 - 2020 vao nam 2019 véi chi s6
80,62% va dén nam 2023 di tang 1én 86,86%, cao hon 2,85% so v&i muyc tiéu dé ra
nam 2023 (xem thém Biéu do 6).

——Muc tiéu hang nim  =@=Chi s hai long chung
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Biéu d6 6. Chi s6 hai long chung cia khéi BHXH giai doan 2014 — 2023
¢) Khoi Hai quan

Khoi Hai quan 1a mot trong nhiing khéi c6 chi sé hai vuot muc tiéu ma
UBND tinh dé ra ngay trong nam dau tiéu trién khai Quy ché 2072 dat 75,98%
(cao hon 0,98% so v&i muc tiéu dé ra). Tuy nhién, két qua hai long qua cac nim
cua khdi chua cho thiy su cai thién 6n dinh (ndm 2016, 2017 c6 chi sé hai long
thap hon ndm 2015; nam 2022, nam 2023 c6 chi s6 hai 1ong thap hon nam 2019 —
(xem thém Biéu do 7).
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Muc tiéu hing nim  =®=Chi s6 hai long chung
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Biéu d6 7. Chi sé hai ldng chung cia khéi Hai quan giai doan 2014 — 2023

Trong 2 nam khao sat, danh gia mac do hai long gan nhat, khbi Hai quan c6
chi so hai long la 81,54% (nam 2022) va 82,24% (nam 2023), déu chua dat muc
tiéu UBND tinh d¢€ ra trong nam. So véi nam 2014, chi so hai long nam 2023 cua
khoi Hai quan chi tang 6,26%, 1la murc tang thap nhat trong cac khoi khao sat.

d) Khoi Cong an

Muc tiéu hing nim  =@=Chi s6 hai long chung
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Biéu do 8. Chi s6 hai 10ng chung ciia khdi Cong an giai dean 2014 — 2023

cung véi khdi Hai quan, khéi Cong an ciing 13 khdi ¢d két qua khao séat
trong nim dau trién khai Quy ché 2072 ¢ nhom cé két qua cao, dat 76,41%
(cao hon muc tiéu 1,41%) va cao thua 2 trong 8 khéi co quan. Tuy nhién khéi
khong duy tri duoc két qua dat duoc va cd chi s6 hai long giam dan trong 3 nam
khao sat tiép theo (tir naim 2015-2017). Clng véi khdi BHXH va khéi Hai quan,
khdi Cong an ciing c6 chi s6 hai long chung ting cao ¢ nam 2018 (ting trén 6% so
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v6i nam 2017). Nam 2019, chi s6 caa khdi ¢6 su sut giam 0,73% va sau d6 tiép tuc
tang theo xu hudng chung (xem thém Biéu do 8).

Chi s6 hai long chung nam 2023 cua khdi Cong an dat 84,69%, cao hon muc
tiéu de ra 0,68% va cao hon 8,28% so véi két qua nam 2014.

d) Khoi Kho bac Nha nwéc (KBNN)

Sau 2 nim dau khao sat mac do hai long theo Quy ché 2072, khéi KBNN
déu dat muc tiéu tinh dé ra. Nam 2016 1a nim duy nhat khdi c6 chi s hai long
chung giam so véi nam trude lién ké (giam 2,96% so véi ndm 2015), cac ndm con
lai déu c6 két qua ting, trong d6 tang cao nhét 1a nam 2018 (ting 4,59% so véi
nam 2017) va nam 2023 (tang 4,45% so v&i nam 2022).

Tong hop chung, khdéi KBNN c¢6 5/8 nim dat muc tiéu mac do hai long
dé ra, cac nam chua dat 1a nam 2016, 2017 va 2022. Tt niam 2014 dén nam 2023,
chi s6 cua khéi da ting tir 75,96% lén 87,1%, khoang chéch léch 1a 11,15%
(xem thém Biéu do 9).
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Biéu d6 9. Chi sé hai long chung ciia khdi KBNN giai doan 2014 — 2023
e) Ngan hang Nha nwéc chi nhanh tinh Khanh Hoa

V6i dic thu 1a don vi nganh doc duy nhat dugc khao sat khong co don vi
truc thugc va sé lugng khach hang hang nam kha it, Ngan hang Nha nuéc chi
nhanh tinh c6 két qua chi s hai 1ong trung binh cac nam danh gia cao nhat trong
nhom, trong d6 ¢6 3 nam dan dau (nam 2014, 2015 va 2017) va 1a khéi dau tién
cua tinh dat muc tiéu Chuong trinh cai cach hanh chinh tinh giai doan 2011-2020
dé ra (dat trén 80% vao nam 2020) tir ndm 2017 (xem thém Biéu do 10).

Mtic tang chi s6 hai 10ng gitta nim 2014 va nam 2023 cua Ngan hang Nha
nuéc chi nhanh tinh 13 10,22%, kha tuong dong vai chi sé hai long trung binh
chung cta nhém co quan cung cap dich vu hanh chinh cong (10,67%).
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Muc tiéu hing nim  =®=Chi s6 hai long chung
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Biéu dd 10. Chi s hai l1ong chung ciia Ngan hang Nha nwéc chi nhanh tinh
giai doan 2014 — 2023°

g) Khéi cac co quan Thué

Trong thoi gian qua, cac co quan Thué trén dia ban tinh da c6 nhiéu nd luc,
giai phap dong hanh ciing doanh nghiép, nguoi nop thué. Két qua khao sat ciing
cho thidy mutrc d6 hai 10ng cia khach hang c¢6 xu hudng ting dan qua cic nim tir
nam 2017-2023, tuy nhién téc do ting hau nhu khong theo kip véi muc tiéu ma
tinh dé ra (xem thém Biéu do 11).
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Biéu d6 11. Chi sé hai long chung cia khéi cac co quan Thué giai doan 2014 — 2023

Nam 2023, chi s6 hai 16ng chung cua khdi cac co quan Thué dat 83,62%,
thap hon muc tiéu ké hoach 0,39%. So v&i nam 2014, chi SO hai 1ong nam 2023
cua khoi cao hon 9,41%. Vi yéu cau ngay cang cao va hudng dén muc tiéu mac

2 Nam 2019, s6 lugng phiéu thu vé ciia Ngan hang Nha nudc chi nhanh tinh chwa du diéu kién phan tich chi
s hai long
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d6 hai long téi thiéu 90% vao nam 2025 tai Chuong trinh cai cach hanh chinh nha
nuédc giai doan 2021-2030, doi hoi nganh thué can tiép tuc trién khai nhiéu giai
phap quyét liét, dong bd dé nang cao mirc d6 hai 16ng cua ca nhan, to chac va
doanh nghiép.

h) Khéi Vin phong ding ky dat dai

Khéi Van phong dang ky dat dai cong bé chi sé hai 1ong lan dau tién vao
nam 2019 véi chi s hai long chung dat 80,03%, dat muc tiéu cai cach hanh chinh
giai doan 2011 - 2020, tuy nhién day 1a két qua thip nhit trong nhém co quan cung
cap dich vu hanh chinh cong. Két qua khao sat, danh gia nim 2022 ciing chua ghi
nhan su chuyén bién dang ké khi chi sé hai long chung caia khéi chi ting 0,27% so
v6i nam 2019, chua dat muyc tiéu nam 2022 va tiép tuc 1a khéi c6 chi s hai long
thap nhat trong nhom.

Tin hiéu tich cuc cia khéi ghi nhan vao nam 2023, chi s6 hai long chung dat
84,63%, dat myc tiéu cua nam va ting 4,33% so v&i nam 2022 (xem thém Biéu do
12). Bong thoi, véi viéc Luat Dat dai co hiéu luc tir ngay 01/8/2024, day 1a co hoi
cling nhu thach thic cua cac don vi trong khdi van phong dang ky dat dai noi riéng
cling nhu nganh tai nguyén va méi truong néi chung dé nang cao mirc do hai long
cua ngudi dan, doanh nghiép, dic biét d6i vai tieu chi thanh phan Thu tuc hanh
chinh — tiéu chi c6 két qua thap nhat nam 2023 cua khoi.

C—Chi s6 hai long chung ~ =—@=Muc tiéu hang nim
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Biéu dd 12. Chi sé hai 1ong chung ciia khoi viin phong diing ky dat dai
nam 2019 - 2023

i) Khéi Uy ban nhan dén cac xa, phwong, thi tran (sau ddy goi chung la
UBND cdp x&)

Nam 2015, UBND cép xa duoc bd sung vao dbi tuong dugc khao sat va giao
UBND cap huyén chu tri té chiic khao sat mac d6 hai 1ong. Két qua khao sat nam
dau tién cho thdy UBND cép xa cta 7/8 huyén déu cd chi sb hai long dat myc tiéu
dé ra (75%), rieng UBND cap x4 thudc huyén Khanh Son c6 chi s6 con thap, chi
dat 68,92%. Nhin chung, chi sb hai Iong UBND cap x4 giira cac dia ban chua co su
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ddng déu, khoang cach chéch léch chi sé hai 1ong UBND cép x4 gitta dia ban c6
két qua cao nhat va thap nhat 1 12,47%.

Sau 10 nam trién khai Quy ché 2072, khoang cach trén da dugc thu hep chi
con 4,64% va chi sb hai 1ong cua timg dia ban co su cai thién dang ké. Dia ban co
chi s6 hai 1ong chung cia UBND cdp x& cao nhat 14 huyén Khanh Vinh (dat
89,56%) va thap nhat 1a huyén Van Ninh (dat 84,92%) — Xem thém Biéu do 13.

BNam 2015 ®Nam 2023
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Biéu do 13. So sanh Chi sé hai long chung caa khdi UBND cap xi theo dia ban
nam 2015 va nam 2023
Tong hop chung toan tinh nam 2023, chi s6 hai 1ong cua khdi UBND cap x4
la khdi ¢6 chi s hai 1ong cao nhat trong nhém céc co quan cung cap dich vy hanh
chinh cdng véi chi s6 dat 87,74%, ké dén 1a khdi UBND cip huyén dat 87,33%.

2. Két qua chi so hai 1ong cac don vi y té cong lap

Tong hop chung két qua chi sb hai 10ng tir ndm 2016 dén nim 2023 cta khdi
bénh vién da khoa, chuyén khoa; khdi phong kham da khoa khu vuc; khdi tram y té
(sau ddy goi chung la nhém don vi y té cong lap) cho thay cé sy chuyén bién va
tang dan qua cac nam (xem Biéu do 14). Tur chi s6 dat 71,14% (nim 2016) d3 ting
1én 87,43% (nam 2023), khoang cach chéch léch 1a 16,29%. Trong d6, murc tang
cao nhat gitta 2 nam lién ké 1a 7,6% (nam 2017 so v&i nam 2016) va 5,34% (nam
2023 s0 v6i nam 2022). So v6i muc tiéu dit ra hang nam, nhém don vi y té cong
lap c6 2 nam chwa dat muc tiéu 13 ndm 2016 (thdp hon muc tiéu 3,86%) va nim
2022 (thap hon muc tiéu 0,92%).
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——Muc tiéu hang naim  =@=Chi s} hai long trung binh
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Biéu d6 14. Chi sé hai long trung binh cia 03 khéi don vi y té cong lap giai dean
nim 2016 — 2023°

Chi sb hai 1ong linh vuc y té dugc danh gia trén 6 tiéu chi: Tiép can dich vy
(TC); biéu kién tiép don, phuc vu (PK), Su phuc vu caa can bo, nhan vién y té
(PV); Két qua dich vu (DV); Chi phi dich vu (CP); Tiép nhan, xt ly thong tin
phan héi (TT).
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85.27%

TT PK
90.70% 85.16%
P 69.14% 71.25% ’
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86.89%
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Biéu @6 15. Két qua tiéu chi thanh phan chi sé hai long trung binh cia 03 khdi don vi
y té cong lap nam 2016 va nim 2023
Nam 2016, nhém don vi y té cong lap cd 2 tiéu chi thanh phan co chi s6
du6i 70% 1a Tiép can dich vu (dat 66,91%); Tiép nhan, xu ly thdng tin phan hdi
(dat 69,14%) va khong cd tiéu chi nao c6 chi sé trén 80%. Tiéu chi dat chi sé cao
nhat nam 2016 cta nhom 1a Su phuc vu caa can bo, nhan vién y té véi 76,79%.

$Nam 2014, nam 2015 chua céng bd dii chi s6 cua cac khdi don vi y té cong lap
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Tuy nhién, véi viéc ddy manh trién khai cac giai phép nang cao sy hai long cua
khach hang, ngudi bénh trén toan nganh, dic biét giai doan phuc hdi sau dai dich
Covid-19, chi s hai 16ng ciia nhom di ghi nhan tich hiéu tich cuc trong nim 2023
khi c6 2/6 tiéu chi c6 chi sb trén 90% (Su phuc vu caa can bo, nhan vién y té va
Tiép nhan, xir Iy théng tin phan hdi) va cac tiéu chi con lai déu dat trén 85%
(xem Biéu do 15). Cac don vi trong nhém can tiép tuc phan dau cai thién, duy tri
két qua dat dugce dé sém hoan thanh muc tiéu hai 1ong cua giai doan 2021 - 2030.

Két qua chi sb hai long giai doan 2016 — 2023 cua ting khdi co quan nhu sau:
a) Khéi bénh vién da khoa, chuyén khoa

Muc tiéu hing nim  =@=Chi s6 hai long chung
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Biéu d6 16. Chi sé hai long chung khéi bénh vién da khoa, chuyén khoa giai doan
nam 2016 — 2023

Nhin chung, két qua thuc hién muc tiéu hang nim giai doan 2016 — 2023 cua
khdi bénh vién da khoa, chuyén khoa kha gidng véi két qua chung cua nhém don
vi y té cong 1ap véi 4 nam dat muc tiéu va 2 ndm chua dat (ndm 2016 va nim
2022). Khéi bénh vién, phong kham 1a khoi c6 chi s6 hai 1ong chung dat muyc tiéu
cua giai doan 2015-2020 (dat trén 80% vao nam 2020) sém nhét trong nhdm Vi
két qua chi s6 hai long dat 80,19% vao niam 2017. Mic du, nam 2019 chi s6 cua
khéi bénh vién, phong kham co sut giam 2,15% so véi nam 2018 nhung két qua
van duy tri trén 80% (xem thém Biéu do 16).

b) Khéi phong kham da khoa khu vuc

Trong 6 nam trién khai khao sat, danh gia muc d6 hai long theo Quy ché
2072, khdi phong kham da khoa khu vuc ¢6 3 nam chua dat muc tiéu cia UBND
tinh (ndm 2016, 2019, nam 2022), tuy nhién diém ghi nhan 1a chi s6 cua khdi co su
cai thién qua cac nim va bam kha sat véi muc tiéu dé ra - chi s6 hai long chéch
léch khéng qua 1% so véi muc tiéu dé ra tir ndm 2017 — nam 2022 (xem thém
Biéu do 17). Nam 2023, chi s6 hai 1ong caa khéi dd co su chuyén bién manh khi
dat 87,28%, cao hon muc tiéu 3,26% va tang 4,27% so vo1 nam 2022.
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Muc tiéu hing nim  =®=Chi s6 hai long chung
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Biéu dd 17. Chi sé hai long chung khéi phong kham da khoa khu vuc giai doan nim
2016 — 2023

¢) Khoi tram y té

Theo Quy ché 2072, khoi tram y té duoc giao cho UBND cap huyén chu tri
t6 chuc khao sat muc do hai 1ong. Chi sb hai long chung nam 2023 cua tram y té
gitta cac dia ban van co su phan hoa, khoang cach chéch léch chi s6 hai long chung
tram y té gitra dia ban co két qua cao nhat va thap nhat mac du da dwoc thu hep
nhung van con kha 16n 7,76% (muc chéch léch nam 2016 1a 10,48%)).

Nam 2023, chi s6 hai 10ng chung cta tram y té tai 8 dja ban déu dat muc tiéu
ké hoach CCHC cua tinh dé ra (dat trén 84%). Trong d6, c6 03 dia ban cd chi s6
hai long chung dat trén 90% la huyén Dién Khanh, Cam Lam va thi x& Ninh Hoa;
dia ban co chi s6 thap nhat Ia huyén Khanh Son (dat 84,27%).
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Biéu d6 18. So sanh Chi sé hai long chung cia khéi tram y té theo dia ban
nam 2016 va nam 2023
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3. Két qua chi s hai long cac don vi gido duc va dao tao cong lap

Tir ndm 2015 dén nay, chi sé hai long trung binh cua cac truong hoc do So
Gi4o duc va Pao tao, UBND thanh phé Nha Trang va UBND thi xa Ninh Hoa trién
khai khao sat c¢6 3 nam (ndm 2015, 2016, 2018) dat muc tiéu caa UBND tinh. Tuy
nhién, 3 ndm gan day (nim 2019, 2022, 2023), chi s6 chung cta khéi trudong hoc
déu chua dat muc tiéu tinh dé ra, trong do chi sb muc d6 hai long trung binh doi
Vi cac truong hoc khao sat ndm 2019 chi dat 74,37% (thap hon muc tiéu cia nim
2015, 2016 — Xem biéu do 19).

Nhin chung qua cac nam, két qua khao sé&t cua timg don vi cho thay céc
treong dai hoc, cao dang cé chi so hai long thap hon cac cap hoc con lai, trong khi
do6 cac truong mam non ghi nhan két qua hai Iong cao nhat.
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Biéu d6 19. So sanh Chi sé hai long trung binh cac trwong hoc
giai doan nam 2015 - 2023

Déi vai linh vuc gido duc va dao tao, thuc hién khao sat, danh gia trén 06
tiéu chi sau: Tiép can dich vu (TC); Co s vat chat, trang thiét bi (CS); Mbi truong
gido duc (MT); Hoat dong gi4o duc (HP); Két qua cua gido duc (KQ); Tiép nhan,
xt ly thong tin phan hoi (TT).

So voi nam 2015, chi s6 hai 10ng nam 2023 cua tiéu chi Két qua gido duc co
mtc ting cao nhat, bién dong tir 75,5% 1én 85,19% (ting 9,69%), day ciing 1a tiéu
chi ¢6 chi sé cao nhat naim 2023 & nhém cac truong hoc. CAc tiéu chi con lai déu
cai thién, tuy nhién khéng c6 nhiéu thay doi so véi nam dau trién khai khao sat,
danh gia. Cu thé, tiéu chi Tiép can dich vu va Co so vat chat, trang thiét bi tiép tuc
la cac tiéu chi ¢ chi s hai long thap nhét (chi sé thay d6i tir khoang 75% lén
80%). Két qua tiéu chi Méi truong giéo duc, Hoat dong gido duc va Tiép nhan, xir
ly théng tin phan hdi ndm & nhém tiéu chi c6 chi s6 cao, chi s6 nam 2015 cua cac
tiéu chi nay dat xap xi 79% va cing ting 1én khoang 84,5% vao nim 2023
(xem thém Biéu do 20).
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Biéu d6 20. Két qua tiéu chi thanh phan chi s6 hai 1ong ciia cac don vi gi4o duc
va dao tao cong lap nam 2016 va nam 2023

I11. SUDUNG KET QUA KHAO SAT, CHI SO HAI LONG
1. P6i v6i co quan hanh chinh, don vi cung cap dich va hanh chinh cong

Ngay trong nam 2014, S& Noi vu dd tham muu UBND tinh stra d6i Quy ché
danh gia, xép hang két qua thuc hién cong tic CCHC cua céc co quan, don vi trén
dia ban tinh Khanh Hoa. Trong d6, chi sé6 mac do hai long duoc dua vao cham
diém xac dinh chi s6 CCHC (véi co cau tir 12 — 15% tong diém tuy khoi co quan
va hién dang chiém co cdu 18% tong diém chuan), gilp cho viéc danh gia két qua
CCHC toan dién, sat thuc chét, phan anh déy du céc yéu té dau véo va két qué dau
ra caa CCHC. Do co ciu diém cua Chi sb hal long trong Chi s6 CCHC chiém ty
trong kha 16n nén sy bién dong caa 2 chi s6 nay c6 méi twong quan chat ché vai
nhau theo chiéu thuan nghia 1a chi s6 hai long ting s& gop phan lam Chi s6 CCHC
cua co quan, don vi ting manh va nguoc lai.

Bén canh do, tiéu chi danh gia bam sat muc tiéu mac d6 hai long dé ra trong
ké hoach CCHC hang nim cua UBND tinh véi yéu cau ngay cang cao, do d6 doi
hoi cac co quan, don vi, dia phuwong phai c6 giai phap quyét liét, ddng bo trong
cong tac CCHC néi chung va nang cao chat lugng phuc vu noi riéng. Cac giai phap
huéng dén phuc vu nguoi dan phai duoc thuc hién thuong xuyén, lién tuc gop
phan cai thién chi sb hai long trén cac tiéu chi thanh phan da dugc xac dinh, qua do
nang cao Chi sé6 CCHC cua co quan, don vi.

Tir ndm 2022, thuc hién Két luan s6 91-KL/TU ngay 18/10/2022 cua Ban
Thuong vu Tinh ay vé tiép tuc ddy manh cai cach hanh chinh, nang cao hiéu luc,
hiéu qua quan 1y nha nudc yéu cau “khdng xép hang Tét vé két qua CCHC doi Véi
co quan, don vi, dia phirong c6 chi s6 hai 10ng tir 80% tré xuéng”. Trong dot danh
gia CCHC nam 2022, UBND thanh phé Cam Ranh mac du c6 két qua Chi sé
CCHC dat 87,62% (nam trong muc chi sé dugc xép hang Tét) tuy nhién theo Két
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luan s6 91-KL/TU thi chi duoc xép hang Khéa do Chi sé hai 1ong chi dat 77,28%.
Nam 2023, khéng c6 co quan, don vi bi ha hang xép loai tir Tét xudng Kha do cé
chi s6 hai 1ong tir 80% tro xudng.

Trén co s& két qua khao sat muc do hai long va phan anh, kién nghi cua
ngudi dan, to chic, S& Noi vu cliing cac co quan chil tri da tiép thu, tham muu céac
giai phap CCHC, trong d6 diéu chinh muc tiéu chi s hai long hang nam phu hop
va huéng dén muc tiéu cua ca giai doan 2011 — 2020, giai doan 2021 — 2030. Cac
giai phap chinh, co ban dugc dé ra chu yéu tai K& hoach CCHC tinh giai doan
2016 — 2020, Chuong trinh CCHC tinh giai doan 2021 — 2030 va cac ké hoach
trién khai hang nam; Chi thi s6 19/CT-UBND ngay 29/8/2016 cia UBND tinh vé
viéc day manh cong tac CCHC giai doan 2016 — 2020; cac vian ban trién khai
Chuong trinh hanh déng sé 12-CTr/TU ngay 31/3/2017 cua Tinh ay, Két luan sé
91-KL/TU ngay 18/10/2022 cia Ban Thuong vu Tinh uy ban hanh; tai b4o cao chi
s6 hai long va cac théng béo két luan sau hoi nghi cong bd chi sé hang nam;... Cu
thé cac giai phéap trong tdm d6i voi co quan hanh chinh, don vi cung cap dich vu
hanh chinh cong nhu:

- Vé cbng tac tuyén truyén: Thuc hién day du, nghiém tdc cac hoat dong
tuyén truyén CCHC theo ké hoach hang nim ctia UBND tinh, trong d6 diy manh
thong tin, tuyén truyén vé cac hoat dong va két qua CCHC, nang cao chat luong
phuc vu nguoi déan, ndng cao sy hai long cua nguoi dan ma cac co quan, don vi,
dia phuong thuc hién; tao su lan téa va cang ¢ niém tin cua Nhan dan d6i véi su
phuc vu cua timg co quan, don vi, dia phuwong néi riéng va nén hanh chinh tinh
Khanh Hoa néi chung. Viéc thdng tin, tuyén truyén dugc thuc hién thuong xuyén,
rong rii dén ngudi dan, to chic doanh nghiép bang nhiéu hinh thire thiét thuc, sinh
dong.

Cha trong cong tac thoéng tin, truyén thong dén nguoi dan, té chic,
doanh nghiép nop ho so truc tuyén, thanh toan truc tuyén, st dung dich vu buu
chinh cong ich dé giam gidy to, giam thoi gian va sb lan di lai, giam chi phi giai
quyét thi tuc hanh chinh, ting cuong tinh minh bach va hiéu qua giai quyét céng
viéc; thay doi tu duy tir “lam ho, 1am thay" sang hd trg, huéng dan dé nang cao ky
nang sd cho ngudi dan, doanh nghiép; thay doi thoi quen sir dung hé so gidy sang
st dung ho so dién tu, timg budc hinh thanh cng dan s6, xa hoi sb.

To chiic quan triét toan bo Ké hoach CCHC cua tinh Khanh Hoa céc
giai doan, Ké hoach CCHC hang ndm dén toan thé can b, cong chuc, vién chic;
quéan triét day du tir muc tiéu, yéu cau, nhiém vu phai thuc hién va trach nhiém
tham gia cu thé cua tirng bo phan, phong ban, ting can bo, cdng chic, vién chuc,
nguoi lao dong. To chic trien khai cac hoat dong nham nang cao nhan thuc,
tinh than, thai do trong thuc thi nhiém vy, phuc vu Nhan dan cua doi ngii can bo,
cong chic, vién chac theo hudng lay ngudi dan lam trung tam, lay chat luong
phuc vy, mic d6 hai long 1a thude do két qua thuc hién cua cac co quan
hanh chinh nha nuéc cac cap.
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- Vé trach nhiém cia nguoi dimg dau: Ngudi ding dau co quan, don vi,
dia phuong truc tiép chi dao, kiém tra va chiu trach nhiém truéc UBND tinh,
Chu tich UBND tinh vé két qua thuc hién céng tic CCHC néi chung, va viéc
thuc hién cac nguyén tic, quy trinh giai quyét thu tuc hanh chinh theo co ché
mot ctra, co ché mot cira lién thong noi riéng theo quy dinh tai co quan, don vi,
dia phuong minh. X ly nghiém can bo, cong chic, vién chac cham tré,
nhiing nhiéu, tiéu cuc, gay phién ha cho Nhan dan trong qua trinh giai quyét
tha tuc hanh chinh, dich vu céng.

Ké hoach sé 35-KH/TU ngay 23/12/2016 cua Tinh uy vé thuc hién
Nghi quyét Hoi nghi lan tht tu Ban Chip hanh Trung wong Pang (khda XII)
ting cuong xay dung, chinh dén Pang; ngan chin, day 10i su suy thoai vé tu tuong
chinh tri, dao dwac, 16i sdng, nhitng biéu hién “tu dién bién”, “tw chuyén héa”
trong noi bo tiép tuc chi dao thuc hién thuong xuyén viéc lay y kién danh gia su
hai 10ng cua nguoi dan ddi voi co quan, don vi, can bo, cong chic cac so, ban,
nganh va tuong duong, UBND cap huyén, cap x4 truc tiép giai quyét cong viéc cua
Nhan dan va doanh nghiép phu hop véi tinh hinh va diéu kién cu thé cua co quan,
don vi, dia phuong; xur Iy ddi véi nhitng to chirc, ca nhan cd chi sb hai long thap.

Khong xép hang Tét vé két qua CCHC d6i véi cac co quan, don vi,
dia phuong co tir 5% hd so tré han tré 18n, hodc c6 chi sé hai long tir 80% tro
xuéng. Can bo, cong chirc, vién chirc ¢6 tir 10% ho so tré han tro 1én thi khong
duoc xép loai hoan thanh tét nhiém vy tro 1én.

Nguoi dimg dau cac co quan, don vi, khong duoc xép loai hoan thanh tét
nhiém vu tré 18n néu xép hang két qua CCHC dat muc trung binh trg xudng; xt ly
trach nhiém, dua ra khoi quy hoach, diéu chuyén, thay thé nguoi dimg dau néu két
qua CCHC cua co quan, don vi, dia phuong 02 nam lién tuc xép hang Trung binh
hoic 01 nim xép hang Yéu’; to chirc co s& dang, tap thé lanh dao xép loai
hoan thanh xuat sic nhiém vu phai c6 két qua xép hang CCHC xép hang tét.

- Vé tiép cdn dich vu: Minh bach héa toan bo quy dinh, chinh sach, co ché,
bao dam viéc tiép can binh dang cia ngudi dan, té chic, doanh nghiép, nha dau tu
trong va ngodi nudc; xay dung co ché tiép nhan, huéng dan, hd tro kip thoi vé
chinh séch, tha tuc hanh chinh theo nhu cau cua ngudi dan, t6 chirc, doanh nghiép
va nha dau tu. Pong thoi, da dang hoa cac hinh thuac cung cip thong tin dé tao
diéu kién thuan loi cho t6 chirc, ca nhan duoc tiép can, tim hiéu khi ¢ nhu cau.

Phéi hop Véi cac co quan thong tin dai ching cha dong tim hiéu, khao sat
nhu cau thong tin dé chu dong cung cap, gigi thiéu, giai dap co trong tam, thiét
thuc; khong dé tinh trang nguoi dan, doanh nghiép can thong tin phai dén xin
co quan hanh chinh nha nuéc ma van kho khin nhu trude day.

Bén canh viéc thiét 1ap sé dién thoai duong day ndng, té6 chac hoi nghi,
hoi thao, tiép tuc tap trung khai thac toi da tién ich cda trang thong tin dién ti,

* Ttr nam 2017 — nam 2021: 03 nidm lién tuc xép hang trung binh hozc 02 nam xép hang yéu
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mang x& hoi; chu dong cap nhat, théng bao khi c¢6 thay doi vé co ché, chinh sach,
thu tuc, quy hoach, ké hoach; tranh thu sy tham gia déng dao cua nguoi dan doi
véi cac nhiém vu phat trién kinh té - x hoi, xay dung néng thdn mai, nhat 12 & cap
chinh quyén co so.

- Vé ddu tw co sé Vvt chat va trang thiét bj tai B phdn Mét cira: Tiép tuc
dau tu co sé vat chat, trang thiét bj tiép don va phuc vu khéach hang, tao méi trudng
phuc vu hién dai, chu dao, thuan tién, than thién va dan chu. Chd trong van minh
hoa khdng gian giao tiép giita co quan hanh chinh nha nuéc voi khach hang, bao
dam cho khéach hang tiép can, giao dich mot cach thuan loi khi dén co quan hanh
chinh nha nudc.

- Vé cdi cach thua tuc hanh chinh, thuc hién co ché mét cia, mét cia
lien théng: Ra soat, don gian hoa thanh phan, sé lwong hd so va quy trinh giai
quyét tha tuc, day manh phan cip, ay quyén giai quyét thii tuc hanh chinh dé tao
thuan loi vira giai quyét nhanh céc nhu cau cia ngudi dan va doanh nghiép.

Chuan héa danh muc thu tuc hanh chinh va cap nhat toan bo thu tuc chuan
hoa vao co sd dir liéu thu tuc hanh chinh trén Céng thong tin dién tir tinh, thong
nhat lién két dén toan bo cong, trang thong tin dién tir cac s¢, nganh, UBND cap
huyén, cap Xa.

R4 soét va ghép cac thu tuc hanh chinh cd lién hé chit ché véi nhau dé cho
phép giai quyét trén mot trén quy trinh, bd sung vao danh muc quy trinh trén Phan
mém mot ctra dién tir; nguoi dan, to chuc va doanh nghiép chi nop ho so mot lan
dé giai quyét dong thoi nhiéu yéu cau cdng viéc.

Tiép tuc trién khai thuc hién cd hiéu qua viéc d6i méi co ché mot cira,
mot cira lién thdng trong giai quyét thu tuc hanh chinh, tap trung nguén luc day
nhanh sé hoa ho so, két qua giai quyét tha tuc hanh chinh, gan viéc s6 hoa véi viéc
thuc hién nhiém vu cua cén bo, cong chuc, vién chic trong qué trinh tiép nhan,
giai quyét thi tuc hanh chinh; day manh tai s dung dir liéu da dugc sé hoa.
Nghiém tdc thuc hién cac quy dinh trong thuc hién co ché mot caa, mot cira
lién théng trong giai quyét thi tuc hanh chinh cho c& nhan, t chic.

Tir ngay 01/9/2016, tat ca cac co quan, don vi, dia phwong thuc hién tao lap
hé so dién tir day du, chinh xac théng tin ngay tir dau vao dé thuc hién co ché mot
ctra, co ché mot cira lién thong thong suét tir khi tiép nhan dén khi tra két qua;
d6ng thoi thuc hién viéc xu ly, quan 1y, luu trit trén phan mém mat cira dién tir mot
cach déng bo. Toan bo théng tin vé ngudi nop hd so (bao gdm ca dia chi cu tra, sd
dién thoai,...) duoc nhap vao phan mém mot cira dién tir dé Iitu trit, phuc vu cho
viéc phat trién dich vu hanh chinh cdng truc tuyén.

Trién khai céc giai phap day manh ¢ng dung cong nghé thdng tin trong quan
Iy nha nudc, cai cach hanh chinh va giai quyét thu tuc hanh chinh, dich vu céng
cho nguoi dan, doanh nghiép; xay dung, hoan thién Hé théng théng tin giai quyét
thu tuc hanh chinh cua tinh véi day du chic nang, tién ich phuc vu nguoi dan,
doanh nghiép, két ndi, chia sé théng tin, di liéu thong sudt véi Cong Dich vu cong
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Quéc gia, Co so dir lisu Qudc gia vé dan cu va cac co sé dir liéu chuyén nganh
khac dé hudng dén muc tiéu don gian hoéa thu tuc hanh chinh, tai st dung di liéu
dién tu.

- Vé sy phuc vu cua can bg, céng chizc: Thuong xuyén kiém tra va xua ly
ngay cac truong hop vi pham vé thai do, vé giao tiép, tng xir, giai quyét cong viéc
khong dung quy dinh, cham tr&; chan chinh tinh trang lam viéc tré gio, vang mat
tai noi 1lam viéc khong c6 1y do, khong c6 ngudi tiép nhan hd so thay thé.
Tang cudng gido duc va gidm sat viéc thuc hién nghiém quy tic wng xo cua
can bg, cdng chirc cac co quan hanh chinh.

Nang cao chat luong ngudn nhan luc thuc hién cong tac giai quyét tha tuc
hanh chinh gan véi ting cuong cdng tac thanh tra, kiém tra trach nhiém trong
thuc thi cdng vu; kip thoi ra soét, thay thé hodc diéu chuyén sang cong viéc khac
d6i vai can bo, cong chirc nang luc yéu, khong dam lam, né tranh, dun day,
lam viéc cam ching, so trach nhiém, dé tri tré va khong dap (ng yéu cau cong viéc
phuc vu nguoi dan, doanh nghiép.

- Vé tiép nhdn, xi ly thong tin phan hoi: ra soat va hoan thién cac
phuong thic phuc vu cho viéc tiép nhan, xir Iy va tra 15i nhanh nhat cac phan anh,
kién nghi cua khach hang lién quan dén sy phuc vu cia co quan hanh chinh
nha nudc, quy dinh hanh chinh, 1am cho nguoi dén va doanh nghiép yén tam hon
vé chat luong phuc vu, minh bach héa hoat dong céng vu, giai quyét thu tuc
hanh chinh, han ché tiéu cuc.

Trén co s& cac giai phap chi dao chung, cic co quan, don vi da trién khai
hodc tham muu trién khai nhiéu giai phap, mé hinh, sang kién thiét thuc, mang lai
hiéu qua tich cuc, tic dong dén chi sé hai 1ong chung caa nganh, linh vuc hoic
toan tinh nhu: Trién khai tiép nhan ho so va tra két qua qua dich vu buu chinh
cong ich trén dia ban tinh (du tién trén linh vuc Iy lich tu phap nam 2014 va mo
rong thém mét sé linh vuc khéc tir ndm 2015); nhan rong mé hinh mét cira, mét
ctra lién thong theo hudng hién dai trén toan tinh (nam 2015); trién khai Hé théng
dich vu tin nhan tu dong va Hé théng tra ctu tinh trang giai quyét TTHC cua to
chtc, c& nhan (nam 2017); giao chi tiéu hd so truc tuyén cho cac co quan, don vi,
dia phuong (tir nam 2017); xay dung, dua vao van hanh Trung tdm Dich vu hanh
chinh céng truc tuyén tinh Khanh Hoa (tir ngay 31/8/2018); cung cap tién ich thanh
toan truc tuyén phi, 18 phi (tir cudi nam 2018) va két ndi thanh toan truc tuyén voi
Cong Dich vu cdng québc gia (tir ngay 10/5/2020); két ndi véi Hé thdng VNPost
gitip cho phép ding ky truc tuyén nhan hd so, tra két qua qua dich vu buu chinh
cong ich trén Trung tdm Dich vu hanh chinh cong truc tuyén tinh (tir ngay
01/7/2019); van hanh chinh thac Hé théng phan anh, kién nghi cua nguoi dan,
doanh nghiép vé kinh t& - x& hoi tinh Khanh Hoa (tr ngay 05/10/2022);
Khai truong Cong thong tin XUc tién dau tu tinh Khanh Hoa (ngay 02/4/2023); dwa
vao hoat dong Trung tdm Phuc vu hanh chinh céng tinh Khanh Hoa (tir ngay
30/9/2023);...
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2. P6i véi cac don vi sw nghiép y té cong lap

Tur két qua khao sét, S& Y té da xay dung va trién khai cac ké hoach nang
cao chat lwong phuc vu tai cac co sd y té, trong d6 nang cao ki niang Gng xir, giao
tiép, y duc ciia nhan vién y té; gop phan nang cao nhan thic va tao sy chuyén bién
manh mé& vé thai do, hanh vi va tinh chuyén nghiép trong chiam séc y té; &p dung
quy tic 5S (Sang loc — Sap xép — Sach s& — San sdc — San sang) trong cai tién chat
lwgng cung cap dich vu cta cac co s& y té nhim tao méi trudng 1am viéc an toan,
sach dep, hiéu qua va khoa hoc, gop phan thuc hién tét co sé y té xanh - sach - dep
- an toan va nang cao chat luong dich vu y té hudéng téi sy hai 16ng cua ngudi dan;
tiét kiém thoi gian, cdng stc, vat tu, thiét bi va cac ngudn luc phuc vu hoat dong
cla co so' Y té; ting cuong hiéu qua cong viéc, han ché I1ang phi, sai s6t trong hoat
dong cung cap dich vu; xay dung y thic cai tién cho moi can bo, nhan vién y té tai
noi lam viéc; xay dung tinh than phéi hop lam viéc nhdm cua can bo y té. Qua do
lam tang sy hai long nguoi bénh, gitp nguoi bénh yén tam, thoai mai trong qué
trinh kham va diéu tri tai co so' y té.

Chi dao, yéu cdu cac don vi y té thudng xuyén to chuc cac nodi dung:
tap huan nang cao ky ning giao tiép cho can bo y té; trién khai b phan cham soc
“khach hang” gan véi nhiém vu truyén théng, gido duc sic khoe, tap trung tai khoa
kham bénh; trién khai trang phuc y té cho cong chuc, vién chic, ngudi lao dong y
té theo quy dinh ciia Bo Y té, dong thoi timg can bo y té cam két nghiém tuc thuc
hién dung cac quy dinh vé trang phuc y té. Ton trong, ling nghe cac y kién phan
anh, buc xdc cuaa Nhan dan, cac don vi trong toan nganh phan céng cdng chuec,
vién chtrc truc dién thoai duong day nong, dam bao thuong truc 24/24h; cong khai
niém yét sé dién thoai duong day nong cua Bo Y té (1900.9095), S¢ Y té
(096.539.1515), s6 cua lanh dao truc va hop thu dién tir voi kich thude da 16n dé
nguoi dan dé nhan biét, duoc dit tai cac khoa noi tri, khoa kham bénh trong bénh
vién; dong thoi xur Iy nghiém cac ca nhan khong hoan thanh nhiém vu.

Xay dung phong cach, thai d6 phuc vu van minh, than thién, khéng co
tiéu cyc; trién khai nhiéu hinh thirc, chi trong té chuace thuong xuyén cac hoi thi cap
bénh vién cho moi d6i tugng vé quy tac ¢ng xir, van hoa giao tiép. CAc cap cong
doan y té phat dong phong trao Thi dua “Tich cuc rén luyén y duc, tinh luyén
y thuat”; xay dung nguoi can bo y té véi “Nu cudi tir trai tim”, ¢6 thai do phuc vu
van minh, than thién, khong co tiéu cuc. Tai cic khoa, phong trong bénh vién:
Truéng khoa ciing véi té chirc Pang, cong doan, doan thanh nién, té chic khéc
(Ho6i DPiéu dudng, Hoi Cuu chién binh, Hoi phu ni,...) thao luan, dwa ra nhiing
bién phap cu thé, khac phuc nhitng hanh vi tng xir khong tot cua ting can bo y té
trong khoa, phong véi nguoi bénh nhu: tho o, cau gat, hach dich, ctra quyén,
c6 biéu hién goi ¥ nhan tién, qua, gay phién ha cho ngudoi bénh. Trién khai c4c bién
phap kiém tra, giam sat hang nam gan voi chat luong hoat dong cua cac bénh vién
va chat lugng hoat dong cong doan cac cap tai don vi. Xay dung ké hoach danh gia
su hai 10ng ctua ngudi bénh theo Bo cong cu danh gia xa hdi hoc, gan vai cong tac



25

cai cach hanh chinh trong nganh Y té. Cac don vi ban hanh ché tai xir 1y vi pham
cu thé dua vao quy ché hoat dong cia co quan, don vi cho phu hop.

Tai mdi co quan, don vi trong tung khdi ciing quan tdm xdy dung va
thuc hién céc giai phap nham ning cao chat luong phuc vy, cai thién mac do hai
long, dong thoi viéc thuc hién da di vao nén nép va thuong xuyén. Nhiéu co quan
xay dung ké hoach cu thé, phan cong rd trach nhiém, tién do thuc hién va bam sét
c4c truc ndi dung cua chi sé mirc d6 hai 1ong. Qua do, két qua chi sé duogc cai thién
hang nam, dit liéu phi cdu tric (y kién khac cua khach hang ngoai ban cau hoi va
phuong an tra 161 duoc xay dung sén) dugc ghi nhan giam dan qua cac nim, trong
d6 cac v kién tiéu cuc, khong hai long da giam rd rét, dic biét vé thai do phuc vy,
giao tiép tng xu cua can bd, cong chic, vién chic, ngudi lao dong; nhiéu y kién
tich cuc duoc ghi nhan. Bén canh d6, khach hang ciing gop Y, kién nghi dé co
quan, don vi phuc vy ngay cang tét hon; khach hang cling danh gla cao nd lyc, ¢b
gang trong giai quyét thu tuc hanh chinh, cung cap dich vu trong bdi canh sé lugng
hé so, khach hang giao dich dong & mét s6 co quan, don vi; khuyén khich, ung ho
viéc tng dung cdng nghé thdng tin, hién dai hda trong quéa trinh cung cap dich vu
phl hop véi xu hudng chuyén dbi sb hién nay.

3. Poi véi cac don vi sw nghiép gido duc va dao tao cong l1ap

S¢ Gido duc va Pao tao xay dung cac giai phap nang cao chi so hai long, tap
trung & cac noi dung: Tiép tuc cap nhat, cdng khai kip thoi, day du va co hé thong
cac thong tin vé tuyén sinh, nhap hoc, chuyén cip, chuyén truong, két qua hoc tap
cua hoc sinh, tha tuc gidy to hanh chinh, hoc phi va cac khoan thu khéc,... bang
nhiéu hinh thirc khac nhau. Trang bi thém cac thiét bi, d6 dung day hoc, céc thiét
bi cdng nghé thdng tin (may chiéu, may vi tinh, mang,...) dé dap @ng nhu cau hoc
tap cua hoc sinh. Ra soat, cai tao khong gian: Phong hoc, phong da nang, phong thi
nghiém, phong thuc hanh, thu vién, nha vé sinh, san bai thé duc,... Hang niam,
ngan sach dia phuong danh ti thiéu 20% dau tu cho hé thong giéo duc, bao dam
da kinh phi hoat dong chuyén mon cho cac co s¢ gido duc va dao tao cong lap; hé
thng truong, 16p phat trién da dang, co sd vat chat, trang thiét bi day hoc tiép tuc
duoc dau tu. TUr nam 2014 dén nay, kinh phi danh cho thuc hi¢n cac dé an, sua
chira gi4o duc, mua sam phuong tién, thiét bi, d6 dung day hoc toan nganh la hon
4.904.465 triéu dong, trong do6 kinh phi dau tu xay dung co sé VAt chat toan tinh la
4.325.738 triéu dong; dau tu mua sam thiét bi & cac cap 14 578.727 triéu dong.

Tao méi treong an toan, than thién xung quanh nha treong. Tao mdi quan hé
tinh thuong, Gtng X chuan muc giira gi4o vién, hoc sinh, gia dinh va nha trudng.
Cong tac gido duc nhan cach, dao dtc, 16i sdng, tri thirc phap luat va y thicc cong
dan cho hoc sinh, sinh vién dugc cac co sd giao duc va dao tao quan tam. Cac don
Vi, co s& gido duc va ddo tao trong toan tinh d& cha dong xay dung ké hoach trién
khai thuc hién nghiém tlc Chi thi s 05-CT/TW cua Bo Chinh tri vé “day manh
hoc tap, lam theo tu tudng, dao dic, phong cach H6 Chi Minh” gan véi viéc thuc
hién cac cudc van dong caa nganh nhu “MJbi thay gido, cd gido 1a mot tim guong
dao duc, tu hoc va sang tao”, “Dan chu - Ky cuong - Tinh thwong - Trach nhiém”,
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“Xay dung trueong hoc than thién, hoc sinh tich cuc”; xay dung van hoéa tng Xu
trong nha truong.

Cac hoat dong gido duc (hoat dong tap thé, hoat dong ngoai gid 1én 16p,
hoat dong hudng nghiép, hoat dong phu dao hoc sinh yéu kém, boi dudng hoc sinh
gioi,...) duoc to chic phong phl bang nhiéu hinh thac, gop phan nang cao chat
lwong gido duc. Chu trong d6i mai phuong phap day hoc, ap dung céc ki thuat day
hoc tich cyc; trién khai day hoc theo dinh hudng phét trién pham chét, ning luc
hoc sinh; ting cudng wng dung cdng nghé thdng tin trong day hoc; thuc hién doi
méi hinh thire to chice day hoc theo dinh hudng phat trién pham chét, nang luc cua
hoc sinh;...Théng bao rong rii, cong khai dia chi tiép nhan phan &nh, kién nghi cua
phu huynh tai Bang niém yét, trén Website ctia don vi theo quy dinh. Tiép nhan,
giai dap, xu ly kip thoi nhitng phan &nh, kién nghi caa phu huynh vé chat luong
phuc vu cia nha trudng. Trong 10 nim qua, S& Gido duc va Pao tao di to chuc
58 cuoc thanh tra (I6ng ghép trong cac cudc thanh tra hanh chinh va thanh tra
chuyén nganh), cac co s& giao duc thyuc hién tot cng tac tiép nhan va xir ly théng
tin phan hoi.

IV. PANH GIA CHUNG

1. Nhitng miit di dat dwec

Giai doan vira qua, cong tac CCHC noi chung va nang cao chat luong
phuc vy, cai thién mac d6 hai long noi riéng dugc sy quan tam, chi dao thuong
xuyén, tryc tiép cua Ban Thuong vy Tinh uy, Thuong truc HDND tinh,
UBND tinh. Két qua Chi sé6 mic d6 hai 1ong 1a mot trong 03 ndi dung quan trong
dé xac dinh Chi s6 CCHC hang nam cua c4c so, nganh, don vi, dia phuong gilp
cong tac danh gia duoc toan dién, sat thuc chat, phan anh day du cac yéu td
dau vao va két qua dau ra cia CCHC, dong thoi tao su twong hd trong viéc trién
khai cac giai phap cai thién cac chi s, nang cao hiéu lyc, hiéu qua hoat dong cua
co quan, don vi, Nang cao chat luong phuc vy Nhan dan.

Viéc khao sét, thu thap y kién cuaa t6 chuc, ca nhan vé chat lugng phuc vu
Clia cac co quan hanh chinh, don vi cung cdp dich vu hanh chinh céng, don vi
su nghiép y té, gido duc va dao tao dugc to chic thudng xuyén hang nim, tao diéu
kién dé nguoi dan, té chic phéat huy vai trd giam sat va tham gia vao cong tac
CCHC, xay dung chinh quyén cac cip. Két qua danh gia cua nguoi dan ddi véi su
phuc vu cta co quan hanh chinh nha nudc, don vi sy nghiép cong lap la mot trong
nhitng kénh théng tin, di liéu quan trong dé phuc vu tot hon cho cong tac chi dao,
diéu hanh cua chinh quyén dia phuong, dic biét 1a doi moi, cai cach dich vu
hanh chinh cdng, nang cao chét lugng phuc vy theo huéng ldy nguoi dan 1am
trung tdm. Trén co s& két qua chi s6 hai long va cac phan anh, tam tu, ky vong rat
cu thé cia nguoi dan, to chuc va doanh nghiép gilp cac so, nganh, don vi,
dia phuong nang cao tinh than, trach nhiém phuc vu Nhan dan; nam rd nhitng mat
d3 dat duoc, nhitng han ché, thiéu sot 1lam cho khach hang chwa hai long dé
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xay dung va trién khai cac giai phap nang cao chat luong phuc vu, gop phan thuc
hién thanh cong cac muc tieu CCHC da dé ra.

Qua do, két qua khao sat, danh gia mirc d6 hai 1ong cua ting khdi co quan,
don vi dan duoc cai thién rd rét theo thoi gian. Nam 2017, két qua khao sat chi c6
01 khéi co quan dat chi s6 hai 1ong trén 80% thi dén nam 2019 di c6 11 khoi dat
muc tiéu mic d6 hai long cua té chic, ca nhan téi thiéu 80% ma tinh va Chinh pha
dé ra. Nhu vay, vé co ban tinh da dat muc tiéu dé ra vé chi sb hai long dén nam
2020 theo Chuong trinh cai cach hanh chinh giai doan 2011 — 2020 vao nam 2019
(sém trude 1 nam). Trong nhirg nim dau giai doan 2021 — 2030, cac khéi co quan
tiép tuc duy tri két qua dat duoc cua giai doan trudc, ddng thoi tiép tuc phan dau
dat muc tiu mac d6 hai 1ong téi thieu 90% vao niam 2025 va tdi thiéu 95% vao
nam 2030. Mot sé tiéu chi danh gia da c6 nhitng chuyén bién, cai thién va dat két
qua cao nhu Su phuc vu caa can bd, céng chuc, vién chac, nhan vién y té; Tiép
nhan, xt ly théng tin phan hoi.

Cac co quan, don vi di chd trong nhiéu hon dén thdng tin, tuyén truyeén,
cong khai, minh bach vé co ché, chinh sach, quy dinh, quy trinh, thi tuc cua nganh,
linh vuc thdng qua nhiéu hinh thic phong phd, da dang; chat lugng théng tin duoc
nang cao, doéng thoi quan tdm nhiéu hon dén nhu cau cua khach hang, tir do
chu dong hd tro, gidi dap kip thoi. DPoi ngii can bo, cdng chirc, vién chic ngay cang
dugc nang cao trinh do chuyén mdn, nghiép vu, giai quyét viéc thu tuc hanh chinh
di vao né nép, gop phan tao sy chuyén bién co ban vé méi quan hé giira co quan
hanh chinh véi cong dan, t6 chirc. Qua két qua khao sat hai 10ng hang nam, nhat 1a
qua nhitng gop Y cua khach hang, d6i ngii can bo, cdng chirc, vién chic dang dan
thay d6i nhan thuc, tu duy, hanh dong theo huéng quan tam, vi lgi ich, vi su hai
long ctia ngudi dan va dap wng nhu cau, mong doi cua ngudi dan; tinh than thai do
va trach nhiém cua cong chuc trong tiép xdc, giai quyét yéu cau cua ngudi dan da
duoc nang Ién. Céc y kién tiéu cuc vé thai do phuc vu, giao tiép tng xir ciia can bo,
cdng chiic, vién chic da giam manh so véi cac nam dau trién khai khao sat, y kién
tich cuc dugc ghi nhan & nhiéu co quan, don vi.

Ban cau hoi khao sat bam sat 6 tiéu chi danh gia theo Quy ché 2072,
danh gia kha toan dién cac yéu té anh hudng dén sy hai long cua to chuc, ca nhan
dbi véi su phuc vu cia co quan hanh chinh, don vi su nghiép cong lap. Viéc
xac dinh md hinh nghién ciru dinh lugng két hop voi dinh tinh da luong hoa duoc
cam nhan cua khach hang véi chat lwong phuc vu cua cac co quan, don vi,
dia phuong thong qua diém sd, chi s6 va cac so sanh; ddng thoi 1am rd hon, sau sic
hon nhitng mat duoc va nhitng van dé ma ngudi dan, té chac, doanh nghiép chua
hai 1ong théng qua tong hop thdng tin phi ciu trdc va dir liéu thong ké mé ta.
Viéc diéu tra xa hoi hoc duoc tién hanh theo nguyén tic doc 1ap, khach quan, truc
tiép, bao mat thong tin ngudi tra 1oi phiéu, thuc hién loc phiéu va phic tra
nghiém ngat. Do vay, thong tin, dix liéu thu thap dugc bao dam do tin cay cao, cho
ra két qua kha sét véi thuc trang caa cac co quan, don vi.
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Viéc khao sat, danh gia muc do hai long cua té chirc, ca nhan ddi véi su
phuc vu ctia co quan hanh chinh va don vi sy nghiép céng lap duoc sy déng thuan
cua Cac so, nganh, don vi, dia phuong. Cac co quan, don vi tich cuc cung Cép danh
sach khach hang, tao diéu kién thuan loi cho khao sat vién, dong th0| phdi hop
hiéu qua, co trach nhiém vaéi So Nbi vu dé giai quyét cac vuong mac trong qué
trién khai. Bong thoi, cac co quan chu tri duoc quan tdm bé tri da kinh phi tir
ngudn kinh phi CCHC tinh, dia phuong dé trién khai khao sat. Trudc sy cau thi cua
chinh quyén tinh, nguoi dan, to chtc, doanh nghiép ung ho viéc khao sat, tich cuc
cho y kién khi dugc phong van, tham gia gop y véi chinh quyén mot cach
tam huyét, trach nhiém.

2. Nhirng ton tai, han ché, khé khin

Viéc xay dung va trién khai giai phap nang cao chat luvgng phuc vy, cai thién
muc d hai long dugc cac co quan, don vi, dia phuong thuc hién thuong xuyén, di
vao nén nép hang nam, tuy nhién mot sé don vi chua cé su theo ddi, gidm sat, danh
gia két qua dat dugc. Nhiéu giai phap dé ra chua cu thé, chua xac dinh rd thoi gian,
trach nhiém, phan cong thuc hién, chua bam sat cac tiéu chi thanh phan, cac y kién
ctia ngudi dan phan anh hoic con ¢ sy nham 1an gitta cac chi sé danh gia khac.

Mot s6 co quan, don vi cd két qua chi s6 hai 1dng chuyén bién cham, con
truong hop két qua khao sét, danh gia mic do hai 10ng trong giai doan 2021 - 2030
chua duy tri myc tiéu CCHC giai doan 2011 - 2020 (t6i thiéu 80%). CAc tiéu chi
thanh phan vé Tiép can dich vu, Biéu kién tiép don va phuc vy, Thi tuc hanh chinh
chua duoc khach hang danh cao, chua dap @ng yéu cau cua té chac, ca nhan;
con ghi nhan mét sé it trudng hop phan &nh vé thai d6 phuc vy, giao tiép tng Xt
cia can b, cong chac, vién chac. Trong xu thé phét trién kinh té - x& hoi va
hoi nhap quéc té, nhu cau ciia Nhan dan va yéu cau caa Trung wong dat ra tat yéu
ngay cang cao hon, tao ra ap luc rat 16n yéu cau cac co quan hanh chinh va don vi
su nghiép cong l1ap phai nd luc rat 16n trong viéc nang cao su hai long caa nguoi
dan, t6 chirc, doanh nghiép trong béi canh mot sb yéu té anh huong dén su hai long
ctua ngudi dan khong thé cai thién, khic phuc ngay (nhu co s ha tang, trang thiét
bi, hd so, quy trinh thi tuc hanh chinh,...).

Hang nim, S& Noi vu déu c6 vin ban dé nghi cic co quan, don vi,
dia phuong phdi hop tuyén truyén viéc trién khai khao sat, danh gia mac do hai
long cuia nguoi dan, t6 chic va ghi nhan dugc nhiéu phan héi tich cuc, dong tinh,
ting ho ctia nguoi dan, doanh nghiép. Tuy nhién van con truong hop ca nhan chua
nam dugc cha trwong, muc dich, y nghia cua viéc diéu tra xa hoi hoc khao sét,
danh gia mtrc do hai 10ng dan dén con gay kho khin cho khao sat vién khi lién hé,
bao gom trudng hop cap chinh quyén co so hodc cbng chirc, vién chic khéng nam
thong tin, tir chéi khao sat hoic cung cap thong tin chua chinh xac, gay hiéu nham
cho nguoi dan.

Mot s truong hop nguoi dan c6 tam ly e ngai dbi véi cac noi dung,
cong viéc ¢o lién quan dén co quan nha nudc, do dé6 khong phoi hop, tir choi
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khao sat hoac khong tin tudng, gdy kho khan cho khao sat vién mac du céc
dia phuong da cir trudng thon/td trudng dan phd théng bao, hd trg khao sét vién
dén dtng dia chi cua ngudi dan va trong qua trinh trao ddi véi nguoi dan khao sat
vién d3 cung cap vin ban gidi thiéu va thé khao sat.

Hién nay, thdng tin khach hang phuc vu khao sat ddi véi co quan nha nuéc,
don vi cung cap dich vu hanh chinh cong duoc trich xuat tir Hé thong théng tin
giai quyét thu tuc hanh chinh cua tinh va cac phan mém chuyén nganh, tuy nhién
chat luong théng tin khach hang trén cac phan mém chua cao, phu thuéc hoan toan
vao viéc nhap thong tin dau vao cua cdng chac mot cira, gay kho khin cho viéc
trich xuat, phan bd, chon mau khao sat ciing nhu qua trinh lién hé khao sét,
anh huong dén tién do khao sat chung hang nim. Cé truong hop doanh nghiép
khong hoat dong tai dia chi tru s& di dang ky hodc hd so mot sb linh vuc phét sinh
nhiéu tuy nhién chat luong thong tin lién hé cua khach hang kha thap; mot sé
cong chic str dung tai khoan ca nhan dé nop ho so truc tuyén thay cho khach hang
hoic sir dung s6 dién thoai cia minh thay cho sé dién thoai cua khach hang.
Viéc hd tro nguoi dan nop hd so truc tuyén giai doan nay kha phé bién nén viéc
xac dinh ddi twong nay tir danh séch khach hang c6 thé chua chinh xac, anh duoc
dén viéc in an, phan bé mau phiéu khao sat. Quy md khao sat, danh gia d6i voi cac
don vi su nghiép gido duc va dao tao cong lap con han ché, c6 thé anh huong dén
két qua danh gia chung toan nganh.

Ban cau hoi dugc thiét ké kha chi tiét dé thu thap théng tin, di liéu phuc vu
phan tich mac d6 hai long trén céac tiéu chi danh gia, bao gdm ca cau hoi dinh tinh
va dinh lugng. Trong khi do6, ddi twong khao sat da dang nhiéu nganh nghé, do tudi
va trinh @6 khéc nhau, mot sé chua hiéu rd ¥ nghia cua viéc khao sat do d6 van con
truong hop khach hang cung cap thong tin chua day du, danh gia qua loa, bo sot
nhiéu noi dung. Viéc trién khai diéu tra xd hoc thuong bat dau tir Quy Il hang
nam, dan dén mot sé6 khach hang khéng nha rd chi tiét dé tra 10i cac noi dung theo
yéu cau Phiéu khao sat, nhat 1a trong truong hop ngudi dan cd thuc hién nhiéu tha
tuc hanh chinh hodc thoi gian thuc hién tha tuc hanh chinh da qua lau (tir 03 thang
tre 18n). Vé khao sét truc tuyén qua thu dién ti, s6 lugng phiéu thu vé khé thap so
véi s6 luong thu dién tar dugc gui, rat it khach hang cha dong cung cap thong tin
néu khong duoc lién hé thong béo va hau hét v kién phan hoi 1a cua khach hang to
chuc, doanh nghiép.

Dé kip thoi cho ra két qua chi s6 hai long, phuc vu xac dinh chi s6 CCHC
hang niam, cac co quan chu tri khao sét phai thuc hién khéi lugng cong viéc rat 1on,
trong thoi gian khéa gép rat déng thoi phai dam bao chat luong khao sat, do vay ap
luc chuy&n mén rat 16n trong bdi canh khéi luong, dit liéu ngay cang 16n va phuac
tap (nhiéu mau phiéu, nhiéu ddi twong, hinh thirc thuc hién).

V. KIEN NGHI, PE XUAT

Pé tiép tuc nang cao chat luong phuc vu va trién khai khao sat, danh gia
muc do hai long dat chat luong, hiéu qua Iam co s& xac dinh két qua thuc hién muc
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tiéu CCHC hang niam, phuc vu cong tac danh gid, xép hang CCHC, kip thoi tong
hop, phan anh chinh xac, khach quan nhirng khé khan ma khach hang gap phai, cac
nguyén nhan chwa hai long d6i véi timg co quan, don vi, ting bo phan tham gia
vao quy trinh cung cap dich vy, théng qua két qua khao sat dé xay dung giai phéap
khic phuc, nang cao chat luong phuc vy, hoan thanh muc tiéu mic do hai 1ong giai
doan 2021 — 2030 da dé ra, So Noi vu kinh kién nghi UBND tinh xem xét, chi dao:

1. B6i voi cac co quan, don vi, dia phuong:

- Tiép tuc day manh cdng tac CCHC trén céc linh vuc, dap tng yéu cau xay
dung nén hanh chinh dan chu, chuyén nghiép, hién dai, hiéu luc, hiéu qua, huéng
t6i sy hai 1ong cua ngudi dan, to chic. Trong d6, chl trong tiép tuc nang cao
trach nhiém nguoi dung dau trong cong tic CCHC, ting cudng ddi mdi, sang tao
trong chi dao diéu hanh, d6i mai phuong thirc phuc vu khéach hang, nang cao chat
lugng nguon nhan lyc, ting cuong ky luat, ky cuong, dady manh chuyén doi sé
trong co quan, don vi.

- Tiép tuc quan triét quan diém “Lay nguoi dan, doanh nghiép lam
trung tm”, “Su hai 16ng cua to chirc, ca nhan 13 thude do chat luong va hiéu qua
phuc vu cua can bo, cdng chic, vién chirc va co quan, don vi”, ddng thoi xac dinh
rd muc tieu mac do hai long cia nguoi dan, té chiac ddi véi su phuc vu cua
co quan hanh chinh nha nudc, dich vy y té, gido duc cong lap dé ra tai ké hoach
CCHC giai doan 2021 - 2030 va hang nim ctia UBND tinh dé lam co sé danh gia,
cha dong xay dung céc giai phap cu thé, thiét thuc, thuong xuyén dé cai thién va
duy tri chi s6 hai 1ong cua nguoi dan, té chac mot cach bén viing, gép phan
cai thién cac chi sé danh gia khac c6 lién quan.

- B6i méi, nang cao hiéu qua théng tin, tuyén truyén vé cac hoat dong va
két qua CCHC, nang cao chat luong phuc vu, nang cao sy hai long caa ngudi dan
ma cac co quan, don vi, dia phuong thuc hién; nang cao nhan thirc va hanh dong
cua doi ngil can bo, céng chirc, vién chirc, ngudi lao dong theo hudng lay nguoi
dan 1am trung tam, lay chat lugng phuc vu mirc @6 hai long 1a thude do két qua
thuc hién ciia cac co quan hanh chinh nha nudc céc cap; tao sy lan toa va cang cb
niém tin cta Nhan dan d6i véi sy phuc vu cua timg co quan, don vi, dia phuong
noi riéng va nén hanh chinh tinh Khanh Hoa néi chung.

- Tiép tuc thuc hién d6i moi viéc thuc hién co ché mot cira, mot cira
lien thong trong giai quyét tha tuc hanh chinh theo hudng khéng phu thude vao dia
gidi hanh chinh, gin véi s6 hda va sir dung két qua sé hoa ho so, gidy to, két qua
giai quyét thu tuc hanh chinh nhim nang cao chat luong phuc vu, rdt ngan thoi
gian giai quyét tha tuc hanh chinh, giam cac budc trung gian, giam viéc di lai, tir
d6 giup cat giam chi phi xa hoi, mang lai su thuan tién va hai long cho nguoi dan
va doanh nghiép, gop phan cai thién méi truong dau tu va kinh doanh.
Chuyén nghiép hoa bo phan huéng dan, hd tro thuc hién, tiép nhan, sé hoa ho so
dau vao va tra két dau ra; tang cuong kha nang tiép can dich vy, tao thuan tién,
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kip thoi cho ngudi dan, doanh nghiép trong tim hiéu, thuc hién tha tuc hanh chinh,
dich vu céng.

- Tiép tuc tng dung manh mé& cdng nghé thdng tin, chuyén di sé trong viéc
huéng dan, hd tro thuc hién, to chuc tiép nhan, s6 hoa va giam sat, diéu phdi viéc
giai quyét tha tuc hanh chinh, cung cdp dich vu cong, tap trung nang cao chat
lwong dich vu cdng truc tuyén. Tang cuong két ndi, chia sé dir liéu gitra cac co
quan nha nude dé phuc vu giai quyét dich vu cdng truc tuyén toan trinh; day manh
cap két qua dién tir, tai sir dung dit liéu sé hoa.

- Quan tam, diy manh cong tac dao tao, bdi dudng, nang cao chat luong
nguén nhan luc ca vé trinh do chuy@n mon, ky nang nghiép vy, y thic trach nhiém
va van hoa cong vu, dic biét 12 cac vi tri thuong xuyén tiép xuc, l1am viéc véi
nguoi dan, doanh nghiép. Kip thoi ra soét, kién quyét thay thé hoic diéu chuyén
sang cong viéc khac d6i véi can bo, cong chic nang luc yéu, khdng dam lam, né
tranh, dun day, lam viéc cam chung, so trach nhiém, dé tri tré va khong dap tng
yéu cau cong viéc phuc vu ngudoi dan, doanh nghiép; khong dé xay ra truong hop
phan anh, danh gia rat khong hai 1ong vé thai do giao tiép tng xir, phuc vu cta can
bg, cbng chirc, vién chac.

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

2. So Y té, S Gido duc va Pao tao tiép tuc to chuc trién khai ¢ hiéu qua
cac giai phap nang cao chét luong dich vy, mac do hai 1ong dbi véi dich vu vy té,
gi4o duc va dao tao cong 1ap; bao dam muc tiéu muac d6 hai 1ong dé ra tai ké hoach
CCHC hang nam va giai doan 2021 — 2030.

3. S& Noi vu chu tri, tham muu UBND tinh stra doi Quy ché khao sat, danh
gia mic do hai 1ong cua td chirc, ca nhan ddi véi sy phuc vu cia co quan hanh
chinh nha nudc va don vi su nghiép céng lap trén dia ban tinh Khanh Hoa ban
hanh kém theo Quyét dinh s6 2072/QD-UBND ngay 12/8/2014 cia UBND tinh,
trong do:

- Nghién ctu, hoan thién phuong phép danh gia, xac dinh chi s hai long
trong nhirg nim tiép theo theo huéng toan dién, da chiéu, khach quan, cong khai,
minh bach, gin véi tng dung cong nghé thang tin, truyén théng trong khao sat,
danh gia. Ung dung cong nghé thong tin trong khao sat dé rat ngan thoi gian xu ly,
phan tich di liéu.

- Giao So' Y té chu tri to chirc khao sat, danh gia mac d6 hai long ddi véi cac
bénh vién da khoa, bénh vién chuyén khoa va phong kham da khoa khu vuc dé
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théng nhat, tap trung trong cong tac trién khai, quan ly, xay dung, thuc hién
dong bo cac giai phap cai thién mac do hai long trén pham vi toan nganh.

- Nhan rong quy mé khao sat, danh gia ddi voi cac truong hoc cong lap trén
dia ban tinh.

Trén day 1a bao cao danh gia két qua trién khai Quy ché khao sat, danh gia
murc d6 hai long cua to chirc, ca nhan doi véi su phuc vu cia co quan hanh chinh
nha nudc va don vi sy nghiép cong lap trén dia ban tinh Khanh Hoa va mot so6
kien nghi, dé xuat.

S& Noi vu kinh bao cao./.

Not nhdn: KT. GIAM POC
- TT. Tinh uy (b&o céo); % £ A

- TT. HPND tinh (béo c40); _PHO GIAM DOC
- UBMTTQ, c4c to chirc CTXH tinh (VBDT); Y .

- Céc huyén, thi, thanh uy (VBDT); 3/ 2!

- Céc co quan chuyén mon thugc UBND tinh (VBDT); Kg Sg Nﬁ[ YU <))
- Cac co quan nganh doc cap tinh (VBDT); * ’ )

- UBND c4c huyén, thi x&, thanh ph (VBBT); V\ %
- Giam déc SNV (theo d6i - VBDT); RIAHANY )

- Céng TTPT tinh, Céng TTDT CCHC tinh (VBDT); Bui The An

- bai PT-TH Khanh Hoa, B4o Khanh Hoa (VBDT);

- Luu: VT, CCHC.
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Phu luc I.

Y TONG HOP QUY MO MAU KHAO SAT TU NAM 2014 — 2023

STT Khoi co quan, don vi Nam T(R)ng
2014 | 2015 | 2016 | 2017 | 2018 | 2019 | 2022 | 2023
1 | Céc co quan S& 903 | 1.006 | 1243 | 1245 | 1.164 | 1084 | 1077 | 1063 | 8.785
2 | Bao hiém xa hoi 369 537 778 790 821 813 741 727 | 5576
3 | congan 282 467 710 708 704 739 735 762 | 5.107
4 | Hai quan 75 82 52 59 42 35 35 42 422
5 | Kho bac Nha nuéc 276 468 475 425 449 444 448 448 | 3.433
6 | Ngan hang nha nudc 33 23 37 44 16 6 13 26 198
7 | Linh vuc thué 367 555 776 699 678 685 575 601 | 4.936
8 | UBND cp huyén 739 744 | 1317 | 1257 | 1232 | 1216 | 1339 | 1310 | 9.154
9 | UBND cép xa i 6.629 | 8054 | 8279 | 8217 | 8217 | 8160 | 8160 | 55.716
10 | Vin phong dang ky dat dai i i i 329 377 445 476 500 | 2.136
11 | Bénh vién da khoa, chuyén khoa | 762 810 | 1590 | 1.601 | 1.660 | 1.660 | 1.685 | 1.660 | 11.428
12 | Phong kham da khoa khu vurc i i 1138 | 1117 | 1119 | 1120 | 1120 | 720 | 6.334
13 | Tram y té chp xa i 6.630 | 6851 | 6849 | 6850 | 6.850 | 6.800 | 6.800 | 47.630
14 | Cac truong hoc i 800 800 800 | 1020 | 1160 | 1160 | 1.160 | 6.900
Téng chng phiéu khao st 3.806 | 18751 | 23.821 | 23202 | 24.349 | 24.474 | 24364 | 23.988 | 166.755
ng.éﬁa ls‘;,‘i';’wcs‘t‘;yl‘:“h hang )| i i 1463 | 1349 | 1149 | 1967 | 4102 | 10.030
Pon vi khio sat 83 374 384 393 395 393 389 385 | 2.796

* Nam 2020, nam 2021 khong té chirc khao sat, danh gia muc do hai 1ong
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TONG 40P KET QUA CHI SO HAI LONG CHUNG CAC KHOI CO QUAN TU NAM 2014 — 2023

Phu luc 1.

STT Khbi co quan, don vi Nam
2014 2015 2016 2017 2018 2019 2022 2023
1 | Céc co quan S¢ 75,87% | 75,68% | 76,64% | 79,72% | 80,46% | 80,31% | 82,77% | 86,21%
2 | Bao hiém x4 hoi 70,78% | 71,90% | 70,96% | 73,51% | 79,52% | 80,62% | 82,67% | 86,86%
3 | Congan 76,41% | 74,06% | 72,51% | 74,58% | 81,25% | 80,52% | 82,74% | 84,69%
4 | Hai quan 75,98% | 77,54% | 75/42% | 72,88% | 80,03% | 83,19% | 81,54% | 82,24%
5 | Kho bac Nha nuéc 75,96% | 76,13% | 73,17% | 75,38% | 79,97% | 82,55% | 82,65% | 87,10%
6 | Ngan hang nha nudc 76,43% | 79,10% | 73,74% | 82,64% | 81,05% ] 81,47% | 86,65%
7 | Linh vyc thué 74,21% | 75,83% | 75,06% | 73,69% | 78,62% | 80,18% | 80,60% | 83,62%
8 | UBND cap huyén 74,69% | 76,45% | 75,33% | 78,72% | 83,19% | 82,46% | 82,36% | 87,33%
9 | UBND cép x ' 77,50% | 70,95% | 76,76% | 81,32% | 80,87% | 82,67% | 87,74%
10 | Vin phong dang ky dat dai ' ] ] ) 80,03% | 80,30% | 84,63%
11 | Bénh vién da khoa, chuyén khoa - 69,82% | 80,19% | 83,57% | 81,42% | 81,45% | 87,06%
12 | Phong kham da khoa khu vuc 70,14% | 77,51% | 78,00% | 79,02% | 82,44% | 87,28%
13 | Tram y té cap x4 - 73,45% | 78,51% | 80,24% | 81,98% | 82,38% | 87,96%
14 | Trudng hoc 76,82% | 76,26% | 76,23% | 79,06% | 74,37% | 81,94% | 83,26%
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Phu luc II1.

\ AHANJNG HOP KET QUA CHI SO HAI LONG KHOI SO TU NAM 2014 — 2023

Nim Nam
STT Co quan, don vi 2023 so
2014 2015 2016 2017 2018 2019 2022 2023 | v4i2014

1 | BQL Khu kinh té Van Phong 74,37% | 76,77% | 7597% | 74,90% | 81,60% | 76,12% | 82,27% | 83,81% | 9,44%
2 | S6 Cong Thuong 78,18% | 76,56% | 76,29% | 78,96% | 81,17% | 78,97% | 81,75% | 86,94% | 8,76%
3 | SoDulich - - - 72,98% | 76,60% | 79,27% | 82,60% | 85,58% | 12,6%
4 | So Giao duc va bao tao 80,74% | 76,81% | 76,91% | 80,33% | 78,75% | 80,29% | 84,65% | 85,29% | 4,55%
5 | So Giao théng van tai 71,16% | 73,76% | 76,91% | 80,85% | 80,66% | 80,23% | 82,80% | 85,59% | 14,43%
6 | So Ké hoach va Pau tu 74,03% | 68,86% | 77,34% | 79,43% | 78,73% | 81,44% | 80,20% | 84,68% | 10,65%
7 | S6 Khoa hoc va Cong ngh¢ 79,96% | 78,00% | 82,70% | 78,61% | 81,57% | 81,09% | 84,29% | 84,36% | 4,40%
8 | So Lao dong — TB&XH 79,76% | 84,54% | 76,27% | 81,98% | 79,29% | 81,52% | 81,26% | 85,37% | 5,61%
9 | So'Ngoai vu 75,85% | 79,34% | 77,77% | 79,58% | 81,61% | 82,42% | 83,20% | 89,09% | 13,24%
10 | S& Noi vu 76,62% | 7554% | 76,45% | 82,19% | 83,34% | 80,43% | 85,68% | 87,54% | 10,92%
11 | S Néng nghiép va PTNT 78,14% | 7517% | 74,87% | 81,70% | 81,11% | 79,09% | 82,74% | 86,17% | 8,03%
12 | S¢ Tai chinh 76,10% | 78,96% | 75,57% | 79,07% | 80,86% | 78,49% | 80,28% | 88,33% | 12,23%
13 | S¢ Tai nguyén va Moi truong 75,60% | 73,63% | 75,22% | 77,55% | 78,76% | 79,15% | 79,62% | 81,90% | 6,30%
14 | S¢ Thong tin va Truyén théng 80,43% | 76,81% | 76,70% | 83,25% | 84,99% | 83,40% | 86,25% | 86,00% | 5,57%
15 | S¢ Tu Phap 72,67% | 75,87% | 80,96% | 80,12% | 79,73% | 82,67% | 83,21% | 91,33% | 18,66%
16 | S¢ Van hoa va Thé thao 74,83% | 75,06% | 77,02% | 74,24% | 82,66% | 77,26% | 81,83% | 89,86% | 15,03%
17 | S¢ Xay dung 69,41% | 71,72% | 76,52% | 79,59% | 79,23% | 82,37% | 79,97% | 82,45% | 13,04%
18 [SoY té 79,23% | 75,86% | 77,77% | 79,55% | 82,95% | 82,19% | 84,77% | 86,11% | 6,88%
Chi s6 hai long chung 75,87% | 75,68% | 76,64% | 79,72% | 80,46% | 80,31% | 82,77% | 86,21% | 10,34%

*Nam 2023 so v6i nam 2017




Phu IuC IV

Nam Nam
STT Co quan, don vi 2023 so
2014 2015 2016 2017 2018 2019 2022 2023 | y4i2014

1 | BHXH huyén Cam Lam 78,74% | 76,97% | 76,46% | 73,94% | 76,39% | 77,35% | 85,99% | 85,08% | 6,34%
2 | BHXH huyén Dién Khanh 71,61% | 68,25% | 73,23% | 74,46% | 79,19% | 79,64% | 78,95% | 95,48% | 23,87%
3 | BHXH huyén Khanh Son 65,68% | 71,28% | 67,08% | 72,85% | 85,10% | 83,89% | 80,53% | 91,16% | 25,48%
4 | BHXH huyén Khanh Vinh 65,45% | 72,53% | 75,82% | 84,48% | 86,84% | 87,51% | 89,99% | 92,13% | 26,68%
5 | BHXH huyén Van Ninh 66,98% | 64,89% | 65,92% | 74,05% | 78,22% | 78,89% | 83,67% | 84,31% | 17,33%
6 | BHXH thanh ph4 Cam Ranh 72,47% | 72,57% | 70,11% | 72,34% | 79,09% | 80,20% | 80,03% | 85,27% | 12,80%
7 | BHXH thi xa Ninh Hoa 65,72% | 74,92% | 73,88% | 73,82% | 81,68% | 81,50% | 83,94% | 86,09% | 20,37%
8 | BHXH tinh Khanh Hoa 73,16% | 77,77% | 71,11% | 71,46% | 75,93% | 79,89% | 80,06% | 81,87% | 8,71%
Chi s6 hai long chung 70,78% | 71,90% | 70,96% | 73,51% | 79,52% | 80,62% | 82,67% | 86,86% | 16,08%
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Phu luc IV.

__4/TONG HQP KET QUA CHI SO HAI LONG KHOI CONG AN TU NAM 2014 - 2023

Nam Nam
STT Co quan, don vi 2023 so
2014 2015 2016 2017 2018 2019 2022 2023 | v4i2014
1 | Cbng an huyén Cam Lam 81,13% | 74,78% | 74,70% | 79,99% | 82,62% | 81,45% | 83,73% | 84,93% | 3,80%
2 | Cong an huyén Dién Khanh 76,39% | 72,54% | 68,52% | 78,16% | 80,38% | 80,08% | 88,62% | 85,49% | 9,10%
3 | Céng an huyén Khanh Son 73,30% | 71,94% | 73,15% | 71,21% | 81,84% | 77,36% | 83,08% | 90,70% | 17,40%
4 | Cong an huyén Khanh Vinh 75,50% | 77,59% | 75,69% | 79,24% | 84,79% | 83,63% | 86,41% | 87,24% | 11,74%
5 | Cong an huyén Van Ninh 80,59% | 77,90% | 67,83% | 70,41% | 78,71% | 82,78% | 80,69% | 81,76% | 1,17%
6 | Cong an thanh phé Cam Ranh 72,50% | 72,89% | 74,01% | 76,49% | 76,79% | 75,44% | 78,66% | 82,82% | 10,32%
7 | Cong an thanh ph Nha Trang 82,25% | 72,84% | 73,82% | 66,90% | 82,57% | 75,11% | 84,08% | 83,03% | 0,78%
8 | Cong an thi xa Ninh Hoa 74,70% | 72,74% | 72,35% | 76,20% | 86,62% | 89,13% | 81,09% | 87,06% | 12,36%
9 | Cbngan tinh 73,12% | 73,66% | 76,15% | 72,56% | 77,83% | 79,89% | 78,27% | 80,02% | 6,90%
Chi s6 hai ldng chung 76,41% | 74,06% | 72,51% | 74,58% | 81,25% | 80,52% | 82,74% | 84,69% | 8,28%
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S

Phu luc V.

Nam Nam
STT Co quan, don vi 2023 so
2014 2015 2016 2017 2018 2019 2022 2023 | y4i2014

1 | Kho bac Nha nuéc Cam Lam 77,56% | 78,61% | 81,37% | 73,88% | 81,52% | 83,52% | 81,98% | 85,81% | 8,25%
2 | Kho bac Nha nuéc Cam Ranh 68,90% | 69,78% | 71,70% | 76,25% | 72,05% | 79,37% | 81,95% | 87,56% | 18,66%

3 | Kho bac Nha nudc Dién Khanh | 79,94% | 78,21% | 74,98% | 75,44% | 80,58% | 81,75% | 80,34% | 86,70% | 6,76%

4 | Kho bac Nha nugc Khanh Hoa | 74,81% | 79,34% | 73,92% | 76,81% | 80,62% | 78,68% | 81,82% | 83,01% | 8,20%
5 | Kho bac Nha nuéc Khanh Son | 72,69% | 75,58% | 71,22% | 72,08% | 76,09% | 89,86% | 81,51% | 91,68% | 18,99%
6 | Kho bac Nha nuéc Khanh Vinh | 74,93% | 74,10% | 70,75% | 79,41% | 84,33% | 84,53% | 84,56% | 92,65% | 17,72%

7 | Kho bac Nha nudc Ninh Hoa 78,72% | 79,32% | 71,25% | 78,55% | 86,94% | 85,15% | 84,40% | 87,70% | 8,98%

8 | Kho bac Nha nuéc Van Ninh 82,28% | 77,24% | 73,21% | 76,26% | 79,95% | 84,46% | 84,61% | 86,19% | 3,91%
Chi s6 hai long chung 75,96% | 76,13% | 73,17% | 75,38% | 79,97% | 82,55% | 82,65% | 87,10% | 11,14%
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Phu luc VI. )
H(jP KET QUA CHI SO HAI LONG KHOI CO QUAN THUE TU NAM 2014 — 2023

Nam Nam

STT Co quan, don vi 2023 so
| | 2014 | 2015 2016 2017 2018 2019 2022 2023 | vsi 2014

1 ﬁﬂ;nﬁuﬁo}h“e Khu vuc Bac| -¢ 9300 | 70.18% | 74.55% | 74.95% | 79.90% | 80.50% | 81,33% | 85.08% | 8,15%
2 Eugn%“abzbue Khu vuc Nam | 2o 2000 | 767006 | 76.68% | 72.89% | 74,75% | 79.73% | 80,53% | 83.36% | 9,59%
3 Ezgnﬁ“ﬁ()}h“e Khu vuc Tay | 2, 9300 | 76.109% | 76.93% | 82,79% | 85.25% | 83.08% | 81.96% | 85.92% | 10.99%
Chi cuc Thué Nha Trang 69.90% | 71.65% | 71.06% | 70.95% | 75.86% | 76,81% | 78,50% | 81,50% | 11,60%

5 | Cuc Thué tinh Khanh Hoa 74.45% | 72,08% | 73.84% | 72.31% | 76.27% | 78.66% | 80,31% | 82,56% | 8.11%
Chi sé hai long chung 7421% | 7583% | 75.06% | 73.69% | 78.62% | 80,18% | 80,60% | 83.62% | 9.41%

* Chi s¢ hai 10ng tir ndm 2019 tré vé trieéc 1a chi so hai 10ng trung binh cua cac chi cuc thué huyén, thi x&, thanh phé truéc khi hop

nhat thanh chi cuc thué khu virc
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Phu luc VII.

\ TOW—IOP KET QUA CHI SO HAI LONG KHOI UBND CAP HUYEN TU NAM 2014 — 2023

Nam Nam
STT Co quan, don vi 2023 so
2014 2015 2016 2017 2018 2019 2022 2023 | y4i2014
1 | UBND huyén Cam Lam 73,08% | 74,27% | 75,14% | 81,29% | 83,15% | 78,31% | 84,06% | 87,08% | 14,00%
2 | UBND huyén Dién Khanh 77,30% | 74,72% | 78,59% | 80,70% | 81,13% | 81,52% | 88,16% | 88,06% | 10,76%
3 | UBND huyén Khanh Son 61,84% | 75,01% | 75,90% | 77,57% | 86,30% | 89,23% | 80,01% | 88,62% | 26,78%
4 | UBND huyén Khanh Vinh 71,86% | 74,84% | 78,51% | 90,30% | 89,11% | 89,93% | 90,14% | 95,35% | 23,49%
5 | UBND huyén Van Ninh 77,75% | 75,94% | 73,02% | 76,03% | 79,71% | 78,80% | 77,38% | 85,23% | 7,48%
6 | UBND thanh phé Cam Ranh 70,78% | 79,37% | 72,27% | 74,55% | 77,61% | 78,49% | 77,28% | 86,55% | 15,77%
7 | UBND thanh phé Nha Trang 79,36% | 78,40% | 72,60% | 71,06% | 81,99% | 80,18% | 81,65% | 84,30% | 4,94%
8 | UBND thi xa Ninh Hoa 76,47% | 78,48% | 77,80% | 79,61% | 86,74% | 83,32% | 80,20% | 85,18% | 8,71%
Chi s6 hai long chung 74,69% | 76,45% | 75,33% | 78,72% | 83,19% | 82,46% | 82,36% | 87,33% | 12,64%
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Nim Nam
STT Pon vi 2023 so
2019 2022 2023 | v4i 2019
1 | Chi nhanh Van phong dang ky dat dai huyén Cam Lam 79,54% | 82,90% | 84,27% | 4,73%
2 | Chi nhanh Vin phong dang ky dat dai huyén Dién Khanh 79,16% | 77,69% | 94,01% | 14,85%
3 | Chi nhanh Vin phong dang ky dit dai huyén Khanh Son 76,52% | 84,47% | 88,38% | 11,87%
4 | Chinhanh Vin phong dang ky dat dai huyén Khanh Vinh 84,35% | 81,07% | 82,93% | -1,43%
5 | Chi nhanh Vin phong dang ky dat dai huyén Van Ninh 77,82% | 78,72% | 81,94% | 4,12%
6 | Chinhanh Vin phong dang ky dat dai thanh phé Cam Ranh 81,62% | 77,07% | 83,78% | 2,16%
7 | Chi nhanh Vin phong dang ky dat dai thanh phé Nha Trang 74,97% | 76,73% | 80,03% | 5,06%
8 | Chi nhanh Vin phong dang ky dat dai thi xa Ninh Hoa 84,74% | 83,79% | 82,99% | -1,75%
9 | Vin phong Ping ky dat dai tinh Khanh Hoa - - 81,03% -
Chi s6 hai long chung 80,03% | 82,36% | 84,63% | 4,60%
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Phu luc IX.
KET QUA CHI SO HAI LONG CHUNG CUA UBND CAP XA THEO PIA BAN TU NAM 2015 — 2023

Nam Nam
STT Don vi hanh chinh 2023 so
2015 2016 2017 2018 2019 2022 2023 | y4i2015
1 | Huyén Cam Lam 78,12% | 73,00% | 78,15% | 78,48% | 78,63% | 83,22% | 88,22% | 10,10%
2 | Huyén Dién Khanh 81,24% | 74,96% | 77,59% | 83,13% | 86,14% | 82,18% | 88,53% | 7,29%
3 | Huyén Khanh Son 68,92% | 69,17% | 76,51% | 83,14% | 83,75% | 79,18% | 88,40% | 19,48%
4 | Huyén Khanh Vinh 75,72% | 73,60% | 83,61% | 87,67% | 84,62% | 88,27% | 89,56% | 13,84%
5 | Huyén Van Ninh 78,84% | 66,50% | 71,62% | 76,39% | 77,65% | 80,33% | 84,92% | 6,08%
6 | Thanh phé Cam Ranh 79,86% | 66,95% | 76,08% | 83,01% | 78,48% | 79,86% | 87,98% | 8,12%
7 | Thanh phé Nha Trang 75,90% | 71,31% | 73,21% | 78,18% | 74,68% | 82,76% | 86,36% | 10,46%
8 | Thi x& Ninh Hoa 81,39% | 72,12% | 77,31% | 80,57% | 83,00% | 85,56% | 87,96% | 6,57%




Phu luc X.

Nim Nam
STT Co quan, don vi 2023 so
2016 2017 2018 2019 2022 2023 véi 2016

1 | BV Bénh Nhiét doi 80,78% | 86,34% | 83,56% | 84,45% | 73,23% | 88,77% 7,99%

2 | BV Chuyén khoa Da liéu 84,13% | 85,26% | 88,48% | 84,72% | 90,67% | 93,13% 9,00%
3 | BV Chuyén khoa Lao va Bénh phoi 72,96% | 85,55% | 91,08% | 89,27% | 91,36% | 83,07% | 10,11%

4 | BV Chuyén khoa Tam than - - 87,14% | 86,23% | 87,64% | 91,23% 4,09%
5 | BV Y hoc c6 truyén va Phyc hoi chirc ning 67,43% | 90,21% | 95,68% | 85,35% | 86,86% | 93,35% | 25,92%
6 | BV bakhoa huyén Cam Lam 65,57% | 81,66% | 82,72% | 70,94% | 78,80% | 83,97% | 18,40%
7 | BV ba khoa huyén Dién Khanh 74,55% | 85,78% | 84,62% | 83,43% | 80,00% | 88,81% | 14,26%
8 | BV ba khoa huyén Khanh Son 58,40% | 70,28% | 72,02% | 75,06% | 80,08% | 90,97% | 32,57%
9 | BV ba khoa huyén Khanh Vinh 59,00% | 75,33% | 82,73% | 69,55% | 80,56% | 80,60% | 21,60%
10 | BV Da khoa huyén Van Ninh 69,52% | 69,25% | 82,51% | 80,75% | 79,07% | 89,77% | 20,25%
11 | BV Da khoa khu vyc Cam Ranh 61,28% | 74,40% | 75,21% | 75,23% | 77,05% | 83,16% | 21,88%
12 | BV Da khoa khu vyc Ninh Diém 70,17% | 82,58% | 81,07% | 91,10% | 82,73% | 87,42% | 17,25%
13 | BV Pa khoa khu vyc Ninh Hoa 73,26% | 84,82% | 83,06% | 84,22% | 81,62% | 83,72% | 10,46%
14 | BV Dba khoa tinh Khanh Hoa 71,66% | 78,01% | 85,64% | 80,08% | 70,65% | 85,84% | 14,18%
Chi s6 hai long chung 69,82% | 80,19% | 83,57% | 81,42% | 81,45% | 87,06% | 17,24%
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Phu luc XI.

Nam Nam
STT Co quan, don vi 2023 so
2016 2017 2018 2019 2022 2023 v6i 2016
1 | Phong kham Pa khoa khu vec Cam An Nam 74,08% | 84,28% | 87,72% | 84,84% | 81,95% | 84,79% | 10,71%
2 | Phong kham Pa khoa khu viuc Cam Phic Bic | 71,59% | 87,25% | 71,86% | 73,86% | 79,52% | 82,07% | 10,48%
3 | Phong kham Pa khoa khu vuc Dién Phudc 70,85% | 79,42% | 86,02% | 85,18% | 89,90% | 93,47% | 22,62%
4 | Phong kham Pa khoa khu vuc Khanh Binh 71,25% | 74,81% | 75,74% | 74,69% | 74,73% | 89,92% | 18,67%
5 | Phong kham Pa khoa khu vuc Khanh Lé 62,78% | 76,22% | 80,07% | 91,76% | 87,54% | 87,61% | 24,83%

6 | Phong kham Pa khoa khu vuc Ninh Sim 83,41% | 81,98% | 86,70% | 83,97% | 86,31% | 91,01% 7,60%
7 Phong kham Pa khoa khu vuc Son Lam 68,53% | 75,39% | 74,12% | 70,46% | 78,19% | 81,59% 13,06%
8 | Phong kham Pa khoa khu vuc Sudi Tan 63,29% | 73,87% | 79,67% | 77,04% | 81,38% | 85,33% | 22,04%
9 | Phong kham Pa khoa khu vuc Tu Bong 65,26% | 80,42% | 82,62% | 81,83% | 78,78% | 89,71% | 24,45%
Chi s6 hai ldng chung 70,14% | 77,51% | 78,00% | 79,02% | 82,44% | 87,28% | 17,14%
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Phu luc XII.

Nam Nam

STT Dia ban 2023 so
2016 2017 2018 2019 2022 2023 vé6i 2016

1 Huyén Cam Lam 80,70% | 72,18% | 81,14% | 78,36% | 82,80% | 83,38% | 90,27%
2 Huyén Dién Khanh 85,67% | 78,61% | 81,03% | 81,78% | 86,49% | 82,93% | 92,03%
3 Huyén Khanh Son 70,70% | 71,29% | 73,43% | 76,75% | 76,84% | 78,48% | 84,27%
4 Huyén Khanh Vinh 73,81% | 76,60% | 80,64% | 79,97% | 82,22% | 86,94% | 88,24%
5 Huyén Van Ninh 79,18% | 68,13% | 74,26% | 81,12% | 79,24% | 79,67% | 85,70%
6 | Thanh phé Cam Ranh 78,44% | 72,47% | 78,81% | 76,73% | 79,98% | 79,99% | 86,05%
7 | Thanh phé Nha Trang 81,37% | 73,30% | 77,19% | 80,31% | 81,35% | 81,10% | 85,58%
8 | Thi xd Ninh Hoa 81,67% | 74,98% | 81,5/% | 86,89% | 86,89% | 86,51% | 91,52%
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