BO NOI VU CONG HOA XA HOI CHU NGHIA VIET NAM
Poc 1ap - Tu do - Hanh phuc

Sb: IQD-BNV Ha Néi, ngay thang  nam 2022

DU THAO

QUYET PINH

Ban hanh Phwong phap Po lwong sw hai 1ong ciia ngudi dan ddi véi sw
phuc vu cia co quan hanh chinh nha nwéc giai doan 2022 - 2026

BO TRUONG BO NOI VU

Can cit Nghi dinh s6 63/2022/NP- -CP ngay 12 thang 9 nam 2022 ciia Chinh
phii quy dinh chire néing, nhiém vy, quyén han va co cdu t6 chire ciia B6 Noi vu;

Can cir Nghi quyeg s 76/INQ-CP ngay 15 thang 7 nam 2021 cua Chinh ph
ban hanh Chuong trinh tong thé cai cach hanh chinh nha nudc giai doan 2021 - 2030;

Can cir Quyét dinh s6 979/0P-BNV ngay 18 thang 11 nam 2020 ciia Bé
triong Bo Noi vu phé duyét Pé an "Hé thong iimg dung cong nghé théng tin danh
gid cdi cdch hanh chinh va do luong s hdi long ciia ngwoi dan doi véi sw phuc
vu cua co quan hanh chinh nha nuwoc giai doan 2021 - 2030;

Xét dé nghi cua Vu truong Vu Cai cach hanh chinh,
QUYET PINH:

Piéu 1. Ban hanh Phuong phap Do luong sy hai 1ong ctia ngudi dan dbi véi
su phuc vu cua co quan hanh chinh nha nudc giai doan 2022 - 2026 (kem theo).

Piéu 2. Quyét dinh nay c6 hiéu luc thi hanh ké tir ngay ky.

B0 truong, Thu trudng co quan ngang bo, Thu truong co quan thude Chinh
pht; Chu tich Uy ban nh@n dan céc tinh, thanh pho truc thudc Trung wong chiu
trach nhiém thi hanh Quyét dinh nay./.

Noi nhgn: BO TRUONG
- Nhu biéu 2;

- Bo trudng;

- Thtr trudng Nguyén Trong Thira;

- Bon vi phu trach céi cach hanh chinh céc bg,

co quan ngang bd, co quan thudc CP; S& Noi vu

cac tinh, TP truc thuéc TW;

- Luu: VT, CCHC.

Pham Thi Thanh Tra
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BO NOI VU CONG HOA XA HQI CHU NGHIA VIET NAM
Poc lap - Tw do - Hanh phic

Ha N¢i, ngay thang nam 2022

PHUONG PHAP
Po lwong su hai 1ong clia ngwoi dian ddi véi sw phuc vu ciia
co’ quan hanh chinh nha nwéc giai doan 2022 - 2026
(Kém theo Quyét dinh sé /OD-BNV ngay thang nam 2022
cia Bo truong Bo Noi vu)

I. PHUONG PHAP PO LUONG SU HAI LONG
1. Muc tiéu chung

GO6p phan thyc hién thanh cdng cac muc tiéu cua Chuong trinh tong thé cai
cach hanh chinh nha nuéc giai doan 2021 - 2030, xay dung nén hanh chinh phuc
vy, ldy ngudi dan 1am trung tam, minh bach, c6 trach nhiém giai trinh; gép phan
thuc hién cac muc tiéu phat trién kinh té - x& hoi, phat trién bén vitng Viét Nam
dén nam 2030.

2. Muc tiéu cu thé

- Hang nam, tién hanh do luong va cong bo Chi s6 hai long cia nguoi dan,
to chure doi véi su phuc vu ciia co quan hanh chinh nha nudce (goi tat 1a Chi s6 hai
long vé su phuc vu hanh chinh) quy mo6 quoc gia.

- Cung Cap cho Chinh phu, chinh quyen dia phuong, co quan hanh chinh
nha nudc cac cap cac thong tin khach quan vé nhn dinh, danh gia, mic do hai
long, nhu cau, mong doi cia ngudi dan ddi véi su phuc vu ciia co quan hanh chinh
nha nu6c dya trén cam nhéan cia ngudi dan. Tham muu cho Chinh phu, kién nghi
d6i véi chinh quyén dia phuong, co quan hanh chinh nha nuéc cac Cap cac giai
phap phi hop, hiéu qua vé nang cao chat luong phuc vu ngudi dan, nang cao su
hai long cua nguoi dan.

- Tang cuong nhan thiee, van hoa thuc thi nhiém vy lay ngudi dan 1am trung
tam trong d6i ngli can b, cbng chuc, vién chirc.

- Tao diéu kién, co hdi dé ngudi dan dua ra tiéng noéi caa minh; 16i cudn su
tham gia cta nguoi dan vao qué trinh ra quyét dinh ctaa bé may hanh chinh nha
nudc; tang cwong Su giam sat cia ngudi dan doi Vai cac co quan hanh chinh nha nuéc.

2. Yéu cau

- Phuong phap dam bao khoa hoc, hién dai, phu hop véi thuc tién trong
nudc, bat kip voi xu thé trén the gidi, kha thi, dé 4p dung.

- Nbi dung, tiéu chi do luong sy hai long ctia nguoi dan doi véi su phuc vu
cia co quan hanh chinh nha nudc (sau day goi tat 1a "do luong su hai long cua
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ngudi dan" phai phi hop véi muc tiéu, yéu ciu caa cai cach hanh chinh, quy dinh
ctia phap ludt hién hanh; cu thé, dé hiéu.

- La phuong phép khung, cho phép diéu chinh phu hop voi yéu cau cua
cai cach hanh chinh nha nudc, bdi canh thyc tién timg thoi diém cu thé.

- Két qua do luong sy hai long dam bao dai dién cho tiéng noi clia ngudi dan
thudc moi thanh phan nhan khau hoc, khach quan, chinh xac.

3. P6i twong, pham vi

- Péi tuong: La co quan quan Iy nha nude c6 trach nhiém ban hanh chinh
sach, quan ly viéc cung trng dich vu céng.

- Pham vi:

+ P4i voi co quan quan 1y nha nudc: Gom tat ca cac cap hanh chinh, trong
ca nudc.

+ Poi véi chinh sach: Gom chinh séach phat trién kinh té - xa hoi va cac
chinh sach lién quan dén dich vu cong.

+ Dbi vai dich vu cdng: Gom dich vu hanh chinh cng va 06 nhém dich vy
cong co ban, thict yeu la: Gido duc pho thong; kham, chira bénh; trat tu, an toan
xa hoi; giao thong duong bo; nudce sinh hoat; dién sinh hoat.

Luu y: D6i tugng, pham vi cé thé thay doi phu hop véi yéu cau do ludng
su hai long cta ngudi dan vao ting thoi diém cu thé.

4. No¢i dung

Noi dung do luong su hai long cua nguoi dan d6i véi su phuc vu cta co
quan hanh ch{nh nha nudc bao gobm do luz(‘yr}g nhan dinh, danh gi4, mac dd hai
long va nhu cau, mong doi ciia ngudi dan do1 voi sy phuc vu cia co quan hanh
chinh nha nudc dya trén cdm nhan cta nguoi dan.

Su phuc vu cua co quan hanh chinh nha nu6e duge phan tich, nhom th(ao
khia canh, yCu t6, yéu t6 thanh phan. Cac khia canh, yéu t6, yéu t6 thanh phan
quan trong dugc lua chon dé do luong su hai long cua ngudi dan nhu sau:

a) Khia canh:

03 khia canh duoc lya chon dé do luong sy hai long ctia ngudi dan 1a: (1)
Ban hanh, t6 chtrc thuc hién chinh sach; (2) cung ing dich vu hanh chinh cong; (3)
cung tng dich vu cong co ban, thiét yéu.

b) Yéu té:

- D61 v6i khia canh "Ban hanh, t6 chirc thyc hién chinh sach ", 04 yéu o
dugc lya chon dé do luong sy hai long cua nguoi dan la: (1) Trach nhiém giai
trinh cua co quan; (2) sy tham gia cuia nguoi dén; (3) chat lugng chinh sach; (4)
két qua, tac dong.

’ - Béi voi khia canh/linh vyc "Cung tng dich vu hanh chinh cong ", 05 yéu
t6 dugc lya chon dé do luong su hai long cua nguoi dan 1a: (1) Tiép can dich vy;
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(2) thu tuc hanh chinh; (3) can b, cong chirc, vién chirc; (4) két qua dich vu; (5) viée tiép nhan, xir Iy phan anh, kién nghi.

- béi v0i khia canh "Cung tng dich vu cong co ban, thiét yéu", 05 yéu té duoc lua chon dé do luong su hai long cua ngudi
dan la: (1) Tiep can dich vy; (2) thu tuc hanh chinh; (3) can bg, cong chirc, vién chirc, nhén vién; (4) ket qua dich vy; (5) vige tiep
nhan, xtr Iy phan anh, kién nghi.

¢) Yéu t6 thanh phan:

Déi v6i mdi yéu to néu tai Piém b, Ira chon mot sd yéu 6 thanh phan quan trong dé do luong sy hai 1ong ctia ngudi dan (chi tiét
xem tai bang dudi day).

d) Tiéu chi:

Mdi yéu té thanh phan dugc xac dinh mot hodc mot s sd tidu chi do luong cu thé, phan anh cac tiéu chuan, dinh muc chét
lugng can dat dugc theo quy dinh hién hanh va y€u cau cta cai cach hanh chinh nha nudc (chi tiét xem bang dudi day).

Luu y: Cac yéu tb, yéu t6 thanh phan, tiéu chi dugc quyét dinh dua trén yéu ciu do luong su hai 10ng cua ngudi dan timg
thoi diém cu thé.

Bang: Khia canh, yéu t6, yéu to thanh phan, tiéu chi
do lwong nhan dinh, danh gia, mirc d§ hai long, nhu ciu, mong dgi ctiia nguoi dan

Khia Yéu t6 Yéu t6 thanh phin Tiéu chi do lwong
canh
1.Ban | I.1. Trach nhiém gidi trinh | 1. Hinh thirc cung cap, giai thich thong tin | Pa dang, dam béao dé tiép can véi moi nguoi din
hanh, to6 | ciia co quan 2. Nbi dung théng tin Pay du, dé hiéu, dé sir dung
chirc 1.2. Sw tham gia ciia ngwoi | 3. Hinh thirc tham gia Da dang, dé dang tiép can dé moi nguoi dan co thé tham
thuc dan gia y kién
hién co | 1.3. Chit lwgng chinh sach | 4. Tinh ph hop Phu hop thuc tién; dap Gng nhu ciu, mong doi cia
che, (Vé thu hiit dau tu, kinh ngudi dan
chinh doanh, viéc lam, tin dung...)
sach 1.3. Két qua, tic dpng 5. Két qua, tac dong doi véi dia Gop phan thiic day phat trién kinh té - xa hoi cua dia
phuong noéi chung phuong ngay cang tbt hon
6. Két qua, tac dong doi v6i ngudi dan | Gop phan thiic day kinh té gia dinh, diéu kién séng cua
dia phuong ngudi dan ngay cang tot hon




2.Cung | 2.1. Tiép cdn dich vu 1. Thong tin Hinh thtrc cung cép théng tin da dang, d& tiép cin; noi
ung dung thong tin day du, dé hiéu; tmg dung cong nghé
dich vu thong tin tot, mang lai sy thuén tién, nhanh chéng cho
hanh ngudi dan
chinh 2.2. Thii tuc hanh chinh 2. Quy dinh thu tuc hanh chinh cua Phu hop véi thuc tién
cong Chinh phu, bg, nganh
3. Viéc thuc hién thu tuc hanh chinh Pon gian, thuan tién
Cua co quan dia phuong
2.3. Can b, cong chire, vién | 4. Nang luc Huéng dan tha tuc hanh chinh day du, chinh xac, dé
chirc hiéu; giai quyét cong viéc dung quy dinh
5. Pham chat Tén trong, tan tinh d6i v6i ngudi dan; khong gay phién
ha, sach nhidu; khong nhan tién ngoai quy dinh

2.4. Két qud dich vu 6. Noi dung Thong tin day du, chinh xac

2.5. Viéc tiép nhdn, xu ly 7. Cach thuc tiép nhan, xtr Iy Kip thoi, minh bach, thuan tién cho nguoi dan

phdn dnh, kién nghi
3.Cung | 3.1. Gi4o duc pho théng
ung 3.1.1. Tiép cén dich vu 1. Thong tin Hinh thirc cung cap thong tin da dang, dé tiép can; noi
dich vu (V& chuong trinh giang day, sach gido | dung thong tin day du, dé hiéu.
cong co khoa, trrong hoc, 16p hoc, danh gia hoc
ban, sinh...)
thiet yéu | 3.1.2. Thi tuc hanh chinh 2. Quy dinh cta Chinh phu, bg, nganh | Phu hop véi thuc tién

(Vé chuong trinh giang day, sach gi&o
khoa, truong hoc, 16p hoc, danh gia hoc
sinh...)

3. ‘Viéc thuc hién tha tuc
(Ve dang }(5/ hoc, nhép h9c, doéng hoc
phi, chuyén trudng, thi tot nghiép...)

Don gidn, thuan tién

3.1.3. Giado vién

4. Nang lyc

Day hoc, gido duc hoc sinh hi€u qua, chét lugng

5. Pham chat

Tan tam, cong bang doi véi hoc sinh
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3.1.4. Két qua dich vu

6. Két qua ddi véi hoc sinh

Hoc sinh phat trién toan dién vé dao duec, tri tué, thé
chat, tham my, k¥ nang co ban

3.1.5. Vigc tiép nhén, xii Iy
phdn danh, kién nghi

7. Céch thuc tiép nhan, xir ly

Kip thoi, minh bach, thuan tién cho nguoi dan,

3.2. Kham, chira bénh

3.2.1. Tiép cdn dich vu

1. Thong tin

(Ve co s& KCB,viéc KCB, bao hiém y
té, vién phi, giwdng bénh; phong chdong,
kiém soat dich bénh.. .)

Hinh thirc cung cap thong tin da dang, dé tiép can; noi
dung thong tin day du, dé hiéu.

3.2.2. Thu tuc hanh chinh

2. Quy dinh cuaa Chinh phu, b, nganh
(Vé co s kham, chira bénh,viéc kham,
chira bénh, bao hiém y té, vién  phi,
givdng bénh; phong chong, kiém soat
dich bénh...)

Phu hop voéi thuc tién

3. Viéc thuc hién thu tuc

(Vé nhap vién, chuyén vién, chuyén
tuyén, thanh toan BHYT, thanh toan
vién phi...)

Don gian, thuan tién

3.2.3. Bdc si, y si, diéu
dwong

4. Nang lyc

Kham chira bénh cho ngudi bénh bang phuong phéap an
toan, hop 1y, hiéu qua

5. Pham chat

Tan tdm, cong bang doi véi ngudi bénh

3.2.4. Két qud dich vu

6. Kétqua ddi véi nguoi bénh

Nguoi bénh dugc céi thién vé strc khée

3.2.5. Viéc tiép nhén, xir Iy
phdn anh, kién nghi

7. Céch thuc tiép nhan, xi ly

Kip thoi, minh bach, thuan tién cho nguodi dan,

3.3. Trat tu, an toan xa hoi

3.3.1. Tiép cin dich vu

1. Théng tin

(Vé quan 1y déan cu, giit gin trat ty noi
cong cong, quan ly an ninh mang;
phong chdng t4i pham ...)

Hinh thirc cung cap thong tin da dang, dé tiép can; ndi
dung thong tin day du, de hicu.

3.3.2. Thu tuc hanh chinh

2. Quy dinh cua Chinh phu, b, nganh

Phu hop véi thyc tién
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(Vé quan 1y dan cu, giit gin trat tu noi
cong cong, quan ly an ninh mang;
phong chong to1 pham ...)

3. Viéc thuc hién thu tuc

(Vé dang ky ho khau, tam tra; ching
nhan di diéu kién vé an ninh, trat ty dé
lam nganh, nghé kinh doanh; xtr phat vi
pham trat ty, an toan xa hoi...)

Pon gian, thuan tién

3.3.3. Cdnh sdt trit tu, an
toan xa hgi

4. Nang lyc

Quan ly, duy tri trat tu, an toan xa hoi tdt

5. Pham chat

Tan tam, cong bang do1 véi nguoi dan

3.3.4. Két qua dich vu

6. Két qua ddi v6i nguoi dan

Nguoi dan an toan ¢ noi cu trd, noi cong cong

3.3.5. Vigc tiép nhén, xii Iy
phdn anh, kién nghi

7. Céch thuc tiép nhan, xi ly

Kip thoi, minh bach, thuan tién cho nguodi dan,

3.4. Giao thong dwong bo

3.4.1. Tiép cin dich vu

1. Thong tin

(Vé xay dung, phét trién giao thong
duong bo; tham gia giao thong; bao ddm
trat tu, an toan giao thong duong bo...)

Hinh thtic cung cap thong tin da dang, dé tiép can; noi
dung thong tin day du, de hiéu.

3.4.2. Thu tuc hanh chinh

2. Quy dinh cua Chinh phu, b, nganh
(Vé xay dung, phat trién giao thong
duong bg; tham gia giao thong; bao dam
trat tu, an toan giao thong dudng bo...)

Phu hop véi thuc tién

3. Viéc thuc hién thu tuc

(V& cap, doi, thu hdi dang va bién sb xe;
cap, doi gidy phép l4i xe; thanh toan phi
dudng bd; xtr phat vi pham giao thong ..)

Don gian, thuan tién

3.4.3. Cong chirc, thanh tra,
cdnh sadt giao thong dwong
by

4. Nang lyc

Quy hoach, phat trién, quan 1y hé théng duong b hi¢u
qud; ddm bdo an toan giao thong dudong b tot.

5. Pham chat

Téan tdm, cong bang doi voi nguodi dan
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3.4.4. Két qud dich vu

6. Két qua ddi véi ngudi dan

Nguoi dan tham gia giao thong duong bd thuan tién, an
toan

3.4.5. Vige tiép nhén, xii Iy
phdn anh, kién nghi

7. Céch thuc tiép nhan, xir ly

Kip thoi, minh bach, thuan tién cho nguoi dan

3.5. Pién sinh hoat

3.5.1. Tiép cdn dich vu

1. Thong tin

(Vé viéc cung cép, quan 1y, phat trién
dién sinh hoat; gia tién dién sinh hoat;
chét luong dién sinh hoat...)

Hinh thtrc cung cép théng tin da dang, d& tiép cin; noi
dung thong tin day du, dé hiéu.

3.5.2. Thu tuc hanh chinh

2. Quy dinh cua Chinh phu, b, nganh
(Vé viéc cung cap, quan 1y, phat trién
dién sinh hoat; gia tién dién sinh hoat;
chét luong dién sinh hoat...)

Phu hgp voi thuc tién

3. Viéc thuc hién thu tuc

(Thu tuc mua ban dién sinh hoat; do
dém dién sinh hoat; thanh toan tién dién
sinh hoat...)

Don gian, thuan tién

3.5.3. Vién chirc, nhan vién
cung cdp, quan ly dién sinh
hoat

4. Nang lyc

Cung cap, quan 1y, duy tri dién sinh hoat hiéu qua, chat
lugng

5. Pham chat

Tan tdm, cong bang vdi ngudi dan

3.5.4. Két qud dich vu

6. Két qua doi vai ngudi dan

Nguoi dan co dién sinh hoat day du, an toan

3.5.5. Viéc tiép nhén, xir Iy
phdn anh, kién nghi

7. Céch thic tiép nhan, xir ly

Kip thoi, minh bach, thuan tién cho nguodi dan

3.6. Nudre sinh hoat

3.6.1. Tiép cin dich vu

1. Théng tin

(Vé viéc cung cap, quan ly, phat trién
nuoc sinh hoat; gia tién nude sinh hoat;
chat luong nudc sinh hoat...)

Hinh thirc cung cap thong tin da dang, dé tiép can; ndi
dung thong tin day du, de hicu.

3.6.2. Thu tuc hanh chinh

2. Quy dinh cua Chinh phu, b, nganh

Phu hop véi thyc tién
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(Vé viéc cung cap, quan 1y, phat trién
nudc sinh hoat; gia tién nudce sinh hoat;
chat lugng nudc sinh hoat...)

3.

Viéc thuc hién thu tuc

(V& thu tuc mua ban nudc sinh hoat; do
dém nudc sinh hoat; thanh toan tién
nuoc sinh hoat ...)

Pon gian, thuan tién

phdn dnh, kién nghi

3.6.3. Vién chirc, nhan vién | 4. Ning luc Cung cap, quan 1y, duy tri nuéc sinh hoat hi¢u qua, chat
cung cdp, qudn Iy nwéc sinh luong

hoat 5. Pham chat Tan tdm, cong bang vdi ngudi dan

3.6.4. Két qua dich vu 6. Két qua ddi v6i nguoi dan Ngudi dan c6 nude sinh hoat ddy du, hop vé sinh

3.6.5. Vigc tiép nhén, xir Iy 7. Céch thic tiép nhan, xir ly Kip thoi, minh bach, thuan tién cho nguoi dan.

e) Thong tin nhan khau hoc

Thong tin nhan khau hoc duoc ap dung trong do luong sy hai long ctia ngudi dan dam bao t6i thiéu nhu sau:

- Gi6i tinh

- Do tudi

- Trinh d6 hoc van
- Nghé nghiép

- Noi song

5. Cac loai chi so, thang do, cach thirc tinh chi s6; xép hang

a) Cac loai chi $0, thang do, cach thuc tinh chi )

Két qua do luong sy hai long cua ngudi dan dugc thé hién qua mot bd chi s, gém 03 loai: Chi sd hai long, chi sb nhan dinh,
danh gid va chi s6 mong doi. Noi dung phan anh, thang do, cach thuc tinh chi s6 nhu sau:




(i) Chi s0 hai long:

- Chi s6 hai long 1a chi s6 phan &nh sy hai long cua nguoi dan doi véi su
phuc vu cia co quan hanh chinh nha nudc, gom cac chi s6 hai long yéu t6 thanh
phan, chi s0 hai long yéu td, chi s6 hai long khia canh, chi s6 hai long chung, cu
thé nhu sau:

+ Chi s0 hai 1ong yéu t6 thanh phan 12 chi s6 phan 4nh su hai 10ng ctia ngudi
dan dbi voi timg yéu to thanh phan duoc do luong.

+ Chi sQ hai long yéu t 13 chi s6 phan anh sy hai long ctia ngudi dan dbi
voi tung yéu to dugc do luong.

+ Chi s6 hai long khia canh 1a chi s0 phan anh sy hai long cia nguoi dan
do6i voi tung khia canh dugc do luong.

+ Chi sd hai long chung ca nudc, nganh, linh vuc, tinh la chi ) phan anh
su hai long ctia nguoi dan nodi chung vé su phuc vu clia co quan hanh chinh nha
nudc trong pham vi ca nudce, trong pham vi nganh, Iinh vyc va trong pham vi tinh.

- Thang do sy hai long cta nguoi dan la thang 1 - 5 theo su tang dan cua
murc d hai long cua nguoi dan, trong d6 1 la rat khong hai long, 2 la khong hai
long, 3 1a binh thuong, 4 1a hai long, 5 1a rat hai long.

- Céch thurc tinh chi s6 hai long:

+ Céch thire tinh chi sb hai long yeu t6 thanh phan: Chi s hai long yeu t6

thanh phan 14 ty 18 phan trim cta tong s6 nguoi hai long ¢ mirc 4 va 5 trén tong
s6 nguoi tham gia tra 101 cau hoi khao sat hai 10ng vé yéu t6 thanh phan do.

+ Cach thirc tinh chi sO hai long yeu t6: Chi sd hai long yeu tb 1a trung binh
cong cla tat ca cac chi sd hai 10ng yéu té thanh phan cua yéu t6 do.

+ Céch thuc tinh chi s6 hai long khia canh: Chi s6 hai long khia canh la
trung binh cOng cua tat ca cac chi so hai long yéu t6 thanh phan cua khia canh do.

+ CAch thuc tinh chi sb hai long chung cua ca nudc, ting nganh, linh vuc,
ting tinh: Chi sb hai 10ng chung cta ca nudc, ting nganh, linh vuc, ting tinh 13
trung binh cong cuia tat ca cac chi sd hai long thanh phan cta ca nudc, nganh, linh
vuc, tinh do.

(Phuong phap khong gan trong s 601 vai cac yeu t6, yeu t6 thanh phan do
khong c6 co sé khoa hoc dé xac dinh yéu t6, yéu to thanh phan nao quan trong
hon néi dung, linh vyuc nao. Cac ca nhan nguoi dan khac nhau dat cao tam quan
trong d01 vOi cac yeu to yeu t6 thanh phan khac nhau; c¢6 mtrc dd nhu cau khac
nhau vé mdi yéu 6, yéu t6 thanh phan).

(ii) Chi s6 nhan dinh, danh gia:

- Chi s6 nhan dinh, danh gia 1a chi s6 phan anh nhan dinh, danh gia cua
ngudi dan vé su phuc vu cua co quan hanh chinh nha nudc, gom cac chi so6 nhan
dinh, danh gid doi véi tung yéu to thanh phan cia sy phuc vu ctia co quan hanh
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chinh nha nudc trong pham vi ¢4 nudc, trong pham vi nganh, linh vuc va trong
pham vi tinh, thanh pho truc thudc Trung vong.

- Thang do nhan dinh, danh gia cua nguoi dan la thang lua chon (c6 chon
hoac khong chon).

- Céch thtrc tinh chi s6 nhan dinh, danh gia: Chi s6 nhan dinh, danh gia 1a
ty 1€ phan tram cua tong s6 nguoi c6 cung nhan dinh, ddnh gia trén tong s6 nguodi
tham gia trd 101 cau hoi khao sat vé nhan dinh, danh gia do.

(iii) Chi s6 nhu cau, mong doi:

- Chi s6 nhu cau, mong doi 14 chi s6 phan anh nhu cau, mong doi cia ngudi
dan d6i v6i su phuc vu ctia co quan hanh chinh nha nuéc, gém cac chi s6 nhu cau,
mong doi ddi véi timg yéu t6 thanh phan caa sy phuc vu ctia co quan hanh chinh nha
nudc trong pham vi ca nudce, trong pham vi nganh, linh vyc va trong pham vi tinh.

- Thang do nhu cau ctia ngudi dan 14 thang lua chon (c6 chon hodc khong chon).

- Cach thirc tinh chi s6 nhu cau, mong doi d6i voi timg yéu t6 thanh phan:
Chi so nhu cau, mong doi d01 vOi tung yéu t6 thanh phan 1 ty 1¢ phan tram cia
tong so nguoi co cung nhu cau trén tong so ngudi tham gia tra 101 cau hoi khao
s&t vé nhu cau, mong doi.

b) Cach tinh diém xép hang:

- Ap dung tinh diém xép hang dé xép hang cac nganh, linh vuc, CAc tinh,
thanh phd truc thudc Trung wong vé chét luong phuc vu nguoi dan dya trén murc
do hai long, nhan dinh, danh gia ctia nguoi dan ddi voi su phuc vu cua cac co
quan hanh chinh nha nude thudc nganh, linh vue, tinh, thanh.

- Céch thire tinh diém xép hang dbi voi nganh, linh vyc tinh:

+ Piém xép hang dugc tinh 1a tong cua cac diém trung binh cia cac ndi
dung do luong su hai long va cac diém cuia cac ndi dung do lwong nhan dinh, danh
gia cia nguoi dan doi véi nganh, Iinh vuc, tinh.

+ Piém trung binh ctia mdi ndi dung do ludng sy hai long cta ngudi dan
duoc tinh nhu sau:

Piém trung binh = {(1 x s6 ngudi chon 1) + (2 x s6 ngudi chon 2) + (3 x 6
nguoi chon 3) + (4 x s6 nguodi chon 4) + (5 x s6 ngudi chon 5)} : (s6 nguoi chon
1 + 50 ngudi chon 2 + s6 ngudi chon 3 + s6 ngudi chon 4 + s6 ngudi chon 5).

+Piém ctia mdi ndi dung do luong nhan dinh, danh gia ctia nguoi dan dugc
tinh nhu sau: Nhan dinh, danh gia tich cuc bang 1 diém; nhan dinh, danh gia tiéu
cuc bang 0 diém.

6. Thu thap thong tin

Ap dung hinh thirc khao sat chon mau dé thu thap thong tin do ludng su hai long.

a) Poi tuong khao sat: La nguoi dan dai dién cho ho gia dinh, ¢ d6 tudi tur
18 tuoi tro 1én.
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b) C& mau khao sat:

C& mau khao sat do co quan trién khai do luong su hai long quyét dinh cu
the phu hop voi diéu kién, ngudn lyc hién co, trén nguyén tic dam bao yéu cau
vé ¢ mau tbi thiéu trong khao sat.

¢) Chon mau khéo sat:

‘ Mau khao sat do luong sy hai 1ong duoc chon theo phurong phap ngiu nhién
nhiéu giai doan nhu sau:

- Giai doan 1:

+ O mdi tinh, phan nhém cac don vi hanh chinh cap huyén theo cac loai
don vi hanh chinh cap huyén (got tat 1a "huyén") theo quy dinh hién hanh. Chon
mic nhién huyén noi c6 tru s& Uy ban nhan dan tinh va chon ngau nhién cac huyén
dai dién cho cac nhom dé lam dia ban khao sat, v4i sb luong huyén duge chon
bang s6 luong huyén duoc phan bo cho tinh.

Luu y: Cac huyén duoc mo ta c6 cac dic diém dic thu, chang han nhu: Tu
can d6i ngan sach hay phu thudc ngan sach nha nudc cap; dang c6 nhiéu dia ban
thuc hién giai toa hay khdng; do thi dong bang hay d6 thi mién nui, hai dao; nong
thon dong bang hay ndng thén ving sau, ving xa; ty 1& xa nghéo; ¢6 nhiéu khu
cong nghiép hay phan 16n 1a néng, 1am, ngu nghiép...

+ C& mau khao sat cua tinh dugc phan bo cho céc huyén da chon (goi 1a c&
mau khéo sat cia huyén).

- Giai doan 2:

+ O mdi huyén di chon & giai doan 1, phan nhom cac don vi hanh chinh
cap x4 theo cac loai don vi hanh chinh cip xa (goi tat 13 "xd") theo quy dinh hién
hanh. Chon mic dinh x3 noi ¢6 try s Uy ban nhan dan huyén va chon ngau nhién
cac xa dai dién cho cac nhom dé 1am dia ban khao sat, v4i sb luwong x& dugc chon
bang s lwong x3 duge phan bo cho huyén.

Luu y: Cac xa dugc mo ta co cac dac diém dic thu, chéng han nhu: Ty can
doi ngan sach hay phu thudc ngan sach nha nudce cap; dang c6 nhiéu dia ban thuc
hién giai téa hay khong; d6 thi dong bang hay do6 thi mién nui, hai dao; ndng thon
dong bang hay ndng thon vung sau, vung xa; ty I¢ ho ngheo; cd nhi€u khu cong
nghi¢p hay phan 16n 1a ndng, 1am, ngu nghiép...

+ C& mau khao sat cua huyén dugc phan bo cho cac xd di chon (got la co
mau khao sat cia xa).

- Giai doan 3:

+ O mdi x3 da chon & giai doan 2, chon mac nhién thén va tuong duong
(goi tat 1a "thon") noi c6 try s¢ Uy ban nhén dan xa va chon ngau nhién cac thon
trong s6 thén con lai, véi sb lugng thon bang sb lwgng thon duge phan bo cho xA.

+ C& mau khao sat cua xa duoc phan bd cho cac thon di chon (got la co
mau khao sat ctia thon).
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- Giai doan 4.

+ O mdi thdn da chon & giai doan 3, chon ngiu nhién cac ho gia dinh 1am
dai dién dé phat phiéu khao sat, voi sé luong bang ¢ mau khao sat cua thon.

d) Cau hoi khao sat:

Cau hoi khao sat dugc phan thanh 03 loai nham thu thap thong tin dé xay
dung 03 loai chi $0, gém: Cau hoi khao sat nhan dinh, danh gia; cau hoi khao sat
sw hai long; cau hoi khao sat nhu cau, mong doi. Mdi cau hoi khao sat gom 02
phan, 1a phan noi dung hoi va phan phuong an tra 10i. Phan noi dung hoi dugc xay
dung tir yéu t6 thanh phan va tiéu chi do ludng xac dinh d6i véi yéu t6 thanh phan
d6. Phan phuong an tra 101 duoc thé hién theo thang do lya chon hodc thang do 1
- 5 tai Khoan 5. Céc cau hoi khao sat dugc sap xép thanh phiéu khao sat (phu luc
kém theo).

d) Thuc hién khao sat:

Tuy diéu kién, nguén luc, quy mo6 khao sat, dac thu dia phuong, nhu cau
thong tin..., co quan chu tri do luong sy hai long cua ngudi dan lya chon hinh
thirc khao sat phu hop va tu t6 chire thuc hién khao sat hodc ky hop déng thuc
hién khao sat v6i co quan, t6 chirc. Cac hinh thirc khao sat do ludong su hai long
ctia ngudi dan co thé lya chon nhu: Phat phiéu khao sat truc tiép dén ngudi dan;
phat phiéu khao sat qua duong buu dién; phong van truc tiép nguoi dan dya trén
cau hoi co san phong van nguoi dan qua dién thoai dya trén cau hoi co san; khdo
st truc tuyén... Yéu cau két qua khao sat do luong su hai long cua nguoi dan phai
khach quan, trung thyc, chinh xéc, co tleng noi cua nguoi dan dai dién cho moi
thanh phan nhan khau hoc.

Trong trudng hop thuc hién khao sat qua diéu tra vién, diéu tra vién phai
dam bao thuc hién cac nhiém vu co ban sau: Phat phiéu khao sat truc tiép dén ddi
tuong khao sat; giai thich phiéu khao sat; thanh toan tién cung cap thong tin cho
d6i tugng khao sat va thuc hién chimg tur tai chinh (néu co); kiém tra dé dam bao
phiéu khao sat da duoc tra 1oi day du; thu, sip xép, bao quan phiéu khao sat da
hoan thanh; giao ndp phiéu khao sat; dam bao bi mat thong tin tra 1oi trén phiéu
khao sat va thong tin vé nguoi tra 10i khao sat. Co quan chu tri do luong su hai long
ctia nguoi dan phai xay dung tai liéu hudng dan khao sat va tap huan cho diéu tra
vién nhiam dam bao két qua khao sat chinh xac, khach quan, cé chét luong tdt.

e) Phuc tra khao sat:

Co quan chu tri do luong sy hai l1ong ctia ngudi dan ty thyc hién phuc tra
khao sat hodc ky hop ddng phuc tra khao sat v6i co quan, to churc, dé kiém tra,
danh viéc thuc hién khao sat cua diéu tra vién, sy tham gia tra 101 khao sat ctia
nguoi dan, chat lugng thong tin thu thap duoc tir khao sat. Co quan chu tri c6 thé
Iwra chon hinh thirc phuc tra khdo sat do ludng su hai 10ng phu hop v6i nhu cau,
diéu kién, nhu: Phat phiéu khéao sat phuc tra, goi dién thoai, guri tin nhan.. Két
qua phuc tra khao sat phai dugc sir dung 1am co s¢ dé xir 1y cac ton tai, vi pham
va rat kinh nghiém cho céc cudc khao sat do luong su hai long tiép theo.
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g) Kiém tra, 1am sach, danh ma phiéu khao sat; nhap, tong hop, phan tich
dir liéu khao sat; tinh toan chi s6; xay dung bao cao két qua

Sau khi phiéu khao sat dugc thu vé, co quan chu tri do ludng su hai 1ong
cua nguoi dan ty thuc hién hoac ky hop déng vl co quan, td chirc dé thuc hién
kiém tra, 1am sach, danh ma phiéu khao sat; nhap, téng hop, phan tich dir liéu
khao sat; tinh toan chi sb va xay dung bao cio két qua.

7. Bao cao két qua

Bao c4o két qua do ludng sy hai long ctia ngudi dan phai dam bao dé doc,
de hiéu, dé st dung doi voi nguoi dan thudéc moi thanh phan nhan khau hoc. Bao
cao phai dam bao toi thi€u cac ndi dung, yéu cau co ban sau:

a) Tén bao céo:

- Tén day du: Chi s6 hai long cua nguoi dan doi vai sy phuc vu ciia co quan
hanh chinh nha nuéc nam ........ (nam duogc do luong).

- Tén viét tat: SIPAS........ (nam duoc do luong).

(Satisfaction Index of Public Administration and Public Services)
b) N61 dung béo céo:

Bio céo két qua do ludng gom cac ndi dung co ban sau:

- Gi6i thi¢u: Co s¢, phuong phép, trach nhi¢ém thuc hién.

- Két qua ctia nam:

+ Néu, phan tich thanh phan nhan khau hoc cua dbi tuong tham gia tra 1oi
khéo sat.

+ Néu, phan tich cac chi s6 chat lwong, chi s6 hai 16ng, chi s mong doi caa
ca nude noi chung.

+ Né&u, phan tich cac chi s6 chat luong, chi s6 hai 10ng, chi s mong doi cua
tung linh vuc, nganh trong ca nudc.

+ Néu, phan tich cac chi s6 chat luong, chi s6 hai 10ng, chi s6 mong doi cua
tung tinh.

- SO sanh két qua cua cac nam:

+ Néu, so sanh cac chi so chat luong, chi so hai long, chi s6 mong doi cta
ca nudc, tung linh vuc, nganh, tinh qua cac nam.

+ Néu, phan tich sy chuyén bién, xu hudng cua cac chi so6 qua cac nam.

- Nhan xét, danh gia:

+ Nhan xét, danh gia két qua dat duoc, ton tai ciia nam va y nghia, tac dong
cua ching.

+ Nhan xét, danh gia sy chuyén bién, xu hudng ctia cac chi s6 qua cac nam
va dua ra nhiing canh bao.



14

+ Néu, phan tich nguyén nhan khach quan, nguyén nhan chi quan,

-bé Xuat kién nghi: Dé xuét giai phap, kién nghi véi cic co quan, c4 nhan
c6 tham quyén, lién quan.

¢) Phu luc béo cdo: Cac bang thong ké s6 liéu; mau phiéu khao sat ciia nam.
8. Quan ly két qua

- Co quan chu tri do luong sy hai 1ong ctiia nguoi dan bao cao, thong tin kip
thoi cho co quan thim quyén, co quan, to chiic, ca nhan lién quan vé két qua do
luong sy hai long ctia nguoi dan hang nam; theo ddi, danh gia, bao cao co quan
c6 tham quyén vé viéc cac co quan lién quan sir dung két qua do luong su hai long
cta nguoi dan.

- Céc co quan l1a ddi tuong do ludng su hai 10ng ctia ngudi dan xem xét, so
sanh, danh gia cac chi sb cua nganh, linh vuc, dia phuong minh véi cac chi sb clia
cac nganh, linh vuc, dia phuong khéc trong cting nim dé danh gia tinh trang chat
luong phuc vu nguoi dan cuia nganh, linh vuc, dia phuong cia minh; xem xét, so
sanh, danh gia céac chi sb cta linh vuc, nganh, dia phuong minh trong nam véi cac
nim trude d6 dé danh gia mirc 46 chuyén bién (tién bo hay thut 1ui) vé chét luong
phuc vu ngudi dan, cua nganh, linh vuc, dia phuong minh.

- Trén co s& két qua xem xét, so sanh, danh gia cac chi sd ctia nganh, linh
vuc, dia phuong minh, Cac co quan xay dung chuong trinh, ké hoach hanh dong
khic phuc cac ton tai, ndng cao chat lugng phuc vu nguoi dan, nang cao sy hai
long ctia nguoi dan. Chuong trinh, ké hoach hanh dong phai dam bao cu thé, rd
rang, phu hop, kha thi, trong d6 xac dinh rd muc tiéu, nhiém vu, két qua (ca vé sb
lwong va chat lugng), ngudn luc, trach nhiém thuc hién (chu tri va phéi hop), kho
khan, thach thirc trong qué trinh thuc hién, 19 trinh thuc hién (thoi gian thuc hién
nhiém vu, thoi gian du kién dat két qua....). Két qua thuc hién chuong trinh, ké
hoach hanh dong phai dugc bdo cao cho co quan lién quan, co quan chu tri do
luong su hai long ctia nguoi dan.

- Céc co quan cung cap thong tin, t6 chuc thuc hién cac hoat dong dé doi
ngi can bg, cong chuce, vién chuc, nhan vién, dac biét 1a nhiing nguoi lién quan
truc tiép dén viéc xay dung co ché, chinh sach phat trién dia phuong va cung ung
dich vu cong, 0 nhan thirc, tu duy, hanh dong thyc thi nhiém vu theo hudng lay
nguoi dan lam trung tam phuc vy, mang lai sy hai long cho nguoi dan.

- Céc co quan chu dong, tich cuc chia s¢, hoc tap kinh nghi¢m cua nhau vé
viéc xay dung, thuc hién chinh sach, cung g dich vu cong theo hudng léy nguoi
dan lam trung tdm, mang lai sy hai long cho nguo1 dan; xay dung, thuc hién cac
chuong trinh, ké hoach khic phuc tdn tai, nang cao chat luong phuc vu nguoi dan.

- Co quan chu tri do luong su hai long cuia nguoi dan theo doi, danh gia,
bao céo co quan tham quyén dé chi dao, xir Iy, khen thudng céc co quan lién quan
vé két qua thuc hi¢n cac chuong trinh, ké hoach hanh dong khac phuc cac ton tai,
nang cao chat luong phuc vu nguoi dan.
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- Co quan chu tri do ludng su hai long cta ngudi dan thong tin, tuyén truyén
kip thoi vé viéc trién khai do luong sy hai 10ng, két qua do ludng su hai 10ng toi
toan thé ngudi dan, xa hoi. Cac co quan thong tin, tuyén truyén kip thoi ti toan
thé nguoi dan, xa hoi vé chuong trinh, ké hoach hanh dong khéc phuc cac ton tai,
nang cao chat lvong phuc vu ngudi dan, va két qua thuc hién ké hoach, chuong
trinh do.

Noi dung thong tin, tuyén truyén phai dé hiéu, dé str dung; hinh thirc thong
tin, tuyén truyén phai da dang, phu hop, dé tiép can ddi véi nguoi dan thude moi
thanh phan nhan khau hoc va toan thé xa hoi, gdm: Chuong trinh truyén hinh;
chuong trinh phat thanh; chuyén muc, bai, tin trén bao viét, bdo mang, trang thong
tin dién tu; phat trén loa phat thanh cap xd; thong qua hoat dong cua céc to chirc
chinh trj - X4 hoi, doan thé & dia phuong; thong qua cac cudc hoi nghi, hop, chuong
trinh boi dudng, tip hudn cila cac co quan hanh chinh nha nudc. Phai dinh ky theo
ddi, danh gia mac d6 hiéu qua, chat luong thong tin, tuyén truyén dé kip thoi rat
kinh nghiém.

I1. AP DUNG PHUONG PHAP PO LUONG SU HAI LONG
1. Bo N§i vu

Bo Noi1 vu 1a co quan chu tri td chirc thuc hién do luong sy hai long cua
ngudi dan trong pham vi ca nudc, €0 trach nhiém:

- Hang nam, ap dung Phuong phap nay dé do luong su hai long ctia ngudi
dan trong pham vi ca nudc; bao cao két qua cho Chinh phu, Thu tudéng Chinh phu,
Ban Chi dao cai cach hanh chinh cua Chinh phu va t6 chuc cong b chi sb hai
Iong, cua nguoi dan. Tham muu véi co quan c6 tham quyén viéc khen thudng, xir
1y d61 v61i céac co quan ve két qua chi so hai long.

- T6 chtrc tap hudn, hudng dan, hoi thao khoa hoc, dién dan chia sé kinh
nghiém vé phuong phép trién khai do luong sy hai 1ong cia nguoi dan, két qua
trién khai do luong su hai 10ng ctia ngudi dan véi cac co quan, t6 chirc ca nhan
lién quan. T6 chiic cac hoat dong thong tin, tuyén truyén veé viée trién khai va két
qua trién khai do luong su hai long cua ngudi dan to1 toan thé nguoi dan, xa hoi.

- Theo ddi, danh gia, bao cao Chinh phu, Thu tuéng Chinh phu, Ban Chi
dao cai cach hanh chinh cua Chinh phu vé viée trién khai do luong sy hai long
cﬁa} nguoi dan, chuong trinh, ké hoach hanh dong khac phuc cac ton tai, nang cao
chat luong phuc vu ngudi dan cia céac bo, tinh.

- Binh ky nghién clru, ra soat, chinh stra, bd sung Phuong phap nhim dam
bao phu hop voi yéu cau cua cai cach hanh chinh, thyc tién trong nude va xu thé
trén the gioi.

2. Cac bd, co quan ngang b, co’ quan thugc Chinh phu, Uy ban nhin
dan cac tinh, thanh pho trwe thugc Trung wong

- Ap dung Phuong phap nay dé trién khai do ludng sy hai long clia nguoi
dan trong pham vi nganh, linh vuc, dia phuong, trén co sd ¢6 thé dicu chinh cho
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phu hop véi yéu cau, diéu ki¢n, nguon luc cua nganh, linh vuc, dia phuong.

- Thong tin kip thoi cho Bo Noi vu ké hoach trién khai, bao céo két qua do
luong su hai long cua nguodi dan trong pham vi nganh, linh vuc, dia phuong;
chuong trinh, ké hoach hanh dong khic phuc tdn tai, nang cao chét luong phuc vu
ngudi dan, dé B Noi vu tong hop, bao cao Chinh phu, Thi tuéng Chinh phu, Ban
Chi dao Cai cach hanh chinh ctia Chinh phu.

- Thong tin, trao d6i kip thoi véi Bo Noi vu vé nhitng phat sinh trong qua
trinh 4p dung Phuong phép dé trién khai do ludng sy hai long cuia nguoi dan trong
pham vi nganh, linh vuc, dia phuong dé xem xét, xac dinh cac giai phap khic
phuc, rat kinh nghiém gitp dam bao viéc ap dung Phuong phap phu hop, hiéu qua
va két qua thu duogc co chat lugng tét./.
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PHU LUC
V/v miu phiéu khio sat do luwong sw hai long ciia ngwoi dan d6i véi sw phuc vu
cua co quan hanh chinh nha nwéc
(Kém theo Quyét dinh sé /OP-BNV ngay  thang  nam 2022 cua B¢
truong Bo Noi vu)

BO NOQI VU
o ] PHIEU KHAO SAT ]
SUHAI LONG CUA NGUOI DAN POI VOI SU PHUC VU CUA CO QUAN
HANH CHINH NHA NUOC NAM ........

GIOI THIEU VE CUQC KHAO SAT

B6 Noi vu la co quan Thuong truc cai cach hanh chinh cua Chinh phu,
dugc Chinh phu giao hang nam trién khai khao sat do luong su hai long cua nguoi
dan dé hiéu duoc nhan dinh, danh gia, mirc d6 hai 10ng va nhu cau, mong doi cta
nguoi dan dbi véi sy phuc vu ctia co quan hanh chinh nha nudc. Trén co so do,
Bd No6i vu tham muu cho Chinh phu chi dao cac co quan hanh chinh nha nudce
thuc hién céac giai phap can thiét dé phuc vu nguoi dan ngay cang tot hon, dap tng
dugc nhu cau, mong doi cua nguoi dan.

B6 No6i vu kinh mong Ong/Bé tham gia tra 101 phiéu khao sat do ludng su
hai long cua ngudi dan mot cach day du, chinh xac, khach quan. Cac thong tin ma
Ong/Ba cung cip trong phiéu khao sat s& dugc bao mat theo quy dinh.

Két qua khao sat do luong su hai 10ng ctia ngudi dan hang nam sé& duoc B
Noi vu tong hop, phan tich, xay dung thanh Chi s6 hai long ctia nguoi dan dbi véi
su phuc vu cta co quan hanh chinh nha nuéc dé bao cdo Chinh phu va cong bd
cong khai trong ca nudc.

Phan danh cho diéu tra vién

ME SO PhICU: ...
Hotén di€utra vién: .........ccovviiiiiiiiiiiiiiiinnnn,

So diénthoai di€utravién: ..........ocovviiiiiinnnnnnn

Diéu tra vien KY tn: ........ooooiiiiiie




18
PHAN A: THONG TIN CA NHAN NGUOI TRA LOI KHAO SAT

Xin Ong/Ba khoanh tron xung quanh chit sé (1, 2, 3 ...) dieng truéc
phwong an tra loi ma Ong/Ba lwa chon.

Gidi tinh:
1. Nam
2. Nit

Do tudi:
1. Duéi 25 tudi
2. 25 - 34 tudi
3. 35 - 49 tudi
4. 50 - 60 tudi
5. Trén 60 tudi

Dan toc:
1. Kinh ’ 9
2. Khac (xin viet cu thé): .........................

Trinh d9 hoc van:
1. Tiéu hoc (cip I)
2. Trung hoc co s& (cap II)
3. Trung hoc phd thong (cap IIT)
4. Day nghé/Trung cip/Cao dang
5. Dai hoc/ trén Pai hoc
6. KhaC (xin viét cu thé): ...........ccouvevveai

Nghé nghiép:
1. Nghi huu
2. Khong di 1am (& nha)
3. Lam cong viéc ty do (khong ky hop dong lao dong)
4. Sinh vién
5. Lam viéc tai to chirc, doanh nghiép trong linh vuc tu
6. Lam viéc tai co quan, td chure, doanh nghi¢p trong linh vyc cong
7. Khé&c (xin viét cu thé): .....................

Noi sinh sdng:

Do thi: NOng thon:
1. Pong bang 1. Pong bang
2. Mién nti 2. Mién nui
3. Hai dao 3. Hai dao

KNAC (Xi7 VISt CU thE): .. .o
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PHAN B. CAU HOI KHAO SAT

Xin Ong/Ba khoanh tron xung quanh chir sé (1, 2, 3, ...) dieng truwée
phwong dn trd l6i ma Ong/Ba lwa chon.

Cau 1. Ong/Ba quan tim nhuwr thé nao dén cac chinh sach ciia Chinh phi?

1. Khdng quan tam.

2. Quan tdm mot chat.

3. Rat quan tam.

Ciu 2. Ong/Ba quan tim nhw thé nao dén chwong trinh, ké hoach phat
trién kinh té -xa héi ctua chinh quyén dia phwong?

4. Khoéng quan tam.

5. Quan tdm mot chat.

6. Rat quan tam.

Cau 3. Ong/Ba sir dung kénh théng tin nao dé theo ddi chinh séch cia
Chinh phii, chwong trinh, ké hoach phét trién kinh té - x4 héi cia chinh
quyén dia phuwong?

Qua loa phat thanh xa.

Qua hop, sinh hoat, thdng bao tai khu dan cu.

Qua co quan chinh quyén, cdng chuc.

Qua nguoi than, ban be.

Qua dai, ti vi, bdo chi.

Qua mang internet.

. Qua hinh thac khac (xin ghi cu tNE): e

Cau 4. Ong/Ba da tirng dén co quan chinh quyén dé giai quyét cong
viéc chwa?

1. Chua tung dén co quan chinh quyen dé giai quyet cong viéc.

2. Pi timg dén co quan chinh quyén dé giai quyét cong viéc vao nam (xin

ghi cu thé)............

Cau 5.

5a. Ban than Ong/Ba hay ngudi than ciia Ong/Ba da bao gio bi cong
chirc giy phién ha, sach nhiéu chua?

1. Chua bao gio bi cong chure gay phién ha, sach nhiéu.

2. ba tung bi cong chic gay phlen ha, sach nhiéu.

5b. Ong/ Ba c6 suy nghi nhu thé nao vé tinh trang cong chirc giy phién
ha, sach nhiéu cho nguoi dan hién nay?

1. Khéng co6 cong chirc ndo gay phién ha, sach nhidu cho ngudi dan.

2. Mot s6 cong chirc gay phién ha, sach nhidu cho nguoi dan.

3. Nhiéu cong chiic gy phién ha, sach nhiu cho ngudi dan.

4. Khong biét.

Cau 6.

6a. Ban than Ong/Ba hay nguoi than cia Ong/Ba da bao gio phai dua
tién ngoai quy dinh cho cong chirc daé cong viéc duoc giai quyét chua?

1. Chua bao gid phai dua tién ngoai quy dinh cho cong chirc.

2. Dai timg phai dua tién ngoai quy dinh cho cong chic.

\‘.O’.U":b.‘*’!\’!—‘
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6b. Ong/Ba suy nghi gi vé tinh trang nguoi dan phai dua tién ngoai quy
dinh cho cong chirc dé cong viéc dwgce gidi quyet hién nay?

1. Khong c6 nguoi dan nao phai dua tién ngoai quy dinh cho cong chic.
2. Mot s6 nguoi dan phai dua tién ngoai quy dinh cho cong churc.

3. Nhiéu ngudi dan phai dua tién ngoai quy dinh cho cong chirc.

4. Khong biét.

Cau 7. Xin Ong/Ba cho biét hinh thirc nao trong cac hinh thirc gii
quyét cong viéc voi co quan chinh quyen phit hop véi Ong/Ba?
1. Giai quyet cong viéc truc tlep (tai co quan).

2. Giai quyet cong vi¢e truc tuyen (qua mang 1nternet)

3. Giai quyét cong viée két hop ca truc tiép va truc tuyen .
Cau 8. Xin Ong/Ba cho biét mirc d9 hai long ciia Ong/Ba vé cic noi

dung trong bang bén dwdi day.

Xin Ong/Ba khoanh tron xung quanh chit sé 1, 2 ...

long ciia Ong/Ba, trong do:
1 la rdt khéng hai long.
2 la khong hai long.
3 la binh thuong.
4 la hai long.
5 la rdt hai long.

5 tuy theo mirc do hai

Trong trwong hop Ong/Ba khéng c6 cau tra 1oi thi xin Ong/Ba danh ddu

nhan (ddu x) vao 6 twong iing trong cét "Khéng 0 cdu tra 101",

Noi dung Mire d§ hai 1ong Khing
Rit | Kig| Binh | Hai | Rat |
khong | hai | fwong | long | hai | cAu
haikbng | long long | tra
loi
I. Viéc ban hanh, té chirc thwc hién chinh sach
1. Co quan chinh quyén cung cép, giai thich thong tin 1 9 3 4 5
theo nhiéu hinh thirc, giup ngu’ori dan dé tim, d¢ thay.
2. Co quan chinh quyen cung cap thong tin day du, dé
1 2 3 4 5
hiéu, dé sir dung ddi VOI nguoi dan.
3. Co quan chinh quyén thyc hién xin y kién cta nguoi
dan vao cac chuong trinh, ké hoach phat trién dia 1 5 3 4 5
phuong theo cac hinh thic thuan tién cho ngudi dan,
gitip nguoi dan dé dang tham gia ¥ kién.
4. Co quan chinh quyén ban hanh chinh sach, chuong
trinh, ké hoach phaét trién dia phuong phu hop véi quy | 1 2 3 4 5
dinh ciia Chinh phu va pht hop véi thyc tién dia phuong.
5. Chinh sach, chuwong trinh, ké hoach phét trién dia
phuong da goép phan 1am cho kinh té - x4 hoi cua dia| 1 2 3 4 5
phuong phat trién tot hon trong thoi gian qua.
6. Chinh sach, chuong trinh, ké hoach phat trién dia
phuong da gop phan 1am cho kinh té gia dinh va diéu 1 5 3 4 5
kién séng cua ngudi dan dia phuong ngiy cang tt hon
trong thoi gian qua.
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Noi dung

Mire d hai long

Rét
khdng
hailong

Khing
hai

long

Binh
thuong

Hai
long

A

cau

10i

I1. Viéc cung @ng dich vu hanh chinh céng

7. Co quan cung cip thong tin vé viéc giai quyét thi tuc
hanh chinh theo nhi€u hinh thirc, gitap nguoi dan dé
thay, dé hiéu.

8. Quy dinh caa Chinh phu, bd, nganh vé thu tuc hanh
chinh phu hop.

(Quy dinh vé ho so, quy trinh cong viéc, thoi gian, phi/lé
phi...)

9. Co quan giai quyét thu tuc hanh chinh don gian, thuan
tién cho nguoi dan.

10. Cong chuc ¢ nang lyuc tot trong giai quyét thu tuc
hanh chinh.

11. Cong chirc tan tam, cdng bang doi voi nguoi dan
trong giai quyét thu tuc hanh chinh.

12. Két qua giai quyét thu tuc hanh chinh day du,
chinh xac.

13. Co quan tiép nhan, xir ly Kip thoi, thau dao phan
anh, kién nghi ciia ngudi dan vé viéc giai quyét thu tuc
hanh chinh.

III. Viéc cung vng mot so dich vu cong co ban, thiét yéu

A. Vé gido duc pho thong 7
(Cap tiéu hoc, trung hoc co sd, trung hoc pho théng)

14. Co quan, trudng hoc cung cap thong tin vé gido duc
phé thong theo nhiéu hinh thirc, giup nguoi dan dé thay,
dé& hiéu.
(Thong tin vé chuong trinh giang day, sach gido khoa,
truong hoc, 16p hoc, danh gia hoc sinh, thu tuc nhap
hoc...)

15. Quy dinh ctua Chinh phu, bo, nganh vé giéo duc phé
théng phu hop.

(Quy dinh vé chuong trinh giang day, sach gio khoa, truong
hoc, 16p hoc, danh gid hoc sinh, thi tuc nhap hoc... )

16. Co quan, truong hoc giai quyét thir tuc lién quan dén
gido duc pho théng don gian, thuan tién cho ngudi dan.
(Thu tuc dang ky hoc, nhap hoc, dong hoc phi, chuyén
truong, thi tét nghiép...)

17. Gido vién c6 nang luc tbt trong day hoc, gido duc
hoc sinh.

18. Gi4o vién tan tdm, cdng biang dbi vai hoc sinh.

19. Hoc sinh pho théng phat trién toan dién vé dao dic,
tri tug, the chat, tham my, ky nang co ban
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Noi dung

Mire d hai long

Rét
khdng
hailong

Khing
hai

long

Binh
thuong

Hai
long

A

cau
tra
10i

20. Co quan, truedng hoc tiép nhan, xu 1y kip thoi, thau
dao phan anh, kien nghi cua nguoi dan veé giao duc
pho théng.

B. Vé kham, chira bénh
(Tai cac bénh vién cap tinh, cAp huyén; phong kham da
khoa; tram y té cap x4)

21. Co quan, bénh vién, phong kham, tram y té cung cap
thong tin vé kham, chita bénh theo nhiéu hinh thire, gitp
ngudi dan dé thay, d& hiéu.

(Thong tin vé bénh vién, phong kham, tram y té; viéc
kham, chira bénh; bao hiém vy té; vién phi; givdng bénh...)

22. Quy dinh cua Chinh phu, bo, nganh vé kham chira
bénh phu hop.

(Vé bénh vién, phong kham, tram y té; viéc kham, chita
bénh; bao hiém y té; vién phi; givong bénh...)

23. Co quan, bénh vién, phong kham, tram y té giai
quyét thu tuc lién quan dén kham, chita bénh don gian,
thuan tién cho nguoi dan.

(Thu tyc nhap vién, chuyén vién, chuyén tuyén, thanh
toan BHYT, thanh toan vién phi...)

24. Bac si, y si, diéu dudng c6 ning luc tot trong kham,
chita bénh cho nguoi dan.

25. Bac si, y si, diéu dudng tan tdm, cong bang ddi voi
ngudi dan.

26. Nguoi bénh cé sic khoe dugc cai thién.

27. Co quan, bénh vién, phong kham, tram y té tiép
nhan, xu ly kip thoi, thau dao phan &nh, kién nghi cua
nguoi dan vé kham chira bénh.

C. Vé trat tw, an toan x& hoi

28. Co quan cung cap thong tin vé trt tw, an toan xa hoi
theo nhiéu hinh thirc, gitip ngudi dan dé thay, dé hiéu.

(Thdng tin vé quan 1y dan cu, gitt gin trit tw noi cong
cong, quan 1y an ninh mang; phong chéng t6i pham ...)

29. Quy dinh cia Chinh phu, b, nganh vé trat tu, an
toan xa hoi phu hop.

(Quy dinh v& quan 1y dan cu, giit gin trit ty noi cong
cong, quan 1y an ninh mang; phong chdng tdi pham ...)

30. Co quan cong an giai quyét tha tuc lién quan dén trat
tw, an toan xa hoi don gian, thuan tién cho ngudi dan.
(Thu tuc dang ky ho khau, tam tr; ching nhan du diéu
kién vé an ninh, trat ty dé 1am nganh, nghé kinh doanh; xir
phat vi pham trét tur, an toan xa hdi. . .)
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Noi dung

Mire d hai long

Rét
khdng
hailong

Khing

hai
long

Binh
thuong

Hai
long

A

cau
tra
10i

31. Canh sat 1am nhiém vu lién quan dén trat tyr, an toan
xa hoi c6 nang luc tot trong quan 1y, duy tri trat tu, an
toan xa hoi.

32. Canh sat 1am nhiém vu lién quan dén trat ty, an toan
xa hoi tdn tdm, cOng bang doi v&i nguoi dan.

33. Nguoi dan dugc an toan ¢ noi cu tri, noi cong cong.

34. Co quan cong an tiép nhan, xur Iy kip thoi, thau dao phan
anh, kién nghi ctia ngurdi dan ve trat tu, an toan xa hai.

D. V& giao théng duwdng bd

35. Co quan cung cip thong tin vé giao théng dudng bd
theo nhiéu hinh thirc, gitip ngudi dan dé thay, dé hiéu.
(Thong tin vé xay dung, phat trién duong bo; giao thong
duong bd; bao dam trat tu, an toan giao thong duong
bj...)

36. Quy dinh caia Chinh phi, bg, nganh vé giao thong
duong bo phu hop.

(Quy dinh vé x4y dung, phat trién dudng bo; giao
thong duong bo; bao dam trat tu, an toan giao thong
duong bJg...)

37. Co quan giai quyét thi tuc lién quan dén giao thong
duong bo don gian, thuan tién cho ngudi dan.

(Thu tyuc cap, d6i, thu hdi ding va bién sd xe; cap, doi
gidy phép lai xe; thanh toan phi duong bd; xtr phat vi
pham giao théng ..)

38. Cong chuc, thanh tra, canh sat giao thong duong bo
¢ nang luc tot trong quy hoach, phat trién, quan ly h¢
thong duong bg; ddm bdo an toan giao thong dudong bd.

39. Cong chuc, thanh tra, canh sat giao thong duong bo
tan tam, cOng bang doi vai nguoi dan.

40. Nguoi dan tham gia giao thong duong bo thuan tién,
an toan.

41. Co quan tiép nhan, xt ly kip thoi, thiu dao phan
anh, kién nghi ctia nguoi dan vé giao thong duong bo.

E. Vé dién sinh hoat

42. Co quan cung cap thong tin vé dién sinh hoat theo
nhiéu hinh thire, giip nguoi dan dé thay, d& hleu
(Thong tin Ve viéc cung cép, quan ly, phét trién dién sinh
hoat; gi tién, chat lugng dién sinh hoat ...)

43. Quy dinh cua Chinh pha, bd, nganh vé dién sinh
hoat phu hop.

(Quy dinh vé cung cap, quan 1y, phat trién dién sinh
hoat; gié tién, chat lugng dién sinh hoat ...)
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Noi dung

Mire d hai long

Rét
khdng
hailong

Khig
hai

long

Binh
thuong

Hai
long

A

cau
tra
10i

44. Co quan giai quyét tha tuc lién quan dén dién sinh hoat
don gian, thuan tién cho ngudi dan.
(Thu tuc mua ban dién sinh hoat; do dém dién sinh hoat;
thanh toan tién dién sinh hoat.. )

45. Vién chirc, nhan vién c6 ning lic tot trong cung cap,
quan ly, duy tri dién sinh hoat cho nguoi dan.

46. Vién chac, nhan vién tan tam, cong bang ddi Voi
ngudi dan trong qua trinh giai quyét cong viéc lién quan
dén dién sinh hoat.

47. Nguoi dan co dién sinh hoat day du, an toan.

48. Co quan tiép nhan, xu Iy kip thoi, thau dao phan
anh, kién nghi cua nguoi dan vé dién sinh hoat.

G. Vé nuéc sinh hoat

Ong/Ba hién dang siv dung nwéc sinh hoat tir
Nguén nwéc NA0?

1. Nudc ty nhién tir song, hd, a0, giéng. .. (xin moi
Ong/Ba tra 1oi sang cau hai s6 9)

2. Nudc do nha may nudce cap (xin moi Ong/Ba tra
loi tiép cac noi dung tir s6 49 dén 55 bén dudi day)

49. Co quan cung cap thong tin vé nudc sinh hoat theo
nhiéu hinh thire, gitip nguoi dan dé thay, dé hleu
(Théng tin veé vigc cung cap, quan ly, phat trién nudc
sinh hoat; gié tién, chat lugng nudc sinh hoat ...)

50. Quy dinh cta Chinh phu, bd, nganh vé nudéc sinh
hoat phu hop.

(Quy dinh vé& cung cip, quan 1y, phat trién nudc sinh
hoat; gia tién, chat lugng nudce sinh hoat ...)

51. Co quan giai quyét tha tuc lién quan dén nudc sinh hoat
don gian, thuan tién cho nguoi dan.

(Thi tuc mua ban nudc sinh hoat; do dém nudc sinh
hoat; thanh toan tién nudc sinh hoat. . )

52. Vién chirc, nhan vién c nang luc tot trong cung cap,
quan 1y, duy tri nudc sinh hoat cho ngudi dan.

53. Vién chtc, nhan vién tan tim, cong bang d6i Voi
nguoi dan trong qua trinh giai quyet cong viéc lién quan
dén nudc sinh hoat.

54. Ngudi dan c6 nudce sinh hoat day du, hop vé sinh.

55. Co quan tiép nhan, xt Iy kip thoi, thau dédo phan
anh, kién nghi cia nguoi dan vé nudc sinh hoat.
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Cau 9. Xin Ong/Ba cho biét c4c ndi dung trong bang duwéi diy quan

trong nhw thé nao ddi voi Ong/Ba.

TT Noi dung Mire d§ quan trong
Khéng | Kha | Rat
quan | quan | quan
trong | trong | trong
1. | Nang cao hon nita chét lugng chinh sach cua Chinh phu, bg, nganh.
2. | Nang cao hon nira chat luong cung cip thong tin cho ngudi dan.
3. | Nang cao hon nira Chat lwong tru 6, trang thiét bi phuc vu ngudi
dan trong giai quyét cong viéc.
4. | Nang cao hon nita nang lyc, pham chét cua can bo, cong chuc,
vién chuc.
5. | Tang cuong tng dung cong nghé thdng tin, chuyén doi sb trong
giai quyét cdng viéc cho ngudi dan.
6. | Nang cao hon nita hi¢u luc, hiéu qua hoat dong cua bd may co
quan chinh quyen.
7. | Nang cao hon nira Sy quan tdm caa co quan chinh quyén di Véi
nhu cau, mong doi cta nguoi dan.
8. | Nang cao hon nira chat lugng tiép nhan, giai quyét y kién gop Y,
phan &nh, kién nghi ctia ngudi dan.
9. | Nang cao hon nira chat lugng dich vy hanh chinh céng (con goi
| giai quyét thi tuc hanh chinh).
10. | Nang cao hon nita chat lugng gido duc pho thdng & dia phuong.
11. | Nang cao hon nita chat lugng kham, chita bénh & dia phuong.
12. | Nang cao hon nita chit lugng trat ty, an toan xa hoi & dia phuong.
13. | Néng cao hon nira chét luong giao théng duong b ¢ dia phuong.
14. | Nang cao hon nita chat lugng nudc sinh hoat & dia phuong.

Y kién khéc (xin ghi cuthé): .............cccooeiiiiiinnn,

..........................................................................
..........................................................................
..........................................................................
..........................................................................
..........................................................................
..........................................................................

......................

......................

......................

......................

......................

......................

XIN TRAN TRONG CAM ON ONG/BA PA THAM GIA TRA LOI KHAO SAT!




