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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
TINH QUANG TRI Poc lap - Tw do - Hanh phic
$6:2613/QB-UBND Quang Tri, ngayAdthdang 11 ndm 2025

QUYET PINH

Phé duyét Phwong phap do lwong su hai 1ong clia ngwdi dan
doi voi sy phuc vu ciia co quan nha nwéc trén dia ban tinh

CHU TICH UY BAN NHAN DAN TiNH QUANG TRI

Céin cir Lugt Té chitc chinh quyén dia phuong ngay 16 thang 6 ndm 2025,

Céin ctk Quyét dinh sé6 1001/OP-BNV ngay 11 thang 12 ndm 2023 cua Bo
Noi vu ban hanh Phuong phdp do lu'ong sy hai long cua nguoi dan doi véi su
phuc vu cua co quan hanh chinh nha nucce giai doan 2023 - 2026,

Céin cir Quyét dinh s6 2270/0P-UBND ngay 30 thang 10 ndm 2025 cia
UBND tinh phé duyét Pé an “Xdc dinh chi s6 cai cach hanh chinh cdc co quan
chuyén mén, co quan thuéc UBND tinh, UBND xd, phwong, ddc khu™;

Theo dé nghi cua Gidm déc Sé Ngi vu tai Cong vin s6 2976/SNV-CCHC
ngay 05 thdng 11 nam 2025.

QUYET PINH:

Piéu 1. Phé duyét Phuong phap do luong su hai long cia nguoi dan déi
v6i su phuc vu clia co quan nha nudce trén dia ban tinh (kém theo).

Piéu 2. Giao So& Noi vu chu tri, phdi hop véi cac co quan, don vi, dia
phuong c6 lién quan trién khai do ludng su hai 1ong cia ngudi dan dbi véi su
phuc vu ctia co quan nha nudc trén dia ban tinh.

Piéu 3. Quyét dinh nay c6 hidu luc ké tir ngay ky.

Chanh Van phong UBND tinh, Giam dbc S& Noi vu, Thia trudng cac so,
ban, nganh cAp tinh; Chu tich UBND céc x4, phuong, dic khu va céc co quan,
don vi ¢ lién quan chiu trach nhiém thi hanh Quyét dinh nay./.

Noi nhin:

- Nhu Piéu 3;

- Chu tich, cdc PCT UBND tinh;
- C4c sd, ban, nganh cap tinh;

- UBND céc x4, phuong, dac khu;
- Luu: VT, NC. g4




CONG HOA XA HOI CHU NGHIA VIET NAM
Poc lap - Tw do - Hanh phic

PHUONG PHAP
Po ludng s hai long ciia ngudi dan vé sy phuc vu
ciia co' quan hanh chinh nha nwée trén dia ban tinh
(Kém Quyét dinh s6.%1 ¥YOD-UBND
ngay AY/11/2025 cia Chi tich UBND tinh)

1. Muc tiéu

a) Nhim dénh gié khach quan chit luong phuc vu nguti dén cia co quan
hanh chinh nha nuée, gop phan xay dung nén hanh chinh phuc vu, Jdy nguoi dan
lam trung tdm, cong khai, minh bach.

b) Cung cép cho co quan hanh chinh nha nude céc thong tin khach quan
vé nhan dinh, danh gi4, mic dd hai 1ong, nhu cau, mong doi cia ngudi din déi
v6i su phuc vu cia co quan hanh chinh nha nuéc dua trén cam nhén ctia nguoi
dan. Qua do co giai phap phu hgp, hi€u qua nhim cai thién, nang cao chét luong
phuc vu ciia co quan hanh chinh nha nuéc va sy hai 1ong cua nguoi dan.

¢) Nang cao nhén thirc, van hoéa thuc thi cong vu liy nguoi dan 1am trung
tam trong d6i ngii can bd, cong chire, vién chirc.
d) Tao diéu kién, co hoi dé nguoi dan tham gia vao qua trinh x4y dung, to

chirc thuc hién chinh sdch va gidm sat dbi véi hoat dong cta cac co quan hanh
chinh nha nudec.

2. Yéu ciu
a) Phuong phép do ludng su hai long bao dam khoa hoc, hién dai, kha thi,
dé ap dung, pht hop véi thuc tién.

b) N6i dung, cic yéu t6, tiéu chi do luong su hai long cia ngudi dén d6i
v6i su phuc vu cua co quan hanh chinh nha nudc pha1 cu thé, d& hiéu, phi hop
v&i muc tiu, yéu cau cia cai cach hanh chinh nha nudc, quy dinh cua phap luat
hién hanh; cho phép diéu chinh pht hgp véi yéu cau cua cai cach hanh chinh
nha nude, bbi canh thuc tién & timg thoi diém cu thé.

3. Pbi twong, pham vi

a) Pbi tuong: La co quan quan ly nha nudc cé trach nhiém xay dung, tb
chtrc thue hién chinh sach céng, cung tng dich vu hanh chinh cong.

b) Pham vi: 78 x&, phuong, déc khu trén dia ban tinh.
4. Noi dung

Po ludng su hai long cua ngudi din d6i véi viec cung Ung dich vu hanh
chinh cbng, cac dich vu hanh chinh c6ng duoc lua chon dé do luong su hai long
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cua nguoi dén la cac dich vu hanh chinh céng phd bién dugc cung ung tai cac
cép chinh quyén dia phuong.

Co 05 yeu t6 quan trong ctia ndi dung cung Ung dich vu hanh chinh cong
dugc lua chon dé do ludng sy hai long cua nguoi dan, gom (i) Tiép can dich vu;
(if) Tha tuc hanh chinh; (iii) Cong chirc truc tiép giai quyet cong viée; (iv) Két
qua dich vu; (v) Viéc tiép nhén, xir Iy phén anh, kién nghi ctia ngudi dan.

5. Chi tiéu cu thé

a) Hai long vé tiép can dich vu:

+ Trung tdm Phuc vu hanh chinh c6ng/B¢ phén T1ep nhén va tra két qua
c6 bién hiéu, huéng dan rd rang, giup ngudi dan dé tim, dé thay.

+ Trung tdm Phyc vu hanh chinh cong/Bo phan Tlep nhén va tra két qua
c6 du ghé ngdi cho, ghé ngbi giai quyet cong viéc va ban viét cho ngudi dan.

+ Trung tdm Phuc vu hanh chinh céng/Bé phén T1ep nhan va tra két qua
co trang thiét bi phuc vu ngudi dan day du, chét lugng t6t, gitp ngudi dan giai
quyét cong viéc dé dang hon.

b) Hai long vé 16 chikc gidi quyét TTHC
+ Quy dinh thi tuc hanh chinh duoc niém yét «cdng khai tai Trung tam

Phuc vu hanh chinh céng/Bo phén Tiép nhan va tra két qua, gitip ngudi dan dé
thay, dé doc.

+ Cong chirc yéu cAu ngudi dan nop hd so giai quyét thu tuc hanh chinh
dung theo quy dinh.

+ Cong chitc yéu cAu ngudi dan ndp phi/lé phi giai quyét thu tuc hanh
chinh ding theo quy dinh.

+ Théi han giai quyét thi tuc hanh chinh cho ngudi dén ding theo quy dinh.

¢) Hai long vé cong chirc, vién chirc gidi quyét TTHC

+ Céng chirc & Trung tdm Phuc vu hanh chinh cong/B6 phan Tiép nhan
va tréa két qua co thai do giao tiép lich su, ton trong déi véi ngudi dan.

+ Cong chirc ¢ Trung tdm Phuc vu hanh chinh cong/B6 phén Tiép nhan
va tra két qua huong dan hd so d& hiéu, day di, gitp ngudi dan c6 thé hoan thién
hd so sau mot 1an huéng dan.

+ Cong chic ¢ Trung tdm Phuc vu hanh chinh c6ng/Bé phén Tiép nhan
va tra két qua tudn thu ding quy dinh trong giai quyét tha tuc hanh chinh cho
nguoi dan.

d) Hai Iong vé két qua gidi quyét TTHC
+ Két qua giai quyét thii tuc hanh chinh cho nguoi dan dugce tra ding hen.

+ Két qua giai quyét thu tuc hanh chinh cho ngudi dan c6 théng tin day
dun, chinh xac.
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&bqiia\giai quyét thi tuc hanh chinh cho ngudi dén dém béo tinh cng
p »

= Trung tam Phuc vu hanh chinh’céng/B(f) phéan Tiép nhén va tra két qua
b tri hinh thire tiép nhan phan 4nh, kién nghi, giip ngudi dan phéan énh, kién
nghi dé dang.

~ + Trung tam Phuc vy hanh chinh céng/Bo phan Tiép nhén va tra két qua
tiép nhén, x1t Iy phan anh, kién nghi ctia ngudi dén dung quy dinh.
+ Trung tdm Phuc vy hanh chinh céng/Bd phén Tiép nhan va tra két qua
théng béo két qua xr Iy phan anh kién nghi cho ngudi dén kip thoi.
6. Thang do, cach tinh chi s6 hai 1ong ciia nguwdi din:

- Thang do su hai 1ong cua nguoi dan ¢6 05 mirc diém tuong tmg véi 05
mirc do hai long cua nguoi dan nhu sau:

Mitc d6 “Rét khong hai 1ong” dugc tinh 1 diém;

Murc 36 “Khoéng hai long” duogc tinh 2 diém;

Mirc d6 “Binh thuong” dugc tinh 3 diém ;

Mitc do “Hai long” dugc tinh 4 diém;

Mitc d6 “Rét hai 1ong” dugc tinh 5 diém.

- Céch tinh chi sb hai long:

ax1l+bx2+ex3t+dxd+exs
(ato+chdTe)xs

Trong do:

x 100 (%)

a 12 tong s ngudi chon phuong 4n tra 101 “Rét khéng hai long”;
b 1a tong sb ngudi chon phuong 4n tra 161 “Khong hai long”;

¢ 12 tdng s6 nguoi chon phuong 4n tra 16i “Binh thuong”;

d 12 téng s ngudi chon phuong 4n tra 161 “Hai 1ong”;

e 12 tong s ngudi chon phuong 4n tra 161 “Rét hai long”.

7. Thu thap thong tin

a) Ap dung hinh thitc khao sat chon mAu dé thu thap thong tin do ludng su
hai long cla ngudi dan. Viée chon mu khao sat duge thyc hién theo phuong
phap chon mAu ngu nhién. Déi tuong khao sat 14 nguoi dan di 18 tudi trdr 1én,
c6 du nang luc hanh vi, biét doc, biét viét va hién dang c6 hd khéu thuong tra tai
cac thén, to dan phd trén dia ban tinh.

b) Chon mau khéo sat:

- Giai doan 1: Chon khao sat tat ca 78 x4, phuong, dic khu.
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- Giai doan 2: M&i x4, phudng chon 03 thén, t6 dan phd dé khao’sat, trong
d6 c6 01 thén, t dan phd & dia ban trung tAm. Riéng dac khu Con Co chon khao
sat toan dia ban. .

- Giai doan 3: Mbi x4, phudng 1ap danh sach 60 ngudi dén co giao dich
tht tuc hanh chinh trong 03 thén, t6 dan phd da chon, de co quan diéu tra chon
ngau nhién 40 ngudi dan dé khao sét. Riéng dic khu Cdn Co chon khao st 10
nguoi dan.

Téng sb ngudi nhan miu khao sat 13 3.090 ngudi (40 x 77 x&/phuong + 10).

¢) Phiéu khao sat duogc thiét ké sén, dam bao d& doc, d& tra 101 dbi v6i moi
nguoi dan va khong yéu cAu ngudi dén cung cép théng tin danh tinh.

d) Thyc hién khao sat: Tuy didu kién, ngudn luc, quy mé khao sat, dic th
dia phuong, nhu cau théng tin..., c6 thé Iya chon hinh thirc khao sat phi hop
trong s6 cac hinh thurc sau:

- Phét phiéu khao sat truc tiép den nguoi dén;

- Phat phxeu khao sat qua duong buu dién;

- Khao sat truc tuyén trén trang thong tin dién tir hoic cac nén tang xa hoi;
- Phong vAn truc tiép ngudi dan dua trén cau héi c6 sin;

- Phéng van nguoi dan qua dién thoai dua trén cu héi c6 san.

Trong truong hop khao sat thong qua diéu tra vién, diéu tra vién phai dam
bao thuc hién c4c nhiém vu co ban sau: Dem phleu khao sat truc t1ep dén nguoi
dan c6 tén trong danh sich mau khao sat (Trlen khai diéu tra qua thiét bi dién tu,
dién thoai thong minh hodc in phleu ban giy); giai thich phJeu khao sét; dua
ph1eu @& ngudi dan tur tra 16i; thu phiéu da tra 10i; k1em tra phiéu thu vé ¢é dam
bao tt ca cac cdu héi déu dugc tra 16i; thanh toan tién tra 101 khéo sét cho ngudi
dan; thuc hién chimg tir tai chinh (néu co); sap xép, bao quan phiéu khao sat da
hoan thanh; giao ndp phleu khao sét; ddm bao bi mét thong tin tra 101 trén phiéu
khao sat va théng tin vé ngudi tra 101 khdo sat. Diéu tra vién khong duoc goi ¥
céu tra 101 cho ngudi dan, khong duoc tra 10i thay cho nguoi dan, khong dugce xo6a
hay dién bat ky théng tin gi vao phéan cau héi khao sat va cdu tra 1oi cia nguoi
dan, khéng dugc sao chup hay chia sé, cung cap bat ky thong tin gi trén phiéu
khéo sat da tra 101 dudi bét ky hinh thic ndo cho bét ky ca nhan, t6 chic no.

d) Phuc tra khao sat: Tuy dleu kién, nguédn luc, quy md khao sat, dac thu
dia phuong, nhu cAu théng tin, sur can thiét trong thuc tién, c6 thé phuc tra khao
sat theo cac hinh thirc sau:

+ Phét phiéu khao st lai dén nguoi dan da tham gia tra 101 phiéu khéo sét
theo hinh thirc truc tiép;

+ Phat phiéu khéo sat lai dén ngudi dan da tham gia tra 16i phiéu khao sat
qua duong buu dién;

+ Phat phidu khao sat lai dén nguoi dan da tham gia tra 161 phiéu khao sat
theo hinh thure truc tuyén;
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-3 - két qua phuc tra khdo sat phai khach quan, trung thuc, chinh
xdac va duge sir dung lam co s& dé xir 1y céc ton tai, vi pham va rit kinh nghiém
cho céc cudc khdo sat khic.

- Sau khi phiéu khao sit duoc thu vé,’ can kiém tra, lam sach, téng hop,
phén tich dit liéu khao sat; tich hop vao chi sé CCHC.

8. Thoi gian va kinh phi thue hién

a) Thoi gian: Thoi gian dé t6 chirc trién khai khao sat ¥ kién cta ngudi
dan thuc hién hang nim.

b!) Kinh phi: Kinh phi thuc hién du’gq bd tri trong du toan hang nim theo
phan cdp ngin sich hién hanh va cic ngudn kinh phi khic theo quy dinh ciia
phép luat. Viéc lap dy toan, quén ly, sir dung va quyeét toan kinh phi cho trién
khai khéo sét thuc hién theo quy dinh ctia phap luét.

9. T6 chitc thwe hién

a) So Ngi vu

- Hang nam, 4p dung Phuong phép nay dé do ludng sy hai long cuia nguoi
dan ve sy phuc vu ciia co quan hanh chinh nha nude.

- Tong hop két qué hai long cita ngudi din vao két qua chi s§ CCHC cp
s, cap x4a. '

- Qua két qua hai long cta nguoi dan, tham muu UBND tinh giai phép cai
thién, ndng cao sy hai long cuia ngudi dan vé sy phuc vu cia co quan hanh chinh
nha nudec.

- Nghién cf{u, ra soat, chinh sira, bd sung Phuong phdp nhim dam bao
phu hop véi yéu cau cia cai cach hanh chinh.

- Tham muu viéc lya chon, ky két hop df“mg don vi thuc hién do ludng su
hai long clia nguroi dan.

b) So Tai chinh

Cht tri, phoi hop véi S& Noi vu thim dinh, trinh UBND tinh phé duyét
kinh phi thyc hién ké hoach do ludng sy hai long cia ngudi dén hang nam;
huéng dan céc co quan, don vi lap du toén, thanh, quyét todn kinh phi thuc hién
dam bao quy dinh cia phdp luit.

c¢) UBND xd, phwong, ddc khu

- Lép danh séch nguoi dan thyue hién khéo sat ding quy dinh.

- Phdi hop S& Noi vu trong qué trinh diéu tra x& héi hoc.

%(
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- Thong tin, tuyén truyén cho ngudi dan trén dia ban nim bit: y nghia,
muc tiéu cudc khao sat do ludong hai long ctia ngudi dan.

- Nghién ciru két qua khao sat dé chi dao cai thién, ndng cao su hai long
cia nguoi dan trén dia ban.
d) Bdo va Phdt thanh, truyén hinh tinh

Théng tin, tuyén truyén cho ngudi dan trén dia ban tinh nim bt y nghia,

muc tiéu cudc khao st do ludng hai long ciia ngudi dan vé su phuc vu cia co
quan hanh chinh nha nuéec./.
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