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84 #h9 BNV-CCHC Ha NGi, ngay A0 thang 4 nam 2014
V/iv: huong‘da”m trién khai Phwong phép
do luong sy hai long cta ngudi dan, t6
chirc ddi véi su phuc vu ciia co quan
- hanh chinh nha nuée

Kinh gfti:
- (;éc bd, co quan ngang bo; )
- Uy ban nhan dén cac tinh, thanh pho tric thude Trung vong.

Thyc hién Quyét dinh sb 1383/QD-BNV ngay 28/12/2012 ctia Bo trudng
B Noi vu vé viéc phé duyét Pé 4n xay dung Phuong phap do ludng sur hai long
clia ngudi dén, to chiic d6i v6i su phuc vu ctia co quan hanh chinh nha nuée (goi
tat 1a Quyet dinh sb 1383/Qb-BNV), B6 Noi vu hudng dan céc bd, co quan
ngang bd (goi chung la bg), Uy ban nhén dan cac tinh, thanh phé trirc thudce
Trung wong (goi chung la tinh) trién khai Phuong phap do ludong sy hai long clia
ngudi dan, t6 chirc dbi vé6i sy phuc vu cta co quan hanh chinh nha nuée véi
nhitng ndi dung sau:

I. MUC TIEU, YEU CAU
1. Muc tiéeu

Po luong su hai long ctia ngudi dan, t& chite ddi véi su phuc vu cta céc
co quan hanh chinh nha nudc (goi tit 1a do lwdong su hai 1ong) nham danh gia
khach quan chét luwgng cung cdp dich vu hanh chinh cbng clia cac co quan hanh
chinh nha nu¢e. Théng qua do, cac co quan hanh chinh nha nudc nim bit duoc
yéu cdu, mong mudn cta nguoi dan, t6 chic dé c6 nhiing bién phap cai thién
chét luong phuc vu va cung cap dich vu ciia minh nhim ning cao su hai long va
loi ich ctia ngudi dan, t6 che.

2. Yéu ciu

- Chi s6 hai long vé sy phuc vy hanh chinh (tén tiéng Anh viét tat 1a
SIPAS) duge xac dinh bado dam phén anh khach quan, trung thuc két qua danh
gid cia nguoi dan, t0 chic vé su phuc vu cia co quan hanh chinh nha nuéc
thong qua viéc cung cap cac dich vu hanh chinh cong cu thé.

- Viéc xdc dinh SIPAS bao dam khoa hoc, d6 tin cay cao, véi chi phi thép,
phu hgp véi nang luc cda can bd, cong chuec.

- Thong qua SIPAS va cac thong tin thu dugc la can ci dé ra giai phap cai
thién, nang cao chat lugng cung cap dich vu hanh chinh cong ctua cac co quan
hanh chinh.



I1. PHAM VI, POI TUQNG AP DUNG
1. Pham vi

- Pham vi toan quoc: Do luong su hai long cia nguoi dén, t6 chire doi voi
sur phuc vu clia co quan hanh chinh nha nudce céc cap trén pham vi ca nudec.

- Pham vi cap tinh: Do lrong sy hai long ctia nguoi dén, t6 chirc d6i voi
st phuc vu ctia co quan hanh chinh nha nuéce thudc tinh, thanh phd.

- Pham vi cap bd: Po luong su hai long ctia nguoi dén, t6 chirc doi véi su
phuc vu cua co quan hanh chinh nha nudce thude bo.

2. Pbi twgng
Déi tuong 4p dung 13 co quan hanh chinh nha nuée cac cap.

I1I. CAC BUOC TIEN HANH PIEU TRA XA HQI HQC BE XAC PINH
CHI SO HAI LONG VE SU'PHUC VU HANH CHINH (SIPAS)

1. Chon dich vu khao sat

- Déi véi pham vi toan quéc: B0 Noi vu chon 6 dich vu hanh chinh cong
dé diéu tra xa hoi hoc xac dinh Chi s6 hai long Vé su phuc vu hanh chinh pham
vi toan quoc gom Cép Chimg minh nhén dén; cap G1ay chimg nhan quyén st
dung dat; cap Glay phép xay dung nha &; Chimg thuc; cip Gidy khai sinh; cap
Gidy dang ky két hon.

- Pham vi cdp tinh: Céc tinh ¢6 thé lua chon 6 dich vu hanh chinh cong da
dugc BO Noi vu chon hodc lya chon cac dich vu hanh chinh cdng khac dé khao
sat tuy thudc vao yéu cau quan ly nha nude va ngudn luc cia dia phuong.

- Pham vi cAp bd: Cac bd ¢6 td chirc cung cip dich vu hanh chinh cdng tai
co quan bd hodc don vi truc thudc can cir tinh hinh thuye té dé chon dich vu hanh
chinh cén khao sat nham dénh gié chat lugng phuc vu tai bd hoac don vi thudc
bd.

2. Xac dinh doi twgng va quy md miu diéu tra (c& mau)

- béi tuong diéu tra xa hoi hoc: Bbi trong diéu tra xa hdi hoc do luong su
hai long cua ngudi dan, t6 chire doi véi su phuc vu clia co quan hanh chinh nha
nudce 1a nhitng ngudi dan, to chitc da gidi quyet thu tuc hanh chinh (d& hoan
thanh va nhéan két qua) & 06 linh vuc dich vu hanh chinh B§ N6i vu di chon
hodc cac dich vu hanh chinh khac do cac bd, cac tinh da chon.

- Quy mé miu diéu tra dugc xéc dinh trén co s& tdng sb giao dich cla
dich vu hanh chinh duoc lya chon va tinh toan theo cong thirc sau day:

N

1+N (e)’
Trong do6:



- n : quy md mau diéu tra, la s6 luong nguoi dan, t6 chie duge chon dé
diéu tra.

-N:la té)ng sb giao dich cda dich vu hanh chinh sé diéu tra duge théng ké
trong mot khoang thoi gian nhat dinh (1a tong s6 ngudi dan, to6 chic di st dung
dich vu trong khoang thoi gian nhat dinh).

- e 1a sai s& cho phép (5%)
3. Chon miu diéu tra
a) Chon mau diéu tra pham vi toan quic

- Déi véi cde dich vu hanh chinh dwoc thie hién ¢ cap huyén (cdp
Chimmg minh nhén dan; cap Gidy chitng nhdn quyén sir dung ddt; cap Gidy phép
xdy dung nha ¢...):

Viéc chon mau cho ting dich vu hanh chinh duoc tién hanh theo phuong
phap chon mau ngau nhién, nhiéu giai doan, bao gom 3 giai doan, cu thé nhu
sau:

+ Giai doan 1 - Chon tinh, thanh phé truc thudc Trung wong:

Budc 1: Chia 63 tinh, thanh phd truc thudée Trung wong thanh cic nhém
theo cac tiéu chi x4c dinh (viing mién, diéu kién kinh té - x4 hoi...). Dé don gian
chon tiéu chi ving mién dé chia céc tinh, thanh phd thanh 7 ving theo quy dinh
ctia Chinh phu (T4y bac; Dong bic; Pdng bing song Hong; Bic Trung bd; Nam
Trung bd va Tay Nguyén; Dong Nam bd; Tay Nam bd). Sap xép cac tinh, thanh
phé truc thude Trung wong trong mdi ving theo thi tu abe.

Bude 2: Chon ngéu nhién mdi viing 20 - 30% s tinh, thanh phd; trong do,
thanh pho truc thudoc Trung wong s€ dugce chon méc dinh.

+ Giai doan 2 - Chon huyén, quan, thi x4, thanh phé thudc tinh:

Budc 1: Lap danh sach céc don vi quan, huyén, thi x4, thanh phé truc
thudc tinh (goi tit 13 cip huyén) trong mdi tinh, thanh phd tryc thudée Trung
uong da dugc chon ¢ giai doan 1 va phan nhom: Loai I, Loai II, Loai III theo
tiéu chi tai Nghi dinh 15/2007/ND-CP ngay 26/01/2007 ctia Chinh phu vé phan
loai don vi hanh chinh cap tinh va cip huyén. Sip xép céc don vi cdp huyén ciia
cac tinh da chon theo thir tu abc.

Budc 2: Chon ngiu nhién mot sb don vi cép huyén cia mdi nhém, véi sb
lwgng khoang 20 - 30% tdng sb ciia mdi nhom. Trong d6, cdc don vi hanh chinh
cép huyén la trung tdm hanh chinh cua tinh dugc chon mac dinh. Cé thé chon sb
don vi cép huyén & cac khu vuc d6 thi va nong thon khac nhau, hoac ¢ cac thanh
phé truc thude Trung uong xép loai dic biét chon sd don vi hanh chinh cép
huyén nhiéu hon céc tinh, thanh phé khc.

Trén co s& 2 giai doan trén sé€ xac dinh dugc danh sach ciac don vi hanh
chinh cap huyén diéu tra dugc chia theo ving, mién, theo tinh, thanh pho va loai
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don vi hanh chinh cép huyén.
+ Giai doan 3 - Chon nguoi dén, t6 chirc di st dung dich vu dé diéu tra:

Budge 1: Xé4c dinh téng sb giao dich cua dich vu s& diéu tra da duge thuc
hién trong khoang 2 - 3 nam lién ké v&i nam diéu tra trén co s& tong hop danh
sach nguoi dan, td chitc da su dung dich vu cua tung don vi hanh chinh cép
huyén duoc chon & giai doan 2.

Budc 2: Xac dinh quy mé mau diéu tra dbi vdi timg don vi hanh chinh
cap huyén dugc chon & giai doan 2 theo cong thitc néu tai Khoan 2 Muc III.

Budc 3: Tong hop quy md mau diéu tra clia ting huyén duge chon & trén
s& duoc quy md mau diéu tra cua dich vu.

Budc 4: Chon nguoi dén, té6 chirc dé diéu tra tai moi huyén duge chon
theo phuong phép chon ngau nhién, bdo ddm tdng s6 mau diéu tra cua tung
huyén va tong s0 mau diéu tra cua dich vu da dugec tinh todn ¢ budc 2 va budc 3.

- Béi véi cde dich vu hanh chinh dwege thiee hién & cap xd (Chimg
thue; cap Gidy khai sinh; cap Giay dang ky két hon...):

Pdi véi cac dich vu hanh chinh duoge thuc hién & cép x4, viéc chon mau
thuc hién theo cac giai doan, budc giéng nhu chon mAu cho cac dich vu hanh
chinh tai cip huyén & trén, nhung bd sung thém viéc chon s don vi hanh chinh
cép X3 tai cac huyén dé diéu tra, cu thé qua trinh chon mau gém 4 giai doan la:

+ Giai doan 1 - Chon tinh, thanh phd truc thudce Trung wong:

Thue hién gibng giai doan 1 cta chon méu déi véi cac dich vu hanh chinh
thuc hién & cép huyén néu trén. DPé don gian, s dung danh sach tinh da duoc
x4c dinh & giai doan 1 ctia chon mau ddi v6i cac dich vu hanh chinh thuc hién &
cép huyén.

+ Giai doan 2 - Chon huyén, quén, thi x4, thanh phé thudc tirh:

Thyc hién giéng giai doan 2 ctia chon mAu ddi véi céc dich vu hanh chinh
thuc hién & cap huyén néu trén. De don gian, sir dung danh sach huyén da duoc
x4c dinh & giai doan 2 ctia chon mau ddi voi cace dich vu hanh chinh thuc hién &
cAp huyén.

- Giai doan 3 - Chon x4, phuong, thi tran:

Budc 1: Lap danh sach céc x4, phuong, thi trdn cla cac huyén dugc chon
& giai doan 2 va phan nhém céc don vi cip x4 nay theo 3 loai I, II, III nhu quy
dinh ctia Chinh phu tai Nghi dinh s6 159/2005/ND-CP ngay 27/12/2005 vé phan
loai don vi hanh chinh x4, phuong, thi trdn. Sip xép cdc don vi hanh chinh cp
x4 tai cac huyén duogc chon theo thir tur abe.

Budc 2: Tai mdi huyén dugce chon & bude 1 chon ngu nhién 20 - 30% s
don vi hanh chinh cap x& cia moi nhém. Do6i véi don vi hanh chinh cap x4 1a
trung tdm hanh chinh cta huyén duge chon mac dinh.



Tong hop bude 1 va bude 2 sé duoc danh sach sé don vi hanh chinh cép
xa dugc chon dap tmg duoc tiéu chi ving, mién va loai don vi hanh chinh.

+ Giai doan 4 - Chon nguoi dan, td chtrc da sir dung dich vu dé diéu tra:

Budc 1: Xac dinh téng sd giao dich cua dich vu sé& diéu tra da dugc thuc
hién trong khoang 2 - 3 nam lién k& v6i nam diéu tra trén co s tong hop danh
sach ngudi dan, to chire di st dung dich vu cta timg don vi hanh chinh cip x4
dugce chon & giai doan 3.

Budce 2: Xac dinh quy mé mau diéu tra dbi véi timg don vi hanh chinh
cap xa dugc chon & giai doan 3 theo cong thirc néu tai Khoan 2 Muc 111

Budce 3: Tong hop quy mé méu didu tra cta timg x4 duge chon & trén s&
duge quy mé mau didu tra cta dich vu.

Budce 4: Chon nguoi dan, td chire dé didu tra tai mdi x& dwgce chon theo
phuong phap chon ngu nhién, bao dam téng sé6 mau diéu tra cla timg xa va
téng s6 mau didu tra ctia dich vu di duoc tinh toan & bude 2 va budce 3.

b) Chon méu diéu tra quy mo cap tinh

- Péi véi cdc dich vu hanh chinh dwoc thuce hién & cciip huyén (cdp
Chumg minh nhdn ddn; cap Giay chung nhdan quyén sir dung dat, cap Gidy phép
xdy dung nha o...).

Chon mAu gdm 2 giai doan nhu sau:
+ Giai doan 1 - Chon huyén, quén, thj x4, thanh phd thudc tinh:

Can cttr vao yéu ciu va kha ning ngudn luc thue hién (con ngum k1nh
phi, thot gian...), cac tinh co thé lua chon mot trong hai cach (i) chon tét ca sb
don vi hanh chinh cip huyén dé diéu tra, khao sét; (ii) tién hanh phan nhém céc
huyén thanh loai I, II, III theo tiéu chi tai Nghi dinh 15/2007/ND-CP ngay
26/01/2007 cua Chinh phu vé phan loai don vi hanh chinh cap tinh va cép
huyén, sau d6 chon ngiu nhién 20 - 30% sb don vi cp huyén cho mdi nhém
(cht y don vi cap huyén la trung tdm hanh chinh cida tinh dugc chon méc dinh).

+ Giai doan 2 - Chon nguoi dan, td chirc da st dung dich vu dé diéu tra:

Budce 1: Xég: dinh téng sb giap dich cua dich vu sé& diéu tra di duoc thuc
hién trong nam di€u tra trén co s¢ tong hgp danh sach ngudi dén, to chic da su
dung dich vu cta tung don vi hanh chinh cap huyén duoc chon & giai doan 1.

Buége 2: Xac dinh quy mé mau diéu tra ddi v6i timg don vi hanh chinh
cap huyén duoc chon & giai doan 1 theo cong thirc néu tai Khoan 2 Muc I1I.

Budce 3: Tong hop quy moé mau diéu tra cta tirng huyén duogc chon ¢ trén
s& dugc quy mo6 mau diéu tra cua dich vu.

Budc 4: Chon ngudi da.n t6 chirc dé dleu tra tai m01 huyén dugc chon
theo phwong phap chon nglu nhién, bao dam tdng sé mau diéu tra cla ting
huyén va tong sé mau diéu tra cta dich vu da duoc tinh todn & bude 2 va buée 3.
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- Déi véi cde dich vu hanh chinh dieoc thue hién ¢ cc?’p xd (Ching
thue, cap Gidy khai sinh; cap Gidy ddang ky ket honm...):

Chon mau gdm 3 giai doan:

+ Giai doan 1 - Chon huyén, quén, thi x, thanh phé thudc tinh:

Su dung danh sach don vi hanh chinh cép huyén dé xac dinh & giai doan 1
ctia chon mau déi vé6i cac dich vu hanh chinh thuc hién & cip huyén néu trén.

+ Giai doan 2 - Chon x3, phuong, thi tran:

Budc 1: Lap danh sach cac x&, phuong, thi trin cla céc huyén duoge chon
O giai doan 1 va phan nhom céac don vi cAp x4 nay theo 3 loai I, II, III nhu quy
dinh ctia Chinh phu tai Nghi dinh s6 159/2005/ND-CP ngay 27/12/2005 vé& phan
loai don vi hanh chinh x4, phuong, thi tran. Sip xép cac don vi hanh chinh cdp
x4 tai cac huyén dugc chon theo thi tu abe.

Budc 2: Tai mdi huyén duge chon & budc 1 chon ngau nhién 20 - 30% s6
don vi hanh chinh cép xi clia m3i nhém. Dbi véi don vi hanh chinh cip x3 1a
trung tdm hanh chinh ctia huyén duoc chon mac dinh.

Téng hop budce 1 va bude 2 s& duge danh sach sé don vi hanh chinh cép
x4 dugc chon ddp tng dugc tiéu chi vung, mién va loai don vi hanh chinh.

+ Giai doan 3 - Chon nguoi dan, td chirc da st dung dich vu dé diéu tra:

Budc 1: Xac dinh téng sO giao dich cua dich vu s€ diéu tra da duoc thuc
hién trong nam di€u tra trén co sé& tong hop danh sach nguoi dan, t6 chuc da s
dung dich vu cia tung don vi hanh chinh cép xa8 dugc chon & giai doan 2.

Bude 2: Xac dinh quy mé mau diéu tra dbi vé6i timg don vi hanh chinh
cap x& dugc chon & giai doan 2 theo cong thirc néu tai Khoan 2 Muc II1.

Bude 3: Tong hop quy md mau diéu tra cla timg x& duoc chon & trén s&
dwoc quy md mau diéu tra cta dich vu.

Budce 4: Chon nguoi dén, t6 chirc dé diéu tra tai mdi xd duoc chon theo
phuong phdp chon ngau nhién, bao dam tdng s6 mau diéu tra cia timg x3 va
téng sb mau diéu tra cta dich vu da duoc tinh toan & bude 2 va bude 3.

¢) Chon miu quy moé cép bd

Trén co s& tong sd giao dich trong nam cua dich vu hanh chinh duoc cdc
bo lua chon, 1&p danh sach nguoi déan, to chirc da s dung dich vy trong nam
diéu tra va tién hanh chon mau ngau nhién don gian, vdi quy mo6 mau theo céng
thirc néu & Khoan 2 Muc II1.

4. Xay dung bd cau hoi diéu tra xa hdi hoc

a) B cau hoi diéu tra xa hoi hoc phuc vu xac dinh Chi s hai long vé su
phuc vu hanh chinh pham vi toan qudc

- B6 cau hoi diéu tra x3 hdi hoc do luong su hai long clia nguoi dan, td
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chuc dbi véi su phuc vu cta co quan hanh chinh nha nudce gin voi cdc tiéu chi
quy dinh tai Quyét dinh sé 1383/QD-BNV dugc Bo Noi vu xdy dung thanh 6
phleu hoi ddi Vol 6 dich vu hanh chlnh la: Cdp Chitng minh nhan dén; cap Gidy
Ching nhan quyén str dung dat; cap Glay phép xdy dung nha ¢; Chimg thuc;
cap Gidy khai sinh; cap Gidy dang ky két hén (c6 cac phidu hoi kém theo).

- Mbi phiéu hoi gdbm 2 phan: (i) Phén thong tin chung gidi thidu vé muc
dich khao sat, hudng din céch tra 101 cac cdu héi, thong tin ca nhén cua nguoi
duoc héi va (ii) Phan cau hoi. Cac cdu hoi diu tra x3 hoi hoc trong phiéu héi
cua tung dich vu gin véi céc tiéu chi, tidu chi thanh phin quy dinh tai Quyét
dinh s6 1383/Qb-BNV. Trong d6, c6 cac cdu hoi vé danh gia chat lugng cung
chp dich vu theo timg yéu tb; cac cau hoi vé sur hai long cua nguol dan d6i véi
timg yéu t6 va ciu hoi chung dé danh gia su hai long dbi véi toan bd dich vu.
Céc céu hoi nay phan 16n duoc x4y dung thang danh gia 5 mifc. Ngoai ra con ¢6
mét cdu hoi dé nguoi dan néu y kién ctia minh vé nhimg van dé gitp cai thién,
ning cao chét lugng cung cép dich vu cla co quan hanh chinh nha nuéc. Cac
cau hoi diéu tra néu trong cac phiéu hoi néi trén 1a bat budc khi tién hanh khao
st su hai long cua nguoi dan.

b) B6 cdu héi diéu tra xa hoi hoc dé x4c dinh Chi sb hai long vé su phuc
vu hanh chinh pham vi c4p tinh, cdp bd

- Can ¢t vao két cdu, ndi dung phiéu hoi ctia 6 dich vu hanh chinh do B
Noi vu ban hanh, cac bd, céc tinh c6 thé xay dung cac phiéu héi cho céac dich vu
hanh chinh khac thudc trach nhiém quéan ly, thuc hién cua bg, tinh dé danh gia
muc d hai long clia nguoi dan, t6 chirc ddi voi cée dich vu hanh chinh nay khi
can thiét.

- Ngoai céc cdu hoi theo quy dinh dé tinh toan, xdc dinh Chi sé hai long
vé& su phuc vu hanh chinh va cac chi s6 phan 4nh chit luong cung cap dich vu
theo quy dinh tai Quyét dinh sb 1383/QD-BNV (nhu da duoc cu thé hod tai 6 bd
phiéu héi do Bo Noi vu ban hanh), tuy yéu cau, didu kién thuc té ciia cac bo, cac
tinh ¢ thé bd sung thém nhimg cau hoi khac dé thu thap nhimg théng tin can
thiét phuc vu yéu cdu quéan 1y clia minh.

5. T6 chire diéu tra xa hoi hoc

T4 chie diéu tra x3 hdi hoc duoc thue hién dudi hinh thic phat phiéu hoi
dé nguoi dan, t6 chirc tu nghién ciru va tra 10i. Cac bo, cac tinh ¢6 thé ap dung
mdt hodc nhiéu phuong thire diéu tra _trong so cac phuong thirc sau day, tuy
thudc vao didu kién ngudn luc va yéu ciu thuc té:

- Gap truc tiép ngudi dén, t chirc tai dia ban: Co quan diéu tra dén gap
truc tlep timg ngudi dén, té chirc tal noi ma nguoi dan, tb chirc mong mubn,
phét phiéu cho ngudi dan, dai dién t chirc tra 11 va thu phiéu vé ngay sau khi
ngudi dan, t6 chire tra 101 xong.

- Guti phiéu qua dudng buu dién: Co quan diéu tra giri phiéu dén ting
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nguol dan, to chirc qua duong buu dién d€ nguoil dan, té chire tra 01 va tién
hanh thu phiéu ma nguoi déan, to chirc giri lai (qua duong buu dién hodc hinh
thirc khac).

- Tap trung nguoi dén (hodc dai dién t chirc) ¢én mot dia diém dé tra 10i
phiéu: Co quan dleu tra chon mdt dia diém phu hop tai dia phuong dé ngudi dan
(hodc dai dién t6 chire) tap trung dén d6 tra 151 phiéu.

- Piéu tra truc tuyén trén trén mang dién tir: Tuy thudc vao yéu cau,
ngudn luc va kha ning ung dung cong nghé thong tin cuia minh, co quan hanh
chinh xay dung phan mém khdo sat truc tuyen va td chirc khao sét, ldy v kién
true tiép ngudi dn, té chire tai B6 phan tiép nhan va tra két qua hodc théng qua
website cua co quan hanh chinh.

6. Tong hop, phin tich s lidu
a) Phan mém théng ké

Str dung phin mém SPSS dé tong hop, phan tich sb liéu diéu tra xa hoi
hoc ddi véi cac dich vu hanh chinh da duoc thuc hién.

b) Tinh todn céc chi s

- Chi s6 hai long cia nguoi dan, to chirc d61 véi sy phuc vu cta co quan
hanh chinh nha nuéc:

Chi s hai long la ty 1& phan trém so ngudi dén, to chire ¢6 cu tra 11 &
mtrc hai 1ong va rit hai long so véi tdng sé ngudi dan, tb chirc tham gia tra 10i:

+ Chi s hai long vé sy phuc vu hanh chinh (SIPAS): Ty 1¢ phan tram sé
nguoi tra o1 ¢ mie “hai long” va “rat hai long” do1 véi cau hoi hai long chung
vé toan bg dich vu.

+ Chi s6 thanh phan: Ty 1é phan trim sb nguoi tra 161 & muc “hai long” va

“rit hai 1ong” dbi véi ciu hdi vé su hai long theo tung yéu t6 ctia dich vu hanh
chinh duoc quy dinh tai Quyét dinh s6 1383/QD-BNV.

- Céc chi sé danh gia chat luong phuc vu cua co quan hanh chinh nha
nudc theo ting yéu tb cua dich vu: Chi s6 danh gia chét luong phyc vu la ty 1¢
phan trim sd ngudi dan, to chirc ¢6 cau tra 161 & mirc tbt va rat tbt, hodc muc
turong duong (mirc diém sb 4 va 5 trén thang dlem 1 - 5 tuong tng) so voi tdng
s& ngudi dan, t6 chirc tham gia tra 10i. Chi s6 danh gid chét luong dugce xay
dung cho céc tidu chi thudc 4 yéu té cia dich vu hanh chinh duoc xdc dinh tai
Quyét dinh sb 1383/QD-BNV.

- No6i dung can quan tdm thuc hién theo dé xuat ctia ngudi déan, té chirc:
Tong hop, phén tich y kién ngudi dén, t6 chirc vé cac ndi dung can wu tién thuc
hién, cdi thién d€ ning cao chat lugng phuc vu clia co quan hanh chinh nha
nudec.



7. Xdy dung Bao cdo két qua Chi s hai long vé sw phuc vu hanh
chinh (SIPAS)

Trén co s& trién khai didu tra x3 hoi hoc do luong su hai long cia nguoi
dan, t6 chirc dbi v6i su phuc vu cia co quan hanh chinh nha nudc va két qua
téng hop, phén tich, tinh toan céc chi s6 dé xay dlmg Béo cdo két qua Chi sd hai
long vé su phuc vy hanh chinh pham vi toan qudc hoic cip bo, cap tinh véi cac
ndi dung co ban sau day:

- G161 thiéu chung vé do ludng sy hai long cia nguoi dan, td chirc doi vaoi
su phuc vu cia co quan hanh chinh, trong d6 gom c6:

+ Muc tiéu

+ Noi dung

+ Pham vi, dbi tuong

+ Phuong phép thuc hién
+ T4 chrc thuc hién

- Két qua diéu tra xa hoi hoc do ludong su hai long cia nguoi dan, to chire
doi voi su phuc vu cia co quan hanh chinh:

+ Tong hop, phan tich dbi tuong diéu tra theo nhom;
+ Téng hop, phan tich sb lidu va xdy dung cac chi sb chét lugng;
+ Téng hop, phén tich sb liéu va xay dung cac chi sé hai long.
- Nhén xét, danh gia va kién nghi:
‘ + Panh gi4 chung vé wu, nhugc diém va két qua trién khai, nhirmg van dé
can quan tdm, rat kinh nghiém d€ trién khai tdt hon cho céc nam sau.

+ Nhén xét, danh gia vé két qua Chi s6 hai long vé su phuc vu hanh chinh
dat dugc trong nam.

+ Nhén xét, danh gia cac y kién nguoi dan, to chuc vé viéc nang cao chat
luong cung cap dich vu.

- Céc phu luc phai dam bao gém co:
+ Danh sach cac huyén da dugc chon didu tra xa hoi hoc;
+ Danh sach cac x4 d3 duoc chon diéu tra x4 hoi hoc;

+ Bang thdng ké tdng sd ngudi dén, to chirc da st dung dich vu clia nim
trude lién ké nam diéu tra cua ting linh vye dich vy tai cdc huyén, xa diéu tra
(461 v6i quy m6 toan quéc thi 1dy s lidu 2 - 3 nim gin nhét);

+ Bang thong ké tong sd ngudi dan, t6 chirc di dugce chon didu tra x4 hoi
hoc cia tung linh vuc tai cac huyén, xa diéu tra;

+ Bang thdng ké phiéu diéu tra phat ra, thu v&, hop 1& va khong hop 1.



IV. TRACH NHIEM VA THOI GIAN TRIEN KHAI

1. Quy mb toan qudc

- Bo Nbi vu chiu trach nhiém chu tri t6 chire trién khai theo yéu ciu cta
Chinh phu.

- Thoi gian: 2 - 3 nam t6 chirc mot lan. Thoi diém thue hién vao Quy I
cua nam sau lién ké nam diéu tra.

2. Quy md cap tinh

- S& Noi vu chu tri gitp Uy ban nhan dan cap tinh thuc hién x4c dinh va
cong bd Chi s6 hai long vé su phuc vu hanh chinh trong pham vi cép tinh.

- Thoi gian thue hién do cac tinh quyét dinh. Thoi diém thue hién vao
Quy I ctia ndm sau lién ké ndm diéu tra.

3. Quy md cap bd

- Céc bd quyét dinh viée trién khai x4c dinh va céng bd Chi sb hai long vé
su phuc vu hanh chinh doi véi cac co quan thudc va truc thude bd theo yéu cau.

- Vu T6 chitc can bd clia cc bo, nganh 1a co quan chu tri gitp bd trién
khai thuc hién xac dinh va cdng bo Chi s6 hai long vé sy phuc vu hanh chinh.

Trén day la hudng dan ctia Bo Noi vu vé trién khai Phuong phép do luong
su hai 1ong ctia ngudi dén, t6 chirc ddi vé6i su phuc vu clia co quan hanh chinh
nha nuée. Trong qué trinh irién khai thuc hién c6 van dé gi vudng méc, v kién
phan anh xin gii v& B N6i vu (dng Pham Minh Hung - Vu Cai cach hanh
chinh, bT: 04.37957077, DD: 0986.333.966, email:
phamminhhung@moha.gov.vn) dé kip thoi giai quyé’t.%/"

Noi nhan: KT. BO TRUONG
- Nhu trén; THU TRUONG
- B trudng (dé b/c);

- Thir trudéng Nguyén Tién Dinh;
- Luu: VT, CCHC.

Nguyén Tién Dinh
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Mai 6 phiéu:...............

PHIEU KHAO SAT SU HAI LONG
CUA NGUOI DAN POI VOI DICH VU HANH CHINH
CAP CHUNG MINH NHAN DAN

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Dé ¢ co sd cai thién, nang cao chat lugng phuc vu nguoi dan ctia co quan
hanh chinh nha nude, Bo Nbi vu tién hanh khao sat mire d6 hai long cta nguoi
dan d6i véi viée giai quyét thu tuc hanh chinh cdp Chung minh nhan dan
(CMND) cua co quan cong an.

Bo N6i vu kinh mong nhan duoc su hop tac ctia Ong/Ba thong qua tra 1oi
day du, khéch quan cac cau hoi sau day.

Xin tran trong cam on Ong/Ba!

II. HUONG DAN TRA LOI CAC CAU HOI
Pé nghi Ong/Ba:

- Panh dau (X) vao 6 vuéng (EI) trudc phuong an tra 101 ma Ong/Ba
chon, d6i véi cau héi ¢6 6 vudng trude mdi phuong an tra 1oi.

- Khoanh tron vao chit sé (1, 2, 3, 4, 5) tuong ung véi mic diém ma
Ong/Ba chon, dbi vdi cau hoi c6 thang diém.

Xin Ong/Ba tra 10i cau hoi ¢ cac trapg sau.



L. THONG TIN VEENGUOT TRA LOI

Xin Ong/Bil cho biét théng tin vé ban thin Ong/Ba theo cic ndi dung
dwoi day:

1. P tudi:
O Dudi 25 tudi
025 - 34 tudi
035 - 49 tudi
0 50 — 60 tudi
O Trén 60 tubi

2. Gigi tinh:
O Nam
[ Nir

3. Trinh dd hoc vin:
O Biét doc, biét viét
O Tiéu hoc (cip 1)
O Trung hoc co s& (cip I1)
O Trung hoc phd théng (cép 111)
O Day nghé/Trung cép
O Cao ddng/Dai hoc
O Trén Dai hoc

O KRAC (Xi1 EU FO) vt e et et et

4. Nghé nghiép:
[J NGi trg/Lao dong tu do
1 Nghi huu
O Sinh vién
O Lam viéc tai td chire/doanh nghi¢p tu nhan

01 Can bd/codng chire/vién chire/hre lrgng Quan ddi nhan dan/luc lugng Cong,
an nhan dan

CIKNAC (XI7 U FO): e



B. PHAN CAU HOI
L TIEP CAN DICH VU CAP CHUNG MINH NHAN DAN
Cau 1. Ong/Ba tim hiéu thong tin vé co quan cip CMND qua hinh thirc

nao (co quan nao cdp CMND, dia diém va ngay/gio lam viéc cia co quan d6) ?

[1 Qua hoéi ngudi than, ban be.

[0 Qua chinh quyén phudng, xa.

] Qua phuong tién thong tin dai ching (xem tivi, nghe dai, doc bdo...).

[1 Quang mang internet.

O Khac (xin néu ro):

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

Cau 2. Ong/Ba cho biét danh gia cia minh vé mirc dp dé dang, thuin
ti¢n trong viéc tim hiéu thong tin vé dich vu cap CMIND?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rat cao)

1 2 3 4 5

Cau 3. Ong/Ba cho biét dinh gid ciia minh vé nurc dj ddy di, chinh xdc
ciia thong tin vé dich vu cap CMND?

(1= rat thip; 2 = thép; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 4. V¢ trang thiét bj tai noi gidi quyét thii tuc cip CMND:

- Ong/Ba cho biét dinh gid ciia minh vé mive dp hién dai ciia cdc trang
thiét bi tai noi lam thii tuc cap CMIND?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5= rét cao)

1 2 3 4 5

- Ong/Ba cho biét dinh gida ciia minh vé nuic do thudn tién trong sir
dung cac trang thiet bi tai noi lam thu tuc cap CMND?

(1= rét thip; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rat cao)

1 2 3 4 5




Cau 5. Ong/Ba cho biét danh gia crie minh vé mire dj tién nghi, thodai
mdi tai noi ngoi cho lam thi tuc cap CMND?

(1=rit thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = riit cao)

'S

4

|

Cau 6. Xin Ong/Ba cho biét nurc do hai long ciia minh khi tiép cin dich

vu cip CMND?
1. Réit khong hai long
2. Khong hai long
3. Binh thudng

I. THU TUC HANH CHINII CAP CMND

Cau 7. Ong/Ba cho biét danh gia cia ninh vé nure do cong kivai day di

4. Hai long
5. Rat hai long

cac quy dinh vé thu tuc cap CMND tai co quan cong an?

(1= rat thap; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rit cao)

2

4

Cau 8. Ong/Ba cho biét danh gia ciia minh vé mirc dp don gian, dé ké
khai cita ho so lam thii tuc cap CMDN do co quan cong an quy dinh?

R

2

I

\

4

Cau 9. Ong/Ba cho biét nure dp thudn tién trong thuc hién quy trinh cap
CMND ciia co quan cong an?

(1= rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

o

2

4

Cau 10. Xin Ong/Ba cho biét mire dj hai long ciia minh vé thi tuc hanh

chinh ciap CMND?
1. Rét khong hai long
2. Khong hai long
3. Binh thuong

4. Hai long
5. Rét hai long



III. CONG CHU'C GIAI QUYET CONG VIEC CHO NGUOI DAN

Cau 11. Ong/Ba dinh gid nhw thé nio vé thdii dp giao tiép lich sw, ding
muyc cua cong chire giai quyét thii tuc ciap CMND?

(1= rat thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 12. Ong/Ba ddinh gid nhw thé nao vé sw tin tinh, chu ddo cia cong
chire giai quyét thi tuc cap CMND?

(1= rat thap; 2 = thdp; 3 = binh thuong; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 13. Ong/Ba dinh gid nhw thé nio vé sw ré rang, dé hiéu trong
hwong dan cua cong chire giai quyét thu tuc cap CMND?

(1=rét thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 14. Ong/Ba dinh gid nhw thé nao vé mirc dp thanh thao, tuin thii
dung quy trinh gidai quyét cong vi¢e cua cong chirc giai quyét thu tuc cap
CMND?

(1=rit thap; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 15. Xin Ong/Ba cho biét mirc dp hai long ciia minh vé sw phuc vu
cua cong chirc giai quyét thu tuc cap CMND cho nguwoi dan?
1. Rét khong hai long 4. Hai long
2. Khéng hai long 5. Rat hai long
3. Binh thuong



IV. KET QUA GIAI QUYET THU TYC CAP CMND

Cau 16. Ong/Ba danh gia thé nao vé mirc dp day dii, chinh xdc cua
thong tin trén CMND dia nhan dirgce tir co quan cong an?

(1= rat thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Céu 17. Vé thoi gian giai quyét thii tuc cip CMND:
- 86 lan Ong/Ba di lai dé lam thii tuc cdp CMND (ghi v3 56 lan): ... ...

- Viéc tra két quda ciia co quan cong an co diing hen kliong? (dinh dau
(X) vao 6 twong tng dudi diy)

Sdm hon giay hen Ding hen Mudn hon gidy hen

- Theo Ong/Ba thoi gian gidi quyé’t thii tuc cip CMND ma co quan
cong an da thwe hién co hop Iy klhiong?

(1= rat khong hop 1y; 2 = khong hop 1y; 3 = binh thudng; 4 = hop ly; 5 =
rat hop ly)

1 2 3 4 5

Cau 18. V& chi phi ma Ong/Ba phii tra khi lim thii tuc cdp CMND:

- Khi lam thii tuc cdp CMND, Ong/Bi cé phii tri thém khodn chi phf
nao khdac ngoai quy dinh ciia co quan cong an khong?

Co _,__‘_‘l Khong

~ =Theo Ong/Ba khoin chi pid plai nép theo quy dinh khi lam thi tuc
cip CMND co hop Iy khong?

(1= rat khong hop 1y; 2 = khong, hop ty; 3 = binh thuong; 4 =hop ly; 5 =
rat hop ly)
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Cau 19. Vé viéc gidi quyét phan dnh, kien nghi ciia co quan cong an:

- Trong qud trinh lam CMND Ong/Ba cé phan dnh, kién nghi gi véi co
quan cong an khong:

Co Khong

(Néu trd 1oi  “cd” thi tiép tuc trd 107 cdu 19; néu trd loi  “khong” thi
chuyén sang cdu 20)

- Mikc d dé dang, thuin tign trong vige siv dung cdc hinh thive tiép
nhin phin dnh, kién nghi do co quan cong an bo tri (hom thu/sé dién thoai
phan dnh, kién nghi/bé tri phong tiép dan, lich tiép ddan va nguoi tiép dan...)?

(1=rét thap; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rt cao)

1 2 3 4 5

- Xin 6ng/ba cho biét dinh gid ciia minh vé viéc gidi quyét phan dnh,
kién nghj ciia co quan céng an:
1. Rét thiéu trach nhiém 4. Trach nhiém
2. Thiéu trach nhiém 5. Rét trach nhiém
3. Binh thuong

Cau 20. Xin Ong/Ba cho biét mire dé hai long ciia minh vé két qua giai
quyét thii tuc cap CMND?

1. Rét khong hai long 4. Hai long

2. Khéng hai long 5. Rét hai long

3. Binh thuong

_ V. PANH GIA MUC DO HAI LONG DOI VOI TOAN BQ QUA
TRINH GIAI QUYET THU TUC CAP CMND

Cau 21. Sau tat ca nhitng ddanh gid 6 trén, xin Ong/Ba cho biét mirc dp
hai long ciia minh vé toan bg qud trinh gidi quyét thii tuc cdp CMND ciia co
quan cong an?

1. R4t khong hai long 4. Hai long
2. Khéng hai long 5. Rét hai long
3. Binh thuong



VL. GOl Y CAl TIEN VIEC GIAT QUYET THU TUC CAP CMND
CUA CO QUAN CONG AN

Cau 22. Pé ning cao chit lirong phuc v ngum din trong | thoi gian toi,
theo Ong/Ba co quan cong an giai quyét thii tuc ciap CMND cin phai quan
tém dén ndi dung nao duwéi diy?

(Xin Ong/Ba wru tién chon 3 ndi dung trong so cdc ndi dung durdi diy)

[

------------

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

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

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

M¢ rong cdc hinh thire thong tin dé ngudi dan dé dang tiép can vé co
quan cip CMND va thi tuc cip CMND

Cai thién hé 1]’16ng o s vat chit, trang, thiét b phuc vu nguat din tat
noi lam thii tyc ciip CMND

Tiép tuc don gidn hoa cac thu tue hanh chinh vé cdp CMND

Tang tinh cong khai, minh bach trong thuc hién thu tuc cép CMND
Tang cudng Ung dung cong nghé thong tin trong giai quyét thi tuc
hanh chinh

Cai thién thai d¢ giao tiép, tinh than phuc vy ctia cong chire déi véi
nguoi dan

Niéng cao ning hye gidi quyét cong viée ctia cdng chic

Rt ngdn thoi gian cip CMND

Giam phi/I¢ phi cdp CMND

Tiép nhén, giai quyét tét cac phan anh, kién nghi ctia ngudi dan
Khéc (xin ghi cu thé)

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

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

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

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

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

XIN CHAN THANU CAM ON ONG/BA ! /“f/

P



PHIEU KHAG SAT SU HAI LONG
A NGUOI DAN POI VOI DICH VU CHUNG THUC

A.PHAN THONG TIN CHUNG

I. MUC PiCH KHAO SAT

D€ c6 co s cdi thién, ndng cao chat lugng phuc vu ngudi dan cua co quan
hanh chinh nha nudc, B§ No6i vu ti€n hanh khao sat mirc d§ hai long cia nguoi
dan, to chuc do6i véi viée giai quyét thu tuc hanh chinh Ching thuc.

B6 Néi vu kinh mong nhan duoc su hop tac cia Ong/Ba thong qua tra 16
day du, khach quan céc cau hoi sau day.

Xin tran trong cam on Ong/Ba!

II. HIUONG DAN TRA LO¥ CAC CAU HOI

Pé nghi Ong/Ba:

- Panh déu (X) vao 6 vuodng (i:l) trudc phuong an trd 161 ma Ong/Ba
chon, dbi véi cau hoi c6 8 vudng truéc modi phuong an tra 1oi.

- Khoanh trén vao chit sd (1, 2, 3, 4, 5) tuong Ung v4i muc diém ma
Ong/Ba chon, doi véi cau hoi ¢6 thang diém.

Xin Ong/Ba tra }oi edu hoi ¢ cae trang sau.



III. THONG TIN VE NGUOI TRA LOI

Xin Ong/Bi cho biét thong tin vé ban than Ong/Ba theo cac ndi dung
dudi day: '
1. P} tudi:

O Dusi 25 tudi

O 25 - 34 tuoi

O 35 ~ 49 tudi

O 50 — 60 tudi

[ Trén 60 tudi

2. Gidi tinh:
O Nam
O N

3. Trinh @6 hoc van:
O Biét doc, biét viét
O Tiéu hoc (cap I)
O Trung hoc co s& (cap 11)
O Trung hoc pho théng (cap I1I)
[0 Day nghé/Trung cap
O Cao dang/Pai hoc
[0 Trén Pai hoc
O KNAC (XI HEUFO) <o e e et

4. Nghé nghiép:
[0 Noi trg/Lao dong tu do
[ Nghi huu
[ Sinh vién
[0 Lam viéc tai t6 chtrc/doanh nghiép tu nhan

[ Céan bd/cong chirc/vién chire/luc luwong Quan dodi nhan dan/luc lugng Cong
an nhan dan

LIKhAC (X7 U FB): ooeeveiee e



B. PHAN CAU HOI
I. TIEP CAN DICH VU CHUNG THUC

Ciu 1. Ong/Ba tim hiéu thong tin vé co quan Chitng thuec qua hinh thirc
nao (co quan nao thie hién Chung thue, dia diém va ngay/gio lam viéc cua co
quan do) ?

O Qua hoi ngudi than, ban be.

00 Qua chinh quyén phudng, x4.

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

0 Khac (xin néu rd):

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

Cau 2. Ong/Ba cho biét dinh gid ciia minh vé mirc dp dé dang, thuin
tién trong viéc tim hiéu thong tin vé dich vu Chirng thwe?

(1=r4t thp; 2 = thép; 3 = binh thudng; 4 = cao; 5 = rit cao)

R R

Cau 3. Ong/Ba cho biét dinh gid ciia minh vé mivc dp diy diy, chinh xdc
cua thong tin vé dich vu Chirng thuc?

(1=rét thip; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

} 1 2 ] 3 1 4 5

Cau 4. Vé trang thiét bi tai noi giai quyét thi tuc Chieng thuec:

- Ong/Ba cho biét dinh gid ciia minh vé mirc dp hién dai ciia cdc trang
thiét bi tai noi lam thii tuc Chirng thirc?

(1= rét thép; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rat cao)

| 1 2 , 3 L 4 5 T
- Ong/Ba cho biét dinh gid cia minh vé mirc dp thufin tién trong sir

dung cidc trang thiét bi tai noi lam thii tuc Chikng thirc?
(1=rét thip; 2 = thdp; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 L 2 3 t 4 ' 5




Cau 5. Ong/Ba cho biét danh gia cua minh vé nurc dp tién nghi, thoai

mdi tai noi ngoi cho lam thi tuc Chirng thire?

(1=rat thap; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rat cao)

1 2

5]
2

T

4

|

5

Cau 6. Xin Ong/Ba cho biét murc dp hai long ciia minh khi tiép cdn dich

vu Chirng thuc?
1. Rét khong hai long
2. Khong hai long
3. Binh thuong

II. THU TUC HANH CHINH CHUNG THU'C

4. Hai long

5. Rét hai long

Cau 7. Ong/Bi cho biét dinh gid ciia minh vé mirc dp céng khai day dii
cdc quy dinh vé thit tuc Chirng thuce tai co quan hanh chinh nha nwdc (noi

Ong/Ba lam thil tuc)?

(1=rét thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rat cao)

L Je

3

|
|
!
[

4

h

Cau 8. Ong/Ba cho biét danh gida cia minh vé mirc dp don gian, dé ké
khai ciia ho so lam thi tuc Churng thue do co quan hanh chinh nha nirée quy

dinh?

(1=rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 =rit cao)

R :

5]
2

4

|

5

i

Cau 9. Ong/Bd cho biét mirc dp thuin tién trong thie hién quy trinh

Chirng thire ciia co quan hanh chinh nha niwroc?

(1=rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

T 2

3

4

\

5

Cau 10. Xin Ong/Ba cho biét murc dp hai long ciia minh vé thii tuc

Chirng thuc?
1. Rat khéng hai long
2. Khong hai long
3. Binh thuong

4. Hai long
5. Rat hai long



I1I. CONG CHUC GIAI QUYET CONG VIEC CHO NGUOI DAN

Cau 11. Ong/Ba dinh gid nhw thé nao vé thdi dp giao tiép lich su, diing
muec cua cong chire giai quyét thu tuc Chirng thuc?

(1= rét thip; 2 = thp; 3 = binh thuong; 4 = cao; 5 = rit cao)

’ 1 ‘ 2 3 [ 4 5

Cau 12. Ong/Ba dinh gid nhi thé nao vé si tin tinh, chu dio ciia cong
chirc giai quyét thii tuc Chirng thuc?

(1= rét thip; 2 = thdp; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 1 2 [ 3 4 T 5

Cau 13. Ong/Ba dinh gid nhw thé nao vé sw ré rang, dé hiéu trong
hieong dan ciia cong chire gidi quyét thui tuc Chirng thurc?

(1= rét thip; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rét cao)

R N

Cau 14. Ong/Ba dinh gid nhw thé nao vé nirc dp thanh thao, tuin thii
dung quy trinh giai quyet cong viéc ciia cong chirc gidi quyét thi tuc Chirng
thyc?

(1= rét thp; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

NN B RN B

Cau 15. Xin Ong/Ba cho biét nirc dp hai long cia minh vé sw phuc vu
ctia cong chirc giai quyét thi tuc Chirng thyc cho ngwoi dan, to chirc?
1. Rét khong hai long 4. Hai long
2. Khong hai long 5. Rat hai long
3. Binh thuong



IV. KET QUA GIAI QUYET THU TUC CHUNG THU'C

Cau 16. Ong/Ba danh gia thé nao vé mirc dp day dii, chinh xdc ciia
thong tin trén van ban Chirng thire da nhan divoc tir co quan hanh chinh nha
nudc?

(1= rat thip; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 J 3 J 4 5 J

Cau 17. Vé thoi gian gidi quyét thit tuc Chitng thire:

- 86 lan Ong/Ba di lai dé lam thii tuc Chitng thirc:............................

- Viéc tra két qua ciia co quan hanh chinh nha nuwdc co ding hen
khong? (ddanh ddau X vao 6 tirong 1ting diedi dday)

—

Sém hon gidy hen Dung hen Mudn hon gidy hen

- Theo Ong/Ba thoi gian gidi quyét thit tuc Chirng thirc ma co quan
hanh chinh nha nwoc da thuc hién co hop Iy khong?

o (1= rat khong hop ly; 2 = khéng hop 1y; 3 = binh thuong; 4 =hop ly; 5 =
rat hop ly)

1 2 3 4 5

Cau 18. Vé chi phi ma Ong/Ba phdi tré khi lam thii tuc Chitng thuec:

- Khi lam thit tuc Chirng thirc, Ong/Ba co phai tra thém khoan chi phi
nao khdac ngoai quy dinh ciia co quan hanh chinh nha nwoc khong?

Co Khong

- Theo Ong/Ba khodn chi phi phii nop theo quy dinh khi lam thii tuc
Chirng thwc co hop ly khong?
(1= rat khong hop ly; 2 = khéng hop 1y; 3 = binh thuong; 4 = hop ly; 5 =
rat hop ly)




Cau 19. Ve viéc giai quyeét phan danh, kién nghi ciia co quan hanh chinh
nha nwoc:

- Trong qua trin lam thi tuc Chirng thuc éng/Bd co phan anh, kién
nghi gi voi co quan hanh chinh nha nwéc khong:

Co Khéng

(Néu trd 161 “c6” thi tiép tuc tra 100 cdu 19; néu tra 16i “khong” thi
chuyén sang cdu 20)

- Mirc dp dé dang, thudn tién trong viéc siv dung cdc hinh thivc tiép
nhin phan dnh, kién nghi do co quan hanh chinh nha nwoc bé tri (hom
thu/sé dién thoai phan dnh, kién nghi/bé tri phong tiép dan, lich tiép dan va
nguoi tiép dan...)?

(1= rat thép; 2= thép; 3 = binh thudng; 4 = cao; 5 = rat cao)

1 2 3 4 5

- Xin 6ng/ba cho biet danh gia ciia minh vé viéc giai quyét phan anh,
kién nghj cia co quan hanh chinh nha nwoc:

1. Rét thiéu trach nhiém 4. Trach nhiém
2. Thiéu trach nhiém 5. Rét trach nhiém
3. Binh thuong

Cau 20. Xin Ong/Bi cho biét mirc dp hai long ciia minh vé két qua giai
quyét thii tuc Chirng thue?

1. Rét khong hai long 4. Haj long

2. Khéng hai long 5. Rét hai long

3. Binh thudng

V. PANH GIA MUC PO HAI LONG DPOI VOI TOAN BQ QUA
TRINH GIAI QUYET THU TUC CHUNG THUC

Cau 21. Sau tat cd nhitng ddnh gid 6 trén, xin Ong/Ba cho biét mirc dp
hai long ciia minh vé toan bj qud trinh gidi quyét thii tuc Chieng thuec ciia co
quan hanh chinh nha nwoc?

1. Rét khong hai long 4. Hai long
2. Khéng hai long 5. RAt hai long
3. Binh thuong




VI. GOI Y CAI TIEN VIEC GIAI QUYET THU TUC CHUNG
THUC CUA CO QUAN HANH CHINH NHA NUGC

Cau 22. Dé nang cao chat liwgng phuc vu nguwoi dan trong thoi gian tdi,
theo Ong/Ba co quan hanh chinh nha nuwéc giai quyét thu tuc Chirng thirc
cdn phai quan tam dén ndi dung nao duwoi day?

(Xin Ong/Ba wu tién chon 3 noi dung trong so cac ngi dung duoi diy)

O

O 0

...........

...........

Mo rong cac hinh thire thong tin dé nguoi dan dé dang tiép can vé co
quan Chung thuc va tha tuc Ching thuc

Cai thién hé thong co s& vat chit, trang thiét bi phuc vu ngudi dan tai
noi lam thu tuc Ching thuc

Tiép tuc don gian héa cac thi tuc hanh chinh vé Chimg thie

Tang tinh cdng khai, minh bach trong thuc hién tht tuc Ching thuc
Tang cudng vmg dung céng nghé thdng tin trong gidi quyét thi tuc
hanh chinh

Cai thién thai db giao tiép, tinh than phuc vu cta cdng chirc ddi voi
nguoi dan

Nang cao nang luc giai quyét cong viée clia cdng chirc

Rt ngiui thoi gian Chimg thuc

Gidm phi/lé phi Chig thuc

Tiép nhén, giai quyét tét cdc phan anh, kién nghi ctia ngudi dan
Khéc (xin ghi cu thé)

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

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

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

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



Mai s6 phiéu:............... 1

PHIEU KHAO SAT SU HAI LONG
UA NGUOI DAN POI VOI DICH VU HANH CHINH
CAP GIAY KHAI SINH

A.PHAN THONG TIN CHUNG

1. MUC PICH KHAO SAT
Dé ¢6 co s cai thién, nang cao chét luong phuc vu ngudi dan cua co quan
hanh ghinh nha nudc, BO Noi vu tién hanh khép sat mae do hai long cua nguoi
dan do1 v viée giai quyet thd tuc hanh chinh cap Giady khai sinh.
_ BO Noi vy kinh mong nhén duoc su hop téc cua Ong/Ba thong qua tra 1oi
day du, khach quan cac cau hoi sau day.

Xin tran trong cam on Ong/Ba!

II. HUONG DAN TRA LOT CAC CAU HOI

Pé nghi Ong/Ba:

- Panh dau (x) vao 6 vuéng( [) truéc phuong 4n trd 16i ma Ong/Ba
chon, doi vdi cau héi c6 6 vudng trude moi phuong an tré 10i.
) - Khoanh tron vao chit sb (1, 2, §, 4, 5) tuong Gng v6i muc diém ma
Ong/Ba chon, doi vdi cau hoi co thang diém.

Xin Ong/Ba tra 101 cau L6i & cac trang sau.



I1I. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban thin Ong/Ba theo cac ndi dung

dudi day:
1. Po tudi:

O Duéi 25 tudi

O 25 - 34 tudi

[0 35— 49 tudi

(1 50 ~ 60 tudi

O Trén 60 tudi

2. Gi6i tinh:
O Nam
O Nt

3. Trinh d9 hoc vén:
O Biét doc, biét viét
[ Tiéu hoc (cap I)
O Trung hoc co s& (cép 11)
O Trung hoc phd théng (cép 111)
[0 Day nghé/Trung cép
O Cao déng/Pai hoc
(1 Trén Dai hoc
L KhAC (XTI FEU FO) .o e e e e e i

4. Nghé nghiép:
[1 Noi trg/Lao dong tu do
O Nghi huu
[1 Sinh vién
[0 Lam viée tai td chirc/doanh nghiép tu nhan

[ Can bd/cong chire/vién chic/lue lugng Quén doi nhan dan/luc luong Cong
an nhan dan

LIKNAC (17 BEU 7O): oo e



B. PHAN CAU HOI
L. TIEP CAN DICH VU CAP GIAY KHAI SINH

Cau 1. Ong/Ba tim hiéu théng tin vé co quan cip Gidy khai sinh qua
hinh thirc nao (co quan nao cap Giay khai sinh, dia diem va ngay/gio lam viéc
cua co quan do) ?

[0 Qua hoéi ngurdi than, ban be.

[0 Qua chinh quyén phuong, xA.

O Qua phuong tién théng tin dai chiing (xem tivi, nghe dai, doc bdo...).
0 Quang mang internet.

O Khéc (xin néu ro):

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

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

Cau 2. Ong/Ba cho biét dinh gid ciia minh vé mirc dp dé dang, thuin
tién trong viéc tim hiéu thong tin vé dich vu cap Giay khai sinh?

(1= rét thap; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

L 1 { 2 3 4 5

Cau 3. Ong/Ba cho biét dinh gid ciia minh vé mikc d6 ddy di, chinh xdc
cua thong tin vé dich vu cap Gidy khai sinh?

(1= rét thép; 2 = thdp; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 T 2 3 4 5 1

Cau 4. Vé trang thiét bi tai noi gidi quyét thii tuc cdp Gidy khai sinh:

- Ong/Ba cho biét ddnh gid cia minh vé mitc dp hién dai cila cdc trang
thiét bi tai noi lam thu tuc cap Giay khai sinh?

(1= rét thép; 2= thép; 3 = binh thuong; 4 =cao; 5 = rét cao)

1 ] 2 1 3 4

s

- Ong/Ba cho biét dinh gid ciia minh vé mirc dp thudn tién trong si
dung cdc trang thiet bi tai noi lam thi tuc cap Giay khai sinh?

(1= rat thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rét cao)

N N R N A




Cau 5. Ong/Ba cho bié¢t danh gid ciia minh vé mirc dp tién nghi, thoai
mdi tai noi ngoi cho lam thii tuc cap Gidy khai sinh?

(1= rat thép; 2= thép; 3 = binh thuong; 4 =cao; 5 = rat cao)

1 2 3 4 5

Cau 6. Xin Ong/Ba cho biét mite dé hai long ciia minh khi tiép cin dich
vu cap Gidy khai sinh?

1. Rat khong hai long 4. Hailong

2. Khéng hai long 5. Rat hai long

3. Binh thuong

II. THU TUC HANH CHINH CAP GIAY KHAI SINH

Cau 7. Ong/Ba cho biét dinh gid ciia minh vé mive dj cong khai day di
cac quy dinh vé thi tuc cap Giay khai sinl tai co quan hanh chinh nha niéc
(noi Ong/Ba lam thii tuc)?

(1= rat thap; 2 = thip; 3 = binh thudong; 4 = cao; 5 = rat cao)

-
% 1 2 3 4 5

Cau 8. Ong/Ba cho biét dinh gid cita minh vé murc dp don gian, dé ké
khai cua ho so lam thi tuc cap Giay khai sinh do co quan hanh chinh nha
nwoc quy dinh?

(1= rét thap; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 9. Ong/Ba cho biét mitc d thuin tién trong thiee hién quy trinh cdp
Giay khai sinh cua co quan hanh chinh nha nwoc?

(1= rat thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5




Cau 10. Xin Ong/Ba cho biét murc dp hai [ong ciia minh vé thii tuc hanh
chinh cap Giay khai sinh?

1. Rét khong hai long 4. Hailong

2. Khong hai long 5. Rét hai long

3. Binh thuong

II. CONG CHUC GIAI QUYET CONG VIEC CHO NGUOT DAN

Céu 11. Ong/Ba dinh gid nhuw the”"m‘lo vé thdi dé giao tiép lich su, diing
mure cia cong chiee gidi quyét thii tuc cap Gidy khai sinh?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rét cao)

BRI BN R s |
Céu 12. Ong/Ba dinh gid nhw thé nao vé si tin tinh, chu ddo ciia cong

chirc gidi quyét thii tuc cdp Gidy khai sinh?
(1= rat thép; 2= thép; 3 =binh thuong; 4 = cao; 5 = rat cao)

4 5

‘ 1 2 \ 3

Céu_13. Ong/Ba dinh gid nhw thé nio vé sw ré rang, dé hiéu trong
hurong dan ciia cong chire giai quyét thii tuc cap Giay khai sinh?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 J 2 L 3 L 4 ’ 5

Cau 14. Ong/Ba dinh gid nhw thé nao vé mikc dp thanh thao, tuin thii
dung quy trinh gidi quyét cong viéc ciia cong chirc gidi quyét thii tuc cap Giay
khai sinh?

(1= rat thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

( 1 2 3 4 ] 5 T

Cau 15. Xin Ong/Ba cho biét mirc @6 hai long ciia minh vé suw phuc vu
ctia cong chirc gidi quyét thii tuc cap Giay khai sinh cho nguwoi dian?

1. RAt khong hai long 4. Hai long
2. Khéng hai long 5. Rét hai long

3. Binh thuong



IV. KET QUA GIAI QUYET THU TUC CAP GIAY KHAI SINH

Cau 16. Ong/Ba dinh gid thé nao vé mirc dp day di, chinh xdc cua
thong tin trén Giay khai sinh did nhan dwoc tiv co quan hanh chinh nha
nioc?

(1=rat thp; 2 = thp; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 17. Vé thoi gian gidi quyét thii tuc cdp Gidy khai sinh:
- 86 lan Ong/Ba di lai dé lam thii tuc cap Gidy khai sinh:................

- Viéc tra két qua cua co quan hanh chinh nha nwéc co diing hen
khong? (danh dau X vao 6 twong ung diedi day)

Sém hon gidy hen Ping hen Mudn hon gidy hen

- Theo Ong/Ba thoi gian gidi quyét thii tuc cap Gidy khai sinh ma co
quan hanh chinh nha nwrée di thire hién co hop Iy klhiong?
= rat khéng hop ly; 2 = khong hop 1y; 3 = binh thuong; 4 =hop ly; 5 =
rat hop ly)

Cau 18. Vé chi phi ma Ong/Ba phdi tra khi lam thii tuc cip Gidy khai
sinh: |

- Khi lam thii tuc cdp Gidy khai sinh, Ong/Ba cé phdi trd thém khodn
chi phi nao khdc ngoai quy dinh ciia co quan hanh chinh nha nieéec khong?

Cé Khong

~ ~Theo Ong/Ba khodn chi phi phdi ndp theo quy dinh khi laim thii tuc
cdap Giay khai sinh co hop ly khong?

(1= rét khong hop 1y; 2 = khéng hop 1y; 3 = binh thuong; 4 = hop ly; 5 =
rat hop ly)




Cau 19. Vé vigc gidi quyét phin dnh, kién nghi ciia co quan hanh chinh
nha nwéc:

- Trong qud trinh lam Gidy khai sinh Ong/Ba cé phan danh, kién nghj gi
voi co quan hanh chinh nha nwoc khong:

Co Khong

(Néu trd 161 “c6” thi tiép tuc trd 16i cdu 19; néu trd 16i “khong” thi
chuyén sang cdu 20)
~ Mirc dp dé ding, thugn tién trong vige siv dung cdc hinh thive tiép
nhdn phin dnh, kién nghi do co quan hanh chinh nha nwéc bo tri (hom
thu/sé dién thoai phdn dnh, kién nghi/bé tri phong tiép dan, lich tiép din va
ngudi tiép dan...)?
(1=rat thip; 2 = thép; 3 = binh thudmg; 4 = cao; 5 = rét cao)

I N R I

- Xin ong/ba cho biéet danh gia caa minh vé viéc giai quyét phan dnh,
kién nghi ciua co quan hanh chinh nha niwoc:

1. Rét thiéu trach nhiém 4. Trach nhiém
2. Thiéu trach nhiém 5. RAét trach nhiém
3. Binh thuong

Cau 20. Xin Ong/Ba cho biét mivc dp hai long ciia minh vé két qua gidi
quyét thu tuc cap Gidy khai sinh?

1. Rét khéng hai long 4. Haj long
2. Khéng hai long 5. Rathai long
3. Binh thuong

V. PANH GIA MUC PQ HAI LONG POI VOI TOAN BQ QUA
TRINH GIAI QUYET THU TUC CAP GIAY KHAI SINH

Cau 21. Sau tat cd nhitng danh gid & trén, xin Ong/Ba cho biét mirc dp
hai long ciia minh vé toan bp qud trinh gidi quyét thii tuc cip Gidy khai sinh
cua co quan hanh chinh nha nuwoc?

1. R4t khong hai long 4. Hai long
2. Khong hai long 5. RAt hai long
3. Binh thuong



VI. GOI Y CAI TIEN VIEC GIAI QUYET THU TUC CAP GIAY
KHAI SINH CUA CO QUAN HANH CHINH NHA NUOC

Cau 22. Dé nang cao chit lwgng phuc vu nguwoi dian trong thoi gian tdi,
theo Ong/Ba co quan hanl chinh nha nwoc gidi quyét thi tuc cap Giay khai
sinh can phdi quan tam dén nji dung nao dwoi diy?

(Xin Ong/Ba wu tién chon 3 nji dung trong so cdac ni dung dwdi day)

[0 Mod rong céc hinh thire thong tin dé nguoi dan dé dang tiép can vé co
quan cép Gidy khai sinh va tha tuc cp Gidy khai sinh

[0 Cai thién hé thdng co so vat chét, trang thiét bj phuc vu ngudi dan tai
noi lam thu tuc Cép Gidy khai sinh

O  Tiép tuc don gian hoa cac tht tuc hanh chinh vé cip Gidy khai sinh

O Tang tinh c6ng khai, minh bach trong thuc hién tha tuc cép Giay
khai sinh

[0 Tang cudng tmg dung cdng nghé théng tin trong giai quyét thi tuc
hanh chinh

O Cai thién thai dé giao tiép, tinh than phuc vu cua cdng chirc dbi véi
nguodi dan
Nang cao nang luc giai quyét céng viée cla cdng chirc
Rut ngin thoi gian cap Gidy khai sinh

O

O

[0 Giam phi/lé phi cdp Gidy khai sinh

[0 Tiép nhén, giai quyét tot cac phan 4nh, kién nghi cia ngudi dén
O

Khéc (xin ghi cu thé)

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



Mi s6 phidu:...............

, PHIEU KHAO SAT SU HAI LONG
FUA NGUOI DAN POI VOI DICH VU HANH CHINH
CAP GIAY PANG KY KET HON

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

D€ c6 co so cai thién, nang cao chat lugng phuc vu nguoi dan cia co quan
hanh chinh nha nudc, B Noi vu tién hanh khao sat muc d6 hai long cia nguoi
dan doi véi viée giai quyét thu tuc hanh chinh cap Giay déng ky két hon.

Bo Nbi vu kinh mong nhan duoc su hop tac ctia Ong/Ba théng qua tra 161
day du, khach quan cac cau hoi sau day.

Xin tran trong cam on Ong/Ba!

I. HUONG DAN TRA LOI CAC CAU HOI
Pé nghi Ong/Ba:

- Panh diu (X) vao 6 vudng( D) truge phuong an tra 101 ma Ong/Ba
chon, d6i voi cau héi c¢6 6 vudng trude mdi phuong én tra 10i.

- Khoanh tron vao chit sé (1, 2, 3, 4, 5) tuong tng véi mirc diém ma
Ong/Ba chon, dbi voi cau hoi co thang diém.

Xin Ong/Ba tra 101 cau 1:idi & cac trang sau.



I1I. THONG TIN VE NGUOT TRA LOI

Xin Ong/Bz‘u cho biét théng tin vé ban than Ong/Bé theo cac ndi dung
dudi day:

1. Pp tudi:
[ Dudi 25 tudi
025 - 34 tudi
[0 35 — 49 tudi
[0 50 — 60 tudi
0 Trén 60 tudi

2. Gid1 tinh:
O Nam
O Nt

3. Trinh @9 hoc vén:
[ Biét doc, biét viét
O Tiéu hoc (cap 1)
O Trung hoc co s6 (c¢ip 1)
O Trung hoc phé théng (cip 1)
O Day nghé/Trung cap
O Cao ding/Dai hoc
[d Trén Dai hoc

L KRAC (XIN AU FD) oo e e e e,

4. Nghé nghiép:
[1 No6i trg/Lao déng tu do
0 Nghi huu
[ Sinh vién
O Lam viéce tai to chire/doanh nghiép tu nhin

0 Cén b/cdng chire/vién chire/luc luwgng Quén doi nhan dan/luc lugng Cong
an nhin dan

CIKNAC (XIm BCI FO): o e e e,

o



B. PHAN CAU HOI

I. TIEP CAN DICH VU CAP GIAY PANG KY KET HON
(GPKKH)

Cau 1. Ong/Ba tim hiéu thong tin vé co quan cap Gidy ding ky két hon
qua hinh thirc nao (co quan nao cdp GPKKH, dia diém va ngay/gic lam viée
cua co quan do) ?

1 Qua hoi nguoi than, ban bé.

[J Qua chinh quyén phudng, xa.

[1 Qua phuong tién thong tin dai ching (xem tivi, nghe dai, doc bao...).
1 Quang mang internet.

L1 Khac (xin néu ro):

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

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

Cau 2. Ong/Ba cho biét dinh gid ciia minh vé mirc d¢ dé dang, thugn
tién trong viéc tim hiéu thong tin vé dich vu cap GPKKH?

(1= rat thép; 2= thép; 3 = binh thudng; 4 = cao; 5 = rat cao)

T o s |« ] s

Cau 3. Ong/Ba cho biét dinh gid ciia minh vé mikc d¢ day di, chinh xdc
cua thong tin vé dich vu cap GDKKH?

(1= rat thép; 2= thép; 3 = binh thudng; 4 = cao; 5 = = rét cao)

J 1 2 t 3 4 5

Cau 4. Vé trang thiét bi tai noi giai quyét thii tuc cdp GPKKH:

- Ong/Ba cho biét ddnh gid ciia minh vé mikc dp hién dai cia cdc trang
thiet bi tai noi lam thii tuc cap GDKKH?

(1=rét thip; 2 = thép; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 L 3 W 4 ] 5

- Ong/Ba cho biét dinh gid cia minh vé mirc dp thudn tién trong sir
dung cdc trang thiét bi tai noi lam thu tuc cap GDKKH?

(1= rat thép; 2= thép; 3 = binh thuong; 4 =cao; 5 = rat cao)

] 1 2 r 3 4 ] 5




Cau 5. Ong/Ba chio bict danh gid ciia minh vé nure dp ticn nghi, thoai
mai tai noi ngoi cho lam thi tuc cap GDKKH?

(1=rat thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

( 1 2 3 4 5

Chu 6. Xin Ong/Ba cho biét mire @ hai long ciia minh khi tiép cin dich
v cap GDKKH?

1. Rat khéng hai long 4. Hai long
2. Khéng hai long 5. Rét hai long

3. Binh thuong

II. THU TUC HANH CHINH CAP GIAY PANG KY KET HON

Ciu 7. Ong/Ba cho biét dinh gid cita minh vé mivc dp cong khai diy di
cic quy dinh vé thii tuc cap GDKKH tai co quan hanh chinh nha nuwéc (noi
Ong/Ba lam thii tuc)?

(1= rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 =it cao)

1 2 3 4 5

Chu 8. Ong/Ba cho biét dinh gid ciia minh vé nire dp don gian, dé ké
khai ciia ho so lam thi tuc cap GDKKH do co quan hanh chinh nha nuwéc
quy dinh?

(1=rit thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 =rit cao)

’ 1 \ 2 3 4 5

Cau 9. Ong/Bi cho biét mire dp thudn tién trong thue hién quy trinh cip
GDKKH ciia co quan hanh chinh nha meoc?

(1=rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rat cao)

1 2 3 4 5

Cau 10. Xin Ong/Ba cho biot nuee do hai long ciia minh vé thit tuc hanh
chinlt cap GDKKH?

1. Rét khong hai long 4. Hai long
2. Khéng hai long 5. Rat hai long

3. Binh thuong



III. CONG CHUC GIAI QUYET CONG VIEC CHO NGUOI DAN
Cau 11. Ong/Ba dinh gid nhuw thé nao vé thdi dé giao tiép lich su, diing
muyce cua cong chive giai quyét tha tuc cap GDKKH?

(1=rat thap; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

[ 1 ] 2 7 3 4 [ 5
Cau 12. Ong/Ba dinh gid nhw thé nao vé sy tin tinh, chu dio ciia cong
chire giai quyét thi tuc cap GPKKH?

(1=rét thap; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

IR ; -

Cau 13. Ong/Ba dinh gid nhw thé nao vé sw ré rang, dé hiéu trong
hwong dan cia cong chirc gidi quyét thu tuc cap GDKKH?

(1= rat thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 ] 2 T 3 r 4 5

Cau 14. Ong/Ba dinh gid nhw thé nao vé mirc dé thanh thao, tuin thii
dung quy trinh gidai quyét cong viéc ciia cong chirc giai quyét thu tuc cap
GDKKH?

(1= rét thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rat cao)

L 1 2 3 4 5

Cau 15. Xin Ong/Bi cho biét mirc dp hai long ciia minh vé sw phuc vu
cua cong chirc giai quyét thu tuc cap GDKKH cho nguoi dan?

1. Rét khong hai long 4. Hailong
2. Khéng hai long 5. Rét hai long

3. Binh thuong



IV. KET QUA GIAT QUYET THY TUC CAP GIAY DANG KY KET

HON

Cau 16. Ong/Ba dauh gid the nao vé murce dp day dii, chinh xac ciia
thong tin trén GDKKH da nhan dirge tiv co quan hanh chinh nha niréc?

(1=rét thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = riit cao)

] 2 3 4 5

Cau 17. Vé thoi gian giai quyét thir tuc cip GDKKH:
- 86 lan Ong/Ba di lai d@é lam thii tuc ciap GPKKH: ..........................

- Viée tra két qua ciia co quan hanh chinh nha nwoc co dung hen
khong? (dinh dau X vao 6 twong ung diedi ddy)

Sam hon giay hen Ping hen Mudn hon giay hen

- Theo Ong/Ba thoi gian giai guyét thi tue cap GDKKH ma co quan
hanh chinh nha niwroce di thuee hién co lipp ly khong?

(= rat khong hop ly; 2 = khong hop 1y; 3 = binh thuong; 4 = hop ly; 5 =
rat hop ly)

Ciu 18. Ve chi phi ma Ong/Ba phdi ted khi lam thii tuc cip GPKKH:

- Khi lam thii tuc cdp GPKKH, Ong/Ba c6 phii tra thém khoan chi phi
nao khdac ngoai quy dinh cia co quan hanh chinh nha nwoc khong?

Céo Khong

~ -Theo Ong/Ba khodin chi phi phai ndp theo quy dinh khi lam thu tuc
cap GDKKH co hop ly khong?

= rat khong hop ly; 2 = khéng hop ly; 3 = binh thudng; 4 = hop Iy; 5 =
rat hop ly)




Cau 19. Ve viéc giai quyét phan anh, kién nghi ciia co quan hanh chinh
nha nudc:

- Trong qud trinh lam GPKKH Ong/Ba c6 phin dnh, kién nghi gi véi
co quan hanh chinh nha nuoc khong:

Co | Khong

(Néu tra loi “c6” thi tiép tuc trd 107 cau 19; néu tra loi  “khong” thi

chuyén sang cdu 20)

- Mirc @) dé dang, thudn tign trong vige siv dung cdc hinh thicc tiép
nhdn phan dnh, kién nghi do co quan hanh chinh nha nwoc bé tri (hom
thu/sé dién thoai phan dnh, kién nghi/bé tri phong tiép dan, lich tiép dan va
ngudi tiép dan...)?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rit cao)

1 2 3 4 { 5

- Xin 6ng/ba cho biét dinh gid ciia minh vé viéc gidi quyét phan dnh,

kién nghi ciia co quan hanh chinh nha nuéc:

1. Rét thiéu trach nhiém 4. Trach nhiém

2. Thiéu trach nhiém 5. Rt trach nhiém

3. Binh thuong

Cau 20. Xin Ong/Ba cho biét nirc dj hai long ciia minh vé két qua giai
quyét thu tuc cap GDKKH?

1. Rétkhong hai long | 4. Hai long

2. Khong hai long 5. Rat hai long

3. Binh thuong

V. PANH GIA MUC DQ HAI LONG POI VOI TOAN BO QUA
TRINH GIAI QUYET THU TUC CAP GIAY PANG KY KET HON

Cau 21. Sau tat cd nhitng danh gid 0 trén, xin Ong/Ba cho biét mirc dp
hai long ciia minh vé toan b qud trinh gidi quyet thu tuc cap GDKKH cuia co
quan hanh chinh nha nudc?

1. R4t khong hai long 4. Hai long
2. Khéng hai long 5. Rét hai long
3. Binh thudng



_ VL. GOI Y CAI TIEN VIEC GIAI QUYET THU TUC CAP GIAY
PANG KY KET HON CUA CO QUAN HANH CHINH NHA NUOC

Ciu 22. Dé nang cao chat hrong phuc vu ngweoi din trong thoi gian to1,
theo Ong/Ba co quan hanh chinh nia nwweoce giai quyet thii tuce cap GDKKH
can phai quan tam dén noi dung nao dwoi day?

(Xin Ong/Ba wu tién chon 3 ndi dung trong so cdac néi dung duoi diy)

O

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

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

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

M@ rong cac hinh thire thong tin dé ngudi dan dé dang tiép cén vé co
quan cap GDKKH va thii tuc cip GPKKH

Cai thién hé théng co s& vt chat, trang thiét bi phuc vu ngudi dan tai
noi lam thi tyc cip GRKKH

Tiép tuc don gian hoa cdc thi tue hanh chinh vé cdp GPKKH

Tang tinh cng khai, minh bach trong thuc hién tha tyc cdp GDKKH
Tang cuong Umg dung cdng nghé théng tin trong giai quyét thu tuc
hanh chinh

Cai thién thai do giao tiép, tinh than phuc vu ctia cong chie ddi véi
ngudl dan

Néng cao ning luc gidi quydt cong vide clia cong chire

Rt ngdn thoi gian cap GDKKH

Giam phi/I¢ phi cip GPKKI

Tiép nhan, giai quyét tt cac phan dnh, kién nghi ctia nguoi dan

Khéc (xin ghi cu thé)

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

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

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

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

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



Mi s6 phidu:...............

PHIEU KHAO SAT SU HAI LONG
A NGUOI DAN POI VOI DICH VU HANH CHINH
CAP GIAY CHUNG NHAN QUYEN SU DUNG PAT

A. PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Dé c6 co sd cai thién, nang cao chat luong phuc vu ngudi dan ctia co quan
hanh chinh nha nudc, B6 Noi vu tién hanh khao sat mac d6 hai long cda ngudi
dan, t6 chirc ddi vai viée gidi quyét thu tuc hanh chinh cép Giéy chung nhén
quyén sir dung dat.

B6 Noi vu kinh mong nhan duge su hop tac cua @ng/Bé thong qua tra 101
day du, khach quan cac ciu hoi sau day.

Xin tran trong cam on Ong/Ba!

IL. HUONG DAN TRA LOI CAC CAU HOI
Dé nghi Ong/Ba:

- Panh dau (X) vao 6 vudng( D) truge phuong an tra 101 ma Ong/Ba
chon, dbi véi cau hoi co 6 vudng trudc mdi phuong an tra 16i.

- Khoanh tron vao chit s6 (1, 2, 3, 4, 5) twong tGng véi mirc diém ma
Ong/Ba chon, d6i vdi cau hoi co6 thang diém.

Xin Ong/Ba tra loi cau Ldi & cde trang sau.



II1. THONG TIN VE NGUOI TRA LOI

Xin Ong/Ba cho biét thong tin vé ban thén Ong/Ba theo cac ndi dung

dwdi day:
1. P§ tubi:

O Dudi 25 tudi

[ 25 - 34 tubi

035 — 49 tudi

150 — 60 tudi

1 Trén 60 tudi

2. Gioi tinh:
0 Nam
O N

3. Trinh d6 hoc van:
O Biét doc, biét viét
O Tiéu hoc (cap 1)
O Trung hoc co s& (cép 1)

O Trung hoc phd théng (cép III)
0O Day nghé/Trung cap

O Cao dang/Pai hoc
[ Trén Pai hoc

0 Khac (xin néu ré)

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

4. Nghé nghiép:
L1 Néi trg/Lao dong tu do
O Nghi huu
OI Sinh vién
[0 Lam viéce tai t6 chirc/doanh nghiép tu nhén

L1 Céan bo/cong chire/vién chire/luc luong Quén d6i nhan dan/lyc luong Cong
an nhén dan

LIKRAC (X711 1161 1'O): vue e e e e e

[\



B. PHAN CAU HOI

I. TIEP CAN DICH VU CAP GIAY CHUNG NHAN QUYEN SU
DUNG DPAT (GCNQSDPD)

Cau 1. Ong/Ba tim hiéu thong tin vé co quan cap Gidy chirng nhdn
quyén sit dung dit qua hinh thirc nao (co quan ndo cap GCNQSDD, dia diém
va ngay/gio lam viéc cua co quan do) ?

[J Qua héi nguoi than, ban be.

[0 Qua chinh quyén phuong, x4.

[0 Qua phuong tién thong tin dai ching (xem tivi, nghe dai, doc bdo...).
[0 Quang mang internet.

O Khac (xin néu ré):

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

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

Cau 2. Ong/Ba cho biét dinh gid ciia minh vé mirc dp dé dang, thuin
tién trong viéc tim hiéu thong tin vé dich vu cap GCNQSDD?

(1= rét thép; 2= thép; 3 = binh thudng; 4 =cao; 5 = rat cao)

? 1 2 3 [ 4 5 W
Cau 3. Ong/Ba cho bg'é't ddnh gid cia minh vé mirc dp day di, chinh xdc
cua thong tin vé dich vu cap GCNQSDD?

(1= rét thip; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rét cao)

‘ 1 2 7 3 4 5 T

Cau 4. Vé trang thiét bi tai noi giai quyét thii tuc cip GCNQSDD:

- élzg/Bd cho biét dinh gid cita minh vé mirc dp hién dai ciia cdc trang
thiét bi tai noi lam thu tuc cap GCNQSDD?

(1= rét thap; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rit cao)

1 2 3 4 5

- Ong/Ba cho biét ddnh gid ciia minh vé mirc dp thudn tién trong si
dung cdc trang thiét bi tai noi lam thi tuc cap GCNQSDD?

(1= rat thap; 2 = thap; 3 = binh thudng; 4 = cao; 5 = rat cao)

],112 L3 4 5




Cau 5. Ong/Ba cho biét dinh gid cia minh vé mirc dp tign nghi, thodi
mdi tai noi ngoi cho lam thii tuc cap GCNQSDD?

(1= rét thp; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 J 3 J 4 5

CAu 6. Xin Ong/Ba cho biét mire d hai long ciia minh khi tiép cin dich
vu cdp GCNQSDD?

1. Réat khong hai long 4. Hailong

2. Khéng hai long 5. Rét hai long

3. Binh thuong

II. THU TUC HANH CHINH CAP GCNQSDPD

Cau 7. Ong/Ba cho biét dinh gid ciia minh vé mirc dp cong khai day di
cac quy dinh vé thu tuc cap GCNQSDD tai co quan hanh chinh nha nwéc
(hodc noi Ong/Ba lam thu tuc)?

(1=rat thap; 2 = thép; 3 = binh thuong; 4 = cao; 5 = rat cao)

[ |
1 TN TAS S 4 5

| | |

Cau 8. Ong/Ba cho biét dinh gid ciia minh vé mirc do don giin, dé ké
khai cua hé so lam thu tuc cap GCNQSDD do co quan hanh chinh nha nudc
quy dinh?

(1= rat thép; 2= thép; 3 =Dbinh thudng; 4 =cao; 5 = rat cao)

TR SR s
Cau 9. Ong/Ba cho biét mire dp thuin tién trong thiee hién quy trinh cdp
GCNQSDD ciia co quan hanh chinh nha niréc?

(1=rat thip; 2 = thép; 3 = binh thudng; 4 = cao; 5 = rit cao)

R T




Cz‘u} 10. Xin Ong/Ba cho biét mikc dp hdi long ciia minh vé thii tuc hanh
chinh cap GCNQSDD?

1. Rét khéng hai long 4. Hai long
2. Khong hai long 5. Rathai long
3. Binh thuong

Il CONG CHUC GIAI QUYET CONG VIEC CHO NGUOI DAN,
TO CHUC
Cau 11. Ong/Ba ddinh gid nhuw tl1é”l1(‘10 vé thdi db giao tiép lich sw, ding
muyc cua cong chirce gidi quyét thi tuc cap GCNQSDD?
(1=r4t thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rét cao)

L 1 2 3 4 5

Cau 12. Ong/Ba ddinh gid nhw thé nio vé sw tin tinh, chu dio ciia cong
chirc gidi quyét thu tuc cap GCNQSDD?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rat cao)

k 1 2 3 4 5

Céu 13. Ong/Ba dinh gid nhw thé nao vé sw ro rang, dé hiéu trong
hwong dan cua cong chirc gidi quyet thi tuc cap GCNQSDD?

(1=rét thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 14. Ong/Ba dinh gid nhw thé nao vé mirc dp thanh thao, tuin thii
dung quy trinh giai quyét céng viéc cua cong chirc giai quyét thu tuc cap
GCNQSDD?

(1=r4t thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 ( 3 T 4 / 5

Cau 15. Xin Ong/Ba cho biét mirc dé hai long ciia minh vé sy phuc vu
cua cong chirce giai quyét thi tuc cap GCNQSDD cho nguwoi dan, to chirc?

1. Rét khong hai long 4. Hai long
2. Khong hai long 5. Rét hai long
3. Binh thudng



IV. KET QUA GIAI QUYET THU TUC CAP GCNQSDD

Cau 16. Ong/Ba ddnh gid thé nio vé mirc dp day dii, chinh xdc ciia
thong tin trén GCNQSDD dd nhan dwoc tir co quan hanh chinh nha nwoc?

(1=r4t thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rét cao)

1 2 3 4 5

Cau 17. Vé thoi gian gidi quyét thii tuc cip GCNQOSDD:
- 86 lan Ong/Ba di lai dé lam thii tuc cip GCNQSDD: ......................

- Viéc tra ket qua cua co quan hanh chinh nha nwoc co dung hen
khong? (danh ddau X vao 6 twong ung dwdi ddy)

S6m hon gidy hen Dung hen Muén hon gidy hen

_

- Theo Ong/Ba thoi gian gidi quyét thii tuc cdp GCNQSDP ma co quan
lanh chinh nha nwoc da thue hién cé hop ly khong?

(1= rat khong hop 1y; 2 = khong hop 1y; 3 = binh thuong; 4 =hop ly; 5 =

rat hop 1y)
1 2 3 4 5 J

Cau 18. Vé chi phi ma Ong/Ba phdi tra@ khi lam thi tuc cé'p
GCNQSDD:

- Khi lam thi tuc cip GCNQOSDD, 011g/B(‘1 co phai trda thém khodn chi
phinao khdc ngoai quy dinh ciia co quan hanh chinh nha nwoc khong?

Co Khong

~ -Theo Ong/Ba khoin chi phi phai nop theo quy dinh khi lam thi tuc
cap GCNQSDD co hop ly khong?

= rat khong hop 1v; 2 = khéng hop ly; 3 = binh thuong; 4 =hop ly; 5 =
rét hop 1y)

[@)



Cau 19. Veé viéc giai quyét phan anh, kién nghi ciia co quan hanh chinh
nha nwoc:

- Trong qud trinh laim GCNQSDP Ong/Ba cé phdn dnh, kién nghi gi
voi co quan hanh chinh nha nwéc khong:

Cé Khéng

(Néu trd [6i “c6” thi tiép tuc trd 16i cdu 19; néu trd 160 “khong” thi
chuyén sang cdu 20)

- Mirc dé dé dang, thudn tién trong viéc st dung cdc hinh thirc tie"’p
nhin phin dnh, kién nghi do co quan hanh chinh nha nwéc bo tri (hom
thw/sé dién thoai phdn dnh, kién nghi/bé tri phong tiép dan, lich tiép dan va
nguoi tiép dan...)?

(1=rét thip; 2 = thp; 3 = binh thudng; 4 = cao; 5 = rat cao)

1 L 2 } 3 L 4 } 5

- Xin ong/ba cho biét dinh gid cua minh vé viéc giai quyét phan anh,
kién nghi cua co quan hanh chinh nha nuoc:

1. Rét thiéu trach nhiém 4. Trach nhiém
2. Thiéu trdch nhiém 5. Rét trach nhiém
3. Binh thuong

Cau 20. Xin Ong/Ba cho biét mirc dp hai long ciia minh vé két qua gidi
quyét thii tuc cap GCNQSDD?

1. Rét khéng hai long 4. Hai long
2. Khéng hai long 5. Rat hai long
3. Binh thuong

_ V. PANH GIA MUC PQ HAI LONG POI VOI TOAN BO QUA
TRINH GIAI QUYET THU TUC CAP GCNQSDD

Cau 21. Sau tat cd nhitng dinh gid ¢ trén, xin Ong/Ba cho biét mirc dp
hai long ciua minh vé toan b qua trinh gidi quyet thu tuc cap GCNQSDD cua
co quan hanh chinh nha nwoc?

]. Rét khong hai long 4. Hai long
2. Khoéng hai long 5. Rét hai long
3. Binh thuong
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VL GOI Y CAI TIEN VIEC GIAI QUYET THU TyC CAP
GCNQSDP CUA CO QUAN HANH CHINH NHA NUOC

Cau 22. Pé ning cao chit lwong phuc vu nguwoi din trong thoi gian 10,
theo Ong/Ba co quan hanh chinh nha nwoc gidi quyét thit tuc cip GCNQSDP
cdn phdi quan tim dén nji dung nao dwéi day?

(Xin Ong/Ba wu tién chon 3 ndi dung trong so cdc noi dung dwdi diy)

O

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

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

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

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

M@ rong céc hinh thic théng tin @& ngudi dan dé dang tiép can vé co
quan cip GCNQSDD va thi tuc cip GCNQSDD

Cai thién hé théng co s vat chat, trang thiét bi phuc vu nguoi dan tai
noi 1am thu tuc cdp GCNQSDD

Tiép tuc don gian hda céc thu tuc hanh chinh vé cip GCNQSDD
Tang tinh cong khai, minh bach trong thuc hién thu tuc cép
GCNQSDD

Tang cudng Ung dung cong nghé théng tin trong giai quyét thi tuc
hanh chinh

Cai thién thai do giao tié‘p, tinh than phuc vu cua cdng chirc dbi voi
nguoi dén

Nang cao nang luc giai quyet coing viéc cua cong chuc

Rut ngin thai gian cip GCNQSDD

‘Giam phi/1¢ phi cap GCNQSDD

Tiép nhan, gidl quyét t6t cac phan anh, kién nghi ciia nguoi dén
Khac (xirn ghi cu thé)

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

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

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

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



PHIEU KHAO SAT SU HAI LONG
UA NGUOI DAN POI VOI DICH VU HANH CHINH
CAP GIAY PHEP XAY DUNG NHA O

A.PHAN THONG TIN CHUNG

I. MUC PICH KHAO SAT

Dé co co s& cai thién, nang cao chit luong phuc vu ngudi dan clia co quan
hanh chinh nha nudc, Bd Noi vu tién hanh khao sat mac d6 hai long clia ngudi
dan.td chuc déi voi viée giai quyét thi tuc hanh chinh cip Gidy phép xdy dung
nha &.

B6 No6i vu kinh mong nhan duoc su hop tac cua C)ng/Bél thong qua tra 101
diy dui1, khach quan céc cdu héi sau day.

Xin tran trong cam on Ong/Ba!

II. HUONG DAN TRA LOT CAC CAU HOI
Dé nghi Ong/Ba:
- Danh ddu (x) vao 6 vuong (L) trude phuong an tra loi ma Ong/Ba

chon, dbi vai cau héi co 6 vudng trude mdi phuong an tra 1.

- Khoanh tron vao chir sb (1, 2, 3, 4, 5) tuong ung vdéi muc diém ma
Ong/Ba chon, doi véi cdu hoi co thang diém.

Xin Ong/Ba tra 1oi ciiu héi & cac trang sau.



III. THONG TIN VE NGUOU1 TRA LOT

Xin Ong/Bz‘l cho biét thong tin vé ban thén éng/Bz‘l theo cac ndi dung

duoi day:
1. D§ tudi:

O Dudi 25 tudi

[ 25 - 34 tudi

O 35 - 49 tudi

O 50 - 60 tudi

O Trén 60 tudi

2. Gidi tinh:
[J Nam
O N

3. Trinh d¢ hoc vin:
O Biét doc, biét viét
[ Tiéu hoc (cip 1)
[ Trung hoc co s& (cip 1)
O Trung hoc phd théng (cip I17)
[0 Day nghé/Trung cip
O Cao diang/Dai hoc
O Trén Pai hoc
I KhaC (XTI NEU FG) ..o e e e,

4. Nghé nghiép:
O Noi trg/Lao dong tu do
O Nghi huu
[ Sinh vién
O Lam viée tai td chae/doanh nghi¢p tu nhin

O Can bd/cong chire/vién chire/luc lugng Quan doi nhan dan/luce lugng Cong
an nhan dan

OIKRAC (X772 ME1 FO): oot e e e



B. PHAN CAU HOI

I. TIEP CAN DICH VU CAP GIAY PHEP XAY DUNG NHA O
(GPXDN)

Cau 1. Ong/Ba tim hiéu thong tin ve co' quan cdp Gmy phép xay dung
nha & qua hinh thivc ndo (co quan nao cdp GPXDN, dia diém va ngay/gic: lam
viéc cua co quan do) ?

[d Qua hoi nguoi than, ban be.

[0 Qua chinh quyén phudng, xa.

1 Qua phuong tién théng tin dai ching (xem tivi, nghe dai, doc bdo...).
[0 Quang mang internet.

1 Khac (xin néu ro):

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

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

Cau 2. Ong/Ba cho biét dinh gid ciia minh vé mirc dp dé dang, thuin
tién trong viéc tim hiéu thong tin vé dich vu cap GPXDN?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rat cao)

1 2 3 4 5

Cau 3. Ong/Ba cho biét dinh gid ciia minh vé mirc dp day dii, chinh xdc
cua thong tin vé dich vu cap GPXDN?

(1=t thdp; 2 = thdp; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 4. Vé trang thiét bi tai noi giai quyét thii tuc cap GPXDN:

- Ong/Ba cho biét dinh gid ciia minh vé mirc d¢ hién dai ciia cdc trang
thiet bi tai noi lam thu tuc cap GPXDN?

(1=rat thip; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 3 4 5

- Ong/Ba cho biét dinh gid ciia minh vé nutc dj thudn tién trong sir
dung cdc trang thiét bi tai noi lam thu tuc cap GPXDN?

(1= rat thip; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 3 4 5




Cau 5. Ong/Ba cho biét danl gia ciia minh vé murc dp tién nghi, thodi
mai tai noi ngoi cho lam thit tuc cap GPXDN?

(1= rét thip; 2 = thip; 3 = binh thirdmg; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 6. Xin Ong/Ba cho biét nire dp hai long ciia minh khi tiép cin dich
v cdp GPXDN?

1. Rét khong hai long 4. Hai long
2. Khoéng hai tong 5. Rét hai long

3. Binh thuong
1. THU TUC HANIF CHINTI CAP GPXDN

Cau 7. Ong/Ba cho biét dinh gid ciia minh vé mive dp cong khai day dii
cdac quy dinh vé thit tuc cap GPXDN tgi co quan hanh chinh nha nuwoc (noi
Ong/Ba lam thii tuc)?

(1=rat thap; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Ciu 8. Ong/Ba cho biet ddanl: gia ciia minh vé nurc do don giin, dé ké
khai ciia ho so lam thi tuc cap GPXDN do co quan hanh chinh nha nuwéc quy
dinh?

(1= rat thép; 2= thﬁp; 3 = binh thuong; 4 =cao; 5 = rat cao)

1 2 3 4 5

Cau 9. Ong/Ba cho biét nure dj thuiin tién trong thiee hién quy trinh cap
GPXDN ciia co quan hanh chinh nha nuwée?

(1=rit thip; 2 = thip; 3 = binh thudng; 4 = cao; 5 = rit cao)

1 2 3 4 5

Cau 10. Xin Ong/Ba cho biét nure dj hai long cita minh vé thii tuc hanh
chinh cap GPXDN?

1. Rét khong hai long 4, Hai long
2. Khong hai long 5. Rit hai long

3. Binh thuong



~ III. CONG CHUC GIAI QUYET CONG VIEC CHO NGUOI DAN,
TO CHUC

Cau 11. Ong/Ba dinh gid nhi thé nao vé thadi dg giao tiép lich su, diing
muyc cua cong chire giai quyét thi tuc cap GPXDN?

(1= rat thép; 2= thép; 3 =Dbinh thuong; 4 = cao; 5 = rat cao)

1 2 3 L 4 5

Cau 12. Ong/Ba dinh gid nhw thé nao vé sw tin tinh, chu ddo ciia cong
chirc gidi quyét thu tuc cap GPXDN?

(1= rat thép; 2= thép; 3 = binh thuong; 4 =cao; 5 = rat cao)

IR ;

Cau 13. Ong/Ba ddinh gid nhw thé nao vé sw ré rang, dé hiéu trong
hwong dan cua cong chue giai quyét thu tuc cap GPXDN?

(1= rat thip; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rit cao)

1 2 3 4 5

Ciu 14. Ong/Ba danh gida nhu thé nao vé nure dj thanh thao, tudn thi
ding quy trinh gidi quyét cong viéc cita cong chicc gidi quyét thii tuc cip

GPXDN?
(1= rét thip; 2 = thap; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 T 3 4 5

Cau 15. Xin Ong/Bd cho biét mirc dé hai long ciia minh vé sw phuc vu
cua cong chire giai quyét thu tuc cap GPXDN cho nguwoi dan?
1. Rét khong hai long 4. Haj long
2. Khéng hai long 5. Rét hai long
3. Binh thuong



IV. KET QUA GIATQUYET THU TUC CAP GPXDN

Cau 16. Ong/Ba danh gia thé nao vé nure do day di, chinh xdc ciia
thong tin trén GPXDN dd nhin dirge tir co quan hanh chinh nha nwéce?

(1=rét thip; 2 = thip; 3 = binh thuong; 4 = cao; 5 = rat cao)

1 2 L 3 4 5

Chu 17. Vé thoi gian giai quydt thii tuc cap GPXDN:
- Sé lan ()ng/B(‘t di lai dé lam thii tuc cfl’p GPXDN:.........coovoeeee

- Viéc tra két qua cna co quan hanh chinh nha nwée co ding hen
khong? (danh dau X vao 6 twong img dudi ddy)

Som hon gidy hen Dung hen Mudn hen giay hen

- Theo Ong/Ba thoi gian gidi quyét thii tuc ciap GPXDN ma co quan
hanh chinh nha nirée da thiee hién cé hop ly khong?
(= rat khéng hop ly; 2 = khong hop ly; 3 = binh thudmg; 4 = hop ly; 5 =
rat hop ly)

1 2 3 4 5

Cau 18. Vé chi phi ma Ong/Ba phii tri khi lam thii tuc cidp GPXDN:

- Khi lam thii tuc ciap GPXDN, Ong/Ba ¢6 phdi trd thém khoin chi phi
nao khdac ngoai quy dinh cua co quan hanh chinh nha nwéc khong?

Co Khong

~ ~Theo Ong/Ba khodn chi phi phdi nép theo quy dinh khi lam thii tuc
cap GPXDN co hop ly khong?

(1= rét khéng hop ly; 2 = khong hop 1y; 3 = binh thudng; 4 = hop ly; 5 =
rat hop ly)




Cau 19. Ve viéc giai quyét phan anh, kién nghi cua co quan hanh chinh
nha nuwoc:

- Trong qud trinh laim GPXDN Ong/Ba cé phén dnh, kién nghi gi véi co
quan hanh chinh nha nuoc khong:

Co Khong

(]Véu tra loi “co’ thi tié’p tuc tra loi cau 19, néu tra loi “khong” thi
chuyén sang cdu 20)

- Mirc dp dé dang, thudn tién trong viéc siv dung cdc hinh thirc tiép
nhin phin dnh, kién nghi do co quan hanh chinh nha nwéc bo tri (hom
thu/sé dién thoai phan dnh, kién nghi/bé tri phong tiép dan, lich tiép dan va
nguoi tiép ddn...)?

(1= rat thép; 2= thép; 3 = binh thuong; 4 = cao; 5 = rét cao)

1 2 3 4 5

- Xin éng/ba cho biét dinh gid cita minh vé viéc gidi quyét phin dnh,
kién nghi ciia co quan hanh chinh nha nuéc:
1. Rét thiéu trach nhiém 4. Trach nhiém
2. Thiéu trach nhiém 5. Rat trach nhiém
3. Binh thuong

Cau 20. Xin Ong/Ba cho biét mive dp hai long cia minh vé két qua gidi
quyét thu tuc cap GPXDN?

1. Rét khong hai long 4. Hai long

2. Khéng hai long 5. Rét hai long

3. Binh thuong

V. PANH GIA MUC PQ HAI LONG POI VOI TOAN BQ QUA
TRINH GIAI QUYET THU TUC CAP GPXDN

Cau 21. Sau tat ca nhitng ddanh gida o tr en, Xin Ong/Ba cho biét mirc dp
hai long cua minh vé toan b qud trinh giai quyét thii tuc cdp GPXDN cila co
quan hanh chinh nha nudc?

1. Rét khong hai long 4. Hai long
2. Khéng hai long 5. Rat hai long
3. Binh thuong



VI. GO1 Y CAI TIEN VIEC GIAI QUYET THU TUC CAP GPXDN
CUA CO QUAN HANH CHINH NHA NUOC

Céu 22. Dé ning cao chit lrong phuc vu nguoi dan trong tho’: gian toi,
theo Ong/Bai co quan hanh chinh nha nwée giai quyét thii tuc cip GPXDN
cdn phdi quan tim dén ndi dung nao dwéi diy?

(Xin Ong/Ba wu tién chon 3 noi dung trong so cac nji dung dwdi day)

[

-----------

M6 rong céc hinh thire théng tin dé ngudi dan d& dang tiép can vé co
quan cap GPXDN v th tuc cip GPXDN

Cai thién hé thdng co so vit chét, trang thiét bi phuc vu ngudi dan tai
noi Jam thi tuc cAp GPXDN

Tiép tuc don gian hoa cac thi tuc hanh chinh vé cdp GPXDN

Tang tinh cdng khai, minh bach trong thue hién tht tuc cdp GPXDN
Tiang cudng Umg dung cong nghé thong tin trong giai quyét tha tuc
hanh chinh

Cai thién thai do giao tiép, tinh thin phuc vu cta cong chire dbi voi
nguoi din

NAng cao ning luc giai quyét cong viée clia cdng chirc

Rat ngan thoi gian cip GPXDN

Giam phi/I¢ phi cip GPXDN

Tiép nhan, giai quyét tdt cic phan dnh, kién nghi clia nguoi dan

Khéc (xin ghi cu thé)

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

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

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

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

XIN CIHAN THANII CAM ON ONG/BA !



