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

TINH PONG NAI Déc 1ap - Tw do - Hanh phuc
S6: 02 /BC-UBND Pong Nai, ngday 06thang 01 nam 2026
BAO CAO

Két qua khao sat sy hai 1ong ciia ngudi dan, to chire d6i voi sw phuc vu cia
co quan hanh chinh Nha nwéc nam 2025 trén dia ban tinh Pong Nai

Thue hién Két ludn s6 576-KL/TU ngay 26/7/2018 ctia Ban Thuong vy Tinh
iy ban hanh Dé 4n Tang cuong cai cach thu tuc hanh chinh, ning cao ning luc
canh tranh cdp tinh va sy hai 10ng cta ngudi dan; Cha tich UBND tinh di ban
hanh Quyét dinh s6 915/QD-UBND ngay 29/8/2025 vé Ké hoach khao sat sy hai
1ong ctia ngudi dan, to chitc dbi véi sy phuc vu ctia co quan hanh chinh Nha nudc
trén dia ban tinh Pong Nai nam 2025.

Qua tong hop, két qua khao sat sy hai 10ng ctia nguoi dan, to chic dbi véi
su phuc vu cua co quan hanh chinh Nha nudc nam 2025 trén dia ban tinh, nhu
Sau.

I. TONG QUAN CONG TAC KHAO SAT
1. Tinh hinh va muc tiéu

Nam 2025 la nam dau tién tinh Dbng Nai van hanh theo mo hinh chinh
quyén dia phuong hai cap (cAp tinh va cap xa) sau khi thuc hién sip xép don vi
hanh chinh theo Nghi quyét ciia Uy ban Thudng vu Quoc hoi. Cudc khao sat nham
do ludng chat lugng cung tng dich vu cong trong bdi canh mai, nhan dién céac
"diém nghén" trong qué trinh chuyén doi s6 va phuc vu nhan dén.

Pong thoi, thong qua khao sat nam bat dugc yéu céy, nguyén vong cua
nguoi dan, to chirc d€ ra cac giai phap phu hop, thiét thuc nham cai thién va nang
cao chat lugng cung cap dich vy hanh chinh cong trén dia ban tinh.

2. Pham vi, ddi twong va phuwong phap khao sat

2.1. Pham vi va quy mo khdo sat

Nam 2025 danh ddu sy mé rong dang ké vé quy mo khao sat so voi cac nam
trude. Néu nhu nam 2024 chi tap trung vao mot sé don vi dau mdi (khodng 28
don vi), thi nam 2025, pham vi khao sat da bao phu toan dién 108 co quan, don vi
trén dia ban tinh, bao gom:

- Céap S, ban, nganh: 13 don vi chu chdt thudng xuyén tiép xtc va giai
quyét TTHC cho nguoi dan va doanh nghiép.

- Cap co so (xd, phuong): 95 don vi x&, phuong. Day la cap chinh quyen

gan dan nhat, chiu trach nhiém truc tiép trong viéc trién khai mé hinh chinh quyén
hai cap.



2.2. Phuong phap chon miu

,T(K)ng s6 phiéu khao sat 1a 3.240 phié'q, duoc phan b khoa hoc dya trén ty
1€ khoi lugng cong viée thue t€ (so luong ho so TTHC da giai quyéet) cua ting co
quan, don vi, dia phuong dé dam bao tinh dai dién thong ké.

- Tai 13 S¢&, ban, nganh: Thuc hién 390 phiéu khao sat.

- Tai 95 xa, phuong: Thyc hién 2.850 phiéu khao sat.

2.3. Thoi gian va hinh thire thwe hién

a) Thoi gian: Cudc khao sat dugc tién hanh tap trung trong thoi gian ngin
tr ngay 18/11/2025 dén 30/11/2025.

b) Hinh thtrc hién dai hoa: Viéc khao sat dugc thuc hién truc tuyen (online)
thong qua Cong Hanh chinh cong tinh trén tmg dung Zalo giri tryc tiép t6i ngudi
dan, doanh nghi¢p da thuc hién giao dich.

C) Quy trinh xur ly dir liéu: Viéc thu thap, tong hop dir liéu va phan tich y
kién phan hoi duoc thuc hién ty dong va dong bo trén mot nén tang phan mém
chuyén biét. Diéu nay dam bdo dir li€u dugc cap nhat theo thoi gian thuc (real-
time), nang cao tinh khach quan, minh bach va loai bo cac sai sot hodc can thiép
chu quan trong qua trinh nhap liu.

3. Noi dung khao sat

D¢ ¢6 céi nhin toan dién, ndi dung khao sat dugc thiét ké bao trum 06 khia
canh cot 101 cua chat lugng quan tri va cung trng dich vu cong:

(1) Mirc d6 hai long vé qua trinh giai quyét tha tyc hanh chinh: Panh gia
tinh don gian, cong khai, minh bach cta quy trinh.

(2) Mtic d6 hai long vé thai do phuc vu ctia cong chirc, vién chic: Panh gia
su than thién, tan tinh, chuyén nghiép va liém chinh cta can bd.

(3) Mirc d¢ tiép can thong tin va che:it lugng dich vu cong truc tuyé,n: banh
gia hi¢u qua cua chinh phu dién tu, tinh dé dung va dg 6n dinh ctia hé thong.

(4) Mirc do hai long vé giai quyét phan anh, kién nghi: Panh gia kha ning
lang nghe va xtr Iy khiéu nai cta chinh quyén.

(5) Miic db tiép can thong tin, tham gia dong gop ¥ kién vao cac quy dinh,
chinh sach phap luat: Danh gia tinh dan chu va cong khai ¢ co s6.

(6) Cac gop y, kién nghi ctia nguoi dan, t6 chirc: Thu thip cac dé xuét cu
thé dé cai thién chat luong phuc vu.

II. KET QUA KHAO SAT CHI TIET

1. Mie @9 hai long chung déi véi cac ndi dung khao sat

a) Ty 1€ hai long chung ctia toan tinh (/3 s, ban, nganh va 95 xda, phuong)
nam 2025 dat 92,97%, con sb nay thé hién mot buéde nhay vot vé chat luong phuc
vu, khang dinh hiéu qua budc dau cta cac giai phap cai cach quyét liét ma tinh da
trién khai. Co cau mirc d6 danh gia cua ngudi dan duoc phan bo nhu sau:
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- Rét hailong: 70,81% - Chiém ty trong 16n nhat, cho thiy nguoi dan khong
chi chap nhan ma con danh gia cao chat lugng dich vu.

- Hai long: 24,17%.

- Binh thwong: 4,31% - Nhom ¥ kién trung tinh, chua thiy 1o su cai thién
noi bat.

- Khong hai long: 0,5% - Ty 1¢ rat thap.

- Rét khong hai long: 0,21% - Ty 18 khong dang ké trén tong thé, nhung

tap trung cuc bd & mot s6 co quan don vi, dia phuong.

Mirc do hai long ciia ngwdoi dan trén dia ban tinh
nam 2025

93.62 92.33

30 72.36 69.27

50 - a
40 -
20 I 239 24.43 ||
20 r——
34 522 0.83
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Rat hai long Hai long (%) Binh thwong Khéng hai Rat khéng hai Ty lé hai long
(%) e (%) long (%) long (%) nim 2025
1 Capso 72.36 23.9 3.4 0.17 0.18 93.62
M2 Cipxa 69.27 24.43 5.22 0.83 0.25 92.33

H1C3psé M2 Capxa

b) Khi phén tich sau theo cip hanh chinh, c6 sy chénh 1éch nhe vé chat
luong phuc vu:

- Cap S& (13 so, nganh dwoc khdo sat): Pat ty 18 hai long trung binh
93,62%.

- Cap Xa (Chinh quyén co so): Pat ty 1& hai long trung binh 92,33%.

Dt liéu cho thay Khoi S¢, nganh dang van hanh tron tru hon so véi Khéi
xd, phuong ¢ tat ca cac chi sd. Khoang cach lon nhat nam ¢ Dich vu cong truc
tuyén (2,16%). Piéu nay phan anh thyc té rang ha tang sd va k¥ nang so tai cap
So not tap trung nguodn nhan luc chat luong cao va dugc dau tu trong diém van
vuot troi so vo1 mat bang chung tai cap x4, dac bi¢t 1a cac xa vung xa thudc dia
ban ma&i sap nhép.

Su chénh 1éch vé ty 1& "Binh thuong" (cdp xd cao hon 1,82%) ciing 1a mot
chi dau quan trong. Tai cép xa, nguoi dan c¢o6 xu hudng chép nhan dich vu & muc
"trung binh", thiéu sy dot pha hoac 4n tuong manh mé€ nhu tai mot s6 S& chuyén
nganh. Ap luc truc tiép tir viée giai quyét cac thu tuc hanh chinh hang ngay (ddt
dai, ho tich, chirng thuc) trong bbi canh thiéu vang cap huyén hd trg di khién bo
may cip x4 tai mot s6 noi c6 dau hiéu qua tai, anh huong dén chét lugng phuc vu.
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2. Phan tich chi tiét két qua tai khéi Sé, ban, nganh

Khéi cac co quan cap S dong vai tro tham muu va quan 1y nha nudce chuyén
nganh, déng thoi truc tiép giai quyét nhiéu thu tuc hanh chinh phtrc tap cho doanh
nghiép va nguoi dan. Két qua khao sat tai 13 don vi cAp S& cho thay sy phan hoa
1 rét vé chat luong phuc vu.

2.1. Nhém cac don vi xuit sic (7% Ié hai long trén 95%)

Pay 1a nhom cac don vi dan dau, thé hién su chuyén nghi¢p va hiéu qua
vuot troi. Dic diém chung ciia nhém nay 14 hoan toan khong ghi nhan bat ky phan
hdi "Khong hai 1ong" hoic "R4t khong hai 10ng" nao tir phia ngudi dan, bao gém:
S Xay dung dimg dau bang xép hang véi ty 1¢ hai long dat 97,88%, trong do ty
1¢ "Rat hai long" 1én t6i 89,39%. Pay 1a mot két qua rat dang khich 18 ddi voi mot
linh vuc thuong xuyén chiu ap luc 16n vé ho so cap phép xay dung va quy hoach;
S& Nong nghiép va Phat trién nong thon dat 96,67%; S& Ngoai vu dat 95,56%;
S¢ Vin hoa, The thao va Du lich dat 95,45% va S¢' Y té dat 95%.

2.2. Nhém cac don vi dat mirc Tot (7 I¢ hai long tir 90% dén dwéi 95%)

Nhém ndy bao gdm 06 don vi, chiém ty 1& 16n nhét va giit vai tro 6n dinh
mat béng chat lwong chung cua tinh, bao gém: S& No1 vu dat 94,63%; So Giao
duc va Dao tao dat 94,00% (tuy nhién, can luu y don vi ndy bdt dau xudt hién
phan héi tiéu cuc véi 0,56% ¥ kién "Khéng hai long"); S& Tai chinh dat 93,07%;
S¢ Cong Thuong dat 92,99% (day la truong hop ca biét trong nhom nay khi ghi
nhdn t6i 2,3% y kién "Rat khéng hai long" - 1y 1é tiéu cuwec cao nhdt trong khoi S6,
vé nhitng bat cdp trong quy trinh hodc thai do phuc vu tai mot s6 b phdn cua
S6); Ban Quan 1y cac Khu cong nghiép, khu kinh té dat 91,92% va Sé Khoa hoc
va Cong nghé dat 91,03%.

2.3. Nhém don vi cin cii thién (Ty I¢ hai long dwéi 90%)

Hai don vi c6 két qua thap nhat khéi S& can nghiém tic ra soat lai quy trinh
hoat dong gém: Sé Tu phap dat 89,67% (Mdc dit ¢é 60% ngwoi din "Rdt hai
long", nhung ty 1é "Binh thirong" 1én t6i 8,33% va dic biét la 1,67% y kién "Khéng
hai long"” vé viéc phai chi phi khong chinh thicc - chiém 10% ¥ kién phan dnh va
yéu cau ndp hé so gidy khi da lam truc tuyén); S& Dén toc va Ton gido dat 89 17%,
don vi nay c6 dic diém 1a ty 1& danh gia "Hai long" (54,17%) cao hon ty 1& "Rat
hai long" (45,83%), cho thay chat lvong dich vu méi chi dimg ¢ mirc dap tmg co
ban, chua tao dugc an tuong tt cho nguoi dan.

(Chi tiét két qua phu luc 01 kém theo)
3. Phan tich chi tiét két qua tai khdi xa, phwong (95 dia phwong)

Cap xa 1a noi truc tiép trién khai cac chinh sach va tiép xtic hang ngay voi
nguoi dan. Két qua khao sat tai 95 xa, phuong cho thay sy chénh I¢ch rat 16n vé
chat lugng quan tri gitra cac dia phuong.
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3.1. Nhiéu dia phwong di nd luc vuot bic dé dat dwoc sy hai long tuyét
doi hoac rat cao tir nguwoi dan

- UBND xa Long ’Hé, 1a don vi dan dau toan tinh vai ty 1€ hé‘li’ long 99,22%,
trong do 96,11% la "Rat hai long", don vi nay khong ghi nhan bat ky phan hoi
trung tinh hay ti€u cuc nao.

- Nhém céc don vi dat trén 98%: Bao gdm UBND xa Loc Hung (98,75%),
UBND phuong An Loc (98,7%), UBND xa An Vién (98,22%).

- Céac don vi khong c6 phan héi tiéu cuc: Ngoai Long Ha, con co cac xa,
Loc Hung, Pha Ly, Bu Pang, Loc Quang, Xuan Bac, Tho So*g, Ta}m Hiép, Pak
Nhau, phuong An Loc, Chon Thanh. Bay 1a nhirng m6 hinh mau vé thai d¢ phuc
vu va quy trinh xtr Iy ho so can dugc nhan rong.

3.2. Ngugc 1ai, c6 mot s6 dia phwong dang béc 10 han ché, cac don vi
nay tap trung nhiéu phan hoi '"Khong hai long" va "Rat khong hai long"

- UBND x& Nam Cét Tién: La don vi ¢6 chi s0 thap nhat tinh (chi dat
79,17%), trong d6 co tdi 16,67% nguoi dan "Khong hai long" va 8,33% "Rat
khong hai long". Pay 1a ty 1€ phan do61 cao, doi héi su can thiép va chan chinh
ngay.

- UBND xé Thuén Loi: Dat 79,44%. Tai day, ty 1¢ danh gia "Binh thuong"
1én t&1 27,78%, cho thay su tho o hoac chat lwgng phuc vu mo nhat, thi€u su ho
trg nguoi dan.

- UBND xa Pht Vinh: Dat 81,04% (vdi 22,92% y kién binh thirong).

- UBND phuong Tran Bién: Pat 83,21% (ghi nhdn 3,21% khdng hai long).

- UBND x3a Pha Riéng: Pat 83,61% (ghi nhdn 5,56% khong hai 1ong).

Qua phdén tich vé cdc chi so trén cho théy:

- Ty 1& "Rat khong hai long": Ngoai Nam Cat Tién (8,33%), cac xa nhu Tan
Khai (7,14%), Bu Gia Map (1,19%), Xuan Loc (1,11%), Phu Trung (1,11%),
Trang Bom (1,11%) cling ghi nhan tinh trang nay. Di€u nay phan 4nh mot b phan
nguoi dan do1 vai thai d§ hodc két qua giai quyét ho so tai day.

- Ty 1€ "Khong hai long": Xa Nam Cat Tién co ty 1¢ khong hai long 1én t6i
16,67%, ti€p theo 1a Thong Nhat (6,41%) Pht Riéng (5,56%), Xuan Loc (4,44%).

(Chi tiét két qua phu luc 02 kém theo)

4. Panh gia theo tirng ngi dung khao sat

Pé hié}l rd nguyén nhan cua sy hai long hay khong hai long, can di sau phan
tich 05 chi s6 thanh phan quan trong:

4.1. Mirc d9 hai long vé qua trinh gidi quyét thi tuc hanh chinh (TTHC)

Chi sb nay dat murc rat cao 1a 94,72% (cap S6 95,5%, cap xd 93,93%). Tuy
nhién, dang sau con sd tich cuc ndy van con nhiing van dé ton tai:
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- Cap So: Tap trung vao 03 van dé chinh (chiém 1y Ié trung binh 2,56%), d6
1a: Quy trinh ruom ra phai b6 sung ho so nhiéu lan, két qua giai quyét khong thoa
dang; phai lién hé nhiéu co quan (S¢ Céng Thuong la don vi duy nhat ghi nhdn

kién phdn héi & nhém nguyén nhdn nay).
- Vén dé chi phi khong chinh thuc:

+ Tai cap S&: C6 1,63% ngudi dan phan anh phai chi thém tién ngoai phi/l¢
phi quy dinh (So Tw phap 10%, Ban Quan ly cdc khu cong nghiép, khu kinh té

7,69% va So Cong Thuong: 3,45%).

+ Tai cdp Xa: Tinh trang nay pho bién hon véi ty 1é trung binh 4,18%, xuét
hién tai 46/95 xa, phuong (ca biét, tai xa Pinh Quan co toi 45% nguoi dan phan
anh phai chi thém tién ngoai phi/lé phi quy dinh, xa Phu Hoa ciing ghi nhan murc

33,33%).
Murc d¢ hai long ciia ngudoi dan veé qua trinh gidi quyét
TTHC nam 2025
ECip S& M C3p X3
2.13 0.93 0.7
A A P
0.55 0 0.27
A A A
Rat hailong  Hai long (%) Binh Khong hai Rat khong Ty Ié hai long
(%) thwong (%) long (%) hailong (%)  nam 2025
m Cap S& 78.86 20.32 0.55 0 0.27 95.5
mCipXa 7573 20.51 2.13 0.93 0.7 93.93

Ty 1é hai long ciia nguwoi dan vé giai quyét TTHC tai cAp S&
nam 2025

S¢ Dan tdc va Ton gido NI 50
S& Khoa hoc va Cong nghé I 02.31
Ban Quaén 1y cac khu cong nghiép, khu kinh t&  EEE  ———————— O3.35
S6 Cong thuong I 0448
S6 Ngoai vy I 05
S& Gido duc va Dao tao I 05.33
SHY tE I 0571
S6 Tai chinh I 06
S6 Tu phap I 06
SO NOi vy I 0667
So Nong nghiép va Moi truong I O3

S¢ Van hoa, Thé thao va Du lich I 99.09

S¢ Xay dung I 09.09
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(Két qua hai long vé gidi quyét TTHC cdp S6 tai phu luc 03 kém theo)

Ty 1& (%) nguyén nhan ngudi dan chwa hai long vé gidi quyét
thu tuc hanh chinh tai cip xa 2025

8.37

—Q=Ty |&

O P N WA U O NN 0L

Thi tuc hanh  Quy trinh giai Hoso giai  Két qua giai  Ngdi chd doi  Phai lién hé
chinh phuc tap, quyét ruom ra, quyet tré¢ han  quyet ho so  1au & B phan nhiéu co quan,

chuén bi ho so phai bd sung (%) khong thoa ~ moét ctra (%) don vi dé giai
kho khan (%) ho so nhiéu lan dang (%) quyét ho so
(%) (%)

(Két qua hai long vé gidi quyét TTHC, cdp xd tai phu luc 04 kém theo)
4.2. Mirc d9 hai long vé thai do phuc vu ciia cong chirc, vién chire
Pay 14 chi s6 dat két qua cao nhat véi 94,75% hai long.

- Tai cap So: S¢ Xay dung tiép tuc dan dau (99,09%). S& Cong Thuong la
don vi duy nhat c6 phan hoi "Rat khong hai long" vé thai d§ can bg (3,45%), tap
trung vao 1y do "cén bd chua than thién".

- Tai cdp xa: Du ty 18 hai long cao, nhung van con 7,02% ¥ kién cho rang
can bo "chua than thién" va 6,14% cho rang "huéng dan hd so khong rd rang".
Tai cac don vi nhu: Phuong Long Binh, phuong Tran Bién, x3 Gia Kiém thi 100%
cac ¥ kién khong hai long déu xut phat tir thai do thiéu than thién cua can bo. Tai
xd Binh Minh 100% v kién khong hai 1ong 12 do huéng dan khong 16 rang.

MUC HAI LONG VE THAI PO PHUC VU CONG CHUC,

VIEN CHUC NAM 2025

Capxa ECapSd

100
80
60
40 20.66
e 0.27
20 i 0
0.66 034
oy AsS=s5

Rat hai long Hailong (%) Binh thwdng Khong hailong RAatkhénghai Ty lé hailong
(%) (%) (%) long (%) ndm 2025

(Chi tiét két qua mac hai long vé thai dé phuc vu cua cdng chic, vién chirc



cap So tai phu luc 05 kém theo)

Mtrc hai long vé thai dd phuc vu céng chirc, vién chirc tai
cap xa ndm 2025

3.25 0.66 0.34

= R4t hai long (%) = Hai long (%) Binh thuong (%)
= Khong hai long (%) = Rét khong hai long (%)

(Chi tiét mike do hai long cua nguoi dan, 16 chirc vé thai do phuc vu cua
cong chure, vién chure tai cdp xa tai phu luc 06 kem theo)

4.3. Mike @9 hai long vé dich vu cong truc tuyén
Pay 14 tru cot ctia chinh quyén sb, voi ty 18 hai long chung dat 92,15%.

- Mtic d6 tiép can: Tai cap S, ty 1é ngudi dan da s dung DVC rét cao
(92,15%). Tuy nhién, tai cp x4, con s nay chi 1a 77,70%. Su chénh 1éch thé hién
rd net khi xd Nam Cat Tién c6 0% nguoi dan tung s dung DVC, trong khi 100%
nguoi dugc hoi biét Ve dich vu nhung chua dung. Dleu nay cho thay rao can vé
k¥ nang sb hoic ha tang tai ving sdu ving xa con rét 1n.

- Dlem nghén vé DVC: Mot nguyén nhan gay burc xuc 16n (chzem 7,40% y
kién tqi cap xd) la tinh trang "nop hé so tryc tuyén nhung van bi yéu cau ndp ho
so gidy". Tinh trang nay dién ra 100% tai phuong Dong Xoai, xa Long Phudc, Ta
Lai. Tai cip S&, S¢ Tu phép ciing bi phan nan vé van dé nay (7,69%).

- L3i k¥ thuat: 7,96% ngudi dan cip xa phan nan vé viéc hé théng kho thao
tac.



MU'C HAI LONG CUA NGU'O1 DAN VE CHAT LUQNG DVCTT TAI CAP

Binh thudng (%); SONAM 2025 .
Ve STNAM2023 00 hai long (%);
o Rt khong hai lon
Hai long (%); 4 (%)'gOOO g
23.91; o
Rét hai long (%);
71.51;

MU'C HAI LONG CUA NGU'O1 DAN VE CHAT LUONG DVCTT TAI CAP XA
NAM 2025

Nhéng hai long (%),

Binh thwéong (%),

6.80 Rat khong hai long

(%), 0.00

Hai long (%), 27.8

R4t hai long (%),
64.29

(Chi tiét hai 1ong cua cdp Sd, cdp xa vé chat lirong dich vy cdng triec tuyeén
tai phu luc 07, 08 kém theo)

4.4. Mike @9 hai long vé giai quyét kién nghi ciia nguwoi dan

Mirc do hai 1ong cua ngudi dan vé giai quyét phan anh, kién nghi trén dia
ban tinh trung binh dat 89,60% (ty I¢ rat hai long chiem 59,14%, hai Iong chiem
30,55%, binh thuong chiem 9,65%, khdng hai long chiem 0,54% va rat khong hai
long chiem 0,13%).

Pay 1a chi s6 c6 diém sb thap nhit trong cac ndi dung khao sat, chi dat
89,60%.

- Tai cdp So: SO Tu phap c6 ty 1¢ hai long thap nhat (84%). Nguyén nhan
dan dén chua hai long vé giai quyét kién nghi tai cap So cho thay nguoi dan con
thay khé khin trong gui phan anh, kién nghi chiém 7,69% va tap trung tai S¢
Cong Thuong.

- Tai cAp X4: X4 Nam Cat Tién v6i 25% ¥ kién "Khong hai long". Nguyén
nhan chinh 1a do "két qua giai quyét khong thoa dang" (5,26%).
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- Kénh phan anh: Mic du Tong dai 1022 da dugc trién khai (chiém 10 - 13%
lwong phan anh), nhung phan 16n nguoi dan van chon cach "lién hé truc tiép can
bd" (chiém ty 18 cao nhét tai nhiéu xd), cho thdy cac kénh phan anh chinh théng,

hién dai chua thuc sy chiém duoc niém tin tuyét d6i hodc chua du thuan tién.

Ty 1€ (%) hai long cia nguwoi dan vé giai quyét kién nghi
tai cap S¢ nam 2025

So Tu phap T 34
S¢ Cong thuong  E———— 84.83
S¢ Dan toc va Ton gido = —— 85
S¢ Khoa hoc va Cong nghé \ 87.69
Sé Tai chinh \ 88
S Y ey 5357
Ban Quan ly cac khu cong nghiép, khu kinh té \ 89.23
: SO T \ 91.11
S& Van hoa, Thé thao va Du lich

TG G e R S

S6 Nong nghiép va Méi truong \ %
S¢ Xay dung 93.33
SURI v \94.55

— 95
80 g 84 gg

12345678910111213

88 9o 92

94 o6

(Chi tiét mirc @6 hai long ctia nguwoi dan, té chire vé chat lwong gidi quyét
phan anh, kién nghi tai cap So, cap xa tai phu luc 09, phu luc 10 kem theo)

4.5. Mire @9 tiép can thong tin va chat lwgng cac viin ban QPPL ciia cac
nganh, linh vuc

- Ty 1€ hai long dat 91,87%. Trong do, ty 1é rat hai long chiém 65,62%, hai
lfgng chiém 28,66%, b‘}nh thuong chiém 5,23%, khong hai long chiém 0,42% va
rat khong hai long chiém 0,07%.

- Tiép can thong tin: Cap So dat 96,90%, cp xa dat 94,75%. Tuy nhién, tai
x4 Tan Khai, ty 18 tiép can thong tin chi dat 57,14% thap nhat tinh.

- Chét lugng quy dinh: Van con 9,47% ¥ kién tai cép xa cho rang "quy dinh
con chong chéo" va 4,21% cho rang "quy dinh ban hanh chua kip thoi". Diéu nay
phan anh su bat cap trong hé théng van ban phap luat khi trién khai xudng co s&
gay lung ting cho nguoi thuce thi va ngudi dan.
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Mikrc @9 hai long vé chat lwgng cac van ban quy dinh phap
luat tinh Pong Nai nam 2025

100.00 91.87
80.00 65.62
60.00
40.00 28.66
20.00
- B2 0.42 0.07
Tinh D6ng Nai ndm 2025
B Rat hai long (%) B Hai long (%) m Binh thuwong (%)
B Khong hai long (%) B R3t khong hai long (%) ™ Ty Ié hai long ndm 2025
Viéc ti€p cadn dwoc thong tin chinh sach, phap luat cta
nguwei dan 2025
3.1
Khoéng (%) 225
Co (%)
0 50 100 150 200
Co (%) Khong (%)

B Cipso 96.9 3.1
M Cap x3 94.75 5.25

M C3ps& mCapx3

(Chi tié't,ké't qua hai long cia nguwoi dan vé chdt lwong cdc quy dinh phap
lugt cap So, cap xa tai phu luc 11, 12 kem theo)

Nguyén nhin nguwoi dan chua hai long vé chat lwgng cac
quy dinh phap luat tai cap xa

Quy dinh chua dugc thyc thi, 4p dung nhét l/‘ 2.11
quan (%)

Quy dinh ban hanh chua kip thoi, gay kho -

khan, lung ting (%)

Quy dinh con chdng chéo véi cac quy dinh l 14

khac (%)

o 1 2 3 4 5 6 7 8 9 10
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III. TONG HQP KIEN NGHI CUA NGUOI DAN

Qua qua trinh khao sat, ngudi dan va t6 chtre da dua ra nhiéu kién nghj xac
dang nham nang cao chat lugng phuc vy. Cac kién nghi nay phan anh dang nhing
van dé ma nén hanh chinh tinh dang gap phai.

1. Tiép tuc don gian hoa thii tuc hanh chinh (Chiém ty trong cao nhat):

- Tai cép So: 25,58% v kién kién nghi, tp trung cao nhét tai S¢ Y té
(34,48%), So Tai chinh (33,93%).

- Tai cap Xa: 22,36% v kién kién nghi, ndi bat tai Phuong An Loc (51,61%)

va xd Long Ha (48,21%). Nguoi dan mong mudn cat giam bot ccac loai giay to
khéng can thiét, tai sir dung dit liéu dé c6 trong Co s¢ dit liéu qudc gia vé dan cu.

2. Mé rong va da dang hoéa cac kénh hd tro (chiém khoing 20%)

Nhu cau duogc hd tro, huéng dan tin tinh van rat 16n, dic biét tai cac dia
phuong c6 diéu kién kho khan nhu xa Bom Bo (46,67% kién nghi). Nguoi dan
mong muon c6 thém cac kénh hudng dan truc quan, d& hiéu hodc cac to hd tro
truc tlep tai khu dan cu.

3. Rut ngan thoi gian giai quyét ho so (cap S& 16,24%, cip xa 15,39%)

-Kién nghi nay tap trung nhiéu tai S& Tai chinh (23,21%) vaxa Théng Nhét
(33,33%). Bleu nay cho thay du quy trinh d3 duoc cai tién, nhung d0 tré trong xur
Iy ho so van 13 van dé gay sot rudt cho ngudi dan.

4. Cai thién chat lwong Dich vu cong true tuyén (cap Sé 11,02%, cip
xa 9,49%)

Nguoi déan tai S6 Dan toc Ton gido (14,29%) va xa Phu Lam (20,69%) kién
nghi manh mé€ vé€ viéc nang cap h¢ thong phan mém, gidm thiéu 161 ky thuat va
don gidn hoa giao dién nguodi dung.

5. Minh bach va giam phi, 1€ phi (khoang 5%)

Péng chu v, tai xa Phit Ly ¢6 t6i 29,31% nguoi dan kién nghi vé van dé
phi/I¢ phi. Tai S0 Khoa hoc va Cong ngh¢ la 16%. Diéu nay lién quan mét thiét
dén van dé minh bach tai chinh va chong lam thu.

6. Cai thién co s vat chit (khoang tir 5% - 8%)

Tap trung tai S6 Ngoai vu (13,04%) va xa Xuan Bic (20%), phan anh nhu
cau vé khong gian tiép dan van minh, hién dai, day du tién nghi tdi thiéu.
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Ki€n nghi cta ngudi dan, doanh nghiép doéi véi c

S& nam 2025

Cai thién co s6 vat chat, trang thiét bi tai..
Giam phi/I¢ phi (%)

Tiép nhan, giai quyét tét cac y kién gop..

Cai thién chat lwong dich vu cong truc..

Néng cao nang luc giai quyét cong viée..

Cai thién thai do phuc vu, giai tiép cua. .

Rut ngan thoi gian giai quyet thu tuc..

Tiép tuc don gian hoa cac thu tuc hanh. .
Tang cudng cac kénh hd trg ngudi dan (%)

0.00 5.00 10.00 15.00 20.00 25.00 30.00

Tiép
Tang  Tiéptuc Rtngdn Ciithien Nangcao Caithign N3 9idl Cai thien
N iy S o A < ) quyét tot co sO vat
cwong dongian thoigian  thaidé  ndngluc chat Ry . X
A 2 o o cacykién  Giam chat,
cac kénh hodacac giaiquyét phucvy, giaiquyét Ilwong

gépy, phi/lé phi trang thiét

ho tro thad tuc thd tuc giai ti€p congviéc dich vu phan anh. %) bi tai BS

ngwoidan  hanh  hanh chinh clacéng ciacéng cONg truc

P ’ kién nghi phan M6t
(%) chinh(%) (%)  chic(%) chic (%) tuyén (%) ;- nguoi clra (%)
dan (%)
ECipsd  20.88 25.58 16.24 3.16 4.84 11.02 7.72 4.94 5.64

Ki€n nghi cha ngwdi dan, doanh nghiép tai cdp xa nam 2025

Tiép nhan, giai quyét tot cac ¥ kién gop.. =856
Cai thién thai do phuc vu, giai tiép cua. . E

5.00 10.00 15.00 20.00 25.00
Tiép nhan,
. Tiéptuc Ratngdn Caithién Nangcao Caijthien 92 quyet Cai thién
Tang . dongidn thoigian  thdidd  nangluc chét I(Ot cacy Cho’ tS? vat
Cﬁg:[? ﬁ?c hoéa cac giaiquyét phucvy, gidi quyét lwgng dich ,lenr?g)np Giadm phi/lé (’zhizt t;atg?
~. thatuc thu tuc giai tifp  coéngviéc vu cong Y, P phi (%) PR
tro nguoi L . B A Lo ? anh, kién B phan
e 1o hanh  hanh chinh clacéng clacong truwc tuyén 3 Ao
dan (%) hinh (% ’ ’ o nghi clia Mot clra
cnin ( 0) (%) chirc (%) chtrc (%) ( 0) nguc‘yi dan (%)
(%)
mCap x3 20.74 22.36 15.39 4.12 5.82 9.49 8.56 5.31 8.22
IV. PANH GIA CHUNG
1. Uu diém

- Chét luong phuc vu duoc nang 1én: Vi chi s6 hai long chung xap xi 93%
da khang dinh su thanh cong trong viéc chuyén doi tu duy tir "quan 1y" sang "phuc

"

vu'".
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- Chuyén ddi sb di vao thuc chét va hiéu qua: Viéc thuc hién khao sat 100%
qua Zalo va ty 1é nguoi dan st dung DVC truc tuyén cao (déc biét & cap S trén
929%) cho thay nén hanh chinh sb ctia tinh di bat nhip t6t véi xu thé thoi dai, tao
thuén loi t6i da cho nguoi dan.

- M5 hinh chinh quyén co s& phat huy tac dung: Su xuét hién cua nhiéu x4,
phuong dat ty 1€ hai long tuyét dbi (Long Ha, Loc Hung...) cho thiy viéc phan
cap, phan quyén theo m6 hinh chinh quyén hai cap dd budc dau phat huy hiéu
qua, gitip chinh quyén co s& chu dong, linh hoat va trach nhiém hon trong phuc
vu nhan dan.

- Nganh Y t€ va Xay dung c6 su but pha: Hai linh vuc von dugc coi 1a "nhay
cam" va phtrc tap nay da vuon 1én nhom dan dau, thé hién no luc cai cach noi bd
rat lon.

2. Ton tai, Han ché

- Khoang cach chénh 1éch qua 16n gitta don vi ddn dau (99,22%) va don vi
cudi bang (79,17%) cho thiy ngudi dan & cac dia ban khac nhau dang duge thu
hudng chit lugng dich vu cong khong ddng déu. Cac ving siu, ving xa nhu Nam
Cat Tién dang bi tut hau.

- Ty 1€ nguoi dan phan anh phai chi tién ngoai quy dinh tai mot sd don vi
d3 anh huong dén niém tin ctia ngudi dan vao bd may chinh quyén.

- Tinh trang yéu cau ndp hd so gidy déi v6i tha tuc truc tuyén 1a mot rao
can k¥ thuat va tu duy can som dugc do bo.

- Ty 1¢ hai long thap nhat & chi sd giai quyét kién nghi cho thay chinh quyén
van con lung ting hodc chua thuc su cau thi trong viéc xur 1y cac khi€u nai cia
dan.

3. Nguyén nhan
a) Nguyén nhan khach quan

- Nam 2025 12 ndm dau tién van hanh mo hinh chinh quyen dia phuong hai
cap (tir 1/7/2025). Khéi lwong cong viée khong 16 tir viée sap xép to chirc bo may,
ban giao nhiém vu da tao ra ap luc 16n 1€n ddi ngli can bo co S0, dan dén nhing
sai sot hodc cham tré nhét dinh trong giai doan dau.

- Su phat trién nhanh ctia nhu cau dich vu cong truc tuyén doi khi vugt qua
kha nang dap tng cua ha tang k¥ thuat tai mot s6 dia ban vung sau, vung xa, gay
khé khan cho viéc thao tac va xir Iy ho so.

b) Nguyén nhan chu quan

- Tai cac don vi c6 chi s6 hai long thap (nhw Nam Cat Tién, Thugn Loi), vai
tro chi dao, kiém tra, giam sat ctia ngudi dimg dau chua quyét liét. Cong tac chan
chinh ky cuong hanh chinh con 1éng 1€o.

- Tinh trang thai d6 thiéu than thién, hudéng dan 1ong vong tai mot s6 don vi
xuat phat tir y thirc va dao dirc cong vu han ché ctia mot bd phan nhé can bg, cong
chtrc.
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- Ta‘i cac xa co ty 1€ chua biét, sir dung DVC O%, nguyén n~h€1n chinh la (}0
chinh quyén dia phuong chua co6 giai phap tuyén truyén, huéng dan hiéu qua dén
tung nguoi dan.

V.NHIEM VU VA GIAI PHAP TRONG TAM NAM 2026

Pé duy tri, nang cao hiéu qua giai quyét TTHC, ning cao mirc d¢ hai long
cua nguoi dan trong nam 2026, Chu tich UBND tinh yéu cau sé, ban, nganh va
UBND cac xa, phudong tap trung thuc hién cac nhi¢m vu sau:

1. Nhém giai phap chén chinh ky cwong va trach nhiém

- Céc don vi ¢6 ty 1€ hai long chung dwdi 85%, co ty 1€ "Khdong hai long"
cao (So Tw phap, So Cong Thuong, xa Nam Cat Tién, Thudn Loi...) phai khan
truong ra soat, lam ro trach nhi¢m tap thé, ca nhan va xay dung K¢& hoach khac
phuc han ché, bdo cao UBND tinh trong Quy 1/2026.

- Tang cuong thanh tra cong vu dot xuat, xir 1y nghiém minh cac trudng hop
can by nhiing nhiéu, gay phién ha. Kién quyét dua ra khéi bd may nhirng can bo
suy thoai vé dao duc cong vu.

2. Nhém giai phap hoan thién thé ché va quy trinh

- Tiép tuc ra soat, cét giam cac tha tuc hanh chinh rudm ra theo kién nghi
cua nguoi dan.

- Cham dat hoan toan viéc yéu cau ngudi dan ndp ho so gidy dbi véi cac
thu tuc hanh chinh da duoc quy dinh thuc hién toan trinh trén moi truong dién tir.
Xu ly trach nhiém nguoi dung dau don vi néu dé xay ra tinh trang nay.

3. Nhom giai phap vé cong nghé va hd tro ngudi dan

- Pau tu nang cip ha ting cong nghé thong tin, cai thién giao dién Cong
Dich vy cong theo hudng than thién, dé dung.

- Phat huy vai tro ctia T6 cong ngh¢ s6 cong dong tai cac xa, phuong dé "di
ting ngd, gb ting nha" huéng dan ngudi dan sir dung dich vu cong truc tuyén,
dac biét uu tién cac dia ban co ty 1€ st dung thap.

4. Nhom giai phap vé co ché ling nghe va giam sat

- Pa dang hoa va cong khai cac kénh tiép nhan phan anh, kién nghi. Pam
bao moi phan anh déu dugc xtr ly va phan hoi cong khai, minh bach.

- Str dung két qua khao sat hai long ngudi dan, o chtrc ddi véi co quan hanh
chinh Nha nude nam 2025 lam tiéu chi quan trong dé danh gia, xép loai mirc do
hoan thanh nhiém vu cua nguoi ding dau co quan, don vi, dia phuong nam 2025.

5. Nhém giai phap thich ving v6i mé hinh chinh quyén méi

- Tlep tuc kién toan by may, dao tao nang cao nang luc cho doi ngii can bo

cap xa dé dap ung yéu cau phan cap, phan quyén cia md hinh chinh quyén dia
phuong hai cap.
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- Tang cudng co ché phdi hop, hd trg chuyén mon tir cAp tinh xudng cap xa
de thao gd kip thoi cac vudng mac phat sinh trong qua trinh van hanh mo6 hinh
moi.

Trén day 1a Bo céo két qua khao sat sy hai 1ong cta nguoi dan, t6 chic doi
voi1 su phuc vu cia co quan hanh chinh Nha nudc nam 2025 trén dia ban tinh
Dong Nai. UBND tinh yéu ciu Thi trudng cac S&, ban, nganh va Chu tich UBND
cac xa, phuong nghiém tac quan triét va trién khai thuc hién./.

Noi ’::hca:c KT. CHU TICH
-Vu - B6 No1 vu; A 3

- Cuc KSTTHC - Van phong Chinh phu; PHO CHU TICH
- TT. Tinh uy, TT. HDND tinh;

- Chu tich, cac Pho Chu tich UBND tinh;

- ij ban Mt tran T quéc Viét Nam tinh;

- Ban Dan vén Tinh ty, Ban Tuyén gido Tinh uy;
- Chanh, Ph6 Van phong UBND tinh;

- Cac S& ban nganh thudc tinh;

- UBND céc x4, phudng;

- Bao va PTTH Pong Nai;

- Luu: VT, HCC, S¢ Noi vu (03 ban).

Lé Trwong Son
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