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BAO CAO

Két qua Chi s6 hai long ciia nguwdi din, td chirc dbi véi sy phuc
vu cda co quan hanh chinh nha nwéc (SIPAS)
nim 2021 tinh Binh Phwée

Cin ctt két qua cong bd Chi sd hai long v& su phuc vu hanh chinh ndm 2021
va Chi sb cai cach hanh chinh nim 2021 cua cdc bd, co quan ngang bg, Uy ban
nhan dan cac tinh, thanh phé truc thude Trung wong tai Hi nghi cvia Ban Chi dao
Cai cach hanh chinh cia Chinh phu sang ngay 25/5/2022.

S& Nbi vu bao cdo két qua Chi sé hai long ctia ngudi dén, td chic déi véi
su phuc vu clia co quan hanh chinh nha nudc (SIPAS) ndm 2021 cua tinh, nhu
sau:

I. KHAI QUAT CHUNG VE CHI SO SIPAS

Chi s Chi hai long ciia ngudi dén, td chire dbi véi su phuc vy clia ¢o quan
hanh chinh nha nudc (SIPAS) 1a do ludng su hai long cua ngurcn dan, tb chirc dbi
véi su phuc vu clia co quan hanh chinh nha nudc nhém danh gia khach quan chit
lugng phuc vy, cung tmg dich vu hanh chinh céng cua co quan hanh chinh nha
nudce. Thong qua dé, co quan hanh chinh nha nudc nim bt dugc yéu cdu, mong
muén ctia ngudi dan, td chirc dé cé nhitng bién phap cai thién chét lwong phuc vu
va cung ung dich vu céng nhim nang cao su hai 1dng va lgi ich ctia nguoi dén, td
chure.

Chi s6 ndi dung do ludng sy hai long cua ngudi dan, tb chire d6i véi su phuc
vy cla co quan hanh chinh nha nuéc duge tép trung & 5 yéu t6 co ban clia qua
trinh cung Gng dich vy hanh chinh céng, goém: Tiép can dich vu hanh chinh cong
cta co quan hanh chinh nha nudc; tht tuc hanh chinh; cong chirc truc tiép giai
quyét tha tuc hanh chinh; két qua cung ung dich vu hanh chinh cong; viée tiép
nhan, giai quyét gop y, phan 4anh, kién nghi.

Nim 2021, B6 Noi vu da phdi hop voi Téng coéng ty Buu dién Viét Nam va
UBND cac tinh, thanh pho thuc hién diéu tra x hoi hoc do luong su hai long qudc
gia tai 63 tinh, thanh phé trong ca nudc véi 28.372 phiéu. Trong d6: Tai tinh Binh
Phudc t1en hanh dleu tra x4 hoi hoc do luong sy hai long cta ngudi dén, td chirc
da truc tiép giai quyét va nhan két qua giai quyet tht tuc hanh chinh tai Trung tdm
Phyc vy hanh chinh cong tinh va B phan Tiép nhan va Tra két qua cua 4 dia
phwong, gébm: Thanh ph6 Pdng Xodi, thi x4 Binh Long, thi xd Phuéc Long va
huyén Bu Dang.



II. KET QUA CHI SO SIPAS NAM 2021 CUA TINH

Theo két qua cong bd tai Hoi nghi cua Ban Chi dao Cai cdch hanh chinh
cua Chinh phu sang ngay 25/5/2022, két qua Chi s6 hai 1ong clia ngudi dén, t6
chitc d6i véi sy phuc vu clia co quan hanh chinh nha nuéc (SIPAS) cua tinh dat
82,98% (tdng 3,13% so vdi ndm 2020), ding thir 62/63 tinh, thanh phé (gidm 5
bdc so véi nam 2020). Nhu vay, Chi s6 nam 2021 cua tinh ting nhung ting cham
hon so v6i cac tinh, thanh ph6 dén dén thir hang giam so véi cdc tinh, thanh phé.

Cu thé Chi sb timg linh vuc, nhu sau:

1. M6t s nhan dinh, danh gia clia ngudi din, td chirc vé viée to chirc
cung &ng dich vu hanh chinh cong

1.1. Nhdn dinh, dénh gid ciia nguoi dan, t6 chitc vé co quan noi ngp ho so
va nhdn két qua dich vu céng

Trong s6 ngudi dén, t6 chirc tham gia diéu tra x& hoi hoc do ludong su hai
long ndm 2021 ¢6 41,02% nop hd so va nhén két qua dich vu cong tai Trung tam
Phuc vy hanh chinh cdng tinh va B6 phéan t1ep nhan va tra két qua cap tinh, 42, 13%
d ndp hd so va nhéan két qua tai B phan tiép nhén va tra két qua cap huyén va
15,73% d& ndp hd so va nhén két qua tai Bo phan tiép nhan va tra két qua cap xa
va chi c¢on 1,12% d3 ndp hd so va nhan két qua dich vu cong tai noi khac.

1.2. Nhdn djnh, danh gid cta ngwoi dan, t6 chikc vé hinh thikc tiép cdn théng
tin vé co quan tiép nhdn hé so va nhdn két qua dich vu céng

Tt két qua Chi s6 cho thiy, hinh thic tiép cén théng tin vé co quan tlep
nhén hd so va nhén két qua dich vu cong ma ngudi dén, t6 chirc str dung nhiéu
nhét niam 2021 13 thong qua cén bd, cdng chirc cap xa vdi ty 1& 49,72%, tiép dén
12 qua phuong tién thong tin dai ching 13 27,81%, qua ngudi thén, ban bé l1a
21,35%, qua mang internet 12 21,07% va con lai 14 qua céc kénh khac.

. 1.3. Nhan dinh, ddnh gid cua nguoi ddn, 16 chirc vé kénh théng tin dé biét
vé quy dinh TTHC

Kénh thdng tin gitp nguoi dén, t8 chirc biét v& quy dinh TTHC phd bién
nhét 1a qua cong chirc tai noi nop hd so va tra két qua véi ty 1é 1én t6i 60 ,39%,
qua niém yét cdng khai tai noi ndp hd so, tra két qua la 26,12%, qua website Cong
dich vu cong quoc gia va website tinh/co quan la 29,50%, qua ngudi thin, ban be
1a 18,26% va 0,56% qua céc kénh thong tin khac.

_1.4. Nhdn dinh, danh gia cua nguoi dan, 16 chire vé s6 lan di lai d@é gidi
quyét TTHC

Trong sb ngudi dan, t6 chitc tham gia dleu tra x4 hgi hoc, 37,08% tra 161 chi
can di 01 14n nhan duorcket qua dich vu (1dy két qué ngay); 53, 37% sd nguoi duge
héi tra 151 di lai 02 14n dé giai quyet cong viée (01 lan ngp hé so va 01 lan nhén
két qua); 7,02% phai di lai 03 lan (01 lan ngp hé so, 01 ldn b sung hé so va 01
ln nhdn két qua); 2,25% di lai 04 14n do bd sung hd so nhiéu 14n va 0,56% tra 1&i
khac.
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1.5. Nhdn dinh, ddnh gid cua nguoi ddn, 16 chire vé viéc cong chirc gdy
phién ha, sdch nhiéu

Theo két qua didu tra xi héi hoc, khéng con nguoi dan, t6 chuc tham gia
diéu tra xa hoi hoc tra 101 cdng chire gay phlen ha, sach nhiéu trong khi thyc hién
dich vu cong (ndm 2020, van con 1,78% nguoi dan, 16 chikc tham gia diéu tra xa
héi hoc tra loi tra loi cong chire gdy phién ha, sdch nhiéu trong qud trinh gidi
quyét cong viéc).

1.6. Nhdn dinh, ddnh gid cua nguoi ddn, 16 chirc vé viéc phdi diea tién ngodi
phi/lé phi

Nam 2021, khéng con ngudi dén, td chiic tham gia diéu tra xa hoi hoc tra
161 phai dua tién ngoai phi/lé phi khi thyc hi¢n dich vy cong.

1.7. Nhén dinh, ddnh gid cua ngudi dan, to chirc vé viéc co quan viét gidy
hen tra két qua

94,10% ngudi dan, to chirc nhan duge gidy hen tra két qua dich vu cong tir
cdng chuc cua Bo phan Mt cira, Trung tdm phuc vu hanh chinh cong; 4, 21%
khong nhén duge gidy hen tra két qua do cho 14y két qua ngay va 1,97% nhén hen
tra két qua bang 1i.

1.8. Nhdn dinh, ddnh gid ctia nguwdi ddn, té chirc vé viéc co quan tra két qua
dung hen

97,57% ngudi dén, t6 chirc tham gia diéu tra xa hoi hoc tra 16i nhan duoc
két qua cung tmg dich vu cia co quan hanh chinh nha nuéc trude hen va dung
hen (tdng 7,36% so véi nam 2020); 2,43% nhén duoc két qua cung tmg dich vy
clia co quan hanh chinh nha nuéc tré hen (trong dé: 33,33% nhdn diwgc théng bdo
ctia co quan, don Vi Vé sw tré hen, 44,44% nhdn dwoc thu xin 16i tir co quan vé sur
tré hen).

1.9. Nhgn dinh, danh gid cia nguoi dan, 16 chirc vé su phit hop ciia hinh
thiec niém yét cong khai, huong dan quy dinh TTHC

Theo dénh gia cua nguoi dan, t6 chuc, su phu hop cuia hinh thire niém yét
coéng khai, huéng dén quy dinh TTHC 14n luot 12 niém yét trén gidy tai tru s Bo
phén mdt cira, Trung tdm Phyc vu hanh chinh céng tinh 1a 91,57%; cong chirc
trye tiép hudng dan 90,45%; niém yét trén Cong thong tin dién tu qubc gia 89,89%
va niém yét trén Cong thong tin dién tir cap tinh 89,61%.

1.10. Nhén dinh, danh gid cua nguoi ddn, 16 chire vé su phi hop cua cdc
hinh thike tiép nhan hé so (TNHS) va tra két qua (TKQ) gidi quyét TTHC

Su pht hop cua hinh thic t1ep nhan hd so va tra két qua giai quyet TTHC
qua dich vy buu chinh dugc danh gia cao nhét véi ty 18 91,01%, tiép dén la tiép
nhan hd so va tra két qua giai quyet tai B6 phén mdt cira, Trung tam Phuc vu hanh
chinh cong tinh 90,73%. Viéc tiép nhén ho so qua internet va tra két qua qua dich
vu buu chinh dat 89,61%, tiép nhén hd so qua internet va tra két qua tai B6 phén
mot cua, Trung tdm Phuc vu hanh chinh cong tinh voi 89,04%. Cudi cuing 12 hinh
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thirc tiép nhéin hd so tai B phan mét cira, Trung tdm Phuc vy hanh chinh céng
tinh va tra két qua qua dich vu buu chinh dat 90,73%.

2. Chi s6 hai long cia nguoi dan, td chirc ddi véi sw phuc vu ciia co quan
hanh chinh nha nwée ciia tinh (Chi sé SIPAS)

) Theo ket, qua Chi sd c6 4/5 ndi dung c6 Chi s6 ting va 1/5 nodi dung c6 Chi
sO giam, cuy thé:
2.1. Cdc npi dung cé Chi sé ting
a) Chi sb hai long vé thii tuc hanh chinh

Do ludng su hai long cta ngudi dan, to chic v& TTHC duge danh gia & 5
tiéu chi, gom: Quy dinh TTHC duoc niém yét cong khai da thiy; quy dinh TTHC
duoc niém yét cong khai day 0, d& hiu; thanh phén hé so yeu cau ndp la ding
quy dinh; phi/1€ phi yéu cau ndp dung quy dinh va thoi han giai quyét la ding quy
dinh.

Két qua: 85,99% ngudi dén, td chtre hai long vé TTHC (tang 0,98% so voi
nam 2020), dGng thir 52/63 tinh, thanh pho cu thé timg chi s6 timg noi dung thanh
phan, nhu sau: 85,32% s6 nguoi dan, t chirc dugc hoi hai long vé viéc quy dinh
TTHC niém yét cong khai de thiy; 85,04% hai long v& TTHC niém yét cong khai
day du; 87,573% hai long vé viéc thanh phén nép hd so dung quy dinh; 86,44%
hai long vé ndp phi/lé phi diing quy dinh va 85,60% hai long vé thoi han giai quyét

cdng viéc.

b) Chi s6 hai long vé cong chirc

bo luong sy hai 1ong cua ngudi dén, t8 chire dbi véi cong chire truc tiép giai
quyet cong viéc vdi nguoi dén, t6 chirc & 7 tiéu chi: Cong chie co thai do g1ao
tiép lich su; cong chirc chii y lang nghe cdu hoi, y | kién; céng chirc tra 1di, giai
thich day du; cdng chuc huong dan ké khai hd so d& hiéy; cong chirc hudng din
ké khai hd so 01 1an 12 c6 thé hoan thién hd so; cong chirc giai quyét cong viée
dung quy dinh va cdng churc tén tinh giup da.

Két qua: 84,88% ngudi dan, t6 chirc hai long ddi véi cong chirc truc tiép
giai quyet cdng viéc (tang 4,23% so voi nam 2020), dimg thir 60/63 tinh, thanh
phd, cu thé timg chi so timg ndi dung thanh phan nhur sau: 87,57% s ngudi dugce
hoi hai long vé cong chirc co thai do giao tlep lich su; 85,88% hai long vé cong
chirc cha y ling nghe; 81,67% hai long vé cdng chirc tra 10i, giai thich day du;
85,60% hai long v€ cong chirc huong dan ké khai ho so dé& hiéu; 86,16% hai long
vé cong chire huéng din ké khai hd so 01 14n 12 c6 thé hoan thién hd so; 84, 48%
hai 1ong vé cong chirc gidi quyét cong viéc diing quy dinh va 82,79% hai long vé
cong chirc tén tinh gitp dd.

¢) Chi sb hai long vé két qua cung tmg dich vu hanh chinh cong

Po ludng sy hai long cua nguorl dan, tb chirc vé két qua dich vu hanh chinh
cong & 4 tidu chi: Két qua phu hop véi quy dinh; két qua co6 thong tin day du; két
qua c¢6 thong tin chinh xac va két qua dam bao tinh cong bing.



Két qua: 92,34% ngudi dan, td chire hai 1ong vé két qua cung ung dich vu
hanh chinh céng (tdng 7,03% so vdi nam 2020), dung thir 8/63 tinh, thanh phd,
cu thé timg chi s6 timg ndi dung thanh phan nhu sau: 91,78% hai long vé két qua
phu hop véi quy dinh; 92,62% hai long vé két qua co thong tin day dua; 92,62%
hai long vé ket qua c6 thong tin chinh xac va 92,34% hai long vé két qua dam bao
tinh cdng béng.

d) Chi sb hai long v& viéc tiép nhan, giai quyét gop ¥, phan énh, kién nghi

Do ludng sy hai long cia nguoi dén, td chure vé viéc tiép nhin, xualyy kién
gop v, phan anh, kién nghi & 4 tiéu chi: Co quan ¢6 b tri hinh thic tlep nhén gop
¥, phan anh, kién nghi; nguoi dan, t6 chirc dé dang thuc hién gop ¥, phan anh,
kién nghi; co quan tiép nhan, xtt Iy gép ¥, phan anh, kién nghj clia nguoi dan, t6

chirc mot cach tich cuc va co quan c6 thong bao kip thoi vé két qua xi Iy gop ¥,
phén 4nh, kién nghi cho ngudi dén.

Két qua: 65,82% ngudi dan, t4 chirc hai 1ong vé viéc tiép nhan, giai quyét
gop ¥, phan anh, kién nghij (tdng 6,89% so voi ndm 2020), dimg thir 58/63 tinh,
thanh phd, cu thé tung chi s6 timg ndi dung thanh phan nhu sau: 69,39% hai long
vé viéc co quan c6 bo tri hinh thirc tiép nhan y kién gép y, phan anh, k1en nghi;
64,63% hai long ve viéc dé dang thyc hién y kién gop ¥, phan anh, kién nghi;
64,63% hai 16ng vé viéc co quan tiép nhan, xulyy kién gép ¥, phéan 4nh, kién
nghl mot cach tich cuc va 64,63% hai long vé viéc co quan thong béo két qua xir
ly v kién gép v, phan 4nh, kién nghi kip thoi.

2.2. Nji dung c6 Chi sé gidm: Chi s6 hai long vé tiép cin dich vu

Do luong sy hai long cia nguoi dan, td chirc vé tlep can dich vu ¢ 4 tiéu
chi: Tru s& co quan ¢6 b1en hiéu, hudng din rd rang, dé thay, tru s¢ co quan gon
gang, sach s€; trang thiét bi phuc vu ngudi dén, td chirc ddy du; trang thiét bi phuc
vu nguodi dén, td chirc hoat dong tdt dé st dung.

Két qua: 85,88% nguoi dan, td chirc hai long Ve tiép cén dich vu (giam
1,59% so véi nam 2020), dimg thir 55/63 tinh, thanh phé, cu thé timg chi 80 timg
ni dung thanh phan nhu sau: 85,32% hai long vé try s& co quan c6 bién hidu,
huéng dan rd rang, dé thay; 86,44% hai long vé tru s& O quan gon gang, sach s&;
85,88% hai long vé trang thiét bi phuc vy nguoi dén, t6 chirc day da va 85,88%
hai long trang thiét bi phuc vu ngudi dan, td chirc hoat dong tt dé sir dung.

3. Sw mong do¢i ciia ngwdi dén, tb chirc ddi véi swr phue vu ciia co quan
hanh chinh nha nwéc

Ngoai cac Chi s6 phan anh nhén dinh, Chi s6 phan anh su hai long ¢ trén,
SIPAS con xdy dung cac Chi s6 phan anh su mong doi clia ngudi dan, tb chirc dbi
v6i viée cung tmg dich vy hanh chinh c6ng vao su phuc vu clia co quan hanh
chinh nha nude.

Két qua cho thiy tai tinh ngudi déan, t chirc mong doi nhét 14 co quan hanh
chinh nha nudc tang cuong nhan ho so va tra két qua qua duomg buu dién (50,84 %
s6 nguoi duoc hoi), tiep dén 12 mé rong cac hinh thirc théng tin dé ngudi dén, tb
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chirc biét dén noi ndp hd so va nhén két qua dich vy cong mét cach dé dang, nhanh
chong (45,79% s6 nguoi duoc hoi); t1ep tuc don glan héa thu tyc hanh chinh
(43,26% so nguoi dwoc hoi) va rit ngan thoi gian giai quyét thil tuc hanh chinh
(42,70% sé ngu'oz dwoc héi). Ngudi dén, td chirc cling mong dgi co quan hanh
chinh nha nudc cai thién cc khia canh kbac cia dich vu hanh chinh cong, tuy
nhién mirc 46 mong doi thap hon, nhu: 30,34% sb ngudi duge hoi mong doi vé
viéc ddy manh dich vu cong truc tuyén mirc d6 3, mirc dg 4; 29,49% so nguoi
duge hdi mong doi ve viéc tang cudng niém yét cong khai, minh bach thu tuc
hanh chinh; 26,16% sd nguoi duge héi mong doi vé viéc tang cudng niém yét
cong khai, minh bach cac quy dinh TTHC; 15,17% s6 ngudi dugc héi mong doi
vé viéc cai thién chét lugng co sé vat chat; hién dai hoa trang thiét bi; 15,30% sd
ngudi dugce hoi mong doi giam phi/l¢ phi giai quyét TTHC; 10,67 s6 ngudi dugce
hoi mong doi tiép nhan, giai quyet gop ¥, phan anh, kién nghi kip thoi hon; 8, 43%
sd ngudi dugce hoéi mong doi vé viéc giam phi/lé phi giai quyét thi tuc hanh chinh;
7,78% sb ngudi duge héi mong doi b tri hinh thirc tiép nhén, giai quyét gop ¥,
phan anh, kién nghi dé& dang hon, thu@n tién hon; 7,30% s6 ngudi dugc hoi mong
doi vé viée nang cao nang luc giai quyet cong viéc cua cong chiec; 4,49% sb nguoi
dwgc hoi mong doi cai thién thai 46 giao tiép cong chirc; 3,37% s6 ngudi duge
h6i mong dgi cai thién théi dd tinh than phuc vu ciia cong chirc va 0,28% tra 1oi
khac

Nhu vay, yeu tb ting cuong nhén hé so va tra két qua qua dudng buu dién
dugc nguoi dén, t6 chirc mong doi cai cach nhiéu nhét.

III. PANH GIA CHUNG

Nam 2021, mic du cong tic cdi cach hanh chinh nha nudc dugce cac cép,
cac nganh, cac dia phuong quan tim trién khai thuc hién, Tinh uy va UBND tinh
d3 ban hanh nhidu vin ban chi dao didu hanh dé trién khai thuc hién cai cach hanh
chinh toan dién trén cé sau linh vyc: Cai cach thé ché; cai cach thd tuc hanh chinh;
cai cach tb chire b may; cai cach che d6 cong vu; cai cach tai chinh cong, xay
dung chinh quyén dién tir, chinh quyén sb. Trong d6, chi dao quyét liét viéc thyc
hién quy dinh trach nhiém ngudi dung dau co quan, don vi, dia phuong trong thyc
hién nhiém vu cai cach hanh chinh; ra soat, don gian héa thu tuc hanh chinh, rat
ngan thoi gian giai quyet thu tuc hanh chinh, tich hgp dich vu cong truc tuyen lén
Céng dich vu céng quoc gia va xdy dyng chinh quyen dién tur . ngum dan, tb
chirc di dan cam nhan dugc sy nd lyc cua cac cép chinh quyen trong cdng cudc
céi cach hanh chinh thong qua viéc tlep can dich vu cong dé dang hon, dugc phuc
vu t6t hon trong qua trinh gidi quyet cong viéc, nhén dugce két qua dich vu céng
c6 chét luong cao hon va dugc thé hién qua két qua Chi s6 SIPAS nim 2021 cia
tinh, dat 82,98% (tang 3,13% so vdi ndm 2020), c6 4/5 tiéu ch1 c¢6 Chi b tang so
v6i ndm 2020 (Chi 56 hai long vé thii tuc hanh chinh; Chi s6 hai long vé cong
chirc; Chi s6 haz Iong vé két qua cung tmg dich vu hanh chinh cong va Chi s6 hai
long ve viéc tzep nhadn, giai quyet gop ¥, phan anh, kién nghi) va 1/5 tiéu chi cé
Chi s6 cao nhét, dat 92,34% (Chi s6 hai long vé két qué cung img dich vu hanh
chinh cong).



Tuy nhién, thir hang Chi sd giam so v6i nam 2020, dimg thir 62/63 tinh,
thanh phé (giém 5 bdc so vi nam 2020) va nam trong nhdm cudi cac tinh, thanh
phd; con 1/5 tiéu chi c6 Chi s6 hai long giam 1 Chi s& hai long vé t1ep can dich
vy, gidm 1,59% so v6i ndm 2020; 1/5 tiéu chi cé Chi sb hai long thép 1a Chi sb
hai long vé viéc tiép nhan, giai quyet gop ¥y, phéan anh, k1en nghi chi dat dudi 70%;
4/5 tiéu chi c6 thir hang thap, gom: Chi s6 hai long vé tiép cén dich vu (dumg thir
55/63 tinh, thanh phé), Chi sb hai long vé TTHC (ding thir 52/63 tinh, thanh
phé), Chi sé hai long dbi véi cdng chuc truc tiép giai quyet cong viéc (dimg thi
60/63 tinh, thanh phé), Chi s6 hai long vé viéc t1ep nhén, giai quyét gop ¥, phan
anh, kién nghl (dieng thir 58/63 tinh, thanh phd). Van con 9,27% ngtrcrl dan, tb
chirc tham gia diéu tra x4 héi hoc tra loi phai di lai 03, 04 l4n dé giai quyet cong
viéc; 2,53% nguoi dan, tb  chire tham gia diéu tra x4 hoi hoc tra 101 nhén két qua
giai quyét hd so TTHC tré hen (trong dé: 33,33% nhdn duoc thong bdo cua co
quan, don vi Vvé sy tré hen, 44,44% nhdn dwoc thu xin 16i tir co quan vé su tré
hen).

Didu nay cho thdy, vin con ngudi dan, td chirc chua hai long v6i su phuc
vu ciia co quan hanh chinh nha nudc trén dia ban tinh trong giai quyét TTHC,
nhat la trong cong tac t1ep nhén, giai quyet gop ¥, phan anh, kién nghi: Nguorl dan,
tb chirc chwa hai long vé co quan c6 b tri hinh thirc tiép nhan ¥ kién gop y, phan
anh, kién nghj, vé dé ' dang thuc hién y klen g0p y, phan anh, kién nghi, v€ co quan
tiép nhén, xr ly y kién gop ¥, phan anh, kién nghi mot cach tich cuc va vé co quan
thong bao két qua xir lyy kién gép ¥, phan anh, kién nghl kip thoi. Bén canh do,
con mot so ngudi dén, to chire chua hai long vé két qua glal quyét TTHC (do nhdn
két qua tré 5 han), phai di lai nhiéu lin de thue hién TTHC va khong nhan dugc thu
xin 13i va théng bao cia co quan khi hd so tré han.

Nguyén nhan chinh din dén thir hang gidm:

Thir nhdt, nim 2021 do anh hudng cua dich covid, gidn cach x& hoi, ho so
t6n dong nhleu dén dén viéc giai quyet ho so TTHC cho ngudi dan, t6 chirc chua
kip thoi va didu nay anh huéng truc tiép dén két qua Chi so.

Thir hai, van con 1/5 tidu chi ¢6 Chi sb hai long giam, 1/5 tiéu chi co6 Chi
sb hai 1ong thip, chi dat dudi 70%; 4/5 tiéu chi c6 thir hang thip, dimg thtr trén
50/63 tinh, thanh phd.

Thir ba, mét b phan nguoi dén, to chirc khi di giai quyét cdng viée lién
quan dén TTHC thuong théng qua tu vin, méi gidi, khong tryrc tiép thuc hién
TTHC nén khi tra 16i phiéu dleu tra x4 héi hoc thong tin cung cép chua dugc chinh
xdc ddy du... din dén Chi s6 danh gia chua cao.

Thw tu, tinh than thai d6 cua mot sb can bd, cong chirc thue thi cong vu
thuong xuyén giao tiép v6i nhan dan vén con han ché, chua dung v&i tinh than vi



nhan dan phyc vu tir 6 anh huong dén niém tin, viéc nhan dinh, danh gia mirc do
hai long ctia ngudi dan t& chire trong giai quyét TTHC.

Thir nam, cOng tac giai quyét phan 4nh, kién nghi ctia nguoi dan, t6 chirc
chua kip thoi.

IV. PE XUAT GIAI PHAP NANG CAO CHIi SO

Pé nang cao Chi s hai long cua ngudi dén, t chirc d6i véi su phuc vy cia
co quan hanh chinh nha nuac, tiép tuc phn d4u nam 2022 Chi sb cua tinh nim
trong nhém cé Chi s trén 85%. S& Noi vu kién nghi UBND tinh chi dao Thu
truéng céc co quan, don vi, dia phuong trén dia ban tinh tap trung thyc hién cac
ndi dung sau:

1. Tiép tuc ting cudng su lanh dao cua cac cip uy dang, chinh quyén, dé
cao vai tro trach nhiém nguoi dimg déu co quan, don vi, dia phuong trong lanh
dao, chi dao, trién khai thyc hién céng tac cai cach hanh chinh. Gén két qua thuc
hién cai cach hanh chinh véi cong tac thi dua khen thudng va dénh gia can bg,
cong chirc hang nim; ddy manh cong tic thanh tra, kiém tra viéc thuc hién nhiém
vu cai cach hanh chinh.

2. Thyc hién hoan thanh ding tién d6 cac nhiém vu cai cach hanh chinh
dugc UBND tinh giao tai Ké hoach cai cach hanh chinh nha nuéc nim 2022.

3. Can cir két qua phén tich Chi s6 SIPAS tai Bao céo nay, Thu truong cac
co quan, don vi, dia phuong ra soét nhiing ni dung, chi s6 thanh phén theo tiéu
chi tai co quan, don vi, dia perorng khén truong phén tich nhimg mat lam duoc,
nhimg mat con yeu kém dua ra giai phap khéc phuc nhdm nang cao sy hai long
clia nguoi dén t6 chirc. Pong thoi thue hién ngay cac bién phép cu thé khéc phuc
diém yeu, nhu'ng ndi dung Chi s6 thanh phan ngudi dén danh gia thap, chua hai
long dé cai thién Chi s6 cho nim 2022.

Pbi tuong diéu tra xa hoi hoc cua Chi s6 SIPAS la do luorng sir hai 1ong cua
ngudi dan, t chire da truc tiép giai quyét va nhén két qua giai quyet thu tuc hanh
chinh tai Trung tdm Phuc vu hanh chinh cdong tinh va Bo phan T1ep nhén va Tra
két qua. Nén két qua giai quyét TTHC s 1a thuée do dé nguoi dan danh gla su
hai long dcn véi co quan hanh chinh nha nuéc, do d6 cac co quan, don vi, dia
phuong cdn nhin nhan nghiém tic van d& nay, dic biét co giai phap khic phuc
ngay. Pong thoi tip trung chi dao cai cach hanh chinh, trong d6 co6 cai cach tha
tuc hanh chinh dam bao phuc vu tdt nguoi dén, t6 chirc, doanh nghiép trong giai
quyét hd so thii tuc hanh chinh, cy thé:

a) Dinh ky, ra soat cac thii tuc hanh chinh do Trung wong cong b ban hinh
méi, stra @i, bd sung @& tham muu Chu tich Uy ban nhén dén tinh céng b6 kip
thoi theo quy dinh.

b) 100% tha tuc hanh chinh thuge thdm quyén giai quyét duoc thuc hién
theo co ché mét cira, mét cira lién thong theo Nghi dinh s6 61/2018/ND-CP ngay
23/04/2018 ctua Chinh phti; 100% thu tuc hanh chinh dugce cap nhét kip thoi va
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cong khai tai noi tiép nhan va tra két qua va trén Trang thong tin dién tir ciia co
quan, don vi, dia phuong ddy du, dang quy dinh.

¢) V& giai quyét thi tuc hanh chinh:

- Phén d4u 100% thi tyc hanh chinh thude thAm quyen dugc giai quyét dung
hen cho nguoi dén, tb chirc, giam mirc thap nhat hd so tré han giai quyét cho ngudi
dan, t6 chuc.

- 100% hd so, thu tuc hanh chinh dang tén dong kéo dai phai dugc giai quyét
dirt diém; khong dé t6 chirc, c4 nhan di lai qua mot (01) 14n dé b sung hd so.

- 100% truong hop hd SO tré hen déu c6 vin ban xin 18i td chirc, c4 nhan néu
18 1y do va hen lai ngay tra két qua theo quy dinh.

- 100% co quan, don vi, dia phuong cong khai tién do, két qua giai quyét hd
so thit tuc hanh chinh trén Cdng théng tin dién tir hodc Cbng dich vu cong cla
tinh.

d) Tang cuong khao sat sy hai long cua ngucn dan, td chuc dbi vai su phuc
vu clia co quan, don vi, dia phuong trong giai quyét thu tuc hanh chinh, khuyén
khich hudng dan ngudi dan, t6 chirc khao sat truc tuyén. Cin ¢t vao két qua khao
sat, cac co quan, don vi, dia phuong tiép tuc phat huy két qua dat duge va duara
giai phap khic phuc nhiing ton tai, han ché tir cac phiéu c6 ndi dung ma ngudi
dan, t& chirc, doanh nghiép danh gid & murc trung binh tr& xuong nham nang cao
su hai long cua ngudi dén, td chirc, doanh nghiép trong gii quyét thu tuc hanh
chinh.

e) Tang cuong ky luat, ky cuong hanh chinh, nang cao trinh d6 chuyén moén,
tinh than trach nhiém va y thirc t6 chire ky lut cia ddi ngii can b, cong chirc,
vién chirc cua co quan, don vi, dia phuong. Nang cao vin hda céng vu, gop
phén hinh thanh phong céch img xi, 18 16i 1am vige chudn muc ctia doi ngil can
b, cong chire, vién chire, dam bao tinh chuyén nghiép, trach nhiém, nang dong,
minh bach, hiéu qua trong hoat ddng thyc thi nhiém vy, cong vy, dap ing yéu cau
phuc vu Nhén dén; thuc hién ding chuin myc giao tlep, mg x1r clia cdn bg, cong
chirc, vién chirc v6i ngudi dan, pha1 biét t6n trong, ling nghe, tin tinh ‘huong dén
vé quy trinh xr ly cong viéc va glal thich cu thé, o rang nhimng thic mic cua
nguoi dan, véi phu’cmg chidm “4 xin, 4 luén”: Xin chao, xin 16i, xin cam on, Xin
phép; ludén mim cudi, luén nhe nhang, luén léng nghe, ludn gitip d3.

g) Str dung c6 higu qua mg dung cdng ngh¢ thong tin trong cai cach hanh
chinh; sir dung va khai théc c¢6 hiéu qua phan mém mdt cira dién i, hé so giai
quyet duoc theo dai cip nhat, ddy du, kip thoi trén hé théng phan mém.

h) Pay manh céng tac tuyén truyén cai cach hanh chinh nha nuée, cai cach
TTHC bang nhiéu hinh thirc, phuong tién thong tin dai ching tai co quan, don vi,
dia phuong.

4. P6i v6i cac co quan, don vi
a) Vin phong UBND tinh c6 trach nhiém



Pbi tugng didu tra x4 hoi hoc cia Chi s6 SIPAS 1a do ludng su hai long cla
ngudi dan, t6 chirc 43 truc tiép giai quyét va nhan két qua giai quyet thu tuc hanh
chinh tai Trung tdm Phuc vy hanh chinh céng tinh va B¢ phén Tlep nhén va Tra
két qué. Do do, két qua giai quyét TTHC s& la thuée do dé ngudi dan danh sy hai
long d6i véi co quan hanh chinh nha nuéc.

Vin phong UBND tinh la co quan duge UBND tinh giao nhiém vy chi tri
vé cai cach TTHC cin cit két qua phan tich Chi sb SIPAS tai Bo cdo nay, phbi
hop véi cac co quan, don vi, dia phuong ra soat nhitng ndi dung, chi so thanh
phan theo tiéu chi phan tich nhimg mét lam duoc, nhu’ng mét con yeu kém ma chi
sO dua ra. Dong thoi, tham muu UBND tinh gidi phap khéc phuc, nhat 1a tinh
trang dé ho so tré han giai quyet cho ngudi dan td chire va cong tac tiép nhan, xit
Iy y kién gép ¥, phan anh, kién nghi.

b) S& Noi vu ¢6 trach nhiém

- Phéi horp véi Dai Phat thanh - Truyen hinh va Bédo Binh Phudc tuyén
truyén chinh xéc, day du muc dich, y nghia, ndi dung cua SIPAS va két qua SIPAS
nim 2021 t&i ngudi dan, to chie. Pong thoi, can cir vao két qua SIPAS tham muu
UBND tinh ban hanh vin ban chi dao céc co quan, don vi, dia phuong thuc hién
c4c nhiém vy cai cach hanh chinh gop phén néng cao Chi s6 SIPAS niim 2022 ctia
tinh.

- Thudng xuyén theo ddi, kiém tra, don déc viéc thuc hién. Déng thoi, chia
tri ph01 hop v&i Vin phong UBND tinh va céc co quan, don vi ¢6 lién quan kiém
tra két qua thyc hi¢n nhiém vu néng cao Chi s tai céc co quan, don vi, dja phuong
va bao cdo két qua vé UBND tinh.

- Chu tri phdi hop véi Uy ban Mt trén T quoc Vigt Nam tinh va Hoi Cuu
chién binh Viét Nam tinh thye hién chon mau didu tra x4 hdi hoc xéc dinh Chi sb
hai 1ong ctia ngudi dén, tb chirc d6i voi sy phyc vu ciia co quan hanh chinh nha
nudc nim 2022 cua tinh khi c6 yéu céu ctia B6 Noi vu dam bao khach quan, ding
d6i tugng; tién hanh giam sat, phuc tra két qua diéu tra x4 hoi hoc SIPAS nim
2022 theo ding quy dinh.

¢) Pai Phat thanh - Truyén hinh va Bao Binh Phuéc ¢6 trach nhiém

- Tuyén truyén chinh xAc, day di myc dich, y nghia, ndi dung cua SIPAS va
két qua SIPAS nim 2021 t&i ngudi dan, t6 chitc nhdm nang cao nhan thirc vé
quyéen lgi va trach nhiém, tao thoi quen va thuc ddy sy tham gia tich cuc, khach
quan cua ngudi dan, tb chirc trong viéc giam sat, phan hdi y kién ve viéc cung ung
dich vu hanh chinh c6ng; giip co quan hanh chinh nha nuée ném bét duoc cam
nhén, mong doi cia nguoi déan, t chirc, trén co s& d6 xac dinh dugc cac giai phap
phu hop khic phuc ton tai, néng cao chét lugng cung ¥mg dich vu, ning cao chat
luong phuc vu ngudi dén, t chirc.

- Téing thoi lugng dua tin nhitng viée lam t6t va chua tt clia cac so, nganh,
dia phu'orng trong giai quyét thi tuc hanh chinh, cung tng dich vu hanh chinh
cong; ¥ kién ciia ngudi déan, t6 chirc vé chat lugng dich vu hanh chinh cong, chit
lugng phuc vu cda co quan hanh chinh nha nudec.
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d) Péi voi Uy ban Mit tran T6 quodc Viét Nam tinh va Hi Cuu chién
binh Viét Nam tinh c6 trach nhiém

- Tiép tuc phbi hop véi S& Ndi vu thyc hién giam sat, phic tra két qua diéu
tra x& hdi hoc SIPAS nim 2022 khi ¢ yéu cau ciia B Noi vy. Pam bao két qua
chon mau, phét thu phiéu diéu tra chinh xéc, khach quan.

- Tuyén truyén két qua SIPAS nam 2021 va ké hoach trién khai SIPAS nim
2022; van dong ngucn dén, 1 chirc tich cuc tham gia gidam sat qua trinh cung Ung
dich vy hanh chinh c6ng, phuc vu ngudi dan, t6 chirc ctia co quan hanh chinh nha
nude thdng qua cung cap théng tin cho didu tra x4 hdi hoc SIPAS nim 2022 mdt
cach khach quan, trung thue, day du.

e) P6i véi Buru dién tinh c6 trach nhiém

Tlep tuc ph01 hop véi cac co quan don V1 cé lién quan thuc hién diéu tra xa
hoi hoc SIPAS nam 2022 tai tinh khi ¢6 yéu céu pho1 hop clia BO Noi vu va Téng
céng ty Buu dién Viét Nam. B6 tri d6i ngii diéu tra vién co k§ néng giao tiép, dao
dire nghe nghiép, dam bao viéc thuc hi¢n phat, thu phieu diéu tra xd héi hoc nam
2022 day du, chinh x4c, khich quan. Dong thoi, phdi hop chét che voi S& Noi vu
trong cong tac diéu tra x4 hdi hoc phuc vu xac dinh Chi s6 SIPAS niam 2022.

S& Noi vu béo cao két qua Chi s& hai long ca ngudi dan, td chirc d6i voi
su phuc vu cua co quan hanh chinh nha nude (SIPAS) ndm 2021 cua tinh. _f

(Kém theo bang tong hop ddnh gid timg tiéu chi chi s6 SIPAS ndm 2021 ciia
tinh)./. T e et

Noi nhin: GIAM DOC

- CT, cac PCT UBND tinh (b/c);
- Uy ban MTTQ Viét Nam tinh;
- Cic co quan chuyén mén thugc UBND tinh; [
- Pai PT - TH va Bao Binh Phudec;
- Hoi Cyru chién binh Viét Nam tinh;
- Buu dién tinh;
- UBND céc huyén, thi x4, thanh phd
- GD, cac PGP S& Ngi vy,

-Luu VT, CCHC.
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UBND TiNH BINH PHUGC

SONOQI VU

CONG HOA XA HQI CHU NGHIA VIET NAM

Péc lap - Tw do - Hanh phiic

BANG TONG HOQP

Danh gia timg tiéu chi Chi 6 SIPAS niim 2021 ciia tinh
(Ban hanh kém theo Bdo cdo sé 1% /BC-SNV ngay %/ / 5/2022 cua So Nji vu)

I. Nhan dinh ddnh gia cta

ngwdi din, to chire

Nhan dinh Nim 2020 | Nim 2021
B6 phan TNHS,TKQ cép xi 57,48%  [15,73%
B6 phan TNHS,TKQ c4p huyén 42,13%
1. Co quan tiép nhin hd so :
(TNHS) va tra két qua (TKQ)Bo phan TNHS,TKQ cap tinh 5,62%
giai quyét TTHC
Trung tim phuc vu hanh chinh c6ng cép tinh 35,39%
Khac 42,56% [1,12%
Qua ngudi than, ban bé 18,15% 21,35%
Qua cén bd, cong chirc cip xa 60,12%  149,72%
2. Hinh thirc tiép cdn théng tinQua loa phat thanh cdp xa 1577%  |15,17%
vé co quan tiép nhan ho so v - ———
tra két qua giai quyét TTHC Qua phuong tién thong tin dai chiing 15,77%  [27,81%
Qua mang internet 3,27% 21,07%
Khac 8,63% 1,12%
Quan ngudi thin, ban bé 18,26
Qua cong chirc tai noi ndp hd so, tra két qua 60,39
A 7. A . . . A -
3. Kénh théng tin dé biét vé:?;ig tler]rlléyet cong khai tai noi ndp ho so, 26,12
quy dinh TTHC q :
Qua website Cdng dich vu cdng qudc gia 20,51
Qua website tinh/co quan 8,99
Khac 0,56
1 1an (ch& nhan ket qua ngay) 73,09%  [37,08%
2 14n (01 1an ndp ho so, 01 lan nhan két qua) 53,37%
£ 1A T Ry . - . =
;.T?—;)Clan i lai de- gl quyety g (01 1an ngp }16 so, 01 lan b6 sung hd 18,35%  [7,02%%
50, 01 1an nhén két qua).
4 1an( bd sung hd so nhiéu lan) 2,25%
Khac 3,36% 0,56%
5. Céng chirc gy phién ha,| 1.78% 0o
sach nhiéu Co <15% °
- X - K 4
6.£ Co quan viet giay hen tra y 04.10%
ket qua Co gidy hen
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chinh

Nhén dinh Niam 2020 | Nam 2021
Khong c6 gidy hen, do lay két qua ngay 4.21%
Khéng cé gidy hen, nhung cdng chirc hgn 1.97%
miéno ) .
Khoéng ¢6 gidy hen, méc du tra két qua vao 0%
ngay sau do
Pung hen 89,02% 92,98%
P Sém hen 1,19% 4,49%
7.Co quan tra ket qua dungl—
hen Tré hen 9,79% 2,53%
Tré hen cd théng bdo 42,86% [33,33%
Tré hen c6 xin Idi 33,33%  [44,44%
Cong chirc tryc tiép huéng dan 90,45%
Niém yét trén gidy tai tru s& 0
8. Su ]Z’)hl‘.l hop cia hinh thErCBPMCy/TTHCg ﬁ)r/lh AL57
niém yét cong khai, hudng dantf—7——x— -~z e e
quy dinh TTHC i\illlim yét trén Cong thong tin dién tir cap 89,61%
Niém yét trén Cdng thong tin dién tir qudc 89,89%
gia
TNHS, TKQ tai BPMC/TTPVHCC tinh 90,73%
0. Su Phi‘ hop gﬁa ki hinhTN]I){S tai }ESPMC/TTPVHCC, TKQ qua dich| 90,73%
thirc tiép nhan hd so (TNHS)YY buu chioh
va tra két qua (TKQ) giail TNHS, TKQ qua dich vy buu chinh 91,01%
£
quyét TTHC TNHS qua internet, TKQ tai 89,04%
BPMC/TTPVHCC
TNHS qua internet, TKQ qua dich vu buu 89,61%

(Theo nguon so liéu cia B Noi vu)
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IL. Hai 10ng ciia ngudi dan, t6 chirc

Hai long Niam 2020 Nam 2021
I. TIEP CAN DICH VU
1. Try so €0 quan tiép nhén hd so, tra két qua c6 bién hiéu, huéng dan rd 86,92% 85,32%
rang, dé thay
2. Try sO co quan tiép nhan hd so, tra két qua gon gang, sach s& 88,03% 86,44%
3. Trang thiét bi phuc vu ngudi dan, t6 chire day du 87,58% 85,88%
4. Trang thiét bj phuc vu nguoi dan, t& chirc hoat dong tot, dé sir dung 87,36% 85,88%
Tiép cin dich vy néi chung 87,47% 85,88%
1. THU TUC HANH CHINH
5. Quy dinh TTHC dugc niém yét cong khai dé the“'ly 84,26% 85,32%
6. Quy dinh TTHC dugc niém yét cong khai diy du, dé hiéu 85,37% 85,04%
7. Thanh phén ho so duge yéu ciu ndp la ding quy dinh 86,03% 87.57%
8. Mirc phi/lé phi dugc yéu cau ndp yéu cau ndp 1a ding quy dinh 85,81% 88,44%
9. Thoi han giai quyét thi tuc hanh chinh la ding quy dinh, 83,59% 85,60%
Thi tuc hanh chinh néi chung 85,01% 85,99%
1. CONG CHUC
10. Cong chirc cé thai d§ giao tiép lich sy 80,49% 87,57%
11. Céng chirc chdm chi ling nghe ciu hoi, ¥ kién 79,16% 85,88%
12. Cong chrc tra 10, giai thich céu hoi, y kién ddy du 80,04% 81,67%
13. Cong chirc hudng ké khai hd so dé hiéu 80,93% 85,60%
14. Cong chirc hudng dan ké khai hd so mét 14n 1a c6 thé hoan thién ho sof 81,15% 86,16%
15. Céng chirc giai quyét cong viéc ding quy dinh 82,71% 84,48%
16. Céng chirc tan tinh gitp 4o 80,04% 82,79%
Cong chirc no6i chung 80,65% 84,88%
IV. KET QUA DICH VU
17. Két qua phit hop voi quy dinh 85,59% 91,78%
18. Két qué c6 thong tin day du 85,37% 92,62%
19. Két qué co théng tin chinh xic 85,37% 92,62%
20. K&t qua dam bao tinh cong bing 84,92% 92,34%
Két qua dich vu néi chung 85,31% 92,34%
V. TIEP NHAN, Xir I § kién GYPAKN
21. Co quan c6 bd tri hinh thirc tiép nhén gop ¥, phan anh, kién nghi 60,71% 69,39%
22. Dé dang thyc hién gép y, phéan anh, kién nghj 53,57% 64,63%
23. Co quan tiép nhén va xir Iy tich cyc cac gép y, phan nh, kién nghi 57,14% 64,63%
24;'C0 quan co thong bao kip thoi két qua xirly cac y kién gop y, phan 4nh, 64,29% 64,63%
kién nghi
Tiép nhn, xit Iy GYPAKN néi chung 58,93% 65,82%
HAI LONG VE SU PHUC VU HANH CHINH 79,85% 82,98%

(Theo nguon sé liéu ciia B Néi v

14



II1. Mong doi ciia ngudi dén, t6 chirc vé viéc cung tng dich vy hanh chinh céng

Mong dgi Niam 2020 Niam 2021
1.M& rong cac hinh thirc thong tin 30,82% 45,79%
2.Cai thién chdt lugng co s& vat chét; hién dai hoa trang thiét b 25,28% 15,17%
3.Niém yét cong khai, minh bach tht tyc hanh chinh 26,16% 29,49%
4.Tang cudng nhén hd so va tra két qua qua dudng buu dién 36,59% 50,84%
S.Dﬁy manh djch vy céng truc tuyén mirc 46 3, 4 21,73% 30,34%
6.Tiép tuc don gian hoéa thi tuc hanh chinh 45,45% 43,26%
7.Rut ngén thoi gian giai quyét thi tuc hanh chinh 54,77% 42,70%
8.Giam phi/lé phi giai quyét thi tuc hanh chinh 15,30% 8,43%
9.Cai thién thai d6 giao tiép cia cong chirc 5,76% 4,49%
10.Cai thién tinh than phuc vu cia céng chic 5,32% 3,37%
11.Néng cao nang lyc ciia cdng chirc 9,31% 7,30%
12.B4 tri hinh thirc tiép nhan GYPAKN dé dang, thuén tién hon 11,31% 7,87%
13.Tiép nhan, giai GYPAKN kip thdi, tich cyc 11,09% 10,67%
14.Khac 1,55% 0,28%

(Theo nguc‘;n 6 ligu ciia B6 Néi vu)
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