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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM

TINH THAI NGUYEN Péc lap - Tw do - Hanh phic
Sé: 97 /KH-UBND Thdi Nguyén, ngay £#thding 5 nam 2024
KE HOACH

Po lwong mire do hai 1ong ciia ngwoi dan doi véi sw phuc vu cita co quan
hanh chinh nha nwéc trén dia ban tinh Thai Nguyén giai doan 2024 - 2026

I. MUC TIEU, YEU CAU
1. Muc tiéu chung

Panh gia thuc chét, khach quan chat luong phuc vu nguoi dan clia co quan
hanh chinh nha nudc cac cip trén dia ban tinh, gép phan xay dung nén hanh chinh
phuc vu, 14y nguoi dan 1am trung tdm phuc vu; cong khai, minh bach, nang cao
trach nhiém giai trinh cua co quan hanh chinh nha nudc cic cap va dam bao
hoan thanh cac muc tiéu ctia Chuong trinh tong thé cai cach hanh chinh nha nuéc
giai doan 2021 - 2030 cua Chinh phu; Chuong trinh cai cach hanh chinh nha nuéc
tinh Thai Nguyén giai doan 2021 - 2025.

2. Muc tiéu cu thé

- Hang ndm, tién hanh do ludng va céng bd Chi sé hai 1ong cua nguoi dan
dbi véi su phuc vu ciia co quan hanh chinh nha nuée trén dia ban tinh Thai Nguyén.

- Cung cép cho UBND tinh, Chu tich UBND tinh, Thu truéng céc s, ban,
nganh, Chu tich UBND cac huyén, thanh phd, co quan hanh chinh nha nuéc trén
dia ban tinh nhiing thong tin chinh xéc, khach quan vé nhan dinh, danh gia, muc do
hai long, yéu cau, mong doi cua nguodi dan doi vai su phuc vu cua co quan
hanh chinh nha nuéc céc cap trén dia ban tinh.

- Tham muu cho UBND tinh, Chu tich UBND tinh chi dao kip thoi céac
giai phap pht hop, hiéu qua dé cai thién, nang cao chat luong phuc vu nguoi dan,
td chirc cia co quan hanh chinh nha nudc trén dia ban tinh.

- Nang cao nhéan thtrc, tinh than, trach nhiém, van héa cong vu cua doi ngli
can bd, c¢dng chirc, vién chirc; quan triét siu sic phuong cham ldy nguoi dan lam
trung tAm phuc vu, l1ay két qua hai long 1a thudc do hiéu qua hoat dong ciia co quan
hanh chinh nha nudc trén dia ban tinh.

- Tao diéu kién, co hoi dé ngudi dan tham gia nhiéu hon vao qua trinh
xay dung, t6 chire thuc hién chinh sach va giam sat ddi véi hoat dong cua céc
co quan hanh chinh nha nudc cac cp.



3. Yéu cau

- Phuong phap do luong bao ddm khoa hoc, hién dai, kha thi, dé 4p dung,
pht hop véi thuc tién, diéu kién cta tinh Thai Nguyén.

- Noi dung, céc yéu td, tiéu chi do luong su hai long ctia nguoi dan doi véi
su phuc vu ctia co quan hanh chinh nha nuéc (sau day goi tit 1a do lwong su
hai 1ong ciia ngudi dan) phai cu thé, d& hiéu, phu hop véi muc tiéu, yéu cau ciia
cai cach hanh chinh nha nudc, quy dinh cta phap luat hién hanh; cho phép
didu chinh phu hop véi yéu ciu cia cai cach hanh chinh, bdi canh thuc tién ¢
ting thoi diém cu thé.

- Két qua do luong su hai long cta nguoi dan bao dam khach quan,
chinh xéc, dai dién cho y kién cta ngudi dan thuée moi thanh phan.

4. Poi twong, pham vi do lwong

- Pbi tuong do ludng: co quan hanh chinh nha nudc c¢é trach nhiém,
tham quyén tham muu ban hanh hodc ban hanh va t6 chic thuc hién chinh sach cong,
cung ung dich vu hanh chinh céng.

- Pham vi do luong: Trén dia ban 09 huyén, thanh phé thudc tinh.

5. Thoi gian thwe hién: Nam 2024 - 2026.

6. NOi dung do lwong sy hai long cia nguoi dan

6.1. N6i dung do luong ddi vai cac so, ban, nganh

(C6 mdu Phiéu s6 01 kém theo)
6.2. Noi dung do luong dbi voi UBND cac huyén, thanh phd
(C6 mdu Phiéu s6 02 kém theo)

7. Cac chi so, thang do, cach thirc tinh chi s0

7.1. Céc chi sb

7.1.1. Nhém cac chi sé hai long ciia nguoi dan

Chi s hai long cua ngudi dan 1a s6 lidu dugc tinh toan dya trén két qua
khao sat su hai long nguoi dan, gom 04 loai:

a) Chi s6 hai long theo tiéu chi

Chi sb hai long theo ti€u chi la s6 lidu dugc tinh toan dua trén két qua
khao sat su hai long ctia nguoi dan doi véi moi tiéu chi (cac cau hoi) tai Phieu
khao sat s6 01, Phiéu khéo sat sé 02 kém theo. Mi chi s6 hai long theo tiéu chi
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duoc xay dung tir két qua lua chon cta ngudi dan ddi voi tat ca cac phuong én
tra 101 cia mdi cau hoi khao sat hai long.
b) Chi s6 hai long theo yéu tb

Chi s6 hai long theo yéu t6 1a s6 liéu duoc tinh toan dua trén két qua khao sat
su hai long ctia nguoi dan ddi véi mdi yéu td (Muc A, B, C, D, b...) tai Phiéu
khao sét s6 01, Phiéu khao sat s6 02 kém theo. Mdi chi sb hai long theo yéu 6
dugc xay dung tir két qua tong hop céc chi s6 hai long theo tiéu chi cta yéu td do.

¢) Chi s6 hai long theo ndi dung (d6i véi cAp huyén)

Chi sb hai long theo noi dung la s6 lidu duge tinh toan dua trén két qua
khao sat su hai long cta ngudi dan dbi véi mdi noi dung (ndi dung 1, ndi dung 2)
tai Phiéu khao sat sé 02 kém theo. Mdi chi sb hai long theo ndi dung duoc
xay dung tir két qua tong hop cac chi s6 hai long theo tiéu chi cua noi dung dé.

d) Chi s6 hai long vé sw phuc vu hanh chinh (chi s6 hai 1ong chung)

Chi s6 hai long vé su phuc vu hanh chinh 1a sb liéu duoc tinh toan dua
trén két qua khao sat sy hai 1ong ctia nguoi dan ddi véi céc noi dung tai Phiéu
khéo sat s6 01, Phiéu khao sat s6 02 kém theo. Chi sb hai long vé su phuc vu
hanh chinh dugc xay dung tir két qua tong hop tat ca cac chi s hai long theo
tiéu chi.

7.1.2. Nhém phan anh vé nhu ciu, mong dgi cia ngwoi dan

Céc phan anh nhu cau, mong doi cua nguoi dan la s6 lidu duge téng hop
dua trén két qua khao sat nhu cau, mong doi cua nguoi dan, qua do giap cac
co quan hanh chinh nha nuéc nhin nhan, dénh gié, c6 giai phap nang cao chat luong
phuc vu nguoi dan, doanh nghiép ngay mot cao hon.

7.2. Thang do, cach thirc tinh chi s6 hai long ciia ngudi dan

7.2.1 Thang do sw hai long ctia nguoi dan la thang do voi 05 mire
diém twong wng véi 05 mire do hai long cia nguwoi dan nhu sau:

- Mtic d6 1. “Réat khong hai long” duoc tinh 1 diém.

- Mitrc do 2. “Khéng hai long” duoc tinh 2 diém.

- Mtc d6 3. “Binh thuong” dugc tinh 3 diém.

- Mtic d6 4. “Hai long” duoc tinh 4 diém.

- Mtrc d6 5. “Rét hai long” duoc tinh 5 diém.

7.2.2 Cach tinh chi s6 hai long theo tiéu chi:

Chi sb hai 1ong theo tiéu chi dugc tinh theo cong thire:



cxl+dx2+ex3+gx4+hx5

x 100 (%)
(ctd+e+g+h)x5

Trong do:

c 1a tong s6 ngudi chon phuong an tra 1oi “Rét khong hai long”;

d 12 tong s6 nguoi chon phuong an tra 161 “Khong hai long”;

e 1a tong s6 ngudi chon phuong an tra 161 “Binh thudng™;

g 1a tdng s6 ngudi chon phuong an tra 101 “Hai long”;

h 14 tong s6 nguoi chon phuong an tra 161 “Rat hai long”.

7.2.3 Cach tinh chi s hai 1ong theo yéu t6

Chi sb hai 1ong theo yéu té bang trung binh cong ctia cac Chi sé hai long
theo tiéu chi cua ciing yéu t6.

7.2.4 Cach tinh chi s6 hai long theo noi dung

Chi s6 hai 1ong theo ndi dung bang trung binh cong clia cac Chi sb hai long
theo ti€u chi cia cung ndi dung.

7.2.5 Cach tinh chi s6 hai long vé sw phuc vu hanh chinh

Chi s6 hai long hai long vé su phuc vu hanh chinh bang trung binh cong
clia tat ca cac Chi sé hai 1ong theo tiéu chi.

II. TO CHUC THUC HIEN

1. Céc s6, nganh, Uy ban nhin dén cac huyén, thanh phé (1a ddi twong
do lwong sw hai long ctia ngwoi dan)

- Bao céo, phéan tich ton tai, han ché; so sanh, danh gid cac chi sb cua
nganh, linh vuc, dia phuong minh trong cting mét nim; so véi nim trudc dé
danh gia tinh trang chat luong, mirc do chuyén bién vé phuc vu ngudi dan sau khi
UBND tinh cong b két qua do luong murc d6 hai long vé su phuc vu hanh chinh
héng nam.

- Xay dung chuong trinh, giai phéap, ké hoach hanh dong khéc phuc céc
ton tai, han ché ning cao chat lwong phuc vu nguoi dan, nang cao su hai long
ctia ngudi dan theo phuong cham lay nguoi dan lam trung tdm phuc vu, ldy su
hai long cho nguoi dan 1a thude do hiéu qua hoat dong ctua co quan nha nudc.

- Cung cp thong tin rong rai cho cac co quan, to chirc, doi ngii can bo,
cong chtrc, vién chic va Nhan dan trén dia ban biét dé kiém tra, giam sat viéc
thuc hién.
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- Hang nam c6 trach nhiém 1ap danh sach theo déi tuong, sO lugng mau
diéu tra theo huéng dan bao cdo UBND tinh (qua S& Noi vu tong hop).

- Phéi hop chit ché véi S& Ndi vu, cac co quan lién quan trong qua trinh
trién khai thuc hién Ké hoach nay.

2. S6' Noi vu

- Béo cdo kip thoi va tham muu cho UBND tinh cong bd két qua do luong
mirc d hai long vé su phuc vu hanh chinh hing nam theo quy dinh. Theo déi,
danh gia, bao cao UBND tinh vé viéc cac co quan la ddi tuong duge chon dé
do luong su hai 1ong hang nam sir dung két qua do luong su hai long cta nguoi dan.

- Theo doi, danh gia va tham muu cho Chu tich UBND tinh chi dao, xur ly,
khen thudng céc tap thé, ca nhan thuc hién tét, hiéu qua viéc phuc vu nguoi dan.

- Phéi hop vé6i Uy ban Mat tran Té qudc tinh, Hoi cuu chién binh tinh va
cac co quan, don vi lién quan kiém tra, giam sat viéc diéu tra xa hoi hoc tai cac
co quan, don vi, dia phuong.

- Kip thoi, chii dong cung cip thong tin, tuyén truyén vé viéc trién khai
do luong sur hai 1ong; két qua do luong su hai long toi toan thé co quan, té chie
nguoi dan va xa hoi.

- Trén co s& mau Phiéu khao sat ban hanh kém theo Ké hoach nay, can ctr
tinh hinh thuc té hing nam va ngudn lyuc lya chon céc sd, ban, nganh, cac don vi
cép huyén, cép x4 1a doi tuong do luong su hai long; lua chon tiéu chi do luong
cu thé, xdy dung bd phiéu diéu tra xa hoi hoc trng nim va huéng dan, don déc,
kiém tra cac s6, ban, nganh, UBND céac huyén, thanh phé t6 chuc thuc hién
dam bao pht hop véi thuc té..

3. Pai Phat thanh - Truyén hinh tinh, Biao Thai Nguyén phdi hop véi
S& Noi vu tuyén truyén, pho bién Ké hoach nay nham ning cao nhan thic cua
ngudi dan; tuyén truyén siu rong vé vai trd, y nghia ctia do luong mire do hai long
vé su phuc vu hanh chinh va theo déi, d4nh gia, x4c dinh Chi s6 cai cach hanh chinh;
tham gia gidm sét toan bd qua trinh diéu tra xa hoi hoc theo Ké hoach nay.

4. Cac co quan, don vi, ca nhan co6 trach nhiém thuc hién, phéi hop
thuc hién nghiém tic ké hoach nay. Nghiém c4m c4 nhan, t6 chirc can trd viéc
diéu tra xa hoi hoc theo quy dinh tai K& hoach nay.

5. bé nghi Uy ban Mit tran T quéc Viét Nam tinh Thai Nguyén, Hoi
Cuu chién binh tinh phdi hop cting UBND tinh
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- Giam sat viéc diéu tra xa hoéi hoc dam bao trung thuc, chinh xéc,
khach quan, ding ddi tuong diéu tra, déng thoi tuyén truyén, van dong to chure,
ca nhan nang cao nhan thirc vé vai tro, y nghia cua viéc do luong mure do hai long
ve su phuc vu hanh chinh va nghiém tic thuc hién.

- Chi dao va huéng dan Uy ban Mt tran t6 qudc Viét Nam cap huyén, cap x4,
Ban Cong tac Mit tran & xom, to dan phé giam sét viéc lap mau va qua trinh diéu tra
xa héi hoc dam bao dung doi turong, két qua chinh xac, khach quan.

III. Kinh phi thuc hi¢n: Ké hoach nay dugc b tri tir ngan sach nha nudc
theo quy dinh hién hanh.

Trén day la Ké hoach do luong mire d6 hai long cua nguoi dan ddi véi su
phuc vu ctia co quan hanh chinh nha nuéc trén dia ban tinh Thai Nguyén giai doan
2024 - 2026. Trong qua trinh thuc hién c¢6 vudng mic phét sinh cac co quan,
don vi, dia phuong kip thoi bao cdo UBND tinh (qua S Noi vu) dé giai quyét

Kip thori./. gy

Noi nhgn: ~ KT.CHU TICH
- Thudng truc Tinh uy; 27 PITE F

- Thuong truc HDND tinh;

- Uy ban MTTQ Viét Nam tinh Thai Nguyén;

- Cha tich, cac Phé Chu tich UBND tinh;

- Hoi Cyu chién binh tinh;

- Céc co quan nganh doc déng trén dia ban tinh;
- Céc S0, ban, nganh thudc tinh;

- UBND cé4c huyén, thanh phd;
- Dai Phat thanh - Truyén hinh tinh; R X
- Bdo Thai Nguyén; Lé Quang Tién
- LD Van phong UBND tinh;
- Trung tam thong tin tinh;
- Luu: VT, HCC
Ntkec.5/2024
Z2—
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PHAN A: THONG TIN CA NHAN NGUOI TRA LOI KHAO SAT

Xin Ong/Bé khoanh tron xung quanh chir s0 (1, 2, 3, 4, 5) dirng truéc
phuwong an tra 1o6i ma Ong/Ba lya chon.

Gioi tinh:
1. Nam
2. Nu

P tudi:
1. 18 - 24 tudi
2.25 - 34 tudi
3. 35 - 49 tudi
4. 50 - 60 tudi
5. Trén 60 tudi

Dan toc:
1. Kinh
2.Khéc (xinviet cuthé): .........................

Trinh dp hoc vin:
1. Tiéu hoc (cap I)
2. Trung hoc co sé (cap II)
3. Trung hoc pho théng (cép I1I)
4. Day nghé/Trung cip/Cao dang
5. Pai hoc/trén Pai hoc
6. Khac (xin viét cu thé): ...........cccovvveeeeinn.,

Nghé nghiép:
1. Nghi huu
2. Khong di lam (6 nha)
3. Lam cong viéc tu do (khong ky hop dong lao dong)
4. Sinh vién
5. Lam viéc tai to chtre, doanh nghiép trong linh vuc tu
6. Lam viéc tai co quan, td chire, doanh nghiép trong linh vuc cong
7. Khéc (xin viét cu thé): .....................

Noi sinh song:

D6 thi: Nong thon:
1. Pong bang 1. Pong bang
2. Mién nui 2. Mién nti
3. Hai dao 3. Hai dao

KhAC (X171 VIEt Cl tHE): ... oo
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PHAN B. CAU HOI KHAO SAT

CAU 1. Xin Ong/Ba cho biét mirc do hai long ciia Ong/Ba vé cung itng
dich vu hanh chinh cong (thi tuc hanh chinh) theo cac ngi dung trong bang

bén dudi day.

Xin éng/Bd khoanh tron xung quanh chir sé (mirc do) 1, 2, 3 4, 5 tiy theo

mukc dp hai long ciia Ong/Ba, trong do:

Mikc dé 1. “Rat khong hai long” dugc tinh 1 diém.

Mikc dé 2. “Khéng hai long” duoc tinh 2 diém.

Mikc d6 3. “Binh thudong” dugc tinh 3 diém.
Mic dd 4. “Hai long” duoc tinh 4 diém.
Mire d6 5. “Rat hai long” duoc tinh 5 diém.

(Méi mét cau héi tai Noi dung I, Noi dung II chi dwoc chon mét
phwong dn tra loi)

Mirc do hai long

Rat R £
Néi dung Khong| ¥1%2 | ginp | Hai | RA
s hai R X hai
hai ong thwong | long g
long
A. TIEP CAN DICH VU
1. Trung tdm Phuc vu hanh chinh cong/B§ phan mot
ctra ¢6 bién hiéu, huéng dan rd rang, gitp ngudi dan | 1 2 3 4 5
dé tim, dé thay.
2. Trung tdm Phuc vu hanh chinh c6ng/ Bo phén mét
cra c6 du ghe ngodi cho, ghé ngdi giai quyét cong 1 2 3 4 5
viéc va ban viét cho nguoi dan.
3. Trung tam Phuc vu hanh chinh cong/ Bo phan mot
clra ¢O trang thiét bi phuc vu nguoi dan day du, chit
luong tot, giip nguoi dan giai quyét cong viée dé dang 1 2 3 4 5
hon (Mdy ldy sé Xxép hang, mdy tinh, may dé tra citu
thong tin, mdy diéu hoa, quat mdt).
B. QUY PINH THU TUC HANH CHINH (TTHC)
4. Cac TTHC dugc niém yét, dang tai cong khai tai
Trung tdm Phuc vu hanh chinh cong/Bd phan Mdt cira 1 2 3 4 5
dé thdy, dé doc, dé& hiéu, dé tiép can.
5. Quy dinh vé thanh phﬁn ho so, yéu cau, diéu kién
Dz - 1 2 3 4 5
hop ly, dé thuc hién.
6. Cac budc giai quyét TTHC, quy trinh giai quyét 1 5 3 A 5
TTHC hop ly, thuan lgi, dé thuc hién.
7. Quy dinh vé mutc phi/Ié phi giai quyét TTHC hop ly. 1 o) 3 4 5
8. Quy dinh vé thoi han giai quyét TTHC cho ngudi
R . 1 2 3 4 5
déan hop ly.
C. CONG CHUC GIAI QUYET TTHC
9. Thai do giao tiép cuia cong chuc tiép nhan, giail 1 2 3 4 23




Mirc d§ hai long

No¢i dung

Rat
Khong
hai
long

Khong
hai
long

Binh Hai
thuwong | long

Rit
hai
long

quyét TTHC tai Trung tdm Phuc vu hanh chin}l
cong/Bo phan mot ctra nhiét tinh, lich su, ton trong doi
v&i nguoi dan.

10. Céng chirc tiép nhan, giai quyét TTHC tai Trung
tam Phuc vu hanh chinh cong/B¢ phan mot cira huéng
dan ké khai, thiét lap hd so TTHC d& hiéu, dé thuc
hién va c6 thé hoan thién hd so sau mét 1an huéng dan.

11. Mirc d¢ thanh thao cong vi€c; viéc tudn thu quy
dinh, quy trinh lam viéc; muc dd am hiéu phép luat cua
cong chirc tiép nhan, giai quyét TTHC tai Trung tam
Phuc vu hanh chinh cong/Bd phdan mdt cira.

12. Sd luqng cong chuc dugc bd tri dap ung dugc yéu
cau giai quyet TTHC cua nguoi dan

D. KET QUA GIAI QUYET TTHC
(Ket qua giai quyét thii tuc hanh chinh c6 the la dwoc cap

gidy 10, gidp phép hodc bi tir choi cap gidy 10, giap phép
do khéng di diéu kién)

13. Nguoi dan khong phai chi thém tién ngoai phi, 18
phi theo quy dinh dé dugc giai quyét TTHC

14. Nguoi dan phai di - lai dé duge nhan két qua giai
quyét TTHC

I5. Viéc nguoi dan nhén duge yéu cau bcf) sung nhirng
loai gidy to, ho so trong qua trinh giai quyét TTHC

16. Viéc tra két qua giai quyét TTHC cho nguoi dan ding
thoi gian ghi trén Phleu hen.

17. Két qua giai quyét TTHC tra cho ngudi dan co day
du thong tin va chinh xdc, khong phai chinh stra.

18. Két qua giai quyét TTHC cho ngudi dan dam bao
tinh cong bang.

P. TIEP NHAN, GIAI QUYET PHAN ANH, KIEN
NGHI

19. Trung tam Phuc vu hanh chinh cong/Bo mot cira
b6 tri hop thu, cong khai sé dién thoai, dia chi thu dién
tr va bo tri noi dé tiép nhan phan anh, kién nghi, giup
ngudi dan phan anh, kién nghi d& dang.

20. Trung tam Phuc vu hanh chinh c6ng/Bo phén mot
ctra ti€p nhan, gidi quyet phan anh, kién nghi ctia ngudi
dan kip thoi, dung quy dinh.

21. Trung tam Phuc vu hanh chinh cong/Bo phén mot
ctra thong bdo két qua giai quyet phan anh, kién nghi

cho nguoi dan kip thoi.
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CAU 2. GQI Y CAI TIEN POI VOI CO QUAN GIAI QUYET TTHC

(6ng/ba c6 thé dwoc chon nhidu phwong an tra loi)

CAU HOI

PHUONG AN TRA LOI

Cau 31. Dé phuc vu
nguoi dan, td chic
tét hon 6ng/ba cho
biét chinh quyén dia
phwong can quan
tdim dén van dé nao
sau day?

(6ng/bd c6 thé chon

nhiéu phirong dn)

[J M& rong cac hinh thie tiép nhan
TTHC cho nguoi déan lua chon

O ,Téng cuong co s&, VAt chét, trang,
thiét bi, co so ha tang

[ iy manh don gian hoa cac TTHC
[] Nang cao nang luc, tinh thén, thai
do phuc vu cua cong chire, vién chire

[] Rut ngan thoi gian giai quyét

[] Giam muc thu phi, 1€ phi

[J Giai quyét kip thoi céc phan anh,
kién nghi cua nguoi dan

[1 Day manh phat trién kinh té - xa
hoi tai dia phuong, cham lo doi song
cho nhan dan, gia dinh chinh sich,
dam bdo an ninh, trat tu

CAu 3.Y kién khac (xin Ong/Ba ghi cu thé):

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

L R R R I R A I T T T T T T

XIN TRAN TRONG CAM ON ONG/BA DA THAM GIA TRA LOI KHAO SAT!




UY BAN NHAN DAN TINH THAI NGUYEN

PHIEU KHAO SAT SO 02
Sw hai long clia nguoi dan doi voi sy phuc vu cia
UBND cac huyén, thanh pho nam ....
( Kem theo Ké hoach so /KH-UBND ngay thang ndm 2024

cua Chu tich UBND tinh Thdai Nguyén)
Tinh/Thanh pho: ...
Huyén/Thanh pho: ...
XA/Phuwong/Thi trAN: ...

XOom, TOdAn pho: ...

GIOI THIEU KHAO SAT

Dé ¢6 co s6 cai thién chit luong phuc vu ngudi dan, t6 chirc Uy ban nhéan
dan tinh Thai Nguyén tién hanh khao sat dé do luong murc do hai long cta ngudi
dan d6i voi su phuc vu ctua co quan hanh chinh céac cép trén dia ban tinh. Trén
co so d6, Uy ban nhan dan tinh Théi Nguyén chi dao cac co quan hanh chinh nha
nuéce trén dia ban tinh thuc hién cac giai phap can thiét dé nang cao chét lugng
phuc vu ngudi dan ngay cang tot hon, dap tmg dugc yéu cu, mong doi ctia ngudi dan.

Uy ban nhan déan tinh Thai Nguyén rat mong nhan dugc su hop tac, gitp
dd cia 6ng/ba thong qua tra 101 day du, khach quan cac cau hdi trong Phiéu khao
sat nay. Cac thong tin cua ong/ba cung cap chi sir dung cho muc dich do luong
muc do hai long ctua nguoi dan va s€ dugc bao mat theo quy dinh, khong st
dung cho bat ky muc dich nao khac.

Két qua khao st su hai long cua ngudi dan hang nam sé dugc Uy ban
nhan dan tinh Thai Nguyén tong hop, phan tich, xay dung thanh Chi sb hai long
ctia nguoi dan dbi v6i su phuc vu cla co quan hanh chinh nha nudc va cong bd
cong khai theo quy dinh.

Phan danh cho diéu tra vién

M2 SO Phi€U: ...
Ho tén didu tra Vien: ..........covvveeiee
S6 dién thoai diéu tra Vien: ...........ooevveeevienn.,
S6 dién thoai cua nguoi tra loi phiéu:

Dieu fra VieH Ky (BHE ucess s 5 somminnits s  » 2 sibuiinnes ¢ s mrcrocn




2

PHAN I: THONG TIN CA NHAN NGUOI TRA LOI KHAO SAT

Xin Ong/Ba khoanh tron xung quanh chir s6 (1, 2, 3,4, 5) dirng
trudephuwong an tra loi ma Ong/Ba lwa chon

Gidi tinh:
1. Nam
2. Nir

P tubi:
1. 18 - 24 tubi
2.25 - 34 tudi
3.35 - 49 tudi
4. 50 - 60 tudi
5. Trén 60 tudi

Dan toc:
1. Kinh
2.Khéc (xinviét cuthé): .........................

Trinh dj hoc vin:
1. Tiéu hoc (cap I)
2. Trung hoc co sé (cap 1I)
3. Trung hoc phd théng (cp I1T)
4. Day nghé/Trung cp/Cao dang
5. Pai hoc/ trén Pai hoc
6. Khac (xin viét cu thé): ..........ccoveeveeeeenn...

Nghé nghiép:
1. Nghi huu
2. Khoéng di lam (& nha)
3. Lam cong viéc tu do (khong ky hop dong lao dong)
4. Sinh vién
5. Lam viéc tai to chuc, doanh nghiép trong linh vuc tu
6. Lam viéc tai co quan, t6 chirc, doanh nghiép trong linh vuc cong
7. Khac (xin viét cu thé): .....................

Noi sinh song:

D6 thi: Nong thon:
1. Pong bang 1. Dong bang
2. Mién nii 2. Mién ni
3. Hai dao 3. Hai dao

KhAC (Xi# VIEE CUTRE): ...\
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PHAN II. CAU HOI KHAO SAT

CAU 1. Xin Ong/Ba cho biét mirc do hai long cua Ong/Ba viéc cung
wng dich vu hanh chinh cong (TTHC), xay dung, t6 chirc thwe hién chinh
sach phap luat cia nha nwéc (chinh sach cong) theo cac ngi dung trong

bang bén dwoi day.

Xin Ong/Ba khoanh tron xung quanh chiv s6 (mivc dé) 1, 2, 3 4, 5 tiy theo

mure do hai long cua éng/Bc‘l, trong do:

Mikc d6 1. “Rat khong hai long” dugc tinh 1 diém.
Mire d6 2. “Khong hai 1ong” duoc tinh 2 diém.
Mikc d6 3. “Binh thudng” duogc tinh 3 diém.
Mire dd 4. “Hai long” duoc tinh 4 diém.
Mire d6 5. “Rét hai long” duoc tinh 5 diém.

(Méi mot cau hoi tai Noi dung I, Noi dung II chi dwoe chon mot

phwong dn tra loi)

Noi dung/yéu té/tiéu chi

A. TIEP CAN THONG TIN CHINH SACH PHAP LUAT

Mikc dd hai long

Rit
khong
hai

lon,

Khong
hai
long

Binh
thwong

1. Chinh quyén cung cip, giai thich thong tin vé cac
chinh sach theo nhiéu hinh thirc, giup moi ngudi dan
dé tim, d@ thay.

(Cdc hinh thirc nhie: Niém yét céng khai tai co quan,
qua hé thong loa phdt thanh phwong/xa, hop t6 ddn
pho/thén, ding tdi trén trang thong tin dién cua
chinh quyén...)

2. Thong tin vé céc chinh séch phap luat do Chinh
quyén cung cap day du, d¢ hi€u ddi vdi ngudi déan.

3. Thong tin v€ cac chinh sach phap luat do Chinh
quyén cung cap hiru ich doi véi nguoi dan.

B. SUTHAM GIA CUA NGUOI DAN VAO QUA
TRINH XAY DUNG, TO CHUC THUC HIEN
CHINH SACH PHAP LUAT

4. Chinh quyén dia phuong to chuc cic hinh thirc
dé nguoi dan dé dang tham gia gop y kién xay dung
céc chinh sach. (Cdc hinh thite nhwe: xin ¥ kién vao duw
thao chinh sdch phdp ludt trén cdc trang thong tin dién
tie; guri phiéu xin y kién/phiéu khdo sdt téi nguoi dan; hop
xin y kién tai khu dan cu; dang tdi cong khai cde sé dién
thoai, dia chi hop thie dién tr dé xin y kién ...)




Mitc d¢ hai long

Noi dung/yéu té/tiéu chi

RAt
khong
hai
long

Khong
hai
long

Binh
thwong

Hai
long

RAt
hai
long

5. Ngudi dan dé dang phan hdi, dong gép ¥ kién vé
tinh hinh trién khai, két qua va tdc dong cua céc chinh
sach phap luat ¢ dia phuong.

C. CHAT LUONG TO CHUC THUC HIEN
CHINH SACH PHAP LUAT

6. Chinh quyén t6 chire thuc hién tt chinh sach phat trién
kinh té & dia phuong

(Cac quy dinh, cdac hoat dong thu hut dau tu, kinh
doanh, viéc lam, tin dung...)

7. Chinh quyén t6 chirc thuc hién tdt chinh sach
kham chira bénh ¢ dia phuong

(Cdc quy dinh, hoat dong kham, chita bénh, bao hiém
y té, vién phi, nhdp vién, chuyén vién... & cdc bénh
vién cong, phong kham cong, tram y 1é)

8. Chinh quyén t6 chirc thuc hién tét chinh sach gido
duc pho thong & dia phuong.

(Cdc quy dinh, hoat dong day va hoc, chuwong trinh
hoc,sdch gido khoa, truong hoc, l6p hoc, danh gid hoc
sinh, thi tuc nhdp hoc & cdc truong phé théng cong ldp)

9. Chinh quyén t6 chire thuc hién t6t cong tac dam bao
trat tu, an toan xa hoi ¢ dia phuong.

(hoat dong quan ly dan cw, giit gin trdttu noi cong
cong, quan Iy an ninh mang,; phong chéng téi pham)

10. Chinh quyén t6 chtrc thuc hién tdt chinh sach giao
thong duong bd ¢ dia phuong.

(hoat dong xdy dung, phdt trién dwong bé: giao
thong dwong bo, bao dam trdt tu, an toan giao thong]
duong bo)

11. Chinh quyen to chirc thuc hién tbt cong tac dam
bao cung cap dién sinh hoat ¢ dia phuong.

(Cdc quy dinh, hoat dong cung cdp dién sinh hoat, gid
tién dién sinh hoat quan Iy, phdt trién dzen sinh hoat...)

12. Chinh quyén t6 chirc thuc hién tét cong tac dam
bao cung cap nude sinh hoat & dia phuong.

(Cdc quy dinh, hoat dong cung cdp nuoc sinh hoat, gid
tién nuede sinh hoat,, quan Iy, phdt trién nude sinh hoat...)

13. Chinh quyen t6 chirc thuc hién tét chinh sach an
sinh xa hdi ¢ dia phuong.

(Cdc quy dinh, hoat dong thu, thanh todn bdao hiém xa
héi, bao hiém that nghiép; hé tro thiong xuyén doi voi
nguoi co cong, nguoi ngheo, nguot tan It ho tro dot
xudt cho ngtrm dan khi giip mdt mia, thién tai ...)

14. Chinh quyén to chue thue hién tot coOng tac cai cach
hanh chinh & dia phuong.

(Gidi quyét TTHC phuc vu ngudi dén; t6 chire thuc




Mikc d6 hai long

Noi dung/yéu td/tiéu chi

Rit
khong
hai
long

Khong
hai
long

Binh
thuwong

Hai
long

Rét
hai
long

hién vén ban phdp ludt, cai cdch t6 chite b mdy co
quan nha nudc, cdi cach cong vu, cai cdch quan ly tai
chinh cong, xdy dung chinh quyén dién tw, chinh
guyen 80, cung cap dich vu cong truc tuyen y,

D. KET QUA VA TAC PONG CUA THUC THI
CHINH SACH PHAP LUAT

15. Giup kinh té ciia nguoi dan dia phuong tot hon.

16. Gitp kinh té - x4 hoi cta dia phuong tdt hon.

17. Gitip chat lugng kham chita bénh cho nguoi dan
cua Bénh vién cong lap ¢ dia phuong tot hon.

18. Giup hoat dong day va hoc tai Truong phd thong
cong lap ¢ dia phuong tot hon.

19. Giup trat tu, an toan xa hoi ¢ dia phuong tdt hon.

20. Giup duong giao thong & dia phuong tdt hon.

21. Giup chat luong cung cap dién sinh hoat cho nguoi
dan ¢ dia phuong tot hon.

22. Giip chat luong cung cap nude sinh hoat cho nguoi
dan ¢ dia phuong tot hon.

23. Gilp cong téc an sinh xa hoi ddi voi nguoi dan ¢ dial
phuong t6t hon.

24. Giap nang luc, trdch nhiém, thai do phuc vu
nguoi dan cua doi ngii can bd, cdng chirc, vién chirc
cac co quan nha nude ¢ dia phuong tot hon.

A.TIEP CAN DICH VU

1. Trung tdm Phuc vu hanh chinh c6ng/Bo phan mot
clra ¢6 bién hiéu, huéng dan rd rang, gitp ngudi
dan dé tim, dé théy.

2. Trung tdm Phuc vy hanh chinh cong/ B6 phan mot
cra ¢ du ghe ngdi cho, ghé ngodi giai quyét cong
viéc va ban viét cho ngudi dan.

3. Trung tdm Phuc vu hanh chinh c6ng/ Bd phan mot
ctra ¢ trang thiét bi phuc vu nguoi danday du, chét
luong tét, gitp nguoi dan giai quyét cong viée dé
dang hon (Mdy ldy sé xep hang, mdy tinh, mdy dé tra
cliu thong tin, mdy dieu hoa, quat mdt....).

B. QUY PINH THU TUC HANH CHINH (TTHC)

4. Cac TTHC duge niém yét, dang tai cong khai tai
Trung tdm Phuc vu hanh chinh cong/B6 phén Mot
ctra dé théy, dé doc dé hiéu, dé tiép can.

5. Quy dinh vé thanh phén hd so, yéu ciu, diéu kién

hop 1y, dé thuc hién.




Miic d6 hai long

Noi dung/yéu td/tiéu chi

Rit
khong
hai
long

Khong
hai
long

Binh
thuwong

Hai
long

Rét
hai
long

6. Cac bude giai quyét TTHC, quy trinh giai quyét
TTHC hop 1y, thudn loi, d¢ thuc hién.

2

7. Quy dinh vé mirc ph1/ 1¢ phi giai quyet TTHC hop ly.

2

C. CONG CHUC GIAI QUYET TTHC

9. Thai do giao tiép cua coéng chirc tiép nhan, giai
quyét TTHC tai Trung tdm Phuc vu hanh chinh|
cong/BO phdn mot ctra nhiét tinh, lich su, ton trong
ddi v6i nguoi dan.

10. Cong chirc tiép nhan, giai quyét TTHC tai Trung
tam Phuc vu hanh chinh cong/Bo phan mot ctra hudng
dan keé khai, thiét 1ap hd so TTHC d& hiéu, dé thyuc hién
va ¢6 thé hoan thién hd so sau mot lan hudng dan.

11. Muc do thanh thao cong vi€c; viéc tuan thu quy|
dinh, quy trinh 1am viéc; mirc d6 am hiéu phép luét cua
cong chirc tiép nhan, giai quyét TTHC tai Trung tam|
Phuc vu hanh chinh cong/B§ phén mot cura.

12. S6 lugng cong chire dugce b tri dép tng dugc yéu
cau g1a1 quyet TTHC cua ngum dan

D. KET QUA GIAI QUYET TTHC

I3. Nguoi dan khong phai chi thém tién ngoai phi, 1§
phi theo quy dinh dé dugc giai quyet TTHC

14. Ngudi dan phai di - lai d¢ duoc nhan két qua giai
quyéet TTHC

15. Viéc nguoi dan nhan duge yéu cau bo sung nhitng

loai gidy to, hd so trong qué trinh giai quyét TTHC
16. Vi€e tra két qua giai quyét TTHC cho ngudi dan
dung thoi gian ghi trén Phicu hen.

17. Két qua giai quyét TTHC tra cho ngudi dan ¢6 day
du thong tin va chinh xac, khong phai chinh stra.

18. Két qua giai quyét TTHC cho ngudi dandam bao
tinh cong bang, khong co su tac dong trai quy dinh.

b. TIEP NHAN, GIAI QUYET PHAN ANH KIEN
NGHI CUA NGUOI DAN VE TTHC

19. Trung tam Phuc vu hanh chinh cong/Bo mot cua
bd tri hop thu, cong khai s dién thoai, dia chi thu
dién tir va bd tri noi dé tiép nhan phan anh, kién nghi,
gitip ngudi dan phan anh, kién nghi dé dang.

20. Trung :[ém Phuc vu he‘mh chinh cf)ng/BO phan
mat cura tiép nhén, gidi quy€et phan anh, kién nghi cta
nguoi dan kip thoi, diang quy dinh.

21. Trung tdm Phuc vu hanh chinh c6ng/Bo phén
mot cua thong bao két qua gidi quyét phan anh, kién

nghi cho nguoi dan kip thoi.
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CAU 2. GQI Y CAI TIEN POI VOI CO QUAN GIAI QUYET TTHC

(6ng/ba co thé dwoc chon nhiéu phwong an tra loi)

CAU HOI

PHUONG AN TRA LOI

Cau 31. bé phuc vu
nguoi dan, t6 chirc
tét hon ong/ba cho
biét chinh quyén dia
phuong can quan
tim dén van dé nao
sau day?

(6ng/ba cé thé chon
nhiéu phirong dn)

[0 M¢& rong céc hinh thirc tiép nhan
TTHC cho nguoi dan lua chon

[ Tang cudng co so, vat chat, trang,
thiét bi, co s& ha tang

[ Day manh don gian héa cac TTHC
[] Nang cao ning luc, tinh than, thai
do phuc vu cua cong chtrc, vién chirc

(] Rat ngén thoi gian giai quyét

[] Gidam miic thu phi, 1€ phi

L] Giai quyét kip thoi cac phan anh,
kién nghi cua ngudi dan

(] Day manh phat trién kinh té - X
hoi tai dia phuong, cham lo doi song
cho nhan dan, gia dinh chinh séch,
dam bao an ninh, trat tu

Cau 3. Y kién khac (xin Ong/Ba ghi cu thé):

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................

................................................................................................
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