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I. GIOI THIEU CHUNG

Ké tir nam 2021, Chinh pht, Thu tuéng Chinh phu giao Bd Noi vu xay dung
phuong phép va trién khai do ludng sy hai long ciia ngudi dan dbi véi su phuc vu cia co
quan hanh chinh nha nudc nham nang cao chat lugng phuc vu ngudi dan cta co quan
hanh chinh nha nudc, ning cao sy hai 10ng cua nguoi dan!. Trén co s¢ do, BO Noi vu da
phéi hop véi cac bo, nganh, dia phuong va cac chuyén gia trong, ngoai nudc xay dyng
phuong phap do luong bao dam tinh khoa hoc, khach quan, d6ng thoi tiém can xu hudng
d6i moi quan tri cong trén thé gi61 theo hudng 14y nguoi dan lam trung tim trong khi
dam bao phu hop véi thé ché, diéu kién thuc tién cta Viét Nam.

Héng nam, Bo Noi vu chu tri, phéi hop vo1 cac co quan li€én quan trién khai do
luong su hai long cua ngudi dan thong qua khao sat v kién cua hon 36.0002 ngudi dan
dugc chon ngiu nhién dai dién cho nguoi dan ¢ khip cac ving, mién trong ca nudc. Y
kién phan héi ctia ngudi dan duoc tong hop, phan tich, xay dung Chi s6 hai long ctia nguoi
dan d6i véi su phuc vu cta co quan hanh chinh nha nuéc (Chi ) SIPAS), dugc B6 Noi
vu tham muu cho Thu tudéng Chinh phu, Ban Chi dao Cai cach hanh chinh cua Chinh phu
cong bd cong khai hang nam. Trén co sé d6, Uy ban nhan dén céc tinh, thanh phd truc
thudc Trung wong chi dao cac co quan td churc phan tich cu thé vao bdi canh cua dia
phuong; xay dung ké hoach ning cao chat luong phuc vu ctia co quan hanh chinh, nang
cao sy hai 1ong cta nguoi dan; to chire hoi nghi quan triét, 16p tap huan, bdi dudng cho
can bo, cong chuc, vién chirc; chuong trinh thong tin, tuyén truyén cho nguoi dan ¢ dia
phuong.

Chi s6 SIPAS da va dang gép phan dinh hinh nén hanh chinh theo huéng lay
ngudi dan 1am trung tim, dong thoi 1a cong cu hd tro ra quyét dinh va thiic day cai cach
hanh chinh & céc cap chinh quyén. Thong qua viéc phan anh nhan dinh, danh gia, mirc
d6 hai long va nhu cau, mong doi ciia ngudi dan, SIPAS gop phan tao dong luc cai cach
lién tuc, tirng budc thay d6i nhan thtc va hanh vi trong thuc thi cong vu ctia cong chure,
ddng thoi thuc day sy tham gia va giam sat ciia ngudi dan, x4 hoi. Cung véi d6, Chi sb
SIPAS ngay cang dugc tich hop vao chu trinh quan 1y va cai cach hanh chinh, gép phan
nang cao chét lugng phuc vu ngudi dan ciia co quan hanh chinh nha nuéc. Qua qué trinh
d6, Chi s6 SIPAS tirng budc chuyén tir vai tro 13 cong cu do ludng su hai long sang tro
thanh mot thanh phan cta co ché phan hdi trong hé théng quan tri cong, gitp dinh hudéng
chinh sach, tang cudong tinh minh bach, trach nhiém giai trinh va kha nang dap tng cua
bd may hanh chinh.

1. KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN POI VOI
SU PHUC VU CUA CQHCNN NAM 2025

Nam 2025, phiéu khao sat duoc giri dén 36.000 ngudi dan tai 1.440 thon, to dan phd
ctia 720 x3, phuong, dic khu cua 34 tinh, thanh phd trong ca nude. Két qua thu vé 35.649
phiéu hop 1¢, dat ty 18 99,03%. Y klen phan h01 ctia ngudi dan duoc téng hop, phan tich,
xay dung thanh mot bo chi s6 gom 37 chi sd phan 4nh nhan dinh, danh gia, 51 chi sO
phan anh mirc d6 hai 1ong va 10 chi sé phan anh nhu cau, mong doi ctia ngudi dan.
B0 chi s6 nay duoc xay dung cho pham vi ca nuéc néi chung va cho ting tinh, thanh
phd néi riéng.

! Tai Nghi quyét s6 30c/NQ-CP ngay 08/11/2021 cita Chinh phii ban hanh Chuong trinh tong thé CCHC giai doan 2011 -
2020; Nghi quyet s6 76/NQ-CP ngay 15/7/2021 cua Chinh phu ban hanh Chuong trinh tong thé CCHC giai doan 2021 - 2030.
2 Nam 2015 13 15.000, c6 mot s6 ndm hon 36.000 ngudi.
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1. NHAN DINH, PANH GIA CUA NGUOI DAN POI VOI VIEC XAY
DUNG, TO CHUC THUC HIEN CHiNH SACH CONG

1.1. Mitc d quan tAm ciia nguoi dan ddi véi chinh sach & dia phwong

Nam 2025, 09 nhom chinh sach cong dugc lua chon dé do luong su hai long cua
ngudi dan, gdm: (1) Chinh sach phat trién kinh té; (2) Chinh sach kham, chita bénh;
(3) Chinh sach gido duc pho thong; (4) Chinh sach nude sinh hoat; (5) Chinh sach
dién sinh hoat; (6) Chinh sach trat tu, an toan xa hdi; (7) Chinh sach giao thong
duong bg; (8) Chinh sach an sinh, xa hdi; (9) Chinh sach cai cach hanh chinh.

Két qua do luong nim 2025 cho thdy mic dd quan tim cia ngudi dan di voi
09 nhom chinh sach kha cao, dao dong trong khoang 77,27% - 82,16%, trong do6 chinh
sach trét tu, an toan xa hoi dugc quan tam nhiéu nhat va chinh sach phat trién kinh té 1a
chinh sach dugc quan tam it nhét. Ké tir 2023 dén nay, chinh sach trat tu an toan xa hoi
va chinh sach dién 1a hai chinh sach luén dugc quan tam nhiéu nhat. Muc d6 quan tam
clia ngudi dan cia 34 tinh, thanh phd ddi véi cac chinh sach c6 su khac biét tuong dbi,
dao dong trong khoang 74,12% - 85,39%.

1.2. Céc kénh thong tin ngudi dan sir dung dé theo ddi chinh sich ¢ dia phuong

Kénh thong tin dugc ngudi dan st dung nhiéu nhat dé theo ddi chinh sach & dia
phuong 1a hop, sinh hoat, théng bdo tai khu dan cw, voi 47,81% nguoi str dung; tiép
dén 1a dai, tivi, bdo, v&i 43,13% nguoi st dung. Mang internet, trong khi 1a kénh thong
tin c¢6 vé tiép can dé dang, nhanh chong hon, chi dimg & vi tri thir ba, va loa phat thanh
xa, phuong ¢ vi tri thir tu, véi ty 1€ nguoi st dung lan luot 13 39,11% va 38,18%. Cac
kénh con lai c6 ty I¢ nguot st dung dudi 20%. Cac kénh thong tin duge nguodi dan su
dung nam 2025 ¢ muic do tuong tw nhu nam 2023, 2024 .

Muirc @6 ngudi dan ctia 34 tinh, thanh phd sir dung cac kénh thong tin trén dé tiép
can chinh sach ¢6 su chénh 1éch rat 1on. Loa phat thanh xd, phuong la kénh c6 muc do
chénh 1éch 16n nhét, 1én dén 61%: tiép dén 1a hop, sinh hoat, thong bdo tai khu dan cu,
v&i muce chénh Iéch 53%; cac kénh con lai c6 mirc chénh 1éch trong khoang 32% - 40%.

1.3. Mirc d¢ sin sang tham gia gép y kién ciia nguoi dan ddi véi chinh sach
¢ dia phuwong

Gan mdt ntra s6 nguoi dan duge khao sat trong ca nudce san sang tham gia gop ¥
kién ddi vé6i chinh sach ¢ dia phuong va mirc d san sang ctia nguoi dan phu thudc vao
hinh thic xin y kién. Hinh thtc xin y kién tai cudc hop cu ddn nhan dugc muc do san
sang tham gia cta ngudi dan cao nhat, véi ty 16 46,83% s6 ngudi duoc khao sat lua
chon, trong khi d6, cac hinh thirc xin y kién qua mang internet chi nhan duoc ty 16 khoang
10%. So sanh nam 2025 v4i nam 2024, 2023, c6 thé thiy nguoi dan sdn sang hon trong
viéc tham gia gop y kién ddi voi chinh sach & dia phuong.

Muc d6 sin sang ctia ngudi dan trong viéc tham gia gop y d6i voi chinh sach c6
su khac biét 1on gitra 34 tinh, thanh phé. Ty 1¢ nguoi dan san sang gop y qua hinh thice
Xiny kién tai cudc hop dan cu c6 su chénh 1éch 16n nhét, 1én dén 32%.

1.4. Tinh trang tiéu cuc ciia cong chirc trong gidi quyét cong viéc cho ngudi din

Nam 2025, 89,09% nguoi dan tham gia khao sat cho rang khong c6 cong chirc
gdy phién ha, sach nhiéu; 11,05% cho rang ¢é mét s6 cong chirc gdy phién ha sach
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nhiéu va 0,96% cho rang cé nhiéu cong chirc gdy phién ha sach nhiéu. Trong khi do,
89,49% nguoi dan duoc khao sat cho rang khong co nguoi dan nao phai dua tlen ngoai
quy dinh cho cong chirc dé cong viéc dwoe gidai quyét; 8,88% cho rang ¢6 mot s nguoi
dan phai dwa tién va 1,63% cho rang cé nhiéu nguwoi ddn phdi dua tién. Cam nhan cua
nguoi dan vé su sach nhiéu, tiéu cuc cua cong chirc nam 2025 ¢6 sy tang nhe so voi nam
2023, 2024.

Ca 34 tinh, thanh phé déu nhan dugc ¥ kién ctia nguoi dan tham gia khao sat cho
rang c6 mot sd cong chirc gay phlen ha, sach nhleu dao dong trong khoang 1% -
21,66% va nhan dugc y kién cho rang c6 mot sé nguoi dan phai dua tién ngoai quy
dinh, dao dong trong khoang 1% - 17,22%.

1.5. Su phit hop ciia cic hinh thirc cung cip thong tin chinh sach, cic hinh
thirc cung &ng dich vu hanh chinh cong doi véi nguoi dan

Céc hinh thirc cung cip thong tin chinh sach duoc ngudi dan tham gia khao sat
danh gia phu hop dao dong trong khoang 71,79% - 80,34%, trong d6 phuong tién thong
tin dai chung dai, ti vi, bdo chi duge danh gia phu hop nhat va tiép can thong tin chinh
sach qua nguoi than, ban bé dugce danh gid it pht hop nhat.

Cac hinh thirc cung tng DVHCC dugc danh gia phu hop dao dong trong khoang
74,75%,- 78,31%, trong do6 hinh thirc truc tiép duoc dégnh gia phu hop nhat, tiép déq la
truc tuyén toan trinh, voi 74,90% va truc tuyén madt phan 1a hinh thirc it phu hgp nhat.

Pénh gia ctia nguoi dan vé mirc do phu hop cua céc hinh thirc cung cap thong tin
chinh sach va cac hinh thirc cung tng DVHCC nam 2025 ¢6 sy chénh 1éch khong dang
ké so vd1 ndm 2024, 2023.

Nguoi déq duoc khao sat ciia 34 tinh, thanh phd danh gia su phu hop cua céac
hinh thtrc cung cap thong tin chinh dao dong trong khoang 64,40% - 86,58%; su phu
hop cua céc hinh thic cung ing DVHCC dao dong trong khoang 65,42% - 90,03%.

2. SU HAI LONG CUA NGUOI DAN POI VOI VIEC XAY DUNG,

TO CHUC THUC HIEN CHINH SACH CONG

Sy hai long ctia nguoi dan dbi véi viée xay dung, to chire thuc hién chinh sach
n6i chung duogc do luong trén 23 ndi dung cia 04 yéu té: (1) Trach nhiém giai trinh
ctia chinh quyén; (2) Co hoi tham gia xay dung, t6 chirc thyc hién chinh sach cua ngudi
dan: (3) Chét luong t6 chirc thuc hién chinh sach; (4) Két qua, tic dong cta chinh sach.
Cu thé nhu sau:

2.1 Su hai long ciia nguoi dan ddi voi trach nhiém giai trinh cia chinh quyén

Sy hai long cta ngudi dan d6i voi trach nhiém giai trinh cua chinh quyén duoc
do ludng trén 02 ndi dung: (1) Chinh quyén cung cap thong tin, giai thich chinh sach
theo nhiéu hinh thirc, giup ngudi dan dé tim, dé thay va (2) Chinh quyén cung cap thong
tin, giai thich chinh sach day du, d& hiéu dbi voi nguoi dan.

Két qua do ludng sy hai long cua nguoi dan nam 2025 trong ca nudc cho thy
murc do hai long (MPHL) cua nguoi dan dbi v6i viee chinh quyén cung cap thong tin,
giai thich chinh sdch theo nhzeu hinh thitc, giip moi nguoi din dé tim, dé thay 1a
83,20%; d6i voi viée chinh quyén cung cap théng tin, gidi thich chinh sach day di, de
hiéu 13 83,43%. MPHL cua nguoi dan d6i v6i trdch nhiém gidi trinh cia chinh quyén

SIPAS 2025



4

no6i chung trong ca nudc nam 2025 1a 83,31%; thip hon 0,01% so v&i nam 2024, cao
hon 1,38% so vdi nam 2023.

MPHL ctia ngudi dan cua 34 tinh, thanh phd d6i v6i 02 ndi dung do ludng vé
trach nhiém giai trinh cua chinh quyén dao dong trong khoang 77,98% - 90,79%; ddi
VOi trach nhiém gidi trinh cia chinh quyén ndi chung dao dong trong khoang 78,18% -
90,35%, v6i su chénh léch giira tinh, thanh phd cao nhét va tinh, thanh ph thap nhat 1a
12,17%. Hai Phong, Quang Ninh, Pong Nai 14 03 tinh, thanh phd c6 MPHL cua ngudi
dan dbi v6i trach nhiém gidi trinh ciia chinh quyén cao nhit; Lang Son, Lai Chau, Cao
Bang 13 03 tinh thp nhét.

2.2. Sw hai long clia ngudi din ddi véi co hdi tham gia vao qua trinh xay
dung, to chirc thuc hién chinh sach

Sy hai long ctia ngudi dan ddi voi co hoi tham gia xay dung, t6 chirc thuc hién
chinh sach dugc do ludng trén 02 ndi dung: (1) Chinh quyén t6 chirc nhiéu hinh thtre de
nguoi dan dé dang tham gia gop y kién xay dung chinh sach va (2) Chinh quyen t6 chirc
nhiéu hinh thtrc dé nguoi dan dé dang phan héi y kién danh gia tinh hinh trién khai va két
qua, tdc dong cua cac chinh sach ¢ dia phuong.

Nam 2025, nguoi dan tham gia khao sat trong ca nudce hai long d6i v6i viée chinh
quyén té chirc nhiéu hinh thirc dé nguwoi dén de dang tham gia gop y kién xdy ding chinh
sach & muc 82,78%; dbi voi viee chinh quyen 16 chirc nhiéu hinh thirc dé nguwoi dan dé
dang phdn héi y kién danh gid tinh hinh trién khai va két qua, tdc dong ciia cdc chinh sach
& dia phirong & mirc 82,87%. MPHL cta ngudi dan ddi v6i co hdi tham gia xdy dung,
t6 chikc thiee hién chinh sdch ndi chung trong ca nudc nam 2025 13 82,83%; thap hon
0,30% so voi nam 2024, cao hon 1,00% so véi nam 2023.

MPHL ctia ngudi dan caa 34 tinh, thanh phd déi véi 02 ndi dung do ludng vé co
hoi tham gia xay dung, td chuc thuc hién chinh sach dao dong trong khoang 77,71% -
90,35%; d6i voi co héi tham gia xdy dung, té chire thue hién chinh sach néi chung dao
dong trong khoang 78,01% - 90,39%, voi su chénh 1éch giita tinh, thanh phd cao nhat
va tinh, thanh phd thap nhat 13 12,38%. Hai Phong, Quang Ninh, Pong Nai 14 03 tinh,
thanh phd c6 MPHL cta ngudi dan d6i v6i co hdi tham gia xdy dung, t6 chike thie hién
chinh sdch cao nhat; Lang Son, Cao Bang, Quang Trj 1a 03 tinh thap nhat.

2.3. Sw hai 1ong ciia ngwoi dan ddi véi chit lweng té chire thwe hién
chinh sach

Sy hai long ctia ngudi dan d6i voi chit luong t6 chire thue hién chinh sach duoc
do luong trén 09 noi dung: (1) TO chirc thuc hién chinh sach phét trién kinh té; (2) T6
chtrc thuc hién chinh sach kham, chita bénh; (3) Tb chire thuc hién chinh sach giao duc
phd thong; (4) TH chie thuc hién chinh sach nuée sinh hoat; (5) Td chtre thuc hién chinh
sach di¢n sinh hoat; (6) Tb chitc thuc hién chinh sach trét tu, an toan x3 hoi; (7) T chirc
thuc hi¢én chinh sach giao thong duong bo; (8) Tb chirc thuc hién chinh sach an sinh, x
hoi; (9) T6 chire thue hién chinh séch cai cach hanh chinh.

Két qua do ludng sy hai 10ng cta ngudi dan nim 2025 cho thly MDHL cua ngudi
dan d6i v6i viée chinh quyén t6 chire thue hién tot 09 chinh sdch dao dong trong khoang
82,38% - 84,17%. Chinh sach trat tu, an toan xa hoi nhan dugc MDHL cua nguoi dan
cao nhit vé chat luong td chtrc thue hién, véi 84,83%; tiép theo 1a chinh sach gido duc
phé) thong, chinh sach an sinh xa héi va chinh sach kham, chita bénh, voi 83,59%,
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83,55% va 83,52%. 05 chinh sach con lai nhan duoc MPDHL g?m nhu tuong tu nhau,
dao dong trong khoang 82,38% - 82,81%. MPHL cua nguoi dan dbi voi chadt liwong to
chure thuce hién chinh sach n61 chung nam 2025 1a 83,11%; thép hon 0,63% so vo1 nam
2024, cao hon 0,62% so v&i nam 2023.

MDPHL cta ngudi din cua 34 tinh, thanh phd d6i v6i chdt lwong t6 chire thiee
hién 09 chinh sach dao dong trong khoang 75,29% - 91,29%; ddi v6i chdt lwong té
chure thye hién chinh sach né1 chung dao dong trong khoang 77,56% - 91,08%, vo6i su
chénh 1éch giita tinh, thanh phd cao nhit va tinh, thanh phd thap nhét 1a 12,52%. Hai
Phong, Quang Ninh, Pdng Nai 14 03 tinh, thanh phd c6 MPHL cua ngudi dan cao nhat
dbi véi chdt lieong t6 chire thuc hién chinh sdach cia chinh quyén dia phwong néi
chung; Lang Son, Lai Chau, Bic Ninh 1a 03 tinh thip nhit.

2.4. S hai long ciia ngudi dan ddi voi két qua, tic dong ciia chinh sich

Sy hai 1ong cta ngudi dan d6i véi két qua, tac dong cuia chinh sach duoc do luong
trén 10 ndi dung: (1) Kinh té gia dinh cta nguoi dan tot hon; (2) Kinh té xa hoi cua dja
phuong tot hon; (3) Bénh vién cong lap kham chita bénh tot hon; (4) Trudng pho thong
cong lap day hoc t6t hon; (5) Trat tu, an toan x3 hoi tot hon; (6) Puong b, giao thong
tdt hon; (7) bién sinh hoat tdt hon; (8) Nudc sinh hoat tot hon; (9) An sinh xa hoi tot
hon; (10) Co quan hanh chinh nha nudc, can bg, cong chirc, vién chirc ¢6 nang luc va
thuc thi cong vu t6t hon.

Niam 2025, ngudi dan duoc khao sat trong ca nudc hai long ddi véi két qua, tac
dong cua chinh sach ¢ dia phuong & 10 nd1 dung do luong dao dong trong khoang
82,43% - 83,77%, trong d6 ngudi dan hai 10ng cao nhat ddi vaoi két qua, tac dong trirong
phé théng céng Idp day hoc sinh tét hon va hai 1ong thap nhat dbi voi két qua, tac dong
kinh té gia dinh tot hon. MPHL cta ngudi dan d6i véi két qud, tdc ddng ciia chinh sach
no6i chung nam 2025 trong ca nudc 1a 83,05%; thép hon 0,95% so vdi nam 2024, cao
hon 0,31% so voi nam 2023.

Nguoi dan cua 34 tinh, thanh phd hai long d6i voi két qua, tic dong cta chinh
sach & 10 noi dung do luong dao dong trong khoang 76,33% - 91,67%; dbi voi két qud,
tac dong cua chinh sach noi chung dao dong trong khoang 77,41% - 91,21%, vdi su
chénh léch giita tinh, thanh phd cao nhat va tinh, thanh phd thap nhat 13 13,80%. 03
tinh, thanh phd nhan duoc MPHL cua ngudi dan d6i v6i két qud, tac dong cia chinh
sdch n6i chung cao nhét 1a Hai Phong, Quang Ninh, Pong Nai va 03 tinh thip nhat 13
Lang Son, Lai Chau, Cao Bé’mg.

2.5. Sw hai long ciia ngudi dan doi véi viée xay dung, to chire thuc hién
chinh sach néi chung

Nam 2025, MPHL ctia nguoi dan doi y('fi viéc xdy dung, 16 chire thuce hién chinh
sach noi chung trong ca nudce 1a 83,08%, thap hon 0,68 % so v&i nam 2024; cao hon
0,51% so voi nam 2023.

34 tinh, thanh phd c6 MPHL cta ngudi dan dbi véi viée xdy dung, t6 chire thire
hién chinh sach no6i chung dao dong trong khoang 77,59% - 91,01%, vo1 su chénh Iéch
gifra tinh, thanh pho cao nhat va tinh, thanh phd thap nhat 1a 13,42%.
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03 tinh, thanh phd c6 MDHL cua nguoi dan doi véi viée xdy dung, 16 chitc thuc
hién chinh sach no6i chung cao nhat 1a Hai Phong, Quang Ninh, Dong Nai va 03 tinh
thap nhat 1a Lang Son, Lai Chau, Cao Bang.

MPHL d6i véi viéc xdy dung, to chirc thuc hién chinh sach
noi chung nam 2025 cia 34 tinh, thanh pho

Hai Phong 91.01%
Quing Ninh 88.42%
Pong Nai 87.33%
Ha Ngi 86.00%
Hue 85.09%
Hung Yén 85.01%
Thai Nguyén 84.56%
Lam Dong 84.27%
TP.HCM 84.27%
Tuyén Quang 84.25%
Khanh Hoa 84.21%
Nghé An 84.20%
Lao Cai 84.15%
Can The 83.78%
Ha Tinh 83.31%
Pa Nang 83.31%
Dién Bién 83.29%
Ninh Binh 83.18%
Ca Mau 83.13%
Son La 83.10%
Gia Lai 82.76%
Phu Tho 82.66%
Tay Ninh 82.04%
Quang Ngai 81.91%
Vinh Long 81.81%
Pbak Lak 81.36%
An Giang 81.02%
Dong Thap 80.41%
Thanh Hoéa 79.42%
Quéng Tri 79.30%
Bac Ninh 79.14%
Cao Bang 78.73%
Lai Chau 78.51%
Lang Son 77.59%

3. SU HAI LONG CUA NGUOI DAN DPOI VOI VIEC CUNG UNG
DICH VU HANH CHINH CONG

Sy hai 1ong cta nguoi dan d6i véi viee cung Ung dich vu hanh chinh cong
(DVHCC) dugc do luong trén 16 ndi dung cia 05 yéu t0: (1) Tiép can dich vu; (2) Thu
tuc hanh chinh; (3) Cong chirc truc tiép giai quyét cong viéc cho ngudi dan; (4) Két qua
cung tmg DVHCC va (5) Tiép nhan, xir Iy phan anh, kién nghi ctia nguoi dan, cu thé
nhu sau:

3.1. Sy hai long ciia ngudi dan ddi véi ti€p can dich vu hanh chinh cong

Sy hai 1ong cta nguoi dan d6i voi viée tiép can DVHCC duge do ludng trén 03
noi dung: (1) Trung tam Phyc vu hanh chinh c6ng/B6 phén Tiép nhan va Tra két qua
(BPMC) co bién higu, huong dan 1 rang, giup nguoi dan dé tim, dé thay; (2) BPMC c6
du ghé ng01 cho, ngdi giai quyét cong vi€c va ban Vlet cho nguoi dan; (3) BPMC co
trang thiét bi phuc vu nguoi dan ddy du, chat luong t6t, gitip nguoi dan giai quyét cong

viéc dé dang hon.
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Nam 2025, MPHL cua nguoi dan d6i v6i viec BPMC c6 bién hiéu, hwong dc;n
ro rang, giup nguoi dan dé tim, dé thdy 1a 83.49%; d6i véi viec BPMC ¢6 dii ghé ngoi
cho, ngoi giai quyet cong viéc va ban viét cho ngwoi dan 13 83,92% va dbi voi viee
BPMC co trang thiét bi phuc vu ngueoi dan ddy du, chat lwong tot, giup nguoi dan giai
quyét cong viéc dé dang hon 13 83,54%. MPHL cua nguoi dan dbi vé6i viée tiép cdn
dich vy noi chung trong ca nudc nim 2025 1a 83,65%; thap hon 0,56%, so véi nim
2024; cao hon 0,65% so vo1 nam 2023.

Nguoi din cua 34 tinh, thanh phd hai 1ong ddi 03 noi dung do ludng vé tiép can
dich vu dao dong trong khoang 77,20% - 92,08%; dbi véi viee tié}) can dich vu noi
chung dao dong trong khoang 77,63% - 91,85%, voi sy chénh Iéch gitra tinh, thanh phd
cao nhat va tinh, thanh pho thap nhét 14 14,22%. 03 tinh, thanh phd c6 MPHL ctia nguoi
dan doi véi viec tzep céan dich vu n6i chung cao nhat 1a Hai Phong, Quang Ninh, Pong
Nai la va 03 tinh thap nhét 1a Lai Chau, Thanh Héa, Béc Ninh.

3.2. Sy hai 1ong ciia ngudi dan déi véi thii tuc hanh chinh

Sy hai 10ng cta ngudi dan ddi véi TTHC duoc do ludng trén 04 ndi dung: (1)
Quy dinh thit TTHC dugc niém yét cong khai tai B6 phan Mot cira dé thay, d& hiéu; (2)
Nguoi dan duge yéu cau ndp hod so giai quyét TTHC dung theo quy dinh; (3) Nguoi dan
dugc yéu ciu ndp phi/lé phi giai quyét TTHC dung theo quy dinh; (4) Thoi han giai
quyét TTHC cho ngudi dan dung theo quy dinh.

Két qua do ludng nam 2025 cho thay MPHL ctia ngudi dan ddi véi viée niém yét
céng khai quy dinh TTHC tai BPMC dé thdy, dé hiéu 13 83.57%; ddi véi viéc nguoi ddn
dirge yéu cau ndp ho so ding quy dinh 13 83,32%; dbi voi viee nguoi dan dwoc yéu cau
nép phi/lé phi ding quy dinh 13 82,99% va d6i voi viéc thoi han gidi quyét TTHC diing
quy dinh 13 82,79%. MPHL cta nguoi dan d6i voi thii tuc hanh chinh nodi chung trong
ca nudc nam 2025 1a 83,17%; thép hon 0,99% so vdi nam 2024, cao hon 0,15% so voi
nam 2023.

MPHL ciia nguoi dan cta 34 tinh, thanh phd d6i v6i 04 ndi dung do ludong vé
thu tuc hanh chinh dao dong trong khoang 76,28% - 91,72%; dbi voi thii tuc hanh chinh
ndi chung dao dong trong khoang 76,77% - 91,58%, v&i su chénh 1éch gitra tinh, thanh
phé cao nhat va tinh, thanh phd thap nhit 13 14,82%. 03 tinh, thanh phé c¢6 MPHL cua
nguoi dan ddi voi thii tuc hanh chinh ndi chung cao nhét 1a Hai Phong, Quang Ninh,
DPong Nai va 03 tinh thp nhat Lai Chau, Cao Bang, Quang Tri.

3.3. Su hai 1ong clia nguwdi dan ddi véi cong chire trire tiép gidi quyét cong
vi€c cho nguwoi dan tai Trung tAim phuc vu hanh chinh, B¢ phan Mgt cira

Sy hai 1ong ctia ngudi dan ddi voi cong chirc tryc tiép giai quyét cong viée cho
nguoi dan tai TTPVHCC/BPMC duoc do luong trén 03 ndi dung: (1) Cong chue co thai
do giao tiép lich su, ton trong d6i véi ngudi dan; (2) Cong chirc hudng dan hod so dé
hiéu, day du, gitp ngudi dan c6 thé hoan thién hd so sau mét lan huéng dan; (3) Cong
chtrc tuan thu dung quy dinh trong giai quyét TTHC cho nguoi dan.

Niam 2025, MPHL cuaa ngudi dan dbi véi viée cong chive BPMC ¢6 thdi dé giao
tlep lich su, ton trong 1a 83.53%; ddi véi viéc cong chirc BPMC huong dan hé so dé
hiéu, day du, givip nguoi dan c6 thé hoan thanh ho so sau mét lan hwong dan 12 83,49%;
dbi v6i viée cong chire tudn thi ding quy dinh trong giai quyét TTHC 1a 82,72%.
MDPHL ctia ngudi dan dbi véi cong chire tryc tiép gidi quyét cong viéc tai BPMC nbi
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chung trong ca nude nam 2025 1 83,25%; thap hon 0,98% so v&i nim 2024, cao hon
0,13% so vo1 nam 2023.

Nguoi dan cua 34 tinh, thanh phd hai long ddi voi 03 nodi dung do ludng vé cong
chure truc tlep giai quyét cong viéc tai BPMC ¢ mirc dao dong trong khoang 76,63 % -
92,21%; dbi vi cong chirc truc tiép gidi quyét cong viéc tai BPMC ndi chung dao dong
trong khoang tir 77,00% - 91,86%, voi sy chénh 1éch gitra tinh, thanh phd cao nhét va tinh,
thanh pho thap nhat 13 14,86%. 03 tinh, thanh pho c6 MPHL d6i v6i c¢ong chitc truec tiép
gidi quyét cong viéc tai BPMC noi chung cao nhat 1a Hai Phong, Quang Ninh, Dong Nai
va 03 tinh thap nhét Lai Chau, Bic Ninh, Cao Bang.

3.4. Sy hai 1ong ciia ngudi dan ddi voi két qua dich vu hanh chinh cong

Sir hai 1ong cta ngudi dan ddi véi két qua DVHCC dugc do ludng trén 03 ndi dung:
(1) Két qua DVHCC dugc tra dung hen; (2) Két qua DVHCC c6 thong tin day du, chinh
xac; (3) Két qua DVHCC dam bao tinh cong bang.

Nam 2025 cho thay MDHL cua nguoi dan ddi vai viee két qua dich vu duoc tra
diing hen 13 82,62%; d6i voi viéc két qua dich vu c6 théng tin ddy du, chinh xdc 1a
83,24%; ddi véi viec két qua dich vu dam bdo tinh céng bang 1a 83,12%. MPHL cia
ngudi dan d6i voi két qua dich vu néi chung trong ca nudc nim 2025 1 84.27%:; thap
hon 1,06% so véi nam 2024, va thép hon 0,04% so vdi nam 2023.

So sanh gitta 34 tinh, thanh ph6 nam 2025, c6 thé thay MPHL cua ngudi dan doi
v61 03 ndi dung do luong vé két qua dich vu dao dong trong khoang 76,66% - 90,66%;
d6i voi két qua dich vy nédi chung dao dong trong khoang 77,29% - 90,61%. Su chénh
léch vé MPHL ciia nguoi dan déi véi két qua dich vu ndi chung giita tinh, thanh phé cao
nhét va tinh, thanh pho thap nhét 14 13,32% . 03 tinh, thanh phé c6 MPHL ctia nguoi dan
d6i véi két qua DVHCC ndi chung cao nhat 1a Hai Phong, Quang Ninh, Pong Nai va 03
tinh thap nhat 12 Lai Chau, Bac Ninh, Quang Tri.

3.5. Sw hai long ciia ngwoi dan ddi véi viée Trung tAm phuc vu hanh chinh
cong/Bo phian Mt cira tiép nhan, xir Iy phan anh, kién nghi
Sy hai 1ong cta ngudi dan d6i v6i viec BPMC tiép nhan, xtr 1y phan anh, kién
nghi (PAKN) dugc do ludng trén 03 ndi dung: (1) BPMC bd tri hinh thirc tiép nhan gitp
ngudi dan phan anh, kién nghi dé dang; (2) BPMC tiép nhan, xir Iy phan 4nh, kién nghi
ctia nguoi dan dung quy dinh; (3) BPMC thong bao két qua xur 1y phan anh kién nghi
cho nguoi dan kip thoi.

Niam 2025, MPHL cuta ngudi dan d6i voi viée BPMC bé tri hinh thire tiép nhdn
gilip nguoi dian PAKN dé dang 1a 82,32%; dbi véi viec BPMC tiép nhén, xir Iy PAKN
diing quy dinh 13 82,59%; d6i v6i viec BPMC théng bdo két qua xir 1y PAKN kip thoi 13
82,55%. MDHL cua nguoi dan d6i véi viée BPMC tiép nhdin, xir Iy PAKN noi chung
trong ca nudc nam 2025 13 82.49%; thip hon xip xi 1% so v6i nim 2024; cao hon
0,22% so voi nam 2023.

MDHL cua ngudi dan cia 34 tinh, thanh phd déi v6i 03 ndi dung do luong vé
viéc BPMC tiép nhan, xu ly PAKN dao dong trong khoang 76,49% - 90,63%; ddi voi
viéc BPMC tiép nhdn, xir 1y PAKN noi chung dao dong trong khoang 76,79% - 90,30%,
voi sy chénh 1éch gitra tinh, thanh phd cao nhit va tinh, thanh phé thap nhat 14 13,51%.
03 tinh, thanh phé c6 MPHL dbi véi viec BPMC tzep nhan, xir ly PAKN n6i chung cao
nhét 1a Hai Phong, Quang Ninh, Gia Lai va 03 tinh thip nhét Lai Chau, Bic Ninh, Cao Bang.
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2.6. Sw hai long ciia ngwoi dan ddi véi viée cung wng dich vu hanh chinh
cong noi chung

Két qua do luong nam 2025 cho thdy MPHL cta nguoi dan doi voi viée cung
ung DVHCC noi chung trong ca nude 1a 83,11%; thap hon 0,91% so vdi ndm 2024;
cao hon 0,21% so véi nam 2023.

34 tinh, thanh phd c6 MPHL cuia ngudi dan d6i voi viée cung iing DVHCC nébi
chung nam 2025 dao dong trong khoang 77,07% - 91,26%, voi sy chénh 1éch gitra tinh,
thanh pho cao nhat va tinh, thanh pho thap nhat 1a 14,19%. 03 tinh, thanh phé co MDHL
do1 voi viée cung ung DVHCC noi chung cao nhat la Hai Phong, Quang Ninh, Dong
Nai; 03 tinh, thanh pho thap nhat 1a Lai Chau, Bac Ninh, Cao Bang.

MPDHL dbi véi viée cung ing DVHCC niim 2025
cuia 34 tinh, thanh pho

Hai Phong 91.26%
Quing Ninh 88.20%
Pong Nai 86.93%
Gia Lai 85.84%
Hung Yén 85.22%
Khanh Hoa 85.10%
Lao Cai 84.78%
Thai Nguyén 84.76%
Nghé An 84.53%
TP.HCM 84.48%
Cin The 84.44%
LAm Pong 84.36%
Hué 84.30%
Son La 83.84%
Pa Ning 83.67%
Ninh Binh 83.55%
Ca Mau 83.48%
Dién Bién 83.34%
Phi The 82.73%
Tay Ninh 82.73%
Quéng Ngai 82.34%
Tuyén Quang 82.27%
Ha Noi 82.18%
Pik Lik 81.77%
Vinh Long 81.67%
An Giang 81.42%
Pong Thap 80.97%
Lang Son 80.54%
Ha Tinh 79.70%
Thanh Hoa 79.35%
Quang Tri 79.23%
Cao Bing 79.08%
Biic Ninh 78.99%
Lai Chau 77.07%

4. SU HAI LONG CUA NGUOI DAN POI VOI SU PHUC VU CUA CO
QUAN HANH CHINH NHA NUOC (SIPAS)

Sy hai 1ong ctia ngudi dan dbi véi s phuc vu cua co quan hanh chinh nha nwoc
noi chung dugc do ludng trén 23 ndi dung ciia 4 yéu to veé viéc xay dyng, t6 chire thuc
hién chinh sach va 16 ngi dung ciia S yeu to vé cung ung DVHCC (chi tiét tai Khoan 2 - 3).
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Nam 2025, nguodi dan dugc khao sat trong ca nudc hai long déi vO1 sy phuc vu
cua co quan hanh chinh nha nuwéc (SIPAS 2025) & mutc 83,09%; thap hon 0,78% so
vo1 nam 2024; cao hon 0,43% so voi nam 2023.

SIPAS
2025

34 tinh, thanh phd c6 MPHL cia ngudi dan ddi véi sw phuc vu ciia COHCNN
no6i chung dao dong trong khoang 77,92% - 91,12%, v&i su chénh 1éch gitra tinh, thanh
phé cao nhat va tinh, thanh phd thap nhat 14 13,20%. 03 tinh, thanh phé c6 MDHL ctia
ngudi dan ddi voi sie phuc vu cia COHCNN (Chi s6 SIPAS) cao nhat 1a Hai Phong,
Quang Ninh, Pong Nai; 03 tinh, thanh phd thip nhit 13 Lai Chau, Lang Son, Cao Bing.

MPHL doi véi sw phuc vu ciia CQHCNN nam 2025 néi chung
cuia 34 tinh, thanh pho

83.09%

Hai Phong 91.12%
Quing Ninh 88.33%
Pong Nai 87.16%
Hung Yén 85.10%
Hué 84.76%
Thai Nguyén 84.64%
Khanh Hoa 84.57%
Ha Noi 84.44%
Lao Cai 84.41%
TP.HCM 84.36%
Nghé An 84.33%
Lam Pong 84.31%
Cin Tho 84.05%
Gia Lai 84.02%
Pa Ning 83.46%
Tuyén Quang 83.44%
Son La 83.40%
Ninh Binh 83.33%
Dién Bién 83.31%
Ca Mau 83.27%
Phu Tho 82.69%
Tay Ninh 82.32%
Quéang Ngai 82.08%
Ha Tinh 81.83%
Vinh Long 81.75%
Pik Lik 81.53%
An Giang 81.18%
Pong Thip 80.64%
Thanh Héa 79.40%
Quéng Tri 79.27%
Bic Ninh 79.08%
Cao Bing 78.87%
Lang Son 78.80%
Lai Chau 77.92%
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5. NHU CAU, MONG BQI CUA NGUOI DAN POI VOI SU PHUC VU
CUA CO QUAN HANH CHINH NHA NUOC

Nim 2025, nhu cau, mong do1 cua ngudi dan ddi véi su phuc vu cuia CQHCNN
duogc do ludong trén 10 ndi dung lién quan dén va viéc xay dung, to chirc thyc hién chinh
sach va cung tmg DVHCC. Két qua do ludng cho thdy muc d6 mong doi ciia ngudi dan
ddi voi 10 noi dung dao dong trong khoang 86,22% - 88,65%, cu thé nhu sau:

Nhu ciu, mong doi ciia ngwdi dan ddi véi sw phuc vu cia
CQHCNN nam 2025 trong ca nudc

Nang cao nang luc cua can bo, cong chure, vién
& gt 0, CONg CAUC, I 88.65%

chirc

Nang cao chét lwong tiép nhan, xt Iy phan anh,
it lugng tiép nhan, xu I 88.53%
kién nghi cua nguoi dan
g g L0 S0 VO, g R B P W e 88,059
nguoi dan
Nang cao tinh than, thal 4 PhuC VU O O D, ey 87 90/,
cong chuec, vién chiic

Nang cao hi¢u luc, hi¢u q;ua hoat dong cia chinh I 87.46%
quyén

Nang cao chat lugng cung tmg dich vu cong truc I 87.22%

tuyén

g O (g QNG OO G O i, e 86.96%
chuyén doi so

Tang cudng trach nhlerP giai trinh cta chinh I 86.88%
quyén

M rong cac co hoi tham gia gidm sat cia ngudi
ong : dang & U O I 86.22%

Céc n6i dung duoc ngudi dan mong doi nhiéu nhat nim 2025 ciing twong dong
vo1 ndm 2024 va nam 2023.

So sanh két qué ctia 34 tinh, thanh phd ndm 2025, ¢4 thé thiy sw chénh 1éch khong
qué lon vé nhu cau, mong doi cia nguoi dan doi voi viéc nang cao chat lugng phuc vu
cua co quan hanh chinh nha nuéce, dao dong trong khoang 79,38% - 92,91%.

III. NHAN XET, PANH GIA

- Chi s6 SIPAS 2025 dat 83,09%, giam 0,78% so v&i naim 2024, cao hon 0,43%
so voi nam 2023. Sy gidm st nay khong 16n vé mit con sd, nhung dién ra trén dién
rong, ¢ ca 02 linh vuc dugc do luong 1a xay dung, td chirc thuc hién chinh sach cong va
cung tng dich vu hanh chinh céng. Diéu nay cho thiy, cAn quan tim xem xét, danh gia
day du nguyén nhan cua sy suy giam dé c6 giai phap khac phuc phu hop, kip thoi qua
d6 han ché nguy co tiép tuc giam trong nhitng nim tiép theo.

- MPHL cta ngudi dan chua dong déu giita cac ndi dung, yéu tb do luong. Pang
chu ¥, co héi tham gia vao qud trinh xdy dung, t6 chirc thiee hién chinh sdch va tiép
nhdn, xir Iy phan énh, kién nghi 13 hai ndi dung nhan dugc MPHL cta nguoi dan thap
nhét trong 2 linh vuc duogc do luong. Pay 1a nhiing van dé da dugc nhan dién tir cac nam
trude nhung chua co6 sy cai thién 10 rét.

- Su chénh léch giita cac dia phuong tiép tuc 1a mot diém dang quan tam. MPHL
chung ctia ngudi dan cua 34 tinh, thanh phd dao dong trong khoang 77,92% - 91,12%,
cho théy su khac biét dang ké vé chat luong phuc vu. Trong khi mdt sb dia phuong dat
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muc cao, tiém cian muc tiéu cai cich hanh chinh, thi van con nhiéu dia phuong & mirc
thp, cach xa muc tiéu dé ra. Dic biét, cac dia phuong xép cudi c6 muc do hai long thap
tuong déi ddng déu o hau hét cac nodi dung, phan anh nhiing han ché mang tinh tong thé
trong t6 chirc thuc hién. Pac biét, cac dia phuong xép cudi c6 MPHL thap tuong dm
ddng déu ¢ hau hét cac ndi dung, phan anh nhitng han ché mang tinh tong thé trong t6
churc thuc hién.

- Su khéc biét trong nhan dinh, danh gid va MDHL cua nguoi dan khong chi tdn
tai giita cac dia phuong ma giira cac nhém dan cu. Két qua cho thay c6 sy phan hoa theo
dic diém nhan khau hoc va mirc do trai nghiém thuc té ddi v4i chinh sach va dich vu
hanh chinh cong, phan anh viéc chat lugng cai cach chua dugce cam nhan dong déu trong
thuc tién phuc vu nguoi dan.

- Khoang cach gitra nhan dinh va hanh vi tham gia cua nguoi dan la dang luu y.
Mic du nguoi dan thé hién mirc do quan tim cao d6i voi cac chinh sach cong thiét yéu,
nhung ty 1 theo ddi thong tin chinh sach va sin sang tham gia gop ¥ con han ché, véi
muc cao phat 14 47,81%. Diéu nay cho thy su khac biét dang ké giita nhan thirc va hanh
vi thuec te.

- Cac kénh truc tuyén chua dugc khai thac hiéu qua. Du dugc danh gia c6 tinh
phtl hop, nhung viéc nguoi dan str dung cic nén tang truc tuyen dé tlep can thong tin
chinh sach va thuc hién dich vy hanh chinh céng con han che cho thay ton tai khoang
cach gitra nhan dinh va thyc té sir dung. Diéu nay datra yéu ciu nang cao tinh than thién,
kha ning tiép can va mic do pht hop ciia cac nén tang so.

- Nhu cau va mong doi, ngudi dan tiép tuc dit trong tdm vao yéu td con ngudi va
tinh minh bach. Cac ndi dung dugc mong doi nhiéu nhét van 1a nang cao nang luc, nang
cao tinh than, thai do phuc vu cua ddi1 ngii can b9, cong churc, vién chure va tdng cuong
cong khai, minh bach trong cung cap thong tin. Pay ciing 1a nhitng ndi dung da duoc
ghi nhan trong cic nim trudc, cho thiy tinh on dinh trong ky vong clia nguoi dan va
ddng thoi cling 13 nhirng linh vuc can duoc vu tién cai thién.

Két qua SIPAS nim 2025 cho thdy, cai cach hanh chinh van duy tri nén tang tich
cuc, phan anh viéc du dia cai cach theo hudng hoan thién thé ché va don gian hoéa thu
tuc dang dan thu hep, trong khi nhirng han ché vé chit luong thuc thi va trai nghiém cia
ngudi dan ngdy cang boc 16 16 hon. Trong bdi canh d6, trong tm cai cach can chuyén
manh sang nang cao chat luong phuc vu thuc cht, léy nguoi dan lam trung tam, dac
biét 1a ting cuong nang lyc va trach nhiém thyc thi & cap co so; thu hep khoang cach
giira chat luong thuc thi va két qua cam nhan cua ngudi dan, ciing nhu khoang cach gitta
cac dia phuong; thic ddy chuyén dbi sb theo hudng dé tiép can, d& sir dung va bao tram;
d6ng thoi thiét 1ap co ché phan hoi hai chiéu hiéu qua, bao dam nguoi dan dugc tham
gia, dugc lang nghe va duge dap tmg kip thoi trong toan bd qué trinh thiét ké, thyc thi
chinh sach va cung tng dich vu hanh chinh cong./.
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