UBND TINH LAM BONG CONG HOA XA HOI CHU NGHIA VIET NAM

SO NQI VU Déc 1ap - Tw do - Hanh phuc
S6: 52 /KH-SNV Ldam Péng, ngay 20thang 11 nam 2025
KE HOACH

Trién khai khao sat mirc d§ hai l1ong ciia ngudi dan déi véi sw phuc vu
cua co quan hanh chinh nha nwéc tai b¢ phin mot cira cac cap
thong qua irng dung phan mém dién tir va ma QR nam 2026

Cin cir Quyét dinh s6 820/QP-UBND ngay 27/8/2025 ctia Chu tich Uy ban
nhan dan tinh vé viéc ban hanh Bo tiéu chi danh gia cong tac cai cach hanh
chinh d6i voi Ban Quan 1y cac khu céng nghiép va cac co quan chuyén mén
thuoc UBND tinh;

Can ctr Quyét dinh s6 1234/QD-UBND ngay 08/9/2025 ctia Chu tich Uy
ban nhan dan tinh vé viéc ban hanh Bb tiéu chi danh gia cong tac cai cach hanh
chinh d6i v6i Uy ban nhan dan céc xa, phuong, dic khu trén dia ban tinh;

Cian ctr Thong bao s6 493/TB-UBND ngay 13/11/2025 ctua Uy ban nhan
dan tinh théng bao két luan ctia dong chi Nguyén Ngoc Phiic - Tinh ty vién, Pho
Chu tich UBND tinh tai budi 1am viéc nghe bao cdo danh gia két qua va giai
phap nang cao cac chi s PAR Index, PAPI, SIPAS, PCI va Bo chi s6 chi dao,
diéu hanh va danh gia chat luong phuc vu nguoi dan, doanh nghiép trong thuc
hién tha tuc hanh chinh, dich vu cong theo thoi gian thuc trén méi truong dién

tul:

S¢ Noi vu xdy dung ké hoach trién khai khao sat muc do hai long cua
ngudi dan ddi véi sy phuc vu cta co quan hanh chinh nha nuéc (sau ddy goi tat
la khdo sat Chi s SIPAS) tai bd phan mot ctra cac cap théng qua ung dung phan
mém dién tir va ma QR trong nam 2026 (bit dau thyc hién tir ngdy 01/12/2025),
cu thé nhu sau:

I. MUC TIEU, YEU CAU

1. Muc dich

a) Phuc vu viéc danh gia, xép loai cong tac cai cach hanh chinh hang thang
va nam 2026 di vai cac co quan, don vi, dia phuong trén dia ban tinh.

1 Theo Thdng béo két luan, UBND tinh giao S& Noi vu tham muu t6 chirc danh gia, xép loai chi sb cai cach hanh
chinh hing thang dbi véi cac co quan, don vi, dia phuong trén dia ban tinh; Tiép tuc t6 chirc khao sat mirc d6 hai
long cua ngudi dan dbi véi sy phuc vu ctia co quan hanh chinh nha nudce théng qua ma QR niém yét tai bo phan
mot ctra cac cép; dinh ky héng tudn béo cdo tinh hinh thuc hién cho 1anh dao UBND tinh.



b) Cung cép thong tin, sb liéu, 1am co s¢ dé co quan, don vi, dia phuong
phan tich mac d6 hai 16ng cua nguoi dan va dé ra cac giai phap nang cao chat
luong phuc vu.

2. Yéu cau

a) Viéc khao sat phai phan anh day du, trung thyc, khach quan mic d6 hai
10ng ctia ngudi dan dbi voi su phuc vu clia co quan hanh chinh nha nudc.

b) Nghiém cAm moi hanh vi can thiép, lam sai 1éch két qua khao sét.

c) bam bao thong tin ca nhan cua nguoi dan tham gia khao sat dugc bao
mat an toan.

I1.NOI DUNG KHAO SAT

Noi dung cau hoéi khao sat, cac mirc danh gia va diém sd toi da cua timg
cau hoi duge quy dinh tai Quyét dinh s6 820/QDb-UBND ngay 27/8/2025 va
Quyét dinh s6 1234/QD-UBND ngay 08/9/2025 ctia Chu tich UBND tinh, cu thé
nhu sau:

1. N§i dung cau héi khio sat

a) Dbi v6i Vin phong UBND tinh: Gom 03 cau hoi khao sat véi tong diém
t6i da 1a 10 diém.

Diém so

STT Cau hoi khao sat Murc danh gia Ao
toi da

1. Khéng tot

Ong/ba thdy thai do, -
tinh than phuc vu cua 2. Chua t6t lam
cong chure, vién chuce . \

huéng dan, tiép nhan 3. Binh thutng 4
ho so, tra két qua | 4 Té¢
nhu thé nao?

Cau1l

5. RAt tbt

1. R4t lau

Ong/ba c6 phai cho | 2- Lau
doi 1au dé ndép hod
so/nhan  két qua
khong?

Céu 2 . Binh thuong 3

. Nhanh chéng

g~ |w D

. Rat nhanh chéng

-

Ong/ba c6 hai long | 1. Khong hai long
Cau3 | ve diu kién co s¢ - 3
vat chat, trang thiét 2. Chua hai long lam




STT

Cau hoi khao sat

Mirc danh gia

Diém so
toi da

bi phuc vu tai Trung
tam Phuc vu hanh
chinh cong tinh

khéng?

3. Binh thuong

4. Hai long

5. Rét hai long

b) Péi v6i cac co quan chuyén mon thudéc UBND tinh va Ban Quan 1y céc

khu cong nghiép (thwc hién tra két qua gidi quyét TTHC tai Trung tim Phuc vu

hanh chinh céng tinh): Gom 02 cau hoi khao sat voi tong diém tdi da 1a 10 diém.

Diém so

16i va hen lai thoi
gian trd két qua
khéng?

4. Nhan dugc thu xin 16 truée thoi diem
dén nhan két qua theo giay hen (qua thu
dién tr/dién thoai...)

5. HO so gidi quyét ding hen nén khong
c6 thu xin 16i

STT Cau héi khao sat Mirc danh gia £
toi da
Ong/ba thidy thoi | 1. R4t trd
lan co quan nha x
gu’c’ro giai qquyét ho 2. Tre
Cau 1 | so cta minh c6 dung | 3. Binh thuong 5
vol  thoi gian hen | 4. Nhanh chéng
tréen  Phi€u  hen ,
khong? 5. Rat nhanh chéng
1. Khong nhan dugc
Truong hop co quan 2. Nhén duogc thu xin 16i nhung gtri kém
nha nude. giai quyét tai thoi diém trd két qua _ ’
A x n . | 3. Nhan duoc thu xin 161 khi dén nhan
ho so tré hen, ong/ba 1t aud theo widv h
Cau 2 | c6 nhan duge thu Xin [doa 11C0 Slay Ah 5

¢) Pbi v4i cac chi nhanh Vian phong Pang ky dat dai khu vuc thude So
Nong nghiép va Méi truong: Gom 05 cau hoi khao sat véi tong diém toi da 13 10

diém.
STT Cau héi khao sit Mikc danh gia Diem 0
toi da
. i . ' | 1. Khéng tét
Oﬁlg/ba tha}/ thaAu do, }Il,nh tha}n 2 Chua tét 13m
Cay 1 | PUC VU cua Cong Chuc, VIS |3 Binh thuong 2
chue hu’gng dan, tiép nhan ho Z
so, tra két qua nhu thé nao? [ 4 TOt
5. Rat tot
1. Rat lau
Ong/ba c6 phai cho doi lau dé = L
Cau2 | —&P3 €O Phal €10 o1 8l €€ 13 Binh thuong 2
ndp ho so/nhén két qua khong? ;
4. Nhanh chong
5. Rt nhanh chong




STT Cau héi khio sat Miic dénh gi4 Di¢m s
toi da
. ) 1. Rat tré
Or?g/bé,théyfhc‘yi g}ar;l co qugn 2 Tra
Cay 3 | MMa Nuoc glal quyct o so cua g gy 4 i oo 2
minh c6 dung véi thoi gian ;
hen trén Phiéu hen khong? 4. Nhanh chong
5. Rat nhanh chéng
1. Khong nhéan dugc
2.Nhan duoc thu xin 16i
nhung gtri kém tai thoi diém
Trudng hop co quan nha nuéc |12 kef qua S
giai quyét hd so tré hen 3. Nhan dugc thu xin 161 khi
Cau4 | ong/ba co nhan dugc thu xin [-den nhn két qua theo gidy hen |
18i va hen lai thoi gian tra két | 4- Nhan duoc thu xin 10i trude
qué khong? thoi diém dén nhén két qua
theo gidy hen (qua thu dién
tu/dién thoai...)
5. HO so giai quyét duang hen
nén khong cd thu xin 16i
1. Khéng hai long
Ong/ba c6 hai long ve dicu | 2. Chua hai long lfm
A kién co s¢ vat chat, trang thiét . .
Caub bi phuc vu tai bo phan mot cira 3. Binh thuong 2
khong? 4. Hai long
5. Rat hai long

d) Bdi voi UBND cap xa: Gom 05 cau hoi khao sat véi tong diém tdi da 1a

10 diém.
STT Cau héi khio sat Mirc dénh gia Diem s
toi da
1. Khong tét
Ong/ba thiy thai do, tinh thin | 2. Chua tot lam
Cau 1 phuc vu cua géngt chire, vién | 3 Bipp thuong 5
chirc huéng dan, ti€p nhan ho P
50, tra két qua nhu thé nao? 4. Tot
5. Rt tot
1. Rat lau
2. Lau
Cau 2 Ong/bé co phai chc‘r doi lau d€ | 3 Binh thuong 5
ndp ho so/nhéan két qua khong?
4. Nhanh chéng
5. Rt nhanh chong




STT Cau héi khio sat Miic d4nh gi4 Diem s
toi da
1. Rat tré
Ong/ba thiy thoi gian co quan | 2, Tré
Ciu 3 nha nudc giai quyét hd so cua 3. Binh thuong 5
minh ¢6 ding v6i thoi gian hen | —
trén Phicu hen khong? 4. Nhanh chong
5. R4t nhanh chéng
1. Khong nhan dugce
2.Nhan duoc thu xin 16i
nhung gui kém tai thoi dieém
trd két qua
Trudng hop co quan nha nuée | 3. Nhan dugc thu xin 16i khi
Cau 4 gidi quyét ho so tré hen, ong/ba | dén nhan két qua theo giay hen 2
¢6 nhan duoc thu,xm 16i va hen 4. Nhan dugc thu xin 13i trude
lai thoi gian tra két qua khong? | thyi diém dén nhan két qua
theo gidy hen (qua thu dién
tir/dién thoai...)
5. HO so giai quyét ding hen
nén khong co thu xin 16i
1. Khong hai long
Ong/ba co hai long veé diéu | 2. Chua hai long lim
A kién co s& vat chat, trang thiét \ X
Cau’s bi phuc vu tai Trung tdm Phuc 3. Blﬁh \thu’orng 2
vu hanh chinh cong khéng? 4. Hai long
5. Rat hai long

2. Hinh thirc phiéu khao sat, cic mirc danh gia va cach tinh diém khao

sat:

Phiéu khao sat duogc thiét ké trén L'rr}g du’ng Google Biéu mau. Mdi cau héi
khao sat ¢ 05 mac danh gia, trong dé diém s6 dugc tinh nhu sau:
a) Muc 1: Khong diém.
b) Muc 2: Dat 25% diém téi da.
¢) Mtic 3: Pat 50% diém t6i da.
d) Mirc 4: Pat 75% diém tdi da.
e) Mtic 5: Piém tdi da.
Diém s6 & mdi cau hoi khao sat dugc xac dinh theo cong thic:
~ (Sby kién danh gia mirc 2 x 25% + S6 y kién dénh gia mitc 3 x 50% + S y
kién danh gia mac 4 x 75% + SO y kién danh gia murc 5) x diém t6i da/Tong so 'y
kién danh gi&?.

2 Chi s6 SIPAS nam 2025 cua S& Nong nghiép va M6i truong dugc téng hop tir 02 ngudn: Két qua khao sat tai
Trung tdm Phuc vy hanh chinh cong tinh va két qua khao sat tai cac chi nhanh Van phong Dang ky dat dai khu
vuc va dugc quy do6i vé diém so6 toi da la 10 diem.



III. PHAM VI, POI TUQNG, THOI GIAN KHAO SAT

1. Pham vi khao sat

Thuc hién khao sét tai tit ca cac quay tra két qua ¢ bd phan mot cira cac
cap.

2. Déi twong dwoc khao sat

T chirc khao sat dbi véi cac td chirc, ca nhan dén nhan két qua giai quyét
TTHC truc tiep tai quay tai bo phan mdt cura cac cap. Khong thuc hi¢n khao
sat doi véi cac to chirc, ca nhan lya chon hinh thire tra két qua truc tuyén hoac
trd két qua qua dich vu buu chinh cong ich.

3. Yéu cau vé khao sat

a) Bo phan mot cira cac cip phai dam bao ty 1& khao sat t6i thiéu 1a 10%
trén tong s6 ho so TTHC da tra két qua truc ti€p trong ky khao sat. Truong hop
khong dam bao duogc ty 1€ khao sat toi thi€u trong ky khao sat thi Chi s6 SIPAS
hang thang/nam 2026 cua Van phong UBND tinh/S& Nong nghiép va Moi
truong/UBND cap xa dat 0/10 diém.

b) S6 luong phiéu khao sat thu vé trong ky khao sat dat tir 30 phiéu/thang
tro 1én. Truong hop khong dam bao dugc so lugng phicu khao sat thu vé thi
khéng danh gia, tinh diem Chi so SIPAS vao tong diém danh gia cong tac cai
cach hanh chinh hang thang/nam 2026 cta co quan, don vi, dia phuong.

¢) Néu co quan, don vi, dia phuong bi phat hién ¢é hanh vi can thiép, lam
sai léch ket qua khao sat thi Chi so SIPAS hang thang/nam 2026 dat 0/10
diém.

4. Thoi gian khio sat

a) Thuc hién khao sat thuong xuyén, lién tuc, khi ¢6 phat sinh hd so TTHC.

b) Thoi diém 1ay phiéu khao sat 1a khi tra két qua giai quyét TTHC cho
nguoi dan.

c) Méc thoi gian 1ay s6 lidu khao sat:

- Dé x4c dinh Chi s6 SIPAS hang thang: Tir ngay 01 dén ngay cudi thang
(bat dau thuc hién tir thang 12/2025).

- Pé xé4c dinh Chi s6 SIPAS nam 2026: Tinh tir ngay 01/12/2025 dén hét
ngay 31/10/2026.

IV. PHUONG PHAP KHAO SAT
1. Cong cu phuc vu khio sat
a) M4 QR (do S¢ Nji vu cung cap).

b) Dién thoai thong minh c6 cai dit tng dung Zalo® (do nguoi dan tu trang
bi).

3 Hodc mot s tmg dung khéc c6 chirc ning quét ma QR nhu Mdy anh (iing dung méc dinh cua dién thoai thong
minh), Viber, Google Ong kinh...



2. Cach thirc thue hién

a) Cac co quan, don vi tra két qua giai quyét TTHC tai Trung tdm Phuc vu
hanh chinh cong tinh duoc cdp mot ma QR ding chung dé 1dy y kién khao sat
ciia nguoi dan tai Trung tdm Phuc vy hanh chinh cong tinh. Riéng S& Nong
nghiép va Mbi trudng duoc cip thém ma QR dé 1dy vy kién khao sat cua ngudi
dan tai cac chi nhanh Vin phong Dang ky dat dai khu vuc.

b) Mdi UBND cép xd dugc cidp mot md QR dé lay y kién khao sat cua
nguoi dan tai Trung tdm Phuc vu hanh chinh cong cép Xa.

¢) Mi QR duoc in ra va dan tai mdi quy tra két qua & bd phan mot ctra cac
cap, ngay phia trudc mdi cong chirc, vién chirc tiép nhan va tra két qua (sau ddy
goi chung la cong chirc mot cua).

d) Khi tra két qua giai quyét TTHC cho ngudi dan, cong chic mot cira
hudng dan cho ngudi dan sir dung dién thoai thong minh dé quét ma QR va dién
phiéu khao sat:

- Trudng hop ngudi dan dong ¥ dién phiéu ngay tai b phan mot cira: Cong
chitc mot cira huéng dan ngudi dan ding nhap vao tmg dung Zalo (hoic cac ing
dung tuong tu c¢6 chirc niang quét ma QR), sir dung tinh ning “Quét ma QR” dé
quét, sau d6 dang nhap vao duong link khao sat va tién hanh dién phiéu (c6 hinh
minh hoa tai Phu luc 111 kém theo).

- Truong hop ngudi dan mudn dién phiéu sau: Cong chirc mot cira hudng
dan nguoi dan str dung may anh trén dién thoai thong minh dé chup lai mi QR.
Khi nao nguoi dan mudn dién phiéu thi dang nhap vao tmg dung Zalo (hodc cdc
ung dung twong tw co chirc nang quét ma QR), st dung tinh nang “Quét ma
QR”, sau d6, an “Chon ma QR tir thu vién anh”, ding nhap vao dudng link khao
sat va tién hanh dién phiéu (c6 hinh minh hoa tai Phu luc IV kém theo).

V. TO CHUC THUC HIEN

1. Cac co quan chuyén mon thugoc UBND tinh; Ban Quain ly cac khu
cong nghi¢p va UBND cac xa, phwong, dac khu

a) To chuc trién khai, quan triét Ké hoach nay cho cac phong, ban, don vi
va ca nhan c¢o lién quan dé thyc hién.

b) Van phong UBND tinh (chi dao Trung tdm Phuc vu hanh chinh cong
tinh); S& Nong nghiép va Mai trudng (chi dao Vian phong Dang ky dat dai tinh)
va UBND cip xa (chi dao Trung tdm Phuc vu hanh chinh céng cdp xa):



- Phan cong nhiém vu cho cong chirc mot cira tai cac quay tra két qua: (1)
dan ma QR va (2) hudng dan nguoi dan dién phiéu khao sat khi nhan két qua
giai quyét TTHC.

- Céc co quan, dia phuong c6 lién quan cung cip giri S Noi vu danh sach
s6 luong ho so da tra két qua truc tiép tai quay trong ky khao sat nhu sau:

+ Van phong UBND tinh chi dao Trung tam phuc vu hanh chinh cong:
Tong hop, cung cip sb luong ho so tra két qua truc tiép tai quiy cua timg co
quan, don vi thyc hién vi¢c tra két qua giai quyét TTHC tai Trung tdm Phuc vu
hanh chinh cong tinh trong ky khao sat.

+ S& Néng nghiép va Méi truwong: Tong hop, cung cip sb luong hd so tra
két qua truc tiép tai quiy tai cac chi nhanh Vin phong Piang ky dat dai khu vuc
trong ky khao sat.

+ UBND cdp xd: Tong hop, cung cap sb luong ho so tra két qua truc tiép
tai quay tai Trung tAm Phuc vu hanh chinh cong cip x4 trong ky khao sat.

* Thoi gian chét so liéu va thoi han giki danh sdach vé S¢ Ngi vu nhw sau:

(1) Déi véi ky khdo sat hang thang: S6 liéu tong hop tinh tir ngay 01 dén
ngay cuédi thang, cung cdp soé liéu trwde ngay 03 ciia thdng lién ké, bat dau
thuee hién tir thang 12/2025 (cung cdp s6 liéu trude ngay 03/01/2026).

(2) Poi véi ky khdo sdt ndm 2026: S6 liéu tinh tir ngay 01/12/2025 dén hét
ngay 31/10/2026, cung cdp so liéu trwde ngay 05/11/2026.

2. Sé Noi vu

a) Huéng dan, don dbe cac co quan, don vi trién khai thuc hién Ké hoach
nay.

b) Tién hanh kiém tra ngiu nhién mot s6 phiéu khao sat ciia nguoi dan dé
dam bdo tinh chinh xéc, trung thyc, khach quan cia viéc léy phiéu khao sat.

¢) Tiép nhan, tong hop, théng ké két qua khao sat dé phuc vu viéc danh gia,
xép loai cong tac cai cach hanh chinh hang thang va nam 2026 ddi véi cac co
quan, don vi, dia phuong./.

Noi nhin: <T. GIAM POC
- Ph6 Chu tich UBND tinh Nguyén Ngoc Phuc (b4o cdo); - AT A A

- Cac co quan chuyén mon thuéc UBND tinh; e PHQ/ IAM DOC
- Ban Quan ly cac khu cong nghiép;

- UBND cac x4, phuong, dac khu;

- Lanh dao S¢;

- Céc phong chuyén mon, don vi truc thude;
- Luu: VT, CCHC&VTLT.
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Phu luc I )
BIEU MAU MA QR KHAO SAT TAI BQ PHAN MOQT CUA CAC CAP

KHAO SAT SU HAI LONG CUA NGUOI DAN
POI VOI SU PHUC VU CUA CO QUAN
HANH CHINH NHA NUOC
Co quan, don vi

MA OR KHAO SAT

Cach thuec hién:

1. Pang nhap tng dung Zalo (hodc cac ung
dung tuong tu co churc nang quét ma QR).

2. Nhén vao nit £
hinh dién thoai.

3. Dung camera dién thoai quét ma QR & bén
trén.

4. An nat “Mé” va tién hanh dién phiéu.

Tran trong cam on!

O goc trén bén phar man



10

Phu luc 11
DANH SACH MA QR KHAO SAT TAI BQO PHAN MOT CUA CAC CAP

I. Ma QR khdo sat tai Trung tdm Phuc vu hanh chinh cong tinh: Tai vé
II. M3 QR khao sat tai chi nhanh Vian phong Pang ky dat dai khu vure: Tai vé

I1I. M4 QR khao sat tai Trung tdm Phuc vu hanh chinh cong cip xa: Tai vé


https://docs.google.com/document/d/10tha-fYZR3TTWb_HqaY_CExZXJkP_SRV/edit?usp=drive_link&ouid=110523960100475383828&rtpof=true&sd=true
https://drive.google.com/drive/folders/1nNRkFt8AAxJRq0yrdq4xihyNnT61Nuaj?usp=drive_link
https://drive.google.com/drive/folders/1hmfGA07wrfXkzmpJyBYWivzucs9H8J2Y?usp=drive_link
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) _ Phu lyc IIl ) . ]
HUONG DAN NGUOI DAN DIEN PHJEU KHAO SAT
TAI BO PHAN MOT CUA

Budc 1: Bang nhap ung dung Zalo (hodc cac ung dung tuong tu c6 chuc
nang quét ma QR).

Buoc 2: Nhan vao nit & gbc trén bén phai man hinh dién thoai.

11:12 9 + B atll Lall =, G2

Q Timkiém

o Cloud cua toi T2

ﬁ,

Buwéc 3: Dung camera quét vao mé QR.

(2} Ma QR clia téi

KHAO SAT SU'HAI LONG CUA NGUOT DAN
DOI VOI SU PHYC VU CUA CO QUAN
HANH CHINH NHA NUGC
Trung tim Phyc vu hanh chinh cong tinh

Céch thuc hién:

1. Déng nhap ung dung Zalo (hodc céc tng
ng tuong tu c6 chic nang quét ma QR).

2. Nhén vao nit Bl & géc trén bén phai man
1h dién thoai.

3. Dung camera dién thoai quét ma QR & bén
n

4. An ntt “Mo” va tién hanh dién phiéu.

Tran trong cam on! g i i

““ PHIEU KHAO SAT SU HAI LONG CUA
. NGUOGI DAN TRONG GIAI QUYET TH...

forms.gle

Buéc 4: An niit “M¢ link” va tién hanh dién phiéu.
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~ PhuluclV
"HUONG DANON GU:O’I DAN
DIEN PHIEU KHAO SAT TAI NHA

Budc 1: Chyp anh ma QR dan tai bd phan mét cua (luu v chup tron ven,
day du hinh anh ma QR).

Buéce 2: Khi mudn dién phiéu khao sat, nguoi dan dang nhap tng dung
Zalo (hodc cac tng dung tuong tu c6 chirc ndng quét ma QR).

Buée 3: Nhan vao nat ¢ goc trén bén phai man hinh dién thoai.

Cloud cua toi T2

34 phut

51 phut

i
@ 1gio

Buéc 4: Chon hinh 4nh m3 QR d4 chup tir thu vién anh trong dién thoai va tién
hanh dién phiéu.

Quét moi ma QR

VETGR @ website Zalo
P

B B

PHIEU KHAO SAT SU HAI LONG CUA
NGUGI DAN TRONG GIAI QUYET TH...
forms.gle

Anh c6 sén
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