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Két qua khao sat mire d hai long ciia ngudi sir dung dich vu cong
doi véi su phuc vu cia co quan nha nwéc trén dia ban xa Hoang Pha

Thuc hién Cong vin sé 3852/CV-UBND ngay 30/10/2024 cia UBND Huyén
Hoang Hoa vé viéc t6 chuc trién khai thuc hién Ké hoach Po luong sy hai long cua
nguoi dan, t6 chie ddi véi sy phuc vu cia co quan hanh chinh nha nuée trén dia ban
huyén. UBND x& Hoang Pht vé ban hanh ké hoach cai cach hanh chinh (CCHC) nam
2024, Ké hoach s6 63/KH-UBND ngay 04/7/2024 vé viéc khao sat mac d6 hai 1ong cua
nguoi dan, to chire d6i véi viéc cung cap dich vu cdng cia cac co quan nha nude trén dia
ban x&. Trén co s& két qua khao sat, UBND xa Hoang Phu bao cao két qua khao sat muc
d6 hai 1ong cua ngudi dan, to chire ddi véi sy phuc vu cia co quan nha nude nim 2024
trén dia ban xa nhu sau:

I. NHUNG VAN BPE CHUNG VE CUQC KHAO SAT

1. Muc dich

Khao sat mirc d6 hai long cua té chie, cong déan (TCCD) doi V6i sy phuc vu cua
co quan nha nudc la hinh thirc tham do ¥ kién t6 chirc, cong dan vé céc dich vu do co
quan nha nudc cung cap nhiam danh gia khach quan chat lugng cung ¢ng dich vy hanh
chinh cOng cuia cac co quan hanh chinh nha nude. Thong qua do, cac co quan hanh chinh
nha nudc nam bat duoc yéu cau, mong muén ciaa TCCD dé cd nhitng bién phép cai thién
chét lwgng phuc vu va cung ang dich vu nham nang cao sy hai 1ong va lgi ich caa TCCD.

2. Linh vue, dia ban lwa chon khao sat

Nam 2024, UBND xa lga chon 02 linh vuc/02 c6ng chitic chuyén moén tham muu
dé tién hanh khao sat (linh virc: Ho tich; va linh vuc chinh sach ).

Khao sat truc tiép tai Bo phan Tiép nhan & Tra két qua x& Hoang Ph

3. Xac dinh d6i twong

- Pon vi duoc giao thuc hién diéu tra, khao sat: Phong mot cira UBND cac xa
Hoéng Ph.

- P6i tugng khao sat: 1a ngudi dan, nguoi dai dién t6 chirc da truc tiép giao dich
va nhan két qua dich vu cong thudc 02 linh vire khao sat (H6 tich; va linh vuc chinh séch)
tai Bo phan Tiép nhan & Tra két qua thusc UBND x4, trong khoang thoi gian tir ngay
01/01/2024 dén ngay 15/10/2024.

4. Mau khao sat

- S6 lwong mau du kién theo ké hoach: 38 mau (twong ng véi 38 phiéu khao sat).
Trong d6: linh vuc Ho tich 23 mau, linh vuc chinh sach la 15 mau;

- Chon mau:

+ Poi voi khao sét truc tiép tai Bo phan Mot cira cap xa va khao sat qua dién
thoai: lya chon ngau nhién nguoi dén giao dich thuoc 02 linh vuc lua chon khao sat.

+ Pdi véi khao séat theo dan mau do Bo phan Tiép nhan & Tra két qua x4 Hoang
Phu cung cap: ap dung cdng thire xac dinh ¢& mau cho viéc chon mau ngau nhién.

5. Phiéu khao sat

- Phiéu khao sat: mdi phiéu khao sat gdm 09 cau hai theo 4 chi @& chinh 1a:

(1) Viéc tiép can dich vi: mie dd quan tdm theo ddi cua td chire, cong dan d6i véi
chinh sach cong; kénh thong tin dé theo ddi chinh sach cdng; mic ¢ phii hop vé viéc
cung cap thong tin vé chinh sach cua co quan nha nudc.



(2) Kha nang dap vng: thai do lam viéc cua can bg, cong chic trong qua trinh giai
quyét TTHC; quy dinh Ve nop phi va Ié phi, viéc bdi dudng cho can b, cong chic khi st
dung dich vu; dénh gia vé muc d6 phu hop cua cac hinh thic gidi quyét TTHC.

(3) Mie dé hai long cua té chire, cdng dan trong viéc: xay dung, to chic thuc hién
chinh sach cdng; viéc cung ung dich vu hanh chinh cong.

(4) Co ché phan hai, gop y: mic dd6 mong mudn cua té chac, cong dan ddi Voi
chinh quyén trong viéc cai thién chat luong phuc vu ngudi dan.

- Sb lugng phiéu khao sét phat ra: 38 phiéu

- Sb lugng phiéu khao sét thu duoc: 38 phiéu. Cu thé:

Bdng 1: Téng sé phiéu khdo sat phat ra, thu diroc
S6 phiéu | Sé phiéu
phatra | thuvao
Linh vyuc vuc Ho tich 23 23

Cac linh vuc khao sat

Linh vuc chinh sach 15 15

Il. KET QUA KHAO SAT

1. Két qua khao sat mire d hai 1ong cia to chirc, cong dan doi véi viéc giai
quyét TTHC Dang ky thay déi, cai chinh h tich thugc linh vuc HJ tich

Déi twong khao sat 1a ca nhan da truc tlep giai quyét cac TTHC lién quan dén linh
vuc Ho tich, cu thé: thu tuc “Pang ky thay ddi, cai chinh ho tich” tai Bo phan Tiép nhan
va Tra két qua thuoc Vian phong HDND - UBND huyén nam 2024, trén tong sé phiéu
khao sat thu vé 1a 23 phiéu.

1.1. Viéc tiép can dich vu

a) Murc dé quan tam theo ddi cia té chite, cong ddan déi véi chinh séch cong (Cdi
cach hanh chinh):

Két qua khao sat cho thay, c6 80% cong dan tra loi rat quan tdm theo ddi chinh
sach CCHC ¢ dia phuong; 10% tra loi quan tdm theo doi; 10% tra Kha quan tam theo
doi. Tur két qua trén cho thay, ngudi dan rat quan tam theo ddi chinh sach CCHC ¢ dia
phuong.

b) Kénh théng tin dé theo ddi chinh sach cdi cach hanh chinh

Hinh thirc ma cong dan lya chon kénh thong tin dé theo ddi tim hiéu thong tin vé
chinh sd&ch CCHC khéa phong phi. Trong d6, kénh thong tin dugc ngudi dan su dung
nhiéu nhét 1a: qua mang internet 45% ;qua loa phét thanh ciia xa 35%; qua hop, sinh hoat,
thong bao tai khu dan cu = 10%; qua chinh quyén, cong chic 10% ;

¢) Pdnh gid mire dg phi hop vé viéc cung cdp thong tin vé chinh sach cia co quan
nha nuotc

Két qua khao sat cho thay, c6 91% cdng dan tra 10i cac hinh thic co quan nha
nudc cung cap thdng tin vé chinh sach cai cach hanh chinh 14 rat phi hop; c6 9 % tra loi
phu hop; Khdng c6 phiéu tra loi kha phu hop va khong phu hop. Tu két qua trén cho
thay, cac hinh thic co quan nha nudc cung cap thdng tin vé chinh sach cai cach hanh
chinh 12 pht hop véi thuc té ¢ dia phuong.

1.2. Kha nang dap &ng

a) Thai do lam viéc cua can bg, cong chuzc trong qua trinh gidi quyét TTHC

Két qua khao sat: c6 100% cong dan tra 16i khéng c6 cong chiic ndo gay phién ha,
sach nhiu ngudi dan trong qua trinh giai quyét TTHC & dia phuong. Tir két qua trén cho
thdy thai do lam viéc ctia can b, cong chirc tai cac co quan hanh chinh nha nuéc ngay
cang dugc cai thién va thuc hién nghiém ky luat, ky cwrong hanh chinh, van hoa cong vu;
huéng téi su hai long cua nguoi dan va doanh nghiép, xay dung nén hanh chinh hién dai.



b) Vé tinh trang nguwoi dan phdi nép tién ngoai quy dinh; viéc boi dwéng cho cén
bé, cong chirc trong qua trinh gidi quyét TTHC

Két qua khao sat: khong c6 ngudi dan nao phai dua tién ngoai quy dinh cho cong
chuc .

¢) Panh gid vé mire dé phi hop cua cac hinh thire gidgi quyét TTHC

Két qua khao sat:

- Nop hd so va nhan két qua giai quyét tha tuc hanh chinh theo hinh thie tryuc tiép (tai co
quan nha nuéc). C6 95 % phiéu tra loi rat pht hop; 5 % phiéu tra o phi hop;

- Nop hd so va nhan két qua giai quyét tha tuc hanh chinh theo hinh thuc truc tuyén toan
trinh (tat ca cac cdng viéc déu thuc hién qua mang internet) C6 92 % phiéu tra 10i rit pht hop; 8 %
phiéu tra 151 pht hop;

- Nop hd so va nhan két qua giai quyét thu tuc hanh chinh theo hinh thuc tryc tuyén mot
phan (Mot s6 cong viéc truc tiép tai co quan nha nuéc va mot sd cong viéc qua mang internet) C6
100 % phiéu tra loi rat phu hop;

1.3. Mire d9 hai long ciia to chiic, cong dan

1.3.1. Xay dung, to churc thuec hien chinh sach cong

a) Ngp ho so va nhan két qud giai quyét thi tuc hanh chinh theo hinh thac truc tiép (tai co
quan nha nwéc): CO 65 % phiéu tra 1oi rat hai 1ong; 35% phiéu tra 1oi hai long;

b) Nép hé so va nhan két qua gidi quyét thi tuc hanh chinh theo hinh thizc truc tuyén toan
trinh (tdt ca cac cong viée déu thuc hién qua mang internet): C6 80 % phiéu tra 1o rat hai long;
20% phiéu tra loi hai Iong,

¢) Ngp hé so va nhdn két qua gidi quyét thi tuc hanh chinh theo hinh thzc truc tuyén mot
phan (mot s6 cong viéc tryc tiép tai co quan nha nuét va mot s6 cdng viéc qua mang internet): Co
75 % phiéu tra 16i rat hai 1ong; 25% phiéu tra 1oi hai long:

1.3.2. Vi¢c cung wng dich vy hanh chinh cong

a) Tiép cdn dich vu

- Qua khéo sét tiéu chi vé tiép can dich vy gom cac ngi dung: (1) Bo phan Tiép nhan
va tra két qua co bién hiéu, huong dan ro rang, giup nguoi dan dé tim, dé thay, (2) Bo phan Tiép
nhan va tra két qua c6 dua ghe ngdi chd, ghé ngoi giai quyét céng viéc va ban viét cho nguoi dan; (3)
B6 phan Tiép nhan va tra két qua co trang thiét bi phuc vu ngudi dan day du, chat luong tét, gidp
ngudi dan giai quyét cong viéc d& dang hon. (May ldy 6 xép hang, mdy tinh, mdy dé tra ciru théng
tin, may diéu hoa, quat mat). Két qua khao sat cho thay, ¢ 100 % phiéu tra 16i hai long ( khéng co
phiéu tra 10i khéng hai 1ong); vé viéc cung wng dich vu hanh chinh cong cia nha nudc;

b) Thu tuc hanh chinh ‘

- Qua khao sét tiéu chi vé thu tuc hanh chinh gém cac noi dung: (1) Quy dinh thu tuc
hanh chinh duoc niém yét cong khai tai Trung tdm Phyc vy hanh chinh cdng/Bo phan Tiép nhan va
tra két qua giup nguoi dan dé thay, dé doc; (2) Cong chiic yéu cau ngudi dan nop ho so giai quyet
thua tuc hanh chinh dtng theo quy dinh; (3) Céng chirc yéu cau ngudi dén dong phi/I¢ phi gidi quyét
thi tuc hanh chinh dung theo quy dinh; (4) Thoi han giai quyét thi tuc hanh chinh cho ngudi dan
dung theo quy dinh. Két qua khao sat cho thay, c6 phiéu 100 % tra 15i hai long (khdng cé phiéu tra
l61 khong hai 1ong)

¢) Cong chuzc truc tiép glal quyét cdng viéc

- Qua khéo sat tiéu chi vé cong chic truc tiép giai quyét cong viéc gom cac noi dung
(1) Cong chirc & Bo phan Tiép nhan va tra két qua co thai do giao tiép lich sy, ton trong ddi voi
ngudi dan; (2) Cong chic & Bo phan Tiép nhan va tra két qua huéng dan ho so dé hiéu, day du, gidp
ngudi dan co thé hoan thién hd so sau mot lan huéng dan; (3) Cong chirc Bo phan Tiép nhan va tra
két qua tuan thii dung quy dinh trong giai quyét thi tuc hanh chinh cho nguoi dan. Két qua khao sat
cho thdy, c6 phiéu 100 % tra loi hai long (khdng cé phiéu tra loi khdng hai long)

d) Két qua (Két qua gidi quyét thi tuc hanh chinh cé thé la dirot cdp gidy to hodc bj tir chéi
cap giay to) .

Qua khao sat tiéu chi ve Keét qua gom céc noi dung: (1) Keét qua giai quyet thi tuc hanh
chinh cho nguoi dan dugc tra ding hen; (2) Két qua giai quyét tha tuc hanh chinh cho nguoi dan cé
thong tin day du, chinh xéac; (3) Két qua giai quyét thi tuc hanh chinh cho ngudi dan dam bao t&nh



cdng bang. Két qua khao sét cho thiy, c6 phiéu 100 % tra i hai long (khdng c6 phiéu tra loi khdng
hai lon
gZ:) Viéc tiép nhdn, xi 1y phan &nh, kién ngh; cia nguoi dan
- Qua khao sét tiéu chi Vé viec tiép nhan, xu Iy phan anh, kién nghi ciia nguoi dan gom cac
ndi dung: (1) Bo phén Tiep nhan va tra ket qua bo tri hinh thic tiep nhan phan anh, kien nghi, gitp
ngudi dan phan anh, kien nghi de dang; (2) Bo phan Tiep nhan va tra ket qua tiep nhan, xt ly phan
anh, kien nghi cua nguoi dan ding quy dinh; (3) B6 phan Tiep nhan va tra ket qua thong bao ket qua
xu Iy phan anh kien nghi cho nguoi dan kip thoi. Ket qua khao sat cho thay, c6 phicu 100 % tré 1oi
hai long (khdng co phieu tra loi khdng hai 1ong)
1.4. Co ché phan hdi, gépy
Qua khao sét tiéu chi vé mac d6 mong mudn cua to chue, cong dén dbi vai chinh
quyén trong viéc cai thién chit luong phuc vu nguoi dan goém céc ndi dung: (1) Nang cao
tinh cong khai, minh bach trong cung cap thong tin cho nguoi dan; (2) Tang cudng trach nhi¢m giai
trinh cua chinh quyén doi voi nguoi dan; (3) Mo rong cac co hoi tham gia giam sat cua ngudi dan
doi véi hoat dong caa chinh quyen; (4}) Nang cao hiéu luc, hig¢u qua hqat dong cua chinh quyén dia
phuong; (5) Tang cudng co s¢ vat chat, trang thiet bi phuc vu gidi quyet cong viée cho nguoi nguoi
dan; (6) Nang cao ning lyc cua can b, cdng chirc, vién chuc trong giai quyét cong viéc cho ngudi
dan; (7) Nang cao tinh than, thai do phuc vu caa can b, cong chirc, vién chirc dbi véi ngudi dan
trong giai quyét cong viée cho nguoi dan; (8) Tang cuong tng dung cdng nghé thong tin, chuyén
doi so trong giai quyet cong viée cho nguoi dan; (9) Nang cao chat lwong cung ung dich vu cong
truc tuyen dé tao dicu kjén thuan !Qi, dé dang cho ,nguc‘ri’dén trong thuc hién Qich vu cbng truc
tuyen; (10) Nang cao chat lugng tiep nhan, giai quyét y kien gép vy, phan anh, kién ngh1 cta nguoi
dan. Két qua khao sat cho thay, c6 100% phiéu tra 1oi rat mong muon chinh quyén dia phuong
trong viéc cai thién chat luong phuc vy ngudi dan; (khong c6 phiéu tra 161 kha mong mudn
1.5. Mire dd hai 1dng chung (tap trung iy két qua tai cAu 8 va ciu 4 dé danh
gia chung)
Két qua cudc khao sét cho thay, phan 16n céng dan rat hai long va hai long dbi
véi chat luong giai quyet TTHC thudc linh vuc Ho tich va linh vuc chinh séch tai B
phan Tlep nhan va Tra két qua xa Hoang Phu. Cy thé:
- Rat hai long: 25 phiéu = 65,8%;
- Hai long: 13 phiéu = 34,2%;
2. Két qua khao sat mirc d9 hai 10ng ciia ngwdi dan ddi véi viéc giai quyét
TTHC linh vuc h tich va linh vuc chinh sach:
- Pdi véi linh vuc h tich
Két qua khao sat cho thay, c6 100% cong dan danh gia
- Co s vat chat tai Bo phan mot ctra dugc cong dan danh gia rat cao, ti 18 hai
long va rat hai long dat 100% & tat ca cac yéu to tir dién tich, khong gian dén ban ghé,
blt, may tra ciru thdng tin, nudc udng hay vé sinh cong cong...
- Panh gia vé tinh minh bach cua thi tuc: 100% ngudi dan danh gia quy trinh
thu tuc hd so da dugc niém yét cong khai, rd rang; 100% .
- Péanh gia vé hinh thtc chd dé doi dén lugt dugc tiép nhan ho so: 100% ngudi
dan st dung hinh thic nop hd so, 1ay phiéu hen va tra tryc tiép.
- V& viéc thyc hién giai quyét thi tuc hanh chinh thong qua cong dich vu cong
cua tinh: chi c6 20% nguoi dan thuc hién.
- P6i véi linh vuc chinh sach:
-Thai d6 tiép cong dan nhiét tinh, chu dao.
-Viéc tiép nhén va husng dan hé so cho cong dan rd rang, ré hiéu
- Tra ho so giai quyet cho cong dan dung quy dinh
I1l. KET LUAN VA KIEN NGHI
1. Panh gia chung
- Uu diém: 4



Panh gia tong quat cho thay, ngudi dan c6 nhu cau giai quyét TTHC thudc 02 linh
vuc ho tich va linh vyuc chinh sach c6 mirc d6 hai 10ng va rat hai 1ong cao; diéu nay cho
thay da c6 nhirng tién bd nhat dinh vé chat luong giai quyét TTHC trén dia ban x4; dai da
s6 nguoi dugc hoi cho rang co s¢ vat chit da dap ung co ban nhu cau; thai do va kha
nang dap tng cia CBCC phan 16n 1a tot; chi phi twong ddi hop ly; khdng cé hién tuong
nhiing nhiéu va nhiéu van dé can khiéu nai;

- Han ché, khé khdn:

- Sb lwong cong dan, t6 chirc thuc hién cac thi tuc trong linh vuc chinh sach chuwa
nhiéu, nén viéc chon mau khao sat theo dan mau cac don vi cung cap chua ap dung cong
thire xac dinh ¢& mau cho viéc chon mau ngau nhién, chua dat sé phiéu theo ké hoach.

- Nguoi tra 161 phiéu chua quan tim dén mot s6 noi dung nhu: tim hiéu théng tin,
this tuc trude khi thuc hign TTHC; viéc phan hoi, gop y; tam Iy nhan duoc két qua la
xong. Do vay, trong mot ) truong hop, viéc tra 1o phiéu qua loa, hoic tra 11 chua nhét
quan trong mot sé trudng hop, dan dén mot sé thong tin, dix liéu c6 két qua khong tuong
thich, gay rat nhiéu kho khan cho viéc tong hop danh gia.

- Danh séch mau trong 2 linh virc con ¢6 nhitng sai léch, chwa day du hodc nguoi
dan ngai tra loi.

Trén day 1a Bao cao két qua khao sat mac do hai 10ng caa nguoi dan, to chac sir
dung dich vu cong dbi véi sy phuc vu cua co quan nha nudc nam 2024 trén dia ban xa
Hoang Pha./. | £

Noi nhan:

- Phong Noi vu (b/c);

- Chu tich UBND xa (b/c);

- Céac Cong chuc chuyén mon;
- Luu: VP.

Nguyen Viin Hong
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