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

TINH PONG THAP Doc 1ap - Tu do - Hanh phiic
S6: 521 /KH-UBND Pong Thap, ngay26 thing4 ndam 2026
KE HOACH

Thuc hién khio sat do lwong sy hai long cua
nguwoi dan doi voi sy phuc vu cia co quan hanh chinh nha nwéc
trén dia ban tinh Pong Thap nam 2026

Cin ctr Quyét dinh s6 3099/QD-UBND ngay 23/12/2025 ciia Uy ban nhan
dan tinh ban hanh B tiéu chi xac dinh Chi sb cai cach hanh chinh cua céc s,
ban, nganh tinh va Uy ban nhan dén cic xa, phuong trén dia ban tinh Pong Thép;
Ké hoach sé 107/KH-UBND ngay 30/01/2026 ctiia Uy ban nhan dan tinh vé
nang cao B chi sb chi dao, diéu hanh va danh gia chat luong phuc vu ngudi
dan, doanh nghiép trong thuc hién thu tuc hanh chinh, dich vu cong trén dia ban
tinh Pong Thap;

Thuc hién Ké hoach s6 37/KH-UBND ngay 14/01/2026 cta Uy ban nhan
dan tinh vé cai cach hanh chinh (CCHC) nam 2026, Uy ban nhan dan tinh ban
hanh K& hoach thuc hién khao sat do luong su hai long cta nguodi dan ddi voi
sy phuc vu cua co quan hanh chinh nha nuéc (CQHCNN) trén dia ban tinh
DPong Thép (goi tat 1a khao sat do ludng sy hai 1ong) nim 2026, véi cac ndi
dung nhu sau:

I. MUC PiCH, YEU CAU

1. Muc dich

- Po luong khach quan chat lugng phuc vu ngudi dan cia cac CQHCNN,
ldy mirc d6 hai long ctia nguoi dan 1am thude do hiéu qua.

- Phuc vu viéc xac dinh Chi sé hai long ctia ngudi dan d6i véi su phuc vu
ctia CQHCNN (sau ddy goi tit 1a SIPAS) va Chi s6 CCHC nam 2026 ctia cac so,
nganh tinh va Uy ban nhan dan cap x4.

- Cung cép dit liéu thuc té dé ddi chiéu, kiém ching két qua thuc hién cac
nhém nhiém vu theo Ké hoach s6 107/KH-UBND.

- Thiic day can bo, cong chirc, vién chirc thay doi nhan thirc, tu duy, hanh
dong theo hudng dap ing nhu cau, mong doi chinh dang ctia ngudi dan.
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- Phuc vu cho cong tac kiém tra CCHC, kiém tra cong vu va ky luat, ky
cuong hanh chinh tai cic co quan, dia phuong trén dia ban tinh.
2. Yéu ciu

- Viéc thuc hi¢n khao sat bao dam phan anh khach quan, trung thuc két
qua danh gid cua ngudi dan vé su phuc vu cia CQHCNN thong qua viée cung
cép cac dich vy hanh chinh céng cu thé cta céac co quan, dia phuong.

- Viéc khao sat do luong su hai long bao dam khoa hoc, dd tin cdy cao,
chi phi thap, phu hop v6i nguén luc cua tinh.

- Céu hoi khao sat phu hop véi thuc té, dé hiéu, dé tra 1oi.
II. PHAM VI, POI TUQNG, THOI GIAN KHAO SAT
1. Pham vi

Céc co quan chuyén mén thudoc Uy ban nhan dan tinh, Ban Quan 1y Khu
kinh té, Uy ban nhan déan cap xa.

2. Péi twong

C4 nhan, dai dién to chtrc di thuc hién thu tuc hanh chinh (TTHC) va
nhan duoc két qua.

3. Thoi gian

- Ky khao sat nam tinh tir ngay 01/01/2026 dén hét ngay 30/10/2026.

- Thoi gian két thuc khao sat 1a ngay 30/10/2026.

- Tong hop, bao céo két qua SIPAS vao thang 11/2026.

III. NOI DUNG KHAO SAT

1. Bo cau héi khao sat

Trién khai 02 bd cau hoi riéng bi¢t bam sat Phu luc nhiém vu cua Ké
hoach s6 107/KH-UBND, cu thé:

- BO cau héi d6i véi hd so tryc tiép - 05 cau: Tap trung dédnh gia viéc niém
yét, cong khai thong tin TTHC tai noi tiép nhan hd so va tra két qua; thoi gian
tra két qua giai quyét TTHC; tinh trang yéu cau hd so gidy ddi véi cac két qua
da dugc sd hoa; viée tiép nhan va xt Iy phan anh, kién nghi; thai d6 phuc vu
nguoi dan (Phu luc I).

- Bo cau hoi dbi véi ho so truc tuyén - 07 cau: Tap trung danh gia vé viée
cong khai, minh bach thong tin TTHC trén moi truong mang; thoi gian tra két
qua giai quyét TTHC truc tuyén; viéc tiép nhan va xa 1y phan anh kién nghi;
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viéc tai s dung dir li€u da c6; viéc thanh toan phi, 1€ phi truc tuyén; su hai long
vé dich vu cong truc tuyén (Phuy lyc II).

2. Hinh thitc phiéu khio sat, cic mirc danh gia va cach tinh diém
khao sat

Phiéu khao sat duoc thiét ké trén ing dung Google Biéu miu. Mdi cau hoi
khao sat co 05 murc danh gia, diém mdi muc danh gia duogc tinh nhu sau:

- Mtic 1: 0 diém.

- Muc 2: Pat 25% diém chuan.

- Mtic 3: Pat 50% diém chun.

- Mt 4: Pat 75% diém chuan.

- Mtic 5: Piém chuén.

Piém s6 cuia mdi cau hoi khao sat duoc tinh theo cong thire sau:
. (ax25% +bx50%+cx75%+d) xX

n

Trong do:

- t1a diém dat dwoc clia mdi cau hoi khao sat.

-a, b, ¢, d1a sd y kién danh gia tir Mirc 2 dén Mirc 5.

- X 1a diém chuan ctia mdi ciu hoi khao sat.

- n 12 tong s6 y kién dénh gia ctia mdi cau hoi.

a) Diém SIPAS ctia nhém d6i twong ndp hd so truc tiép
SIPAS 1y tiép = Té)ng diém dat dugc cta 5 cau hoi khao sat

b) Piém SIPAS cia nhom dbi tuong ndp ho so truc tuyén bang tong diém
dat duoc cua 7 cau hoi khao sat

SIPAS tryc tuyén = Téng diém dat dugc ctia 7 cau hoi khao sat
* Truong hop cau héi khong c6 nguoi dan nao danh gia (vi du nhu Cau 6
trong Bo cau hoi ddi v6i hd so tryc tuyén — thanh toan tryc tuyén), cong thirc
tinh SIPAS (tryc tiép hodc truc tuyén) quy doi nhu sau:
STPAS trye tiép/True tyén = (TONE diém dat dugce cua cdc cau hoi co phat sinh dit

liéu) x (15/Tong diém chuan ctia cac cau hoi co phat sinh dit liéu)

¢) Tong diém SIPAS dat duoc cia timg co quan, dia phuong
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SIPAS rrctiép X DTryctiégp) T+ SIPAS rre tuyén X NTrye tuyén
SIPASTéng:( Truc tiep T_tp) ( Trwe tuy T_ty)

Nrrye tiép + Nrrye tuyén

Trong do6: Nyrye tiép hode True tuyén 12 tONE s nguo1 tham gia tra 101 b cau hoi
truc ti€p hoac truc tuyén.

3. Ty I¢ khao sat

Ty 1¢ khao sat ti thiéu 1a 5% trén tong s6 hd so TTHC di tra két qua
trong ky khao sat cua tung co quan, dia phuong.

Truong hop don vi khong bao dam ty 1& khao sat t6i thiéu 5% theo quy
dinh thi tong diém SIPAS sé& dugc tinh nhu sau:

- Ty 1& khao sat tir 5% trd 1én: 100% tong diém SIPAS dat dugc.

- Ty 1¢ khao sét tir 4% dén dudi 5%: 80% tong diém SIPAS dat duoc.
- Ty 1¢ khao sét tir 3% dén dudi 4%: 60% tong diém SIPAS dat duoc.
- Ty 1¢ khao sét tir 2% dén dudi 3%: 40% tong diém SIPAS dat duoc.
- Ty 18 khao sat tir 1% dén dudi 2%: 20% tong diém SIPAS dat dugc.
- Ty 1& khao sat dudi 1%: 0 diém.

IV. PHUONG PHAP THUC HIEN

1. Cong cu khao sat

Str dung ma QR hodc gui tin nhdn SMS/Zalo kém link khéo sat ngay sau
khi tra két qua (chon lya phuong phap phu hop véi timg nhom ddi twong va tinh
hinh thuc té).

2. Cach thue hién

- Cac co quan (trong d6 c6 cac Chi nhanh Vin phong Dang ky déat dai khu
vuc), dia phuong duoc cip mot ma QR 14y ¥ kién khao sat cua nguoi dan.

- Péi véi ho so truc tiép, sau khi tra két qua cho ngudi dan, céng chirc tra
két qua huéng dan cho ngudi dan st dung dién thoai thong minh dé quét ma QR
va dién phiéu khao sat:

+ Trudng hop ngudi dan ddng y dién phiéu ngay tai chd: Hudéng dan
ngudi dan mé tng dung cd chic ning quét ma QR, sau d6 mé dudng link phiéu
khao sat va tién hanh dién phiéu.

+ Trudng hop nguoi dan mudn dién phiéu sau: Hudng dan nguoi dan sir
dung may anh trén dién thoai thong minh dé chup lai ma QR va thuc hién khao
sat sau.
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- P6i v6i ho so truc tuyén, sau khi tra két qua, cong chire tra két qua giri
ma QR qua Zalo hoac Email cho nguoi dan.

V. KINH PHi THU'C HIEN

Céc ndi dung chi, mirc chi thuc hién theo quy dinh hién hanh.

Nguon kinh phi: Tir nguén kinh phi quan 1y hanh chinh khong thuc hién
tur chit nm 2026 cap cho S& Noi vu trién khai thyc hién nhiém vu CCHC.

VI. TO CHUC THUC HIEN

1. S& Noi vu

- Chu tri, phdi hop véi cac co quan, don vi co lién quan t6 chirc thyc hién
K& hoach nay bao dam dang muc dich, yéu cau, tién d6 dé ra.

- Ch tri xay dyung, hoan thién phiéu khéo sat.

- Du toan kinh phi thyc hién, guri S¢ Tai chinh tham dinh; thuc hién thanh
toan, quyét toan kinh phi theo quy dinh.

- Chu tri tong hop, phan tich, bao cao két qua SIPAS 2026; tham muu Uy
ban nhan dan tinh st dung két qua khao sat 1am can cir danh gia, xép loai Chi s6
CCHC nim 2026 d6i vdi cac so, ban, nganh tinh va Uy ban nhan déan cap x4 trén
dia ban tinh.

2. S¢ Tai chinh

Trén co s& dy toan kinh phi thuc hién Ké hoach do S& Noi vu téng hop,
S& Tai chinh can ddi ngudn kinh phi tham muu co quan c6 thim quyén xem xét,
bb tri kinh phi thuc hién Ké hoach theo quy dinh.

3. Vin phong Uy ban nhin dan tinh

- Phéi hop véi S6 N6i vu thuc hién theo doi, phan tich dir li¢u danh gia su
hai long thuc té cia nguoi dan, doanh nghiép lam co s tham muu Uy ban nhan
dan tinh cac giai phap nang cao két qua Bo chi sb 766 trén dia ban tinh.

- Str dung két qua khao sat, dac biét 1a nhiing don vi c6 chi sb hai long
thip hodc c6 nhiéu phan anh tiéu cuc trong qua trinh giai quyét TTHC dé c6 ké
hoach kiém tra, kip thoi xt Iy nhitng truong hop sai pham.

- Phdi hop cung cap bang théng ké sb lwong hd so di tiép nhan va da tra
két qua trong ky khao sat dé S& Noi vu 1am co sé xét ty 18 khao sat cua cac co
quan, dia phuong.

4. Cac co quan, dia phuwong thu¢c pham vi khio sat
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- T6 chuc trién khai, quan triét Ké hoach nay cho can bd, cong chirc, vién
chtic ¢6 lién quan dé thyc hién va ngudi dan, doanh nghiép dé biét, tham gia
danh gia.

- Phan cong nhiém vu cho cong chire tai cac quay tra két qua: Dan ma QR
hozc giri ma qua Zalo/Email va hudng dan nguoi dan dién phiéu khao sat khi tra
két qua giai quyét TTHC.

- Cin ctr két qua khao sat do S& Noi vu cung cip, chu dong phan tich cac
tiéu chi c6 muc do hai 10ng thap dé xac dinh rd nhitng ndi dung can uu tién tap
trung cai thién, chan chinh ngay trong qué trinh giai quyét TTHC cho nguoi dan,
doanh nghiép.

5. Pé nghi Uy ban Miit tran Té quéc Viét Nam tinh

Phéi hop t6 chirc tuyén truyén, van dong Nhan dan tham gia cung cap
thong tin tich cyc, khach quan.

6. Van phong UBND tinh (Trung tam Tin hgoc va Cong bao); Bao va
phat thanh, truyén hinh Pong Thap

Thong tin, tuyén truyén vé noi dung Ké hoach va két qua SIPAS 2026 ciia
cac co quan, dia phuong trén dia ban tinh.

Trén day la Ké hoach thyc hién khao sat do ludong su hai long ciia ngudi
dan d6i véi su phuc vu cia CQHCNN trén dia ban tinh Déng Thap nam 2026.
Yéu cau cac co quan, dia phuong nghiém tac trién khai thuc hién. Trong qua
trinh thyc hién, néu c6 phat sinh khé khan, vuéng mic, cic co quan, dia phuong
béo cao Uy ban nhan dan tinh (qua S¢ Noi vu) dé xem xét, giai quyét./.

Noi nhgn: TM. UY BAN NHAN DAN
- Vy CCHC- B6 Noi vy; ,
- Uy ban MTTQ Viét Nam tinh; CHU TICH

- Cac co quan chuyén mén thuge UBND tinh;
- Ban Quan ly Khu kinh té;

- VP UBND tinh: TT PVHCC, TT THCB;

- UBND céac x4a, phuong;

- B4o va phat thanh, truyén hinh Dong Thap;
- Luu: VT, KSTT (D).
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Phu luc I

D.R
STT | Cau héi khio sit Mirc d4nh gia rem
chuan
1. Rét so sai, kho tim, khong cap nhat quy
dinh mai.
2. C6 niém yét nhung trinh bay 16n xon,
Ong/Ba danh gia vi€c | kho tim kiém thong tin.
niém yét cac thong tin : . N T ..
.| 3. Binh th , th tin day da nh
Caul | tha tuc hanh chinh tai| > . o ore HONE L Gy QUG [ 5 5
LA A LA . | hot kho hiéu.
noi tiép nhan hod so va
tra két qua nhu thé nao? | 4. Niém yét rd rang, day du, dat vi tri dé
quan sat.
5. Rét day du, trinh bay khoa hoc, thong
tin rat dé hiéu.
1. Tré hen rat lau va khong nhan dugc
thong bao hay 1oi xin 16i.
2. Tré hen, chi duoc bao khi Ong/Ba truc
Két qua giai quyét ho tiép dén hoi.
so ctia Ong/Ba c6 duoc | 3. Bing hen nhung phai di lai nhiéu 1an dé
Cau?2 |tra dung thoi han ghi | bo sung gidy to. 4
tren.A glay tle;p ()nhan 4. Tra két qua ding theo ngay ghi trén
(phiéu hen) khong? phiéu hen.
5. Nhan duoc két qua hoac nhan duoc
thong bao tra két qua sém hon ngay ghi
trén phiéu hen.
1. Yéu cau phai ndp lai toan bo (ban
' R 5 <\ ~ r ~ 1'/\ )
Cong chirc, vién chitc giay/ban sao) du da co dir liéu
c6 yéu cau nop thém | 2. Yéu cau ndp thém nhiéu ban giay
Cau3 |ban gidy d6i voi cac | khong can thiét. 4

gidy to di co dir lieu
hay khong?

3. Yéu cau ndp thém mot so it ban gidy dé
doi chiéu.

4. Hau nhu khong yéu cau nop lai cac loai




STT

Cau hoi khao sat

Mirc danh gia

Piém
chuan

gidy to cil.

5. Hoan toan khong phai ndp lai bat cir
gidy td ndo di co thong tin trén hé thong.

Cau4

Két qua tiép nhan va
xt 1y phan é4nh, kién
nghi cia Ong/Ba?

1. Can bd thd o, khong tiép nhan phan
anh, kién nghi cta nguoi dan.

2. Tiép nhan nhung dun ddy trach nhiém,
gidi thich khong ro.

3. Tiép nhan ding quy trinh nhung xur 1y
con cham.

4, Tiép nhan lich sy, xtr Iy nhanh chong
cac phan anh, kién nghi.

5. R4t hai 10ng, giai quyét triét dé van dé
v6i thai do cau thi.

1,5

Cau 5

Danh gia chung sy hai
long ciia Ong/Ba trong
viéc tiép nhan va giai
quyét hd so TTHC cua
co quan, don vi.

1. R4t khong hai long (thiéu chuyén
nghiép, thai dd hach dich, gay kho dé).

2. Khong hai long (chua nhiét tinh, thai do
thd o khi ngudi dan can gitp do).

3. Binh thuong (thuc hién ding chic trach
nhung chua dugc niém né).

4. Hai long (thdi dd lich su, chuyén
nghiép, huéng dan 1o rang).

5. Rat hai long (rdt chuyén nghiép, tan
tam, huéng dan rat chu d4o).

Tong diém

15
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D.X
STT | Cau héi khio sit Mirc d4nh gia rem
chuan
1. R4t khé tim, thong tin khong rd rang,
. | chong chéo.
Ong/Ba danh gid thé : : >
cooa o ax | 2. Kho tim, thong tin so sai, khé hiéu.
nao vé muac do dé tim
. va 10 rang cua cac | 3. Binh thuong, thong tin du dung nhung
Cau 1 n . , R . e A A 235
thong tin thu tuc hanh | tim kiém chua dugc thuén tién.
chinh k,h 1 nfp ho so 4. D& tim, thong tin rd rang, cap nhat day du.
truc tuyén? — -
5. Rat dé tim, thong tin rat rd rang va cé
huéng dan chi tiét.
1. Tré hen rat lau va khong nhan duoc
thong bao hay xin 15i.
2. Tré hen, c6 thong bao nhung khong
kip thoi.
Két qua giai quyét hd ,
© q?a gl quy‘e (,) 3. Bing hen nhung hé thong cdp nhat
. so cua Ong/Ba co6 1
Cau 2 ., .. trang thai cham. 3
dugc tra ding thoi han
hay khong? 4. bung hen theo phiéu hen/thong bdo cua
hé thong.
5. Nhan duoc két qua hodc nhan duogc
thong bao tra két qua sém hon thoi gian
hen trén hé théng.
1. Kién nghi bi bé qua hogc xr Iy qua cham.
2. Phan hoi chdm, chua giai quyét duoc
van de.
Két qua tiép nhan va | 3. Phan hoi kip thoi nhung noi dung tra 16
Cau3 | xu Iy phan anh, kién | chung chung. 1

nghi cia Ong/Ba?

4. Phan hodi nhanh, giai quyét thoa dang
vudng mac.

5. Phan hoi rat nhanh, xu 1y dat diém,
cau thi.
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D.Z
STT | Cau héi khio sit Mirc d4nh gia e
chuan
1. Phai nhap lai toan bd thong tin tir dau
(khong co dir liu cii).
2. Phai nhap lai phan 16n cac thong tin ca
Ong/Ba danh gid nhu | nhan co ban.
thé nao vé kha ni , P :
. © flao V? 2.1 na n,g 3. H¢ thong c6 hién thi thong tin nhung
Cau 4 |ty dong hién thi/tai su N 3
w 1en .~ ., |chuadaydu.
dung dir liéu cli cua : : S
hé théng? 4. Hé thong hién thi hau hét cac thong tin
da luu trir.
5. Hoan toan khong phai nhép lai thong tin
da co6 trong dir li¢u dan cu.
1. Rat phuc tap, giao dién thuong xuyén
béo 16i k¥ thuét.
Khi thuc hién ndp hd 2. Phuc tap, nhiéu budc du thwra, kho
% thao tac.
so truc tuyén (qua
. mang), Ong/Ba thay | 3. Binh thuong, can thoi gian dé tim hiéu
Caus | I 2
cac thao tac trén hé | cac budc.
thong ,CO don gian, de 4. D& thyc hién, cac budc ndp hd so chat
thuc hién khong? X A X
ché va thong sudt.
5. Rat d& dang, giao dién thong minh, thao
tac cuc nhanh.
1. Rat kho khian, hé théng thanh todn
thuong xuyén bi 15i.
Ong/Ba dénh gi4 nhu 2. Kho khan, cac budc thanh toan rudm ra.
thé nao vé sy thuén | 3. Binh thuong, thanh toan doi khi con
Cau 6 | tién khi thanh toan phi, | gidn doan. 1,5
1¢ phi bA’aI;g hinh  thirc 4. Thuan tién, hd trg nhiéu phuong thirc
true tuyen: thanh toan.
5. Rat nhanh chéng, an toan va hoan toan
thong subt.
Panh gia chung su hai | 1- Rét khong hai long (s& khong st dung
Cau7 | long ciia Ong/Ba trong | lai dich vu tryc tuyén). 2

viéc tiép nhan va giai

2. Khong hai long (trai nghiém kém hon
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D.Z
STT | Cau héi khio sit Mirc d4nh gia e
chuan
quyét hd so TTHC | so véindp truc tiép).
trye tuyen cua €O\ 3 pinh thuong (chua thdy su khac bist
quan, don vi? ~ A
10 1ét).
4. Hai long (tiét kiém thoi gian, chi phi
di lai).
5. Rat hai long (dich vu chuyén nghiép,
hoan toan tin tudng).
Tong diém SIPAS | 15
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