UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIiA VIET NAM
THI TRAN BUT SON Poc 1ap — Tw do — Hanh phdc

S6: 78 /BC-UBND Thi trdn But Son, ngay 25 thangl0 nam 2021
BAO CAO
Chi so hai long cia ngwoi dan, to chire doi véi sw phuc vu ciia co' quan
hanh chinh nha nwéc nam 2021 trén dia ban thi tran Bit Son

Thuc hién Céng vin s6 2441/UBND-NV ngay 21/10/2021 cia UBND
huyén Hoang Hoa vé vige t6 chuc trién khai thuc hién ké hoach do ludng sy hai
10ng cua ngudi dan, t6 chire dbi vOi sy phuc vu cua co quan hanh chinh nha nuéce
trén dia ban huyén, ndm 2021; Ké hoach s 25/KH-UBND ngay 05/3/2021 cua
UBND thi tran But Son V& trién khai to chtc thuc hién Po luong su hai long cua
nguoi dan, to chie ddi véi su phuc vy caa co quan hanh chinh nha nuée trén dia ban
thi tran Bat Son nam 2021, UBND thj trin But Son béo céo Chi sé hai l1ong cua
ngudi dan, té chirc dbi véi su phuc vu ctia co quan hanh chinh nha nudc nam 2021
trén dja ban thi tran nhu sau:

Phan |
TINH HINH TRIEN KHAI PO LUONG SU HAI LONG CUA NGUOI DAN,
TO CHU'C POI VOI SU PHUC VU CUA CO QUAN HANH CHINH
NHA NUGC NAM 2021

I. TONG QUAN VE PO LUONG SU HAI LONG CUA NGUOI DAN, TO
CHUC POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOC

1. Coso

Ké hoach s6 39/KH-UBND ngay 04/3/2021 ciia UBND huyén Hoang Hoa
vé trién khai thuc hién Po ludong su hai 10ong cia ngudi dan, to chuac d6i voi su
phuc vu cua co quan hanh chinh nha nudc trén dia ban huyén nam 2021; Ké hoach
s6 25/KH-UBND ngay 05/3/2021 cua UBND thj tran But Son Vvé trién khai to chic
thuc hién Do luong sy hai 10ng cua nguoi dan, to chac ddi voi su phuc vu cia co
quan hanh chinh nha nudc trén dia ban thi tran Bat Son ndm 2021,

2. Muc dich

Do ludng sy hai 1ong cua nguoi dan, to chirc ddi véi sy phuc vu cia co
quan hanh chinh nha nuéc nhim danh gia khach quan chat luong cung tng dich vu
hanh chinh cong cua cac co quan hanh chinh nha nude trén dia ban thi tran. Thong
qua do, cac co quan hanh chinh nha nudc nam bat duoc yeu Ccau, mong muén cua
nguoi dan, to chize dé c6 nhitng bién phap cai thién chat luong phuc vu va cung
tring dich vu nham nang cao su hai 1ong va loi ich cia ngudi dan, t6 chic.

3. N9i dung do lwong sw hai long

Do luong su hai long cua ngudi dan, té chirc ddi véi sy phuc vu caa co
quan hanh chinh nha nudc duoc thuc hién d6i voi 5 yéu té co ban cua quéa trinh
cung tng dinh vu hanh chinh céng, gom: (1) Tiép can dich vy; (2) thi tuc hanh
chinh; (3) cong chuc tryc tiép giai quyét cong viéc; (4) két qua cung tng dich vy



hanh chinh cong; (5) viéc tiép nhan, giai quyét gop y, phan anh, kién nghi.

Céc tiéu chi danh gia vé to chuc cung ung dich vu ciia co quan hanh chinh
nha nudc, mirc do hai long va sy mong doi cua nguoi dan, to chac doi véi viéc
cung ung dich vu ctia co quan hanh chinh nha nuéc gom:

a) Tiéu chi danh gia cua nguoi dan, té chic vé viéc té chuc cung ung dich
Vu cua co quan hanh chinh nha nuéc;

b) Tiéu chi do luong mirc d6 hai 1ong cua ngudi dan, to chic: Gom c6 22
tiéu chi, trong trng véi 5 yeu to co ban cua qué trinh cung ung dich vu hanh chinh
cong;

¢) Tiéu chi do luong sy mong doi clia ngudi dan, td chic.

4. Phwong phap xac dinh Chi s6 hai I0ng ciia ngwoi dan va té chire doi
véi sw phuc vu cia co quan hanh chinh nha nwoc (SIPAS):

Ap dung phuong phap diéu tra xa hoi hoc thong qua Phiéu diéu tra dé thu
thap thong tin, xac dinh Chi so6 hai long ctia nguoi dan, va to chirc doi vai su phuc
vu Cua co quan hanh chinh nha nudc (sau day str dung tén tieng Anh viét tat la
SIPAS).

a) Déi tugng, pham vi diéu tra xa hoi hoc:

- Déi twong:

Pé danh gia chat lugng cung tng dich vu hanh chinh cong dya trén phan
hoi ciia nguoi dan, t6 chac, SIPAS xac dinh doi tugng dieu tra X8 hoi hoc 1a nguoi
dan, to chuc da tryc tiép giai quyéet cong viéc va nhan két qua giai quyét tai co
quan hanh chinh nha nuéc.

- Pham vi:

SIPAS dugc thyuc hién tai 15/15 t6 dan phd, thong qua phuong phap chon
mau diéu tra x& hoi hoc.

b) Chon mau diéu tra x& hoi hoc:

Mau diéu tra x& hoi hoc duge xac dinh theo phuong phap chon mau ngau
nhién, phan tang nhiéu giai doan; dugc thuc hién theo céc bude sau:

+ Pbi vai cong chic chuyen mén UBND thi tran: C6 cung tng dich vu hanh
chinh cho nguoi dan, t6 chic va co quan phat sinh giao dich cta nguoi dan, to chac
V61 co quan hanh chinh

¢) Phiéu diéu tra xa hoi hoc:

- Phiéu diéu tra xa hoi gom hai loai: Phiéu diéu tra x& hdi hoc ap dung doi
véi nguoi dan va phiéu diéu tra x& hoi hoc ap dung ddi véi to chuc.

- Phiéu diéu tra xa hoi hoc gdm cac cau hoi ¢ san phuong an tra loi dé
nguoi dan, to chac lya chon. Cau hoi cua phiéu diéu tra xa hoi hoc thé hién noi
dung cta cac tiéu chi do luong su hai long; dong thoi phan anh qua trinh, két qua
cung ung dich vu hanh chinh cong, su mong doi cia ngudi dan, té chicc dbi voi
viéc cung ung dich vu hanh chinh cdng cta co quan hanh chinh nha nuéc.

d) Phuong thirc diéu tra x& hoi hoc:
Phat phiéu diéu tra xa hoi hoc truc tiép hoic giri thu qua buu dién dén nguoi



dan, to chirc dé tra 1oi phiéu.

d) Tong hop, phan tich dir liéu va tinh toan céc chi sb.

I1. TINHHINH TRIEN KHAI THUC HIEN

UBND thj tran xay dung Ké hoach sb 25/KH-UBND ngay 05/3/2021 vé
trién khai thuc hién Do luong su hai 10ng cua ngudi dan, té chac ddi voi su phuc
Vu cia co quan hanh chinh nha nuéc trén dia ban thi trin nim 2021. Trén co s&
cua UBND thi trin dé nghi cac céng chiic chuyén mén phéi hop, hd tro cong tac
chon mau diéu tra xa hdi hoc va phuc tra két qua thu phiéu diéu tra xa hoi hoc Chi
s6 hai long cua nguoi dan, tb chire ddi voi sy phuc vu ciia co quan hanh chinh nha
nudc nam 2021.

1. Chon miu diéu tra xa héi hoc

a) MAu diéu tra x4 hoi hoc:

Viéc chon mau duoc thuc hién theo quy trinh: (1) Chon cong chirc chuyén
mon (2) chon cac linh vuc cua moi cong chue chuyén mon; (3) chon nguoi dan, t6
chtrc d3 thuc hién nop hé so va nhan két qua giai quyét hd so caa mdi linh vuc 1am

ddi tuong diéu tra. Tiéu chi, s6 luong co quan, linh vuc va ddi tuong diéu tra duoc
chon cu thé nhu sau:

- Chon linh vuc: tién hanh chon mét sé linh vuc chinh cta cac cong chirc
chuy&n mon.

- Chon dbi tuong diéu tra: Tir co s& dit liéu vé ngudi dan, to chirc da giao
dich va nhan két qua cta mdi linh vuc di chon, chon ngiu nhién cic c4 nhan dé
tién hanh diéu tra, véi s6 luong bang ¢& miu dugc phan bd cho linh vuc do.

b) C& mau diéu tra xa hoi hoc:

C& mau diéu tra x4 hoi hoc caa SIPAS 2021 1a 50 nguoi dan, ngudi dai dién
cho t6 chitc. Phan b6 ¢& mau diéu tra cho ting dich vu/linh vuc dich vu cia UBND
thi tran da chon tai cac bo phan chuy&n mén nguyén tic dua trén luong giao dich
cua linh vuc dich vu (Bang 1).

Bang 1: Phan bd phiéu diéu tra SIPAS 2020

T S6 lwong dwoc khao sat (bao gom so
T Pon vi Linh vuc phiéu dwoc khao sat truc tiép va khao sat
qua dwong buu dién)

. Cong chirc Ho tich 10 phiéeu
TP-HT Chtng thuc 10 phiéu
Nguoi co cong 10 phiéu
2 Cong chuc BTXH 10 phidu
VH - chinh sach | Viéc lam 10 phicu
Tong 50 phiéu

2. Trién khai dieu tra xa hoi hoc

Viéc phat, thu phiéu dieu tra xa hoi hoc SIPAS 2021 do diéu tra vién thuc
hién. Diéu tra vién phéat phiéu diéu tra dén tung ca nhan ngudi dan, nguoi dai dién




t6 chuc ¢ tén trong danh séch mau diéu tra chinh thac; giai thich phiéu diéu tra;

dé ddi tuong diéu tra ty tra 1oi; thu phiéu diéu tra.
Két qua phan tich thanh phan tra l&i phiéu diéu tra:
a) SO lugng phiéu thu vé: Téng sé phiéu thu vé 1a 50 phiéu, dat 100% sé

phiéu phat ra. sé phiéu thu vé hop 18 1a 50, dat 100% sb phiéu phét ra .

Bang 2: Thong ké phiéu diéu tra

T S6  phiéu | Sé phiéu | S6 phiéu S6 phiéu Ghi
DPon vi phét ra thu vé hoplé | khongheplé | cha
1 Co hiac TP-HT
ong chwe 20 20 20 0
5 Cong chtc VH -
chinh sach 30 30 30 0

b) Thanh phan tra 1oi phiéu: Két qua tr 50 phiéu thu vé hop 1§ cho thdy
thanh phan doi tuong tra loi phiéu diéu tra xa hoi hoc SIPAS 2021 nhu sau:

Bang 3: Thanh phan nhan khau hoc ciia nguéi tra 1o phiéu diéu tra

Thanh phan Ty 1é phan hoi
Ca nhan nguoi dan 100%
Nguoi dai dién to chic
Dudi 25 tuoi 6%
Canhan, to chic | 25-34 tudi 26%
35-49 tuoi 36%
50-60 tuoi 20%
Trén 60 tuoi 12%
Gi¢i tinh Nam >
N 46%
Tiéu hoc 0
Trung hoc co sd 6%
Trung hoc phd thdng 52%
Trinh d6 hoc van | Day nghé/ trung cip/cao ding 6%
Pai hoc 34%
Trén dai hoc 2%
Khac
Noi sinh sbng D6 thi 100%




NOng thon

Lam noi tro/Lao dong tu do 56%
Nghi huu 4%
Lam viéc tai to chuc/doanh nghiép trong linh 18%

Nghé nghiép vuc tu

Céan bo/cdng chuc/vién chire/ nguoi cdng tac 20%
trong luc luong vii trang

Khac 2%

Giam ddc, pho giam dbc

Trudng phong, Phé truong phong

Ké toan truong

Chuc vu i
K§ su/ ké toan

Nhan vién, ky thuat vién

Khéac

Phan 11

' KET QUA PO LUONG SU HAI LONG CUA NGUOI DAN, TO CHUC
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOC NAM 2021

I.MOT SO NHAN PINH, PANH GIA CUA NGUOI DAN, TO CHUC VE
VIEC TO CHUC CUNG UNG DICH VU HANH CHINH CONG )

Bang 4: Tong hep cac chi so nhan dinh, danh gia ctia ngwoi dan, to
chire vé viéc to chirc cung wng dich vu hanh chinh cong

T sc phé Ghi
T . Lo Chung ca Cac phong Céac xa, thi| chu
Noi dung Chi so N CM UBND B
: huyén R tran
huyén
Bo phan tiép o
Co quan tryc | nhan va tra ket F:Ego%g'eu B
1 tiép giai quyet | qua
cong viéc Co quan hanh £
chinh 0 phicu
Qua nguoi - £
. |than, ban be 0 phicu
Kénh thong tin Oua chinh :
dé biet ve co quyén phuon 50 phicu
2 quan truc tiep xéy P g =100%
glal q\tj}/éec:[ cong Qua phuong tién )
' thong tin dai 0 phiéu
chung




Qua mang - X
internet 0 phicu
. - [1-21an 40 phiéu
S6 lan di lai dén = 80%
co quan dé giai A A 10 phiéeu
quyét cdng viéc Trén 2 lan = 20%
Trén 3 lan 0 phiéu
Cong chic gay 0 phicu
phien ha, sach
nhiéu
Cong chic goi y 0 phieu
nop tién ngoai
phi/lé phi
| bung hen EOGBE/LGU
Co quan tra két 20 phiu
qua dang hen | S6m hen — 40%
Tre hen 0 phieu
Co quan thong 0 phiéu
béo ve viéc tré
hen tra két qua
Co quan xin 16i vi 0 phiéu

tré hen tra két qua

ILKET QUA PO LUONG SU HAI LONG CUA NGUOI DAN, TO CHUC

POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUGC NAM 2021
1.Tong hep ket qua khao sat

S6 lwot danh gia (phiéu)/ty 1& %

chtc tai co quan dé sir dung

Nhan dinh ( cac tiéu chi danh gia ) R4t hai Hai Binh Khong | Rat khong
long long thwong | hailong | hailong
I. TIEP CAN DICH VU
1. Noi ngdi cho giai quyét cong viéc tai 3 PhiCu =47 phicu
- ot ngol RO Jal AUYCLEONg VIEC Tl 6o | = 94%
co quan c6 du cho ngoi
3 phiéu =
L a2 47 ph
2. Trang thiét bi phuc vu nguoi dan, to 7 phicu
e X e 6% = 94%
chuc tai co quan day du
2 phiéu = &
3. Trang thiét bi phuc vu nguoi dan, to 48 phicu
s A 4% = 96%
chuc tai co quan hién dai
2 phiéu = &
L T 48 phiéu
4. Trang thiet bi phuc vu nguoi dan, to 4% — 06%

II. THU TUC HANH CHINH




9 phiéu =
5. Thu tuc hanh chinh duoc niém yét 4} phiéu
5  dAv do 18% | =82%
cong khai day du
9 phiéu =
6. Thu tuc hanh chinh dwgc niém yét 18% 4} gl;ju
cong khai chinh xac 0 = 0
9 phiéu = .«
7. Thanh phin hé so ma Ong/Ba phail o 41 FS’IZI:;“
nop la dting quy dinh 0 = 0
9 phiéu = -«
8. Mirc phi/l¢ phi ma Ong/Ba phai nop I 41 phicu
] i 18% | =82%
dung quy dinh
9.,Tho! han\gla_lxquyetAghl Atrong g:ay he::n 9 phiéu = 41 phiéu
(tinh tr ngay tiép nhan ho so dén ngay| 18 _ 820/
tra két qua) 1a diing quy dinh 0 | =070

I11. CONG CHUC TRUC TIEP GIAI QUYET CONG VIEC
9 phiéu = £
A e e g 41 phiéu
10. Cong chirc ¢6 thai do giao tiep lich 18% _ 8204
Su
9 phiéu =
11. Céng chuc chd y lang nghe y kién 18% 4E gg:;u
cua nguoi dan/dai dién to chic 0 - 0e70
12. Cong chuc tra 1oi, gidi thich day di9 phiéu = 41 phidu
Ca(E y kién cta nguoi dan/dai dién to 18% _ 8004
chtrc
9 phiéu =
13. Cong chitc hudng dan ké khai hd so 41 phieu
A . 18% =82%
tan tinh, chu dao
9 phiéu =
. , . X LA Lhai RA 41 phi€u
14:1. C_Z;ong chirc hudong dan ké khai ho so 18% — 800
de hicu
9 phiéu = -«
A o 4a . 4 . 41 phiéu
15. Cong chac tuan thu dang quy dinh 18% _ 300

trong giai quyét cong viec

IV. KET QUA CUNG UNG DICH VU

HANH CHINH CONG

16. Két qua ma Ong/Ba nhan duoc 13 ding
quy dinh

(Két qud c6 thé la dwoc cdp gidy to hodc

9 phiéu =
18%

41 phiéu
= 82%




bi tir choi cap giay to)

9 phiéu = 41 phiéu

17. Két qua ma Ong/Ba nhan duoc co 18% _ 300

thong tin day du

18. Két qua ma Ong/Ba nhan dugc cd[9 phiéu =

thang tin chinh xac 41 phi€u

18% = 82%

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

19. Co quan c6 bd tri hinh thuc tiép nhan[9 phiéu =
gop y, phan anh, kién nghi cua nguoi
dan, t6 chuc

41 phiéu
18% = 82%

9 phiéu = A
20. Ong/Ba dé dang thuc hién gop v, 18% 4E gg(l)zu

phan &nh, kién nghi

21. Co quan tiép nhan va xu ly tich cuc|9 phiéu =
cac gop y, phan éanh, kién nghi cuag
Ong/Ba

41 phiéu
18% = 82%

2. Co quan thong bao kip thoi két qual9 phiéu =
xu ly cac y kién gop y, phan anh, kién
nghi cho Ong/Ba

41 phiéu
18% | =82%

I1l. SUMONG PQI CUA NGUOI DAN, TO CHUC VE VIEC CUNG UNG
DICH VU HANH CHINH CONG

Ngoai cac chi s6 phan &nh nhan dinh, chi sé hai 1ong & trén, SIPAS 2021
con dua ra cac chi s6 phan anh sy mong doi ciia nguoi dan, té chic dbi véi co
quan hanh chinh nha nuéc trong viéc vu tién cai cach nham nang cao chat luong
cung tng dich vu hanh chinh cong, nang cao chat lwong phuc vy ngudi dan, to
chtrc. Su mong doi cia ngudi dan, té chic vé uu tién cai cach ddi véi co quan
hanh chinh nha nuéc ndi chung tap trung & 7 ndi dung (sip xép theo thir tu tir
mong doi nhiéu nhat):

1.Mé rong cac hinh thirc théng tin dé ngudi dan dé dang tiép nhan dich vu
hanh chinh cong (100% s6 ngudi dugc hoi).

2.Tiép tuc don gian hoa tha tuc hanh chinh (80% s6 ngudi dugc hoi).

3.Cai thién hé thdng co so vat chat, trang thiét bi phuc vu nguoi dan tai co
quan giai quyét thu tuc hanh chinh/Bo phan tiép nhan va tra két qua (40% sé nguoi
duoc hoi).

4.Rut ngan thoi gian giai quyét tha tuc hanh chinh (40 % sb nguoi dugc
hoi).



5.Tang cudng ¢ng dung cdng nghé thong tin trong giai quyét TTHC (20%
s6 ngudi duogc hoi).
6.Giam phi/lé phi giai quyét tha tuc hanh chinh (20% s6 ngudi dugc hoi).

Phan I
KET LUAN

I. PANH GIA CHUNG

1. Vé két qua dat dwoc ciia SIPAS 2021

Nam 2021, c6ng tac cai cach hanh chinh di duoc cap ay chinh quyén quan
tam trién khai thuc hién, véi nhiéu giai phap ddng bo, hiéu qua, tao su chuyén bién
manh m& trong hoat dong caa bd may hanh chinh. Nén hanh chinh di c6 chuyén
bién tich cuc theo hudng nén hanh chinh phuc vu, chuyén nghiép, hién dai, ning
dong, trach nhiém, dap tng ngay cang tot hon yéu cau cua ngudi dan va xa hoi va
phat trién kinh té - x4 hoi trén dia thi trin; gitip co quan hanh chinh nha nuéc xay
dung, cung tng cac dich vy hanh chinh céng cé chét luong; dong thoi, co co s
diéu chinh muc tiéu, nhiém vu cai cach hanh chinh phu hop, dap tng yéu cau,
mong doi cia nguoi dan.

Quaé trinh trién khai SIPAS 2021, thi trdn da nhan duoc su phdi hop va su
tham gia tich cuc, co trach nhiém cua doi ngii can bg, cong chire, cac nganh, doan
thé, té chuc, c& nhan trén dia ban.

2. Kho khin, han ché va nguyén nhan

Viéc trién khai SIPAS 2021 gap phai mot sé kho khan, han ché trong qué
trinh trién khai, nhu nguén kinh phi trién khai chua c6, pham vi diéu tra rong, cong
tac tuyén truyén, cung cip day du thong tin cho nguoi dan, to chic vé muc dich,
noi dung cua viéc khao sat sy hai long con han ché, nén ngudi dan, té chic chua
tich cuc tham gia cung cap théng tin, tra 16i phiéu khao sat. Do vay, trong thoi gian
tGi can cd giai phap thong tin, tuyén truyén phu hop dé tang cuong nhan thuc cia
nguoi dan, to chic va doi ngii cong chirc vé& SIPAS, tir d6 tich cuc ang ho, tham
gia dé viéc trién khai SIPAS thuc sy hiéu qua, két qua SIPAS phan anh ding thyc
tién chat luong cung tng dich vu cong, su mong doi ciia ngudi dan, to chuc.

Il. KIEN NGHI, PE XUAT

- Cong chirc chuyén madn, tiép tuc day manh hon nita tng dung cong nghé
théng tin trong hoat dong cua UBND thi tran, gop phan thuc hién muc tiéu hién dai
héa nén hanh chinh va xay dung chinh quyén dién tir; ddy manh viéc trién khai
dich vu céng truc tuyén micc d6 3, 4 nham tao sy minh bach trong cung cép dich
vu c0Nng cua cac co quan hanh chinh nha nuéc.

- Tao diéu kién, bé tri kinh phi pht hop cho hoat dong trién khai do ludng su
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hai long vé su phuc vu hanh chinh hang, gép phan thuc hién thanh cong muc tiéu,
chuong trinh cai cach hanh chinh nha.

- Tang cuodng thdng tin, tuyén truyén vé muc dich, ¥ nghia, ndi dung cua
SIPAS va két qua SIPAS 2021 toi toan thé doi ngii can bd, cong chic nguoi dan,
t6 chirc trén dia ban nham nang cao nhan thuc va su tham gia tich cuc caa cac ddi
tuong ndy vao qua trinh trién khai SIPAS, cung cap thong tin cho diéu tra x& hoi
hoc cua SIPAS hang nam.

Noi nhgn: ~“FM-UY BAN NHAN DAN
- Phong Noi vu (b/c); - e T

- TT DU, UBNDTT( b/c); ;HU TICH

- Cong chuc chuyén mon; 206\

-Luu VP. ] //'
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