iy .
swely Ky boi: Van phong Uy ban nhan dan
‘%2 Co quan: Tinh Dong Nai
Thoi gian ky: 10.02.2020 13:39:49 +07:00

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

TINH DPONG NAI Poc 1ap - Tw do - Hanh phiic
$6;)(34 /KH-UBND Dong Nai, ngay A () thang (). nam 2020
KE HOACH

Khiao sat sw hai 1ong ciia ngwdi din, t6 chire doi voi sw phuc vu ciia co quan
hanh chinh nha nwéc trén dia ban tinh Pong Nai nam 2020

Can ctr Pé an ctia Ban Thuong vu Tinh ty vé tang cudng cai cach thi tuc
hanh chinh, nang cao nang luc canh tranh cap tinh va mirc d¢ hai long clia nguoi
dan phé duyét tai Van ban s6 576-KL/TU ngay 26/7/2018;

Thuc hién Ké hoach cai cach hanh chinh cua tinh niam 2020 (sb
15122/KH-UBND ngay 27/12/2019);

Chu tich Uy ban nhan dan tinh ban hanh ké hoach khao sat su hai long
cua ngudi dén, to chire doi véi sy phuc vu ctia co quan hanh chinh nha nuéc
nam 2020, nhu sau:

I. Muc dich, yéu cau
1. Muc dich

Do luong mot cach khach quan, chinh xdc muc do hai long cua nguoi
dan, t0 chirc vé sy phuc vu va chat luong cung cap dich vu cong cua co quan
hanh chinh nha nudc trén dia ban tinh Pong Nai. Trén co s¢ do:

- Panh gi4 hiéu qua cong tac giai quyét thi tuc hanh chinh cho ngudi dan
cua céc S&, ban nganh, UBND cap huyén, cap xa va cac co quan nganh doc;

- Céac co quan hanh chinh nha nuéc ndm bit duoc yéu cau, mong mudn
cua nguoi dan, td chirc dé c6 nhitng bién phap cai thién chat luong phuc vu va
cung Ung dich vu cla minh, nang cao hon nita sy hai long cua nguoi dan, to
chuc;

- Phat huy vai trd gidm sat va tham gia thiét thuc vao cong téc cai cach
hanh chinh ctia ngudi dén, t6 chirc, gop phan cai thién hinh anh co quan nha
nudc, moi truong kinh doanh va méi truong vin héa cia tinh Pong Nai.

- Lam mdt can cur danh gia trach nhiém nguoi dimg dau trong trién khai
cac giai phap cai cach hanh chinh, nang cao murc d¢ hai long ctia nguoi dan,
doanh nghiép; dong thoi danh gia chi so cai cach hanh chinh, cong vu hang
nam.



2. Yéu cau

- Viéc ldy y kién phai bao dam tinh chinh x4c, khach quan, trung thuc va
phan anh theo thoi gian thyc, lién két chat ché vdi quy trinh va trach nhiém cia
cac ca nhan, tap thé giai quyet ho so thu tuc hanh chinh va giai quyét phan anh
kién nghi cta nguoi dan, doanh nghiép; giup cac co quan hanh chinh xé4c dinh
dugc ton tai han ché, c6 giai phép kip thoi dé nang cao chat lugng phuc vu
ngudi dan, t6 chirc;

- Viée trién khai va két qua duoc thong tin chinh xac, diy da, kip thoi, dé
tiép can, dé sir dung di véi moi déi tuong;

- Viéc trién khai dam bao ding ké hoach, phuong phép, ngudn luc duge
phan bd; tiét kiém va dat két qua, muc tiéu de ra.

- Tang cuong (mg dung cong nghé thong tin dé nang cao hiéu qua, tinh
chinh xdc, nhanh chéng trong thu thép va tong hop y kién danh gia cia nguoi
dan, doanh nghiép.

IL. Pham vi, d6i twong, mAu va thoi gian khao sat

1. Pham vi

Khao sat, danh gia mirc d¢ hai long cua té chirc, c4 nhan ddi véi chét
lwong dich vu hanh chinh céng, qua trinh giai quyét tha tuc hanh chinh thudc
trach nhiém, tham quyén cua cac co quan, don vi sau:

- Cac S¢, ban nganh;

- Uy ban nhan dén cac huyén, Thanh phd Long Khanh, Bién Hoa;

- Uy ban nhéan déan cac x4, phuong, thi trén;

- Céac co quan nganh doc trén dia ban tinh, gém: thué, bao hiém xa hoi,

cong an.

2. Poi twong lay y kién 1a 6 chure, nguoi dan, nguoi dai dién cho to chic
c6 giao dich TTHC, da hoan tat hodc dang xur Iy ho so thu tuc hanh chinh tai
cac co quan hanh chinh trong ky danh gia.

3. Thoi gian thue hién khao sat

Viéc khao sat duoc tién hanh dinh ky hang thang, xuyén sudt tir thang 2
dén thang 12/2020.
IIL Cic tiéu chi do lwdng sy hai long ciia ngudi dan, té chire ddi véi
sw phuc vu ciia co quan hanh chinh nha nwéc trén dia ban tinh

Céc yéu td, tleu chi thyc hi¢n khao sat, do luong sy hai long clia nguoi
dén, t6 chirc 1a cac yéu td co ban danh gia chat luong dich vu hanh chinh cong




cua cac co quan hanh chinh nha nudce. Noi dung cu thé cua phiéu khao sat dugc
thay doi linh hoat phu hop véi timg giai doan trién khai céc ndi dung cai cach
hanh chinh trén dia ban tinh, thudc cac cac tiéu chi sau:

1. Phén loai dbi twong khao sat:
- Ngudi dén truc tiép nop hd so;
- Pai dién doanh nghiép;

- Ngudi duge y quyén thuc hién nop ho so thi tuc hanh chinh cho nguoi
dan, doanh nghiép.
2. Mire d9 hai long vé su phuc vu ciia cong chire, vién chire tiép nhan
va xir Iy ho so
- Thai d6 giao tiép khi hudng dan, tiép nhan - tra két qua TTHC;
- Nang luc hudng dan thuc hién thu tuc hanh chinh cho nguoi dan, doanh
nghi€p;
- Tinh trang gay phién ha, nhiing nhiéu, doi tién phi ngoai quy dinh
- Xéc dinh duge cu thé trach nhiém cong chirc tiép nhén hd so hay xur ly
hé so trong trudmg hop ngudi dan, doanh nghiép danh gia khong hai long va cac
yéu to trén.
3. Mike dd hai long chung vé ca qua trinh giai quyét thi tuc hanh
chinh
- Thanh phan hd so va thoi gian giai quyét clia co quan hanh chinh nha
nudc;
- Céc chi phi khong chinh thirc phét sinh trong qua trinh giai quyét ho so
thu tuc hanh chinh;
- Thong tin vé tinh trang giai quyét ho so (bién nhan hd so, ngay hen tra,
thu xin 18i vé hd so tré hen, huéng dan hé so bo sung...).
4. Mirc d9 hai 1ong vé viéc tiép nhan va xir Iy phan 4nh, kién nghi
- Kha ning str dung céc phuong tién gii phan énh, kién nghi (niém yét
cong khai cac ddu mdi tiép nhan phan anh, d& dang hay khé khan trong viéc giri
phan anh);
- Viée xr Iy phan énh kién nghi ctia nguoi dén, té chic vé tha tuc hanh
chinh (nhanh chéng, tich cuc, cham tré, khong tich cuc...)
5. Mirc do tiép cAn thong tin vé dich vu hanh chinh céng
- Viéc sur dung céc tién ich cai cach hanh chinh (dich vu cong truc tuyén,
dich vu buu chinh,...);




- Mitc d6 hai long ctia ngudi dan, doanh nghiép vé céc tién ich;

- Kho khan cua nguoi dan, doanh nghiép khi st dung, tiép can cac tién

ich.

6. Y kién gop y ciia ngudi din dé cai thién chat lwgng phuc vu ciia co

quan hanh chinh nha nwéc

Ngudn cung cap thong tin thudn tién cho ngudi dan, thai do giao tiép cta

cong chure, vién chure, don gian hoa thu tuc hanh chinh, cat giam thoi gian giai
quyét thu tuc, ting cuong umg dung cong nghé thong tin cung cip tién ich cho
nguoi dan...

IV. Cach chon mau khio sat va phwong thire khao sat

1. Chon miu khio sat

- Pugc lya chon ngau nhién tir:

+ Danh sach nguoi dan, t6 chic timg giai quyét thi tuc hanh chinh tai
céc co quan hanh chinh nha nudc;

+ Nguoi dan, té chirc dén thuc hién TTHC tai Trung tdm Hanh chinh
cong, B phan Mot ctra ctia don vi, dia phuong.

- S6 phiéu khao sat ca nam trén dia ban toan tinh 1a 14.500 phiéu, dwoc
phén bé phu hop theo ti 1& s lwong hd so TTHC ctia mdi don vi.

2. Cach thite tién hanh khio sat

a) Phuong thirc khao sat: Viée t6 chie lay y kién khao sat mirc do hai long
cua nguoi dan, to chuc duge thuc hién qua 02 phuong thire sau:

- Phong van truc tiép: Diéu tra vién phong van truc tiép dbi tuong tai nha,
tru s¢ t6 chirc hodc Trung tdm Hanh chinh cong tinh, B§ phan Mot cira cé‘ip
huyén, xa.

- Phong vén qua dién thoai: Didu tra vién s& phong véan qua dién thoai déi
tugng chon tir mau khao sat.

b) Cong cu khao sat: Viéc phong van, thu thap va téng hop y kién danh
gia cua nguoi dan duge thuc hién trén phan mém trong do dap tmg céc yéu cau:

- Pam bao chinh xac ddi tuong dugc khao sat;

- Thao téc ghi nhén, téng hop ¥ kién nguoi dan dugc thuc hién nhanh

chéng theo thoi gian thuc; c6 kha ning canh bao kip thoi cac thong tin danh gia
tiéu cuc cua nguoi dan;

- Thong tin téng hop dugc luu trir khoa hoc, dé dang truy véan, dap img
cdng tac phuc tra.



3. Bio cao két qua khao sat

Giao S& Noi vu, trén co so két qua tong hop y kién danh gia cta nguoi
dan, xdy dung béao cao két qua khao st muc do hai long cua nguoi dén vé sur
phuc vu cia co quan hanh chinh nha nuéc nam 2020; thong bao tdi cac don vi,
dia phuong két qua khao sat hang thang,

Két qua khao sat duoc sir dung vao danh gia chi s6 cai cach hanh chinh
cua cac don vi, dia phuong va xem xét trach nhiém nguoi ding déu don vi, dia
phuong trong trién khai cong tac cai cach hanh chinh.

V. Kinh phi thyc hién

Kinh phi dugc cép tir ngudn kinh phi khong tu cht ngoai khoan cho S&
Noi vu dam bao thuc hién hiéu qua Ké hoach (chi tiét phu luc kém theo).

VL. To chirc thwe hién

1. Sé Noi vu

- Chu tri, phdi hop véi céc co quan lién quan t6 chirc thyc hién Ké hoach
nay;

- Chii tri td chirc trién khai nang cép, st dung phan mém khao sét y kién
ngudi dén, dap (mg cac yéu cau cia Ké hoach va ky két hop dong véi don vi
thuc hién khao sat.

- Theo ddi két qua khao sat, dinh ky thong bdo, cong khai két qua khao sat
hang thang; kip thoi thong bao vé cac y kién danh gia bat thuong tdi cac don
vi, dia phuong dé xur 1y kip thoi;

- Béo céo két qua khao sat y kién ngudi dan nam 2020 theo ding Ké
hoach nay.

2. S Tai chinh

ThaAm dinh, c4p kinh phi cho don vi cha tri t6 chirc thyc hién; huéng dan
don vi lap du toan, thanh quyét toan kinh phi theo quy dinh.

3. S& Thong tin va Truyén thong

Hb tro cac vAn dé lién quan dén trich xuét, két ndi, chia sé dir lidu doi
tuong khao sat trén Hé thong Mot cira dién tir; dam bao khai thac hiéu qua phﬁn
mém khao sat.

4. Van phong UBND tinh

Phéi hop ra soat két qua khao sét dinh ky, lam cin cr danh gia chét luong
giai quyét thu tuc hanh chinh theo co ché mdt cura, mot ctra lién thong va nghién



ctru dé xudt céc giai phap nang cao hiéu qua giai quyét TTHC, céi thién muc do
hai long cta nguoi dan, doanh nghiép.
5. Cac don vi cung cap dich vu khio sat

- X4y dung phan mém khdo sat dap tng cic yéu cau cua Ké hoach; ho trg
tap huan sur dung cho diéu tra vién va ho trg bao tri van hanh phan mém;

- B6 tri diéu tra vién, to chiic hoat dong khao sat hiéu qua, khach quan,
minh bach, trung thuc va chinh xac.

6. Cac don vi duge khao sat

Phoi hop S& Noi vu thuc hién, bao dam tién do va ndi dung cong viéc;
theo d6 can ct tinh hinh thyc tién tai don vi, dia phwong, dé xuat cac TTHC
duoc khao sat, s6 lugng, noi dung trong tam duoc khao sat ctia mbi don vi, dia
phuong. Pong thoi, trén co so két qua khao sét, cac co quan, don vi xem xét,
danh gia két qua thuc hién nhiém vu cai cach hanh chinh, béo cio UBND tinh
(théng qua S& Noi vu) phuong 4n cai thién chét lwong dich vu hanh chinh cong
cung cap tai don vi nhim nang cao mirc d hai long ctia nguoi dan, to chir.

Chu tich UBND tinh yéu céu céc don vi, dia phuong nghiém tac thuc
hién/.

Noi nhin:

- B Nai vy;

- Thuong truc Tinh uy, Thuong truc HDND,;
- Chu tich, cac Pho Chua tich UBND tinh;

- Chanh, Phé VP UBND tinh;

- Céc So ban nganh;

- Cuc Thué tinh, Cong an tinh, BHXH tinh;
- Cuc Hai quan;

- UBND cap huyén; 2
- Trung tdm Hanh chinh céng tinh; Cao Tién Diing
- Luu: VT, HCC, KTNS, So Noi vu (2b).




PHU LUC

PHI TRIEN KHAI KHAO SAT SU"HAI LONG CUA NGUOI DAN,
J)ANH NGHIEP POI VOI CO QUAN HANH CHINH NHA NUGC

/5] (Kém theo Ké hoach s6 |(3b /KH-UBND ngayy)) / 02./2020)

Noi dung chi Pon gia S6 lwong Thanh tién | Ghi chi

Phan mém khao sat | 150.000.000 | 01 phan mém | 150.000.000

Chi phi phéng van doi| 40.000 ’

tuong qua dién thoai | dong/ phiéu | 6000 phi€u 240.000.000

Chi phi phong van| 15.000 ,

truc tiép doi tuong dong/ phiéu | 8.500 phiéu 127.500.000

Chi phi lp bao cao

ket qua khao sat 10.000.000 | 0l béo céo 10.000.000

Chi phi d4u thau 40.000.000 | 01 goithau | 40.000.000

Tong cong 567.500.000

(Nam tram sau muwoi bay
triéu, nam tram nghin

dong)
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