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

HUYEN THACH AN Péc 1ap - Tw do - Hanh phuc
S6: 83 /KH-UBND Thach An, ngay /3 thang 01 nam 2025
KE HOACH

Khao sat mirc d6 hai 1ong ciia ngudi dan, to chire ddi voi dich vu
hanh chinh cong tai B¢ phin Tiép nhin va tra ket qua cap huyén, cap xa

Thuc hién Ké hoach sé 64/KH-UBND ngay 10/01/2025 ctia Uy ban nhéan
dan huyén Thach An, vé viéc ban hanh ké hoach cai cach hanh chinh nam 2025,
Nhim nang cao chat luong phuc vu va tao su hai long cua td chic, cong dan
trong viéc giai quyét thu tuc hanh chinh trén dia ban huyén, Uy ban nhan dén
huyén Thach An ban hanh K& hoach khao sat su hai long ctia nguoi dan, t6 chire
doi véi su phuc vu cua co quan hanh chinh nha nudc trén dia ban huyén nam
2025 nhu sau:

I. MUC PiCH, YEU CAU
1. Muc dich

- Do luong sy hai long ciia nguot dan, td chire ddi véi su phuc vu cua co
quan hanh chinh nha nudc nham thu thap cac thong tin gdp ¥ ctia nguoi dan, to
chuc dé danh gia khach quan viéc tuan thi cac quy dinh ciia phéap luat trong giai
quyét thtl tuc hanh chinh, chat lugng cung tng dich vu hanh chinh cong cta co
quan hanh chinh nha nuéc trén dia ban huyén. Qua do, phat huy vai tro giam sat
ctia ngudi dan, to chtrc dbi vai su phuc vu clia cac co quan hanh chinh nha nudc.

- Céc co quan hanh chinh nha nudc nim bat duoc yéu cau, mong mudn
cuia nguoi dan, t6 chiic dé c6 nhitng bién phap cai thién chat lugng phuc vy va
cung Ung cac dich vu hanh chinh cong va nang cao sy hai long ctia nguoi dén, to
chtrc va nang cao trach nhiém, thai dé phuc vu ngudi dan, t6 chuc cua doi ngii
can bg, cong chuc, vién chuc trén dia ban huyén ngay cang tot hon trong giai
quyét TTHC cho nguoi dan, to chuec.

2. Yéu ciu

-Viéc tién hanh lay y kién ciia nguoi déan, t6 chirc 1 viéc lam thuong
xuyén theo quy trinh v&i cic hinh thure thi€t thuc nham dam bdo lay y kién cua
nguoi dan, to chire kip thoi.

-Viéc 1ay y kién khao sat phai bao dam khach quan, khoa hoc, cong khai,
minh bach; phan 4nh trung thuc két qua danh gid ctia ngudi dan, t6 chue vé hoat
dong cung g dich vu hanh chinh cong tai B§ phan ti€p nhan va tra két qua
(TN&TKQ).

- Két qua khdo sat phai dugc cong bd day du, kip thoi, cong khai theo quy
dinh va la can ctr dé ra cac giai phap cai thién, nang cao chat lugng cung tng
dich vu hanh chinh cong.



II. PHAM VI, POI TUQNG KHAO SAT
1. Pham vi khao sat

Tat ca cac tha tuc hanh chinh c6 phat sinh giao dich d6i v6i nguoi dén, t6
chtrc thuc hién tai B phan TN&TKQ cap huyén, cap xa trén dia ban huyén
Thach An trong nam 2025.

2. Pbi twong khio sat

DPoi tuong duoc khao sat murc do hai lbng l1a ngudi dan, t6 chire ¢ giao
digh hanh chinh cong tai BO phan TN&TKQ cap huyén va UBND cac xa, thi
tran trén dia ban huyén.

III. NOI DUNG VA PHUONG PHAP KHAO SAT
1. N§i dung khao sat

- Khdo sat, lay y kién nhan xét, danh gid vé cac yéu té co ban ciia qua
trinh cung tmg dich vu hanh chinh cong tai B phan Tiép nhan va tra két qua:

(1) Cong chirc (hodc Vién chirc) giai quyét cong viée;

(2) Co so vat chét va cac diéu kién h tro t6 chi, cong dan trong khi giao dich;
(3) Cac noi dung niém yét cong khai;

(4) Vé thu tuc;

(5) V& phi, 1é phi;

(6) V& thoi gian giai quyét hd so so v6i phiéu hen;

(7) Mtic hai 10ng chung cta to chire, cong dan.

- Thu thap ¥ kién gép ¥ cta ngudi dan vé cac giai phap nang cao chat
lugng cung g dich vu hanh chinh cong.

2. Nguoi thue hién viéc khao sat

Can b0, cong chirc lam viéc tai bd phan Mot ctra cua huyén, cac xa, thi
tran thuc hién khao sat mirc d¢ hai Iong cua nguoi dan, t6 chure doi voi dich vu
hanh chinh cong thuc hién tai B phan TN&TKQ.

3. Phuwong phap khio sat

Can ct tinh hinh thuc té, cong chic lam viéc tai bd phan TN&TKQ cua
huyén, céc xa, thi tran lya chon hinh thirc khao sat phu hop.

3.1. Khdo sdt truc tiép thong qua Phiéu khdo sdt
(C6 mau phiéu kém theo)
3.2. Khdo sdt trwc tuyén théong qua irng dung quét mi OR
a. Cong cu phuc vu khao sat
- Phiéu khao sat dugc thiét ké trén tng dung Google Biéu mau.

- Tao mi QR cho duong lién két cua bang héi dé ngudi dan, to chirc quét
ma QR trén tng dung Zalo.



- Dién thoai théng minh "quét mé QR (code) trén ng dung Zalo" hodac
"Quét ma QR bang camera" cua dién thoai H¢ diéu hanh 10S (do nguoi dan tu
trang bi).

b. Cach thurc thuc hién:

- M4 QR duoc in ra va dan tai quiy ciia Bo phan TN&TKQ (theo mau
cua tung don vi tai Phu luc I kem theo).

- Khi nguoi dén, to chirc dén thyc hién tha tuc hanh chinh (TTHC) cho
nguoi dan, cong chue truc tai Bo phan TN&TKQ hudng dan cho ngudi déan su
dung dién thoai thong minh d¢ quét ma QR va dién phiéu khao sét:

+ Truong hop nguoi dan dong y dién phiéu ngay tai B6 phan TN&TKQ:
Cong chire huéng dan nguoi dan dang nhép vao ung dung Zalo, st dung tinh
nang “Quet ma QR” dé quét, sau do dang nhép vao duong link khdo sat va tién
hanh dién phi€u (co hinh minh hoa tai Phy luc Il kem theo).

_ 1 Truong hop nguoi dan muon dién phiéu sau: Cong chirc mot cira hudng
dan nguoi dan sir dung may anh trén dién thoai thong minh dé chyp lai ma QR.
Khi nao nguoi dan muon dién phiéu thi dang nhap vao ing dung Zalo, sir dung
tinh nang “Quét ma QR”, sau 516, an “CI}Qn m€1, QR ttr thu vién anh”, dang nhap
vao duong link khao sat va ti€n hanh dién phi€u (co hinh minh hoa tai Phu luc
[11 kém theo).

+ Truong hop nguoi dan diang ky nhan két qua giai quyét TTHC qua dich
vu buu chinh cong ich: Cong chirc in Phy luc III ra gidy va gui kém theo trong
buu pham dé nguodi dan biét, thuc hién khdo sat tai nha.

4. S6 lwong khao sat

- Cap huyén: 150 phiéu/ndm tai Bo phan tiép nhan va tra két qua cip huyén.

- Cap x4, thi tran: 300 phiéu/nam dbi v6i mdi x4, thi trén.

(C6 mau phiéu khdo sat kém theo).

5. Thoi gian to chirc khao sat, bao cao dinh ky

- Thoi gian t6 chtic khao sat: tir ngdy 01/01/2025 dén 31/12/2025.

- Thyc hién bao cao dinh ky theo quy, cu thé nhu sau:

+ Bdo cdo quy I, guri truée ngay 07/3/2025, thoi gian chot s6 lidu tinh tir
ngay 01/01/2025 dén ngay 04/3/2025.

+ Béo céo quy 1I, gui trude ngdy 07/6/2025, thoi gian chot so ligu tinh tir
ngay 01/01/2025 dén ngay 04/6/2025.

+ Bao cao quy III, gui trude ngay 07/9/2025, thoi gian chét s6 liéu tinh tir
ngay 05/6/2025 dén ngay 04/9/2025.

+ Bao céo nam, gui trude ngay 07/12/2025, thoi gian chét sb liéu tinh tir
ngay 01/01/2025 dén ngay 04/12/2025.

- Cac don vi giri bao cao kém phiéu khao sat qua hé thong quan 1y vin



ban iOffice vé Phong Noi vu huyén.
* L y: Khong nhdn bdo cdo bang ban gidy.
6. Két qua khio sat
- Két qua khao sat mirc d6 hai long duoc cong khai trén cong thong tin

cua huyén va cac xa, thi tran; cac diém niém yét thong tin cong khai cua huyén,
va cac xa, thi tran.

- La co s¢ tham khao cong tac danh gia, khen thuong, ky luat déi\vc’ri don
vi cung ung dich vu hanh chinh cong va can bg, cf)ng chuc phu tréch’ dong thoi
la can cr dé ra cac giai phap cai thién, nang cao chat luong cung cap dich vu
hanh chinh cong tai B phan TN&TKQ.

IV. TO CHU'C THU'C HIEN

1. Phong Noi vu

- Tham muu thuc hién viéc khao sat mirc do hai long cua ‘gé chtre, c()r}g
dan do1 voi viée cung tmg dich vu cong tai Bo phan TN&TKQ cap huyén, cap
xa nam 2025 theo Ké hoach.

- Xay dung Phiéu khao sat.

- Tién hanh téng hop, phan tich, danh gia va kién nghi, dé xuat cac giai
phép khac phuc, cai tién, ‘nang cao chat lugng cung ng dich vu hanh chinh cong
tai BO phan TN&TKQ cap huyén, cap xa trén co so két qua khao sat mirc do hai
1ong theo nhitng ndi dung da dugc xay dung trong phiéu khao sat va bao cao Uy
ban nhan dan huyén.

2. Vin phong HDND&UBND huyén

- Chi dao B0 phan TN&TKQ cip huyén thuc hién viéc khao sat mirc do
hai long cua t6 chirc, cong dan do61 véi viée cung g dich vu cong.

- Thuc hién tér}g hop béo cao két qua 1dy ¥y kién cua t6 chirc, cong dan tai
B6 phan TN&TKQ cap huyén gtri phong Noi vu tong hop bao cao UBND huyén.

3. Phong Van héa va Thong tin

- C6 trach nhiém phé bién, tuyén truyén viée t6 chire thuc hién Ké hoach nay.

- Phéi hop véi cac co quan, don vi c6 lién quan dé xuét giai phap k¥ thuat
(néu cd) trén cong Dich vu cong, HE thong thong tin mot ctra dién tir cua huyén
dé thuc hién cac ndi dung theo yéu cau.

4. Uy ban nhan dn céc x4, thij tran

- Thuc hién viéc khao sat mirc d6 hai long cta to chuc, cong dan dbi véi
viéc cung ung dich vu cong.

- Thyc hién téng hop bao céo két qua 14y ¥ kién cua td chirc, cong dan guri
Phong N1 vu tong hop bdo cao UBND huyén.

- Tiép thu va thong bao két qua khao sat dén toan thé can bo, cong chirc
trong co quan; Khac phuc nhitng ton tai, han ché trong dich vu hanh chinh cong



ctia don vi (néu co6).

Trén day 1a Ké hoach khéo sat lay ¥ kién danh gia cua td chuc, cong dan
vé chit luong giai quyét thi tuc hanh chinh trén dia ban huyén Thach An nim
2025. Pé nghi cac Thu trudng co quan, don vi va UBND cdc xa, thi tran nghiém
tuc trién khai thuc hién./.

Noi nhan:

- So Néi vu (b/c);

- TT. Huyén uy;

- TT. HDND huyén;

- Chu tich, cAc PCT UBND huyén;

- Cac co quan, don vi trén dia ban huyén;
- UBND céc x4, thi trén;

- Trang thong tin dién tur huyén;

-Luu: VT, NV.

CHU TICH
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