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TOM TAT:

Dich vu hanh chinh c6ng (DVHHC) 1a mot hoat dong quan trong cia ¢ quan hanh chinh nha
nudc nhiim gidi quyét nhitng van dé vé quyén 1¢i, nghia vu, trich nhiém ctia cic t6 chifc, c4 nhin va
c6 anh hudng tryc ti€p dén sy phat trién kinh t€ - xa hoi clia ddt nu6c. Nghién citu nhim danh gia
thuc trang chat lugng DVHHC tai fly ban nhan din (UBND) phutng Pht Son, thi xa Bim Son, tinh
Thanh Héa, Trén cd s& d6, nhém tdc gid d& xuat mot sd gidi phap cd ban d€ niang cao chit lugng
DVHHC tai UBND phuting trong thdi gian t6i, g6p phan phét trién kinh t& - xa hoi dia phuong.

Tu khéa: chit lugng, dich vu hanh chinh cong, phudng Phd Son.

1.Dit van dé

Nang cao chdt lugng DVHHC la mot trong ba
nhiém vu trong tim cda chuong trinh téng thé cai
cdch hanh chinh giai doan 2011-2020, trong dé
nhan manh ddi v6i cdc co quan nha nudc, viéc
cung tng dich vu hanh chinh cong theo cd ch€ mot
clra lién thong dang 13 huéng di ding, gép phan
nang cao chat lugng dich vu cung ng cho t& chic
va cong dan.

D6i vé6i tinh Thanh Héa, Nghi quyé&t Pai hoi
DPang bd tinh 1an thi X VIII, nhiém ky 2015 - 2020
va Nghi quyét Pai hoi Padng bo tinh Thanh Héa
lan thd XIX, nhiém ky 2020 - 2025 da xdc dinh
mot trong cic khiu dot phd phat trién kinh t& - xa
hoi, ddm bdo qudc phong, an ninh clia tinh Ia:
“P4y manh cdi cach hanh chinh, tao moi trudng
diu tu thong thodng, hap din”, vi vdy, thdi gian
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qua, tinh Thanh Héa da trién khai ddng bo co ché
mot ctra, mdt clra lién thdong tSi cdc s, nganh,
huyén, xa, thi tran, trong d6, chd trong vao nang
cao chit lugng thuc hién dich vu d€ gidi quyét
cong viéc clia cdc td chifc va cong dan.

Thai gian qua, UBND phutng Phi Son da ludn
quan tAm dén viéc thuc hién cdi cach hanh chinh,
chu trong coéng tac don gian héa cic DVHCC, rit
ngdn thdi gian gidi quyé&t cic DVHCC. Trong do,
viéc ting dung cong nghé thdng tin trong chi dao,
diéu hanh, xay dung chinh quyén dién t c6 nhiéu
chuyén bién tich cuc. 100% vin ban, hd sd cong
viéc dugc trao d6i, tao 1ap, xi 1y, ky sO trén moi
trudng dién o (trif vin badn mat). Phudng da 1dp dit
hé théng phong hop truc tuyén két ndi véi cip thi
x4, cap tinh phuc vu cong tic chi dao, diéu hanh, t8
chitc hoi nghi thong sudt & ca 3 cap. Tuy nhién, bén
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canh nhitng két qua dat dudc, viéc gidi quyét cic
DVHCC tai UBND Phu Son, thi X3 Bim Son, tinh
Thanh Héa van con mot s6 han ché nhu: cd s vat
chit chua ddp tng dugc yéu cau; mot s6 DVHCC
chua dugc thuc hién li€n thong;.. Vi vay, viéc
nghién cttu, ddnh gid va tir d6 dé xuét c4c gidi phdp
nhim ning cao chit luogng DVHHC tai UBND
phudng Phii Son, thi xd Bim Son 13 rat can thiét.

2. Thuc trang chat lugng va cac hoat dong
nang cao chat lugng dich vu hanh chinh céng tai
UBND phudng Phii Son, thi xa Bim Son

2.1. Vé cong bo, cong khai thii tuc hanh chinh

UBND phudng Phii Son di ban hanh Quyét dinh
s6 415/QP-UBND ngay 15/4/2022 vé phé duyét
danh muc thi tuc hanh chinh (TTHC) thudc thim
quyén gidi quyét cia UBND phudng Phi Son.
Niém yé&t mic thu phi, 1€ phi; niém yét “4 ting, hai
gidm, 3 khong” tai bd phan Ti€p nhan va Tra két
qua cia UBND phutng Phd Son. Thuc hién nghiém
cdc quy dinh vé “4 tai chd”, thuc hién toan bd quy
trinh ti€p nhan, thim dinh, phé duyét va tra két qua
TTHC tai BO phan Mot ctta. Thuc hién niém yét
cong khai danh muc TTHC thudc thim quyén gii
quyét cia UBND phudng Phii Son tai dia chi:
http://phusonbs.thanhhoa.gov.vn.

2.2. Tinh hinh két qua gidi quyét thii tuc hanh
chinh

K&t qué thong ké s lugng hd sd di ti€p nhan va
giai quyé&t theo linh vyc tai UBND phudng Phi Son
giai doan 2021-2023 dugc thé hién trong Bang 1.

Theo két qui Bang 1, s6 luong hd so di ti€p

nhan va gidi quyét tai bd phan ti€p nhan va trd két
qué theo linh vuc nim 2021 13 1.148 hd so. Nim
2022, ting 1&én 1.417 hd sd (ting 123,4% so v6i nim
2021). Ndm 2023, s6 hd so ti€p nhan va gidi quyét
tong s8: 1.204 (gidm 85% so v6i nim 2022). Trong
do, Iinh vuc HO tich va Iinh vuc chitng thuc luén
chi€m ty 1& chi y&u trong tdng sd hd so da ti€p
nhan va gidi quyét. K&t qua gidi quyét TTHC tai
UBND phutng Phi Son, thi xa Bim Son giai doan
2021-2023 dugc thé hién tai Biéu do 1:

Qua Biéu d6 1 cho thay, s& lugng hd so da gidi
quyé&t diing va sém han tai UBND phudng Phii Son,
thi xd Bim Son nim 2021 1a 1.111 hd so (dat
96,78%); da x& 1y qua han 37 ho sd (chi€m 3,22%).
Niam 2022, s6 lugng hd sd gidi quyét trudc han:
1.248 HS (dat 88,07%); diing han 162 HS (dat
11,44% ); qud han 7 hd so (chi€m 0,49%), cdc hd so
nay chii yéu 13 do 16i phAn mém thd tuc hanh chinh
lién thong. Niam 2023, da gidi quyét trude han:
1.128 HS (dat 93,7%); dung han 76 HS (dat 6,3%);
khong c6 hd sd qué han.

2.3. Trién khai co ché mét cita, mot ciia lién
thong trong gidi quyét thii tuc hanh chinh

- Cong tac chi dao va trién khai thuc hién

Giai doan 2021-2023, UBND phudng Phd Son
thudng xuyén quan triét cong tic cai cach hanh
chinh trong cac hdi nghi, trong cdc dgt giao ban ctia
c0 quan nhim nang cao hiéu qua cdng tic cdi cach
TTHC, dic biét 1a ting cudng trién khai viéc ti€p
nhén hd sd qua mang va nghiém tdc thyc hién hd so
muc dd 3 va 4.

BAng 1. Théng ké s& lugng hé sc da ti€p nhdn va gidi quyét theo linh vuc
tai UBND phudng Phi Son, thi xé Bim Son giai doan 2021-2023

BVT: H6 so

5 3 tiéb nha Sosanh
va QSi(é)i:Iﬁy(;2 :;‘Z‘:)r;::‘?‘nvuc Nam2021 | Nam2022 | Nam2023 Nam 2022/2021 Nam 2023/2022
Tong s6 1148 1417 1204 1234 85,0
- Linh vuc H& tich 290 518 535 178,6 103,3
- Linh vyc chiing thuc 850 898 654 105,6 72,8
- B3o trg xa hoi 8 1 1 12,5 100,0
-Van héa co s6 0 0 14

Nguén: UBND phuong Phii Son, thi xd Bim Son
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Biéu dé 1. Két qud gidi quyét TTHC tai UBND phudng Pha Son, thi xa Bim Son giai doan 2021-2023

Nam 2023

49
Nam 2022

322
Nam 2021

100
m SO HS daxir 1y qua han
99.51 w S§ HS giai quyét ding va
som han
96,78

- Co s& vat chat, trang thi€t bi phuc vu cho viéc
thuc hién co ché mot clra, cd ché mot cita lién thong

B0 tri cd s§ vat chat, trang thi€t bi ciia Bo phin
ti€p nhan va trd k€t qua tai UBND phudng cd bin
dip ng dugc yéu ciu trong viéc gidi quyét
TTHC: Dién tich phong Ti€p nhan va trd két qua:
40m?. Trang thi€t bi phuc vu cho hoat dong ctia bd
phan Ti€p nhan va trd k&t qua gom: 1 bo mdy vi
tinh + mdy in + mdy scan; 1 camera theo doi; 3
quiy ti€p nhan va gidi quy€&t hd so; 3 ghé& ngdi clia
cdn bo; 3 gh& ngdi ké khai hd sd; 8 gh& chdg; 3 ti
dung tailiéu; 1 td sdch phdp luat... vi mot s6 trang
thi€t bi khdc ddm bdo phuc vu cho cdng tic ti€p
nhan, trd k&t qua gidi quyé&t thi tuc hanh chinh.

- Viéc bd tri, phan cdng cdn bo, cong chitc lam
viéc tai bd phan ti€p nhan va tra k&t qua

Thyc hién Nghi dinh s6 61/2018/ND-CP ngay
23/4/2018 ctia Chinh pht vé thuc hién co ché mot
clta, mot clra lién thong trong gidi quyét thd tuc
hanh chinh. UBND phudng da ban hanh cdc vidn
ban lién quan dén viéc thanh 1ap B phin ti€p
nhin ho so va trd k&t qua tai UBND phudng Phi
Son; Quyét dinh s6 232/QP-UBND ngay
26/7/2021 vé viéc ctf cdn bd, cong chifc ti€p nhan
hd so va trd k&t qua tai bd phan mot clra theo cd
ch& mot clta, mot ctta lién thong UBND phudng
Phd Son. B phan do Chu tich UBND phudng chi
dao va phu trdch, bd tri 6 cong chifc thuc hién
nhiém vu ti€p nhin t4t cd thi tuc hanh chinh
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Nguén: UBND phuong Phii Son, thi xd Bim Son

thudc thim quyén gidi quyét ctia phudng hoic cic
thd tuc lién thong gidi quyé&t. Cdn bd, cong chifc
lam viéc & bd phan Mot cia ¢6 trinh do dai hoc
chinh quy, dudc tdp hudn chuyén mon, nghiép vu
theo quy dinh.

- Pédnh gi4 viéc thyc hién gidi quyét thd tuc
hanh chinh.

K&t qud 1y phi€u danh gid clia ngudi dan doi
véi viéc gidi quyét thd tuc hanh chinh clia UBND
phudng Phd Son, thi xa Bim Son véi cdc chi s6
dugc thé hién trong Biéu dd 2.

K&t qua 14y phi€u ddnh gid cla ngudi din doi
vdi viéc gidi quyét thl tuc hanh chinh cia UBND
phutng Phd Son, thi xa Bim Son niam 2021 va
2023 v6i tong di€m danh gid cla cc chiso déu la
17,7/18 di€ém chudn, x&p loai: Xuit sic. Riéng
nim 2022, tdng di€ém d4nh gid cta cdc chi s6 chi
dat 11,7 diém/18 diém, x&p loai: kh4. (Biéu d6 3)

K&t qui d4nh gid chung vé mic d6 hai long
trong viéc gidi quyét TTHC tai UBND phudng
Phi Son dugc thé hién trong Bi€u dd 2. C6 thé
thdy, vé co bdn ngudi din khd hai long vé viéc
gidi quy€t TTHC, tuy nhién, nim 2022, van con ty
1&é nhd ngudi dan chua thuc sy cdm thay rit hai
long, nguyén nhan chd yé&u 1a do ngudi dan thdy
tai UBND phudng cdc thi€t bi tra citu TTHC chua
dudc trang bi, bén canh dé, trang thi€t bi, co s& vat
chat phuc vu cho hoat dong tai bd phan Mot cita
chua dong b, hig¢u qua.



QUAN TRI - QUAN LY

Bi€u db 2. Két qud Idy phiéu dénh gié cta ngudi dan déi véi viéc gidi quyét thu tuc hanh chinh
cua UBND phudng Pha Son, thi x& Bim Son

Chi s6 9: Tién d¢ va chat lwong cung cap dich vu cong truc
tuyén cua co quan c6 tham quyen
Chi s6 8: Tiép thu, giai trinh déi véi céc ¥ kién phan anh, kién
nghi cna to chirc, ca nhan
Chi s6 7: Thai d0 cua can bg, cong chire, vien chire khi hudng
dan lap ho so., tiép nhan hod so va giai quyét TTHC

Chi s6 6: Cong khai cac TTHC

Chi s6 5: Thue hién t6 chirc tiép nhan hé s, giai quyét, tra két

qua tai B6 phan Mot cira (m6 hinh “4 tai cho™)
Chi s6 4: S Irong co quan, don vi, t6 chitc phai lién hé dé hoan
thién ho so TTHC (ke ca lién hé theo hinh thirc trire tuyen
Chi 50 3: S6 lan phai lién hé v6i noi tiép nhan ho so de hoan
thién ho so TTHC
Chi s6 2: Thoi g_ian thuc hién cua p‘mg co quan, don vi tham gia
giai quyet (ke ca don vi phoi hop) so vdi quy dinh
Chi s6 1: Téng thoi gian giai quyét TTHC so véi thoi gian cho
phép theo quy dinh cua phap luat

mNam 2021 mNam 2022 = Nam 2023

Ngudn: UBND phuong Phii Son, thi xd Bim Son

Biéu dé 3. Két qud danh gié chung vé miic dé hdi Iong trong
viéc gidi quyét TTHC tai UBND phudng Phi Son giai doan
2021-2023

ké&t qua tich cyc: Sy hai long
clia t§ chifc, cong dan khi dén
gidi quy&t TTHC khong ngiing
dudc nang 1€én. Tuy nhién, qua
két qud ddnh gid clia ngudi
dan vé sy hai long ddi véi viec
gidi quyét cdic TTHC thi mot
bd phan nhd ngudi din chua
thuc sy hai long véi trang thi€t
bi, cd s& vat chit phuc vu cho
hoat dong tai bd phan Mot
ctra. Do d6, dé€ cong tic ki€ém
sodt thi tuc hanh chinh trén
dia ban phudng dudc thuc hién
t6t, nidng cao chat lugng
DVHCC, UBND phudng cin tip trung thuc hién

®Rithai long ®Hailong ®Khong hai long

Nam 2023 92.8

Nam 2022 88.3

Nam 2021 92,9

Nguodn: UBND phuong Phii Son, thi xd Bim Son

3. Pé xuat mot so gidi phap ning cao chat

lugng dich vu hanh chinh cong tai ny ban nhan
dan phung Phi Son, thi xa Nghi Son.

Nho sy quan tAm lanh dao, chi dao quyét liét
ctia lanh dao UBND thi xa, UBND phudng, su
phdi hgp thuc hién clia cdc co quan chuyén mon,
céc don vi c6 lién quan; cong tic ti€p nhin hd so
va trd k&t qua tai bo phan Mot clra dat dudc nhiéu

cdcndi dung sau:

Thit nhdt, tich cuc thyc hién Gng dung Cdng
dich vu cong va hé thdng phAn mém mot cita ddng
thdi, ti€p tuc ddy manh cong tic tuyén truyén, hd
trg, huéng dan ngudi dan, doanh nghiép st dung
dich vu cdng tryc tuyé&n thong qua phaAn mém Dich
vu cong trong gidi quyét thd tuc hanh chinh bdo
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ddm gia ting phat sinh s6 lugng hd so trén mang.

Thit hai, @y manh thyc hién quy ché& vin héa
cong vu, dé cao tinh thin ton trong, 1ing nghe, tin
tinh huéng din vé quy trinh xi¥ Iy cong viéc va
gidi thich ciin k& nhitng thic mic cia ngudi din
theo Quyé&t dinh s6 1847/QD-TTg ngay
27/12/2018 ctia Thi tuéng Chinh phu.

Thit ba, thyc hién cap nhat kip thdi, day di cic
TTHC ban hanh méi, TTHC sira ddi, bd sung
chuin héa theo quy dinh ctia phap luat; ti€p tuc ra
sodt, don gidn héa cdt gidm thoi gian gidi quyét
thu tuc hanh chinh.

Thit tu, A&y manh cong tac tuyén truyén cho t&
chitc, cong dan vé 1gi ich khi sit dung dich vu buu
chinh cong ich; phdi hdp v6i Buu dién Thi xa thuc
hién tot viéc ti€p nhan hd so va trd két qui gidi
quyé&t TTHC qua dich vu buu chinh cong ich. Phdi
hdp tuyén truyén cho cdc cd quan, don vi, nhan
dan trén dia ban phudng ting cudng st dung dich
vu cdng truc tuyé&n, thanh todn truc tuyén hoic
dich vu thu phi, 1€ phi qua Buu dién.

Thit ndm, thudng xuyén don doc, ki€m tra,
gidm sdt hd so gidi quy&t TTHC; x{ 1y kip thdi cdc
phan 4nh ki€n nghi clia cd nhan, t§ chic vé cdc
quy dinh hanh chinh.

TAILIEU THAM KHAO:

4. K&t luan

Nghién cttu cho thdy, trong nhitng nim qua,
viéc ddy manh thyc hién cic DVHHC trén hé
thdng dich vu cong truc tuyén & mic do 3, 4 tai
UBND phudng Phi Son da tao diéu kién rat tot dé
nang cao chit lugng DVHHC ciia phudng. Hién
nay, ty 1& cic DVHHC dugc thuc hién trén cdng
thong tin dich vu cong truc tuyén cda phudng
khong ngirng ting 1én. Mic du vay, mot s& ngudi
dan vin chua thyc sy hai 1ong d6i véi viéc cung
cap DVHHC. Trén co s§ d6, mot sd gidi phap chi
y&u nhim ning cao chi'tlugng DVHHC tai UBND
phudng Phi Son trong thdi gian tdi bao gdm: tich
cuc thyc hién tng dung Céng dich vu cong va hé
théng phAin mém mot cita; PAy manh thyc hién
quy ch€ vin héa cong vu, dé cao tinh thian ton
trong, ling nghe, tin tinh huéng din vé quy trinh
Xt 1y cong viéc; Thuc hién cap nhat kip thoi, day
dl cdc TTHC ban hanh méi; nang cap cd s& vat
chat, trang thi€t bi phuc vu gidi quyét céc
DVHHC; phdi hdp giita cdc cd quan chuyén mon
trong gidi quyét cic DVHHC; ting cudng thanh
tra, kiém tra, gidm sit qud trinh thyc hién cdc
DVHHC; va phdt huy vai trd chd thé clia ngudi
dan - déi tugng thu huéng DVHHC m
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IMPROVING THE ADMINISTRATIVE
SERVICE QUALITY OF THE PEOPLE'S COMMITTEE
OF PHU SON WARD, BIM SON TOWN,
THANH HOA PROVINCE

® PhD. LE THI BINH'

® TRUONG NGOC QUANG?
ILecturer, Faculty of Economics - Business Administration,
Hong Duc University
“Master’s student, Faculty of Economics - Business Administration,
Hong Duc University

ABSTRACT:

Public administrative services are an important activity of state administrative agencies to
resolve issues of rights, obligations, and responsibilities of organizations and individuals. The
quality of public administrative services has a direct impact on the country's socio-economic
development. This study evaluated the current administrative service quality of the People's
Committee of Phu Son ward, Bim Son town, Thanh Hoa province. Based on the study’s findings,
some basic solutions were proposed to improve the administrative service quality of the People's
Committee of Phu Son ward in the coming time, contributing to local socio-economic
development.

Keywords: quality, public administrative services, Phu Son ward.
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