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S6: 2063/QD-UBND An Giang, ngay 24 thang 8 nam 2018
QUYET PINH

Phé duyét Pé an Po lwong sw hai long ciia nguoi dan, t6 chirc
doi voi sw phuc vu ciia co quan hanh chinh nha nwéc
trén dja ban tinh An Giang giai doan 2018 - 2020

CHU TICH UY BAN NHAN DAN TINH AN GIANG

Cin ctr Ludt T6 chirc chinh quyén dia phuong ngay 19 thang 6 nam 2015;

Cin ctr Quyét dinh s6 2640/QD-BNV ngay 10 thang 10 ndm 2017 ciia B
truong BO Noi vu phé duyét Bé an Do luong sy hai 10ng cua nguoi dan, to chirc
do1 voi su phuc vu ctia co quan hanh chinh nha nudc giai doan 2017-2020;
~ Can cir Quyét dinh s6 324/QD-UBND ngay 05 thang 02 ndm 2016 cia
Uy ban nhan dan tinh ban hanh Chuong trinh cai cach hanh chinh tinh An Giang
giai doan 2017-2020;

Xét @& nghi cta Giam ddc So Noi vu tai T trinh s6 1336/TTr-SNV ngay
13 thang 8 nam 2018,

QUYET PINH:

’ Piéu 1. Phé duyét Dé an Do ludng sy hai 10ng cua ngudi dan, t6 chic
doi v6i sy phuc vu cua co quan hanh chinh nha nuge trén dia ban tinh An Giang
giai doan 2018 - 2020 kém theo Quyeét dinh nay.

Piéu 2. Quyét dinh ndy co hiéu luc ké tir ngay ky.

Piéu 3. Chanh Van phong Uy ban nhan dan tinh, Gidm doc S¢ Noi vu,
Thu truong cac s, ban nganh tinh, Chu tich Uy ban nhan dan cac huyén, thi xa,
thanh pho va thu truong cac co quan, don vi, dia phuong cé lién quan chiu trach
nhiém thi hanh Quyét dinh nay./.

Noi nhin: CHU TICH

_TT. Tinh ty, TT. HDND tinh; o A
- CT, cic PCT UBND tinh: - Ky bai: Uy ban Nhan dan
- Céc So, Ban nganh tinh; ' Enmha”.

- UBND c4c huyén, thi x4, thanh phé;
- Luu: VT, P. TH.
(Pinh kem Dé an)
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UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM
TINH AN GIANG DPoc 1ap — Tw do — Hanh phic

DE AN
Po lwong sur hai 10ng ciia ngwoi din, to chire
ddi véi sw phuc vu ciia co' quan hanh chinh nha nwéc
trén dia ban tinh An Giang giai doan 2018-2020
(kém theo Quyét dinh s6 2063/0D-UBND
ngay 24 thang 8 niam 2018 ciia Chii tich Uy ban nhén dan tinh)

I. MUC TIEU, YEU CAU, POI TUQNG VA PHAM VI PO LUONG
SU HAI LONG

1. Muc tiéu
a) Muc tiéu chung:

Do Iuong su hai long caa ,ngu:(‘)ri dan, to chuc déj véi su phuc vu cia co
quan hanh chinh nha nudc cac cap trén dia ban tinh nham danh gia khach quan
chat luong cung tng dich vu hanh chinh cong cua cac co quan hanh chinh nha
nudce. Thong qua do, cac co quan hanh chinh nha nuéc cac cap nim bat duoc
yéu cau, mong mudn ciia ngudi dan, to chic dé cé nhing bién phap diy manh
cai cach hanh chinh, cai thién chat luong phuc vu va cung ung dich vu hanh
chinh, hudng téi nang cao mirc d¢ hai long cua nguoi dan, to chirc.

b) Muc tiéu cu thé:

- Xay dung khung do ludng sy hai 1ong dé ap dung trén pham vi toan tinh
giai doan 2018-2020.

- Hang nam, trién khai do luong va cdng bd Chi sé hai long cua nguoi

dan to chuac dbi voi sy phyuc vu cta co quan hanh chinh nha nudc cac cap (goi
tat 12 Chi s hai 1ong vé hanh chinh) trén dia ban tinh.

- Trén co s& két qua Chi s6 hai 1ong vé hanh chinh, céc co quan, don vi,
dia phuong tham muu, dé xuat v6i co quan c6 tham quyén nhiing giai phap khic
phuc nhitng ton tai, han ché dé cai thién chat luong phuc vy; dé xuat sang kién
cai cach hanh chinh dé ting budc nang cao sy hai 10ng caa ngudi dan, to chirc.

2. Yéu cau

- Phuong phdp do luong sy hai 10ng phai dam bao tinh khoa hoc, thong
nhat kha thi, phU hop véi diéu kién, dic diém, tinh hinh thyc té cua tinh va
nQUOn luc cua céc so, ban, nganh, dia phuong trén dia ban tinh.

- C4c tiéu chi khao sat dung dé do ludng sy hai 10ng duogc xac dinh véi sb
lugng, ndi dung dam bao phu hgp véi yéu cau cai cach hanh chinh cua tinh.

- Cau hoi diéu tra, khao sat phll hop v6i h¢ thong tiéu chi danh gia, d&

hiéu, de tra 161; phu hop véi trinh @6 dan tri.
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- Két qua do luong su hai 1ong phai dam bao tinh tin cay, chinh xdc, dai
dién; gitp cac co quan hanh chinh nha nudc xac dinh dugc nhitng ton tai, han
ché trong cung g dich vu hanh chinh cong de c6 giai phap cai thién chat lwong
phuc vu; ning cao su hai 10ng ciia ngudi dan, t6 chic.

- Két qua do luong sy hai 1ong duoc cong bd cong khai, rong réi.
3. P6i twong, pham vi ciia P& an
a) Déi twong:

La co quan hanh chinh nha nuéc cép tinh va cip huyén trén dia ban tinh
O cung ung dich vy hanh chinh cong cho nguoi dan, to chirc.

b) Pham vi:

Po ludng sy hai 1ong cua ngudi dan, t6 chie dbi voi su phuc vu cia co
quan hanh chinh nha nudc céac cap trén dia ban tinh.

1. TIEU CHi PO LUONG SU HAI LONG

Céc yéu t6 do luong sy hai 10ng cia ngudi dan, to chic bao gdbm 05 yéu
t6 co ban cia qua trinh cung tng dich vu hanh chinh cong, véi tong cong 16 tiéu
chi, khao sat tai co quan hanh chinh nha nudc, Trung tdm hanh chinh cong tinh
An Giang va Bo phan tiép nhan va tra két qua cac huyén, thi x4, thanh phé trén
dia ban tinh, nhu sau:

1. Tiép can dich vu hanh chinh cong
- B phén tiép nhan va tra két qua c6 du chd ngdi cho.

- Trang thiét bi phuc vu nguoi dan, t6 chirc tai Bo phan tiép nhan va tra
két qua day du, tién nghi.

2. Tha tuc hanh chinh

- Thu tuc hanh chinh dwgc niém yét cong khai day du, chinh xac.

- Thanh phan hd so ma ngudi dan, t6 chirc phai nop ding quy dinh.
- Phi, 1& phi ma ngudi dan, t6 chirc phai ndp ding quy dinh.

- Thoi han giai quyét (tinh tir ngdy co quan tiép nhan hd so ra phiéu hen
dén ngay nhan két qua) dung quy dinh.

3. Cong chire giai quyét cong viée
- COng chire ¢o thai do giao tiép lich sy, trach nhiém, than thién.
- COng chirc giai dap day du cac ¥y kién cua ngudi dan/dai dién to chirc.
- COng chirc hudng din ké khai ho so day du, 18 rang, dé hiéu.
- COng chirc tuan thu dung quy dinh trong giai quyét cong viéc.
4. Két qua cung ing dich vu hanh chinh cong
- Két qua dtng quy dinh.
- Két qua c6 thong tin day di, chinh xac.
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5. Tiép nhan va giii quyét phan anh, kién nghi

- Co quan giai quyét thu tuc hanh chinh c6 niém yét cong khai dija chi tiép
nhan phan anh, kién nghi dang quy dinh.

- Ngu:g‘)ri da:m, t6 chirc thuc hién viéc phan anh, kién nghi véi voi co quan
c6 tham quyén de dang.

- Co quan giai quyét thi tuc hanh chinh tich cuc trong tiép nhan, xtr Iy cac
phan anh, kién nghi.

- Co quan giai quyét tha tuc hanh chinh c6 thong bao két qua xir Iy phan
anh, kién nghi kip thoi, dung quy dinh.

III. PIEU TRA XA HOI HQC PO LUONG SU HAI LONG

1. Poi twong diéu tra xa hdi hoc

~ La nguoi dan, nguoi dai dién cho t6 chirc da truc tiép thuc hién va nhan
két qua thu tuc hanh chinh trong pham vi thoi gian dicu tra x8 hoi hoc.

2. Chon miu diéu tra x4 hdi hoc

~ Mau diéu tra x& hdi hoc dugc xac dinh theo linh vye khao sat, co xem xét
khoi lugng ho so va so lugng khach hang giao dich twong tng vdi timg nhom co
quan, don vi va dac thu cua dia phuong. Pugc tién hanh theo cac budc:

a) Buwdc 1: Chon co quan.

- 18 co quan chuyén mép thudc UBND tinh: S& N6i vy, S¢ Tu phap, So
Tai thnh, S¢ Ké hoach va Déu tu, S¢ Giao thong Vén tai, S¢ Thong tin va
Truyén thong, S6 Cong Thuong, S¢ Xay dung, S¢ Y t&, S& Gido duc va Dé}o
tao, S& Ngoai vu, S¢ Tai nguyén va Moi truong, S& Nong nghiép va Phat trién
nong thon, So Khoa hoc va Cong nghé, S Lao dong, Thuong binh va Xé hoi,
S& Van hoa, Thé thao va Du lich, Thanh tra tinh, Ban Quan 1y Khu kinh té.

- UBND 11 huyén, thi x4, thanh phd.

b) Budc 2: Xac dinh khéi luong khach hang giao dich.

- Xac dinh tong sb giao dich cua cac di‘ch vu hanh chinh cong da duoc
hoan thanh trong khoan thoi gian quy dinh dicu tra xa hoi hoc doi voi cac co
quan hanh chinh dugc chon diéu tra x& hoi hoc & Budc 1.

- Lap danh sach nguoi dan, to chirc d4 sir dung dich vu hanh chinh céng
trong Khoan thoi gian quy dinh diéu tra x8 hoi hoc cua ting co quan dugc chon
diéu tra x4 hoi hoc & Bude 1.

¢) Bwéc 3: Xac dinh ¢& mau diéu tra x4 hoi hoc (sé luong phiéu khao sat).

o X4c dinh ¢& mau diéu tra x4 hoi hoc ddi vai tung co quan dugc chon
diéu tra x4 hoi hoc.

- Xac dinh, phén chia theo nhém céc co quan co sO luwong thi tuc hanh
chinh giai quyét trong nam thanh 03 nhém: nhiéu, trung binh, it.

d) Buéc 4: Chon nguoi dan, t6 chirc dé diéu tra x4 hoi hoc dbi voi timg
co quan, don vi va dia phuong.

4



- Chon ngau nhién nguoi dan, to chirc (d4 lap tai Budc 2) dé diéu tra xa
hoi hoc.

- Chon ngau nhién ngudi dan, to chirc ¢4 hoan thanh va dang nhan két qua
thu tuc hanh chinh tai B6 phan tiép nhan va tra két qua tai co quan, don vi, dia
phuong khdo sat.

- Téng hop danh sach ngudi dan, t6 chuc duoc chon diéu tra x4 hdi hoc.

3. Phiéu diéu tra xa hdi hoc

- Phiéu diéu tra x4 hoi hoc dung chung cho dbi tugng khao sat 14 c& nhan
va t6 chuc.

- Phiéu diéu tra x4 hoi hoc ¢6 bd cuc va ndi dung nhu sau:

+ Phan thong tin chung: muc dich cia viéc diéu tra; thong tin ca nhan
ngudi dan, t6 chuc; hudng dan tra 101 phiéu.

+ Phan cau hoi ¢6 sdn phuong an tra 101 dé ngudi dan, to chie lya chon.
Cau hoi cta phicu dicu tra thé hién qua ndi dung cia cac tiéu chi do Iuong sy hai
Iong; dong thoi phan anh qua trinh, két qua va mong doi ciia nguoi dan doi véi
viéc cung ung dich vu hanh chinh céng cia co quan hanh chinh nha nudc.

4. Phuwong thirc diéu tra x& hdi hoc

Tuy theo diéu kién cu thé, 4p dung mot cach phl hop hodc nhiéu phuong
thire di€u tra xa hoi hoc sau day:

- Phat phiéu diéu tra truc tiép dén nguoi dan, to chirc.

- Phong van truc tiép dua trén phiéu dicu tra.

- Khao sat trye tuyén (qua mang internet, dién thoai...).

- Khao sat qua tng dung phan mém cong nghé thong tin.

5. Tong hop, phan tich dir li¢u va tinh toan Chi sé hai long
a) Tong hop, phan tich dir liéu

Nhap thong tin tur phiéu diéu tra, tién hanh tong hop, phan tich dwr liu,
thong ke. Viéc tong hop, phén tich dir li¢u dva vao cac phan mém thong ké phu
hop véi yéu cau, diéu kién thuc té.

b) Céac tinh chi s6 hai long
- Chi s6 hai long vé sy phuc vu hanh chinh (SIPAS):
Cong thtc tinh:

n

i=1 b;
SIPAS = ——— %+ 100%
a.n

Trong do:



+a:la tong s6 cau hoi hai 1ong ma mbi nguoi phai trd 101 trong Phiéu diéu
tra (Cau 1 phan B cuia Phiéu diéu tra kém theo D& an nay).

+ bi: 12 tong s6 phuong an tra 1oi “hai 10ng” ddi véi cac cau hoi khao sat
murc d6 hai Iong cua Phiéu diéu tra.

+ n: tong sd ngudi tra 101 ddi véi cau hoi vé mure do hai long.

- Chi s6 hai 16ng vé timng yéu t6: ap dung cong thirc tinh Chi s hai long
vé su phuc vu hanh chinh (SIPAS) néu trén. Tuy nhién, khi &p dung cong thirc
tinh can cht y su khac biét so vai tinh SIPAS 1a:

+ a: 12 tong s6 cau hoi hai 1ong dbi vai tung yéu t ciia viéc cung tmg dich
vu hanh chinh céng, dugc xéac dinh trong phiéu diéu tra.

+ bi: 12 tong s6 phuong an tra 161 “hai 10ng” ctia mdi ngudi dbi voi timg
yéu to0 cua viéc cung ung dich vu hanh chinh cong.

- Chi sb hai long vé timg tiéu chi: duoc xac dinh bang ty 1¢ phan tram (%)
SO nguoi tra 1o1 “hai Iong” trén tong s6 nguoi tra 101 cua tirng ti€u chi (moi tiéu
chi la mot cau hoi muire d6 hai long trong Phiéu diéu tra.

¢) Céch tinh cac chi s danh gia khac

Ngoai Chi s6 hai 1ong v& sy phuc vu hanh chinh, Phiéu khao sat con cau
hoi diéu tra nham nam bat nhu cau, su mong doi ciia nguoi dan, to chirc veé viéce
cai thién, nang cao cung tng dich vu cta co quan hanh chinh (goi 1a Chi so
mong doi)... dugce tong hop, phan tich va tinh todn dé thong tin phuc vu cho
cdng tac quan ly cua ting co quan, don vi noi riéng va cua cac co quan hanh
chinh nha nudc trén dia ban tinh noi chung.

Chi s6 mong doi duogc tinh bang ty 1& phan tram (%) gitta s6 nguoi tra 10
cac phuong an lya chon trén tong s6 nguoi tra 101 cau hoi lya chon tai cau 2 cta
Phi¢u dicu tra kém theo B¢ an nay.

6. Béo céo két qua

a) Tén béo c4o: Bao céo Chi s hai long ctia ngudi dan, t6 chirc d6i voi sur
phuc vu cta co quan hanh chinh nha nudc nam ...

(SIPAS nam ...)

b) Noi dung bao cao:

Bao gom:

- Gi6i thiéu chung: muc tiéu, ddi twong, pham vi, ndi dung, phwong phap
thuc hién, trach nhiém thuc hién.

- Tinh hinh trién khai: chon ¢& mau, mau phiéu diéu tra, b tri ngudn luc
thuc hién.

- Két qua: ddi tuong tham gia tra 10i phiéu; chi sd hai 1ong; phan tich,
danh gid su phuc vu cia co quan hanh chinh nha nudc tir két qua cac chi so6 thu
duoc; so sanh chi so hai long gitra cac nam...

- Nhan xét, ¢anh gia va kién nghi.
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- Céc phu luc, thong ké sb liéu diéu tra kém theo bao céo.
IV. GIAI PHAP THU'C HIEN
1. Thong tin, tuyén truyén

- Nham nang cao nhan thuc, tinh than trach nhiém, tich cuc cua nguoi
dan, t6 chirc, d6i ngii can bo, cong chuc, vién chirc trong qua trinh tham gia do
ludng su hai 1ong va giam séat chit luong phuc vu va cung ung dich vu hanh
chinh cdng cua co quan hanh chinh nha nudc, cac so, ban, nganh, UBND huyén,
thi x4, thanh phd can phai:

- Théng tin, tuyén truyén dﬁy du, chinh xac, kip thoi vé muc diqh, muc
tiéu, y nghia, ndi dung, két qua do luong su hai 10ng va cac giai phap khac phuc
tdi nguoi dan, to chirc va doi ngii can b, cong chirc, vién chirc.

- Hinh thic tuy@n truyén phai da dang, phong phu, phé bién va dé tiép

can. Nhat 1a théng tin tuyén truyén trén cac phuong tién thong tin dai chung, cac
Trang thong tin dién tr cua tinh va co quan, don vi trén dia ban tinh.

2. Néng cao trach nhiém va hiéu qua cung wng dich vu hanh chinh cong

- Tang cuong trach nhiém thu trudng co quan, don vi trong viéc cung rng
dich vu hanh chinh c6ng cho nguoi dan, to chire ctia cac co quan hanh chinh nha
nudc trén dia ban tinh.

- Thyc hién tiép nhén, giai quyet phan anh, kién nghi, khiéu nai, t6 cdo
cta nguoi dan, to chie vé viée giai quyét thu tuc hanh chinh cua co quan, don vi.

- Pinh ky trién khai hodc phdi hop trién khai do luong su hai long cua
ngudi dan, td6 chirc doi vdi sy phuc vu cua co quan hanh chinh nha nudc, dam
bao ket qua thu duoc khach quan, trung thue, phan anh ding thyc trang va cam
nhan, mirc do hai long va sy mong doi ciia nguoi dan, to chirc.

- Trén co s két qua do luong su hai long, to chirc quan triét trong co quan,
don vi, dong thot thye hién cac giai phap dé cing cd, nang cao chat luong phuc
vu ngudi dan, to chie, gop phan nang cao sy hai 10ng cua nguoi dan, to chic.

3. Pam bao nguon luc

- B6 tri du luc lugng cong chuc dé thuc hién cac nhiém vu trién khai do
luong sy hai long.

- Su phdi hop chit ché giita co quan hanh chinh nha nudc cac cap va don
Vi tu van, trién khai.

- T6 chire tap huan phuong phap, k¥ ning trién khai do ludng sy hai long.

- B4 tri du kinh phi trién khai do luong su hai long.

4. Xay dung co sé dir liéu vé két qua do lwong su hai 10ng

- Xay dung co s¢ dir lidu vé két qua do luong sy hai long nham dam bao
ngudi dan, t6 chirc va céan bo cong chirc, vién chirc dé dang tiép can, sit dung
thdng tin, phuc vu cho nhu cu nghién ciru, tim hiéu, dong gop ¥ kién, giai phap
giip co quan hanh chinh nha nuéc xay dung co ché, chinh sach nhim nang cao

chat lwong phuc vu nguoi dan, t6 chuc.
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- Két qua Chi s6 hai 10ng 1a mot tiéu chi dung dé xac dinh Chi sb cai cach
hanh chinh hang nam cua cac sd, ban, nganh, UBND huyén, thi x&, thanh pho
trén dia ban tinh.

V. KINH PHI THUC HIEN

~ 1.Kinh phi trién khai D¢ 4n Do luong su hai 10ng ciia nguoi dén, t6 chirc

doi véi su phuc vu ctia co quan hanh chinh phé nudce trén dia ban tinh An Giapg
giai doan 2018-2020 dugc dam bao tr nguon kinh phi cdi cach hanh chinh Uy
ban nhan dan tinh giao S¢ Noi vu quan ly, st dung hang nam va cac nguon tai
tro hop phéap khéac (néu co).

2. Viéc lap du toan, quan 1y, sir dung va quyét toan kinh phi trién khai Dé
an Po luong sy hai 10ng hang nam thyc hién theo quy dinh.

VI. THOI GIAN THU'C HIEN

Dé an Po ludong sy hai 10ng cua nguoi dan, t6 chuac ddi véi su phuc vu
cua co quan hanh chinh nha nudce trén dia ban tiqh An Giglng ‘du:(,)rc trien khai
hang nam va cong bo két qua vao quy Il ciia nam ti€p theo lién ké nam danh gia.

VII. TO CHUC THUC HIEN

1. S& Noi vu

- Chu tri trién khai D& an Po luong sy hai 10ng cua ngudi dan, t6 chirc dbi
Véi sy phuc vu ciia co quan hanh chinh nha nudc trén dia ban tinh An Giang giai
doan 2018-2020.

- Hang nam, tham muu Chu tich UBND tinh ban hanh Ké hoach trién
khai B¢ an Po luong su hai long hanh chinh.

- Phoi hop v6i S¢ Tai chinh xay dung du toan kinh phi thyc hién K&
hoach trién khai B¢ an Do luong sy hai long hanh chinh theo quy dinh.

- Phdi hop voi co quan, don vi lién quan thuc hién K& hoach trién khai Dé
an Do luong su hai long va Céng bo Chi so hai long hanh chinh trén dia ban tinh
hang nam.

- Xay dung, ban hanh cac van ban hudng dan cac s, ban, nganh, UBND
huyén, thi x&, thanh pho va cac don vi c6 lién quan trién khai Bé an Do luong su
hai long hanh chinh.

- T4 chure tap hudn, hoi théo trién khai D& 4n do ludng sy hai long hanh chinh.

- Nghién citru, ra soat, dé xuét viéc sira d6i, bd sung,vhoén thién D& an Po
luong sy hai long hanh chinh, phuong phap va cach thirc to chire, trién khai phi
hop véi diéu kién thuc te.

- Giam sét, kiém tra, danh gia, tong hop viéc trién khai do luong sy hai
long trén dia ban tinh.

- Tong hop, béo cdo UBND tinh, Ban Chi dao CCHC tinh vé viéc trién
khai Bé an Do Iuong su hai 10ng cua nguoi dan, to chirc doi véi su phuc vu cia
co quan hanh chinh nha nuéc trén dia ban tinh An Giang hang nam.
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- Xay dung co sd dir liéu cua tinh vé két qua do luong su hai 1dng hanh
chinh hang nam.

2. C4c sé, ban, nganh tinh, UBND cac huyén, thi x4, thanh phd

- Phéi hop, hd tro S& Noi vu trong trién khai diéu tra x& hoi hoc do luong
su hai long ctia nguoi dan, to chire doi véi sy phuc vu hanh chinh trong pham vi
co quan, don vi, dia phuong.

- Nghién ctru, dong gop y klen diéu chinh, sira d6i, b sung ndi dung,
phuong phéap va céach thirc to chue, trién khai D& an Po ludng su hai 10ng hanh
chinh cua tinh guri So N6i vu tong hop, bao cao UBND tinh.

- T6 chirc thong tin, tuy@n truyén viéc trién khai va két qua do ludng su
hai 16ng hanh chinh. Sir dung két qua do luong sy hai 1ong cia co quan, don vi,
dia phuong dé thuc hién cac giai phap cai thién, nang cao hiéu luc, hiéu qua
quan ly nha nudc va nang cao mirc do hai 10ng cua ngudi dan td chirc dbi voi su
phuc vu cta co quan hanh chinh nha nudc cac céip trén dia ban tinh.

CHU TICH

Ky bai: Uy ban Nhan dan

~ tinh
Email:

Vwong Binh Thanh

ubnd@angiang.gov.vn
Cd quan: Tinh An Giang
Thdi gian ky: 27.08.2018
09:10:18 +07:00



PHU LUC
MAU PHIEU PIEU TRA XA HQI HQC
(Ban hanh kém theo Quyét dinh $6 .......... IQD-.........
ngay .....thang ..... nam 2018 cua ............c........... )

PHIEU KHAO SAT SU"HAI LONG CUA NGUOI DAN, TO CHUC
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Dé c6 co so cai thién chat lugng phuc vu ngudi dan, t6 chic cia co quan
hanh chinh nha nuéec, ................ tien hanh khao sat mtrc d6 hai long cia nguoi
dan, to chtrc doi vdi viéc cung tng dich vu hanh chinh cong .

................ kinh mong nhan duoc sy hop téc cua Ong/Ba thdng qua tra 1oi
day du, khach quan cac cau hoi trong phiéu khao sat nay.

Xin tran trong cam on Ong/Ba!
II. HUONG DAN TRA LOI CAC CAU HOI

Xin Ong/Ba danh diu (x) vao & vudng (o) hodc khoanh tron vao mic diém
(3,2,1) tuong tng v6i phuong an tra 16i ma Ong/Ba chon dbi voi ting cau hoi.

I11. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban than theo cac ndi dung dudi diy:
1. Do tudi:

0 Dudi 25 tudi

0 25 - 34 tudi

0 35 - 49 tudi

0 50 - 60 tudi

o Trén 60 tudi

2. Gi¢i tinh:
1U



0 Nam

o N

3. Trinh d9 hoc van:

o Tiéu hoc (cip I)

0 Trung hoc co s6 (cap 1)

0 Trung hoc phd thong (cap I1T)

o Day nghé/Trung cap/Cao dang

0 Pai hoc

o Trén Pai hoc

4. Nghé nghiép:

o Lam ngi trg/Lao dong tu do

o0 Nghi huu

0 Sinh vién

o Lam viéc tai to chirc/doanh nghiép trong linh vuc tu

o Can bd/cong chirc/vién chire/nguoi cong tac trong luc lugng Vil trang
0 KNAC (XIN VIS CU THE): w.vveveeeeeeeereeee ettt
5. Noi sinh song:

0 Do thi

o Nong thén

o Mién nui
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B. PHAN CAU HOI

Cau 1. Xin Ong/Ba vui long cho biét mirc d9 hai 1ong ciia Ong/Ba vé nhirng

noi dung sau:

(Xin Ong/Ba khoanh tron vao mét mirc diém ma Ong/Ba lwa chon, trong dé diém

3= hai Iong, 2= binh thuong, 1= khong hai long)

Hai | Binh |Khong
Nhan dinh Iong |thwong|hai long
3 2 1
I. TIEP CAN DICH VU
1. Bo phan tiép nhan va tra két qua c6 dir chd ngdi chd 3 2 1
2. Trang thiét bj phuc vu ngudi dan, t6 chirc tai B phan tiép nhan
TP RS SV ) 3 2 1
\va tra ket qua day du, tién nghi
Il. THU TUC HANH CHINH
3. Thii tuc hanh chinh dugc niém yét cong khai day du, chinh xac 3 2 1
4. Thanh phan hd so ma Ong/Ba phai np 1a diing quy dinh 3 2 1
5. Murc phi/lé phi ma Ong/Ba phai nop 1a ding quy dinh 3 2 1
6. Thoi han giai quyet ghi trong gidy hen (tlnh tir ngdy co quan tiép 3 2 1
nhan ho so ra phiéu hen dén ngdy nhan két qua) 1a dang quy dinh
I11. CONG CHUC TRUC TIEP GIAI QUYET CONG VIEC
7. COng chire ¢o thai d6 giao tiép lich su, than thién 3 2 1
8. Cong chtrc giai dap day du cac y kién cua Ong/Ba 3 2 1
9. Cong chirc huéng dan ké khai hd so day du, rd rang, dé hiéu 3 2 1
10. Cong chirc tuan thu ding quy dinh trong giai quyét cong viée 3 2 1
IV. KET QUA CUNG UNG DICH VU HANH CHINH CONG
11. Két qua ma Ong/Ba nhan duoc 1a ding quy dinh 3 ’ 1
(Két qua cé thé la duge cap gidy to hodc bi tir choi cdp gidy 10)
12. Két qua ma Ong/Ba nhan duoc c6 thong tin day du, chinh xac 3 2 1
V. TIEP NHAN VA GIAI QUYET PHAN ANH, KIEN NGHI
Néu Ong/Ba da coy klen gop Y, phan dnh, kién nghi, xin Ong/Ba
tra [oi cdc cdu hoi tir s6 13 dén s6 16:
13. Co quan giai quyét tha tuc hanh chinh co niém yét cong khai 3 5 1
dia chi tiep nhan phan anh, kién nghi dung quy dinh
14. Ong/Ba d& dang thyc hién phan anh, kién nghi voi co quan giai
e X . 3 2 1
quyeét thu tuc hanh chinh
15. Co quan giai quyét thu tuc hanh chinh tiép nhan, xir Iy cac phan 3 5 1
anh, kién nghi cua Ong/Ba tich cuc
16. Co quan giai quyét thu tuc hanh chinh théng béo kip thoi két 3 5 !

qua xir Iy cac phan anh, kién nghi cho Ong/Ba
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Cau 2. Pé nang cao chat hrong phuc vu nguoi din, to chirc trong thoi gian
t6i, theo Ong/Ba Co quan hanh chinh nha nwéc can phii quan tim den ndi dung
nao dudi day?

(Xin Ong/Ba wu tién chon 3 néi dung trong cdc néi dung dwéi day)

0 Mé rong cac hinh thirc thong tin dé nguoi dan dé dang tiép can dich vu hanh
chinh cong.

o Cai thién hé théng co so vat chat, trang thiét bi phuc vu nguoi dan tai co quan
giai quyét thu tuc hanh chinh/ Bo phan tiép nhan va tra két qua.

o Tiép tuc don gian hoa cac thii tuc hanh chinh.

0 Tang cudng niém yét cong khai, minh bach tha tuc hanh chinh.

0 Tang cuong tmg dung cong nghé thong tin trong giai quyét tha tuc

0 Ruat ngan thoi gian giai quyét tha tuc hanh chinh.

0 Giam phi/Ié phi giai quyét thu tuc hanh chinh.

0 Cai thién thai do giao tiép ctia cong chic.

0 Cai thién tinh than phuc vu clia cong chic.

0 Nang cao nang luc giai quyét cong viéc clia cong chirc.

0 Tiép nhan, giai quyét tot cac y kién gop ¥, phan anh, kién nghi cia ngudi dan.
0 KRAC (XIN VIEE ClTNE): oo

XIN TRAN TRONG CAM ON ONG/BA !
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