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BAO CAO

Tong hop Chi sb hai long cua to chic, ca nhan ddi v6i sw phuc vu cia
UBND cap x4 va tram y té cap xa nam 2018
(Pugc phé duyét kém theo Quyét dinh so ~ /OD-UBND
ngay / /2019 cua UBND thanh pho Nha Trang)

I. TONG QUAN VE QUA TRINH KHAO SAT, PANH GIA
1. Can cwr phap ly

- Nghi quyét s6 30¢/NQ-CP ngay 08/11/2011 ciia Chinh phii ban hanh
Chuong trinh tong thé cai cach hanh chinh nha nudc giai doan 2011 - 2020;

- Quyét dinh s6 225/QD-TTg ngay 04/02/2016 cua Thu twéng Chinh phi
phé duyét K& hoach cai cach hanh chinh nha nudc giai doan 2016 - 2020;

- Quyét dinh s6 3777/QD-UBND ngay 25/12/2015 caa UBND tinh Khanh Hoa
ban hanh Chuong trinh cai cach hanh chinh tinh Khanh Hoa giai doan 2016 - 2020;

- Quyét dinh s6 2072/QD-UBND ngay 12/8/2014 cia UBND tinh Khanh
Hoa ban hanh Quy ché khao sat, danh gid muc dg hai long cua t6 chirc, ca nhan dbi
véi su phuc vu cia co quan hanh chinh nha nudc va don vi sy nghi€p cong 1ap trén
dia ban tinh Khanh Hoa;

- Quyét dinh s 131/QD-UBND ngay 22/01/2016 cia UBND thanh ph6 Nha
Trang ban hanh Ké hoach cai cach hanh chinh thanh phdé Nha Trang giai doan
2016 - 2020;

- Quyét dinh s6 154/QD-UBND ngay 26/01/2018 ctia UBND thanh ph6 Nha
Trang ban hanh K& hoach cai cach hanh chinh thanh phd Nha Trang ndm 2018;

- K& hoach sb 4229/KH-UBND ngay 25/6/2018 ctia UBND thanh phd Nha
Trang vé khao sat, danh gia mirc d6 hai long cua t6 churc, ca nhan doi vai sy phuc
vu cua cac co quan, don vi trén dia ban thanh pho nam 2018.

2. Qua trinh trién khai khao sat, danh gia mirc do hai long nim 2018 tai
dia phuwong

Can ctr Quy ché khao sat, danh gia mirc do hai long cta to chirc, c nhan d6i
v6i su phuc vu cia co quan hanh chinh nha nudc va don vi sy nghiép cong 1ap trén
dja ban tinh Khanh Hoa (duoc ban hanh kém theo Quyét dinh s6 2072/QD-UBND
ngay 12/8/2014 cua UBND tinh), Ké hoach sd 4229/KH-UBND ngay 25/6/2018
ciia UBND thanh phé Nha Trang va trén co s& két qua khao sat ctia nim 2017,
trong ndm 2018, Phong Noi vu tiép tuc hop dong véi 01 don vi tu van doc 1ap 1a
Cong ty TNHH Dich vu Tu van doanh nghiép Kbiz dé tién hanh viéc diéu tra, khao
sat mirc d6 hai 10ng cua to chire, ¢4 nhan.



Céac diéu tra vién da duoc S& Noi vu va Cong ty Kbiz hudng dan chi tiét, cu
thé vé phuong phap diéu tra, khao sat va cach thirc xu ly nhiing tinh hubng phat
sinh trong qua trinh khao sat, kj nang giao tlep, Umg xtr voi khach hang, huéng dan
vé cac biéu mau diéu tra, qua d6 giup viéc diéu tra dugc tién hanh thuan loi hon.
UBND thanh pho da ban hanh van ban chi dao cac co quan, don vi la dbi tuong
diéu tra thuc hién niém yét ndi dung thong bao vé viéc khao sat, danh gia mirc do
hai long nam 2018 tai try s¢ co quan; ddng thoi thong bao rong rai trén cac phuong
tién thong tin dai chung dé cac to chirc, ca nhan nam thong tin va tich cuc hd tro
cong tac diéu tra.

Viéc diéu tra, khao sat dwoc tién hanh tir ngay 20/8/2018 dén ngay
20/10/2018 véi tong sb phiéu diéu tra 1a 3.270 phiéu, trong d6 1.620 phiéu danh
cho UBND cép x4, 1.350 phiéu danh cho tram y té cip xd va 300 phiéu danh cho
06 trudong hoc thudc tham quyén quan 1y cua thanh phd.

Tir ngay 21/10/2018 dén ngay 20/11/2018, sau khi nhan duoc phiéu diéu
tra tir don vi nha thau, Phong Noi vu thanh phé da thuc hién phuc tra ngau nhién
v6i ty 16 t6i thiéu 10% trén tong sb phiéu diéu tra d6i véi tirng co quan, don vi,
tién hanh nhép dit liéu diéu tra, chuyén dir liéu dén So Noi vu dé két xuat dir lidu.

3. Poi twong dwoc danh gia, ddi twong lay y kién va tiéu chi khao sat
3.1. Béi twong dugc danh gia

Cin cir K& hoach s6 4229/KH-UBND ngay 25/6/2018 ctia UBND thanh phé
Nha Trang, d6i tugng dugc danh gid mirc do hai long trong nam 2018 bao gom:

- 27 UBND x4, phuong trén dia ban thanh phé.
- 27 tram y té x&, phuong trén dia ban thanh ph.

- 06 don vi su nghiép gido duc va dao tao thudc thim quyén quan Iy coa
UBND thanh ph (Trudng mam non 8/3, Truong mam non Hudng Duong, Truong
tiéu hoc Vinh Thanh, Trudng tiéu hoc Tan Lép 2, Truong THCS V3 Van Ky va
Truong THCS Mai Xuan Thudng).

Tuy nhién, trong pham vi Béo c4o nay chi tong hop Chi sé hai long cua to
chtre, ca nhan ddi voi su phuc vu cia UBND cép x3 va cac tram y té x, phudng;
Chi sb hai long cua td chirc, ca nhan ddi véi su phuc vu cua cac don vi su nghiép
gido duc va dao tao dugc téng hop trong bao céo riéng.

3.2. Pbi twong dugc 1y ¥ kién

Déi tuong dugc 14y ¥ kién phuc vu khao sat, danh gia mic d6 hai 1ong 1a cac
to chtrc, ca nhan c6 giao dich thu tuc, cong viée, st dung dich vu cia co quan hanh
chinh, don vi sy nghiép cong 1ap trong ky danh gia.

- Béi voi UBND cép xd: Phong Noi vu thanh phé da c6 van ban dé nghi cac
don vi duoc khao sat cung cip danh sach khach hang giao dich tai co quan, don vi
trong nam 2018, dong thoi xay dung phwong 4n phan bdé miu dleu tra dya trén sb
luong khach hang va linh vuc giao dich; trén co s¢ d6 don vi tu vén thuc hién chon
mAu ngdu nhién tir danh sach khach hang dugc cac co quan, don vi cung cp.
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Ngoai ra, d6i voi mot sé don vi ma danh sach khach hang du phong da duoc sir
dung hét nhung van chua du sd phiéu, diéu tra vién dd mé rong diéu tra, khao sat
dbi véi cac t6 chirc, c4 nhan nam ngoai danh sich do UBND cép xd cung cép
nhung dam bao cé thuc hi¢n giao dich thu tuc hanh chinh tai UBND cac xa,
phuong trong nam 2018.

- B6i voi cac tram y té x4, phuong: diéu tra vién thuc hién diéu tra tai chd
do1 vé1 khach hang va nguoi nha bénh nhan ngay tai tram y t€ vao cac ngay trong
tuan va cac dot kham, chira bénh tap trung.

Trén co s& mau dugc phan bo, cac di€u tra vién da tién hanh diéu tra thuc te, va
da thu thap du s6 luong phiéu di€u tra doi voi cac co quan, don vi, dat yéu cau deé ra.

3.3. Tiéu chi, ban cau héi khao sat, danh gia
a) D6i voi UBND cép x4, ban cau hoi khao sat, danh gia gdm 06 tiéu chi:
- Tiép cdn dich vu (cdu 1, 1a, 2, 2a, 3, 4)

Tiéu chi nay do ludng mirc d6 da dang, phong phii vé kénh thong tin, hinh
thirc ma UBND c4p x4 thong tin vé tha tuc hanh chinh dén t6 chire, ca nhén; mure
do khach hang nhan blet va khai thac cac kénh thong tin duoc cung cip; chat luong
thong tin dwgc cung cap; su tich cuc ‘va chu dong cua co quan trong viéc nim bat
thong tin va giai dap nhitng vudng méic cua t chirc, ci nhan.

- Dieu kién tiép don va phuc vu (cdu 5, 5a, 6, 6a)
Tiéu chi nay danh giad mirc d§ hai long cua khéach hang vé co s& vat chat,
noi lam viéc cia co quan; mac do dap tng vé phuong tién phuc vu cho khéach

hang khi tién hanh giao dich; sy thuan tién va hién dai trong tiép don va phuc vu
khach hang.

- Thu tuc hanh chinh (cdu 7, 8, 8a, 9, 9a, 10, 10a, 11, 11a, 12, 12a, 13)

Tiéu chi nay danh gia mirc do hai 1ong ctia khach hang vé viéc cong khai thu
tuc hanh chinh cua co quan; mic d6 dé dang trong viéc thuc hién cac biéu mau ho
s0, thu tuc hanh chinh; sy thong nhit giita quy dinh thi tuc dugc niém yét véi
hudng dan, yéu cau ciia can bo, cong chirc; mie d6 don gian, hop 1y ciia quy trinh
thuc hién thu tyc hanh chinh; thoi gian va s6 1an di lai dé hoan chinh bd ho so va
dugc co quan tiép nhan chinh thirc.

- Su phuc vu cua can bo, cong chiec (cau 14, 14a, 15, 15b, 16, 16a, 16b, 16c,
16d, 17, 17a, 18, 18a)

Tiéu chi nay danh gia muc d6 hai long cua khach hang dya trén cac yéu to
mirc d¢ tuan thu gio gidc lam viéc cua can bo, cong chirc; sy cong bang trong tiép
nhan hd so cta t6 chirc, c4 nhan; thai do giao tlep va thai do d6i véi cong viéc;
ning lyc chuyén mén cia can bd, cong chirc; su liém khiét ctia can b, cong chirc.

- Két qua, tién do gidi quyét cong viéc (cau 19, 19a, 20, 20a, 21, 22, 22a, 22b)
Tiéu chi nay danh gia mirc d6 hai long cua khach hang trén cac yéu td: viée
hudong dan khach hang vé céach thuc tra ctru thong tin, tim hiéu vé tién do giai
quyét ho so cua khach hang; viéc yéu cau bo sung hd so; s6 1an di lai dé nhan
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duoc két’ qua giai quyét; sy minh bach, dung quy dinh trong viéc cam két thoi han
giai quyeét.
- Tiép nhdn va xir Iy thong tin phan héi (cau 23, 23a, 24, 24a, 24b, 25, 26)

Tiéu chi nay danh gia mirc d6 hai long cta khach hang vé viée cung cap cac
thong tin can thiét theo quy dinh dé khach hang c6 thé gui phan anh, kién nghi néu
c; muc do thuén tién khi khach hang thyc hién phan anh, kién nghi; két qua giai
quyét cac phan anh, kién nghi.

Téng hop, ban cau hoi danh cho UBND cép xd gom 30 cdu hoi chinh va 26
cau hoi phy, trong d6 hai cau dau tién (khéng danh sb thu tu) giup xac thuc khach
hang c6 giao dich, s6 lan giao dich, ndi dung cong viéc ma khach hang da thuc
hién. Tt cAu 1 dén cau 26 do ludng cam nhan cia khach hang trén 06 tiéu chi khao
sat, danh gia. Cau sd 27 do ludng cam nhan chung nhét cua khach hang vé sy phuc
vu cua co quan. Cau s6 27a va 27b 1a cac cau hoi duge thiét ké ma, giup khach
hang phan anh chi tiét hon vé nhitng diéu ho khong hai long, nhimng khé khan khi
giao dich tai UBND cap x4, dong thoi dua ra nhitng gop ¥ dé nang cao chit luong
phuc vu trong thoi gian td1. Cau 28 cho biét cac thong tin nhan khau hoc, phuc vu
viéc phan tich phuong sai khi can thiét.

b) Dbi véi cac tram y té cAp x4, ban cdu hoi khao sat, danh gia gém 05
ti€u chi:
- Tié'p can dich vu (cau 1, 2, 3, 3a, 4, 5, 5a, 6, 6a)

Tiéu chi nay do ludng mic d6 da dang, phong phti vé hinh thic, phuong tién
ma tram y té thong tin vé cac dich vu cham séc sitc khoe dén khach hang; chit
luong thong tin dugc cung cap; su ddy du, chu dao trong viéc hudng dan cach thirc
su dung dich vu, gia, phi dich vuy; viéc bd tri lich truc cta can bd, nhan vién tai
tram y té: thu tuc hd so kham bénh, nhéan thudce.

- Diéu kién tiéep don va phuc vu (cau 7, 7a, 7b, 8, 9)

Ti€u chi nay danh gia mac do hai long ctuia khach hang vé viéc chuyén vién,
chuyén cap curu; diéu kién, tién nghi phuc vu tai cac khu vuc chtrc ndng va khu vuc
cung cap dich vu.

- Su phuc vu cua cdan bo, nhan vién y 1é (cau 10, 11, 11a, 12, 12a, 13, 14, 15,
15a, 16)

Tiéu chi ndy danh gia mic do hai long cta khach hang vé sy cong bang
trong viéc ddi xir ctia can bo, nhan vién y t& ddi voi khach hang; thoi gian khach
hang phai chd doi dé dugc kham, chira bénh, cap thudc; murc d tuan thu gio giic
lam viéc; thai do giao tiép, ing xtr ciia can bd, nhan vién y te tinh chuyén nghiép
trong xir 1y cong viée; sy 1iém khiét cua can bo, nhan vién v té.

- Két qua dich vu (cau 17, 17a, 18, 19, 19a)

Ti€u chi nay danh gia mirc d6 hai long cua khach hang vé cach thirc tham,
kham bénh; sy an tdm cua khach hang vé két qua tham, kham bénh; sy tan tam, chu
d4o trong viée tu van vé stic khoe cho khach hang; viée cap phat thudc tai tram y té.



- Tiép nhdn va xir Iy théng tin phdn hoi (cau 20, 21, 22)

Tiéu chi nay danh gia mirc d6 hai long cua khach hang vé sy tich cuc va
chu dong cua tram y té trong viéc tiép thu va giai dap nhimg vuong méic cia
khach hang, su ciu thi ctia can bo, nhan vién y té trong giao tiép voi khach hang,
viéc cung cap cac thong tin can thiét theo quy dinh dé khach hang c6 thé giri phan
anh, kién nghi.

Téng hop, ban cau hoi danh cho tram y té cdp xa gdm 25 ciu héi chinh va
12 cau hoi phu, trong d6 cau dau tién (khong danh sé thtr ty) giup xac thyc loai
dich vu ma khach hang da str dung. Tur cau 1 dén cau 22 do luong cam nhén cua
khach hang trén 05 tiéu chi khao sat, danh gia. Cau s6 23 do luong cam nhan
chung nhét cua khach hang vé su phuc vu cua tram y té, gitp cho viéc kiém dinh
toan dién mirc do twong mg trong danh gia tong hop tir cc tiéu chi thanh phan
v0i cam nhan sau cung cua khach hang. Céu 23a va 23b 1a cac cau hoi dugc thiét
ké mo, gitip khach hang phan anh nhimg diéu khong hai long tai tram y té; dong
thoi dua ra nhitng gop v dé nang cao chat lugng phuc vu cua tram y té trong thoi
gian t6i. Cau 24 cho biét cac thong tin nhan khau hoc, phuc vu viéc phén tich
phuong sai khi can thiét.

4. Thang do va Chi s0 hai long (SIPS)

Thuc hién theo Quy ché dugc UBND tinh ban hanh, cac tiéu chi, tiéu chi
thanh phan duoc danh gia bang thang do Likert 5 mic d9, tir 1 dén 5, trong do
mirc 1 trong Gmg v6i mirc danh gia thap nhat, mic 5 twong Gmg véi mirc danh gia
cao nhit.

Mirc d6 danh gia dat dugc trén mdi tidu chi, tiéu chi thanh phan va két qua
chung theo cac khoang twong tng nhu sau:

Miic Kém Yéu Trung binh Kha T6t

Diém sb 1-1,8 1,81-2,6 | 2,61-34 | 341-42 421-5

Trén co s& muc do danh gia dat duoc, viéc xac dinh chi s6 hai long thuc
hién theo cong thirc sau:

SIPS = ; x 100%

Trong do:

SIPS: Chi sb hai long

p: Mirc danh gia thuc té dat dugc (trung binh)
P: Mtic danh gia cao nhat

Mirc Kém Yéu Trung binh Kha T6t

Chi s6 %

, Dué6i36% | 36,1 -52% | 52,1 -68% | 68,1 -84% | Trén 84%
tuong ung




II. CHI SO HAI LONG POI VOI UBND CAP XA

1. Quy md va diic diém miu diéu tra xa hdi hoc

1.1. Mb ta quy mé va dic diém mau

1.1.1. Quy m6 mau

Theo K& hoach s6 4229/KH-UBND ngay 25/6/2018 cia UBND thanh phd
Nha Trang, quy mé mau diéu tra d6i véi tung UBND x&, phuong 1a 60 mau, tong
s6 phiéu thu duoc 13 1.620 phiéu (bao g0m 34 phiéu duoc khao sat truc tuyen)

Tuy nhién trong bao céo chi phan tich ddi voi 1.586 phiéu khao sat truc tiép, cu thé
nhu sau:

Frequency Percent Cumulative
Percent

Valid | UBND phuong Loc Tho 56 3,5 3,5

UBND phuong Ngoc Hiép 58 3,7 7,2
UBND phuong Phude Hai 55 3,5 10,7
UBND phudong Phudc Hoa 57 3,6 14,2
UBND phuong Phudc Long 60 3,8 18,0
UBND phuong Phudce Tan 60 3,8 21,8
UBND phuong Phudc Tién 60 3,8 25,6
UBND phuong Phuong Sai 60 3,8 29,4
UBND phuong Phuong Son 60 3,8 33,2
UBND phuong Tan Lap 60 3,8 36,9
UBND phuong Van Thanh 55 3,5 40,4
UBND phuong Van Thang 60 3,8 442
UBND phuong Vinh Hai 60 3.8 48,0
UBND phuong Vinh Hoa 60 3,8 51,8
UBND phuong Vinh Nguyén 60 3,8 55,5
UBND phuong Vinh Phudce 60 3.8 59,3
UBND phuong Vinh Tho 60 3,8 63,1
UBND phuong Vinh Truong 60 3,8 66,9
UBND phuong Xuong Huan 60 3,8 70,7
UBND xi Phuéc Dong 60 3,8 74,5
UBND xa Vinh Hiép 60 3,8 78,2
UBND xa Vinh Luong 60 3,8 82,0
UBND xa Vinh Ngoc 60 3,8 85,8
UBND xa Vinh Phuong 60 3,8 89,6
UBND xa Vinh Thai 45 2,8 92,4
UBND xa Vinh Thanh 60 3,8 96,2
UBND xa Vinh Trung 60 3,8 100,0

Total 1586 100,0
1.1.2. Dic diém miu
Giéi tinh
Frequency Percent Valid Cumulative

Percent Percent

Valid Nam 879 55,42 55,4 55,4
Nir 707 44,58 44,6 100,0




Total 1586 100,00 100,0
Tubi
Frequency Percent Valid Cumulative
Percent Percent
Valid 18-29 369 23,27 23,3 23,3
30-39 513 32,35 32,4 55,6
40-49 286 18,03 18,0 73,7
50-60 239 15,07 15,1 88,8
>60 178 11,22 11,2 100,0
Total 1585 99,94 100,0
Missing | System 1 0,06
Total 1586 100,00
Trinh d9 hoc vin
Frequency Percent Valid Cumulative
Percent Percent
Valid | Tiéu hoc 127 8,01 8,0 8,0
Cap I 334 21,06 21,1 29,1
Cap 111 464 29,26 29,3 58,3
Trung cap 122 7,69 7,7 66,0
Cb, bH 490 30,90 30,9 96,9
Trén dai hoc 24 1,51 1,5 98,4
Khac 25 1,58 1,6 100,0
Total 1586 100,00 100,0
Nghé nghiép
Frequency Percent Valid Cumulative
Percent Percent
Valid Noi trg, lao dong tu do 565 35,62 35,6 35,6
Hoc sinh, sinh vién 8 0,50 5 36,2
Cong nhan 195 12,30 12,3 48,5
Nong dan 57 3,59 3,6 52,1
CBCC 232 14,63 14,6 66,7
Kinh doanh 263 16,58 16,6 83,3
Nghi huu 91 5,74 5,7 89,0
Khac 174 10,97 11,0 100,0
Total 1585 99,94 100,0
Missing | System 1 0,06
Total 1586 100,00
- Két qua kiém dinh d¢ tin cay thong ké
Case Processing Summary
N %
Valid 1578 99,5
Cases | Excluded® 8 0,5
Total 1586 100,0

a. Listwise deletion based on all variables in the procedure.




Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized Items N of Items
0,860 0,875 32

~ Toan bg cac bién doc 1ap (06 tiéu chi) va bién phu thudc (Chi s6 hai long)
déu duoc kiém Cﬁnh do tin cay voi két qua bao dam do tin cay theg yéu cau thong
ké kha cao: h¢ s6 Cronbach anpha la 0,86 (tir 0,5 - 0,95 1a dat yéu cau).

- Phuong sai

Két qua phén tich phuong sai cho thiy: Khong cé su khac biét vé muc do
hai long trung binh gitra nam - ni; tuy nhién c6 sy khac biét vé murc do hai long
trung binh gitta cac nhém tudi nhung khong dang ké; ¢ su khac biét vé muc do
hai long trung binh giita nhom c6 trinh dd hoc van thdp va cac nhom con lai (nhém
trinh d6 hoc van thap c6 chi sb hai long cao hon); nhom cdng nhan, can bd, cong
chirc, ngudi lam kinh doanh ¢6 mirc do hai long trung binh thap hon cac nhom
nghé nghiép con lai. So sanh gitta cac nhom linh vyc tha tuc hanh chinh, ngudi dan
khi giai quyét thu tuc hanh chinh trong linh vuc ho tich, nguodi c6 cong c6 mirc do
hai long trung binh thap hon khi giai quyét cac thi tuc hanh chinh trong cac linh
vuc khac.

2. Chi s6 hai long chung

Phan tich két qua diéu tra cho chi s hai 1ong cta timg don vi va chi sb hai
long chung cia UBND cap xa nhu sau:

STT | Bonvi TC Dgemﬂt(l:mglt’l\e;u d;(lQ TT })Tlliet qsulz;’s
| | UBND x3 Vinh Théi 4,80 | 452|437 | 4,82 | 424 | 490 | 4,61 | 92,15%
2 | UBND xd Vinh Thanh 4,07 3,96 | 421 | 4,55 | 4,10 | 4,46 | 4,22 | 84,48%
3 | UBND xa Vinh Hiép 3,86 | 3,87 | 4,05 | 4,57 | 4,03 | 439 | 4,13 | 82,58%
4 | UBND xi Vinh Luong 3,64 4,19 | 4,13 | 433 | 4,14 | 3,87 | 4,05 | 81,02%

5 | UBND phuong Phuéc Tan 3,90 (3,91 | 4,07 | 4,23 | 3,98 | 4,11 | 4,03 | 80,66%

6 | UBND phuong Vinh Tho 3,98 (4,02 4,02 |3,82|4,05|4,08| 3,9 |79,88%

7 | UBND phuong Loc Tho 3,79 13,95|3,90 | 4,14 | 3,96 | 4,17 | 3,98 | 79,68%

& | UBND phuong Vinh Phuée | 3,98 | 4,16 | 3,86 | 3,84 | 4,01 | 4,03 | 3,98 | 79,59%

9 | UBND phuong Van Thing | 3,56 | 4,11 | 3,73 3,90 | 4,05 | 4,41 | 3,96 | 79,18%

10 | UBND xa Vinh Ngoc 3,75 (4,29 | 3,68 | 3,92 | 4,04 | 4,05 | 3,95 | 79,08%

11 | UBND phuong Phudc Hai 3,77 13,92 | 4,03 | 4,11 | 3,90 | 3,98 | 3,95 | 79,05%

12 | UBND phuong Vinh Nguyén | 3,94 | 3,81 | 3,98 | 4,14 | 3,88 | 3,96 | 3,95 | 78,99%




) Piém tirng tiéu chi Két qua
STT | bon vi TC |PK |HC | PV [ KQ | TT |PTB| sIPS
13 | UBND phuong Vinh Truong | 3,47 | 3,75 | 3,89 | 4,20 | 3,96 | 4,18 | 3,91 | 78,19%
14 | UBND xa Vinh Phuong 3,44 13,89 (3,92 4,06 |3,94|4,09| 3,89 | 77,80%
15 | UBND phuong Phuong Son | 3,09 | 3,48 | 3,60 | 4,47 | 4,01 | 4,61 | 3,88 | 77,52%
16 | UBND phuong Xuong Huan | 3,44 | 3,69 | 3,86 | 4,32 | 3,80 | 4,04 | 3,86 | 77,16%
17 | UBND phuong Van Thanh | 3,04 | 3,40 | 3,86 | 4,31 | 4,03 | 4,42 | 3,84 | 76,89%
18 | UBND phuong Phudc Tién | 3,04 | 3,40 | 3,56 | 4,43 | 4,06 | 4,56 | 3,84 | 76,83%
19 | UBND xa Vinh Trung 3,35 13,90 | 3,53 4,26 | 3,98 | 3,99 | 3,84 | 76,73%
20 | UBND phuong Phuong Sai | 3,80 | 3,54 | 3,86 | 3,96 | 3,94 | 3,88 | 3,83 | 76,60%
21 | UBND phuong Phuéc Hoa | 3,01 | 3,55 | 3,54 | 4,51 | 4,00 | 4,34 | 3,83 | 76,51%
22 | UBND phuong Ngoc Hiép 3,33 13,87 |3,68(3,98(3,94|4,14| 3,82 | 76,48%
23 | UBND phuong Vinh Hai 4,01 | 3,10 | 4,05 3,91 | 3,93 |3,72| 3,78 | 75,67%
24 | UBND phuong Vinh Hoa 3,73 13,49 (3,90 3,97 | 3,62 | 3,57 | 3,71 | 74,24%
25 | UBND xi Phuéc Dong 3,29 [ 3,76 | 3,65 | 4,19 (3,91 | 3,38 | 3,70 | 73,94%
26 | UBND phuong Tan Lap 3,57 | 3,41 | 3,84 (3,96 | 3,58 | 3,71 | 3,68 | 73,58%
27 | UBND phuong Phudc Long | 3,35 | 3,43 | 3,61 | 3,80 | 3,58 | 3,16 | 3,49 | 69,72%
Trung binh chung 3,62 | 3,78 | 3,86 | 4,17 | 3,95 | 4,07 | 3,91 | 78,18%
Ghi chu:
TC Tiép can dich vu
DK | biéu kién ti€p don va phuc vu
HC | Tha tuc hanh chinh
PV | Sy phuc vy cia CBCC
KQ | K&t qua, tién d) gidi quyet cong vigc
TT | Tiép nhan va xtr ly thong tin phan hoi
DTB | biém trung binh dat dugc
SIPS | Chi s6 hai long

Két qua khao sat cho thdy UBND xa Vinh Thai dugc khach hang danh gia

cao nhat véi chi sé hai long dat 92,15%, tiép theo 1a UBND xa Vinh Thanh voi
84,48%, thap nhat la UBND phuong Phude Long (69,72%). So v6i nam 2017,
(khong ¢6 don vi cap xd@ nao c6 chi so6 hai long dat mirc t6t) thi nam 2018 da c6 02
don vi cap x4 dat mirc tot (Vinh Thai, Vinh Thanh), 26 don vi con lai ¢6 chi s6 hai
1ong dat mirc khé, khong c6 don vi nao dat mirc trung binh. Chi sé hai long chung




cua UBND cép xa la 78,18% (muc kha), ting 4,97% so voi ndm 2017 va dat muc
ti€u dé ra cua thanh pho trong nam 2018 (78%)).
Biéu d@6 Chi 6 hai long chung ciia UBND cdp xd nam 2018

UBND xa Vinh Thai 92.15%
UBND x& Vinh Thanh 84.48%
UBND x& Vinh Hiép 82.58%
UBND x& Vinh Luong 81.02%
UBND phuong Phuéc Tan 80.66%
UBND phwéng Vinh Tho = 79.88%
UBND phwéng Léc Tho 79.68%

UBND phuéng Vinh Phudc msssssssssssss—— 79.59%
UBND phuwéng Van Théng e /T, 18%
UBND x4 Vinh Ngoc e essssssssssssssssssssssssssssss /9 .08%
UBND phuéng Phudc Hai eeessseessssssssss— 79.05%
UBND phuwong Vinh Nguyén essssssssss— /8.99%
UBND phwong Vinh Trrong eessssssssssssssss—— 7 8.19%
UBND x& Vinh Phuong meessssssssssssss—— 7 7.80%
UBND phuéng Phuong Son  eessssssss—— /7.52%
UBND phwong Xwong Hudn ssssss— 77.16%
UBND phwong Van Thanh eesssssssassss————————sss0 6.89%
UBND phuong Phudc Tién  mes— 76.83%
UBND x& Vinh Trung e sssssss— 7 6.73%
UBND phuwong Phuong Sai =ee——————————— 76.60%
UBND phwéng Phuéc Hoa 76.51%
UBND phwéng Ngoc Hiép 76.48%
UBND phwong Vinh Hai  eeesssssse——— 75.67%
UBND phuwéng Vinh Hoa reeessssssssssssssss—————— 74.24%
UBND x3 Phuéc Dong  ee— 73.94%
UBND phwong Tan Lép eeeee—— /3.58%
UBND phwéng Phuwdc Long e 69.72%

50% 55% 60% 65% 70%  75%  80%  85%  90%  95% 100%

Phan tich chi s6 hai 10ng chung trén 6 tiéu chi cho thiy tiéu chi tiép can dich
vu dat thap nhat vdoi 72,4%; cao nhat 1a ti€u chi Sy phuc vu ctua can bd, cong chic
dat 83,34%. 06 tiéu khao sat déu c6 chi sO hai long tang so véi ndm 2017, tang
nhi€u nhat 1a ti€u chi tiép can dich vu va tiép nhan, xu 1y thong tin phan hoéi (tang
hon 10%).

Biéu do minh hoa chi sé chung trén 6 tiéu chi
85.00%
80.00%

TC, 72.40%
T, 81.43% 75009 2-40%

DK, 75.69%

HC, 77.22%

PV, 83.34%
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3. Chi s6 hai 1ong trén tirng tiéu chi
3.1. Tiép can dich vu

- Biéu di€ém so, chi s0 cua ting don vi

STT Pon vi Pi¢ém TB Chi s6
1 | UBND xa Vinh Thai 4,80 95,91%
2 | UBND xa Vinh Thanh 4,07 81,33%
3 | UBND phuong Vinh Hai 4,01 80,13%
4 | UBND phuong Vinh Tho 3,98 79,53%
5 | UBND phuong Vinh Phudc 3,98 79,53%
6 | UBND phuong Vinh Nguyén 3,94 78,73%
7 | UBND phuong Phudc Tan 3,90 77,93%
8 | UBND xa Vinh Hiép 3,86 77,20%
9 | UBND phuong Phuong Sai 3,80 76,00%
10 | UBND phuong Loc Tho 3,79 75,79%
11 | UBND phuong Phudc Hai 3,77 75,49%
12 | UBND xa Vinh Ngoc 3,75 75,00%
13 | UBND phuong Vinh Hoa 3,73 74,53%
14 | UBND xa Vinh Luong 3,64 72,87%
15 | UBND phuong Tan Lap 3,57 71,40%
16 | UBND phuong Van Thing 3,56 71,13%
17 | UBND phuong Vinh Truong 3,47 69,47%
18 | UBND phuong Xuwong Huan 3,44 68,80%
19 | UBND xa Vinh Phuong 3,44 68,73%

20 | UBND phuong Phudc Long 3,35 67,07%
21 | UBND xa Vinh Trung 3,35 67,00%
22 | UBND phuong Ngoc Hiép 3,33 66,55%
23 | UBND x4 Phuéc Dong 3,29 65,80%
24 | UBND phuong Phuong Son 3,09 61,87%
25 | UBND phuong Van Thanh 3,04 60,80%
26 | UBND phuong Phuéc Tién 3,04 60,73%
27 | UBND phuong Phudc Hoa 3,01 60,14%

Trung binh chung 3,62 72,40%




Biéu do chi so tung don vi tir cao xuong thap

Chi s6 Tiép cin dich vu

UBND xd Vinh Thal s 05 0104
UBND xa Vinh Thanh —————————— 3] 330
UBND phuong Vinh Hai Sesssssssssssssssss—  50.13%
UBND phwong Vinh Tho SEaaasasssSsSSSSSSSSS 79.53%
—_ == - ]

UBND phuong Vinh Phudc 79.53%
UBND phudng Vinh Nguyén 78.73%
UBND phuong Phude Tan 77.93%

UBND x& Vinh Hiép
UBND phuong Phirong S Qi s —
UBND phuong Loc Tho
UBND phuong Phudc Hai eesssssssss—— 75.49%
UBND phuong Vinh Hoa Se——— 745
UBND x3 Vinh Lrong S 72 87%
UBND phuong Tan Lip s 71.40%
UBND phuong Van Thing = 71.13%

UBND phudng Vinh Trudng 69.47%

UBND phuong Xuong Huan 68.80%

UBND x4d Vinh Phuong 68.73%
UBND phuong Phudoc Long Seesssse————— 67.07%
UBND x3a Vinh Trung 67.00%

UBND phuong Ngoc Higp ee—————— 66.55%
UBND xi Phudc Dong =esss—m 65.80%
UBND phuong Phuong Son =eee—————— 51.87%
UBND phuong Van Thanh Seeessss————— 60.80%
UBND phudng Phuéc Tién —ee— 60.73%
UBND phuong Phudc Hoa 60.14%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

UBND x3 Vinh Thai dugc khach hang danh gia cao nhat vé tiép can dich
vu, v6i chi sb rat cao 1a 95,91% (muc tot); ké tiép 14 UBND xa Vinh Thanh
(81,33%). Pon vi dugc danh gia thap nhit 1a UBND phuong Phuéc Hoa véi
60,14%. So v&i nam 2017, nim 2018 khong c6 don vi nao c¢é chi sé hai 1ong vé
tiép can dich vu & murc yéu. 18 don vi ¢6 chi sb hai long vé tiép can dich vu dat
muc kha. S6 don vi ¢6 chi s6 hai long vé tiép can dich vu & mirc trung binh la 08,
gidm manh so voi nam 2017. Chi s6 hai long chung vé tiép can dich vu chi dat
72,4%, tuy tang 10,44% so v6i nam 2017 nhung van chua dat muc tiéu dé ra
trong ndm 2018 (78%). Trong s6 27 don vi cap x4 thi chi c6 06 don vi ¢ chi sd
hai long vé tiép can dich vu dat muc tiéu trong nam 2018.

Theo yéu cau Ve viéc cung cip thong tin lién quan dén vige giai quyét tha
tuc hanh chinh cua t6 chuc, cong dan, UBND cép xi phai niém yét, cong khai cac
thong tin bao gdm: bo thi tuc hanh chinh va cac biéu miu, phi, 1é phi; hudng dan
cach thirc thyc hién thu tuc hanh chinh; hudng din ndp hd so truc tuyen qua mang
Internet; hudng din dich vu chuyén phat nhanh két qua giai quyét hd so; thong tin
dudng day nong va cach giri phan anh, kién nghi; ndi dung tra 10i y kién, giai dap
vuéng mic cua khach hang; quy ché tiép cong dan, ndi quy noi lam viéc...tai tru
s& don vi.
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Tuy nhién, qua téng hop ¥

A . \ Ko o reen Hoan toan
kién cua khach hang doi voi viéc khéng ¢6
cung cap thong tin cia UBND Rét d4 hwéng dén; .
cAp xa, chi c6 35,56% khach hang g S 9619-?' __ xgﬁﬁﬁ
danh gia thong tin dugc cung cap h|eu 22.32%
rat day da, dé hiéu. Co6 dén 35,56%

22,32% khach hang danh gia viéc \

cung cap thong tin chua déy duva | Tuong dbi '
1,96% khach hang cho biét hoan | daydu, dé ;

toan khong c6 hudng dan vé cac hieu; 23,83%
thong tin lién quan dén thu tuc 16,33%

hanh chinh.

Danh gia vé chét lugng thong tin dugc cung cip tai UBND cép x4, co dén
24,5% khach hang danh gia thong tin so sai, kho hiéu va 2,9% danh gia rat so sai,
kho hicu.

Y kién ciia khdch hang vé cdc théng tin dwoc cung cdp tai UBND cdp xd

B& thi tuc hanh chinhva | ' ; |

cac biéu mau, phi, I& phi | | 1578
Ciettieive h B Bt it N 1515
Py - - |

Quy_che tlep cong F{a"’ — : bt

ndi quy noi lam viéc

Théng bao tra 161 y kién, giai dap _ 1009

vudng mac cta khach hang

O A O e O —— o7

y kién, phan anh

Hwéng d{fm dich vu chuyénlphét nhanh _ 195

két qua giai quyét ho so

Hwéng dan ndép hod so truc tuyén _ ka4

qua Internet

Khac: ........ | 18

0 200 400 600 800 1000 1200 1400 1600 1800

Nhim da dang hoa cac hinh thirc cung cdp théng tin v6i muc dich tuyén
truyén sau rong cac ndi dung cai cach hanh chinh cua dia phuong dén khach hang,
nhiéu co quan, don vi dé chu dong, da dang hoa cac hinh thirc cung cap thong tin, cu
thé: cong khai trén bang niém yét tai try sO; tuyén truyén, phd b1en thong qua cac
hoi nghi, cudc hop, ddi thoai; cung cip tai lidu dat tai ban viét hd so cho khach
hang tham khao; cong chirc gidi thiéu, huéng dan; tuyén truyén théng qua cac
bang ron, pand; cong khai thong tin trén man hinh cam ung; phat to roi huéng
dan...Do d6, khach hang nhén biét va danh gia tot hon vé cac hinh thirc cung cap
thong tin tai UBND cép x4, 84,24% khach hang cho biét UBND cap xi cung cap
thong tin qua 04 hinh thirc; 10,72% khach hang cho biét thong tin duoc cung cap
qua 05 hinh thirc va 5,04% khach hang cho biét thong tin dugc cung cap qua 06
hinh thtre. Nhin chung, UBND cap xi da thue hién kha t6t viéc cung cap thong tin
cho khach hang, tuy nhién hinh thirc cung cap thong tin chua thuc sy da dang, chu
yéu tap trung vao cac hinh thic truyén thong (cong chirc gidi thiéu, hudng dan,
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bang niém yét, cung cép tai li€u tai ban viét hd s0, ho1 nghi, hdi thdo...), chua
thuong xuyén s dung mang truyén thong, mang Internet.

H6i nghi, cuéc hop, déi thoai s 237
Man hinh théng bao tai co quan — 176
Bang rén, pané tuyén truyén s 167
To roi hwéng din s (163
Qua email, cac trng dung di déng - 1
Qua website (trang tin dién tr) - 57
Hinh thire khac: :19
0 200 400 600 800 1000 1200 1400
Khi gip vudng méc vé thu tuc hanh
chinh hozc chua rd vé ndi dung quy dinh, chi Hau nhu RAt it khi
c6 1,2% khach hang cho biét hau nhu khong smona hodo i
dugc giai dap hodc rat it khi giai dap, giai | Ratkip gidi dép; S‘;i; dTam.
dép so sai. 98,8% khach hang cho biét can :2?;,\1’; s 082% (3 dre.
bg, cong chuc co trao d6i, quan tm, tim |dayau

hiéu, cung cap thém thong tin khi khach
hang dén giai quyét cong viéc. Piéu nay cho
théy cac don vi da c6 su chu dong, tich cuc
hon so v4i ndm 2017 trong viéc tim hiéu nhu
cau thong tin cua khach hang dé cung cap,

Y kién khdch hang vé cdc hinh thirc cung cdp théng tin tai UBND cdp xa

Céng chirc gidi thiéu, huéng dén
Bang niém yét tai tru s&
Cung cép tai liéu tai ban viéthd so

— 1304

{ | |
— 1021
! | |
I 349

giai dap kip thoi.

18,41%

Kha tét;
66,52%

Ngoai ra, khi tiép nhan hd so dau vao cia khach hang, can bo, cong chirc
cap xa da chu dong quan tdm, tim hiéu, trao d6i va cung cdp thém nhiing thong tin
lién quan cho khach hang, gitp viéc tiép nhan ho so thuan tién va don gian hon. C6
96,85% khach hang danh gia twong ddi t6t ndi dung nay.

3.2. biéu kién tiép d6n va phuc vu

- Biéu di€ém s0, chi s0 cua tung don vi

STT Pon vi DPiém TB Chi sb
1 | UBND xa Vinh Thai 4,52 90,44%
2 | UBND xa Vinh Ngoc 4,29 85,83%
3 | UBND xa Vinh Luong 4,19 83,83%
4 | UBND phuong Vinh Phudc 4,16 83,17%
5 | UBND phuodng Van Thing 4,11 82,17%
6 | UBND phuong Vinh Tho 4,02 80,33%
7 | UBND xa Vinh Thanh 3,96 79,17%
8 | UBND phuong Loc Tho 3,95 78,93%
9 | UBND phuong Phudc Hai 3,92 78,36%
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STT Pon vi Piém TB Chi s
10 | UBND phuong Phudc Tan 3,91 78,17%
11 | UBND xa Vinh Trung 3,90 78,00%
12 | UBND xa Vinh Phuong 3,89 77,83%
13 | UBND phuong Ngoc Hi¢p 3,87 77,41%
14 | UBND xa Vinh Hiép 3,87 77,33%
15 | UBND phuong Vinh Nguyén 3,81 76,17%
16 | UBND xi Phuéc Pong 3,76 75,17%
17 | UBND phuong Vinh Truong 3,75 75,00%
18 | UBND phuong Xuong Huan 3,69 73,83%
19 | UBND phuong Phudc Hoa 3,55 71,05%
20 | UBND phuong Phuong Sai 3,54 70,83%
21 | UBND phuong Vinh Hoa 3,49 69,83%
22 | UBND phuong Phuong Son 3,48 69,50%
23 | UBND phuong Phudc Long 3,43 68,50%
24 | UBND phuong Tan Lap 3,41 68,17%
25 | UBND phuong Phudc Tién 3,40 68,00%
26 | UBND phuong Van Thanh 3,40 68,00%
27 | UBND phuong Vinh Hai 3,10 62,00%

Trung binh chung 3,78 75,69 %

Biéu do chi so tung don vi twr cao xuong thap

Chi so DPieu kién don tiep va phuc vu

UBND xd Vinh Thai

UBND x3a Vinh Ngoc
UBND x4 Vinh Luong
UBND phuong Vinh Phudc
UBND phuéng Van Thing
UBND phuong Vinh Tho
UBND xa Vinh Thanh
UBND phuong Loc Tho
UBND phuong Phurde Hai
UBND phudng Phudce Tan
UBND x4 Vinh Trung
UBND xi Vinh Phuong
UBND phuong Ngoc Hiép
UBND xa Vinh Hiép

UBND phuong Vinh Nguyén
UBND xi Phuéc Dong
UBND phuong Vinh Truong
UBND phuong Xuong Huan
UBND phuong Phuoc Hoa
UBND phuong Phuong Sai
UBND phuong Vinh Hoa
UBND phuong Phuong Son
UBND phuong Phudc Long
UBND phuong Tan Lap
UBND phudng Van Thanh
UBND phuéng Phude Tién
UBND phudng Vinh Hai

I 00 44%

83.83%
83.17%
. 32 179
I —— 20,339,
A —— | 7O 17%%
78.93%
78.36%
78.17%
S 78 00%
I 77 8300
I 77419
I 77 . 339%%
I 75 ] 700
I 75 ] 700
I 75 00%
I 73 839
I 7] .05%0

70.83%

69.83%

69.50%
I 55 50%
I 55.17%
I 58.00%

68.00%

62.00%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00%

85.83%

100.00%
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O tiéu chi Piéu kién don tiép va phuc vy, UBND xa Vinh Thai tiép tuc duoc
khach hang danh gia cao nhit véi chi s6 hai long dat 90,44%; ké tiép 1a UBND xa
Vinh Ngoc (85,83%), dy 1a 02 don vi cAp x4 c6 chi s6 dat murc tot. O tiéu chi nay,
UBND phuong Vinh Hai duge danh gia thip nhat, voi chi s6 62,00% (tuy chi s6
tang nhung khong thay doi xép hang so véi ndam 2017). 03 don vi ¢6 chi s6 ¢ muc
trung binh 1a UBND phuong Vinh Hai, UBND phuong Van Thanh, UBND
phuong Phude Tién. 22 don vi con lai co chi s dat mac kha. Chi sé hai long
chung vé diéu kién tiép don va phuc vu dat 75,69%, tang 2,1% so v&i nam 2017
nhung chua muc tiéu dé ra trong nam 2018 (78%). O tiéu chi nay, c6 11/27 don vi
dat myc ti€u trong ndm 2018.

Khi dén giao dich tai Bo phan tiép nhan va tra két qua cua cac don vi, da sd
khach hang hai 10ng vdi co so vat chat hién tai, chi ¢ 1,7% khach hang nhan xét
phong lam viéc con chat hep, chua thuén tién. Vé khoi lugng giao dich tai Bo phan
tiép nhan va tra két qua, da s khach hang nhan xét luong giao dich vira phai
(79,19%), 15,57% nhan xét kha dong, chi c6 0,32% nhan xét qua tai.

Dénh gia vé viéc bo tri trang thiét "y T m—
bi~ tai BO phan tiép nhan va tra két qua, d%?magn S’%l:];hclg ngg:mu
van con 18,54% khach hang danh gid | tign pign gi: 0,57% chia
viéc cung cap trang thiét bi cia UBND dai; thudn
cap xa con thiéu thén, chua thudn tién 18,66% tién;
hodc hau nhu khong cé gi. 17,97%

99,1% khach hang cdm thdy vi tri | Trang
ngoi lam viée v6i cong chire tai Bo phan | thiétbi rat
tiép nhén va tra két qua twong dbi thoai | dayd

Trang
thiét bi

mai hode rét thudn tién, chi co 0.9% | U@ Lt
khach hang nhan xét rat bat tién. 38.59% 24.21%

Y kién khach hang vé cdc trang thiét bi tai
Bé phdn tiép nhdn va tra két qud ciia UBND cdp xd

Ghé ngdi chdr “l 1582

Ban viéthd so — 1528

Ghé ngbi lam viéc vdi cong chirc _ 1514
Bang niém yét, thong bio I 1 )90
Bang tén cong chirc giao dich va&i khdch hang I— 1270
Quat hodc may lanh I_ 1201
Nwée udng cho khach @én giao dich — 826

May tinh tra ctru tha tuc, théng tin hd so _ 504
May scan (quét) hodc may photocopy hd so — 344
Mang khéng day (Wifi) & két ndi Internet 293

0 200 400 600 800 10001200 1400 1600 1800
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3.3. Thu tuc hanh chinh

- Biéu di€m so, chi sO cua tung don vi

STT Pon vi Pi¢m TB Chi sb
1 UBND xa Vinh Thai 4,37 87,41%
2 UBND xa Vinh Thanh 4,21 84,22%
3 UBND xa Vinh Luong 4,13 82,61%
4 UBND phuong Phudc Tan 4,07 81,39%
5 UBND xa Vinh Hi¢p 4,05 81,06%
6 UBND phuong Vinh Hai 4,05 80,94%
7 UBND phuong Phudc Hai 4,03 80,61%
8 UBND phuong Vinh Tho 4,02 80,39%
9 UBND phuong Vinh Nguyén 3,98 79,50%
10 | UBND xa Vinh Phuong 3,92 78,33%
11 UBND phuong Loc Tho 3,90 78,04%
12 UBND phuong Vinh Hoa 3,90 77,94%
13 UBND phuong Vinh Truong 3,89 77,89%
14 UBND phuong Xuwong Huin 3,86 77,17%
15 UBND phuong Van Thanh 3,86 77,15%
16 UBND phuong Phuong Sai 3,86 77,11%
17 UBND phuong Vinh Phudc 3,86 77,11%
18 UBND phuong Tan Lap 3,84 76,78%
19 | UBND phuong Van Thang 3,73 74,61%

20 UBND phuong Ngoc Hi¢p 3,68 73,68%
21 UBND xa Vinh Ngoc 3,68 73,50%
22 | UBND xi Phudc Pong 3,65 73,06%
23 UBND phuong Phudc Long 3,61 72,22%
24 UBND phuong Phuong Son 3,60 72,00%
25 UBND phuong Phuée Tién 3,56 71,22%
26 UBND phuong Phude Hoa 3,54 70,82%
27 UBND xa Vinh Trung 3,53 70,67%

Trung binh chung 3,86 77,22 %

O tiéu chi thu tuc hanh chinh, UBND x& Vinh Thai tiép tuc 1a don vi duoc
danh gia cao nhat véi chi s6 hai long dat 87,41%, ké tiép 1a UBND xa Vinh Thanh
(84,22%), day 1a 02 don vi c6 chi s6 dat muc tét. Pon vi co chi s hai 1ong vé tha
tuc hanh chinh thap nhat 1a UBND x4 Vinh Trung véi 70,67%. O tiéu chi nay khong
c6 don vi nao dat muc trung binh. Chi s0 hai long chung vé tha tuc hanh chinh cia
UBND cap xa la 77,22%, tang 0,51% so voi nam 2017, tuy tang lién tyc tir nam
2016 dén nay nhung van chua dat dugc muc tiéu thanh phé dé ra trong nam 2018.
11/27 don vi ¢6 chi sb hai long vé thi tuc hanh chinh dat muc tiéu trong nam 2018.

17



Biéu do chi so tung don vi tir cao xuong thap

Chi s6 Thi tuc hanh chinh

UBND xi Vinh Thai
UBND xi Vinh Thanh
UBND xa Vinh Luong

UBND phuong Phaurde Tan

UBND xa Vinh Higp

— 57 1]1%
— 542290

UBND phudng Vinh Hai ——— 30.94%
UBND phuong Phude Hai 80.61%
UBND phuong Vinh Tho S §0.39%
UBND phudng Vinh Nguyén sss—————— 79.50%
UBND xa Vinh Phuong 78.33%
UBND phuong Loc Thy e eaSssssms—— 73.04%
UBND phuong Vinh Hoa =e—— 77.04%
UBND phudng Vinh Truong e——— 77,80%
UBND phuong Xuong Hudn Seeessssssssssssssssss—— 77 17%%
UBND phwong Van Thanh ————— 77.15%
UBND phudng Phuong Sai  Se—— 77,1]%
UBND phuong Vinh Phudc 77.11%
UBND phuong Tén Lip S 76.78%
UBND phuéng Van Thing S——— 74.61%
UBND phuong Ngoc Hiép 73.68%

UBND x4 Vinh Ngoc
UBND xi Phudc Dong
UBND phuong Phuoc Long
UBND phuong Phuong Son
UBND phurdmg Phude Tién
UBND phudng Phudc Hoa

I 73.50%
I 73.06%
—— T2 (0%

UBND xa Vinh Trung

40.00% 50.00% 60.00%

Theo quy dinh vé kiém soat thi

70.67%

70.00% 80.00% 90.00%

100.00%

; Théng tin ) )
tuc hanh chinh, viéc niém yét, cong rét so sai, Thang Sn
. , . T, 7. Y N Rat r6 rang, kho hiéu; SO sai,
khai thu tuc hanh chinh phai day du 203% kho hiéu;

cac thong tin: tén thu tuc hanh chinh;
thanh phan va s6 luong hd so phai
nop; thoi han va trinh ty giai quyét;
phi, 1¢ phi giai quyet thu tyc; cac to

2

Tam
’\ duoc;
17,28%

rang, dé
hiéu;
38,02%

khai, biéu mau dién sin thong tin dé
tham khdo; ngoai ra cac don vi phai
niém yét thém danh muyc thu tyc dugc
tiép nhan, giai quyét truc tuyén qua mang internet ¢ muc 3 va cach thac thyc
hién. Tuy nhién, theo két qua phan tich, van con 18 ,29% khach hang nhan xeét
viéc niém yét cac thong tin thi tuc hanh chinh tai UBND cap xa chua day dii, con
50 sai, hodc hoan toan khong c6 huéng dan. Pong thoi cd 19,29% khach hang
nhan xét cac thong tin vé thu tuc hanh chinh con so sai, kho hiéu. Qua v kién cua
khach hang cho thay nhiéu don vi chua thuc hién t6t viéc niém yét danh muc tha
tuc hanh chinh duoc tiép nhan, giai quyét truc tuyén muc do 3 va cach thic ndp
hd so truc tuyén.
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Y kién khdch hang vé viéc niém yét thi tuc hanh chinh tai UBND cdp xa

Thanh phan va sé luong hd so phai nép

Cac to khai, biéu mau dién sdn théng tin dé
tham khao

Phi, 1& phi gidi quyé&t tha tuc

Theri han va trinh ty giadi quyét

Danh muc tha tuc duoc tiép nhan,
giai quyét trurc tuyén qua mang internet
& murc 3 va cach thirc thue hién

Ten this tuc hanh chinn

ﬁ 1492

—487 ‘ I

| | | |
1576

1347

1250

200 400 600 800 100012001400 16001800

gian, hop __9.5_33/3_

I: 20,87% gl phize

tap;
31,78%
Thanh
phén hé so
dcrn.gién, it
giay to;
4577%

Qué nhiu Nhiéu gidy
iyt phde to, co loai
Thanh 'tapl,l?:leu khong can
an 0ai khong e 0 .
phdnhdso  canthiét thiét; 0,95% hIhirlh
rat don hodcvoly; phan ho so

khéng cd

Panh gia vé thanh phan hd so phai
ndp, da sé khach hang cho biét thanh
phan ho so don gian, hop 1y, it gidy to
hodc khong c6 gi phtic tap (98,42%).
74,39% khach hang cho biét cac biéu
mau, t& khai don gian, dé thyc hién.
99,5% khach hang cho biét thong tin
vé ho so, thu tuc duge niém yét, cong
khai théng nhit véi ndi dung hudng
dan cua cong chirc tai UBND cap xa.
Tuy nhién van con mot s6 A kién cia
khach hang d& nghi hudng dan cu thé,

rd rang hon vé thi tuc hanh chinh cho nguoi dan (xem Phy luc 3).

Vé viéc tiép nhén hd so, 91,61% khach hang cho biét ho so dugc tiép nhan
ngay lan dau, chi c6 8,39% cho biét hd so bi tra lai vi thiéu gidy to hodc gidy to
khong hop 1¢. Tuy nhién, trong sO nhimg khach hang co ho6 so bi tra lai, co dén
48,03% cho biét cong chuc tai Bo phén t1ep nhan va tra két qua huong dan ho so
bang mi¢ng, khong r6 rang, khong thdng nhat , 17,32% cho biét c6 hudng din bang
phiéu (theo mau) nhung cong chirc khong ky xac nhan, chi co6 25,2% khach hang

cho biét duoc hudng dan bang phiéu
huéng dan, thong tin rat cu thé, cong
chiic mot ctta ky xac nhan. Tu viéc
huéng dan hoan thién hd so nhu trén, chi
¢6 33,85% khéach hang bd sung ho so 01
lan 1a duoc tiép nhan, con lai 66,15%
khach hang phai bd sung hd so tir 02 lan
trd 1én mad1 nhan duoc Giéy tiép nhan va
hen tra két qua (ty 1& nay cao gap d6i so
vol nam 2017). Qua khao sat, khach
hang cho biét nguyén nhan chi yéu phai
bo sung hd so nhiéu 1an 1a do thuc hién

Béng phiéu Chsstimg
hwéng dan, th:a Y hL{dng
théng tin rét gan, clingi
cu thé, cong :; ch:a ?ay
chirc mét Uy puct am
oa K9 1k {/ lai; 4,72%
nhén; »
25,20%
Hudng dan
bang phleu
(theo méu), \\
nhung céng \\\\ Huéng dén
chire khong béng miéng
ky xac nhan;  Huéng dan khéng & ‘
17,32% bang cach rang, khéng
ghivao to. théng nhat;
giay nao doé 48,03%
tién tay lay
duoc; 4,72%
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chua dung huéng dan, tuy nhién van con mot s6 trudng hop do ndi dung hudng dan
cua cong chirc khong thong nhat. Nhu vay, tuy cac don vi da huéng dan hoan thi¢n
h6 so cho ngudi dan dugce kip thoi, nhung cach thirc thuc hién van con kha tuy tién,

chua theo ding quy dinh vé thuc hién co ché mot cira, mot cira lién thong.

96,6% khach hang cho biét sau khi ndp ho so thi nhan duoc gidy tiép nhan va
hen tra két qua co day du thong tin va co chir ky cua cong chirc. Sé it khach hang
con lai cho biét khong c6 Gidy tiép nhan (2,4%); co Gidy tiép nhan nhung khong 1o
ngay nhén két qua (0,4%) hodc c6 Gidy tiép nhan nhung ngay tra két qua bi stra lai
bang tay va khong dung thoi gian quy dinh (0,6%).

3.4. Sy phuc vu cua can bd, cong chirc

- Biéu di€ém s0, chi s0 cua tung don vi

STT Pon vi Piém TB Chi s6
1 | UBND xi Vinh Thai 4,82 96,44%
2 | UBND xa Vinh Hiép 4,57 91,40%
3 | UBND x4 Vinh Thanh 4,55 90,93%
4 | UBND phuong Phude Hoa 4,51 90,18%
5 | UBND phuong Phuong Son 4,47 89,40%
6 | UBND phuong Phuéc Tién 4,43 88,60%
7 | UBND xi Vinh Luong 4,33 86,60%
8 | UBND phuong Xuong Huan 4,32 86,33%
9 UBND phuong Van Thanh 4,31 86,25%
10 | UBND xa Vinh Trung 4,26 85,27%
11 | UBND phuodng Phude Téan 4,23 84,67%
12 | UBND phudng Vinh Truong 4,20 84,00%
13 | UBND xi Phudc Pong 4,19 83,80%
14 | UBND phuodng Vinh Nguyén 4,14 82,73%
15 | UBND phudng Loc Tho 4,14 82,71%
16 | UBND phuong Phudc Hai 4,11 82,11%
17 | UBND xi Vinh Phuong 4,06 81,27%
18 | UBND phuong Ngoc Hi¢p 3,98 79,66%
19 | UBND phuong Vinh Hoa 3,97 79,47%

20 | UBND phuong Tan Lap 3,96 79,27%
21 | UBND phudng Phuong Sai 3,96 79,25%
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STT Pon vi Piém TB Chi sb
22 | UBND xa Vinh Ngoc 3,92 78,33%
23 | UBND phuong Vinh Hai 3,91 78,13%
24 | UBND phuong Van Thing 3,90 78,00%
25 | UBND phuong Vinh Phude 3,84 76,80%
26 | UBND phuong Vinh Tho 3,82 76,40%
27 | UBND phuong Phudc Long 3,80 75,93%

Trung binh chung 4,17 83,34%

Biéu do chi so tung don vi tir cao xuong thap

Chi so Sw phuc vu cua can bg, cong chire

UBND xi Vinh Thii =s— 05 449
UBND xi Vinh H_lep e 01 4092
UBND xa Vinh Thanh SSSSSSS———— 00.93%
UBND phuong Phudc Hoa e — 00, 18%
UBND phuong Phuong Son IS §0.40%
UBND phuong Phude Ticn  Se—— $5 60%
UBND xi Vinh Luong S ssSaSS— $6.60%
UBND phudng Xuong Huin Seeesssssss———— 36.33%
UBND p]_]u‘cmg \75_1]1 Thaﬂh . 56, 259%
UBND %3 Vinh Trung — 35.27%
UBND phuong Phude Tan S — 34.67%
UBND phuong Vinh Tryong Sssss——— 34.00%
UBND x3 Phudc Dong  e— §3,30%
UBND phudng Vinh Nguyen esss————_—— 82.73%
UBND phudng Loc Th Sesssssse————— §2.71%
UBND phuong Phudc Hai e —— 32.11%
UBND xa Vinh Phuong Sesssssss—— $1.27%
UBND phuong Ngoc Higp  e——— 79.66%
UBND phuong Vinh Hoa S— 79 47%
UBND phuong Tan Lip - 70.27%
UBND phuong Phuong Sii  EESSSSSSs—— 70.25%
UBND xd Vinh Ngoc S aaaaaas—S—— 78.33%
UBND phuong Vinh Hai  eee————— 73,13%
UBND phuong Van Thing S 78.00%
UBND phuong Vinh Phude  S— 76,80%
UBND phuong Vinh Tho 76.40%
UBND phuéng Phirde Long 75.93%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

O tiéu chi su phuc vu cua can bd, cong chire, UBND xa Vinh Thai van 1a don
vi dan dau véi chi s6 hai 1ong cao (96,44%). Pay 14 tiéu chi c6 nhiéu don vi dat mirc
t6t, v6i 11/27 don vi c6 chi sb dat tir 84% trg 1én. 16 don vi con lai déu c6 chi sb hai
long vé su phuc vu cta can bg, cong chirc dat mic kha. Pugc danh gia thép nhét 1a
UBND phuong Phudc Long véi chi s6 75,93%. Chi s6 hai 1ong chung vé su phuc vu
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cua céan bg, cong chirc dat 83,34%, tang 3,16% so voi nam 2017 va dat muc ti€u cua
thanh phd trong nam 2018. C6 24/27 don vi c6 chi sb hai long vé sy phuc vy ciia can
bd, cong churc dat muc ti€u trong nam 2018. Pay cling 1a ti€u chi dugc khach hang
danh gia tot nhét trong 06 tiéu chi khao sat cia nam 2017 va 2018.

Theo khao sat, da s khach hang (95,78%) cho biét khi dén giao dich thi
khong phai cho doi 1au dé duogc tiép nhan ho so. Nguyén nhan chd doi chu yéu 1a do
cong chirc dang giai quyét cong viée cho ngudi dén trude, tuy nhién van con mot sb
y kién cho biét phai chd doi do cong chirc dang néi chuyén dién thoai hodc c6 mat
nhung tho o, khong quan tim dén khach hang.

Nguyén nhan khach hang phai cho doi khi dén UBND cép xa

Dang. ._glal guyet _ho so ciho — cae

ngudi khac, kha ban rén

Pang ndi chuyén dién thoai [l 32

Co mat nhung the o, ré ra,
khéng quan tam khach hang

ving mat khéngré lydo M 16
Panglam viécriéeng JI 8

o] 100 200 300 400 500 600

D01 v6i viée tiép nhan hd so, 86,94% khach hang cho biét khong c6 van dé gi
hoic rat minh bach, cong bang. Tuy nhién, van con mot sd truong hop khong cong
bang hodc tiép nhan hd so khong hé ¢ tht tu, uu tién quen than (chiém 0 ,81%).
1,2% khéach hang cho biét da gap truong hop can bo tai B6 phan tiép nhan va tra két
qué tir chdi nhan hd so vi cho rang ho so khong thé giai quyét.

V& thai d6 giao tiép cua can

Kho chiu, Tho o, it

b0, cong chirc, 80,39% khach hang bat lich sy, ta[;ngtsig;; y
danh gia kha tén tinh hodc lich su, | . Qs SO 3 am

\ o~ AL v s i ich sy, quyen; woc;
hoa nha, tan tinh, 18,35% danh gia | hoa nhj, 0.31% e SNER 18.35%

\ Veo1a P
tam duoc va 1,26% chua hai long | tantinh; .
34,49%

v6i thai d6 giao tiép, ung xir cia
can bd, cong chuc. Bén canh do,
van con mot sd ¥ kién cua khach
hang dé nghi cai thién, nang cao
hon nita tinh than, thai d6 phuc vu
cua can bd, cong chirc.

Kha tan
tinh, lich
sir; 45,90%

Vé viée xir Iy hd so, 78,34% khach hang cho biét cong chirc xtr Iy hd so
nhanh chéng, chi c6 1,96% cho biét cong chirc con cham chap hodc mat rat nhiéu
thoi gian dé kiém tra ho so. 0,88% khach hang cho biét cong chirc ¢6 nhan hd so
ngoai co quan, 1,58% khach hang da duoc cong chic hudng dan lién hé véi dich
vu hodc nguoi quen dé lam thu tuc cho nhanh.

Khao sat vé su liém khiét ciia can bd, cong chirc cap xa khi giai quyét cong
viéc, da s6 khach hang cho biét khong gap truong hop can bg, cong chirc doi hoéi
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bdi dudng; chi c6 01 khach hang tai xd Vinh Phuong cho biét cong chirc van tiép
nhan ho so, nhung doi hoi c6 bdi dudng moi giai quyét duoc va 1,7% khach hang
(27 truong hop) cho biét cong chuc khong doi hoi gi, dwa thi nhan, khéng dua thi
thoi, van giai quyet hd so. Nhu vy, tuy ty 1€ khong cao nhung hién tuong ti€u cuc,
nhiing nhidu van con xay ra tai mot sé don vi cap x4, lanh dao cac don vi can dic
biét quan tdm, ting cudng kiém tra, kip thoi phat hién, chan chinh va xu Iy nghiém
minh nhitng hanh vi vi pham dé ning cao 10ng tin ciia ngudi dan ddi véi co quan
nha nudc.

3.5. Két qua, tién do6 giai quyét cong viéc

- Biéu di€m so, chi sO cua ting don vi

STT Pon vi Piém TB Chi s6
1 | UBND xa Vinh Thai 4,24 84,78%
2 | UBND xa Vinh Luong 4,14 82,75%
3 | UBND xa Vinh Thanh 4,10 82,08%
4 | UBND phuong Phudc Tién 4,06 81,17%
5 | UBND phuong Vinh Tho 4,05 81,08%
6 | UBND phudng Van Thang 4,05 81,08%
7 | UBND xa Vinh Ngoc 4,04 80,83%
8 | UBND phuong Van Thanh 4,03 80,64%
9 | UBND xa Vinh Hi¢p 4,03 80,58%
10 | UBND phuong Phuong Son 4,01 80,25%
11 | UBND phuong Vinh Phudc 4,01 80,25%
12 | UBND phuong Phudc Hoa 4,00 80,09%
13 | UBND phuong Phudc Tan 3,98 79,67%
14 | UBND xa Vinh Trung 3,98 79,58%
15 | UBND phuong Loc Tho 3,96 79,29%
16 | UBND phuong Vinh Truong 3,96 79,25%
17 | UBND xa Vinh Phuong 3,94 78,83%
18 | UBND phuong Ngoc Hi¢p 3,94 78,79%
19 | UBND phuong Phuong Sai 3,94 78,75%

20 | UBND phuong Vinh Hai 3,93 78,50%
21 | UBND xi Phuéc Pong 3,91 78,25%
22 | UBND phuong Phudc Hai 3,90 78,09%
23 | UBND phuong Vinh Nguyén 3,88 77,67%
24 | UBND phuong Xuong Huéan 3,80 75,92%
25 | UBND phuong Vinh Hoa 3,62 72,33%
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STT Pon vi Pi¢m TB Chi s6
26 | UBND phuong Tan Lap 3,58 71,67%
27 | UBND phuong Phudc Long 3,58 71,50%

Trung binh chung 3,95 78,97%

O tiéu chi két qua, tién do giai quyét cong viéc, UBND xa Vinh Thai tiép tuc
dugc danh gia cao nhit v6i chi s6 84,78% va 1a don vi duy nhét ¢ chi s6 dat mic
t6t. 26 don vi con lai déu dat murc kha, thap nhat 13 UBND phuong Phude Long
voi 71,50%. C6 22/27 don vi dat muc ti€u dé ra trong nam 2018. Chi s hai long
chung két qua, tién do giai quyét cong viéc dat 78,97%, tang 3,31% so v4i nim
2017 va dat muc tiéu dé ra trong nam 2018.

Biéu do chi so tung don vi tir cao xuong thap
Chi so Keét qua, tien do giai quyet cong viéc

UBND x3 Vinh Thai S 5.4 7804
UBND xa Vinh Lrong HE—— 52.75%
UBND xi Vinh Thanh SSSSSSSSSSSS——————— §2.08%

UBND phuéng Phude Tién S —— 5] ]7%
UBND phuwong Vinh Tho SSS— 5 1.08%
UBND phuong Van Thing S—— 3].08%
UBND xd Vinh Ngoc NI 30.83%
UBND phuomg Van Thanh SSSS— 50.64%
UBND xd Vinh Hifp SSSSSSSSS—— 50.58%
UBND phuong Phuong Son  SEassssssssss———— 50.25%
UBND phudng Vinh Phuoe s 50.25%
UBND phuong Phude Hoa e 30.09%
UBND phuong Phude Tan S 70 67%
UBND xd Vinh Trung SeS——— 70 53%%
UBND phuong Loc The S — 70,20%
UBND phuong Vinh Trrong S ——— 70 5%
UBND xd Vinh Phurong ee————— 73.33%
UBND phudmg Ngoc Higp mee————— 78.79%
UBND phuong Phuong Sii e see——————— 78,75%
UBND phudmg Vinh Hai Seaseeee—eeeessssss—— 78 .50%
UBND xi Phude Dong = ——— 78.25%
UBND phuong Phude Hai e se— 73 09%0
UBND phurong Vinh Neuyen S s——————— 77.67%
UBND phuong Xuong Huan | s— 75,0204
UBND phurong Vinh Hoa SS— 72 330
UBND phuong Tan Lap 71.67%
UBND phuong Phudc Long 71.50%
40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

Khi dén giao dich tai UBND cap x3, 91,68% khach hang cho biét sau khi
nhan gidy tiép nhan va hen tra két qua thi co quan khong yéu cau bd sung hd so,
7,69% phai bd sung 01 1an va 0,63% phai bd sung tir 02 1an trd 1én. So véi nim
2017, ty 1¢ khach hang phai bo sung ho so sau khi nhan gidy tiép nhan va hen tra
két qua da giam nhiéu. Ty 1& khach hang phai b sung hd so tir 02 1an tré 1én tuy
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rat thdp nhung thé hién mot sé don vi van chua thuc hién ding quy dinh vé bd
sung ho so khi giai quyét thu tuc hanh chinh cho t6 chure, cong dan.

Vé céch thirc tra ctru thong tin
hd so, 8,45% khach hang cho biét
hoan toan khéng c6 huéng dan,
0,69% cho biét huéng dan khong
day du, 16 rang va 5,11% cho biét c6
huéng din nhung nhiéu chd chua
hiéu. Tuy nhién, da s khach hang
cho biét dén truc tiép Bo phan tiép
nhan va tra két qua dé hoi vé tién do

Khéng c6 Huéng dan
huéng dén; khéng day
Huéng dan 8,45% \ /_duorgg"f/nQ
rétrd rang, ﬁ b
dé hiéu; = ﬁ&\ -
14,00% 5 C»o huéng
=~ dan nhung
nhiéu cho
chua hiéu;

511%

Huéng dan
day da, rd
rang;
71,75%

giai quyét hd so.

Y kién khdch hang vé cdch thire tra civu théng tin hé so

Dén tan noi, hdi Bé phan mét clra
Goi dién thoai hdi tham

Hoi ngudi quen trong co quan

St dung ma sb Gidy tiép nhan dé tra
clru qua mang Internet

Tra ctru bang tin nhdn SMS

1395

I

-

|

B z06
|

0 200 400 600 800 1000120014001600

Dé nhan duogc két qua giai quyét hd

8,45%

Dung han;
89,91%

e Tiénhung | 96.47% khach hang cho biét chi
thoi gian so khéng Z 2 X . N }
v6i cam két: nhiéu; dén B0 phan tiép nhén va tra két qua

0,25% gerrti: 139% 1 01 lan, 1,51% khach hang duoc
S han./é N chuyen phat nhanh Kkét qua giai quyet
vy = v 0

tan nha, 2,02% phai di lai tor 02 lan
tré 1én m&i nhan dugc két qua.
98,61% khach hang cho biét hd so
duoc giai quyét ding han hodc sém
han, chi ¢6 1,39% khach hang c6 hd
so bi tre han. Tuy ty 1¢ khong cao

nhung van con mot so truong hop

nguoi dan khong nhan dugc két qua dang theo thoi gian ma UBND cép xi da cam
két ban dau. Mat khac, d6i véi nhiing ho so tré han, chi c6 30,43% khach hang
nhin dugc thong bao xin 101 va hen lai thoi gian tra két qua. Ty 1€ nay tuy c6 tang
s0 vo1 ndm 2017 nhung van con rat thap, diéu nay cho thay van con mot so don vi
cap xa chua thuc sy quan tam dén viéc thong bao cho t6 chuc, cong dan vé ho so
tré han, chua thyc hién ding quy dinh vé viée xin 13i va hen lai thoi gian tra két

qua giai quyéet doi voi ho so tre han.
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3.6. Tiép nhan va xir Iy thong tin phan hdi

- Biéu di€ém s0, chi s6 cua tung don vi

STT Pon vi Pi¢ém TB Chi s6
1 UBND xa Vinh Thai 4,90 97,93%
2 | UBND phuong Phuong Son 4,61 92,11%
3 UBND phuong Phudc Tién 4,56 91,28%
4 | UBND xa Vinh Thanh 4,46 89,11%
5 UBND phuong Van Thanh 4,42 88,48%
6 | UBND phuong Van Théng 4,41 88,11%
7 | UBND xa Vinh Hi¢p 4,39 87,89%
8 | UBND phuong Phudc Hoa 4,34 86,78%
9 | UBND phuong Vinh Truong 4,18 83,56%
10 | UBND phuong Loc Tho 4,17 83,33%
11 | UBND phuong Ngoc Hi¢p 4,14 82,76%
12 | UBND phuong Phudc Tan 4,11 82,11%
13 | UBND xa Vinh Phuong 4,09 81,78%
14 | UBND phuong Vinh Tho 4,08 81,56%
15 | UBND xa Vinh Ngoc 4,05 81,00%
16 | UBND phuong Xuong Huén 4,04 80,89%
17 | UBND phuong Vinh Phudc 4,03 80,67%
18 | UBND xa Vinh Trung 3,99 79,89%
19 | UBND phuong Phudc Hai 3,98 79,64%

20 | UBND phuong Vinh Nguyén 3,96 79,11%
21 | UBND phuong Phuong Sai 3,88 77,67%
22 | UBND xa Vinh Luong 3,87 77,44%
23 | UBND phuong Vinh Hai 3,72 74,33%
24 | UBND phuong Tan Lap 3,71 74,22%
25 | UBND phuong Vinh Hoa 3,57 71,33%
26 | UBND xa Phuéc Dong 3,38 67,56%
27 | UBND phuong Phudc Long 3,16 63,11%

Trung binh chung 4,07 81, 43%

O tiéu chi tiép nhan va xir Iy thong tin phan hdi, UBND x& Vinh Thai van
duogc gia cao nhit véi chi sb rat cao (97,93%), 07 don vi dat muc tét tiép theo lan
lugt 1a UBND phuong Phuong Son, UBND phuong Phuée Tién, UBND xd Vinh
Thanh, UBND phuong Van Thanh, UBND phuong Van Théng, UBND xa Vinh
Hiép, UBND phudng Phuéc Hoa. Thap nhit 1a UBND phudng Phudc Long véi
63,11% va UBND x4 Phudc Pong véi 67,56%, day 1a 02 don vi ¢o chi s6 & mic
trung binh, con lai 17 don vi c6 chi s0 dat mutrc kha. C6 20/27 don vi c¢6 chi sé hai
1ong vé tiép nhan, xur ly thong tin phan hoi dat muc tiéu trong nam 2018. Chi s6 hai
long chung vé tiép nhan va xtr Iy thong tin phan hoi 1a 81,43%, ting 10,24% so voi
nam 2017 va dat muc tiéu dé ra trong nam 2018.
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Biéu do chi so tung don vi twr cao xuong thap

Chi s6 Tiép nhan va xir Iy thong tin phan hoi

UBND x3 Vinh Thai

UBND phuong Phuong Son
UBND phuéng Phude Tién
UBND xi Vinh Thanh
UBND phuong Van Thanh
UBND phuong Van Théing
UBND x4 Vinh Hi¢ép

UBND phudng Phudc Hoa
UBND phuong Vinh Trirong

UBND phuong Loc Tho mss——" $3.33%

UBND phuong Ngoc Hiép
UBND phudmg Phude Tan
UBND x3 Vinh Phuong
UBND phuong Vinh Tho
UBND xi Vinh Ngoc
UBND phuong Xuong Huan
UBND phuong Vinh Phude
UBND x4 Vinh Trung

I —————— 0] 039/

92.11%
91.28%

e 20 119%%

I 32 76%
I 32 ] 19
§1.78%
e 5] 56%

——— 81 .00%
I ———— %) 80Y4
e 50 .67 %0
L [Erfej§{sl7%

86.78%
I 53 569

79.64%
EEEEsSSS——————— 70.11%
I 77 .67%
I 77 44%%
74.33%
74.22%
IEEEEEESS—— 7] 3304

UBND phurong Phude Hai
UBND phuong Vinh Nguyén
UBND phuong Phuong Sai
UBND xa Vinh Luong
UBND phuong Vinh Hai
UBND phudng Tan Lap
UBND phuong Vinh Hoa
UBND xi Phuéc Déng
UBND phuong Phudc Long

I 57.56%
I 53.11%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

Tong hop két qua khao sat, 73,58% P Thia nhitu
khach hang cho biet UBND cap xa c6 niém Py di 8 3,28% e
yet thong tin duong day nong dé ti€p nhan e Tam g

A A 18,79% gD

phan anh, kién nghi cua t6 chirc, cong dan,
3,66% cho biét thiéu nhiéu thong tin hoac
khong thay niém yét.

Trong s6 khach hang dugc khéo sat,
chi c6 1,6% khach hang (26 nguoi) cho
biét da ting giri phan anh, kién nghi dén UBND cip x4, trong d6 chi c6 02 khach
hang cho biét viéc giri phan anh, kién nghi rat kho khan, phién ha, chua that sy
thuan tién. Sau khi cac phan anh, kién nghi dugc tiép nhan, da s6 déu dugc UBND
cap x4 tra 101 twong d6i rd, 01 trudng hop cho biét co quan cham tra 1oi hodc tra 10
khong théa dang (phan anh giri dén UBND x& Vinh Phuong), 03 truong hop cho
biét chua thdy co quan tra 101 (phan anh gtri dén UBND phuong Loc Tho, UBND
phuong Tan Lap va UBND xa Vinh Ngoc).

Pb6i v6i nhitng khach hang khong gui phan anh, kién nghi thi c6 7,96%
khach hang cho rang néu giri phan 4nh, kién nghi s& bi gy kho dé, phién ha hogc
khong dugc tra 101, c6 tra 101 cling khong giai quyét dugc gi. Con lai 92,04% khéach
hang cho biét co quan giai quyét ho so rat tot nén khong cé phan anh, kién nghi.

54, 79%
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70,68 % khach hang cho biét [ piyau Khong Thica

UBND ciép x4 c6 niém yét, cong khai thdng tin, thay gi; nhiéu
nodi dung tra 101 phan anh, kién nghi, roﬂ:ggg. Nﬂﬁ_% thong tin;

9,01% khach hang cho biét UBND |  gang; 0.25%

cap xa niém yét noi dung tra 1oi phan | 15.95%
anh, kién nghi khong day du thong tin
hoac khong thay niém yét. Nhu vay,
UABND’ cap xa can quan tar‘ri, ct}u Kha déy\///
dong, tich cuc hon nira trong viéc ti€p da, ré '
nhan, tra 101, giai quyét cac phan anh, rang.

K . oa A | 54,73%
kién nghi cta nguoi dan, khong chi
doi véi viée giai quyét thu tuc hanh chinh ma con vé cac van dé khac trong doi
song hang ngay cua nguoi dan, qua do tao thém long tin ctia nguoi dan doi voi
hi¢éu qua giai quyét cong viéc cua tung don vi.

4 duoc;
20,30%

4. Danh gia chung va gop y cua khach hang

Két qua téng hop chung cho | rsthai  Rétkhong
thiy 86,57% khéch hang danh gid hai | e S~
long hoac rat hai long doi voi su phuc '
vu cia UBND cép x4, chi c6 0,63%
khach hang danh gid khong hai long
hodc rat khong hai long. So v6i nim
2017, ty 1€ khach hang hai long véi su
phuc vu cia UBND cip xi ting
13,77%.

Qua céc phiéu khao sat, y kién ciia khach hang vé nhiing van dé chua hai
long tai UBND cép xa khong nhiéu (27 ¥ kién), chu yéu tap trung vao cac nodi
dung: tha tuc hanh chinh qué ric réi, phirc tap, mat nhiéu thoi gian 1am hd so, thai
d6 phuc vu, giao tiép cia can bo, cong chirc kém, két qua giai quyét cong viée
cham tré, phai di lai nhiéu lan. Dong thoi, khach hang c6 mot sb kién nghi chung
nhu sau (xem Phu luc 3):

Khéng hai

long;

44% Tam
duoc;
12,80%

Hai long;
73,46%

- Thai 0 phuc vu cua can bg, cong churc can tan tinh, niém ng, vui vé hon,
ton trong, lich sy, quan tdm lang nghe y kién ctia nguodi dan, lam viéc co trach
nhiém hon.

- Cén hudng dan tan tinh, cu thé, rd rang hon cho nguo1 dan vé céac thu tuc
hanh chinh, giai dap kip thoi, cu thé nhitng vudng mac cia ngudi dan.

- Phai giai quyét hd so dung hen dé ngudi dan khong phai di lai nhiéu 1an.

- Nang cao trinh do chuyén moén nghiép vu cia can bd, cong chirc dé giai
quyéet ho so chinh xac, nhanh chdng, chuyén nghiép hon.

- Tiép nhan va giai quyét kip thoi, thoa dang nhirng kién nghi ctiia nguoi dan.
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I11. CHI SO HAI LONG POI VOI TRAM Y TE

1. Quy mo6 va dac diém mau diéu tra xa hi hoc

1.1. Mo ta quy mo va dac di€ém mau

1.1.1. Quy mo6 mau

Theo K& hoach s6 4229/KH-UBND ngay 25/6/2018 cia UBND thanh pho
Nha Trang, quy mo mAu diéu tra d6i v6i timg tram y té x4, phudng 1a 50 miu, tong

s6 phiéu thu dugc 14 1.350 phiéu, cu thé nhu sau:

Frequency | Percent Valid Cumulative
Percent Percent

Valid | Tram Y t€ phuong Loc Tho 50 3,7 3,7 3,7

Tram Y té phuong Ngoc Hiép 50 3,7 3,7 7,4
Tram Y t€ phuong Phudc Hai 50 3,7 3,7 11,1
Tram Y té phuong Phudc Hoa 50 3,7 3,7 14,8
Tram Y té phuong Phude Long 50 3,7 3,7 18,5
Tram Y té phuong Phudc Tan 50 3,7 3,7 22,2
Tram Y té phuong Phude Tién 50 3,7 3,7 25,9
Tram Y té phuong Phuong Sai 50 3,7 3,7 29,6
Tram Y t€ phuong Phuong Son 50 3,7 3,7 333
Tram Y té phuong Tan Lap 50 3,7 3,7 37,0
Tram Y té phuong Van Thanh 50 3,7 3,7 40,7
Tram Y té phuong Van Thing 50 3,7 3,7 44.4
Tram Y té phuong Vinh Hai 50 3,7 3,7 48,1
Tram Y té phuong Vinh Hoa 50 3,7 3,7 51,9
Tram Y t€ phuong Vinh Ngoc 50 3,7 3,7 55,6
Tram Y t€ phuong Vinh Nguyén 50 3,7 3,7 59,3
Tram Y té phuong Vinh Phudc 50 3,7 3,7 63,0
Tram Y té phuong Vinh Tho 50 3,7 3,7 66,7
Tram Y té phuong Vinh Trudng 50 3,7 3,7 70,4
Tram Y té phuong Xuong Huan 50 3,7 3,7 74,1
Tram Y té xa Phudc Dong 50 3,7 3,7 77,8
Tram Y t€ xa Vinh Hiép 50 3,7 3,7 81,5
Tram Y té xd Vinh Luong 50 3,7 3,7 85,2
Tram Y t€ xa Vinh Phuong 50 3,7 3,7 88,9
Tram Y t& x3 Vinh Thai 50 3,7 3,7 92,6
Tram Y t€ xa Vinh Thanh 50 3,7 3,7 96,3
Tram Y t€ xa Vinh Trung 50 3,7 3,7 100,0

Total 1350 100,0 100,0
1.1.2. Pic diém mau
BHYT
Frequency | Percent Valid Cumulative
Percent Percent
Co 1237 91,6 91,6 91,6
Valid | Khong 113 8,4 8,4 100
Total 1350 100,0 100,0
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Giéi tinh

Frequency | Percent Valid Cumulative
Percent Percent
Nam 380 28,1 28,1 28,1
Valid N 935 69,3 69,3 91,4
Khoéng 1o 35 1,6 1,6 100,0
Total 1350 100,0 100,0
Tuoi
Frequency | Percent Valid Cumulative
Percent Percent
18-29 389 28,8 28,8 28,8
30-39 507 37,6 37,6 66,4
40-49 182 13,5 13,5 79,9
Valid | 50-60 128 9,5 9,5 89,3
>60 134 9,9 9,9 99,3
Khoéng 1o 10 0,7 0,7 100,0
Total 1350 100,0 100,0
Trinh d$ hoc vin
Frequency | Percent Valid Cumulative
Percent Percent
Tiéu hoc 104 7,7 7,7 1,7
Cap II 282 20,9 20,9 28,6
Cap 111 328 243 24,3 52,9
Valid | Trung cap 129 9,6 9,6 62,4
Cb, bH 408 30,2 30,2 92,7
Trén dai hoc 49 3,6 3,6 96,3
Khac 49 3,6 3,6 100,0
Total 1350 100,0
Nghé nghiép
Frequency | Percent Valid Cumulative
Percent Percent
Noi tro, lao dong tu do 541 40,1 43,3 43,3
Hoc sinh, sinh vién 24 1,8 1,9 45,2
Cong nhan 167 12,4 13,4 58,6
Nong dan 38 2,8 3,0 61,6
Valid | CBCC 238 17,6 19,0 80,6
Kinh doanh 113 8,4 9,0 89,7
Nghi huu 47 3,5 3,8 93,4
Khac 82 6,1 6,6 100,0
Total 1250 92,6 100,0
Khoéng 1o 100 7,4
Total 1350 100,0
- Két qua kiém dinh d¢ tin cay thong ké
Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized Items N of Items
0,945 0,953 26
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Toan b cac bién doc 1ap (05 tiéu chi) va bién phy thudc (Chi s6 mic do hai
lbr}g) déu duoc ki@m dinh do tin cay voi két qua bao dam do tin cay (heo yéu cau
thong ké cao: hé s6 Cronbach anpha 1a 0,945 (tir 0,5 - 0,95 1a dat yéu cau).

- Phuong sai

Két qua phan tich phuong sai cho thdy: c6 su khac biét vé murc d6 hai 1ong
gifta cac nhom ddi twong duoc khao sat, ngudi co bao hiém y t& c6 muc do hai
long cao hon, nhom khéach hang 1a nam hai long cao hon nhom khach hang 1a nfr,
nhom khach hang c6 d6 tudi 40-49 it hai 1ong nhat, nhom khach hang c6 trinh do
hoc van trén dai hoc c6 mirc do hai long thap nhat, nhom khach hang 14 cong nhan,
can bo cong chure, nguoi lam kinh doanh it hai l1ong hon so v&i cac nhém con lai.

2. Chi s6 hai long chung

Phan tich két qua diéu tra cho chi s hai long cua tirng don vi va chi s6 hai
long chung cia tram y t€ cap xa nhu sau:

. Diém cac tiéu chi Keét qua

STT Donvi TC |PK | PV | KQ | TT |PTB| SIPS
1 | Tram Y té xa Vinh Thai 4,75 | 4,55 4,89 | 4,83 | 4,93 | 4,79 | 95,75%
2 | Tramy té xa Phudc Dong 4,70 | 4,45 | 4,81 | 4,75 | 4,77 | 4,70 | 93,92%
3 Trathéphuc‘mgVanThanh 4,37 14,99 | 4,58 14,45 14,83 | 4,65 | 92,91%
4 | Tramy té phuong Phudc Tién | 4,37 | 4,98 | 4,47 | 4,36 | 4,41 | 4,52 | 90,38%
5 | Tram Y té xd Vinh Hiép 4,00 | 4,88 | 4,48 | 4,14 | 4,09 | 4,32 | 86,33%
6 | Tram Y té phuong Phudc Hoa | 4,02 [ 4,99 | 4,36 | 3,98 | 4,16 | 4,30 | 86,06%
7 | Tram Y té phuong Loc Tho 3,98 4,23 (4,30 | 4,17 | 4,29 | 4,20 | 83,90%
8 | Tram Y té phuong Phuong Son | 3,94 | 4,78 | 4,19 [ 3,95 | 4,02 | 4,18 | 83,53%
9 | Tram Y té phudng Phudc Tan 3,89 | 4,08 | 4,35 (422 4,29 | 4,17 | 83,35%
10 | Tram Y té xd Vinh Thanh 3,88 14,39 (4,39 (3,99 | 4,05 | 4,14 | 82,78%
11 Trathéphuc‘mgXuongHuﬁn 3,79 14,23 14,31 4,03 14,27 | 4,13 | 82,51%
12 | Tram y té phuong Vinh Tho 3,70 | 4,20 | 4,27 [ 4,13 | 4,28 | 4,12 | 82,31%
13 | Tram Y té xi Vinh Luong 3,75 | 4,04 | 4,27 [ 4,19 | 4,19 | 4,09 | 81,76%
14 | Tram Y té phuong Tan Lap 3,71 | 4,11 | 4,21 [ 4,00 | 4,27 | 4,06 | 81,18%
15 | Tram Y té xi Vinh Trung 3,49 | 4,44 [ 4,23 (3,97 | 4,13 | 4,05 | 81,03%
16 | Tram Y té phuong Phudc Hai 3,63 3,63 |4,11|4,03|4,07| 3,8 | 77.85%
17 | Tram y té xa Vinh Phuong 3,51 3,84 4,07 3,79 4,00 | 3,84 | 76,82%
18 | Tram y té phuong Vinh Truong | 3,57 | 3,60 | 4,02 | 4,15 | 3,85 | 3,84 | 76,80%
19 | Tram y té phuong Vinh Hoa 3,62 |3,81(3,79 (3,79 | 3,87 | 3,78 | 75,54%
20 | Tram Y té xa Vinh Ngoc 3,66 | 3,53 | 4,07 [ 3,67 3,91 3,77 | 75,41%
21 | Tram Y té phuong Vinh Hai 3,32 13,53 (3,86 (3,79 3,71 | 3,64 | 72,85%
22 | Tram Y té phuong Phuong Sai | 3,44 | 3,16 | 3,85 | 3,89 | 3,87 | 3,64 | 72,83%
23 Tramytéphu(‘)‘ngNg(_)cHiép 3,23 13,41 14,03 |3,64|3,83| 3,63 | 72,57%
24 | Tram y té phuong Van Thang 3,48 3,29 (3,70 [ 3,61 | 4,00 | 3,62 | 72,33%
25 | Tram Y té phuong Vinh Nguyén | 3,57 | 3,18 | 3,84 | 3,53 | 3,93 | 3,61 | 72,25%
26 | Tramy té phuong Phudc Long | 3,34 | 3,39 3,70 | 3,43 | 3,69 | 3,51 | 70,16%
27 | Tram Y té phuong Vinh Phudc | 3,03 | 2,91 | 3,47 | 3,23 | 3,64 | 3,26 | 65,13%

Trung binh chung 3,77 | 4,02 | 4,17 | 3,99 | 4,12 | 4,02 | 80,31%
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Ghi chu:

TC Tiép can dich vu

PK | biéu kién tiép don, phuc vu

PV Su phuc vu ctia can bg, nhan vién y té
KQ Két qua dich vu

TT Tién nhan va xir Iy thong tin phan hoi
DPTB Diém trung binh
SIPS | Chi s6 hai long

Két qua khao sat cho thdy Tram y té x3 Vinh Thai dugc khach hang danh
gia cao nhat v6i chi sb hai 1ong rat cao (95,75%), 05 don vi tiép theo ciing c6 chi
sO hai long chung dat mirc tt 1a Tram y té xd Phudc Pong, Tram Y té phuong
Van Thanh, Tram y té phuong Phudce Tién, Tram Y té xa Vinh Hi¢p, Tram Y té
phuong Phudc Hoa 1a. Thap nhat 1a Tram y té phuong Vinh Phude (65,13%), day
12 don vi duy nhit c6 chi sé hai long chung ¢ muc trung binh. 20 don vi con lai
c6 chi s6 hai 1ong chung dat mtrc kha. Chi s hai 10ng chung ctia tram y té cap xa
1a 80,31%, tang 3,12% so v6i nim 2017 va dat myc tiéu thanh phd dé ra trong
nam 2018 (78%).

Biéu dé Chi s6 hai long chung ciia cdc tram y té nam 2018

Tram Y t€ x4 Vinh Thai

Tram Y té xd Phudc Pong
Tram Y té phuong Van Thanh
Tram Y té phudng Phude Tién
Tram Y té xa Vinh Hiép

Tram Y té phudmg Phudc Hoa
Tram Y té phuong Loc Tho
Tram Y té phudng Phwong Son
Tram Y té phuong Phude Tan
Tram Y t& xa Vinh Thanh

Tram Y té phuong Xwong Huin
Tram Y té phwong Vinh Tho
Tram Y té x3 Vinh Luong
Tram Y té phuong Tan Lap
Tram Y té xd@ Vinh Trung

Tram Y té phuong Phude Hai
Tram Y té xa Vinh Phuong
Tram Y té phuong Vinh Truong
Tram Y té phuong Vinh Hoa
Tram Y té x4 Vinh Ngoc

Tram Y té phudng Vinh Hai
Tram Y té phuong Phuong Sai
Tram Y té phuomg Ngoc Hiép
Tram Y té phuong Van Thing
Tram Y té phuong Vinh Nguyén
Tram Y té phudng Phude Long
Tram Y té phudng Vinh Phuée

40.00%

75.41%

72.85%
72.83%

72.33%
72.25%
EEEEES——— 70.16%

=
————————um
|
|

50.00% 60.00% 70.00% 80.00% 90.00% 100.00%
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Phan tich chi s6 hai 1ong chung trén 5 tiéu chi cho thay tiéu chi tiép can
dich vu dat thép nhat voi 75,36%, cao nhat 1a tiéu chi su phuc vu cua can bo,
nhén vién y té dat 83,43%; twong tu két qua khao sat trong nim 2017. Chi s hai
1ong chung trén cac tiéu chi déu dat mirc kha va déu ting so v6i nam 2017. Tang
cao nhit 1 tiéu chi diéu kién tiép don, phuc vu (ting 4,36%).

Biéu do minh hoa chi so chung trén 5 tiéu chi
85.00%

80.00%
TC, 75.36%

TT, 82.48% TS_PK, 80.46%

70.00%

65.00%

\

KQ, 79.80%
PV, 83.43%

3. Chi s6 hai long trén tirng tiéu chi
3.1. Tiép can dich vu

- Biéu di€ém so, chi so cua ting don vi

STT Pon vi Pi¢ém TB Chi 50
1 | Tram Y té xd Vinh Thai 4,75 94,93%
2 | Tramy té xd Phudc Dong 4,70 94,07%
3 Tram y té phuong Phudc Tién 4,37 87,47%
4 Tram Y té phuong Van Thanh 4,37 87,47%
5 | Tram Y té phuong Phudc Hoa 4,02 80,47%
6 | Tram Y té xa Vinh Hiép 4,00 79,93%
7 | Tram Y té phuong Loc Tho 3,98 79,67%
8 | Tram Y té phudng Phuong Son 3,94 78,87%
9 | Tram Y té phuong Phudc Tan 3,89 77,87%
10 | Tram Y té xa Vinh Thanh 3,88 77,60%
11 | Tram Y té phudng Xuong Huin 3,79 75,73%
12 | Tram Y té x3 Vinh Luong 3,75 75,07%
13 | Tram Y té phudng Téan Lap 3,71 74,13%
14 | Tram y té phudng Vinh Tho 3,70 73,93%
15 | Tram Y té x3 Vinh Ngoc 3,66 73,27%
16 | Tram Y té phudng Phuée Hai 3,63 72,53%
17 | Tram y té phudng Vinh Hoa 3,62 72,33%
18 | Tram Y té phudng Vinh Nguyén 3,57 71,47%
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STT Pon vi Piém TB | Chi sb
19 | Tramy té phudong Vinh Trudng 3,57 71,40%
20 | Tramy té xa Vinh Phuong 3,51 70,20%
21 | Tram Y té x3 Vinh Trung 3,49 69,76%
22 | Tramy té phuong Van Thiang 3,48 69,53%
23 | Tram Y té phudong Phuong Sai 3,44 68,73%
24 | Tram y té phudng Phuéc Long 3,34 66,80%
25 | Tram Y té phudng Vinh Hai 3,32 66,31%
26 | Tramy té phudong Ngoc Hiép 3,23 64,60%
27 | Tram Y té phudng Vinh Phudc 3,03 60,67%

Trung binh chung 3,77 75,36%

Tram y té x4 Vinh Thai duoc khach hang danh gia cao nhat v& tiéu chi tiép
can dich vu, véi chi s6 94 43%, tiép theo 12 Tram y té xa Phudc Dong, Tramy te
phuong Phude Tién, Tram y té phuong Van Thanh déu c6 chi s hai long vé tlep
can dich vu dat mirc tot; thdp nhat 1a Tram y t& phuong Vinh Phudce vai chi s6
60,67%. O tiéu chi nay c6 04 don vi dat miic trung binh (Tram y té cac phuong:
Vinh Phudc, Ngoc Hi€p, Vinh Hai va Phudc Long), 19 don vi con lai dat c6 chi )
muc kha. Chi sb hai long chung vé tiép can dich vu cua tram y té cép xa la 75,36%,

tang 1,67% so vo1 nam 2017 nhung chua dat myc ti€u dé ra trong nam 2018.

Biéu do chi so tung don vi tir cao xuong thap

Chi s6 Tiép can dich vu

Tram Y t€ xa Vinh Théi

Tram y té x4 Phudc Dong
Tram y té phudng Phude Tien
Tram Y té phudng Van Thanh
Tram Y té phuong Phude Hoa
Tram Y té xi Vinh Hiép

Tram Y té phdmg Loc Tho
Tram Y té phiromg Phuong Son
Tram Y té phuong Phude Tén
Tram Y té x4 Vinh Thanh
Tram Y té phudng Xuong Huan
Tram Y té xa Vinh Luong
Tram Y té phuong Tan Lap
Tram y té phuong Vinh Tho
Tram Y té xd Vinh Ngoc

Tram Y té phuong Phudc Hai
Tram y té phudng Vinh Hoa
Tram Y té phuéng Vinh Nguyén
Tram y té phudng Vinh Trrdng
Tram y té xa Vinh Phuong
Tram Y t€ x4 Vinh Trung

Tram y té phudng Van Théng
Tram Y té phuong Phuong Sai
Tram y té phuong Phude Long
Tram Y té phudmg Vinh Hai
Tram y té phuong Neoc Hiép
Tram Y té phudng Vinh Phude

40.00% 50.00% 60.00%

94.93%

94.07%

87.47%

m— 77.87%

77.60%
75.73%
75.07%
74.13%

73.93%

I 73 2705
I 72 5399

I 60.67%

70.00%

70.20%
69.76%
69.53%

68.73%
66.80%
66.31%

80.00% 90.00% 100.00%
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C6 nhiéu hinh thirc dé cung cip thong tin vé dich vu cham soc stic khoe tai
tram y t& xa cho khach hang, nhu: bang niém yét, hudng dan tai tram; thong bao
trén dai truyén thanh; nhan vién y té gidi thiéu, huéng din; thong bao trong cudc
hop thon, t6 dan phd... Tuy nhién, qua khéo sat cho thay da sb khach hang duoc
biét thong tin vé vé dich vu cham séc stc khoe tai tram y té chi thong qua 1 - 2
hinh thirc (69,16%); ty 18 khach hang biét thong tin qua 03 hinh thirc trd 1én con
thap (30,84%).

Y kién khéch hang vé cdc hinh thirc cung cdp thong tin tai tram y té cdp xa

Théng bao trén dai truyén thanh | 873
Bang niém yét, huéng dan tai tram _ 727
Cubc hop thon, t6 danphd I EEEE— 470
Nhan vién y té gi&i thiéu, huéng dan _ 320
Hoéi ngudi than NN 287
Hinh thirc khac:....ooveeeveeneens - 75

0 100 200 300 400 500 600 700 800 900 1000

Panh gia vé chat lugng thong tin Hau nhu Chua ady
dich vu dugc cung cép, 86,23% khach hang g'i(::?gh polt4
danh gia thong tin day du, dé hiéu, chi cO | raay ¢ *"*"—0 il
0,52% dénh gid thong tin chua ddy du, cu | Semse—— 13.36%

thé hodc hau nhu khong gitp ich gi hidu;

3 . 32,67%
Ve viéc bo tri so do, bang biéu hoac v
X X 3. A ‘A A A . Tuong déi

hl}’éng dan QG nguoi bénh tién lién hé khi ady a. dé
dén tram y te, 85,85% khach hang danh gia 53,55%
déy du, thuan tién, dé hiéu, chi c6 1,33% cho biét co bd tri nhung rit so sai hoac
hau nhu khong c6 gi. Khi dugc hoi vé sb dién thoai truc cép ciru cua tram y té, co
dén 62,5% khach ‘hang tra 161 khong biét, ty 1& nay cao hon so voi nam 2017. Nhu
vay, cac tram y té can quan tdm, cht y hon nita trong viéc thong tin, tuyén truyen
ve cac dich vu cham soc suc khoe tai tram ciing nhu cung cap thong tin vé s6 dién

thoai truc cap ctru cuia don vi dé nguoi dan thuan tién lién h¢ khi c6 nhu cau.

banh gia vé viéc niém,yét murc ph,i S Chua ady

kham, chira bénh hodc gia thudc, vat tu y te W oy

tai tram, 75,85% khach hang cho biéct du’qc d,‘;’,g'f’ L . ]
niém yét rd rang, minh bach, hodc twong d6i o i 18,74%
day du, ro rang, tuy nhién van con 5,41% | 3044%

khach hang cho biét niém yét chua dy du vwg
hodc khong niém yét va 18,74% khach hang .8
chi danh gia ¢ mirc tam dugc. 45.41%

Vé viée bd tri can bo, nhan vién thuong truc tai tram y té, da s6 khach hang
déu hai long, chi ¢6 0,74% khach hang cho biét can bd, nhan vién hay vang mit,
kho lién h¢ hodc hau nhu khéng co nguoi thuong truc. 91,71% khach hang cho
biét tram y té c6 bd tri nhan vién truc cdp ciu vao ngay thir bay, chu nhét va hang
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dém. Diéu nay cho thay cac tram y t€ da c6 sy quan tam, bo tri can by, nhan vién
truc day du, thuén tién cho ngudi dan khi lién hé thuc hién cac dich vu cham soc

strc khoe.

Vé nhitng gidy to phai ndp hodc xuét trinh cho tram y té khi kham chira
bénh, 99,56% khéach hang danh gia don gian, hop ly, dé thuc hién, chi c6 0,44%

danh gia con phtrc tap, may moc.

Panh gia vé tha tuc chuyén
nguoi bénh lén tuyén trén, da sb
khach hang cho biét thu tuc don
gian, dé thuc hién, tuy nhién van
con 3,63% cho biét thii tuc mét
kha nhiéu thoi gian. Vé phuong

phuong  tién chuyén bénh 1én
tuyén trén do nguodi bénh tu lo,

Ngudi bénh
- " , tw lo, Tram
tién chuyén bénh cap ctru, cd dén | khéng bit;

49,56% khach hang cho biét | 49:56%

bén ngoai
gilim nguoi
' bénhva clr
J nhén vién y té

Xin xe cap ctu

cta bénh vién

tuyén trén;
16,81%

Hop ddng xe

theo Ién tuyén
trén; 32,52%

tram khong biét.

3.2. biéu kién tiép d6n va phuc vu

- Biéu di€ém s0, chi s0 cua tung don vi

STT Pon vi Piém TB | Chi s
1 Tram Y té phuong Van Thanh 4,99 99,80%
2 | Tram Y té phuong Phudc Hoa 4,99 99,80%
3 | Tram y té phuong Phudc Tién 4,98 99,60%
4 | Tram Y té xd Vinh Hiép 4,88 97,60%
5 Tram Y té phuong Phuong Son 4,78 95,60%
6 | Tram Y té xa Vinh Thai 4,55 91,00%
7 | Tram y té xa Phudc Pong 4,45 89,00%
8 | Tram Y té x4 Vinh Trung 4,44 88,80%
9 | Tram Y té xa Vinh Thanh 4,39 87,80%
10 | Tram Y té phudng Xuong Huan 4,23 84,60%
11 | Tram Y té phudong Loc Tho 4,23 84,60%
12 | Tram y té phudng Vinh Tho 4,20 84,00%
13 |TramY té phuong Tan Lap 4,11 82,20%
14 | Tram Y té phuong Phudc Tan 4,08 81,60%
15 | Tram Y té x3 Vinh Luong 4,04 80,80%
16 | Tramy té xd Vinh Phuong 3,84 76,80%
17 | Tram y té phudng Vinh Hoa 3,81 76,20%
18 | Tram Y té phudong Phudc Hai 3,63 72,60%
19 | Tram y té phudng Vinh Trudng 3,60 72,00%
20 | Tram Y té phuong Vinh Hai 3,53 70,60%
21 | Tram Y té xd Vinh Ngoc 3,53 70,60%
22 | Tram y té phuong Ngoc Hiép 3,41 68,20%
23 | Tram y té phuong Phude Long 3,39 67,80%
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STT Pon vi Piém TB | Chi sb
24 | Tramy té phudng Van Thang 3,29 65,80%
25 | Tram Y té phuong Vinh Nguyén 3,18 63,60%
26 | Tram Y té phuong Phuong Sai 3,16 63,20%
27 | Tram Y té phuong Vinh Phudc 2,91 58,20%

Trung binh chung 4,02 80,46%

Biéu do chi so teng don vi tir cao xuong thap
Chi so Dieu kién tiep don va phuc vu

97.60%

Tram Y té phuong Van Thanh
Tram Y té phuomg Phudc Hoa
Tram y té phuong Phude Tien
Tram Y té xa Vinh Hiép

Tram Y té phuong Phuong Son
Tram Y té xa Vinh Thai

Tram y té x4 Phudc Pong
Tram Y té xa Vinh Trung

Tram Y té xd Vinh Thanh
Tram Y té phuomg Xuong Huan
Tram Y té phuwomg Loc Tho
Tram y té phuong Vinh Tho
Tram Y té phuong Tén Lip
Tram Y té phuong Phude Tén
Tram Y té xa Vinh Luong
Tram y té xi Vinh Phuong
Tram y té phuong Vinh Hoa
Tram Y té phudng Phudc Hai

e 0 ] 00%
s 30 (0%
I 8 2()0/
e 27 2094
I 24 60%%
IEEE— 54 .60%
IEE—— 34 (009

EE—— 3(), 509
E—— 76, 80%%
EE——— 76, 2%
Eee——— 72 .60%

Tram y té phuomg Vinh Truong 72.00%
Tram Y t€ Xa Vinh Ngoc  e————— 70.60%
Tram Y té phuong Vinh Hai 70.60%

Tram y té phuong Ngoc Higp  ee———— (3,20%

Tram y té phuomg Phudc Long  ee—— 67 309

Tram y t€ phuong Van Théng
Tram Y te phuong Vinh Nguyen
Tram Y té phuong Phuong Sai

Tram Y té phuomg Vinh Phudc — 58 20%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

O tiéu chi diéu kién tiép don va phuc vy, Tram y té phuong Van Thanh va
Tram y t& phuong Phudc Hoa 1a 02 don vi dugce khach hang danh gid cao nhat véi
chi s6 rat cao (99,80%), thap nhat van 1a Tram y té phuong Vinh Phudc véi
58,20%. O tiéu chi nay c¢6 09 don vi c6 chi sb dat murc tot, nhung van c6 05 don vi
c6 chi sd dat muc trung binh (tdng 02 don vi so v6i nam 2017); con lai 13 don vi
c6 chi s6 hai 1ong vé diéu kién tiép don va phuc vu dat mirc kha. 15/27 don vi ¢6
chi s6 hai long vé diéu kién tiép don va phuc vu dat muc ti€u trong nam 2018. Chi
sO hai 1ong chung vé diéu kién tiép don va phuc vu 1a 80,46%, ting 4,36% so Vi
nam 2017 va dat myc tiéu thanh phd dé ra trong nam 2018.
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Panh gia vé khong gian chung
va khu vuc v¢ sinh cua tram y té,
68,5% khach hang danh gié sach sg¢,
ngan nép, thoai mai, rong rai, 5,7%
khach hang nhan xét chat hep, chua
thuan tién hodc mat vé sinh, thiéu
ngin nap, 25,80% khach hang chi
danh gia & muc tam dugc.

Sach sé,

thoai mai,

ngan nap;
31,58%

—037%

Chat hep,
méat vé
sinh, thiéu
ngan nap;

Con chéat
hep, chua

thuan ti
%

5,33

t

ién;
Tam
duorc;
25,80%

Tuwong déi

réng rai,
hoai mai;
36,92%

V& noi kham va cac phong bénh cua tram y té, 74,29% khach hang danh gia
rong rai, thodi mai, sach s¢, tién nghi, 4,0% khach hang danh gia con chat hep,
chua thuan tién, hodc mat vé sinh, thiéu tién nghi va van con 21,7% khach hang chi
danh gia & muc tam dugc.

Nhin chung, danh gia cua khach hang vé diéu kién tiép don va phuc vu tai
cac tram y té c6 cai thién hon so v6i nam 2017, tuy nhién mirc chuyén blen chua
cao. Piéu nay doi hoi cac tram y té can quan tdm hon nira dén viéc nang Cap co SO
vat chat, trang thiét bi, giit gin vé sinh chung nham dap ung tot hon yéu cau cia

khach hang.
3.3. Su phuc vu cua can bd, nhan vién y té

- Biéu di€ém s0, chi s0 cua tung don vi

STT Pon vi Piém TB Chi s6
1 | Tram Y té x Vinh Thai 4,89 97,77%
2 | Tramy té xi Phu6c Dong 4,81 96,29%
3 Tram Y té phuong Van Thanh 4,58 91,54%
4 | Tram Y té x3 Vinh Hiép 4,48 89,60%
5 Tram y té phudng Phudc Tién 4,47 89,37%
6 | Tram Y té xa Vinh Thanh 4,39 87,71%
7 | Tram Y té phuong Phudc Hoa 4,36 87,26%
8 | Tram Y té phuong Phudc Tan 4,35 87,03%
9 | Tram Y té phuong Xuong Hudn 4,31 86,23%
10 | Tram Y té phuong Loc Tho 4,30 85,90%
11 | Tram Y té xa Vinh Luong 4,27 85,49%
12 | Tram y té phudng Vinh Tho 4,27 85,37%
13 | Tram Y té x3 Vinh Trung 4,23 84,57%
14 | TramY té phuong Tan Lap 4,21 84,23%
15 | Tram Y té phudng Phuong Son 4,19 83,83%
16 | TramY té phuong Phudc Hai 4,11 82,11%
17 | Tram Y té x3 Vinh Ngoc 4,07 81,43%
18 | Tramy té xd Vinh Phuong 4,07 81,37%
19 | Tram y té phudng Ngoc Hiép 4,03 80,57%
20 | Tram y té phudng Vinh Truong 4,02 80,46%
21 | Tram Y té phudng Vinh Hai 3,86 77,20%
22 | Tram Y té phudong Phuong Sai 3,85 77,03%
23 | Tram Y té phudng Vinh Nguyén 3,84 76,86%
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STT Pon vi Piém TB Chi s
24 | Tram y té phudng Vinh Hoa 3,79 75,83%
25 | Tramy té phudng Van Thiang 3,70 74,06%
26 | Tramy té phudong Phudc Long 3,70 73,94%
27 | Tram Y té phuong Vinh Phudc 3,47 69,43%

Trung binh chung 4,17 83,42%

Biéu do chi so teng don vi tir cao xuong thap

Chi so0 Sw phuc vu cta can bo, nhan vien y té

Tram Y t& x4 Vinh Thii e 07,77%
Tram y té x4 Phudc Dong  — 06.29%
Tram Y té phub’no Van Thanh e———————————— 0] .54%
Tram Y te x4 Vinh H.lep e 80.60%
Tram y té phuorno Phudc Ticn  ee—— 30 37%
Tram Y té X3 Vinh Thanh o— §7.71%
Tram Y té phuong Phugc Hoa meeesssss———" $7.26%
Tram Y té phuong Phudc Tan  ee—_ §7,03%
Tram Y té phuong Xuong Huin ee— 56.23%
Tram Y té phuong Loc Tho =———— $5.90%
Tram Y t€ X3 Vinh Luong  ee——— 55,499
Tram y té phuong Vinh Tho e—— §5.37%
Tram Y té X3 Vinh Trung  ee———— 84 57%
Tram Y té phuong Tan Lip e— §4.23%
Tram Y té phuong Phuong Son  e— §3 830
Tram Y té phuong Phudc Hii  ee—— §2.11%
Tram Y € x4 Vinh Ngoc  ne———— §].43%
Tram y té i Vinh Phuong  Se— ] ,37%
Tram y té phuong Ngoc Hifp  me—— §().57%
Tram y té phuong Vinh Truong  Se—————— 5().46%
Tram Y té phuong Vinh Hai 77.20%
Tram Y té phuomg Phuong Sai  ne——— 77,03%
Tram Y té phuong Vinh Nguyén e ———— 76.86%
Tram y té phuong Vinh Hoa m—————_—_—_— 75.83%
Tram y te phuong Van Thing me———— 74 (6%
Tram y té phuong Phudc Long  ee——— 73 049,
Tram Y té phuong Vinh Phuéc ee—— 59 430

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

O tiéu chi su phuc vu cua can b, nhan vién y té, Tram y té X Vinh Thai lé
don vi dan dau véi chi s6 hai 10ng rat cao (97,77%), thap nhat van 12 Tram y té
phuong Vinh Phudc véi 69,43%. Pay 1a tiéu chi co dén 14 don vi dat mirc tot va
13 don vi dat mutrc kha, khong c6 don vi dat mirc trung binh. 20/27 don vi c6 chi s6
hai long vé su phuc vu cia cén bg, nhan vién y té dat muc tiéu trong nam 2018.
Chi s hai 10ng chung vé su phuc vu ctia can bd, nhan vién y té dat 83,42%, ting
2,95% so voi ndm 2017 va vuot myc tiéu cua nam 2018. Day la tiéu chi dugc
khach hang danh gia cao nhat trong 05 tiéu chi khao sat d6i véi tram y té cap xa.

Qua két qua khao sat, 90,23% khach hang hai long voi cach db6i xir cia can
bo, nhép vién y té doi véi nguoi bénh, chi ¢6 0,51% gho biét co truong hqp khong
cong bang hoac con uu ti€n nguoi quen than. Pa s6 khach hang cho biét khong
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phéi chd doi lau dé dén luot kham, chita bénh, cap thudc, chi co 4,37% cho biét
mat kha nhiu thoi gian hodc phai cho kha lau. Trong 260 truong hop phai cho doi
khi dén tram y t€ thi c6 58 truong hop phai cho doi tir 30 phut trd 1én.

95,03% khach hang cho biét viéc cho Xy ra Nhiéu
doi can by, nhan vién y té it khi xay ra hoac thuong ldc phai
khong phai doi, chi c6 4,97% khach hang cho | | . . xuyé?; dc_ri(;)
biét nhiéu lic phai doi hodc viée cho doi xay | " 0% 4,82%
ra thuong xuyén. CO nhi€u nguyén nhan | ypang_— i it khi
khéach hang phai cho doi lau nhung chu yéu | phai doi;
do can bd, nhan vién dang giai quyét cho | 24,98%

ngudi dén trudc, ty nhién, van ¢6 § kién phan >\\ Ha:::/

\
anh can bg, nhan vién y té c6 mit nhung tho \\\\\\ théng
0, khong quan tdm khach hang, dang noi o6

chuyén di¢n thoai hoac lam vi¢c riéng. 52 48%
Y kién khdch hang vé nguyén nhan cho doi khi dén tram y té
Dang giai quyét cho nguoi khac, kha ban rén 420

Pang ndi chuyén dién thoai ll 25

C6 mat nhung tho o, ré ra, '. i
khéng quan tam khach hang |

Pang lam viécrieng il 13
KRAC: eaeveeereeeecvseeee. B 12
vang mit khongré lydo | 11

0 50 100 150 200 250 300 350 400 450

V& thai do phuc vu ctia can bo, nhan vién y té, 84,95% khach hang hai 1ong,
chi ¢6 0,67% khach hang danh gia can bd, nhan vién y té giao tiép kém, it tan tinh
hodc con thd o, bat lich su, cira quyén, tuy nhién van con 14,38% khach hang chi
danh gia & muc tam dugc.

Vé nang lyc cia can bg, nhan vién y t& khi xir Iy cong viéc, 79,41% khach
hang danh gia nhanh chéng, chinh xac, chi c6 0,6% khéach hang cho biét can bd, nhan
vién y t€ con cham chap, thi€u tap trung, vira xir Iy cong vi¢c vira lam viéc riéng.

Panh gia vé sy liém khiét ctia can bd, nhan vién y té, 94,67% khach hang
cho biét khong gip truong hop can bd, nhan vién y t& doi hoi boi dudng, chi co
0,37% cho biét ¢6 truong hop can bo, nhan vién gay kho d&, doi hoi boi dudng méi
phuc vu (phan anh ddi v6i Tram y té cac phuong: Loc Tho, Phudc Téan, Vinh
Phudc, Vinh Tho). Ty 1¢ nay khong cao nhung cho thiy viéc can bd, nhan vién y té
c6 thai d6 voi vinh, doi hoi boi dudng cua nguoi bénh van con xdy ra, tinh trang
nay can dugc nghiém tic chan chinh, khac phuc dé khong gay phién ha cho ngudi
dan khi dén tram y té.
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96,45% khach hang cho biét can bo, nhan vién y t,é' cO quan tam, tham h,(”)i,
dong vién ngudi bénh, con lai 3,55% khach hang cho biét can bg, nhan vién hiém
khi tham hoi, dong vién hodc khong cé.

3.4. Két qua dich vu

- Biéu di€ém so, chi s0 cua ting don vi

STT Pon vi Pi¢m TB Chi s6
1 | Tram Y té xd Vinh Thai 4,83 96,53%
2 | Tramy té xd Phuéc Pong 4,75 94,93%
3 | Tram Y té phuong Van Thanh 4,45 89,07%
4 | Tram y té phuong Phuéc Tién 4,36 87,20%
5 | Tram Y té phuong Phudc Tan 4,22 84,40%
6 | Tram Y té xd Vinh Luong 4,19 83,73%
7 Tram Y té phuong Loc Tho 4,17 83,47%
8 | Tram y té phuong Vinh Trudng 4,15 83,07%
9 | Tram Y té x4 Vinh Hiép 4,14 82,80%
10 | Tram y té phudng Vinh Tho 4,13 82,67%
11 | Tram Y té phuong Phudc Hai 4,03 80,67%
12 | Tram Y té phudong Xuong Huan 4,03 80,67%
13 | TramY té phuong Tan Lap 4,00 80,00%
14 | Tram Y té xd Vinh Thanh 3,99 79,87%
15 | Tram Y té phuong Phuédc Hoa 3,98 79,60%
16 | Tram Y té xd Vinh Trung 3,97 79,33%
17 | Tram Y té phudng Phuong Son 3,95 78,93%
18 | Tram Y té phuong Phuong Sai 3,89 77,.87%
19 | Tram Y té phuong Vinh Hai 3,79 75,87%

20 | Tramy té phuong Vinh Hoa 3,79 75,87%
21 | Tramy té xa Vinh Phuong 3,79 75,73%
22 | Tram Y té xd Vinh Ngoc 3,67 73,47%
23 | Tram y té phudong Ngoc Hiép 3,64 72,80%
24 | Tram y té phudng Van Thing 3,61 72,27%
25 | Tram Y té phudng Vinh Nguyén 3,53 70,67%
26 | Tramy té phudong Phuéc Long 3,43 68,53%
27 | Tram Y té phudng Vinh Phudc 3,23 64,53%

Trung binh chung 3,99 79,80%

O tiéu chi két qua dich vy, Tram y té x4 Vinh Thai tiép tuc dugc khach hang
danh gia cao nhat vdi chi so hai long rat cao (96,53%), thap nhat van la Tram y té
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phuong Vinh Phuéc véi 64,53%. Co 05 don vi c6 chi s6 hai long vé két qua dich
vu dat mte tot, 01 don vi dat mirc trung binh va 21 don vi con lai dat mirc kha.
17/27 don vi c6 chi sd hai long vé két qua dich vu dat muc ti€u trong nam 2018.
Chi sb hai long chung vé két qua dich vu 1a 79,80%, ting 3,52% so v4i nam 2017
va dat muc tiéu dé ra trong nam 2018.

Biéu do chi so tung don vi tir cao xuong thap

Chi s6 Két qua dich vu

Tram Y té xa Vinh Thai

Tram y té x4 Phudc Dong

Tram Y té phuong Van Thanh
Tram y té phuong Phude Tien
Tram Y té phuong Phude Tan
Tram Y té x4 Vinh Luong
Tram Y té phuong Loc Tho
Tram y té phuong Vinh Truong
Tram Y té x4 Vinh Hiép

Tram y té phuong Vinh Tho
Tram Y té phuong Phudc Hai
Tram Y té phuong Xuong Huin
Tram Y té phuomg Tan Lip
Tram Y té xa Vinh Thanh

Tram Y té phuomg Phude Hoa
Tram Y té x Vinh Trung

Tram Y te phuong Phuong Son
Tram Y té phuong Phuong Sai
Tram y té phudng Vinh Hoa
Tram Y té phwong Vinh Hai
Tram y té xa Vinh Phuwong
Tram Y té x4 Vinh Ngoc

Tram y té phuong Negoc Hiép
Tram y té phuong Van Thang
Tram Y té phuong Vinh Nguyén
Tram y té phuomg Phude Long
Tram Y té phuong Vinh Phudc

75.87%
EE—— 75 8704

75.73%
E——— 72 809

96.53%
94.93%

89.07%
87.20%

40.00% 50.00% 60.00% 70.00% 80.00% 90.00% 100.00%

Panh gia vé két qua tham,
kham bénh tai tram y té, ty 1¢
khach hang that sy an tdm chi
chiém 77,17%, 18,61% khach

Hau nhw

chi mudn

1&n tuyén
trén;

hang chi danh gid ¢ muc tam

duoc, van con 4,22% chua an tim
hodc chi mudn Ién tuyén trén.
Nguyén nhan chu yéu do thiéu
may moc, trang thiét bi, tram y té
qua tai, thubc chita bénh khong
day du.

Réat an y i
tam, tin
twéng vé /
két qua;

16,09%

Kha tét;
61,08%

Nhiéu lac
chua an
tam;
2,89%

Tam

du@c;
1%
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Nguyén nhén khéch hang chuwa an tam véi két qua tham, kham bénh tai tram y té

Trang thiét bi, may moc rit thidu | S | 5O
Tram y t€ qud tai, dé lay nhiém I 53
Thudc chira bénh khéng day da I 42
Cach kham bénh so sai, ciu tha NN 23
Trinh d6 nhan vién y té kém [ 13
(- Toh ORI ]

0 10 20 30 40 50 60 70 80 90 100

~ 98,0% khach hang cho biét dugc can bd, nhan vién y t€ tw van day d, cu thé

v€ tinh trang strc khoe ciia minh hodc nguoi than, 2,0% cho biét khong dugce tu

van, ké ca khi hoi hodc c6 tu van nhung chua that sy nhiét tinh.

V& viéc cap phat thudc tai tram y té, 81,78% khach hang cho biét thudc duoc

cap day du, 3,63% cho biét co cap thuéc nhung khong day da va 0,37% phai tu
mua bén ngoai, ké ca thuéc BHYT.

3.5. Tiép nhan va xir 1y théng tin phan hoi

- Biéu di€ém so, chi s0 cua ting don vi

STT Pon vi Pi¢m TB Chi sb
1 | Tram Y té xd Vinh Thai 4,93 98,53%
2 | Tram Y té phuong Van Thanh 4,83 96,67%
3 | Tramy té xi Phudc Dong 4,77 95,33%
4 | Tram y té phuong Phuéc Tién 4,41 88,27%
5 | Tram Y té phuong Phudc Tan 4,29 85,87%
6 | Tram Y té phuong Loc Tho 4,29 85,87%
7 | Tram y té phuong Vinh Tho 4,28 85,60%
8 | Tram Y té phuong Xwong Huan 4,27 85,33%
9 | Tram Y té phuong Tan Lap 4,27 85,33%
10 | Tram Y té xa Vinh Luong 4,19 83,73%
11 | Tram Y té phuong Phude Hoa 4,16 83,20%
12 | Tram Y té x3 Vinh Trung 4,13 82,67%
13 | Tram Y té xa Vinh Hiép 4,09 81,73%
14 | Tram Y té phuong Phudc Hai 4,07 81,33%
15 | Tram Y té xa Vinh Thanh 4,05 80,93%
16 | Tram Y té phuong Phuong Son 4,02 80,40%
17 | Tram y té phudong Van Thang 4,00 80,00%
18 | Tram y té xd Vinh Phuong 4,00 80,00%
19 | Tram Y té phudng Vinh Nguyén 3,93 78,67%

20 | Tram Y té xa Vinh Ngoc 3,91 78,27%
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STT Pon vi Piém TB Chi sb
21 | Tramy té phuong Vinh Hoa 3,87 77,47%
22 | Tram Y té phuong Phuong Sai 3,87 77,33%
23 | Tram y té phuong Vinh Trudng 3,85 77,07%
24 | Tram y té phudong Ngoc Hiép 3,83 76,67%
25 | Tram Y té phuong Vinh Hai 3,71 74,27%
26 | Tramy té phudng Phuéc Long 3,69 73,73%
27 | Tram Y té phuong Vinh Phudc 3,64 72,80%

Trung binh chung 4,12 82,40%

O tiéu chi tiép nhan va xir 1y thong tin phan hdi, Tram y t& x3 Vinh Thai van
tiép tuc dan dau véi chi s hai long rat cao (98,53%), thip nhat van la Tram y té
phudng Vinh Phudc véi chi sb 72,80%. Co 09 don vi co chi s6 dat mic t6t, 18 don
vi con lai dat mtrc khé va khong c6 don vi nao dat mirc trung binh. Chi s6 hai long
chung tiép nhan va xir 1y thong tin phan hoi 1a 82,40%, ting 3,0% so v6i ndm 2017

va dat myc tiéu dé ra trong nam 2018.

Biéu do chi so tung don vi tir cao xuong thap

Chi s0 Tiép nhn va xit Iy thong tin phan hoi

Tram Y té x4 Vinh Thai

Tram Y té phuomg Van Thanh
Tram y t& xd Phudc Dong
Tram y té phuomg Phudc Tien
Tram Y té phuong Phude Tén
Tram Y té phuong Loc Tho
Tram y té phudmg Vinh Tho
Tram Y té phuong Xuwong Huan
Tram Y té phuong Tan Lap
Tram Y té xd Vinh Luong
Tram Y té phuomg Phudc Hoa
Tram Y té x& Vinh Trung

Tram Y t€ x4 Vinh Hiép

Tram Y te phuomg Phudc Hai
Tram Y té xa Vinh Thanh

Tram Y té phuong Phuong Son
Tram y té xa Vinh Phuong
Tram y té phuong Van Thing
Tram Y té phuong Vinh Nguyén
Tram Y té xd Vinh Ngoc

Tram y té phuomg Vinh Hoa
Tram Y té phuong Phuong Sii
Tram y té phuong Vinh Truong
Tram y té phuong Ngoc Hiép
Tram Y té phuong Vinh Hai
Tram y té phuong Phudc Long
Tram Y té phuong Vinh Phudc
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Danh gid viéc niém yét Khong Thiéu
A . \ A J4 A T A th:j'y g]; nhiéu
thong tin .duonquay nong Sso dl@in Blvdh e dibrgiting
thoai, dia chi thu dién t, |theng tin, 1,04%
: N4 A AR o, | O rang;
we]asrfe...) '.[?_JA,I cac Fram y té dé gui | Se'e7o0
phan anh, kién nghi, 97,55% khach
hang cho biét c6 niém yét, chi co
2,45% khéach hang cho biét thi¢u
nhi€u thong tin hodc khong thay gi. 52.96%
Tho o, T K}An gdp vudéng mac h,oac can
khéng tam nhung  thém thong tin, da s6 khach hang
q%agzt;’m'-———__ 'tg%%g‘“; dugc can bo, nhan vién y te giai
¥ ’ 0 r r X . Nt A 1
ik dap, hudng dan kip thoi, tan tinh,
ran 9 r r \ < A
trong 4 chi c6 0,67% khach hang cho biét

nghe va tiép
thu; 23,63%

Colang
nghe va
trao ddi;
69,19%

it khi dugc giai déap, giai déap
khong 10 rang hoac khong duogc
giai dap. 92,82% khach hang cho
biét can bo, nhan vién y. té co
quan tim ling nghe, trao doi, tlep

thu khi dugc khach hang gop y, phan anh, kién nghi; 6, 96% khach hang cho biét
tram y té c6 quan tim ddi v6i cac phan anh, gop ¥ nhung it tiép thu.

4. Danh gia chung va gop y cua khach hang

Két qua tong hop chung cho

, Rat khong Khong hai
A 0 14 hY N hY r.* YR P i P
thay 82,29% khach hang hai long voi e hgléﬁ;;g, long; o
su phuc vu cta céac tram y t&, 16,74% long; : duoc;
18,81% 16,74%

khéach hang chi danh giad & muc tam
duogc va 0,97% khach hang chua hai
long. Nhin chung, muc do hai long
cua khach hang dbi véi su phuc vu
clia tram y té trong ndm 2018 da cai
thién hon so v&i nam 2017.

Hai long;
63,48%

Qua cac phicu khao sat, y kién cua khach hang vé nhitng van dé chua hai

10ng tai tram y té cap x4 khong nhiéu (36 y kién), tap trung vao cic ndi dung: co so
vat chat, di€u kién ti€p don thiéu thon, lac hau, chat luong kham, chira bénh kém,
thudc men di€u tri thi€u thon, kém chat lugng. Bong thoi khach hang c6 mot so
gb6p y chung nhu sau (xem Phu luc 4):

- Nang cdp co s& vat chat, mo rong phong kham bénh, dau tu may moc,
trang thiét b1 kham chira bénh hién dai, bo sung day du thuoc di€u tri bénh.

- Nang cao trinh do chuyén mén, nghiép vu cta can bd, nhan vién y té.

- Thai 6 phuc vu cua can bo, nhan vién y té can tan tinh, niém nd, vui vé, than
thién hon; xtr Iy cong viéc nhanh hon, can lam viéc ding gio va quan tdm dén bénh
nhan nhic¢u hon.

- Tang cudng bac si v€ lam vi¢e tai tram y té.
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IV. KET LUAN VA KIEN NGHI

1. Panh gia chung

Tong hop chung trén hai khéi co ‘quan dugc khao sat, danh gia nam 2018
cho thay khdi UBND cép x4 va tram y té cap xa déu co6 chi s6 hai 1ong chung cao
hon nam 2017 va dat muyc tiéu dé ra tai K& hoach cai cach hanh chinh cta thanh
phé trong nam 2018 (78%).

a) Poi voi UBND cap xa

So sanh chi s6 hai 1ong nam 2017 va nam 2018

SIPS
STT b i a i
on vi 2017 2018 Tang/giam

1 | UBND xa Vinh Thai 74,26% 92,15% 17,89%
2 | UBND xa Vinh Thanh 73,95% 84,48% 10,53%
3 | UBND xa Vinh Hiép 73,11% 82,58% 9,47%
4 | UBND xa Vinh Luong 72,78% 81,02% 8,24%
5 | UBND phuong Phudc Tan 77,23% 80,66% 3,43%
6 | UBND phuong Vinh Tho 83,22% 79,88% -3,34%
7 | UBND phuong Loc Tho 71,67% 79,68% 8,01%
8 | UBND phuong Vinh Phudc 76,24% 79,59% 3,35%
9 | UBND phuodng Van Thing 76,52% 79,18% 2,66%
10 | UBND xa Vinh Ngoc 61,68% 79,08% 17,40%
11 | UBND phuong Phudc Hai 72,98% 79,05% 6,07%
12 | UBND phuong Vinh Nguyén 67,78% 78,99% 11,21%
13 | UBND phuong Vinh Trudong 70,17% 78,19% 8,02%
14 | UBND xa Vinh Phuong 69,65% 77,80% 8,15%
15 | UBND phuong Phuong Son 76,53% 77,52% 0,99%
16 | UBND phuong Xuwong Huan 74,87% 77,16% 2,29%
17 | UBND phuong Van Thanh 77,21% 76,89% -0,32%
18 | UBND phuong Phudc Tién 68,87% 76,83% 7,96%
19 | UBND xa Vinh Trung 73,95% 76,73% 2,78%
20 | UBND phuong Phuong Sai 74,85% 76,60% 1,75%
21 | UBND phuong Phudc Hoa 75,74% 76,51% 0,77%
22 | UBND phuong Ngoc Hiép 72,76% 76,48% 3,72%
23 | UBND phuong Vinh Hai 67,39% 75,67% 8,28%
24 | UBND phuong Vinh Hoa 72,03% 74,24% 2,21%
25 | UBND x4 Phudc Pong 75,70% 73,94% -1,76%
26 | UBND phuong Téan Lap 80,73% 73,58% -7,15%
27 | UBND phuong Phudc Long 65,03% 69,72% 4,69%
Két qua chung toan thanh phé 7321% | 78,18% 4,97%

So sanh gitta két qua khao sat naim 2017 va ndm 2018 cho thay c6 23 don vi

c6 chi s6 hai long chung trong ndm 2018 ting so voi nam 2017; mot s don vi ting
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manh nhu UBND xa Vinh Théi (tang 17,89%), UBND xa Vinh Ngoc (tdng
17,40%), UBND phuong Vinh Nguyén (tang 11,21%), UBND xa Vinh Thanh
(tang 10,53%). Bén canh d6, c6 04 don vi c6 chi sd hai 10ng giam so v&i nim
2018, trong d6 don vi giam manh nhat 1a UBND phuong Tan Lap (giam 7,15%).
Dbi vé6i UBND phuong Phude Long, tuy chi s hai 1ong chung co ting 1én so véi
nam 2017 nhung van 1a don vi dat thdp nhat va 1a don vi duy nhét co chi s hai
1ong chung dudi 70%. Tong hop chung, 13/27 don vi ¢o chi s6 hai long chung dat
muc tiéu dé ra ctia thanh phd trong nam 2018, tang 08 don vi so voi nam 2017.

So sanh qua 03 ndm thuc hién khao sat (tir nim 2016 dén nam 2018) cho
thiy chi s6 hai long chung cua timg don vi déu c6 bién dong, trong d6 14 don vi co
chi sb hai long ting lién tuc tir nim 2016 dén nam 2018. Cac don vi con lai ¢ xu
huéng bién dong chi sb hai long khéng déu (c6 nim ting, c6 nim giam); riéng
UBND phuong Vinh Tho va UBND phudng Van Thanh cé chi s hai 10ng giam
lién tuc tir ndm 2016 dén ndm 2018.

So sanh chi s6 hai 1ong qua 03 nam (2016, 2017, 2018)

, SIPS
STT Don vi 2016 2017 2018

1 UBND x4 Vinh Thai 73,23% 74,26% 92,15%
2 UBND xa Vinh Thanh 74,83% 73,95% 84,48%
3 UBND xa Vinh Hiép 69,46% 73,11% 82,58%
4 UBND xa Vinh Luong 67,14% 72,78% 81,02%
5 UBND phuong Phudce Tan 73,64% 77,23% 80,66%
6 UBND phuong Vinh Tho 90,04% 83.,22% 79,88%
7 UBND phuong Loc Tho 69,59% 71,67% 79,68%
8 UBND phuong Vinh Phudc 68,05% 76,24% 79,59%
9 UBND phuong Van Théng 60,75% 76,52% 79,18%
10 UBND xa Vinh Ngoc 71,75% 61,68% 79,08%
11 UBND phuong Phudc Hai 61,71% 72,98% 79,05%
12 | UBND phuong Vinh Nguyén | 83,95% | 67,78% 78,99%
13 UBND phuong Vinh Truong 71,66% 70,17% 78,19%
14 UBND xa Vinh Phuong 69,71% 69,65% 77,80%
15 UBND phuong Phuong Son 77,35% 76,53% 77,52%
16 UBND phuong Xuong Huan 69,32% 74,87% 77,16%
17 | UBND phuong Van Thanh 77,49% 77,21% 76,89%
18 UBND phuong Phudéc Tién 65,68% 68,87% 76,83%
19 UBND xa Vinh Trung 73,92% 73,95% 76,73%
20 UBND phuong Phuong Sai 67,24% 74,85% 76,60%
21 UBND phuong Phudc Hoa 70,76% 75,74% 76,51%
22 | UBND phuong Ngoc Hiép 7421% | 72,76% 76,48%
23 UBND phuong Vinh Hai 71,28% 67,39% 75,67%
24 UBND phuong Vinh Hoa 74,83% 72,03% 74.,24%
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] SIPS
STT Don vi 2016 2017 2018
25 | UBND xi Phudc Ddng 65,86% 75,70% 73,94%
26 | UBND phuong Téan Lap 71,51% 80,73% 73,58%
27 | UBND phuong Phude Long 60,56% 65,03% 69,72%
Két qua chung toan thanh phé 71,31% 73,21% 78,18%

Qua két qua khao sat nim 2017, UBND thanh phé di c6 nhiéu vin ban chi
dao, nhic nho cac UBND cAp x4 vé vige khic phuc nhitng han ché, thiéu sot theo
phan anh cua to chirc, cong dan va trién khai cic bién phap dé nang cao hiéu qua
cai cach hanh chinh, nang cao chat luong phuc vu tai don vi. Két qua khao sat nim
2018 cho thay nhiéu don vi cap x4 ¢6 su chuyén b1en vé chat lugng phuc vu, tham
chi mot s6 don vi co chuyen bién tich cuc, chi s6 hai long ting rat cao. Tuy nhién
bén canh d6 van con mot s6 UBND cép xi chua quan tim, chi dao sdu sat, kip thoi
dbi véi cong tac cai cach hanh chinh tai don vi, chua dé ra nhimg bién phap cu thé,
thiét thuc dé cai thién chi sé hai 10ng hang nim, din dén nhiéu trudng hop t6 chuc,
cong dan chua thuc sy hai long véi su phuc vu cua don vi, khi dugc khao sat chi
danh gia & mac tam duoc, dan dén chi sb hai long cua don vi khong cao, chua dat
duoc muc ti€u theo chi dao cua UBND thanh phé.

So sanh gitta cac tiéu chi duoc khao sat, tiéu chi dat chi s6 hai 1ong cao nhét
van 1a su phuc vu cia can bo, cong chirc, tiéu chi thap nhat tiép tuc 1a tiép cn dich
vu, twong tu két qua ndm 2017. Mic du tiéu chi tiép can dich vu dat thap nhét
trong 06 ti€u chi, nhung da c6 chuyén bién manh so véi nam 2017 (tang 10,44%),
cho thiy cac don Vi cap xa dé quan tam hon trong viéc cung cap thong tin cho to
chuc, cong dan vé cac quy dinh, co ché, chinh sach, thu tuc hanh chinh, cac dich
vu, tién ich trong qua trinh tiép nhan, giai quyét thu tuc hanh chinh. Tuy nhién
UBND cép xa can c6 nhiéu giai phap d6i mdi hon, da dang hon dé tuyén truyén
cac co ché, chinh sach, thu tuc hanh chinh thudc tham quyén giai quyét ctia don vi,
cac tién ich ma co quan nha nudc cung cip cho t6 chirc, cong dan, dong thoi tich
cuc, chi dong hon nita trong viéc tim hiéu nhu cau, huéng dan, giai dap vudng
méc cho khach hang khi dén giao dich.

Tiéu chi thil tuc hanh chinh 1a tiéu chi c6 bién dong it nhat, chi tang 0,51%
so v6i nam 2017. Két qua danh gia cia khach hang phan anh viéc niém yét cong
khai thu tuc hanh chinh cua cac don vi khong c6 su chuyén bién nhiéu so V01 nam
2017, mat khac qua két qua kiém tra cai cach hanh chinh nim 2018, mét sé don vi
chi niém yét danh muc thu tuc hanh chinh, cac ndi dung cua thu tuc hanh chinh
nhu: thanh phan va s6 luong hd so phai nop, thoi han va trinh ty giai quyét, phi, 18
phi giai quyét thu tuc; cac to khai, biéu mau dién san thong tin dé tham
khao...khong duogc niém yét day du. Do d6, chi s6 hai 10ng vé tiéu chi thu tuc hanh
chinh khong dat dugc muc tiéu déra trong nam 2018.

Ti€u chi sy phuc vu cua can b, cong chirc lién tuc dat cao nhét trong cac
tiéu chi khao sat doi voi UBND cép xa tir nam 2016 dén nay, cho thay da s6 khach

hang hai long véi thai do phuc vu, giao tlep, img xir cua cac by cong chire khi dén
giao dich tai tirng don vi, trong thoi gian dén cac don vi cap xa can phat huy hon
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nira dé tiép tuc nhan duogc su tin twong, ung ho, déng thuan cia khach hang. Pong
thoi can nghién ctru, dé€ ra nhirng bién phap cu thé, thiét thuc dé khac phuc nhirng
diém ma khach hang chua hai long doi véi don vi minh.

b) D61 voi Tram y t€ cap xa

So sanh chi s6 hai 10ng ndm 2017 va nim 2018

SIPS
STT b i A i
on vi 017 2018 Tang/giam
1 | Tram Y té xd Vinh Thai 82,41% 95,75% 13,34%
2 | Tram Y té x3 Phudc Dong 82,31% | 93,92% 11,61%
3 |TramY té phuong Van Thanh 82,79% 92,91% 10,12%
4 | Tram Y té phuong Phudc Tién 88,41% | 90,38% 1,97%
5 | Tram Y té xa Vinh Hiép 79,70% 86,33% 6,63%
6 | Tram Y té phudng Phudc Hoa 75,73% 86,06% 10,33%
7 | Tram Y té phuong Loc Tho 83,82% 83,90% 0,08%
8 | Tram Y té phuong Phuong Son 85,00% 83,53% -1,47%
9 | Tram Y té phudng Phudc Tan 70,73% 83,35% 12,62%
10 | Tram Y té xa Vinh Thanh 80,72% 82,78% 2,06%
11 | Tram Y té phuong Xuong Huan 81,14% 82,51% 1,37%
12 |TramY té phuong Vinh Tho 78,68% 82,31% 3,63%
13 |TramY té x3 Vinh Luong 78,12% 81,76% 3,64%
14 | Tram Y té phuong Tan Lap 83,48% 81,18% -2,30%
15 | TramY té x3 Vinh Trung 80,57% 81,03% 0,46%
16 |TramY té phuong Phudc Hai 75,71% 77,85% 2,14%
17 | Tram Y té xa Vinh Phuong 72,97% | 76,82% 3,85%
18 | Tram Y té phuong Vinh Truong 67,28% 76,80% 9,52%
19 | Tram Y té phuong Vinh Hoa 75,62% 75,54% -0,08%
20 | Tram Y té x4 Vinh Ngoc 74,62% 75,41% 0,79%
21 | Tram Y té phuong Vinh Hai 62,71% 72,85% 10,14%
22 | Tram Y té phuong Phuong Sai 76,34% 72,83% -3,51%
23 | Tram Y té phuong Ngoc Hiép 73,84% 72,57% -1,27%
24 | Tram Y té phuong Van Théng 76,23% | 72,33% -3,90%
25 | Tram Y té phuong Vinh Nguyén 62,51% 72,25% 9,74%
26 | Tram Y té phuong Phude Long 70,73% 70,16% -0,57%
27 | Tram Y té phuong Vinh Phudc 75,07% 65,13% -9,94%
Két qua chung toan thanh phé 77,19% | 80,31% 3,12%

So sanh gitta két qua khao sat nim 2017 va ndm 2018 cho thay c6 19 don vi
c6 chi sd hai 10ng chung nim 2018 ting so v6i ndm 2017; mot sé don vi ting rat
cao nhu Tram y té xa Vinh Thai (ting 13,34%), Tram y té phuong Phudc Tan
(ting 12,62%), Tram y té xa Phudc Pong (ting 11,61%), Tram y té phudng Phudc
Hoa (ting 10,33%), Tram y té phuong Vinh Hai (ting 10,14%) va Tram y té
phuong Van Thanh (tang 10,12%). Bén canh do, c6 09 don vi c6 chi s6 hai long
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chung giam so voi ndm 2017, trong d6 giam manh nhé:[ 1a Tram y té phuong Vinh
Phudc (giam 9,94%), day 1a don vi duy nhat cé chi s6 hai long chung nam 2018
chi dat muc trung binh.

So sanh qua 03 nam thuc hién khao sat (tr ndm 2016 dén nam 2018) cho
thy chi s hai long chung ctia timg don vi déu co bién dong, trong d6 11 don vi co
chi sb hai 1ong tang lién tuc tir ndm 2016 dén nam 2018, 02 don vi c¢6 chi s6 giam
lién tuc tir ndm 2016 dén nim 2018 (Tram y té phuong Ngoc Hiép, Tram y té
phuong Phude Long). Cac don vi con lai ¢6 xu hudng bién dong chi sb hai long
khong déu (c6 nam ting, cb nim giam). Ngoai ra, chi sb hai 1ong chung ctia Tram

y té phuong Vinh Hoa khong c6 su chuyén bién dang ké trong 3 nam.

So sanh chi s6 hai 10ng qua 03 nam (2016, 2017, 2018)

. SIPS

STT Don vi 2016 2017 2018
1 | Tram Y té xd Vinh Thai 77,89% 82,41% 95,75%
2 | Tram Y té xi Phuéc Pong 72,08% 82,31% 93,92%
3 Tram Y té phuong Van Thanh 65,51% 82,79% 92.,91%
4 | Tram Y té phuong Phudc Tién 66,45% 88,41% 90,38%
5 | Tram Y té xd Vinh Hiép 84,63% 79,70% 86,33%
6 | TramY té phuong Phudc Hoa 71,66% 75,73% 86,06%
7 |TramY té phuong Loc Tho 69,97% 83,82% 83,90%
8 | Tram Y té phuong Phuong Son 51,94% 85,00% 83,53%
9 | TramY té phuong Phudce Tan 75,91% 70,73% 83,35%
10 | Tram Y té xd Vinh Thanh 75,95% 80,72% 82,78%
11 | Tram Y té phuong Xuong Huan 71,72% 81,14% 82,51%
12 | TramY té phuong Vinh Tho 94,41% 78,68% 82,31%
13 | Tram Y té xd Vinh Luong 65,65% 78,12% 81,76%
14 | Tram Y té phuong Tan Lap 73,84% 83,48% 81,18%
15 |TramY té xa Vinh Trung 82,09% 80,57% 81,03%
16 | Tram Y té phuong Phuéc Hai 71,92% 75,71% 77,85%
17 | Tram Y té xa Vinh Phuong 75,20% 72,97% 76,82%
18 | Tram Y té phuong Vinh Truong 69,24% 67,28% 76,80%
19 | Tram Y té phuong Vinh Hoa 75,53% 75,62% 75,54%
20 |TramY té xa Vinh Ngoc 72,90% 74,62% 75,41%
21 | TramY té phuong Vinh Hai 75,59% 62,71% 72,85%
22 | Tram Y té phuong Phuong Sai 69,58% 76,34% 72,83%
23 | Tram Y té phuong Ngoc Hiép 77,47% 73,84% 72,57%
24 | Tram Y té phuong Van Thing 65,51% 76,23% 72,33%
25 | Tram Y té phuong Vinh Nguyén 79,60% 62,51% 72,25%
26 | Tram Y té phuong Phuéc Long 71,66% 70,73% 70,16%
27 | Tram Y té phuong Vinh Phudéc 66,97% 75,07% 65,13%
Trung binh chung 73,30% 77,19% 80,31%
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Trong nam 2018, ti€u chi dat chi sb hai long cao nhét van la su phuc vu cua
can by, nhan vién y té, tiéu chi tiép can dich vu tuy c6 tang so véi nam 2017 nhung
van 1a tiéu chi duoc danh gia thép nhat. Piéu nay cho théy cac Tram y té can quan
tam hon nira trong viéc cung cap thong tin, tuyén truyen cho nguoi dan vé cac dich
vu cham soc strc khoe duge thuc hién tai tram, vé cach phong, chéng dich bénh
bang nhiéu hinh thirc khac nhau dé nguoi dan d& tiép can; can quan tim hudng
dan, giai dap cu thé nhimg vudéng mic cua ngudi dan vé cac dich vu kham chita
bénh duoc thuc hién tai tram.

Chi s6 su phuc vu cia can bg, nhan vién y té dat cao nhat va tang so voi nam
2017 cho thiy nhitng nd luc ctia nganh vy té trong ning cao chat luong phuc vu, doi
moi cong tac kham chita bénh di mang lai nhitng két qua dang ghi nhén, tao dugc
10ng tin ctia khach hang khi kham, chira bénh, cham soc sirc khoa tai cac tram y té.

¢) Tong hop chung, tiéu chi su phuc vu cua can b9, cong chirc va sy phuc vu
cua can by, nhan vién y té déu dat cao nhat & ca khdi UBND cép x3 va Tram Y, té
cap x4, cho thiy da s cac co quan, don vi da thudng xuyén quan tm tuyén truyén,
gido duc cho ddi ngii can b, cong chirc, vién churc, nhan vién vé tinh than, thai do
phuc vu, thuong xuyén kiém tra, giam sat, siét chat ky luat cong vu, ky cuong hanh
chinh, thuc thi nhiéu bién phap cai thién chat luong phuc vu tai co quan, don vi, tr
do nang cao mirc d6 hai long cua t6 chirc, cong dan. Tuy nhién, van con mot s ¥
kién cta khach hang phan anh vé nhiing han ché, thiéu sot trong thai d6 phuc vu
ctia can b, cong chirc tai UBND cip x3 va can bg, nhan vién tai tram y té cap xa.
Nhiing phan anh, gop y nay cua khach hang can dugc cac co quan, don vi quan
tam, tiép thu va c6 giai phap quyét liét dé khéc phuc triét dé trong thoi gian dén.

Két qua khao sat tuy chua thé hién toan dién thyc té hoat dong quan 1y, diéu
hanh, phuc vu t6 chuc, cong dan tai cac co quan, don vi, nhung da phan anh dugc
phﬁn nao vé nhirng mat da 1am dugc, nhitng han ché, ton tai can phai khéc phuc tai
ting co quan, don vi. Nhitng han ché, yéu kém dugc phat hién thong qua khao
sat, danh gia mirc d¢ hai long nam 2018, dac biét 1a cac gop v, kién nghi cua
khach hang can phai dugc cac co quan, don vi quan tdm nghién curu, tlep thu va
x4y dung, trién khai nhitng giai phap cu thé, thiét thuc dé cai thién chat luong
phuc vu cia co quan, don vi, nang cao tinh than trach nhiém cia ngudi dimg dau
co quan, don vi cling nhu cda tung can bd, cong chirc, vién chic trong qua trinh
thue thi nhiém vu, céng vu, giai quyét hd so thi tuc hanh chinh va cung cip dich
vu cong cho td chue, cong dan.

2. Kién nghi, dé xuit

Trén co so két qua khao sat mirc do hai long nam 2018 va cac phan anh,
kién nghi cua khach hang, don vi chu tri khao sat dé xuat mot s6 gidi phap chung
can trién khai thuc hién nhu sau:

2.1. Béi voi UBND cép x4

- T4 chire cong bd két qua khao sat mirc do hai long ddi véi su phuc vu cua
don vi trong ndm 2018 dén toan thé can bg, cong chuc, ngudil hoat dong khong
chuyén trach tai don vi va nguoi dan tai dia phuong. Tién hanh ra soat nhiing quy

51



dinh, chi dao vé cai cach hanh chinh ctia cap c6 tham quyén, truc tiép 1a nhiing chi
dao cua UBND thanh phd, ddng thoi nghién ciru nhitng vin dé dugc phat hién qua
két qua khao sat ndm 2018 dé xay dung va trién khai ngay cac bién phap khic phuc
nhitng han ché, thiéu sét, nhitng van dé ma khach hang chwa hai long.

- Thuc hién dﬁy du, nghiém tac, hi€u qua cac nhiém vu tuyén truyén cai
cach hanh chinh theo chi dao cia UBND thanh phé. Pay manh cung cap thong tin
vé dich vu cong, nhét 1a cac dich vu cong truc tuyén murc do 3, 4 mot cach thuong
xuyén,lién tuc voi nhiéu hinh thtrc khéc nhau. Phan cong can bg, cong chirc san
sang tlep nhan, giai dap, huéng din nhiing van de ma t6 chirc, cong dan con vuong
mic, két qua tra 101, giai dap nhimg vudng mic, phan anh, kién nghi phai dugc
phan héi truc tiép cho khach hang, dong thoi cong bd cong khai trén cac phuong
tién thong tin dai chiing, niém yét tai Bo phan tiép nhan va tra két qua cta don vi.

- Cap nhat va niém yét cong khai, kip thoi nhitng quy dinh vé thii tuc hanh
chinh, co ché, chinh sach duoc ban hanh méi hoac duoc diéu chinh, thay doi; dam
bao vi tri niém yét tap trung, thuan loi dé khach hang dé tiép can, tra ctru. Noi dung
niém yét thu tuc hanh chinh dam bao dung theo yéu cau tai Thong tu sb
02/2017/TT-VPCP ngay 31/10/2017 cua Vian phong Chinh phu huéng dan vé
nghiép vu kiém soat thu tuc hanh chinh.

- Tiép tuc day manh ra soat, dé xuat phu(mg an don gian héa thu tuc hanh
chinh thu¢c thAm quyen giai quyét, kién nghi giam cac glay t&, biéu mau, to khai
khong can thiét, rit ngan quy trinh, budc giai quyét cong nham tao thuan lgi cho to
chtrc, cong dan trong thuc hién thi tuc hanh chinh. Ting cuong cic bién phap hd
trg cho khach hang khi thyc hién thi tuc hanh chinh (1ap thém céc bd hd so mau,
thanh lap td tu van thuc hién thi tuc hanh chinh tai Bo phan tiép nhén va tra két
qua, tu van qua dién thoai, email, website, img dung di dong...). Huéng dan cu
thé, rd rang, chu ddo cho khach hang vé cac tién ich tryc tuyén dé giam thoi gian,
s6 14n di lai va chi phi thuc hién tha tuc hanh chinh.

- Tang cuong kiém soét viéc giai quyét thu tuc hanh chinh thong qua Trung
tam Dich vu hanh chinh cong truc tuyén cua tinh, han ché t61 da tinh trang b6 sung
ho so nhiéu lan, giam ty I¢ ho so tré han.

- Chuyén trong tAm tir thuc hién tt viéc giai quyét thu tuc hanh chinh sang
hd trg thyc hién dich vu cong, trong do chu yéu bang hinh thirc tryc tuyen tap
trung hd trg khach hang ngay tur hd so dau vao dé nang cao chat luong hd so dugc
tlep nhan, giam tinh trang bd sung nhiéu 1an, han ché sd 1an di lai cia khach hang,
tich cuc phdi hop ddy manh trién khai thanh toan truc tuyén phi, 1é phi, nghia vu
tai chinh khi khach hang thyc hién tha tuc hanh chinh tai don vi.

- Thuc hién nghi€m tac viéc tiép nhén va giai quyét thu tuc hanh chinh cho
t6 chue, cong dan theo Nghi dinh s6 61/2018/ND-CP ngay 23/4/2018 cta Chinh
phu vé thuc hién co ché mot cira, mot cura lién thong trong giai quyét thu tuc hanh
chinh. Tat ca hd so phai thuc hién tiép nhan va tra két qua tai Bo phén tiép nhan va
tra két qua, khong dé xay ra tinh trang cong chirc chuyén moén truc tiép nhan ho so,
tuan tha chat ch€ quy trinh luan chuyen hd so giita cac cong chirc chuyén mon, cac
bd phan. Viéc hudng din hd so, yéu cau bd sung hd so phai thuc hién dung quy
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dinh, ho so tré han phai c6 thong bao xin 16i khach hang va hen lai rd rang vé thoi
gian tra két qua lan sau theo ding quy dinh. Toan bo thong tin cia khach hang, hd
so dau vao va tai liéu phat sinh trong qua trinh giai quyét thu tuc hanh chinh phai
dugc cap nhat va luu triv déy du trén ph?ln mém Mot cira dién tir kién trac méi.

- Thudng xuyén kiém tra, phat hién, chan chinh va xur 1y nghiém cac truong
hop can bo, cong chie doi hoi thém gidy to ngoai quy dinh khi tlep nhan va xu ly ho
s0, tu dat thém khau cong viée, nhing nhiéu, tiéu cuc, gay phién ha cho to chic,
cong dan va doanh nghiép, hudéng dan hd so khong day du, khong rd rang.

- Tiép tuc dao tao, boi dudng, nang cao trinh 4o chuyén moén nghié¢p vu cho can
bo, cong chire cap xa. Quan tim bdi dudng k¥ ning giao tiép véi khach hang cho
nhiing coéng chitc duoc phan cong tiép nhan va tra két qua cho to chiic, cong dan.
Thuc hién dﬁy da ché @6 hd tro ddi voi can bo, cong chirc 1am viéc tai By phan tiép
nhan va tra két qua theo Nghi quyét sé 18/2017/NQ-HPND ngay 07/12/2017 cia
HDND tinh Khanh Hoa vé viée quy dinh ché do hd trg can bo, cong chuc lam viéc
tai BO phan tiép nhén va tra két qua trén dia ban tinh Khanh Hoa.

- Ra soat, sép xép, b tri tang cuong can bd, cong chirc [am vige tai B phan
tiép nhan va tra két qua mot cach hop 1y, hiéu qua nham giam tinh trang qué tai,
han ché viéc khach hang phai cho doi lau khi giao dich, nhat 13 nhiing dia phuong
6 s6 lugng khach hang dén giao dich nhiéu trong ngay. Chi dao cong chue phai
wu tién tiép don khach hang dén giao dich, khong duoc lam viée riéng, nghe dién
thoai, tho o trong khi khach hang phai cho doi, trudng hop can thiét phai vang mit,
can xir 1y céng viée cip bach thi phai xin 18, trao d6i rd voi khach hang.

- Tang cuong chin chinh ky luit cong vu, ky cwong hanh chinh, thudng
xuyén kiém tra va giam sat viéc thue hién van hoa cong so, quy tic Gng Xt clia can
b0, cong chure tai co quan.

- Tang cudng quan triét, 1am rd trach nhiém ctia ngudi ding dau dia phuong
trong quan 1y, chi dao thuc hién cai cach hanh chinh, 1y két qua cai cach hanh
chinh lam ti€u chi quan trong dé danh gid muc d hoan thanh chuc trach, nhi¢ém vu
ctia can b, cong chire, nhat 1a ngudi dimg dau co quan.

- Tiép tuc dau tu nang cap co s& vat chat, bo sung trang thiét bi tai BO phan
tiép nhan va tra két qua theo quy dinh tai Nghi dinh s6 61/2018/ND-CP ngay
23/4/2018 cua Chinh phu; cht trong cac trang thiét bi phuc khach hang nhu: ban,
ghé ngdi, nuoc ubng, quat hogc may lanh, mang wifi mién phi...; cai tao khong
gian giao tiép tai BO phén tiép nhan va tra két qua, cham duat tinh trang khach hang
phai ding khi lam viéc voi cong chire hodc vi tri ng01 giao dich con nhiéu bét tién,
khong thoai mai, gay nguy hiém cho ngudi 16n tudi.

2.2. Béi véi Tram y té cap xa

- Ra so4t, hoan thién va tiép tuc don gian héa quy trinh cung cép dich vu
(kham, chira bénh), ting cudng tng dung cong nghé thong tin trong dich vu y té,
cong khai, minh bach cac thong tin, da dang hoa cac hinh thirc cung cép thong tin
va ting cuong ho trg, hudng dan khach hang st dung dich vu mot cach thuan loi
nhat. Cong khai va tu van, giai thich kip thoi vé cach thire st dung dich vu, gia, phi
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cac loai dich vu va cac khoan ma khach hang phai chi tra, nhimg quy dinh va
quyén loi vé Bao hlem y té cho khach hang dugc biét, sin sang tu van cho khach
hang vé nhitng van dé c6 lién quan dén stc khoe dé khach hang yén tdm hon vé
chat luong kham, chira bénh.

- Chu dong phdi hop voi UBND cép x4 thue hién viée tuyén truyén, pho
bién dén nguoi dan dia phuong cac thong tin vé dich vu cham soc suc khoe, vé
cach thirc phong chong dich, bénh thong qua hé thdng loa truyén thanh, cac cudc
hop thén, t6 dan phd, hoi nghi, hoi thao. ...

- Tiép tuc dau tu nang cip co s& vat chat, cai tao khong gian chung, phong
kham, phong bénh, cai thién v¢ sinh moi truong, dau tu dﬁy di may moc, cac trang
thiét bi y té hién dai va thuéc men hd trg, phuc vu kham, chira bénh, b tri cac khu
vuc chirc ning theo huéng giam khoang cach va thoi gian di chuyén cho bénh
nhan, gitp khach hang cam théy thoai mai, dé chiu, an tim hon khi kham, chira
bénh tai tram y té.

- Tiép tuc quan tri¢t, nang cao tinh than trach nhiém, thai do giao tiép, ung Xur
clia can bg, nhan vién y té, tu van, giai thich dy du, tan tinh dé bénh nhan yén tam,
tin twong vao két qua kham, chira bénh. Kiém tra va xtr 1y nghiém cac hanh vi tho
0, bét lich su, ctra quyén con ton tai trong mot by phan can bd, nhan vién y té.

- Cong khai day du thong tin dudng day nong, b tri can bd, nhan vién truc
dé sin sang tlep nhén, xir ly nhimg phan anh, kién nghi ctia khach hang, tra loi
cong khai va cau thi, san sang tiép thu nhitng gop ¥ cua khach hang dé cai thién
chat luong phuc vu tai don vi.

- Cong khai lich truc cp ciru, ho va tén, sé dién thoai can bd, nhan vién y té
truc cap clru vao cac budi ngoai gio 1am viéc, ngay nghi dé nguoi dan thuan tién
lién hé khi c6 nhu cau.

- Ra soat, sap xép, bd tri ting cudng can bd, nhan vién y té trong nhitng thoi
gian cao diém nham han ché viéc khach hang phai cho doi lau khi thue hién cac
dich vu cham soc strc khoée tai tram y té.

- Tang cudng dao tao, boi dudng, nang cao trinh d§ chuyén mon cho can
b0, nhan vién y té./.

TRUONG PHONG
Nguoi ky: Tran Vin Vo
Thinh
Co quan: Thanh phd Nha

W Trang, Tinh Khanh Hoa
/ChL'rc vu: Trudng phong
Thoi gian ky: 05.04.2019
18:59:43 +07:00

Tréan Vin V6 Thinh
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Didu tra vien:...........ccceeeeein. MKH:................
........................................ MDBB:.................
ST i, Phu lyc 1 Phiéu sé:......cc.......
Ngay khdosat:...................... PHIEU KHAO SAT
Mirc dd hai long ciia to chirc, ca nhan
doi vai sw phuc vu cia UBND x4a, phwong, thi tran
(Lay ¥ kién d6i v6i su phuc v ctia UBND ...t )

Nham tiép thu gop ¥, danh gid chat lwong phuc vu ciia UBND xd, phwong, thi
trén, tir dé khdc phuc thiéu sét va lam cho nguoi dan, doanh nghiép hai long hon,
UBND..........cceevevuee-no... trdn trong dé nghi quy Ong/Ba vui long hé tro thiee hién
Phiéu khdo sat nay. Ching t6i cam két giit bi mdt toan bo théng tin lién quan dén
Ong/Ba. Xin vui long ghi day di y kién vao ché trong, danh dau chéo (X) hodc khoanh
tron vdo é cé ghi sé thir tir, 6 vuéng.

* Trong nam 2018, Ong/Ba da giao dich v6i UBND...............ccccvvuvnninneennes
bao nhiéu lan? [O011an; 0O 021an; O 03 lan tro 1én

* Ong/Ba da gidi quyét loai cong viéc, thu tuc hanh chinh gi tai co quan? (vi du:
dang ky khai sinh, dang ky két hon, chiig thuc, bao tro xa hoi,...)

Ghi 15 (chi ghi I logi c6ng viéc hodc thii tuc — do diéu tra vién ghi): .....................

1. Ong/Ba nhan thiy UBND ....cocovuvvinnvinniinniiinneininnne dd cung cdp nhu’ng thong
tin nao sau day cho ngwoi dan, 16 chire? (ghz chii: chon tat ca cdc logi théng tin ma Ong/Ba
thdy co quan c6 cung cdp; néu cé thong tin nao thi danh gia chat heong théng tin dy)

Loai thong tin Chit lwgng thong tin

1 B thu tuc hanh chinh va cac biéu mau,

phi. 16 phi O RS rang, dé hiéu; O So sai, kho hiéu

Cach thuire thuc hién thu tuc hanh chinh

O RS rang, dé hiéu;

O So sai, kho hiéu

Huéng dan nép ho so tryc tuyén qua
Internet

O R& rang, dé hiéu;

O So sai, kho hiéu

Huéng dan dich vu chuyén phat nhanh keét
qua giai quyet ho so

0 R& rang, dé hiéu;

O So sai, kho hiéu

Puong day nong va cach gui y kién, phan
anh

O RS rang, dé hiéu;

O So sai, kho hiéu

Thong bao tra 161 y kién, giai dap vuong
mac cua khach hang

O RS rang, dé hiéu;

O So sai, kho hiéu

Quy ché tiep cong dan, ndi quy noi lam
viée

O R& rang, dé hiéu;

O So sai, kho hiéu

Khac (xin ghi 18): .....cooovviviiii,

O RS rang, dé hiéu;

O So sai, kho hiéu




’ 2. Ong/Ba biét nhitng thong tin trén thong qua nhirng hinh thirc nao sau day? (chon
tat cd nhitng hinh thire ma Ong/Ba biét)

1 | Bang niém yét tai tru s& 6 | To roi huéng dan

2 | Cung cép tai liéu tai ban viét hd so 7 | Hoi nghi, cudc hop, dbi thoai

3 | Man hinh thong béo tai co quan 8 | Bang ron, pand tuyén truyén

4 | Cong chirc gidi thiu, huéng dan 9 | Qua emalil, cac ing dung di dong

5 | Qua website (trang tin dién tir) 10 | Hinh thirc khac:..............coooiiiiinn. ..

2a. Theo Ong/Ba, can bé sung thém hinh thirc thong tin nAo?...............ccoeveeee.....

3. Khi ¢é thic méc vé thii tuc hanh chinh hodc chwa ro vé néi dung quy dinh, Ong/Ba
co dwgc co quan gidi dap, hwong dan kip thoi va day dv hay khong?

1 | Hau nhu khong dugc giai dap Kha t6t
2 | Rét it khi hodc giai dap so sai Rét kip thoi va rd rang, day dua
3 | Tam duoc

4. Khi gidgi quyét cong vigc, cdn bj, cong chirc cé tim hiéu va cung cip thém thong tin
ma Ong/Ba can hay khong?

1 | Khong Khé quan tam
2 | Rat it khi RAt quan tAm tim hiéu va thong tin thém
3 | C6 trao doi, tim hiéu

5. Ong/Ba dinh gid nhw thé nao vé By phin tiép nhin va trd két qua (Bp phin mot
cira) cua co quan?

1 | Qua chat hep, lac hau Kha rong rai, khang trang
2 | Con chat hep, chua thuan tién Rong rai, thoang mat, hién dai
3 | Tam duoc

S5a. Khi Ong/Bd dén giao dich, tinh trang B phan mét ciea nhw thé nao?
O Rét it nguoi giao dich; O Vura phai; O Kha dong; O Qua tai

6. Co' quan cé bé tri cdc trang thiét bi sau ddy hay khéong? (chon tdt ca cdc thiét bi co
quan co bo tri)

O Ghé ngdi cho

0 Ghé ngoi lam viée voi cong chirc

O Bang tén cong chirc giao dich vdi khach hang

O Ban viét ho so

O Béang niém yét, thong bao

O Quat hodac may lanh

O Nudc udng cho khach dén giao dich

[0 May tinh tra ctru thu tyc, thong tin ho so

O May scan (quét) hodc may photocopy hd so

0 Mang khong day (Wifi) dé két ndi Internet
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6a. Vi tri ngéi lam vigc, giao tiép véi cong chive c6 thudn tién khong?

[0 R4t thuan tién;

O Tuong d6i thoai mai;

L0 RAL DAL BN (VAL ..oeee et )

7. Thii tyc hanh chinh dwoc cong khai tgi co quan co ddy du, dé hzeu hay khong? (ghi

chii: chon tat cd néi dung ma Ong/Ba thdy co quan cé niém yét, cong khai; néu cé thong tin ndo
thi déanh gid chdt lwong théng tin dy)

Noi dung Chit lwong thong tin

1 | Tén thu tuc hanh chinh [0 R& rang, dé hiéu; O So sai, khé hiéu
2 Thanh phan va so lugng ho so phai ndp O RG rang, dé hiéu; O So sai, kho hicu
3 Thoi han va trinh tu gidi quyet O RS rang, dé hiéu; O So sai, kho hiéu
4 | Phi, 1 phi giai quyét thi tuc [0 R& rang, dé hiéu; O So sai, khé hiéu
5 C?c to kha}, biéu mau dién san thong tin [0 RS rang, dé hiéu: O So sai, kho hiéu

de tham khao

Danh muc thf} tuc duoc tiép nhan, giai o i
6 | quyet tryc tuyén qua mang internet ¢ mirc O R& rang, dé hiéu; O So sai, kho hiéu

3 va cach thic thuc hién

8. Ong/Ba ddnh gid nhw thé nao vé thanh phan hoé so phdi nép?

1

Qua nhi‘éu giréy to phirc tap, nhiéu loai | 4 | Thanh phan ho so don gian, it gidy to
khong can thiét hodc vo ly

Nhiéu giay to, c6 loai khong can thict Thanh phan ho so rat don gian, hop 1y
Thanh phan h so khéng c6 gi phuc tap

8a. Néu chon 1 hodc 2, xin Ong/Ba cho biét logi gidy to nao khéng can thiét?

9. Cic biéu mdu, to khai trong ho so thii tuc cé dé thwe hién hay khéng?

R4t phtre tap, nhiéu ndi dung vo 1y Hau hét don gian, dé thuc hién
Kha phuc tap, kho dién thong tin Tat ca don gian, dé thyc hién
Khong khé 1dm

9a. Néu chon 1 hodc 2, xin Ong/Ba vui 1ong ghi 16 noi dung nao?.................ccooveveeee.....

10. Cic théng tin vé hé so thii tuc dwoc co quan niém yét, cong khai cé thong nhit véi

hwdng din ciia cong chirc hay khong?

1

2

3

Niém yét mot dang, can bd ndi mot néo Hau hét 1a thong nhat
Nhiéu diém khong théng nhét Tat ca déu thong nhat
Co ban 14 thong nhat

10a. Ngodi cdc biéu mau, gidy to trong thanh phan hé so da dwoe niém yét, cong chirc c6

Yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré gidy to gi)?
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11. Ho so ciia Ong/Ba dwyc tiép nhin ngay lin diu hay phdi trd lgi vi thiéu gidy t6?

O Tiép nhan ngay lan dau O Tra lai vi thiéu gidy to, gidy to khong hop 18

(Néu chon phicong dn nay thi vui long tra  (Néu chon phirong én nay vui long tra 1oi tiép Cau

loi tiép Cau 13) 11a va Ciu 12)

11a. Néu tra lai vi thiéu gidy to hodc gidy to khong hop 1é, cong chire B phdn mét cira

hwéng dan khdch hang hoan thién hé so bang cdch nao?

1

2

3

Chura ting thay hudng dan, chi néi la chua Huéng dan bang phiéu (theo mau), nhung
day du, phai 1am lai cong chuc khong ky xac nhan

Huéng din bang miéng, khong rd rang, Bang phiéu hudng din, thong tin rit cy thé,
khong théng nhat cong chirc mét ctra ky xac nhan

Hudng dan bang cach ghi vao to gidy nao

do tién tay lay dugc

12. Ong/Ba phdi bo sung gidy to tit cd bao nhiéu lin méi dwoc cdp Gidy tiép nhin hé so

va hen trda ket qua?

1

2

3
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05 lan tré Ién 02 lan
04 lan 01 1an 1a duoc tiép nhan
03 lan

12a. Trwong hop tir 02 lan tré 1én thi nguyén nhan tai sao? (C6 thé chon nhiéu 6)
Do thuc hién chua dung huéng dan
Do cong chirc hudng din khong 1d rang, day du
MB&i 1an cong chire chi yéu cau bo sung mét ndi dung, 1an sau yéu cau bd sung tiép
Lan trudc cong chirc yéu cu ndi dung nay, 1an sau dén cong chirc lai noi khac
Lan trudc yéu cau ndi dung nay, lan sau dén gip cong chirc khac hudng dan khic nén phai
lam lai

13. Gidy tiép nhén hé so va hen tri két qud cé day dii thong tin hay khong?
Khéng ¢ Gidy tiép nhan
Co, nhung khong rd ngay nhan két qua
C6, nhung ngay tra két qua bi stra lai bang tay va khong dung thoi gian quy dinh
C6 day du thong tin, ding quy dinh, c6 chir ky ctia cong chuc tiép nhan

14. Khi dén lam viéc, Ong/Ba cé phii ché doi hay khong?
Phai cho doi rat lau Cong chirc tiép don twong d6i nhanh
Cho doi kha lau Dugc cong chirc don tiép ngay
Phai cho khong lau 1am

14a. Néu Ong/Ba phdi cho di, cong chirc dang lam gi? (C6 thé chon nhiéu 6)
Viang mat khong 13 1y do
Pang ndi chuyén dién thoai
Pang lam viéc riéng

C6 mit nhung thd o, ré ra, khong quan tim khach hang
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Dang giai quyét ho so cho ngudi khac, kha ban ron

Qa1 6 1 1 1§ B ()

15. Viéc tiép nhin hé so c6 cong bang hay khong?

1 | Khong hé c6 thi tu, wu tién quen than Nhin chung 1a khong c6 van dé gi
C6 truong hop khong cong bang RAt minh bach, cong bing

3 | Tam duoc

15b. Ong/Ba co gap truong hop can bg tai BG phdn mét cia tir chéi nhdn ho so vi cho
rang ho so khéong thé gidi quyét hay khong? O Co; O Khong

16. Ong/Ba di ngp hé so cho cong chive tai Bé phin mét civa hay céng chive chuyén
mén? O Cong chirc mot cura; O Cong chirc chuyén mon

16a. Ong/Ba nhdn thdy thdi dg giao tiép ciia céng chirc nhir thé nao?

1 | Kho chiu, bat lich su, cia quyén Kha tan tinh, lich sy

Tho o, it tn tinh Lich su, hoa nha, tan tinh

3 | Tam duoc

16b. Ong/Ba nhdn thdy viéc xit Iy hé so ciia cong chirc nhir thé nao?

1 | Mat rat nhiéu thoi gian dé kiém tra ho so Tuong d6i nhanh
Con cham chap R4t nhanh chong

Tam duoc

16¢. C6 khi nao cong chirc nhdn hé so ngodi co quan hay khéng? O Co; O Khong

16d. Cong chirc c6 huwong dan Ong/Ba lién hé véi dich vu hay nguoi quen trong co quan
dé lam thu tuc cho nhanh hay khong? O Co; O Khong

17. Sau khi nép hé so, cong chivc chuyén mén cé dén kiém tra thuc té hay khong?

O Co

17a. Ong/Ba nhdn thdy viéc kiém tra cia cong chivc nhie thé nA0? ..............cocoeeveveveeee...

O Khong

18. Trong qud trinh gidi quyét cong viéc, Ong/Ba gdp tinh huéng nao sau diy?

1 | Cong chuc doi hoi bdi dudng qua hoac | 4 | Cong chirc khong doi hoi gi, dua thi nhén,
tién, néu co m01 t1ep nhan hd so khong dua thi thoi, van giai quyét hd so

2 | Cong chirc van tiép nhan ho s0, nhung doi

hoi c6 boi duong moi giai quyet duoc Khong gp cic tinh huong trén

3 | Cong chirc @& nghi nén c6 bdi dudng dé hd
so dugc giai quyet nhanh hon

18a. Néu roi vao truong hop tir I — 4, Ong/Ba dé phdi boi dieong khodng bao nhiéu tién?

19. Sau khi da nhin Gidy tiép nhin hé so va hen tra két qud, co quan cé yéu ciu bo
sung ho so nita hay khong?

1 | 04 lan tr6 lén 01 lan

2 | 03 lan Khong
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02 lan

19a. Néu phdi tiép tuc bé sung ho so, co quan dé nghi bé sung bang cach nao?

1 | Khong co thong béo gi, chi khi dén Bo phan mot cira theo ngay hen thi méi biét
2 | Thong bao bang dién thoai, dé nghi phai bo sung nhung khong rd rang
3 | Goi dién thoai, moi dén Bo phan mot ctra dé nhan thong bao béng van ban
4 | Gui email dé nghi bd sung
20. Cong chirc mét civa 6 hwéng din Ong/Ba cdch tra ciru thong tin ho so hay
khong?
1 | Khong co huéng dan Hudng dan day du, rd rang
2 | Huéng dan khong day du, 1d rang Hudng dan rat rd rang, dé hiéu
3 | C6 hudng dan nhung nhi¢u cho chua hiéu

N B W N =

20a. Ong/Ba da tra citu théng tin hé so bang cach nao? (C6 thé chon nhiéu 6)
Pén tan noi, hoi BO phén mot cura
Goi dién thoai hoi tham
Hoi nguodi quen trong co quan
Str dung ma s Gidy tiép nhan dé tra ciru qua mang Internet

Tra ctru bang tin nhian SMS

21. Sau khi ho so hoan toan ddy di, hop 1¢, Ong/Ba phdi di lai mdy lain méi nhgn

dwoc két qua?

1

2

3

04 lan tré lén 01 lan
03 lan Gui chuyén phat nhanh két qua tan nha
02 lan

22. Ho so ciia Ong/Ba dwoc trd diing thoi han trén Gidy tiép nhan hay khong?

Tré gip doi so véi cam két (hodc hon) Sém han
Tré nhung khong nhiéu S6m Y thoi gian so v6i cam két

Dbung han

22a. Néu ho so tré han, co quan co thong bao trudc bang van ban, xin l6i va hen lai thoi

gian tra két qua hay khéng? [ Co; O Khong

22b. Néu hé so tré han, co quan gidi thich Iy do nhw thé nao?

23. Co quan c6 niém yét thong tin dwong ddy nong (s di¢n thoai, dia chi thw di¢n tii,

website,...) dé phin dnh, kién nghi hay khéng?

1

Khong thay gi Kha day du
Thiéu nhiéu thong tin Pay du thong tin, 1 rang
Tam duoc

23a. Néu khéng day di, xin cho biét thiéu néi dung nao? .............c.c.cceeeeeeeerevseeerseennn.



24. Ong/Ba c6 tirng givi phdn dnh, kién nghi déi véi co quan hay khéong?
O Co; O Khong
(Vui long tra 161 cot bén trai) (Vui long tra 161 ct bén phai)

24a. Viéc giri phan anh, kién nghi c6 thudn loi | 24b. Néu Khéng thi vi sao?
hay khong?

1 | Rat kho khan, phién ha 1 | Néu phan anh, kién nghi s& bi gay kho dé
2 | Chua théat sy thuan tién 2 | Rét ngai, vi nhiéu phién ha
3 | Tam duoc 3 | C6 giri kién nghi ciing khong duoc tra 10i
4 | Kha thuan lgi 4 | C6 tra 15i ciing khong giai quyét dugc gi
5 | Rét thuan tién, d& dang 5 | Lam rat tot, khong c6 gi phai kién nghi
25. Co quan c6 trd 1oi cdc phin dnh, kién (Vui long tra loi tiép Ciu 26)
nghi hay khong?

1 | Chua timg thay tra 1oi
2

it khi tra 161 hodc tra 1oi kha cham, tra 1oi
khong théa dang

3 | Tra 1oi twong ddi 1o

Tra 161 nhanh, ndi dung kha rd

5 | Tra 16i nhanh chéng, théa dang, cong khai

26. Co quan cé niém yét, cong khai néi dung trd 16i phin dnh, kién nghi tai Bé phin
mot cira hodc trén Website hay khong?

1 | Khong thay gi Kha day du, rd rang

2 | Thiéu nhiéu thong tin Pay du thong tin, 1 rang, thoa dang

3 | Tam duoc

27. Nhin chung, Ong/Ba c6 hai long véi sw phuc vu ciia co quan hay khong?

Khong hai 1ong Rét hai long

1 | Rat khong hai long Hai long
2

3 | Tam duoc

i 27a. Néu Khéng hoac Rit khong hai long, xin vui long cho biét cu thé vin dé lam
Ong/Ba khéng hai long (co thé chon nhiéu Iy do)?
O Viéc cong khai, minh bach thong tin rat kém
O Piéu kién tiép don, phuc vu nhiéu han ché, rit bat tién khi giao dich
O Thi tuc qué rac rdi, phirc tap, mét nhiéu thoi gian 1am ho so
O Cong chic thuong dua ra yéu cau ho so khong ding quy dinh, gay phién ha
O Thai d6 phuc vu, giao tiép kém
O Két qua giai quyét cong viéc cham tré, di lai nhidu lan
O C6 tiéu cuc, nhiing nhiéu khi lam thu tuc

O Co quan khong cau thi tiép thu va khic phuc han ché



27b. Ong/Ba cé gép ¥ gi dé co quan phuc vu tot hon?

28. Xin vui long cung cip thém mot so thong tin phuc vu phén tich div ligu:

Ao Tel0 g I e ToY: ol b1 o o D 1T S
- Gi6i tinh: Nam O /N O
- Tudi:
Tu 18 - 29 1 | Tu50-60 4
Tu 30 - 39 2 | Trén 60 5
Tu 40 - 49 3
Trinh d6:
Tiéu hoc 1 | Cao dang, dai hoc 5
THCS (cap 1) 2 | Trén dai hoc
THPT (cap I1I) 3 | Khac 7
Trung cap 4
- Nghé nghiép:

Céan bg, cong chir,

Noi trg/lao dong tu do 1 o ; 5
vién chirc

Sinh vién 2 | Kinh doanh 6

Cong nhan 3 | Nghi huu 7

Nong dan 4 | Khac 8

(Guri kém theo thu lao cung cdp théng tin 30.000 dong/phiéu - Néu c6 viedng mdc hodc
gop y, xin lién hé so dién thogi Phong Cai cdach hanh chinh — So Ngi vu: 0258.3810.440)

HAY PONG GOP Y KIEN PE PUQC PHUC VU TOT HON

Xin chin thanh cAm on sw givp d& cia quy Ong/Ba!
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Ngay khao sat:...................... Phulyuc2 Phiéusd:.......cvueenn..
PHIEU KHAO SAT

Mirc dd hai 1ong ciia khach hang d6i véi sw phuc vu
ciua cac Tram Y té xa, phwong, thi tran
(Lay y kién cong dan doi véisuphuc vuctia Tram Y t€.....c.ovviiiiiiiiiiiiiie e, )

Nham tiép thu gop y, danh gia chdt lrong phuc vu cia cac Tram Y té, tir d6 khdc
phuc thiéu sot va ndng cao sy hai long ciia ngwoi dan, UBND........................ trdn
trong dé nghi quy Ong/Ba vui long hé tro thwe hién Phiéu khao st nay. Chiing téi cam
két gii bi mdt toan b théng tin lién quan dén Ong/Ba. Xin vui long ghi day dii y kién vao
ché trong, danh dau chéo (X) hodc khoanh tron vao é ¢é ghi sé thir tir, 6 vuéng.

skkok

* Trong nim 2018, Ong/Ba hodc ngwoi than da si dung dich vu gi tai Tram Y
té (vi du: kham strc khoe, so cap ctru, thai san, cham soc suc khdée sinh san, tiém
CRUNE, . .. )7 et ettt et e ettt e ettt e e abte e ette e sbeeeenbeeeasbee e nbeesnsae e nneeeensaeanns

1. Ong/Ba biét cdc thong tin vé dich vu cham séc svrc khoe tgi Trgm Y 1é xi thong qua
hinh thirc nao sau diy? (co thé chon nhiéu phuong an)

1 | Bang niém yét, huéng dan tai tram 4] Thong bao trén dai truyén thanh
Nhan vién y té giéi thiéu, huéng dan 5 | Cudc hop thén, t6 dan phd
3 | Hoi nguoi than |6 | Hinh thire KhAc:.........oooooiiiiiiiie,
2. Nhiing thong tin dich vu Ong/Ba nhin dwoc cé day dii, dé hiéu hay khéng?
1 | Hau nhu khong gitp ich gi 4 | Tuong dbi ddy du, d& hiéu
Chua day du hodc cu thé 5 | Rat day du, d& hiéu

3 | Tam duoc

3. Tram Y té c6 bé tri so d6, bing biéu hodc nhin vién hwong din dé ngwoi bénh
thudn tién lién hé hay khong?

1 | Hau nhu khong c6 gi Tuong ddi day du, thuan tién
2 | C6 nhung rat so sai R4t dﬁy du, thuan tién, d& hiéu
3 | Tam duoc

3a. Ong/Ba cé biét 56 dién thoqi trie cap civu ciia Tram hay khong? O Co
O Khong

4. Mirc phi kham, chira bénh hodc gia thudc, vit tw y té ¢6 dwoc niém yét tai tram hay
khong?

1 | Hoan toan khong thy niém yét Tuong d6i day du, 16 rang
2 | Chua day du, rd rang Tat ca déu rd rang, minh bach

3 | Tam duoc

5. Tram Y té c6 bé tri can bg, nhén vién thuwong truc tai tram hay khong?

1 | Hau nhu khong c6 nguoi thuong truc Rét hiém khi khong c6 ngudi truc
Hay Véng mat, kho lién hé Truc dﬁy du, lién hé rat thuan loi

3 | Truc tuong déi day du
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Sa. Tram cé bé tri can bg, nhén vién y té truec cdp ciru vao thir bay, chii nhdt va hang dém
hay khong? 0O Co O Khong

(Khdch hang cé thé khong tra 16i néu chua timg dén Tram Y té vao thir bay, chii nhdt
hodc ban dém, nhung néu co thong tin thi co thé tra loi)

6. Nhitng gidy to' phdi ngp hodc xudt trinh cho Tram Y té cé phic tap hay khong?

1 | RAt ruom ra, nhiéu loai khong can thiét Khé don gian, dé thyc hién

Con phtrc tap, may moc R4t don gian, hop 1y, dé thuc hién

Tuong dbi don gian

6a.Theo Ong/Ba, logi gidy 1o @i khong can thit?................cccooeeeeeeeeeeeeeeeeeeeeeeeeeeeee.

7. Néu da tirng chuyén bénh, chuyén cip ciru tiv Tram Y té lén tuyén trén, Ong/Ba
nhdn thdy viéc thuc hién co thudn lgi hay khong?

1 | Rét phuc tap, nhiéu khé Kha don gian, d& thyc hién
Mit kha nhiéu thoi gian Rét don gian, linh dong, d& thyc hién
3 | Twong dbi don gian

(Khdch hang cé thé khéng trd 1oi néu chiea thiee hién. Néu cé chimg kién thuc té thi ¢6
thé tra lov)

7a. Néu da ting chuyén bénh cap citu, Ong/Ba cho biét Tram Y té xit Iy tinh huong ndy
nhw the nao?

1 | Xin xe cap ctru cua bénh vién tuyén trén

Hop dong xe bén ngoai gium ngudi bénh va cur nhan vién y te theo 1én tuyen trén

3 | Nguoi bénh tu lo, Tram khong biét

7b. Phdi mat bao ldu mé&i chuyén bénh 16n dén tuyén trén?.............ooeeceeeveeveeeceeeeeereeeeseeen.

8. Ong/Ba dinh gid nhw thé nao vé khéng gian chung va khu vuee vé sinh ciia Tram Y 162

1 | Chét hep, mét vé sinh, thiéu ngan nép Tuong ddi rong rdi, thoai mai
Con chat hep, chua thuén tién Sach s€, thoai mai, ngan nép

3 | Tam duoc

9. Ong/Ba ddnh gid nhw thé nao vé noi khdm va cic phong bénh ciia Tram?

Con chat hep, chua thuén tién

1 | Chaét hep, mat vé sinh, thiéu tién nghi Tuong doi rong rai, thoai mai
Sach s€, thoai mai, tién nghi

3 | Tam duoc

10. Cin bj, nhin vién y té doi xiv véi ngwoi bénh cé khich quan, céng bang hay
khong?

1 | Khong hé c6 thir ty, uu tién quen than Nhin chung 13 khong ¢6 véan dé gi

2 | C6 truong hop khong cong bang Rét cong bang, ai dén trudc phuc vu trudc

3 | Tam duoc

11. Ong/Ba mit nhiéu thoi gian cho dén lwot khdm, chita bénh, cap thuéc hay khong?

1 | Phai cho doi rat lau Khé nhanh

Mit kha nhiéu thoi gian Hau nhu khéng phai doi

3 | Khong lau 1im
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11a. Néu roi vao truong hop 1 hodc 2, Ong/Ba da phdi cho doi mat bao ldu?

Cho tr 15 phut tré lai
15 phut dén duéi 30 phat
30 phut dén dudi 1 tiéng

Trén 1 tiéng

DB W N =

Trén 2 tiéng

12. Ong/Ba c6 phdi cho dgi vi cdn bp, nhin vién di muén, ving mdt hodc lam vigc
riéng hay khong?

1 | Xay ra thuong xuyén Hau nhu khong c6
2 | Nhiéu luc phai doi Luon c6 mit, khong phai doi
3 | it khi

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?(C6 thé chon nhiéu 6)

1 | Ving mat khong 1 1y do

2 | Pang néi chuyén dién thoai

3 | Dang lam viéc riéng

4 | C6 mat nhung tho o, ré ra, khong quan tim khach hang

5 | Pang giai quyét cho nguoi khac, kha ban ron

6 | Khac (XN @hi 10) . ..ottt e e
13. Thdi dj cua can by, nhdn vién nhw thé nao?

1 | Tho o, bat lich su, cira quyén Kha tan tinh, lich sy

2 | Giao tiép kém, it tan tinh Lich sy, vui vé, tan tinh

3 | Tam duoc

14. Cdn b, nhdn vién y té xiw ly cong viéc ciia nhuw thé nao?

1 | Rat cham chap, thiéu tap trung Tuong ddi nhanh, chinh xéc

Cham chap, vira xtr ly vira lam viéc riéng Rat nhanh chong, chinh xéc

3 | Tam duoc

15. Cdn bj, nhin vién y té cé doi héi tién béi dwing, qua cdp hay khong?

1 | C6 tién boi dudng thi méi phuc vu Tir chdi bdi dudng nhung van nhan
Goi y boi dudng, khong cé 1a gay kho dé Khoéng gép cac truong hop trén
3 | Pua thi nhan, khong dua thi thoi

15a. Néu roi vao truong hop 1 - 4, Ong/Ba dd boi dwéng bao nhiéu tién? .....................

16. Cdn bj, nhén vién y té cé thwong xuyén tham héi, chiam séc, dpng vién nguwoi bénh
hay khong?

1 | Hoan toan khong co Kha quan tdm
Hiém khi Rét quan tdm cham soc, dong vién
3 | Thinh thoang c6 tham hoi

17. Ong/Ba cé an tim vé két qud thiam, khdam hay khong?
Hau nhu chi mudn 1én tuyén trén Kha tét
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Nhiéu ltuc chua an tim Rét an tam, tin tuong vé két qua
Tam duoc

17a. Néu khong an tam thi do déu (c6 thé chon nhiéu ndi dung)?

Trang thiét bi, mdy moc rat thiéu Cach kham bénh so sai, cau thd
Thuéc chira bénh khéong day dii Tram y té qua tdi, dé ldy nhiém
Trinh d6 nhdn vién y té kém L6 | KRAC: ... ovoeeeeee e,

18. Ong/Ba c6 dwoc nhén vién y té tw vin ddy dii, dé hiéu vé tinh trang sirc khée ciia

minh (hodc nguwoi thin) hay khong?

1

2

3

Khong hé duoc tu véan, ké ca khi hoi Tu van ddy du, cu thé
Chua that sy nhiét tinh Tu van rat day du, rd rang va hop 1y
Co tu van tuong doi rd
19. Ong/Ba c6 dwoc Tram Y té cip thuéc day dii hay khong?
Phai ty mua bén ngoai, ké ca thuéc BHYT Kha day du, nhit 1a thubc BHYT
C6 cép thudc nhung khong day du Cép rat day du, hudng dan sir dung 13 rang
Tam duoc
19a. Ong/Ba thanh todn thuéc BHYT nhuw thé ndo?
O Canhan phai thanh toan toan bd
O Béo hiém y té chi trd mot phan va ca nhan tra phan con lai

O Bao hiém y té chi tra hoan toan

20. Tram Y té c6 niém yét théng tin dwong day néng (sé dién thogi, dia chi thw dién tii,

website,...) dé phéin dnh, kién nghi hay khéng?

1

2

3

Khong thiy gi Kha day du
Thiéu nhiéu théng tin Day du thong tin, 15 rang
Tam duoc

21. Khi gap vwong mdéc hodc can thém théong tin, cdn bg, nhin vién Tram Y té c6 sin

sang gidi ddp, hwong dén hay khéng?

1 | Khong giai dap Kha t6t
2 | Rt it khi hoic khong 16 rang Rét sin sang va giai dap tan tinh
3 | Tam duoc
22. Khi Ong/Ba gép ¥, phan dnh, kién nghi, cdn bg, nhén vién tai Tram y té cé tiép thu
hay khong?
1 | Hoan toan khong tiép thu, rat khé chiu C6 lang nghe va trao doi
2 | Tho o, khong quan tdm R4t tran trong lang nghe va tiép thu
3 | C6 quan tim nhung it tiép thu
23. Nhin chung, Ong/Ba cé hai long véi sw phuc vu ciia Tram Y té hay khéong?
1 | Réat khong hai long Hai long
2 | Khong hai long Rat hai long
3 | Tam duoc
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23a. Ong/Ba khéng hai long vé diéu gi tai Tram Y té (c6 thé chon nhiéu néi dung)?

Co s vat chat, diéu kién tiép dén thiéu thén, lac hau

May moéc, trang thiét bi khong dap ung yéu cau kham chira bénh
Thudc men diéu tri thiéu thén, kém chét lugng

Chét lugng kham, chita bénh kém, khong an tdm

Phén biét d6i xtr, khong ton trong khach hang

Thai 6 phuc vu cua can bd, nhan vién y té kém

Thu tuc rudm ra, mat thoi gian

Chi phi kham chira, bénh qua cao

Gio giac lam viéc khong nghiém tuc

24. Xin vui long cung cdp thém mgt sé thong tin phuc vu phan tich div lidu:

- Ong/Ba c6 bao hiém y té hay khong? [ Co6 O Khong

- Giéi tinh: Nam O /N&e O
- Tubi:
T 18- 29 1 | Tu50-60 4
Tt 30 - 39 2 | Trén 60 5
Tu 40 - 49 3
- Trinh do:
Tiéu hoc 1 | Cao dang, dai hoc 5
THCS (capll) 2 | Trén dai hoc 6
THPT (cap III) 3 | Khac
Trung cép 4
- Nghé nghiép:
Noéi tro/lao dong 1 | Can b9, cong chic, | 5
tu do vién chirc
Sinh vién 2 | Kinh doanh 6
Cong nhan 3 | Nghi huu 7
Noéng dan 4 | Khac 8

(Giti kém theo thit lao cung cdp théng tin 30.000 dong/phiéu -

Néu c6 vueéng mdc, xin lién hé sé dién thoai Phong CCHC — S6 Néi vu: 0583.810.440)

HAY CHO Y KIEN PE PUQC PHUC VU TOT HON

Xin chin thanh cam on sw givp d& cia quy Ong/Ba!
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ﬂ _ Phulye3 -
TONG HQP DU LIEU PHI CAU TRUC UBND CAP XA

1. DU LIEU PHI CAU TRUC UBND PHUONG LQC THOQ

la. Theo éng/ba, co quan can cung cdp thém nhitng thong tin nao?Xin ghi ré:
2a. Theo éng/ba, can bé sung thém hinh thirc théng tin ndo?

- Man hinh thong bao (01 phiéu)

- Qua Facebook (01 phiéu)

- Qua loa truyén thanh (01 phiéu)

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoal cdc bleu madu, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?
_]4a. Néu Ong/Ba phdi cho doi, cong chirc dang lam gi?
_]7a. Ong/Ba nhdn thdy viéc kiém tra ciia céng chirc chuyén mon nhu thé nao?
_]<§’a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dudng khodng bao
nhiéu tién?
_22b. Co quan gidi thich Iy do tré hen nhw thé nao?
_23a. Néu khéng day du, xin cho biét thiéu ndi dung ndo?
‘ _2 7a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?
_27b. Ong/Ba cé gop y gi dé co quan, don vi phuc vu tot hon?
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2. DU LIEU PHI CAU TRUC UBND PHUONG TAN LAP
la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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3. DU LIEU PHI CAU TRUC UBND PHUONG PHUOC TIEN
la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?
6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

70



4. DU LIEU PHI CAU TRUC UBND PHUONG PHUOC TAN

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
2a. Theo éng/ba, can bé sung thém hinh thirc théng tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Khéng c6 ghé ngdi lam viéc (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?

14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mon nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van

de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?

- Lanh dao co quan cin sdp xép thoi gian dé ky gidy to cho ngudi dan, hen
lai mat thoi gian cua dan (01 phiéu)

- M6 password wifi dé tra ctru thong tin khi dang chd doi giai quyét hd so
(01 phiéu)

- Cong chirc nén tuoi cudi, niém nd hon (01 phiéu)
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5. DU LIEU PHI CAU TRUC UBND PHUONG PHUGC HOA
la. Theo éng/ba, co quan can cung cdp thém nhitng thong tin nao?Xin ghi ré:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoal cdc bleu madu, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, cong chire dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, ong/ba di phdi boi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

72



6. DU LIEU PHI CAU TRUC UBND PHUONG PHUOC HAI
la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?
6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

8a. Néu chon 1 hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoal cdc bleu madu, gidy to' trong thanh phan hé so da dwoc niém
yez‘ cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chirc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba dé phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tét hon?
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7. DU LIEU PHI CAU TRUC UBND PHUONG PHUGC LONG

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Khoang cach cac 6 giao tiép con hep (01 phiéu)

- Pting n6i chuyén s€ thuan tién hon (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

- C6 can ho khau khi d c¢6 chimg minh nhan dan. Néu di chuyén chd ¢ ma
ho khau van con ¢ day thi sao (phi¢u so6 33)

9a. Néu chon 1 hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bzeu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

gidy to gi)?
- Chirng minh nhan dan, ho khau (01 phiéu)
14a. Néu Ong/Ba phdi cho doi, cong chire dang lam gi?
17a. Ong/Ba nhén thay viéc kiém tra cia cong chirc chuyén mén nhie thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

- Chua xong (01 phiéu)

- Do ho so thiéu thong tin (01 phiéu)

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

- S6 dién thoai (03 phiéu)

27a. Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

- Can nhiét tinh hon (01 phiéu)
- Cong chtrc can nhiét tinh, nhe nhang hon khi huéng dén (01 phiéu)
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- Mot sd cong chirc cia UBND phuong khi 1am viée van gay nhiéu khé khan
(01 phiéu)

- Niém nd hon, nhe nhang hon khi giao tiép (02 phiéu)

- Thoi gian hen 1ay két qua con dai (01 phiéu)

- Phong chd can rong hon (01 phiéu)

- Co s& vat chat nhu ghé ngdi, didu hoa, ban viét can ddy du hon (01 phiéu)

- Kinh mong co quan tu phap tao moi diéu kién tot nhat phuc vu nguoi
dan dugc thuan tién va bt thoi gian chd doi anh hudng dén cong viéc muu sinh
(01 phiéu)

- Huéng dan ngudi dan sir dung hinh thirc truc tuyén (01 phiéu)
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8. DU LIEU PHI CAU TRUC UBND PHUONG VINH TRUONG
la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:

- UBND cén cung cap thém cach trién khai thu tuc hanh chinh gitta phuong
va cap thanh pho vi dy: chua thong nhat vé thong tin giita cip phudng va cip
thanh phd (01 phiéu)

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin ndo?

- Can b sung thém man hinh 16n tai tru s& phudng (01 phiéu)

- Phai c6 bién lai nhan va tra lai ho so (02 phiéu)

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Pling va giao tiép qua 6 cira kinh hep (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon 1 hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoal cdc bleu mau, gidy to trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?
17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vdo truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé nao?

- Ban hop (02 phiéu)

- Chua xong hen lai vai ngay (01 phiéu)

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

- T61 chua thé~y hodc UBND phudng trién khai chua day du hodc niém yét
chua to va r0 rang, d€ thay (01 phiéu)

27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

- Niém yét rd rang hon (01 phiéu)
- Trién khai t6t hon va cong khai hon (01 phiéu)

76



- Nén thong bao cach thirc hoat dong ctia b phan mét cira (01 phiéu)
27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?

- Co quan tiép nhan va tra hd so phai c6 gidy bién nhan va hen dung gid
(01 phiéu)
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9. DU LIEU PHI CAU TRUC UBND PHUONG VINH NGUYEN

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
- Hudng dan ndp hd so truc tuyén qua Internet (01 phiéu)

- Cac kién nghi ctia cir tri sau tiép xuc cta dai bieu HPND (01 phiéu)

- Can huéng dan k§ thém cac mau don can thiét (01 phiéu)

2a. Theo dng/ba, can bé sung thém hinh thirc théng tin ndao?

- Thong qua Té trudng T6 dan phd (01 phiéu)

- Qua Dai phat thanh dia phuwong (02 phiéu)

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Luén phai ngdi cao nhin xubng (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoal cdc bleu madu, gidy to trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?

14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

- Xem k¥ lai hd so (01 phiéu)

- C6 trach nhiém (01 phiéu)

- Pay du (01 phiéu)

- Tan tinh va lich su (01 phiéu)

- Lich sy, hoa nhd, tan tinh, hudng din rd rang (01 phiéu)

- Binh thuong (02 phiéu)

- T6t (02 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi duwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

- Do nghi tét nén mét sb bo phan lién quan chwa 1am viée lai (01 phiéu)
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23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé vin
dé lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?

- Co trang bi may tinh nhung khong thdy str dung va hudéng dan sir dung,
nén str dung cong cu ho trg tot hon (01 phiéu)

- bén UBND phuong 02 lan trong gi® hanh chinh vao 02 ngay khac nhau
(trtr thir 7 va chu nhét) d¢ mua BHYT nhung khong gép cong chirc vi ly do “ra
ngoai”’, dén lan thir 3 mé1 mua dugc BHYT (01 phicu)

- Han ché truong hop chit tich phuong yéng mat, khong ky dugc van ban, dé
nguoi dan phai quay lai hoac cho doi dé lay két qua (01 phiéu)

- B6 sung thém cong chire giai quyét hd so vao cac ngdy cao diém dau tuan
hodc cudi tuan dé giai quyet nhanh hon (01 phiéu)

- Can thay ddi thai d6 phuc vy, niém né véi dan, giai quyét vudng méic caa
dan nhan chong (01 phiéu)

- Can boi dudng thém kién thirc chuyén mén cho cong chirc, déng thoi b tri
nguoi dung chuyén moén dao tao (01 phiéu)

- Cﬁn,m(”y rong thém dién tich lam viéc (khong gian hot chat khi c6 dong
nguoi dan dén giao dich), cd khi ¢6 nguoi dan phai ding cho (01 phicu)

- Trang bi may tinh va wifi & cong dan dén tién tra ctru thong tin (01 phiéu)
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10. DU LIEU PHI CAU TRUC UBND PHUONG VINH THO

la. Theo éng/ba, co quan can cung cdp thém nhitng thong tin nao?Xin ghi ré:
_Za. Theo éng/ba, can bo sung thém hinh thirc théng tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét loai gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?
17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?
- Bé nghi huéng din cac biéu mau cho nhan dan nhiét tinh hon (01 phiéu).

- D& nghi giai quyét hd so nhanh hon (01 phiéu).
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11. DU LIEU PHI CAU TRUC UBND PHUONG VINH PHUOC
la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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12. DU LIEU PHI CAU TRUC UBND PHUONG VINH HAI
la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
- Huéng dan rd rang bang Cong thong tin dién tir (01 phiéu)

- Hudng dan nop ho so tryc tuyén qua mang Internet, huéng dan dich vu
chuyén phat nhanh két qua giai quyét ho6 so, duong day nong va cach gui phan anh,
kién nghi, thong béo tra 161 ¥ kién, gidi ddp vuong mac cua khach hang (01 phicu)

2a. Theo dng/ba, can bé sung thém hinh thirc thong tin ndo?

- Cong thong tin dién tir (01 phiéu)

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Khong c6 ghé ngdi lam viéc (01 phiéu)

- Hoi chat hep (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
- Gidy chung tir ciia me (ban than di 1am gidy khai sinh) (01 phiéu)

- Gidy chimg minh nhéan déan (01 phiéu)

9a. Néu chon 1 hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bzeu madu, gidy to trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

gidy to gi)?

- Bang cip cua c4 nhan (01 phiéu)

14a. Néu Ong/Ba phdi cho doi, cong chire dang lam gi?

17a. Ong/Ba nhén thay viéc kiém tra cia cong chirc chuyén mén nhie thé ndo?

- Khong 15 rang (01 phiéu)

- Chuyén nghiép, nhanh gon (01 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

- Do Bao hiém xa hoi chua giri két qua (01 phiéu)

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?
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. 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé vin
dée lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

- Lam viéc nhanh nhen hon va xtr ly cong viéc nhay bén, gidi thich vd1 dan
r0 rang dé hiéu. Ai tdi trudc thi lam trude va can ¢d tdm hon nira (01 phiéu)

- Huéng dan day du va rd rang hon (01 phiéu)

- Tra 101 truc tuyén néu co thé (01 phiéu)

- Thuc hién tra két qua dang hen, néu thiéu gidy to gi c6 thé nhin qua dién
thoai dé bo sung kip thoi (01 phiéu)

- Chén chinh thai do, tac phong lam viéc cua nhan vién by phan mdt cira,
phéai quan tam, tan tinh gitp d& nguol dan té1 lam viée, khong dugc cd thai do
hong hach, cay quyén thé ma la hét, mang chiri hay c6 thai do khong tot véi nguoi
dan (t61 da ching kién va ciing da gap) (01 phiéu)

- Mong can bd ¢ phuong dugc tang luong dé phuc vu nhan dan tdt hon,
xtmg dang vdi sy tan tuy cua cac dong chi (01 phicu)

- Phat huy tdt hon nira nang luc sin c6 ciia minh dé phuc vu tdt cho nhan
dan. Pa phan cac can bd da dugc dao tao qua truong 16p, nén cong viéc ¢6 phan
thuan loi (01 phicu)
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13. DU LIEU PHI CAU TRUC UBND PHUONG VINH HOA

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
_Za. Theo éng/ba, can bo sung thém hinh thirc théng tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét loai gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so di dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?

14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

- Pang lam viéc (01 phiéu)

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

- Nhiét tinh, chu d4o, gbp ¥ tan tinh (01 phiéu)

- Xem ghi ¢6 dting khong (01 phiéu)

- Nhiét tinh (01 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba dd phdi béi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

- Website (01 phiéu)

. 27a. Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

~ -Nén bb tri cong chire ngdi tai bo phan “1 cira” theo quy dinh, tién hudng
dan cho nguoi dan (01 phicu)
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- Tang thém s6 lwong can bd ¢ 1 cira dé 1am nhanh hon (01 phiéu)

- ’Dé nghi phuong cung cap thong tin dé lam lai ho khau do tach to dan phd
(01 phiéu)

- Thu tuc can giai quyét trude (dén hen iy két qua moéi thay can bo dong
dau) (01 phiéu)

- Can c6 ngudi dimg ngoai tryc tiép hudng dan dan, c6 s6 bam thir tu (01 phiéu)
- Thu tuc can don gian hon dé dan d& vét va (01 phiéu)

- Can trién khai hd so truc tuyén, Internet (02 phiéu)
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14. DU LIEU PHI CAU TRUC UBND PHUONG XUONG HUAN

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Bimg viét hd so (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc ¢é yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?
- Nguoi ky gidy di hop vang phai hen (01 phiéu)
17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?
22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

- Thoi tiét nong nén bat may lanh, hoac bat voi nhiét do cao hon (01 phiéu)
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15. DU LIEU PHI CAU TRUC UBND PHUONG VAN THANH

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
_Za. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét logi gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhén thay viéc kiém tra cia cong chirc chuyén mén nh thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dudng khodng bao
nhiéu tien?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

- 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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16. DU LIEU PHI CAU TRUC UBND PHUONG VAN THANG
la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:

_Za. Theo éng/ba, can bo sung thém hinh thirc théng tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét loai gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?

14a. Néu Ong/Ba phdi cho doi, céng chirc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, ong/ba di phdi boi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?

88



17. DU LIEU PHI CAU TRUC UBND PHUONG PHUONG SAI

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
_Za. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét logi gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhén thay viéc kiém tra cia cong chirc chuyén mén nh thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dudng khodng bao
nhiéu tien?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

- 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tét hon?
- Ching thuc con cham (01 phiéu).

- Pé nghi chu y dén thong tin khach hang vi sai ho tén cua gidy dang ky két
hon (01 phi€u).
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- Thu tuc nhap hoc mau gido kho khin (01 phiéu).

- P& nghi xem xét viéc chau c6 tén trong ho khau nhung khéng duoc vao
hoc (01 phiéu).

- Giao tiép cuia can bd can lich sy hon (01 phiéu).
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18. DU LIEU PHI CAU TRUC UBND PHUONG PHUONG SON
la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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19. DU LIEU PHI CAU TRUC UBND PHUONG NGQC HIEP

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

- Khong gian hoi chat (01 phiéu)

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?

14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhi thé ndo?

- Khé ti mi (02 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

- Khong giai thich (01 phiéu)

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?
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20. DU LIEU PHI CAU TRUC UBND XA VINH NGOQC

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

- Thong tin truyén thanh cua thon (02 phiéu)

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
- B4o c4o thanh tich (01 phiéu)

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdic hay khéng (néu cé, xin ghi ré

giay to gi)?

- B6 sung Quyét dinh thoat nghéo (01 phiéu)

14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

- Nhiét tinh (01 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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21. DU LIEU PHI CAU TRUC UBND XA VINH THAI

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
_Za. Theo éng/ba, can bo sung thém hinh thirc théng tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét loai gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so di dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra cia cong chirc chuyén mén nhi thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?
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22. DU LIEU PHI CAU TRUC UBND XA VINH HIEP

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?
- Gidy to di chuc ciia ngudi di mat, khong dé lai di chiic (01 phiéu)

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
_]4a. Néu Ong/Ba phdi cho doi, cong chirc dang lam gi?
_]7a. Ong/Ba nhdn thdy viéc kiém tra ciia cong chire chuyén mén nhw thé nao?
_]&l. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?
_22b. Co quan gidi thich 1y do tré hen nhuw thé nao?
_23a. Néu khéng day du, xin cho biét thiéu ndi dung nao?

. 27a. Néu Khéng hodc Rat khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?

- Mong mudn can bd ludn 1am tdt trach nhiém dé phuc vu nhan dan t6t hon
(01 phigu)
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23. DU LIEU PHI CAU TRUC UBND XA VINH THANH

la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:
_Za. Theo éng/ba, can bo sung thém hinh thirc théng tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét loai gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?

14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra cia cong chirc chuyén mén nhi thé ndo?

- Nhén vién lam viéc rat nhiét tinh (01 phiéu)

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?
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24. DU LIEU PHI CAU TRUC UBND XA VINH PHUONG

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:
_Za. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

_6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:

:9a. Néu chon 1 hodc 2, xin éng/ba cho biét logi gidy to ndo khéng can thiét?
_9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?
17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?
- Nhanh chéng, 1 rang (01 phiéu)
- Tan tinh (01 phiéu)
- Nhanh, gon, 3 rang (01 phiéu)
18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba dé phdi béi dudng khodng bao
nhiéu tién?
22b. Co quan gidi thich 1y do tré hen nhw thé nao?
- Nguoi chiu trach nhiém cubi cing vang mit chua ky gidy ngay (01 phiéu)
23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tét hon?
- Co quan an ninh con thiéu trach nhiém vé an ninh véi nguoi dan (01 phiéu)

- Can b cong chirc nén quan tdm dén nguodi dan khi dén co quan giai quyeét

97



gidy to dé giup nguoi dan 1am tha tuc, gidy to nhanh hon (01 phiéu)
- Can nguoi c6 chuyén mén cao, nang dong trong cong viéc hon (01 phiéu)

- Nén bdc s6 thtr ty va o loa to dé thong bao (01 phiéu)
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25. DU LIEU PHI CAU TRUC UBND XA VINH TRUNG
la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viéc, giao tiép rat bat tién vi:

8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoai cac bleu mau, gidy to' trong thanh phan hé so da dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdac hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Bad phdi cho doi, cong chirc dang lam gi?

17a. Ong/Bad nhdn thay viéc kiém tra cia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi béi dudng khodng bao
nhiéu tién?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27a. Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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26. DU LIEU PHI CAU TRUC UBND XA VINH LUONG
la. Theo éng/ba, co quan can cung cdp thém nhing thong tin nao?Xin ghi ro:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?
6a. Vi tri ngoi lam viée, giao tiép rat bat tién vi:
8a. Néu chon I hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon I hodc 2, xin 6ng/ba vui long ghi ré ndi dung ndo?

10a. Ngoai cac bleu madu, gidy to' trong thanh phan hé so dia dwoc niém
yet cong chirc c6 yéu cau ndp thém gidy to khdc hay khéng (néu cé, xin ghi ré

gidy to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chitc dang lam gi?

17a. Ong/Ba nhdn thay viéc kiém tra ciia cong chirc chuyén mén nhu thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dwdng khodng bao
nhiéu tién?

22b. Co quan gidi thich Iy do tré hen nhw thé ndo?

23a. Néu khéng day di, xin cho biét thiéu néi dung ndo?

. 27 Néu Khéng hodc Rit khéng hai long, xin vui long cho biét cu thé van
dé lam Ong/Ba khong hai long?

27b. Ong/Ba c6 gép ¥ gi dé co quan, don vi phuc vu tot hon?
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27. DU LIEU PHI CAU TRUC UBND XA PHUOC PONG

la. Theo éng/ba, co quan can cung cdp thém nhiing thong tin nao?Xin ghi ré:

2a. Theo éng/ba, can bé sung thém hinh thirc thong tin nao?

6a. Vi tri ngoi lam viéc, giao tiép rat bat tién vi:

8a. Néu chon 1 hodc 2, xin 6ng/ba cho biét logi gidy to ndo khéng can thiét?

9a. Néu chon 1 hodc 2, xin éng/ba vui long ghi ré néi dung ndo?

10a. Ngoal cdc bleu madu, gidy to' trong thanh phan hé so da dwoc niém
yez‘ cong chirc c6 yéu cau ndp thém gidy to khdic hay khéng (néu cé, xin ghi ré

giay to gi)?
14a. Néu Ong/Ba phdi cho doi, céng chirc dang lam gi?

17a. Ong/Bad nhén thay viéc kiém tra cia cong chirc chuyén mon nh thé ndo?

18a. Néu roi vao truong hop tir 1 — 4, 6ng/ba da phdi boi dudng khodng bao
nhiéu tien?

22b. Co quan gidi thich 1y do tré hen nhw thé nao?

23a. Néu khéng day di, xin cho biét thiéu ndi dung ndo?

- 27a. Néu Khéng hodc Rét khéng hai long, xin vui long cho biét cu thé van
de lam Ong/Ba khong hai long?

27b. Ong/Ba ¢6 g6p ¥ gi dé co quan, don vi phuc vu tot hon?
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Phu luc 4 -
TONG HQP DU LIEU PHI CAU TRUC TRAM Y TE CAP XA

1. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG LQC THQ
6a. Theo 6ng/ba, loai gidy to gi khéng can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 20 phuat (01 phiéu)

- 40 phut (01 phiéu)

- 5-10 phut (03 phiéu)

- 25 phut (04 phiéu)

- 10-15 phut (02 phiéu)

- 30 phut (03 phiéu)

- 20 phut (03 phiéu)

- 10 phat (10 phiéu)

- 15 phut (05 phiéu)

- 40 phut (01 phiéu)

- 5-15 phiit (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?
19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- B6 sung thém cac trang thiét bi y té (01 phiéu)

- Nhin chung can khic phuc viéc mdy moc, trang thiét bi y té day du giup viec
kham chita bénh dugc tot hon. Nang cao trinh d y t€ cho nhan vién (01 phicu)

- Mua sdm thém trang thiét bi y t& (01 phiéu)
- Pao tao nang cao trinh d6 chuyén mén (01 phiéu)
- Tram Y té co thé 1ap website hodc facebook dé cap nhat lich tiém ching

cho ngudi me (01 phiéu)
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2. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG TAN LAP
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Trinh d6 do1 ngii y bac si tuyén x4, phuong khong dong déu, can duoc
nang cao (01 phiéu)
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3. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUOC TIEN
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon
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4. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUOC TAN
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 20 phut (01 phiéu)

- 30 phut (01 phiéu)

- 25 phut (01 phiéu)

- 10 phut (04 phiéu)

- 5-10 phut (01 phiéu)

- 15 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?
- Pang kham cho ngudi téi trude (01 phiéu)

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?
23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Nha v€ sinh chi dugc sir dung khi can. (Nha vé sinh thuong dong ctra
khong cho sir dung) (01 phiéu)

- Can trang bi cac trang thiét bi tot hon dé viéc kham, chita bénh duoc hiéu
qua tot hon (01 phicu)
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5. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUOC HOA
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 10 phuat (02 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon
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6. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUOC HAI
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 10 phut (06 phiéu)

- 15 phut (04 phiéu)

- 25 phut (02 phiéu)

- 20 phut (02 phiéu)

- 10-15 phut (01 phiéu)

- 30 phut (02 phiéu)

- 40 phut (01 phiéu)

- 5-10 phiit (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Cai thiénrco sO vat chét, chét luong khém chtrta bénh cho bénh nhan va
chan chinh gio giac 1am vi¢c ding quy dinh (01 phiéu)

- Cai thién co s¢ vat chat diy du hon, phong kham con chat chdi qué (01
phicu)
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7. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUGC LONG
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

- Chirng minh nhan dan (01 phiéu)

- Bao hiém y té (01 phiéu)

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 05 phut (01 phiéu)

- 10 phat (01 phiéu)

- 15 phut (04 phiéu)

- 20 phuat (01 phiéu)

- 30 phut (05 phiéu)

- 30 phut (02 phiéu)

- 1 gio (01 phiéu)

- 1 gio 30 phit (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?
15a. Ong/ba phdi boi dudng khodng bao nhiéu tién?

- 50.000 ddng (01 phiéu)

17a. Néu khéng an tam vé két quda tham, kham thi do ddu?

- So nham thudc (01 phiéu)

19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Tang cudng co so vat chét trang thiét bi y té hién dai dé phuc vu tdt hon
cho nguoi dan (03 phiéu)

- Giam chi phi kham chita bénh (01 phiéu)
- Nhan vién y té phai nhiét tinh, quan tam (01 phiéu)

- May moc trang thiét bi gi?ly du hon dé phuc vu cho ba con va nhiét tinh hon
dé bénh nhan mau khoi (02 phiéu)

- C ging hon nita dé chat lugng t6t hon (01 phiéu)
- Pé nghi tuan thi gio gidc 1am viéc (01 phiéu)

- Trong ltc 1am viéc nén tap trung tranh trudng hop tiém nham thudc, phat
nham thude (01 phicu)

- Khéach quan trong kham chira bénh (01 phiéu)
- Tan trang, tu bo lai phong kham bénh (01 phiéu)
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8. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH TRUONG

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?
- 05 phut (01 phiéu)

- 10 phut (18 phiéu)

- 15 phut (10 phiéu)

- 20 phut (05 phiéu)

- 25 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon
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9. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH NGUYEN
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh lén dén tuyén trén?

- 20 phut (07 phiéu)

- 10 phut (06 phiéu)

- 15 phut (06 phiéu)

- Gén 60 phit (01 phiéu)

- 5 phiit (01 phiéu)

- 5 dén 10 phut (02 phiéu)

- 120 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi boi dudng khodng bao nhiéu tién?

- 100.000 d6ng (01 phiéu)

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?
19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tt hon

-Trang bi may moc hi¢n dai, nang cao trinh d6 chuyén mén cho doi ngi y
bac si (03 phicu).

- Trang bi thém co s& vat chat dé phuc vu viéc kham chita bénh cho nguoi
dan. (01 phi€u).

- Trang bi thém may moc, thiét bi y té (02 phiéu).

‘ - Khong c6 quat cho bé khi nng),i nghi sau khi tiém ching xong. Tram Y té
gan kho xang nén c6 mui xang (01 phicu).

- Tram y té thu tién nhin tin thong bao lich kham (30.0004). Tuy nhién
khong thay c6 tin nhan bao lich kham va cling khong dugc nhan vién y té giai thich
thoa dang. Dén cudi thang van phai xudng tram dé xin lich kham. Bac s nam kham
BHYT tho 18 véi bénh nhan, dic biét ngudi gia , ngudi dén xin thube, kham
BHYT (01 phiéu).

- Can hd tro thém co sé vat chat, nang cao hodc diéu phoi can bo cé chuyén
moén lam viéc dé€ tao sy tin twong cho nguoi bénh va ngudi nha bénh nhan. Bap
ung dugc so cap cuu co ban dé kip thoi ctiru song nguoi bénh (01 phicu).
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10. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH THQ

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?
- 15 phut (01 phiéu)

- 20 phut (03 phiéu)

- 10 phut (04 phiéu)

- 05 phut (01 phiéu)

- 25 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
- Pang lam viéc (03 phiéu)

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két quda tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon
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11. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH PHUOC

6a. Theo 6ng/ba, loai gidy to gi khdong cdn thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhw thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Mong can b y té 1am viéc nhiét tinh hon nita véi bénh nhan (01 phiéu).
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12. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH HAI
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 15 phut (09 phiéu)

- 10 - 20 phat (03 phiéu)

- 30 phut (07 phiéu)

- 35 phut (01 phiéu)

- 20 phut (10 phiéu)

- 10 phut (04 phiéu)

- 25 phut (01 phiéu)

- 5-10 phiit (02 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Mong tram y té duoc dau tu thém trang thiét bi, phong b¢ sach s& hon. Can
b0 tram dugc dau tu vé lvong dé yén tdm cong tac (01 phicu)

- Khong gian cac phong tam duoc, cac y bac sy can nang cao tay nghé dé
phuc vu nhan dan t6t hon (01 phiéu)
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13. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VINH HOA
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 20 phuat (01 phiéu)

- 30 phut (01 phiéu)

- 02 tiéng (01 phiéu)

- 04 tiéng (02 phiéu)

- 05 tiéng (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
- Pang 13y thudc, ghi s6 sach (02 phiéu)

- Pang 1am gi khong biét (01 phiéu)

15a. Ong/ba phdi béi duong khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

- Trinh d6 nhan vién y té chua cao (01 phiéu)

19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Can thém bac s§ (06 phiéu)

- B6 sung may moc, trang thiét bi (02 phiéu)

- B6 sung thém nhiéu loai thudc khac (01 phiéu)
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14. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG XUONG HUAN
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
- Khong c6 béc si (01 phiéu)

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon
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15. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VAN THANH
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon
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16. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG VAN THANG

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 30 phut ( 02 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Mong can b y té 1am viéc nhiét tinh hon nita v6i bénh nhan (01 phiéu).

117



17. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUONG SAI
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 10 phat (01 phiéu).

- 15 phat (01 phiéu).

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dudng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, khéam thi do ddu?

19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Phong kham chat, hep, khong 6 san (06 phiéu).

- Chua ¢6 san choi cho tré em khi chd kham (01 phiéu).

- Can thong béo lich tiém ching & cudc hop t6 dan phd (01 phiéu).
- Can trang bi thém thiét bi dé phuc vu nhan dan (01 phiéu).

- Béc s§, y ta cn giai thich bénh tinh va thubc udng cho nguoi bénh gia rd
hon (01 phiéu).
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18. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG PHUONG SON
6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon
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19. DU LIEU PHI CAU TRUC TRAM Y TE PHUONG NGQC HIEP
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 05 - 10 phit (06 phiéu)

- 15- 20 phut (05 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dudng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, khéam thi do ddu?

19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon
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20. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH NGQC

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?
- Tuong d6i nhanh (01 phiéu)

- Khong mét nhiéu thoi gian (01 phiéu)

- 20 phut (03 phiéu)

- 10 phut (04 phiéu)

- 15 phut (07 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

- 50.000 ddng (02 phiéu)

- 100.000 ddng (01 phiéu)

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?
- Khéu vé sinh trang thiét bi (01 phiéu)

19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon
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21. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH THAI
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon
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22. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH HIEP

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?
- 15 phut (02 phiéu)

- 20 phut (03 phiéu)

- 25 phut (03 phiéu)

- 30 phut (03 phiéu)

- 40 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két quda tham, kham thi do ddau?
19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Nhiéu khi khong c6 thude (01 phiéu)
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23. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH THANH
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 10 phuat (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhédn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddu?

19b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

- Khong nhan thudc nén khong phai tra tién (01 phiéu)

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Tram y té can hang thang goi dién thong bao cho ngudi dan (01 phiéu)
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24. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH PHUONG

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 10 phut (02 phiéu)

- 15 phut (05 phiéu)

- 30 phut (05 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Can cung cap day du thude chita bénh va chat luong thude tét hon (05 phiéu)

- Can nhirng ngudi chuyén mén cao (04 phiéu)

- Co s& vat chit ddy du hon, trang thiét bi miy moc can hién dai hon (03 phiéu)

- Nang cao thu nhap cho doi ngii can bo y té xa dé yén tAm cong tac (01 phiéu)
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25. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH TRUNG
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

- 10 - 30 phit (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két qua tham, khéam thi do ddu?

19b. Ong/ba thanh toan thuéc BHYT nhuw thé nao?

23b. Ong/ba c6 gbp ¥ gi dé tram y té phuc vu tot hon

- Pé nghi Tram khic phuc vé viéc chim séc ngudi bénh duge t6t hon (01 phiéu)
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26. DU LIEU PHI CAU TRUC TRAM Y TE XA VINH LUONG

6a. Theo 6ng/ba, loai gidy to gi khong can thiét?

7b. Phdi mdt bao lau méi chuyén bénh lén dén tuyén trén?

- 20 phut (06 phiéu)

- 40 phut (02 phiéu)

- 25 phut (03 phiéu)

- 30 phut (03 phiéu)

- 10 phut (01 phiéu)

12a. Trong khi Ong/Ba cho doi, nhan vién y té dang lam gi?
15a. Ong/ba phdi béi dwdng khodng bao nhiéu tién?

17a. Néu khéng an tam vé két quda tham, kham thi do ddau?

19b. Ong/ba thanh todn thuéc BHYT nhu thé ndo?

23b. Ong/ba c6 gbp y gi dé tram y té phuc vu tot hon

- Pau tu thém co s& vat chat va nhan vién y té dé phuc vu tét hon (01 phiéu)

127



27. DU LIEU PHI CAU TRUC TRAM Y TE XA PHUGOC PONG
6a. Theo 6ng/ba, loai gidy to gi khdong can thiét?

7b. Phdi mdt bao ldu méi chuyén bénh 1én dén tuyén trén?

12a. Trong khi Ong/Ba cho doi, nhdn vién y té dang lam gi?

15a. Ong/ba phdi béi dudng khodng bao nhiéu tién?

-]7a. Néu khéng an tém vé két qua tham, kham thi do ddu?

-]9b. Ong/ba thanh todn thuéc BHYT nhuw thé ndo?

_23b. Ong/ba c¢é gop ¥ gi dé tram y té phuc vu tot hon

- Bé nghi can bd 1am viéc dang gid vao ngay tiém phong cho tré (01 phiéu)

- Tap thé can bo cong nhan vién tram y té ¢d gang hoc tap va lam viéc dé
phuc vu nhan dan (01 phiéu)
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