SAOY . X .
o Ky boi: Uy ban nhan dan tinh Pong Nai
Co quan: Tinh Dong Nai

Thoi gian ky: 12.01.2022 16:01:35 +07:00

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

TINH PONG NAI Poc lap - Tw do - Hanh phic
$é: 06 /KH-UBND Dong Nai, ngay 9 thing 01 nim 2022
KE HOACH

Khio sat sw hai long ctia ngudi dan, t6 chire ddi véi sw phuc vu cia co quan
hanh chinh nha nwéec trén dia ban tinh Pong Nai nim 2022

Can ctr Vian ban s6 576-KL/TU ngay 26/7/2018 ctia Ban Thuong vu Tinh
uy ban hanh Dé 4n tang cudng cai cach th tuc hanh chinh, néng cao ning luc
canh tranh c4p tinh va mac d6 hai long cia nguoi dén;

Thuc hién Ké hoach s§ 16341/KH-UBND ngay 28/12/2021 v& cai c4ch
hanh chinh cua tinh ndm 2022;

Chu tich UBND tinh ban hanh ké hoach khao sat sy hai long ctia nguoi
dan, t6 chuc dbi véi su phuc vu cua co quan hanh chinh nha nuéc nim 2022,
nhu sau:

I. MUC PICH, YEU CAU
1. Muc dich

Do luong khach quan, chinh xac muc d6 hai 1ong ctia nguoi dén, td chic
vé su phuc vu va chét luong cung cap dich vu cong cua co quan nha nudc trén
dia ban tinh lam co s¢&:

- Danh gid hiéu qua cong tac cai cach hanh chinh, giai quyét thu tuc hanh
chinh cho nguoi dan cua cac So, nganh, UBND cép huyén, cz?lp X4 va céc co
quan nganh doc;

- Céc co quan nha nuéc nim bat duoc yeu cu, mong mudn cla nguoi dan,
t6 chirc dé c6 nhiing bién phép cai thién chat luong phuc vy va cung ung dich
vy, nang cao hon nita sy hai long cta nguoi dan;

- Phat huy vai tro gidm sat va tham gia ctia ngudi dan vao cdng tac cai cach
hanh chinh;

- Lam co s¢ ddnh gid hi¢u qua cong téc cai cach hanh chinh cia don vi, dia
phuong; trach nhiém ngudi ding dau trong trién khai céc giai phap cai cach
hanh chinh, ndng cao mirc d¢ hai long cua nguoi dan, doanh nghiép.
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2. Yéu cau

- Cong tac khéo sat phai bao dam chinh x4c, khach quan va phan anh theo
thoi gian thue, két ndi chat ché véi quy trinh va trach nhiém cla cac ca nhan, tép
thé giai quyet thtl tuc hanh chinh va giai quyet phan anh kién ngh1 cla ngu‘m
dan, doanh nghiép; glup cac co quan hanh chinh xé4c dinh dugc ton tai han ché,
c6 giai phap kip thoi dé nang cao chét luong phuc vu nguoi dén, t6 chrc;

- Viéc trién khai va két qua dugc thong tin chinh xac, day du, kip thoi, dé
tiep can, dé& st dung dbi véi moi ddi tugng;

- Viéc trién khai dam bao dung ké hoach, phuong phap, ngudn luc duoe
phan bd, dat két qua, muc tiéu dé ra.

- St dung cong nghé dé nang cao hiéu qua, tinh chinh xéc, nhanh chong
trong thu thap va tong hop ¥ kién danh gia cia nguoi dan, doanh nghiép.

I1. PHAM VI, POI TUQNG VA THOI GIAN KHAO SAT

1. Pham vi

Khao sat su hai long cia t6 chirc, ca nhan dbi véi chit lugng dich vu hanh
chmh cong, qua trinh giai quyet thi tuc hanh chinh thudc trach nhiém, thdm
quyén ctia céc co quan, don vi sau:

- Céc S0, ban nganh;

- UBND cédp huyén;

- UBND cép x3;

- Cac co quan nganh doc gom: thué, bao hiém xa hdi, cong an.

2. Poi twgng

Td chirc, nguoi dén, ngudi dai dién cho t4 chic, ca nhan c¢é thuc hién thu
tuc hanh chinh, da hoan tat hodc dang xtr ly thu tuc hanh chinh tai céc co quan,
don vi trong ky danh gia.

3. Thoi gian thwe hién

Viac khao st duge tién hanh dinh ky hang théng dén hét thang 12/2022.

[IL. CAC TIEU CHi PO LUONG SU HAI LONG CUA NGUOI DAN,
TO CHUC

Céc tidu chi thuc hién khao sit, do ludong su hai long cua nguoi dan, to
chirc 1a cac tiéu chi co ban danh gla chit lugng dich vu hanh chinh cong cua cac

co quan don vi; ndi dung cua phiéu khao sat dugc diéu chinh ph hop vcn ting
gial doan trién khai cac noi dung cai cach hanh chinh trén dia ban tinh, gom céc

tiéu chi sau:
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1. Thong tin chung ciia d6i twong dwoe khio sat:

- Pon vj giai quyét thu tuc hanh chinh;

- Linh vuc, tha tuc hanh chinh;

- Hinh thirc giai quyét hd so.

2. Mitc d§ hai long veé sw phuc vu ciia cdng chire, vién chirc tiép nhin
va xir Iy ho so

- Thai d¢ giao tiép khi hudng dan, tiép nhan, tra két qua thi tuc hanh chinh:

- Nang luc huéng dan thyuc hién thu tuc hanh chinh cho nguoi dan, doanh
nghiép;

- Tinh trang gay phién ha, nhiing nhiéu, doi tién phi ngoai quy dinh (néu
o).

3. Mirc d9 hai long chung vé ca qua trinh giai quyét thi tuc hanh chinh

- Thoi gian giai quyét cta co quan, don vi (dung han, chim tré);

- Thanh phan h so theo quy dinh;

- Tinh trang di lai, lién hé nhiéu co quan trong qu4 trinh gidi quyét hd so;

- Thong tin vé tinh trang giai quyet hé so (bién nhan hé so, ngay hen tra,
thu xin 11 v& ho so tré hen, huéng dan hd so bd sung...).

4. Mirc d hai long veé viéc tlep nhén, xir ly phan anh, kién nghi

- Mtrc do tiep can thong tin vé céc kénh glri phan 4nh, kién nghj (niém yét
cong khai cédc ddu mébi tiép nhén phan dnh; thudn loi, khé khan trong viée gui
phan anh);,

- Chét lugng giai quyét phan dnh kién nghj cua nguoi dan, t6 chirc vé thu
tuc hanh chinh (nhanh chéng, tich cye, cham tré, khéng tich cuc...).

5. Mire d§ tiép c4n thong tin vé dich vu hanh chinh cong

- Chét lLrO'ng cac tién ich cai cdch hanh chinh (dich vu cong truc tuyén, dich
vu buu chinh, cong thong tin dién tr, Téng dai DVC 1022.. 5

- Mirc d¢ hai long ctia nguoi dan, doanh nghiép vé cac tién ich néu trén.

6. Y kién gop y ciia nguoi din dé cai thién chét lwgng phuc vu cia co
quan hanh chinh nha nwée

Nguén cung cép thdng tin cho nguoi dan, thai do giao tiép cua cong chuec,
vién chure, don gian héa tha tuc hanh chinh, cit giam thoi gian giai quyét ho so,
tang cuong ing dung cong nghé thong tin cung cap tién ich cho ngudi dan...
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7. Panh gia vé chat lwgng ban hanh va thuc hién vin ban quy pham
phap luat

- Tinh hop 1y, rd rang trong cac quy dinh phap ludt duge don vi tham muu
ban hanh;

- Tinh kip thoi trong ban hanh, thuc hién céc van ban quy pham phap luat
cua don vi;

- Tinh nhét quan trong thyc thi cac van ban quy pham phép luét cua don Vi.

IV. CACH CHON MAU VA PHUONG THUC KHAO SAT

1. Chon miu khio sat

- Cong tac chon mau duge thyc hién tir:

Danh sach ngudi dan, td chic di giai quyét thu tuc hanh chinh tai cac co
quan hanh chinh nha nudc;

Ngudi dan, t6 chirc dén thuc hién thi tuc hanh chinh tai Trung tdm Hanh
chinh cong, Bo phan Mot cra clia don vi, dia phuong.

- 84 phibu khao sat ndm 2022 14 14.000 phiéu, duoc phan bd phi hop theo
ti 18 sb luong hd so thi tuc hanh chinh clia m6i don vi.

2. Céch thirc tién hanh khao sat

a) Phuong thuc khao sat: Viéc t6 chie khao sat muc do hai long clia ngudi
dan, td chtrc dugc thuc hién qua 03 phuong thirc sau:

- Phong vén qua dién thoai: Diéu tra vién sé& phong véan qua dién thoai voi
nguoi dan, td chure thuc hién thd tuc hanh chinh dwgc chon tur mau khdo sat.

- Phong van truc tiép: Piéu tra vién phong vén truc tiép nguodi dan thuc
hién tha tuc hanh chinh tai B phén mot cua cép xa.

- Khao sét qua thu dién tu: phleu khao sat dién tir duge gui téi thu dién tu
ctia ngudi dan, doanh nghiép.

- Khéo sat qua website khao sat: duge cong khal dén ngudi dan tai Trung
tdm Hanh chmh cong tinh, B phdn Mot clra cac cap va qua cac phuong tién
thong tin truyén thong.

b) Téng hop va giam sat khao sat: Viéc phong vén, thu thap va tong hop y
kién danh gia cua ngudi dan duge thuc hién trén phan mém trong d6 dap ung
c4c yéu cau:

- Pam bao chinh x4c dbi tuong dugc khao sat;
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- Thao tic ghi nhén, téng hop ¥ kién nguoi dan dugc thuc hién nhanh
chong theo thoi gian thuc; canh bao kip thoi cac thong tin danh gi4 tiéu cuc clua
nguoi dan;

- Thong tin téng hop dugc luu trit khoa hoc, dé dang truy vén, dap ung
cong tac phuc tra.

3. Bao cao két qua khao sat

Giao S¢ Noi vu xay dung bao céo két qua khao sat mirc do hai long cua
nguoi dan vé su phuc vu clia co quan hanh chinh nha nude ndm 2022; thong béo
téi céc don vi, dia phuong két qua khéo sét thuong xuyén dé cé giai phap chan
chinh kip thoi, ndng cao hiéu qua giai quyét thu tuc hanh chinh;

Két qua khao sat dugc str dung vao danh gi4 chi sé cai cach hanh chinh ctia
cac don vi, dia phuong va xem xét trach nhiém ngudi dimg dau don vi, dia
phuong trong trién khai cong tac cai cich hanh chinh.

V. KINH PHi THUC HIEN

Kinh phi duoc cap tir nguén kinh phi khong tu chi ngoai khoan cho S& Noi
vu dam bao thuc hién hiéu qua Ké hoach.

VL. TO CHU'C THU'C HIEN

1. Sé Nogi vu

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

- Lap dy toan kinh phi trién khai Ké hoach phdi hop véi Sé Tai chinh thdm
dinh theo quy dinh;

- Chu tri td chirc st dung phan mém khao sat y kién ngudi dén, dap ung cac
yéu cau ctia Ké hoach va ky két hop dong véi don vi thuc hién khao sat;

- Theo dbi két qua khao sat, dinh ky thong béo, cong khai két qua khao sat
hang thang; k1p thoi théng béo vé cac y kién danh gia bt thuong t6i céc don vi,
dia phuong dé xir Iy kip thoi;

- B4o céo két qua khéo sat y kién nguoi dan ndm 2022 theo dting K& hoach
nay; tham muu Chu tich UBND tinh c4c giai phap cai thién murc do hai long cua
nguoi dan doanh nghiép.

2. S& Tai chinh

Tham dinh, huéng din don vi lap dy toan, thanh quyét toan kinh phi theo
quy dinh.
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3. S& Théng tin va Truyén thong

HO tro két nbi, chia sé dir liéu d6i tuong khao sat trén He théng MGoGt ctra
dién tir; ho trg trién khai cac giai phap truyén théng dén ngudi dan tham gia
khao sat truc tuyén (qua hop thu dién tu, tin nhin SMS...).

4. Van phong UBND tinh

Phéi hop ra soét két quéa khao sat dinh ky, lam cn ctt dénh gia chat lugng
giai quyet thu tuc hanh chinh theo co ché mot ctra, mot cira lién thong va nghién
ctru dé xuét cac giai phap nang cao hiéu qua giai quyét thu tuc hanh chinh, cai
thién mirc d6 hai long cta ngudi dan, doanh nghiép.

5. Cac don vi dwgce khao sat

- Cac so0, nganh UBND cép huyén, cap xi cap nhat day du, chinh xac
thong tin nguoi dan, td chtrc thuc hién tha tuc hanh chinh trén hé théng mot cira
dién tu;

- Cyc thué, Bao hiém xd hoi tinh hd tro cung cép danh sach ngudi dan to
chirc thuc hién thu tuc hanh chinh tai don vi véi cac thong tin theo yéu céu dam
bao cong tac khao saty kién ngudi dén;

- Trén co s& két qua khao sét, cac co quan, don vi xem xét, dénh gid két
qua thuc hién nhiém vu cai cach hanh chinh, bao cdo Chu tich UBND tinh
(thong qua S& Noi vu) phuong an cai thién chét luong dich vu hanh chinh cong
cung cép tai don vi nhim néng cao murc d hai long cuia ngudi dén, td chirc nam
2022,

Chi tich UBND tinh yéu cAu cc don vi, dia phuong phoi hop thuc hien%
- A

Noi nhin:

- Vu cai cach hanh chinh - B§ Noi vy;

- Thudng truc Tinh uy;

- Thuong truc HDND;

- Chu tich, cdc Pho Chu tich UBND tinh;
- Cac S& ban nganh;

- Cuc Thué tinh, Céng an tinh, BHXH tinh;
- UBND cép huyén;

- Chanh, Phé VP UBND tinh;

- Trung tdm Hanh chinh cong tinh;

- Luu: VT, HCC, S& Nai vu.

Cao Tién Diing
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