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Ky boi TRUNG TAM THONG TIN - CONG BAO
VAN PHONG UY BAN NHAN DAN, UY BAN NHAN DAN TINH
PHU THQ

UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIA VIET NAM
TINH PHU THQ Poc 1ap - Tu do - Hanh phuc
S6: 3149/QD-UBND Phui Tho, ngay 17 thang 9 nam 2026
QUYET PINH

Ban hanh Phuwong phap do luwdmng su hai long ctiia ngudi dan, dai dién
t6 chirc dbi véi sw phuc vu ciia cac co’ quan hanh chinh nha nuéc
trén dia ban tinh Phu Tho giai doan 2026 - 2030

UY BAN NHAN DAN TiNH PHU THQ

Can cir Ludt To chirc chinh quyén dia phwong s6 72/2025/QHI5 ngay
16/6/2025;

Can cw Quyet dinh sé 979/0D-BNV ngay 18/11/2020 cua B¢ truong Bo
Néi vu phé duyét Pé an “Hé thong vmg dung cong nghé thong tin danh gid cai
cach hanh chinh va do lwong sw hai long ciia ngueoi dan doi véi sie phuc vu ciia
co quan hanh chinh nha nuoc giai doan 2021 - 2030,

Can cir Quyét dinh s6 1001/0P-BNV ngay 11/12/2023 ciia Bg Noi vu vé
viéc ban hanh phwong phap do lwong sw hai long cua nguoi ddan doi voi sy
phuc vu cua co quan hanh chinh nha nuoc giai doan 2023 - 2026;

Can cir Quyét dinh so 1187/0D-BNV ngay 15/10/2025 ciia B truong Bg
Noi vu phé duyétyDé an “Xac dinh Chi so cai cgich hanh chinh cua cac bo, co
quan ngang bo, Uy ban nhan dan tinh, thanh pho truc thuéc Trung wong”;

Theo dé nghi ciia Gidm déc S¢ Noi vu tai To trinh s6 7958/TTr-SNV ngay
04/9/2026.

QUYET PINH:

Pi¢u 1. Ban hanh kém theo Quyet dinh nay Phuong phap do luong su hai
1ong ctia nguoi dan, dai dién t6 chic dbi voi su phuc vu ciia cac co quan hanh
chinh nha nudc trén dia ban tinh Phu Tho giai doan 2026 - 2030.

Piéu 2. Giao S6 Noi vu chu tri, phéi hop véi cac co quan, don vi c6 lién
quan to chuec, trién khai thuc hién Phuong phap nay dé do ludong sy hai long cta
nguoi dan, dai dién to chure trén pham vi toan tinh.

Piéu 3. Quyét dinh nay c6 hiéu luc ké tir ngay ky ban hanh.

Chéph Van phong Uy ban nhan dan tinh, Giam ddc cac s&, ban, nganh;
Chu tich Uy ban nhan dan cac xa, phuong va Thu truong cac co quan, don vi
lién quan chiu trach nhiém thi hanh Quyét dinh nay./.

TM. UY BAN NHAN DAN
KT. CHU TICH

PHO CHU TICH
Nguyen Khac Hiéu



UY BAN NHAN DAN CONG HOA XA HOI CHU NGHIiA VIET NAM

TINH PHU THQ Déc 1ap - Tu do - Hanh phuc

PHUONG PHAP
Po luwdng su hai 1ong cia ngwoi din, dai dién té chire doi véi
s phuc vu cia cac co quan hanh chinh nha nwéc trén dia ban
tinh Phu Tho giai doan 2026 - 2030
(Ban hanh kém theo Quyét dinh so: 3149/0D-UBND ngay 17/9/2026
ciia Uy ban nhén dén tinh Phii Tho)

|. MUC PICH, YEU CAU

1. Muc dich

- Do ludng sy hai 10ng ctia ngudi dan, dai dién t6 chire ddi véi su phuc vu
ctia cac co quan hanh chinh nha nudc (sau ddy goi tdt la do lwong su hdi long)
nham danh gia khach quan chét luong, hi¢u qua cua viéc xay dung va td chuc
thuc hién chinh sach cong; qua trinh t6 chirc, cung ung dich vu hanh chinh
cong; viéc ung dung cong nghé thong tin va chuyén doi sb, cung cip va nang
cao chit luong dich vu cong truc tuyén cia cac co quan hanh chinh nha nudc
trén dia ban tinh Pht Tho.

- Xay dung khung do luong su hai long bao gom phuong phép, cach thirc,
cong cu va quy trinh thuc hién phu hop nhat dé ap dung thong nhat trén toan
tinh. Trén co s& d6, hang nam, Uy ban nhan dan tinh s& ban hanh Ké hoach trién
khai do luong su hai long ctia nguoi dan, dai dién t6 chuc dbi véi su phuc vu
clia cac s, ban, nganh; Uy ban nhan dan cic x4, phuong.

- Cung cép nhitng thong tin phan hdi khach quan vé mirc d hai long, nhu
ciu mong doi cua nguot dan va dai dién td chuc dya trén sy cam nhan va trai
nghiém cia nguoi dan ddi vai chat lugng, hi€u qua cong tac, sy phuc vu cia cac
co quan hanh chinh nha nudc. Trén co s do, cac co quan hanh chinh nha nudc
tiép tuc c6 nhitng giai phdp mang tinh dot pha, phu hop dé nang cao chat luong
cung ung dich vu cong cho ngudi dan, dai di¢n t chue.

- M6 rong co hoi dé bao dam ngudi dan duoc tiép can thong tin mot cach
dé dang, dugc tham gia giam sat, dong gop ¥ kién danh gia, gop phan xay dung
nén hanh chinh phyc vy, ldy nguoi dan 1am trung tdm, nang cao trach nhiém
giai trinh cong khai, minh bach theo cic muc tiéu cia Chuong trinh tong thé
CCHC nha nudc giai doan 2021-2030.

- Két qua Chi s do ludng su hai 1ong ctia ngudi dan, dai dién to chire ddi
v6i su phuc vu cia cac co quan hanh chinh nha nuéc 1a cin c& quan trong dé



danh gia, xac dinh Chi s6 cai cach hanh chinh cta cac co quan, don vi, dia
phuong trén dia ban tinh Phu Tho.

2. Yéu ciu

- Phuong phép do luong su hai 1ong cua ngudi dan, dai dién to chuc trén
dia ban tinh phai dugc dua trén co s¢ Phuong phép do luong su hai long cua
nguoi dan ddi véi su phuc vu cia co quan hanh chinh nha nuéc do B6 Noi vu
ban hanh va phai bao dam khoa hoc, kha thi, d& 4p dung, phu hop véi yéu cau,
diéu kién, ngudn lyc cia tinh.

- Noi dung, cac yéu td, tiéu chi do ludng sy hai long cua ngudi dan ddi
v6i sy phuc vu ciia co quan hanh chinh nha nudc phai cu thé, dé hiéu, phu hop
v6i muc tiéu, yéu cdu cua cai cach hanh chinh nha nudc, quy dinh cta phéap luat
hién hanh; cho phép diéu chinh phu hop v&i yéu ciu cua cai cach hanh chinh
nha nudc, bdi canh thyc tién & timg thoi diém cy thé.

- Két qua do luong phai tin cay, chinh xac, dai di¢n, khach quan, danh gia
dung thuc trang phuc vu ciia cac co quan hanh chinh nha nudc. Két qua duoc
cong bo kip thdi nham ting cudng cai thién chat luong phuc vu dich vy hanh
chinh céng va nang cao su hai 1ong ctia nguoi dan, dai dién t6 chuc.

I1. POI TUQNG, PHAM VI, PHUONG PHAP, XAC PINH CO MAU

1. Poi twong

a) Pdi twong dwoc danh gia

- C4c s0, ban, nganh thuéc Uy ban nhan déan tinh (cé Phu luc 01 kém
theo).

- Uy ban nhan dan x3, phudng.

b) Poi twong lay y kién khio sat

- C4 nhén, ngudi dai dién to chire (du 18 tudi tré 1én, ¢é di ndang lee hanh
vi, biét doc, biét viét tham gia khdo sdt) da thuc hién giao dich va nhan két qua
giai quyét thu tuc hanh chinh tai Trung tdim Phuc vu hanh chinh céng cac cap.

- Truong hop mot sb so, ban, nganh co6 s6 lugng ca nhan, ngudi dai dién
t6 chirc thyc hién thi tuc hanh chinh trong nim khao sat khong dii ¢& mau toi
thiéu theo Ké hoach khao sat hang nam, doi twong khao sat duoc mo rong sang
céc ¢ nhan, dai dién td chirc ¢ quan h¢ cong tac, phéi hop thuc hién nhiém vu
hodc dugc hd trg theo chirc ning, nhiém vy cia don vi dé bao dam du sd lugng
phiéu khao sat.

2. Pham vi khio sat

Po luong sy hai long cia ngudi dan, nguoi dai dién to chic ddi véi su
phuc vu ctia co quan hanh chinh nha nudéc trén dia ban tinh Pha Tho.



3. Quy mo6 khao sat

Thyc hién chon mau ngiu nhién, trién khai khao sat mtc d6 hai long cua
nguoi dan, dai dién t6 chirc doi voi sy phuc vu cua co quan hanh chinh nha nudéc
tai cac s0, ban, nganh thudc Uy ban nhan dan tinh va Uy ban nhan dan cap x4 trén
dia ban tinh, cu thé:

- Mbi so, ban, nganh thuoc Uy ban nhan dan tinh thu thap t6i thiéu 60
phiéu/don vi.

- Mbi x4, phudng thu thap t6i thiéu 60 phiéu/xa, phuong;

- C& mau cu thé ¢c6 thé duoc diéu chinh trong K& hoach héng nam dé bao
dam tinh dai dién, phu hop vai s6 lugng giao dich, di€u kién trién khai khao sat
va yéu cau quan 1y cuia tinh.

4. Thoi gian khao sat va thoi ky thu thap s liéu danh gia

- Thoi gian khao sat: Quy IV hang nam.

- Thoi ky danh gia: Thu thap thong tin danh gid vé su hai long cua ca
nhan, nguoi dai dién to chirc do1 vai su phuc vu cia cac co quan hanh chinh nha
nude tir ngay 01 thang 01 ctia nam danh gia dén thoi diém tién hanh khao sat.

5. Phwong phap khio sat

Thue hién phat phiéu khao sat hodc phong van théng qua bang cau hoi
dugc lap san; bao dam tinh doc 1ap, chinh xac, khach quan, trung thuc; huéng
té61 ing dung cong nghé thong tin trong trién khai, thuc hién (diéu tra vién
phong van, nguoi tra loi dién phiéu dién tw trén phdan mém dwoc cai trén thiét bi
dién tur cua diéu tra vién).

6. Phuc tra khao sat

Cin clr bang ké thong tin ngudi tra 1oi phiéu khao sat, tién hanh phic tra
khao sat bang cac hinh thuec:

- Phc tra tryuc tiép: Truc tiép gip ngudi tra 101 khao sat dé thyuc hién phuc
tra.

- Phiic tra gian tiép: Thong qua s6 dién thoai clia nguoi tra 101 khao sat dé
thuc hién phuc tra.

Phiéu khao sat hop 1¢ 1a phiéu dugc khio sit diing doi tugng, duoc dién
day du cac thong tin va doi tugng khao sat phai truc ti€p tra 101 phicu.

I11. NOI DUNG, THANG PO VA CACH TiNH CAC CHI SO

1. N¢i dung

Do luong sy hai long cia nguoi dan dugce thyc hién dbi vai 03 khia canh:

(1) Po ludng nhan dinh, ddnh gia cua ngudi dan ddi véi sy phuc vu cia
co quan hanh chinh nha nudc.



(2) Do ludng su hai 10ng cta ngudi dan ddi véi sy phuc vu cua co quan
hanh chinh nha nuéc duge thuc hién thong qua 02 ndi dung, gom: (i) Po luong
su hai long cia nguodi dan ddi véi viee xay dung, td chire thuc hién chinh sach
cong va (ii) Do luong su hai 10ng cta ngudi dan dbi véi viée cung ung dich vu
hanh chinh cong.

(BJ tiéu chi do lwong su hai long ciia nguoi dan, dai dién t6 chire doi véi
sw phuc vu cua cac co quan hanh chinh nha nudc tinh Phu Tho duoc néu tai
Phu Iuc 02 dinh kém Quyét dinh nay).

(3) Do ludng nhu cau, mong doi ciia ngudi dan dbi véi su phuc vu cia co
quan hanh chinh nha nudc.

2. Céc chi sb

Két qua do ludng su hai 10ng cua nguoi dan duoc thé hién qua bd chi sb,
gom 03 nhom: (1) Nhom cac chi s nhan dinh, danh gia ctia ngudi dan; (2)
Nhom céc chi s6 hai 1ong ciia ngudi dan; (3) Nhém céc chi sd nhu cau, mong
doi ciia nguoi dan.

a) Nhom céc chi sb6 nhan dinh, danh gia cuia nguoi dan:

Chi s6 nhan dinh, danh gia cia nguoi dan la s6 liéu dugc tinh toan dua trén
két qua khao sat nhan dinh, ddnh gia ctia ngudi dan. Mdi chi so nhan dinh, danh
gia dugc xay dung tir két qua Iya chon clia nguoi dan ddi véi timg phuong an tra
101 ctia mdi cau hoi khao sat nhan dinh, danh gia (xem chi tiét tai diém a, khodn 3,
muc I1I).

b) Nhom céc chi sb hai long ctua nguoi dan:

- Chi s6 hai long cia nguoi dan la s6 liéu duoc tinh toan dua trén két qua
khao sat sy hai long ctia ngudi dan, gom 03 loai:

+ Chi s6 hai 10ng theo tiéu chi:

MBJi chi sb hai long theo tiéu chi dugce x4y dung tir két qua lya chon cua
nguoi dan doi véi tat ca cac phuong an tra 10i cia mdi cau hoi khao sat hai 1ong
(xem chi tiét tai diém b, khoan 3, muc 111).

+ Chi s hai 10ng theo yéu tb:

MBoi chi sb hai 1ong theo yéu td duoc xay dung tir két qua tong hop céc
chi sb hai long theo ti€u chi cua yéu td d6 (xem chi tiet tai diém b, khodn 3, muc
1)}

+ Chi s6 hai 1ong theo noi dung:

MB&i chi s6 hai long theo ndi dung duoc xay dung tir két qua tong hop cac
chi s6 hai long theo tiéu chi ciia noi dung d6 (xem chi tiét tai diém b, khodn 3,
muc I1).



- Chi s6 hai 10ng cua nguoi dan vé su phuc vu hanh chinh (chi sé hai 1ong
chung): Puogc xay dung tir két qua tong hop tit ca cac chi sb hai long theo 02
ndi dung (xem chi tiét tai diéem b, khoan 3, muc I1I).

¢) Nhom céc chi sb nhu cau, mong doi cua nguoi dan:

Chi s6 nhu cu, mong doi cia nguoi dan la s6 liéu duoc tinh toan dya trén
két qua khéao sat nhu cau, mong doi ctia ngudi dan. Moi chi s6 nhu cau, mong doi
duogc xay dung tir két qua lya chon cua nguoi dan d6i voi cac phuong an tra 161
cia moi cau héi khdo sat nhu cau, mong doi (xem chi tiét tai diem c, khoan 3,
muc I11).

3. Thang do, cach thirc tinh chi sb

a) Thang do, cach tinh chi s6 nhan dinh, danh gia ctia ngudi dan:

- Thang do nhan dinh, danh gi4 ctia ngudi dan gém cach do dinh danh va
thang do khoang.

- Cach tinh chi s6 nhan dinh, danh gi4 ap dung thang do dinh danh:

Chi s6 nhan dinh, danh gia duoc tinh theo cong thirc: % x 100 (%)

Trong d6: a 1a tong s6 nguoi chon ciing mdt phuong an tra 10i ciia mot
cau hoi; b 1a tong s6 nguoi trd 161 cau hoi do.

- Céch tinh chi sé nhan dinh, danh gia ap dung thang do khoang: Chi sb
nhan dinh, danh gi4 dugc tinh theo cong thirc:

cxl+dx2+ex3+gx4
(c+d+e+g)x4

x 100 (%)

Trong d6: ¢ 1a tong s6 nguoi chon phuong an tra 10i 1, d 1a tong sd ngudi
chon phuong an tra 101 2, e 1a tong s6 ngudi chon phuong an tra 101 3, g 1a tong
sO ngudi chon phuong an tra 161 4.

b) Thang do, cach tinh chi s6 hai long ctia ngudi dan:

- Thang do sy hai l1ong ctia nguoi dan 1a thang do Likert v6i 05 mirc diém
tuong ing voi 05 muac dd hai long cia ngudi dan nhu sau:

Mirc do “Rét khong hai 1ong” dugc tinh 1 diém;

Mirc d6 “Khong hai long” duoc tinh 2 diém;

Mirc d6 “Binh thudng” duoc tinh 3 diém;

Mirc d6 “Hai long” duoc tinh 4 diém;

Mtc do “Rét hai long” duogc tinh 5 diém.

- Cach tinh chi s6 hai 1ong theo tiéu chi:

Chi s6 hai long theo tiéu chi dugc tinh theo cong thirc:



cxl+dx2+ex3+gx4+hx5
(c+d+e+g+h)x5

x 100 (%)

Trong do:

c 14 tong s6 nguoi chon phuong an tra 101 “Rat khong hai long”;

d 12 tong s6 ngudi chon phuong an tra 161 “Khong hai long”;

e 14 tong s6 nguoi chon phuong an tra 11 “Binh thuong”;

g 13 tong s6 ngudi chon phuong an tra 1oi “Hai long™;

h 14 tong s6 ngudi chon phuong an tra 101 “Rat hai long”.

- Cach tinh chi s6 hai 10ng theo yéu td:

Chi s hai long theo yéu t6 bang trung binh cong cua cac chi sb hai long
theo tiéu chi cua cung yéu to.

- Cach tinh chi s6 hai 1ong theo ndi dung:

Chi sb hai long theo ndi dung bang trung binh cong ctia cac chi sd hai
long theo tiéu chi ciia cung ndi dung.

- Cach tinh chi s6 hai 1ong vé su phuc vy hanh chinh:

Chi sb hai long vé su phuc vu hanh chinh bang trung binh cong cua tat ca
cac chi so hai long theo ti€u chi.

¢) Thang do, cach tinh chi s6 nhu ciu, mong doi ciia ngudi dan:

- Thang do luong nhu cau, mong doi ctia ngudi dan 13 thang do khoang.

- Céch thuc tinh chi sé nhu cau, mong doi cua nguoi dan: Chi s6 nhu cau,
mong doi dugc tinh theo cong thirc:

cxl+dx2+ex3+gx4
(c+d+e+g)x4

x 100 (%)

Trong d6: ¢ 1a tong s6 nguoi chon phuong an tra 101 1, d 1a tong sd ngudi
chon phuong an tra 101 2, e 1a tong s6 nguoi chon phuong an tra 161 3, g 1a tong
s0 nguoi chon phuong an tré 101 4.

4. Két qua xép hang

a) Két qua do ludng sy hai 10ng cua nguoi dan, dai dién t6 chic vé su
phuc vu hanh chinh ciia cac so, ban, nganh va Uy ban nhan dan c4c x4, phuong
dugc danh gia theo 03 mirc:

- Mc A: chi so dat duge tir 90% trd 1én;

- Mirc B: chi s6 dat dugc tir 80% dén dudi 90%;

- Mirc C: chi 6 dat dugce dudi 80%.

b) Thoi diém cong bd két qua xép hang

Chu tich Uy ban nhan déan tinh xem xét, quyét dinh cong bo két qua do
luong su hai long cia nguoi dan, dai dién to6 chure doi véi su phuc vu cua cac co



quan hanh chinh nha nudc trén dia ban tinh trudc ngay 31/12 cua nam thuc hién
khao sat.

IV. KINH PHi THUC HIEN

Kinh phi trién khai khao sat, do luong su hai long ctia nguoi dan, dai dién
t6 chue dbi véi su phuc vu cia cac co quan hanh chinh nha nudc trén dia ban tinh
Pht Tho duge bé tri tir ngudn ngan sach nha nude theo phan cip ngan sach nha
nudc hién hanh.

Khuyén khich viéc huy dong theo quy dinh cta phap luat cac ngudn kinh
phi ngoai ngan sach dé thuc hién nhiém vu.

V. TO CHUC THUC HIEN

1. S& Noi vu

S& Noi vu 1a co quan chu tri t6 chtrc thuc hién do luong su hai long cua
nguoi dan, dai dién t6 chirc dbi vai su phuc vu ctia co quan hanh chinh trén dia
ban tinh, ¢6 trach nhi¢m:

- Hang nam, ap dung phuong phap ndy dé tham muu Uy ban nhan dan
tinh ban hanh Ké& hoach do luong sy hai long ctia nguoi dan, dai dién td churc
trén dia ban tinh. Phdi hop véi cac don vi ¢o lién quan tham muu Chu tich Uy
ban nhan dan tinh Quyét dinh céng b chi s6 hai 10ng ctia ngudi dan.

- Xay dung phuong an khao sat; xdy dung mau phiéu khao sat; xu 1y, 1am
sach dir lidu khao sat; tong hop, phan tich két qua khao sat, do luong sy hai 1ong
cua nguoi dan, dai dién t0 chirc trén dia ban tinh.

- Phoi hop vé1 S& Khoa hoc va Cong nghé va cac co quan, don vi lién
quan xay dung, van hanh “H¢ théng truc tuyén khao sat, do luong su hai long
cua nguoi dan, dai dién td chuc trén dia ban tinh Phtt Tho” hodc tich hop trén
“Phan mém danh gia, xac dinh Chi sb cai cach hanh chinh tinh Phti Tho”.

- Theo doi, danh gia, bao cdo ij ban nhan dan tinh, Chu tich Uy ban
nhan dan tinh vé viéc trién khai do ludng sy hai long cua ngudi dan, ké hoach,
giai phap khac phuc céc ton tai, ning cao chat luong phuc vu ngudi dan cua cac
co quan hanh chinh.

- Tham muu Uy ban nhan dan tinh chi dao cic co quan hanh chinh nha
nude cd bién phap khic phuc nhitng ton tai, han ché, nang cao muc d6 hai 1ong
cua nguoi dan, dai dién td chirc ddi véi su phuc vu cua co quan hanh chinh
trong nhitng nam tiép theo; dé xuat khen thudng, tuyén duong, kiém diém, xir Iy
trach nhiém d6i voi nhitng tap thé, c4 nhan lién quan.

- Tham muu Uy ban nhén dan tinh chinh stra, bo sung Phuong phéap khi
c¢6 nhiing cin ctr phap 1y thay d6i nham bao dam phu hop véi yéu cau thyc tién
va quy dinh cta cap trén.



2. S¢ Tai chinh

Cin ctr kha nang can ddi ngan sach hang nam, S¢ Tai chinh phdi hop véi
cac co quan, don vi lién quan tham muu, bao cdo Uy ban nhan dan tinh bd tri
kinh phi thue hién nhiém vu dugc Uy ban nhan dan tinh giao theo quy dinh.

3. S¢& Khoa hgc va Cong nghé

Phéi hop vdi S& Noi vu va cac co quan, don vi ¢o lién quan trong viéc
xay dung va van hanh “H¢ thong triec tuyén khdo sdt, do heong sw hai long ciia
nguoi dan, dai dién 16 chirc trén dia ban tinh Phii Tho" hodc tich hop khao sat
trén “Phan mém danh gid, xac dinh Chi s6 cdi cdch hanh chinh tinh Phii Tho .

4, Buu dién tinh

Tiép nhan danh sach c4 nhan, nguoi dai dién t6 chirc, mau phiéu khao sat
do S& N§1 vu cung cép; td chitrc tién hanh khao sat bao dam khoa hoc, chinh
xac, bao mat thong tin theo quy dinh.

5. Cac s&, ban, nganh; Uy ban nhén dén cac xa, phuwong

- C6 trach nhiém phdi hop chit ché véi S& Noi vu va cac co quan, don vi
lién quan, bao dam viéc khao sat, do luong su hai long cua nguoi dan, dai dién
t6 chirc dat két qua t6t nhat. Chu dong b tri kinh phi dugc giao, dong thoi huy
dong cac ngudn kinh phi hop phap khac dé thuc hién nhiém vu theo quy dinh.

- Thong tin, tuyén truyén dén ngudi dan vé ¥ nghia, tAm quan trong cua
Phuong phap khao sat, do luong sy hai long ctia nguoi dan, dai dién t6 chic dbi
vai su phuc vu cua co quan hanh chinh nha nudc trén dia ban tinh Pha Tho.

- Chi dao viéc lap danh sach c4 nhan, nguoi dai dién td chirc d3 thuc hién
giao dich va nhan két qua giai quyét thu tuc hanh chinh hodc giai quyét cong
viéc tai co quan, don vi minh theo hudng din va gti vé S¢ Noi vu téng hop.

- Phan cong can b dau mobi dé phdi hop trién khai khao sat hang nam;
cung cap day du thong tin phuc vu khao sat khi c6 yéu cau; phdi hop trong qua
trinh trién khai khao sét, do luong su hai long cua nguoi dan, dai dién t6 chuc.

- Can cir két qua do luong ddi vé6i su phuc vu cia cac co quan hanh chinh
nha nudc theo quyét dinh cong bd ctia Chu tich Uy ban nhéan dan tinh hang nam;
cac co quan, don vi, dja phuong nghién ctru khic phuc, cai thién cac ndi dung
con han ché, chua duoc danh gié tot.

6. B4o va Phat thanh - Truyén hinh Phi Tho, Cong Théng tin dién tir
tinh

Tang cuong tuyén truyén vé muc dich, vy nghia cua viéc khao sat, do
luong su hai long ctia cd nhan, dai dién td chirc dbi vai su phuc vu cta co quan
hanh chinh nha nudc; trach nhiém, quyén loi cta ca nhén, t chic trong viéc



cung cap thong tin, tham gia khao sat do ludng sy hai 10ng trén cac chuyén muc,
chuyén trang vé cai cach hanh chinh.

7. Pé nghi Uy ban Mit tran To qudc Viét Nam tinh Phi Tho

Tham gia thong tin, tuyén truyén dén thanh vién, hoi vién vé trach nhiém,
quyén loi ciia ngudi dan, dai dién t6 chirc trong viée tham gia tra 161 Phiéu khao
sat. Phdi hop v6i S¢ Noi vu va cac co quan, don vi ¢6 lién quan trong viéc gidm
sat va phuc tra két qua khao sat.

Trong qua trinh trién khai thuc hién, néu c¢6 kho khin, vuong méc, cic co
quan, don vi, dia phuong kip thoi phan anh vé Uy ban nhan dan tinh (qua S6
Néi vu) dé xem xét, stra d6i, b6 sung cho phu hop./.



PHU LUC 01

CO QUAN, PON VI, PIA PHUONG THU'C HIEN PO LUONG SU HAI LONG
CUA NGUOI DAN, PAI DIENTO CHU'C POI VOI SU PHUC VU CUA CAC

CO QUAN HANH CHINH NHA NUOCTREN PIA BAN TINH PHU THQ

(Kem theo Quyét dinh s6: 3149/0D-UBND ngay 17/9/2026 ciia UBND tinh)

TT Tén co quan Shh(:
| | Cac sé, ban, nganh
1 | Van phong Uy ban nhan dan tinh
2 | S6 No1vu
3 | S6 Tu phép
4 | S¢ Tai chinh
5 |SoYté
6 | S& Giao duc va bao tao
7 | S& Xay dung
8 | S6 Khoa hoc va Cong nghé
9 | S¢ Cong Thuong
10 | S6 Nong nghiép va Moi truong
11 | S¢ Vin hoa, Thé thao va Du lich
12 | S6 Ngoai vu
13 | S¢ Dan toc va Ton gido
14 | Thanh tra tinh
15 | Ban Quan ly cac khu cong nghiép

148 Uy ban nhin dén x4, phuong trén dia ban tinh Phi Tho




PHU LUC 02

BOQ TIEU CHI PO LUONG SU HAI LONG CUA NGUOI DAN, PAI DIEN TO CHUC
POI VOI SU PHUC VU CUA CO QUAN HANH CHINH NHA NUOC

TREN PIA BAN TiNH PHU THQ

(Kém theo Quyét dinh sé: 3149/0P-UBND ngay 17/9/2026 ciia UBND tinh)

A. Bj tiéu chi do lwong doi véi cac sé, ban, nganh

Noi dung Yéu tb Tiéu chi do lwong
i | L. Mirc do cdng khai, minh bach, dﬁy du, kip thoi, dé
Cong khal | hidy thong tin lién quan dén co ché, chinh sach thudc
minh bach va | chc nang, nhiém vu cua s, ban, nganh (ndi dung,
trach nhiém | &, 46, Két qua).
giai trinh voi ; . . , .
ngwdi dén 2. Trach nhiém giai trinh khi c6 kién nghi, phan anh
hoac khiéu nai tir nguoi dan, dai dién to chure.
3. Tiép cong dan ding quy dinh.
4. Mttc d6 dé dang tham gia ciia ngudi dan, t6 chirc
vao qua trinh xay dung chinh sach thudc linh vuc quan
Sw tham gia ly.
. ciia ngudi | 5. Mirc d6 phan hdi va tiép thu ¥ kién tir ngudi dén, t6
XAY DUNG | 4an vin vA , . A . . A e
R dan vao xay |chuc trong qua trinh xay dung chinh sach thudc linh
YA TO dung chinh |vuc quan ly.
CHUC THUC sach — —
HIEN CHINH 6. Mtc do cung cap day du, rq rang thong t.m vé noi
SACH CONG dung, quy trinh, xay dung va t6 chtrc thuc hién chinh
sach thuoc linh vuc quan ly.
7. Tinh day du va kip thoi trong ban hanh cac vin ban
huéng dan, td6 chirc thuc hién chinh sach thudc linh
Chét lwgng t | Y¥C quan ly.

chirc thuc
hién chinh
sach

8. Hiéu qua tuyén truyén, phd bién chinh sach dén
nguoi dan va doanh nghiép.

9. Tinh kip thoi trong phat hién va xt 1y bat cép,
vuong mic, kho khin trong td chirc thuc hién chinh
sach thudc linh vuc quan 1y.

Két qua, tac
dong cua

10. Mtrc d6 hai long vé két qua thuc hién chinh sach
thudc linh vuc quan 1y.




thue hién
chinh sach

11. Mrc do tac dong cua thyc hi¢n chinh sach:

- P6i voi su phat trién kinh té - x4 hoi cta tinh Pha
Tho;

- D6i v6i su phat trién cta nganh, linh vuc quan 1y;

- Pbi v6i hoat dong cua doanh nghiép, to chirc lién
quan;

- B61 véi do1 song ngudi dan.

VIEC CUNG
UNG DICH
VU HANH
CHINH
CONG

Tiép can dich
vu

12. Trung tdm Phuc vu hanh chinh cong c6 bién hiéu,
huéng dan rd rang gitip ngudi dan d& tim, dé thiy/dia
chi dich vu cong truc tuyén dugc cong bo 15 rang; dé
dang lién hé vé&i bd phan hd tro dich vu cong truc
tuyén ctia tinh.

13. Trung tdm Phuc vu hanh chinh cdng sach s&, van
minh, c6 trang thiét bi phuc vu nguoi dan day du, chat
lugng tét, gitip ngudi dan giai quyét cong viéc dé dang
hon.

Thu tuc hanh
chinh

14. Quy dinh tha tuc hanh chinh dugc niém yét cong
khai day du, chinh xic theo quy dinh; ngudi dan dé
théy, dé doc.

15. Thanh phan hé so giai quyét thir tuc hanh chinh ma
Ong/Ba duoc yéu cau nop theo ding quy dinh.

16. Muc phi/lé phi giai quyét tha tuc hanh chinh ma
Ong/Ba duoc yéu cau nop ding quy dinh.

17. Thoi han giai quyét tha tuc hanh chinh cho ngudi
dan 1a dang quy dinh (tinh tir ngdy Ong/Ba nop ho so
dén ngay nhan két qua).

Cong chirc
truee tiép giai
quyét TTHC

18. Coéng chuc ¢ Trung tdm Phuc vu hanh chinh céng
c6 thai do giao tiép lich sy, ton trong ddi véi nguoi
dan.

19. Cong chuc ¢ Trung tdm Phuc vu hanh chinh céng
hudng dan ho so day du, dé hiéu, tra loi kip thoi, day
du, giup nguoi dan c6 thé hoan thién hd so sau mot 1an
huoéng dan.




20. Cong chuc ¢ Trung tdm Phuc vu hanh chinh cong
tuan thu dang quy dinh trong giai quyét cong viéc cho
nguoi dan.

Két qua giai
quyét TTHC

21. Két qua giai quyét thu tuc hanh chinh cho ngudi
dan duoc tra ding hen.

22. Két qua giai quyét thu tuc hanh chinh cho nguoi
dan c6 thong tin day du, chinh xac.

23. Két qua giai quyét thu tuc hanh chinh cho ngudi
dan bao dam tinh céng bang.

Tiép nhan, xir

ly phan anh,

kién nghi ciia
nguwoi dan

24. Trung tdm Phuc vu hanh chinh céng bé tri hinh
thic tiép nhan phan anh, kién nghi, gitip nguoi dan
phan &nh, kién nghi d& dang.

25. Trung tdm Phuc vu hanh chinh cong tiép nhan, xi
ly phan &nh, kién nghi ciia nguoi dan dung quy dinh.

26. Trung tdm Phuc vu hanh chinh c6ng thdng béao két
qua xt ly phan anh, kién nghi cho ngudi dan kip thoi.

TONG: 26 Tiéu chi

B. Bo tiéu chi do lwong ddi

v6i Uy ban nhéan dén c4c x4, phuwong

Noi dung Yéu to Tiéu chi do lwong
cong khai |1. Chinh quyén cung cap, giai thich thong tin vé cac
minh bach va |chinh sach theo nhiéu hinh thire, giip moi nguoi dan
trach nhi¢m |d€ tim, dé thay.
gidi trinh voi |2, Chinh quyén cung cép thong tin vé cac chinh sach
) nguoi din | qiy du, d& hiéu dbi voi nguoi dan.
V§A1¥ OD([:J:I? C 3.’ Chinh quyén t6 chirc xin ¥ kié:n gbp ¥ cua nguoi dan
THU'C HIEN doi voi céac chinh sach theo phié}l hinh thue, giap moi
CHTNH S A.CH Su tham gia nguoi dan tham gia gop ¥ kién dé dang.
CONG cuia nguwoi dan [4. Chinh quyén t6 chirc nhi€u hinh thirc dé€ nguoi dan

vao qua trinh
to chirc thuc
hién chinh sach

dé dang phan hoi ¥ kién danh gia vé tinh hinh trién
khai va két qua, tic dong cua cac chinh sach ¢ dia
phuong.

5. Chinh quyén to chirc thyc hién tot chinh sach phat
trién kinh té & dia phuong.




Chit luong to
chirc thwe hién
chinh sach

6. Chinh quyén t6 chuc thuc hién tét chinh sach vé
kham chira bénh ¢ dia phuong.

7. Chinh quyén t6 chuc thuc hién tdt chinh sach gido
duc phé thong ¢ dia phuong.

8. Chinh quyén t6 chirc thuc hién tt chinh sach trat tu,
an toan xa hdi ¢ dia phuong.

9. Chinh quyén t6 chuc thuc hién tét chinh sach giao
thong duong bg ¢ dia phuong.

10. Chinh quyén t6 chirc thuc hién t6t chinh sach vé
dién sinh hoat ¢ dia phuong.

11. Chinh quyén to chtc thuc hién tot chinh sach vé
nudc sinh hoat & dia phuong.

12. Chinh quyén t6 chirc thyc hién tot chinh sach vé an
sinh xa hd1 ¢ dia phuong.

Két qua, tac
dong cua thuc
hién chinh
sach

13. Kinh té gia dinh cta nguoi dan dia phuong tot hon.

14. Kinh té - x3 hoi cta dia phuong tot hon.

15. Co s& kham bénh, chita bénh cong lap & dia
phuong kham chira bénh cho nguoi dan tét hon.

16. Truong phd théng cong lap & dia phuong chét
lwong gido duc tét hon.

17. Trat tu, an toan xa hoi ¢ dia phuong tt hon.

18. Puodng bo, giao thong ¢ dia phuong tot hon.

19. Pién sinh hoat ciia ngudi dan & dia phuong tot
hon.

20. Nudc sinh hoat ctia nguoi dan o dia phuong tot
hon.

21. An sinh xa hoi d6i voi nguoi dan ¢ dia phuong tot
hon.

VIEC CUNG
UNG DICH
VU HANH
CHINH
CONG

Tiép can dich
vu

22. Trung tam Phuc vu hanh chinh cong cé bién hiéu,
huéng dan 1 rang gitip ngudi dan dé tim, dé thay/dia
chi dich vu cong truc tuyén dugc cong b rd rang; dé
dang lién hé v&i bd phan hd trg dich vu cong truc
tuyén cua tinh.




23. Trung tdm Phuc vu hanh chinh cong sach s€, van
minh, co trang thiét bj phuc vu nguoi dan dﬁy du, chét
luong tét, gitip ngudi dan giai quyét cong viée dé dang
hon.

Thi tuc hanh
chinh

24. Quy dinh vé thu tuc hanh chinh duoc niém yét
cong khai day du, chinh xac theo quy dinh; nguoi dan
dé thay, d& doc.

25. Thanh phan hd so giai quyét tha tuc hanh chinh ma
ngudi dan duogc yéu cau ndp theo ding quy dinh.

26. Mirc phi/lé phi giai quyét thu tuc hanh chinh ma
nguoi dan duoc yéu cau ndp ding quy dinh.

27. Thoi han giai quyét thu tuc hanh chinh cho nguoi
dan 1a dang quy dinh.

Cong chure
truee tiép giai
quyét TTHC

28. Cong chuc ¢ Trung tAm Phuc vu hanh chinh cong
c6 thai do giao tiép lich sy, ton trong ddi voi nguoi
dan.

29. Cong chuc ¢ Trung tam Phuc vu hanh chinh cong
hudéng dan ho so day du, dé hiéu, tra 1oi kip thoi, day
du, giup ngudi dan co thé hoan thién hd so sau mot 1an
huéng dan.

30. Cong churc ¢ Trung tam Phuc vu hanh chinh cong
tuan thu ding quy dinh trong giai quyét cong viéc cho
nguoi dan.

Két qua giai
quyét TTHC

31. Két qua giai quyét thu tuc hanh chinh cho ngudi
dan duogc tra ding hen.

32. Két qua giai quyét thu tuc hanh chinh cho ngudi
dan c6 thong tin ddy du, chinh xAc.

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

Tiép nhan, xir

ly phan anh,

kién nghi ciia
nguwoi dan

34. Trung tdm Phuc vu hanh chinh céng bé tri hinh
thirc tiép nhan phan anh, kién nghi, gitp nguoi dan
phan anh, kién nghi d& dang.

35. Trung tdm Phuc vy hanh chinh céng tiép nhan, xir
Iy phan 4nh, kién nghi cta ngudi dan ding quy dinh.




36. Trung tm Phuc vu hanh chinh céng thong bao két
qua xt ly phan anh, kién nghi cho nguoi dan kip thoi.

TONG: 36 Tiéu chi
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