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

XA HOANG PHU Doc 1ap - Tw do - Hanh phuc
Sb: 88 /BC-UBND Hodng Phy, ngay 03 thang 11 ndm 2021
BAO CAO

Chi s6 hai 1ong ciia ngwoi dan, t6 chirc d6i véi sw phuc vu
cia co quan hanh chinh nha nwéc trén dia ban xa Hoang Phu nam 2021.

Thuc hién ké hoach s6 39/KH-UBND ngay 04/3/2021 ciia UBND Huyén Hoang
Hoa vé trién khai to chirc thuc hién Po luong sy hai 10ng ctia nguoi déan, to chire dbi voi
su phuc vu cua co quan hanh chinh nha nuéc trén dia ban huyén Hoang Hoa nam 2021.
Cong van sd 2441/UBND-NV ngay 21/10/2021 cta UBND Huyén vé t6 chirc trién khai
thuc hién ké hoach Po luong su hai long cua nguodi dan, t6 chirc ddi voi sy phuc vu ctua
co quan hanh chinh nha nudc trén dia ban huyén nam 2021.

UBND xa Hoéng Phu béo céo két qua thuc hién nhu sau:
Phan I.
Tinh hinh trién khai do lwdong sw hai long ctia ngwoi dén, té chirc doi véi su
phuc vu ciia co quan hanh chinh nha nwéc nam 2021.
|. Tong quan vé do lwong sw hai l1ong ciia nguwoi din, to chirc doi voi sw
phuc vu cua co quan hanh chinh nha nwdée.

1. Co s6.

Quyét dinh s6 5476/QD-UBND ngay 24/12/2020 ctia Chi tich UBND tinh
Thanh Hoa vé ban hanh Ké& hoach cai cach hanh chinh (CCHC) nim 2021; Ké hoach
s6 169/KH-UBND ngay 28/12/2020 ctia UBND huyén vé thuc hién cong tic CCHC
nam 2021 trén dia ban huyén; K& hoach s6 39/KH-UBND ngay 04/3/2021 cuia UBND
Huyén Hoang Hoavé trién khai t6 chirc thuc hién Do ludng su hai 10ng cua nguoi dan,
td chtrc d6i véi su phuc vu cua co quan hanh chinh nha nudc trén dia ban huyén Hoé’mg
Hoa nam 2021,

2. Muc dich:

Do luong sy hai long cia ngudi dan, t6 chirc dbi voi su phuc vu cia co quan
hanh chinh nha nudc nham danh gia khanh quan chét luong cung tng dich vu hanh
chinh cong cua cic co quan hanh chinh nha nuéc trén dia ban xa. Thong qua do, co
quan hanh chinh nha nudc nam bat duoc yéu cau, mong mudn cia ngudi dan, to chic
dé co6 nhitng bién phap cai thién chat luong phuc vu va cung tng dich vu nhim ning
cao su hai long va loi ich ctia nguoi dén, t6 chirc.

3. Noi dung do lwong su hai long.

Do ludng su hai 1ong cta ngudi dan, t6 chire dbi véi su phung sy cia co quan hanh
chinh nha nudc duoc thyc hién déi véi 5 yéu td co ban ciia qua trinh cung tmg dich vu
hanh chinh cong, gdm: (1) Tiép can dich vy hanh chinh céng ctia co quan hanh chinh nha
nudc; (2) Thu tuc hanh chinh; (3) Cong chirc giai quyét cong viée; (4) Két qua cung Gmg
dich vu hanh chinh céng; (5) Tiép nhan, giai quyét gop ¥, phan anh, kién nghi.



Céc tiéu chi danh gia vé t6 chuc cung ung dich vu ctia co quan hanh chinh nha
nudc, mic d§ hai long va sy mong doi cua nguoi dan, t6 chic d61 véi viée cung Gng
dich vu cua co quan hanh chinh nha nudc gom:

- Ti€u chi danh gi& cia nguoi dan, t6 chiic vé viée té chure cung img dich vu cua
co quan hanh chinh nha nudc.

- Tiéu chi do ludng mic d6 hai 1ong ctia ngudi dan, té chic, gdm 22 tiéu chi,
tuong img véi 5 yéu té co ban ctia qua trinh cung trng dich vu hanh chinh cong.

- Tiéu chi do luong sy mong doi cia ngudi dén, to chirc.

4. Phwong phap xac dinh Chi s6 hai 1ong ciia nguwoi dan va to chire doi voi
su phuc vu cia co’ quan hanh chinh nha nuwéc (SIPAS).

Ap dung phuong phap diéu tra xa hoi hoc thong qua phiéu diéu tra dé thu thap
thong tin, xac dinh Chi s6 hai long cua nguoi dan va t6 chure ddi véi su phuc vu cua co
quan hanh chinh nha nudc (viét tit 1a SIPAS).

a. boi tuwong, pham vi diéu tra xa héi hoc.

- Béi tuong: Pé danh gia chat lugng cung tng dich vy hanh chinh céng dya trén
phan hoi cta ngudi dan, to chitc, SIPAS xé4c dinh ddi twong diéu tra xa hoi hoc 1a
nguoi dan, to chirc di truc tiép giai quyét cong viéc va nhan két qua giai quyét tai co
quan hanh chinh nha nudéec.

- Pham vi: SIPAS dugc thuc hién trén pham vi toan xa thong qua phuong phép
chon mau diéu tra xa hoi hoc.

b. Chon mdu diéu tra xd héi hoc duoc xac dinh theo phuong phap chon mau
ngau nhién, ddm bao ¢ mau c6 du dai dién theo quy dinh tai Quyét dinh s6 2640/QD-
BNV ngay 10/10/2017 cua B0 truong Bo No1 vu va Ké hoach cia UBND tinh Thanh
Hoa vé trién khai to chirc thuc hién Po ludong su hai 1ong ctia nguoi déan, to chire dbi voi
su phuc vu cua co quan hanh chinh nha nudce trén dia ban tinh Thanh Hoéa nam 2021.

c. Phiéu diéu tra xa héi hoc:

- Phiéu diéu tra xa hoi gdm hai loai: Phiéu diéu tra x3 hoi hoc ap dung d6i véi
nguoi dan va phiéu diéu tra xa hoi hoc ap dung dbi vai to chue.

- Phiéu diéu tra x3 hoi hoc gom céac cau hoi co sin phuong an tra 1oi dé nguoi
dan, to chire lua chon. Cau hoi cua phiéu diéu tra x3 hoi hoc thé hién noi dung cua céc
tiéu chi do luong su hai 10ng; dong thoi phan anh qua trinh, két qua cung ung dich vu
hanh chinh cong, sy mong doi cia nguoi dan, td chire d6i vai viee cung ung dich vu
hanh chinh cong cia co quan hanh chinh nha nudéc.

d. Phwong phdp diéu tra xa héi hoc: Phat phiéu diéu tra xa hoi hoc truc tiép
hodc giri qua duong buu dién dén nguoi dan, to chac dé tra 101 phiéu.

d. Tong hop, phan tich dir liéu va tinh todn cdc chi so.

IL. Tinh hinh trién khai thwe hién.

Trén co s& Ké hoach s6 39/KH-UBND ngay 04/3/2021ctia UBND Huyén Hoang
Hoa, UBND x3a di xay dung ké hoach va to chirc trién khai thyc hién. UBND x4 da giri
phiéu diéu tra x4 hdi hoc truc tiép dén nguoi dan.

1. Chon miu diéu tra xa hdi hoc.

a. Mau diéu tra xa héi hoc: Viée chon mau duge thuc hién theo quy trinh: (1) chon
cong chirc chuyén moén; (2) chon cac linh vuc thudc linh vuc phu trach ctia cong chirc

2



chuyén mon; (3) chon nguoi dan da thuc hién nop hd so cia mdi linh vuc lam dbi tuong
diéu tra. Tiu chi, sd lugng linh vuc va dbi tuong diéu tra dugc chon cu thé nhu sau:

- Chon cong chirc chuyén mon: Tu phap — ho tich, Van hoa — xa hdi (CSXH).

- Chon linh vuc: HQ tich, chung thuc, Bao tro xa hoi.

- Chon dbi tuong diéu tra: T ho so theo doi nguoi dan dén giao dich va nhan két
qua ctia mdi linh vuc.

b. C& mau diéu tra xa héi hoc:

C& mau diéu tra xa hoi hoc ciia SIPAS nam 2021 1a 50 nguoi dan. Phan bo ¢&
mau diéu tra cho timg linh vuc da chon cua timg coéng chic chuyén mon phu trach trén
nguyén tic dua trén luong giao dich cua linh vyc. (Bang 1)

Bang 1: Phan bd phiéu diéu tra SIPAS 2021

STT Pon vi Linh vue 50 lu’(_)r”ng (,iu’(.)’c Ghi cha
* : khao sat
1 L Ho tich 20
Tuphap ho tich Chtng thuc 20
2 Van hoa — xa hoi Bao trg xa hoi 10
(CSXH) Nguoi co cong 0
Tong cong 50 phiéu

2. Trién khai diéu tra xa héi hoc.

Viéc phat, thu phiéu diéu tra xa hoi hoc SIPAS 2021 do cong chirc chuyén moén
ctia timg linh vuc truc tiép phat cho cong dan dén giao dich hd so, giai thich phiéu diéu
tra dé d6i tuong diéu tra tu tra 101, sau do thu phiéu diéu tra.

3. Két qua phan tich thanh phan tra 10i phiéu diéu tra.

a. S6 lrong phiéu thu vé: Tong sd phiéu thu vé 1a 50/50 phiéu = 100%. S6 phiéu
hop 1€ 1a 50, dat 100%.

Bang 2: Thong ké phiéu diéu tra

Sﬁ A oA A 7.4 A oA
STT Linh vuc phiéu S:hl:lh‘llgu Sﬁo?;ligu kh?i(l)lgllllf’;)l 18 Ghi cha
phéat ra TE SEE
1 HOo tich 20 20 20 0
2 Chtng thuc 20 20 20 0
3 | Bao trg xa hoi 10 10 10 0
Tong cong 50 50 50 0

b. Thanh phan tra loi phiéu: Két qua tir 50 phiéu thu vé va hop 18 cho thay thanh
phan dbi tuong tra 1i phiéu diéu tra xa hoi hoc SIPAS 2021 nhu sau:
Biang 3: Thanh phan nhin khau hoc ciia ngudi tra 16i phiéu

\ Ty 1€ phian
Thanh phin yep Ghi chi
hoi (%)
Cé nhén, to chitc | C4 nhan nguoi dan 100
Nguoi dai dién to chirc




Do tudi Duéi 25 tudi 18

25 - 34 tuoi 10
35 - 49 tuoi 12
50 - 60 tuoi 7
Trén 60 tudi
Gidi tinh Nam 37
Nir 13
Trinh d6 hoc van | Tiéu hoc (cap I) 10
Trung hoc co s& (cap 1) 15
Trung hoc pho thong (cap I1T) 20
Day nghé/Trung cap/Cao dang
Dai hoc 2
Trén Pai hoc
Noi sinh séng Thi tran
No6ng thén 100
Nghé nghiép Nong thén/Lao dong tu do 70
Nghi huu
Sinh vién 2

Lam viéc tai td6 chirc/doanh

nghiép 15

Can bo/cong chirc/vién
chtrc/nguoi cong tac trong luc

lugng vii trang 5

Khéc

Churc vu Giam ddc, pho giam doc

Trudng phong, Phé truong phong

Keé toan truong

K§ su/ké toan
Nhan vién/K¥ thuét vién 7
Khéac 93

Phan I1.

Két qua do lwong sy hai 1ong ciia ngudi dan, to chire d6i voi sw phuc vu ciia
co quan hanh chinh nha nwéc nam 2021.




trng dich vu hanh chinh cong.

I. Mgt so nhan dinh, danh gia ctia ngwoi dan, to chirc vé viéc to chirc cung

Biang 4: Tong hop cic chi s6 nhan dinh, danh gia ciia ngwoi dan, to chire vé
viéc cung irng dich vu hanh chinh cong.

Chi sb
TT | Ngi dung Xa Ghi chu
. ... | B0 phan tiép nhan va | 50 phiéu = 100%
1 Co quan tryc tiép gial | 4 14t qua

quyet

Co quan hanh chinh

Kénh thong tin dé biét
v€ co quan tryc ti€p giai
quyét cong viéc

Qua héi nguoi than,
ban bé¢.

12 phiéu = 24%

Qua chinh quyén 33 phiéu = 66%
phuong, xa.
2 Qua phuong tién 5 phiéu = 10%
thong tin dai chiing
Qua mang Internet.
Khéac
S6 lan di lai dén co quan | 1-2 lan 50 phiéu = 100%
3 | d¢ giai quyet cong viéc | Tran 2 13n
Trén 3 lan
4 | Cong chirc gay phién ha, 0 phiéu
sach nhiéu
5 |Cong chic goi y ndp 0 phiéu
tién (ngoai 1€ phi)
Co quan tra két qua | Dling hen 41 phiéu = 82%
g |dunghen Sém hen 9 phiéu = 18%
Tré hen
7 Co quan thong bao vé 0 phiéu
viéc tré hen
8 Co quan xin 16i vi tré 0 phiéu

hen tra két qua.

II. Két qua do lwdng sw hai long clia ngwoi dan ddi véi su phuc vu cia co
guan hanh chinh nha nwéc nam 2021.
1. Tong hop két qua khao sat.

Nhén dinh (Céc tiéu chi danh gia)

S6 lwot danh gia (phiéu)/ty 18 %

Rat hai
long

Binh
thwong

Hai
long

Khéng
hai long

Rit
khéng
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hai long

I. TIEP CAN DICH VU

1. Noi ngdi cho giai quyét cong viée tai co 45 phiéu| 5 phiéu 2 2 iy
quan c6 di chd ng 3i —90% | = 10% 0 phiéu | 0 phiéu | 0 phiéu
2. Trang thiét bi phuc vu ngudi dén, to chirc tai [45 phiéu| 5 phidu 2 2 "
co quan df:fly i —00% | = 10% 0 phiéu | 0 phiéu | 0 phi¢u
3. Trang thiét bi phuc vu nguoi dan, t6 chure tai |45 phiéu| 5 phiéu 0 vhidu | 0 ohiéu | 0 phidu
co quan hién dai =90% | =10% | " P p p
4. Trang thiét bi phuc vu nguoi dan, to chie tai |45 phiéu| 5 phiéu 0 ohiéu | 0 phicu | 0 phicu
co quan dé sir dung =90% [ =10% |~ PHY TP P
II. THU TUC HANH CHINH
. Thit tuc hanh chinh niém yét cong khai|50 phié , y )
(Siéy dlll”l tuc hanh ¢ dugce y g 50118%12:/1; 0 5}(1)10211 0 phiéu | 0 phiéu | 0 phiéu
. Thu tyc hanh chinh dugc niém yét cong khai|4s phié , , ,
6 ' u }1c anh chin . y g 4§ ph(l)eu 2_ph(1)eu 0 phiéu | 0 phiu | 0 phiéu
chinh xac =96% | =4%
7. Thanh phan ho so ma Ong/Ba phai ndp 1a (47 phiéu| 3 phiu s N
ding quy dinh —04% | = 6% 0 phiéu | 0 phi€u | 0 phi€u
8. Mttc phi/Ié phi ma Ong/Ba phai ndp 1a din ) ) )
quy dinlllj ¥ P & P P & 4Z gzéj)u 3:p2(1)2u 0 phicu | 0 phiéu | 0 phi¢u
9. Thoi han giai quyét ghi trong giay hen (tinh y y
. Wk A 1A £ X Y 1 A .+ 1|48 phiéu| 2 phicu z .z k
tur ngay tiép nhan ho so dén ngay tra két qua) laj _ 06% | =4% | ° phi€u | 0 phiéu | 0 phiéu
ding quy dinh
I1I. CONG CHUC TRUC TIEP GIAI QUYET
CONG VIEC
) 48 phiéu| 2 phiéu v v i
10. Cong chic c6 thai do giao tiép lich su = 9606 | =49 | O PHiCu |Ophicu O phicu
11. Cong chirc cht y lang nghe ¥ kién cta 47 phiéu| 3 phidu| o o e |
ngudi dan/dai dién té chuc =94% | =6% | P [TP P
12. Cong chrc tra 101, giai thich day dii cac y |47 phiéul 3 phidu 0 ohiéu | 0 omiga | 0 ohida
kién ctia ngudi dan/dai dién t6 chirc =94% | =6% | ¥ P P
13. Cong chirc hudng dan ké khai ho so tan 48 phiéu| 2 phiéu hi hi hid
inh, chu ddo —06% | = 4% 0 phiéu | 0 phi€u | 0 phi€u
14. Cong chirc hudng dan ké khai ho so ié ié y y o
43 hidy & & 4§ 8}61(1)/eou 2:p21(1)/eou 0 phiéu | 0 phiéu | 0 phi€u
15. Cong chtrc tuan thu dang quy dinh trong |47 phiéu| 3 phiéu 0 ohicu | 0 ohica | 0 vhidy
giai quyét cong viéc =04% | =6% | PUU|TP P
IV. KET QUA CUNG UNG DICH VU HANH
CHINH CONG
&t qua ma € 3 nha 3 d 50 phiéu| 0 phié , , y
iLTG.hKet qua ma Ong/Ba nhan dugc 1a ding quy > 1180123/‘: 3010;)‘1 0 phiéu | 0 phiéu | 0 phiéu
in
50 phiéu| 0 phiéu . L 1
A Py A N L LA . hiéu | 0 phiéu | 0 phié
17. Két qua ma Ong/Ba nhan dugc c6 thong tin|= 100 %| =0% 0 phicu | 0 phieu | 0 phicu




day du

18. Két qua ma Ong/Ba nhan dugc ¢ thong tin|>0 phiéu| 0 phiéu
chinh xac =100 %| =0%

0 phiéu | 0 phiéu | 0 phiéu

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

19. Co quan ¢6 bd tri hinh thtrc tiép nhén gop

0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu
¥, phan anh, kién nghi ctia ngudi dan, t6 chirc

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

g ; 0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu
kién nghi

21. Co quan tiép nhan va xu 1y tich cuc cac

> \ | ¢ 0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu | 0 phiéu
26p v, phan anh, kién nghi ctia Ong/Ba

D2. Co quan thong béo kip thoi két qua xur 1y y y y y y
cac y kién gop V, phan anh, kién nghi cho 0 phicu | 0 phiéu | 0 phicu | 0 phiéu | 0 phicu
Ong/Ba

III. Sy mong doi ciia ngudi dan, t6 chirc vé viéc cung ing dich vu hanh
chinh cong.

Ngoai cac chi sb phan anh nhan dinh, chi s6 hai long & trén, SIPAS 2021 con dua
ra cc chi s6 phan anh sy mong doi ctia nguoi dan, t6 chitc doi véi co quan hanh chinh
nha nudc trong viéc wu tién cai cach nham nang cao chat luong cung tmg dich vu hanh
chinh cdng, nang cao chat lwong phuc vu ngudi dan, to chirc. Sy mong doi clia ngudi
dan, t6 chirc v& wu tién cai cach ddi voi co quan hanh chinh nha nuéc tap chung & cac
ndi dung:

- Tiép tuc don gian hoa TTHC (70% s6 ngudi duge hoi)

- Cai thién hé théng co s& vat chat, trang thiét bi (20% $6 nguoi dugc hoi)

- Tang cudng Gng dung cong nghé thong tin trong giai quyét thu tuc (5% sb
nguoi duge hoi)

- Rt ngan thoi gian giai quyét thu tuc hanh chinh. (5% s6 ngudi duge hoi)

Phan 111
Két luan

I. Panh gia chung:

1. Vé két qua dat dwoc ciia SIPAS 2021.

Nam 2021, cong tac cai cach hanh chinh da dugc PBang uy, UBND xa quan tadm
trién khai thyc hién, voi nhiéu giai phap dong bd, hi¢u qua, tao su chuyen bién manh mé
trong hoat dong ctia b may hanh chinh. Nén hanh chinh di c6 chuyén bién tich cuc theo
huong nén hanh chinh phuc vu chuyén nghiép, hién dai, nang dong, va xa hoi véi su
phat trién kinh t€ xa hdi trén dia ban xa. Gidp co quan hanh chinh nha nuéc xay dung,
cung ung cac dich vu hanh chinh cong c6 chat lugng, dong thoi ¢6 co sé diéu chinh muc
ti€u, nhiém vy cdi cach hanh chinh phu hop, dép tng yéu cau, mong doi cia nguoi dan.

2. Kho khiin, han ché va nguyén nhén.




- Nguoi dan chua tich cuc trong viée cung cap ddy du cac thong tin theo yéu cau,
con e ngai khi trd 161 phiéu.

- Viéc ung dung cong nghé thong tin chwa dong b, nhu linh vyc dang ky quan 1y
cu tru.

- Nhan thure cua nguoi dan con chua tich cuc trong viéc khao sat.
I1. Kién nghij, de xuat.

Dé nghi cdp co thim quyén xem xét, ddy manh hon nita ing dung céng nghé
thong tin trong hoat dong cua co quan hanh chinh nha nudc, dac biét trong cdi cach thu
tuc hanh chinh (Iinh vyc Pang ky quan ly cu tra).

Noi nhdn:

- UBND huyén, Phong Noi vu (b/c);

- TV bang uy — TT HDND (B/c)

- Thanh vién UBND

- B6 phan 1 cira, cong chirc chuyén mon (t/h);
-Luu: VT.
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