Kinh giri: Ban Chinh sach Chién lwgc Trung wong

Ve viéc: Kién nghi chuyén hoa khai niém “ldy nhu cau ngwoi din lam trung tdm” vao co
ché vdan hanh, danh gid va trién khai chinh sach

Kinh thua Quy Ban,

Thyc tién phét trién kinh t& — xd hoi hién nay cho thay, nhiéu dy an va chinh sich quan
trong, dac biét trong linh vyc nha ¢ xa hoi, ha tang, gido duc va y té, van gip kho khin trong
viéc dap ing nhu cau thue cua nguoi dan. Thong tin tir co' so thuong bi loc, bop méo hodc
chi phan anh tién do ho so, dan dén chinh sach chua thuc sy sat voi thyc té, hidu qua thép,
nguon lyc chua dugc tdi wu hoa.

Pé khac phuc diém nghén nay, chung toi kinh kién nghi Quy Ban xem xét trién khai mot
chién lwgc dong bd, toan dién, nhim chuyén hoa khai niém “lay nhu cau ngudi dan lam
trung tAm” thanh thyc tién trong van hanh cia toan b hé théng hanh chinh. Cu thé, dé xuat
gom cac ndi dung sau:

X4y dung khung phap Iy va chién lwgc dinh huwéng trung wong

Ban hanh nghj quyét, chi thi hoic hudng din vé viéc dua nhu cau dan 1am tiéu chi chinh
trong hoach dinh va danh gia chinh sach.

Thiét 1ap bd tiéu chi danh gia dua trén két qua thuc té: mtrc do tiép can dich vu, hai long cua
nguoi dan, hiéu qua du an, thay vi chi dya trén tién do giay to.

Thiét 1ap co ché khao sat, phan hoi va thi diém lién tuc

Yéu cau céc bo, nganh va dia phuong thu thap dit li€u thyuc té, khao sét truc tiép nguoi dan
trudce khi ban hanh chinh sach hoac trién khai du an.

Trién khai cac dy an thi diém, ki€ém chung hi€u qua, r61 mo rong quy mo, nhdm han ché ri
ro va diéu chinh kip thoi.

Chuyén d6i KPI va co ché van hanh

KPI cua cac co quan tir trung uong dén co so phai dya trén két qua thuc té: kha ning tiép
can, muc do hai long, hi¢u qua du an.

Xay dung co ché giam sat lién cap, dam bao thong tin tir co s¢ duge truyén dat chinh xac,
khong bi loc sai I¢ch, dac biét trong cac linh vuc anh hudng truc ti€p dén doi song dan cu.

Pao tao va thay doi tw duy linh dao, can bd hanh chinh
T chirc dao tao, tham quan thuc té, hoi thao, nham nang cao nhan thuc vé nhu ciu thyc cta

nguoi dan, d6ng thoi khuyén khich vin héa phuc vy, thich img, chip nhan rai ro hop ly
trong doi mdi chinh sach.



Loi ich di kién:

Chinh sach va du an sat thuc té, dé trién khai, nang cao hi¢u qua st dung nguén lyc cong.
Giam diém ngh&n thong tin va sai 1éch bao cdo tir co s& 1én trung wong.

Tang niém tin va sy hai 1ong cia ngudi dan d6i véi co quan nha nude.

Thaic day phat trién bén vitng, cong bang xa hoi va hiéu qua kinh té

Co s6 phap ly:

Hién phap 2013 qkhéng dinh nha nudc phai bao dam quyén loi hop phap, chinh dang cia
cong dan, thiic day cong bang xa hdi va phat trién bén virng.

Nghi quyét 57/NQ-TW cua Bo Chinh tri (22/12/2024) xac dinh dot pha phat trién khoa hoc
— cong ngh¢, d61 mdi sang tao va chuyén doi s6 1a dong lyc chinh, tao diéu kién cho co che
linh hoat, d61 md&i va tham gia rdng rai ciia nguodi dan, doanh nghiép, cong dong.

Cac luét chuyén nganh (Luat Nha ¢, Luét Pau tu cong, Luat Ngén sach...) tao khung phap
1y cho co ché linh hoat, phoi hop cong — tu, thi diém d6i mdi trong trién khai chinh sach.

Co s& thure tién:

Tir bdo cdo trién khai cac dy 4n nha ¢ xa hoi, ha ting, gido duc, ching t6i nhan thiy: thong
tin vé nhu cau ngudi dan bi “loc” qua nhiéu cap hanh chinh; KPI danh gid du an thuong dua
trén tién do ho so, gidi ngan, thay vi muc do ti€p can, hai long ctia dan; thir nghiém d6i méi
hau nhu bi han ché do rui ro va thu tuc phue tap.

Nh1eu dia phuong va co quan trung wong chua c6 co ché thu thap dir liéu thyc té, khao sat
nhu cau din truc tiép, dan dén chinh sach khong sat voi nhu cau, roi vao tinh trang “quy
hoach trén gidy, thuc tién ngoai tam tay”.

Co sé phwong phap luian:

Ap dung tu duy d6i méi sang tao, dit liéu va phan hoi lién tuc tir nguoi dan theo tinh than
Nghi quyét 57.

St dung chu trinh thi diém — danh gia — diéu chinh, két hop cong nghé sé dé thu thap dir
liéu, phan hoi tir dan, phan tich nhu cau thyc, gidm rui ro va tang hi¢u qua.

Chuyén dbi KPI tir tién do gidy to sang két qua thuc té, do ludng mirc do tiép can, hai 1ong,
tac dong xa hoi cua chinh séch.

Pé xuit chién lwoc va dot pha giai quyét diém nghén:



Co ché phap ly linh hoat: Ban hanh huéng dan, chi thi hodc nghi quyét dé dua nhu cau
nguoi dan lam ti€u chi trong tam trong hoach dinh, trién khai va danh gia chinh sach.

Chu trinh phén hdi thue té lién tuc: Thu thip dir liéu tir dan, khao sat truc tiép, ap dung
cong nghé s6, moé hinh dir li¢u 16n dé danh gia nhu cau, hiéu qua dy an.

Thi diém va nhin réng: Trién khai cac dy 4n pilot, kiém chtng hiéu qua trude khi nhin
rong, tao khong gian thtr nghiém d6i méi chinh sach, mé hinh nha &, dich vu cong.

KPI va co ché danh gia méi: KPI dya trén két qua thuc té, mtc do dan tiép can, hai 1ong,
hi€u qua xa hoi — thay vi chi dua vao tién do ho so va giay to.

Dao tao va thay dbi tw duy can bd: Nang cao nhan thirc v& phuc vu din, d6i méi sang tao,
chap nhan rui ro hop 1y, thic day van héa hanh chinh lay dan lam trung tam.

Lgi ich ky vong:
Chinh sach, dy an sat thuc té, hiéu qua cao, giam lang phi nguon lyc.

Giam diém nghén thong tin, ting tinh minh bach, chinh xac trong bao céo tir co sd 1én trung
uong.

Tang niém tin va sy hai long ctia nguoi dan.

Thic dy phét trién bén virng, cong bang xi hoi, dong thoi khai thac téi da tiém ning ddi
maoi sang tao va cong nghe.

Kinh mong Quy Ban xem xét va chi dao nghién ctru, trién khai chién lugc nay, nham dua
khéi niém “lay nhu cau nguoi dan lam trung tam” tur 1y thuyét vao thuc tién van hanh, trd
thanh nén tang cua h¢ thong chinh sach, du an va dich vu cong.

Tréan trong kinh chao,

Nguoi kién nghi

KIEN TRUC SU TRUONG NAM THUAN

CAU TRUC CHIiNH TRI - CHIEN LUQC
CUA KHAI NIEM “LAY NHU CAU NGUOI DAN LAM TRUNG TAM”**
DPé mot khai niém tré thanh tu tuong chi dao ciia cai cach nha nudce, nd phai dugc trinh bay

khong chi nhur mot mé hinh quan tri, ma nhu mot lwa chon chinh trj — chién lwge co stc
huy dong, c6 kha nang tao dong thuan, va c6 co ché thuc thi ro rang. Mot cau truc thuyét



phuc can thé hién déy du tinh tat yéu, tinh kha thi, tinh hé th("ing, va tinh chinh danh cua
mo hinh.

I. CO SO CHINH TRI

Pé dam bao sitrc thuyét phuc, phai di tir nén tang chinh tri:

1. Sw thay ddi ban chit ciia xi hdi Viét Nam

Dan sb budc vao giai doan d6 thi hoa va phan ting nhu cau rat khac nhau;

S6 lugng tang 16p trung luu tang nhanh, ky vong dich vu cong thay d6i manh;

Tinh canh tranh cta nén kinh té phu thude vao chit lugng dich vu cong, khong chi vao tai
nguyén hay lao dong ré.

2. M6 hinh nha nuée diéu hanh cii khong con dap ing
Quan ly theo chi ti€u, bado cao — khong bat duge nhu ciu thuc;
Chinh sach dong loat — khong pht hop viing mién;

Quy trinh 1am luét tir trén xuéng — thiéu vong phan hoi xa hoi.
3. Sw chuyén doi ciia thé giéi

OECD, EU, Nhat Ban, Singapore dang chuyén sang MmO hinh “human-centered
governance”;

Quoc gia nao di cham s& mat loi thé canh tranh, mat niém tin xa hdi.
Keét luan chinh tri:

Chuyén sang mo hinh ldy nhu cau ngwoi dan lam trung tam khéng phai lwa chon ky thudt,
ma la yéu cau song con ciia Nha niede trong béi canh mdi.

II. MUC TIEU CHIEN LUQC TAM QUOC GIA

Céch trinh bay phai chi rd Nha nuéc theo mé hinh méi hudng t6i bén muc tiéu:
1. Tao ra niing lwc thau hiéu xa hgi

Nha nudc biét xa hoi that, khong phai qua béo cao hanh chinh.

2. Tao ra nang luc hoach dinh chinh sach dua trén dir li€u

Dit liéu nhu ciu dan trd thanh tryc trung tdm, thay thé cam tinh.

3. Thiét 1ap s lién két ngang va doc trong by may
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Khi nhu cau 1a “ng6n nglt chung”, cac cap — cac nganh phoi hop hiéu qua.
4. Cing co niém tin chinh tri — xa hi
Nha nudc phuc vu tao ra sttc manh chinh danh bén virng nhat.

Céac muc ti€u nay phai néu r0: ddy la nén tang dé on dinh chinh tri va phat trién dai han,
giup khai niém mang gia tri chién lugc, khong chi quan tri.

III. KHUNG KHAI NIEM CHINH - NOI HAM & PAC TiNH

Pé thuyét phuc, phai trinh bay rd rang:

1. Nhu ciu la thong tin c6 thé do lwong

Khong phai nguyén vong mo hd, ma c6 thé phan loai — thu thap — phén tich.

2. Nhu ciu cé ba ting

Tz"ing co ban: an sinh, ha téng, dich vu ti thiéu.

Tz‘ing phat trién: nang luc, nghé nghiép, suc khoe dai han.

Tang kién tao: d6i mdi, sang tao, sinh ké twong lai.

3. Nhu céu tré thanh trung tim ciaa

Quy hoach;

Pau tu cong;

Lam luat;

Thiét ké dich vu cong;

T6 chirc bd may.

Cin ¢t vao nhitng yéu t6 nay, khai niém c6 hinh hai day du va co trong lwong hoc thuat.
IV. CAU TRUC QUAN TRI MOI - 3 CAP, MOI CAP MOQT NHIEM VU RO
Céch trinh bay phai chi ra vai trdé méi cua ting cap:

1. B — Trung wong

Dinh nghia chuan nhu cau quéc gia;

Xay dung bd chi s6 nhu cau;



Phén b6 ngén sach theo nhu cau;

Trach nhi€m giai trinh dya trén muc do dap tng.

2. Tinh — Thanh phd

Lap ban db nhu ciu tinh;

biéu phéi ha téng — dich vu theo nhu cau;

Tich hop dir 1i€u dan cu;

Do luong mure d6 hai long thyec.

3. Phuong — Xa

Tram do nhu cau dau tién;

Kho dir liéu phan anh séng dong nhat cta doi song dan cu;

Vong phan hoi chinh sach ngin nhit.

Cich trinh bay nay gitp linh dao thiy mé hinh hoan chinh, khéng mo hé.
V.CO CHE QUYEN LUC MOI - QUYEN LUC PI TU NHU CAU
Pay 1a phan quan trong dé thuyét phuc vé mit chinh tri:

1. Quyén lwe ciia co' quan Nha nwée dwoe “tai dinh nghia”

Khong phai quyén “quan 1y”, ma 1a quyén “dap tng nhu cau”.

2. Quyén lue duwgce do bang dir liéu

Thude do: mirc d6 dap tmg — thay vi s6 lugng vin ban hay chi tiéu.

3. Quyén lwe tré nén minh bach

Khi nhu cau do duoc, thi hiéu qua cling do dugc — giam xin—cho.

4. Quyén lwc gin véi tinh chinh danh

Hi¢u qua phuc vu cao — niém tin x4 hdi cao — tinh chinh danh cao.
VI. BO CONG CU TRIEN KHAI — CHIA KHOA TAO TiNH KHA THI

Mot cdu trac thuyét phuc phai kém bd cong cu cu thé:



1. Bo chi s6 nhu ciu 3 ting

(co ban — phat trién — kién tao)

2. Quy trinh 6 buéc thu thip — phén tich — phan héi nhu ciu

3. Nén ting s6 theo d6i nhu cu theo thoi gian thuc

4. Quy trinh tich hop nhu ciu vao lam luit — quy hoach — ngin sich
5. B tiéu chi danh gia can b dwa trén mirc dd dap tng nhu ciu
Bo cong cu cang cu thé — md hinh cang d& dugc chap nhan.

VIL. CO CHE THi PIEM

Pé thuyét phuc , phai c¢6 phuong an thi diém:

1. Thi diém theo 3 cip dd

phuong/xa;

mot tinh hoac thanh phé.

2. Thi diém theo 3 linh vwc ¢6 nhu ciu ré

nha ¢ — ha tr:ing;

gido duc — y té;

an sinh — viéc lam.

3. Co6 bd chi sé danh gia truéc — sau

Dit nén tang dé nhan rong toan qudc.

VIII. TAC PONG HE THONG - LQI iICH CHIiNH TRI & KINH TE
Trinh bay phan nay d¢ lanh dao nhin thay “tam qudc gia”:

1. Giam xung ddt va tic nghén chinh sich

Vi dit liéu nhu cau lam chuan chung.

2. Ting hiéu qua diu tw cong

Khong dan trai, khong cam tinh — ting tdc phat trién.



3. Giam thu tuc, giam xin—cho

Vi quy trinh xoay quanh nhu ciu thay vi quyén han.

4. Tao nén tang nha nwéc kién tao

B6 may duoc tai cAu tric theo nhu cau, khong theo linh vyec.

5. Ting sirc canh tranh ciia quéc gia

Dich vu cong manh — kinh té manh — niém tin x3 hdi cao.

IX. CHINH DANH VA SU MENH - YEU TO QUYET PINH
Khai niém phai duoc gan voi:

1. St ménh hién dai hoa Nha nuwéce

Pé budc vao giai doan 2026-2035.

2. Str ménh nang chuin doi song nhan dan

C6t 16i cia moi quyét sach chinh tri.

3. St ménh tao ra trat ty phat trién méi

Dua trén nhu cau, dit liéu va nang luc phuc vu.

4. Str ménh tao dong thuan xi hoi dai han

Nha nudc — doanh nghi¢p — nguoi dan cé cung ngdn ngir chung.
I. CHUNG MINH QUA CAU TRUC PHAP LY

Hién nay, tat ca hé théng luat — nghi dinh — thong tu duogc t6 chirc theo linh vue quan ly
ciia co quan Nha nudc, chir khong theo nhu cau cia nguwoi dan.

1. Luét dwoc thiét ké theo “chirc ning quén 1y nha nwéc”
Vi du dién hinh:

Luat Xay dung — dé Bo Xy dung quan 1y xay dung

Luat Nha & — dé Bo Xay dung quan Iy nha &

Luat Dat dai — dé BO TN&MT quan 1y dat

Luat Quy hoach — dé B6 KH&DT quan 1y quy hoach
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Luét Gido duc, Y té — dé bo quan ly truong 16p — bénh vién
Luat Giao thong — dé B6 GTVT quan 1y giao thong

Tuc 12 khong c6 luat nao bat dau tir cau héi:
Nguoi dan can gi? Nhu cau cua ho la gi?

T4t ca déu xoay quanh:

“Nha nudc can quan 1y cai gi?”

“B0 nao phu trach linh vyc nao?”

— Cau triic phap luat theo “quyén han bd” chir khong theo “nhu cau cong dan”.
2. Hé thong phap luét bi phan manh theo ranh giéi bd nganh

Mot nhu cau cua ngudi dan thuong di qua nhiéu luat, nhung khong luat nao chiu trach
nhiém tong thé vi muc ti€u phuc vu dan.

Vi du:
Nhu cau nha & cia dan — di qua:

Luat Dt dai

Luét Nha ¢

Luat Kinh doanh bat dong san

Luat Quy hoach

Luat Tai chinh, Ngan sach, Gia

Luat Pau tu — Dau tu cong

Luat Xay dung

Luat Cong chirng — PAu gid — Thi hanh an

Tic 13 nhu ciu cia nguoi dan bi “xé nho” theo co quan quan Iy, chtr khong duoc nhin
nhu mdt nhu cau thong nhat.

bay lé'bﬁng chtng dau tién cho thay: o .
Heé thong phap luat khong dugc thiet ké xoay quanh nhu cau nguoi dan.

II. CHUNG MINH QUA QUY TRINH LAM LUAT

Quy trinh 1am luét hién nay theo Ludt Ban hanh van ban quy pham phap luat c6 6 budc,
nhung khong c6 bat ky bude nao yéu cau “xac dinh nhu cau dan cu” lam dau vao.



1. Quy trinh bit diu tir... sang kién 1ap phap cia bd nganh
Bo nganh dé xuat du an luat

Chinh phu xem xét

Quéc hoi dua vao chuong trinh xay dyung luat

Cau hoi trong tam la:

“Bd nao can stra cai gi?”

“Co quan nao can bo sung quyén gi?”

Khong c6 budc:
“X4c dinh nhu cau cua nguoi dan ¢ linh vyc nay 1a gi? Thyc trang ra sao?”

Ttc 14 ddu vao khong phai nhu ciu din, ma 13 nhu cau cta b nganh.
2. Panh gia tac dong chinh sach hién nay mang tinh hinh thirc
Theo luat, phai danh gia tac dong, nhung:

dr 1iéu dan cu khong duogc str dung;

khong khao sat nhu cau thyc;

khong phan tich gbc ré& van dé;

khong ¢ bao céo do ludng khoang cach “nhu ciu — dap tng”.

Pa s6 bao cdo tac dong viét theo mau:
Iy do — muc ti€u — gidi phap — tinh kha thi — kinh phi — tac dong.

Pay 1a tw duy giai phap, khong phai tu duy nhu cau.

3. Tham van ngudi dan khong bit budc va khong cé phwong phap chuin
“Lay y kién nhan dan” thudng mang tinh tha tuc:

dang lén website;

to chirc vai hdi thao;

lay y kién qua cac hiép hoi;

rat it 1ay dit liéu thuc tir cong dong.

Khoéng c6 ludt nao yéu cau:
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khdo sat dinh lugng;

phan tich nhu cau theo nhom;

ddi thoai truc tiép;

phan hdi theo vong lip.

— Chirng minh rang quy trinh lam luit hién nay khong huéng dén nguoi dan.
III. CHUNG MINH QUA NGON NGU CUA LUAT - NGHI PINH
Pé chirng minh manh nhat, hay nhin vao ngdn ngi.

1. Ngon ngir phap luat ludn bit diu bang “Nha nwéc” hoic “Co quan”
Vi du:

“Uy ban nhan dén c6 trach nhiém...”

“Co quan quan ly nha nuéce thuc hién...”

“T6 chirc, ca nhan khi thuc hién phai...”

Khong c6 dong nao viét:
“Luat nay nham dam bao nhu cau nha & — hoc tap — y t€ ciia nhan dan.”

Ngén ngit thé hién rd:
Trung tam la co quan quan ly, khong phai nguwoi dan.

2. Khéng c6 chi s6 nhu cau trong bat ky luit nao
Luat Xay dung khong do:

chat lugng séng cua cu dan

nhu cau ha ting

nhu cau nha &

Luat Gido duc khong do:

nang lyc nguoi hoc

nhu cau chuyén doi nghé

nhu cau hoc tap sudt doi

11



Luat Quy hoach khong do:

nhu cau dan s6 theo ting cum

nhu cau cong vién — cdy xanh

nhu cau viéc lam gin voi khong gian

Tuc 12 phap luit khong c6 co ché do nhu ciu — khong thé 1ay nhu cau 1am trung tam.
IV. CHUNG MINH QUA CO CHE TRIEN KHAI

Néu luat 1y nhu cdu nguoi dan lam trung tam, thi khi trién khai phai xuat hién:
hé théng do nhu cau;

b6 chi s theo doi;

co ché phan hoi nguoi dan.

Nhung thyec té:

1. Phwong — xd khong phai “tram do nhu cAu” ma 1a noi gidi quyét thi tuc
Khong co:

ban dd nhu cau dan cu;

dr 1i€u phan anh;

phan loai nhu cau theo nhom.

2. Tinh — tinh trién khai theo chi tiéu hanh chinh, khong dwa vao nhu cau
Vi du:

Chi tiéu xy bao nhiéu cin nha, chtr khong do ngudi dan can bao nhiéu cin;
Chi tiéu xay bao nhiéu km duong, chir khong do nhu cau logistics thuc;

Chi ti€u truong 16p theo binh quan, khong theo nhu cau hoc thuc caa ting cum dan cu.
3. Bo nganh trién khai theo "quin Iy linh vue", khong theo nhém nhu cau

Vi du:
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Bo Xay dung quan 1y “cong trinh”, khong quan tri nhu ciu nha &;

Bo KHPT/ TC quan Iy “quy hoach”, khéng quan tri nhu cau phat trién;

Bo LDTBXH quan Iy “viéc 1am”, khéng quan tri nhu cau sinh ké tuong lai.
Co ché trién khai hién nay chimg minh rang:

phap luat khong thiét ké cho nhu ciau nguoi din ma cho b may van hanh theo phan
quyén hanh chinh.

V. CHUNG MINH QUA KET QUA THUC TE

Néu phép luat 1ay nhu ciu ngudi dan 1am trung tam, thi doi sdng ngudi dan phai:
duoc dap ing nhu cau co ban;

c¢6 kha ning tiép can dich vu cong dé dang;

duogc bao vé khi yéu thé;

co su tham gia thyc chit vao hoach dinh chinh sach.

Nhung hién nay:

1. Nha é khong theo nhu ciu ngudi mua

Du an nha ¢ xay theo “quy hoach chi tiéu”, khong theo:

thu nhap nguoi dan;

nhu cau thuc;

kha nang tra no.

Két qua: hang trim nghin cin ho x4y xong bo trong.

2. Ha tang khong theo nhu cau di chuyén

Khong c6 phan tich dong nguoi;

Khong do hanh vi giao thong;

Khong du bao nhu cau viéc 1am — sinh song theo khong gian.

3. Quy hoach khéng dwa trén nhu ciu séng hang ngay

Pit cong vién qua thap;
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Thiéu ha ting y té — gido duc & khu dong dan;
Khong c6 trung tAm vin hoa — sinh hoat cong dong.
4. Dich vu cong khong thiét ké theo nhu ciu ciia ngwoi dung

Céc dich vu cong truc tuyén chi yéu sb hoa tha tuc, khong giam buée, khong dya trén hanh
vi nguoi dan.

— bay la bang chimg cudi ciing va manh nhat: .

H¢ thong phap luit hién nay khong xoay quanh nhu cau nguoi dan.
Néu xoay quanh, két qua da khac.

KET LUAN

Toan bd céu trac cta luat — nghi dinh — nghi quyét hién nay duogc xay dung theo:
phéan quyén bd nganh,

phan manh linh vuec,

quy trinh tir trén xudng,

muc tiéu quan ly,

ngon ngir tap trung vao co quan,

trién khai theo chi tiéu hanh chinh.

Khong ¢6 mét mit xich nao dwoc thiét ké dé tiép nhan, phan tich, va ding nhu cau
ngwoi dan lam dau vao cia chinh sach.

Vi vay, ¢6 thé khrfmg dinh mét cach khoa hoc va chinh tri réng:

H¢ thong phap luit Viét Nam hién hanh khong ldy nhu ciu ngudi din 1am trung tam.
N6 lay co quan quén ly lam trung tam.

Va doé chinh la ly do tao ra moi tic nghén chinh sach, chong chéo phap luit va bat cap
trong dich vu cong hién nay.

I. VI SAO CAU HOI “AI LAY?” LA COT TU?

Triét Iy nghe rat don gian: “Lay nhu cau ngudi dan lam trung tam”.

Nhung néu khong tra 10i diing cau hoi “Ai 1a nguoi 1ay?”, thi:

Nha nude de hiéu theo nghia “t6i s€ fw xac dinh nhu cau cho dan”, va lai roi vao quy dao cii.
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Co quan hanh chinh dé hiéu rang “dan noéi gi to1 cling phai lam”, va roi vao cam tinh.

Nguoi dan hiéu ring “nhu cdu cua t6i phai duoc phuc vu ngay”, ma khong qua phén tich hé
thong.

Nghia I4 ca ba nhém déu c6 thé dién giai sai, dan dén:
loan chuén,

mat trong tam,

xung dot ky vong,

va that bai trong cai cach.

Vi véy, xac dinh ding chu thé lay, vai tro ciia tirng bén, va phwong phap lay chinh la
di€u quyét dinh triét ly nay c6 tr¢ thanh céi cach that sy hay khong.

II. NHA NUOC LAY — DAN LAY: HAI CACH HIEU KHAC NHAU HOAN TOAN
1. Néu Nha nuwéc “tw lay” nhu ciu ciia ngudi dan

Trang thai ndy rat dé xay ra khi bd mdy quen van hanh theo mo6 hinh “quén 1y — kiém soét”.
Nha nudc co6 thé roi vao cac sai léch:

Dién giai nhu cau thay nguoi dan.
(Lanh dao suy doan: “dan can A, can B”, nhung thuc t€ dan can C.)

Lay nhu cau qua bdo cdo trung gian
— nhu cau bi bop méo theo tang nac hanh chinh.

Chuyén nhu ciu thanh chi tiéu hanh chinh, khong con phan anh doi sdng thyec.

Cic co quan lay nhu ciu theo loi ich hodic thAm quyén ciia chinh minh.
(B0 nao ciing ndi linh vuc ctia minh 1a nhu cau cap thiét nhat.)

Két qua:
Nha nudc néi thay dan — triét 1y bi vo hi¢u héa — mo hinh cii 1ap lai.

2. Néu nguwoi dan “tw 1ay” nhu cau ciia minh
Nguoc lai, d€ ngudi dan “ty n61” toan bo nhu cau cling tao rui ro:
Nhu cau ca nhan c6 thé khong dai dién cho lgi ich chung.

Nhiéu nhu ciu mang tinh ky vong, khong phai nhu cau thyc.
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Nguoi dan khong c6 kha ning phan loai — do lwrong — hé théng héa nhu cau.
Khong phai ai ciing c6 diéu kién dé noéi 1én nhu cau ciia minh.

Két qua:
Dir liéu roi rac — cam tinh — phéan tan, khong thé tro thanh nén tang chinh sach.

IIL. VAY AI LAY? — TRA LOI PUNG NHAT: NHA NUGC LAY, NHUNG THEO
PHUONG PHAP CUA KHOA HQC XA HOI HIEN PAI

Céau tra 101 diing khong phai “Nha nudc” hay “Nguoi dan”.
Céau tra 101 ding la:

Nha nuéec 1a chi thé 1ay nhu cau,

nguoi dan la chu thé tao ra nhu cau, .

va khoa hoc — dir li€u la cong cu lay nhu cau.

IV. PHAN TACH RO VAI TRO CUA TUNG BEN
1. Ngudi dan: ngudn dir liéu nguyén thiy

Nguoi dan:

trai nghiém chinh sach,

cam nhan chat luong sbng,

hinh thanh nhu cau thyc,

phéan anh rao can.

Ngudi dan khong do nhu cau.

Nguwoi dan khong phan loai nhu cau.

Nguoi dan chi tao ra va biéu dat nhu cau.

D6 1a quyén ty nhién cta ho trong x4 hoi.

2. Nha nuéc: chii thé thu thip — phén tich — chuin hoéa

Nha nuéc khong duge “doan” nhu cau, ma phai thu thip — phén tich — chuin héa theo
phuong phap:

khao sat xa hoi hoc
dtr liéu hanh chinh

dir liéu s dung dich vu
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hé théng phan anh truc tuyén

phan tich xu hudéng dan cu

do ludong khoang cach “nhu cau — dap Gmg”

Nha nu6e khong tw dinh nghia nhu ciu, ma chuin héa nhu ciu nguoi dan dudi dang:
nhém nhu ciu co ban

nhom nhu ciu phat trién

nhém nhu cau kién tao twong lai

Nha nudc 13 “bo ndo khoa hoc”, khong phai “ngudi quyét dinh nhu cau thay dan”.
3. Khoa hoc — dir liéu: cong cu dé dam bao tinh khich quan

Néu khong c6 cong cy, Nha nudce s€ 1ai roi vao:

chu quan,

hanh chinh hoa,

phoéng doan,

xin—cho dir liéu.

Do d6, chii thé thue sw Idy nhu céu chinh la:

Nha nudc + cong cu khoa hoc + dir liéu khach quan.

V. VI SAO CHU THE LAY PHAI LA NHA NUOC?

Cé6 ba ly do can ban:

1. Nha nuéc 1a chii thé duy nhat ¢6 niing lwe va trach nhiém hé thong
Chi Nha nudc co:

hé thdng t6 chirc tir Trung wong dén phuong;

co so dir li€u dan cu;

ngudn lyc thu thap thong tin rong;

phap 1y dé chuan hoéa nhu cau;
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trach nhiém bao dam cong bang trong phan bo.
Do d6, khéng bén nao ngoai Nha nwéc c6 thé 1dy nhu ciu theo mdt chuin quéc gia.
2. Nha nuée ¢6 quyén lwe diéu phdi dé bién nhu ciu thanh chinh sach

Lay nhu cau chi 1a budc 1.
Nha nudc con phai:

tich hop vao ngan séch;

diéu phdi lién nganh;

lap ké hoach dau tu;

ban hanh luat;

t6 chuc thuc thi;

giam sat cac cap.

Khéng ¢6 cha thé nao ngoai Nha nuédc 1am duoc diéu nay.
3. Nha nuéc ¢ thé cin bing nhu ciu — kha niing — cong bang
Nguoi dan ¢6 nhu ciu, nhung:

c¢6 nhu ciu cap bach

¢6 nhu cau ky vong

c¢6 nhu cau vuot kha ning ngan sach

Chi Nha nudc mai co thé:

phan hang,

xac dinh thtr tu vu tién,

can d6i kha nang dap tmg.

Do d6, Nha nuérc 1a chii thé ldy nhu ciu theo nghia:
lay — phén tich — chuan h6a — chuyén héa thanh chinh sach.

Nguoi din tao ra nhu cu;

Nha nuéc thu thap va chuin héa nhu cau theo phwong phap khoa hoc;
dir liéu la cong cu bao dam khach quan;

va chinh sach 13 sian phim cudi cung ciia qua trinh do.
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Triét Iy “ldy nhu cau lam trung tim” khong phai dan tu n6i gi thi lam nay, ciing khong phai
Nha nudc ap déat nhu cau thay dan, ma la:

dan tao ra tin hiéu;

nha nudc thu nhan tin hiéu;

khoa hoc phan tich tin hiéu;

chinh sach dap ung tin hi¢u.

VII. KET LUAN: AI LAY LA PIEU QUYET PINH BAN CHAT CAI CACH

N€::u nguoi dan lay — cam tinh.

Néu Nha nudce ty lay — chu quan.

N@u b nganh lay — loi ich no1 bo.

Néu doanh nghiép lay — thién 1&€ch thi truong.

Chi khi Nha nuéc 14y nhu ciu bing cong cu khoa hoc, triét Iy ndy moi tré thanh:

mot cau tric quan tri,

mot phuong phap hoach dinh chinh sach,

va mot truc cai cach qudc gia.

I. Ba khai niém cén 1am ré (cot 16i)

“Ai ldy” — Chii thé (Who)

Khong chi la “nha nudc” ndi chung. Chu thé c6 thé 13: Chinh phu trung wong, chinh quyén
dia phuong, don vi cung cap dich vu cong, cong dong dan cu, té chirc xa hoi, va ca thi
truong (doanh nghiép cung cap dich vu).

O mbi tang (qudc gia — ving — dia phuong — cong dong), “ai 1dy” co6 quyén va trach
nhi¢m khac nhau. Can xac dinh 1o ai 1a nguwdi quyet (who decides), ai 1a ngudi trién khai
(who implements), ai 1a ngwoi tham gia/dai dién dan (who voices needs), ai 1a nguwoi
danh gia (who holds to account).

“Lay nhwr thé nao” — Phwong phap & quyén luc (How)

La tap hop cac co cl}é thu thap, xac nhan, chuyén hoé nhu cau thanh thiét ké chjnh sach va
dich vu: khao sat, doi thoai, dit liéu hanh chinh, thir nghiém chinh sach, thiét ké dong sang

tao (co-design), co ché phan hoi lién tuc.

“Lay” bao gom ca khau xac dinh (identify), dinh lwong/dinh tinh (measure), phan tich
(prioritize), thir nghiém (test), va chinh thire hoa (institutionalize).
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“Liy & dau” — Pham vi & khong gian (Where)

Nhu cau phai dugc ldy ¢ dang mire: ca nhan — ho gia dinh — cong dong dia phuong — do
thi/ving — qudc gia.

“0 dau” con 1a noi ldy: tai cong dong (dién dan ddi thoai), trong dich vu (qua trai nghiém
khach hang), trong dit li€u hanh chinh, qua thi truong (hanh vi ti€u dung).

Can phén biét ngir canh: vin hoa ving mién, diéu kién kinh té, giai doan doi (tudi, nghé
nghiép), hoan canh tam thoi (khung hoang, dich bénh).

II. Nguyén tic cin ban khi “ldy nhu ciu” (nhirng diéu khong thé vi pham)

Tén trong da dang & boi canh — khong 4p mo hinh dong phuc cho cac ving vin hoa
khac nhau.

Tinh tham gia & dai dién — phai c6 co ché dé tiéng noi yéu thé (ngudi nghéo, ngudi di cu,
nguoi gia) dugce lang nghe.

Minh bach & cong khai — qua trinh, di¥ li¢u, ti€u chi uu tién phai cong khai.

Pinh huwéng két qua (outcomes) — luat/diéu 16 phai quy dinh muc tiéu phuc vu, khong chi
thu tuc.

Ti 1€ thuin & phu hgp (proportionality) — mirc do phuc tap cua thu tuc ti 1€ v6i rui ro;
tranh “thu tuc nang cho viéc nhe”.

Trach nhiém giai trinh — c6 chi s6 do ludong, deadline, ché tai néu khong dat.

Thir nghiém va hoc héi nhanh — cho phép thi diém c6 thoi han, c6 M&E; chip nhan sai
sOt cd kiém soat.

II1. Nhu céu 13 gi — phan loai va ciach nhén biét

Phin loai nhu ciu (mdt khung thue dung)

Nhu céu co ban (Basic needs): in, ¢, an toan, y té khan cap.

Nhu ciu dich vu (Service needs): gido duc, y t& dinh ky, giao théng cong cong.

Nhu ciu thoi gian (Temporal): ngin han (kéo qua mua), trung han (tim viéc), dai han (an
cu, huu tri).

Nhu ciu An/tiém an (Latent needs): mong mubn duoc ghi nhan, cong déng, an sinh tinh
than.

Nhu cau phit trién/aspirational: nang tim song, hoc tap, di chuyén x4 hoi.
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Lam sao biét d6 13 nhu cau that? — tiéu chi nhin dién

Tinh phé bién: nhiéu ngudi hodc nhiéu nhém thé hién cliing van de.
Tinh wu tién doi séng: anh huong dén doi séng co ban hoidc kha ning sinh ké.
Tinh cAp bach: thiét hai kinh t& / x3 hoi néu khéng giai quyét.

Tinh c6 thé can thiép: c6 cong cu chinh sach hitu hiéu dé cai thién.
Tinh c6 thé kiém chirng: c6 dit liéu hodc bang ching thyc nghiém.
IV. Cong cu thu thip — phén tich — kiém chirng nhu ciu

Ngudn dir liéu

Dir liéu hanh chinh (dang ky dan cu, BHXH, co sd 'y té, trudng hoc).
Khio sat c6 thiét ké (sampling surveys, household surveys).

Tri thitc cdng dong (dién dan, hoi nghi, hoi thao xa hoi).

Dir li€u hanh vi thi trweomg (thong tin giao dich, ti€u dung).

Thi diém / living labs (thtr nghiém chinh sach, quan sat phan tng).
Phwong phap kiém chirng

Do y nhiéu vong + ddi chiéu ngudn (triangulation giita dit liéu hanh chinh, khao sat va
phdng van sau).

Thi diém c6 thiét ké: dua giai phap cho mdt mau chon, so sanh két qua trude/sau hoic gitta
nhom doi ching.

M&E lién tuc: chi so dau ra (timeliness, access), chi s6 dau qua (happiness, income), chi so
tac dong (reductions in cost/time).

Feedback loop: phan héi ctia ngudi dan duoc hé thdng hoa (tirc thi/ hang thang/ hang nim)
va c6 tac dong vao diéu chinh chinh sach.

V. Céch chuyén héa nhu ciu thanh chinh sich thye thi (co ché van hanh)
Tir nhu ciu — tiéu chi dau ra

MJi nhu cau phai dich thanh it nhat mot tiéu chi do dugc (vi du: “tiép can y té co ban trong

vong 30 phut”, “thoi gian cap phép xay dung < X ngay”, “ty 1& ho thu nhap thap c6 nha & toi
thieu Y%”).
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T tiéu chi — cong cu chinh sach

Luéat/Nghi dinh: quy dinh két qua bit budc (targets), khung uy quyén thi diém, nghia vu
cong khai.

Ngén sach & cong cu tai chinh: dam bao su phu hop gifta muyc tiéu va ngudn lyc (quy, tin
dung, bdo lanh).

Quy chuin & tiéu chuan: thiét ké theo nguyén tic “fit-for-purpose” (tiéu chuan tbi thiéu cho
nhom dac thu).

Thuyc thi: giao nhi€ém vu rd rang, thoi han, KPI, co ché thanh tra & kiém toan.
Caiu tric van hanh

Co ché dong thiét ké (co-design): ngudi dan + chuyén gia + chinh quyén soan chuong
trinh.

Co ché thi diém c6 rang budc thoi han: ty quyén c6 thoi han kém M&E.
Co ché mé rong c6 didu kién: néu pilot dat target thi mé rong; néu khong thi diéu chinh.
VI. “Lam trung tim” — trung tam cua cai gi? (ly giai khai ni¢m)

Lam trung tim cua “quy trinh chinh sach”: moi luat, nghi dinh, chuong trinh dugc bét
dau bang phan tich nhu cau, khong bang mo6 ta to6 chuc quan ly.

Lam trung tim cia “thiét ké dich vu”: dich vu cong duoc thiét ké tir hanh trinh ngudi
dung (user journey), khong tir quy trinh hanh chinh.

Lam trung tam cda “dau tw & phan bo nguon luc”: nguon luc dugc phan bod dya trén
nhu cau c6 kiém ching va hi¢u qua ky vong.

Lam trung tam caa “danh gia va trach nhiém”: viéc danh gia chinh sach dat muc tiéu
phuc vu nguoi dan lam chuan muc quyét dinh thanh cong.

“Lay nhu cAu ngudi dan 1am trung tim” 13 mot bién d6i hé thong n6 doi hoi su thay dbi ¢
chii thé, phwong phap, khong gian thwe hién va co ché chuyen hoa Mudn 1am duoc,
phai: (1) 1am 16 ai chiu trach nhiém; (2) thiét 1ap nguyén tic va chi s6 do ludong; (3) xay
dung chudi thu thap, kiém chimg va thi diém; (4) tao co ché phap 1y dé chuyén két ludn
pilot thanh quy dinh bt budc; (5) cong khai va giai trinh lién tuc.

LUAN PIEM CHINH TRI: “AlI LAY” NHU CAU NGUOI DAN LAM TRUNG
TAM?

Trong moi thdo luan vé d6i méi mo hinh nha nudc, viéc “lay nhu cau nguodi dan lam trung
tam” thuong dugc néu nhu mot khau hi¢u dep, nhung mo ho va thiéu strc cong pha vi khong
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tra 101 duoc cau hoi ¢t 16i: Ai 1a chii thé “lay”?

Néu khong xac dinh diéu nay mot cach minh bach, khai niém s€ mai nam trén giéy, b1 vi
“lay” 1a mot hanh dong chu dong, c6 trach nhiém, c6 phuong phap va kéo theo hé qua to
chu’c phap 1y cu thé.

1. Nha nwéc 1a chii thé “ldy” — va chi khi nha nwée 1dy, mé hinh méi cé ¥ nghia chinh
tri — the che

Chi ¢6 nha nudc méi s¢ hitu di tw cach chinh tri, quyén lwe phap 1y, co ché té chirc,
nguon luc, va d¢ bao pha xa hgi dé¢ thuc hién hanh dong “lay” nhu cau ngudi dan mot
cach c6 hé thong.

Nguoi dan khong thé tw minh “lay” nhu cu cta chinh ho dé dua vao cau trac luat phap.
Doanh nghiép khong ¢é thim quyén dé bién nhu cau thanh chinh sach cong.

X4 hoi dan sy khdng c6 quyén lwe cudng ché dé chuyén hoa nhu cau thanh quy dinh.

Vi vay, chu thé duy nhét c6 kha ning bién “nhu cau nguoi dan” thanh trung tim cua hé
thong chinh tri — phép luét 1a Nha nwée.

Nhung khong phai “nha nudc noi chung”. Phai xac dinh r6: Nha nwéc — trong toan b
thiét ké 4 c4p ciia n6 — nhan trach nhiém chinh tri vé hanh dong nay.

2. “Lay” nghia la gi? — Mt hanh dong chinh tri chir khong phai dong tac tham van

“Lay” khong phii 1a hoi ¥ kién, to chirc hop dan, hay tong hop kién nghi.
“Lay” c6 nghia la:

Chii dong tim kiém (khong cho ngudi dan kéu).

Giai phiu va dinh danh nhu cau mot cach khoa hoc (khong chi ghi nhén).

Chuyén héa nhu cau thanh tiéu chuan phap ly (khong chi giai thich).

Rang budc trach nhiém thye thi (khong dé tinh trang 1am hay khong 1am tuy y).

Tai cAu tric td chire bd may theo nhu cau di duoc xac 1ap.

Hanh dong “lay” vi vay 1a hanh dong tai tao ning lwc cAm quyén. M6t nha nuée lay nhu
cau nguoi dan lam trung tAm thuc chét dang thay thé m6 hinh quan trj cii bing mé hinh méi:
tr nha nwéc quan ly sang nha nwéce kién tao — hd tro — phuc vu.

3. Lay & dau? — O diém gan nhat véi doi song din cw

Phuong — x4 1a noi duy nhat du gan de quan sat truc tiép nhu cu, nhin thiy sy da dang
vung — mién, va do dugc thay doi doi song hang ngay.
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Nhung cap phuong khong du nang lyc dé chuyén hoa nhu ciu thanh luat. Vi vdy mé hinh
“lay” phai phén tang:

Phuwong — xa: thu nhan nhu cau thuc té, phan loai, xac nhan dd tin cay.

Tinh — thanh phé: phan tich chinh sich, lwa chon nhu ciu mang tinh chién lugc.
Bo — nganh: chuyén nhu cau thanh co ché, tiéu chudn, quy tic phap 1y.

Quéc hdi — Chinh phii: hop nhét thanh luat, nghi dinh, chién luoc quéc gia.

Piém xuat phat 1a phuong — x4, nhung diém chuyén héa nim & trung wong.
Day 1a 1y do phai cai to dong thoi 4 cap nha nude.

4. Nguyén tic “lay”: chinh xic, phén ting, kiém ching va ¢ trach nhiém

Pé viéc “lay” khong tro thanh khau hiéu, 4 nguyén tic phai dugc xac lap:

Chinh x4c: nhu ciu phai dugc dinh danh bé“tng dir li¢u, khong béng cam tinh can bo.
Phén tang: nhu ciu chia 3 cip — co ban, phat trién, kién tao — dé tranh hdn loan wu tién.
Kiém chirng: trude khi dua vao luat — nghi dinh, nhu cau phai qua thir nghiém (test local).
Trach nhiém: mdi nhu cau chinh sach phai gin véi tén ctia co quan chiu trach nhiém.
Chi khi ¢6 4 nguyén tac nay, khai niém méi tré thanh cong cu diéu hanh that su.

5. Nhu céu cu thé 12 gi? Lam sao biét d6 12 nhu ciu that?

Mot nhu cau duoc coi la “nhu cu that” khi hoi di 3 tiéu chi:

C6 ciin cir doi sdng: anh huong truc tiép dén nhom dan cu xéac dinh.

Co dir liéu lip lai: xuat hién nhiéu 1an, nhiéu noi, c6 sy 1ap thong ké.

Co tac dong kinh té — xa hoi ré rét khi dugc giai quyét hodc khi bi bo ngo.

Nhu cau khong phai 1a y mudn. 7
Nhu cau 1a dong lwe cia doi song, co theé do ludong, phan nhém va kiém chung.

6. Trung tam cua cai gi? — Trung tam cua luat phap, chinh sach, t6 chirc va nguon luc

“Trung tam” khong phai 14 vi tri trong cau khau hiéu.
“Trung tdm” nghia l1a dieém quyet dinh cta toan bd chu trinh ra quyét dinh cong.

Nguoi dan phai tré thanh trung tdm cta 4 truc chinh:
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Truc phap luat: luat duoc xay dung dya trén bo nhu cau chuan hoa.
Truc chinh sich: chinh sich cong phai giai quyét van dé dan sinh trude, loi ich nganh sau.

Truc té chirc: bo may duoc tai thiét dé phuc vu giai quyét nhu cau, chir khong xoay quanh
thu tuc.

Truc ngudn lwe: ngin sach phan bd theo wu tién nhu cau, khong theo chi tiéu hanh chinh.

Khi nguodi dan tré thanh trung tdm cua ca 4 truc, nha nudc s€ budc sang mo hinh quan tri
moi.

7. Két luaAn — LAy nhu ciu ngwoi din 1am trung tim la lwa chon mé hinh nha nwéc,
khong phai ky thuat quan ly

No6i dén “nguoi dan 1a trung tam” 14 néi dén dinh nghia lai vai tro nha nwéc, tai thiét lap
tuong quan gitra nha nudc — thi truong — xa hoi.

Day 1a lya chon chinh tri mang tinh cai cach che d¢ thuc thi, khong phai mdt bién phap
hanh chinh.

Cau hoi “AI LAY?” vi thé chinh 13 ban 1é m& ra ca mot cong trinh cai cach:

Nha nudc phai la chu the lay, lay bang phwong phap, lay véi trach nhiém, va lay dé tai

cau triac chinh minh.

Chi khi d6, ngudi dan moi that su tré thanh trung tim — khong phai trong khau hiéu, ma
trong moi quyét dinh ctia quoc gia.

I. NGUOI DAN - CHU THE TRUNG TAM CUA TRIET LY

1. Dac tinh

Da dang vé vung mién, van hoa, thu nhap, nghé nghiép, do tudi.

Nhu cau phong phu, thay d6i nhanh, ¢ ca nhu cau trudc mét va dai han.
Thong tin khong déng déu; c6 nhom dé tiép can dit liéu s6, c6 nhom yéu thé.
2. Hé¢ gia tri

Cong bﬁng, minh bach, dugc ton trong.

Kha ning tiép can dich vu céng nhu mot quyén, khong phai an hué.

Mubn song 6n dinh, an toan, phat trién ban than va cham lo cho gia dinh.

3. Cach thirc tac dong
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Nha nudc phai tac dong theo hudng:

Lam ré quyén — nghia vu, gitip ngudi dan hiéu minh dugc gi, phai 1am gi.
Giam ganh ning thi tuc, dua dich vu cong vé gan v6i doi song.

Tao cam giac dwoc ling nghe, dugc bao vé, duoc tham gia.

4. Phwong phap tac dong

Xay dung bé thu thiap nhu ciu (survey, app phan 4nh, t6 dan phd sd).

Thiét ké dich vu cong theo tiéu chuin (SLA — cam két thoi gian, chét lugng).
Cong khai dit liéu, tang dbi thoai.

Chinh sach huéng dén nhom yéu thé: minh bach hon, tiép can dé hon.

II. DOANH NGHIEP — POI TAC PHAT TRIEN, KHONG CHI LA POI TUQNG
QUAN LY

1. Pac tinh

Nhay cam véi thu tuc va chi phi thoi gian.

Chiju anh hudng truc tiép tir co ché xin—cho, gidy phép, danh gia rui ro phap 1y.
Hoat dong trong méi truong canh tranh, can sy On dinh va dy doan duoc.

2. H¢ gia tri

Tinh 6n dinh, minh bach, chi phi thép.

Quyeén tiép can cong bang voi tai nguyén (dat dai, thong tin, thu tuc).

Ton trong sang tao va nang luc canh tranh.

3. Cach thirc tac dong

Khong xem doanh nghiép 1a “ddi twong quan 1y”, ma 1a ban ddng hanh phat trién.
Giam rui ro thé ché: luat rd — thu tuc rd — thoi han rd.

Tao san choi canh tranh lanh manh.

4. Phwong phap tac dong

Chuan hoa quy trinh cip phép, tao cira duy nhat va xir 1y theo thoi han cam két.
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Cong khai dit liéu quy hoach, dét dai, dau tu.
Déi thoai dinh ky, phan hdi nhanh.
Xay dung co ché thir nghiém (sandbox) cho nganh méi.

III. CONG CHUC - BQO MAY NHA NUOC - CHU THE TRUNG GIAN QUYET
PINH THANH BAI

1. Dac tinh

Tam 1y e ngai rui ro, s¢ sai.

Nhiéu cip, nhiéu ddu méi, trach nhiém khong ro rang.

Quen voéi cach lam cil, khang cu thay doi.

2. H¢ gia tri

Ky luat, an toan, tuan thu thu tuc.

Ua 6n dinh thay vi d6i méi.

Coi trong quy trinh hon két qua (do cach danh gia hién tai).

3. Cach thirc tac dong

Triét Iy “nhu cau nguoi dan 1a trung tAm” tac dong 1én cong chirc theo ba hudng:

(1) Ci thi¢n co ché danh gia ‘
—Danh gia dya trén két qua phuc vu dan, khong chi dua trén ho so.

(2) Giam rii ro ca nhan
— B6 may can co ché bao vé ngudi dam lam, dam chiu trach nhiém.

(3) Don gian hoa quy trinh ’
— Giam bdt tang nac phé duyét va giay to gay ap luc lén cong chuec.

4. Phuong phap tac dong

Chuén hoa vi tri viéc lam gén v61 nhiém vy phuc vu dan.

KPI theo nhu cau: muc hai long, thoi gian xir 1y, d chinh xac thong tin.
bao tao lai cong chuc: tir “quan ly” — “dich vu cong”.

Xay dyng co ché thuéng — phat dua trén két qua thyc.
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IV. LANH PAO HE THONG CHINH TRI - NHOM TAC PONG MANG TiNH
QUYET PINH

1. Dac tinh

Phai xir 1y nhiéu muc tiéu: phat trién — an ninh — ngan sach — t chc.
Stre ép chinh tri va trach nhiém cao.

Can tam nhin dai han nhung bi kéo boi cac van dé nga"m han.
2. He¢ gia tri

On dinh chinh trj — xa hoi.

Pht trién kinh té.

Tao su déng thuan trong hé théng va trong xa hoi.

Gitlt dugce ky luat — ky cuong.

3. Cach thirc tac dong

Triét Iy “nhu cau nguoi dan” cung céap cho lanh dao:

Mt cong cu ra quyét dinh chuin xac hon: thay vi dua trén bao cdo hanh chinh, dwa vao
dir liéu nhu cau that.

Mt ngdn ngir chung 1ong ghép dwoge cac nganh: nhu cu trd thanh “mau sé chung” trong
di€u phoi lién nganh.

M4t nén tang tao niém tin: khi dan thdy duoc phuc vy, niém tin ting.

4. Phwong phap tac dong

Thiét 1ap b chi s6 nhu cau qudc gia (National Needs Index).

Yéu cau moi chinh sach phai c6 “danh gia tac dong nhu cau” trude khi trinh.

Phén bb ngan sach theo nhu cau chir khong theo co ché xin—cho.

Co ché trach nhiém giai trinh: bao cdo két qua phuc vu dan dinh ky.

KET LUAN: BON NHOM - MOT TRIET LY - MOT HE THONG THONG NHAT

Triét Iy “lay nhu cau ngudi dan lam trung tam” khong tac dong roi rac.
N6 dinh hinh mot h€ thong quén tri méi, noi:
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Nguoi dan trd thanh chu thé cua chinh sach.

Doanh nghiép tré thanh ddi tac phat trién.

Cong chuc tro thanh ngudi cung cp dich vu.

Léanh dao tro thanh kién trac su cua mot hé théng dua trén dit liéu — nhu cau — két qua.

Nhom doi tuong khac nhau, nhung déu duoc két ndi bdi mot truc duy nhéat:
nhu cau thyc ciia con nguoi la diém bat dau va diem ket thic cia Nha nwéc hién dai.

NHOM POI TUQNG TRUC TIEP CUA TRIET LY “LAY NHU CAU NGUOI DAN
LAM TRUNG TAM”

Khi mot qudc gia quyét dinh dich chuyén tir mé hinh Nha nude quan ly — kiém soat sang
mo hinh Nha nudc phuc vu — ho trg — kién tao, di€éu dau tién phai xac dinh ro 1a ai s€ chiu
tac dong tryc tiép, tinh cach — hé gia tri cua ho ra sao, va cach thirc Nha nwéc twong tac
v6i ho can dugc thiét ké thé nao. Trlet 1y nay khong huong dén mot “dai chung triru tuong”,
ma hudng dén nhirng nhém thue té, voi nhu cau séng cu the, co thé do ludong va co thé
chuyén hoa thanh chinh sach.

1. Nhém ngwoi dian phé thong — chii thé cin ban ciia nhu ciu hing ngay

Dac tinh

Sbng bang thu nhap lao dong, chiu 4p luc vé chi phi sinh hoat.

Nhay cam vai thay ddi cua dich vu cong, thu tuc hanh chinh, chi phi di lai —y té — gido duc
—nha 6.

Tinh hop tac cao khi chinh sach minh bach, tinh phan (rng manh khi chinh sach xa ro1 thuc
te.

He¢ gia tri

An toan — cong bang — chi phi hop 1y — tiép can thuan tién.

Mong muén sy 6n dinh nhung khong phti nhan d6i méi néu dbi méi giup cude séng d& hon.
Cach thirc tac dong

Pon gian hoa dich vu cong.

Minh bach hoéa quyén lgi — nghia vu.

Téi wu hoa chi phi sdng db thi.
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Giam rui ro hanh chinh.

Phwong phap tac dong

Co ché phan hdi nhanh (feedback short-loop).

B0 chi sé “hai 10ng thue” do timg dich vu hang thang, khong theo nim.
Thiét ké “diém cham” cy thé: tram y té — trudng hoc — phudng xi — giao thong.
2. Nhém yéu thé — noi Nha nwée phai “ting trong so cong ly”

Dac tinh

Kha ning tiép can thong tin va dich vu thap.

D@ bi ton thuong khi thi trudng thay doi.

Khéng du “tiéng noi” trong co ché phan anh truyén thong.

Hg¢ gia tri

Binh ding co hoi.

H5 tro kip thoi va dung ddi tuong.

T6n trong pham gia c4 nhan.

Cach thire tac dong

Chinh sach “dém d&” cu thé: nha ¢ x4 hoi, bao hiém y té, day nghé.
Truyén thong truc tiép — c6 ngudi dan dit.

Phwong phap tac dong

M&i nhom yéu thé phai ¢6 “hd so nhu cau” riéng.

Ung dung cong nghé dé khong bo sot nhung khong 1am mat di tinh nhan vin.
Thiét 1ap “nguoi dai dién cong dong” tai khu dén cu.

3. Nhém doanh nhan — lyc lwgng tao ra gia tri gia ting va viéc lam
Pac tinh

Quyét dinh dau tu chiu tac dong boi phap 1y, chi phi giao dich, méi trudng canh tranh.
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Nhay bén véi rai ro thé ché.

Heé gia tri

Su minh dinh, 6n dinh va c6 thé dy doan.

Chinh sach khuyén khich d6i méi.

Ton trong surc sang tao cua thi truong.

Cach thire tac dong

Chuyén Nha nudc tir “quéan 1y — cap phép” sang “dinh chuan — hd tro”.

Tang quyén lya chon va giam diém nghén thu tyc.

Phuwong phap tiac dong

B tu duy “xin — cho”; thay bang “céng bd — cam két — chiu trach nhiém”.
Thiét 1ap co ché “1 hd so — 3 két qua”: dugc lam — han ché — cam, cong khai bang tiéu chi.
Péi thoai dinh ky c6 bién ban, chdt trach nhiém 2 phia.

4. Nhém can bd cong chirc — d6i twong thu hwéng va ciing 1a chii thé van hanh triét 1y
Dac tinh

Tam 1y phong thu cao do &p luc trach nhi€ém — thanh tra — rti ro phép 1y.

Pong lyc 1am viée bi phan tan giita “quy tic hinh thire” va “két qua thuc chat”.
Kha ning d6i méi bi gidi han bai khung phap 1y va co ché nhan su.

Heé gia tri

An toan nghé nghiép.

R rang trach nhiém — quyén han.

Puoc bao vé khi dam ddi méi dang muc tiéu.

Cach thire tac dong

Doi méi cach giao nhiém vuy: tir “tudn thu” sang “cé muc tiéu”.

Thiét ké lai chi tiéu danh gia theo dau ra thyc té, khong theo ho so gidy.
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Bao vé€ can bo khi thuc thi ding nhu cau cua dan.

Phwong phap tac dong

Chuén nang luc theo ting vj tri.

Do tao thuc chién.

Luan chuyén theo du 4n thay vi theo nién han.

Hé théng thudng — phat dya trén dir liéu thuc.

5. Nhém tri thirec — chuyén gia — nha khoa hoc

Pac tinh

C6 tri thire phan tich va kha nang thiét ké giai phap.

Thuodng bi dit ¢ “vi tri tham van” chtr khong phai “vi tri quyét dinh”.
Hg¢ gia tri

Tu do nghién ctru.

Moi truong hoc thudt minh bach.

Puoc ling nghe bang tiéu chi, khong bang quan hé.

Cach thire tac dong

Tang vai tro “danh gia chinh sach dgc 1ap”.

Cho ho tham gia tir giai doan thiét ké luat, khong chi gop ¥ muon.
Phwong phap tac dong

Co ché dat hang nghién ctru c6 cam két.

Hoi dong khoa hoc lién nganh & cap ving — tinh.

Cong bé dir liéu mo dé str dung trong nghién ciru.

KET LUAN

Triét Iy “lay nhu cau ngudi dan lam trung tAm” chi thyc su van hanh khi:

Nhan dién dung 5 nhom dbi tuong truc tiép.
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“Doc” dugc dac tinh va hé gia tri cia tirng nhom.

Thiét ké phuong phép tac dong khic nhau cho tirmg nhom.

X6a mé hinh “quéan 1y dai ching” va thay bang mé hinh “hiéu ngudi — dap tng ngudi”.

Nha nude chi thue su kién tao khi moi nhom ddi tuong dugc ddi xtr theo logic nhu cau, chir
khong theo logic thu tuc. Va mgt khi da chuyén sang “nhu cau lam trung tdm”, bd may budc
phai thay doi toan dién: tir cau trac, trach nhi¢m, cach ra quyét dinh, dén cach do két qua.

LAY NGUOI DAN LAM TRUNG TAM — PINH NGHIA THU'C CHAT

“Lay nguoi dan lam trung tdam” chi ¢6 nghia khi n6 dugc hiéu nhu mot cau trac hoan chinh.
Cau trac ay géom ba tang goc re:

ton trong su khéc biét van hoa — vung mién — 16i séng,

nhén dién duoc nhu cau thuc — nhu cau an — nhu cau dai han cta con nguoi,
kha nang chuyén d6i nhu cau 4y thanh chinh sach, dich vu va thiét ké do thi.
Néu thiéu mot tang, toan bo ménh dé tré thanh rong.

1. TON TRONG SU KHAC BIET — PIEU KIEN CAN PE XAY DUNG CHINH
SACH

Viét Nam 1a qubc gia da dang vin hoa theo mot cach rat dic biét:

nguoi Bic coi trong tinh cong d@)ng, thtr bac, chuan muc;

ngudi Trung dé cao tinh ky luat, chiu dung, gia dinh;

ngudi Nam dat nang tinh thuc té, tu do, linh hoat.

Nhung hé théng quan tri hién nay chua dua su khac biét éy vao mo hinh’ chiph sach. o
Ta chap nhan sy khéc biét “bé mat”, nhung khéong dwa né thanh bién so trong thiet ke

dich vu cong, khong gian dé thi, mé hinh hd tro¢ sinh ké hay cach t6 chirc cong dong.

Hau qua 1a moi chinh sach déu “vira van voi mdt s6 nhom” va “long 1éo véi nhom khac™.
Do 1a 1y do cung mdt chinh sach, nhung phan tng ¢ Bac — Trung — Nam khac nhau.

Tén trong & day khong phai “tuyén bd ton trong”, ma la:

vian hoa ving phai trd thanh tham sé diu vao ciia quy hoach,
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hanh vi tiéu dung va sinh ké phai tro thanh tham s6 dé thiét ké dich vu,
16i séng phai dugc xem nhu mét thwe thé quan tri, khong phai bién sé ngiu nhién.

Khi khong c¢6 nhan thic ndy, moi chinh sach déu tré thanh “mot 4o khoac chung cho moi
nguoi”.

2. LAY NHU CAU LAM PONG LUC — NHUNG NHU CAU PHAI PUQC “LAM
RO” TRUOC

Nhu cau cta ngudi dan khong tu nhién rd.

Muon 10, phai c6 hé thong doi thoai, thong tin mé, tri thirc dwgc nang 1én, va co ché ghi
nhan.

Nhu cau gom 4 16p:

(1) Nhu céu ciin ban: dn — é — ngii — an toan — di lai — y té

Pay 1a 16p tdi thiéu dé mot nguoi séng duogc. Sai & 16p ndy, moi thir déu sai.

(2) Nhu céu dich vu: hoc tip — viéc 1am — di chuyén — chiim séc — viin héa — giai tri

Pay 1a 16p gitp ho phat trién.

Mot d6 thi chi thye sy song khi 16p ndy phong phu, ti€p can dugc, va gia ca hop 1y véi dai
da sb dan.

(3) Nhu ciu thoi gian: ngin han — trung han — dai han

Pay 1a 16p ma hé thong hién nay hau nhu chua cham t6i.
Nguoi dan co:

nhu cau ngan han (thu nhép, chd 6),

nhu cau trung han (nghé nghiép, con cai, tich lity),

nhu cau dai han (an cu, thing tién xa hoi, an sinh tudi gia).

Nhung thiét ké chinh sach thuong chi nhin mot mit: hodc qua ngan, hoic qua dai.
(4) Nhu céu 4n va nhu ciu chwa dwoc khai pha

Day 1a 16p khé nhat, nhung lai quan trong nhat cia mot d6 thi van minh.

Vi du:
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nhu cau duge cong nhan,

nhu cau dugc hoa nhap,

nhu cau tham gia chinh sach

nhu cau xdy dung ¥ nghia cudc sdng,
nhu cau trai nghiém van hoa,

nhu cdu yén tinh,

nhu cau lién két cong dong,

nhu cau phat trién ban than.

Hé thong quan tri gioi phai nhan dién duoc 16p nhu cau an nay trude khi né tro thanh xung
dot xa hoi.

3.PUA NHU CAU THANH CHINH SACH — PAY LA “TRUNG TAM” THUC SU

Mot chinh quyén néi “lay ngudi dan 1am trung tim” phai chiing minh bang 3 cong trinh rd
rang:

(1) Khung phap 1y phan anh nhu ciu

Tuc 1a: luat — nghi dinh — quy hoach phai dugc thiét ké nguoc tur nhu cau nguoi dan, khong
phai tr mong muodn ctia co quan quan ly.

(2) Hé thong dich vu cong theo cAp dd nhu cau

Khong phai mot dich vu cho tat ca, ma la dich vu phan téng theo ddc trung ctia tirng nhom:
nhom lao dong pho thong,

nhom gia dinh tré,

nhom nguoi gia,

nhom sinh vién — cong nhan mai ra doi,

nhém nguoi khuyét tat,

nhoém kinh doanh nho.

M&i nhém c6 nhu cau khac nhau, thoi gian khac nhau.

(3) Co ché dbi thoai va minh bach héa
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Néu nguoi dan khong dugc noi, thi hé thong khong thé biét nhu cau that.
Néu nguoi dan khong duge nghe, nhu cau ciia ho ciing khong thé 3.

Péi thoai + dir liéu mé = nhu céu tré thanh dong lwc chinh sach.

4. CANHAN HOA — BUGC CAO NHAT CUA “LAY DAN LAM TRUNG TAM”
Mot hé théng chi thuc sy dat dan lIam trung tam khi:

dich vu cong dén ting cum dan cu,

chinh sach dugc diéu chinh theo béi canh ting noi,

dr li€u ca nhan dugc bao vé nhung dugc st dung dé t6i uu hoa dich vu,

cham soc x3 hoi duoce thiét ké dua trén chu ky doi séng,

khong gian do thi dugc quy hoach theo hanh vi cu tr.

“Ca nhan hoa” khong phai lam cho mdi ngudi mot chinh sach. o

N6 la kha ning nhan dién mau hinh cua trng nhom nguoi, to do thiét ké dich vy phu
hop véi ho.

Pay la cach ma cac d6 thi thong minh va nhan vin trén thé gii van hanh.

“Lay ngudi dan 1am trung tdam” khong phai khau hiéu va khong thé duoc hiéu bang cac
phép so sanh dao duc.

No la:

mot hé gia tri (ton trong su khac biét),

mot phwong phap (xac dinh nhu cau),

mot hé thong ky thuat (chuyén nhu cau thanh chinh sach),
mot mé hinh quan tri (d6i thoai — dit liéu — c4 nhan hoa).

Néu ba tang 4y van hanh dong b, d6 thi s& tré thanh noi con ngudi dugc phat trién, thay vi
chi 1a noi ho phai thich nghi.

SO SANH CAN BAN GIUA HAI MO HINH:

(1) BO LUAT LAY QUAN LY — KIEM SOAT LAM GOC
(2) BO LUAT LAY NHU CAU NGUOI DAN LAM GOC**

I. KHOI PIEM TRIET LY
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1. M6 hinh truyén théng: quan Iy — kiém soat

Triét 1y xuat phat tir noi s¢ ri ro, s¢ sai pham, coi ngudi dan va doanh nghiép 1a doi tuong
“can duoc diéu chinh”.

Muc tiéu chinh: tranh sai, tranh that thoat, dam bao trat tu.
Tu duy: “quy dinh cang chat thi cang an toan”.
2. M6 hinh méi: 1dy nhu cAu ngudi dan 1am gbc

Triét ly xuat phat tir muc tiéu phuc vu, coi nguodi dan 1a “ngudi st dung dich vy va la doi
tac cua nha nudc.

Muc tiéu chinh: dap mg nhu cau, phat trién niang lyc xa hoi, giam chi phi thoi gian — chi phi
co hoi cua dan.

Tu duy: “quy dinh cang giup dan dé séng, d& lam an thi x4 hoi cang manh”.

=> Sy khac nhau bit du tir ddng co 1ap phap: mot bén mudn chdéng sai — mdt bén
muon tao gia tri.

II. CAU TRUC CHUONG - MUC

1. B§ luat truyén thong

CAu trac xoay quanh “nha nude phai lam gi dé quan Iy, thuong gdom:
Chuong vé pham vi diéu chinh

Chuong vé ddi tuong, trach nhiém

Chuong vé diéu kién, thu tuc, trinh tu

Chuong vé thanh tra, xtr phat

Diéu khoan thi hanh

Trong tdm nam ¢ trinh tw — thi tuc — dieéu cam — che tai.
Cau triic nay khién moi chu thé nhin luat nhu “rao chan” trudc duong di ctia minh.

2. By luat lay nhu cau nguoi dan lam goc
Cau trac bat dau bang nhu cau thwe ctia ngwoi st dung, vi du:
nhu cau tiép can

nhu cau an toan
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nhu cau thoi gian

nhu cdu minh bach

nhu cdu phat trién

nhu cau bao vé quyén loi

Tl d6 méi thiét ké:

Chuong vé quyén va dich vu ma ngudi dan dugce hudng
Chuong vé chuén chét luong dich vu

Chuong vé co ché phan hdi — khiéu nai — diéu chinh
Chuong vé trach nhiém cua nha nudc trong viéc hd tro
Va cubi cting méi 1a ché tai, thanh tra, xir phat

Tire ciu tric 1t ngwoce hoan toan:
quyén truéc — dich vu trudc — co ché phuc vu truéc — quan ly di sau.

III. CACH VIET PIEU LUAT

1. Luét truyén théng

Cau chir mang tinh m¢nh 1€nh, hanh chinh, tap trung vao nghia vu:
“T6 chic A phai...”,

“Cé4 nhan khong duoc...”,

“Co quan c¢0 trach nhiém...”.

it dé cap dén “két qua dau ra”, ma chi mo ta “cach thirc thuc hién”.
2. Luat ldy nguoi din 1am trung tim

Ngbn ngit mo ta két qua can dat va chat luong dich vu:

“Nguoi dan duogc tiép can...”,

“Thoi gian giai quyét khong vuot qua...”,

“Co quan phai cung cap thong tin dudi hinh thue...”.

Quy dinh theo tiéu chuan, khong theo thii tyc.

=> Pay la budc chuyén tir thit tuc — muc tiéu — két qua dau ra.

IV. CO CHE THUC THI
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1. M6 hinh truyén théng

Thuc thi dya trén thang hanh chinh: nhiéu buéc, nhiéu chit ky.
Danh gia dya trén “lam dung quy trinh”, khéng quan tim t6i chat luong phuc vu.
Co ché giam sat mang tinh kiém tra — xir phat.

2. M6 hinh méi

Thuec thi dwa trén mét cira — mot dir liéu — mot két qua.

Panh gia dya trén mirc dd hai long, téc dd, hiéu qua.

Co ché giam sat dwa vao cong khai héa, dir liéu mé, phan hoi thoi gian thue.
V. VAI TRO NGUOI DAN

1. Luét truyén théng

Nguoi dan la:

d6i twong phai tuan thi,

nguoi bi quan 1y,

nguoi chd doi hé thong.

2. Luit dua trén nhu ciu

Nguoi dan la:

nguoi dung,

ddi tac dong Kién tao chinh sach,

ngudn dir liéu dé danh gia chat lwong,

nguoi tham gia phan bién.

Luat mo ra kénh dé ngudi dan dé xuét, gop v, theo ddi, danh gia.
VI. KET CAU PONG LUC BEN TRONG LUAT

1. Luét truyén théng

dong luc: tranh sai, tranh rui ro
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hé qua: cung nhéc, so trach nhiém, chim thay ddi

2. Luit dua trén nhu ciu

dong luc: giai quyét van dé cho dan nhanh nhét

hé qua: sang tao, linh hoat, cai tién lién tuc

VIL Vi DU NGAN GON

Luét truyén théng vé nha & xi hdi (miu hinh khai quat)
nhiéu diéu kién, thii tuc

phan loai d6i twong khé chirng minh

quy trinh kéo dai

thiéu tiéu chuan vé chat luong cudc song

tap trung vao ho so, gidy to

Luét dua trén nhu cu

xudt phat tir nhu cau that: gid vira tai tién, gan viéc lam, c6 dich vu co ban
quy trinh don gian, minh bach

kiém tra bang dir liéu dan cu

chuan tdi thiéu vé tién ich, 4nh sang, khong gian sdng

ap dung tiéu chi “thoi gian — chi phi — tiép can” lam gdc
Khi d6i diém nhin, toan bo cu trac thay doi.

KET LUAN

Hai b luat khac nhau khong phai ¢ “cau chit”, ma ¢ hé tw twéng ding phia sau:
Mot bén muébn kiém sodt xa hoi

Mot bén mudn phdt trién xa hoi

Mot bén nhin ngudi dan nhu “ddi tugng phai quan 1y”
Mot bén nhin ngudi dan nhu “nguon lyc dé giai quyét van dé chung”.
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Su khac nhau ay tao ra hai cau tric by luat hoan toan khac nhau, tor muc ti€u, bo cuc,
di€u khoan, dén cach thi hanh va co ché giam sat.

I. Toan canh hé thong vin ban cé dé cip “ngudi din la trung tim”

Trén thyc té, ,gﬁn nhu tit ca van ban chién luoc 16n cua Pang va Nha nudc 10 nim qua déu
nhan manh dén dinh hudng nay.

C6 thé chia thanh bon tang:

1. Vin kién Pai hgi Pang va nghi quyét trung wong

Céac van kién chién luogc déu khéng dinh:

phat trién vi con ngudi,

ldy hanh phuc va doi séng nguoi dan lam muc tiéu,

xay dyng chinh quyén phuc vu,

hoan thién thé ché dé dap mg nhu cau ngay cang cao ctia nhan dan.

2. Chi thi, két luan, nghi quyét ciia B Chinh tri

Nhiéu van ban nhan manh:

cai cach hanh chinh,

chuyén d6i s6 dé phuc vu ngudi dan,

dat nguoi dan ¢ tam diém khi thiét ké chinh sach,

nang cao chat lvong dich vu cong.

3. Luat — nghi dinh — thong tw c6 ham y “phuc vu nguwoi dan”

Mot loat luat déu c6 ngdn ngit xoay quanh muc tiéu ngudi dan:

Lut DAt dai, Luat Nha ¢, Ludt Xay dung, Ludt Quy hoach do thi, Luat T6 chuc chinh
quyén dia phuong, Luat Ti€p cén thong tin, Luat Bao vé quyen loi nguoi tiéu dung, Luat Cu
tru, Luat Khiéu nai — T0 céo...

Céc nghi dinh vé cai cach thu tuc hanh chinh, mot ctra — mot cira lién thong, chuyén ddi sd.

Céc nghi dinh vé phat trién nha ¢ xa hoi, dich vu cong, y t€, giao duc déu c6 cau chir huéng
dén “dép trng nhu cau”.

4. Quyét dinh ciia Thii twéng va ké hoach cai cach
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Rét nhiéu van ban diéu hanh nhic t6i:

ldy nguoi dan 1am chu thé trong chuyén doi sb,

nang su hai Iong cia ngudi dan,

phat trién chinh phu sb — x4 hoi sb dé giam chi phi thoi gian,
nang cao chat lugng séng trong db thi.

Nhur viy: tinh thian “ldy nguoi dan 1am trung tim” khong thiéu trong vin ban.
Van dé nam & cho né chwa bién thanh co ché van hanh thue te.

II. Vi sao tinh thin “ngudi din la trung tim” chwa di vao thue té?

T6i tong hop thanh 7 diém nghén c6t 16i ciia hé thong vin ban va phuwong thirc lam
chinh sach.

1. Ngon ngir chinh tri — chién lwoc chwa dwoc chuyén thanh ngon ngir phap 1y — hanh
chinh cu thé

Vin kién chién luoc thudng noéi:
“lay nguoi dan 1am trung tim”,
“d6i méi dé phuc vu”,

“nang cao chat luong séng”.

Nhung khi xubng t6i luat — nghi dinh — théng tu, nhitng cau nay chwa chuyén thanh céc
dieu khoan rang budc, vi du:

thoi gian xur 1y bét budc,

tiéu chuan dich vu t6i thiéu,

quyén phan hdi — phan bién ctia ngudi dan,
chi s6 hai 10ng bat budc phai cong b,

co ché bii bo thu tuc néu gy bt tién.

H¢ qua:
Y chi chinh tri khong chuyén thanh chuan van hanh cu thé.

2. H¢ thong viin ban vin wu tién “kiém soat” hon “phuc vu”

Pay 1a diém nghén 16n nhat.
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Khi doc bat ky dao luat nao vé quan ly do thi, dat dai, xay dung, nha &, gido duc, y té..., dé
thay:

rat nhiéu diéu kién, trinh ty, tha tuc,

nhung it quy dinh vé quyén tiép can dich vu,

it tiéu chudn do ludng chit luong phuc vu.

Ttc 1a: ) ] .
van ban dwgc viét theo tw duy phong ngira sai pham, chir khéng phai toi wu nhu cau
cua dan.

3. Khong c6 co ché dé ngwoi dian tham gia truc tiép vao thiét ké chinh sach

Mot nén tang lay nguoi dan 1am trung tim phai co:

co ché déi thoai,

co ché phan hoi,

khao sat bat budc,

dir liéu mo,

danh gia tac dong xa hoi.

Nhung nhiéu vin ban hién nay chi quy dinh “lay y kién” theo hinh thirc, khong yéu cau:
s6 luong ¥ kién t6i thiéu,

cach tong hop,

cong khai két qua,

phan hoi lai Iy do khong tiép thu.

Do d6, nhu cau thyc té ctia ngudi dan khong di vao cu tric luit.

4. Thiéu nguyén tic “danh gia tic dong” khi ban hanh vin ban méi

Nhiéu vin ban méi ra doi theo trinh tu hanh chinh:

soan thao — xin ¥ kién — chinh sira — ban hanh.

Nhung thiéu bat budc vé:

danh gia tac dong kinh t& — x3 hoi,
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danh gia chi phi — loi ich cho ngudi dan,

thir nghiém thi diém,

danh gi hau kiém.

Khéng 6 cac bude nay thi rat khé dé vin ban phan anh ding nhu cau thuc té.

5. Mbi b nganh vin viét luit theo pham vi quén 1y ciia minh, khéng theo “hanh trinh
cia nguwoi dan”

Pay 1a diém nghén mang tinh ciu tric.

Nguoi dan khi can nha ¢, viéc lam, chdam séc y t€, hoc hanh...
— ho nghi theo chudi doi song.

Nhung bd may quan 1y duge to chitc theo nganh doc:
B6 Xay dung lo nha 6.

B6 Tai nguyén lo dat.

B Tai chinh lo ngan sach.

Bo KH-DT lo dau tu.

B6 GTVT / XD lo giao thong.

Khi ban hanh vin ban, mdi bo thuong viét theo 16-gic “quan 1y trong pham vi ciia minh”,
dan dén:

quy dinh chdng lan,
thiéu tich hop,
thiéu chudi gia tri doi séng.

Két qua:
vin ban khong bit ngudn tir hanh trinh ngudi din ma tir hanh trinh quan ly.

6. Thiéu co ché iy quyén va thir nghiém linh hoat & dia phwong
Ngay cé khi ¢ y chi “vi dan”, dia phuong mubn:
luoc bdé mot thu tuc,

rat gon mot quy trinh,
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thi diém mot phuong 4n phuc vu méi,
— thi phai xin phép ttr bo nganh.
Ma co ché xin—cho nay khong c6 thoi han xtr 1y, khong c6 tiéu chi 6 rang — dan dén tic.

Do do, tinh than “lay nhu cau nguoi dan lam trung tam” ¢ dia phuong khong c6 cong cu
phap ly deé thuc hién, du ho muon.

7. Khong c6 hé théng do lwong — minh bach — trach nhiém giai trinh
Mot hé thong 1ay ngudi dan 1am trung tam phai co:

do luong thoi gian xu ly,

do luong mtrc d§ hai long,

bang xép hang co quan,

cong khai két qua,

trach nhiém giai trinh khi khong dat chi tiéu.

Céc van ban hién nay:

néi vé minh bach,

no6i vé chuyén dbi sd,

n6i vé cai cach thu tuc hanh chinh.

Nhung khéng rang budc trach nhiém khi khong dat két qua phuc vu.
Do d6, khong c6 dong luc noi tai dé thay doi.

I11. Két luin: vi sao “ngwoi dan 1a trung tAm” vin chi nam trén giay?

Tat cd van ban quan trong déu nhac dén “vi dan”.
Nhung h¢ thong phap luat chua tra 161 dugce cac cau hoi cdn bén:

Nguoi dan dwec quyén gi trong qua trinh dugc phuc vu?
Hb so ciia ngudi dan phai dugc giai quyét trong bao lau?
Néu co quan giai quyét cham thi trach nhiém la gi?

Nguoi dan dugc phan hdi — danh gia — phan bién nhu thé nao?
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Vian ban nao bao v¢ nguoi dan khoi tha tue du thira?
Ai chiu trach nhiém thiét ké hanh trinh nguwdi dan lién thong gifta cac bo?
Dia phuong c6 duoc iy quyén thi diém dé phuc vu dan tét hon khong?

Khi chua tra 161 dugc bay nhom cau héi nay, thi du van ban chién lugc néi “lay nguodi dan
lam trung tdm”, van ban phap luat van van hanh theo cach:

wu tién kiém sodt,

uu tién thu tuc,

uu ti€n an toan cho co quan quan 1y,

hon 14 uu tién nhu cau cua dan.

Va d6 chinh 12 khoang cach ciin ban giira viin ban va thuc tién.

I. TAC PONG PEN CAU TRUC TO CHUC CUA BO NGANH TRUNG UONG

Triét Iy “nguoi dan 1a trung tim” khong chi 1am thay d6i cach lam chinh sach, ma tdi cau
truc lai vai tro cia tirng B9, cu thé ¢ 5 thay doi 16n:

1. B6 chuyén tir tw duy “quan 1y — cip phép — kiém soat” sang “thiét ké dich vu cong —
di€u phoi”

Hién nay:

B6 chu yéu lam quy dinh, cip phép, kiém soat, huéng dan.

Mo hinh nay dit “quy trinh” 1am gbc, khong dat “két qua doi séng” 1am gdc.

Triét Iy méi bude cac Bo phai:

chuyén trong tdm sang dinh nghia muc tiéu phuc vu,

thiét ké chuén chét lwong dich vu thay vi thu tuc,

giao nhiéu quyén van hanh cho dia phuong dé ho gan dan hon,

tap trung vao do lwdng két qua xa hdi (dich vu dén dan nhanh hon, ré hon, cong bang hon).
2. Bd phai c6 “don vi nghién ciru nhu ciu” va “don vi dong thiét ké véi dia phwong”

Can xuat hién mot mo6 hinh méi:
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Trung tam phan tich dir liéu nguoi dan (data lab).

Bo phan dong sang tao chinh sach (co-design unit).

B6 phan thir nghiém chinh sach (policy trial unit).

Diéu nay budc phai thay d6i ca quy trinh soan luat, nghi dinh.

3. Bo phai giam ting nic trung gian, ting iy quyén cé kiém soat

Néu nhu cau ¢ dia phwong mdi la ngudn gdc chinh sach, Bo khong thé giir vai tro “phé timng
li tung ti”.

Can chuyén sang:

iy quyén theo khung,

kiém tra theo két qua,

danh gia theo dir liéu chtr khong theo hd so xin—cho.

4. B) phai chiu trach nhiém vé “chi s6 hai long dich vu cong cip quoc gia”
Mbi Bo phai co:

3—7 chi s6 do cong khai hang nam,

gan tryc tiép véi chat lugng phuc vu ngudi dan,

gan voi trach nhiém giai trinh.

5. Co ché phoi hop lién B phai thay doi

Nhu cau nguoi dan lién nganh (nha ¢ — vige 1am — y t€ — méi truong. ...

Nhuf vay mo hinh hién nay (mo61 BO mdt ludt, mot h¢ thong riéng) khong con phu hop.
Céan mo hinh:

ban diéu phdi lién Bo theo nhém nhu cau,

thay vi theo linh vuc hanh chinh

II. TAC PONG PEN CAU TRUC TO CHUC CUA TINH/THANH PHO

1. UBND tinh/thanh phai xiy dung “Trung tim phén tich nhu cau ngwoi din”
Day la co quan:

thu thap dir liéu nhu cau tir phuong/xa,
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phan tich va xép hang wu tién,
dé xuét ludng chinh sach 1én B6 nganh.

Neéu khong c6 cap nay, moi nhu cau nguoi dan chi nam rai rac, khong hinh thanh chién lugc
tinh.

2. Cach van hanh ciia Sé nganh phai ddi tir “tha tuc” sang “dich vu”
Vi du:

S Xay dung phai c6 bo chi so: thoi gian cap phép, chat luong quy hoach, kha ning tiép can
nha &.

S'Y té: tiép can kham chira bénh trong 30 phut, y té du phong cha dong.

S& LDTBXH: s6 viéc lam m&i, chét luong dao tao nghé

S& nganh phai nhin tinh/thanh nhu mot “ngudi dung 16n”, chtr khong phai mot tap ho so.
3. Tinh phai ¢6 mé hinh “pilot — dianh gia — nhan rong”

Khéng con mé hinh “ban hanh dong loat”, ma phai:

thir nghiém ¢ 1 phuong/xa,

do luong,

nhan rong cé diéu kién.

4. Quoc hoi/Trung wong chi duyét “khung két qua”, khong duyét chi tiét
Piéu nay giup tinh linh hoat dé dép tmg nhu cau dan nhanh hon.

I1II. TAC PONG PEN CAU TRUC TO CHUC QUAN/HUYEN

1. Phuong, xa tré thanh “nha t6 chirc” thay vi “nha kiém soat”

két n6i Bo — Tinh —

chuan héa cac pilot,

danh gia hiéu qua theo dit li¢u,
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1am cau ndi giai ngan va hd tro k§ thuat.

2. Can bd phan “hd trg phwong/xi thiét ké giai phap”

Day 1a doi ngil tu van cong, gitp phuong trong:

ky thuat,

danh gia tac dong,

huy dong ngudn luc x3 hoi hoa

IV. TAC PONG PEN CAU TRUC PHUONG/XA (NOI TRUC TIEP THUC HIEN)
H@é tu twéng méi bit budce phwong/xi phai thay doi 5 diém:

1. Bo phéin “quan hé cong dong” tré thanh trung tim

Khong con “van phong — dia chinh — tu phép” tach roi.
Can nhoém “cham séc doi song™:

thu thap nhu cau,

dbi thoai thuong xuyén,

giam sat dich vu.

2. T6 dan phd tré thanh don vi thu thap nhu ciu
Véi bang biéu rd rang:

phan anh,

loai nhu cau,

tan suét,

tac dong.

3. Phwomg/xa dugc ity quyén giai quyét nhanh nhiéu viée
Khong day 1én quan/huyén nhu hién nay.

4. Quy trinh ra quyét dinh phai cong khai

Dac biét:
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tién do,

chi phi,

tac dong.

5. Can by phwong dwgc danh gia theo mirc hai long ciia dan
Khéng con danh gia theo s lwong vian ban.

“Lay nhu cau ngudi dan 1am trung tim” khong phai 1a khau hiéu tét dep mang tinh truyén
thong; d6 1a mot phuong thire tur duy va hanh dong can ban, mot dé an tai cdu trac Nha nuoc
tir c6t 161. O murc nén tang nhat, ciu néi ndy doi hoi rang moi thiét ché cong quyén — tir vin
ban phap luat dén t6 chiric b may, tir phan bod ngan sach dén tiéu chi danh gia can bo —
phai bt dau bang mot cau hoi don so nhung quyét liét: chinh sach nay phuc vu nhu cau cu
thé nao ctia ngudi dan, bang cach nao, véi két qua ra sao?

Pé van hanh duoc tu tudng ay, can lam sang bon khai niém 15i. Trude hét 1a “1ay”: khong
phai 12 hanh dong cam tinh ciia quan chirc hay phong trao nhat thoi, ma 1a mét quy trinh ¢6
chu thé rd rét (ai thu thap, ai phan loai, ai tham dinh), c6 cong cu (khdo sat mau, dir liéu
hanh chinh, d6i thoai cong dong, thi diém) va co tiéu chuan kiém chimg. Tht hai 1a “nhu
cau”: no6 can dugce dinh nghia, phan loai, dinh lugng va kiém soat béng dir li¢u — khong
phai 13 mong muén chii quan hay yéu sach mang tinh tuyén ngén. Thu ba 1a “nguoi dan”:
hiéu khong phai 13 khai niém don gian, ma 1a nguyén liéu da dang, bao gdm khac biét viing
mién, vin hoa, nghé nghiép, tudi tac va hoan canh; chinh sach khong thé ap dung khuon
chung cho tit ca. Cudi cung, “lam trung tam” khong phai dat con nguoi vao trung diém hinh
thire, ma 1a dit ho 18n truc quyén luc quyet dinh — tire 14, moi bude di cua chinh quyén phai
kiém chtng duoc tac dong t6i cudce song thuc ctia nguoi dan.

Tu tuong nay co gdc ré siu trong truyén thong nhan vin cia nhiéu nén vin minh, va véi
Viét Nam, né hoi tu ciing quan niém “dén vi ban” trong triét Iy quan tri truyén thong. Lich
st cho thiy phdm chat ciia mot tridu chinh thuong duoc do bang doi séng dan sinh: an cu,
yén ninh, ké sinh nhai. Nhung qua trinh hién dai hoa da kéo theo su phan hoa: ting truong
kinh té ruc r& song nhitng co ché phuc vu dan khong tién kip, dn t6i khoang cach giita
chinh sach trén giéy va hiéu lyc ngoai doi. O tim tu tudng, Nha nudce hién dai da chuyén tu
vai tro hd phap, trin an trat tu, sang vai tro phuc vu va kién tao: cung cép dich vy cong hi¢u
qua, diéu tiét thi truong dé bao dam cong bang, quan tri dir liéu dé giam rui ro, va to chic
d6i thoai nham gia ting tinh hop phap.

Nhitng 1ap luan nhan vin lam sang té vi sao nhu ciu ngudi dan phai 1a diém xuat phat cua
moi chinh sach. Trude hét, con nguoi la chu thé truc tiép cam nhan moi tac dong cua luat
phap va dich vu cong; vi thé, gia tri thuc ctia chinh séch chi dugc do béng trai nghi¢m nguoi
dan. Tht hai, nhu cAu chinh 13 tin hiéu chan thuc nhét cua xa hoi — khong bi bép méo boi
co ché thanh tich hay bao cao hanh chinh — nén lang nghe nhu cau gitp giam sai léch chinh
sach va gia tang hiéu qua sur dung ngudn lyc. Thi ba, t6n trong sy da dang cua nhu cau
(vung mién, nhém dan cu, hoan canh kinh te) la yéu cau dao dtrc va thyc tién: chinh sach
mot cd cho moi nguoi hiém khi vira van va dé sinh bt binh, lang phi, hodc bat cong.
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V61 Viét Nam, nhiing dédc trung lich st va van hoa cang lam ndi bat tinh tat yéu cua chuyen
d6i nay. Truyen thong coi trong nhan dan va sy cham lo an sinh la mot von lich str co thé
khai thac dé cing c6 niém tin xd hoi khi cai cach duoc tién hanh c6 trach nhiém. Nhung d01
moéi hién dai khong thé dung lai & tuyén ngdn: trong vai thip ky qua, phat trién kinh té
nhanh nhung nang luc hanh chinh, tinh minh bach dir liéu va co ché tham gia ctia ngudi dan
van thiéu; qua trinh d6 thi héa va di cu noi dia 1am nay sinh nhu cau nha &, dich vu y té, co
s& gido duc, viée lam—nhitng nhu cau doi hoi co ché dap tng nhanh, linh hoat. Néu Nha
nudc khong thay doi tu duy, khoang cach gitta nhu cau thuc va ning luc dap Gng sé ngay
cang 16n, kéo theo rai ro xa hoi va lang phi ngudn luc.

Tir gbe nhin qudc té, cac xu hudng toan cau cing cd tinh bire thiét cua thay ddi. Nhiéu chinh
phu trén thé gidi da chuyén tir mé hinh “quan 1y hanh chinh” sang “chinh phii kién tao”: sir
dung dir liéu dé thiét ké chinh sach, cung cip dich vu cong theo chuin dap tmg ngudi dung,
khuyén khich d6i tac tu nhan cung tham gia, va xay dung co ché minh bach, trach nhiém
giai trinh. Cong nghé sb gitp ca nhan héa dich vu & quy mé 16n; ddng thoi, canh tranh toan
cau vé nhan luc va vén doi hoi tiéu chuan dich vu cong ¢ nudc so tai phai tuong xing, néu
khong ngudn lyc chuyén dich sang noi khac. Nhitng qudc gia cham thich nghi s& bi tut lai,
ca vé ning luc canh tranh 1an uy tin chinh tri.

Vi vay, chuyén d6i triét 1y nay ¢ Viét Nam lac nay 1a can thiét va khan cap. Giai doan
2026-2030, khi hé théng phép luat duoc ra soat, stra d6i dong bd & nhiéu linh vuc trong yéu
— dat dai, nha 6, quy hoach, ngan sach, quan tri dia phuong — la cura s6 dé dat con nguoi
1am truc chinh ctia moi thay doi. Néu dat nhu cau nguoi dan lam trung tim ngay tir budc
soan thao luat, chiing ta s€ trdnh duoc tinh trang luat van hoa nhung v6 hiéu, dff)ng thoi tao
ra mdt nén tang thé ché dé tiép tuc s6 hoa, minh bach hoa va phan quyén hop 1y.

Két luan cudi cung phai rd rang: “lay nhu ciu nguoi dan lam trung tim” khong phai 13 lya
chon gilra cac mo6 thirc quan tri, ma la diéu kién ton tai cua Nha nudc trong thé ky XXI. bo
1a cam két ring moi hanh dong cong quyén phai tra 161 dwgec mot cau hoi thiét thyuc: chinh
sach nay cai thién doi song nguoi dan cu thé ra sao? Khi nha nuéc bit dau tir cau hoi do, roi
két thuc bang minh chimg thuc té — thoi gian xtr Iy giam, chi phi x& hoi giam, tiép can dich
vu tang, va su hai long tang — thi trlet 1y 4y méi khong con 13 khau hiéu ma trd thanh thudce
do thanh cong cua nén quan tri quc gia.

Nhiing bién dong xa hoi va kinh té trong vai thap nién gan day doi hoi mot chuyén doi can
ban trong tu duy quan tri ciia Nha nude: tir mo hinh “quan 1y — kiém soat — duy tri trat ty”
sang mo hinh “phuc vu — kién tao — dua vao nhu cau thuc té cua ngudi dan”. Muc tiéu
cua chuyen d6i khong phai 13 t6 diém 161 néi hay lam dep tuyén ngdn, ma la tai thiét toan bo
co ché van hanh cta bé may coéng quyén sao cho moi quyét dinh cong — tir viéc soan ludt,
bd tri ngan sach, phan cong trach nhi¢m dén cach thtc cung cip dich vu — déu bét dau
bang mot cau hoi don gian nhung quyét dinh: chinh sach nay phuc vu nhu ciu cu thé nao
ctia ngudi dan va bang cach nao chirg minh diéu d6?

Pé bién tu tuéng d6 thanh phuong thirc hanh chinh co thé trién khai, can xéy dung mot

phuong phap ludn méi. Phuong phap luén a ay c6 nhiém vu kép: trude hét gitip Nha nude
hiéu ding ban chat nhu cdu — khéng coi nhu cau 1a cam tinh hay yéu sach nhat thoi — va
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thir hai to chtrc lai bo may dé bién nhan dién nhu cau thanh chinh sach, nguén lyc va dich
vu thuc té.

Tai sao can phwong phap luin méi?

Trong qua khir, khi xd hoi c6 cu truc twong dbi dong nhat va nhu cau chwa phan hoa sau,
cach van hanh theo logic thu tuc va kiém soat c6 thé bao dam 6n dinh. Nhung khi dan sb
tang, di cu nd1 dia manh, co cAu kinh té da dang hon, va ky vong cua nguoi dan vé dich vu
cong gia tang — ddc biét & do thi — mo hinh cli boc 10 han ché: chinh sach dua ra trén co
s& bao cdo hanh chinh khong phan anh ding doi sdng thyc; thu tuc rudm ra 1am cham tré
giai quyét nhu cdu cp thiét; phan quyén mo ho khién dia phuong khéng dam chu dong; dit
liéu roi rac khién danh gia hiéu qua chu quan hodc khong c6 co sd. Phuong phap luan méi
nham stra chita nhitng bét cip nay: nang cao ning luc thau hiéu xd hoi, dit dir liéu va nhu
cau lam trung tAm ctia moi chu trinh chinh sach, va chuyén trong tam danh gia tir “ding thu
tuc” sang “ding két qua”.

Muc tiéu chién lugc

Tu duy “lay nhu cau nguoi dan 1am trung tim” hudng téi bon muc tiéu chién lugc rd rang.
Thit nhét, tao ra mot Nha nudc thau hiéu — tirc 14 ¢ kha ning quan sat, nghe va giai ma
cac tin hiéu doi séng thuc. Thir hai, ddm bao quyét dinh chinh sach duoc dya trén dit lidu
thue, giam rui ro sai 1éch va lang phi. Thir ba, xay dung sy lién két doc — ngang gitra cac
cap va nganh: khi “nhu cau” tro thanh ngdn nglr chung, cac dau méi khong con don lam
viéc riéng 1é ma phdi hop dé giai quyét van dé xuyén nganh. Cudi cung, ting cudng tinh
chinh danh cta chinh quyén thong qua minh bach, d6i thoai va két qua ma ngudi dan tryc
tiép cam nhan.

Phwong phap luin: siu tru cdt ciia chuyén doi
Dé van hanh triét 1y nay mot cach thyc tién, can mot phuong phap luan gSm sau tru cot:

Pinh nghia va phén loai nhu ciu. Nhu ciu phai duoc xac dinh day du, phan loai va co thé
do luong. Mot khung phén loai hitu dung bao gbém: nhu cau sinh t6n (an, o, an toan, viée
lam); nhu cau ha tang va dich vu cong (y té, gido duc, giao thong, moi truong); nhu cau phat
trién ban than (dao tao, nang cao ky nang); nhu cau van hoa — x3 hoi (khong gian cong
ddng, vin hod, doi sdng tinh than); va nhu cu twong lai (nha & bén vimg, an ninh tai chinh,
co ché sinh ké mai). Viéc phéan loai giup xac dinh tiéu chi danh gid va cong cu can thiép phu
hop.

Phuong phap thu thip nhu cau. Khong thé lay bao céo trung gian lam nguén duy nhat.
Can t6 hop thong tin tur nhleu kénh: khdo sat dinh lugng c6 mau, phong van dinh tinh sau,
phan anh truc tiép qua nén tang sb, phan tich dir liéu hanh vi sir dung dich vu, mang ludi to
dan phd, va cac nhom dai dién cong ddng. Su da ngudn dam bao tin hiéu nhu cau dugc xac
thuc va giam sai s6 hé thong.

Phén tich nhu ciu bang tw duy hé thong. Phan tich phai phan biét giita nhu cau gbc va
biéu hién bé ngoai, tach nhu cau bat budc khoi nhu cau ky vong, danh gia cap bach — quy
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md — tac dong, va nhan dié€n rao can phép ly, thé ché hay ngudn lyc can tr¢ viéc théa man
nhu cau do. Cong viéc nay doi hoi cong cu phan tich lién nganh va phan bién tr xa hdi dan
su.

Tich hop nhu ciu vao ciu tric quan tri. Nhu cau phai tré thanh diém khéi dau cua chu
trinh chinh sach: tir 14p ké hoach dau tu cong dén phan bd ngan sach, tir soan thao luat dén
thiét ké dich vu cong. Diéu nay doi hoi thay ddi nguyén tic lam luat (bt budc bao cao tac
dong va thi diém), thay do6i nguyen tac phan bo tai chinh (két qua — nhu cau 1a mot tiéu chi
phan bo) va thay dbi cach to chire bo may (bd, so, dia phwong c6 nhiém vu giai quyét nhém
nhu cau cu thé).

Giam sat dua trén khoang cach giira nhu ciu va mirc d9 dap ing. Giam sat khong don
thuan 1a phat hién sai pham ma chinh la do luong hi¢u qua: liéu nha nudc céd thu hep duoc
khoang cach gitta nhu cau cong dan va dich vu nhan dugc hay khong. Cac chi sd can 13 rang,
kha thi va dugc cong khai dé tao stc ¢ép cai thién lién tuc.

Vong phan hoi chinh sich ngin va lién tuc. Moi chinh sach phai thiét ké vong phan hoi:
trién khai — do luong — di€u chinh — trién khai lai. Vong 1ap nay tao tinh hoc hoi t6 chirc
va giam do tri tré cua thé ché.

Caiu tric quan tri phit hop véi triét ly

Ap dung phuong phép luan trén doi hoi tai ciu traic Nha nudc theo ba tang twong Gng véi
churc nang quan tri.

Tang chién hrge quéc gia (B, Chinh phu). 0 murc nay, Nha nudce dat ra tiéu chuan tdi
thiéu phuc vu ngudi dan, xay dyng bd chi s6 nhu cau qudc gia, ban hanh khung phap 1y
budc phai danh gia nhu cau khi soan thao van ban quy pham, phan b6 ngan sach theo nhirng
muc tiéu gin véi nhu ciu, va glam sat cac tinh, thanh v& hiéu qua phyc vu. Cac b chuyén
nhiém vu tir “quan 1y nganh” sang “quan tri nhu cau” trong linh vuc minh phu trach; vi du
B¢ Xay dung khong chi ban hanh quy chuan k¥ thuat ma phai ¢dam bao nhu cau nha ¢ dugc
dua vao moi quyét dinh quy hoach, tham dinh; Bo Giao dyc khong chi phat trién chuong
trinh ma phai nhin nhan nhu cau hoc tdp — phat trién k¥ ning cta timg ving.

Tang diéu phdi ving — tinh. Tinh 13 trung tdm phan tich nhu cau ving, lap “ban do nhu
cau” dé wu tién dau tu lién huyén, diéu phéi cac du an ha téng vugt ranh gidi hanh chinh, va
t6 chirc nén tang dit liéu phuc vu phan tich. Tinh ciing dong vai tro két ndi giita thiét ché
trung wong va thuc tién co sd, vira truyén tai nhu cau Ién trén vira hd tro k¥ thuat cho huyén,
phuong.

Tang thue thi (huyén — phuong). Day la chd nhu cau xuat hlen dau tién va noi giai quyet
truc tiép. Phuong, xi phai tro thanh “tram thu thap nhu cau : ghi nhan, phan loai, chuyen
1én huyén/tinh qua kénh sb; giai quyet nhitng nhu cau tim tay; va la rnat xich phan hdi
truong thanh cho nguoi dan. Huyén tong hop theo cum dan cu, déng vai ciu ndi van hanh
va kiém soat chat lugng trudc khi truc tinh hoac b can thiép.

Sw khac biét trong cach hiéu va ing dung giira cic nhém tic nhén
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Pé mo hinh hoat dong hiéu qué, cdc nhom tham gia phai c6 cach hiéu ding dan, phu hop
vai tro cua minh:

Cép B can chuyén nhan thic: nhu qﬁu 13 cin c& phan bd ngpén luc chtr khong phai 1a 1y
do d¢ gia tang kiém soat. B phai thiét ké khung phap ly, chuan dir liéu va tiéu chi két qua,
dong thoi1 dam bao kha nang ho trg k¥ thuat cho dia phuong.

Tinh — thanh ph(") can xem nhu cau 1a co s& dé hoach dinh chién luoc phat trién vung,
dinh wu tién dau tu gan véi do1 song nguoi dan, thay vi chi theo chi ti€u kinh té.

Cong chirc — phudong / XA can nhan thirc dit liéu nhu cau nhu 1 cong cu quan 1y: nhu
cau khong 1a “y€u sach” ma la thong tin dé cai thién dich vu cong.

Ngudi dan phai hiéu rang tiéng néi ctia ho ¢6 gia tri: khi nhu cau dugc ghi nhan, xt 1y va
phan hoi minh bach, quyén g1 cua ho dugc bao dam.

Doanh nghiép can thiy nhu cau dan 14 thi trudng: hop tac cong — tu dé trién khai giai phap
theo nhu cau la co hdi kinh doanh ¢6 trach nhiém.

Pham vi ap dung va gi¢i han dao dirc — phap ly

Triét Iy nay khong yéu cau Nha nudc phuc vu moi 101 thinh cau, cling khong x6a bo nguyén
tac cong bang hay ky luét tai khoa. Pham vi ap dung tap trung vao ba mat: (i) phap luat —
16ng ghép nhu cau vao qua trinh soan thao, (ii) quan tri hanh chinh — t6 chirc bo may phuc
vu nhu cau, (iii) ngan sach — uu tién dau tu dya trén nhu cau dugc klem chung. Gioi han
can can trong: khong dap ng moi yéu cau 1é t&, khong cho phép nhu cau bién thanh cam
tinh dé ap dao nguyén tic phéap 1y, va van bao dam tuan thu ky lut tai chinh, minh bach va
cong bang trong phan bo.

Muc tiéu cuoi cung cia mo hinh

Mo hinh hudng téi bon két qua cu thé: (1) mot Nha nude co kha ning hoc hoi lién tuc; (2)
mot chudi gia tri phuc vu xa hdi rd rang va van hanh tron tru: nhu cau — phan tich — chinh
sach — thuc thi — phan hoi — diéu chinh; (3) mot nén quan tri tin cdy va minh bach, noi
nhu cdu 13 thude do chung; (4) nhitng két qua c6 thé quan sat: ha ting phu hop, dich vu
cong dap ung, an sinh dugc bao dam, cong dan hai long hon.

Két luan

Viéc dat nhu cau nguoi dan lam tryc diéu hanh khong phai 1a mot cai cich mang tinh k¥
thuat hoi hot, ma 1 mot cudc tai thiét hé théng quan tri: thay doi ngudn gbe quyén luc tir
“quyén han t6 chirc” sang “nhu cau xi hoi”, chuyén tiéu chi thanh cong cua bo may tir
“dang thu tuc” sang “dat hiéu qua doi song”. Budc di do doi hot 16 trinh chién lugc, diéu
chinh phap luat dong by, nang cap nang lyc quan tri cap co sd, sd hoa dir liéu va — quan
trong nhit — cam két minh bach, ddi thoai va chiu trach nhiém. Khi tin hiéu chinh cua xa
hoi khong con 1a cac bao cdo hanh chinh ma 1a doi séng that cia mdi céng dan, Nha nudc
m&i thuce su dbi thay phu hop véi thir thach cua giai doan 2026-2035
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BQ CHI SO PINH LUQNG NHU CAU DAN CU

Tang Co ban — Ting Phdt trién — Ting Kién tao

I. Triét Iy thiét ké chi sb

Mot Nha nudce mudn chuyén sang mé hinh dya trén “nhu cau nguoi dan” phai co kha nang
do nhu cau, dinh lugng dugc ting nhom va theo doi su thay doi theo thoi gian. B chi s6
nay lay nén tang tir bon nguyén tac:

Po vao doi sng thue, khong do trén vin ban.

Phén ting nhu cau, vi ngudi dan khong giéng nhau va khong dung yén.

Tinh lién nganh, vi mot nhu cau ludn nam giita nhiéu luat, nhidu sd nganh.

Tinh van hanh, nghia la phuong xé c6 thé thu thap — huyén tinh c6 thé tong hop — bo nganh
c6 thé phan tich.

II. TANG 1 — NHU CAU CO BAN (BASIC NEEDS INDEX)
Po cac diéu kién song tdi thiéu: an sinh — ha tang — dich vu thiét yéu.
1. Nha ¢ & khong gian song

Ty 18 ho c6 chd & dat chuan dién tich ti thiéu.

Ty 1€ ho phai chi > 35% thu nhap cho nha &.

Mat do dan sd thuc tai khu dan cu va mirc qua tai.

Khoang cach trung binh tir nha dén cho, truong, tram y té (<1 km).
2. Viéc 1am va thu nhép 6n dinh

Ty 18 c6 viéc 1am bén viing (> 6 thang).

Ty 1é nguoi 1am nghé phi chinh thirc.

Chénh léch thu nhap giita cdc nganh nghé chu luc.

Mirc rui ro nghé nghié¢p (tai nan, mét viée dot ngot).

3. Dich vu y té co bén

Thoi gian chd kham trung binh tai tram y té/phong kham.

S6 lugt kham/ngudi/nim tai co sé y té gan nhat.
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Ty 1é chi tiéu y té vuot kha ning chi tra.

Murc d6 bao phu BHYT.

4. An ninh — méi truwong — giao thong

Ty 1é diém den giao thong trong khu dan cu.

Tén suét to1 pham nhd/vi pham trat ty.

Ty 1€ réac thai dugc thu gom ding thoi gian.

Mirc d6 6 nhiém khong khi — tiéng on theo gio.

5. Nhu céu gido duc — chim séc tré

Ty 1& tré trong d6 tudi dén truong ding tuyén.

Ty 1€ truong 16p qua tai (> 45 hoc sinh/16p).

Chi phi hoc thém trung binh.

Khoang cach dén truong < 1 km.

III. TANG 2 — NHU CAU PHAT TRIEN (GROWTH NEEDS INDEX)
Do kha nang tién 1én mirc séng cao hon, tiép can co hoi moi.
1. Nang luc hoc tap — ky niang

Ty 1& ngudi dan tham gia hoc thém/dao tao nghé trong 12 thang.
S4 khoa dao tao mé tai dia phuong.

Ty 1& ngudi 1am trai nganh do thiéu dao tao phu hop.

2. Co hdi viéc 1am chat hrong

Mirc d6 da dang nganh nghé trong dia ban.

Ty 1& doanh nghiép tuyén dung méi hang quy.

Ty 1& cong viéc co hop dong dai han.

Luong trung binh theo nganh so véi chi phi séng.

3. Chit lwgng khong gian cong cong
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Di¢n tich cong vién/nguoi.

S6 diém sinh hoat cong dong co6 hoat dong dinh ky.
Khoang cach dén khong gian xanh (< 500m).

Ty 1& ngudi dan tham gia hoat dong van héa — thé thao.
4. Ning lue di chuyén — két ndi

Chi phi di chuyén trung binh hing thang.

Ty 1€ nguoi st dung phuong tién cong cong.

Thoi gian di chuyén dén noi lam viéc.

Ty 1& nguoi ¢ bang lai/xe may hop phap.

5. Mirc d hai long vé chinh quyén dia phwong

Piém hai 1ong dich vu cong theo timg thu tuc.

Thoi gian xtr 1y ho so thyc té va mirc chénh so véi quy dinh.

S6 vu phan anh — s6 vu duoc xir Iy minh bach.

Ty 1& ngudi dan biét rd quyén loi — nghia vu cia minh.

IV. TANG 3 — NHU CAU KIEN TAO (CREATIVE & FUTURE NEEDS INDEX)

Po khat vong, nang luc bat 1én, dong gop, doi méi va tham gia quyét dinh twong lai.

1. Nhu ciu tham gia chinh sach — ddi thoai cong
Ty 1€ nguot dan tham gia cac cudc hop dan cu.
S6 kién nghi duoc phan hoi day du.

Ty 1é phan hoi trong vong 10 ngay.

Murc dd hi€u bi€t cia nguoi dan vé quyén tham gia chinh quyén.

2. Nhu céu sang tao & khéi nghiép
S nhom khoi nghiép nho trong khu dan cu.

Ty 1€ nguoi dan c6 ky nang so co ban.
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S6 khong gian 1am viéc chung/phong lab dan cu.

Ty 1€ sir dung dich vu sb cua Nha nudc.

3. Nhu cdu x4y dung cdng dong bén virng

Ty 16 ho gia dinh tham gia déng gdp hoat dong cong dong.
S6 m6 hinh tu quan hiéu qua.

Ty 1¢ xung dot dugc hoa giai thanh cong.

Mirc d6 tin cdy x4 hoi gitra hang x0m — t6 dan phd.

4. Nhu ciu bio ton ban sic — viin hoa

S6 hoat dong vian hoa truyén thong.

Murc d6 tham gia thyuc chit, khong hinh thitrc.

Ty 1& ngudi hiéu gid tri van hoa dia phuong.

Murc d§ hai hoa gilta van héa méi va van hoa cil.

5. Nhu ciu dinh hinh twong lai ¢4 nhin

Ty 1& nguoi dan co ké hoach dai han 3—5 nam.

Ty 1€ ho tich liiy > 6 thang chi ti€u.

Mttc do tu tin vé co hoi phat trién trong tuong lai.

Ty 1& nguoi dat muc tiéu thing tién/hoc tip nang cao.

V. Co ché tong hop thanh “Chi s6 Nhu ciu Dan cw Tong hop (CNI)”
1. Cong thirc

CNI=0.5 * Co ban + 0.3 * Phat trién + 0.2 * Kién tao

Ty trong ndy dua trén nguyén tic: mudn kién tao thi phai dung trén nén co ban; mudn phat
trién thi phai c6 diéu kién to1 thiéu.

2. Chu ky do
Cap phuodng: do hing quy.
Cép tinh va Trung wong: bao cdo hing nam.

58



3. Pon vi van hanh

Phuong xa thu thap va nhap dir lidu.

S¢ nganh phan tich.

Chinh phu c6ng bd ban dd nhu cau qudc gia

VI. Tai sao bd chi sé nay quan trong?

Pua “nhu ciu dan” tir khdu hiéu thanh di liéu.

Pinh hwéng lai toan b hé thong luat va ngan sach theo 31 luat lién quan.

Budc bd may phai cai t6 vi moi quyét dinh déu phai chimg minh tic dong 1én nhu cau.
Lam cho cip phuong tré thanh trung tAm thong tin, khong chi 12 noi thuc hién thu tuc.
Tao ban dd nhu ciu sdng ciia ngwoi Viét 1an dau tién c6 tinh khoa hoc va van hanh

Du6i day la hwéng din chuyén sau, thyc tién va toan dién vé cach tich hop “Bo chi sb
Nhu ciu Dan cu” (CNI) vao quy trinh xiy dung luat, nghi dinh — tur bude khoi xudng
y twong, soan thao, tham dinh, lay y kién, thir nghiém, phé duyét dén giam sat va ra soat sau
ban hanh. Hudng dan dugc viét dé truc tiép ap dung tai co quan soan thao (B9), co quan
tham dinh, va dia phuong (tinh, huyén, phuong), gom: nguyén tac bat budc, trach nhiém, tai
ligu mau quy trinh bude-don vi, tiéu chi quyét dinh, mau biéu, co ché pilot, M&E, va céc
yéu cau vé thé ché can stra.

Muc tiéu: mdi vin ban quy pham phép luat ra doi phai tra 161 duoc (1) nd Xuat phat tir nhu
cau nao trong CNI, (2) mirc do uu tién theo ban do nhu cau, (3) kha ning giai quyét nhu cau
bang cong cu phép luat, (4) ké hoach thir nghiém — trién khai — danh gia.

1. Nguyén tic bit budc khi tich hgp CNI vao soan thao luit, nghi dinh

Bit budc moi dy thao luat/ nghi dinh phai kem “Bao cao Danh gia Tac dong Nhu ciu”
(Demand Impact Assessment — DIA) c6 cau truc chuan (mau bat budc).

Khong phé duyét luat/ nghi dinh néu DIA chwa dat “nguéng bang ching tdi thiéu”
(xem phan 4 vé ngudng).

Ul tién phap ly cho cac bién phap c6 kha nang khic phuc nhu ciu co ban truwéc, sau
do giai phap cho nhu ciu phat trién va kién tao.

Yéu ciu thi diém (pilot) ddi véi cac quy dinh cé tac dong 16m hodc thiéu bang chirng
thue tien — chi m& rong khi pilot dat ti€u chi.
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Minh bach va cong khai: tat ca DIA, dir liéu CNI lién quan, két qua phan hdi cong khai
trén cong dir li€u chinh phu trudce khi trinh quyét dinh.

Vong lip M&E bit budc: moi van ban ban hanh can kém ké hoach M&E rd rang (chi sb
muc tiéu, phuong phap do, tan suat bao cao, trach nhi¢m).

2. Vi tri tich hop trong chu trinh xiy dung viin ban (gém 8 giai doan)

Tich hop CNI vao tung giai doan — trach nhiém chinh dugc ghi kem.

Giai doan 0 — Khéi xwéng / Xac dinh dé nghi soan thio

Yéu cu: Trudce khi chinh thic giao soan thao, thu truong co quan dé nghi phai nop Tor
trinh khéi xuwdéng kém Trich xuat CNI lién quan (mirc dd nhu cau: Co ban/Phat trién/Kién

tao; phan bo dia 1y; quy mo dan sé bi anh hudng).

Trach nhiém: B6/ Co quan soan thao; Van phong Chinh phu (d6i v6i dé xuét cap trung
uong).

Két qua: Vin ban khoi xudng kém “Ban do Nhu cau lién quan”.

Giai doan 1 — Soan thao so by & Lap Bao cdo Panh gia Tac dong Nhu ciu (DIA)

Yéu cAu: Soan thao phai kém DIA theo mau bit budc (xem Phén 4). DIA gém: mo ta nhu
cau, dir li¢u CNI lién quan, phan tich rai ro, phuong an khong stra doi (do nothing), cac

phuong an chinh sach, chon phuong an tdi uu.

Trach nhiém: Nhém soan thdo + Pon vi “Phan tich Nhu ciu” ctia B (hodc thué tu van doc
1ap néu b khong c6 nang luc).

Két qua: Du thdo so by + DIA cong khai ndi bo.
Giai doan 2 — Lay y kién cong khai & Tham véin chuyén gia

Yéu cau: Cong bd DU THAO + DIA + dir liéu CNI ¢6 lién quan trén cong thong tin (tdi
thiéu 30 ngay).

Phwong thirc: H@i théo Vﬁng, dién d’ém truc tuyén, ddi thoai chuyén gia, 1éy v kién CGDN,
dai dién nhém yéu thé (cac t6 dan pho).

Trach nhiém: B soan thao; S&/Ban nganh dia phuong to chirc ddu méi 13y ¥ kién tai dia
phuong.

K¢ét qua: Bién ban gop y + Ban tom tit tiép thu chinh 1y.

Giai doan 3 — Thiam dinh ndi by & Panh gia phap ly
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Yéu chu: Hoi dong thém dinh phai kiém tra tinh phu hop giira DIA va vin ban; chdm diém
“mirc d§ dap ung nhu cau” (scale 0—-100).

Trach nhi¢m: Hoi dong tham dinh lién nganh (c6 dai dién S¢ Tai chinh, S¢ K& hoach —
bau tu / Tai chinh , S& Xay dung, S¢ Y t€, S Lao dong... tuy linh vuc).

K#ét qua: Bién ban tham dinh voi diém danh gia va khuyén nghi (vi du: yéu cau pilot, bd
sung dir li¢u).

Giai doan 4 — Quyét dinh thi diém (néu cén)

Yéu chu: Néu DIA/Tham dinh chi ra béng chiing chugt dq hoac rui ro 16m, bét budc thiét ké
Pilot Design trudc khi ban hanh. Pilot phai c6 mau thiét ké (xem Phan 5).

Trach nhiém: Bo soan thao phdi hop tinh thi diém, B Tai chinh cip nguon pilot (tir quy
pilot).

Két qua: Quyét dinh thi diém, K& hoach trién khai 6-12 thang voi chi s6 muc tiéu.
Giai doan 5 — Trinh Chinh phii / Qudc hoi

Yéu cau: Ho so trinh phai gém: Du théao chinh sira, DIA ban hoan chinh, két qua tham van,
bién ban tham dinh, ké hoach pilot (n€u c06), cam két nguon luc.

Trach nhiém: Bo soan thao; Vin phong Chinh phii tong hop.
Két qua: Quyét dinh phé duyét (co diéu khoan chuyén tiép, 10 trinh thuc hién va M&E).
Giai doan 6 — Thi hanh & Trién khai

Yéu cau: Khi ban hanh, kém Béng chi tiéu theo CNI (muyc ti€u mong doi) va ké hoach
M&E (ai bao cao, tan suat, phuong phap, dit li¢u).

Trach nhi€ém: B0 chu tri, S6 nganh, UBND tinh thuc hién; phudong/huyén thu thap dir liéu
CNI theo chu ky.

Két qua: Bao cdo tién do dinh ky (quy/6 thang/nam).
Giai doan 7 — Panh gi4 sau ban hanh & Ra soat sira doi

Yéu cau: Sau 12-16 thang, thyc hién Panh gia tac dong thue té so voi myc tiéu CNI; néu
muc tiéu khong dat, dua vao ké hoach stra d6i/nang cap.

Trach nhiém: Co quan doc 1ap (Thanh tra Chinh pht/ Thanh tra by/ Pon vi kiém toan xa
héi) thuc hién; cong bd bao cdo cong khai.
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Keét qua: Bao cdo cong bo, dé xuat stra doi; néu hi€u qua thap va rui ro cao, tam dung mo
rong.

3. H6 so bit budc kém theo moi du thao (mAu tai liéu & ndi dung chi tiét)

Mbi dy thao phai c6 mot Hé so' Pinh kém chuin gom céac phan sau (mau bat budc, toi
thieu):

Tém tit diéu chinh (1 trang): ndi dung, muc tiéu, nhém d6i twong bi anh hudng.

Ban db Nhu czklu’ trich CNI (1-2 trang): cac chi sb lién quan, phan bé dia 1y, ty trong Co
ban/Phat trién/Kién tao.

Bio cao Panh gia Tac dong Nhu cau (DIA) (10-25 trang): gom 7 myc (xem Phan 4 mau
chi tiét).

K¢ hoach tham van céng khai (chi tiét thoi gian, phuong thirc, d6i twong tham van).
Bién bén tiép thu y kién (tong hop y chinh + phan hoi ctia co quan soan thao).

Phuong 4n Pilot (néu yéu cau): muc tiéu pilot, pham vi dia ban, tiéu chi thanh cong, ngudn
luc, 10 trinh.

Ké hoach M&E sau ban hanh: chi $0, nguén dit liéu, tan suit bao c4o, ai chju trach nhiém.
Boi canh phap 1y va so sinh quéc té (néu cén): rii ro phap 1y, phuong an giam rui ro.

Tuw kiém tra tuin thii nguyén tiic cong bang va bio vé nhom yéu thé.

4. Miu “B4o cao Panh gia Tac dong Nhu ciu” (DIA) — ciu tric chi tiét

DIA phai c6 cdu triic sau (mdi muc ¢ yéu cau dir liéu/ bang chimg minh bach):

MUC A — Tém tit diéu chinh va méi lién quan CNI (1 trang)

Muc tiéu diéu chinh;

Chi s6 CNI lién quan (vi du: Tang Co ban: ty 1¢ hd chi >35% thu nhap cho nha & = 28%;
Tang Phat trién: ty 1€ tham gia dao tao nghé = 8% ...).

MUC B — Chitrng minh nhu cau (bing dir liéu)
Trich xudt dit liéu CNI (phudng//tinh);

Phan tich chudi nguyén nhan dan dén nhu cau;
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So sanh vung c6 nhu cau cao — vung chuan.
MUC C — Phan tich lwa chon chinh sach

Li¢t ké cac phuong an (A, B, C), m6 ta co ché phap luat, chi phi du kién, tac dong
nhanh/trung/dai han;

So sanh phwong 4n theo tiéu chi: hiéu qua dap tng nhu cau, chi phi, rui ro, tinh kha thi.
MUC D — Phan tich chi phi — lgi ich (CBA) co ban

ude tinh nguon luc (ngan sach, nhan luc), loi ich xd hoi ¢6 thé dinh lugng (tiét kiém thoi
gian, giam chi phi y té...), ty 1€ hoan von xa hd1 (SROI) so bg.

Néu khong thé dinh luong toan bd, kém phan tich dinh tinh cho phan con lai.
MUC E — Riii ro va phwong 4n giam thiéu

Rui ro phap 1y, rii ro tic dong téi nhom yéu thé, rii ro kinh té, rai ro thyc thi;
Bién phéap quan tri riii ro, giam sat, diéu chinh.

MUC F — Ké hoach tham van & minh bach

Danh sach bén lién quan di tham véan; phuong thirc; tom tit ¥ chinh; phan hoi.
K& hoach cong bd dit liéu CNI lién quan.

MUC G — K¢ hoach Pilot & Tiéu chi thanh cong (néu cin)

Dia ban pilot, dbi tuong, 10 trinh 6—12 thang;

Chi s6 muc tiéu cy thé (vi du: giam 10% thoi gian cap phép, ting 15% ti 1é tiép can dich vu),
nguon luc;

Quyét dinh mé rong khi pilot dat cac tiéu chi.

5. Nguwdng bang chirng tdi thiéu & tiéu chi ra quyét dinh

Dé tranh gidy phép “hinh thirc”, thiét 1ap nguwdng kiém soat:
Ngudng dir liéu tdi thiéu:

Trich xuit CNI & cip dia ban it nhat 1a phudng/quan tuong duong;

it nhat 2 ngudn xac nhan (dit liéu hanh chinh + khao sat mau/ phan anh cong dong).
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Ngudong phan tich: DIA phai c6 it nhat 2 phuong 4n (khéng bao gom tinh trang giit nguyén)
vo1 CBA so bg cho phuong an to1 wu.

Ngudng pilot: Néu tac dong vuot > X% dan s6 (vi du >10% cu dan tinh) hodc chi phi vuot
0.5% ngan sach dia phuong, bat budc pilot.

Tiéu chiqchi"tp thuén: Hoi dong :thém dinh phai chdm diém “murc do dap ung nhu cau” >
70/100 dé trinh phé duyét rong (néu <70, yéu cau pilot hoac bo sung).

6. Miu thiét ké Pilot (Pilot Design Template) — chi tiét bat budc

Pilot khong phai 14 “thi nghiém tw do”. Mau pilot phai gdm:

Muc tiéu ré rang & chi s6 thanh cong (SMART).

Pham vi dia Iy, quy mo din s, nhém ddi twong.

Thoi han pilot: 6-10 thang thuong phi hop; c6 cot mdc trung gian.

Can thiép phap Iy tam thoi (néu can): quy dinh tam mién, rit gon thi tyc.

Ngudn Ie: ngan sach pilot (ngudn nao), nhan luc (ai chiu trach nhiém), trang thiét bi, nén
tang dir liu.

Thiét ké dir litu & M&E: phuong phap thu dir liu (CNI), tan suat, don vi thu, phuong
phap danh gia tdc dong (before-after, control group néu co).

Co ché quan tri & giai quyét vréng mic: t6 diéu hanh, diu mdi, 16 trinh xtr Iy van dé phat
sinh.

K¢ hoach nhan rong: diéu kién mé rong (céc tiéu chi dat dugc), tai chinh, 16 trinh mé rong.
7. Co ché td chirc, phan cong trach nhiém va ning lue can thiét
7.1. O céap Bd (co quan soan thao)

Pon vi “Phan tich N hl,l chu & !)fr liéu”: truc thudoc Van phong/Ban chinh sach, chiu trach
nhiém thu thap trich xuat CNI, ho tr¢ soan DIA, danh gia CBA.

Nhom soan thao: phai c6 chuyén gia phép 1y + chuyén gia phén tich dir li¢u + chuyén gia
linh vuc + dai dién ngudi dan (moi).

Quy trinh QA: trt}’éc khi gui tham dinh, hd so phai qua quy trinh kiém tra ndi bo boi Don
vi Phan tich Nhu cau.

7.2. O cip Tinh
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Trung tim phén tich nhu ciu tinh: tong hop CNI, tham dinh pilot, phdi hop thir nghiém.

Ban Tham vin cdng: t6 chirc 13y y kién cong khai, bao dam dai dién nhom yéu thé.

7.3. O céip /Phudng xi

Phong thu thap dir liéu CNI: cip nhat chi s6 hang quy, ghi nhan phan anh.
Té diéu phéi pilot: thuc thi pilot, phdi hop v6i Bo/tinh.

7.4. Ning lye cin xiy dung

bao tao soan thao DIA, CBA co ban, phuong phap danh gia chinh sach, phuong phap lay v
kién cong khai, k¥ nang phan tich dit li¢u CNI, sir dung dashboard.

Hé thong IT dé thu thap, hop nhat va cong khai CNI (API, dashboard, ETL pipelines).
8. Co ché phap 1y & viin ban can sira dé bit budc tich hop

Pé dam bao thuc thi, can sira/ban hanh cac van ban sau (it nhat & mirc nghi dinh/ quyét
dinh):

Quy dinh trong Luit Ban hanh VBQPPL: thém diéu khoan bat budc kém DIA cho moi
du thao luat/ nghi dinh.

Nghi dinh huwéng din thwe hién DIA: miu bit budc, ngudng bang ching, trach nhiém
tham dinh.

Quyét dinh thanh lap Quy Pilot Quéc gia/ Tinh: dé cip ngudn trién khai pilot.
Viin ban vé minh bach dir liéu: yéu ciu cong bd dit liéu CNI lién quan cho moi du thao.

Quy dinh vé trach nhiém giai trinh: bit budc béo céo tién do/danh gia sau ban hanh theo
chu ky.

NHOM 1 — LUAT LIEN QUAN DEN QUYEN CONG DAN VA NEN TANG PHAP
QUYEN

Pay 1a nhém nén moéng dé ngudi dan co “quyén dugc 1én tiéng”, quyén dugc bao vé, va
quyén dugc tham gia. Khong ¢ nhém nay, moi thay doi ki thuat déu de roi vao hinh thirc.

1. Luat Tiép can thong tin

Can stra dé chuan hoa ché do mo dir liu, dac bi¢t dir liéu cong li€n quan nhu cau dan sinh,
ngan sach, chat luong dich vu.
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B sung ché tai budc phai cong khai dit liéu ¢ dinh dang may doc.
2. Luit Phong, chong tham nhiing

Piéu chinh dé tap trung vao minh bach két qua dau ra (output) hon 1a chi kiém soat quy
trinh.

Tang vai tro gidm sat xa hoi, bao chi, cong dong.
3. Luat Bao vé¢ dir liéu ca nhan

Hoan thién hanh lang dé thu thap — x{r Iy — phan tich nhu cau cta ngudi ddn ma van bao
dam quyén riéng tu.

Cho phép mé hinh “cong dit liéu nhu cau” ¢ cap tinh/dia phuong.
II. NHOM 2 — LUAT VE QUY HOACH - PHAT TRIEN PO THI - HA TANG

Nhém nay anh hudng truc tiép dén cau tric khong gian sdng, sinh ké va chat lugng doi song
cuia nguoi dan.

4. Luat Giao thong dwong bo

Piéu chinh dé tich hop van tai cong cong, két ndi nhu cau di lai hang ngay.
B sung tiéu chi “ban dd nhu cau di chuyén”, di liéu hanh vi giao thong.
5. Luit Puong sit, Hang khong, Hang hai, Pwong thiy ndi dia

DPong bd véi quy hoach ving; bd sung tiéu chi nhu cau di lai — logistics dan sinh, thay vi chi
logic hang hoa hodc an toan k¥ thuat.

6. Luit Xay dung co ban — Pau thau

Sta d6i theo hudng tbi gian thu tuc ddi véi du an dén sinh, dic biét cac hang muc nho (tram
y té, trudng mam non, cai tao hém, cong vién cong dong).

Co ché diu thau linh hoat theo nhu cau thue té, wu tién mo hinh cong dé)ng tham gia.
III. NHOM 3 — LUAT LIEN QUAN PEN NHAN LUC, GIAO DUC, PAO TAO

Vi nhu cau nguoi dan khong chi 13 “an — & — di lai” ma con 1a kha niing phat trién ning
Iwe ban than.

7. Luat Giao duc

Diéu chinh dé cho phép chuong trinh gido duc dia phuong theo dic thi nhu cau ving/db thi.
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Trao quyén cho cic trudng xdy dung mé-dun k¥ ning tmg dung.
8. Luit Giso duc nghé nghiép

Lién két véi nhu cau sinh ké tai dia phuong; cho phép dit hang dio tao dua trén ban d6 nhu
cau lao dong thuc té.

9. Luat Lao dong

Diéu chinh dé phan 4nh mo hinh kinh té méi (gig, tw do, ban thoi gian), dam bao quyén loi
va an sinh ding nhu cau cua lyc luong lao dong tré.

IV. NHOM 4 — LUAT VE Y TE — AN SINH - BHXH

Céc nhu cau cham soc suc khoé, bdo v¢€ rui ro hay ho trg khi mat viéc déu la nhu cau thiét
yeu.

10. Luét Bao hiém x4 hoi

Stra d¢ linh hoat dong — hudng theo chu ky thu nhap thuc té cia ngudi lao dong; mo hinh
“dong linh hoat, bao v¢ lién tuc”.

11. Luit Béo hiém y té

Cho phép goi dich vu theo nhu cau dia phwong, khong chi gié quyén loi cimg.
Lién thong day du dir liéu kham chita bénh dé hiéu ré nhu cau y té.

12. Luat Kham bénh, chira bénh

Quy dinh trach nhiém cong khai chat luong dich vu.

Dinh nghia lai tiéu chudn y té co s¢ dé phuc vu nhu cau cong dong.

V.NHOM 5 — LUAT VE MOI TRUONG SO, DU LIEU, CHUYEN POI SO
Nhu cau ctia nguoi dan ngay nay gan chit véi ha tang sb.

13. Luat Giao dich dién tir (d3 c6 nhung cin mé rong)

Bo6 sung quy dinh dé€ dich vu cong s6 van hanh trén dir li¢u nhu cau, tu dong hoa cac tac vu
phuc vu cong dan.

14. Luit Vién thong
Pam bao ha ting bing thong rong nhu dich vu cong thiét yéu, uu tién ving khé khan.

Rang budc nha mang cung cap dir liéu hanh vi phuc vu quy hoach (an danh).
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15. Luat Cong nghé théng tin (hién 15i thoi)

Can thay thé/stra sdu dé phu hop véi ha tang s6 hién dai, nén tang dit liéu théng nhat cia
Nha nude.

VL. NHOM 6 — LUAT KINH TE — THI TRUONG ANH HUONG BEN SINH KE
NGUOI DAN

Day 1a nhom c6 tac dong manh téi doi séng: thu nhap, chi ti€u, san XUAL.
16. Luét Thué (hé théng nhiéu luit)

Can don gian hoa theo huéng danh vao tai san, giam danh vao thu nhap nho, vu tién bao vé
nhom yéu thé.

Thiét ké goi wu dai thué theo hanh vi c6 ich (nha ¢ xa hoi, dau tu vao dich vu cong dong).
17. Luat Gia (co ché binh on gia)

Thiét ké lai dé khong con mo hinh 4p dat hanh chinh; thay vao d6 1a co ché giam sat thi
truong dua trén dir li¢u va can thi¢p dung luc.

18. Luat Thwong mai, Luat Doanh nghiép

Ra soat dé giam rao can gia nhép thi trudng; tao diéu kién cho doanh nghiép siéu nhd — nho
phuc vu nhu cau dia phuong (dich vu dn uéng, cham séc gia dinh, stra chira, logistics nhd).

VII. NHOM 7 — LUAT VE CONG PONG, XA HQI VA PHAT TRIEN CON NGUOI
Nha nudc phuc vu khong chi cung cép dich vy, ma con tao ra moi trudng séng van minh.
19. Luat Van hoa

Cap nhat mo hinh “khong gian sinh hoat cong dong”, quan 1y 1& hoi, van hoa ving mién
theo nhu cau thyc cua nguoi dan, tranh thuong mai hod méo mo.

20. Luat Thanh nién

Tap trung vao nhu cau hoc tap, nha ¢, viéc lam, strc khde tdm than, khong chi phong trao.
21. Luét Ngudi cao tudi, Luat Tré em

Bb sung co ché dich vu cham soc dai han, mé hinh cham soc dua vao cong déng.

TONG HOP: 7 nhém — 21 ludt mé rong cin diéu chinh (ngoai 10 luit trong tim)

Nhém nén ting quyén cong dan
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Tiép cén thong tin

Phong, chng tham nhiing
Bao vé dir liéu ca nhan
Nhém quy hoach — ha ting
Giao thong duong bd

Luat van tai chuyén nganh
Pau thau & Xay dyng co ban
Nhom nhan luc — gido duc
Giao duc

Gi4o duc nghé

Lao dong

Nhém y té — an sinh

BHXH

BHYT

Kham chira bénh

Nhém chuyén déi s6 — dir liéu
Giao dich dién tir

Vién thong

Cong ngh¢ thong tin

Nhém kinh té thi truong
Thué

Gia

Doanh nghiép — Thuong mai

Nhom cfng dong — van hoa — xa hoi



Vian hoa

Thanh nién

Nguoi cao tudi — Tré em
KET LUAN

Nha nudc phuc vu 1a mot hé théng, do d6 thay d61 khong thé chi tap trung vao 10 lut, ma
can dleu chinh rong hon dé tao méi truong doéng bd cho viéc nhan dién — xir Iy — dap ung
nhu cau nguoi dan.

21 luéit bd sung & trén 13 “vong 2” sau khi dd stra 10 luat nén tang. DAy 1a tang thé ché sau,
chi phoi cach ngudi dan song, hoc tap, lam viée, di lai, twong tac so va tham gia doi song xa
hoi.

Stra chung dong thoi gitip thiét 1ap mot cau tric nha nwde ma mdi luat, modi thu tuc, mdi cap
chinh quyén déu phai tra 101 mt cau hoi duy nhat:
Dieu nay cdi thién cudc song nguwoi dan theo cach cu thé nao?

CAC DANG HIEU SAI - BOP MEO KHAI NIEM
“LAY NHU CAU NGUOI DAN LAM TRUNG TAM” O CAP CO SO**

Khai niém “nhu cau ngudi dan 13 trung tim” ¢4 ndi ham khoa hoc va phuwong phap luan rat
chat ch&, nhung khi di vao thuc tién co sd, nd ¢6 thé bi bién dang theo nhiéu cach.

Su bién dang nay khong chi lam giam hi¢u luc chinh sach ma con gdy tac dung nguoc,
khién xa hoi nghi rang mo hinh nay “khong kha thi”, trong khi sai 1am nam & cach hiéu va
cach thuc thi.

Du6i day la muoi hai dang hiéu sai phd bién nhit, chia thanh ba nhom 16n:
(1) hiéu sai khai niém,

(2) hi€u sai phuong phap,

(3) hiéu sai muc tiéu.

I. NHOM 1 — HIEU SAI KHAI NIEM

1. Pong nhit “nhu ciu” véi “mong mudn”

Nhiéu can bd co so cho rang:

“Dan mudn gi thi 1am theo céi d6.”

Pay 1a sy nham 14n trdm trong.

Nhu cau 1a dir 1i€u xa hoi c6 thé phan loai — do luong — xac minh.
Mong muon la cdm xtic ¢4 nhan, nhiéu khi mang tinh thoi diém.

Neéu cap co sé chay theo mong mudn, mo hinh s¢:
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dé bi loi dung bdi nhém nhd,

dé gay mat cong bang,

bi cudn theo tim 1y dam déng,

méo mo khoi vu tién dai han.

2. Hiéu “lam trung tim” 1a chiéu theo tit ca
Mot sb noi dién giai sai thanh:

viéc gi dan phan anh ciing “phai giai quyét”;
cai gi dan doi cling phai dap ung;

tranh xung dot 13 wu tién tdi da.

Piéu nay din dén mém yéu trong quin tri va lam mat nguyén tic ky cuong — cong bang —
phap luat.

Khai niém nay khong dong nghia voi “chiéu y”, ma la dit nhu cau thwe — da dwoe xac
minh — vao trung tam cia qua trinh hoach dinh.

3. Hiéu “liy dan” theo nghia hinh thirc — khau hiéu

Mot sb dia phuong quen véi viée bién cac khai niém cai cach thanh khau hiéu:
“Lay dan lam gbc”;

“Vi dan phuc vu’;

“Lang nghe dan néi”. ..

Nhung thuc té khong thay d6i gi. w i
Ho treo bang rén, doc hoi nghi, qhung khong thay doi quy trinh, khong thay doéi cach do
luong, khong thay doi cach ra quyét dinh.

Day 12 bénh hinh thirc, bién triét 1y thanh ngdn ngit tuyén truyén.

4. Hiéu nhu ciu l1a danh sach phén anh vun vit

Khong it noi ddng nhat nhu cau véi:

¥ kién cir tri;

gop y trong hop dan;
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phan anh tirng vu viéc nho Ié.

Nhu vay, nhu cau trd thanh:

manh mun;

thiéu hé thong;

khong c6 trong tam;

14n 16n gitta nhu cau c4 nhan va nhu ciu cong dong.
1. NHOM 2 — HIEU SAI PHUONG PHAP

5. Thu thap nhu ciu dwa vao cam tinh ciia can bd, khong dwa trén dir liéu
Nhiéu can bo xa — phuong noi:

“Tbi sdng & day toi biét dan can gi.”

“Khoéng can khao sat dau.”

“Dan ho ciing khong ranh dé néi hét dau.”

Pay 1a cach hiéu chii quan va thiéu co s6.

Két qua:

nhu cau bj ap dat tir goc nhin cd nhan can bg;

nhom yéu thé khéng dugc phan anh;

dir liéu bi thién léch;

x4 hoi tré nén mi mo véi chinh nhu cau cia minh.
6. Po nhu cau bang kénh hanh chinh thay vi kénh cfng dong — dir liéu sb
Mot sb noi chi dya vao:

béo cdo thon — to dan phd;

bién ban hop;

hd so hanh chinh;

két qua giai quyét thu tuc.
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Céch lam nay bo sot:

nhu cau thim lang;

nhom dan di cu;

thanh nién;

nguoi lao dong phi chinh thirc;

cac nhu cau phat trién dai han.

Nhu cau dan cu phai dén tir dir liéu that, hanh vi that, doi song that.
7. Nhim lin giira nhu ciu thit va nhu ciu “dwoc dinh huwéng”
Mot sb noi “dinh hudng” nhu cau dan theo ké hoach sén c6:

huyén da 1ap ké hoach 1am dudng — “nhu cau cua dan 13 lam duong”;
tinh wu tién chuyén ddi sé — “nhu cau cua dan 1a hoc cong nghé”.
Nhu vay nhu cau bi nha nwéc héa, khong phai cua dan.

Diéu nay tao ra mo hinh “nhu cau gia” dé phuc vu ké hoach c6 san.
8. Khong phan loai nhu cau theo cap do

Nhiéu noi gom nhu cAu mot cach hdn don:

nhu cau an toan,

nhu cau nha &,

nhu cau hoc nghé,

nhu cau chiéu sang,

nhu cau hd trg ly hon,

nhu cau vui choi...

Tét ca bi tron 1an nhu nhau.

Trong khi nhu cdu can phan hang:

co ban (an sinh — an toan — sinh ké);
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phat trién (ning luc — co hoi — chuyén doi nghé)

kién tao (moi truong sdng — chat lugng d6 thi — ban sic ving).

Khéng phan hang s& dan dén diu tu sai thir tw wu tién, lam mit cin bang ngin sach.
I1II. NHOM 3 — HIEU SAI MUC TIEU

9. Bién nhu ciu thanh cong cu dé “déi phé cép trén”

Mot sb dia phuong dung nhu cau nhu mét cach dé:

xin thém ngén sach;

chirng minh 14 minh kho khan;

tao ¢ dé tri hodn cong viéc;

d6 15i cho dan.

Nhu cu bi bién thanh céng cu hanh chinh cht khong phai gudng banh vin hanh hé
thong.

10. Loi dung khai niém dé tao nhém loi ich dia phwong

C6 noi dién dat:

“Nhu cdu ciia dan ¢ ddy 1a...”, ‘
nhur,lg thue chat phan anh loi ich ciia mgt nhom nho c6 quan hé véi lanh dao co s6.Nhu cau
bi bat céc, tré thanh vo boc cho quyét dinh sai Iéch.

11. Dung nhu ciu nhw cii cé dé né trach nhiém

Mot s6 noi co thé noi:

“Dan khong ¢6 nhu cau nén ching toi khong lam.”

“Nhu cu dan chua rd nén dy 4n cham.”

“Dan chua phan anh nén chua can giai quyét.”

Céach hiéu nay dan dén tri hoan, luoi biéng, thoai thac trach nhiém.

Thuc chit, nhu ciu phai dwoe chi dong phat hién, khong cho dan noi.

12. Bién m hinh thanh phong trao, khong thanh céu triic van hanh

C6 noi mé cudc van dong:

74



thang nghe dan noi;

tuan 1& nhu cau nguoi dan;
dién dan ling nghe...
Nhung sau dé khong co6:
co ché dit liéu;

quy trinh phan tich;

cong cu do luong;

ché do bao cao;

thay d6i to chiic.

Triét 1y tré thanh phong trao ngén han, khong tao gia tri dai han.
KET LUAN

Khai niém “lay nhu cau nguoi dan lam trung tdm” c6 thé bi bop méo & cap co s¢ theo nhiéu
cach, nhung c6 ba nguy co 16n nhat:

Bi gidn héa thanh khau hi¢u.
Bi van dung 1éch thanh “chiéu long dam dong”.
Bi chuyén héa thanh cong cu dé duy tri lgi ich dia phuwong.

Néu khong c6 phuong phap luan dung, mo hinh s& mat kiém soat hodc tro thanh hinh thirc.
Do do, h¢ thong can:

chuan hoa khai niém;

xay dung bo chi s6 nhu cau;

dao tao cén bd theo tu duy dir liu;

tach nhu cau khoi y kién cha quan;

tao co ché giam sat doc lap

chién lwgc hanh dong chi tiét, theo ting cap, dé chuyen hoa khai niém “liy nhu cau

ngudi dan 1am trung tim” thanh thyc tién trong co ché hoat dong, van hanh va danh gia
ctia hé thong hanh chinh, tir trung wong dén co so.
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1. Cap trung wong — Chinh phi

Muc tiéu: Dat nhu cau ngudi dan lam ti€u chi to1 thugng trong chinh sach, co ché va tiéu
chuan hanh chinh.

Hanh déng cu thé:
Pinh huéng chién lwge va vin ban phap 1y

Ban hanh nghi quyét hoidc chi thi khung vé& “LAy nguoi dan 1am trung tdm” cho tit ca co
quan nha nudc.

Yéu cau cac bd, co quan truc thudc Chinh phu phai danh gia tac dong ciia chinh sach duwa
trén nhu cau thuc ctia nguwoi dan, khong chi trén co s¢ dir li¢u hanh chinh.

X4y dung co ché giam sat va do lwong

Thiét 14ap bo tiéu chi do luong dua trén trai nghiém thwe té cia dan, vi dy: mic do hai long,
kha nang ti€p céan dich vy, thoi gian xtr 1y, chi phi thuc té.

Tao hé thdng giam sat lién nganh, két nbi dir liu tir dia phuong dé phat hién sém cac
diém nghén.

Pio tao va thay doi tw duy linh dao cap cao

Té chic cac khoa hoc, hoi thao, tham quan thuc té dy an dé lanh dao trung uwong va bo
nganh truc ti€p thay nhu cau va kho khan thuc cta dan.

Thuc ddy van hoa chip nhén riii ro hop 1y, khuyén khich chinh sach thir nghiém (thi diém)
trudc khi trién khai rong.

2. B§ nganh — Co quan trung wong

Muc tiéu: Chuyén hoa co ché van hanh, du an va danh gia hiéu qua tor quan diém hanh
chinh sang quan diém nhu cau thyec te.

Hanh dong cu thé:
Tai ciu tric co ché hoach dinh

Trudc khi ban hanh van ban, yéu cau khao sat thye dia, thu thap dur lidu tur it nhat 3-5 tinh,
quan, huyén khac nhau dé phan anh nhu cau da dang.

Ap dung “vong phan hé‘i nguoc” trude khi quyét dinh chinh sach: dy thao guri xudng dia
phuong, xin y kién va di€u chinh dya trén thuc té.

Poi méi hé thong danh gia va KPI
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KPI khong chi dya trén tién do giai ngan, sb lugng du an hay hd so hop 1¢, ma con dua trén
kha nang tiép can dich vu ctia dan, mirc d¢ hai long, két qua thuc té ctia chinh sach.

Tich hop d4anh gia dinh ky tir dia phwong va nguwdi din vao bao cdo tong hop.
Tich hop cong nghé va dir li€u

X4y dung nén tang s6 dé theo ddi nhu cau dan, tién do du an, khé khan phat sinh theo thoi
gian thuc.

Dt li¢u nay vura phuc vu hoach dinh, vira lam cong cu giam sat vong 1dp, han ché sai léch
thong tin.

3. Cép tinh / thanh phd true thudc trung wong

Muc tiéu: Trién khai chinh sach tir trung wong nhung diéu chinh theo nhu cau va diéu kién
thyuc t€ cua dia phuong.

Hanh déng cu thé:
Khio sat nhu cau thuec té

Thanh 1ap nhém li€n nganh tai tinh, TP, chiu trach nhi€ém thu thap thong tin truc tiép tur
nguoi dan, doanh nghiép va t6 chirc xa hoi.

St dung két hop phéng van, khao sat, dir liéu hanh chinh, phan anh cong dong.
Chuyén d6i co ché van hanh

Céc s0, nganh tinh phai thiét ké quy trinh dich vu, du an, thi tuc dua trén trai nghiém
thuce t€ cua dan.

Vi du: trong nha ¢ xa hoi, lya chon vi tri dy an, muc gia, di€u kién vay von dua trén khao
sat nhu cau thuc, khong chi dya trén quy dat san co.

Panh gi hiéu qua theo nhu cau

KPI cta s&, nganh dira trén mire dd tiép cin thuce té, ty 18 dan hai long, thoi gian xir Iy ho
so thue.

Két qua danh gia duoc str dung dé diéu chinh chinh sach, co ché van hanh cép tinh.
4. S¢ nganh dia phwong

Muc tiéu: Trién khai cac chinh sich trung wong va tinh theo hudéng nguwdi din 1 trung
tam, giam thi€u loc thong tin va sai 1éch.
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Hanh déng cu thé:
Thiét ké dich vu hwéng ngudi din

Xem xét toan bd quy trinh: thi tuc, tiép nhan, xir Iy hd so, cung cap thong tin, giai quyét
khiéu nai.

Loai bé nhitng budc thtra, rudom ra; t6i wu hoa thoi gian, chi phi, d0 thuan tién cho dan.
Khio sat va phan hdi lién tuc

Hang thang/ quy, t6 chirc khao sat, nhom tap trung, dién dan truc tuyén dé 13y y kién, diéu
chinh dich vu.

Thuc hién co ché thi diém giai phap méi trwde khi ap dung rong.
Két hop dir liéu thue va KPI

Cac s6 liéu tir khao sat, phan hoi dan, tién d6 ho so, ty 1€ du an thanh cong — thanh KPI cua
phong, ddi ngti.

KPI gén vo1 thuong — phat dé can bo thuc su quan tam dén nhu cau dan, khong chi hoan
thanh thu tuc.

5. Cap co sé — phwong, xa, té dan phd

Muc tiéu: La mat xich gan dan nhat, ghi nhan nhu cau, gidm sat va phan hoi thong tin chinh
xac.

Hanh dong cu thé:

Thu thip théng tin tryc tiép

M&i can bo, to dan phd can chu dong gip dan, nam nhu cau, khé khan, uu tién.

Ghi nhan khong chi theo biéu mau hanh chinh ma con cAu chuyén, trai nghiém thue té.
Truyén tii thong tin chinh xac 1én trén

Thong tin phai trung thyc, day du, khong “bop” dé tranh rii ro hay lam dep béo cao.

Str dung cong cu sd dé guri truc tiép 18n sd, phong, bd phan chuyén mén, giam loc sai 1éch.
Giam sat két qua trién khai

Theo ddi du 4n, thu tuc, chinh sach, phan anh bat cap ngay dé cap trén diéu chinh kip thoi.

Thuc hién co ché phéan hoi vong lap, dam bao nhu cau dan duoc lién tuc cap nhat.
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6. Nguyén tic chung xuyén sudt hé thong
Nguoi dan 13 trung tim, khong phai ho so hay tién do gidy to.
Dir liéu thuc + phéan hdi thue — quyét dinh — trién khai — kiém chirng — diéu chinh.

Vong Lip giam sat lién tuc, moi cap phai chiu trach nhiém vé chét lwong dich vu thuc té,
khong chi bao cdo.

Khuyén khich thi diém, d6i méi, chip nhan rii ro hop 1y, dic biét v6i cac chinh sach
chua co tién €.

Két luan

Khai niém “lay nhu ciu ngwoi dan lam trung tim” khong chi 1a mot khau hiéu mang tinh
dinh huéng, ma phai dugc chuyén hoa thanh co ché hanh chinh, quy trinh vin hanh va
tiéu chi danh gia 6 moi cip chinh quyén, tir trung wong dén co sé. Chuyén héa nay doi hoi
mot chién luge toan dién, két hop tu duy chién lwgce, co ché van hanh va van héa t6 chiic,
d6ng thoi nhan manh dén thwe tién, dir liéu thwe va phan hoi lién tuc tir cdng dong.

O cép trung wong va Chinh phii, chuyén hoa bt dau bang viéc xac 1ap khung phap 1y va
chinh sach dinh hwéng, trong d6 moi quyét dinh phai dugc danh gia dya trén tdc dong thuc
té toi nguoi dan. Cac co ché giam sat, do luong hiéu qua va KPI ciia bd nganh duogc thiét ké
dé phan anh kha niing tiép cin dich vu, mirc d9 hai long va két qua thue té, khong chi
dua trén tién do gidy to hay s6 lugng du 4n. Pay 1a dot pha quan trong, thay d6i cach trung
wong nhin nhan thong tin: tir s6 liéu hanh chinh sang nhu cau va trai nghiém thwe té, tao
co s& dé chinh sach thuc sy phuc vu nguoi dan.

Tai cip bd nganh, chién lugc tip trung vao chuin héa nhung khong dong héa thong tin,
tich hop dir 1iéu khao sat thuc dia va phan hoi tir cac dia phuong. Moi du thdo chinh sach
déu phai trai qua vong phén hdi thue té, thi diém, do ludng va diéu chinh trudc khi trién
khai rong. Viéc nay giai quyét diém nghén ciia dir liéu hanh chinh bi loc, bi bop méo,
ddng thoi thuc ddy cac bo nganh chuyén tir tu duy “quan 1y gidy t0” sang tu duy “giai quyét
van dé thuc té cua dan”.

O cép tinh, thanh phd, cic so nganh van hanh theo nguyén tic dich vu va dy 4n hwéng
t6i nhu cau thye cia nguoi dan, tur viée thiét ké du an, Iya chon vi tri, diéu kién tham gia
dén co ché vay vén hay thu tuc hanh chinh. Day la d6t pha quan trong dé giam thiéu 1éch
lac thong tin va rao can trién Kkhai, dong thoi tao ra cac KPI dya trén két qua thye té,
mirc dd tiép cin, phan hdi tir cdng ddng, thay vi sd luong hd so hay tién do gidy to.

O cip phuwong, xa va co' s6, can bo la mit xich gan dan nhét chiu trach nhiém thu thap,
phan hoi va giam sat thyc tién. Vige chuyen hoa tai day bao gom ghi nhin nhu ciu, theo
doi dy an, phan héi lién tuc, két ndi dir lidu tryc tiép 1én cip so, nganh. Day 1a budc then
chét dé cat bé vong loc sai léch théng tin, dam bao chinh sach trung wong va dia phuong
trién khai sat nhu cau thyc.
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Nhitng dét pha chién lwgc trong toan hé thong bao gdm:
Vong phan hoi thye té lién tuc tir din dén trung wong, giam sai léch thong tin.

Chuyén d6i KPI va tiéu chi danh gia tir tién d6 gidy to sang mirc do dap vng nhu cau thyc
té.

Khuyén khich thi di€ém va doi méi cé kiem soat, chap nhan rui ro hop 1y dé giai quyét cac
van dé chua co tién 1¢€.

Chuin héa dir li¢u nhung gilr nguyén khac biét quan trong, dé chinh sach trung wong
phan anh dung nhu cau da dang cua dia phuong.

Pio tao va thay déi tu duy lanh dao & moi cap, tir trung wong dén co sd, tao vin hoa phuc
vu, lang nghe, thich ung.

Khi dugc trién khai déng b, chién luoc nay s& dem lai lgi ich da chiéu:

Poi véi ngwoi dan: Dich vy, du an, chinh sach sat thuc té, dé tiép can, hi€u qua hon, nang
cao chat luong song.

Doi voi co quan nha nwée: Gidm rii ro, tdng do tin cdy trong bao cdo va quyét dinh, nang
cao nang lyc quan 1y, céi thién hinh anh va niém tin ctia nguo1 dan.

Poi véi hé thong chinh siach: Giam diém nghén v6 hinh, ting kha nang thich ung, han ché
sai 1éch dir liéu, thiic day phat trién bén virng va cong bang xa hoi.

Tom lai, chuyén hoa khéi niém Iy nhu cAu nguwdi din 1am trung tadm khong chi 13 cai tién
hanh chinh ma 1a mgt cufc cach mang trong tw duy quan ly, tao ra nhitng dot pha giai
quyét diém nghén vé thong tin, trach nhiém va vin héa van hanh, tir d6 nang cao hiéu
qua cua moi chinh sach, du an va dich vu cong.
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