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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHi MINH Pic 1ap - Tu do - Hanh phic
S6: 25/2020/QD-UBND Thanh phé Ho Chi Minh, ngay 15thdng 9 ndm 2020
QUYET PINH

Ban hanh Quy dinh vé t6 chitc danh gia viéc giai quyét thi tuc hanh chinh
theo co ché mjt cira, mot cira lién thong trén dia ban Thanh pho

UY BAN NHAN DAN THANH PHO HO CHI MINH

Can cie Ludt T6 chikc chinh quyén dia phwong ngay 19 thdng 6 ndm 2015;

Cdn ¢t Ludt siea doi, bo sung mot s6 diéu cua Ludt T6 chite Chinh phu va Ludt
Té chitc chinh quyén dia phwong ngay 22 thang 11 ndam 2019;

Cén cur Ludt Ban hanh vdn ban quy pham phdp ludt ngay 22 thdng 6 nam 2015;

Cdn cir Nghi dinh s6 61/2018/NP-CP ngay 23 thang 4 ndm 2018 cua Chinh phii
thiee hién co ché mot ciea, mot cuea lién thong trong giai quyét thu tuc hanh chinh;

Can cik Théng e s6 01/2018/TT-VPCP ngay 23 thang 11 nam 2018 ciia Bo
Trucng, Chii nhiém Vin phong Chinh phii hudéng ddn thi hanh mot sé quy dinh cia
Nghj dinh s6 61/2018/ND-CP ngay 23 thdng 4 ndm 2018 ciia Chinh phii vé thuec hién
co ché mot ciea, mot ciea lién thong trong gidi quyét thi tuc hanh chinh;

Theo dé nghi ciia Chdnh Vian phong Uy ban nhdn ddn Thanh phé tai To trinh sé
7814TTr-VP ngay 15 thang 9 nam 2020 va y kién thdm dinh ciia So T phdp tai Cong
vin s6 2861/STP-VB ngay 16 thang 6 ndm 2020.

QUYET PINH:

Piéu 1. Nay ban hanh kém theo Quyét dinh nay Quy dinh vé t6 chire danh gia
viéc giai quyét thu tuc hanh chinh theo co ché mot cira, mot ctra lién thong trén dia
ban Thanh pho.

Diéu 2. Quyét dinh nay co hiéu lwc thi hanh ké tir ngdy 01 thang 10 nam 2020.
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Piéu 3. Chanh Vin phong Uy ban nhan dan Thanh phé, thu truong cac so, ban,
nganh, Uy ban nhan dan quén, huyén, x4, phuong, thi tran, cac to chirc, ca nhan c¢6
lién quan chiu trach nhiém thi hanh Quyét dinh nay./.

™. UY BAN NHAN DAN
CHU TICH

Nguyén Thanh Phong
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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHI MINH Poc 1ap - Tu do - Hanh phiic
QUY DPINH

Vé t6 chirc danh gia viéc giai quyét tha tuc hanh chinh
theo co ché mjt cira, mot cira lién thong trén dia ban Thanh pho
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn Thanh phé)

Chuong 1
QUY PINH CHUNG

Piéu 1. Pham vi diéu chinh

Quy dinh nay nhiam cu thé héa d6i twong, phuwong thirc, chi s6, ndi dung danh
gia viée giai quyét thu tuc hanh chinh va viée td chirc danh gia, cham diém, cong khai
va xtr ly két qua danh gia viéc giai quyét thu tuc hanh chinh.

Piéu 2. Péi twong ap dung

1. Uy ban nhéan dan cac cap, cac sd, ban, nganh c6 nhiém vu, quyén han giai
quyét thu tuc va tham gia vao qua trinh huéng dan, tiép nhan, giai quyét, tra két qua
ho so thii tuc hanh chinh (sau day goi chung 1a co quan, don vi).

2. Can bd, cong chirc, vién chire, sy quan quan déi, sy quan cong an cua cac co
quan, don vi dugc phan cong truc tiép tham gia hudng dan, tiép nhan, giai quyét va
tra két qua ho so thi tuc hanh chinh (sau day goi chung 1a can bd, cong chirc, vién
chtre).

3. T6 chirc, ca nhan tham gia giao dich, thuc hién thu tuc hanh chinh (sau day
goi chung 1a to chirc, c4 nhan).

4. Cac t6 chtrc chinh tri - x4 hoi, t& chirc x4 hoi nghé nghiép va t6 chire khac
thuc hién danh gia viéc thuc hién thu tuc hanh chinh.

Diéu 3. Nguyén tic danh gia

1. Lay su hai long cua to chirc, ca nhan 1a thude do chat lwong va hiéu qua phuc
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vu cua can bg, cdng chirc, vién chirc va co quan, don vi.
2. Viéc t6 chirc danh gia dugce thue hién doi vor tung hé so thu tuc hanh chinh.

3. Cau hoi khao sat va phwong an tra 1oi phai twong (mg véi cac chi so, thang
diem duoc quy dinh tai Thong tu s6 01/2018/TT-VPCP va Quy dinh nay va phu hop
voi thue tién cua Thanh phd; phai ngan gon, dé hiéu dé to chirc, ca nhan dé thyc hién.
Phiéu danh gia va cac cau hoi khao sat dugce sip xép phu hop voi timg giai doan va
cach thirc ndp, nhan két qua ho so thi tuc hanh chinh. Phiéu danh gia duge ban hanh
kém theo Phu luc III Quy dinh nay.

4. T6 chirc, ca nhan dugc tham gia danh gia nhiéu lan déi véi ting giai doan giai
quyét ho so va timg phuong thirc danh gia; moi lan danh gia cua to chirc, ca nhan
duoc tinh 1a mot luot danh gia. Doi véi danh gia noi bo, mot luot danh gia ndi bo 1a
mot giai doan giai quyét cua timg ho so.

5. Cong tac to chtrc danh gia phai bao dam:

a) Puogc thuc hién thuong xuyén, hiéu qua, thong nhat, khach quan, trung thuc,
minh bach, cong bang d6i véi timg hd so thu tuc hanh chinh tir lac hudng dan, tiép
nhan, giai quyét dén tra két qua giai quyét bang cac phwong thirc khac nhau.

b) Pugc don doc, kiém tra, theo ddi, giam sat; thong tin danh gia phai dam bao
duoc cap nhat thudong xuyén, chuyén tai va cong khai trén Cong Dich vu cong Thanh
phd, Cong thong tin dién tr Thanh pho, Trang thong tin dién tir ciia co quan, don vi.

6. Bao mat thong tin vé to chuc, ca nhan cung cap thong tin.

7. Khong lam phat sinh chi phi thye hién thi tuc hanh chinh cho t6 chirc, ca
nhan ngoai quy dinh cua phap luat.

8. Co quan, don vi, can b, cong chirc, vién chirc thuc hién nghiém trach nhiém
giai trinh trong giai quyét thii tuc hanh chinh.

9. Két qua danh gia 1a mot trong nhimg tiéu chuan dé xem xét mirc d6 hoan
thanh nhiém vu cua can bd, cdng chirc, vién chuc, co quan, don vi trong huéng dan,
tiép nhan, giai quyét, tra két qua hd so thu tuc hanh chinh; xac dinh trach nhiém cua
c4 nhan, ngudi ding dau co quan, don vi trong hudng dan, tiép nhan, giai quyét, tra
két qua ho so thu tuc hanh chinh; vu tién xét viéc dé bat, bd nhiém, quy hoach, dao
tao, boi dudng va xem xét khen thuong, xir 1y ky luat can bd, cong chire, vién chic.

Piéu 4. Ung dung cong nghé thong tin trong t6 chirc khao sat, danh gia viée giai
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quyét thu tuc hanh chinh

1. Ung dung cong nghé théng tin dam bao lién thong véi Cong dich vu cong
quoc gia; dong thoi két ndi, chia sé dir liéu giira cac hé thong thong tin ndy voi nhau
va voi cac co so dir lidu qudc gia, chuyén nganh. Hé thong to chie, khao sat, danh gia
phai gin lién xay dung Cong dich vu cong, Hé thong thong tin mot cira dién t&r Thanh
pho tap trung, thong nhat trén dia ban Thanh pho, dam bao an toan thong tin dir licu
hé thong danh gia.

2. Nghién ctru cac giai phap ung dung cong nghé théng tin va chu dong trong
viée s6 hoa cac dir liéu quan ly, ing dung chit ky so, dic biét két qua giai quyét thu
tuc hanh chinh cua co quan hanh chinh nha nuéc dé danh gia chinh xac, khoa hoc,
cong khai.

3. Khuyén khich str dung thiét bi danh gia dién tu duoc két ndi voi Céng Dich
vu cong, HE théng thong tin mot cira dién tor Thanh phé.

Chuong I1
POI TUQNG, PHUONG THUC, CHI SO, NOI DUNG
PANH GIA VIEC GIAI QUYET THU TUC HANH CHINH

Piéu 5. P6i twong thwe hién cho y kién danh gia

Cac co quan, don vi, td chirc, ¢ nhan sau thyc hién cho y kién danh gia viéc giai
quyét thu tuc hanh chinh tai cac co quan c6 tham quyén:

1. T6 chirc, ca nhan dén giao dich, thue hién tha tuc hanh chinh danh gia chat
lwong va tién d6 giai quyét thu tuc hanh chinh.

2. Co quan, don vi tur danh gia viéc thue hién ctia co quan minh.

3. Van phong Uy ban nhan dan Thanh phé danh gia chat lwong giai quyét thu
tuc hanh chinh d6i voi cac sé, ban, nganh, Uy ban nhan dan quan, huyén; Uy ban
nhan dan quén, huyén danh gia chat luong giai quyét tha tuc hanh chinh doi véi Uy
ban nhan dan x&, phuong, thi tran (sau ddy goi chung 1a co quan c6 tham quyén).

4. T6 chuc chinh tri - x4 hdi, té chtc x3 hoi nghé nghiép va cac t6 chirc khac
thue hién danh gia chat luong va tién d6 giai quyét thu tuc hanh chinh thong qua viée
diéu tra xi hdi hoc theo noi dung, chwong trinh, ké hoach cua to chirc.

Piéu 6. Péi twong dwoe danh gia
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Danh gia viée giai quyét thi tuc hanh chinh dbi véi cac d6i tuong sau:

1. Can bd, cong chirc, vién chirc cia cac co quan, don vi dugc phan cong truc
tiép tham gia hudng dan, tiép nhan, giai quyét va tra két qua ho so tha tuc hanh chinh.

2. Co quan, don vi ¢6 nhiém vu, quyén han giai quyét thii tuc hanh chinh va
tham gia vao qua trinh huéng dan, tiép nhan, giai quyét, tra két qua ho so thi tuc
hanh chinh.

Piéu 7. Phuwong thirc thu nhéin thong tin danh gia
1. Banh gia cua to chirc, ca nhan:

a) Cac co quan, don vi phai thu nhan y kién danh gia cua to chirc, ca nhan thong
qua: Cong Dich vu cong Thanh phé; Cong thong tin dién ti Thanh pho; Trang thong
tin dién tir ctia co quan, don vi; Hé thong camera giam sat; Hop thu gop v, phan anh y
kién cua to chirc, ca nhan (bang gidy hodc dién tir), dién thoai dudong day nong; phiéu
danh gia (bang gidy hoic thiét bi danh gia dién t dugc két ndéi vai Cong Dich vu
cong, Hé thong thong tin mot ctra dién tir Thanh phd).

b) Ngoai phwong thuc tai Piém a Khoan 1 Diéu nay, co quan, don vi ¢6 thé chu
dong lwa chon phwong thirc danh gia phu hop dé thu nhan y kién danh gia cua to
churc, ca nhan. Khuyén khich str dung thiét bi dién tir danh gia duoc két ndi voi Céng
Dich vu cong, Hé thong thong tin mot cira dién tir Thanh phd.

2. Danh gia noi bd d6i véi viée giai quyét thu tuc hanh chinh duogc thue hién
thong qua Hé thong thong tin mot ctra dién tir Thanh phd.

3. Panh gia cua co quan c6 tham quyén danh gia chat luong giai quyét thi tuc
hanh chinh théng qua cong tac kiém tra thuc té, cac bao cdo, quyét dinh phé duyét
lién quan dén viéc t6 chire thue hién gial quyét thu tuc hanh chinh theo co ché mot
ctra, mot cira lién thong.

4. banh gia cua td chirc chinh tri-xa hoi, to chtrc x4 hoi nghé nghiép va td chirc
khac thong qua diéu tra x4 hoi hoc.

Diéu 8. Chi s6 danh gia

1. Chi s6 1: tong thoi gian giai quyét thu tuc hanh chinh so véi thoi gian cho
phép theo quy dinh cua phap luét.

2. Chi sb 2: thoi gian thuwe hié€n cua can b, cong chirc, vién chirc tham gia giai
quyét so véi quy dinh.
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3. Chi s6 3: sb lan ngurol dan, td chire phai lién hé véi noi tiép nhan ho so dé
hoan thién ho so thu tuc hanh chinh, khong tinh 1an ndp hé so dau tién va nguyén
nhan do 16i cta ngudi ndp ho so (ké ca lién hé theo hinh thirc tryc tuyén).

4. Chi sb 4: s6 luong co quan, don vi, to chirc ma ngudi dan, té chire phai lién
hé dé hoan thién hd so thu tuc hanh chinh (ké ca lién hé theo hinh thirc truc tuyén).

5. Chi s6 5: thai do cia can bd, cong chirc, vién chirc khi huong dan 14p ho so,
tiép nhan ho so va giai quyét thi tuc hanh chinh.

6. Chi s6 6: thuc hién t6 chirc tiép nhan ho so, giai quyét, tra két qua tai B phan
Mot cua.

7. Chi sb 7: co s& vat chat, moi treong lam viée tai khu vuc tiép nhan va tra két
qua.

8. Chi sb 8: cong khai cac tha tuc hanh chinh tai B phan Mot ctra.

9. Chi s6 9: tiép thu, giai trinh d6i vdi cac y kién phan anh, kién nghi cua to
chirc, ca nhan trong viéc giai quyét thii tuc hanh chinh.

10. Chi s6 10: tién do va chat luong cung cap dich vu cong trie tuyén cua co
quan c¢6 tham quyén (khong thuc hién khao sat chi s6 nay d6i véi co quan, don vi
khong c6 thii tuc hanh chinh nao dap umg yéu cau thuc hién truc tuyén mirc do 3,
muc do 4).

Piéu 9. Nji dung danh gia

1. Panh gia cia to chuc, ca nhan:

Thuce hién khao sat y kién cta to chtrc, ca nhan doi véi cac nodi dung cua Chi sb
1, Chi s6 2, Chi s6 3, Chi s6 4, Chi s6 5, Chi s6 7, Chi s6 8 va Chi s6 10 quy dinh tai
Khoan 1,2, 3,4, 5,7, 8 va 10 Diéu 8 Quy dinh nay.

2. Panh gia noi bé:

Thuc hién danh gia ndi bd d6i voi cac ndi dung cia Chi s6 1, Chi s6 2, Chi s6 6,
Chi s6 9 va Chi s6 10 quy dinh tai Khoan 1, 2, 6, 9 va 10 Diéu 8 Quy dinh nay.

3. Panh gia cia co quan co6 tham quyén:

Co quan c¢6 tham quyén danh gia chat luong giai quyét thi tuc hanh chinh d6i
voi cac nodi dung cua Chi s6 1, Chi s6 2, Chi s6 3, Chi s6 4, Chi s6 8, Chi s6 9 va Chi
s6 10 quy dinh tai Khoan 1, 2, 3, 4, 8, 9 va 10 Diéu 8 Quy dinh nay.
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Chuwong 111
TO CHUC PANH GIA VIEC GIAI QUYET THU TUC HANH CHINH

Piéu 10. Chi s6 danh gia, phwong thirc chim diém va phén loai két qua

cham diém do6i vo6i can bg, cong chire, vién chire

1. Chi s6 dugce sir dung trong danh gia doi voi can bo, cong chire, vién chirc gom
cac chi s6 sau: Chi s6 1, Chi s6 2, Chi s6 3, Chi s6 4 va Chi s6 5 theo quy dinh tai
Khoan 1, 2, 3, 4 va 5 Diéu 8 Quy dinh nay.

2. Phuong thirc cham diém:

a) Viéc danh gia theo cac chi s6 quy dinh tai Khoan 1 Diéu nay dugc thuc hién
d6i voi timg hd so giai quyét thu tuc hanh chinh d3 dwoc tiép nhan. Chi s6 5 thuc
hién danh gia ca doi voi truong hop hd so bi dé nghi bo sung, tir choi tiép nhan.

b) Két qua danh gia doi voi Chi s6 2 va Chi s6 5 duge néu tai Khoan 1 Diéu nay
ctia timg hd so 1a co so dé cham diém cho timg can b, cong chirc, vién chirc tham
gia giai quyét cua ting giai doan ho so do.

¢) Két qua danh gia d6i voi Chi s6 1, Chi s6 3 va Chi s6 4 dugc néu tai Khoan 1
Diéu nay cia ting ho so 1a co s dé cham diém chung cho tat ca can bo, cong chirc,
vién chtrc tham gia trong quy trinh giai quyét cua ho so do.

3. Cham diém danh gia, phan loai két qua:

a) Tong hop két qua cham diém cac chi s6 theo quy dinh tai Khoan 1 Diéu nay
tir danh gia ciia tO chirc, ca nhan, danh gia ndi bo, danh gia cua co quan co tham
quyén: dugc st dung danh gia can bo, cong chirc, vién chirc thue hién hudéng dan,
tiép nhan, giai quyét va tra két qua ho so tha tuc hanh chinh.

b) DPiém cua tung chi s6 dwoc thuce hién theo cong thirc sau:

Piém s6 ciia Chi s6 i d6i voi timg ho so 1a trung binh cong cac diem thu thap
théng qua danh gia tir ngudi dan, doanh nghiép, danh gia ndi bd, co quan ¢ tham
quyén.

Diém s6 cua Chi s6 i ddi véi tat ca hd so = Tong cac diém sb cia Chi s6 i doi
voi timg ho so/Tong s6 ho so gidi quyét thu tuc hanh chinh duoc danh gia.

c) biém cua tirng can bd, cong chure, vién chirc 1a tong s6 di€ém cua cac chi so
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dugce danh gia.

d) Chi s6 nao chua co du thong tin dé cham diém danh gia thi khong tinh chi so
d6 trong tong hop két qua cham diém danh gia.

4. Moi chi s6 gom mot hodc nhiéu cau hoi khao sat voi cac phuong an tra 1oi
trong Gng véi mic diém cia chi s d6. Cau hoi khao sat, phwong an tra 101, mirc
diém twong ng, cach tinh diém s va phan loai két qua can bo, cong chire, vién chire
trong huong dan, tiép nhan, giai quyét va tra két qua ho so thu tuc hanh chinh dwoc
thwe hién theo Phu luc I va Phu luc IV Quy dinh nay.

Piéu 11. Chi s6 danh gia, phwong thirc chim diém va phan loai két qua

cham diém doi voi co quan, don vi va B¢ phan Mgt cira

1. Chi s6 dugce st dung trong danh gia d6i véi co quan, don vi va B phan Mot
cira gom cac chi so sau: Chi s6 6, Chi s6 7, Chi s6 8, Chi s6 9 va Chi s6 10 theo quy
dinh tai Khoan 6, 7, 8, 9 va 10 Diéu 8 Quy dinh nay.

2. Phuong thirc cham diém:

Két qua danh gia doi véi cac chi s6 quy dinh tai Khoan 1 Diéu nay 1a co s¢ dé
cham diém cho timg co quan, don vi va Bd phan Mot cira.

3. Cham diém danh gia, phan loai két qua:

a) Tong hop két qua cham diém ciia cac can bo, cong chirc, vién chic trong 01
co quan, don vi, to chtrc theo quy dinh tai Khoan 3 Diéu 10 Quy dinh nay va két qua
cham diém cac chi s6 theo Khoan 1 Diéu nay tir danh gia cua to chirc, ca nhan va
danh gia ndi bo, co quan co tham quyén: duoc st dung dé danh gia co quan, don vi,
to chire, BO phan Mot ctra va trach nhiém cta nguoi ding dau cac co quan, don vi, to
chtrc nay.

b) Cham diém cua ting chi s6 dugce danh gia:

Diém s cua Chi sb i ddi véi timg ho so 1a trung binh cong cac diém thu thap
théng qua danh gia tir ngudi dan, doanh nghiép, danh gia ndi bd, co quan ¢ tham
quyén.

Diém s6 cua Chi s6 i ddi véi tat ca hd so = Tong cac diém sb cia Chi s6 i doi
voi timg ho so/Tong s6 ho so gidi quyét thu tuc hanh chinh duoc danh gia.

c) Diém trung binh cua cac can bd, cong chuc, vién chirc tham gia thuc hién
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hudng dan, tiép nhan, giai quyét va tra két qua hd so thi tuc hanh chinh duwoc tinh
nhu sau:

Diém trung binh = Tong diém cua timg can bd, cong chirc, vién chire/sé luong
can bo, cong chirc, vién chirc tham gia thyc hién hudng dan, tiép nhan, giai quyét va
tra két qua ho so tha tuc hanh chinh.

d) Piém cua co quan, don vi va Bo phan Mot ctra 1a téng cac diém: diém trung
binh cta cac can b, cong chirc, vién chirc trong mot co quan, don vi tham gia thuc
hién hudng dan, tiép nhan, gidi quyét va tra két qua hd so thu tuc hanh chinh va tong

s0 diém cua cac chi so duoc danh gia.

d) Chi s6 nao chua co du thong tin dé cham diém danh gia thi khong tinh chi so
d6 trong tong hop két qua cham diém danh gia.

4. Moi chi s6 gom mot hodc nhiéu cau hoi khao sat voi cac phuong an tra 1oi
trong tmg voi mirc diém cua chi s6 d6. Cau hoi khao sat, phwong an tra 101, muc
diém tuong tng, cach tinh diém sd va phan loai két qua co quan, don vi va B phan
Mot ctra trong hudng dan, tiép nhan, giai quyét va tra két qua hd so thu tuc hanh
chinh duoc thue hién theo Phu luc 11 va Phu luc IV Quy dinh nay.

Piéu 12. Cip nhit, tong hop, cong khai va xir Iy két qua danh gia
1. Cap nhat théng tin danh gia:

a) Céng dich vu cong Thanh phé duoc thiét lap phai tu dong cap nhat két qua
danh gia noi bd va y kién danh gia cua to chire, ca nhan duoc thu nhan thong qua céc
phuong thirc: Cong dich vu cong, Hé thong thong tin mot cira dién tir Thanh phd;
Cong thong tin dién tir Thanh pho; Trang thong tin dién tir cua co quan, don vi; thiét
b1 danh gia dién tr va may tra ctru théng tin.

b) Cac co quan, don vi phai chu dong cap nhat két qua danh gia trén Cong dich
vu cong Thanh phé, cu thé nhu sau:

Co quan, don vi cdp nhat thong tin danh gia do co quan, don vi t6 chirc thu nhéan
thong qua cac phuong thirc Phat phiéu khao sat, hop thu gop v, phan anh, hé thong
camera va cac phuong thirc thu nhan théng tin khac.

Van phong Uy ban nhan dan Thanh phd cdp nhat két qua danh gia chat
lwong giai quyét thu tuc hanh chinh tai so, ban, nganh, Uy ban nhan dan quén,
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huyén theo cac ndi dung danh gia duoc quy dinh tai Khoan 3 Diéu 9 Quy dinh
nay; két qua diéu tra xa hoi hoc do t6 chuc chinh tri - x4 hdi, td chirc x4 hoi nghé

nghiép chuyén dén.

Uy ban nhan dan quén, huyén cdp nhat thong tin danh gia chat luong giai quyét
thu tuc hanh chinh tai xa, phuong, thi tran theo cac noi dung danh gia duwoc quy dinh
tai Khoan 3 Diéu 9 Quy dinh nay.

2. Cong khai két qua danh gia:

a) Két qua danh gia cua to chirc, ca nhan, co quan c6 tham quyén, danh gia noi
bd, danh gia do to chirc chinh trj - x4 hoi, to chtrc x4 hdi nghé nghiép duogc tong hop
va cong khai trén Cong thong tin dién tir Thanh phd, Cong dich vu cong Thanh phd,
tich hop véi Cong dich vu cong quéc gia, nhu sau:

Doi véi két qua danh gia tir ca nhan, to chirc va danh gia ndi bo: thuc hién dinh
ky hang quy va hang nam.

Doi voi két qua danh gia cia co quan c6 tham quyén; danh gia ciia to chirc chinh

tri -xa hoi, to chirc x4 hoi nghé nghiép: thue hién hang nam.

b) Cac co quan, don vi giai quyét thu tuc hanh chinh thyc hién cong khai két qua
danh gia tai co quan minh va trén trang thong tin dién tir cia co quan, don vi minh

theo Piém a Khoan nay.

¢) Viée tong hop két qua danh gia phai the hién va trich xuat két qua danh gia
ndi bo, danh gia cia to chirc, ca nhan theo timg truong dir liéu thu nhan duoc; ty 18
hai 1ong, s6 luot to chire, ca nhan tham gia danh gia, so lwot danh gia ndi bo doi véi
ting ho so thii tuc hanh chinh, ddi véi timg can bd, cong chirc, vién chire, d6i véi
ting giai doan giai quyét hd so, timg co quan, don vi va trén dia ban Thanh phd; s6
lvong, ty 1€ hd so tht tuc hanh chinh dwoc té chic, ca nhan tham gia danh gia. K ét
qua tong hop phai dam bao kip thoi, day du, chinh xac phuc vu cho cong tac quan 1y,
bao cao, thong k€, cong khai.

3. Xt ly két qua danh gia:

a) Két qua danh gia tir y kién ciia c4 nhén, to chirc va danh gia noi bo 1a co sd de
xem xét mirc do hoan thanh nhiém vu cia co quan, don vi, can bd, cong chirc, vién
chirc trong hudng dan, tiép nhan, giai quyét, tra két qua hd so thu tuc hanh chinh; xé4c

dinh trach nhiém cua ca nhan, nguoi dimg dau co quan, don vi trong hudng dan, tiép
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nhan, giai quyét, tra két qua hd so thu tuc hanh chinh; vu tién xem xét viée dé bat, bo
nhiém, quy hoach, dao tao, bdi dudng va xem xét khen thudng, xtr 1y ky luat can bo,

cong chirc, vién chirc.

b) Can cir danh gia tir ca nhan, to chtrc, cia co quan c6 tham quyén, to chirc
chinh tri - x4 héi, t6 chic x4 hoi nghé nghiép thuc hién va danh gia nd1 bd, co
quan, don vi ra soat, theo ddi, kip tho1 khen thuwdng, dong vién can bd, cong
chtre, vién chic thue hién t6t nhiém vu; co giai phap chan chinh, xu ly d6i voi

cac truong hop chua hoan thanh nhiém vy, ty 1¢ danh gia thap.

Chwong IV
TO CHUC THU'C HIEN

Piéu 13. Viin phong Uy ban nhin din Thanh phd

Vin phong Uy ban nhan dan Thanh phd chi tri, phoi hop véi S& Noi vu va cace

co quan lién quan thue hién:

1. Trién khai cong tac danh gia viéc giai quyét thi tuc hanh chinh, cip nhat
thong tin danh gia, tong hop tinh hinh, két qua cham diém danh gia viéc giai quyét
thu tuc hanh chinh, phan loai doi véi cac co quan, don vi, to chirc thue hién hudng
dan, tiép nhan, giai quyét, tra két qua ho so thi tuc hanh chinh trén dia ban Thanh
pho.

2. binh ky hang quy, hang nam, bao cao Chu tich Uy ban nhan dan Thanh pho
két qua cham diém danh gia, phan loai d6i véi cac co quan, don vi, to chirc thuc hién
hudng dan, tiép nhan, giai quyét, tra két qua ho so thi tuc hanh chinh trén dia ban
Thanh phd; giai phap khac phuc ton tai, bat cip phat sinh (néu co); két qua khac
phuc, chan chinh, xt ly vi pham dbi véi viéc thuce hién co ché mot cira, mot cira lién
thong trong giai quyét thu tuc hanh chinh cua quy trude (néu co); dé xuat khen
thuéng, ky ludt (néu c6); cong khai két qua trén Cong Dich vu cong Thanh phd; gui

bao cdo nam vé Vin phong Chinh phu.
Piéu 14. Sé Noi vu

Tham muu Uy ban nhan dan Thanh phd huéng dan cac co quan, don vi gin

két qua danh gia viéc giai quyét thu tuc hanh chinh 13 mot trong nhirng tiéu
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chuin xem xét mirc d6 hoan thanh nhiém vu cua can bo cong chire, vién chuc, co
quan, don vi trong huéng dan, tiép nhan, giai quyét, tra két qua hd so thu tuc
hanh chinh, xac dinh trach nhiém c4 nhan, ngudi ding dau, dé bat, bo nhiém, quy
hoach, dao tao, bdi dudng, khen thuong, ky luat duoc quy dinh tai Khoan 9 Diéu
3 Quy dinh nay; danh gia, xép loai Chi s6 Cai cach hanh chinh hang nam cua cac

don quan, don vi.
Piéu 15. S&, ban, nganh, Uy ban nhén dén quan, huyén

1. TO chirc thue hién danh gia viée giai quyét thu tuc hanh chinh, cap nhat thong
tin danh gia, cong khai két qua danh gia theo Quy dinh nay va cac Ké hoach trién
khai ctia Uy ban nhan dan Thanh phd.

2. Tuyén truyén, van dong nguoi dan, to chic tich cuc tham gia danh gia; chu
dong nghién ciru, thye hién cac giai phap dé nang cao s6 luong ngudi dan, to chire
tham gia danh gia trong giai quyét thu tuc hanh chinh.

3. Pinh ky hang quy, hang nam, trién khai cham diém danh gia d6i voi timg can
bd, cong chirc, vién chirc, co quan, don vi, to chirc thye hién hudng dan, tiép nhan,
giai quyét, tra két qua ho so thi tuc hanh chinh; gii két qua cham diém dén co quan,

don vi, té chtre thuc hién tiép nhan.

4. Bao cao Uy ban nhan dan Thanh phd (théng qua Vin phong Uy ban nhan dan
Thanh phé) két qua cham diém dé danh gia ddi voi can bo, cong chire, vién chirc, co
quan, don vi, to chirc trong thye hién hudéng dan, tiép nhan, giai quyét, tra két qua va

dé xuat cac giai phap khéc phuc ton tai, bat cap (néu co).

Piéu 16. Cac t6 chirc chinh trj - xa hoi, t6 chac x3 hoi nghé nghiép va cac to
chirc khac khi to chire diéu tra xd hoi hoc noi dung danh gia viée giai quyét thu
tuc hanh chinh, dam bao danh gia day du cac chi so theo quy dinh nay; dinh ky
hang nam, chuyén két qua tong hop danh gia dén Uy ban nhan dan Thanh phd
(thong qua Vian phong Uy ban nhan dan Thanh phd) dé thyc hién cong khai theo
quy dinh.

Piéu 17. S Thong tin va Truyén thong chi dao Trung tdm bao chi ting cuong
phdi hop voi cac co quan bdo, dai thuc hién tuyén truyén, van dong nguoi dan, to
chire tich cuc tham gia danh gia hai long trong giai quyét thu tuc hanh chinh tai cac

co quan trén dia ban Thanh pho.
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Trong qua trinh thiwe hién, néu c¢6 khé khan, vuéng mic, cac s, ban, nganh,
Uy ban nhan dan quan, huyén phan anh vé Vian phong Uy ban nhan dan Thanh
phé dé tong hop, bao cao Uy ban nhan dan Thanh phé xem xét, quyét dinh./.

TM. UY BAN NHAN DAN
CHU TICH

Nguyén Thanh Phong
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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHi MINH Pic 1ap - Tu do - Hanh phic
PHU LUCI

THANG PIEM, CACH TiNH PIEM SO VA PHAN LOAI KET QUA
CAN BQ, CONG CHUC, VIEN CHUC TRONG HUONG DAN, TIEP NHAN,
GIAI QUYET, TRA KET QUA HO SO THU TUC HANH CHINH
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn Thanh phé)

I. Thang diém caa tung chi sé danh gia

1. Chi s6 1: Tong thoi gian giai quyét thii tuc hanh chinh so véi thoi gian cho
phép theo quy dinh cua phap luit v6i cac muc diém cy thé nhu sau:

a) Diem 2 khi tong thoi gian ngan hon so voi quy dinh;

b) Diém 1 khi tong thoi gian bang thoi gian quy dinh;

¢) Piém 0 khi tong thoi gian dai hon so véi quy dinh.

2. Chi s 2: Thoi gian thyre hién cia can bd, cong chirc, vién chirc tham gia giai
quyét so véi quy dinh voi cac mie diém cu thé nhu sau

a) biém 2 khi can bo, cong chue, vién chirc xir Iy ngin hon so véi thoi han quy
dinh; khi nguoi dan, doanh nghiép hai long vé tién do giai quyét ho so ddi voi can bo,
cong chirc, vién chirc.

b) Piém 1 khi can b, cong chirc, vién chie xir Iy bang thoi han quy dinh.

¢) Biém 0 khi can bo, cong chire, vién chirc xir Iy dai hon so voi thoi han quy
dinh; khi nguoi dan, doanh nghiép khong hai long vé tién do giai quyét ho so ddi voi
can bd, cong chirc, vién chirc.

3. Chi sb 3: S6 1an nguol dan, to chire phai lién hé vé1 not tiép nhan ho so dé
hoan thién ho so thu tuc hanh chinh, khong tinh 1an ndp ho so dau tién va nguyén
nhan do 16i cta ngudi nop ho so (ke ca lién hé theo hinh thue truc tuyén) véi cac mirc
diém cu thé nhu sau:
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a) biém 2 khi khong phai lién hé véi noi tiép nhan hd so thu tuc hanh chinh 1an
nao dé hoan thién hd so;

b) Diém 1 khi chi phai mot 1an lién hé véi noi tiép nhan hd so tha tuc hanh chinh
dé hoan thién hd so;

C) Piém 0 khi phai hon mot 1an lién hé véi noi tiép nhan hd so thu tuc hanh
chinh dé hoan thién ho so.

4. Chi s6 4: S6 luong co quan, don vi, to chirc ma nguoi dan, té chic phai lién
hé dé hoan thién hd so thi tuc hanh chinh (ké ca lién hé theo hinh thure truc tuyén)

vé1 cac muce diém cu thé nhu sau:

a) Diém 2 khi khong phai lién hé véi co quan, don vi, to chirc nao dé hoan thién
hd so thu tuc hanh chinh;

b) Piém 1 khi phai lién hé vé1 médt co quan, don vi, to chire 1a BO phan Mot cura
dé hoan thién hd so tha tuc hanh chinh. Truong hop theo quy dinh phap lut, to chirc,
c4 nhan phai tryc tiép tham gia va hoan thién ho so giai quyét theo két qua kiém tra,
xac minh thuc dia, hop Hoi dong tham dinh, tham tra trong qua trinh giai quyét thu
tuc hanh chinh, thi s6 lvong dugce cong thém co quan, don vi, to chirc dwgce phap luat
giao chu tri kiém tra, xac minh thuc dia, té chic Hoi déng tham dinh, tham tra.

¢) Biém 0 khi phai lién hé voi hon mot co quan, don vi, to chirc dé hoan thién
ho so thu tuc hanh chinh.

5. Chi s6 5: Thai d6 cua can bo, cong chire, vién chuc khi hudng dan 1ap ho so,
tiép nhan ho so va giai quyét thu tuc hanh chinh véi cac mirc diém cu thé nhu sau:

a) Diém 2 khi duoc danh gia tot vé trang phuc, tac phong than thién, lich su; va
hudng dan nguoi dan, to chire cu thé rd rang, thong tin day du chinh xac; va khong ¢o
hanh vi ctra quyén, hach dich, gay khé khan, phién ha, khong thyc hién hodc thuc
hién khong dung quy dinh phap luét.

b) Piém 1 khi dugc danh gia binh thudng vé trang phuc, tac phong va hudng
dan, thong tin cho nguoi dan, t6 chirc; va khong cé hanh vi cira quyén, hach dich, gay
khoé khan, phién ha, khong thuc hién hodc thye hién khong dung quy dinh phap luét.

¢) Biém 0 khi dugc danh gia kém vé trang phuc, tac phong va huéng dan, thong
tin cho ngudi dan, to chirc; hodc c¢d hanh vi cira quyén, hach dich, gay khé khan,
phién ha, khong thue hién hodc thuc hién khong dung quy dinh phap luét.
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c6 m ho so giai quyét thu tuc hanh chinh duoc danh gia; moi hd so ¢ i =5 chi s6 dé

II. Cach tinh diém so6 caa can bg, cong chirc, vién chirc

Gia dinh trong ky thong ké két qua danh gia viéc giai quyét thu tuc hanh chinh

danh gia.

* Piém s6 cia mot hd so giai quyét thi tuc hanh chinh tinh theo chi s6 thir

(i) dugc tinh nhu sau:

(1)

Got:

n: 12 s6 1an danh gia caa mot ho so (H) tinh theo chi s6 thir (i)

a1, &, ... a,; 1a diém s6 ctia mdi 1an danh gia cho hd so (H) tinh theo chi s thir

b: 1a diém s6 cia ho so (H) tinh theo chi s6 thir (i)
Thi:

b ﬂ:-1+ ﬂ-2+ "'+ (In

i
* Piém s6 cua chi sé thir (i) dwoe tinh nhw sau:
Got:
m: 12 s6 lwong ho so duge danh gia trong ky
by, b, ... by 14 diém s6 ciia mdi ho so tinh theo chi so thi (i)
¢: 1a diém s6 cua Chi s6 thir (i)
Thi:
bl + bz + te + b-m
B m

C

* Piém s ctia can bd, cong chirc, vién chirc dwoc danh gia:

Got:

C1, Ca, C3, C4, Cs: 12 diém sb ciia cac chi sd duoc danh gia.

X: 1a tong diém cua timg can bd, cong chire, vién chirc duge danh gia
Thi:

X=cit+tc,tc3tceqtcs

I11. Phén loai két qua
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Viéc phan loai két qua hoan thanh nhiém vu can b, cong chirc, vién chirc trong
hudng dan, tiép nhan, giai quyét, tra két qua ho so thi tuc hanh chinh, nhw sau:

Xép loai trong | Hoan thanh 100% | Hoan thanh 70% Hoan thanh dwéi

hwéng dan, tiép | nhiém vu trong dén dwéi 100% 70% nhiém vu
nhan, giai quyét, | hwéng din, tiép nhiém vu trong | trong huéng dén,
tra két qua ho so | nhan, gidi quyét, | hwéng dan, tiép tiép nhén, giai
tha tuc hanh tra két qua ho so nhin, giai quyét, quyét, tra két
chinh thu tuc hanh tra két qua ho so | qua ho so thi tuc
chinh thu tuc hanh chinh hanh chinh

X 5<X 3,5<X<5 X <35
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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHi MINH Pic 1ap - Tu do - Hanh phic
PHU LUC 11

THANG PIEM, CACH TiNH PIEM SO VA PHAN LOAI KET QUA
POI VOI CO QUAN, PON VI TRONG HUONG DAN, TIEP NHAN,
GIAI QUYET, TRA KET QUA HO SO THU TUC HANH CHINH
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh phd)

I. Thang diém cu thé caa ting chi sé danh gia

1. Chi s6 6: Thuc hién to chirc tiép nhan ho so, giai quyét, tra két qua tai Bo
phan Mot cira, vdi cac mirc diém cu thé nhu sau:

a) Piém 2 khi B phan Mot ctra co quan chuyén mén so, ban, nganh tiép nhan,
xem xét, tham dinh ho so, phé duyét két qua do6i voi toi thiéu 20% sb luong thu tuc
hanh chinh theo danh muc thu tuc hanh chinh tiép nhan ta1 B6 phan Mot ctra do Chu
tich Uy ban nhan dan thanh phé ban hanh; B6 phan Mot cira quan-huyén tiép nhan,
xem xét, tham dinh ho so, trinh phé duyét két qua ddi voi toi thieu 50% s luong thu
tuc hanh chinh theo danh muc tiép nhan cua quan-huyén; BO phan Mot ctra xa,
phuong, thi tran tiép nhan, xem xét, tham dinh ho so, phé duyét két qua doi véi 100%
thu tuc hanh chinh thudc danh muc tiép nhan cua xa, phuong, thi tran.

b) Biém 1 khi 100% thu tuc hanh chinh khéng thudc d6i twong quy dinh tai cac
diém a, b khoan 5 Diéu 14 Nghij dinh s6 61/2018/ND-CP dugc tiép nhan ho so va tra
két qua tai B6 phan Mot cira cac cép.

¢) Biém 0 khi dudi 100% thu tuc hanh chinh khong thudc doi teong quy dinh tai
cac diém a, b khoan 5 Diéu 14 Nghi dinh s6 61/2018/ND-CP duoc tiép nhan ho so va
tra két qua tai B6 phan Mot cira cac cép.

2. Chi s6 7: Co s& vat chat, méi treong lam viéc tar khu vure tiép nhan va tra két
qua, vo1 cac mire diém cu thé nhu sau:

a) Diém 2 khi trang thiét bi, diéu kién phuc vu dwgc ngurdi dan, td chirc danh gia
hai long.
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b) Piém 1 khi trang thiét bi, diéu kién phuc vu dugc ngudi dan, to chirc danh gia
binh thuong.

c) Dbiém 0 khi trang thiét bi, diéu kién phuc vu dwgc ngurdi dan, td chirc danh gia
hat long khong hai long.

3. Chi sb 8: Cong khai cac thu tuc hanh chinh tai B6 phan Mot cira, voi cac mirc
diém cu thé nhu sau:

a) Diém 2 khi thu tuc hanh chinh thuc hién tai B6 phan Mot cira duoc cong khai
chinh xac, day du, kip thoi bang hinh thirc dién tir theo dung quy dinh phap luat vé
cong khai tha tuc hanh chinh.

b) Piém 1 khi thi tuc hanh chinh thue hién tai Bd phan Mét cira duge cong khai
chinh xac, day du, kip thoi bang hinh thirc niém yét theo dung quy dinh phap luat vé
cong khai thu tuc hanh chinh.

C) Piém 0 khi thu tuc hanh chinh thue hién tai B phan Mot cira khong duoc
cong khai chinh xac, day du, kip thoi.

4. Chi sb6 9: Tiép thu, giai trinh d6i voi cac y kién phan anh, kién nghi cua to
chtrc, ca nhan trong viée giai quyét thu tuc hanh chinh, véi muc diém cu thé nhu sau:

a) Diém 2 khi khong c6 phan anh, kién nghi hodc 100% phan anh, kién nghi
duoc xir 1y dung thoi han theo quy dinh va khong ¢6 phan anh, kién nghi kéo dai.

b) Diém 1 khi t6i thiéu tir 90% phan anh, kién nghi tré 1én duge xir ly dung thoi
han theo quy dinh va khong c6 phan anh, kién nghi kéo dai.

¢) Biém 0 khi dudi 90% phan anh, kién nghi dugc xir ly dung thoi han theo quy
dinh hoac c6 phan anh, kién nghi kéo dai.

5. Chi s6 10: Tién dd va chat lwong cung cap dich vu cong truc tuyén cua co
quan c6 tham quyén, véi cac mire diém cu thé nhu sau:

a) biém 2 khi t6i thiéu 20% thu tuc hanh chinh dap Gng yéu cau duge dua vao
trién khai dich vu cong truc tuyén mue do 3, 4; ty 1& ho so truc tuyén trong tong so ho
so dat toi thiéu 30%; va khong co ho so trye tuyén nao khong giai quyét hodc giai
quyét qua han.

b) Diém 1 khi ¢6 trién khai dich vu cong truc tuyén mire do 3, 4 d6i véi tha tuc
hanh chinh dap ang yéu cau; ty 1& hd so truc tuyén trong tong sd ho so dat toi thicu
15% dén dudi 30%; va khong ¢ ho so truc tuyén khong duoc giai quyét hodc giai
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quyét qua han.

c) Piém 0 khi khong trién khai dich vu cong truc tuyén mirc do 3, 4 hodc ty 1€
ho so truc tuyén trong téng s6 hd so dat dudi 15%; hodc ¢ ho so truc tuyén khoéng
duoc giai quyét hodc giai quyét qua han.

IL. Céch tinh diém s6 caa co quan, don vi, B) phin Mjt cira

Gia dinh trong ky thong ké két qua danh gia viéc giai quyét thu tuc hanh chinh
c6 m ho so giai quyét thu tuc hanh chinh duoc danh gia; moi hd so ¢ i =5 chi s6 dé
danh gia; moi co quan, don vi ¢o j = 4 chi s6 dé danh gia.

* Piém s6 ciia mdt hd so giai quyét thii tuc hanh chinh tinh theo chi sé thi
(i) duwgec tinh nhu sau:

Got:

n: 1a s6 1an danh gia cia mot ho so (H) tinh theo chi s6 thir (i)

aj, a, ... a,; 1a diém so ctia mdi lan danh gia cho hod so (H) tinh theo chi so thir

b: 1a diém s6 cia ho so (H) tinh theo chi s6 thir (i)
Thi:
fI-l + ﬂ-z + "'+ l‘.ln_

i

h:

* Piém s6 cua chi sé thir (i) dwoe tinh nhw sau:
Got:
m: 12 s6 lwong ho so duge danh gia trong ky
by, bs, ... by, 12 diém s cia mdi ho so tinh theo chi s6 tha (1)
¢: 1a diém s6 cua Chi s6 thir (i)
Thi:
bi + bz + + bﬂ‘l
B m

C

* Piém s6 cua can bg, cong chirc, vién chirc dwoc danh gia:
Got:

C1, Co, C3, C4, Cs: 1a d1i€m sO cua cac chi s6 duoc danh gia.
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x: 1 tong diém cua timg can bd, cong chire, vién chirc duoc danh gia

Thi:

X=C+tC+C3+C41Cs

* Piém s6 trung binh cia cac can b§, cong chirc trong mbi co’ quan, don vi
Got:

0: la s6 lwong can bd, cong chirc c6 tham gia quy trinh ti€p nhan, giai quyét, tra
két qua ho so thu tuc hanh chinh cua modi co quan, don vi

X1, X, ... Xo. 12 diém sO ctia mdi can bo, cong chirc co tham gia quy trinh tiép
nhan, gidi quyét, tra két qua ho so thii tuc hanh chinh ciia mdi co quan, don vi (X, Xa,
... X, da duogc tinh theo cong thirc ¢ phan trén)

y: 1a diém so trung binh cua can b, cong chirc cia mdi co quan, don vi

Thi:
Il + IE + "'+ 1:0

¢

T —

* Piém sb ctia co quan, don vi dwge danh gia:

Got:

p: 14 s6 1an danh gia cho chi so thi (j)

di, do, ... dp: 12 diém s6 cua moi lan danh gia ddi véi co quan, don vi tinh theo
chi s6 tht (j)

e: 1a diém so cua chi s6 thu (5)

Thi:

_dy+ dy+ o+ dy
°T P
Got:

€1, €5, €3, €4: 1a di€ém sb cua cac chi s6 duoc danh gia d61 véi co quan, don vi
z: 1a diém sé cia co quan, don vi duoc danh gia
Thi:

Z=y+el+ez+eg+e4



38

CONG BAO/Sé 200+201/Ngay 01-10-2020

II1. Phin loai két qua chim diém

Viéc phan loai két qua hoan thanh nhiém vu cua co quan, don vi, Bo phan Mot

cira trong huéng dan, tiép nhén, giai quyét, tra két qua ho so thu tuc hanh chinh, nhu

sSau:

Xép loai
trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua

Xuit sic
trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua

Tét trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua
hé so thii

Kha trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua
hé so thi

Trung binh
trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua

Yéu trong
hwéng dén,
tiép nhén,
giai quyét,
tra két qua
hé so thii

hosothi | hosothi | tuchanh | tuchanh | hésothi | tuchanh
tuc hanh tuc hanh chinh chinh tuc hanh chinh
chinh chinh chinh
z I15<z 12<z<15 | 9<z<12 6<z<9 z<6
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UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHi MINH Pic 1ap - Tu do - Hanh phic
PHU LUC 111

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

Cac Phiéu danh gia su hai long cia to chitc, ca nhan vé giai quyét thu tuc hanh
chinh gdm:

1. Phiéu s6 1: Phiéu danh gia sy hai long cua to chirc, ca nhan vé giai quyét thu
tuc hanh chinh (Khi td chtrc, ca nhan nop hd so thu tuc hanh chinh tai B phan Mot
cua).

2. Phiéu s6 2: Phiéu danh gia su hai 1ong cua to chirc, ca nhan vé giai quyét thu
tuc hanh chinh (Khi t6 chirc, ca nhan ndp hd so truc tuyén).

3. Phiéu so 3: Phiéu danh gia su hai 1ong cua to chirc, ¢4 nhan vé giai quyét thu
tuc hanh chinh (Khi to churc, ca nhan nhan két qua ho so thu tuc hanh chinh tai B
phan Mot ctra).

4. Phiéu s6 4: Phiéu danh gia su hai 1ong cua to chirc, ca nhan vé giai quyét thu
tuc hanh chinh (Khao sat trén Céng Dich vu cong Thanh phé).

5. Phiéu s6 5: Phiéu danh gia sy hai long cia to chire, ca nhan vé giai quyét thu
tuc hanh chinh (Khao sat trén may tra ctru thong tin dat tai BG phan Mdt ctra).
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CO QUAN GIAI QUYET CONG HOA XA HQI CHU NGHIA VIET NAM
THU TUC HANH CHINH Pic 1ap-Tu do-Hanh phic

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Khi t6 chirc, ¢4 nhin ndp hd so thi tuc hanh chinh tai Bd phan Mgt cira)
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

Nham nang cao hon nita chat lwong cong tac phuc vu td chirc, ca nhan dén lién hé

vé thi tuc hanh chinh tai co quan ching t61, kinh mong nhan dwge sy hop tac cua

Ong/ba théng qua viée tra 101 ddy du, khach quan cac cdu hoi sau day. Xin tran trong

cam on Ong/ba!

Huwéng dan trd 1oi: Ong/ba danh ddu (X) vao 6 trong twong vmg véi phwong dn

tra loi

1. Trang phuc, tac phong ciia cin b khi tiép Ong/ba ¢ than thién, lich su

khong?

O Tét
[1 Binh thuong
] Kém

2. Khi kiém tra thanh phéin hd so, thong bao véi Ong/ba dé yéu ciu bb sung

hé so, can bd 6 thwe hién cin than, k§ lwong khong?

O Tét
[1 Binh thuong
] Kém

3. Khi huong dén, gidi thich cho Ong/ba, can by c6 théng tin diy da, rd

rang, dé hiéu khong?

O Tét
[1 Binh thuong
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(] Kém

4. Can bd c6 thai d§ cira quyén, gy khé khin, phién ha déi véi Ong/ba
khong?

[J Khong

0 Co
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CO QUAN GIAI QUYET CONG HOA XA HQI CHU NGHIA VIET NAM
THU TUC HANH CHINH Péc 1ap-Tw do-Hanh phic

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Khi t6 chirc, c4 nhin nép hd so truc tuyén)
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

Nham nang cao hon nira chat lrong cong tac phuc vu t6 chtrc, ca nhan dén lién hé
vé thu tuc hanh chinh tai co quan chung t61, kinh mong nhan dwoc sw hop tac cua
Ong/ba thong qua viée tra 1o ddy du, khach quan cac cau hoi sau ddy. Xin tran trong
cam on Ong/ba!

Huwéng dan trd 1oi: Ong/ba danh ddu (X) vao 6 tréng tiwong g véi phwong dn
tra loi

1. Céc chi din trén hé théng dé Ong/ba hoan thanh viéc ndp hd so cé
day da, rd rang, dé hiéu khong?

O Tét

[1 Binh thuong

1 Kém

2. Ong/ba ndp hd so truc tuyén co thuin tién, dé thue hién khong?

O Tét

[1 Binh thuong

1 Kém
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CO QUAN GIAI QUYET CONG HOA XA HQI CHU NGHIA VIET NAM
THU TUC HANH CHINH Péc 1ap-Tw do-Hanh phic

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Khi t6 chire, ca nhin nhin két qua hd so' thi tuc hanh chinh
tai B§ phan Mot cira)
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 cuia Uy ban nhdn ddn thanh phd)

Nham nang cao hon nira chat lrong cong tac phuc vu t6 chtrc, ca nhan dén lién hé
vé thu tuc hanh chinh tai co quan chung t61, kinh mong nhan duoc sw hop tac cua
Ong/ba thong qua viée tra 1o ddy du, khach quan cac cau hoi sau ddy. Xin tran trong
cam on Ong/ba!

Huwéng dan trd 1oi: Ong/ba danh ddu (X) vao 6 tréng tiwong g véi phwong dn
tra loi

1. Ho so Ong/bﬁ c6 dwoc gidi quyét dang han khong?

[1Sém

[1 Dung han

[1 Tré han

2. S6 14n Ong/ba lién hé véi B phan tiép nhin va tra két qua dé hoan thién
hé so (khdng tinh 1dn ndp ho so diu tién va nguyén nhin bd sung do 16i cia
ngudi ndp ho so)

[J Khong

[ Mot 1an

0 Hon mét 1an

3. Ngoai by phén tiép nhin va tra két qua, Ong/ba cé gip can b ciia co
quan khac dé hoan thién hé so khong?

[J Khong

[ Mot co quan

[1 Hon mot co quan

4. Trang phuc, tic phong cia can bd khi tiép Ong/ba cé than thién, lich su
khong?
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O Tét

[1 Binh thwong

] Kém

5. C4n bd c6 thai d§ cira quyén, gy khé khin, phién ha déi véi Ong/ba
khong?

[J Khong

0 Co
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CO QUAN GIAI QUYET CONG HOA XA HQI CHU NGHIA VIET NAM
THU TUC HANH CHINH Péc 1ap-Tw do-Hanh phic

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Khao sat trén Cong Dich vu cong thanh phd)
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

Nham nang cao hon nira chat lrong cong tac phuc vu t6 chtrc, ca nhan dén lién hé
vé thu tuc hanh chinh tai co quan chung t61, kinh mong nhan dwoc sw hop tac cua
Ong/ba thong qua viée tra 1o ddy du, khach quan cac cau hoi sau ddy. Xin tran trong
cam on Ong/ba!

Huwéng dan trd 10i: Ong/ba danh ddu (X) vao 6 tréng tiwong g véi phwong dn
tra loi

1. Ho so Ong/bﬁ c6 dwoc giai quyét dang han khong?

L] Sém

[1 Dung han

[1 Tré han

2. Ong/ba c6 hai 1ong vé tién d¢ giai quyét hd so d6i voi bo phan, can b
dang giai quyét ho so khong?

[] Hai long

[J Khong hai long

3. Can bd c¢6 hanh vi cira quyén, gy kho khan, phién ha d6i véi Ong/ba
khong?

[J Khong

[1Co

4. S6 1an Ong/ba lién hé véi B phan tiép nhin va tra két qua dé hoan thién
hé so (khdng tinh 1dn ndp ho so diu tién va nguyén nhin bd sung do 16i cia
ngudi ndp ho so)
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[J Khong
1 Mot lan
0 Hon mét 1an

5. Ngoai b§ phén tiép nhin va tra két qua, Ong/ba c6 gip can bj ciia co
quan khac dé hoan thién hd so khong?

[J Khong
[ M6t co quan

[1 Hon mét co quan
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CO QUAN GIAI QUYET CONG HOA XA HOI CHU NGHIA VIET NAM
THU TUC HANH CHINH Pic 1ap-Tw do-Hanh phiic

PHIEU PANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE GIAI QUYET THU TUC HANH CHINH
(Khao sat trén may tra ctru thong tin dit tai B phan Mot cira)
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 135 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

Nham nang cao hon nira chat lrong cong tac phuc vu t6 chtrc, ca nhan dén lién hé
vé thu tuc hanh chinh tai co quan chung t61, kinh mong nhan dwoc sw hop tac cua
Ong/ba thong qua viée tra 1o ddy du, khach quan cac cau hoi sau ddy. Xin tran trong
cam on Ong/ba!

Huwéng dan trd 1oi: Ong/ba danh ddu (X) vao 6 tréng tiwong g véi phwong dn
tra loi

1. Ong/ba cho y kién vé ndi dung, hinh thirc cong khai thi tuc hanh chinh
tai B6 phan Mot cira?

I Pugc cong khai kip thoi, day du, chinh xac bang hinh thire dién tir hodc vira
dién tir vira niém yét gidy

[J Pugc cong khai kip thoi, ddy du, chinh x4c bang hinh thic niém yét gidy

[0 Chua dugc cong khai kip thoi, ddy du, chinh xac

2. Hb so Ong/bﬁ c6 dwoc gidi quyét dang han khong?

[1 Sém

[1 Pung han

[1 Tré han

3. S6 14n Ong/ba lién hé voi Bo phén tiép nhan va tra két qua dé hoan thién
hé so (khong tinh 1dn ndp hd so' diu tién va nguyén nhin bé sung do 16i caa
nguoi ndp ho so)

[J Khong

[ Mot 1an
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0 Hon mét 1an

4. Ngoai bo phén tiép nhin va tra két qua, Ong/ba co gap can b cua co
quan khac dé hoan thién hd so khong?

[J Khong
[ M6t co quan
[1 Hon mét co quan

5. Ong/ba c6 hai 1ong véi trang thiét bi, didu kién phuc vu nguoi dén, to
chure tai B¢ phan Mot cwira

[] Hai long
[1 Binh thwong
[J Khong hai long



UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM
THANH PHO HO CHi MINH Pic lap - Tu do - Hanh phic

PHU LUC IV
PIEM SO TUONG UNG CUA PHUONG AN TRA LOI TRONG CAU HOI KHAO SAT
TAI CAC PHIEU DANH GIA SU HAI LONG CUA TO CHUC, CA NHAN
VE PANH GIA VIEC GIAI QUYET THU TUC HANH CHIiNH
(Ban hanh kém theo Quyét dinh s6: 25/2020/0D-UBND
ngay 13 thang 9 nam 2020 ciia Uy ban nhdn ddn thanh pho)

iV

Cau héi khao sat/phwong an tra 1oi Piém sb twong ing cia Ghi chu
phwong an tra loi

Diém 2 Diém 1 Diém 0

Chi s6 1': Tong thoi gian giai quyét thu tuc hanh chinh so véi
thoi gian cho phép theo quy dinh cua phap luat

Hb so ()ng/bz‘t ¢6 dugc giai quyét dang han khong? (Phiéu sb 3,
4, 5)

020T-01-10 A83N/10T+00T 9S/0VE DNOD

Som X

Dung han X

! Khong thyc hién khao sdt 16 chti’c,v cd nhc?n doi voi ngi dung tai Chi 56 6 va Chi s6 9 dwoc quy dinh tai Piéu 10 Quy dinh nay. Chi 50 6 va Chi 50
9 dwoc danh gid boi co quan co thdm quyén theo quy dinh tai Diéu 5 Quy dinh nay.

oV




Cau héi khao sat/phwong an tra 1oi Piém s twong ng ciia

phwong an tra loi

Diém 2 Diém 1 Diém 0

Ghi chu

Tré han X
Chi sb 2: Thoi gian thyc hién cua can b, cong chirc,
vién chirc tham gia giai quyet so vé1 quy dinh
Ong/ba c6 hai long vé tién d§ giai quyét hd so' d6i véi by phan,
can bg dang giai quyét khong? (Phieu so 4)
Hai long X
Binh thudng X
Khong hai long X
Chi s6 3: S6 1an nguoi dén, to chirc phai lién hé vé6i noi tiép nhan ho so
de¢ hoan thién ho so thu tuc hanh chinh, khong tinh 1an ndp ho so dau tién
va nguyén nhan do 161 ciia nguo1 ndp ho so (ke ca lién hé theo hinh thire truc tuyen)

S6 1an Ong/ba lién h¢ véi By phan tiép nhan va tra két qua dé
hoan thién ho so’ (Phiéu so 3, 4, 5)
Khong X
Mot 1an X
Hon mét 1an X

Chi s6 4: S6 luong co quan, don vi, t chitc ma ngudi dan,
t6 chirc phai lién hé dé hoan thién hd so thi tuc hanh chinh
(ké ca lién hé theo hinh thirc tryc tuyén)

Ngoai bd phén tiép nhén va tra ké"t qui, Ong/ba ¢6 gap can b
cua co’ quan khac dé hoan thién ho so' khong? (Phiéu so 3, 4, 5)

0¢
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iV



Cau héi khao sat/phwong an tra 1oi

Diém so twong ng cua

phwong an tra loi

Diém 2

Diém 1

Diém 0

Ghi chu

Khong

X

Mot co quan

X

Hon mdt co quan

Chi so 5: Thai 46 cta can bd, cong chuc, vién chirc

khi hudng dan 1ap hd so, tiép nhan hd so va giai quyét thu tuc hanh chinh

Piém s cia Chi sd 5
la trung binh cong
diém cta cac cau hoi
khao sat d6i v6i Chi
sO nay (diém sb tir 0
diém dén 2 diém)

Trang phuc, tic phong cua can b khi tiép Ong/ba c6 than thién,
lich sy khong? (Phiéu so 1, 3)

Tot

Binh thuong

Kém

Khi kiém tra thanh phan hd so, thong bao véi Ong/ba dé yéu chu
bo sung ho so, can bg c6 thuc hién cin thin, ky ludng khong?
(Phiéu so 1)

Tot

Binh thuong

Kém

Khi huéng din, gidi thich cho Ong/ba, cin bj cé théng tin diy
du, ro rang, de hiéu khong? (Phiéu so 1)

IS
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iV



Cau héi khao sat/phwong an tra 1oi Piém sb twong ing cia Ghi chu
phwong an tra loi
Diém 2 Diém1 | Diém 0

Tot X
Binh thudng X
Kém X
Cén b c6 thai dj cira quyén, gdy khé khin, phién ha doi véi
Ong/ba khong? (Phiéu so 1, 3, 4)
Khong X
Co X

Chi s6 7: Co s& vat chat, moi truong lam vige

tai khu vuc ti€p nhén va tra ket qua

(A)ng/b? ¢6 hai 1ong véi trang thiét bi, djéu kién phuc vu nguoi
dan, to chirc tai B phan Mot cira (Phi€u so 5)
Hai long X
Binh thudng X
Khong hai long X

Chi s6 8: Cong khai cac thu tuc hanh chinh tai B4 phan Mot ctra

Ong/ba cho y kién vé nji dung, hinh thirc cong khai thi tuc hanh
chinh tai B phan Mgt cira (Phiéu so 5)

Kip thoi, day d, chinh x4c bang hinh thirc dién ti/ dién tir va niém X
yet gidy

(S
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iV



Cau héi khao sat/phwong an tra 1oi

Diém so twong ng cua

phwong an tra loi

Ghi chu

Diém 2 Diém1 | Diém 0
Kip thoi, day du, chinh xac bang hinh thirc niém yét gidy X
Chua kip thoi, chua day du, chua chinh xac X
Piém s6 cua Chi sb
Chi s6 10: Tién d6 va chat lugng cung cap dich vu IQ; la tr}lng ,binhA Cél{g
cong truc tuyén ciia co quan c6 thim quyén 1(316;2 (s::ilf ggf 52;1 (ljll(ii
s0 nay (diém so tir 0
diém dén 2 diém)
Cac chi dén trén hé tl}éng dé Ong/ba hoan thanh viéc nfp hd so
c6 day du, ro rang, dé hiéu khong (Phiéu so 2)
Tot X
Binh thudng X
Kém X
Ong/ba ndp hd s0° truc tuyén c6 cam thiy thuin tién, dé& thuc
hién khong? (Phiéu so 2)
Tot X
Binh thudng X
Kém X

€S
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iV



