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UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM
TINH TIEN GIANG Poc lap - Tw do - Hanh phic
$6:46 0/KH-UBND Tién Giang, ngay A thdang 5 ndm 2024
KE HOACH

Xac dinh chi s6 hai long ciia ngudi dén, to chire
doi voi sw phuc vu cia co quan hanh chinh nha nwéec
trén dia ban tinh Tien Giang nam 2024

Thue hién Quyét dinh sé 1001/QD-BNV ngay 11/12/2023 ctia Bd Noi vu vé
viéc ban hanh Phuong phap Do luong su hai long ciia ngudi dan ddi voi su phuc
vu clia co quan hanh chinh nha nué¢c giai doan 2023 - 2026; Quyét dinh s6
35/QD-UBND ngay 11/01/2024 ctia Uy ban nhan dén tinh vé ban hanh K¢é hoach
thuc hién nhiém vu cai cach hanh chinh ndm 2024 trén dia ban tinh Tién Giang.

Uy ban nhan dan tinh ban hanh Ké hoach xac dinh chi so hai long cia
nguoi dan, té chic doi v6i sy phuc vu cta co quan hanh chinh nha nudc trén dia
ban tinh Tién Giang ndm 2024 véi cac ndi dung sau:

I. MUC PICH, YEU CAU
1. Muc dich

- Nham danh gia khach quan chat luong phuc vu nguoi dan cua co quan
hanh chinh nha nudc trong tinh, gép phan xdy dung nén hanh chinh phuc vu, lay
nguoi dan lam trung tdm, cdng khai, minh bach, nang cao trach nhiém giai trinh
theo cdc muc tiéu ctia cua Chuong trinh tong thé cai cach hanh chinh nha nude
giai doan 2021 - 2030.

- Cung cép cho Uy ban nhén dan tinh, co quan hanh chinh nha nudc cac
cap céc thong tin khach quan vé nhan dinh, danh gia, mirc d6 hai long, nhu cau,
mong doi cua nguoi dan dbi véi su phuc vu cia co quan hanh chinh nha nuéc
dua trén cam nhan cua nguoi dan.

- Trén co s& két qua chi sb hai 1ong vé su phuc vu hanh chinh, Uy ban nhan
dan tinh s& dé ra cac giai phap phu hop, hiéu qua nhim cai thién, ning cao chat
luong phuc vu cua co quan hanh chinh nha nuée va su hai lIong cua nguoi dan.

2. Yéu cau

- Viée trién khai Ké hoach nay dam bao khoa hoc, khach quan, dung dbi
tugong, cong khai va minh bach; phai c6 sy tham gia, phéi hop chit ché, kip thdi,
hi¢u qua gilra cac co quan, don Vi, td chirc, c4 nhan lién quan trong qué trinh
trién khai, thuc hién.

- Chi sb hai long ctia ngudi dan dugc xéc dinh, do ludong dya trén két qua
khao sat nhan dinh, danh gia cia nguoi dan.

- Cac cau hoi khao sat ro rang, dang trong tam, d& hiéu, dé& tra o1, phu hop
vai trinh do cua doi tugng khao sat.
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- Viéc khao sat, do luong phai dam bao tinh tin cdy, chinh xac, khach quan;
két qua chi s6 hai 1ong phan anh dang thuc té hoat dong cung cap dich vy hanh
chinh cong cua cac co quan, don vi va viéc ban hanh, td chue thuc hién céc
chinh séch tai dia phuong.

- Cong khai két qua do ludng su hai 1ong dé nguoi dén, t6 chirc theo doi,
giam sat; dé cac don vi, dia phuong kip thoi chan chinh, khéc phuc nhiing ton
tai, han ché, nang cao su hai long cuia nguoi dan, t chre.

I1. NOI DUNG THUC HIEN

1. Poi twong

Ca nhan, nguoi dai dién td chirc d3 truc tiép thuc hién giao dich va nhéan
ket qua giai quyét tha tuc hanh chinh tai Trung tdim Phuc vu hanh chinh cong va

Kiém soét thi tuc hanh chinh tinh, B6 phan Tiép nhan va Tra két qua cua co
quan, don vi, dia ban dugc khao sat tir ngay 01/01/2024 dén ngay 30/6/2024.

2. Noi dung

Ap dung hinh thirc khao sat dé thu thap thong tin do ludng sy hai long cua
nguoi dan.

Do ludng su hai 1ong ctia nguoi dan duge thuc hién déi véi 3 khia canh:

a) Po luong nhan dinh, danh gid cia nguol dan ddi voi su phuc vu cua co
quan hanh chinh nha nudc, bao gom cac tiéu chi:

- Mire d6 quan tdm theo doi cia nguoi dan doi véi cac chinh séch cong;

- Kénh théng tin ma ngudi dan sir dung dé theo doi cac chinh sach cong;

- Mirc do phu hop cuia cac hinh thirc tiép cén thong tin vé chinh sach cong
do1 voi nguoi dan;

- Mitc d6 nguoi dan sén sang tham gia gop v kién cho co quan nha nudc vé
chinh sach cong;

- Cam nhan cua nguoi din vé tinh trang cong chirc gy phién ha, sich
nhiéu trong qua trinh giai quyét thu tuc hanh chinh;

- Cam nhén cua ngudi dan vé tinh trang phai dua tién ngoai quy dinh cho
cong chirc, vién chirc trong qua trinh giai quyét thu tuc hanh chinh;

- Mirc d6 phu hop ctia cac hinh thirc ndp ho so, nhan két qua phu hop doi
véi nguoi dén;

- Su trai nghiém cua nguoi dan vé chinh sach cong, dich vu hanh chinh
cong, dich vu cong co ban, thiét yéu.

b) Po luong su hai long cia nguoi dan doi vai sy phuc vu cua co quan
hanh chinh nha nudc, gdm cac tiéu chi:

- Po luong sy hai long cua nguoi dan doi voi viée xdy dung, t6 chire thuc
hién chinh sach cong:
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+ Céc chinh sach cong quan trong doi vl doi song ngudi dan duoc lya
chon de do ludong su hai long cua nguoi dan gdm: chinh sach c6ng phat trién
kinh té; chinh sach kham, chita bénh; chinh sach gido duc pho thong; chinh sach
nude sinh hoat; chinh sach dién sinh hoat; chinh sach trat tu, an toan xa hdi;
chinh sach giao thong duong bg; chinh sach an sinh, xa hoi; chinh sach cai cach
hanh chinh;

+ Bén yéu t6 quan trong cua ndi dung “xay dung, t6 chirc thuc hién chinh
sach cong > duge liwa chon dé do luong sy hai long cua nguoi dan, gom Trach
nhiém giai trinh cua chinh quyen Su tham gia cta nguoi dan; Chat luong to
chirc thuc hién chinh sach; Két qua, tac dong cua chinh sach.

- Po ludng su hai 1ong ciia nguoi dén dbi véi viée cung tmg dich vy hanh
chinh cong;:
+ Céc dich vu hanh chinh c6ng duoc lua chon dé do luong su hai long cua

nguoi dén la cac dich vy hanh chinh cong phd bién duoc cung tng tai cac cép
chinh quyén dia phuong.

+ Nam yeu td quan trong cla ndi dung cung Umg dich vy hanh chinh cong,
gom Tiép can dich vu; Thi tuc hanh chinh; Cong chure, vién chire truc tiép giai
quyét cong viée; Két qua dich vu; Viéc tiép nhan, xir Iy phan anh, kién nghj cia
nguoi dan.

- Po ludng nhu cau, mong dgi cia nguoi dan doi voi su phuc vu cua co
quan hanh chinh nha nudc, bao gom céc tiéu chi:

+ Nang cao tinh cong khai, minh bach trong cung cép thong tin cho nguoi dan.

+ Tang cudng trach nhiém giai trinh cta chinh quyén dbi véi ngudi dan.

+ M0 réng cac co hoi tham gia giam sat cia nguoi dan d6i v6i hoat dong
cua chinh quyén.

+ Nang cao hiéu luc hiéu qua hoat dong cua chinh quyén dia phuong.

+ Tang cudng co so vat chat, trang thiét bi phuc vu giai quyét cong viée
cho nguoi dan.

+ Nang cao nadng luc cua can bg, cong churc, vién chirc trong giai quyét
cong viéc cho nguoi dan.

+ Nang cao tinh than, thai do phuc vu ctia can b, cong chirc, vién chirc ddi
v4i nguoi dan trong giai quyeét cong viéc cho ngudi dan.

+ Tang cuong ung dung cong nghé thong tin, chuyén d6i sb trong giai
quyét cong viéc cho ngudi dan.

+ Nang cao chit lugng cung tng dich vu cong truc tuyén dé tao dleu kién
thuén loi, dé dang cho ngudi dan trong thuc hién dich vu cdng tryc tuyén.

+ Nang cao chat luong tiép nhan giai quyét y kién gop y, phan anh, kién
nghi cia ngudi dan.
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3. Pon vi dwoc khao sat va phwong thirc thue hién, cach thire khao sat
a) Pon vi dugc khao sat, s6 lugng phiéu khao sat:
- Cap tinh:

+ Co quan chuyén mén thudc Uy ban nhan dén tinh (trie Van phong Uy ban
nhdan dan tinh va Thanh tra tinh) va Van phong dang ky dat dai thuoe So Tai
nguyén va Moi truong.

+ Co quan nganh doc: Cuc Thué tinh, Bao hiém x4 hdi tinh, Céng an tinh.
19 don vi x 40 phiéu/don vi = 760 phiéu

- Cép huyén:

TAt ca 11/11 huyén, thi x4, thanh phé trén dia ban tinh, gom:

+ B0 phan Tiép nhan va Tra két qua;

+ Chi nhanh Van phong dang ky dt dai.

22 don vi x 40 phiéu/don vi = 880 phiéu

- Cép x4: tai mdi don vi cap huyén chon 03 don vi cz‘ip x4.

33 don vi x 40 phiéu/don vi = 1.320 phiéu

Tong cdng c6 74 don vi dugce chon khéo sat. M&i don vi khao sat 40 phiéu.
Téng sb phiéu khao sat: 74 don vi x 40 phiéu/don vi = 2.960 phiéu.

b) Phuong thirc thyuc hién:

Hop dong v6i don vi c6 nang lyc, kinh nghiém thuce hién khao sat doc lap,
téng hop phiéu khao sat, nhap dit liéu, trich xuét sb liéu phuc vu bao cao két qua
khao sat.

¢) Cach thic khao sat:

- Co quan chil tri khéo sat td chirc hudng din khao sat (giai thich phiéu
khao sat va cach thirc tra 161) cho khao sat vién trude khi tién hanh khao sat.

- Dya trén danh sach do S& Noi vu cung cép, khao sat vién phat phiéu khao
sat truc tiép dén doi tugng khao sat va giai thich phleu khao sat (khong dugc goi
y tra 101); thanh toan tién cung cap thong tin cho dbi tuong khao sat va thuc hién
chimg tir tai chinh theo quy dinh; kiém tra dé dam bao phiéu khao sat da dugc
tra 101 day du; thu, sip xép, bao quan phiéu khao sat di hoan thanh; nhap phleu
khao sat; dam bao bi mat thong tin tra 101 trén phiéu khao sat va thong tin vé
nguoi tra 101 khao sat.

4. Phiéu khao sat

Mau phiéu khao sit dua trén phiéu khao sit ban hanh theo Quyét dinh sb
1001/QD-BNV ngay 11/12/2023 ctia B6 Nai vu, ¢6 chinh stra pht hop véi dia phuong,

5. Giam sat khéo sat va phiic tra két qua khao sat

Coéng chirc S& Noi vu (lanh dao va chuyén vién Phong Cai cach hanh
chinh) thuc hién giam sat qua trinh khao sat va phuc tra két qua khao sat.



6. Thoi gian thwe hién

Hoan thanh va bao cao két qua khao sat giri Uy ban nhan dén tinh trong
thang 10 nam 2024.

7. Kinh phi thue hién

Cac ndi dung chi, mirc chi dé thuc hién Ké hoach nay theo Thong tu s6
26/2019/TT-BTC ngay 10/5/2019 cua B truong Bo Tai chinh vé huéng dan
viéc lap du toan, quan ly, st dung va quyét toan kinh phi bao dam cong tac cai
cach hanh chinh nha nudce; Thong tu s6 33/2022/TT-BTC ngay 09/6/2022 cua
Bo truong Bo Tai chinh vé sira d6i, bo sung mot s6 diéu cua Thong tu sb
26/2019/TT-BTC ngay 10/5/2019 ctua B¢ truong Bo Tai chinh.

Nguon kinh phi: sir dung tir nguon kinh phi chi quan 1y hanh chinh (kinh
phi chi thuong xuyen khong giao tu chu) duge giao trong du toan dau nam 2024
do S& No6i vu quan ly thuc hién.

II1. TO CHUC THU'C HIEN

1. Sé Noi vu

- Chu tri, phdi hop cac co quan, don vi co lién quan t6 chue thyc hién Ké
hoach nay dam bao theo dung muc dich, yéu cau, tién do dé ra;

- Chu tri x4y dung, hoan thién phiéu khao sat;

- Chu tri, phéi hop véi cac co quan, don vi duge chon khao sat, 14p danh
sach ngudi dan, doanh nghiép thudc doi tugng khao sat theo ting dia ban. Tong
hop danh sach ddi tugng khao sat dé cung cap cho khdo sét vién;

- Lua chon, pho1 hop voi don vi ¢6 nang luc, kinh nghiém dé tién hanh
khao sat;

- Nhap dir liéu phiéu khao sat va phan tich, bao céo két qua khao sat, dam
bao ding quy dinh cua phép luat;

- Trén co s& két qua khao sat, tham muu Uy ban nhan dan tinh chi dao cac
co quan, don vi co bién phap khic phuc nhirng ton tai, han ché.

- Du toan kinh phi thuc hién, gui Sq Tai chinh thAm dinh, trinh Uy ban
nhan dén tinh phé duyét va thanh toan, quyét toan kinh phi theo quy dinh.

2. S¢ Tai chinh

Trén co s& dy todn kinh phi thuc hién Ké hoach do S& Noi vu tong hop, S¢
Tai chinh tham dinh theo quy dinh hién hanh.

3. Céc s&, nganh tinh va Uy ban nhén din cac huyén, thi xi, thanh pho

- Pdi v6i cac co quan, don vi dugc chon khao sat nam 2024 theo ké hoach:
lap danh sach theo yéu cau cia S& Noi vu (khi cé van ban trién khai) dam bao
dung quy dinh va kip thoi gian;

- Tuyén truyen Ké hoach nay dén nguoi dan, doanh nghlep trén dia ban

duoc khao sat biét va tao diéu kién thuén lgi cho khao sat vién tién hanh khao
sat dat yéu cAu;
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- Bam bao viéc khao sat 1a khach quan, trung thuc, chinh xac, minh bach,
cong khai; khong can thiép, tac dong dudi bat ky hinh thirc nao nham thay doi y
kién danh gia ctia nguoi dan, doanh nghiép.

4. S& Giao duc va Pao tao, S¢' Y té

Ngoai thuc hién cac ndi dung tai muc sé 3, S& Y té trién khai thuc hién
khao sét theo huéng dan tai Quyét dinh s6 56/QD-BYT ngay 08/01/2024 ciia B
Y té vé viéc ban hanh hudng dan vé phuong phap do luong hai long cua nguoi
dan d6i véi dich vuy té cong giai doan 2024-2030; S& Gido duc va Pao tao trién
khai Quyet dinh sé 2034/Qb-BGDDT ngay 13/7/2023 cua Bo Giao duc va Bao
tao vé viéc phé duyét Pé an do luong su hai long clia nguoi dan déi véi dich vy
g1ao duc cong, giai doan 2023-2030; phdi hop S& Néi vu trich xuat, cung cip
cac sb liéu khao sat, dé So Noi vu tong hop, bao cao két qua cac ndi dung lién
quan dén Chi sb su hai long ciia ngudi dan, to chic dbi véi su phuc vu cta co
quan hanh chinh nha nuéc giri Uy ban nhan dan tinh.

5. Dé nghi Uy ban Miit trin To qudc Viét Nam tinh

Phdi hop t6 chiic tuyén truyén, van dong Nhan dén phdi hop tham gia cung
cap thong tin tich cuc, khach quan cho qué trinh khéo sit y kién.

. 6.S¢ Th‘ong tin va Truyén thong, Pai Phat thanh va Truyén hinh tinh,
de nghi Bao Ap Bac

Tang cudng thong tin vé két qua chi sb hai long vé sy phuc vu hanh chinh
cua tinh Tién Giang; thong tin, tuyén truyen vé ndi dung Ké hoach xac dinh chi
sé hai long clia ngudi dan, to chirc dbi véi sy phuc vu clia co quan hanh chinh
nha nudc trén dia ban tinh Tién Giang nam 2024.

Trén day la K& hoach xac dinh chi sé hai long ciia nguoi dan, to chue dbi
v6i su phuc vu cua co quan hanh chinh nha nudc trén dia ban tinh Tién Giang
nim 2024. Uy ban nhan dan tinh yéu cau thu trudng cic s&, ban, nganh tinh,
Chu tich Uy ban nhén dan cac huyén, thi x&, thanh phé va cac don vi ¢6 lién
quan td chite trién khai thuce hién tdt céc nhiém vu dugc phan cong./. 7@

Noi nhdn: KT. CHU TICHeA
- BO Noi vu; A ’

- CT, c4c PCT UBND tinh; PHO CHU TICH

- Cac so nganh tinh lién quan;

- UBND céc huyén, thi x4, thanh pho;

- VPUB: CVP, cac PCVP, cac phong
nghién ctru, TTTH-CB, TPVHCC&KSTT;
- Bai PTTH tinh, Bao Ap Bic;

- Céng TTDT tinh;

- Luu: VT, KSTT(Hiéu);(
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