@ NGHIEN CU'U - TRAO I

GIAI PHAP NANG CAOTY LE SU DUNG
DICH VU CONG TRUC TUYEN COA NGUGI DAN

PHAM TH| QUYNH CHI

Cung cdp va sit dung cdc dich vu cong triic tuyén I xu huéng tat yéu, la yéu té quan trong ciia chitong
trinh cdi cdch hanh chinh giai doan hién nay. Viéc sit dung dich vu cong truc tuyén lam cho hoat déng
quan Iy hanh chinh tré nén cng khai, minh bach hon; gop phdn ndng cao hiéu qud, hiéu luc cila nén hanh
chinh va thiic ddy sut phdt trién kinh t€ - xa hoi. Bai viét phan tich thuc trang st dung dich vu cong truc
tuyén ciia ngudi dan hién nay, tir d6, xdy dung cdc gidi phdp phit hgp nhdm ndng cao ty Ié sit dung dich vu

cong truc tuyén cia ngudi dan.
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SOLUTIONS TO IMPROVE THE RATE OF ONLINE PUBLIC
SERVICE USERS
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Providing and using online public services is an
inevitable trend, it is an important element of the
administrative reform program in the current
period. The use of online public services makes
administrative management activities more open and
transparent; contributes to improving the efficiency
and effectiveness of administration and promoting
socio-economic development. The article focuses on
analyzing the current situation of using online public
services of people, thereby, taking appropriate solutions
to improve the rate of online public services users.
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Patvan dé

Ung dung céng nghé thong tin (CNTT) trong
hoat dong quan 1y ctia cdc co quan nha nuwdc ludn la
dong luc quan trong gop phan thac day sy phat
trién kinh t& - xa hoi. Nghi quyét s6 36-NQ/TW ngay
01/7/2014 ctia Bo Chinh tri vé “Ddy manh tng dung,
phat trién CNTT dap ting yéu cau phat trién bén
ving va hoi nhap qudc t&” da xac dinh muc tiéu
“trién khai c6 hiéu qua chuong trinh cai cach hanh
chinh, gén két chat ché vdi viéc xay dung chinh phu
dién tir va cung cap dich vu cong tryc tuyén (DVCTT)
0 mutc d§ cao trong nhiéu linh vyc”. Nhitng nam
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qua, nham hién thuc héa nghi quyét ctia Dang, Nha
nudc da ¢6 nhiéu van ban phap luat duwoc ban hanh
trong do, dac biét chi trong dén viéc trién khai va s
dung DVCTT.

DVCTT Ia dich vu hanh chinh céng va céac dich
vu khac ctia co quan nha nuée cung cap cho céc td
chttc, cdc nhan trén mdi truong mang. Hién nay,
DVCTT tai Viét Nam dwoe chia thanh 4 mitc d6 khac
nhau. Sir dung DVCTT gop phan giam thoi gian, chi
phi di lai cho nguoi dan, déng thoi lam tang tinh
cong khai, minh bach ctia hoat dong hanh chinh nha
nudce. Ngoai ra, DVCTT con gitip cac co quan hanh
chinh nha nuéc hoat dong hiéu qua, hiéu luc tir 46
thuc day phat trién kinh t€ - xa hdi cua dat nudec.
Mac du da trién khai duoc mot thoi gian o tat ca cac
bd, nganh va dia phurong trong ca nudce, tuy nhién,
tinh dén nay ty 1é nguwoi dan tham gia st dung
DVCTT van chuwa cao, do do, viéc tim ra cac nguyén
nhéan va xay dung giai phdp dé nang cao hiéu qua
viéc st dung DVCTT trong giai doan hién nay la
can thiét.

Thuc trang st dung dich céng
truc tuyén clia ngudi dan hién nay

Két qud dat duac

DVCTT ngay cang tro nén phd bién va dugc
nhiéu ngwoi dan sir dung boi nhtng loi ich ma né
dem lai trong viéc ho tro giai quyét cac thu tuc hanh
chinh cong trén moi truong mang tir 46 gitip ngudi
dan, doanh nghiép tiét kiém duogc thoi gian va chi
phi. St dung DVCTT ¢ Viét Nam trong thoi gian
qua da ghi nhan nhitng két qua tich cuc, cu thé:



H¢ thong co so phdp Iy ngay cang hoan thi¢n: Ngay
07/3/2019 Chinh phu ban hanh Nghi quyét so6 17/
NQ-CP vé mot sd nhiém vu giai phap trong tam
phat trién Chinh phu dién tir giai doan 2019 - 2020,
dinh huéng dén 2025; Ngay 15/7/2021, Chinh phu
tiép tuc ban hanh Nghi quyét s6 76/NQ-CP ve
Chuong trinh tong thé cai cich hanh chinh nha nwoc
giai doan 2021 —2030. Trén co s¢ do, Chinh phu ban
hanh Nghi dinh s 45/2020/ND-CP ngay 08/4/2022
vé viéc thuee hién thi tuc hanh chinh trén moi truong
dién tir va tich hop, cung tiing DVCTT trén Cong
dich vu cong qudc gia; Nghi dinh s6 42/2022/ND-CP
ngay 24/6/2022 quy dinh vé viéc cung cép thong tin
va DVCTT cua co quan nha nudc trén moi
truong mang.

Hé thong co s6 di liéu dugce xdy dwng va phit trién
réng khdp cd nueée tao thudn loi cho vige trao A6 théng
tin giita cdc don vi, bg nganh: Hé thong nén tang tich
hop chia sé dir liu qudc gia duoc xdy dung ting
budce két ndi, chia sé dir liéu gitta cac by nganh dia
phuong. Dén thang 12/2020, da c6 22/22 bg, co quan
ngang bd 63/63 tinh thanh phd truc thudc Trung
uong da c6 nén tang tich hop, chia sé dir liéu qudc
c&p bo/tinh va két ndi véi nén tang tich hop, chia se
dit liéu qudc gia dat 100%. Tinh dén 22/7/2022, tong
s0 giao dich thue hién thong qua dit liéu qudc gia tir
khi khai trirong la 553.969.478.

S6'lwong DVCTT dang ngay cang hoan thién va ty I¢
nguoi din sie dung DVCTT ngay cang nhiéu: Tinh dén
ngay 27/7/2022, ty 16 DVCTT da diéu kién dura Ién
murc dd 4 14 97,3% (chiém 54,33% téng s thu tuc
hanh chinh). Theo s6 liéu thdng ké trén Cong dich
vu cong qudc gia ngay 22/10/2022, s& thu tuc hanh
chinh da cung cap DVCTT Cong Dich vu cong Quodc
gia 1a 3.965, trong do d6i véi cong dan la 2.226 loai
dich vu, d8i véi doanh nghiép 1a 2.041 dich vy, tong
s6 ho so dong bo trang thai xur ly 1a 143.821.012; s&
ho so trie tuyén thuce hién la 5.117.648.

Cong tac tuyén truyén, phS bién va huéng dan
nguoi dan st dung DVCTT duoc thyce hién thuong
xuyén, lién tuc voi nhiéu hinh thirc da dang va
phong phi. Bén canh do, viéc hinh thanh hé thong
céc tong dai hudéng dan ho tro thuc hién thu tuc
hanh chinh dich vu cong qua tong dai dién thoai
18001096 hoac truc tuyén tai muc ho tro cua Cong
dich vu qudc gia chung hodc méi dia phuong, bd
nganh da tao sy thuéan loi, kip thoi thao go vuong
mdc, giai dap nhimng van dé lién quan dén viéc st
dung cac DVCTT.

Ha fing co s¢ khoa hoc cong nghé ngay cang dugc
diau te nang cip hién dai: Viet Nam da thir nghiém
thuong mai hoa dich vu mang 5G va la nuwdc thi 5
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trén thé gidi san xuét dugc thiét bi 5G. Ty 1€ nguoi
stt dung mang internet tai Viét Nam co 72,1 triéu
ngudi st dung interrnet tai Viét Nam vao thang
1/2022. Ty 1é st dung internet ctia Viét Nam ¢ mttc
73,2% tong dan s vao dau nam 2022, day la didu
kién thuan loi cho viéc trién khai thuc hién sir dung
dich vu cong tric tuyén tai Viét Nam hién nay.
Ngoai ra, Viét Nam con tranh thu thanh turu khoa
hoc céng nghé trén thé gidi nhu: Tri tug¢ nhan tao,
internet van vat, di liéu khong gian dia ly, dit liéu
sang tao va dit liéu chinh phii m¢ d€ nang cap ha
tang khoa hoc cong nghé.

~ Vén dé an toan thong tin va bao mat théng tin ca
nhan ctia ngudi dan khi sit dung DVCTT duoc tang
cudng; cong tac to chirc kiém tra giam sat, danh gia
viéc dam bao an toan an ninh cho hé théng thong tin
phuc vu Chinh phu dién tir ti€p tuc duoc ddy manh.
Theo bao cao ctia Trung tdm giam sat an toan khong
gian mang qudc gia thudc B Thong tin va Truyén
thong, trong thang 7/2022, don vi ghi nhan canh bao
va hurdng dan xte Iy 983 cude tan cong mang gay ra
su ¢8 vao cac hé thong thong tin tai Viét Nam, giam
16,6% so voi thang 6/2022.

Mét sé tén tai, han ché

Bén canh cac thanh teu da dat duoc, viéc sz
dung DVCTT ctia nguoi dan Viét Nam van con gap
phéi nhitng han ché sau: Mac du h¢ théng phap ly
lién quan dén viéc trién khai thurc hién DVCTT ngay
cang hoan thién nhung cac quy dinh quan trong tao
hanh lang phép ly dé bao vé dix liéu ca nhan, nghi
dinh vé dinh danh, xac thuc dién tu van chua
dwoc ban hanh.

Céng tac an toan, an ninh mang va tinh bao mat
cho nguoi dan khi thue hign DVCTT ¢ nhiéu noi
chura duoc bao dam, xudt hién nhiéu rui ro; Ty 1€ ho
so dang ky giai quyét thu tuc hanh chinh dugc thuc
hién hoan toan trén mdi trirdng mang con chwa cao.
Viéc chia sé, mad dir liéu ctia cac co quan nha nudce
con han ché.

Hé thdng co so ha tang ky thudt cong nghé;
duodng truyén hé thong yéu, dé nghén mang khong
d@am bao cho viéc thure hién hd so truc tuyén; cong
tac tuyén truyén phd bién hudéng dan nguoi dan st
dung DVCTT van chua that sy mang lai hi¢u qua
cao. Thiéu su ho tro kip thoi tir d6i ngitt can bo hanh
chinh vé cong tac chuyén ddi, kha ning tiép can cac
théng tin, st dung cong nghé thong tin con thap
nhét. Thuc trang trén cho thdy, nang cao chat luong
va hiéu qua stt dung DVCTT cho nguoi dan la
can thiét.
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Giai phap nang cao hiéu qua sir dung
dich vu céng truc tuyén ciia ngudi dan hién nay

Nhém nang cao ty 1é st dung DVCTT ctia nguoi
dén trong giai doan hién nay, can thuc hién dong bo
cac giai phap sau:

M@t la, ti€p tuc hoan thién hé thong van ban quy
pham phap luat lam co so hanh lang phép ly huéng
dan cho hoat dong cua nguoi dan khi st dung
DVCTT. Pac biét, co quan chitc nang can sém ban
hanh quy dinh phap luat lién quan dén van dé dam
bao théng tin ca nhan trén khong gian mang.

Hai la, nang cao nhan thirc va thay d6i thoi quen
cho ngudi dan trong viéc tham gia giai quyét cac thu
tuc hanh chinh béng cach st dung DVCTT qua
nhtng viec lam cy thé: Xay dung cac budi tap huén
truc tiép hoac xay dung cac video hudng dan cho
nguoi dan cach st dung DVCTT thuong gap, tir
don gian dén phuc tap; don gian hoa cac quy trinh
thu tuc dang ky va sit dung DVCTT; ban hanh mot
s6 chinh sach khuyén khich nguoi dan st dung
DVCTT nhw giam 1¢ phi dich vuy; c6 qua tang; giam
thoi gian giai quyét ho so... Mat khac, cac co quan
chtrc ndng can xay dung céc 16 trinh timg budce thay
thé viée giai quyét cac thu tuc truc tiép sang truc
tuyén dé tao thanh thoéi quen cho nguoi dan.

Ba la, thyc hién t6t cong tac an toan va an ninh
mang. Trong béi canh Cach mang cong nghiép 4.0,
khi cac van dé déu dugc thuc hién va giai quyét trén
khong gian mang, mét yéu cau vo cling quan trong la
viéc phai dam bao vé cong tic an toan thong tin ctia
céc co quan nha nudce, dir liéu qudc gia va dit liéu ca
nhan. Do vay, bén canh viéc xay dung cac hang lang
phap ly can tang cuong cong tac thanh tra, kiém tra
trong cong tdc an ninh mang d¢ ¢ thé kip thoi phét
hién nhiing bat cap, han ché ctia hé théng.

Bon la, tiép tuc ddy manh cong tac tuyén tuyén,
van dong nguoi dan st dung DVCTT. Trong do,
chu trong dén lam cho ngudi dan hiéu va nam ré vai
tro cting nhu cdc tién ich cia DVCTT mang lai. Cong
tac nay can dwoc thuce hién thudng xuyén, lién tuc,
da dang phong pht vé noi dung va hinh thitc thuc
hién théng qua cac trang mang xa hdi nhu zalo,
facebook; cac phuong tién théng tin truyén thong
truyén thong nhu loa phét thanh, ban tin, béo chi,
truyén hinh; trang théng tin dién ti; thong qua
chinh doi ngii can bg, cong chirc. Ngoai ra, can sui
dung hiéu qua cic kénh hd tro thong qua tong dai
trong viéc giai quyét cac vudng mac cho nguodi dan
vé cac thu tuc hanh chinh DVCTT.

Nim la, dau tu vé hé théng co so ha tang ky thuat
va CNTT. Pay la yéu t& c6t 16i nham nang cao ty 1
stt dung DVCTT cho nguoi dan. Viéc nay can thé
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hién cu thé qua cac ndi dung nhu: nang cao téc do
duong truyén, xay dung hoan thién hé théng co s6
di liéu qudc gia, tai cdu truc lai ha ting CNTT, hd tro
cac phuong tién cho nguoi dan st dung DVCTT tai
cac diém sinh hoat cong dong nhu mdy tinh, duong
truyén internet dic biét la ¢ cac khu vuc ving sau,
ving xa. Ung dung manh mé céc cong nghé s8 méi
nhu dién toan dadm may, da liéu 1om, tri tué nhan tao,
xay dung va trién khai cac &ng dung dé st dung
DVCTT trén cac thiét bi di dong thong minh.

Sdu la, dao tao boi dudng ddi nghi can bd, cong
chitc dam bao du nang luc, trinh d6 dé thuc hién cac
quy trinh, nghiép vu tw van, huéng dan, ho tro va
giai quyét cac van dé ¢6 lién quan trong viée giup do
nguoi dan lam quen va str dung DVCTT. Trong d6,
ddc bi¢t chu trong tap trung phat trién ngudn luc dap
tng tién trinh chuyén doi s6 qudc gia theo Quyét
dinh s6 146/QD-TTg ngay 28/10/2022 ctia Thu twéng
Chinh phu phé duyét dé an “Nang cao nhan thic,
pho cap ky nang va phat trién ngudn luc chuyén doi
s0 quoc gia dén nam 2025, dinh hudng dén nam 2030”.

Thay d6i hinh thic cung tmg dich vu cong tir
triee tiép sang trire tuyén la mét trong nhitng nhiém
vu trong tam trong hoat dong cai cich hanh chinh.
Viéc giai quyét cac thu tuc hanh chinh théng qua
DVCTT gop phan nang cao chat lugng phuc vu va
muc do hai long cua nguoi dan nhung dong thoi
day ciing chinh la thuéce do danh gia két qua cua
chuyén d6i s6. Dé dat dugc hiéu qua cao, doi hoi co
su tham gia chung tay ctia ca hé thong chinh tri, dac
biét la nguoi dan vi suy cho cling, moi thay déi
trong hoat dong quan Iy nha nuéc déu nham nan
cao chat lugng cudc séng ctia nguodi dan. ﬁ
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