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

TINH LAI CHAU Déc 1ap — Tw do — Hanh phiic
S6: 393 /BC-UBND Lai Chau, ngay2¢ thang5 ndam 2026
BAO CAO

Phan tich Chi s6 hai long ciia nguwoi dian d6i véi sw phuc vu ciia co quan
hanh chinh nha nuéc (SIPAS) nim 2025 cia tinh Lai Chau; muc tiéu,
nhiém vu va gidi phap nang cao Chi so SIPAS nam 2026

Can ctr két qua Chi sb hai long cua ngudi dan d6i véi su phuc vu clia co
quan hanh chinh nha nuéc (SIPAS) nam 2025 do Bo Noi vu cong bo?, Uy ban
nhan dan tinh phan tich, danh gia nhitng két qua dat dugc, nhitng tdn tai, han ché
dé tap trung chi dao, nang cao mirc do hai long ctia nguo1 dan ddi voi su phuc vu
ctia co quan hanh chinh nha nudc tinh Lai Chau trong ndm 2026, cu thé nhu sau:

I. THONG TIN CHUNG

Chi s6 SIPAS do Bo Noi vu phdi hop véi Tong cong ty Buu dién Viét
Nam t6 chtc khao sat, vai pham vi khao sat thuc hién ¢ 34 tinh, thanh phé.
Tong sb phiéu khao sat nam 2025 1a 36.000 phiéu, thu vé 35.649 phiéu hop 18,
dat ty 1€ 99,03%, trong do6 tinh Lai Chau, B Noi vu thuc hién khao sat tai 12 Xa,
phuong (gébm: Tan Phong, Thu Liim, Ta Téng, Bum Nua, Pa Tan, Lé Loi, Si Lo
Lau, Khong Lao, Nam Cudi, Tan Uyén, Khoen On, Mudng Md). Phiéu khao sat
dugc phat truc tiép dén timg ho gia dinh d3 duoc chon dé mot thanh vién dai
dién cua gia dinh tra 16i phiéu khao sat?.

No6i dung khao sat tap trung vao 02 nhéom: (1) Viée xay dung, to chirc
thuc hién chinh sach cong; (2) Viéc cung img dich vu hanh chinh cong cua co
quan nha nuéc. B chi s nam 2025 gém 37 chi s6 phan anh nhan dinh, danh
gia; 51 chi s phan anh mirc 46 hai long va 10 chi sé phan anh nhu ciu, mong
doi cua nguoi dan.

II. KET QUA CHI SO SIPAS 2025

Chi s6 SIPAS 2025 tinh Lai Chau dat 77,92%, giam 3,59% so v&i nam
2024; xép hang 34/34 tinh, thanh phd, trong d6: Chi s xay dung, t6 chirc thuc
hién chinh sach dat 78,51%, giam 2,98%, so v6i nam 2024, chi s cung tmg dich
vu hanh chinh cong dat 77,07% giam 4,47% so v&1 nam 2024.

! Quyét dinh s6 429/QD-BNV ngay 14/4/2026 cia Bo truéng Bo Noi vu vé viée phé duyét va cong bd Chi sb hai long ciia
ngudi dén doi voi sy phuc vu cua co quan hanh chinh nha nuge nam 2025. ) o
2Poi twong khéo sit 1a ngudi dan dai dién cho ho gia dinh, di 18 tudi trd 1én, c¢6 du ning luc hanh vi, biét doc, biét viét.
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1. Nhén dinh, danh gia ciia ngwoi dan ddi véi sw phuc vu ciia co' quan

hanh chinh nha nwéc, bao gdom 08 tiéu chi

1.1. Mirc dp quan tim ciia ngwoi dan doi véi chinh sach

Niam 2025, mirc 46 quan tdm cta ngudi dan tinh dbi voi 09 nhém chinh
sach dat tir 77,95% dén 82,46%. Ngudi dan quan tAm nhiéu nhat dén chinh sach
trat ty, an toan xa hoi & dia phuong (82,46%), tiép dén 1a chinh sach gido duc
phé thong (82,25%) va chinh sach dién sinh hoat (82,15%). Chinh sach phat
trién kinh té & dia phuong c6 mtrc 46 quan tAm thap nhét (77,95%).

Tiéu chi mirc do quan tﬁm,cﬁa nguwdi din ddi Niim 2024 | Nm 2025 | Tang/gidm
voi chinh sach
1.Chinh sach trat tu, an toan xa hoi ¢ dia phuong 81,83% 82,46% +0,63%
2.Chinh sach gido dyc pho thong ¢ dia phuong 82,49% 82,25% -0,24%
3.Chinh sach dién sinh hoat & dia phuong 81,13% 82,15% +1,02%
4.Chinh sach giao thong duong bo & dia phuong 79,98% 80,03% +0,05%
5.Chinh sach kham, chita bénh & dia phuong 80,41% 79,97% -0,44%
6.Chinh sach cai cach hanh chinh ¢ dia phuong 78,89% 79,97% +1,08%
7.Chinh séch an sinh, xa hoi ¢ dia phuong 80,26% 79,67% -0,59%
8.Chinh sach nudc sinh hoat ¢ dia phuong 80,62% 79,59% -1,03%
9.Chinh sach phat trién kinh té & dia phuong 77,74% 77,95% +0,21%

1.2. Cdc kénh théng tin ma ngwoi din siv dung dé theo doi cdic chinh

sdch cua co quan nha nwoc o dia phwong

Kénh thong tin ngudi dan stir dung nhiéu nhat 1a qua hop, sinh hoat, thong
bao tai khu dan cu voi 68,08%, ting 3,93% so véi nam 2024. Kénh mang
internet dat 31,07%, giam 18,83% so v&6i nam 2024, qua nguoi than, ban bé
12,73%. Ngoai ra, nguoi dan sir dung cac kénh thong tin khéc 1a 0,34%. Két qua
nay cho thay hinh thic thong tin truc tiép tai khu dan cu van giit vai tro chu dao,
trong khi viéc tiép can thong tin qua méi trudng sd c6 dau hiéu giam manh.

Tiéu chi kénh thong tin Niim 2024 1;;2“5‘ Tang/giam
1.Qua hop, sinh hoat, thong bao tai khu dan cu 64,15% 68,08% +3,93%
2.Qua mang internet 49,90% 31,07% -18,83%
3.Qua loa phat thanh xa 30,82% 22,07% -8,75%
4.Qua dai, ti vi, bao chi 40,88% 21,05% -19,83%
5.Qua chinh quyén, cong chiic 27,46% 13,58% -13,88%
6.Qua ngudi than, ban be 20,34% 12,73% -7,61%
7.Qua hinh thirc khac 0,42% 0,34% -0,08%

1.3. Miie di phit hop ciia cdc hinh thifc cung cAp théng tin vé chinh sich

Nguo1 dan danh gia hinh thtre qua hop, sinh hoat, thong bao tai khu dan
cu la phu hop nhat (78,29%); ti€p dén la qua mang internet (77,57%), qua chinh
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quyén, cong chuc (76,56%) va dai, ti vi, bao chi (76,01%). Hinh thirc khac c6
mturc phu hop thap nhat (70,17%).

Tiéu chi (hinh}\thli:c cung cap thong tin Ném 2024 | Nim 2025 | Ting/giam
veé chinh sach
(ll;Qua hop, sinh hoat, thong bao tai khu 79.31% 78,29% 11,02%
an cu
2.Qua mang internet 81,71% 17,57% -4,14%
3.Qua chinh quyén, cong chirc 76,97% 76,56% -0,41%
4.Qua dai, ti vi, bao chi 80,36% 76,01% -4,35%
5.Qua nguoi than, ban be 74,20% 72,35% -1,85%
6.Qua loa phat thanh xa 73,61% 71,88% -1,73%
7.Qua hinh thirc khac 70,10% 70,17% +0,07%

1.4. Mivc dé tham gia gop y ciia ngwoi din déi véi chinh sach ciia co
quan nha nwoc

Ngudi dan san sang tham gia gop y nhiéu nhat néu duoc xin ¥ kién tai
cudc hop cu dan noi sinh song (56, 35%), tang 17,90% so voi nam 2024. Cac
hinh thirc tryc tuyén tiép tuc co ty 1& thap: qua Trang thong tin dién tir cua chinh
quyen dat 9,98%, qua Zalo, Facebook dat 5,92%. Diéu nay cho thay nguoi dan
van uu tién cac hinh thic tham gia truc tiép tai cong dong dan cu, noi co thé trao
d6i, phan 4nh ¥ kién mot cach thuan loi va dé tiép can hon.

Tiéu chi mirc d tham gia gop y 12\151212 12\15‘21151 Tang/giam
1.S& tham gia, néu duogc xin y kién tai cudc | 38,45% | 56,35% | +17,90%
hop cu dan
2.S& tham gia, néu duoc xin ¥ kién theo | 35,29% | 24,37% | -10,92%
hinh thitc gui phiéu xin y kién dén nha, co
quan
3.S& tham gia, néu duoc xin ¥ kién theo bat | 30,04% | 18,44% | -11,60%
ky hinh thirc nao
4.S& tham gia, néu duoc xin ¥ kién theo | 11,13% | 9,98% -1,15%
hinh thirc tryc tuyén: Trang thong tin dién
tir chinh quyén
5.S& tham gia néu duoc xin ¥ kién theo hinh | 10,71% | 5,92% -4,79%
thirc truc tuyén: qua zalo, facebook

1.5, Suy nghi ciia nguoi din vé tinh trang céng chiic giy phién ha, sdch nhiéu

Két qua khao sat cho thay c6 nhiéu chuyén bién tich cuc trong hoat dong
cong vu clia co quan hanh chinh nha nudc. Ty 1é ngudi dan cho rang “Khong c6
cong chirc nao gay phién ha, sach nhidu” dat 91,86%, ting 4,47% so v6i nim
2024. Trong khi d6, ty 18 ngudi dan cho rang “Co mot sé cong chirc giy phién
ha, sach nhiéu” 1a 7,80% giam 2,49% so v6i nim 2024. Dic biét, ty 1& danh gia
“Co nhiéu cong chirc gdy phién ha, sach nhiéu” 1a 0,34% giam 1,97% so véi
nam 2024. Pay la tin hi¢u tich cuc, phan anh chét luong phuc vu ctua doi ngii
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can bo, cong chirc ngay cang dugc ning 1én, tinh than trach nhiém va thai do
phuc vu Nhan dan c6 nhiéu cai thi¢n.
Két qua nay cho thay cac giai phap siét chat ky luat, ky cwong hanh chinh,
nang cao dao duc cong vu va tang cuong kiém tra, giam sat can bg, cong chirc
trén dia ban tinh da phat huy hiéu qua tich cuc. Tuy nhién, van con 0 ,34% nguoi

dan cho rang con ton tai tinh trang phién ha, sach nhifu trong giai quyét cong
viée, gidm 1,97% so voi nam 2024.

Ti€u chi suy nghi ciua nguoi dan
ve tinh trang cong chirc gay Nam 2024 Nam 2025 | Tang/giam
phién ha sich nhiéu

1.Khong c6 cong chirc nao gy 87 39% 91.86% TAAT%
phién ha, sach nhiéu ’ ’ ’
2.C6 mét sO cong chirc gy phicn 10.29% 7 80% 22 49%
ha, sach nhiéu ' ' '
3.C6 nhi€u cong chure gay phién ha, 2 31% 0.34% -1.97%

sach nhiéu

1.6. Suy nghi ciia ngwoi dan vé tinh trang phdi dwa tién ngodi quy dinh
cho céng chirc trong qud trinh gidi quyét Thii tuc hanh chinh (TTHC)

Ty 1é ngudi dan cho ring “Khong c6 ngudi dan nao phai dua tién ngoai
quy dinh” dat 92,67%, tang 5,93% so v61 nam 2024. Bén canh do, ty 1€ nguoi
dan cho rang “C6 mot sd nguoi dan phai dua tién ngoai quy dinh” 1a 5,79%,
giam 4,32% so v6i nam 2024. Dic biét, ty 1& danh gia “Cé nhiéu ngudi dan phai
dua tién ngoai quy dinh” 1 1,53% giam 1,63% so véi naim 2024. Piéu nay cho
thay nhan thtrc va niém tin cua ngudi dan dbi véi doi ngli can bo, cong chirc
ngay cang dugc cai thién; déng thoi phan anh cac giai phap phong, chéng tham
nhiing, tiéu cuc trong hoat dong cong vu bude dau dat hiéu qua tich cuc.

Tiéu chi suy nghi caa nguoi din veé
tinh trang phai dwa tién ngoai quy Nam 2024 | Nam 2025 | Tang/giam
dinh

1.Khong c¢6 nguoi dan nao phai dua tién 86.,74% 92.67% +593%
ngoai quy dmh
2.C6 mot so nguodi dan phai dua tién 10.11% 5,79% 4.32%
ngoai quy dinh
3.C9_ nhleu. nguoi dan phai dua tién 3.16% 1.53% 11.63%
ngoai quy dinh

1.7. Mirc dé phir hop ciia cdc hinh thirc gigi quyét TTHC

Mtrc d6 phu hop cia cac hinh thic giai quyét thu tuc hanh chinh nim
2025 nhin chung ¢6 xu hudéng gidm so vo1 nam 2024. Trong do, hinh thuc giai
quyét truc tiép tiép tuc dugc ngudi dan danh gia phu hop cao nhét véi 76,39%,
giam 0,82% so v&1 nam 2024. DPdi v6i hinh thire tryc tuyén toan trinh va truc
tuyén mot phan, ty 16 danh gia phu hop lan lugt dat 70,30% va 72,25%, giam
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tuong ng 4,81% va 2,17% so véi nam 2024. Piéu nay cho thay phan 1én nguoi
dan van c6 xu huéng lya chon giao dich tryuc tiép dé duoc huéng dan, hd trg cu
thé trong qua trinh thyc hién thu tuc hanh chinh.

Két qua nay phan anh viéc trién khai dich vu cong tryc tuyén mac du da
duoc quan tam thyc hién nhung hiéu qua khai thac, str dung chua dé)ng déu; mot
bd phan ngudi dan con gip kho khin trong thao tac, tiép can cong nghé, nhat 13
tai khu vuc viing sau, ving xa, ving dong bao dan tdc thiéu sb.

Tiéu chi hinh thirc giai quyét Nam Nam i o
TTHC 2024 2025
1.Hinh thirc tryc tiép 7721% | 76,39% -0,82%
2.Hinh thure truc tuyén toan trinh 75,11% 70,30% -4,81%
3.Hinh thirc tryc tuyén mot phan 74,42% | 72,25% -2,17%

1.8. Trdi nghiém ciia ngwoi din veé viéc gidi quyét cong viéc voi co quan
chinh quyén

Nim 2025, trai nghiém pho bién nhét 1a giai quyét TTHC tryc tiép tai Bo
phan Mot ctra cdp xa voi 53,47%. Ty 16 ngudi dan dd thue hién TTHC truc
tuyén ¢ ca hai hinh thirc con thap: 5,75% d6i v6i ndp hd so truc tuyén, nop
phi/1é phi qua chuyén khoan va nhan két qua qua dich vu buu chinh; 11,34% ddi
véi ndp ho so truc tuyén, nop phi/lé phi truc tiép tai Trung tim Phuc vy hanh
chinh cong/Bg phan mot cura.

Tiéu chi trai nghiém Nam 2025
1.Giai quyét TTHC theo hinh thirc ndp ho so truc tiép tai BO phan 53,47%
Mot cira cAp x3
2.Ban than hoac nguoi than da di kham, chita bénh tai bénh vién, 29,95%
phong kham da khoa tuyén tinh, huyén, xa
3.Giai quyét TTHC theo hinh thirc ndp ho so truc tiép tai Trung 18,27%
tam Phuc vu hanh chinh cong cip tinh
4.Giai quyét TTHC theo hinh thirc nop ho so truc tiép tai BO phan 16,58%
Mot clra cap huyén
5.C6 nguoi than dang di hoc pho thong 14,55%
6.Giai quyét TTHC theo hinh thtrc ndp ho so truc tuyén, nop 11,34%
phi/1¢ phi tryc tiép tai TTPVHCC/BPMC
7.Di hoi chinh quyén, cong chirc vé chinh sach, TTHC 7,45%
8.Giai quyét TTHC theo hinh thirc ndp ho so truc tuyén, nop 5,75%
phi/lé¢ phi qua chuyén khoan va nhan két qua qua dich vu buu
chinh
9.Néu y kién danh gia véi chinh quyén vé két qua thyc hién chinh 2,54%
sach, két qua giai quyét TTHC
10.Néu y kién phan anh, kién nghi v6i chinh quyén vé chinh sach,
TTHC

2,54%
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Nhin chung, nguoi dan trén dia ban tinh da c6 nhiéu trai nghiém trong qua
trinh tiép can, sir dung dich vy hanh chinh céng va cac dich vu thiét yéu do co
quan nha nudc cung cdp. Hinh thtc giai quyét TTHC truc tiép van dugc ngudi
dan lua chon phé bién, dic biét & cép xa do thuén ti¢n trong di lai va giao dich.
Trong khi d6, ty 18 nguoi dan st dung dich vu cong truc tuyén con thap, cho
thay viéc tiép can va sir dung cac nén tang s6 van giap kho khin dbi vi mot bo
phan ngudi dan. Bén canh do6, ty 1& ngudi dan tham gia gép y, phan anh, kién
nghi v6i co quan nha nudc con han ché, thé hién mac do tuong tac hai chiéu
giita chinh quyén va nguoi dan chua cao. Diéu nay dit ra yéu cau tiép tuc nang
cao chat lugng phuc vu, drfly manh chuyén doi sb va tang cuong tuyén truyén,
huéng dan dé ngudi dan tham gia sir dung dich vu cong tryc tuyén hiéu qua hon.

2. Mirc dd hai 10ng ciia nguwoi dan ddi véi sw phuc vu ciia co quan
hanh chinh nha nuwéc

Muc do hai long cua nguoi dan ddi véi su phuc vu cua co quan hanh
chinh nha nudc tinh Lai Chau dat 77,92%, giam 3,59% so v6i nam 2024, xép
hang 34/34 tinh, thanh phd, trong d6: Chi sé xay dung, t6 chirc thyc hién chinh
sach dat 78,51%, giam 2,98%, so voi nam 2024; chi $6 cung ung dich vu hanh
chinh cong dat 77,07% giam 4,47% so v61 ndm 2024, dugc thuc hién véi 09
nhém tiéu chi cu thé:

2.1. Mirc dp hai long ciia ngwoi dan déi véi viée xdy dwng, té chirc thue
hién chinh sach (04 nhom tiéu chi danh gia)®

Mirc d6 hai long ctia ngudi dan d6i véi viée xay dung, t6 chire thuc hién
chinh sach dat 78,51%, xép thir 33/34 tinh, thanh phd, giam 2,98% so v&i nim
2024. Nam 2025, 04 ndi dung do luong déu co6 mirc do hai long giam tir 1,71% -
3,30%, cu thé:

a) Mirc dé hai 1ong ciia nguwoi dén vé trdach nhiém gidi trinh ciia chinh
quyén vé chinh sdch

Két qua khao sat ndm 2025 cho thidy mutc do hai 1ong ctia nguoi dan dbi
voi trach nhiém giai trinh ctia chinh quyén vé chinh sach dat 79,17%, giam
1,71% so v&i nam 2024, xép thir 33/34 tinh, thanh phd. Trong d6, tiéu chi thanh
phan “Chinh quyén cung cap, giai thich thong tin vé cac chinh sach theo nhiéu
hinh thirc, giup nguoi dan dé tim, dé thA ” dat 78 ,59%, giam 2 42% SO vO1 ndm
2024. Tiéu chi thanh phan “Chinh quyén cung cap thong tin vé cac chinh sach,
giai thich chinh sach day du, d& hiéu” dat 79,76%, giam 0,99% so v&i nam 2024.

8 (1) Trach nhiém giai trinh cua chinh quyen vé chinh sach; (2) Sy tham gia clia ngudi dan vao qua trinh xdy dung,
t6 chirc thuc hién chinh sach; (3) Chét luong to chirc thyuc hién chinh sach; (4) Két qua tac dong ctia chinh sach.



. o , Nam Nam < .z
NOi dung/tiéu chi 2024 2025 Tang/giam
Trach nhiém giai t,rlnh cua chinh quyén vé 80,88% | 79,17% 1.71%
‘ chinh sach

Chinh quyén cung cap, giai thich thong tin
ch’inh sach theo nhi€u hinh thuc, dé tim, dé | 81,01% | 78,59% -2,42%
thay
CPlnI{ quyén cung cap thong tin chinh sach 80,75% | 79.76% -0.99%
day du, dé hiéu

Nhin chung, ca 02 tiéu chi thanh phan déu giam so v6i nam 2024, cho
thay viéc cong khai, tuyén truyén va giai thich chinh sach mic du da dugc trién
khai bang nhiéu hinh thirc nhung kha ning tiép can thong tin ctia nguoi dén van
con han ché & mét sd noi, nhét 1a khu vuc vling siu, vung xa. Piéu nay dit ra
yéu cdu can tiép tuc nang cao chit luong truyén thong chinh sach; da dang hoa
hinh thirc cung cap thong tin; ting cudng tng dung cong nghé thong tin va nang
cao trach nhiém giai trinh ctia co quan hanh chinh nha nuéc nham gitp ngudi
dan dé tiép can, dé hiéu va thuén loi trong qua trinh thye hién chinh sach.

b) Mirc dp hai long ciia ngwoi déan tham gia vao quéa trinh xdy duwng, to
chirc thuc hién chinh sach

Mtic d6 hai 10ng cta ngudi dan ddi voi su tham gia vao qua trinh xay
dung, td chic thuc hién chinh sach dat 79,23%, giam 2,09% so v6i1 ndm 2024,
xép thir 31/34 tinh, thanh phd.

s on . Nam Nam 9 <
NOi dung/tiéu chi 2024 2025 Tang/giam

Co hoi tham gia ciia nguoi dan vao qua trinh o o i o
xay dung, té chire thue hi§n chinh sach 81,32% | 79,23% 2,09%
1.Chinh quyén t6 chirc nhicu hinh thire d€ nguoi
dan dé dang tham gia y kién xay dung chinh | 81,52% | 79,23% -2,29%
sach
2.Chinh quyén t6 chirc nhi€u hinh thirc d€ nguoi
dan dé dang phan hdi y kién danh gia tinh hinh . . 1 0N
trién khai va két qua, tic dong cua chinh sach & 8L13% | 79,23% 1,90%
dia phuong

Theo két qua khao sat ca 2 tiéu chi thanh phan déu giam so véi naim 2024,
cho thay viéc phat huy vai tro tham gia ciia nguoi dan trong xay dung, to chirc
thuc hién chinh sach con mot sd han ché; cac hinh thire léy y kién, tiép nhan
phan hdi ctia nguoi dan chua thuc su da dang, hiéu qua. Do d6, can tiép tuc day
manh cong khai, minh bach thong tin chinh sach; d6i méi phuong thirc lay
kién Nhan déan; ting cudong ung dung cong nghé thong tin va nang cao trach
nhiém cta co quan hanh chinh nha nudc trong viéc tiép thu, phan hoi y kién cta
nguoi dan.
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¢) Mikc dé hai long ciia nguoi dan déi véi chit lwong to chikc thue hign
chinh sach

Két qua khao sat ndm 2025 cho thdy muc do hai long ciia ngudi dan dbi
v6i chét luong to chirc thuc hién chinh sach dat 78,59%, giam 3,30% so v6i nim
2024, xép hang thtr 33/34 tinh, thanh phd. Pay 1a nhoém tiéu chi c6 mic giam
tuong ddi 10n, phan anh yéu cau ngdy cang cao cua ngudi dan déi véi hiéu qua
td chure thuc hién cc chinh sach tai dia phuong.

Trong céc tiéu chi thanh phan chinh quyén t6 chirc thuc hién tot chinh
sach kham chita bénh & dia phuong duoc ngudi din danh gia cao nhét véi
79,70%, tuy nhién van giam 4,80% so v&i nam 2024. Cac tiéu chi con lai giam
tlr 2,44% dén 4,23%.

Nam Nam
2024 2025
Chat lwong to chirc thue hién chinh sich 81,89% | 78,59% | -3,30%
1.Chinh quyén t6 chtrc thuc hién tot chinh | 82,14% | 79,70% -2,44%
sach kham chira bénh ¢ dia phuong
2.Chinh quyén t6 chuc thyc hién tot chinh | 84,36% | 79,56% | -4,80%
sach trat tu, an toan xa hdi ¢ dia phuong
3.Chinh quyén to chuc thyc hién to6t chinh | 82,16% | 78,99% -3,17%
sach gido duc pho thong ¢ dia phuong
4.Chinh quyén t6 chirc thuc hién tot chinh | 81,51% | 78,92% -2,59%
sach dién sinh hoat & dia phuong
5.Chinh quyén to chtc thuc hién t6t chinh | 82,85% | 78,62% | -4,23%
sach an sinh xa hdi ¢ dia phuong
6.Chat luong to chirc thuc hién chinh sach 81,89% | 78,59% -3,30%
7.Chinh quyén to chic thuc hién t6t chinh | 80,92% | 78,38% | -2,54%
sach phat trién kinh té & dia phuong
8.Chinh quyén t0 chtrc thuc hién t6t chinh | 80,50% | 77,88% -2,62%
sach giao thong duong bo & dia phuong
9.Chinh quyén to chtrc thuc hién tét chinh | 81,34% | 77,77% -3,57%
sdch cai cach hanh chinh ¢ dia phuong

Noi dung/tiéu chi Tang/giam

Nhin chung, ca 09 tiéu chi thanh phan déu c6 xu hudng giam so voi nim
2024, cho théy cong tac td chtrc thuc hién chinh sach & mot sb linh vuc chua
thuc su dap img ky vong cia ngudi dan. Do do, can tiép tuc nang cao hiéu luc,
hiéu qua quan Iy nha nudc; tap trung cai thién chat lugng cung tng dich vu cong
thiét yéu; tdng cuong kiém tra, gidm sat viéc thuc hién chinh sach va nang cao
trach nhiém cta cac co quan, don vi trong qua trinh t6 chic thyc hién chinh sach
tai dia phuong.

d) Mikc d hai Iong ciia nguoi dan déi voi két qud, tic dpng ciia chinh sich

Két qua khao sat ndm 2025 cho thdy muc d6 hai long ctia ngudi dan dbi
voi két qua, tac dong cua chinh sach dat 78,16%, giam 3,14% so v&1 nam 2024,



xép hang thir 33/34 tinh, thanh phd.

Trong céc tiéu chi thanh phan, tiéu chi “Truong phd théng cong lap day
hoc sinh tot hon” dat 79,46%, giam 1,92% so v&i nam 2024. Ti€u chi “An sinh
x4 hoi ddi véi nguoi dan ¢ dia phuong tdt hon” dat 79,12%, giam 2,36% so voi
nam 2024.

Mot sd tiéu chi c6 muc giam twong d6i 10n so véi nam 2024 nhu: “Dudng
bd, giao thong & dia phuong tdt hon” dat 77,19%, giam 4,91%,; “Trat tu, an toan
xa hoi ¢ dia phuong tdt hon” dat 78,48%, giam 4,34%; “Di¢n sinh hoat cua
nguoi dan ¢ dia phuong tdt hon” dat 78,89%, giam 3,55%; “Kinh té gia dinh cua
nguoi dan dia phuong tdt hon” dat 76,33%, giam 3,59%.

Bén canh do, ti€u chi thanh phﬁn “Co quan hanh chinh nha nuéc, can bg,
cong chire, vién chuc ¢ dia phuong c6 nang luc va thuc thi cong vu tdt hon” dat
78,38%, giam 2,88%, cho thay nguoi dan van ky vong cao hon vé chat luong
phuc vu, nang luc thuc thi cong vu cuia do1 ngti can bg, cong chirc, vién churc.

Nam Nam

NOi dung/tiéu chi 2024 2025 Tang/giam
Két, qua, tac dong cia chinh sach 81,30% | 78,16% -3,14%
tlé{(tllr;trll té gia dinh ctia nguodi dan dia phuong 79.92% | 76,33% -3.50%

2 Kinh té - xi hoi cua dia phuong t6t hon 79,96% | 77,31% | -2,65%
3.Bénh vién cong 1ap & dia phuong kham 0 0 5 an0

chira bénh cho ngudi dan tot hon 80,50% | 77,88% 2,62%
4.Truong pho thong cong lap day hoc sinh

81,38% | 79,46% -1,92%

tot hon

}51;)anat tu, an toan xa hoi ¢ dia phuong tot 82.82% | 78.48% -4.34%
Eizuong b9, giao thong & dia phuong 1Ot | g5 1000 | 771906 | -2,91%
7.Dién S}nh hoat cua ngudi dan ¢ dia 82,44% | 78,89% | -3,55%
phuong t6t hon

8.Nude sinh hoat cia nguoi dan ¢ dia| g9 1300 | 785500 | -2.58%
phuong tot hon

9.An s1n}} xa hdi do6i voi nguoi dan ¢ dia 81.48% | 79.12% -2.36%
phuong t6t hon

10.Co quan hanh chinh nha nudc, can bo,
cong chuc, vién chic & g‘ia phuong c6 nang | 81,26% | 78,38% -2,88%
lyc va thuc thi cong vu tot hon

Nhin chung, ca 10 tiéu chi thanh phan déu c6 xu huéng giam so voi nim
2024, phan anh yéu cau, ky vong cta ngudi dan ddi véi hiéu qua va tac dong
thue té cua cac chinh sach ngdy cang cao. Do do, can tiép tuc ning cao chét
luong td chirc thue hién chinh sach; tap trung dau tu phat trién ha téng, bao dam
an sinh xa hoi, cai thién chat luong dich vu cong va ning cao ning lyc, trach
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nhiém thyc thi cong vu ctia do1 ngti can bg, cong chirc, vién chitc nham dap tng
tot hon nhu cau cua nguoi dan.

2.2. Mirc d hai long ciia ngwoi dan doi voi viée cung dng dich vu
hanh chinh cong, véi 5 tiéu chi danh gia’.

Két qua khao sat cho thdy muc d6 hai long ctia ngudi dan ddi véi viee
cung ung dich vu hanh chinh cong nam 2025 dat 77,07%, giam 4,47% so voi
nam 2024, xép hang thir 34/34 tinh, thanh phé. Trong 5 tiéu chi do luong déu
giam so voi nam 2024, giam nhiéu nhat 1 tiéu chi Thu tyc hanh chinh giam
5,09%, giam it nhat 14 tiéu chi tiép can dich vu giam 3,42%, cu thé:

a) Mirc dé hai long ciia nguoi din déi véi tiép cdn dich vu

Mirc d6 hai long ciia ngudi dan ddi voi chi sb thanh phan “Tiép can dich
vy’ nam 2025 dat 77,63%, giam 3,42% so v&i nam 2024, Xép hang thir 34/34
tinh, thanh ph6.Trong 3/3 tiéu chi thanh phan déu giam so v&i nam 2024, giam
tir 3,12%-3,64%.

Noi dung/tiéu chi Niim 2024 1;;2‘2 Ting/giam
Tiép cén dich vu 81,05% | 77,63% -3,42%
1.Trung tdm phuc vu hanh chinh cong/B
p‘han N:IQ‘t cu’a: coA’blen hiéu, huéng dan rd 80.84% 77.20% 3.64%
rang, dé tim, dé thay
2.BPMC c¢6 du ghe ngbi cho, ghe ngbi giai
quyét cong viéc va ban viét cho nguoi dan 81,43% 78,31% -3,12%
3. BPMC c0 trang thiét bi phuc vu nguoi dan
dayidu,A chatlu(_)’n:g t‘ot, gitp nguoi dan giai 80.,88% 77.36% 3.52%
quyét cong viéc dé dang hon

b) Mikc d¢ hai long ciia ngwoi dan déi véi thii tuc hanh chinh (TTHC)

Niam 2025, mirc d6 hai long ctia ngudi dan déi véi “Thi tuc hanh chinh”
dat 76,77%, giam 5,09% so v&i nam 2024 (81,86%), Xép hang tha 34/34 tinh,
thanh phd. Pay 1a nhom tiéu chi c6 muc giam kha 16n. Trong 4/4 tiéu chi thanh
phan déu giam so v&i nam 2024, giam tir 4,46% - 5,74%.

Noi dung/tiéu chi Nim 2024 | Niam 2025 %a“g/ g1a

Thi tuc hanh chinh (TTHC) 81,86% 76,77% -5,09%
1.Quy dinh TTHC duoc niém yét cong 0 0 A a10

khai tai BPMC d3 thdy, d& doc 8201% 7720% | -4,81%
2. Nguoi dan duge yéu cau ndp ho so 0 0 =70

TTHC dung quy dinh 82,17% 77,03% 5,74%

4 Mirc do hai long cta nguoi dén dbi véi tiép can dich vu; Mirc d6 hai long ctia nguoi dan d6i véi thu tuc hanh chinh (TTHC);
Murc @6 hai long cuia nguoi dan doi voi cong chire truc tiép gidi quyét cong viée;, Muc d6 hai long ciia nguoi dan doi véi két qua

dich vy; Mirc d6 hai long ctia nguoi dan ddi véi viée tiép nhan, xtr Iy phan 4nh, kién nghi.
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Noi dung/tiéu chi Nim 2024 | Nim 2025 :f‘“g/ s1a
3.Ngudi dan dugc yéu cau déng phi/lé o o £ aRo
shi TTHC déng quy dinh 81,64% 76,28% 5,36%
g.igll(n han gidi quyét TTHC ding quy 81.01% 76.55% 4.46%

C) Mikc dj hai long ciia ngwoi din doi véi cong chikc truc tiép gidi quyét
cong viéc

Niam 2025, mirc d6 hai 10ng cta ngudi dan d6i véi “Cong chirc truc tiép
giai quyét cong viéc” dat 77,00%, giam 4,62% so v6i nam 2024 (81,62%), xép
hang thir 34/34 tinh, thanh phd. Trong 3/3 tiéu chi thanh phan déu giam so véi
nam 2024, giam tir 4,25% - 4,87%.

Noi dung/tiéu chi Niim 2024 1;;2‘2 Ting/gidm

Cong chirc truc tiép giai quyét cong viée 81,62% 77,00% -4,62%

I.COPg chuc BPI\‘/I'C co thai do giao tiép lich 81.93% 77.06% 4.87%
su, ton trong nguoi dan

2.Cong chuc BPMC huodng dan hévso dé
hi€u, day du, giup nguoi dan c6 thé hoan 81,55% 77,30% -4,25%
thién ho so sau mot 1an hudng dan

3.Cong chuc & BPMC tuan thu dung quy

, 0 0 - 0
dinh trong giai quyét TTHC 81,38% 76,63% 4,715%

d) Mikc dp hai long ciia ngwoi din doi voi két qua dich vu

Nam 2025, mic do hai 1ong dbi voi “Két qua dich vu” dat 77,29%, giam
4,61% so voi nam 2024 (81,90%), xép hang thir 34/34 tinh thanh phé. Trong 4
tiéu chi thanh phan déu giam so voi nam 2024, giam tir 4,15% - 5,27%.

NOi dung/tiéu chi Nam 2024 | Nam 2025 | Tang/giam
Két qua dich vu 81,90% 77,29% -4,61%
lll.Két qua giai quyét TTHC duoc tra ding 81.93% 76.66% 527%
en
2.Keét qua gigi quyet TTHC co thong tin 81 80% 27 470 4.42%
day du, chinh xac ’ ’ ’
3.Két qua giai quyét TTHC dam béo tinh 81.89% 77.74% 415%

cong bang

d) Mirc dp hai long ciia ngwoi din déi véi viéc tiép nhgn, xiv Iy phdan
danh, kién nghi

Nam 2025, mac d6 hai long ctia nguoi dan d6i voi “Viée tiép nhan, xu 1y
phan anh, kién nghi ctia nguoi dan” dat 76,79%, gidm 4,40% so v&i nam 2024
(81,19%), xép hang thtr 34/34 tinh, thanh phd. Trong 3 tiéu chi thanh phan déu
giam so vo1 ndm 2024, giam tur 4,28% - 4,47%.
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Nam Nam

Noi dung/tiéu chi 2024 2025

Tang/giam

Viéc tiép nhan, xir Iy phan anh, kién nghi

- e A 81,19% 76,79% -4,40%
cua nguwoi dan

1.BPMC b trf hinh thire tiép nhan giup ngudi

x 0 0 -4 479
din d3 dang 80,96% | 76,49% 4,47%

2.BPMC tiép nhan, xtr Iy phan anh, kién nghi

0 0 _ 0
cua nguoi dan ding quy dinh 81,13% | 76,85% 4,28%

3.BPMC thong béo két qua xir 1y phan anh

, ) 1
kién nghi cho ngudi dan kip thoi 81,47% | 77,03% | -4,44%

* Panh gia chung vé mirc do hai long cia nguwoi dan doi voi viée cung
ung dich vu hanh chinh cong

Mtic do hai 10ng ctia nguoi dan ddi véi qua trinh cung tng dich vu hanh
chinh cong tai cac co quan hanh chinh nha nudc ¢ xu hudng giam, diéu do6 cho
thay qua trinh cung tmg dich vu hanh chinh cong nim 2025 chiu tac dong 1on tir
viéc thyc hién mé hinh chinh quyén dia phuong 2 cap. Trong thoi gian dau trién
khai, nhiéu dia phuong con gip kho khin trong bé tri co sd vat chat, sap xép
nhan sy, cap nhat quy trinh va to chtrc van hanh Trung tm Phuc vu hanh chinh
cong cép x4 theo md hinh méi. Bén canh d6, diéu kién ha tﬁng, trang thiét bi va
nguon nhan luc chua twong tmg, din dén ap lyc trong qua trinh tiép nhan va giai
quyét thi tuc hanh chinh cho ngudi dan.

Mic du cac chi s6 déu giam, ty 1é hai long ctia nguoi dan & cac nhom tiéu
chi van duy tri trén 76%, cho thdy ngudi dan van ghi nhan sy nd luc cia cac co
quan hanh chinh nha nudc va doi ngii can bg, cong chirc trong viéc duy tri hoat
dong giai quyét thi tuc hanh chinh théng subt. Trong thoi gian tdi, can tiép tuc
tap trung hoan thién t6 chuc va hoat dong cua Trung tdm Phuc vu hanh chinh
cong cap x4, ting cuong dau tu co sé vat chat, ha tang cong nghé thong tin;
chuan héa quy trinh giai quyét thu tuc hanh chinh; ning cao chat luong doi ngil
cong chirc va day manh chuyén doi so trong giai quyét thu tuc hanh chinh nham
nang cao chat luong phuc vu va mutrc d6 hai 1ong ciia nguoi dan.

3. Nhu ciau mong doi ciia nguoi dan

Nim 2025, nhu cau, mong do1 cua nguodi dan ddi voi su phuc vu cua co
quan quan 1y nha nudc duoc do luong trén 10 ndi dung lién quan dén viéc xay
dung, to chirc thuc hién chinh sach va cung tng dich vu hanh chinh cong.

Két qua khao sat nhu cau mong doi nim 2025 ciia tinh Lai Chau cho thay
nguoi dan ¢ ky vong cao ddi véi chat luong phuc vu cia co quan hanh chinh
nha nude, khi tit ca cac ndi dung khao sat nhu cau mong doi déu trén 85%. Diéu
nay phan anh nhu cau ngay cang lén cia nguoi dan ddi véi mot nén hanh chinh
cong khai, minh bach, hi¢n dai va phuc vy tdt hon.
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Trong cac ndi dung khao sat, nguoi dan mong doi cao nhat ddi véi viéc
“Nang cao chat lugng tiép nhan, xir Iy gép ¥, phan anh, kién nghi ctia ngudi dan”
dat 88,89%, cac ndi dung “Nang cao nang lyc cua can b, cong churc, vién chiic
trong giai quyét cong viéc cho ngudi dan” dat 88,11%; “Tang cudng trach nhiém
giai trinh cta chinh quyén d6i v6i nguoi dan” dat 87,14%; “Nang cao hiéu lyc,
hiéu qua hoat dong cta chinh quyén dia phuong” dat 87,08% cho thay nguoi dan
ky vong doi ngil can bo, cong chirc phai ¢6 trinh d6, trach nhiém, tinh than phuc
vu t6t hon, dé)ng thoi chinh quyén cac cép can hoat dong hi¢u qua, minh bach va
gan dan hon. Ngoai ra, ngudi dan cling mong mudn tinh tiép tuc quan tAm dau tu
co s vat chat, trang thiét bi phuc vu giai quyét cong viéc; ddy manh tng dung
cong nghé thong tin, chuyén d6i s va ning cao chat luong dich vu cong truc
tuyén nham tao thuan loi cho nguoi dan khi thuc hién tha tuc hanh chinh.

Chi s6 nhu ciu, mong doi nim 2025 ciia tinh Lai Chau Ty 1¢

1.Nang cao chat luong tiép nhan, xt 1y gop ¥, phan anh, kién nghi ciia | 88,89%
nguoi dan

2.Nang cao nang lyc cua can bd, cong chirc, vién chuc trong giai quyét | 88,11%
cong viéc cho nguoi dan

3.Tang cudng co sO vat chat, trang thiét bi phuc vu giai quyét cong viéc | 87,65%
cho nguoi dan

4.Tang cudng trach nhiém giai trinh cta chinh quyén doi véi nguoi dan 87,14%

5.Nang cao hi¢u lyc, hiéu qua hoat dong ctia chinh quyén dia phuong 87,08%

6.Nang cao tinh than, thai d6 phuc vu cua can bo, cong chirc, vién chic | 86,45%
doi voi ngudi dan trong giai quyet cong vige

7.Tang cuong ung dung cong ngh¢ thong tin, chuyén d6i s6 trong giai | 86,30%
quyét cong viéc cho nguoi dan

8.Nang cao tinh cong khai, minh bach trong cung cap thong tin cho ngudi | 86,26%
dan

9.Nang ca0~ch€it luong cung tng dich vu cong truc tuyén dé tao diéu kién | 86,24%
thudn logi, dé dang cho nguoi dan

10.M6 rong co hoi tham gia giam sat cua nguoi dan d6i voi hoat dong | 85,88%
cua chinh quyén

111. PANH GIA CHUNG
1. Két qua dat dwoc

Nam 2025, tinh Lai Chau phdi hop véi B6 Noi vu to chire khao sat do
ludng su hai 1ong ctia ngudi dan ddi véi sy phuc vu ctia co quan hanh chinh nha
nudc mot cach chat ché, khong co6 sy can thi€p, dinh hudng. Do do, két qua diéu
tra do B6 Noi vu cong bd 13 két qua phan anh twong d6i khach quan nhan dinh,
danh gia, mtc do hai long va nhu cau mong doi cua ngudi dan d6i véi sy phuc
vu cua cac co quan hanh chinh nha nudc trén dia ban tinh.

Cong tac cai cach hanh chinh, nang cao chét luong phuc vu Nhan dan tiép
tuc duoc cac cap, cac nganh quan tim trién khai thuc hién. Chinh quyén cac cap
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d3 timg budc ting cudng coéng khai, minh bach thong tin; day manh tuyén
truyén, phd bién chinh sach; duy tri hoat dong tiép nhan, giai quyét thi tuc hanh
chinh tai Trung tdm Phuc vu hanh chinh cong céc cap, gop phan bao dam quyén
loi va tao diéu kién thuan loi cho ngudi dan trong giai quyét cong viéc.

Két qua khao sat ciing cho thiy ngudi dan ngdy cang quan tdm hon dén
hoat dong quan ly nha nudc, dic bi¢t 1a cac linh vuc cai cach hanh chinh, phat
trién kinh té, an ninh trat tu, chuyén ddi s va chét luong cung tmg dich vu cong.
Ty 1& nguoi dan danh gia khong co tinh trang gay phién ha, sach nhiéu hosc
khong phai dua tién ngoai quy dinh déu ting so v&i nam 2024 (Ty 1& ngudi dan
cho rang “Khong c6 cong chirc ndo gay phién ha, sach nhidu” dat 91,86%, ting
4,47%; Ty 1é nguoi dan cho rang “Khéng c6 ngudi dan nao phai dua tién ngoai
quy dinh” dat 92,67%, ting 5,93%), phan anh hiéu qua budc dau trong viéc tang
cuong ky luat, ky cwong hanh chinh, nang cao dao dirc cong vu va phong, chong
tham nhiing, ti€u cuc.

2. Ton tai, han ché va trach nhiém ciia co’ quan, dia phwong
2.1. Ton tai, han ché

Bén canh nhiing két qua dat dugc, Chi sé SIPAS niam 2025 cua tinh Lai
Chau giam 3,59% so véi nam 2024, xép hang thir 34/34 tinh, thanh phd; trong
do ca 02 nhom ndi dung 16n 1a “Viéc xay dung, t6 chirc thuc hién chinh sach” va
“Viéc cung tng dich vu hanh chinh cong” déu giam.

Mirc do tham gia gop ¥ cta nguoi dan ddi voi chinh sach con thip, dic
biét ddi voi cac hinh thirc gép v truc tuyén, ty 1& nguoi dan tham gia gop ¥ qua
trang thong tin dién tir cuia chinh quyén, qua Zalo, Facebook con rat thap®; ty 16
nguoi dan chu dong tham gia goép y theo moi hinh thirc gidm manh 11,6% so véi
nam 2024.

Chét luong cung tng dich vu hanh chinh céng con mot s6 han ché: Céc
tiéu chi vé cong khai tha tuc hanh chinh, huéng dan hd so, giai quyét ho so ding
quy dinh, dang thoi han déu giam kha manh so v&i ndm 2024, cu thé: Tiéu chi
“Cong chirc yéu cau nguoi dan nop hd so TTHC dung quy dinh” giam 5,74%;
tiéu chi “Két qua giai quyét TTHC duogc tra ding hen” giam 5,27%; tiéu chi
“Cong chirc yéu cau ngudi dan dong phi/lé phi diing quy dinh” giam 5,36%.

Piéu kién co s& vat chét, trang thiét bi phuc vu ngudi dan tai Trung tam
Phuc vu hanh chinh cong & mot sb dia phuong con han ché®.

5 Tryc tuyén trén trang thong tin dién tir cua chinh quyén 9.98%; Hinh thitc tryc tuyén qua Zalo, Facebook 5,92%
6 Murc d6 hai long ctia ngudi dan doi Vdirchi s0 thanh phan “Tiép can dich vu” nam 2025 dat 77,63%, giam 3,42% so v4i nam
2024, xep hang thir 34/34 tinh, thanh pho
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Chét luong phuc vu ctia doi ngii cong chire truc tiép giai quyét cong viee
c6 mit con han ché; k¥ ning giao tiép, huéng dan hd so va tinh than phuc vu
nguoi dan & mot s6 noi chua dap tng yéu cau. Mirc do hai long ddi voi thai do
giao tiép, viéc tuan thu quy dinh va huéng dan héd so cia cong chirc déu giam
trén 4% so vo1 nam 2024.

Két qua khao sat suy nghi cia ngudi dan vé tinh trang cong chic giy
phién ha, sach nhidu va viéc dua tién ngoai quy dinh cho cong chirc trén dia ban
tinh van con, cu thé: c6 nhiéu cong chirc gay phién ha, sach nhiu 1a 0,34%; co
nhiéu ngudi dan phai dua tién ngoai quy dinh 1a 1,53%.

2.2. Trach nhi¢m ciia co quan, dia phwong di véi ton tai, han ché
a) S6 Noi vu

Chua tham muu Uy ban nhan dan tinh cac giai phap trong tam, dong bod
va di manh dé cai thién cac chi s6 SIPAS c6 mitc giam siu qua cic nam.

Cong tac theo doi, don ddc, kiém tra viée thuc hién ky luat, ky cuong
hanh chinh, cong vu, dao dtc cong vu dbi véi doi ngii cong chirc truc tiép tiép
nhan, giai quyét thu tuc hanh chinh chua thudng xuyén; chua kip thoi phat hién,
chan chinh céc t6n tai nhu hudng dan ho so chua day du, giai quyét ho so cham
han, thai d6 phuc vu chua dap Gmg yéu cau, van cé trudng hop cong chirc giy
phién ha, sach nhiéu.

Viéc phdi hop véi cac co quan, dia phuong trong cdng tac tuyén truyén,
huéng din nguoi dan tham gia khao sat SIPAS c¢6 mat con han ché, anh huong
phan nao dén chat lugng phan hoi khao sat va két qua Chi s SIPAS cua tinh.

b) Vian phong UBND tinh

Cong tac tham muu chi dao, theo doi, don dbc, kiém tra viéc thuc hién
tiép nhan va tra két qua TTHC va kiém soat thu tuc hanh chinh & mot s6 co
quan, dia phuong c6 thoi diém chua thudong xuyén. Cong tac theo ddi, dén ddc,
kiém tra viéc thuc hién tiép nhan, giai quyét thu tuc hanh chinh va kiém soat thi
tuc hanh chinh c6 thoi diém chua sat sao; chua kip thoi phat hién, chan chinh
tinh trang ho so giai quyét cham han, anh huong dén mot sb tiéu chi vé giai
quyét thi tyc hanh chinh va mirc d6 hai 1ong ctia nguoi dan.

Viéc kiém tra, huéng dan thuc hién cong khai, niém yét thu tuc hanh
chinh, chuin hoa quy trinh nd1 bg, quy trinh di¢n tir va td chirc hoat dong Trung
tam Phuc vu hanh chinh cong cp xd van con chua thuong xuyén; chua kip thoi
phat hién, chan chinh nhimg ton tai, han ché trong qua trinh tiép nhan, giai quyét
thu tyc hanh chinh cho nguoi dan, din dén mot s tiéu chi vé cong khai thu tuc
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hanh chinh, huéng dan hd so, giai quyét hd so dang quy dinh, dung thoi han va
chat luong phuc vu ngudi dan giam so voi nam 2024.

Cong tac tham muu trién khai dich vu cong truc tuyén, s6 hoa ho so,
thanh toan truc tuyén va huéng din ngudi dan st dung dich vu cong truc tuyén
chua tao chuyén bién 1o nét, din dén ty 1¢ nguoi dan st dung dich vu cong truc
tuyén con thap, anh huéng dén muc d6 hai long cua ngudi dan déi voi viée cung
ung dich vu hanh chinh cong trén dia ban tinh.

¢) Trach nhiém cia cac sé, ban, nganh tinh

Cong tac tham muru, t6 chure thyuc hién chinh sach & mét sd nganh, linh vuc
c6 mat chua dap umg yéu cau; viée ra soat, danh gia muc do phu hop, tac dong
ctia chinh sach dbi vai nguodi dan chua thuong xuyén; viéc ndm bat, tham muu
thao g& kho khan, vudng mac phat sinh tir co s& ¢6 ndi dung chua kip thoi, anh
huong dén muc d6 hai 1ong ciia ngudi dan ¢ mot sd linh vue, cu thé: Giao théng
duong bd giam 4,91%; trat tu, an toan xa hoi giam 4,34%; an sinh xa hoi gidm
4,23%; phat trién kinh té giam 3,59%; kham chita bénh giam 2,62%; gido duc phd
thong giam 1,92%, cho thay cong tac tham muu, t6 chirc thuc hién chinh sach &
mot s6 nganh, linh vuc chua dap ing yéu cau va ky vong ciia nguoi dan.

d) Trach nhiém ciia Uy ban MTTQ Viét Nam cac cap

Cong tac tuyén truyén, van dong nguoi dan tham gia gop y xay dung
chinh sach, giam sat hoat dong ctia co quan hanh chinh nha nudc va tham gia
khéo sat SIPAS c6 mat chua hiéu qua.

Cong tac phdi hop tuyén truyén, van dong nguoi dan tham gia gop y xay
dung chinh sach, giam sat hoat dong cua co quan hanh chinh nha nudc va tham
gia khao sat SIPAS c6 mat chua hi¢u qud; viéc phat huy vai tro ctia Mat tran va
cac to chuc thanh vién trong nam bat tim tw, nguyén vong, phan anh, kién nghi
ctia Nhan dan c6 thoi diém chua sau sat.

Viéc tuyén truyén, van dong nguoi dan, nhat 1a ngudi dan ¢ ving sau,
ving xa, ving dong bao déan tdc thiu s tham gia gop ¥ xay dung chinh sach, sir
dung dich vu cong truc tuyén con han ché.

d) Trach nhiém ciia UBND cap xa’

Cong tac tuyén truyén, cong khai, giai thich chinh sach cho ngudi dan &
mot o dia phuong c6 mat con han ché; hinh thire tuyén truyén chua thuc su phu
hop véi diéu kién thyc té & co s&, nhét 1a vung sau, vung xa, vung déng bao dan

" Tai 12 x4, phu(‘)‘ng' duoc Iya chon khao sat SIPAS nam 2025, gém: Téan Phong, Thu Liim, Ta Téng, Bum Nua, Pa Tén, Lé
Loi, Si Lo Lau, Khong Lao, Nam Cuo6i, Tan Uyén, Khoen On, Muong M6.
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toc thiéu sb, dan dén muc d6 tiép can thong tin, tham gia gbp ¥ chinh sach va sir
dung dich vu cong truc tuyén ctia nguoi din con thap.

Viéc to chitc thue hién chinh sach & mot sb linh vuc lién quan tryuc tiép
dén doi song nguoi dan nhu an sinh xa hoi, giao thong, phat trién kinh té, trat tu
an toan xa hoi... chua dap ung ky vong ctuia nguodi dan, [am gidam muc dd hai
long ddi v&i nhom ndi dung “xay dung, td chure thuc hién chinh sach”.

Cong tac giai quyét thu tuc hanh chinh tai Trung tdm Phuc vy hanh chinh
cong cép x4 ¢6 mit con han ché; viéc cong khai, huéng dan hd so, tiép nhan va
giai quyét hd so & mot sb noi chua thyuc su déng bd, van con tinh trang hd so
giai quyét cham han.

Chat luong phuc vu cia mot bd phan can bo, cong chic truc tiép tiép
nhén, giai quyét tha tuc hanh chinh c6 mit chua dap tng yéu cau; k¥ ning giao
tiép, huong dan nguoi dan va ung dung cong nghé thong tin con han ché, anh
huong dén muc d6 hai 10ng ctia ngudi dan.

Cong tac tuyén truyén, huéng din ngudi dan tham gia tra 1oi phiéu khao
sat SIPAS con han ché; chua chu dong phéi hop véi cac co quan, doan thé, t6
dan cu dé tuyén truyén ddy du vé muyc dich, ¥ nghia cua khao sat SIPAS va
quyén, trach nhiém ctia ngudi dan trong tham gia danh gia chat luong phuc vu
cua co quan hanh chinh nha nuéec.

e) Pdi v6i CAC co quan thong tin, truyén thong

Cong tac thong tin, tuyén truyén vé cai cach hanh chinh, dich vu cong truc
tuyén va Chi s SIPAS c6 thoi diém chua thudng xuyén; ndi dung, hinh thirc
tuyén truyén chua thuce sy phong phu, pht hop voi nguoi dan & ving sdu, ving
xa, viing dong bao dan toc thicu sé.

Viéc phdi hop véi cac co quan, don vi, dia phuong trong tuyén truyén
nang cao nhan thtrc cia ngudi dan vé muc dich, ¥ nghia cua Chi sé SIPAS va
vai trd giam sat cua nguoi dan dbi véi hoat dong clia co quan hanh chinh nha
nudc chua thuc sy hi€u qua.

g) Buu dién tinh Lai Chau

Cong tac phéi hop trién khai khao sat SIPAS tai mot sd dia ban co thoi
diém chua thyc su chit ché, viéc bd tri, quan 1y, huéng dan doi ngii diéu tra vién
tham gia phat, thu phiéu khao sat & mot sd noi chua dugc theo ddi thudng xuyén.

Mbt s6 diéu tra vién trong qua trinh thuc hién khao sat con han ché vé ky
nang huéng dan, giai thich ndi dung phiéu khao sat cho ngudi dan; viéc tuyén
truyén vé muc dich, y nghia ciia khao sat SIPAS va quyén, trach nhiém cia
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ngudi dan khi tham gia danh gia chét luong phuc vu cta co quan hanh chinh nha
nude ¢ lic chua day du, rd rang.

Tai mot sd dia ban ving sdu, ving xa, ving déng bao dan toc thiéu sb,
diéu tra vién con gip kho khin trong giao tiép, huéng din nguoi dan tiép can noi
dung khao sat, din dén viéc ngudi dan chua hiéu ddy du cac tiéu chi danh gia
hodic con tam 1y tra 101 theo cam tinh, anh hudng nhét dinh dén chit luvgng thong
tin khdo sat thu thap duoc.

3. Nguyén nhan ciia ton tai, han ché
3.1. Nguyén nhan khach quan

Nam 2025 13 ndm dau trién khai thuc hién moé hinh chinh quyén dia
phuong 2 céap (thuc hién chu trLrO‘ng két thiic hoat dong cta chinh quyén cip
huyen) trong qua trinh chuyen tlep, viéc diéu chinh chirc ning, nhiém vu, thAm
quyén giita cac cap chinh quyén; sap xép to chirc bd may, nhan su; thay doi quy
trinh phdi hop, giai quyét cong viéc da tac dong nhat dinh dén chét luong cung
ung dich vu hanh chinh c6ng va mirc do hai long cuia nguoi dan.

Mot bo phan ngudi dan, nhat 13 ¢ ving sau, ving xa, ving dong bao dan
toc thiéu sd duge khao sat chua thudng xuyén hodc chua timg truc tiép sir dung
dich vu hanh chinh céng, dich vu cong truc tuyén nén viéc danh gia muc do hai
long chu yéu dua trén cam nhan, thong tin trao ddi tir cong dong dan cu. Piéu
nay phan nao anh huong dén két qua danh gia, nhat 1a ddi véi cac tiéu chi lién
quan dén chét luong phuc vu va hiéu qua giai quyét tha tuc hanh chinh.

Diéu kién co s& vat chat, ha téng cong ngh¢ thong tin tai Trung tam Phuc
vu hanh chinh cong & mot s6 x& con kho khan; trang thiét bi chua déng b0, chua
dap ung day du yéu cau chuyén d6i sb, cai cach hanh chinh va nhu cau phuc vu
nguoi dan trong tinh hinh mai.

Khéi luong cong viée phat sinh trong qua trinh sip xép to chirc bd may,
chuyén giao nhiém vu giita cac co quan, don vi ting 1én; trong khi nhan luc truc
tiép thyc hién nhiém vu tai co s& con han ché, dan dén ap luc trong tiép nhan, giai
quyét hd so hanh chinh, anh hudng dén tién do va chat luong phuc vu nguoi dan.

3.2. Nguyén nhan chi quan

Cong tac tuyén truyén, huéng din ngudi dan tham gia gép ¥, phan bién
chinh sach va sur dung dich vu cong truc tuyén & mot sb co quan, dia phuong
chua thuc su hi¢u qua; hinh thirc tuyén truyén chua da dang, chua phu hop véi
diéu kién tiép can thong tin ciia ngudi dan & co so.

Viéc chi dao, kiém tra, gidm sat giai quyét thu tuc hanh chinh & mét sb co
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quan, don vi chua thudong xuyén, chua kip thoi phat hién, chan chinh céc ton tai
trong qua trinh tiép nhan, giai quyét hd so cho nguoi dan.

Mot b phan can bd, cong chic truc tiép giai quyét cong viée chua chu
dong thich img véi yéu cau nhiém vu trong giai doan sip xép, kién toan t6 chirc
bd may; k§ ning giao tiép, hudng dan hd so, k¥ ning tmg dung cong nghé thong
tin va tinh than phuc vu nguoi dan ¢6 mat con han ché. Viéc thuc hién quy trinh
tiép nhan, huéng dan, giai quyét hd so thi tuc hanh chinh & mot sb noi chua thue
su thong nhat, ddn dén muc d6 hai 1ong ctia ngudi dan ddi véi cac tiéu chi vé
hudng dan hd so, giai quyét ding quy dinh, dang thoi han giam so véi nam trudc.

Cong tac phdi hop giita cac co quan, don vi trong giai quyét thil tuc hanh
chinh lién thong c6 lic chua chit ch&; van con tinh trang giai quyét hd so cham
so voi quy dinh, anh hudng dén trai nghiém va muc d6 hai 10ng ctia ngudi dan.

Cong tac gido duc dao dic cong vu, vin hoa cong s& va kiém tra viéc
chap hanh ky luat, ky cwong hanh chinh & mdt sé co quan, don vi ¢6 thoi diém
chua dugc thyc hién thuong xuyén; viéc tu kiém tra, giam sat nd1 bo chua hi¢u
qua, do d6 van con tinh trang ngudi dan phan anh vé hién tuong giy phién ha,
sach nhiéu hodc phai chi thém chi phi ngoai quy dinh trong qua trinh giai quyét
thu tuc hanh chinh.

IV. MUC TIEU, NHIEM VU VA GIAI PHAP NANG CAO CHI SO
SIPAS NAM 2026

1. Muc tiéu

Tiép tuc nang cao mirc d6 hai long cia nguodi dan néi chung (Chi sb
SIPAS) va chi sd hai long vé timg tiéu chi noi riéng (Chi sd hai long vé xay
dung, to chirc thyc hién chinh sach; Chi s6 hai long vé cung tng dich vy hanh
chinh cong) so v4i nam 2025.

2. Nhiém vu va giai phap
2.1. Cac co quan, don vi, dia phwong

- Tiép tuc trién khai hiéu qua cdng tac cai cach hanh chinh nhat 1 cai cach
thu tuc hanh chinh. Nang cao trach nhiém ngudi dimg dau cac co quan, don vi,
dia phuong trong viéc tham muu xay duyng va toé chic thuc hién chinh sach
cdng, nang cao chat luong cung tng dich vy cong theo hudng lay ngudi dan lam
trung tdm, mang lai sy hai long cta nguoi dan.

- Tap trung ra soat, khéc phuc cdc ti€u chi, tiéu chi thanh phﬁn c6 muc do
hai long thap hodc giam manh so voi nam 2025; xay dung ké hoach cu thé dé cai
thién chat luong phuc vu nguodi dan, nhét 1a cac ndi dung lién quan dén cong
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khai tha tuc hanh chinh, huéng dan hé so, giai quyét hd so ding quy dinh, ding
thoi han va tiép nhan, xtr Iy phan anh, kién nghi.

- Pay manh cong tac tuyén truyén, hudéng din nguoi dan tham gia gop ¥
xay dung chinh sach, sir dung dich vu cong truc tuyén va céac nén tang s6; da
dang hoa hinh thirc tuyén truyén phu hop véi didu kién thuc té cta timg dia ban,
nhat 13 ving sdu, ving xa, ving dong bao dan tdc thiéu sd.

- Quan tam dau tu, nang cép co s& vat chéat, trang thiét bi, ha tﬁng cong
nghé thong tin tai Trung tim Phuc vy hanh chinh céng cap x4, bao dam dap tmg
yéu cau phuc vu ngudi dan trong diéu kién thuc hién mé hinh chinh quyén dia
phuong 2 cap va ddy manh chuyén doi so.

- Tang cudng ky luat, ky cwong hanh chinh; thuong xuyén kiém tra, giam
sat viéc thuc thi cong vu cua can by, cong chirc, vién chuec, nhét 1a doi ngl truc
tiép tiép nhan, giai quyét thi tuc hanh chinh; kip thoi chan chinh, xir Iy nghiém
cac hanh vi gay phién ha, sach nhidu hoic yéu cau ngudi dan chi tra chi phi
ngoai quy dinh.

- Tang cuong cong tac tuyén truyén, nang cao nhan thic cia nguoi dan vé
muc dich, y nghia va vai tro cua viéc tham gia khao sat SIPAS; gitip nguoi dan
hiéu o két qua khao sat 1 co s quan trong dé cac co quan nha nudc danh gia
chét luong phuc vu, kip thoi khac phuc ton tai, han ché va nang cao hi€u qua
phuc vu Nhan dan.

2.2. Poi véi S6 Noi vu

- Tham muu Uy ban nhan dan tinh ban hanh K& hoach cai thién, nang cao
murc d6 hai 1ong ctia nguoi dan d6i véi su phuc vu ciia co quan hanh chinh nha
nudc trén dia ban tinh Lai Chau nam 2026.

- Tiép tuc tham muu UBND tinh trién khai phuong phap do luong sy hai
long cua nguodi dan ddi véi su phuc vu cua co quan hanh chinh nha nuéc dé
danh gia ddi véi cac co quan, don vi, dia phuong trong tinh theo phuong phap
do luong cua Bo N1 vu.

- Tang cudng theo ddi, don ddc, kiém tra viéc thuc hién cbng tac cai cach
hanh chinh, nang cao chat lugng phuc vu nguoi dan tai cac co quan, don vi, dia
phuong, kip thoi tham muu UBND tinh chan chinh nhiing ton tai, han ché anh
huong dén Chi sd SIPAS cua tinh.

- Tang cudng kiém tra viéc thuc hién ky luat, ky cwong hanh chinh, trach
nhiém cong vu cua can bg, cong chiic, vién chuc dé kip thoi phat hién, chan
chinh, x{r Iy cac hanh vi gay phién ha, sach nhiéu, thiéu tinh than trach nhiém
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trong qua trinh tiép nhan, giai quyét tha tuc hanh chinh cho ngudi dan, t6 chic.

2.3. Poi voi Uy ban Miit tran T6 quoc Viét Nam tinh, Hoi Cuu chién
binh tinh, Bwu dién tinh Lai Chau

a) Uy ban Mt trin Té quoc Viét Nam tinh, Hpi Cwu chién binh tinh

- Tiép tuc phéi hop chat ché, hiéu qua véi S& Noi vu dé trién khai do
ludng su hai 1ong ctia ngudi dan déi voi sy phuc vu cta co quan hanh chinh nha
nudc trén dia ban tinh do Bo Noi1 vu va ny ban nhan dan tinh trién khai.

- T6 chure tuyén truyén, van dong nhan dan tich cuc tham gia gidm sat va
phan hoi y kién do6i véi chinh quyén ve viée xay dung va to chirc thyc hién cac
chinh sach cong, vé viéc cung ing dich vu hanh chinh cong & dia phuong.

- Tang cudng phdi hop tuyén truyén, huéng dan nguoi dan, nhét 1a ngudi
dan & ving sdu, ving xa, ving dong bao dan tdc thiéu s6 tham gia khao sat
SIPAS dﬁy du, khach quan, phan anh diang thuc té chat lwong phuc vu cua co
quan hanh chinh nha nudec.

- Pay manh tuyén truyén, van dong nguoi dan nang cao nhén thuc, tich
cuc tham gia gop y xay dung chinh sach, sir dung dich vu cong truc tuyén va cac
nén tang s trong thuc hién thu tuc hanh chinh.

b) Buu dién tinh Lai Chau

- Thuc hién nghi€ém tc viéc khao sat sy hai long ctia nguoi dan doi véi su
phuc vu ctia co quan hanh chinh nha nudc trén dia ban tinh theo chi dao, huéng
dan ctia Bo Noi vu va Uy ban nhan dan tinh.

- B tri d6i ngii diéu tra vién c6 k§ nang giao tiép, tinh than trach nhiém
va dao dirc nghé nghiép tot dé bao dam viéc phat, thu phiéu khao sat dung quy
trinh, yéu cau dé ra; bao dam két qua khao sat khach quan, trung thyc, chinh
xac, phan dnh ding muc do hai long ctia nguoi dan.

2.4. P6i v6i CAC co quan thong tin, truyén thong

- Tang cudng cong tac thong tin, tuyén truyén vé muc dich, y nghia, vai
tro ctia Chi s6 SIPAS va trach nhiém ciia cac co quan hanh chinh nha nuéc trong
nang cao chat luong phuc vu Nhan dan; gép phan nang cao nhan thirc clia can
b, cong chire, vién chic va ngudi dan dbi véi cong tac cai cach hanh chinh.

- Pay manh tuyén truyén vé quyén va trach nhiém cua ngudi dan trong
tham gia gbp y xay dung chinh sach, giam sat hoat dong ctia co quan hanh chinh
nha nudc va tham gia khdo sat mic do hai long ddi véi su phuc vu cta co quan
hanh chinh nha nudc.
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- Ting cudng tuyén truyén, phd bién viée st dung dich vu cong truc
tuyén, thanh toan truc tuyén, dich vu buu chinh cong ich; huéng din ngudi dan
tiép can, stir dung cac nén tang sé trong thuc hién thi tuc hanh chinh, nhét 1a dbi
v6i nguoi dan ¢ ving sdu, ving xa, ving dong bao dan toc thiéu sd.

- Pam bao hinh thtrc, ndi dung théng tin, tuyén truyén phu hop voi ngudi
dan thudc moi thanh phan, gop phin nang cao nhén thirc, hiéu biét cia ngudi
dan vé quyén loi, trach nhiém va thuc ddy su tham gia ctia ngudi dan trong viée
giam sat va phan hoi y kién vé chat luong phuc vu ciia co quan hanh chinh nha
nudc; gitup co quan hanh chinh cé co s& dé xac dinh cic nhiém vu, giai phap
nang cao chat luong cung tng dich vy, nang cao chat luong phuc vu nguoi dan,
t6 chirc.

Trén day la bao céo phan tich Chi s6 hai 10ng ciia ngudi dan doi véi su
phuc vu ciia co quan hanh chinh nha nudc (Chi s6 SIPAS) nim 2025 cua tinh
Lai Chau; muc ti€u, nhi€ém vu, giai phép cai thién Chi s6 SIPAS nam 2026./.

Noi nhén: TM. UY BAN NHAN DAN
- Thudng truc Tinh tty, TTHDND tinh (b/c); KT. CHU TICH
- Chu tich, cac PCT UBND tinh (b/c); PH(’) CHfJ 'I:ICH

- Cac sd, ban, nganh tinh;

- UBND cac x4, phuong;

- Uy ban MTTQ Viét Nam tinh;

- Hoi Cuu chién binh tinh;

- Cong an tinh;

- Buu Dién tinh Lai Chau;

- Cong ty C6 phan cip nude tinh Lai Chau;
- Cong ty dién luc Lai Chau;

- Bao hiém x4 hoi tinh Lai Chau;

- B4o va phat thanh, truyén hinh Lai Chau;
- Luu: VT, Hcc4.
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