CONG BAO/S6 11/Ngay 08-6-2018 17

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

TINH PHU YEN Poc 1ap - Tu do - Hanh phiic
S6: 1165/QD-UBND Phii Yén, ngay 07 thang 6 nam 2018
QUYET PINH

Ban hanh Quy dinh khao sat lay y kién mirc d hai long trong giai quyét
thua tuc hanh chinh & cac co quan, don vi, dia phwong trén dia ban tinh

UY BAN NHAN DAN TiNH PHU YEN

Can ct Luat T6 chire Chinh quyén dia phuong ngay 19/6/2015;

Can cir Quyét dinh s6 2640/QD-BNV ngay 10/10/2017 cua Bo Noi vu vé viée
phé duyét Bé an “Po ludng sy hai long ciia ngudi dan, to chtc dbi véi su phuc vu cla
co quan hanh chinh nha nuéc giai doan 2017 - 2020,

Cian ctr Ké hoach s6 188/KH-UBND ngay 29/11/2017 caa UBND tinh vé Ké
hoach cai cach hanh chinh nha nuéc tinh Pha Yén nam 2018,;

Xét d& nghi cia Giam déc So Noi vu tai To trinh s6 349/TTr-SNV ngay
22/5/2018,

QUYET PINH:

Piéu 1. Ban hanh kém theo Quyét dinh ndy Quy dinh khao sat liy y kién mirc
d6 hai long trong giai quyét tha tuc hanh chinh & cic co quan, don vi, dia phuong trén
dia ban tinh.

Picu 2. Quyét dinh nay c6 hiéu luc thi hanh ké tir ngay ky.

Piéu 3. Chanh Vin phong UBND tinh, Gidm ddc S& Noi vy, Thi trudng cac so,
ban, nganh co6 lién quan; Chu tich UBND cac huyén, thi xa, thanh phé; Chu tich
UBND xa, phuong, thi tran chiu trach nhiém thi hanh Quyét dinh nay./.

™. UY BANﬂNHAN DAN
KT. CHU TICH
PHO CHU TICH

Tran Hiru Thé
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UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM
TINH PHU YEN DPoc lap - Tu do - Hanh phic

QUY DINH
Khio sat lay y kién mirc d hai 1ong trong gidi quyét thi tuc hanh chinh
& cac co quan, don vi, dia phwong trén dia ban tinh Pha Yén
(Ban hanh kém theo Quyét dinh so 1165/0P-UBND ngay 07/6/2018
ciia Uy ban nhan dan tinh Phii Yén)

Chuwong I
QUY DINH CHUNG

Piéu 1. Muc dich, yéu ciu

1. Muc dich

a) Khao sat 1y y kién mirc do hai long cta nguoi dan, t6 chic d6i voi su
phuc vu cta can by, cong chirc, vién chic va co quan hanh chinh nha nudce trong
tlep nhan, giai quyét va tra két qua giai quyét tha tuc hanh chinh thuc hién theo co
ché mot ctra, mot cira lién thong nham danh gia khach quan chét lugng cung ung
dich vu hanh chinh cong cta cac co quan nha nudc.

b) Thoéng qua khao sat 1iy y kién tao diéu kién dé nguoi dan, to chirc phat
huy vai tro giam sat va tham gia vao cong tac cai cach hanh chinh.

¢) Giup cho cac co quan quan ly nha nudc nam bat dugc yéu cau, mong
mudn ciia ngudi dan, t6 chirc dé co nhitng bién phap cai thién chat luong cung tng
cac dich vy hanh chinh cong va nang cao trach nhiém, thai d§ phuc vu nguoi dan,
t6 chirc cia doi ngii can bd, cong chire, vién chic ngay cang tét hon.

d) Két qua khao sat 1a can ctr dé danh gia, xac dinh Chi s6 cai cach hanh
chinh hang nam cua cac co quan, dia phuong.

2. Yéu cau

a) Viéc to chirc khao sat, ldy y kién danh gia cta nguoi dan, to chic phai
dugc thuc hién thuong xuyén sau khi két thuc giai quyét thi tuc hanh chinh.

b) Tang cudng tng dung cong nghé thong tin vao cong tac ldy ¥ kién nham
tang cuong viée tu dong hoa, tiét kiém thoi gian, chi phi va giam thiéu su anh
hudng cua cac yéu td chu quan trong viéc tong hop két qua 1ay y kién.

Piéu 2. Pham vi, ddi twong

1. Lay ¥ kién muc do hai long cua nguoi dan, t6 chic do1 véi su phuc vu ctua
cac co quan hanh chinh nha nuéc cap tinh, cap huyén, cip xa trén dia ban tinh trong

tiép nhan, giai quyét va tra két qua giai quyét thi tyc hanh chinh.

2. Péi tuong 13y v kién 13 nguoi dan, dai dién t6 chirc da tryc tiép giao dich va
nhan két qua thuc hién thu tuc hanh chinh v6i co quan hanh chinh nha nudc dugc

danh gié trong ky danh gia.
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3. £)01 tuong duoc danh gia la co quan hanh chinh nha nudc cap tinh, cap
huyén, cdp xa trén dia ban tinh co giai quyét thu tuc hanh chinh cho ngudi dan, t6
chue.

Piéu 3. Nguyén tic khio sat, danh gia

1. Bam bao khoa hoc, khach quan, minh bach va dan chu trong viéc khéao sat léy
v kién; két qua khdo sat sy hai long phai dam bdo tinh tin cay, chinh xac, dai dién,
gitip cac co quan hanh chinh nha nuéc xac dinh duoc cac giai phap khac phuc nhiing
ton tai, han ché va cai thién chat lugng phuc vy; nang cao sy hai long ctia nguoi dan,
t6 chuc.

2. Bao mat thong tin vé to chirc, ci nhan cung cap thong tin, hop tac khao sat
lay y kién danh gia.

3. Pam bao tat ca cac loai thu tuc hanh chinh cia mdi co quan, don vi déu phai
duogc khao sat, 1ay ¥ kién danh gia hang nam.

4. Nghiém cam cac hanh vi can thiép, gdy ap luc, sira chita, 1am sai 1éch thong
tin, s6 liéu, két qua khao sat.

5. Két qua khao sat su hai 1ong phai dugc cong b kip thoi, rong rai.

~ Chuong I1 . ] o )
QUY DPINH CU THE VE VIEC KHAO SAT LAY Y KIEN

Picéu 4. Noi dung, tiéu chi khao sat

1. Viéc khao sat 1dy y kién danh gia sy hai long cta nguoi dan, t6 chirc phai
danh gia duoc 05 yéu td co ban cua qua trinh cung tng dich vu hanh chinh cong, bao
gém: Tiép can dich vy hanh chinh cong cta co quan hanh chinh nha nudc; thu tuc
hanh chinh; can by, cong chirc, vién chure giai quyét cong viéc; két qua cung ung dich

vu hanh chinh cong va tlep nhén, giai quyet gop ¥, phan anh klen nghi.

2. Noi dung phiéu khao sat theo mau dinh kém: Mau sb 01 véi 22 tiéu chi khao
sat, danh cho déi tuong khao sat 1a ngudi dan; miu s6 02 véi 22 tiéu chi khao sat,
danh cho doi tugng khao sat 1a to chic.

3. Cac co quan hanh chinh nha nudc cé trach nhiém phat hanh phiéu khao sat
theo miu va to chirc thuc hién viéc khao sat 1dy y kién danh gia.

Picu 5. Hinh thirc khio sat lay y kién

Viéc khao sat léy v kién nguoi dan, td chirc duoc thuc hién thong qua mdt hoac
két hop cac hinh thirc sau day:

1. Tryc tuyén qua Cong (Trang) thong tin dién tir ctia cic s, ban, nganh,
UBND cép huyén hoac Céng Dich vu cong cua UBND tinh.

2. Léy v kién truc tiép tai B0 phan tiép nhan va tra két qua cua cac sd, ban,
nganh, UBND cip huyén, cap xa.

3. Guri phiéu ly v kién (qua dudng buu dién hodc hinh thirc khac).

4. Cac hinh thtrc phu hop khéc.

Picu 6. So lwong miu khao sat
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Dbi véi cac co quan, dia phuong c6 s6 lugt ho so tha tuc hanh chinh giai quyét
mdi ndm dudi 100 ho so thi phai khao sat tat ca nhitng nguoi dan, to chirc da giao dich
thye hién thu tyc hanh chinh. Dbi véi cac co quan, dia phuong c6 sb lugt hé so thu tuc
hanh chinh giai quyet mdi nam tir 100 ho so tro 1én thi phai dam bao s luong phiéu
khao sat thu vé it nhat 1a:

S6 luot ho so thi tuc S6 lwong phiéu khao sat
hanh chinh giii quyét/nim thu vé t6i thiéu
Duéi 100 ho so 100% s6 luong phiéu khao sat
Tir 100 dén dudi 1.000 ho so Tir 100 phiéu tré 1én
Tir 1.000 dén dudi 5.000 ho so Tir 200 phiéu trd 1én
Tir 5.000 ho so tro 1én Tir 500 phiéu tré 1én

Picéu 7. Tong hop, phan tich dir lidu dé tinh toan céc chi so

Trén co s thu thap thong tin tir phiéu khao sat, tién hanh tong hop, phén tich
cac dir lidu théng ké dé tinh toan cac chi sb theo cong thire tinh nhu sau:

1. Cach tinh chi sb hai 1ong

a) Chi s6 hai long vé su phuc vu hanh chinh (SIPAS)

Cong thirc tinh:

n
Db
SIPAS=-=—*100%
an

Trong do:

+ a: La tong s6 cau hoi hai 1ong ma mdi nguoi phai tra 101 trong Phiéu khao sat
(Cau s6 7 ctia Phiéu khao sat ban hanh kém theo Quy dinh nay).

+ b La tong s6 phuong an tra 101 “Hai 1ong” hodc “Rét hai long” d6i véi cac
cau héi mirc d6 hai 10ng ma mdi ngudi d tra 11 trong Phiéu khao sat.

+n: Tong s6 nguoi tra 101 d6i voi cau hoi vé mire do hai 1ong (tong sd ngudi tra
161 Cau s6 7 cta Phiéu khao sat ban hanh kém theo Quy dinh nay).

b) Chi sb hai long vé timg yéu to: Ap dung cong thirc tinh Chi s6 hai long vé su
phuc vy hanh chinh (SIPAS) néu trén. Tuy nhién, khi ap dung cong thirc tinh can chu
v su khac biét so voi tinh SIPAS 1a:

+ a: La tong sb cau hoi hai long ddi voi timg yéu tb cua viée cung tng dich vu
hanh chinh cong, dugc xac dinh trong Phiéu khao sat.

+ by Tong so phuong an tra 10i “Hai long” hodc “Rat hai long” cia mdi ngudi
d6i voi timg yeu t6 clia viéc cung tmg dich vy hanh chinh cong.

¢) Chi s6 hai long vé timg tiéu chi: Pugc xac dinh bang ty 18 phan trim (%) s6
nguoi tra 101 “Hai 1ong” hodc “Rat hai long” trén tong sO nguoi trd 101 cua ting ti€u
chi (mdi tiéu chi 1a mot cau hoi ctia Céu s6 7 cua Phiéu khao sat ban hanh kém theo
Quy dinh nay).

2. Cach tinh cac chi s6 danh gid khac
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Ngoai chi s6 vé su phuc vu hanh chinh, cac thong tin khac vé t6 chirc cung ung
dich vu hanh chinh cong, két qua cung tmg dich vu hanh chinh c6ng, mong doi cia
nguoi dan, t6 chirc ve€ viéc cung ung dich vu cua co quan hanh chinh... thu dugc tu
phiéu khao sat duoc tong hop, phan tich va tinh toan cac chi sO tuong tmg dé cung cap
thong tin phyc vu cho cong tac quan ly. Cac chi sO nay duogc tinh bang ty 16 phan trim
(%) gitra sO ngu’m trd 101 cung phuong an doi véi m01 cau hoi trén tong s6 ngudi tham
gia tra 16i mdi cau hoi (Cau hoi tir s 1 - 6 va Cau s6 8 clia Phiéu khao sat ban hanh
kém theo Quy dinh nay).

Picu 8. Cong bd, sir dung két qua khio sat lay y Kkién

1. Co quan, don vi, dia phwong thyc hién khao sat liy ¥ kién danh gid mirc 4o
hai long c6 trach nhiém dinh ky cong bd cong khai két qua khao sat:

a) Pbi v6i hinh thirc khao sat truc tuyén: Cai dat phan mém xir 1y dit liéu dé tu
dong cap nhat, thong bao két qua thuong xuyén trén Cong (Trang) thong tin dién tir
cua co quan, dia phuong.

b) Péi véi cac hinh thirc khao sat khac, cong bd két qua khao sat nim vao ngay
01 thang 11 hang nam, tai bang thong bao cua B phan tiép nhan va tra két qua va
Cong (Trang) thong tin dién tir ciia co quan, dia phuong.

2. Hang quy cac co quan, don vi, dia phuong tong hop, phan tich dir liéu dé nam
duge mic do hai long ddi véi cac chi sé vé to chirc cung tng dich vu hanh chinh cong,
két qua cung tng dich vy hanh chinh cong, mong doi ctia ngudi dan, to chirc vé viée
cung ung dich vu cia co quan hanh chinh... dé kip thoi xem xét, danh gia nang lyc
cong tac va tinh than trach nhiém cua can b, céng chire, vién chirc lién quan dén cong
tac tiép nhan, giai quyét va tra két qua giai quyét ho so thu tuc hanh chinh. Qua do,
xem xét c6 hinh thirc dong vién, khen thuong, ky luat, dé bat, b6 nhiém, chuyén doi vi
tri cong tac can bd, cong chirc, vién chirc; xdy dung va thuc hién cac giai phap khac
phuc yéu kém, nang cao chét luong phuc vy, déy manh cai cach hanh chinh tai co
quan, don vi, dia phuong.

Piéu 9. Kinh phi khio sat

1. Kinh phi thyc hién khao sat va cac cong viéc co lién quan dugc cap tir ngan sach
nha nudc theo phan cp hién hanh va huy dong tir cac nguén hop phap khc.

2. Viéc 1ap du toan, str dung va thanh, quyét toan kinh phi khao sat liy ¥ kién
danh gia thyc hién theo quy dinh, huéng dan cua Bo Tai chinh va cac quy dinh, huéng
dan c6 lién quan.

Chuong I11
TO CHU'C THUC HIEN

Piéu 10. Trach nhiém t6 chirc thwe hién

1. Cac sé, ban, nganh, UBND céc huy¢n, thi xa, thanh phé va UBND céac xa,
phuong, thi trin

a) Quy I hang ndm phai ban hanh ké hoach khao sat 14y ¥ kién danh gia mirc do
hai long va trién khai thuc hién viéc khao sat 1ay y kién danh gid, cong bd muc do hai
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long theo Quy dinh nay. Riéng nim 2018, khan truong ban hanh ké hoach trong thang
7/2018 dé trién khai ngay viéc khao sat dé kip thoi cong bd két qua theo quy dinh.

b) T6 chirc tuyén truyén nang cao nhan thirc cua t6 chirc, ca nhan vé trach
nhi¢ém ph01 hop tham gia khao sat 1y y kién danh gia mic do hai long cua nguoi dan,
t6 chure d6i voi su phuc vu cua co quan, don vi, dia phuong minh trong tiép nhan, giai
quyét va tra két qua giai quyét thi tuc hanh chinh.

¢) B6 tri kinh phi trong dy toan kinh phi cai cach hanh chinh hang nim va dam
bao cac nguon lyuc thyc hién dé trién khai khao sat 1y y kién danh gia muirc d6 hai long
theo quy dinh.

d) Phéi hop cung cip thong tin diy du cho S& Noi vu va cic co quan cd tham
quyén khao sat mirc d hai long trén dia ban tinh.

d) B4o cao tinh hinh thuc hién va két qua khao sat vé UBND tinh (qua S¢ Noi
vu) tai bdo cdo cong tac cai cach hanh chinh hang ndm cua co quan, don vi, dia
phuong. UBND céc huyén, thi x4, thanh phd chiu trach nhiém bao cdo két qua khao
sat nam cua UBND cac x4, phuong, thi trén trén dia ban.

e) Bd tri vi tri phu hop dé cung cap mau danh gia cho ngudi dan, t6 chirc theo
hinh thuc truyén thdng (gidy) hodc tryc tiép trén man hinh.

2. S6 No61 vu

a) Chiu trach nhiém d6n doc, kiém tra viéc trién khai thuc hién Quy dinh nay, to
chtrc phuc tra két qua khao sat ctia cac co quan, don vi, dia phuong; trinh UBND tinh
xem xét, khen thudng cic co quan, to chirc va ca nhan co6 thanh tich xuat sic, xir Iy
trach nhi¢ém céc co quan, td chire, ca nhéan vi pham Quy dinh nay.

b) Chju trach nhiém tong hop céc ¥ kién dong gop, sira doi, bd sung cia cac don
vi, dia phuong nham trién khai thuc hién c¢6 hiéu qua; déng thoi, tham muru stra d6i kip
thoi nham dam bao thuc hién dung quy dinh ctia phap luat va thong nhét trén dia ban
toan tinh.

c) T6 chie khao sat chi s SIPAS cua tinh theo yéu cu ctia B Noi vu va yéu
cau cong tac chi dao cai cach hanh chinh cia UBND tinh.

3. S¢ Tai chinh tham dinh va trinh UBND tinh phé duyét kinh phi khao sat
trong ngan sach hang ndm cua S¢ Noi vy; huong dan UBND cép huyén bd tri ngan
sach cho cong tac khao sat theo phan cdp ngan sach hién hanh.

4. Uy ban Mat tran T6 quéc Vi¢t Nam tinh, cac té) chue chinh tri - x8 hoi va cac
doan thé cap tinh, cap huyén, day manh viéc tuyén truyen phé bién viéc té chuc thyc
hién Quy dinh; phéi hop cung cap thong tin, tham gia giam sat qua trinh thyc hién.

5. Pai Phat thanh va Truyén hinh tinh, Bao Phu Yén va cic co quan thong tin
dai chung trén dia ban tinh c6 trach nhiém phé) bién, tuyén truyén viéc td chuc thuc
hién Quy dinh nay, phdi hop cung cp thong tin phuc vu khao sat, cong b kip thoi két
qua khao sat, danh gid mirc d6 hai long dén céac tang 16p nhan dan.

Piéu 11. Trach nhiém cua cac to chirc, ca nhan

1. Hop tac vdi co quan, don vi, dia phuong chu tri khao sat dé cung cap thong
tin ddy du, kip thoi, trung thuc, khach quan nham dam bao két qua khao sat 1dy ¥ kién
duoc chinh xac.
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2. Phan anh, giri ¥ kién phan hoi vé cach thiic t6 chirc, két qua khao sat dé cac
co quan, don vi, dia phuong rat kinh nghiém, c6 gidi phdp nang cao hiéu qua thuc
hién.

3. Tur chdi hop tac, cung cap thong tin néu chua dugce hudng dan, thong bao day
du muc dich, y nghia, nguyén tac cua viéc khao sat; cach thuc thuc hién hodc co quan,
don vi, dia phuong chii tri khao sat va diéu tra vién vi pham cac nguyén tac tai Diéu 3
Quy dinh nay.

Diéu 12. Diéu khoan thi hanh

Trong qua trinh trién khai thyc hién Quy dinh ndy néu c6 phat sinh vuéng mic,
bat cap, cac co quan, don vi, dia phuong, c4 nhan kip thoi phan anh vé Sé Noi vy dé
tong hop va bao cao UBND tinh dé xem xét, stra d6i va bo sung cho phu hop./.

TM. UY BAN NHAN DAN
KT. CHU TICH
PHO CHU TICH

Tran Hiru Thé
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MAUSO 1
PHIEU PIEU TRA XA HOI HQC
(Ban hanh kém theo Quyét dinh so 1165/0D-UBND ngdy 07 thang 6 nam 2018 ciia
UBND tinh Phu Yén)

TEN CO QUAN KHAO SAT
PHIEU KHAO SAT SU'HAI LONG CUA NGUOI DAN POI VOI SU PHUC
VU CUA CO QUAN HANH CHINH NHA NUOC
Tén thu tuc hanh chinh:.......
Tén co quan idi qUYEt: .............ooooiviiiiiiiee e

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT 7
bé c6 co so cai thién chat lugng phuc vu nguoi dan, t6 chirc ciia co quan hanh chinh
nha nuoc, .......ooovvviiiniinn.. (Tén co quan khao sat) tién hanh khao sat mirc do hai

long cia nguoi dan, t6 chuc ddi voi viée cung tng dich vy hanh chinh cong
.................... (Tén co quan khao sat) kinh mong nhan dugc sy hop tac cua f)ng/Bé
thong qua tra 10i 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 dau (x) vao 6 vudng (o) hodc khoanh tron vao mirc diém (5,4,3,2,1)
tuwong tng véi phuong an tra 161 ma Ong/Ba chon ddi véi timg cau hoi.

III. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban than Ong/Ba theo cac ndi dung duéi day:

1. P tudi:

o Duéi 25 tudi

0 25 - 34 tudi

0 35 - 49 tuoi

0 50 - 60 tudi

o Trén 60 tudi

2. Gidi tinh:

0 Nam

o N

3. Trinh @9 hoc van:

o Tiéu hoc (cap I)

o Trung hoc co sé& (cap 1I)

0 Trung hoc pho thong (cap III)

0 Day nghé/Trung cip/Cao dang

0 Pai hoc

0 Trén Pai hoc

0 KNAC (X071 VIEE CU THE): oo
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4. Nghé nghiép:

0 Lam ndi trg/Lao dong tu do

0 Nghi huu

O Sinh vién

0 Lam viéc tai t6 chtrc/doanh nghiép trong linh vuc tu

0 Céan bg/cong chirc/vién chitc/ngudi cong tac trong luc luogng vil trang
0 KNAC (X071 VIEE CU THE): e
5. Noi sinh song:

0 Do thi

0 Nong thon

0 Mién nai

o Hai dao

0 Khéc (xin viét cu the) ......................................................................
B. PHAN CAU HOI

Cau 1. Ong/Ba da giai quyét cong viéc va nhén két qua ¢ co quan nao?
0 Tai BO phan tiép nhan va tra két qua.

0 Tai co quan hanh chinh nha nuéec.

0 KNAC (X071 VIGE CU THE): e
Cau 2.0ng/Ba biét dén co quan giai quyét cong viéc cho Ong/Ba qua hinh thire
nao (tén co quan, dia diém va ngdy/gio lam viéc cia co quan do) ?

0 Qua héi nguoi than, ban be.

0 Qua chinh quyén phuong, xa.

0 Qua phuong tién thong tin dai chiing (xem tivi, nghe dai, doc bdo...).
0 Qua mang Internet.

0 KNAC (X071 VIEE CU TRE): e

Cau 3. Ong/Ba di lai bao nhiéu lan trong qua trinh giai quyét cong viée  (ké tr
lan ddu tién dén co quan cho dén lan nhdn ket qua)?

Céu 4. Cong chirc c¢6 giy phién ha, sich nhiéu d6i véi Ong/Ba trong qua trinh
giai quyét cong viéc khong?

o Co o Khong

Cau 5. Cong chtic ¢6 goi y ndp thém tién ngoai phi/lé phi d6i vi Ong/Ba trong qué
trinh giai quyét cong viéc khong?

o Co o Khong
Céu 6. Co quan tra két qua cho Ong/Ba c6 dung hen khong?
0 Pung hen 0 Soém hon hen 0 Tré hen

- Néu cdu tra 10i trén ciia Ong/Ba la “Tré hen”, xin Ong/Ba tra 1oi tiép cdu hoi sau:
Co quan c6 thong bao trude cho Ong/Ba vé viéc tré hen khong?

o Co o Khong

Co quan c6 giri thw xin 16i Ong/Ba vi tré hen khong?

o Co o Khong
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Cau 7. Xin Ong/Ba vui long cho biét mirc d9 hai long ciia Ong/Ba vé nhirng ndi

dung sau:

(Xin Ong/Ba khoanh tron vao mét mire diém ma Ong/Ba lwa chon, trong do diém 5 =
rat hai long, 4 = hai long, 3 = binh thuong, 2 = khong hai long va 1 = rat khong hai

long)
Rat hai| Hai Binh |Khong| Rat
Nhan dinh long | long | thwong l‘lal lfl.lo‘ng
T long |hailong
5 4 3 2 1
I. TIEP CAN DICH VU
1. Noi ngodi cho giai quyét cong viéce tai 5 4 3 ) I
co quan co di chd ngdi
2. Trang thiét bj phuc vu nguodi dan, td
. A e 5 4 3 2 1
chtrc tai co quan day du
3. Trang thiét bi phuc vu nguoi dan, to
s A e 5 4 3 2 1
chtrc tai co quan hién dai
4. Trang thiét bi phuc vu ngudi dan, to
. x 5 4 3 2 1
chtrc tai co quan dé str dung
II. THU TUC HANH CHINH
5; Thu t.uck har{h chinh dugc niém yét 5 4 3 ) |
cong khai day du
6. Thu tyc hanh chinh duwoc niém yét
A S . 5 4 3 2 1
cong khai chinh xéc
7. Thanh phan ho so ma Ong/Ba phai nop 5 4 3 ) I
la dang quy dinh
8. Mirc phi/lé phi ma Ong/Ba phai nop 14
, . 5 4 3 2 1
ding quy dinh
9. Thoi han giai quyét ghi trong gidy hen|
(tinh tir ngay tiép nhan ho so dén ngay tral 5 4 3 2 1
két qua) 1a dung quy dinh
I1I. CONG CHUC TRUC TIEP GIAI
QUYET CONG VIEC
10. Cong chirc c6 thai d6 giao tiép lich su| 5 4 3 2 1
11. Cong chirc chu ¥ ling nghe ¥ kién cua
e n oA X 5 4 3 2 1
nguoi dan/dai dién t6 chirc
12. Cong chure tra 10i, giai thich day du 5 4 3 2 1
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cac y kién cua nguo1 dan/dai dién to chuc

13. Cong chirc hudng din ké khai ho so
tan tinh, chu dao

14. Cong chirc huéng dan ké khai ho so
dé hiéu

15. Cong chirc tuan thu dang quy dinh
trong giai quyét cong viéc

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma f)ng/Ba‘t nhan duoc 13
ding quy dinh
(Két qua c6 thé la dwoc cap gidy to hodd
bi tir choi cap gidy t0)

17. Két qua ma Ong/Ba‘t nhan duoc co
thong tin day du

18. Két qua ma Ong/Ba nhan dugc cb
thong tin chinh xéc

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI

Néu Ong/Ba da c6 y kién gép ¥, phan
danh, kién nghi, xin Ong/Ba trd 1oi cdc
cdu hoi tir s6 19 dén 56 22:

19. Co quan c6 bd tri hinh thirc tiép nhan
26p ¥, phan anh, kién nghi cia nguoi dan,
t6 churc

20. Ong/Ba dé dang thyc hién gop ¥,
phan anh, kién nghi

21. Co quan tiép nhan va xu ly tich cuc
cic gop y, phan anh, kién nghi cia
Ong/Ba

22. Co quan thong bao kip thoi két qud
xtr 1y cac ¥ kién gop y, phan anh, kién
nghi cho Ong/Ba
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Céu 8. Pé ning cao chit lwong phuc vu nguoi din, to chirc trong thoi gian téi,
theo Ong/Ba Co quan hanh chinh nha nuéc cin phai quan tim dén ndi dung nao
dwéi day?

(Xin Ong/Ba uu tién chon 3 ndi dung trong s& cac ndi dung dudi day)

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

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

0 Tiép tuc don gian hoa cac thi tuc hanh chinh.

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

0 Tang cudng tmg dung cong nghé thong tin trong giai quyét thu tuc

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

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

0 Cai thién thai d6 giao tiép cua cong chirc.

0 Cai thién tinh than phuc vu cua cong chuc.

0 Néng cao nang lue giai quyét cong viée cua cong chuc.

0 Tiép nhan, gidi quyet t6t cac y kién gop ¥, phan anh, kién nghi ctia nguoi dan

0 KNAC (X071 VIEE CU THE): oo

XIN TRAN TRONG CAM ON ONG/BA !
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MAU SO 2
PHIEU PIEU TRA XA HQI HQC
(Ban hanh kém theo Quyét dinh s61165/0D-UBND ngay 07 thang 7 nidm 2018 ciia
UBND tinh Phu Yén)
TEN CO QUAN KHAO SAT
PHIEU KHAO SAT SU HAI LONG CUA TO CHUC POI VOI SU PHUC VU
CUA CO QUAN HANH CHINH NHA NUOC
Tén tha tuc hanh chinh:........................
Tén co qUAN IAT QUYEL: .....o.o.ovoiveieeeiieeeeeee s
A. PHAN THONG TIN CHUNG
I. MUC PICH KHAO SAT
DPé ¢ co s cai thién chét luong phuc vu nguoi dan, td chirc cua co quan hanh chinh
nha nudc, .....ooooovviiiiinn... (Tén co quan khao sat) tién hanh khao sat mac do hai
long cua nguoi dan, to chirc dbi véi viée cung tng dich vu hanh chinh cong
.......................... (Tén co quan khdo sat) kinh mong nhan duoc su hop tac cua
Ong/Ba thong qua tra 11 ddy di, 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 d4nh diu (x) vao o vuong(o) hodc khoanh tron vao mirc diém (5,4,3,2,1)
tuong ng vo1 phuong an tra 161 ma Ong/Ba chon dbi véi tirg cau hoi.
III. THONG TIN VE TO CHUC
Xin Ong/Ba cho biét thong tin vé to chirc ma Ong/Ba dang dai dién dé giao dich
thwe hién dich vu hanh chinh cong va thong tin vé ban than Ong/Ba theo cac noi
dung dudi day:
1. Loai hinh to chirc:
0 Co quan hanh chinh nha nudc/Pon vi sy nghi¢p cong/Co quan luc lugng vii
trang/To chirc chinh tri x4 hoi.
0 T6 chirc nude ngoai.
0 T6 chirc phi chinh phii/Hiép hoi/Hoi.
0 Doanh nghi¢p nha nudc.
0 Doanh nghiép tu nhan/Cong ty TNHH/Céng ty c6 phan/Cong ty hgpdanh.
0 Doanh nghi¢p nudc ngoai/Doanh nghiép lién doanh/Cong ty nudcengoai.
0 KRAC (X7 VIE CU HHEY: .o,
2. Gi6i tinh ciia Ong ba:
0 Nam
o Nu
3. Trinh @9 hoc van ciia Ong ba:
0 Trén DPai hoc
0 Pai hoc
0 Day nghé/Trung cip/Cao dang
0 Trung hoc pho thong (cép III)
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0 Trung hoc co sé (cap 1)

0 Tiéu hoc (cap I)

0 KDAC (X071 VIEE CU THE): ..o,

4. Vi tri cong viéc ciia Ong/Ba trong to chirc:

0 Gidm doc/Phd Gidm doc

0 Truong phong/Phé trudng phong hodc tuong duong

0 Ké toan trudng

0 K§ su/Ké toan

0 Nhan vién van phong/ky thuét vién

0 Khéc (xin viét cu the) ......................................................................

B. PHAN CAU HOI

Cau 1. Ong/Ba di giai quyét cong viéc va nhin két qua & co quan nao?
0 Tai B phan tiép nhén va tra két qua.

0 Tai co quan hanh chinh nha nudc.

0 Khac (xm viét cu the) ......................................................................
Ciu 2. Ong/Ba biét dén co quan giai quyet cong viéc cho Ong/Ba qua hinh thic
nao(tén co quan, dia diém va ngay/gio lam viéc ciia co quan do) ?

0 Qua héi ngudi than, ban be.

0 Qua chinh quyén phuong, xa.

0 Qua phuong tién thong tin dai chiing (xem tivi, nghe dai, doc bdo...).

0 Qua mang Internet.

0 Khac (xm VEBE CU THE): et
Cau 3. Ong/Ba di lai bao nhiéu lan trong qua trinh giai quyét congviée (ké tr lan
ddu tién dén co quan cho dén lan nhdn két qua)?

Céu 4. Cong chirc c¢6 gay phién ha, sich nhifu ddi véi Ong/Ba trong qua trinh
giai quyét cong viéc khong?

0 C6 o Khong

Ciu 5. Cong chirc c¢6 goi ¥ ndp thém tién ngoai phi/lé phi d6i v6iOng/Ba trong qua
trinh giai quyét cong viéc khong?

0 C6 o Khong

Ciu 6. Co quan tra két qua cho Ong/Ba cé diing hen khong?

obunghen oSé&mhonhen O Tré hen

- Néu cdu tra 10i trén ciia Ong/Ba la “Tré hen”, xin Ong/Ba tra 1oi tiép cdu hoi sau:
Co quan c6 thong bao trude cho Ong/Ba vé viéc tré hen khong?

0 C6 o Khong

Co quan c6 giri thw xin 18i Ong/Ba vi tré hen khong?

0 C6 o Khong

Céu 7. Xin Ong/Ba vui long cho biét mirc d9 hai long ciia Ong/Ba vé nhirng noi
dung sau:
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(Xin Ong/Ba khoanh tron vao mét mire diém ma Ong/Ba lwa chon, trong do diém 5 =
rat hai long, 4 = hai long, 3 = binh thuong, 2 = khong hai long va 1 = rat khong hai
long)

Nhan dinh Rat haii Hai | Binh |Khong| Rt
long | long | thwong | hai | khong
long |hailong
5 4 3 2 1
I. TIEP CAN DICH VU
1. Noi ngdi cho giai quyét cong viée tai 5 4 3 5 i
co quan ¢ dit chd ngdi
2. Trang thiét bi phuc vu nguoi dan, to
. A 4 5 4 3 2 1
chtrc tai co quan day du
3. Trang thiét bi phuc vu ngudi dén, to
o n e 5 4 3 2 1
chtrc tai co quan hién dai
4. Trang thiét bi phuc vu nguoi dan, to
N x 5 4 3 2 1
chtrc tai co quan dé€ stir dung
II. THU TUC HANH CHINH
5; Thu tu? hfmh f:hll’lh dugc niém yét 5 4 3 ) |
cong khai day du
6. Thu tuc hanh chinh dugc niém yét
A o . 5 4 3 2 1
cong khai chinh xéc
7. Thanh phan ho so ma Ong/Ba phai nop 5 4 3 ) I
la dang quy dinh
8. Mtic phi/lé phi ma Ong/Ba phai nop 1a
, . 5 4 3 2 1
ding quy dinh
9. Thoi han giai quyét ghi trong gidy hen
(tinh tir ngay tiép nhan ho so dén ngay tra| 5 4 3 2 1
két qua) 1a ding quy dinh
I1I. CONG CHUC TRUC TIEP GIAI
QUYET CONG VIEC
10. Cong chirc ¢ thai do giao tiép lich su| 5 4 3 2 1
11. Cong chirc chu ¥ lang nghe ¥ kién cta
< qn CdeA X 1 5 4 3 2 1
nguoi dan/dai dién t6 chiic
12. Cong chrc tra 101, giai thich day du
A e 1A Corea A 1 5 4 3 2 1
cac y kién cua nguoi dan/dai dién t6 chuc
13. Cong chirc hudng dan ké khai ho so 5 4 3 2 1
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tan tinh, chu dao

14. Cong chirc hudng dan ké khai ho so
déhiéu

15. Cong chire tuan thu ding quy dinh
trong giai quyét cong viéc

IV. KET QUA CUNG UNG DICH VU
HANH CHINH CONG

16. Két qua ma Ong/Bél nhan duoc la
ding quy dinh

(Két qua co thé la duoc cdp gidy to hodc
bi tir choi cap gidy t0)

17. Két qua ma f)ng/Bé nhan duoc co
thong tin day du

18. Két qua ma f)ng/Bé nhan duoc co
thong tin chinh xac

V. TIEP NHAN, XU LY CAC Y KIEN
GOP Y, PHAN ANH, KIEN NGHI
Néu Ong/Ba di ¢ y kién gdp ¥, phan
danh, kién nghi, xin Ong/Ba tra 16i cdc
cdu héi tir s6 19 dén s6 22 dudi day:

19. Co quan ¢6 b tri hinh thirc tiép nhan
g6p ¥, phan anh, kién nghi cua nguoi dan,| 5 4 3 2 |
t6 churc

20. Ong/Ba dé dang thuc hién gop ¥,
phan anh, kién nghi

21. Co quan tiép nhan va xir Iy tich cuc
cac gop ¥, phan anh, kién nghi cua 5 4 3 2 1
Ong/Ba

22. Co quan thong bao kip thoi két qua
xtt 1y cac ¥ kién gop ¥, phan anh, kién 5 4 3 2 1
nghi cho Ong/Ba

Ciu 8. Pé nang cao chat lwong phuc vu nguoi dn, to chire trong thoi gian toi,
theo Ong/Ba Co quan hanh chinh nha nréc can phii quan tim dén ndi dung nao
dwéi day?

(Xin Ong/Ba wu tién chon 3 ndi dung trong sé cdc ni dung dudi dady)

0 M6 rong céc hinh thic thong tin dé ngudi dan dé dang tiép can dich vu hanh chinh
cong.
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0 Cai thién hé théng co s& VAt chat, trang thiét bi phuc vu nguoi dan tai co quan giai
quyét thu tuc hanh chinh/ B6 phan tiép nhan va tra két qua.

0 Tiép tuc don gian hoa céac thu tuc hanh chinh.

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

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

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

0 Cai thién thai d6 giao tiép cua cong chirc.

0 Cai thién tinh than phuc vu cua cong chuc.

0 Néng cao nang lue giai quyét cong viée cua cong chuc.

0 Tiép nhan, gidi quyet t6t cac y kién gop ¥, phan anh, kién nghi ctia nguoi dan

0 KNAC (X010 VIGE CU TRE): .ottt ee et

................................................................................................................................

XIN TRAN TRONG CAM ON ONG/BA !



