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STUDY ON CITIZENS' SATISFACTION WITH THE SERVICE
OF COMMUNE-LEVEL CIVIL SERVANTS IN BINH DINH
PROVINCE

ABSTRACT

n satisfaction is an important measure reflecting the quality of public service provision, the quality of
service of state agencies and civil servants to society. In Vietnam, local government is divided into three levels with
the commune level being the unit closest to the people, the quality of service of commune-level civil servants has the
most direct impact on citizens' satisfaction with state management in localities. Therefore, the study on citizens'
satisfaction with the services of commune-level civil servants is now of great interest. The authors used the PAPI
program's survey sample selection, which used PSM statistical techniques and data processing using SPSS 2(@*&11‘&
for frequency statistics and descriptive statistics for the purpose of building scientific arguments, as a basis for
proposing directions and solutions to improve citizens' satisfaction with service cases of commune-level civil servants
in Binh Dinh province.

Keywords: The satisfaction of citizens, civil servants at commune level, public service activities, Binh Dinh province
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NGHIEN cUrU SU HAI LONG CUA CONG DAN DO VO’I SV

PHUC VU CUA CONG CHU'C CAP XA TREN DIA BAN TiNH
BINH PINH

. P
TOMéA\T

Sur hai long cua cong dén la thude do quan trong
vu (.l'm co quan nha num:. vt cong chirc doi voi xa hoi.

Vol (.dp xa la don vi Ldl‘l dén nhat, chat lugng phuc vy cua céng chirc cap xd

han dnh chi@luong cung (.dp dich vu cong, chiit luong phuc
iét Nam, ¢ 1nh quycn dia phuong duoc chia t ba cdp

cmg tryc tiép nhat dén sur hai long

ciia cong dan ddi véi quan ly um. 0 cdc dia phuong. Do dé, nghién ciu vE sy hai long cua cong dan dbi véi su
phuc vu cua cong chirc cap xa hién nay danh dumalcu sir quan tim. Nhom tde gia sir dung cdch chon miu ki it

cia churong trinh PAPI, theo do, sit dung

ké tin sb va théng ké mé ta nhim muc tiéu xay dymg ludn cit

uat théng ké PSM va xir 1§ s6 liéu bing phin mém SPSS 2 hong

hoc. 1am co s& d& xuit phuong hudng va giai phip

dé ning cao Sélfii long cia cong din dbi voi sy phuc vu ciia cong chite cip xA trén dia bin tinh Binh Dinh.

Tir khéa: Sy hai long ctia cong dén, cong chire cip xi, hoat dong cdng vu, tinh Binh Dinh.

1 DA@AN bE

u hai long (SHL) cua cong dén la thude do
phin 4nh chét lwong phuc ua co quan hanh
chinh nha nuéc (HCNN) néi chung, céng chirc cip
xd (CCCX) n6#8ng. Trong nhimg nim gin day,
maéc di mirc d6 hai long cua ngudi din, td chiic trén
dia b tinh Binh Dinh dbi véi su phuc vu hanh
chinh da co su chuyén bién tich cuc, tuy nhién, vin
con mot s6 han ché tir hoat dong phucal cuaCCCX
lam anh huo’ng tiéu cyre dén SHL cua cong dén. Vi
muc tiéu xay dung nén hanh chinh chuyén nghiép,
hién dai trong xu thé din chu héa va nhu ciu ngay
ciing cao ctianhan dén déi véi Nha nude trong viée
cung tmg dich vu céng, viéc ning cao chét luong
pl‘ﬁ vu cua CCCX dé nang cao SHL cua cong dén

&u cau bire thiét trong tién trinh cai cach HCNN.

2.NOIDUNG

2.1. Co sé Iy luén v& sy hai cua cong din
ddi véi hoat dong phuc cu ciia cong chire cAp xi

2.1.1. M¢t sé khdi niém lién quan

Pe() Ludt Can by, Cong Chl'IC. nam 2008,
CCCX la cong dan Viet Nam dugc tuyén dung git
mot chirc danh chuyén m_ﬁn, nghiép vu thufjc, Uy
ban nhin dian (UBND) cép xi, trong bién che va
huong luong tir ngén sach nha nuée.

Hoat dong ghucm cua CCCX laviéc g
chire (CC) giao tiep, cung cap dich vu cong phuc

vu nguoi d.heo ding chirc nang, nhiém vu,
thim quyén fuong tng véi vi tri vigc lam. Dé thuc
thi cong vu, CCCX sé giao tiép chu yéu véi cong
dén tai co quan HCNN

Dé lam rd SHL cua cong din d01 voi su
phuc vu cua CCCX, trude tién can hié gc vé
SHL néi chung. Khi dé cap dén SHL, Kotler va
Keller (2006) cho ring “SHL 1a mirc d9 trang théi
cam gidc cua mot nguf!i bét ngudn tir viée so sanh
nhan thirc vé mot sa Am 50 vo1 mong dgi cua
nguoi do” !. Trong xa hoi co rat nhiéu t6 chic,
cic 1O chic ndy c6 thé thude vé khu vuc cong

¢ khu vue tu nhung déu co st ménh cung cép
san phdm cho khéch hing cua minh v thé
nhan dugce phan ung hai long hodc khong hai long
tir khach hang. Theo Bachelet thi “SHL cua khach
hang la mdt phan tmg mang tinh cam xuc, hinh

thanh tir ki hiém cua ho voi san phflm hay
dich vu™ 2. Cong déan 13 khach hang Ba cic co
quan nha nuéc, SHL cua ho dén tir chat luong

cung cip dich vu cong tir co' quan nha nude cu
thé, truc tiép xuét pl#A tu su phuc vu cua nhan sy
(cén bg, CC) thude co quan nha nude do. Vé SHL
cua cong 1 voi hoat dong phuc vu trong khu
vue cong, cac nha nghién ciru & Hoa Ky da xay
dung md hinh chi s6 hai long (@rican
Customer Satisaction Index - ACSI)a M5 hinh
ndy di duge nhidu qudc gia ap dung co hiéu qua
dé danh gia mirc d6 hai 1ong cua cong dan déi véi
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CC. Theo do, SHL !’m cong dan dbi véi su phuc
vu C n6i chung, CCCX noi riéng 1a thai do
cu g dan nhdn xét, danh gia, tin cdy va ung

01 vOi su phuc vu cua CC can cir vao murc do
dap tmg dugc C@]U cau va su ky vong cua ban
than cong dan. Khai niém nay phu hop véi dién
giali cua mo hinh SIPAS (Satisfaction Index of
PubliEffAdministrative Services) hién dang ap

dung ¢ Viét Nam. .
) ) 12

2.1.2. Cdc ndi dung cdu thanh su hai long
ctia cong dén ddi véi su phuc vu ciia cong chire
cdp

Chi s6 hai long ctia ngudi dén, t chire dbi
voi sir phuc vu cua co quan HCNEo nuéc ta hién
duge do luwong trén 05 ndi dung tiép cén dich vu
hanh chinh céng cua co quan HCNN, thu tuc
hanh chinh, CC truc tiép giai quyét cong viée, két
qua cung tng dich vu hanh chinh cong va viéc
tiép nhan, giai quyet g26p ¥, plizelldnh, kién nghj.
Tu do, xac dinh 07 néi dung danh gia SHL cua
g dan d6i véi su phuc vu cia CCCX d6 1a: CC
am hiéu chLBn mon nghiép vu, hwéng din cong
dén t6 chic thue hién ding quy trinh hanh chinh;
CC gi4i thich thi tuc hanh chinh 6 ring, dé hiéu;
CC c6 khé ning giao tiép hanh chinh tdt; CC ning
nd, nhanh nhen trong cong viéc; CC ¢ i do
thén thién trong hoat dong tiép dén; CC co trich
nhiém voi c@yl viéc, hudng dan tan tinh cho cong
dén va CC lang nghe ¥ kién, nguyén vong cua
cong dén.

2.1.3. Tam quan trong phai nding cao sy
hai long ciia cong dan déi véi sw phuc vu ciia
cong chire cap xa. ,

Ning cao SHL cua céng dan doi voi su
phuc vu cua CCCX la hét sirc can thiét boi SHL
ctia cong dan 1a thudce do thé hién chit luong cia
QLNN, 1a biéu hién ch ¢ nha nuoc da thuc
hién tét ban chét xa héi cua minh g thuc té
hoat dong phuc vu cua CCCX o mot s dia
phurong van con bit cap, SHL cua cfllg dan chwa
cao nhu ki vong, viéc ning cao SHL%ﬁng dian
ddi véi hoat dong phuc vu ctia CCCX sé gbp phin
thic ddy qua trinh cai cdch hanh chinh, cai thién
chi s6 SIPAS cua dia phuong.

Dé dat muc tiéu ning cao SHL cua cong
dan dbi véi su phuc vu cua CCCX, cbng tic
nghién ctr, do lvong, danh gia bing dinh luong

Bing 2.1 86 |i§u§1g chirc céip xa trén dia ban tinh Binh Dinh giai doan 2018-2021

ngé.yg 6 vai trd quan trong. Két qua danh gid
gilip cdc co quan HCNN nhin nhin duge nhimg
nguyén nhan, tao tién dEBhiét ké cac giai phip tdc
dong tich cuc 1én SHL cua cong el dbi véi CC.

Dong théi, céc co quan quan 1y, Pung
CCCX c6 thé xac dinh dugc nhimg van dé bat
trong thue thi cong vu cua CCCX, qua do co
nhimg diéu chinh phit hop véi thuc té quan 1y d6i
ngii nhin sy HCNN thudc quyén, gop phan gitp

uyén nghiép hoa nén cong vu.

2.2. Thue trang sy hai long cta cong dan ddi
i su phuc vu ctia ddi ngii cong chire cip xa
tinh Binh Dinh hién nay

Binh Dinh la tinh duyén hai Nam Trung b9,
¢ vi tri chién luge quan trong trong phat trlen
kinh té - xa?cua ving Kinh té trong diém mién
Trung. Céc don vi hanh chinh cta tinh gém thanh
phé Quy Nhon, thi xa An Nhon va cac huyén Tuy
Phuéce, Phu Cat, Phu My, Hoai Nhon, Hoai An,

Léo, Tdy Son, Van Canh, Vinh Thanh. V&i
cac diéu klea 1y kinh té, ha ting k§ thuat cung
céc co ché, chinh sach khuyen khich phat trlen
Binh Binh ¢6 du diéu kién dé phat trién kinh té
néi chung, phat trién cong nghiép - dich vu noi
riéng trong twong lai. 103 ‘

2.2.1. Thuc trang dji ngii cong chire cap

xd cua tinh Binh Dinh

Theo khoan 1, Didu 2, Nghi dinh s6:
33/2023/ND-CP quy dinh vé can bo, cong chirc
x4 va nguai hoat dong khong chuyén trach o
cap xd, cde chire danh CCCX bao gdém: Chi huy
truong Ban Chi huy Quan sy; Vian phong - théng
ké; Dia chinh - xay dung - d6 thi vi moéi trwong
(d6i véi phuong, thi trén) hodc dia chinh - néng
nghiép - xay dung va méi truong (d6i véi xa); Tai
chinh - ké toan: Tu phap - h¢ tich; Van hoa - xa
hoi.

Cac don vi hanh ¢ cfip xa duoc phan
thanh loai I, II, III, theo Diéu 2, Nghi dinh
34/2019/ND-CP, mdi don vi cé:.p xa loai I ¢o toi
da 12 CC, don vi cAp xd loai II c6 t6i da 10
don vi cdp xa loai III ¢6 t6i da 09 CC trén tong so

., CC UBND cép x4. Tinh Binh Dinh hién
¢6 159 don vi hanh chinh cdp xa gdm 32 ph
11 thi trén va 116 x3 véi s6 lugng CCCX duge
théng ké qua bang 2.1

Don vi: nguoit

Nam 2018

2019 2020 2021 2022




S6 lwgng cong chire cip xa 1629

1626 1498 1450 1455

Vé ciu, doi ngi CCCX cua tlnh
Binh Dinh ¢o xu huong ting khong déu vé 50
lugng trong giai doan 2018-2 Sur suy giam s6
lugng CCCX tir sau 2019 do qua trinh sap nhép
don vi hanh chinh ¢p xd, sip xép lai co ciu to
chirc UBND *.

Vé do tubi, CCCX ¢ tinh Binh Dinh nhin
chung nim trong do tubdi tir 31 -45 tudi, chiém
71,2% trén tong sb. CCCX c6dd twbi dudi 30 dat
3 4%, CCCX trén 60 tudi dat ty 1€ 1a 0,4% do co
chu trwong tinh gian bién ché, cho nghi huu sém
ddi vai CCCX.

V& co cdu gi6i tinh, hién nay gin 2/3 trén
tong s& CCCX 1a nam gidi. Trong cac nam trd lai
day sd lugng nit CCCX gia ting vé ty 1¢, dat
33.9% (ta ,3% so v&indm 2018).

V& trinh do chuyén moén. sb lugng CCCX
duoe dao tao dai hoe va sau dai hoc dang chiém
ty 1é cao - culGef dat 75,5% trén tf;ng s6 CCCX
cua tinh Binh Dinh theo ding quy dinh cua Nghi
dinh s6: 33/2023/ND-CP.

Nguon: Uy ggn nhin dén tinh Binh Dinh

Thong ké vé trinh do _ngoai ngu‘ tin hoc,
tiéng dan toc, CCCX dat chuén ngoai ng trén dia
ban tinh Binh Dinh co6 ty 1& 84,1%; CCC
chuén v& Tin hoc chiém ty 1& téi 98.3% - lgj
kién thuén loi dé CCCX thyc thi cong vu trong
boi canh chuyén dbi s6 hién nay 0 cdc cip quan
I¥ HCNN. Ty 1& 5,2% trenang 50 CCCX dugce
dio tao vé tiéng dan toc tuy khong cao nh phu
hop v6i diéu kién tinh Binh Binh ¢6 mot s6 huyén
mién nia véi dong bao dan tdc thiéu s sinh sbng.

2.2.2. Thuee trang su hdi long ciia cm ddn
déi véi sw phuc vy ctia céng chire cap xa trén dia
ban tinh Binh Dinh

Theo chu trrong chung trong Qyét dinh
s6: 2640/QD-BNV ngay 10/10/2017 cia B§ Noi

cac dia phuong trén toan quoc ap dung tinh

chi 56 SIPAS dé do luomg su hai long cua ngudi
déan, to chuc d6i véi sw phuc vu co quan
HCNN. S6 liéu cua tinh Binh Dinh thé hién qua
bang 2.2 nhu sau:

5
Bing 2. 2 Chi s6 hai long vé sir phuc vu hanh chinh ciia tinh Binh Dinh giai doan 2018-2022

Noid Nam
o1 cung 2018 2019 2020 2021 2022
Ty 1€ do hai long (%) 71.81 81.81 86.17 87.67 90.38
Xep hang so vfji 63 tinh, thanh pho 61 45 29 23 3
truc thudc Trung wong

55

Qua bang 2.2, c¢6 thé thay Chi so hai long cua
nguoi din, td chire di voi su phuc vucua co quan
HCNN tinh Binh Binh ¢6 ¥4l hudng ngay cang cai
thién trong dbi sanh véi cac tinh f¥Rinh trén ca
nude. Trong con s6 dénh gia SHL cua EER&i din
nhu trén bao gom ca tiéu chi vé SHL clerhguoi
déan d6i véi CC céc cip. Panh gia CC truc tiép
gidi quyét cong vig@ion 1a noi dung quan trong
d¢ minh chimg cho chat lugng cung mg dich vu
anh chinh cong cua tlnh Két qua chdm diém CC
true tiép gidi quyét cb iéc thé hién SHL cua
nguoi dan dbi voi va diéu nay ciing da dugc
nhén manh trong Ké hoach s6: 107/KH-UBND
cua UBND tinh Binh Dinh.

Tuy nhién, s6 liéu thir céip néu trén 1 ket
qua danh gia SHL néi chung cua nguoi dan ve CC
03 cap nén khdng phan anh mét cach true quan

quon: Uy !an nhdn dan tinh Binh BDinh

vé SHL cua ngudi dan dbi véi su phuc vu cua
CCCX. Chinfgfell viy, ching t6i di tien hanh thu
thdp thém s0 liéu so cAp thong qua phuong phap
diu tra xd hoi hoc bang k§ thuat PSM dé co

gia dinh lwgng, doi sanh khach quan hon vé murc
d6 hai long cua cong dan ddi voi CCCX trén dia
ban tinh Blnlmnh Do bd chi s6 SIPAS khong
thiét ké riéng tiéu chi danh gid SHL cua cb

dbi véi hoat dong phuc vu cia CCCX nén trong
nghién ctru nhom tac gid xdy dung Bédng hoi
theo hudng tiét hoa cac tidu chi chung cua
SIPAS, phin loai ca@ thanh hai nhom 16n dé
danh gia hoat dong phu Vma thai d§ phuc vu
cua CCCX va sau cung sé danh gia mirc d¢ hai
long chung cua cong dan.

Vé phuong phap khao sat, nhom tac gid st
dung cach chon miu khao sat cia chuong trinh
PAPL. Theo do, sit dung k¥ thudt théng ké PSM
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(propensity score matching - Enmng ph%;:hon
cap dbi miu theo diém x4c sué:.t)‘ Cu thé, am
béo viée so sanh két qua 14 céng bing, 03 don vi
hanh chinh céﬂuyén s& dugc chon trong mau.
Don vi tinh ly co trung tdm hanh chinh cua tinh
(Tp. Quy Nhon) duge chon mde dinh; 02 Eerivi
1a thi x3 va huyén dugc chon ngiu nhién (Thi xa
Hoai Nhon va huyén Vinh Thanh). G mdi §n vi
cép huyén da xac dinh, chon méc dinh mét don vi
phuong/ thi tfh 1a trung tdém hanh chinh cua dUn
vi cap huyén va mot xa/ phu‘ong duoc chon ngau
nhién theo phuong phap chon mau theo xac suat
quy md (PPS). O mdi xd/ phuong/ thi tran, mot
thon/ t din phd noi cé tru s& UBND xi/ phuding
duge chon mic dinh va mot thon/ t6 dan phé dugc
chon theo PPS. Thiét ké ndy dam bio thuGe do
an trong. diéu kién phan b6 khong dong déu
cac dogvi cap xa trong mét don vi cép huyén.

Vin dé tht hai duoe xem xét do 1a tit ca
nguoi dan dugc phdng vén trong mdi nhém mau
phai co cung xac suat dugc lua chon nhu‘ nhau
cho khiao satnllec lya chon don vi méu theo
phuong phéap PPS giup dam bao bét ky nguoi dan
nao song ¢ cac don vi chon khéc nhau trong
cuing cép don vi hanh chinh déu ¢ cung co hoi
duoc lya chon vio nghién ciru, khong 1§ thudce
vao viéc cac th@l/ t6 dan phd co su khac bigt vé
quy md dén sd. Thu tuc chon mAu ndy 13 can thiét
ddi véi céc thiét ké khao sat 4p dung chon méu da
cAp & “iéu quy mo khac nhau.

Nhu vdy tong miu x3/ phudng/ thi trdn
duge chon 14 06 (03 th€Rh phé/ thi xa/ huyén x 02
xd/ phuong/ thi trin). Hai thon/ td din phd duoc
chon tir moi xa/ phuong/ thi tran da chffl} Nhu
véy tong s6 miu thén/ to dan phd 1a 12. Tai mdi
thon/ to dan phé da duoc chon, ngudi tra 1o
phong van duge chon ngdu nhién tir danh sach
nhar?héu ctia céc hé gia dinh trong thén/ t6 dan
phd bang phuong phap chon miu ngiu nhién -
chon 36 hg gia dinh va danh sach du bi gf“Jm 08
hd. Tong s6 cong dan dwoc phong véan & tinh
Dinh 13 424 ngudi (06 xa/ phuong/ thi trin x 2
thén/ té dén phé x 36 hd).-Tir mdi hd gia dinh,
moi ngau nhién mét nhan khiu trong dé tudi tir
18 dén 65 hi¢n dang cu tru tai dia phuong dé fra
161 phong vén. Cu thé tai cac don vi khao sat cap
1 12 Tp. Quy Nhon, nhém tac gia ldy méu tai cac
don vj khéo sat cap 2 13 Phudong Tran Pha va
Phuong Nhon Binh; tai Thi xa Hoai Nhon, tac gia

1dy mau tai Phuong Bong Son va xad Hoai Son; tai
Huyén Vinh Thanh, tac gia lay miu tai Thi trin
Vinh Thanh va xa Vinh Son.

i anh va xa Vinh Son

Vé phuong phap tinh ¢ miu, nhom tac gia
str dung 1y thuyét cua Yamane Taro (1967) °, theo
do do khfmaﬁim dugc quy mo tong thé miu nén
nghién cutu su dung cong thire sau:

px(1-p)

]

n=72x

Trong do:
o n: kich thuéc miu can xac dinh.

e Z: gia tr] tra bang phan phdi Z dya vao do
tin cdy lua chon. Thong thuong, do tin cdy duoc
str dung la 95% tuong (g véi Z = 1.96.

o p:ty 18 wde lugng & mau n thanh cong.
Thudng ching ta chon p = 0.5 dé tich s6 p(1-p) 1a
16n nhit, diéu ndy ddm bao an toan cho miu n uéc
lugng.

e ¢: sai s0 cho phép. Thudng ba ty 18 sai sd
hay su dung la: 01 (1%), +0.05 (5%), +0.1
(10%), trong d6 mirc pho bién nhat 1a +0.05.

Ta c6 phép tinh sau:
0.5x(1-0.5)

n=1.962x 3
05

=384.16

Nhur vdy ¢& mau toi thiéu cin c6 cia
nghién ctru s€ la 385 nguoi, cong thém 10% du
phong ra tong cong 424 phiéu phat ra.

Sau khi tién hanh giri phleu dleu tra theo
%ng hoi, nhom tic gia thu vé 420 miu hop 18,

ang do dug dung la thang Likert 5 bac. Tiép
theo, tac gid xir 1y s6 liéaﬁng phin mém SPSS
20 dé thdng ké tan s6 va thong ké mo ta.

Dua trén két qua phan tich, nhom tac gia
tong hop duoc bang théng ké cac thang do cdu
thanh bang khdo sat theo ty 18 phin trim. Tur do,
c6 thé d6i chiéu so sanh tirng mirc d6 danh gia
cho ting tiéu chi riéng 1é, ddng thoi cd thé rit ra
xu huéng cua trudng s6 liéu cho timg nhom tiéu
chi. Tirng s6 liéu thyc traffEEl co gid tri nhit dinh,
12 mot kénh tham chiéu phuc vu cho hoat dong
quan 1y nha nwdce, ning cao chit lvong phuc vu
cua doingli CCCX dé cai thién SHL cua cong dan
tinh nha.

Bing 2. 3 Tong hop két qua %o sat ¥ kién ngudi din vé chét lwgng phuc vy ciia cong chirc cip xi




Trén céc thang do cu thé vé SHL cua cong
dan dbi voi CCCX, tic gia nhdn thiy ring trén
50% y kién danh gia & murc kha én, chirng to
su phuc vu ctua CC twong déi phu hgp véi nhu
cau, ky vong gudi din, duge nhiéu nguoi
dan chép nhan. Tuy nhién, van con tinh trang mot
bo phdn CC su phuc vu kém, con tho o, chua thuc
sur ldng nghe va tin tinh véi conggdan.

Cu thé trong tiéu chi “CC am hiéu ch
mén nghiép vu, huéng din cong dan t6 chie thue
hién ding quy trinh hanh chinh”, c6 32. anh
gia hai long, 38.1% danh gia rat hai long, muc dé
hai long ¢ mircffung binh 1a 21.2%, ¢6 2.5% va
5.6% danh gia &t khong hai long va khong hai
long. Nhu vy, nhimg ¥ kién khong hai long c6 ty
1¢ kha thap (chiém 8.1%) con lai y kién tir trung
binh tré 1én chiém hon 91%, ddc biét mirc d hai
long va hoan toan hai long khé cao chiém 70.7%.
Két qua nhu trén 1a tit yéu bai vi X dang bi
rang budc vé ti@khuan trinh do trong céc van
ban phép 1y cua nha nude.

MUC PO HAI LONG
CAU CACTHANG DO Ratkhoéng | Khong Binh Hai Ton Hoan toan
hii long | hailong | thuong % | hai long
,

1 Co6ng chirc am hiéu chuyén mén 2.5% 5.6% 21.2% 32.6% 38.1%
nghi¢p PE huong dan cong din
to chire thuc hién dung quy trinh
hanh chinh

2 Cong chie giai thich t})fl tuc 3.9% 6.9% 28.1% 27 9% 33.2%
hanh chinh ré rang, dé hiéu

3 Cong chirc c6 kha nang giao tiép 3.1% 7.6% 22.9% 31% 35.4%
hanh chinh tot

4 Cong chitc ning né, nhanh nhen 3.8% 10.7% 35.1% 29.5% 20.9%
trong cong viéc

5 Cong chirc 6 thai d§ thén thién 49, 19.8% 24.5% 28.8% 22.9%
trong hoat dong tiép din

6 Coéng chirc ¢é trach nhiém véi 5.8% 9.4% 29.1% 249 31.7%
cong viéc, hudng dan tén tinh
cho cong din

7 Cong chie lang nghe y kién, 2.9% 10.2% 31% 29.7% 26.2%
nguyén vong cua cong din

8 Mure do ‘hz‘li _lﬁng chung cua 3.9% 8.9% 31.1% 28% 28.1%
ﬁngjb_z‘\ vé chat lugng phuc vu
cua cap xa ¢ dia phuong

Nguon: Két qua diéu tra xi hoi 1am 2023

Trong tiéu chi “CC giai thich thu tuc hanh
chinh 15 rang, dé hiéu”, 2?.dzinh gia hai long,
33.2% hoan toan hai long, danh gia mirc do hai
long & mire trung binh ¢ 28.1%, bén canh do
¢6 3.9 va 6.9% v kién rat khong hai long va khong
hai long. Trong két qua diéu tra trén, v kién khong
hai 1% chiém 10.8% - day khong phai la ty 1
thip, dat ra yéu céu cai thién vé ky ning nghiép
vu cua CCCX.

Trong ti€u chi “CC c¢ kha néng giao tiép

P chinh t6t” c6 31% va 35.4% v kién danh gia
al long va hoan toan hai long, 22.9% miic
danh gia trung binh ¢6 3.1% va 7.6% ¥ kién rat
khong hai long ¥ kién khéng hai long. O tiéu chi
ndy, mirc do khong hai long chiém ty 1é tong 1a
10.7% - van la nguyén nhan thude vé k¥ ning cua
CC. Trong tiéu chi “CC rp nd, nhanh nhen
trong cong viéc” c6 28.5% danh gia hai lbr@
1é danh gia hoan toan hai long chiém 20.9%, mirc
d6 hai 1ong ¢ mic trung bifh chiém 35.5%, vin
con 3.8% va 10.7% y kién rat khong hai long va
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v kiﬁng hai long. Nhu vy, voi ty 1€ 14.5%
tong mure d9 khong hai 1ong ctia cong din ve F
CC ning no, nhanh nhen trorfgERong viée thi day
la con s0 déng bao dong vé tac phong lam vigc
cua CCCX.

Trong ti€u chi “CC c6 thai d@g:E8an thién
trong hoat dong tiép dan”, mirc do hai long va
hoan toan hai 1éng chiém ty 18 1an luot 1a 28.8%
va 22.9%, sy hai long ¢ mirc g binh chiém
24.5%, ¢ 4% va 19.8% ¥ kién rat khong hai long
va y kién khong hai long. Tong ty 1& dinh gid
khong hai long chiém dén 23.8% chimg to CCCX
cua tinh Binh Dinh dang gip vén dé ca vé k¥ nang
14n dao dirc cong vu. m

Trong tiéu chi “CC co trach nhiém vdi
cong viéc, hudong din tan tinh cho cong dan” co
24% ty 1€ danh gia hai lt‘Jn 1.7% ty 1é danh gié
hoan toan hai long, 29.1% muc do hong O mirc
trung binh, ¢6 5.8% va 9.4% vy klen rat khong hai
long va y kién khong hai long. Téng ty 1& 15.2%
¥ kién chua hai long 13 khong cao so voi tong cac
murc con lai, tuy nhién, day van 1a con 0 can cai
thién vi né phan anh nhimg ton dong vé dao dirc
cong vu cua CCCX tré ban nghién ctru.

Vi tidu chi “CC lang nghe ¥ kién, nguyén
vong cua cong dan” co 29.7% muc d6 hai long,
26.2% ty 1¢ danh gia hoan toan hai long, mirc do
danh gia trung binBkhiém 31%, 4.4% va 102%
lan Iwot 1a ¥ kién rat khong hai 108%hva v kién
khong hai long. Nhin chung, ty 1€ hai long cua
cong dan veé tiéu chi nay chiém ty 1é cao tuy van
chua dat duge v 18 cao nhat boi yéu t6 khong hai
long van con chiaténg 56 14.6%. Diéu nay bujc
cdc CQNN phai dua ra céc giai phap dé ning cao
dao dirc cong vu cua CCCX.

Nhu véy, trong cac tiéu chi da khai thac, CC
am hiéu ch mén nghiép vu, huéng din cb
dan t6 chire thuc hién dung quy trinh hanh chinh [a
tiéu chi dugc danh gia cao nhat, nguge lai vai tiéu
chi nay thi CC c6 thai dé than thién trong hoat
dong tiép déan lai la tiéu chi uc d§ danh gia
thdp nhat. Pidu nay c6 thé bat ngudn tir nhiéu
nguyén nhin khach quan va chu quan tir pcﬁr
quan st dung CC, ban thin CC va tir chinh nguoi
dan da sir dung dich vu cong.

D6i voi két qua déanh gid chung SHL cua
cong din a0 sat tai cac don vi hanh chinh
duoc choacﬁﬁt lugng phuc vu cua CCCX, co
t¢i31.1% y kién danh gia CC ¢ mirc do trung binh;
¢628% hai long va 28.1% hoan toan hai long. Van
con 3.9% ¥ kién hoan khong hai long; 8.9%
 kién khong hai long. Két qua nay phan énh thyuc
té 14 da phan nguoi dan chép nhan chit lvgng

phuc vu cua CCCX ¢ dia phwong nhung mure do
hai 16ng chua cao, chua tuong ximg voi ki vong.

Dé cai thién SHL ctia CCCX, nhém tac gia
thiét ké cau hoi nhim khai thac thém ¥ kién cta
nhén dan. Khi dwge hoi, ¢6 20.7% y kién ngudi
din gop y ring CC cin “bdi dudng kmang,
nghiép vu”, 9.8% ¥ kién mong mudn “thu tuc
hanh chinh nha nuéc duge don gian hoa” dé CC
thudn lgi hon khi phuc vu nguoi din, 3.1% gop v
“ting cu@F kiém soat dbi vai CC”, 29.3% gop ¥
CC can “nang cao dao dirc cong vu” va 3.1% yéu
cétm: co' quan chu quan “tao moi trrong thugn
loi dé thuic day su nhiét tinh tr'ong cong viéc cua
CC”. Nhu viy, phan d ién nguoi dan tip trung
g6p ¥ nhim cai thién, nang cao k¥ ning, nghiép

vu va dao dire cong vu cua CCCX.

Nhitng thuc trang duoc phan anh nhe trén
xudt phat tir cd uvén nhan cu thé.

Nguyéna%i dén dén sy hai long cua cong
dén d6i véi CCCX chua cao vi trinh do CC ting
a hoan toan twong rng vai k¥ ndng nghiép vu,
tre ¢ong vu va thai dg umg xir, chua thue su
col cong dan la khach hang & nhiét tinh phuc vu,
con tac phong chim chap khi thue thi cong vu. Mgt
b phin CCCX thiéu dong luc lam viéc, khong
muon tich cuc céng hién, chua nd lyc tw ning cao
ning lyc ban than. Pidu nay xut phat ttr nhan thire
riéng cia CC nhung khong thé bo qu tac dong
nhiéu chiéu - don u thuc trang thu tuc hanh
chinh con nhiéu, anh huéng déf@khoi gian giai
quyét cong viée va gay cam gi ién ha cho ca
CC va cong dan; mot so don vi cap xa o vung sau,
g Xa con thlELl didu kién vat chit gdy cin tro
qué trinh gidi quyét cong viéc cho cong din; mot
b6 phin cong dan kho giao tiép t loi vai CC
do rao cin ngdn nglr - dic biét & cac xa cé dong
déng bao thiéu sb; ruong hop nhéan thire cua
cdng dan han ché vé thu tuc hanh ch én co tim
1y thanh kién, khong hai long khi qua trinh giai
quyét thu tuc hanh chinh g nhanh gon - mic
du CC giai quyét cong vu van theo ding quy dinh
phédp 1y hién hanh. Ngoai ra, khong thé phu nhan
biét cap trong k o4t cua co quan chu quan nhu
cham phan hoi kien nghi cta céng dan déi véi cac
CC thiéu chuan muec, ché tai ki luat trong danh gia
CC chua manh nén khé chén chinh thai dé lam
viée, tir dé gian tiép lam giam SHL cia ¢ang dén.
2.2.3. Phwrong huwong, muc tiéu va giai phap
ndng cao sy hai long ciia cong dan déi véi su phuc

v cua cong chire cap xd cua tinh Bigh Dinh
vé quan di ém ndng cao SHL ong ddn
déi voi sw phuc vu cua CC, hién nay, Pang va nha
nue ta dang ddy manh ban hanh cac chu trrong,
chinh sich va phap luit diéu chinh hoat dong

7




phuc vu cong dan theo dung quan diém cua HO
Chi Minh: “CC la g béc cua nhan dan”. Thir
nhét, ning cao SHL cua cong dan dbi véi su Pc
vu cua CC dugc tudn thu theo quan diém cua Cuat
Can bo, Cong Chirc 2008 va Luat Stra doi bo sung
mot s6 diéu cua cé.n bd, Cong chirc va Ludt
Vién chirc 2019, Luat Tg: cong dan nam 2013.
Thir hai, ning cao SHL cua ¢ dan déi véi su
phuc vu cua CC hiéfffly phai dam bao thue hién
duoc cic tiéu chuin da duge BO u quy dinh
trén ca nudc. Hién nay, B truong Bo Noi vu ban
hanh Quyét dinh sb: 2640/QD-BNV ngay
10/10/2017 phé duyét D& én Do ludng SHL cia
nguoi din, t6 chire dbi véi su phuc vucua ¢ an
HCNN. Thir ba, CC tuin thu cic quy dinh dugc
ban hanh trong c4c vin ban quy pha[@'ﬁip luét
va phat huy duoc tinh than cfmg hién phuc vu lgi
ich £EDi, dap mg du céc yéu cau ma quan dlem
.a Dang va Nha nudc dua ra. Thue hién tdt va
ndng cao phiam chét chmh tri, dao dirc cong vu
ctia t6 chB va ctia mdi ¢4 nhan CC. Thir tw, ning
cao SHL cua co ddi voi su phuc vu cua CC
can gin lién véi cac yéu to trong cac tiéu chi do
luong thude chi s6 SIPAS.

Tai tinh Binh Bmm cép lanh dao trong
thoi gian gin day cling da quan tim chi da
ban hanh mét s6 van ban vé nang cao SHL cua
gng dan déi v1 hoat dong phuc vu cua CC nhur:

Ong vin s6: 2 BND-NC vé viéc trién khai
Céng dién so: 280/CD-TTg nhim chin chinh,
tang cuong trach nhiém trong xu laéng viéc cua
cac bd, co quan, dia phwong; Coéng vin $0:
3153/UBND-NC vé viéc mdt sd ndi dung lién
quan cong tac dao tao, bdi dudng va thuc hién

Em vu cua can b, CCCX trong thoi gian toi;
Quyét dinh sb: 1028/QD-UBND vé Ké hoach
nang cao Chi s6 cai cach hanh chinh va Chi s6 hai
long cua ngudi dan, t6 chic doi véi sy phuc vu
cua co quan hanh chinh nha nuéc tinh alh Dinh
giai doan 2023-2025. Can bam sat muc tiéu, hoan
thanh cae chi tiéu theo Chwong trinh hanh dong
cua Tinh uy thuc hién Nghi qumE);_J.i hoi XX
Déng bg tinh, trong tﬁm 1a trong giai doan 2020-
2025 va Qumdinh 50: 3809;’QE) UBND ngay
14/09/2021, Quyet dinh 50 299;’QD UBND veé
ban hanh Ké hoach dio tao, bdi dudng can bd,
CCCX va nguoi hoat d khong chuyén trach &
cAp x3, & thon, khu phd trén dia ban tinh giai doan
2023-2025. Thong qua nhimg van ban chi dao da
cho thay UBND tinh Binh h da c6 dinh huong
rd rang vé ning cao SHL cua ng@¥Adan dbi voi
su phuc vu cia CCCX. Cong tac thanh tra, kiém
tra va giait qua trinh hoat dong ti¢p dan nham
(i dich tang hiéu luc, hiéu qua lam viéc cua CC
'dé g6p phan nang cao SHL cua cong dan
ctung dugce quan tim. Bén canh do, Tinh ciing diy

manh tap huz?m3 pho bjén ke hoach cho can b@
chuyén trach cap xa vé dinh hudng cua tinh dé
kip thoi trong trién khai.

ip thoi trong trién khai

Vé muc tiéu chung, cin tlép tuc xay dung
nén hanh chinh dén chu, trong sach, vurenanh
timg bude hién dai. DAy manh nang cao dao dic
cong vu cl CX theo dao due, tu tuong Ho
Minh. Xay dung chinh quyén than thién.
Trang bi va ning cao kién thirc, nang lyc quan 1y,
k§ ning diéu han@:ﬂ thyc thi cong vu cho doi
ngii CC ¢ co s¢. Gan dao tao boi dudng voi bo
tri, st dung, quan ly CC. dia phuong. Vé muc
tiéu cu thé, can tiép tuc don doc, theo doi viée
trién khai thuc hién noi dung Céng dién so:
280/CD-TTg ngay 19/04/2023 cua Thu tudng
Chinh phu va Cong vin sb: 29 BND-NC
ngay 12/05/2023 cia UBND tinh. Trién khai, td
chirc thyuc hién ddy du va dung quy dinh trén cac
linh vuc theo Chuong trinh tong thé giai doan
2021-2030 cua Chinh phu; céc van ban qu h,
hudng din cua cic Bo, nganh Trung wong. Nang
cao chi so SIPAS vé SHL cuia nguoffin doi voi
su phue vu cua CC trén dia ban tinh. Khin trrong
cép nhit cac ¥ kién, kién nghj cta hoc vién va dia
phuong dé chuan hoa, EBan thién b tai liéu dao
tao, boi du‘ong CCCX; giai quyet cac tinh huong,
kho khan, vudng mfEEong cong viéc hing ngay
cua can by, CCCX. Xay dung ké hoach do tao,
boi dudng chuyén siu cho can by, CCEX. To
chire danh gia chét luong can bd, CCCX sau khi
dugce tham gia dao tao, boi dudng, nhit 1a nang
luc th@hién nhiém vu cua can bo, CCCX.

¢ gidi phdp ndng cao SHL ciia cong ddn
doi voi sy phuc vu cua CCCX
@c daysuq

Mot la, d6i mdi thé ché va tha

tdm tir céc co quan, don vi. Dbi mai thé ch

thé thyuc hién thong qua cac néi dung sau: Can
phai xdy dung mot hé thong cac gia tri vé SHL
ctia cong dan doi vEEEC hudng tdi cae gid trj co
ban; Pon giian hoa thu tue hanh chinh; Ban hanh
céc chinhf¥kh, quy dinh vé ning cao SHL cua
cong din do1 voi su phuc vu cua CCCX trén dia
ban tinh; Cac co quan g ddu phéi luén quan
tdm va khong ngimg %ung cac thé ché th
'uc hoat dong phuc vu; Cac co quan, don vi can
phal quan tam horn nita dén viec @FRao, bdi
ua CC, tich cuc chu
2 < huong cdc ni dung
sinh hoat chuyén dé: ¥ mdi co ché quén ly,
phuong phap danh gia hicu qua tiff§jhién nhi¢m
vu béng cach quan tam dén viéc do lwong SHL
cua nguoi dangdoi voi su phue vu cua CCCX.

Hai la, dao tao. bf'i.i dudng, ning cao
lue cho doi ngii CCCX bang cach ting cudng cac
16p dao tao phap luat, boi dudng vé kién thirc
8
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phdp 1y cho déi ngi CCCX; %y dung mot hé
théffE84c ndi quy va quy dinh vé trach nhiém cia
chg thure thi edng vu mét cach chit ché sao
cho phu hop voi tinh EERA didu kién xa hoi o
nhing giai doan cu thé; Phoi hgp hai hoa gilra cac
phu‘o'nm nhur ling nghe tap trung dé hiéu o
hon vé guan diém, suy nghi va cam cua cong
dan; Mo lo'p bdi dudng cho CC ve nang luc lap
Kké hﬂach va thuc hién cong viéc; E)ay manh cong
tac phol hop lam vigc; Biét n at va van dung
xu thé mai cia nén cong vu; 1o chire boi dudng
theo hinh thirc tap huén, chuyén dé hodc phd bién
noi dung ca udi hoi théo, tip hudn vé sir dung
cdc thiét bi cong nghe th{m@ Xay du‘ng moi
truong hoc tdp ngoai ngir thong qua viéc day
manh ung dung khoaa;u: thong tin; Vz_a.n° dung
chuyén moén hiéu qua; Xay dung véan hoa to chire
lanh manh, tao sy dbng thuan, gat gitra cac
thanh vién trong 0 chire; Trau doi kha ning phat
hién va giai quyét van dé thong qua k¥ ning ling
nghe va tiép théng tin.

Ba 1a, nang cao dao dirc cong vu cho doi
ngii CCCX. Piéu niy duoc ﬂmhién thong qua
céc giai phap sau: Nang cao tuyén truyén quén
triét, trién khai viéc thue hién, viéc hoe tap va lam

tur twdmng, dao dirc phong cach H5 Chi Minh;
ghién ctu nén tang ly ludn vé cac gia tri dao
dire, dao dirc xa hdi lam co s& cho viée n n
ciru xay dung khung 1y thuyét vé dao dic nghé
ahiep, dao dirc congvu cho doi ngii can bo, CC;
Hoan thién h@:vng phap lut vé dgo ditc cong
vu; dong thoi ra sodt, bo sung céc quy dinh frong
Luat Can bo, cong chire, Luat Vién chue. Cin
S0 hién ciru xay dung Luit Cong chire - cong
vu; Xay dung hEFAdng néi quy, quy dinh vé trach
nhiém cua CC thuc thi cong vu mdt cach
chit ché, cu thé; Phat huy 0 kiém tra, giam
sat cua nhin dan ddi véi CC vé thue hanh dz_l@l'm
cong vu trong qua trinh thue hién nhiém vu; Thue
hién nghié ¢ d6 tu phé binh va phé binh.

Boén la, xa4fEkng moéi trudong lam viée tich
cuc cho CCCX. Moi truong lam viéc gy anh
huong khong nho dén hlELmat va chét lugng
cong viée c@m ngii CC. Cac co quan, don vi
can dap tng co s vt chét va cai tién khong gian
lam viéc bang cach th@ van phong vi cung
cép ddy du tién ich; CC can tao dung moi quan hé
than thiét g chi v6i ddng nghiép ma con voi
cép trén; %‘co‘ quan nha nude can quan tAm
trong viée do1 madi co ché, chinh sach dai ngo,
khen thudng kip thoi, ximg dang; Ddi moi nén

cong vu theo huéng hién dai va phat trién; Tao su
binh ding trong cdng vigc, trong moi quan h¢ va
binh ding gidi 7

Niam 1a, img dung khoa hoc cong nghé va
ting cuong sy hd tro tir cic thanh nién tinh
nguyén trong hoat dong phuc vu cong dan. Day
la bién phe CC c6 thé ting nang suat lam viéc.
Chungtm duara khuye i d6i voi cac co quan
nha nudc nén trién khai vige thiét ké va sur dung
céc phin mém v@ly 4o va xay dung fanpage;
Nho sy gitp d& cua doan v| anh nién trong
cong tac chuyén déi sb u thé 1a trong hoat
dong ding ky tai khoang dich vu cong truc tuyén
cho cong din.

Séu la, déy manh thanh tra, kiém tra va
gié.m sat dmfri cCcex trong hoat dﬁng phuc vu
cong dan. Tang cuong cong tac glam sat tur xa,
nam ﬁzl tuong thong qua hé thong phan tich
i ro thoi thye hién cac cude thanh tra dot
Xudt; uong xuyén theo doi, nim bét, cap nhat
théng tin vé tinh hinh, két qué thuc hién cong tac
phong chon, m nhiing cua cic co quan, t0
chirc don vi; Xay dung d6i ngii cf_J thanh tra,
kiém tra trong sach, virng manh, ban linh chinh
tri vimg vang, trinh d¢ nghiép vu va k¥ ning
chuyén mon tot, ting cudng nghién ciru khoa hoc
va hop téc quéc té.

3.KET LUA

Vi két qua phuong phap nghién ctru két hop
dinh tinh va dinh lron 6m tac gia da tiép cin
va tdng hop thue trang mure d6 hai long cua cdng
dén d6i v6i sy phuc# cua CCCX trén dia ban
tinh Binh Binh. Viéc danh gia SHL cia nmi dan
théng qua cac yéu to cu thé nhu: (1) CC am hiéu
chuy?'non nghiép vu, hudng din céng dén, to
chire ?n ding quy trinh hanh chinh; (2) CC
giai thich tuc hanh chinh rd rang d& hiéu; (3)
CC ¢6 kha ning giao tiép hanh chinh t6t; (4) CC
nang nd, nhanh nhen trong cong viéc; (5) CC cé
théi than thién trong hoat dong tiép dan; (6)
CC ¢06 trach nhiém véi cong huémng din tan
tinh cho céng din; (7) CC ling nghe ¥ kién,
nguyén vong cua d¥hg dan. Két qui nghién ciu
trén nhim: 1am & co so Iy luan va thyuc tién vé
SHL cua cong ddi voi su phuc vu cua CCCX
thudc dia ban nghiénfifiru; Phén tich, danh gia
thure trang vé& mtc do hai long cua cong dén; Dé
xuat mot s giai phip dé ning cao SHL cua céng
dan trong thoi gian tdi.
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