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

TINH QUANG NAM Doc 14p - Tu do - Hanh phiic
S6: 4273/KH-UBND Quang Nam, ngay 01 thang 7 ndam 2022
KE HOACH

Khio sat, do lwong sw hai 1ong ciia nguoi dan, to chire ddi véi sw phuc vu
cia co quan hanh chinh nha nwéc trén dia ban tinh nam 2022

Trién khai Quyét dinh s 3805/QD-UBND ngay 25/12/2021 cta Uy ban
nhan dan tinh ban hanh Ké hoach cong tac cai cach hanh chinh nam 2022; Uy
ban nhéan dan tinh ban hanh K& hoach khao sat, do ludong sy hai 1ong ctia ngudi
dan, to chirc d6i véi su phuc vu cta cac co quan hanh chinh nha nudc trén dia
ban tinh ndm 2022 véi cac ndi dung cu thé nhu sau:

I. MUC PiCH, YEU CAU

1. Muc dich

- Nham danh gia khach quan chét lugng cung tmg dich vy hanh chinh cong
cua cac co quan hanh chinh nha nuéc doi vo1 nguoi dan va to chue.

- Thong qua viéc khao sat, danh gia, cac co quan hanh chinh nha nudc nim
bat dugc yéu cau, mong mudn cta ngudi dan, to chic dé co nhimng nhiing giai

phap cai thién, nang cao chit lwong phuc vu va cung tng dich vu cta co quan
hanh chinh nha nudec.

2. Yéu cau
- Cong tac khao sat, do Iuong phai dugc thuc hién mot cach khach quan,

khoa hoc, d6 tin cay cao, két qua bao dam phan anh trung thuc, sat thuc té vé su
phuc vu cua co quan hanh chinh trén dia ban tinh.

- Noi dung, thong tin trén phiéu diéu tra dam bao don gian, d& hiéu va dé
trd 101 cho moi ngudi dan, to chirc.

- Vige trién khai dam bao dtng ké hoach, phwong phép, dat két qua, muc
tiéu de ra.

I1. POI TUQNG, PHAM VI PIEU TRA

1. Béi tuong

Nguoi dan, td chire d3 thuc hién cac thu tuc hanh chinh vé&i co quan hanh
chinh nha nudc trén dia ban tinh.

2. Pham vi diéu tra: Khao sat sy hai long cua nguoi dan, td chue ddi vai
chét luong dich vu hanh chinh céng, qua trinh giai quyét thu tuc hanh chinh cua
cac co quan, don vi sau:

- Céc co quan chuyén mén thudc Uy ban nhan déan tinh va Ban Quan 1y cac
khu kinh té va khu cong nghiép (trir Thanh tra tinh, Ban Dén toc, So Ngoai vu,
Vin phong Uy ban nhan dan tinh);
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- Céc co quan nganh doc cip tinh, gom: Cuc Thué, Cuc Hai quan, Cong an
tinh, Kho bac nha nudc tinh, Bao hiém xa hdi tinh;

- ij ban nhan dan huyén, thi xa, thanh phé;

- Uy ban nhan dan cip x3;

- Chi nhanh Vian phong dang ky dat dai cac huyén, thi x4, thanh phd.

1L CAC TIEU CHi PO LUONG SU HAI LONG CUA NGUOI DAN,

TO CHUC

Cac tiéu chi thuc hién khao sat, gio luong sy hai long ctia nguoi dan, td
chtre 1a cac tiéu chi co ban danh gia chat luong dich vy hanh chinh cong cua cac
CO quan, dO’I} vi; n01 dung cua phi€u khao sat dugc di€u chinh phu hop véi tl‘J.:ng
giai doan trién khai cac ndi1 dung cai cach hanh chinh trén dia ban tinh, bao gom
cac ti€u chi sau:

1. Thong tin chung cua ddi twong dugc khao sat

- Pon vi giai quyét thi tuc hanh chinh;

- Linh vuc thu tuc hanh chinh;

- Hinh thtre giai quyét hd so.

2. Murc d6 hai long veé su phuc vu cua cong chuc, vién chuc tiép nhan va xu
1y ho so

- Thai d6 giao tiép khi huéng dan, tiép nhan, tra két qua giai quyét thu tuc
hanh chinh;

- Nang lyc huong dan thyuc hién tha tuc hanh chinh cho nguoi dan, doanh
nghiép;

- Tinh trang gay phién ha, nhiing nhiu, doi tién phi ngoai quy dinh (néu
o).

3. Mtic d6 hai 10ng chung vé ca qué trinh giai quyét thu tuc hanh chinh

- Thoi gian giai quyét ctia co quan, don vi (dung han, cham tré);

- Thanh phan ho so theo quy dinh;

- Tinh trang di lai, lién hé nhiéu co quan trong qué trinh giai quyét ho so;

- Thong tin vé tinh trang giai quyét hd so (bién nhan hd so, ngay hen tra,
thu xin 161 v€ ho so tré han, hudéng dan bo sung ho so...).

4. Mirc d6 hai long vé viéc tiép nhan, xir 1y phan anh, kién nghi

- Mitic d9 tiép can thong tin vé cac kénh giri phan 4nh, kién nghi (niém yét
cong khai cac dau moi ti€p nhan phan anh, kién nghi; thuan loi, khé khan trong
viéc guri phan anh, kién nghi...);

- Chat luong giai quyét phan anh, kién nghi cta nguoi dan, to chic vé thi
tuc hanh chinh (nhanh chong, tich cuc, cham tré, khong tich cuc...).
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5. Mtrc d6 tiép can thong tin vé dich vu hanh chinh cong

- Chét lu’o’ng cac tién ich cai cach hqémh chinh (dich vu cong truc myén, dich
vu buu chinh, Cong thong tin dién tur, Tong dai dich vu cong 1022...);

- Mtrc d6 hai long ctiia nguoi dan, té chire vé cac tién ich néu trén.
6. Y kién gép y ciia nguoi dan, to chuc dé cai thién chat lugng phuc vu cua
co quan hanh chinh nha nuéc

Ngudn cung cap théng tin cho nguoi dan, to chirc, thai do giao tiép cua
cong chure, vién chure, don gian hoa tha tuc hanh chinh, cat giam thoi gian giai
quyét ho so, tang cuong ing dung cong nghé thong tin...

IV. QUY MO MAU PIEU TRA
1. Quy mo mau diéu tra

- Viéc xéac dinh quy m§ mau diéu tra cho tung don vi, dia phuong dugc can
cu theo tung linh vuc va s6 lugng khach hang giao dich, phu hop voi tung don
vi, dia phuong.

- Dy kién s6 phiéu diéu tra phan theo timg khdi co quan trén pham vi toan
tinh (theo Phu luc dinh kem).

2. Yéu cau phan bo phiéu diéu tra va xac dinh déi twong khao sat, lay y
kién

- Trén co s& quy md mau diéu tra dy kién, thuc hién phan bo phiéu diéu tra
theo dia ban dé bdo dam tinh dai dién ciia mau di€u tra. Viéc phan bo so lugng
phiéu diéu tra c6 thé dugc diéu chinh phu hgp véi tinh hinh thuc t€ va bdo dam
cac yéu cau thong ké.

- Béi tugng khao sat, 1ay y kién dugc chon theo phuong phap ngau nhién tir
danh sach khach hang da thuc hién giai quyét hd so thu tuc hanh chinh trong
nam 2022 tai cac don vi, dia phuong.

V.NOI DUNG THUC HIEN
Co quan
TT Noi dung cong viéc Thoi gian
thuc hién
Ban hanh K& hoach khao §ét muc d,(f) q
1 he’u. long cua ngudi dan, to chtrc ‘(101 Thang 7/2022 Uy banqnhan dan
voi sy phuc vu ctia co quan hanh tinh
chinh nha nudc nam 2022.
Ban hanh cég van bé}n chi dgo, tai
2 | liéu hudng dan chi tiét viéc t6 chirc | Thang 7-8/2022 So No6i vu
diéu tra.
Hoan thién mau phiéu diéu tra, xay , - NTA
3 | dung phuong én didu tra chi tiét Thing 7/2022 S0 Noivu




Co quan
TT NOi dung cong viéc Thoi gian
thue hién
4 | Chon mau diéu tra
Trung tdm Phuc
vu hanh chinh
cong Quang Nam;
cac  S6, Ban,
7 ‘ nganh; ciac co
Tong hop danh sach thong tin vé quan nganh doc
ngudi dén, t6 chuic da duge giai , cap tinh, Uy ban
2) quyét ho so theo linh vyc dugc chon Thing 8/2022 nhan dan céc
dicu tra. huyén, t}}i Xa,
thanh pho; Chi
nhanh Van ph(‘)ng
bang ky dat dai
cac huyén, thi xa,
thanh pho.
Ra soat, chon nﬁu diéq tra, bd sung
b) | thong tin cu thé cua doi tugng diéu Thang 8/2022 S& No6i vu
tra.
¢y | Tong hop danh sich, phitu d& ban| .00 90099 S& Noi vu
giao cho don vi di€u tra.
5 | Trién khai khao sat
: A A via ; S& Noi vu,
ay | XY Hop dong thye hign viée phat |y, 0 9095 o
phiéu, thu phiéu diéu tra. Pon vj diéu tra
A 4 as e A % A S& Noi vu,
b) T6 c‘liusc héi thao, tap huan cho dicu Thang 9/2022 oL
tra vicn. DPon vi diéu tra
¢) | Tién hanh phét, thu phiéu diéu tra Thang 9-10/2022 | Pon vi diéu tra
6 (jlam §?t, p.lzuc tra, ki€m tra qua trinh Thang 9-10/2022 S& Noi vu
lay phi€u diéu tra
7 Klem‘tra, ~phan loai phiéu diéu tra Thang 10-11/2022 Pon vi didu tra
theo tung linh vuc.
] L~Qc,mlam sach, phan loai phi€u; nhap Thang 11/2021 S& Noi vu
dir licu.
o | Tong hop, phan tich 0 liu, xay | .00 129022 S& Noi vu
dung bao cdo.
10 | Cong bé Chi sé hai 1ong nim 2022 Thang 01/2023 | UY ban nhan dan

tinh




VI. KINH PHi THU'C HIEN

Tu nguén kinh phi cai cach hanh chinh da dugc giao cho S& N1 vu trong
du toén thu, chi ngan sach nam 2022.

VIL. TO CHUC THUC HIEN

1. S6 Noi vu chu tri xay dung Phuorng an diéu tra, thanh lap T6 Piéu tra;
huéng dan, theo ddi, don dbc cac don vi, dia phuong tham muu thuc hién cac
n6i dung ké hoach dé ra; giam sat qua trinh diéu tra.

2. Cac So, Ban, nganh, cac co quan nganh doc cap tinh, Uy ban nhan dan
cac huy¢n, thi xa, thanh pho

- Cap nhat day du, chinh x4c thong tin nguoi dan, to chirc thyc hién thu
tuc hanh chinh trén H¢ thong mdt cura.

- C6 trach nhiém phdi hop, cung cap thong tin, dia chi cu thé vé nguoi
dan, t6 chirc da nhan két qua giai quyét thu tuc hanh chinh trén cac linh vuc diéu
tra theo yéu cau S& Noi vu dé tong hop va chon mau diéu tra.

- Ho tro, tich cuc ph01 hop vé&i S6 Noi vu va cac don vi ¢é lién quan trong
qué trinh thuc hién Ké hoach nay.

3. Cac co quan, don vi, dia phuong, Dai Phat thanh- Truyen hinh tinh, Bao
Quang Nam ph01 hop tuyén truyén, thong tin vé ndi dung va két qua khao sat
dén ngudi dan, t6 chuc.

Trong qua trinh trién khai thuc hién Ké hoach, néu cO phat sinh kho
khan, vuéng mac, cac dO’l’l vi, dia phu:ong k1p thcn phan anh vé S& Noi1 vu dé
duoc huéng dan giai quyét hodc téng hop, dé xuat Uy ban nhan dan tinh xem
xét, quyét dinh./.

TM. UY BAN NHAN DAN
Noi nhin: KT. CHU TICH
- BO Noi vy; . N
- Chu tich; PCT HO Quang Buru;
- UBMTTQUVN tinh;
- Ho1 Cyu chién binh tinh;
- Cac S0, Ban, nganh;
- Bao Quang Nam; Dai PTTH tinh; )
- UBND céc huyén, thi xa, thanh pho;
- CVP; PCVP L& Ngoc Quang;
- Luu VT, HCTC, NCKS.

Ho6 Quang Biru
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