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XA HOA THANH Doc 1ap - Tw do - Hanh phuc
S6: 144 |KH-UBND Hoa Thanh, ngay 2 thang 10 nam 2024
KE HOACH

Po lwdng, nang cao sw hai 10ng ciia ngwoi dan ddi véi sw phuc vu
cuia co quan hanh chinh nha nwéc trén dia ban xa8 Hoa Thanh
nam 2024 va cac nam tiep theo

Thuc hién Quyét dinh sé 950/QD-UBND ngay 12/7/2024 ciia UBND tinh
Phi Yén vé ban hanh Ké hoach nang cao su hai 10ng ctia nguoi dan déi véi su phuc
vu cua co quan hanh chinh nha nudc trén dia ban tinh Phu Yén nam 2024 va cac
nam tiép theo;

Thuc hién ké hoach s6 276/KH-UBND, ngay 22/10/2024 cta Uy ban nhan
dan thi xa Péng Hoa vé do ludong, ning cao su hai long cua nguoi dan dbi véi sy
phuc vu ctia co quan hanh chinh nha nudc trén dia ban thi xa Pong Hoa nam 2024
va cac nam tiép theo;

UBND x4 ban hanh Ké hoach do luong, nang cao sy hai 10ng ctia ngudi dan
dbi véi su phuc vu caa co quan hanh chinh nha nuéc trén dia ban xa Hoa Thanh
nam 2024 va cac nam tiép theo, nhu sau:

I. MUC PiCH, YEU CAU
1. Muc dich

- Hang nam, tién hanh do ludng va céng bd Chi s6 hai long cua ngudi dan
dbi voi sy phuc vu caa co quan hanh chinh nha nudc trén dja ban thi x3 Pong Hoa
(tén tiéng Anh 1 “Satisfaction Index of Public Administrative Services”, viét tit 1a
“Chi s6 SIPAS”).

- Cung cap cho chinh quyén dia phuong, co quan hanh chinh nha nuéc cac
cép cac thong tin khach quan vé nhan dinh, danh gia, mirc do hai long, nhu cau,
mong doi ctia nguoi dan ddi véi s phuc vu ciia co quan hanh chinh nha nudc dua
trén cam nhan cta nguoi dan. Dé ra cac giai phap phu hop, hiéu qua nham cai thién,
nang cao chat luong phuc vu cta co quan hanh chinh nha nudc va su hai 1ong cua
ngudi dan theo Ké hoach s6 145/KH-UBND ngay 10/12/2021 cia UBND thi xi vé
thie hién Chuong trinh tong thé cai cach hanh chinh nha nudc giai doan 2021 -
2030; Ké hoach s6 09/KH-UBND ngay 18/01/2022 ctia UBND x& vé thuc hién
Chuong trinh hanh dong cua Thi uy vé lanh dao, chi dao déy manh cai cach hanh
chinh, nang cao céc chi sé lién quan dén cai cach hanh chinh; cai thién méi truong
dau tu kinh doanh, hd trg doanh nghiép phét trién trong béi canh hoi nhap qudc té
va cudc cach mang cong nghiép lan thir tu.

- Tap trung trién khai, thuc hién cac nhiém vu nhim nang cao sy hai long
ctia nguoi dan theo cac tiéu chi danh gia tai Quyét dinh s6 1001/QD-BNV ngay
11/12/2023 ctia Bo Noi vu ban hanh Phuong phap do luong sy hai long ctia nguoi
dan d6i véi su phuc vu ciia co quan hanh chinh nha nudc giai doan 2023-2026;
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Quyet dinh s6 950/QD-UBND ngay 12/7/2024 ctia UBND tinh Phil Yén ban hanh
Ké hoach nang cao su hai long ctia ngudi dan ddi véi su phuc vu cua co quan hanh
chinh nha nuéc trén dia ban tinh Phu Yén nam 2024 va cic nim tiép theo.

- Tao di€u kién, co hoi dé nguoi dan tham gia vao qua trinh xay dung, t6
chtrc thuc hién chinh sach va gidm sat do61 véi hoat dong cua cac co quan hanh
chinh nha nudc.

2. YéU ciu

- N6i dung c4c chuong trinh, nhiém vu trong ké hoach phai phil hop véi muc
tiéu, yéu cau cua cai cach hanh chinh nha nuéc, quy dinh ctia phap luat hién hanh
va yéu cau, thuc tién cia xa.

- Phan cdng rd trach nhiém, nhiém vu cta dia phuong ddi véi cac ndi dung
nang cao sy hai 10ng ctia ngudi dan, di véi su phuc vu cta co quan hanh chinh nha
nude. Pong thoi, ting cudng su phdi hop giita cac ban, nganh trong thyuc hién cac
nhiém vy, giai phap theo ké hoach dé ra.

- Cac ban, nganh coi day la mot trong nhitng nhiém vu quan trong la tiéu chi
dé danh gi, xép loai, thi dua - khen thuong ddi voi tap thé, ca nhan hang nam.

- Két qua do ludng su hai long phai dam bao tinh tin cdy, chinh xéc, dugc
cong bd kip thoi, rong rai nham giup cac co quan hanh chinh nha nu6e xac dinh
duoc cac giai phap khéc phuc nhiing tdn tai, han ché va cai thién chat luong phuc
vu, Nang cao su hai 10ng ctia ngudi dan ddi véi su phuc vu cua co quan hanh chinh
nha nudc.

1. NOI DUNG

Po luong su hai 10ng cua ngudi dan dugc thyc hién doi vai 03 noi dung: (i)
Nhan dinh, danh gi& ctia ngudi dan doi véi su phuc vu cua co quan hanh chinh nha
nudc; (il) Mure do hai long ctiia nguoi dan doi vaoi su phuc vu cua co quan hanh chinh
nha nudc; (iii) Nhu cau, mong doi cua ngudi dan doi véi su phuc vu ciia co quan
hanh chinh nha nudc.

1. Noi dung do lwong

a) Po lwong nhén dinh, danh gia cia ngwoi dan ddi véi sw phuc vu ciia
co’ quan hanh chinh nha nwéc, bao gom cac tiéu chi:

- Muirc d quan tam theo ddi ciia ngudi dan do6i véi cac chinh sach cong;

- Kénh thdng tin ma nguoi dan sir dung dé theo ddi cac chinh sach cong;

- Mirc d phu hop cua cac hinh thirc tiép can thong tin vé chinh sach cong
do1 véi nguoi dan;

- Mirc @6 ngudi dan sin sang tham gia gop ¥ kién cho co quan nha nudce vé
chinh sach céng;

- Cam nhan cta ngudi dan vé tinh trang cong chire gay phién ha, sach nhiéu
trong qud trinh giai quyét tha tuc hanh chinh;
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- Cam nhén cua nguoi dan Vé tinh trang phai dua tién ngoai quy dinh cho
cong churc trong qua trinh giai quyét tha tuc hanh chinh;

- Mirc d phu hop cta cac hinh thirc ndp ho so, nhan két qua phu hop ddi
voi nguoi dan;

- Su trai nghiém ctia ngudi dan vé chinh sach céng, dich vu hanh chinh
cong, dich vu cong co ban, thiét yéu.

b) Po lwong sw hai long ciia ngudi din déi voi sw phuc vu ciia co’ quan
hanh chinh nha nudc:

Po ludng su hai 1ong cta ngudi dan d6i vai su phuc vu cua co quan hanh
chinh nha nudc dugc thyc hién thong qua 02 ndi dung, gom: (i) Po luong sy hai
1ong ctia ngudi dan dbi véi viée xay dung, t6 chtrc thuc hién chinh sach cong va

(ii) Do ludong sy hai 10ng cua ngudi dan ddi véi viée cung tng dich vu hanh chinh
cong.

* Po luong su hai long cua nguoi dan ddi vai viee xay dung, td chirc thuc
hién chinh sach cong:

- Cac chinh sach cong quan trong d6i voi doi sdng cua nguoi dan duoc lya
chon d¢ do luong sy hai long cua nguoi dan gom: Chinh sach phat trién kinh te;
chinh sach kham, chitra bénh; chinh sach giao duc pho théng; chinh sach nudce sinh
hoat; chinh sach dién sinh hoat; chinh sach trat tu, an toan x& hoi; chinh sach giao
thong duong bg; chinh sach an sinh, xa hoi; chinh sach cai cach hanh chinh.

- 04 yéu t6 quan trong cua ndi dung “Xay dung, t6 chirc thue hién chinh
sach cong” dugc lya chon dé do luong sy hai long cua nguoi dan, gom: (i) Trach
nhiém giai trinh cta chinh quyén; (ii) Sw tham gia cua ngudi dan; (iii) Chat luong
to churc thyc hién chinh sach; (iv) Két qua, tac dong cta chinh sach.

- Mbi yéli td duoc luwa chon mét sd tiéu chi dé do luong sy hai long ctua
nguoi dan va moi tiéu chi dugc phan anh trong mot cau héi khao sat.

** Po luong sy hai 1ong ctia ngudi dan ddi véi viée cung tmg dich vu hanh
chinh cong:

- Céc dich vu hanh chinh c6ng dugc lga qhQn dé do luong su hai long CL:1a
nguoi dan 1a cac dich vu hanh chinh cong phd bién dugc cung ting tai chinh quyén
dia phuong.

-05 yeu t6 quan trong ciia ndi dung cung img dich vu hanh chinh cong duoc
lwa chon dé do luong sy hai 1ong cia nguoi dan, gom (i) Tiép can dich vy; (ii)
Thua tuc hanh chmh (iii) Cong churc truc tiép g1a1 quyét coéng viée; (iv) Két qua
dich vy; (v) Viéc tiép nhan, xtr Iy phan anh, kién nghi ctia nguoi dan.

- Mo6i yeu td duoc lua chon mot sb tiéu chi cu thé dé do luong su hai long
cuia nguoi dan.

¢) Po lwong nhu ciu, mong doi ciia ngwdi dan ddi véi sw phuc vu cia
co’ quan hanh chinh nha nwéc, bao gom cac tiéu chi:

- Nang cao tinh cdng khai, minh bach trong cung cap thong tin cho ngudi
dan.
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- Tang cuong trach nhiém giai trinh cua chinh quyén ddi véi nguoi dan.

- M6 rong cé4c co hoi tham gia giam sét ctia nguoi dan d6i véi hoat dong cua
chinh quyén.

- Nang cao hiéu luc, hiéu qua hoat déng cua chinh quyén dia phuong.

- Tang cudng co s& vat chat, trang thiét bi phuc vu giai quyét cdng viéc cho
nguoi ngudi dan.

- Nang cao ning luc cta can bo, cdng chire, vién chire trong giai quyét cong
viéc cho nguoi dan.

- Nang cao tjnh than, thai do phuc vu cua can bg, cong chuc ddi vai nguoi
dan trong giai quyét cong viéc cho nguoi dan.

- Tang cudng tmg dung cdng nghé théng tin, chuyén dbi sé trong giai quyét
cong viéc cho nguoi dan.

- Nang cao chat luong cung g dich vu cong truc tuyén dé tao dleu kién
thuan loi, dé dang cho ngudi dan trong thyc hién dich vu cong truc tuyén.

- Nang cao chat luong tiép nhan, giai quyét y kién gop y, phan &nh, kién nghi
cua nguoi dan.

2. Phwong phap do lwong:

a) Miu khio sat

Ap dung hinh thirc khao sat chon mau dé thu thap thong tin do luong su hai
long cua ngudi dan. Viéc chon mau khao sat duge thuc hién theo phuong phap
chon mau ngau nhién nhiéu giai doan.

* Pi tuong khao sat:

Bugc chia lam 02 nhém:

- Nguoi dan, t6 chic thuc hién thu tuc hanh chinh cdng tai dia phuong va
nguoi dan;

- Nguoi dai dién cho ho gia dinh, du 18 tudi tro 18n, c6 du ning luc hanh vi,
biet doc, bict viet.

* C& mau khao sat:

Puoc quy dinh cu thé, dam bao phu hop voi diéu kién, nguoén luc thuc hién
khao sat dong thoi dép tng yéu cau vé c& miu trong khao sat.

b) Phiéu khio sét

Phiéu khao sat gdm céc cau hoi c6 sin phuong an tra 101 dé nguoi dan, to
chuc lya chon dam bado bo cuc va ndi dung nhu sau:

- Phan thong tin chung: Muc dich ciia khao sat do luong su hai 1ong; huéng
dan cach tra 161 cac cau hoi; thong tin ¢4 nhan ngudi dan/to chuec.

- Phan cAu hoi: C4c ciu hoi vé nhan dinh, danh gi4 ctia ngudi dan ddi véi su
phuc vu cta co quan hanh chinh nha nudc; cac cau hoi vé mirc do hai long cua
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ngudi dan d6i v6i sy phuc vu ciia co quan hanh chinh nha nuéc; cac cau hoi vé nhu
cau, mong doi cua nguoi dan doi voi sy phuc vu ciia co quan hanh chinh nha nudéc.

c) Phwong thirec khao sat

Tuy theo diéu kién cu thé, &4p dung mot cach phi hop mot hodc nhiéu phuong
thirc khao sat dudi day:

- Phéat phiéu khao sét truc tiép dén nguoi dan;

- Phéat phiéu khao st qua duong buu dién;

- Khao sét truc tuyén trén trang thdng tin dién tir hodc cac nén tang x4 hoi;

- Phong vén tryuc tiép ngudi dan dua trén cau hoi cd san;

- Phong van nguoi dan qua dién thoai dwa trén cau hoi c6 san.

Trong trudng hop thuc hién khao sat thong qua diéu tra vién, diéu tra vién
phai dam bao thuc hién cac nhiém vu co ban sau: Dem phicu khao sat tryc tiep den
ngudi dan, ho gia dinh ¢ tén trong danh sach mau khao sat; giai thich phleu khao
sat; dua phiéu dé nguoi dan, nguoi dai dién ho gia dinh ty tra 101; thu phiéu da tra
161; kiém tra phiéu thu vé dé dam bao tat ca cac cau hoi déu duoc tra 1oi; thanh toén
tién tra 101 khao sat cho nguoi dan, nguoi dai dién ho gia dinh; thuc hién ching tu
tai chinh (n€u c0); sap x&p, bao quan phiéu khao sat da hoan thanh; giao ndp phicu
khao sat; dam bao bi mat thong tin tra 101 trén phicu khao sat va théng tin vé nguoi
tra 101 khao sat. Biéu tra vién tuyét doi khong duogc goi y cau tra 101 cho nguoi dan,
khong duogc tra 1o1 thay cho nguoi dan, khong duge x6a hay dién bat ky thong tin
gi vao phan cau hoi khao sat va cau tra loi cua nguoi dan, khong dugce sao chup
hay chia sé, cung cap bat ky thong tin gi trén phleu khao sat da tra 101 dudi bat ky
hinh thtrc nao cho bat ky c4 nhan, t6 chirc nao..

Co quan chu tri do luong sy hai long cia nguoi dan phai xay dung tai ligu
hudng dan khao sat va tap huan cho diéu tra vién nham dam bao két qua khao sat
chinh x4c, khach quan, c6 chat lugng tot.

Yéu cau két qua khao sat sy hai 10ng cia nguoi dan phai khach quan, trung

thue, chinh xéc, ¢6 ¥ kién cta ngudi dan dai dién cho moi thanh phan nhan khau
hoc.

d) Phuc tra khao sat

Tuy diéu kién, nguén luc, quy mo khéo Sélt,, nhu cau thong tin..., c6 thé lya
chon hinh thirc phtic tra khao sat phu hgp trong s6 cac hinh thirc sau:

- Phét phiéu khao sat lai dén ngudi dan, ho gia dinh di tham gia tra 10i phiéu
khéo sat theo hinh thurc truc tiép;

- Phét phiéu khao sat lai dén ngudi dan, ho gia dinh di tham gia tra 101 phiéu
khéo sat qua duong buu dién;

- Phét phiéu khao sat lai dén nguoi dan, ho gia dinh da tham gia tré 1oi phiéu
khao sat theo hinh thtrc truc tuyén;
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- Phong van lai nguoi dan, ho gia dinh da tham gia tra 10i phiéu khao sat
theo hinh thurc gdp truc tiép;

- Phong van lai nguoi dan, ho gia dinh da tham gia tré 161 phiéu khao sat qua
dién thoai, tin nhan SMS;

Yéu cau két qua phuc tra khao sat phai phai khach quan, trung thyc, chinh
xac va dugc st dung lam co s& dé xu 1y céac ton tai, vi pham va rat kinh nghiém
cho céac cudc khao sat sy hai long cua ngudi dan trong thoi gian tdi.

d) Tong hop, phan tich dit liéu

Trén co s¢ thu thap thong tin tur phiéu khéo sat, tién hanh tong hop, phan
tich cac dir liéu thong k8. Vige téng hop, phan tich dir liéu dira vao c4c phan mém
thong ké phu hop v6i thuc té. Cac thdng tin thu dugc tir phleu khao sat dugc tong
hop, phan tich va tinh toan cac chi so twong tmg dé cung cap thdng tin phuc vu cho
cong tac quan ly. Céc chi sd nay dugc tinh bang ty 1€ phan tram (%) gitra s6 nguoi
tra 101 cung phuong an d6i véi mdi cau hoi trén tong sd ngudi tham gia tra 161 moi
cau hoi duoc thé hién trong Phiéu khao sat hang nim (chi tiét thang do va cong
thiec tinh tai Phu luc 1 kem theo). Hoan thénh Bao cédo két qua do luong sy hai
Iong, hoan thanh trudc ngay 10 thang 12 hang nam.

e) Kinh phi thwc hi¢n

Kinh phi trién khai ké hoach do ludng sy hai long ciia ngudi dan doi voi su
phuc vu cua co quan hanh chinh nha nuéc hang nam do nguon ngéan sach nha nudce
dam bdo.

Viéc lap du toén, quan ly, str dung va quyét toan kinh phi thyc hién theo quy
dinh cua phap luat hién hanh.

I11. TO CHU'C, THU'C HIEN

1.Vin phong —Thong ké xa:

- Tham muu x4y dung ké hoach t6 chirc thyc hién do luong su hai long cia
nguoi dan ddi voi su phuc vu cua cac co quan hanh chinh, c¢é trach nhiém:

+ Quyét dinh so lwong mau, phan bo mau va phuong phép khao sét; lwa chon,
ky két hgp dong don vi thuc hién khao sat do ludong su hai 10ng cia nguoi dan dam
bao minh bach, khach quan.

+Xay dung Ké hoach trién khai cac dot khao sat do ludng sy hai long cua
nguoi dan va theo doi, danh gid, bao cdo UBND x3, Chu tich UBND xa, Ban chi dao
Cai c&ch hanh chinh, cai thién mdi truong dau tu kinh doanh xa vé viée trién khai do
ludng su hai 10ng ctia ngudi dan, chuong trinh, ké hoach khic phuc cac ton tai, ning
cao chit lvgng phuc vu ngudi dan cua dia phuong.

+ Pinh ky nghién ctru, ra soat, & xuat hoan thién phuong phap, cach thirc to
chtre trién khai do ludng sy hai 1ong ctia nguoi dan déi véi su phuc vu cua cac co
quan hanh chinh nha nudc phu hop véi diéu kién thuc té cua xa.

(Nhiém vu chi tiét tai phu luc 2)

-C6 trach nhiém don déc, huéng dan va kiém tra thuc hién nghiém viéc danh
gia chat lugng giai quyét TTHC theo quy dinh cta Nghi dinh s6 61/2018/ND-CP
ctia Chinh pht ngay 23/4/2018 cta Chinh phu vé thuc hién co ché mét cira, mot cira
lién thong trong giai quyét thu tuc hanh chinh va theo B chi sé chi dao, diéu hanh
va danh gié chat luong phuc vu ngudi dan, doanh nghiép theo Quyét dinh 766/QD-
TTg ngdy 23/6/2022 ciia Thu tuéng Chinh phil dé xac dinh va bao cdo dinh ky vé
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két qua danh gia mirc do hai long cta nguoi dan, doanh nghiép trong viéc thuc hién
TTHC, cung cap dich vu cong.
-T6 chirc nghién ctru tham muu UBND x3 quan triét sau sic dén doi ngii can
b, céng chrrc, vién chire va pho bién sau rong dén ngudi dan, doanh nghiép cac noi
dung, tiéu chi danh gia Chi s6 hai long ctia nguoi dan dbi voi sy phuc vu ciia co quan
hanh chinh nha nudc (SIPAS), Chi s6 hiéu qua Quan tri va Hanh chinh cong cap tinh
(PAPI).
- Lap danh sach ngudi dan nam trong d6i twong chon mau khao sat dam bao
chinh x4c, diy du thong tin theo yéu cau.

- Pinh ky bao cdo két qua trién khai thuc hién cac ndi dung duoc giao trong
ké hoach nay (16ng ghép trong Béo cdo cai cach hanh chinh cta co quan, don vi)
guri Phong Noi vu téng hop, bao cdo UBND thi xa theo quy dinh.

2. Vin hoéa va Thong tin, Dai Truyén thanh x&: Tiép tuc diy manh cong tac
tuyén truyén vé cai cach hanh chinh; xay dung cac chuyén trang, chuyén muc vé cong
tac cai cach hanh chinh va cic ndi dung trong ké hoach nay dé thuc hién tuyén truyeén.

3.Tai chinh - Ké toan

Trén co so dé nghi ciia don vi va cin cr kha ning can doi ngan sach, tham
muu UBND x3 bo tri du toan kinh phi dé thuc hién theo quy dinh.

Yéu cau cac ban, nganh nghiém tdc trién khai thuc hién./.

Noi nhén: TM.UY BAN NHAN DAN
- Phong No6i vu thi xa;

- TT. Pang ty, HDND xa;
- CT, cac PCT. UBND x3;
- Céc ban nganh DT x4;

- Luu: VT, UBND.

Poan Phu Hiru
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