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sé: (89 /Qb-BHXH Ha Néi, ngay 30 thang % ncdm 2022

QUYET PINH
Phé duyét va cong bo Chi s6 hai 1ong ciia ngudi dén, té chirc
va doanh nghiép d6i véi sw phuc vu ciia nganh Bio hiém xa hdi Viét Nam
nam 2020

TONG GIAM POC BAO HIEM XA HQI VIET NAM

Cdn cit Nghi dinh s6 89/2020/ND-CP ngay 04 thang 8 ndm 2020 ciia Chinh
phu quy dinh chirc nang, nhiém vu, quyén han va co cdu té chike ciia Bao hiém xa
hoi Viét Nam;,

Cdn cit Nghi quyét so6 30c/NQ-CP ngay 08 thdang 11 ndm 2011 ciia Chinh
phii ban hanh Chuwong trinh tong thé cai cdch hanh chinh nha nude giai doan
2011-2020; Nghi quyét sé 76/NO-CP ngay 13 thang 6 ndm 2013 cia Chinh phii
sira doi, b6 sung mét sé diéu cua Nghi quyét sé 30¢/NQ-CP ngay 08 thang 11 ndm
2011 ciia Chinh phit ban hanh Chuong trinh tong thé cai cach hanh chinh nha
nwoc giai doan 2011-2020;

Cdn cir Quyét dinh sé6 2640/0P-BNV ngay 10/10/2017 ciia Bé trucng Bo
Néi vu phé duyét Bé an “Po luomg s hai long cia ngueoi dan, t6 chire di véi su
phuc vu cua co quan hanh chinh nha nuoc giai doan 2017-2020",

Can cit Quyét dinh sé 333/KH-BHXH ngay 02/4/2021 ciia Tong Gidm doc
Bao hiém xé héi Viét Nam phé duyét Ké hoach Panh gid sw hai long ciia nguoi
dan, 16 chitc va doanh nghiép doi véi sw phuc vu ciia nganh Bao hiém xa hdi nam
2020,

Theo dé nghi cua Giam doc Trung tam Dich vu hé tro, cham séc khdch
hang.

QUYET DINH:

Piéu 1. Phé duyét va cong bd Chi sb hai long ctia nguoi dan, to chic va
doanh nghiép doi vdi sy phuc vu cua nganh Bao hiém xa héi Viét Nam ndm 2020
(Bao cao tom tat kem theo).
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Pieu 2. Cén cr chi so hai long ctia nguoi dan, t6 chirec va doanh nghiép doi
véi sy phuc vu ctia nganh Bao hiém xa hgi Viét Nam nam 2020, cac don vi truc
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thugc Bao hiém xa hoi Viét Nam, Bao hiém xa hdi cac tinh, thanh phé truc thude
Trung uong t chirc quan triét, rut kinh nghiém, c6 giai phap nang cao hon nita
chét lugng phuc vu cia co quan Bao hiém xa hoi cac cp, dap tng su hai long cua
ngudi dén, to chirc va doanh nghiép trong tham gia bao hiém x4 hi, bao hiém
that nghiép, bao hiém y té.

Picu 3. Quyét dinh nay c6 hiéu lyc ké tir ngay ky. Giam déc Trung tdm
Dich vu hé trg, cham séc khach hang, Chanh Van phong Bao hiém xa hoi Viét
Nam, Thu trudng cac don vi truc thudc Bao hiém x3 hdi Viét Nam, Gidm d6c Bao
hiém xa hoi cac tinh, thanh phé truc thude Trung wong chiu trach nhiém thi hanh
Quyét dinh ndy

Noi nhin: TONG GIAM POC
- Nhu bieu 3;

- BO NGi vu;

- Cac don vi truc thuéc BHXH Viét Nam;

- BHXH cac tinh, thanh phé true thude TW;
- Céng TTPT BHXH Viét Nam;

- Céng TTDT BHXH céc tinh, TP;

- Luu: VT, CSKH/.a/
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Doc lap - Tu do - Hanh phic

CAO TOM TAT '
¥ong su hai long cta ngudi din, to chire
Sy’phuc vu ctia nganh Bio hiém xa hdi Viét Nam
niam 2020 (SIPAS 2020)
(Ban hanh kém theo Quyét dinh s6. 688 /OD-BHXH ngay 30 thang 3 ndm
2022 cua Tong Giam doc Bao hiém xd hoi Viét Nam)

I. TINH HINH TRIEN KHAI PO LUONG SU HAI LONG CUA NGUOI
DAN, TO CHUC VA DOANH NGHIEP POI VOI SU PHUC VU CUA NGANH
BAO HIEM XA HOI VIET NAM NAM 2020
1. Co so
Quyét dinh s 2640/QD-BNV ngay 10/10/2017 ctia Bo truong Bo Noi vu phé
duyét D& an do ludng su hai long cta ngudi dan, t6 chire déi véi su phuc vu cia co
quan hanh chinh nha nudc giai doan 2017-2020 giao nhiém vu: cac bg, co quan
ngang bd, co quan thudc Chinh phu, Uy ban nhan dan cac tinh, thanh phé truc
thudc Trung wong co trach nhiém to chirc trién khai do luong su hai long cua
ngudi dan, to chirc trong pham vi bo, nganh dia phuong theo yéu cau quan ly va
cong b két qua chi sb hai long cua ngudi dén, to chirc dbi voi su phuc vu cta
co quan hanh chinh nha nudc thuge pham vi quan ly cta cdc bg, nganh, dia
phuong; T chirc thong tin, tuyén truyén viée trién khai va két qua do luong su
hai long trong pham vi b, nganh, dia phuong. Str dung két qua do luong su hai
long quy mé qudc gia, nganh, dia phuong dé cai thién chét lugng phuc vu cua
co quan hanh chinh nha nudc, nang cao su hai long cua ngudi dan, t6 chirc.
Trén co s do, ngay 02/4/2021, Tong Giam ddc Bao hiém xa hoi (BHXH)
Viét Nam ban hanh Quyét dinh s6 333/QD-BHXH phé duyét Ké hoach Danh
gia su hai long cta ngudi dan, to chirc va doanh nghiép déi vai su phuc vu cla
nganh BHXH nam 2020.

2. Muc dich

Do ludng su hai 1ong cua ngudi dan, o chirc va doanh nghiép doi véi su
phuc vu ctia nganh BHXH Viét Nam nhim danh gia khach quan chét luong phuc
vy, cung ng dich vu cong cua nganh BHXH Viét Nam thong qua y kién phan
hoi ciia nguoi dén, to chie va doanh nghiép. Thong qua dé, nganh BHXH Viét
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Nam nim bét nhu ciu, mong mubn ciia ngudi dén, td chirc va doanh nghigp dé
¢6 nhitng bién phap cai thién chét luong phuc vu, cung tng dich vu cong nhim
néng cao su hai long va dam bao quyén, 1oi ich hop phap clia ngudi dén, tb chire,
doanh nghiép.

3. Pbi twong, pham vi, tiéu chi do ludng

- Péi tuong: La ngudi dén, t chiic va doanh nghiép tham gia va thu huéng
chinh sich BHXH, bao hiém thit nghiép (BHTN), bao hiém y té& (BHYT).

- Pham vi: Do ludng su hai long cta ngudi dén, t& chiic va doanh nghiép
d6i voi su phuc vu cia nganh BHXH trong pham vi ¢ nudc tir ngay 01/01/2020
dén ngay 31/12/2020 (chon mAu ngau nhién 10 tinh, thanh phé dai dién 06 ving
kinh té trong c& nudc).

- Tiéu chi do luéng: Tiéu chi do ludng sy hai long cla ngudi dén, t6 chirc
va doanh nghiép dbi véi s phuc vu ctia nganh BHXH dugc x4c dinh chung theo
5 yéu td: Tiép can dich vu hanh chinh cong trong linh vuc BHXH, BHYT,
BHTN; Th tuc hanh chinh; Vién chire trrc tiép giai quyét cong vige; Két qua
dich vu hanh chinh (bao gém dich vu cong) trong Iinh vuc BHXH, BHYT,
BHTN; Tiép nhén, giai quyét y kién gbp ¥, phan 4nh, kién nghi ctia nguoi dan,
tb chirc va doanh nghiép.

4. Noi dung

- Thu thép théng tin tir ¥ kién phén hoi ctia ngudi dan, t6 chirc va doanh
nghiép vé qua trinh cung (g va két qua dich vu céng théng qua hinh thic didu
tra x& h6i hoc chon mAu.

- Béi trong didu tra x3 hdi hoc:

+ Dbi voi didu tra tai thuc dia: Nguoi dan, ngudi dai dién cho t6 chirc, doanh
nghiép d4 thuc hién tha tuc hanh chinh tai bd phén mot cira chia co quan BHXH, tai
Trung tdm hanh chinh c6ng hodc tai buu dién, dai ly thu; ngudi dd kham chita bénh
BHYT tai co s& kham, chifa bénh (KCB) vao nidm 2020.

+ P&i véi didu tra truc tuyén trén trang/cong théng tin dién tr cla co quan
BHXH Viét Nam (qua giao dich dién i, tra ctru thong tin, téng dai CSKH): Ngudi
dai dién cho t& chitc va c4 nhan tham gia v& thu huéng BHXH, BHYT, BHTN d3
thuc hién thd tuc hanh chinh qua giao dich dién t hodc tra cifru théng tin ta:
Trang/cdng théng tin dién tir cia co quan BHXH hozc héi dap qua téng dai CSKH
vao nam 2020.

- Viéc chon méu duoc thuc hién theo phuong phap ngiu nhién phan ting

dé dam bao cdc dbi twong diéu tra xa héi hoc duge chon khach quan, dai dién cho
ngudi dan, t6 chirc v doanh nghiép thudc moi thanh phén tai cac dia phuong,
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dugc chon dai dién cac vang kinh té trong c& nudc, tudn thit huéng dan cach chon
mau tai Quyét dinh 2460/QD-BNV. Quy trinh chon miu gém cac budc nhu sau:
(1) Xéc dinh dia diém va téng miu cho khao sat do ludng sy hai long: chon céc tinh
dai dién cho 06 ving kinh t& gdm: Trung du mién nui phia Béc, Pdng bing séng
Hdng va Bic Trung BS, ven bién Trung B, T4y Nguyén, Péng Nam Bd, Pdng bing
séng Ciru Long. M6i khu vuc sé& chon cac tinh dai dién, mdi tinh chon 05 dia diém/dbi
tugng ma ngudi din di timg giao dich vao ndm 2020 theo phwong phdp chon mau
nglu nhién; (2) Xéc dinh danh sach téng thé miu clia timg dia diém/déi tuong; (3)
Chon mAu cho timg dia diém/d6i tuong theo ¢& mau da xac dinh theo phuong phéap
chon mau nglu nhién. Téng ¢& méu diéu tra x4 hdi hoc SIPAS 2020 cua Nganh
BHXH Viét Nam trong ca nudc 1a 17.200 mau, trong do: 16.000 mau dbi véi khao
sat true tiép va 1.200 mau d6i vai phiéu khao sat truc tuyén.

5. Co quan thuc hién

- Trung tAm Dich vu h3 trg, chim séc khach hang 13 co quan chit tri trién khat
va gidm sat viéc SIPAS 2020 nganh BHXH Viét Nam theo su phin céng cia BHXH
Viét Nam, Téng Gidm d6c BHXH Viét Nam.

- Cdng ty Nghién ciru Thi truong TI TA thuc hién toan b céc ndi dung céng
viéc do ludong su hai long cta ngudi dén, td chirc va doanh nghiép déi véi su phuc
vu cia nganh BHXH Viét Nam theo Hop déng ky két vi Trung tdm Dich vu h8 tro,
cham soc khach hang.

- Cac don vi truc thudc BHXH Viét Nam, BHXH céc tinh, thanh phd tryc
thudc Trung wong tham gia hd trg trong cung cép dit liéu phuc vu chon méu didu tra
x4 hdi hoe, tuyén truyén, phé bién chu truong, ké hoach do ludng sw hai long dé
ngudi dan, tb chirc va doanh nghiép biét, ing ho viéc didu tra x4 hoi hoc do nganh
BHXH Viét Nam trién khai,

6. Quy md diéu tra xa hdi hoe (XHH)

SIPAS 2020 nginh BHXH Viét Nam tién hanh diu tra xa h6i hoc véi tong sb
phiéu pht ra tai 10 tinh, thanh phé dai dién 06 ving kinh t& trong ca nude véi tdng
s6 mAu 17.200 phiéu. Tdng sb phiéu thu vé& hop 18 12 17.200 phiéu, dat 100%.

Thanh phin nhan khiu hoc ctia dbi twong tra 16 phiéu didu tra XHH da dang,
¢6 tinh dai dién cao cho moi ngudi dan thude moi thanh phén nhan khau hoc, t8 chitc
thudc moi loai hinh tir dai dién cac viing, mién trong ci nuéc, cu thé nhu sau:

- 32,8% dbi tuong 12 nam va 67,2% dbi twong 14 nit.

- Do tubi dbi twong tham gia khao sat trai déu tir 18 dén trén 55 tudi, trong dé
29,6% 13 nhém thanh nién tir 18 — 30 tudi; 63,3% 1a nhom trung nién ti 31 — 55 tubi
va 7,2% 13 nhém trén 55 tudi.
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- Thu nhép binh quan clia ngudi tham gia khao sat nhur sau: 33,4% c6 thu nhép
tir 17 tridw/thang trd 18n; 19,7% c6 thu nhap trung binh tir 12 dn dudi 17 trigu va
46,9% co thu nhép dudi 12 trigu;

- Trinh d6 hoc vén ciia ngudi tham gia khao sat da dang véi 26,1% t6t nghiép
cdp 1, 2; 24,6% tbt nghidp cép 3 va 49,3% tbt nghiép trung cip, cao ding va dai hoc.

- 40,4% ngudi tham gia khéo sat 13 lao dong tr do; 41,3% ngudi lam viée tat
cac td chire, doanh nghiép cdp quan ly/nbhin vién; 6,7% cén bd, céng chirc, vién chic,
ngudi lao dong lam viée trong luc Juong vil trang; 2,9% la db1 twong dang nghi huru
va 8,8% lam viéc trong cic nganh nghé khic.

7. Thuin lgi trong thwe hién

- Viéc thue hién SIPAS 2020 nganh BHXH Viét Nam voi déy du cac vin ban
huéng dén tir Chinh phi va céc bd, nganh chirc ning, dic biét 1a hé thdng van ban
ctia Ban Chi dao Cai cach hanh chinh Qudc gia va B§ Noi vu; su phéi hop chat chg,
trach nhiém gilta cac don vi truc thuéc BHXH Viét Nam va nguoi dén, t6 chie,
doanh nghiép tham gia BHXH, BHTN, BHYT trong ca nudc.

- Pon vi tu vén (Cong ty Nghién ciru thi trudng TI TA) 12 mdt don vi ¢6 kinh
nghiém trong linh vuc nghién ctru thi trudng véi déi ngil didu tra vién rong khip, cb
trinh d, k¥ ning, nim chéc dia ban nén thuan lgi trong diéu tra, khéo sat.

- Phurong phép trién khai STPAS 2020 nganh BHXH Viét Nam duge thuc hién
theo Quyét dinh s6 2460/QD-BNV ngay 10/10/2017 ctia BS trudng Bo Noi vy, dong
thoi 6 tinh dén nhimg yéu tb dic trung trong thue hién thii tuc hanh chinh ctia nganh
BHXH Viét Nam, dam bao khoa hoc, 1 rang, cu thé, d& trién khai va mang lai két
qua khach quan, phan 4nh sét thuc tién té chic thuc hién nhiém vu cita co quan
BHXH céc cdp trong ca nudc.

- Miic du diéu tra XHH duoc thue hién voi c& méu 1én nhung do ¢6 hé thong
co s dit lidu quan Iy tip trung nén kha thuén lgi trong viéc chon mAu, chit Iugng
danh sach mAu t8t, dAy du théng tin, thusn lgi cho qua trinh diéu tra XHH.

- Qua4 trinh trién khai SIPAS 2020 nganh BHXH Viét Nam duoc thuc hién
chu déng, tich cuc, linh hoat, séng tao trong bdi canh dich bénh Covid-19 dién bién
phirc tap, d4 1ing nghe duoc ¥ kién phan héi tir 17.200 ngudi dan, t6 chitc, doanh
nghiép thudc moi thanh phén, dén tir dai dién cic viing mién trong ci nude.

8. Khé Khiin, thach thire trong thwe hién

- P81 twgng diéu tra XHH 12 ngudi dan, t5 chitc, doanh nghiép d4 trai nghiém
dich vu cong trong linh vuc BHXH, BHTN, BHYT dén tir dai dién cac ving mién
trong ca nudc nén rét 16n vé sb lugng va rit da dang, khéc biét v& thanh phé“m, trinh
5, nhan thirc... nén c6 nhitng khé khidn nhét dinh trong qua trinh diéu tra, khao sat.
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- Co mdt sb ngudi dan, t chirc, doanh nghiép con e ngai tham gia tra 101 khao
sat, tra 101 qua loa, chua thuc su cdi md khi dua ra cac Iy do khi ddnh gid khéng hat
1ong ho#ic khong c6 thém nhan dinh khi daoh gia rat hai long, phan nao anh hudéng
dén mot sb thong tin thu duge cta khéo sét.

- Dich bénh Covid-19 din bién phuc tap, gifn cach x4 héi, giam thiéu tiép
xXuc truc tiép cling gy khé khin nhét dinh cho viée thue hién didu tra, khao sat.

II. KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN, TO
CHUC, DOANH NGHIEP POI VOI SU PHUC VU CUA NGANH BHXH
VIET NAM NAM 2020

1. Nhin dinh ciia ngudi din, té chirc, doanh nghigp d6i véi su phuc vu
ciia nganh BHXH Vi¢t Nam niim 2020 theo hinh thirc giao dich

Két qua do ludng chi sé SIPAS 2020 nganh BHXH Viét Nam theo loai hinh
giao dich dat 81,4% hai long, cu thé:

- 81,6% ngudi dan, t chitc, doarth nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi chit lwong cung cdp dich vu cong khi dén giao dich truc tip v6i nganh
BHXH tai cdc co quan nhu “bd phin mét clra” hodc “buu dién” hodc “dai ly thu”
hoic “co s6d KCB™;

- 75,9% ngudi dan, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi chét luong giao dich truc tuyén (giao dich dién ti; tra ctru thong tin tai
Trang/cdng théng tin dién tir cha co quan BHXH; héi dap qua tong dai CSKH).

2. Nhan dinh ciia ngudi dén, té chire, doanh nghiép dbi véi sw phuc vu
ctia nganh BHXH Viét Nam khi giao dich truc tiép theo viing mién

K&t quéa do Iudng chi s SIPAS 2020 nganh BHXH Viét Nam theo viing mién
cu thé nhu sau:

- 82,9% ngudi dan, td chirc, doanh nghiép ving Pdng bing séng Hong tham
gia didu tra XHH SIPAS 2020 hai long véi chét lwgng cung clp dich vu cong;

- 88,1% ngudi dan, t8 chize, doanh nghiép ving Trung du va mién nai Bic bd
tham gia diéu tra XHH SIPAS 2020 hai long véi chét luong cung cip dich vu cong;

- 82,9% ngudi dan, td chire, doanh nghiép vimg Béc Trung bo, Duyén hai Nam
~ Trung bd tham gia didu tra XHH SIPAS 2020 hai long véi chét luong cung cép dich
vu cdng;

- 83,4% ngudi dén, t6 chite, doanh nghiép viing Tay Nguyén tham gia didu tra
XHH SIPAS 2020 hai long v6i chét hrong cung cép dich vu cong;

- 73,5% ngudi dén, tb chite, doanh nghiép ving Déng Nam b tham gia didu
tra XHH SIPAS 2020 hai long v6i chét lwong cung cép dich vu cong;
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_ 80,2% ngudi dan, t6 chirc, doanh nghiép viing Péng bing séng Ctru Long
tham gia diéu tra XHH SIPAS 2020 hai [ong v6i chét lugng cung cip dich vu cong.

3. Nhén dinh ciia ngudi dén, td chire d6i v6i sy phuc vu eiia nganh BHXH
Viét Nam tai cic dia diém giao dich theo cac tiéu chi do Iwong

3.1. Két qua do lwong chi sé SIPAS 2020 nganh BHXH Viét Nam theo dia
diem giao dich ndi chung dat 81,6% hai long

Cu thé:

_ 82,9% ngudi dan, td chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long véi chét lugng cung cép dich vu céng khi dén giao dich truc tiép tai bo phin
MGt clra cia co quan BHXH;

- 82,1% ngudi dan, b chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i chét luong giao dich trurc tiép tai Pai Iy thu;

- 82,7% ngudi dan, t chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long vé&i chat luong giao dich truc tiép tai Buu dién;

- 78,9% ngwdi dan tham gia diéu tra XHH SIPAS 2020 hai long voi chét lugng
giao dich truc tiép tai co s¢ KCB BHYT:

3.2. Két qua do luong chi s6 SIPAS 2020 nganh BHXH Viét Nam tai dia
diém giao dich theo tiéu chi do luong

3.2.1. Tai Bé phdn Mot cia

Két quéa do ludng chi sé SIPAS 2020 nganh BHXH Viét Nam tai B phan Mot
cira theo tiéu chi danh gia cu thé nhu sau:

- Tiéu chi Co s& vat chét:

+81,4% ngudi dén, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “noi ngdi chd giai quyét cong viée tai co quan c6 du chd ngdi”;

+ 80% ngudi dan, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu tb “trang thiét bj phuc vu ngudi dén, t6 chirc tai co quan dﬁy du”;

+75,5% ngudi dan, t6 chitc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long vai yéu td “trang thiét b phuc vu ngudi dén, td chirc tai co quan hién dai”;

+79,4% ngudi dan, t chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1ong véi yéu t6 “trang thiét bi phuc vu ngudi dén, t6 chirc tai co quan dé sir dung™;

- Tiéu chi Thi tuc hanh chinh

+ 84,8% ngudi dan, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai Iong véi yéu t6 “thi tuc hanh chinh dugce niém yét cong khai, diy di”;

+ 84,9% ngudi dan, t chitc, doanh nghiép tham gia diéu tra XIHH SIPAS 2020
hai 1dng véi yéu t6 “tha tuc hanh chinh dugce niém yét chinh xac”;
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+85,9% ngudi dan, t chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long véi yéu t6 “thanh phin hé so phai ndp ding quy dinh”;

+ 86,8% ngudi dan, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu t “thai han giai quyét hd so ghi trong gidy hen diing quy dinh”;

- Tiéu chi Nhan vién BHXH:

+ 83,4% ngudi dan, t§ chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu t& “nhan vién BHXH c6 thai 46 giao tiép lich sy”;

+ 81,0% ngudi dan, tb chirc, doanh nghiép tham gia diédu tra XHH SIPAS 2020
hai 1dng véi yéu td “nhan vien BHXH chu y ling nghe v kién ciia ngudi dén, tb
chirc”;

+ 82,8% ngudi dn, tb chitc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1dng véi yéu t6 “nhéan vién BHXH tra 10d, giai dap ddy da cc ¥ kién cta ngudi
dn, dai dién t§ chirc”;

+ 83,3% ngudi dén, t chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu t “nhén vién BHXH huéng dan ké khai hd so tan tinh, chu déao”;

+ 84,8% ngudi dan, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu t8 “nhan vién BHXH huéng din ké khai hd so d& hiéu™;

+ 84,6% ngudi dan, td chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1ong v6i yéu t6 “nhan vién tudn thi dGng cic quy dinh trong giai quyét cong
vigc”;

- Tiéu chi Két qua cung tmg:

+ 88,2% ngurdi dén, 18 chire, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1ong v&i yéu td “két qua giai quyét TTHC nhan duoc 12 ding quy dinh”;

+ 89,6% ngudi dan, td chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long véi yéu té “két qua nhan dugc co thong tin day du”;

+ 89,1% ngudi dan, tb chiic, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu 6 “két qua nhan duoc 6 théng tin chinh xac™;

- Tiéu chi Tiép nhén phan 4nh, kién nghi:

+79,8% nguoi dan, tb chitc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu td “co quan cd b tri hinh thirc tiép nhén gbp v, phan anh, kién nghi
ctia ngudi dén, 6 chirc”;

+76,1% ngudi dan, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu 6 “d8 dang thuc hién gop ¥, phan anh, kién nghi”;

+77,8% ngudi dan, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu t6 “co quan tiép nhén va xir Iy tich cuc cdc gép ¥, phan 4nh, kién
nghi cta ngudi dan, t6 chic™;
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+ 78,9% ngudi dan, t5 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong v6i yéu t6 “co quan thong bao kip thoi két qua xir 1y céc y kién gop ¥, phan
4nh, kién nghi cho ngudi dan, t6 chire”;

3.2.2. Tai Pai ly thu

Két qua do ludng chi s SIPAS 2020 nganh BHXH Viét Nam tai Pai ly thu
theo tidu chi d4nh gia cu thé nhu sau:

- Tiéu chi Tiép cén dich vu: 80,3% ngudi dan, t chire, doanh nghiép tham gia
didu tra XHH SIPAS 2020 hai long vé6i yéu t6 “dai Iy thu ¢6 vi tri thudn tién gitp ca
nhian tiét kiém thoi gian, chi phi di lai”;

- Tiéu chi Tha tuc hanh chinh

+ 82,9% ngudi dan, t8 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t6 “thd tuc hanh chinh duge niém yét cong khai, diy do”;

+ 83,0% ngudi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu td “thd tuc hanh chinh dugc niém yét chinh xac”;

+ 82,4% ngudi dan, t chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong voi yéu td “thanh phin hd so phai ndp ding quy dinh”;

+ 83,3% ngudi dan, td chire, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long véi yéu t6 “thoi han giai quyét hd so ghi trong gidy hen ding quy dinh”;

- Tiéu chi Nhén vién Dai ly thu:

+ 84,7% ngudi dan, t6 chite, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1ong véi yéu td “nhéan vién dai 1y c6 thai d6 giao tiép lich su™;

+ 83,4% ngudi dan, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong v&i yéu t6 “nhén vién dai ly chd ¥ ling nghe ¥ kién ctia ngudi dén, t6 chire”;

+ 83,0% ngudi dan, t8 chite, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long véi yéu tb “nhan vién dai 1y tra 10, giai dap ddy du céc v kién cla ngudi
dén, dai dién t4 chirc”;

+.84,2% ngudi dan, t6 chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1dng véi yéu t6 “nhéan vién dai Iy huéng dén ké khai hd so tan tinh, chu d40”;

+ 84% ngudi dan, t chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong v6i yéu t6 “nhan vién dai Iy hudéng dan ké khai hd so d& hiéu”;

+ 84,0% ngudi din, td chire, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai long v6i yéu t6 “nhdn vién tudn thi ding céc quy dinh trong giai quyét cong
viéc”;

- Tidu chi K&t qua cung tng;
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+ 85,1% ngudi dan, t chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu td “két qua gial quyét TTHC nhén duoc 12 ding quy dinh”;

+ 86,3% ngudi dan, t chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t6 “két qua nhan duge c6 thong tin ddy du”;

+ 85,4% ngudi dén, t8 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu 18 “két qua nhin duge c6 théng tin chinh x4c”;

- Tiéu chi Tiép nhan phan 4nh, kién nghi:

+75,7% ngudi dan, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu t6 “dai Iy c6 bd tri hinh thnic tiép nhan gép ¥, phan 4nh, kién nghi
clia ngudi dén, td chic”;

+75,1% ngudi dan, td chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai [ong v6i yéu 6 “dé dang thure hién gbp ¥, phan 4nh, kién nghi”;

+76,4% ngudi dan, t chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong voi yéu td “tiép nhén va xit Iy tich cuc cdc gép ¥, phan 4nh, kién nghi ctia
ngudi dan, t6 chirc”;

+77,0% ngudi dan, té chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong voi yéu tb “thdng béo kip thoi két qua xir Iy cac ¥ kién g6p ¥, phan anh, kién
nghi cho ngudi dan, t§ chiic”;

3.2.3. Tai Buu dién

Két qua do ludng chi s6 SIPAS 2020 nginh BHXH Viét Nam tai Buu dién
theo tiéu chi danh gia cu thé nhu sau:

- Tiéu chi Tiép can dich vu: 81,4% ngudi dan, t6 chirc, doanh nghiép tham gia
didu tra XHH SIPAS 2020 hai 1ong véi yéu t6 “Buu dién c6 vi tri thudn tién gitp ca
nhan tiét kiém thoi gian, chi phi di lai”;

- Tiéu chi Tha tuc hanh chinh

+ 83,2% ngudi dan, td chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong v&i yéu t§ “tha tuc hanh chinh duge niém yét cong khai, ddy du”;

+ 84,0% nguoi dan, td chie, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t& “thi tuc hanh chinh dugc niém yét chinh x4c”;

+ 83,3% ngudi dan, td chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long voi yéu 6 “thanh phan hd so phai ndp ding quy dinh”;

+ 84,4% ngudi dan, t6 chirc, doanh nghidp tham gia diéu tra XHH SIPAS 2020
hai long v&i yéu 18 “thoi han giai quyét hd so ghi trong gidy hen dung quy dinh”;

- Tiéu chi Nhén vién Buu dién:
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+ 84,4% ngudi dén, 18 chirc, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1ong v&i yéu t6 “nhan vién buu dién chd ¥ ling nghe ¥ kién clia ngudi dan, tb
chirc”;

+ 84,1% ngudi dan, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu té “nhan vién buu dién tra 101, giai dép ddy du cdc ¥ kién clia ngudi
dan, dai dién t6 chic”;

+ 84,8% ngudi dan, td chirc, doanh nghidp tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu 16 “nhén vién buu dién hudng dén ké khai hé so tan tinh, chu d40”;

+ 84,1% ngudi dan, td chire, doanh nghiép tham gia didu tra XHH SIPAS 2020
hai 1dng v&i yéu 16 “nhan vién buu dién huéng din ké khai hd so d& hidu”;

+ 84,9% ngudi dan, td chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t6 “nhan vién tuan thi ding cac quy dinh trong giai quyét céng
viéc”;

- Tiéu chi K&t qua cung tng:

+ 86,0% ngudi dan, td chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long voi yéu td “két qua giai quyét TTHC nhén dugc 1 ding quy dinh”;

+ 86,2% ngudi dan, t8 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t6 “két qua nhan duge c6 thong tin ddy du™;

+ 85,5% ngudi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu t6 “két qua nhan duoc c6 thong tin chinh xac”;

- Tiéu chi Tiép nhén phan &nh, kién nghi:

+76,7% ngudi dan, td chire, doanh nghidp tham gia diéu tra XHH SIPAS 2020
hai [ong véi yéu td “co quan ¢6 bé tri hinh thirc tiép nhan gbp ¥, phan 4nh, kién nghi
chia ngudi dan, td chiic™;

+74,8% ngudi dan, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong v6i yéu t§ “dé& dang thure hién gbp ¥, phan anh, kién nghi”;

+76,0% ngudi dén, t chirc, doanh nghiép tham gia diéu tra XHE SIPAS 2020
hai 1ong v&i yéu t§ “co quan tiép nhén va xir 1y tich cyc cac gép ¥, phéan anh, kién
nghi cta ngudi dan, td chire”;

+77,4% ngudi din, tb chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu 6 “co quan thong béo kip thoi két qua xir Iy cac y kién goép y, phan
anh, kién nghi cho ngudi dan, t chirc”;

3.24. Tagi Co s6¢ KCB BHYT

Két qua do ludng chi sé SIPAS 2020 nganh BHXH Viét Nam tai Co s KCB
BHYT theo tiéu chi danh gia cu thé nhur sau:

- Tiéu chi Tiép cén dich vu:
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+ 80,0% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“Mitc d6 d& dang trong ding ky KCB khi sir dung thé BHYT”;

+ 83,2% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu td
“Phong chd ¢é di ghé ngdi cho ngudi bénh va sir dung t6t”;

+ 78,2% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“Trang thiét bi phuc vu ngudi bénh tai co sé KCB day du”;

+70,0% ngudi dan tham gia didu tra XHI SIPAS 2020 hai long véi yéu td
“Trang thiét bi phuc vu nguoi bénh tai co sé KCB hién dai”;

- Tiéu chi Thu tuc KCB BHYT

+ 79,0% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long vdi yéu tb
“Gi4 dich vu niém yét r3 rang, céng khai”;

+ 82,6% ngudi ddn tham gia didu tra XHH SIPAS 2020 hai 1ong véi yéu td
“Tha tuc (quy trich) KCB BHYT duge niém yét cong khai, day du™;

+ 82,2% ngudi din tham gia diéu tra XHH SIPAS 2020 hai long véi yéu tb
“Tha tuc (quy trinh) KCB BHYT duge niém yét chinh xac”;

+ 83,5% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“Thanh phin hd so ngudi bénh phai xuét trinh, phai ndp khi di KCB BHYT la dang
quy dinh”;

+ 83,3% ngudi din tham gia diéu tra XHH SIPAS 2020 hai long véi yéu tb
“Thai han giai quyét la dang quy dinh”;

- Tiéu chi Nhén vién y té:

+ 81,1% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu tb
“nhan vién y té tiép d6n, hudng din ngudi bénh BHYT lam céc thu tuc c6 thai do
giao tiép lich su™;

+ 82,4% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t&
“nhan vién y t& ling nghe, tra 10i, giai dap ngudi bénh BHYT déy du™;

+ 81,7% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“nhan vién y t& hudng dan ké khai hd so tén tinh, chu ddo0”;

+ 77,0% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long voi yéu t&
“ngudi bénh BHYT duge nhén vién y té ton trong, dbi xir cong bing, quan tim, gitp
do”;

+ 78,6% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“ning luc chuyén mén cta béc si, didu dudng dép tmg mong doi”;

- Tiéu chi Két qua cung ting:
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+ 80,7% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu t6
“két qua KCB BHYT di d4p ting dugc nguyén vong clia ngudi bénh BHY' T,

+ 82,3% ngudi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“bang ké chi phi KCB ngoai tra, ndi tri, cic hoa don va két qua KCB dugc cung cép
day du, r3 rang”;

+ 83,2% ngudi dan tham gia diéu tra XFHIH SIPAS 2020 hai long véi yéu t6
“quyén lgi KCB BHYT dugc dam bao chinh xac”;

- Tiéu chi Tiép nh4n phan anh, kién nghi:

+72,1% ngudi dan tham gia didu tra XHH SIPAS 2020 hai long véi yéu td
“co s& KCB ¢6 bb tri hinh thire tiép nhan gép ¥, phan anh, kién nghi clia ngudi dan,
t4 chirc”;

+ 69,2% ngudi dan tham gia difu tra XHH SIPAS 2020 hai long véi yéu tb
“ngudi bénh BHYT, ngudi nha ngudt bénh BHYT thuc hién gop ¥, phéan anh, kién
nghi dé dang”;

+71,9% ngudi dan tham gia diu tra XHH SIPAS 2020 hai long véi yéu t6
“co s KCB tiép nhan va xi Iy tich cuc céc gdp ¥, phan 4nh, kién nghi ctia nguoi
bénh BHYT”;

+ 71,0% ngudi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu tb
“co s KCB thong béo kip thdi két qua xit Iy céc y kién gdp ¥, phan 4nh, kién nghi
cho ngudi dan”;

4, Nhan dinh ciia ngwéi dan, t6 chitc ddi voi s phuc vu ciia co quan
BHXH khi sit dung hinh thitc giao dich true tuyén

75,9% ngudi dan, dai dién té chiic tham gia diéu tra XHH SIPAS nginh
BHXH Viét Nam niam 2020 hai long véi sy phuc vu cia co quan BHXH khi giao
dich truc tuyén, cu thé nhu sau:

- 78,4% nguoi dan, dai dién t4 chirc tham gia khao sat hai long khi thuc hién
giao dich dién tir v8 BHXH, BHTN, BHYT;

- 65,0% ngudi dan, dai dién td chirc tham gia khao sat hai 1dng khi thuc hién
tra ctru thong tin qua cdng thong tin dién tit BHXH;

- 75,3% ngudi dén, dai dién td chic tham gia khao sat hai long khi goi dién
d& nghj tu vén chinh sach qua Téng dai cham séc khach hang.

4.1. Nhin dinh ciia nguwoi dén, 10 chive dbi véi sw phuc vu cita co quan
BHXH khi thic hién hinh thirc “giao dich dién tir” theo cdc tiéu chi do lwong

Két qua do ludmg chi s6 SIPAS 2020 nganh BHXH Viét Nam déi véi hinh
thire giao djch dién tir cy thé nhu sau:

- Tiéu chi Ung dung/Giao dién:
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+76,0% ngudi dén, 18 chitc tham gia khao sat hai long véi yéu td “Céc giao
dién thuc hién giao dich thén thién v&i ngudi sir dung”;

+77,2% ngudi dén, t6 chirc tham gia khéo sat hai long véi yéu td “phin mém
thuc hién giao dich dé st dung”;

+ 67,7% ngudi dan, tb chirc tham gia khéo st hai long véi yéu té “ing dung
phan mém co thé thuc hién duoc trén mot sb thiét bi phd bién”;

- Tiéu chi Thi tuc hanh chinh:

+ 81,4% ngudi dan, t8 chic tham gia khao sat hai long v6i yéu t6 “thi tuc
hanh chinh dwgc niém yét cong khai, ddy da”;

+ 80% ngudi dan, t6 chirc tham gia khéo sat hai long véi yéu t6 “tht tuc hanh
chinh duge niém yét chinh xac”;

+ 79% ngudi dan, t§ chic tham gia khao sat hai long véi yéu t “thanh phin
hé so phai ndp diing quy dinh”;

+ 85% nguoi dan, t§ chirc tham gia khao sat hai long v6i yéu t8 “thdi han hen
giai quyét 1a dﬁhg quy dinh”;

- Tiéu chi nhan vién BHXH (khi hd tro ngudi dan, t chirc, doanh nghiép giao
dich dién tr):

+ 81,1% ngudi dan, td chire tham gia khéo st hai 1ong véi yéu t6 “nhén vién
BHXH c6 thai 4§ giao tiép lich su™;

+ 84,1% ngudi dén, td chirc tham gia khéo sat hai long véi yéu td “nhén vién
BHXH chi v léng nghe ¥ kién ciia ngudi dén, 16 chic”,

+ 83,9% ngudi dan, td chic tham gia khao sat hai long voi yéu t6 “nhan vién
BHXH tra loi, giai ddp day du cac y kién ca ngudi dén, dai dién t6 chirc”;

+ 85,0% ngudi dan, td chitc tham gia khéo sat hai 1ong voi yéu té “nhan vién
BHXH hudng dan ké khai ho so tén tinh, chu d4o”;

+ 83,1% ngudi dan, td chire tham gia khao sat hai long véi yéu tb “nhan vién
BHXH hudng dan ké khai hé so dé higu”;

+ 83,4% ngudi dan, t§ chic tham gia khéo sat hai 1ong voi yéu té “nhan vién
BHXH tuén thu ding céc quy trinh giai quyét cong viée™;

- Tiéu chi Két qua cung tng:

+ 86,9% ngudi dén, t& chirc tham gia khao sat hai long véi yéu 5 “két qua
nhén duoc 14 dng quy dinh”;

+ 85,9% ngudi dén, t& chitc tham gia khao st hai long véi yéu t& “két qua
nhin dugc cé thdng tin ddy du”;
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+ 87,6% ngudi dan, td chirc tham gia khéo sat hai long véi yéu t6 “két qua
nhén dugc c6 thong tin chinh xac”;

- Tiéu chi Tiép nhan gbp ¥:

+ 62,7% ngudi dén, t6 chitc tham gia khao sét hai 1ong véi yéu t6 “phin mém
thue hién giao dich c¢6 cdng tiép nhan gdp ¥, phan anh, kién nghi ciia ngudi dén, tb
chuc”;

+63,5% ngudi dén, t6 chirc tham gia khéo sat hai 1ong véi yéu té “phin mém
thyuc hién giao dich d& dang thuc hién gép ¥, phan 4nh, kién nghi”;

+ 64,2% ngudi dén, t3 chirc tham gia khao sat hai long véi yéu té “co quan
tiép nhén va x ly tich cuc céc gop ¥, phan 4nh, kién nghj cia ngudi dan, tb chirc”;

+69,3% ngudi dan, t6 chie tham gia khao sat hai long vé6i yéu t& “co quan
théng bao kip thoi két qua xir I gép ¥, phan anh, kién nghj ctia ngudi dén, t6 chirc”;

4.2. Nhéan dinh ciia ngwoi dain, t6 chive di véi sie phuc vu cia co quan
BHXH khi dé nghi hé tro, tw vin qua tong dai CSKH theo cdc tiéu chi do lirong

Két qua do ludng chi s SIPAS 2020 nganh BHXH Viét Nam d4i v6i hinh
thirc hd tro, tr vén qua Téng dai CSKH theo céc tidu chi do ludong cu thé nhu sau:

- 78,1% ngudi dén, 18 chirc tham gia khao sat hai long véi tiéu chi “chét luong
thong tin tur vén, h tro”;

- 79,8% ngudi dan, 16 chirc tham gia khao sat hai 1ong véi tidu chi “nhén vién
tur vén co thai d6 giao tiép lich su”;

- 80,5% ngudi dan, t6 chirc tham gia khao sat hai 1ong véi tiéu chi “nhén vién
chit v ling nghe ¥ kién ctia nguoi dén, t6 chiic”;

- 79,7% ngudi dén, t6 chitc tham gia khao st hai 1ong véi tiéu chi “nhan vién
tur vén tra 1o, giai dap ddy da cac ¥ kién ctia ngudi dan, dai dién t§ chirc”;

- 73,2% ngudi dan, 6 chirc tham gia khéo sét hai long véi tiéu chi “cau tra 1o
nhan duge diy di, chinh xac”;

- 60,6% ngudi dan, t6 chirc tham gia khao sat hai long véi tiéu chi “viéc goi
dén Tdng dai dé dang, thuan tién™;

4.3. Nhin dinh ctiia ngwoi dan, 16 chike dbi véi sw phuc vu ciia nganh BHXH
Viét Nam khi thuc hién tra citu thong tin qua cdng théng tin dién tir theo cdc tiéu
chido luong

Két qua do luong chi sé SIPAS 2020 nganh BHXH Viét Nam déi v6i hinh
thire tra ctru thong tin qua cdng thoéng tin dién tir theo cic tiéu chi do ludng cu thé
nhu sau:

- 70,3% ngudi dan, td chitc tham gia khao sét hai long véi tiéu chi “chét lvong
thong tin nhén dwoc 1a pht hop”;
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- 66,5% ngudi dan, t6 chirc tham gia khao sat hai long véi tiéu chi “cong cu
hé tro tra ctru thong tin dé thuc hién™;

- 56,8% ngudi dén, td chitc tham gia khao sat hai long véi tidu chi “tc do/thdi
gian nhan dugc phan hdi/tra 16i nhanh”;

- 66,5% ngudi dan, t6 chirc tham gia khao s4t hai long véi tiéu chi “giao dién
cdng théng tin dé nhin, than thién”;

5. Sw mong do¢i cia ngwdi din, td chirc, doanh nghiép d6i véi sw phuc vu
cia nganh BHXH Viét Nam

Téng hop céc kién nghi, d& xuit clia ngudi dan, t6 chitc, doanh nghiép, c6
63,3% nguoi tham gia khéo sat mong mudn rat ngin thoi gian giai quyét cac tha tyc
hanh chinh; 56,7% ngudi tham gia khao sat mong muén tiép tuc don gian hoa cac
thi tuc hanh chinh v&@ BHXH, BHTN, BHYT; 56,7% ngudi tham gia khao sat mong
mudn nganh BHXH Viét Nam mé rong hon nita cic hinh thirc théng tin dé nguoi
dan d& dang tiép can théng tin chinh séch va théng tin vé thu tuc hanh chinh trong
linh vuc BHXH, BHTN, BHYT; 53,7% mong mudn tiép tuc ting cudng ‘g dung
cdng nghé théng tin, ning cao chit lugng phin mém, tinh ddng b gitta céc phin
mém giao dich dién tir; 34,2% dé nghi tiép tuc ning cao hon nita trinh d¢ chuyén
mén cia céng chire, vién chire; 32,1% mong mudn cai thién hon nita thai d6 phuc vu
cua cng chuc, vién chirc; 34,8% d& nghi cai thién co sé& vat chét.

I1I. MOT SO GIAI PHAP TRONG THOI GIAN TOI

- Tiép tuc ting cudng img dung céng nghé thdng tin trong viéc giai quyét thi
tuc hanh chinh, tao thuén loi t61 da cho ngudi dan khi thwe hién giao dich véi co quan
BHXH; cung cép théng tin va cung tmg dich vu cong truc tuyén dam bao hiéu qua,
thiét thwe, phit hop.

- Thudng xuyén ra sodt, hoan thién céc quy trinh nghiép vu BHXH, BHTN,
BHYT, dam bao khong phat sinh thi tuc hanh chinh; gidm thidu céc thanh phin hd
so, mau biéu, thudn loi cho ngudi dan, t§ chirc, doanh nghiép trong tham gia, huéng
BHXH, BHTN, BHYT.

- Pa dang hoa cac kénh thdng tin, tao didu kién thuan loi nhit cho ngudi dén,
18 chirc, doanh nghiép tiép can thong tin vé BHXH, BHTN, BHYT néi chung va
théng tin vé thi tuc hanh chinh trong linh vue BHXH, BHTN, BHY T néi riéng. Tang
cudng ddu tu, nang cép k¥ thust cho cic kénh cung cdp thong tin, hd tro, giai dap, tu
vén truc tuyén cho nguoi dan, t8 chire nhu: Cfing Théng tin dién t1; Téng dai cham
s6c khach hang; Fanpage BHXH Viét Nam... Cai thién thoi gian phan hdi khi khach
hang gii hd so giao dich'dién tir, tu van tryc tuyén, dic biét 1a khi khach hang tra
ciru qua Céng thong tin dién tir ciia BHXH.,

* Tel +84-28-3930 3279 * wvww.ThuVienPhapLuat.vn



16

-Xay dung céc tiéu chuin v& k¥ ning chuyén mén, thai dd nhén vién ciing
nhu quy trinh nghiép vu cu thé; chuén héa quy trinh va thdi gian phuc vu nguoi dan,
td chirc ¢ timg cdng doan cung ing dich vu cong, ddm bao chét lugng cung cép dich
vu ddng déu gitra cic viing, mién; dua vao thuc hién va 4p dung lam tiéu chi danh
gid xé&p loai céng chire, vién chirc trong thyc thi cng vu.

- Pinh ky hing nim thuc hién cic khio st toan dién va khao sat chuyén dé
d5i v6i timg nhém tham gia BHXH, BHTN, BHYT, don vi cung cip dich vu BHXH,
BHTN, BHYT: BHXH céc tinh, thinh phé, buu dién, dai 1y thu, co s& KCB
BHYT,...; thuc hién cic chuong trinh “khach hang bi mit” thudng xuyén dé tiép
nhin ddy da cc y kién danh gia cha ngudi tham gia BHXH, BHTN, BHYT, tir d6
xéac dinh muc tiéu, x4y dung ké hoach cai cach hanh chinh nganh BHXH Viét Nam
phit hop véi dinh huéng cua Chinh phi, dap tmg nhu ciu clia ngudi dan, ning cao
chét lvgng phuc vu ngudi tham gia BHXH, BHTN, BHYT, dap tmg yéu ciu cia da
dang nhém khach hang, tir nhitng nhém ngudi mirc thu nhép, yéu ciu cao cho dén
nhiing nhom yéu thé, dé tén thuong.

- Pua két qua do ludng su hai long cia ngudi dén, t4 chirc, doanh nghiép vao
14 mdt trong nhitng tidu chi danh gi, xép loai d6i véi BHXH céc tinh, thanh phd.

- Téng hop céc kién nghi, d& xuit, mong mudn cia ngusi din, td chirc, doanh
nghiép dé dé nghi cac don vi ddi tic tham gia cung cép dich vu hanh chinh céng vé
BHXH, BHTN, BHYT (buu dién; dai ly thu, co sé KCB BHYT) tiép tuc cai thién
chét luong dich vu, néng cao su hai long cia ngudi dan, td chirc, doanh nghiép.

_ Phét hién, tuyén truyén, quang b4 nhitng gwong dién hinh tién tién phuc vu
t6t ngudi dan, t8 chic va doanh nghiép tham gia BHXH, BHTN, BHYT trong va
ngoai nganh BHXH Viét Nam nham lan toa va nhin réng tinh than, thai 46 phuc vu
ngudi tham gia BHXH, BHTN, BHYT trong toan x4 hdi./.
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