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CAC NHAN TO ANH HUGNG BEN SU HAI LONG
CUA NGUQ1 DAN BUI V1 DICH W HANH CHINH CONG
TAI THANH PH3 THUAN AN, TINH BINH DUONG

= Ha Cong Khanh
Truwong Pai hoc Ngoai ngit - Tin hoc TP, Ho Chi Minh

e TOM TAT: Nghzen cttu duoc thyc hién voi phwong phap nghién ciru hon hop dé do lwong
su hai long cua ngu“m dan doi voi chat lu“ong dich vu hanh chinh céng tai UBND thanh phé
Thudn An. Nghién citu su dung klem do tin cdy thang do bang Cronbach s Alpha va phwong
phdp phan tich nhan 16 EFA voi mau khao sat co kich con = 188 nguoi dan dén giao dich tai
bo phan tiép nhdn va trd hoé so tai UBND thanh pho Thudn An dé kiém dinh thang do, kiém
dinh mirc do anh huong cua ting nhan 16 dén su hai long ciia ngu"m dan. Két qua nghzen cuu
dd cho thdy c0 5 nhan to anh hu’o‘ng dén mire do hai long ciia ngwo’z dan la: (1) Su tin cay, (2)
Co s6 vit chat, (3) Sy dong cam, (4) Nang luc phuc vu cua cdn bo, (5) Thai do phuc vu cua
cdan bé, (6) Quy trinh thi tuc va (7) Ung dung cong nghé thong tin. Tir két qua nghién curu
gzup cdc nha lanh dao tai UBND thanh pho Thudn An hiéu 1o cdc nhan 16 nao anh hwong
va mike do ciia ting nhan to den sw hai long cua ngm)'l ddn doi véi chdt le’ng dich vu hanh
chinh cong tai UBND thanh phé Thudn An tir d6 c6 nhitng gidi phdp hop Iy ndng cao suw hai
long cua nguoi dan

® Tir khoa: Sy hai long, chat lwong dich vu, hanh chinh cong

O ABSTRACT: The study was conducted using a mixed research method to measure people’s
satisfaction with the quality of public administrative services at the People’s Committee of
Thuan An city. The study used Cronbach's Alpha reliability test and EFA factor analysis
method with a survey sample size of n = 188 people coming to the reception and return
documents department at the People's Committee of Thuan An city to test the scale, test the
level of influence of each factor on people’s satisfaction. The research results showed that
there are 5 factors affecting people s satisfaction: (1) Trust, (2) Facilities, (3) Empathy, (4)
Service capacity of staff, (5) Service attitude of staff, (6) Procedures and (7) Application
of information technology. The research results help leaders at the People’s Committee of
Thuan An City understand clearly which factors affect and the level of each factor on people's
satisfaction with the quality of public administrative services at the People’s Committee of
Thuan An City, thereby having reasonable solutions to improve people s satisfaction.
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1. GIOI THIEU xa hoi. Dich vy hanh chinh cong do co quan
Trong qué trinh xdy dung va phat trién hanh chinh nha nudc cung cap truc tiép dén
oL Lo ) cho ngudi dan. Vi vay, chat lwong DVHCC
cua dia phuong, cai cich hanh chinh duoc ;00 duge danh gid dua trén viée thuc hién
coi la mot trong nhiing giai phap quan trong  dung qui dinh va trach nhiém, thai do phuc
dé dat duoc cac muc tiéu phat trién kinh t& - vu cua cong chirc trong thuc thi nhi¢m vy,
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dam bao cac quyén, loi ich hop phap cua
cong dan, duy tri trat tu an ninh va phat trién
xa hoi

Tai thanh phd Thuén An, cac dich vu
hanh chinh cong daco nhiéu cai cach dem lai
nhiéu hi¢u qua nhét dinh, don vi ludn cb gang
giai qpyet cho nguoi dan cang nhanh cang
tot, nd luc rat ngan thoi gian giai quyet ho
s0, khong dé ngu’ol dan cho doi qua lau, véi
phu’ong cham vi Nhan dan phuc vu, nghlem
cam va xu ly nghiém minh d6i véi nhimg can
b lam sai quy dinh, tu y dat ra nhimg thu
tuc, glay to khong can thiét, hach dich, nhiing
nnleu gay phién ha cho nguoi dan, anh hudng
dén uy tin ctia don vi, tuy nhién hién nay, van
chua danh gia mirc do hai long cua ngu:ol dan
tai UBND thanh pho Thuan An dbi véi dich
vu hanh chinh cong cua co quan hanh chinh
nha nudc tai phuong.

_ 2. CO SO LY THUYET VA MO
HINH NGHIEN CUU

2.1. Co s6' Iy thuyét

Su hai long 1a mirc do trang thai cam
giac ciia mot ngudi bt nguon tur viéc so sanh
nhan thirc vé mot san phdm so véi mong doi
cua nguoi do (Kotler & Keller,2006)

Su hai long cua khach hang chinh la su
danh g1a cua khach hang vé€ san pham hoic
dich vu ¢ goc do san pham hodc dich vy d6
c6 dap ung duogc nhu cau va sy mong doi cua
ho hay khong (Zeithaml & Bitner, 2000).

Su hai long cua khach hang 1a mgt phan
ung mang tinh cam xtc cua khach hang hinh
thanh tir kinh nghiém ctia ho véi san pham
hay dich vu d6 (Bachelet, 1995).

Dich vu la nhiing hanh vi, qua trinh, cach
thirc thuc hién mot cong viée nao d6 nham
tao gia tri sir dung cho khach hang 1am thoa
man nhu cau va mong do¢i cua khach hang
(Zeithaml&Bitner, 2000).

Dich vu la nhung hoat dong hay l¢i ich
ma doanh nghié€p co6 thé cong hién cho khach
hang nham thiét lap, cing ¢b va md rong
nhiing quan h¢, hop tac lau dai vaoi khach
hang (Kotler&Amstrong, 2004)

Nghi dinh 64/2007/ND-CP ngay 10
thang 4 nam 2007 dinh nghia “Dich vu hanh
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chinh cong la nhitng dich vu lién quan dén
hoat dong thuc thi phap luat, khong nham
muc tiéu loi nhuan, do co quan nha nude
(hoac to chirc, doanh nghlep duoc ty quyén)
cod quyen cap cho t6 chirc, c4 nhan dudi hinh
thirc cac loai g1ay to co gia tri phap Iy trong
cac linh vuc ma co quan nha nuéc do6 quan
ly”. O nudce ta hién nay, dich vu hanh chinh
cong tap trung nhiéu vao chirc nang phuc vu
xa hdi cua nha nudc, chu khong tap trung cac
chirc nang: nhu cong quyén, nhu lap phap,
hanh phap, tu phép, ng0a1 giao.. -qua do co
thé thay vai tro chu thé cua nha nudc trong
viéc cung cip cac dich vu cho cong dong

Dich vu hanh chinh cong la nhimg hoat
dong giai quyé€t cac cong viéc cu thé lién
quan dén céc quyén va nghia vu co ban cta
céac to chue va cong dan duogc thuc hién dya
vao tham quyen hanh chinh - phéap Iy cua
Nha nudc (Nguyén Ngoc Hién, 2003)

Chat lugng céc dich vy hanh chinh cong
hién nay dang 1a van dé noéng ma cac nha
nghién cuu déu quan tam. Chat lugng dich
vu hanh chinh cong 1a mét thuéc do quan
trong ddi véi hoat déng cuia cac co quan hanh
chinh nha nudc, 1a mot trong nhu’ng két qua
hoat dong chlnh clia cac co quan ndy. C6 thé
hiéu chat lugng dich vu hanh chinh cong la
kha nang thoa man cac yéu cau cua to chirc
va ca nhan vé cung ung dich vu hanh chinh
cong voi san pham cu thé 1a cac quyét dinh
hanh chinh.

2.2. M6 hinh nghién ctru

Pham Thi Hué va Lé Dinh Hai (2018)
nghién ctru cac nhan t6 anh hu:ong dén su
hai long cua nguoi dan doi Vol chat luong
DVHCC trén dia ban huyen Cam My, tinh
Pong Nai. Nhoém tac gla da tién hanh khao
sat 227 nguoi dan, két qua nghién clru da xac
dinh 04 nhan t6 tac dong dén su hai long cua
ngudi dan gom: Nang luc phuc vu cua can
bd; quy trinh, thu tuc phuc vy; thai do va mirc
do phuc vu; co s6 vat chat.

Nguyen Quyét (2019) di xac dinh
cac nhan t0 anh hudng va muic d§ anh
hu:ong cua chung den sy hai long cua
nguoi dan dbi véi chat luorng dich vu hanh
chinh cong tai UBND x4 Hoa Phu, huyén Ca
Chi, TP. H6 Chi Minh. Téc gia da khao sat
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360 ca nhan st dung DVHCC tai UBND xa
Hoa Phu. Thong qua do tac gia da xac dinh
dugc 06 nhan t6 c6 anh hudng tich cuc dén
su hai 1ong ctia ngudi dan dbi véi chat lugng
DVHCC tai UBND xa Hoa Pht: Quy trinh,
thu tuc, nang luc phuc vu can b9, thoi g1an
giai quyet ho so hop 1y, thai do phuc vu can
b, tiép can dé dang, co s¢ vat chit. Bong
th(n tac gia da de xuat cac ham y quan tri
nham nang cao chat lu:ong DVHCC, dem lai
su hai long cho nguoi dan

Nguyén Huynh Thu (2020) da nghlen
ctru sy hai 1ong ctia ngudi dan ddi voi chat
luong dich vu cua Trung tdm Phuc vu hanh
chinh cong tinh Vinh Long thong qua viéc
su dung phiéu khao sat 161 ngudi dan di va
dang su dung DVHCC tai trung tdm, nghién
ciru da xac dinh 05 nhén t6 anh hu:ong dén
su hai long ctia ngudi dan ddi voi chat luong
dich vu cua Trung tim phuc vu hanh chinh
cong tinh Vinh Long, d6 1a: tiép can dich vu,
su dap ung, nang luc phuc vu, quy dinh thu
tuc va sy phan hoi gop .

Nguyén Hitru Diing (2021) nghlen clru
chat luong dich vu duoc cung cap tai Bo
phan tiép nhan va tra két qua, thuoc UBND
huyén Chau Phu, tinh An Giang; va xdc
dinh cac nhén t& chat lugng dich vu c6 anh
hudng quan trong den su hai long cua nguoi
dan. Két qua chi ra rang 05 nhan to ciia chat
lu’ong dich vu, gdbm Ning lyc, O SO vat chat
tin cay, thai do phuc vy, va Dong cam déu
c6 anh huong manh va lam gia tang su hai
long. Tir d6 tac gia dé xuat cac g1a1 phap cho
lanh dao huyén Chau Phu dé cai thién chat
lugng dich vu va nang cao sy hai long cua
nguoi dan

Qua céac nghién ctru trén va xuét phat tur
thuc tién hoat dong DVHCC tai thanh pho
Thuan An, tinh Binh Duong, tac gia dé xuat
mo hinh nghlen ctru chinh thuc dugc thé
hién boi hinh 2.1:

=

| Co so vat chat

| Nang I phuc vu cua can b | Sy HE Coog G

Nguwdi Dan Déi Vi
| Dich Vg Hanh Chinh
| Céng Tai UBND
| Thanh Phé Thuén An,

| Thai do phucvucuacanbo |

| Sw dong cam

| Quy trinh thu tuc hanh chinh

Hinh 2.1.
M6 hinh nghién ciru dé xudt

| Ung dung cong nghé thong tin

3. PHUONG PHAP NGHIEN CcUU

Nghién ciru so' bg: Sau khi thao lugn
nhém diéu chinh phu hop, cling nhu hoan
chinh bang cau hoi khao sat dinh luong, tac
gia sé tién hanh khao sat nhap 150 nguoi
dan su dung DVHCC tai UBND thanh pho
Thuén An v6i muc dich kiém dinh d¢ tin cay
cac thang do va nhén t6 kham pha EFA. Tiép
tuc diéu chinh, hoan thién bang cau hoi khao
sat dinh lugng trudce khi tién hanh khao sat,
thu thap so liéu chinh thuec.

Nghién ctru chinh thirc: Ngh1en cliru
nay duogc tién hanh ngay sau khi co bang
cau hoi khao sat dinh hrong chinh thirc va
dugc khao sat truc tiép nguoi dén sir dung
DVHCC tai UBND thanh ph6 Thuan An

4. KET QUA NGHIEN CUU VA
THAO LUAN

4.1. Kiém dinh dg tin ciy cia thang
do phan tich v6i hé s6 Cronbach’s Alpha

Két qua phan tich cho thay, hé sb
Cronbach’s Alpha cla tat ca 7 bién quan sat
deu lon hon 7,0 va cac h¢ sO tuong quan blen
tong déu 16n hon 0,4. V&i két qua nay tat
ca cac bién quan sat déu dat d9 tin cay cua
thang do va dugc sir dung dé phén tich nhan
t6 kham pha EFA tiép theo. Két qua kiém
dinh d6 tin cdy thang do theo ting nhom
bién duoc tom tat trong bang sau:

Bdng 2. Bang Cronbach’s alpha

- , Trung binh thang | Phuong sai thang Tuong quan Cronbach’s Alpha
Bién quan sat o cpew A, cpew cw e A
donéu loaibién | donéu loaibién bién tong néu loai bién
Su tin cay (STC)
STC1 10.2819 4.974 0,752 0,789
STC2 10.2819 4.738 0,776 0,777
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STC3 10.3457 4.997 0,696 0,813
STC4 10.3883 5.758 0,561 0,853
Cronbach’s Alpha = 0,865
Co sé vat chat (CSVC)

CSVC1 14.6862 14.805 0,797 0,878
CSVC2 14.6649 14.673 0,823 0,872
CSVC3 14.9787 15.069 0,733 0,891
CSvC4 14.9521 15.083 0,741 0,889
CSVC5 14.8457 15.211 0,722 0,893
Cronbach’s Alpha = 0,906

Nang luc phuc vu cia can bd (NLPV)

NLPV1 10.0000 5.027 0,860 0,863
NLPV2 10.0319 5.122 0,789 0,890
NLPV3 10.1915 5.396 0,748 0,903
NLPV4 10.1170 5.419 0,804 0,884
Cronbach’s Alpha = 0,912

Théi d§ phuc vu cua can bo (TDPV)

TDPV1 10.1915 3.803 0,674 0,816
TDPV2 10.1809 3.700 0,706 0,802
TDPV3 10.1277 3.930 0,670 0,818
TDPV4 10.2234 3.650 0,708 0,802
Cronbach’s Alpha = 0,850

Sy ddng cam (SDC)

SDC1 10.9894 8.107 0,753 0,803
SDC2 10.8830 8.254 0,739 0,809
SDC3 11.2181 8.107 0,653 0,845
SDC4 11.2872 8.035 0,687 0,830
Cronbach’s Alpha = 0,860

Quy trinh, thu tuc (QT)

QT1 9.8723 3.845 0,705 0,705
QT2 9.8138 3.992 0,640 0,739
QT3 9.8032 4.191 0,570 0,773
QT4 9.7021 4.435 0,547 0,783
Cronbach’s Alpha = 0,801

Ung dung cong nghé thong tin (UD)

UD1 6.5319 3.117 0,644 0,760
UD2 6.6436 3.279 0,691 0,706
UD3 6.6543 3.511 0,647 0,752
Cronbach’s Alpha = 0,810

Su hai long (SHL)

SHL1 7.2234 2.057 0,793 0,752
SHL2 7.3245 1.932 0,837 0,706
SHL3 7.4415 2.515 0,597 0,861
Cronbach’s Alpha = 0,868

(Nguon Két qua phan tich cta tdc gid)
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4.2. Phan tich nhén t6 (EFA - Exploratory Factor Analysis)

Bing 3. Phan tich EFA ciia cdc bién déc ldp

Nhan to
1 2 3 4 5 6 7
0,874
0,866
0,831
0,806
0,795

Ccsve2
CSVCl1
CSVC4
CSv(C3
CSVCs
NLPV1
NLPV2
NLPV4
NLPV3
SDC1
SDC2
SDC4
SDC3

0,914
0,862
0,849
0,830

0,868
0,853
0,815
0,784

TDPV2

0,849

TDPV4

0,838

TDPV3

0,810

TDPVI

0,801

STC2

0,881

STCI

0,850

STC3

0,840

STC4

0,715

QT1

0,857

QT2

0,812

QT3

0,754

QT4

0,734

UD2

0,865

UD3

0,835

UDI

0,829

Qua phan tich nhan t6 kham pha EFA,
nghién cuu thu duge 6 nhom nhéan t6 anh
hu:ong dén su hai 1ong cta khach hang khi
st dung dich vu hanh chinh cong la: sy tin
cay, su ddng cam, quy trinh thu tuc, co s&
vat chat, nang luc phuc vu cua can bo thai
dd phuc vu cua can by va ing dung cong
nghé thong tin.

4.3. Phan tich hdi quy

Bang 4 cho thay, Sig kiém dinh T h¢ s6

hdi quy cua cac bién doc lap déu nho hon
0.05, do d6 tat ca cac bién doc 1ap nay déu

(Nguon két qua phdn tich SPSS cta tdc gid)

co sy tac dong lén bién phu thuoc SHL (Sp:
hai long) voi mirc do tdc dong manh ycu
khac nhau.

Dua vao dd 16n cua hé sd hdi quy
chuin hoa Beta, ta x4c dinh duoc muc do
tac dong cua cac bién doc lap STC (Su tin
cdy), CSVC (Co sé vat chat), NLPV (Ning
luc phuc vu cua cén bd), TDPV (Thai do
phuc vu cta can bd), SDC (Su déng cam),
QT (Quy trinh, thu tuc), UD (Ung dung
cong nghé thong tin) dén bién phuc thudc
SHL (Sy hai long) theo thtr ty tir manh dén
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Bdng 4. Bang hé s6 hoi quy

Hé sé hoi quy ql-lI‘e s&::; Sig. Théng ké céng
Mo hinh chua chuéan héa yhoa ¢ o tuyén
B Esrt'%r Beta ::‘I;lg}; H‘?I;o
(Hang | jo4 148 1309 | .192
s0)
STC 150 .052 157 2.909 .004 .565 1.813
SDC 139 .049 151 2.858 .005 .668 1.716
1 NLPV .160 .053 158 3.005 .003 675 1.667
TDPV 135 .033 177 4.060 .000 .546 1.832
CSvC 156 .042 .160 3.682 .000 .546 1.831
QT 162 .057 154 2.820 .005 .545 1.898
UD .165 .055 155 2.989 .003 .683 1.612

yéu dan nhu sau: Thai d6 phuc vu cua can
bd (Beta = 0.177), Co s& vat chit (Beta =
0.160), Nang luc phuc vu cua can bo (Beta
= 0.158), Sy tin cly (Beta = 0.157), Ung
dung cong ngh¢ thong tin (Beta = 0.155),
Quy trinh, thu tuc (Beta = 0.154), Su dong
cam (Beta = 0.151. Nhu vay, nhan t6 Thai
do phuc vu cua can bo 1a nhan t6 c6 mirc do
tac dong manh nhat dén sy hai cia nguoi
dan d6i Vol chat lugng DVHCC tai UBND
thanh phd Thuin An va nhan to Ung dung
cong ngh¢ thong tin 1a nhan t6 c6 muc do
tac dong y€u nhat dén sy hai coa nguoi dan
d6i véi chat lugng dich vu tai day.

Nhu vay, sau khi thyc hién chay héi quy
va kiém dinh céc gla thuyet thong ké, tac
gia da rat ra dugc mo hinh héi quy cho cac
bién c6 hé sb chuan hoa the hién dudi dang
phuong trinh hdi quy chudn héa nhu sau:

SHL = 0,177*TDPV + 0,160*CSVC +
0,158*NLPV + 0,157*STC + 0,155*UD +
0,154*QT + 0,151*SDC

5. KET LUAN VA HAM Y QUAN
TRI

Trén co s¢ ket qua nghlen clru va phan
tich tac g1a dé xuat mot sé ham y quan tri
nham nang cao hon nira sy hai long nguoi
dan dbi VOl chat lugng DVHCC tai UBND
thanh ph6 Thuan An nhu sau:

T4 | stisso- tuing 472025

(Nguén Két qua phan tich SPSS cua tdc gid)

Thai do phuc vu cia can bo

Chu trong lya chon nhitng can bd co
thai do lam viéc nhiét tinh, than thién, vui
v&, niém nd va ton trong ngudi dan, bd tri
nhitng nguoi nay lam viéc & nhiing vi tri
thudng xuyén tiép xtc véi dan. Loai bo
nhimg can b co6 thai do hach dich, nhiing
nhiéu, gy phlen ha cho nguoi dan. Hién nay,
tai by phan t1ep nhan va tra két qua cua x4
c6 lip dat hé théng camera giam sat can bo
thue hién cong viéc hing ngdy (nhdm phat
hién, chan chinh kip thoi nhiing sai pham),
déu nay rat tot can dugc tiép tuc phat huy
trong thoi gian tdi va sau nay, tuy nhién can
quan tam theo doi thuong xuyén, tranh tinh
trang lap dit cho c6 ma khong st dung, theo
doi. Quan triét sdu rong trong doi ngii can
bd ludn co6 thai do trong dan, niém nd, vui
vé v6i dan khi ho dén thuc hién giao dich,
tao cho nguoi dan ¢6 cam giac minh that su
dugc lam chu va dang hudong thu dich vu
ma Nha nudc mang lai cho minh. Khong
ngung rén luyén gido duc doi ngli can bd
cong chirc ctia phuong vé cung cach cu xir
khi cung cap dich vu cho nguoi dan, lam
cho dan tin, dan yéu, bdi vi, trong moi cong
tac thi nhan t6 con ngudi ludn 13 nhan t6
quan trong nhat va ¢ ¥ nghia quyét dinh.
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Co sé vt chat

Céc co s& vat chat can quan tim tu sira
thu’(‘mg xuyén thay méi, cha ¥ bb tri khong
gian tai noi giao dich rong rai, sach s€, thdang
mat, day du tién nghi dé phuc vu tdt cho
ngudi dan khi dén thuc hién giao dich. Can
bo phai dugc trang bi day du _phuong tién
can thiét khi lam viéc; dia diém thuc hién
giao dich hién dai, bo tri hO’p ly, khoa hoc,
lam cho nguo1 dan c6 cam giac yén tam, tin
twong khi dén thyc hién giao dich tai day, tao
cho ho ¢6 cam giac thoai mai, yen binh khi
dén co quan hanh chinh Nha nu¢e nhu duoc
trd vé nha ctia minh

Nang luc phuc vu can b

Can cha y lya chon nhu’ng can bg co
tam huyet co nang luc, co klen thue, co
chuyén mon, ¢ kinh nghiém de g1a1 quyét
ho so cho ngu’m dan. Thuong Xuyen dao tao,
bdi dudng nang cao chuyén mon cho can bo,
dic biét bdi dudng nhu’ng k¥ nang cho can
bd, nang cao sy tu tin nham xtr 1y tot cong
viéc dugc giao, mang lai sy hai long cao
cho ngucn dén nén can quan tAm bién quan
sat nay nhidu hon bang viéc cai thién nang
cao k¥ nang cho can bo (k¥ nang xu ly cong
viéc, ky nang giao tlep, ), dé 1am duoc diéu
nay can phai thay d6i phuong phap giang
day, gan thuc tién nhiéu hon, tranh tinh trang
ly thuyét xuong, cai thién ky nang mém cho
can bo, giai quyét linh hoat cong viéc cho
nguoi dan. Quan tam cai cach ché do luong
bong, khen thudng tao dong luc lam viéc
cho can by. Xay dung va hoan thi¢n khung
churc nang c6ng viéc cua can bd cong chirc
theo timg vi tri viéc lam. Quan tdm hon nita
den loi ich chinh dang cta can bg cong churc
dé ho yén tam phuc vu cong tac. Tang cuong
klem tra cong vu dbi véi can bo cong chie,
nhat 13 can bd cong chure lam vige & nhu’ng
vi tri c6 modi quan h¢ lién quan dén quyeén,
loi ich cua ngu’0’1 dan. Kién quyét chuyén doi
cong tac ddi voi can bd cong chure khong du
nang lyc, dua ra khoi bd may nhung nguoi
tiéu cuc, tham nhiing. Thu:ong xuyeén t0 chirc
tham do, thao khao y klen nham xéac dinh
duoc nhu cau, mong mudn ciia ngudi dan
d6i v6i ting loai hinh dich vu

Su tin cay

Tin cay 13 nhén t6 co y nghia quan trong
d6i vai viec danh gid mac do hai long cua
DVHCC, tuy nhién mic d6 hai long cua
nhan t6 nay con thap, vi vdy can phai tang
cuong tinh tin cdy theo hudng nang cao chat
lwong dich vy nhu khong d€ xay ra sai sot
trong céng tac cung cap DVHCC, tao sy tin
tuong cua nguoi dan dbi voi DVHCC, tao
diéu kién cho nguoi dan khi dén lién hé cong
viéc ludn nhan dugc két qua giai quyet chinh
xac, kip thoi, ho so khong bi sai sOt mat mat.
Murc do hai long cia DVHCC vé thoi gian
xu ly cong viéc cua cong chirc hién nay la
con thap, do d6 can xem lai thoi glan xu ly
cong viéc cua quy trinh tiép nhan va tra két
qua tir do s€ co glal phap rat ngan thoi glan
xuly cong vi€c cua quy trinh nham lam glam
thoi glan XU ly cong viéc phu hop véi yéu
cau cua nguol dan khi cung cap DVHCC,
han ché viéc ngudi dan phai di lai nhiéu lan
dé giai quyét hd so

Ung dung cong ngh¢ thong tin

UBND phuong tiép tuc ng dung cong
nghé théng tin vao trao doi céng viéc. Nﬁng
s0 may tinh trong thuc hién cac cong viéc
chuyén mon. UBND sir dung hé thong quan
ly van ban va toan thé can b cong chirc deu
st dung, trao ddi, tac nghiép qua hé thong
thu dién tir. V61 muc dich tang cuong hiéu
lyc, hi€u qua hoat dong quan ly Nha nudc
va ky luat hanh chinh, nham nang cao chat
luong phuc vu nhan dan trong giao dich
hanh chinh va tép trung thuc hién CCHC
(CCHC) theo co ché “mdt cira, mot cira lién
thong hién dai”.

Quy trinh, thu tuc

Nhanh chc’)ng day manh cai cach cac
TTHC, lam cho cac quy trinh, thu tuc cang
don gian, cang dé hiéu cang tbt, ra soat lai
va loai bo b6t nhitng quy dinh, nhing thu
tuc khong can thiét, bat cap, ruom ra, chéng
chéo nhau. Cac quy trinh, thu tuc dugc giai
quyét dung theo nhu da cong bd, tranh tinh
trang can bo giai quyét hd so cho dan ty y
dat ra nhirng quy trinh, thu tuc gidy to khong
can thiét, Kkhong co trong quy dinh, gay kho
khan, phlen ha cho nguoi dan. Cac quy trinh,
tha tuc truéc khi Nha nude ban hanh can
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phal ¢6 su tham vén, dong gop ¥ kién tir cac
can bo, chuyén gia, dac biét la ngu:orl dan dé
thu tuc khi ban hanh phu horp v&i nguoi dan,
dé dang di vao cudc song, cac thu tuc dé ap
dung va can dugc hudéng dan rd rang, cu thé
khi ngum dan dén thuc hién giao dich. Tang
cuong ap dung cac ti€u chuan chat lugng nhu
ISO khi cung cap DVHCC, bao dam viéc
cung cap DVHCC cho nguoi dan dugc thyc
hién dung qu1 trinh, qui chuan chat lugng,
tranh viéc sai s6t mat mat ho so, gidy to

Sw dong cam

Can tao diéu kién tot nhat va co 1oi
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