BAO HIEM XA HOI VIET NAM CONG HOA XA HOI CHU NGHIiA VIET NAM
------- Déc ldp - Tw do - Hanh phuc

S6: 688/QD-BHXH Ha Ngi, ngay 30 thang 3 nam 2022

QUYET PINH

PHE DUYET VA CONG BO CHI SO HAI LONG CUA NGUOI DAN, TO CHUC
VA DOANH NGHIEP BOI VOI SU PHUC VU CUA NGANH BAO HIEM XA HOI
VIET NAM NAM 2020

TONG GIAM POC BAO HIEM XA HOI VIET NAM

Cdan civ Nghi dinh s6 89/2020/ND-CP ngay 04 thang 8 nam 2020 cua Chinh

phii quy dinh chitc ndng, nhiém vu, quyén han va co cdu t6é chirc ciia Bdo hiém xd hoi
Viet Nam,

Cdn cit Nghi quyét s6 30¢/NO-CP ngay 08 thang 11 nam 2011 cia Chinh phii
ban hanh Chuong trinh tong thé cdi cach hanh chinh nha nwéc giai doan 2011-2020;
Nghi quyét sé6 76/NQ-CP ngay 13 thing 6 nam 2013 ciia Chinh phi sira déi, b6 sung
mét s6 diéu ciia Nghi quyét s6 30¢/NO-CP ngay 08 thang 11 nam 2011 ciia Chinh phii
ban hanh Chwong trinh tong thé cdi cdch hanh chinh nha nwéc giai doan 2011-2020;

Can cw Quyet dinh sé 2640/0P-BNV ngay 10/1 072017 cua B9 truong Bo Noi
vu phé duyét Bé an “Po lwong sy hai long ciia nguoi dan, t6 chike doi véi sw phuc vu
cua co quan hanh chinh nha nuéc giai doan 2017-2020’;

Can cir Quyét dinh sé 333/KH-BHXH ngay 02/4/2021 ciia Tong Gidm doc Bdo
hiém xd héi Viét Nam phé duyét Ké hoach Pdanh gi& sw hai long ciia nguoi dan, t6
chure va doanh nghiép doi véi sw phuc vu cua nganh Bao hiém xa héi nam 2020;

Theo dé nghi cua Gidm doc T rung tam Dich vu hé tro, cham séc khdch hang.

QUYET PINH:

Picu 1. Phé duyét va cong bd Chi s6 hai 1ong ctia ngudi dan, to chirc va doanh
nghiép ddi véi sy phuc vu ctia nganh Bao hiém xa hoi Viét Nam nam 2020 (B4o céo
tom tit kém theo).

Piéu 2. Cin cr chi s6 hai 1ong ctia ngudi dan, to chic va doanh nghiép dbi vai
su phuc vu cua nganh Béo hiém x3 hdi Viét Nam nam 2020, cac don vi truc thudc
Bao hlém xd hoi Viét Nam, Bao hiém x3 hoi cac tinh, thanh ph tryc thudc Trung
wong t6 chirc quan triét, rat kinh nghiém, co giai phap nang cao hon nta chat lugng
phuc vu ctia co quan Bao hiém x4 hoi cac cap, dap ung su hai 1ong cua nguoi dan, to
chire va doanh nghi€p trong tham gia bao hiém xa hoi, bao hiém that nghiép, bao hiém
y té.

Pi¢u 3. Quyét dinh nay c6 hiéu lyc ké tir ngay ky. Giam ddc Trung tam Dich
vu hd trg, chim séc khach hang, Chanh Vin phong Bao hiém x4 hdi Viét Nam, Thu
truong cac don vi truc thudc Bao hiém xa hoi Viét Nam, Giam dc Bao hiém x hoi
cac tinh, thanh phé tryc thudc Trung uong chiu trach nhiém thi hanh Quyét dinh nay./.



o TONG GIAM POC
Noi nhdn:

- Nhu Piéu 3;

- Bo Noi vu;

- Cdc don vi truec thuéc BHXH Viét Nam;

- BHXH cac tinh, thanh pho”’ triee thuoe TW;

- Cong TTPT BHXH Viét Nam; Nguyén Thé Manh
- Cong TTPT BHXH cac tinh, TP; :

- Luu: VT, CSKH.



BAO CAO TOM TAT

KET QUA 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 (SIPAS 2020)

(Ban hanh kém theo Quyét dinh s6: 688/QD-BHXH ngay 30 thang 3 nam 2022 ciia
Tong Giam doc Bao hiéem xa hoi Viét Nam)

L. 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 HQI VIET NAM NAM 2020

1. Co so

Quyét dinh s6 2640/QD-BNV ngay 10/10/2017 ctia Bo truong Bo Noi vu phé
duyét Pé an do luong sy hai long cia nguoi dan, td chie dbi véi su phuc vu cua co
quan hanh chinh nha nudc giai doan 2017-2020 giao nhiém vu: cac by, co quan ngang
bd, co quan thudc Chinh phu, Uy ban nhan dan cac tinh, thanh ph6 truc thudc Trung
wong cé trach nhiém t6 chuc trién khai do luong su hai 1ong ctia ngudi dan, t6 chuic
trong pham vi bo, nganh dia phuong theo yéu cau quan 1y va cong bd két qua chi s6
hai long cua nguoi dan, td chirc ddi vai su phuc vu ctia co quan hanh chinh nha nuéc
thugc pham vi quan ly cua cac bg, nganh, dia phuong; T6 chirc thong tin, tuyén truyén
viéc trién khai va két qua do ludong su hai long trong pham vi bd, nganh, dia phuong.
Su dung két qua do ludong su hai long quy mod qudc gia, nganh, dia phuong dé cai
thién chat luong phuc vu cia co quan hanh chinh nha nudc, nang cao su hai 1ong cua
ngudi dan, t6 chirc.

Trén co sé d6, ngay 02/4/2021, Tong Giam dc Bao hiém xa hoi (BHXH) Viét
Nam ban hanh Quyét dinh s6 333/QD-BHXH phé duyét Ké hoach Panh gia sy hai
1ong ctia ngudi dan, t6 chtc va doanh nghiép dbi véi sy phuc vu ciia nganh BHXH
nam 2020.

2. Muc dich

Po luong su hai 10ng ctia ngudi dan, t6 chic va doanh nghiép d6i vai sy phuc
vu ciia nganh BHXH Viét Nam nham dénh gia khach quan chat lugng phuc vu, cung
tng dich vy cong cia nganh BHXH Viét Nam thong qua y kién phan hbi cua nguoi
dan, t6 chirc va doanh nghi¢p. Thong qua do, nganh BHXH Viét Nam nam bat nhu
cau, mong mubn ciia ngudi dan, to chirc va doanh nghiép dé c6 nhitng bién phép cai
thién chat luong phuc vu, cung ung dich vu cong nham nang cao sy hai long va dam
bao quyén, loi ich hop phap cua ngudi dan, to chirc, doanh nghiép.

3. Poi twong, pham vi, tiéu chi do lwdong

- PBéi tuong: La nguoi dan, t6 chic va doanh nghiép tham gia va thy hudng
chinh sich BHXH, bao hiém that nghi¢p (BHTN), bao hiém y t¢ (BHYT).

- Pham vi: Po luong sy hai long cua nguoi dan, t0 chire va doanh nghiép doi
voi sy phuc vu cua nganh BHXH trong pham vi ca nude tir ngay 01/01/2020 dén ngay
31/12/2020 (chon mau ngau nhién 10 tinh, thanh pho dai dién 06 vung kinh té trong ca
nudc).



- Tiéu chi do luong: Tiéu chi do ludng su hai 10ng cta ngudi dan, t6 chuc va
doanh nghiép d6i v6i su phuc vu ciia nganh BHXH dugc xac dinh chung theo 5 yéu
t6: Tiép can dich vu hanh chinh cong trong linh viec BHXH, BHYT, BHTN; Thu tuc
hanh chinh; Vién chirc truc tiép giai quyét cong viec; Két qua dich vy hanh chinh (bao
gdm dich vy cong) trong linh vue BHXH, BHYT, BHTN; Tiép nhan, giai quyét y kién
gop v, phan anh, kién nghi ctia nguoi dan, t6 chtc va doanh nghiép.

4. Noi dung

- Thu thap thong tin tir y kién phan hoi cia nguoi dan, t6 chic va doanh nghiép
ve€ qua trinh cung ung va két qua dich vu cong thong qua hinh thuc di€u tra xa hoi hoc
chon mau.

- Boi tugng dicu tra xa hoi hoc:

+ Ddi véi diéu tra tai thue dia: Nguoi dan, nguoi dai dién cho td chuc, doanh
nghiép da thuc hién tha tuc hanh chinh tai b phan mot ctra cua co quan BHXH, tai
Trung tdm hanh chinh cong hodc tai buu dién, dai ly thu; nguoi da kham chira bénh
BHYT tai co s kham, chira bénh (KCB) vao nam 2020.

+ Dbi voi didu tra truc tuyén trén trang/cong thong tin dién tir ciia co quan
BHXH Viét Nam (qua giao dich dién tt, tra ctru thong tin, tong dai CSKH): Ngudi dai
dién cho to chirc va c4 nhan tham gia va thy huéng BHXH, BHYT, BHTN da thuc
hién thu tuc hanh chinh qua giao dich di¢n tu hodc tra ctru thong tin tai Trang/céng
thong tin dién tir ciia co quan BHXH hodc héi dap qua tong dai CSKH vao nam 2020.

- Viéc chon mau dugc thuc hién theo phuong phap ngﬁu nhién phan tﬁng dé
dam béo cac d6i tuong diéu tra xd hoi hoc duge chon khach quan, dai di¢n cho nguoi
dan, t6 chuc va doanh nghiép thudc moi thanh phﬁn tai cac dia phuong dugc chon dai
dién cac vung kinh té trong ca nudc, tuan thu hudng dan cach chon miu tai Quyét
dinh 2460/QD-BNV. Quy trinh chon miu gdm cac budc nhu sau: (1) Xac dinh dja
diém va tong mau cho khao sat do ludng sy hai long: chon céc tinh dai dién cho 06
ving kinh t& gom: Trung du mién nui phia Bic, Pong bang song Hong va Bic Trung
B9, ven bién Trung Bo, Tay Nguyén, Pong Nam Bo, Pong bang song Ciru Long. Mdi
khu vuc s& chon céc tinh dai dién, mdi tinh chon 05 dia diém/d6i tuong ma nguoi dan
da ting giao dich vao nim 2020 theo phwong phap chon mau ngiu nhién; (2) Xdc
dinh danh sach téng thé mau cta tung dia diém/ddi tuong; (3) Chon mau cho ting dia
diém/dbi tuong theo c& mau da xac dinh theo phuong phap chon mau ngau nhién.
Tong ¢ mau didu tra x4 hoi hoc SIPAS 2020 ciia Nganh BHXH Viét Nam trong ca
nuéde 1a 17.200 mau, trong dé: 16.000 mau déi véi khao sat tryc tiép va 1.200 mau d6i
v6i phiéu khao sat truc tuyén.

5. Co quan thuc hién

- Trung tam Dich vu hd tro, cham séc khach hang la co quan chu tri trién khai
va giam sat viéc SIPAS 2020 nganh BHXH Viét Nam theo sy phan cong cua BHXH
Vi¢t Nam, Tong Giam doc BHXH Vi¢t Nam.

- Cong ty Nghién ctru Thi truong TI TA thyc hi¢n toan bo cac ndi dung cong
viéc do luong su hai long cua nguoi dan, td chirc va doanh nghiép ddi véi su phuc vu
cia nganh BHXH Viét Nam theo Hop dong ky két voi Trung tam Dich vu hd tro,
cham soc khach hang.



- Cac don vi truc thuoc BHXH Viét Nam, BHXH cac tinh, thanh phd truc
thudc Trung wong tham gia hd tro trong cung cip dir liéu phuc vu chon miu diéu tra
x3 hoi hoc, tuyén truyén, phd bién chu truong, ké hoach do luong su hai long dé ngudi
dan, t6 chtc va doanh nghiép biét, ung ho viéc diéu tra xa hoi hoc do nganh BHXH
Viét Nam trién khai.

6. Quy md diéu tra xa hdi hoc (XHH)

SIPAS 2020 nganh BHXH Viét Nam tién hanh dleu tra xa hoi hoc véi tong so
phleu phat ra tai 10 tinh, thanh pho dai dién 06 vung kinh té trong ca nudc voi tong sb
mau 17.200 phiéu. Tong s6 phiéu thu vé hop 1é 1a 17.200 phiéu, dat 100%.

Thanh phan nhan khau hoc cta di twong tra 10i phiéu diéu tra XHH da dang,
c6 tinh dai dién cao cho moi nguoi dan thudc moi thanh phan nhan khau hoc, t6 chic
thudc moi loai hinh tir dai dién cac ving, mién trong ca nudc, cu thé nhu sau:

- 32,8% dbi tuong la nam va 67,2% doi tuong 1a ni.

- D6 tudi ddi twong tham gia khao sat trai déu tir 18 dén trén 55 tudi, trong d6
29,6% la nhom thanh nién tir 18 - 30 tudi; 63,3% la nhom trung nién tir 31 - 55 tudi va
7,2% la nhom trén 55 tuoi.

- Thu nhép binh quéan cua nguoi tham gia khao sat nhu sau: 33,4% c6 thu nhép
tur 17 triéu/thang tré 1€n; 19,7% c6 thu nhdp trung binh tr 12 dén dudi 17 tricu va
46,9% c6 thu nhap dudi 12 triéu;

- Trinh d6 hoc van ctia nguoi tham gia khao sat da dang voi 26,1% t6t nghiép
cap 1,2; 24,6% tot nghi¢p cap 3 va 49,3% tot nghi€p trung cap, cao dang va dai hoc.

- 40,4% nguoi tham gia khao sat 1a lao dong tu do; 41,3% nguoi lam viéc tai
céc td chure, doanh nghiép cép quan ly/nhan vién; 6,7% can bo, cong chirc, vién chirc,
ngudi lao dong lam viée trong luc lwong vii trang; 2,9% la d6i twong dang nghi huu va
8,8% lam viéc trong cac nganh nghé khac.

7. Thuan lgi trong thuc hién

- Viéc thuc hién SIPAS 2020 nganh BHXH Viét Nam véi day du cac van ban
hudng dan tir Chinh phu va cac bg, nganh chirc ndng, dic bi¢t 1a hé théng van ban cua
Ban Chi dao Cai cach hanh chinh Quéc gia va BO Noi vu; su phéi hop chét chée, trach
nhiém giita cac don vi truc thuoc BHXH Viét Nam va ngudi déan, to chic, doanh
nghi€p tham gia BHXH, BHTN, BHYT trong ca nudc.

- Pon vi tu vin (Cong ty Nghién ctru thi trudng TI TA) 1a mot don vi ¢6 kinh
nghiém trong linh vuc nghién ctu thi truong voi doi ngl di€u tra vién rong khap, cod
trinh d9, k¥ nang, nam chac dia ban nén thuan lgi trong di€u tra, khao sat.

- Phuong phap trién khai SIPAS 2020 nganh BHXH Viét Nam duoc thuc hién
theo Quyét dinh sd 2460/QD-BNV ngay 10/10/2017 cua B¢ truong Bo Noi vu, dong
thoi c6 tinh dén nhitng yéu t6 dic trung trong thyc hién thu tyc hanh chinh cua nganh
BHXH Viét Nam, dam bao khoa hoc, rd rang, cu thé, d& trién khai va mang lai két qua
khach quan, phan anh sat thuc tién t6 chirc thuc hién nhiém vu cua co quan BHXH
céc cap trong ca nudc.

- Mic du diéu tra XHH duoc thyc hién v6i ¢d mau 16n nhung do c¢6 h¢ thong
co sO dir liéu quan ly tap trung nén kha thuan loi trong viéc chon mAu, chat luong
danh sach mau t6t, day du thong tin, thuan loi cho qué trinh diéu tra XHH.



- Qua trinh trién khai SIPAS 2020 nganh BHXH Viét Nam dugc thyc hién chu
dong, tich cuc, linh hoat, sang tao trong bdi canh dich bénh Covid-19 dién bién phirc
tap, da lang nghe dugc y kién phan hoi tir 17. 200 nguoi dén, t6 chuc, doanh nghiép
thudc moi thanh phan, dén tir dai dién cac ving mién trong ca nudc.

8. Kho khan, thach thirc trong thwe hién

- Péi tuong diéu tra XHH 13 ngudi dan, t6 chirc, doanh nghiép da trai nghi¢ém
dich vu cong trong linh vyc BHXH, BHTN, BHYT dén tir dai dién cac vung mién
trong ca nudc nén rat 16n vé sd lugng va rit da dang, khéc biét vé thanh phan trinh
dd, nhan thiec... nén ¢O nhitng kho khan nhét dinh trong qua trinh diéu tra, khao sat.

- C6 mot sb nguoi dan, td chirc, doanh nghi¢p con e ngai tham gia tra 101 khao
sat, tra 101 qua loa, chua thyc sy c61 mo khi dua ra cac ly do khi danh gia khong hai
long hozc khong co thém nhan dinh khi danh gi4 rat hai long, phan nao anh hudng dén
mdt s6 thong tin thu duge cua khao sat.

- Dich bénh Covid-19 dién bién phirc tap, gidn cach xa hoi, giam thiéu tiép xuc
truc tiep cling gdy kho khan nhat dinh cho viéc thuc hi¢n diéu tra, khao sat.

1L 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. Nhan dinh ctia nguoi dén, té chirc, doanh nghiép doi véi sw phuc vu ciia
nganh BHXH Viét Nam nam 2020 theo hinh thirc giao dich

Két qua do luong chi s6 SIPAS 2020 nganh BHXH Viét Nam theo loai hinh
giao dich dat 81,4% hai long, cu theé:

- 81,6% ngudi dén, t6 chitc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long vai1 chat lugng cung cap dich vu cong khi dén giao dich truc tiep voi nganh
BHXH tai cac co quan nhu “bd phan mot ctra” hoac “buu dién” hoac “dai ly thu” hoac
“co s& KCB”;

- 75,9% ngudi dén, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong voi chat luong giao dich tryc tuyén (giao dich dién tu; tra ctu thong tin tai
Trang/cong thong tin dién tir cia co quan BHXH; hoi dép qua tong dai CSKH).

2. Nhén dinh ciia nguoi dan, to chikc, doanh nghiép (‘101 vé&i su phuc vu caa
nganh BHXH Viét Nam khi giao dich truec tiép theo viing mién

7 Két qua do ludng chi s6 SIPAS 2020 nganh BHXH Viét Nam theo ving mién
cu thé nhu sau:

- 82,9% ngudi dén, to chirc, doanh nghiép vung Dong bang song Hong tham
gia diéu tra XHH SIPAS 2020 hai long véi chat lugng cung cap dich vu cong;

- 88,1% nguoti dan, t6 chirc, doanh nghiép vung Trung du va mién nui Bic bd
tham gia diéu tra XHH SIPAS 2020 hai long véi chat luong cung cap dich vu cong;

- 82,9% nguoi dan, t6 chirc, doanh nghiép ving Béc Trung bo, Duyén hai Nam
Trung bo tham gia diéu tra XHH SIPAS 2020 hai long véi chat lugng cung cap dich
vu cong;

- 83,4% nguoi dan, to chuc, doanh nghiép ‘vung Tay Nguyén tham gia diéu tra
XHH SIPAS 2020 hai long véi chit lugng cung cap dich vu cong;



- 73,5% ngudi dan, to chic, doanh nghi¢p ving Déng Nam bd tham gia diéu
tra XHH SIPAS 2020 hai long véi chat lugng cung cap dich vu cong;

- 80,2% ngudi dan, to chic, doanh nghiép vung DPong bang song Cuu Long
tham gia diéu tra XHH SIPAS 2020 hai 1ong véi chat luong cung cip dich vu cong.

3. Nhén dinh cia nguoi dan, to chirc doi véi sw phuc vu ciia nganh BHXH
Viét Nam tai cac dja diem giao dich theo cac tiéu chi do luong
_ 3.1. Két qud do luong chi s6 SIPAS 2020 nginh BHXH Vi¢gt Nam theo dia
diem giao dich nOi chung dat 81,6% hai long
Cu thé:
- 82,9% nguoi dan, t6 chtrc, doanh nghiép tham gia diéu tra XHH SIPAS 2020

hai 1ong v6i chat luong cung cap dich vu cong khi dén giao dich tryc tiép tai b phan
Mot cura cua co quan BHXH;

- 82,1% nguoi dén, t6 chiic, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i chat lugng giao dich tryce ti€p tai Dai 1y thu;

- 82,7% ngudi dén, t0 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i chat lugng giao dich tryc ti€p tai Buu di¢n;

- 78,9% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi chét luong
giao dich truc tiép tai co s6 KCB BHYT:

3.2 Két qua do lwomg chi s6 SIPAS 2020 nganh BHXH Vi¢t Nam tgi dia

diem giao dich theo tiéu chi do luong

3.2.1. Tai Bo phan Mot cira

Két qua do luong chi s6 SIPAS 2020 nganh BHXH Viét Nam tai BO phan Mot
ctra theo ti€u chi danh gia cu thé nhu sau:

- Tiéu chi Co s¢ vat chat:

+81,4% nguoi dan, to chue, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long voi yéu to “noi ngdi cho giai quyét cong viée tai co quan ¢6 du chd ngdi”;

+80% nguoi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu té “trang thiét bi phuc vu ngudi dan, to chiic tai co quan day du”;

+ 75,5% nguol dan, toy chtrc, doanh nghiép tharr} gia diéu tra XHH SIPAS 2020
hai long véi yéu to “trang thiét bi phuc vu nguoi dan, t6 chirc tai co quan hién dai”;

+ 79,4% ngufyi dan, t(x)’ churc, doanh nghiép tham gia diéu tra XHH S~ IPAS 2020
hai long v&i yéu to “trang thiét bi phuc vu nguot dan, to chirc tai co quan dé s dung”;

- Ti€u chi Thu tuc hanh chinh

+ 84,8% ngudi dan, t6 chitc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i yeu to “thu tuc hanh chinh dugc niém yét cong khai, day du”;

+ 84,9% ngudi dan, t0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai 1ong v6i yéu to “thu tuc hanh chinh dugce niém yét chinh xac”;

+ 85,9% ngudi dan, 0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “thanh phan ho so phai nop diing quy dinh”;



+ 86,8% nguéri dan, t6 chuc, dganh nghiép tham gi;l diéu tra XHH SIPAS 2020
hai long v6i yéu to “thoi han gidi quyét ho so ghi trong gidy hen dung quy dinh”;

- Tiéu chi Nhan vién BHXH:

+ 83,4% nguoi dan, t6 chirc, doanh nghiép tham gia dicu tra XHH SIPAS 2020
hai long véi yéu to “nhan vién BHXH c6 théi 6 giao tiép lich su”;

+ 81,0% ngu’c‘yi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “nhan vién BHXH chua y lang nghe y kién ctia nguoi dan, to chuce”;

+ 82,8% ngtg:di dan, t6 chuc, doanh nghiép tham gia} diéu tra XHH’SIPAS 2020
hai long voi yeu t6 “nhén vién BHXH tra loi, gidi dap day du cac y kién cua nguoi
dan, dai dién t0 chuc”;

+ 83,3% nguéri dan, t6 chuc, doanh nghiNép tham gia‘diéu tra XHH SIPAS 2020
hai long vai yéu to “nhan vién BHXH hudng dan ké khai ho so tan tinh, chu dao”;

+ 84,8% ngu’c‘yi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai l1ong vé&i yéu t6 “nhan vién BHXH huéng dan ké khai ho so dé hiéu”;

+ 84,6% nguoi dan, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “nhan vién tuan thu dung cac quy dinh trong gidi quyét cong viéc”;

- Tiéu chi Két qua cung tng;

+ 88,2% ngu’c‘yi’dén, td chc, c}oanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua giai quyet TTHC nhén dugc la dung quy dinh”;

+ 89,6% nguéri dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “két qua nhan dugc cd thong tin day du”;

+ 89,1% ngu’c‘yi’dén, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua nhan dugc c6 thong tin chinh xac”;

- Tiéu chi Tiép nhan phan anh, kién nghi:

+79,8% ngudi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 10ng v6i y€u t0 “co quan c6 bo tri hinh thie tiep nhén gop y, phdn anh, kién nghi
cua nguoi dan, to chuc”;

+ 76,1% ngu’(‘yiNdén, t6 chirc, doanh nghiép tham gie} diéu tra XHH SIPAS 2020
hai long véi yéu to “dé dang thuc hién gop y, phan anh, kién nghi”;

+77,8% ngu:(n dan, to chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu to ¢ ‘co quan tiép nhan va xir 1y tich cuc cac gép ¥, phan anh, kién
nghi ctia nguoi dan, to chirc”;

+78,9% nguoi dan, té chitc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long voi yéu t6 “co quan thong bao kip thoi két qua xur ly cac y kién gop ¥, phan
anh, kién nghi cho nguoi dan, to chuc”;

3.2.2. Tai Dagi ly thu

Két qua do luong chi s6 SIPAS 2020 nganh BHXH Viét Nam tai Dai 1y thu
theo tiéu chi danh gia cu thé nhu sau:



. - Tiéu chi Tiép can dich vu: 80,3%’ngu’éri dan, t6 chitrc, doanh nghi€p tham gia
dieu tra XHH SIPAS 2020 hai long véi yeu to “dai ly thu c6 vi tri thuan tién giap cé
nhan tiét ki¢m thoi gian, chi phi di lai”;

- T1€u chi Thu tuc hanh chinh

+ 82,9% ngu:di dan, t6 chuc, doanh nghiép thgm gia diéu tra XHH SIPAS 2020
hai long véi yéu to “thu tuc hanh chinh dugc niém yét cong khai, day du”;

+83,0% nguoi dén, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “thu tuc hanh chinh dugc ni€ém yét chinh xac”;

+ 82,4% nguoi dén, 0 chirc, doanh nghigp tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “thanh phan ho so phai nop dung quy dinh”;

+83,3% nguoi dén, t6 churc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu to “thoi han giai quyét ho so ghi trong gidy hen dung quy dinh™;

- Tiéu chi Nhan vién Pai ly thu:

+ 84,7% ngu‘oi dan, t6 chuic, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long vdi yeéu to “nhan vién dai ly c6 thai do giao tiép lich su”;

+ 83,4% ngudi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “nhan vién dai ly chu y lang nghe y kién cua nguoi dan, t6 chiic”;

+ 83,00/9 ngu‘oi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long vo6i yéu t6 “nhan vién dai ly tra 101, giai dap day du cac y kién cua nguoi dan,
dai dién to chuc”;

+84,2% nguoi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 10ng véi yéu to “nhan vién dai Iy huéng dan ké khai ho so tan tinh, chu ddo”;

+ 84% pgu:gl dan, td chuac, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long vé&i yéu to “nhan vién dai Iy hudng dan ké khai ho so dé hiéu”;

+ 84,0% ngudi dan, t0 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “nhén vién tuan tha ding cac quy dinh trong giai quyét cong vigc”;

- Tiéu chi Két qua cung tng:

+ 85,1% nguoi dan, t6 chic, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua giai quyet TTHC nhén dugc la dung quy dinh”;

s 86,3% ngu‘oi’dén, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long vai yeéu to “két qua nhan dugc co thong tin day du”;

+ 85,4% nguéri’dén, td chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua nhan dugc cd thong tin chinh xac”;

- Tiéu chi Tiép nhan phan anh, kién nghi:

+75,7% nguoi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v61 yéu to “dai 1y c6 bo tri hinh thirc ti€p nhén gop y, phan anh, kién nghi cua
nguoi dan, to chuc”;

+75,1 % nguoi dan, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong vai yéu té “dé dang thuc hién gop ¥, phan anh, kién nghi”;



+76,4% nguoi dan, t6 chue, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “tiép nhan va xu ly tich cuc cac gop y, phan anh, kién nghi ctua
nguoi dan, to chiac”;

+77,0% nguoi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020

hai long véi yéu t6 ¢ ‘thong bao kip thoi két qua xur 1y cac y kién gop ¥, phan anh, kién
nghi cho ngudi dan, t6 chic”;

3.2.3. Tai Buu dién

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

‘ - Tiéu chi Tiép can dich vu: 81,4% ’ngu’(‘)’i dan, t6 chtrc, doanh nghiép tham gia
dieu tra XHH SIPAS 2020 hai long voi yéu to “Buu dién ¢6 vi tri thudn tién giup cé
nhan tiét ki¢m thoi gian, chi phi di lai”;

- T1€u chi Thu tuc hanh chinh

+ 83,2% ngu’éri dan, t6 chuc, doanh nghi¢p thgm gia diéu trq XHH SIPAS 2020
hai long véi yéu to “thu tuc hanh chinh dugc niém yét cong khai, day du”;

+ 84,0% ngudi dan, 0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long v&i yéu t0 “tht tuc hanh chinh dugc niém yét chinh xac”;

+ 83,3% ngudi dan, 0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “thanh phan ho so phai np dung quy dinh”;

+84,4% ngudi dan, t6 churc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu to “thoi han giai quyét ho so ghi trong gidy hen dung quy dinh”;

- Ti€u chi Nhan vién Buu dién:

+ 84,4% ngq:‘oi dan, t6 chuc, doanh nghiép tham gia diéu tra XHH SIPAS ZOZQ
hai long véi yéu t0 “nhén vién buu dién chu y lang nghe y kién cuia nguoi dan, to
chuc”;

+ 84,1% ng}r(‘yi dan, t6 chue, doanh nghiép tham gia‘diéu tra XHH ’SIPAS 2020
hai long véi yéu to “nhan vién buu dién tra 101, giai dap day du cac y kién cuia nguoi
dan, dai dién t0 chirc”;

+ 84,8% ngudi dan, t6 chue, doanh nghiég tham gia djéu tra XHH SIPAS 2020
hai long véi yéu to “nhan vién buu dién hudng dan ké khai ho so tan tinh, chu dao™;

4 84,1% ngu’éri dan, t6 chic, doanh nghiéE tham gia djéu tra XHH SIPAS 2020
hai long v6i yéu to “nhan vién buu dién hudng dan ké khai ho so de hiéu”;

+ 84,9% ngudi dan, 0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long v6i yéu to “nhan vién tuan thu ding cac quy dinh trong gidi quyét cong viéc”;

- Tiéu chi Két qua cung tng:

+ 86,0% ngudi dan, 0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua giai quyet TTHC nhén dugc 1a dang quy dinh”;

+ 86,2% nguéi’dén, t6 chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai long véi yéu to “két qua nhén dugc co thong tin day du”;



+ 85,5% ngudi dan, t0 chirc, doanh nghi¢p tham gia diéu tra XHH SIPAS 2020
hai long vai yéu to “két qua nhan dugc c6 thong tin chinh xac”;

- Tiéu chi Tiép nhan phan anh, kién nghi:

+ 76,7% ng}réi dan, to chtrq, doanh nghiép tham gia diéu tra XHH SIPA§ 2020
hai long véi yéu t6 “co quan c¢6 b6 tri hinh thirc ti€p nhén gop y, phan anh, kién nghi
cua nguoi dan, to chuc”;

+74,8% nguoi dan, t chirc, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong véi yéu to “dé dang thuc hién gop ¥, phan anh, kién nghi”;

+76,0% ngudi dan, t6 chire, doanh nghiép tham gia diéu tra XHH SIPAS 2020
hai 1ong vé6i yéu t6 “co quan tiép nhan va xt 1y tich cuc cac gop ¥, phan anh, kién
nghi ctia nguoi dan, to chirc”;

+ 77,4% ng}réi dan, té chure, doanh nghi¢p t}lam gia diéu tra XHH SIPAS 2020
hai long voi yéu t6 “co quan thong bao kip thoi két qua xur ly cac y kién gop ¥, phan
anh, kién nghi cho ngudi dan, to chuce”;

3.2.4. Tai Co so¢ KCB BHYT

Két qua do luong chi sé SIPAS 2020 nganh BHXH Viét Nam tai Co so KCB
BHYT theo ti€u chi danh gia cu thé nhu sau:

- Tiéu chi Tiép can dich vu:

+ 80,0% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long voi yéu t0
“Miurc d¢ de dang trong dang ky KCB khi str dung thé¢ BHYT”;

+ 83,2% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t
“Phong cho c6 du ghé ngoi cho nguoi bénh va su dung tot”;

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

+ 70,0% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long voi yéu t
“Trang thiét bi phuc vu nguoi bénh tai co s¢ KCB hi¢n dai”;

- Tiéu chi Thu tue KCB BHYT

+79,0% nguoi dan tham gia diu tra XHH SIPAS 2020 hai long véi yéu to
“Gia dich vy niém yét ro rang, cong khai”;

+ 82,6% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“Thu tuc (quy trinh) KCB BHYT dugc niém yét cong khai, day du”;

+ 82,2% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t
“Thu tuc (quy trinh) KCB BHYT duoc niém yét chinh xac”;

+ 83,5% ngudi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu o
“Thanh phan ho so nguoi bénh phai xuat trinh, phai ndp khi di KCB BHYT la ding
quy dinh”;

+ 83,3% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu o
“Thoi han giai quyét 1a ding quy dinh”;

- Tiéu chi Nhan vién y té:



+ 81,1% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“nhén vién y t& tiép don, hudng dan nguoi bénh BHY T lam céc thu tuc c6 thai do giao
tiép lich su”;

+ 82,4% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“nhan vién y t€ lang nghe, tra 101, giai dap ngudi bénh BHYT day da”;

+ 81,7% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“nhéan vién y t€ huéng dan ké khai ho so tan tinh, chu ddo”;

+ 77,0% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long voi yéu t
“nguoi bénh BHYT duoc nhan vién y t€ ton trong, doi xur cong bang, quan tam, giup
do”;

+ 78,6% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t
“nang lyc chuyén mon cua bac si, di€u dudng dap ing mong doi”;

- Tiéu chi Két qua cung tng;

~ +80,7% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu o
“keét qua KCB BHYT da déap tng dugc nguyén vong cua ngudi bénh BHYT”;

+ 82,3% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long véi yéu t6
“l?éng ké chi phi KCB ngoai trt, ndi tra, cac hoa don va két qua KCB dugc cung cap
day du, ro rang”;

_ + 83,2% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long voi yeu t
“quyeén loi KCB BHYT dugc dam bao chinh xac”;

- Tiéu chi Tiép nhan phan anh, kién nghi:

+72,1% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long vdi yéu t6 “co
s& KCB c6 bo tri hinh thtrc tiép nhan gép y, phan anh, kién nghi cta ngudi dan, to
chuc”;

+ 69,2% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long voi yéu t
“nguoi bénh BHYT, ngudi nha nguoi bénh BHYT thuc hién gop y, phan anh, kién
nghi dé dang”;

+71,9% nguoi dan tham gia diéu tra XHH SIPAS 2020 hai long vdi yéu t6 “co
s&¢ KCB tiép nhan va xur 1y tich cuc cac gop y, phan anh, kién nghi cua ngudi bénh
BHYT”;

+71,0% ngudi dan tham gia dicu tra XHH SIPAS 2020 hai long vdi yéu t6 “co
s& KCB thong bao kip thoi két qua xtr Iy cac y kién gop y, phan anh, kién nghi cho
nguodi dan”;

4. Nhan dinh céia nguwoi din, to chirc d6i véi sw phuc vu ciia co quan
BHXH khi st dung hinh thire giao dich trwe tuyen

75,9% nguoi dan, dai dién td chirc tham gia diéu tra XHH SIPAS nganh BHXH
Vi¢t Nam nam 2020 hai long véi sy phuc vu cua co quan BHXH khi giao dich tryc
tuyén, cu thé nhu sau:

- 78,4% ngqéi dan, dai dién td chic tham gia khao sat hai long khi thuc hién
giao dich dién tt vé¢ BHXH, BHTN, BHYT;



- 65,0% ngu’c:yi dan, dai dién t6 chirc tham gia khao sat hai long khi thyc hién tra
ctru thong tin qua cong thong tin dién tr BHXH;

- 75,3% ngudi dén, dai dién to chirc tham gia khéo st hai long khi goi dién dé
nghi tu van chinh séch qua Tong dai chdm so6c khach hang.

4.1. Nhgn dinh ciia ngwoi din, té chirc doi véi sw phuc vu ciia co quan
BHXH khi thwe hién hinh thirc “giao dich dién tie” theo cac tiéu chi do luong

Két qua do ludng chi s6 SIPAS 2020 nganh BHXH Viét Nam di voi hinh thirc
giao dich dién tur cu thé nhu sau:

- Tiéu chi Ung dung/Giao dién:

+ 76,0% ngudi dan, to chirc tham gia khao sat hai long véi yéu té “Cac giao
dién thuc hién giao dich than thién v&i nguoi st dung”;

+ 77,2% ngudi dan, t6 chirc tham gia khao sat hai 1ong v6i yéu t6 “phan mém
thuc hién giao dich dé st dung”;

+ 67,7% nguoi dan, t6 chirc tham gia khao sat hai 1ong véi yéu to “img dung
phan mém co6 thé thuc hién dugc trén mot so thiét bi phd bién”;

- Ti€u chi Thu tuc hanh chinh:

+ 81,4% ngudi dan, to chirc tham gia khao sat hai long véi yéu t6 “thii tuc hanh
chinh dugc niém yét cong khai, day da”;

+ 80% nguoi dan, to chirc tham gia khao sat hai 1ong véi yéu té “thil tuc hanh
chinh dugc niém yét chinh xac”;

+79% ngudi dan, to chirc tham gia khao sat hai long voi yéu td “thanh phan ho
so phai ndp dung quy dinh”;

+ 85% nguoi dan, to chie tham gia khao sat hai long v6i yéu to “thoi han hen
giai quyet 1a dung quy dinh”;

- Tiéu chi nhan vién BHXH (khi hd trg nguoi dan, t6 chirc, doanh nghiép giao
dich dién tu):

+ 81,1% nguoi dan, to chirc tham gia khao sat hai 1ong véi yéu td “nhan vién
BHXH c¢ thai do giao tiép lich su”;

+ 84,1% nguoi dan, to chirc tham gia khao sat hai long véi yéu td “nhan vién
BHXH chu y lang nghe y kién ctia nguoi dan, to chice”;

+ 83,9% nguoi dan, to chirc tham gia khao sat hai long véi yéu td “nhan vién
BHXH tra 101, giai dap day du cac y kién ctia nguoi dan, dai dién té chic”;

+ 85,0% nguoi dan, to chirc tham gia khao sat hai long véi yéu td “nhan vién
BHXH huodng dan ké khai ho so tan tinh, chu dao”;

+ 83,1% nguoi dan, to chirc tham gia khao sat hai long véi yéu td “nhan vién
BHXH hudng dan ké khai ho so de hiéu”;

+ 83,4% nguoi dan, to chirc tham gia khao sat hai long véi yéu td “nhan vién
BHXH tuéan thu dung cac quy trinh gidi quyet cong viéc”;

- Tiéu chi Két qua cung ung:



+ 86,9% nguoi dan, to chic tham gia khdo sat hai 1ong véi yéu té “két qua
nhan dugc l1a ding quy dinh”;

+ 85,9% nguoi dan, to chic tham gia khdo sat hai 10ng véi yéu té “két qua
nhan dugc co6 thong tin day du”;

+ 87,6% nguoi dan, to chic tham gia khao sat hai 1ong véi yéu té “két qua
nhan dugc co6 thong tin chinh xac”;

- Tiéu chi Tiép nhén gop y:

+62,7% nguoi dan, t6 chire tham gia khdo sat hai long voi yéu té “phan mém
thyc hién giao dich cé cong tiép nhan gop ¥, phan anh, kién nghi cua nguoi dan, to
chuc”;

+ 63,5% ngudi dan, t6 chirc tham gia khao sat hai long véi yéu to “phan mém
thuc hién giao dich deé dang thuc hi€n gop y, phan anh, kién nghi”;

+ 64,2% ngudi dan, to chirc tham gia khao sat hai long vi yéu t “co quan tiép
nhan va xtr ly tich cuc cac gép y, phan anh, kién nghi ctia nguoi dan, to chic”;

+69,3% nguoi dan, t6 chirc tham gia khao sat hai long véi yéu t6 “co quan
thong bao kip thoi két qua xir Iy gop v, phan anh, kién nghi cia ngudi dan, t6 chic”;

4.2. Nhgn dinh ciia ngwoi din, té chirc doi véi sw phuc vu ciia co quan
BHXH khi dé nghi ho tro, tw van qua tong dai CSKH theo cdc tiéu chi do luong

Két qua do ludng chi s6 SIPAS 2020 nganh BHXH Viét Nam d6i v6i hinh thirc
ho trg, tu van qua Tong dai CSKH theo cac tiéu chi do luong cu thé nhu sau:

- 78,1% ngudi dan, t6 chirc tham gia khao sat hai long véi tiéu chi “chét luong
thong tin tu van, ho trg”;

- 79,8% nguoi dan, t6 chirc tham gia khao sat hai 1ong voi tiéu chi “nhan vién
tu van c6 thai do giao tiép lich su”;

- 80,5% nguoi dan, t6 chirc tham gia khao sat hai 1ong vai tiéu chi “nhan vién
chu y lang nghe y ki€n cua nguoi dan, t6 chuc”;

- 79,7% nguoi dan, t6 chirc tham gia khao sat hai 1ong voi tiéu chi “nhan vién
tu van tra 101, giai dap day du cac y kién cua nguoi dan, dai dién t6 chuc”;

- 73,2% ngudi dan, to chic tham gia khao sat hai 1ong voi tiéu chi “ciu tra 10
nhén dugc day du, chinh xac”;

- 60,6% nguoi dan, to chirc tham gia khao sat hai 1ong véi tiéu chi “viéc goi
dén Tong dai de¢ dang, thuan tién”;

4.3. Nhin dinh ciia ngwoi dan, té chivc déi véi sw phuc vu ciia nganh BHXH
Viét Nam khi thuc hién tra ciru thong tin qua cong thong tin dién tir theo cdc tiéu
chi do lwong

Két qua do ludng chi s6 SIPAS 2020 nganh BHXH Viét Nam ddi v6i hinh thirc
tra ctru thong tin qua cong thong tin dién tir theo cac ti€u chi do luong cu thé nhu sau:

- 70,3% ngudi dan, t chirc tham gia khao sat hai long véi tiéu chi “chét luong
thong tin nhan dugc 1a phu hgp”;



- 66,5% ngudi dan, to chic tham gia khao sat hai 10ng véi tiéu chi “cong cu hd
tro tra ctru thong tin dé thyc hi¢n”;

- 56,8% ngudi dan, t6 chirc tham gia khao sat hai long véi tiéu chi “toc do/thoi
gian nhan dugc phan hoi/tra 101 nhanh”;

- 66,5% ngudi dan, t6 chirc tham gia khao sat hai long véi tiéu chi “giao dién
cong thong tin d€ nhin, than thi¢n”;

5. Sy mong doi ciia nguoi din, to chirc, doanh nghiép d6i véi sw phuc vu
cia nganh BHXH Viét Nam

Tong hop cac kién nghi, dé& xuat cua nguoi dan, t6 chic, doanh nghiép, co
63,3% nguoi tham gia khao sat mong mudn rat ngin thoi gian giai quyét cac thi tuc
hanh chinh; 56,7% nguoi tham gia khao sat mong mudn tiép tuc don gian hda cac thu
tuc hanh chinh vé BHXH, BHTN, BHYT; 56,7% ngudi tham gia khdo sat mong mudn
nganh BHXH Viét Nam mé rong hon nita cic hinh thirc thong tin dé nguoi dan dé
dang tiép can thong tin chinh sach va thong tin vé thu tyc hanh chinh trong linh vuc
BHXH, BHTN, BHYT; 53,7% mong mudn tiép tuc ting cuong Gng dung cong nghé
thong tin, nang cao chat luong phan mém, tinh dong bo giita cic phan mém giao dich
dién tir; 34,2% dé nghi tiép tuc nang cao hon nita trinh d6 chuyén mén cia coéng chic,
vién chuc; 32,1% mong mudn cai thién hon nita thai do phuc vu cta cong chuc, vién
chtic; 34,8% dé nghi cai thién co so vat chat.

I11. MOT SO GIAI PHAP TRONG THOI GIAN TOI

- Tiép tuc ting cuong ung dung cong nghé thong tin trong viéc giai quyét thi
tuc hanh chinh, tao thuan loi t6i da cho nguoi dan khi thyc hién giao dich véi co quan
BHXH; cung cép thong tin va cung ung dich vu cong truc tuyén dam bao hi€u qua,
thiét thuc, phu hop.

- Thuong xuyén ra soat, hoan thién cac quy trinh nghiép vu BHXH, BHTN,
BHYT, dam bao khong phat sinh thu tuc hanh chinh; giam thiéu cac thanh phan ho so,
mau biéu, thuan loi cho ngudi dan, to chirc, doanh nghiép trong tham gia, huong
BHXH, BHTN, BHYT.

- Pa dang hoda cac kénh thong tin, tao diéu kién thuan loi nhit cho nguoi dan, to
chire, doanh nghiép tiép can thong tin vé BHXH, BHTN, BHYT néi chung va thong
tin vé thu tuc hanh chinh trong linh vec BHXH, BHTN, BHYT noi rleng Tang cuong
dau tu, nang cap ky thuét cho cac kénh cung cap thong tin, hd trg, giai dap, tu van truc
tuyén cho nguoi dan, to chtrc nhu: Cong Thong tin dién tu; Tong dai cham so6c khach
hang; Fanpage BHXH Viét Nam... Cai thién thoi gian phan hoi khi khach hang giri ho
so giao dich dién tu, tu van truc tuyén, dac biét 1a khi khach hang tra ctru qua Céng
thong tin dién tir cia BHXH.

- Xay dyng cac tiéu chuan vé k¥ nang chuyén mén, thai d6 nhan vién ciing nhu
quy trinh nghiép vu cu thé; chuan héa quy trinh va thoi gian phuc vu nguoi dan, t6
chure ¢ timg cong doan cung mg dich vu cong, dam bao chat lwong cung cip dich vu
dong déu giita cac ving, mién; dua vao thyc hién va ap dung lam tiéu chi danh gia xép
loai cong churc, vién chirc trong thyuc thi cong vu.

- Dinh ky hang nam thyc hién cac khéo sét toan dién va khao st chuyén dé doi
véi tung nhom tham gia BHXH, BHTN, BHYT, don vi cung cap dich vu BHXH,
BHTN, BHYT: BHXH céc tinh, thanh pho, buu di¢n, dai ly thu, co s KCB BHYT,...;



thuc hién cac chuong trinh “khach hang bi mat” thuong xuyén dé tiép nhan day dua cac
¥ kién danh gia cua nguoi tham gia BHXH, BHTN, BHYT, tir d6 xac dinh myc tiéu,
xay dung ké hoach cai cach hanh chinh nganh BHXH Viét Nam phu hop voi dinh
huéng cua Chinh phu, dap ing nhu cau cta ngudi dén, nang cao chat luong phuc vu
nguoi tham gia BHXH, BHTN, BHYT, dap ung yéu cau cua da dang nhém khach
hang, tir nhitng nhdm ngudi mirc thu nhap, yéu cau cao cho dén nhimg nhém yéu thé,
dé ton thuong.

- Pua két qua do luong su hai long ctia nguoi dan, t6 chirc, doanh nghiép vao la
mot trong nhitng ti€u chi danh gia, xep loai déi véi BHXH cac tinh, thanh pho.

- Téng hop céc kién nghi, d& xuat, mong mudn cia ngudi dén, t6 chirc, doanh
nghiép dé dé nghi cac don vi d6i tac tham gia cung cap dich vy hanh chinh cong vé
BHXH, BHTN, BHYT (buu dién; dai ly thu, co s6 KCB BHYT) tiép tuc cai thién
chat lugng dich vy, nang cao su hai 1ong ctia ngudi dan, to chirc, doanh nghiép.

- Phat hién, tuyén truyén, quang ba nhitng guong dién hinh tién tién phuc vu tét
ngudi déan, t6 chirc va doanh nghiép tham gia BHXH, BHTN, BHYT trong va ngoai
nganh BHXH Vi¢t Nam nham lan toa va nhan rong tinh than, thai do phuc vu ngudi
tham gia BHXH, BHTN, BHYT trong toan xa hdi./.



