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HUYEN DONG XUAN Poc 13p — Tw do — Hanh phuc
$6292 /KH-UBND Pong Xudn, ngay 25 thang 10 nam 2024
KE HOACH

Khao sat sw hai 1ong ctia ngwdi dan doi véi sw phuc vu
cua co quan hanh chinh nha nwéc tai UBND cac x4, thi tran
nam 2024 va cac nam tiép theo

Thyc hién Quyét dinh s6 946/QD-UBND ngay 12/7/2024 ciia UBND tinh
Phu Yén vé ban hanh Quy dinh xac dinh chit luong hoat dong cac co quan, don vi
trén dia ban tinh Phu Yén gén voi danh gia trach nhiém nguoi ding dau va cap pho
ngudi dimg dau; Quyét dinh s6 950/QD-UBND ngay 12/7/2024 cia UBND tinh
ban hanh K& hoach nang cao su hai lIong ctia nguoi dan ddi véi sy phuc vu ctua
co quan hanh chinh nha nudc trén dia ban tinh Phi1 Yén nam 2024 va cdc nam
tiép theo;

UBND huyén Pong Xuan ban hanh Ké hoach khao sat sy hai long cua
nguoi dan doi voi sy phuc vu cia co quan hanh chinh nha nuéc tai UBND cac
x4, thi tran nam 2024, v&i nhitng nd1 dung sau:

I. MUC TIEU, YEU CAU
1. Muc tiéu

- Thyc hién nghiém tic Chuong trinh tong thé cai cach hanh chinh nha
nude ctia Chinh phu giai doan 2021-2030; Chuong trinh hanh dong s6 07-
CTr/HU ngay 22/9/2021 vé nang cao hiéu qua cai cach hanh chinh; cai thién
mdi trudng dau tu kinh doanh, hd trg doanh nghiép phat trién trong bdi canh
hoi nhap qudc té va cudc cach mang cong nghiép lan thir tu; Quyét dinh sb:
5445/QD-UBND, ngay 10/12/2021 ctia UBND huyén ban hanh Ké hoach
thuc hién Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan
2021-2030 ctia Huyén DPdng Xuan; Ké hoach sé: 193/KH-UBND, ngiy
02/12/2021 vé nang cao hiéu qua cai cach hanh chinh; cai thién méi trudong
dau tu kinh doanh, hd trg doanh nghiép phat trién trong bbi canh hoi nhap
qudc t& va cudc cach mang cong nghiép lan thir tu; Chi thi sé 02/CT-UBND
ngay 09/4/2024 ctia UBND huyén vé nang cao hiéu qua chét luong hoat dong
cta cac co quan, don vi gan véi hiéu qua thyc hién cai cach hanh chinh nha
nuée huyén Dong Xuan.

- Tap trung trién khai, thuc hién cac nhiém vu nham nang cao su hai long
clia ngudi dan theo cac tiéu chi danh gia tai Quyét dinh s6 1001/QD-BNV ngay
11/12/2023 cua BO Noi vu ban hanh Phuong phdp do luong sy hai long cua
nguoi dan ddi voi su phuc vu cia co quan hanh chinh nha nuéc giai doan 2023 —
2026.

- Tao diéu kién thuan 1¢i, co hoi dé nguoi dan tham gia vao qua trinh xay
dung, to chitc thuc hién chinh sach va giam sat dbi véi hoat dong cua cac co
quan hanh chinh nha nudc.
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- Két qua khao sat 1a can ctr dé danh gia, xac dinh chat luong hoat dong

cua UBND cap xa.
2. Yéu cau

- Viée to chirc khao sat, 1dy ¥ kién dénh gia cta ngudi dan, to chirc phai
duoc thuc hién thuong xuyén sau khi ket thiic giai quyét thu tuc hanh chinh.

- Tang cuong ung dung coéng ngh¢ thong tin vao cong tac lay y kién
nham ting cudng viéc tur dong hoa, tiét kiém thoi gian, chi phi va giam thiéu
su anh hudng cua cic yéu td chu quan trong viée tong hop két qua ldy y kién.

- Phan cong rd trach nhiém, nhi€ém vy cua tung co quan, don vi, dia
phuong d6i vdi ndi dung nang cao su hai long ciia ngudi dan dbi véi su phuc
vu ciia co quan hanh chinh nha nudc. Dong thoi, ting cuong su phdi hop gitra
céc co quan, don vi, dia phuong trong thyc hién cac nhiém vu, giai phap theo ké
hoach dé ra.

- Két qua do luong sy hai long phal dam bdo tinh tin cdy, chinh xdc,
duge cong bd kip thoi, rong rdi nham giup cac co quan hanh chinh nha nuéc
xac dinh duogc cac giai phap khéc phuc nhiing tdn tai, han ché va cai thién
chat lugng phuc vy, nang cao sy hai long ctia nguoi dan dbi véi su phuc vu cia co
quan hanh chinh nha nudc.

II. NOI DUNG

Do ludng sy hai 1ong cia ngudi dan duoc thuc hién d6i voi 03 khia canh:
(1) Nhan dinh, danh gia cua nguoi dan doi voi su phuc vu cua co quan hanh
chinh nha nudc; (i) Mtrc d6 hai long cua nguoi dan doi voi su phuc vu cua co
quan hanh chinh nha nudc; (i11) Nhu cau, mong do¢i cua nguoi dan doi véi su
phuc vu ctia co quan hanh chinh nha nudc.

1. Noi dung do lwdng:

1.1 Po lwong nhin dinh, danh gia ciia ngwoi dan ddi véi su phuc vu
ciia co quan hanh chinh nha nuwéc, bao gom cac tiéu chi:

- Mtic d6 quan tAm theo d&i ctia ngudi dan ddi véi cac chinh sach cong;

- Kénh thong tin ma ngudi dan sir dung dé theo ddi cac chinh sach cong;

- Mirc @6 phu hop ciia cac hinh thirc tiép can thong tin vé chinh sach cong
do1 voi nguoi dan;

- Mirc do nguoi dan sin sang tham gia gop y kién cho co quan nha nudc
vé chinh sach cong;

- Cam nhan ciia ngudi dan vé tinh trang cong chic gdy phién ha, sach
nhi€u trong qua trinh giai quyét thu tuc hanh chinh;

- Cam nhan ciia ngudi dan vé tinh trang phai dua tién ngoai quy dinh cho
cong chirc trong qua trinh giai quyét thu tuc hanh chinh;
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- Mitic d6 phu hop ctia cac hinh thitc ndp ho so, nhan két qua phu hop ddi
Vo1 nguoi dan;

- Sy trai nghiém cua ngudi dan vé chinh sach cong, dich vu hanh chinh
cong, dich vu cong co ban, thiét yeu.

1.2. Po lwong sw hai 1ong ciia ngwoi dian doi véi sw phuc vu cia co
quan hanh chinh nha nudc:

Po luong sy hai long ctia ngudi dan dbi véi su phuc vu clia co quan hanh
chinh nha nudc duoc thuc hién théng qua 02 nodi dung, gom: (i) Po ludng su hai
1ong cua nguoi dan doi voi viée xay dung, t6 chirc thuc hién chinh sach cong va (ii)
Do luong su hai 10ng ctia ngudi dan dbi véi viée cung tmg dich vu hanh chinh cong.

a) Po luong su hai long cua nguodi dan doi voi viéc xay dung, tO chirc
thuc hi¢én chinh sach cong:

- Cac chinh sach cong quan trong ddi voi doi sdng cta nguoi dan duoc lua
chon dé do ludng sy hai long cta ngudi dan gom: Chinh sach phat trién kinh té;
chinh sach kham, chita bénh; chinh sach giao duc phé thong; chinh sach nudc
sinh hoat; chinh sach dién sinh hoat; chinh sach trat tu, an toan xa hoi; chinh sach
giao thong duong bo; chinh sach an sinh, xa hi; chinh sach cai cach hanh chinh.

- 04 yéu t6 quan trong cua ndi dung “Xay dyng, to chtrc thuc hién chinh
sach cong” dugc lya chon dé do luong su hai long cia nguoi dan, gom: (1) Trach
nhiém gidi trinh cua chinh quyén; (ii) Sy tham gia cua ngudi dan; (i) Chat
luong t6 chirc thuc hién chinh sach; (iv) K&t qua, tac dong cua chinh sach.

- Mbi yéu td dugc lya chon mét sd tiéu chi dé do luong su hai long cua
nguoi dan va moi tiéu chi dugc phan anh trong mdt cau hdi khao sat.

b) Po luong sy hai long ctia nguoi dan dbi véi viée cung tng dich vu
hanh chinh cong:

- Céc dich vu hanh chinh cong duoc lua chon dé do luong sy hai long cua

nguoi dan la cac dich vu hanh chinh cong phd bién duoc cung tng tai cac cip
chinh quyén dia phuong.

- 05 yéu td quan trong cta ndi dung cung tmg dich vu hanh chinh cong
duoc lua chon dé do ludong su hai 1ong cua nguoi dan, gom (i) Tiép can dich vu;
(ii) Thu tuc hanh chinh; (iii) Cong chirc truc tiép giai quyét cong viée; (iv) Két
qua dich vy; (v) Viéc tiép nhan, xir 1y phéan anh, kién nghi ctia nguoi dan.

- Moi yéu t6 dugc lya chon mdot s tiéu chi cu thé dé do luong su hai
long cua nguoi dan.

- Mbi tiéu chi do luong sy hai long cua nguoi dan dugce phan anh trong
mot cau hoi khao sat.

1.3. Po lwong nhu ciu, mong doi cua nguoi dan déi véi sw phuc vu
cia co quan hanh chinh nha nwée, bao gom cac tiéu chi:

- Nang cao tinh cong khai, minh bach trong cung cip théng tin cho nguoi dén.
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- Tang cuong trach nhiém giai trinh cua chinh quyén do6i véi nguoi dan.

- M6 rong céac co hdi tham gia giam sat cia nguoi dan do1 voi hoat dong
cua chinh quyén.

- Nang cao hiéu luc, hiéu qua hoat dong ctia chinh quyén dia phuong.

- Tang cudng co so vat chat, trang thiét bi phuc vu giai quyét cong viéc
cho nguo1 nguot dan.

- Nang cao nang luc cua can bd, cong chuc, vién chire trong giai quyét
cong viéc cho nguoi dan.

- Nang cao tinh than, thai d§ phuc vu cta cén bg, cong chirc, vién chirc
doi voi nguoi dan trong giai quyét cong viée cho nguoi dan.

- Tang cuong tng dung cong nghé thong tin, chuyén doi so trong giai
quyét cong viéc cho ngudi dan.

- Nang cao chat lugng cung tng dich vu cong truc tuyén dé tao diéu kién
thuan lg1, dé dang cho ngudi dan trong thuc hién dich vy cong truc tuyén.

- Nang cao chat lugng tiép nhan, giai quyét ¥ kién gop ¥, phan anh, kién
nghi ctia nguoi dan.

2. Phuong phap do lwong:
2.1 MAu khdo sat

Ap dung hinh thirc khao sat chon miu dé thu thap thong tin do ludong sy
hai long cia nguoi dan. Viéc chon mau khao sat dugc thuc hién theo phuong
phéap chon mau ngau nhién nhiéu giai doan.

a) Ddi tugng khdo sat:

- Péi tugng danh gia 1a UBND qép x4 trén dia ban huyén c6 giai quyét
thu tuc hanh chinh cho ngudi dan, t6 chue.

- DBoi twong lay phiéu khao sat 1a ca nhan, t6 chuc thyc hién thi tyc hanh
chinh.

b) C& mau khao sat:

C& mau khao sat duoc quy dinh cu thé, dam bao phu hop voi diéu kién,
ngudn luc thue hién khao sat dong thoi dap ing yéu cau vé c& mau trong khao sat

¢) S6 luong phiéu khao sat: 50 phiéu khao sat/don vi (riéng nam 2024
lay 30 phiéu khao sat/don vi.

2.2 Phiéu khio sat

Phiéu khéao sat gdm cac cau hoi co sin phuong an tra 161 dé ngudi dan, to
chtrc lya chon dam bao b6 cuc va ndi dung nhu sau:

- Phan théng tin chung: Muc dich cua khao sat do luong su hai 1ong;
huong dan cach tra 101 cac cau hoéi; thong tin cd nhan nguoi dan/to chic.

- Phan cau hoéi: Cac cau héi vé nhan dinh, danh gid cia nguoi dan doi véi
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s phuc vu ctia co quan hanh chinh nha nuéc; cac cau hoi vé mirc d6 hai 1ong
cua nguoi dan dbi v&i su phuc vu cta co quan hanh chinh nha nuée; cac cau hoi
vé nhu cau, mong doi cua ngudi dan d6i voi su phuc vu cua co quan hanh chinh
nha nudc (dinh kém phiéu khdo saf).

2.3. Phwong thirc khao sat

UBND huyén lya chon hinh thirc khao sat chét luong phuc vu ngudi dan
ctia UBND céc x&, thi tran béng hinh thirc khao sat truc tuyén sau khi ca
nhan, t6 chic thuc hién tha tuc hanh chinh s& danh gia khao sat bﬁng hinh
thirc quét mé vach thyc hién dénh gia phiéu khao sat, phin mém tu tinh ty 18
% murc do hai long nguoi dan.

2.4. Tong hop, phan tich dir liéu

Trén co so thu thap thong tin tur phiéu khao sat, tién hanh tong hop, phén
tich cac dir liéu thdng ké. Viéc tong hop, phén tich dir liéu dua vao cac phan
mém thong ké phu hop véi thuc té. Cac thong tin thu duoc tu phiéu khao sat
duoc tong hop, phan tich va tinh toan céac chi sd twong tng dé cung cap thong
tin phuc vy cho cong tac quan ly. Cac chi s6 nay dugc tinh bang ty 16 phan tram
(%) giita s6 ngudi tra 101 cung phuong an d6i voi mdi cau hoi trén tong sO nguoi
tham gia tra loi mdi cau hoi dugc thé hién trong Phiéu khao sat hing nim (chi
tiét thang do va cong thire tinh tai Phu luc 1 kém theo). Hoan thanh Bao cao két
qua do ludng sy hai 1ong, hoan thanh trude ngay 30 thang 11 hing nim (qua
phong No6i vu huyén).

2.5. Kinh phi thuc hién

- Kinh phi trién khai ké hoach do ludong sy hai 10ng ctia ngudi dan d6i
v6i su phuc vu cua co quan hanh chinh nha nudc hang ndm do ngudn ngan
sach nha nudéc dam bao. Viéc 1ap du toan, quan ly, sit dung va quyét toan
kinh phi thuc hién theo quy dinh ctia phéap ludt hién hanh.

III. TO CHUC THU'C HIEN

1. Phong Noi vu huyén

- Bon dbc, theo ddi cac dia phuong thuc hién khao sat mirc dg hai long
ciia nguoi dan bang hinh thic truc tuyén (quét ma vach de chon danh gid
phiéu khao sat) va tong hop két qua khao sat trén phan mém danh gia chat
luong hoat dong cia UBND céc x4, thi tran.

- Tong hop bao céo tinh hinh thyc hién va két qua khao sat vé S Noi vy,
c6 thé 1ong ghép trong bdo cao cong tac cai cach hanh chinh hang ndm cua
huyén, trudc ngay 10/12 hang nam.

- Pon ddc, kiém tra viéc trién khai thuc hién ké hoach, xem xét dé nghi
khen thudéng cac co quan, t6 chirc va ca nhan cé thanh tich xuat sac, xu ly
trach nhiém cac co quan, t6 chirc, cd nhan vi pham.

2. Phong Tai chinh - K¢ hoach huyén: Tham muu UBND huyén b tri
kinh phi thyc hi¢n Ké hoach nay theo phéan cap ngan sach nha nudc.



3. Phong Vin héa va Thong tin huyén:

- Tang cudng tuyén truyén Ve muc tiéu, y nghia cua viéc khdo sat, do
ludng sy hai 10ng ctia ngudi dan, t6 chic ddi Vo1 sy phuc vu cua can b, cong
chtc va co quan hanh chinh nha nudc trong tiép nhén, giai quyét va tra ket
qua giai quyét tha tuc hanh chinh; trach nhiém, quyén loi ciia nguoi dan, t6
chtrc trong viéc cung cap thong tin, tham gia diéu tra x4 hoi hoc do ludng su
hai long; trach nhiém, nghia vu cua can b9, cong chirc, vién churc trong tham
gia trién khai do luong sy hai 10ng trén cac chuyén muc, chuyén trang vé cai
cach hanh chinh.

- T4 chirc tuyén truyén ning cao nhén thirc cia td chirc, c4 nhan vé trach
nhiém phdi hop tham gia khao sat 1ay y kién danh gia mac do hai long cia
ngudi dan, to chic d6i voi su phuc vu cua can b, cong chure, vién chirc va co
quan hanh chinh nha nudc trong tiép nhan, giai quyét va tra két qua giai quyét
thi tuc hanh chinh. Tuyén truyén, dang tai ké hoach nay trén Trang thong tin
dién tir huyén.

4. UBND cac x4, thi tran

- Thuc hién ké hoach, huéng din cho ngudi déan, to chiic biét vé viéc khao
sat danh gid muc dg hai long ctia nguoi dan do6i véi sy phuc vu cua co quan hanh
chinh Nha nudc khi thyc hién TTHC.

- Bb tri vi tri phu hop vi tri dat bang quet ma vach phiéu khao sat cho
ngudi dan, t6 chic khao sat phiéu theo quy dinh; chi dao cong chuc Bo phan
mdt cua cua dia phuong minh khi tra két qua giai quyet ho so TTHC dé nghi
ngudi dan, to chirc tham gia danh gia mtc d6 hai long dé dam bao s6 phiéu quy
dinh.

- Béo céo két qua khao sat vé UBND huyén trude ngay 30/11 hang nam.

- Két qua khao sat 1a can ctr dé danh gia ni dung tiéu chi khao sat chit
lwong phuc vu ngudi dan ciia UBND céc x4, thi tran. Tuyén truyén ké hoach nay
trén Trang thong tin dién tir cuia dia phuong.

Trén day 1a K& hoach khao sat sy hai long cta nguoi dan ddi véi sy phuc
vu cua co quan hanh chinh nha nudc tai UBND cac xa, thi trin trén dia ban
huyén Pong Xuan./. ju
Noi nhdn:

- S& No1 vu tinh;

- Thuong truc Huyén uy;

- Thuong truc HDND huyén;

- CT, cac PCT UBND huy¢én;

- Céac co quan, don vi huyén;

- UBND céc x4, thi tran;

- CVP, PCVP HDND va UBND huyén;
- Lww: VI, NV

—




