UBND TINH PAK NONG CONG HOA XA HOI CHU NGHIA VIET NAM

SO TAI NGUYEN VA MOI TRUONG Poc 1ap - Tw do - Hanh phiic
S6:44  IKH-STNMT Pak Nong, ngay 25 thang 6 nam 2024
KE HOACH

Khio sat sw do lwdong su hai long cia nguwoi dan dbi véi sw phuc vu cia
S& Tai nguyén va Moi trwong tinh Pak Nong nam 2024

Cén cir Nghi quyet s& 76/NQ-CP ngay 15/7/2021 cia Chinh pht ban hanh
Chuong trinh tong the cai cach hanh chinh (CCHC) nha nudc giai doan 2021 -
2030; Quyet dinh s 1001/QDb-BNV ngay 11/12/2023 cua B0 truéng Bo Noi vu
ban hanh Phuong phap Do luong sy hai 1ong ciia ngudi dan ddi véi su phuc vu
ctua co quan hanh chinh nha nuéc giai doan 2023 - 2026

Can ctt K& hoach s6 314/KH-UBND, ngay 14/5/2024 ctia UBND tinh Dik
Nong khao sat do ludong sy hai 1ong ctia ngudi dan dbi voi sy phuc vu cia co quan
hanh chinh nha nuéc tinh Dk Nong, giai doan 2024-2026. S¢ Tai nguyén va Moi
truong ban hanh K& hoach khao sat sy do luong su hai 10ng ctia nguoi dan dbi voi
sy phuc vu ctuia co quan hanh chinh nha nudc tinh Pik Nong giai doan 2024 -
2026 cu thé nhu sau:

1. Muc tiéu chung

Nham danh gia khach quan chat luong phuc vu ngudi dan cia S¢ Tai
nguyén va Moi trudng, gop phan xay dung nén hanh chinh phuc vy, 1y nguoi dan
lam trung tdm, cong khai, minh bach, nang cao trach nhi€ém giai trinh theo céc
muc tiéu cua cua Chuong trinh tong thé cai cach hanh chinh nha nuéc giai doan
2021 - 2030.

2. Muc tiéu cu thé

- Cung cép cac thong tin khach quan vé nhan dinh, danh gid, muc do hai
10ng, nhu cau, mong doi ctia ngudi dan d6i voi sy phuc vu ciia S¢ Tai nguyén va
Moéi truong dua trén cam nhan cua nguoi dan. Tham muu cho Chinh phu, kién
nghi ddi véi chinh quyén dia phuong, co quan hanh chinh nha nudc cac cap cac
giai phap phu hop, hiéu qua nham cai thién, nang cao chat luong phuc vu ciia co
quan hanh chinh nha nudc va sy hai long cia nguot dan.

- Nang cao nhan thirc, van héa thuc thi cong vu lay nguoi dan lam trung
tam trong do1 ngli can bd, cong churc, vién chue.

- Tao dicu ki¢n, co hdi dé nguoi dan tham gia vao qua trinh xay dung, to
chuc thuc hi¢n chinh sach va giam sat déi véi hoat dong cua cac co quan hanh
chinh nha nudc.

3. Yéu cau

Vi¢c do luong, danh gid mirc do hai long cta ngudi dan doi véi dich vu
phuc vu cua S& Tai nguyén va Moi truong phai dugc tién hanh mot cach khoa
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hoc, khach quan, tuan thii nghiém tic quy trinh chon mau, x4c dinh c¢& mau,
hudng dan tra 101 phiéu hoi, thu phiéu, chinh Ii, xtr 1i, phan tich phiéu va viét bao
céo tong két.

3. Pdi twong, pham vi

- Dbi twong: To chirc, c4 nhan tham gia giai quyét hd so thu tuc hanh chinh
tai SO Tai nguyén va Mo6i truong, Chi nhanh Van phong Pang ky dat dai cac
huyén, thanh ph6 Gia Nghia.

- Pham vi: Dia ban tinh Dik Nong

4. Noi dung: Do luong sw hai long ciia nguoi dan doi véi viée cung iing
dich vu hanh chinh cong

- Cac dich vy hanh chinh cong duoc lua chon dé do luong sy hai long cua
nguoi dan 1a cac dich vy hanh chinh cong phd bién duogc cung tmg tai cac cAp
chinh quyén dia phuong.

- 05 yéu t6 quan trong cta ndi dung cung Gmg dich vy hanh chinh cong
duogc lya chon dé do luong sy hai 1ong cta nguoi dan, gom (i) Tiép can dich vu;
(ii) Tha tuc hanh chinh; (iii) Cong chirc truc tiép giai quyét cong viéc; (iv) Két
qua dich vy; (v) Viéc tiép nhan, xu 1y phan anh, kién nghi ctia nguoi dan.

Bang ngi dung, yeu t0, tiéu chi do lwong sw hai long ciia ngudi dan doi
voi su phuc vu caa co quan hanh chinh nha nwdéc

Néidung Yéu t6 Tiéu chi do lwong

Trung tam Phuc vy hanh chinh cong/B¢
phan Tiép nhan va trd két qua co bién higu,
hudng dan ro rang, giap nguoi dan dé tim, dé

thay.
. Trung tam Phuc vu hanh chinh cong/B
Tiép can phan Tlep nhén va tra ket qua co du ghé ngoi
dich vu cho, ghé ngdi giai quyét cong viéc va ban viét
Viéecung cho nguoi dan.

ung dich Trung tam Phuc vu hanh chinh c6ng/Bo
vuhanh phén Ti€p nhan va tra két qua co trang thiét bi
chinh phuc vu nguoi dan day du, chat lugng tot, gitp

cdng nguoi dan giai quyet cong viée dé dang hon.

’ Quy dinh thu tuc hanh chinh dugc niém
yét cong khai tai Trung tdm Phuc vu hanh chinh
cong/Bo phan Ti€p nhan va trd két qua, giup

Thu tuc hanh nguoi dan dé thay, dé doc.

chinh

Cong chuc yéu cau ngudi dan ndp ho so
gidl quyét thu tuc hanh chinh diung theo quy
dinh.




Néidung Yéu t6 Tiéu chi do lwong

Cong chirc yéu cau nguoi dan ndp phi/lé
phi giai quyét thu tuc hanh chinh ding theo quy
dinh.

Thoi han giai quyét tha tuc hanh chinh
cho nguo1 dan dung theo quy dinh.

Cong chuc ¢ Trung tam Phuc vu hanh
chinh cong/B0 phén Tiép nhan va tra két qua c6
thai do giao tiép lich su, ton trong ddi véi ngudi
dan.

Cong chuc ¢ Trung tam Phuc vu hanh
chinh c6ng/Bo phan Tiép nhan va tra két qua
huéng dan ho so dé hiéu, day du, giap ngudi dan
c6 thé hoan thién hd so sau mot 1an huéng dan.

Cong chirc truc
tiep gidi quyet
cong viéc

Cong chtic ¢ Trung tdm Phuc vu hanh
chinh cong/Bo phan Tiép nhan va tra két qua
tuan thu ding quy dinh trong giai quyét thu tuc
hanh chinh cho nguoi dan.

Két qua giai quyét thu tuc hanh chinh cho
nguoi dan dugc tra dung hen.

Két qué K&t qua giai quyét thi tuc hanh chinh cho
dich vu nguo1 dan co thong tin day du, chinh xéc.

Két qua giai quyét thu tuc hanh chinh cho
nguoi dan dam bao tinh cong bang.

S&¢ Tai nguyén va Moi truong bo tri hinh
thirc ti€p nhan phan anh, kién nghi, giap nguoi

.+ . |dan phan 4nh, kién nghi dé dang.
Viéc tiép nhan,

xir ly phan anh, So Tai nguyén va Moi truong xur 1y phan
kien nghi ciia [anh, kién nghi cia ngudi dan ding quy dinh.
nguwoi dan

~ S¢ Tai nguyén va Moi truong thong bao
ket qua xur ly phan anh kién nghi cho nguo1 dan
kip thoi.

Do lwong nhu cdu, mong doi ciia nguwoi din doi véi sw phuc vu ciia co
quan hanh chinh nha nudéc:

Bao gdm C4c tiéu chi:
- Nang cao tinh cng khai, minh bach trong cung cap théng tin cho nguoi dan.

- Tang cuong trach nhiém giai trinh d61 vé1 ngudi dan.
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- M& rong cac co hoi tham gia gidm sat ciia nguoi dan doi véi hoat dong
cta chinh quyén.

- Tang cuong co s& vat chat, trang thiét bi phuc vu giai quyét cong viéc cho
nguoi nguoi dan.

- Nang cao nang luc cua cén bo, cong chirc, vién chirc trong gidi quyét cong
viéc cho nguoi dan.

- Nang cao tinh than, thai do phuc vu cua can bd, cong chure, vién chirc dbi
vo1 nguoi dan trong gidi quyét cong viéc cho nguoi dan.

- Tang cudng tmg dung cong nghé thong tin, chuyén doi sé trong giai quyét
cong viéc cho nguodi dan.

- Nang cao chat lugng cung tmg dich vu cong truc tuyén dé tao diéu kién
thuén loi, d& dang cho ngudi dan trong thuc hién dich vu cong truc tuyén.

- Nang cao chat lugng tiép nhan, giai quyét y kién gop ¥, phan anh, kién nghi
ctia nguoi dan.

5. Thu thap thdng tin

a) Doi twong khdo sdt

La nguoi dan dai dién cho ho gia dinh c6 do tudi tir 18 tudi tro 1én, "cé du
nang lyc hanh vi dan sy” va hi¢n dang cu tri (c6 ho khau thuong tra) tai cac
thon, t6 dan pho trén dia ban tinh trong thot gian thyc hién khao sat y kién.

b) Chon mdu khdo sdt

+ Giai doan 1: Lap danh sach nguoi dan, nguoi dai dién cho t6 chuc da
truc tiép giao dich va nhan két qua cung tng dich vu hanh chinh cong trong pham
vi thoi gian diéu tra xa hoi hoc (Danh sach sip xép theo thoi gian tiép nhan tir
dau nam dén thoi diém khao sat).

+ Giai doan 2: Chon day du cac linh vuc c6 phat sinh giao dich cung tmg
dich vu hanh chinh cong.

+ Giai doan 3: Chon danh sach khao sat dam bao co dﬁy du cac linh vuc,
chon tén ca nhan, to chtrc theo phuwong phap ngau nhién.

¢) Phiéu khdo sat

Phiéu khao sat dugc thiét ké sin, ddm bao dé doc, dé tra 15i doi véi moi
nguoi dan va khong yéu cau nguoi dan cung cap thong tin danh tinh (CO mau
phiéu kem theo).

d) Thuc hién khdo sat

CO thé lya chon hinh thirc khao sat phu hop trong sb cac hinh thtrc sau:
+ Phét phiéu khao sét tryc tiép dén nguoi dan;

+ Phéat phiéu khao sat qua duong buu dién;

+ Khao sat tryc tuyén trén Trang thong tin dién tir hodc c4c nén tang X4 hoi;
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+ Phong van truc tiép ngudi dan dwa trén cau hoi cd san;
+ Phong van nguoi dan qua dién thoai dura trén ciu hoi c6 san.

- Trong trudng hop thuc hién khao st thong qua diéu tra vién, diéu tra vién
phai dam béo thyc hién cac nhiém vu co ban sau: Pem phiéu khao sat truc tiép
dén nguoi dan, ho gia dinh c6 tén trong danh sach mau khao sat; giai thich phiéu
khao séat; dua phiéu dé ngudi dan, ngudi dai dién ho gia dinh ty tra 16i; thu phiéu
da tra 16i; kiém tra phiéu thu vé dé dam bao tat ca cac cau hoi déu duoc tra 16i;
thanh toan tién tra 101 khao sat cho ngudi dan, ngudi dai dién ho gia dinh, thuc
hién chtng tir tai chinh (néu c6); sip xép, bao quan phiéu khao sat da hoan thanh;
giao ndp phiéu khao sat; dam bao bi mat thong tin tra 101 trén phiéu khao sat va
thong tin vé ngudi tra 11 khao sat. Diéu tra vién tuyét d6i khéng duoc goi Y cau tra
101 cho nguoi dan, khdng duoc tra 16i thay cho nguoi dan, khéng duge x6a hay dién
bét ky thong tin gi vao phan cu hoi khao sét va cau tra 10i ctia ngudi dan, khong
dugce sao chup hay chia s¢, cung cap bat ky thong tin gi trén ph1eu khao sat da tra
101 dudi bat ky hinh thirc nao cho bat ky ca nhan, to chirc nao..

Co quan chu tri do luong su hai long ciia nguo1 dan phal xay dung tai liéu
hudng dan khao sat va tap huan cho diéu tra vién nham dam bao két qua khao sat
chinh xdac, khach quan, c6 chat luong tot.

- Yéu cau két qua khao sat su hai long ctia ngudi dan phai khach quan, trung
thuce, chinh xac, ¢0 y kién ctia ngudi dan dai dién cho moi thanh phan nhan khau hoc.

6. Thoi gian thuc hién

- Hoan thanh viéc khao sat va bao cao két qua qua So Noi vu trudc ngay
31/10 hang nam.

7. Trach nhiém trién khai thue hién

- Giao Truéng cac phong, don vi true thude Sé trie tiép tham muru giai
quyét hod so thii tuc hanh chinh thudc thim quyén quén 1y nha nuwéc cia Sé
Tai nguyén va Mai trueong: Thuc hién cung cap danh sach cac to chtic, ca nhan
da tham gia giai quyét ho so thu tuc hanh chinh tir dau ndm 2024, gtri Vin phong
So tong hop thuc hién phat phiéu khao sat dam bao quy dinh.

- Giao Vin phong Ping ky dat dai: Chi dao trién khai ké hoach do luong
su hai 1ong cta ngudi dan dbi v6i dich vy hanh chinh cong tai Chi nhanh Vin
phong Ping ky dat dai cac huyén thanh phd. Béo céo két qua vé S¢ Tai nguyén
va Moi truong (thong qua Van phong S¢) trwde ngay 20/10/2024.

- Giao vin phong S&: Tham muu trién khai Do luong sy hai long ctia ngudi
dan d6i v6i viéc cung tmg dich vu hanh chinh cong ctia nguoi dan d6i véi su phuc
vu cua S& Tai nguyén va Moi truong.

Téng hop két qua do ludng sy hai long cta ngudi dan ddi voi viée cung
ung dich vu hanh chinh cong ctia nguo1 dan, tham muu bdo cao giri S& Noi vu
trudc ngay 30/10/2024.
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Trén day 1a ké hoach do luong hai 1ong ctia ngudi dan doi vdi sy phuc vu
cua S¢ Tai nguyén va Moi truong tinh Pak Nong nam 2024, yéu cau trudng cac
phong, don vi nghi€ém tuc trién khai, thyc hién./. .

Noi nhdn:

- Lanh dao S¢;

- SO Noi vy;

- Cac phong, don vi thudc S¢;
- Luu: VT, VP (M).
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