Study on citizens' satisfaction with the service of commune-
level civil servants in Binh Dinh province

ABSTRACT

Citizen satisfaction is an important measure reflecting the quality of public service provision, the quality of
service of civil servants to society. In Vietnam, local government includes 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 localitiy. 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 20 software 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.
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Nghién ciu sw hai long cta cdng dan déi véi sw phuc vu caa
cong churc cap xa trén dia ban tinh Binh Dinh

TOM TAT

Su hai long cua cong dan 1a thudce do phan anh chat lugng cung cap dich vu cong, chét luong phuc vu cua cong
chuc ddi vai xa hoi. O Viét Nam, chinh quyén dia phuong gdm ba cap véi cap xa 1a don vi gan dan nhat, chat lwong
phuc vu cua cdng chic cip xa tac dong truc tiép nhat dén sy hai 1ong cia cong dan ddi V6i quan ly nha nuéc ¢ dia
phuong. Do d6, nghién ciru vé sy hai long cua cong dan ddi voi su phuc vu cua cdng chire cip xa hién nay ludn duoc
quan tdm. Nhom téc gia sir dung cach chon mau khao sat ctia chuwong trinh PAPI, theo d6, st dung k¥ thuat PSM va
xtr ly s6 liéu bang SPSS 20 dé thdng ké tan s va thong ké md ta nham muc tiéu xay dung luan ci khoa hoc, dé xuat
phuong huéng va giai phap dé nang cao sy hai 1ong cua cong dan ddi vai sy phuc vu cia cong chic cap xa trén dia

ban tinh Binh Dinh.

Tir khoa: Si hai long cua cong dan, cong chirc cap xa, hoat déng ¢ong v, tinh Binh Dinh.

1. PAT VAN PE

Su hai long (SHL) cua cdng dan (CD) la
thuéc do chat lwong phuc vu cia co quan hanh
chinh nha nuéc (CQHCNN) noi chung, cong chiic
cap xd (CCCX) néi riéng. Trong nhimg nam gan
day, mac di mire d6 hai 1ong cua CD, t6 chuc trén
dia ban tinh Binh Dinh ddi véi sy phuc vu hanh
chinh da c6 su chuyén bién tich cyc, tuy nhién, van
con mot s6 han ché tir CCCX lam anh huéng tidu
cyc dén SHL cua CD. Véi myc tidu xay dung nén
HCNN chuy@n nghiép trong xu thé dan cha hoa va
gia tang nhu cau cia CD ddi véi dich vu cong
(DVC), viéc nang cao chit luong phuc vu cua
CCCX nham cai thién SHL caa CD la yéu ciu cip
thiét trong xu thé cai cach hanh chinh (CCHC).

2. NOI DUNG

2.1. Co s6' ly luan vé sy hai long cia cong dan
doi véi sy phuc cu ctia cong chirc cap xa

2.1.1. Mot s6 khdi niém lién quan

Theo Luat Can bd, Cong chic nam 2008,
CCCX la CD Viét Nam duoc tuyén dung gitt mot
chirc danh chuyén mén, nghiép vu thuée Uy ban
nhan dan (UBND) cap xi, trong bién ché va
hudng luong tir ngan sach.

Su phuc vu cua CCCX la viée cong chue

(CC) giao tiép, cung cap DVC theo dung thim
quyén tuong Gng v6i vi tri viée lam. Dé thyc thi

cong vu, CCCX s& giao tiép chu yéu voi CD tai
co quan HCNN.

Pé 1am rd SHL cua CD dbi véi su phuc vu
ctia CCCX, trudc tién can hiéu duge vé SHL noi
chung. Khi dé cap dén SHL, Kotler va Keller
(2006) cho rang “SHL 1a mirc do trang thai cam
gidc ciia mot ngudi bit ngudn tir viée so sanh
nhan thirc vé mot san phdm so voi mong doi clia
ngudi d6” L. Lubn c6 nhiéu t6 chirc trong xa hoi,
ching co6 thé thudc vé khu vire cong hoidc khu vy
tu nhung déu mang st ménh cung cap san pham
nhat dinh va c6 thé nhan dugc phan tng hai long
hoac khong hai long tu khach hang. Theo
Bachelet thi “SHL cta khach hang 1a mét phan
ung mang tinh cdm xuc, hinh thanh tir kinh
nghiém cua ho vé6i san phidm hay dich vu” 2 CD
1a khach hang cia CQHCNN, SHL cta ho dén tir
chat lugng cung cap DVC tir CQHCNN cu thé,
tryc tiép xudt phat tu su phuc vu ciia nhan sy (can
bd, CC) thudc co quan d6. Vé SHL cua CD dbi
v6i hoat dong phuc vu trong khu vyc cong, cac
nha nghién ctu Hoa Ky da xay dung mo hinh chi
s6 hai long (American Customer Satisaction
Index - ACSI) 3va d3 dugc nhidu nuéc van dung
hiéu qua trong danh gia SHL cta CD ddi véi CC.
Theo d6, SHL cta CD d6i véi su phuc vu cia CC
nodi chung, CCCX n6i riéng 1a thai d cua CD
nhén xét, danh gia, tin cay va ung hd ddi voi su
phuc vu cua CC, can cur vao murc d¢ dap ung duoc
cac nhu ciu va su ky vong cta ban than CD. Khai
niém nay phu hop voi dién giai cia mo hinh
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SIPAS  (Satisfaction Index of Public
Administrative Services) hién dang ap dung ¢
Viét Nam.

_ 2.1.2. Cdc néi dung cau thanh SHL ciia CD
doi voi sy phuc vu cua CCCX

Chi s hai long cua CD, t6 chic ddi véi su
phuc vu cua co quan HCNN hién dugc do luong
trén 05 ndi dung: tiép can dich vu hanh chinh
cdng cua CQHCNN, tha tuc hanh chinh (TTHC),
CC tryc tiép giai quyét cong viéc, két qua cung
g dich vy hanh chinh cong va viéc tiép nhan,
giai quyét gop y, phan anh, kién nghi. Tir d6, xac
dinh 07 n6i dung dénh gia SHL cua CD dbi véi
su phuc vy cia CCCX d6 1a: CC am hiéu chuyén
mdn nghiép vu, huéng dan CD, té chirc thyc hién
dng quy trinh hanh chinh; CC giai thich TTHC
rd rang, dé hiéu; CC c6 kha ning giao tiép hanh
chinh tét; CC ning nd, nhanh nhen trong cong
viéc; CC cb thai d6 than thién trong hoat dong
tiép dan; CC c6 trach nhiém véi cong viéc, huéng
dan tan tinh cho CD va CC liang nghe y kién,
nguyén vong cua CD.

2.1.3. Tam quan trong phdi ndng cao SHL
cua CD doi voi su phuc vu ciia CCCX.

Nang cao SHL cta CD ddi véi sy phuc vu
ctia CCCX 14 hét strc can thiét béi SHL cia CD
la thuéc do thé hién chat lugng cua QLNN, la
biéu hién cho viéc nha nude di thuc hién tdt ban
chat xa hoi. Tuy nhién, hoat dong phuc vu cia
CCCX & mét sb dia phuong hién van bét cap,
SHL ctia CD chua cao nhu ki vong. Do do, viéc
nang cao SHL cua CD d6i v6i su phuc vu cta
CCCX s& gop phan thuc diy CCHC, cai thién chi
sO SIPAS cua dia phuong.

Dé dat muc tiéu nang cao SHL ctia CD d6i
v6i su phuc vu cua CCCX, cong tac nghién ciru,
do luong, danh gia bang dinh lugng dang ching

Bang 2. 1 S6 liéu CCCX trén dia ban tinh Binh Pinh giai doan 2018-2021

t6 tAm quan trong, gitp cac CQHCNN nhin nhan
nguyén nhan, tao tién dé thiét ké cac giai phap tac
dong tich cuc 1én SHL cua CD ddi véi CC. Déng
thoi, cac co quan st dung CCCX c6 thé xac dinh
nhing van dé bat cap khi CCCX thuec thi cong vy,
qua d6 c6 sy diéu chinh phu hop trong thuc tién
quan 1y doi ngii nhan sy HCNN thudc quyén, gop
phan gitp chuyén nghiép hoa nén cong vu.

2.2. Thue trang sy hai long ciia cong dan doi
véi sw phuc vu cia dfi ngii cong chirc cap xa
tinh Binh Pinh hién nay

Binh Dinh la tinh duyén hai Nam Trung bd,
c6 vi tri chién luoc trong phat trién kinh té - x4
hoi ctia ving Kinh té trong diém mién Trung. Céc
don vi hanh chinh (BVHC) cua tinh gdm TP. Quy
Nhon, thi x& An Nhon, ciC huyén Tuy Phudc,
Phu Cat, Phit My, Hoai Nhon, Hoai An, An Lao,
Tay Son, Van Canh, Vinh Thanh.

2.2.1. Thuc trang doi ngii CCCX cua tinh
Binh Pinh

Theo Khoan 1, Piéu 2, Nghi dinh sé:
33/2023/ND-CP quy dinh vé can by, CCCX va
ngudi hoat dong khong chuyén trach & cip x4, cac
chitc danh CCCX bao gém: Chi huy truong Ban
Chi huy Quan sy; Vin phong - thong ké; Pia
chinh - xay dung - d6 thi va méi truong hoac dia
chinh - ndng nghiép - xay dung va moi truong;
Tai chinh - ké toan; Tu phap - ho tich; Vin hoa -
x4 hoi.

Céc DVHC cip xa duoc phan thanh loai I,
[1, 1. Theo Piéu 2, Nghi dinh sé: 34/2019/ND-
CP, mbi don vi loai I ¢6 téi da 12 CC, don vi loai
I ¢6 t6i da 10 CC, don vi loai III ¢6 ti da 09 CC
trén téng 6 can bd, CC cua UBND. Tinh Binh
Dinh hién c6 159 DVHC cap xi gom 32 phuong,
11 thi trdn va 116 xa véi s6 luong CCCX duogc
thong ké qua bang 2.1

Don vi: nguoi

Nam 2018

2019 2020 2021 2022

S6 lwong CCCX 1629

1626 1498 1450 1455

Vé mit co cau, doi ngii CCCX cua tinh
Binh Dinh c6 xu thé ting khéng déu trong giai
doan 2018-2022. Su suy giam sb lwong CCCX tir
sau 2019 do qua trinh sap nhap DVHC cap x4,
sdp xép lai co cu té chirc UBND *.

Nguon: UBND tinh Binh Dinh

V& d6 tudi, CCCX ¢ tinh Binh Dinh nhin
chung ndm trong d6 tudi tir 31-45, chiém 71,2%
trén tong s6 CCCX. CCCX ¢6 do tudi dudi 30 dat
3,4%, CCCX trén 60 tubi dat ty 1& 13 0,4% do c6
chu trwong tinh gian bién ché, cho nghi huu sém
dbi véi CCCX.



V& co cdu gi6i tinh, hién nay gan 2/3 trén
tong CCCX 1a nam gidi. Trong cac nam tro lai
day sé luong nit CCCX gia ting vé ty 18, dat
33,9% (tang 5,3% so v4i nam 2018).

Vé trinh d6 chuyén mén, s6 lugng CCCX
duoc dao tao dai hoc va sau dai hoc dang chiém
ty 18 cao - cu thé dat 75,5% trén tong s6 CCCX
ctua tinh Binh Dinh theo dung quy dinh trong
Nghi dinh sb: 33/2023/ND-CP.

Théng ké vé trinh d6 ngoai ngti, tin hoc,
tiéng dan toc, CCCX dat chuan ngoai ngit trén dia
ban tinh Binh Dinh c6 ty 1€ 84,1%; CCCX dat
chuén vé Tin hoc chiém ty 1€ to1 98,3% - 1a diéu
kién thuén lgi ¢ CCCX thyc thi cong vu trong

bdi canh chuyén ddi sé ¢ cac cap quan Iy HCNN.
Ty 1€ 5,2% trén tong s6 CCCX duge dio tao vé
tleng dan toc tuy chua cao nhung phu hop vdi
diéu kién tinh Binh Dinh c¢6 mot sb huyén mlen
nli c6 déng ddng bao dan toc thiéu sb sinh sdng.

2.2.2. Thyc trang SHL ciia CD doi véi su
phuc vu cua CCCX trén dia ban tinh Binh Dinh

Theo chi truong chung trong Quyét dinh
s6: 2640/QD-BNV ngay 10/10/2017, cac dia
phuong trén toan qudc ap dung tinh chi s SIPAS
dé do luvong SHL cta ngudi dan, t6 chie dbi voi
su phuc vu cia CQHCNN. S6 liéu cua tinh Binh
Dinh thé hién qua bang 2.2 nhu sau:

Bang 2. 2 Chi s hai long vé sy phuc vu hanh chinh ciia tinh Binh Dinh giai doan 2018-2022

Ngi dun Nam
° g 2018 2019 2020 2021 2022
Ty l¢ d6 hai long (%) 71.81 81.81 86.17 87.67 90.38
Xép hang so VE'YI 63 tinh, thanh pho 61 45 29 23 21
truc thudc Trung wong

Qua bang 2.2, ¢ thé thiy Chi s6 hai 1ong
cua nguoi dan, td chirc ddi véi su phuc vu cta
CQHCNN tinh Binh Pinh ¢6 xu huéng ngay cang
cai thién trong ddi sanh véi DVHC khac trén ca
nude. Trong con sé danh gia SHL nhu trén bao
gom ca tidu chi vé SHL déi v6i CC cac cap. Panh
gia CC truc tlep glal quyet cong vu ludn 1a noi
dung quan trong dé minh chimg cho chat luong
cung tmg DVC cua tinh. Két qua chdm diém CC
thé hién SHL cua CD ddi v6i CC va didu nay
cling da duogc 1am rd trong Ké hoach sé: 107/KH-
UBND ctia UBND tinh Binh Dinh.

Tuy nhién, s6 liéu thir cap néu trén 1a két
qua danh gia SHL n6i chung vé CC 03 cap nén
khong phan 4nh mot cach tryc quan vé SHL cia
CD ddi v6i sur phuc vu cua CCCX. Chinh vi vy,
ching t6i da tién hanh thu thap thém s liéu so
cap théng qua diéu tra xa hoi hoc bang ky thuat
PSM @ c6 danh gia dinh lugng, dbi sanh khach
quan hon vé muc d¢ hai long cia CD ddi voi
CCCX trén dia ban tinh. Do bd chi sé SIPAS
khong thiét ké riéng tiéu chi SHL cua CD dbi véi
CCCX nén trong nghién ctru nay, bang héi dugc
xdy dung theo hudng chi tiét hoa tiéu chi chung
cua SIPAS, phan loai cau hoi thanh hai nhom 16n
dé danh gia hoat ddng phuc vu va thai do phuc vu
cia CCCX, sau cung s& danh gia mtrc hai long
chung cua CD.

N V& phuong phap, tac gia st dung cach chon
mau khao sat ciia chuong trinh PAPI. Theo do, su

Nguon: UBND tinh Binh Pinh

dung ky thuat théng ké PSM (propensity score
matching - chon c@p doi mau theo diém xac suét).
Cu thé, dé dam bao so sanh cong bang, 03 DPVHC
cip huyén s& dugc chon trong mau. Trung tam
hanh chinh cuta tinh (TP. Quy Nhon) dugc chon
mac dinh; 02 don vi la thi xa va huyén dugc chon
ngau nhién (Hoai Nhon, Vinh Thanh). O mdi don
vi cap huyén di xac dinh, mic dinh mot don vi 1a
trung tam hanh chinh va mét xa/ phuong dugc
chon ngau nhién theo xac suat quy mo (PPS). O
mdi x4/ phuong/ thi trin, mot thén/ t6 dan phd noi
co tru s UBND duoc chon mic dinh va mot
thon/ t6 dan phd duge chon theo PPS. Cach thirc
trén dam bao thudc do chudn trong diéu kién phan
bd khong dong déu cac DVHC cép xa.

Van d& thi hai d6 1a CD duoc phong van
trong mdi nhém mau phai c6 cling xac suat dugc
chon nhu nhau. Phuong phap PPS gitip dam bao
bét ky CD nao trong ciing mot cip DPVHC déu co
co hoi dugce chon vao nghién ctru, khong 1€ thude
vao viée cac thon/ td dan phé 6 su khac biét vé
quy mé dan s6. Cach chon mau nay 1a t6i vu dbi
v6i cac thiét ké khao sat da cAp ¢ nhiéu quy mo
khac nhau.

Nhu vay téng mau DVHC duogc chon 13 06
(03 thanh phd/ thi x&/ huyén x 02 x4/ phuong/ thi
tran). Hai thon/ t6 dan phd dwoc chon tir mdi
DVHC. Tong s6 mau thon/ to dan phd sé& 1a 12.
CD tra 15i phong van duoc chon tir danh sach
nhan khiu cua cic ho bang phuwong phap chon
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mau ngau nhién - chon dugc 36 ho va danh sach
du bi gém 08 ho. Téng s6 CD dugc phéng van &
tinh Binh Dinh 1a 424 nguoi (06 xa/ phuong/ thi
trén x 2 thon/ to dan phd x 36 ho). Tir mbi ho gia
dinh, moi ngau nhién mot nhan khau trong do tudi
tir 18 dén 65 tra 10i phong van. Cu thé tai don vi
khao sat cip 1 1a TP Quy Nhon, tac gia 1dy mau
& cac don vi khao sat cap 2 1a Phuong Tran Pht
va Phuong Nhon Binh; tai Thi xa Hoai Nhon, tac
gia lay mau & Phuong Bong Son va xa Hoai Son;
tai Huyén Vinh Thanh, tac gia léy mau & Thi trdn
Vinh Thanh va xa Vinh Son.

V& phuong phap tinh ¢& méu, tac gia ding
ly thuyet cua Yamane Taro (1967) °, 5 theo d6 do
khong ndm duge quy mé téng thé mau nén nghién
ctru st dung cong thirc sau:

px(1—p)

e2

=Z2)(

Trong do:
e n: kich thuéc mau.

e Z: gi4 trj tra bang phan phdi dua vao do
tin cdy lya chon. P9 tin cay duoc st dung 1a 95%
tuong g voi Z = 1.96.

o p: ty 1€ udc lugng cGrmﬁu n thanh cong.
Thuong chon p =0.5 dé tich s6 p(1-p) 1a 16n nhat,
dam bdo an toan cho mau n wéc lugng.

e e: sai s6 cho phép, e phd bién la +0.05.
Ta c06 phép tinh sau:

0.5x(1-0.5)

n=1.96"x 5
05

=384.16

Nhu vay, ¢& mau téi thiéu ctia nghién ctru
s¢ 1a 385 CD, thém 10% du phong dugc tong
cong 424 phiéu phat ra.

Sau khi tién hanh giri phiéu diéu tra theo
bang hoi, tac gia thu vé 420 mau hop 18, thang do
duoc st dung la thang Likert 5 bac. Tiép theo, tac
gia xir 1y s6 liéu bang SPSS 20 dé thdng ké tan sé
va théng ké mo ta.

Dua trén két qua phan tich, c6 thé tong hop
dugc bang thong ké cac thang do cau thanh bang
khao sat theo ty 1& phan tram. Tir d6, d6i chiéu so
sanh timg muc d¢ danh gia cho tung ti€u chi riéng
1¢, ddng thoi c6 thé rit ra xu hudng cua truong so
liéu cho tirng nhom ti€u chi. Tung s6 liéu thuc
trang s& ¢ gia tri nhat dinh, 13 mot kénh tham
chiéu phuc vu cho hoat dong QLNN, nang cao
chét lugng phuc vu cta d6i ngi CCCX dé cai
thién SHL cua CD tinh nha.

Bang 2. 3 Tong hop két qua khio sat y kién CD vé chét lwgng phuc vu ciia CCCX

MUC PO HAI LONG
CAU CAC THANG PO Ritkhong | Khong | Binh | .. .. | Hoan toan
s N \ Hai long 1
hailong | hailong | thuong hai long

1 CC am hiéu chuyén mon nghiép |  2.5% 5.6% 21.2% | 32.6% 38.1%
vy, hudng dan CD t6 chuc thuc
hién dGng quy trinh hanh chinh

2 | CC giai thich TTHC r& rang, d& | 3.9% 6.9% | 281% | 27.9% | 33.2%
hiéu

3 | CC c6 kha ning giao tiép hanh |  3.1% 7.6% | 22.9% 31% 35.4%
chinh tot

4 CC niang nd, nhanh nhen trong | 3.8% 10.7% | 35.1% | 29.5% 20.9%
cbng viéc

5 CC c0 thai fié than thién trong 4% 19.8% 24.5% 28.8% 22.9%
hoat dong tiép dan

6 CC cd trach nhiém véi cong 5.8% 9.4% 29.1% 24% 31.7%
viéc, huéng dan tan tinh cho CD

7 CC ling nghe y kién, nguyén | 2.9% 10.2% 31% 29.7% 26.2%
vong cua CD




vé chit lwong phuc vu cua
CCCX ¢ dia phuong

8 Muc hai long chung cua 6ng/ba 3.9%

8.9% 31.1% 28% 28.1%

Trén céc thang do cu thé vé SHL ctia CD
d6i v6i CCCX, tac gia nhan thay rang trén 50% y
kién danh gia & muc kha tr¢ [én, chung té sy phuc
vu ctia CC twong ddi phu hop véi nhu cau, ky
vong cua CD, dugc nhiéu nguoi dan chép nhén,
tuy van con mot bo phan CC phuc vu kém, con
tho o, chua thuc su léng nghe va tan tinh.

Cu thé trong tiéu chi “CC am hiéu chuyén
mon nghiép vy, hudng din CD, t6 chtrc thue hién
ding quy trinh hanh chinh”, c6 32.6% danh gia
hai 1ong, 38.1% déanh gia rat hai 1ong, ¥ kién hai
long trung binh 1a 21.2%, c6 2.5% va 5.6% danh
gia rat khong hai 1ong va khong hai long. Nhu
vay, ty 1& chwa hai long kha thap (chiém 8.1%)
con lai y kién tir trung binh tro 1én chiém hon
91%, dac biét marc d6 hai long trd 1én kha cao -
chiém 70.7%. Két qua nhu trén 1a tit yéu boi vi
CCCX dang bi rang budc vé tiéu chuén trinh d6
theo quy dinh phép ly.

Trong tiéu chi “CC giai thich TTHC ro
rang, d& hiéu”, 27.9% danh gia hai long, 33.2%
hoan toan hai long, danh gia ¢ muc trung binh
chiém 28.1%. Bén canh do, tong ¥ kién & 02 miic
cham thip nhit chiém 10.8% - ddy khong phai la
ty 16 thap, dit ra yéu cau cai thién vé ky ning
nghiép vu cia CCCX.

Trong tiéu chi “CC c6 kha ning giao tiép
hanh chinh tot” c6 31% va 35.4% y kién danh gia
hai long va hoan toan hai long, 22.9% muc do
danh gia trung binh. O tiéu chi nay, hai mirc chdm
chua hai long chiém ty 18 tong 14 10.7% - van do
nguyén nhan thudc vé k¥ ning cta CC.

Trong tiéu chi “CC ning nd, nhanh nhen
trong cong viéc” c6 28.5% danh gia hai long, ty
1¢ hoan toan hai long chiém 20.9%, mtc hai long
trung binh chiém 35.5%. Ty 1& 14.5% tong mic
d6 chura hai long ctia CD ¢ thang do nay 1a con s6
dang bao dong vé tac phong lam viéc cia CCCX.

Trong tiéu chi “CC c6 thai ¢ than thién
trong hoat dong tiép dan”, hai mirc diém cao nhat
chiém ty 1& lan luogt 1a 28.8% va 22.9%, SHL &
murc trung binh chiém 24.5%, c6 4% va 19.8% ¥
kién rat khong hai l1ong va khong hai long. Tong
ty 16 danh gia chua hai long dén 23.8% ching to
CCCX cua tinh Binh Dinh dang gip van dé ca vé
k¥ ning 1an dao dirc cong vu.

Trong tiéu chi “CC c6 trach nhiém voi
cong viéc, hudng dan tén tinh cho CD” ¢6 24% ty

Nguon: Két qua diéu tra xa hi hoc ndam 2023

1€ danh gia hai long, 31.7% ty 1&¢ danh gia hoan
toan hai 1ong, 29.1% y kién hai long & muc trung
binh. Téng ty 18 15.2% y kién chua hai long la
khong cao so v6i tong cac mirc con lai, tuy nhién,
day van 1a con sd can cai thién vi n6 phan anh
nhing ton dong vé dao dirc cong vu cia CCCX
trén dia ban nghién ctu.

Vi tiéu chi “CC ling nghe ¥ kién, nguyén
vong cia CD” c6 29.7% cham murc hai 10ng,
26.2% ty 1¢ danh gia hoan toan hai long, danh gia
trung binh chiém 31%, con lai |4 cac ¥ kién khong
hai long tro xudng. Nhin chung, ty 1& hai long ctia
CD vé tiéu chi nay chiém ty 1¢ cao tuy van chua
dat dugc ty 18 cao nhit béi murc chwa hai long van
con chiém tong sb 14.6%. Piéu nay budc cac
CQHCNN phai dua ra cac giai phap chan chinh
dao dtrc cong vu cua CCCX.

Nhu vay, trong cac tiéu chi da khai thac,
“CC am hiéu chuyén mén nghiép vy, huéng din
CD, 6 chirc thuc hién ding quy trinh hanh chinh”
duogc danh gia cao nhit, nguoc lai, “CC c6 thai do
than thién trong hoat dong tiép dan” 1a tiéu chi dat
mirc 46 danh gia thip nhat. Pidu nay c6 thé do
nhiéu nguyén nhan tir phia co quan sir dung CC,
ban than CC va tir chinh CD da stir dung DVC.

Déi v6i danh gia chung SHL caa CD qua
khao sat tai cac DPVHC duoc chon vé chat luong
phuc vu cia CCCX, ¢6 t6i 31.1% y kién danh gia
CC ¢ muc trung binh; c6 28% hai long va 28.1%
hoan toan hai long. Van con 3.9% y kién hoan toan
khong hai long; 8.9% ¥ kién khong hai long. Két
qua nay phan anh thuc té 1a da phan CD chép
nhan chét luong phuc vu cia CCCX ¢ dia phuong
nhung SHL chua cao, chua twong xing véi ki
vong.

Pé cai thién SHL cua CCCX, tac gia thiét
ké cau hoi nham khai thac thém ¥ kién ctia CD.
Khi dugc hoi, 6 20.7% ¥ kién CD gbp y rang CC
can “boi dudng ky ning, nghiép vu”, 9.8% v kién
mong muén “TTHC nha nuéc dugc don gian
hoa” dé CCCX thuan lgi hon khi phuc vu ngudi
dan, 3.1% gop y “tang cudng kiém soat ddi voi
CC”, 29.3% gop y CC can “nang cao dao dirc
cong vu” va 3.1% yéu cau cac co quan chi quan
“tao moOi truong thuén loi dé thuc d?iy su nhiét
tinh trong céng viéc ciia CC”. Nhur vay, phan da
¥ kién CD tap trung gop y nham cai thién, nang
cao k¥ nang, nghiép vu va dao dirc cong vu cia
CCCX.



Nhitng thuc trang dwoc phan anh nhu trén
xudt phat tir cac nguyén nhan cu thé.

Nguyén nhan dan dén SHL cua CD dbi vé6i
CCCX chua cao vi trinh d6 CC tang chua hoan
toan twong ung voi k¥ nang nghi¢p vy, dao duc
cong vu va thai d¢ ing xir, chua thuc sy coi CD la
khéch hang dé nhiét tinh phuc vu, con tac phong
cham chap khi thuc thi cong vu. Mot bd phan
CCCX thiéu dong lyc 1am viéc, khong mudn tich
cuc céng hién, chua nd luc tu nang cao nang lyc
ban than. Diéu nay xut phat tir nhan thirc riéng
ctia CC nhung khong thé bo qua su tic dong nhiéu
chiéu - don cir nhu thyc trang TTHC nhiéu, anh
huong dén thoi gian xir Iy cong vu va gdy cam gidc
phién ha cho ca CC va CD; mét s6 BPVHC & viing
sau, ving xa con thiéu didu kién vat chat gay can
tro qua trinh giai quyét cong viéc cho CD; mot bd
phan CD kho giao tiép thuan loi voi CC do rao can
ngodn ngir - dac biét ¢ cac xa co dong ddng bao
thleu s0; ¢6 truong hop nhan thirc cia CD han ché
vé TTHC nén c6 tim 1y thanh kién, khong hai long
khi qua trinh g1a1 quyet TTHC khong nhanh gon -
mic di CC giai quyét céng vu van dung quy dinh
phap 1y hién hanh. Ngoai ra, khong thé phu nhan
bat cap trong kiém soat ctia co quan chii quan nhur
cham phan héi kién nghi ciia CD d6i véi cac CC
thiéu chuan muc, ché tai ky luat trong danh gia CC
chua manh nén kho chin chinh thai do lam viéc, tir
d6 gian tiép lam giam SHL caa CD.

2.2.3. Phuong huong, muc tiéu va gidi phdp
nang cao SHL ciia CD doi véi su phuc vu ciia
CCCX ¢ tinh Binh Dinh

Vé quan diém, hién nay, Pang va nha nudc
ta dang day manh ban hanh cac chu truong, chinh
sach va phap luat diéu chinh hoat dong phuc vu
cong dan theo ding quan diém HO6 Chi Minh:
“CC 1a cong boc ctia nhan dan”. Thir nhat, nang
cao SHL cta CD dbi véi su phuc vu ctia CC duoc
tuan thu theo quan diém cua Luéat Can bo, Cong
Chirc 2008 va Luat Stra d6i bd sung mot sé diéu
cua luat Can b, Coéng churc va Luét Vién chirc
2019, Luat Tiép cong dan nim 2013. Th hai,
nang cao SHL cta CD d6i voi su phuc vu ciia CC
hién nay phai dam béo tudn thu cac tiéu chuan da
duoc B Noi vu quy dinh trén ca nudc. Hién nay,
Bo truong BO Noi vu ban hanh Quyét dinh so:
2640/Qb-BNV ngay 10/10/2017 phé duyét Dé an
Do luong SHL ciia ngudi dan, to chuc dbi véi sy
phuc vu cua CQHCNN. Tht ba, CC tuan thu cac
quy dinh trong cac quy pham phép ludt va phat
huy duoc tinh than céng hlen phuc vu loi ich xa
hoi, dép ing du cac yéu cau thugc quan diém cua
Dang va Nha nudc, trau doi pham chat chinh tri,
dao duc cong vu ciia mdi ca nhan CC. Thu tu,
nang cao SHL cua CD déi véi su phuc vu ciia CC

can gin lién v6i cac tiéu chi do ludong thude chi
sO SIPAS.

Tai tinh Binh Dinh, cac cép lanh dao trong
thoi gian gan day ciing di quan tim chi dao vé
nang cao SHL ciia CD ddi véi hoat dong phuc vu
ctia CC thong qua cac vin ban nhu: Cong vin so:
2953/UBND-NC v¢ viéc trién khai Cong dién s6:
280/CH-TTg nham chén chinh, ting cudng trach
nhiém trong xtr 1y cdng vi€c cua cac bd, co quan,
dia phuong; Cong van sb: 3153/UBND-NC vé
viéc mot sd ndi dung lién quan cong tac dao tao,
boi dudng va thuc hién nhiém vu cua cén bd,
CCCX trong thoi gian t6i; Quyét dinh so:
1028/QD-UBND vé Ké hoach nang cao Chi sd
CCHC va Chi s6 hai 1ong ctia ngudi dén, t6 chic
ddi véi su phuc vu cia CQHCNN tinh Binh Dinh
giai doan 2023-2025; Chuong trinh hanh dong
cua Tinh ty thyc hién Nghi quyét Pai hoi XX
Pang bd tinh, trong tdm la trong giai doan 2020-
2025; Quyét dinh sb: 3809/QD-UBND ngay
14/09/2021, Quyét dinh sé: 299/QD-UBND vé
ban hanh Ké hoach ddo tao, bdi dudng can b,
CCCX va nguoi hoat dong khong chuyén trach ¢
cip x4, ¢ thon, khu phé trén dia ban tinh giai doan
2023-2025. Thong qua nhiing van ban chi dao da
cho thdy UBND tinh Binh Dinh da c6 dinh huéng
13 rang vé nang cao SHL cua CD ddi voi su phuc
vu cia CCCX. Cong tac thanh, kiém tra, giam sat
qué trinh hoat dong tiép dan nham muc dich tang
hiéu lyc, hiéu qua lam viéc ciia CC dé gop phan
nang cao SHL cua CD ciing duoc chu y. Dong
thoi, Tinh ciing ddy manh tap huan, phd bién ké
hoach cho nhén sy chuyén trach & cép x4 vé dinh
hudng cua Tinh @ kip thoi trong trién khai.

Vé muc tiéu chung, can tiép tuc xay dung
nén HCNN dan chu, trong sach, viing manh, ting
budc hién dai. Nang cao dao dic cong vu cua
CCCX theo dao dtre, tu tuong Ho Chi Minh. Xay
dung chinh quyén than thién. Bbi dudng, nang
cao nang lyc, ky ning quan 1y, diéu hanh gan voi
thuc thi cong vu cua doi ngti CC 6 co sd. Gén dao
tao boi dudng véi quan 1y, st dung CCCX.

Vé Muc tiéu cu thé, can tiép tuc don doc
kiém soat viéc trién khai thuc hién Cong dién so
280/CH-TTg ngay 19/04/2023 va Cong vin sb:
2953/UBND-NC ngay 12/05/2023 cua UBND
tinh. Trién khai thuc hién dy du cac linh vyc theo
Chuong trinh tong thé CCHC giai doan 2021-
2030, c4c vin ban huéng dan cia cac B9, nganh
Trung wong. Nang cao chi sé SIPAS vé SHL cia
CD dbi véi su phuc vu ctia CC trén dia ban tinh.
Cap nhat nhanh chong céc kién nghi, khuyén nghi
ctia hoc vién va co quan dia phuong dé chuan hoa,
b tai liéu dao tao, bdi dudng CCCX; thao g& cac
kho khin, vuéng mic trong cong viée cia CCCX.
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Xay dung ké hoach dao tao, bdi dudng chuyén
sdu cho CCCX gan voi danh gia sau sat chat
lugng CCCX sau khi dugc tham gia dao tao, boi
dudng, nhat 1a vé nang lyc thyc tién ciia CCCX.

Vé gidi phdp ndng cao SHL ciia CD déi véi
sw phuc vu cia CCCX

Mot 13, d6i méi thé ché va ting cuong sy
quan tim tir cac chu thé c¢6 thim quyén. Doi moi
thé ché trén cac nodi dung co ban nhu xay dung hé
thdng céc gia tri vé& SHL ctia CD d6i véi CCCX
hudng toi cac gia tri co ban; don gian hoéa TTHC;
ban hanh cac chinh sach méi vé nang cao SHL
ciia CD d6i voi su phuc vu cua CCCX trén dia
ban cap tinh; khong ngimg hoan thién thé ché t6
chtrc va hoat dong cong vu; quan tim hon nira dén
cong tac dao tao, bdi dudng nang cao niang luc
ctia CCCX; d6i méi co ché, phuong phap danh
gia hiéu qua thuc thi cong vu cia CCCX bang
cach quan tam hon dén van dé do luong SHL cua
CD.

Hai 13, dao tao, bdi dudng, cai thién ning
lyc ciia @i ngii CCCX bang cach ting cuong Cac
16p bdi dudng kién thuc phap 1y cho doi ngii
CCCX; hoan thién hé thong quy dinh vé trach
nhiém cua CC trong thuc thi cong vu phu hgp voi
diéu kién phat trién xa hoi ¢ ting giai doan cuy thé.
Mé 16p bodi dudng ky nang lap ké hoach va thyc
thi céng vu, ph01 hop l1am viéc, thich (rng véi xu
thé méi ctia nén cong vu, trau doi nang luc phat
hién va giai quyét vin d& théng qua k¥ ning ling
nghe va tiép nhan thong tin tir CD. T chirc bdi
dudng CCCX theo hinh thirc tp huan chuyén dé,
hoi thao, tap huin str dung cac thiét bi cong nghé
thdng tin. Xay dung mdi truong hoc tap ngoai
ngit thong qua viéc sir dung g dung tryc tuyén.
Xay dung van héa CQHCNN lanh manh, tao su
ddng thuan, gin két giita cac CC trong co quan.

Ba I3, nang cao dao duc cong vu cho doi
ngli CCCX thong qua cac giai phap sau: Nang cao
tuyén truyén, quan triét vi€c hoc tap va lam theo
tu tuong, dao dic phong cach HO Chi Minh;
Nghién curu ly ludn vé cac gia tri dao duc xa hoi
lam co s cho sy hinh thanh khung 1y thuyét vé
dao dirc nghé nghiép, dao duc cong vu cho ddi
ngil CC. Hoan thién h¢ thong quy pham phap luat
vé dao dirc cong vu, ra soét, diéu chinh quy dinh
hién c6 trong cac Luat Cong vu, hudng tdi xay
dung Luat Céng chirc - cong vu. Xay dung hé
théng quy dinh vé trach nhiém cong vu cia CC
mot cach cu thé. Phat huy vai trd giam sat ngoai
ctia CD di v&i CC vé thuc hanh dao dtre cong vu
trong qué trinh cung cp DVC.

Bén 13, xay dung méi truong lam viée tich
cuc cho CCCX. Moi truong lam viéc ludn tac

dong rd nét dén hiéu sudt va chit luong lam viéc
ctia d6i ngii CC nén céac don vi chu quan can dap
(g co s& vat chat va cai tién khong gian lam viéc
nho vao thiét ké vin phong va cung cip day du
tién ich; d6i méi co ché dai ngo, khen thuong kip
thoi, xting dang, tao sy binh dang trong cong vige
va thuc day va binh dang gidi. Ban than CC can
tao dung mdi quan hé t6t khong chi voi dong
nghiép ma con véi cap trén.

Nam 1, Gmg dung khoa hoc cong nghé va
ting cudng sy hd trg tir cac thanh nién tinh
nguyén trong hoat dong phuc vu cong dan. Day
1a bién phéap dé CC c6 thé tang nang suat lam viéc.
Chung t6i dua ra khuyén nghi d6i véi cac
CQHCNN nén trién khai viéc thiét ké, sir dung
cac phan mém trg 1y 4o va xdy dung fanpage;
Nho sy gitp d6 cua doan vién thanh nién dé hd
trg cong tac chuyén d6i sé ma cu thé 1a trong ding
ky tai khoan DVC tryc tuyén cho CD.

Séu 13, day manh thanh, kiém tra va giam
s4t CCCX trong hoat dong phuc vu CD. M6t sb
cach thirc dugc khuyén nghi nhu giam st tir xa,
nam bat thdng tin théng qua hé théng phan tich
rii ro, di d6i vé6i thuc hién thanh tra dot xuat;
thudng xuyén nam bit, cip nhat thong tin vé tinh
hinh, két qua thyc hién phong, chdng tiéu cuc cia
céc don vi. Piéu kién khong thé thiéu d6 1a phai
xay dung doi ngii can b thanh, kiém tra trong
sach, ban linh virng vang, c0 trinh do nghiép vu
va k¥ nang chuyén mén tot.

3. KET LUAN

Tir két qua nghién ciru két hop dinh tinh va dinh
luong, tac gia da tiép can, phan tich co so 1y
thuyét, thuc trang SHL ctia CD ddi voi su phuc
vu cua CCCX trén dia ban tinh Binh Pinh. Viéc
danh gia SHL cuia CD thong qua céc yéu té cu thé
nhu: (1) CC am hiéu chuyén mén nghiép wvu,
hudng dan CD, t6 chirc thyc hién ding quy trinh
hanh chinh; (2) CC giai thich TTHC 15 rang dé
hiéu; (3) CC c6 kha nang giao tiép hanh chinh tét;
(4) CC ning nd, nhanh nhen trong cong viéc; (5)
CC c6 thai d0 than thién trong hoat dong tiép dan;
(6) CC c6 trach nhiém véi cong viéc, huéng dan
tan tinh cho CD va (7) CC ling nghe v kién,
nguyén vong cua CD. Két qua nghién ctru trén da
1am 18 co s 1y luan va thyc tién vé SHL cua CD
dbi véi su phuc vu cia CCCX thudc dia ban
nghién ctru; phén tich, danh gié thyc trang vé mic
d6 hai long ctia CD va dé xuat mot s giai phap
dé cai thién SHL cuia CD trong nhiing nam tiép
theo.
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