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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HAI PHONG Péoc lap - Tw do - Hanh phuc
KE HOACH

Do ludng sw hai long cia ngudi dan, té chirc nim 2025
(Kemtheo Quyetdinhso  /Ob-UBND ngay / /2025
cua Chu tich Uy ban nhan dan thanh pho Hai Phong)

I. MUC PiCH, YEU CAU

1. Muc dich

- Nhim danh gia khach quan chat lwong phuc vu nguoi dan cia cac co quan
hanh chinh nha nudc va mic do hai 10ng cua nguoi dan, té chic dbi véi su phuc
vu ciia co quan hanh chinh nha nudce trén dia ban thanh phd.

- Phat huy quyén lam chu, vai tro giam sét ciia nhan dan doi véi hoat dong
clia cac co quan hanh chinh nha nudc thanh phd.

- Théng qua viéc khao sat, danh gia, cac co quan hanh chinh nha nudc nam
bat duoc yéu cau, mong muon caa ngudi dan/td chie dé ¢ nhitng giai phap cai
thién, nang cao chat lugng cung tng dich vu hanh chinh cdng va trach nhiém, thai
do phuc vu nguoi dan/to chuc caa doi ngii can bg, cong chuc, vién chuc.

2. Yéu cau

- Viéc trién khai dam bao dung ké hoach, ngudn luc phan bd; phuong phap
khoa hoc, hién dai nham dat két qua, muc tiéu dé ra.

- Cong tac khao sat, do luong phai thuc hién chinh xac, khach quan, phu
hop, cdng khai va minh bach; két qua dam bao phan &nh sét thuc té vé hoat dong
cung cap dich vu ¢6ng caa co quan, don vi, dia phuong dugc khao sat.

- Noi dung thong tin trén phiéu diéu tra dam bao don gian, dé tiép can, dé
hiéu va dé dua ra phuong an tra [0i.

- Phuong phap diéu tra, khao sét, thu thap thong tin da dang, pht hop thuc
té cua co quan, don vi, ddi twong khao sét.

- Ung dung cbng nghé thdng tin dé dam bao viéc do luong kip thoi, chinh
xac, khach quan.

II. POI TUQNG, NOQI DUNG PO LUONG; MAU VA SO LUQNG
PHIEU PIEU TRA; PHUONG PHAP PIEU TRA, TONG HQP

1. Poi twong dwoc danh gia, doi twong lay y kién

1.1. Péi twong dwoc dinh gid

- 14 s, ban, nganh thuéc Uy ban nhan dan thanh phé:

- 114 Uy ban nhan dan xa, phuong, dic khu.



1.2. Péi twong ldy y kién:

a) D6i voi xa, phuong, dac khu: Cong dan ¢ do tudi tir du 18 tudi tro 1én.

b) B4i véi cac sd, ban, nganh: Ca nhan, ngudi dai dién co quan, to chuc,
doanh nghiép (bao gdm ca cac hiép hoi doanh nghiép) dén lam viéc hoic thuc
hién giao dich thu tuc hanh chinh tai Trung tdm Phuc vu hanh chinh c6ng thanh
phd va da nhan két qua giai quyét tinh tir ngay 01/01/2025 dén thoi diém khao sét
nam 2025.

2. Chon mau khao sat

Chon mau khao sat do luong su hai 1ong cua nguoi dan nim 2025 duoc
thuc hién theo phuong phap chon ngau nhién, sé luong phiéu khao séat du kién 1a
13.000 phiéu, gom:

2.1. Péi Vi cdc xi, phwong, dic khu

Téng s6 phiéu khao sat 1a 11.600 phiéu, phan b cu thé:

a) bia ban khao sat

- 108 x4, phuong, dac khu c6 dan sé < 100.000 ngudi: Lap danh s&ch toan
bo thén/td dan phd theo thir tu A, B, C... Chon 02 don vi: 01 don vi dau tién va
01 don vi cudi trong danh sach dé bao dam phan tan dia Iy va tinh dai dién.

- 05 phuong cd dan s6 > 100.000 ngudi: Lap danh séch toan bo thdn/td dan
phd theo thir ty A, B, C... Chon 03 don vi: 01 don vi dau va 02 don vi cudi trong
danh séch dé bao dam phan tan dia 1y va tinh dai dién.

- Béi voi dac khu Bach Long Vi: Lap danh sach toan bo céc thon theo tha
ty A, B, C... Trén co s¢ do, thuc hién phan bd 50 phiéu khao sat cho cac thon theo
ty 1é dan so; trong do, thon c6 quy mo dan so lén duoc phan bo nhiéu phiéu hon,
thon c6 quy md dan sé nho duoc phan bo it phiéu hon, bao dam tong sb phiéu
phan bo ding 50 phiéu.

b) Quy md mau phiéu

- 108 x4, phuong, dic khu c6 dan sé < 100.000 nguoi: 100 phiéu (mdi
thon/to dan phé chon: 50 phiéu).

- 05 phuong ¢ dan sé > 100.000 nguoi: 150 phiéu (mdi té dan phd chon:
50 phiéu).

- bac khu Bach Long Vi: 50 phiéu (don vi dic thi, quy md dan sé nho).

* Truong hop ddc biét: Véi xa, phuong, dic khu 6 dan sé < 100.000 nguoi
nhung phan b dan cu khong dong déu, cd thé linh hoat chon 03 thén/td dan phd,
mdi don vi phét tir 30 - 35 phiéu (dam bao téng s6 van 1a 100 phiéu) nham bao
dam phan tan dia 1y va tinh dai dién.



¢) Bdi tugng khao sat: Trong mdi thén/to dan phé, 1ap danh sach ho dan,
chon ngau nhién sé ho dan dam bao sé lugng theo quy dinh; mdi ho khao sat 01
nguoi dai dién (tir 18 tudi tro 18n, c6 ho khau thuong trd trén dia ban, wu tién
ngudi ting thuc hién thu tuc hanh chinh hoac dén 1am viéc véi Uy ban nhan dan
xa, phudng, dac khu trong thoi diém khao sét).

2.2. Péi véi sé, ban, nganh thugc Uy ban nhan dan thanh phé:

Téng sb phiéu khao sat 1a 1.400 phiéu, phan bd cu thé mdi sg, ban, nganh
100 phiédu.

Chon dbi twong khao sat 1a cac ca nhan, té chire da thuc hién thu tuc hanh
chinh tai co quan, don vi trong thoi diém duoc quy dinh.

Truong hop mot sb so, nganh ¢d sé luong ca nhan, to chie thuc hién tha
tuc hanh chinh trong giai doan khao sat dudi mic 100 ngudi, ddi tugng khao sat
s& duoc mé rong sang cac ca nhan, to chirc co quan hé cong tac, phéi hop thuc
hién nhiém vu hoidc duogc hd tro theo chirc nang, nhiém vu cia don vi dé dam bao
du sb luong phiéu khao sat theo Ké hoach.

Riéng ddi véi Thanh tra thanh phd va Van phong Uy ban nhan dan thanh
phd, ddi twong khao sat 14 cac ca nhan, té chac dén 1am viée, trao doi hodc phoi
hop cbng tac vai don vi trong thoi gian thuc hién khao sat.

3. N§i dung do lwong

Péi voi cac xi, phuong, dac khu: ghi nhan mac do hai 1ong va nhu cau
mong doi cta ngudi dan vé viéc cung tng dich vu hanh chinh céng va trién khai
chinh s&ch cong tai dia phuong.

Déi vai cac so, ban nganh: ghi nhan mtc d6 hai 1ong va nhu cau mong doi
ctia ngudi dan vé viéc cung ung dich vy hanh chinh cong thudc linh vyc quan ly
cua don vi.

4. Phiéu diéu tra: c6 03 mdu phiéu gui kém theo Ké hoach

- Phiéu khao sat di véi khéi xa, phuong, dac khu:;

- Phiéu khao sat d6i véi khéi so, ban, nganh;

- Phiéu khao sat dbi voi so, nganh dac thi (Van phong Uy ban nhan dan
thanh phd, Thanh tra thanh pho).

5. Phwong phap diéu tra

Viéc khao sat sy hai long cia nguoi dan, to chire ddi véi su phuc vu cia co
quan hanh chinh nha nuéc du kién sir dung cac phuong phap sau:

(1) Str dung diéu tra vién khao sét truc tiép dbi twong dugc diéu tra (diéu
tra vién phong vén, nguwoi trd loi tich phiéu dién tir trong phan mém cai trén thiét
bi dién tir Ciia diéu tra vién).



(2) Muc d6 hai 1ong duoc ghi nhan trén Cong Dich vu cong quéc gia (theo
Quyét dinh s 766/QD-TTg ngay 23/6/2022 cua Thu tuéng Chinh pha phé duyét
B chi s chi dao, diéu hanh va danh gia chit luong phuc vu ngudi dan, doanh
nghiép trong thuc hién thu tuc hanh chinh, dich vu cdng theo thoi gian thuc trén
moi truong dién tu).

6. Cach thirc tinh chi s6

6.1. Chi s6 do luong sy hai long cia ngudi dan, t6 chic (SIPAS) duoc tinh
nhu sau: 90% la diém caa hang muc (1) Sir dung diéu tra vién diéu tra truc tiép
d6i véi dbi tuong diéu tra; 10% 14 (2) Mic do hai 1ong duoc ghi nhan trén Cong
Dich vu c6ng qudc gia.

- Cbng thac tinh:  90% x A+ 10% x B

Trong do:

A: diém cua hang muc (1) St dung diéu tra vién khao sat tryc tiép d6i tuong
dugc diéu tra.

B: diém cua hang muc (2) Mt d6 hai long dugc ghi nhan trén Cong Dich
vy cong qudc gia tai thoi diém danh gia.

* Cong thwe tinh néu trén khong ap dung ddi véi Vian phong Uy ban nhan
dan thanh phé, chi st dung két qua khao sat ctia phwong phap (1) dé tinh diém chi
s6 hai long. Ly do: Trén Cong Dich vu cong qudc gia khdng hién thi két qua tinh
diém chi s Murc d6 hai long caia don vi néu trén.

6.2. Céch tinh Chi sb hai 16ng cta nguoi dan caa hang muc (1) St dung
diéu tra vién khao sét truc tiép d6i twong duoc diéu tra.

- Chi s6 hai 1ong thanh phan:

Chi s hai long thanh phan duoc xay dyng cho timg tiéu chi do ludong su
hai 1ong. Mai tiéu chi hai 1ong thanh phan duoc thé hién bang mot cau hoi vé su
hai long véi phuong an tra loi theo thang 5 bac.

+ Mtrc ¢ “Rat khong hai long” duoc tinh 1 diém;

+ Mirc d6 “Khéng hai 1ong” dugc tinh 2 diém;

+ Mtrc d6 “Binh thuong” duoc tinh 3 diém;

+ Mtrc d6 “Hai long” duoc tinh 4 diém;

+ Mirc d6 “Rat hai long” dugc tinh 5 diém.

Chi sé hai 1ong theo tiéu chi duoc tinh theo cong thuc:

cx1l+dx2+ex3+gx4+hx5
(c+d+e+g+h)x5

x 100 (%)

Trong do:
¢ 1a tong s nguoi chon phuong 4n Rat khong hai long;



tiéu chi cua cung noi dung.

d 1a tong s6 ngudi chon phuong an Khéng hai 1ong;

e la tong s nguoi chon phuong an Binh thuong;

g 1a tong s6 ngudi chon phuong an Hai long;

h 14 tong s6 ngudi chon phuong an Rat hai 1ong.
- Chi s6 hai 1ong theo yéu té:

Chi s6 hai 1ong theo yéu té bang trung binh cong céac chi sé hai long theo

- Chi s6 hai 1ong theo néi dung:

Chi sb hai long theo ndi dung bing trung binh céng cta cac chi sé hai long
theo tiéu chi caa cung noi dung.

- Chi sé hai 16ng vé sir phuc vu hanh chinh:

Chi s6 hai 1ong vé sy phuc vy hanh chinh bang trung binh cong cua tat ca
cac chi sb hai 1ong theo tiéu chi.

Bén canh d6, Phiéu khao sat tiép tuc xay dung 02 nhém cau hoi cung cap
truong théng tin tham khao: (1) Chi s vé nhan dinh, danh gia ctia nguoi dan va
(2) Chi s6 vé nhu cau mong doi caa nguoi dan.
111. NOI DUNG THUC HIEN
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. A Chu tri Phéi hop Thoi gian
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IV. KINH PHi THUC HIEN
Kinh phi thuc hién tir ngudn kinh phi cai cach hanh chinh nam 2025,
V. TO CHUC THUC HIEN

1. Sé Ngi vu

- Chu tri, phdi hop cac co quan, don vi lién quan t6 chic trién khai Ké hoach
nay; kip thoi bao cdo, dé xuat Cha tich Uy ban nhan dan thanh phd, Ban chi dao cua




thanh phd vé phat trién khoa hoc, cong nghé, d6i mai séng tao, chuyén doi s6 va Bé
&n 06 nhitng ndi dung c6 kho khian, vuedng mic dé xem xét, chi dao giai quyét.

- Két qua do luong su hai long cua nguoi dan, to chirc dugc So Noi vu tong
hop, phan tich, xay dung thanh Chi sé hai long ctia ngudi dan, té chic dbi vai su
phuc vu cua cac so, ban, nganh, Uy ban nhan dan cac xa, phuong, dic khu; ddng
thoi dugc sir dung dé tinh diém Chi s6 cai cach hanh chinh nim lam cin ci xem
xét, danh gia, phan loai ngudi dimg dau sa, ban, nganh, Uy ban nhan dan cac x4,
phuong, dac khu trong thuc hién nhiém vu cai cach hanh chinh.

- Can ctr két qua do luong su hai 10ng cua cac co quan, don vi, dia phuong
nam 2025, T6 gilp viéc Doan kiém tra cai cach hanh chinh do S& Néi vu chu tri
Kiém tra, huéng dan cac co quan, don vi, dia phuong con kho khan, vuedng mac,
két qua chi sé thap.

2. Sé Vin hoa, Thé thao va Du lich

Chi dao, hudng dan cac co quan bao chi trén dia ban thanh phé, hé théng
thong tin co s thdng tin, tuyén truyén vé muc dich, y nghia, noi dung, két qua
cua viéc do luong sy hai 1ong, trach nhiém, quyén loi cua nguoi dan, to chic
trong viéc cung cap thong tin, tham gia diéu tra xa hoi hoc do ludng su hai long;
trach nhiém, nghia vu cua can bo, cong chirc, vién chuc trong tham gia phdi hop
trién khai do luong su hai long.

3. Sé Tai chinh

Trén co s& dé xuat cia So Noi vu va kha niang can doi ngan sach, So Tai
chinh tdng hop, bao cdo cap cd tham quyén bd tri kinh phi thuc hién Ké hoach
theo dung quy dinh.

4. C4c so, ban, nganh, Uy ban nhan dan xa, phwong, dic khu

- Phéi hop chat ché voi S& Noi vu vé cung cap thong tin trong trién khai do
ludng su hai 1ong cua nguoi dan, té chic naim 2025.

- T6 chirc thdng tin, tuyén truyén viéc trién khai va két qua do ludng sy hai
long tai co quan, dia phuong, don vi.

- Can cir két qua do luong sy hai 10ng cua co quan, don vi dugc cong khai
trén Cong Thong tin dién tir thanh phd; cac co quan, don vi nghién ciu khic phuc,
cai thién cac noi dung con han ché, chua dugc danh gia tot.

5. Pé nghi cac té chirc chinh tri - xa hdi thanh phé tham gia thong tin,
tuyén truyén dén thanh vién, hoi vién vé trach nhiém, quyén loi caa ngudi dan, to
chtic trong viéc tham gia tra loi diéu tra xa hoi hoc do luong su hai long.

Chu tich Uy ban nhan dan thanh phé y&u cau cac co quan, don vi, dia phuong
nghiém tuc trién khai thuc hién dam bao chit luong, tién d6 theo Ké& hoach.



Trong qué trinh to chie thuc hién Ké hoach, néu c6 khé khan, vudng mac;
c4c co quan, don vi b4o cao Chu tich Uy ban nhan dan thanh phé (qua S¢ Noi vu
dé tong hop) xem xét, chi dao giai quyét./.
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