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KEHO~CH
Nang cao s1}'hili long cua ngU'o; dan, tA clurc dai vo; Sl! phuc V\l cua cac

CO' quan, don vi; cai thi~n, nang cao Chi sa Hai long v~ s1}'phuc v\l
hanh chinh (SIP AS) nam 2021 cua thanh pha Ha NQitren dia ban qu~n Ba Dinh

Thuc hien KS hoach s6 2S/KH-UBND ngay 22/0112021 cua UBND thanh
ph6 Ha NQi v~ Nang cao su hai long cua ngiroi dan, t6 chirc d6i voi sir phuc vu
cua cac co quan, dan vi; cai thien, nang cao Chi s6 Hai long v~ sir phuc vu hanh
chinh (SIPAS) nam 2021 cua thanh ph6 Ha NQi, UBND quan ban hanh KS
hoach trien khai thirc hien, cu th€ nhu sau:

I. Ml}C DicH,YEU cAu
1.Muc dich
Xac dinh cu th€ trach nhiem cua cac co quan, dan vi trong viec tlurc hien

cac nhiem vu, giai phap d€ nang cao sl,lhili long cua nguai dan, t6 chuc d6i v&i
Sl,lph\lc V\l cua cO'quan nha nu&c.

2. Yeu ciu
T6 chuc tri€n khai nghiem tUc, co hi~u qua kS ho~ch cua UBND Qu~.

Cac cO'quan, dan vi xac dinh muc dQhai long cua nguai dan, t6 chuc d6i v&i Sl,l
ph\lc V\lhanh chinh la mQt trong nhung thu&c do quan trQng trong danh gia ho~t
dQng, xem day la mQt trong nhfrng can cu d€ xac dinh muc dQhom thanh nhi~m
V\l cua nguai dUng dAudan vi.

II. NQI DUNG THljC HI¥N
1.V~ ti~p c~n dich v\l
- Cung cAp dAy du, kip thai thong tin d€ nguai dan, t6 chuc biSt v~ cO'

quan tiSp nh~n, giai quySt TTHC mQt cach d~ dang, nhanh chong t~i tfl,l s6 cua
cO' quan, dO'n vi, tren C6ng Thong tin di~n til qu~n, fanpage Zalo cua UBND
qu~n va cac phuang. Ngoai ra, m6 rQng cac hinh thuc thong tin d€ nguai dan, t6
chuc biSt v~ cO'quan ti~p nh~n, giai quy~t TTHC qua Bang tin t~i Nha van hoa,
Khu dan cu, T6 dan ph6 ...

- T6 chuc tiSp nh~n va tra kSt qua giai quySt h6 sO'TTHC qua dich V\lBuu
chinh cong ich.

- T~p trung dAu tu du trang thiSt bi hi~n d~i, d~ su d\lng d€ nguai dan, t6
chuc su d\lng trong qua trinh giai quySt TTHC. Van phong HDND va UBND
qu~n chu tri, ph6i hQ'pv&i phong Tili chinh - KS ho~ch ra soat, bao cao UBND
qu~n phuang an su d\lng, nang cAp trang thiSt bi t~i BQ ph~ MQt cua qu~ va
phuang.
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- DAy manh cung cfip thong tin v~ giai quyet TTHC tren Cong thong tin
dien ill cua quan; phan dfiu trong nam 2021, 100% cac phirong co Cong thong
tin dien ill.

2. V~Thu tuc hanh chinh
- Cong khai dfry du, kip thai, d€ ti~p can cac TTHC duoc tham quyen ti~p

nhan, giai quyet tai BQ phan MQt cira, tren Cong TTDT quan, Cong TTDT
phirong; rna rong cac hinh thirc cong khai phu hQ'Pkhac: Phat hanh cac video
hu6ng d~n v~ TTHC, b6 tri can bQ h6 tro v~ TTHC; t6 chirc cac cuoc thi tim
hieu v~ TTHC, Dich vu cong tnrc tuyen,

- Thuong xuyen c~p nhat cac TTHC, quy trinh nQi bQgiai quyet TTHC; ra
soat, tham muu c~t giam thai gian giai quyet TTHC.

- Thirc hien dang tai cong khai, dfiy du cac TTHC thuoc thAm quyen tiep
nhan, giai quyet t~i BQ ph~n MQt cua cua ca quan, dan vi, tren C6ng TTDT
Qu~n, C6ng TTDT phuOng.

3. V~ Cong chuc giai quy~t TTHC
- Cac phong chuyen mon, UBND cac phuOng b6 tri cong chilc co trinh dQ

chuyen mon, nghi~p V\l, kinh nghi~m, ky nang giao ti~p Ung xu t6t, co tinh thfin
trach nhi~m cao, thai dQ, tac phong ph\lc V\l d~ him vi~c t~i BQ ph~n mQt cua
Qu~n va phuOng.

- Tang cUOng nang cao nang h,rc, trach nhi~m, ky nang, nghi~p V\l va tinh
thfin, thai dQ ph\lc V\l cua dQi ngu can bQ, cong chilc tn.rc ti~p giai quy~t cong
vi~c cho nguai dan va t6 chilc. Phong NQi V\l tham muu UBND qu~ t6 chilc
lOp b6i du6ng ki~n thilc, ky nang d6i v6i toan th~ can bQ, cong chilc lam vi~c t~i
BQ ph~ ti~p nh~n va tra k~t qua h6 sa hanh chinh qu~n va cac phuOng.

- ThuOng xuyen ki~m tra, giam sat, xu ly nghiem tfUOng hQ'Pcong chilc
gQ'iy nQp them ti~n ngoai phi/l~ phi; cong chilc gay phi~n ha, nhung nhi~u; cong
chilc vi ph~m nQi quy, quy ch~ va cac quy dinh. Thuang xuyen ki~m tra, don
d6c cac ca quan, dan vi, trong do t~p trung ki~m tra vi~c giai quy~t TTHC cho
nguai dan, t6 chilc. Phong NQi V\l tham muu UBND qu~n ki~m tra dQt xufit vi~c
chfip hanh ky lu~t, kY cuang hanh chinh trong thi hanh nhi~m V\l, cong V\l. Cac
cUQcki~m tra d~u duQ'c l~p bien ban, ghi ro nhfrng uu di~m, k~t qua d~t duQ'C,
nhfrng h~n ch~ va kip thai co ki~n nghi xu ly nhfrng tfUOng hQ'Pvi ph~m quy
dinh d~ nang cao y thilc trach nhi~m, tinh thfin ph\lc V\lnhan dan.

4. V~K~t qua giai quy~t TTHC
- ThlJc hi~n nghiem quy trinh giai quy~t TTHC theo ca ch~ mQt cua, mQt

cua lien thong; ki~m soat ch~t che quy trinh giai quy~t. DAy m~nh Ung d\lng
phfin m~m mQt cua di~n tu dung chung d~ nang cao tinh cong khai, minh b~ch
va ki~m soat vi~c giai quy~t TTHC cua cac ca quan, dan vi.

- ThlJc hi~n nghiem tuc vi~c cong khai, xin l6i t6 chilc, ca nhan khi giai
quy~t TTHC xay ra sai sot, qua h~ d6i v6i k~t qua TTHC thuQc thAm quy~n
giai quy~t cua ca quan, dan vi.
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5. V~ Ti~p nh~n, xu ly cac gop y, phan anh, ki~n nghj
- Ti~p tuc niem y~t cong khai s6 dien thoai, hop thu dien tir cua co quan

ti~p nhan va phan anh kien nghi thea quy dinh; b6 tri gop y, s6 gop y va tri€n
khai khao sat, do hrong sir hai long cua ngiroi dan, t6 chirc d6i voi viec giai
quyet TTHC tai co quan, dan vi.

- Dira chuyen rnuc "Phan anh ki~n nghi" tren Cong thong tin dien ill cua
quan d€ l:1y Y kien ca nhan, nguoi dai dien t6 chirc da: giao dich, giai quyet
TTHC thuoc thAm quyen giai quyet TTHC cua co quan, dan vi.

6. V~ Ch~ dQ bao cao
Cac co quan, dan vi giri bao cao k~t qua thuc hien cac nhiem vu duoc

giao tai Phu luc dinh kern thea K~ hoach nay dinh ky vao quy I, 6 thang, 9
thang, niim (t6ng h(yp trong baa cao CCHC dinh IcY; b6 sung m1,lc:Baa cao kit
qua thz.cchi?n Ki hO(lch Nang cao Sl,C hili long cua nguai dan, t6 chuc d6i WYisz.c
ph1,lcV1,lcua cac cO'quan, dan vi; cai thi?n, nang cao Chi s6 Hili long vd vd Sl,C
ph1,lcV1,lhilnh chinh nam 2021).

III. NHI:E:M\TV ev THE (Ph1,ll1,lcchi tiit kem thea).
IV. TO ewe THVe HI:E:N
1. Thu trU'Cmgcae phong, ban, Chu tjch UBND cae phuimg
a) Tren co sa cac nQi dung, nhi~m V\l cua K~ hO:;lch,can cu d~c di€m tinh

hinh thl,l'c t~ cua co quan, dan vi d€ xay dl,l'llgk~ hO:;lcht6 chuc tri€n khai thl,l'c
hi~n.

b) Tuyen truy~n, quan tri~t d~n toan th€ d<)ingu can bQ, cong chuc, vien
chilc v~ nQi dung cua K~ hO:;lchmly.

2. Phong NQi V1}
- La dAum6i thea d5i vi~c duy tri, cai thi~n Chi s6 Hai long (SIPAS) cua

Qu~n. Tham muu dAym:;lnh cong tac CCHC, trQng tam la nang cao ch:1t lUQ'llg
d6i ngu can bQ, cong chuc, vien chilc.

- T6 chilc thl,l'chi~n, don d6c, ki€m tra, huang dfut cac phong, ban, UBND
cac phuOng trong vi~c thl,l'chi~n cac giai phap, nhi~m V\l duQ'cphan congo

- Tham mUll UBND qu~n dua nQi dung thl,l'chi~n K~ hO:;lchnay vao tieu
chi xac dinh Chi s6 CCHC niim 2021 cua UBND cac phuOng.

- Tham mUll UBND qu~n bao cao UBND Thanh ph6 v~ tinh hinh va k~t
qua thl,l'chi~n cai thi~n Chi s6 Hai long l6ng ghep trong bao cao CCHC dinh ky
3thang,9thang,9thang,niim.

- Ph6i hqp v6i Vi~n Nghien CUu phat tri€n kinh t~ - xii hQi tri€n khai cac
nQi dung khao sat, do lUOng Sl,l'hai long cua ca nhan, t6 chilc thea yeu cAu cua
Thanh ph6.

3. Van phong HflND va UBND qu~n
- ThuOng xuyen ki€m tra, don d6c cac co quan, dan vi trong thl,l'c hi~n

vi~c niem y~t cong khai TTHC thea quy dinh; tang cUOng cong tac ki€m tra,
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phat hien kip thai cac hanh vi vi pham trong giai quyet TTHC va theo ki€n nghi,
phan anh cua ca nhan, t6 chirc.

- T6 clnrc t~p huan nghiep vu v€ giao ti€p, irng xu va thai dQphuc vu nhan
dan cho dQi ngu can bQ, cong chirc tai BQphan MQt cira,

4. Phong Van hoa va Thong tin
Tham rmru UBND qudn tuyen truyen v€ K€ hoach Nang cao sir hai long

cua ngiroi dan, t6 chirc d6i voi su phuc vu cua cac co quan, dan vi; cai thien,
nang cao Chi s6 Hai long v€ sir phuc vu hanh chinh (SlAPS) nam 2021 cua
thanh ph6 Ha NQi tren dia ban quan Ba Dinh hoac 16ng ghep trong K€ hoach
Tuyen truyen CCHC nam 2021.

Ph6i hop voi cac phong, ban, UBND cac phirong, cac t6 chirc doan th~
tiep tuc tang cirong cong tac tuyen truy€n, ph6 bi€n v€ nQi dung cua Chi s6 Hai
long, v€ cac quy dinh hanh chinh, TTHC.

D6i m6i vi~c cung cAp thong tin tren C6ng TTDT Qu~; tang cuang
tuyen truy€n, v~ dQng nguai dan khai thac cac thong tin tren C6ng TTDT.

5. Phong Tai chinh- K~ ho~ch
Chu tri, ph6i hqp v6i cac co quan, dan vi duqc giao chu tri ngu6n kinh

phi d~ tri~n khai th\l'c hi~n K€ ho~ch nay.
6. D~ nghi Doan TNCS HB Chi Minh quin ph6i hqp tri~n khai K€

ho~ch Khao sat, do luang S\l'hai long nam 2021.

UBND qu~n yeu cdUThu tru&ng cac co quan, dan vi, Chu tich UBND cac
phuang t6 chuc th\l'c hi~n nghiem. Trong qua trinh t6 chuc th\l'c hi~n, n€u c6 kh6
khan vu6ng m~c kip thai bao cao UBND qu~n (thong qua Phong N9i v¥) d~
xem xet, giai qUy€t~

NO'i nh¥.n: ,
- UBND Thanh pho;
- Sa N9i V1,l Thanh ph6;
- TT Qu~n uy - IT HDND qu~;
- Cae die PCT UBND qu~n;
- Cae phong, ban, dan vi;
- DU-HDND-UBND eae phuang;
- Dolin TNCS H6 Chi Minh Qu~n;
- Luu: VT, NV.

T~ Nam Chi~n



Phuluc
r NHI~M VV Cl) THE CVA cAc CO QUAN, DON VI

(Kerntheo xe hoach s6 --11 IKH-UBND ngay 0510212021 cua UBND qudnBa Dinh)

STT Nhi~m V1}
Don vi chu tri thirc

Don vi phai hQ'p Yeu cAu ThOi. gian. .
hien thirc hien

I Y~u ta: Ti~p can dich vu
- Niern y~t cong khai thong tin co quan,

- Niem ySt thuongdan vi tiep nhan, giai quyet TTHC tai:
Tf\1 sa co quan, dan vi; Cong TTDT OlC phong chuyen

xuyen, kip thoi.

1 Quan, Trang TTDT phirong. - T6i thieu 02 l~n ThuOng
- Mo rong cac hinh thirc thong tin d~ mon; trong nam, co cac

ngiroi dan, t6 ~huc biet v~ co quan tiSp UBND cac phirong hinh thirc cong xuyen

nhan, giai quyet TTHC qua Bang tin tai khai rna rong phil

Nha Van hoa, Khu dan cu, T6 dan ph6 ... h9'P

Xay dung va cung Hoan

2 100% phuong co Cong TTDT tren Cong Phong Van hoa va cAp thong tin v~ thanh
TTDTQu~ Thong tin UBND cac phirong co quan, dan vi trong nam' .

tiep nhan, giai
quyetTTHC 2021

D~u tu du trang thiet bi hien dai, d~ sir Van phong HDND va - Phong Tai chinh - Trang thiet bi

3 d\ll1g d~ ngum dan, t? chuc sir d\ll1g Ke ho~ch; ph\lc V\l~y du, QuyIV

trong qua trinh giai quyet TTHC UBNDq~ - UBND cac phuOng hi~n d~i, d~ sir nam 2021

II Y~u ta: ThO. tuc himh chinh
d\ll1g

- Cac phong chuyen
£?inh ky

4 Bao do tinh hinh ra soat, d~ xufrt dit Van phong HDND va hang quy

giam thm gian giai quySt THTC UBNDqu~ mon; Bao cao th70 yeu
- UBND cac phuOng cau cua

Thanh ph6
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STT Nhi~m VI}
Don vi ehu tri th.,e Don vi phAi hQ'p Yeuciu Thiri gian

hien thuc hien
Niem yet cong khai TTHC thuoc tham - Cac phong chuyen 100% TTHC
quyen ti~p nh~, giai quyet tai B9 phan Ca nhan, dan vi lien thuoc trach nhiem, ThuOng5 mon;
M9t cira, Cong TTDT Quan, Trang

- UBND cac phirong quan tham quyen giai xuyen
TTDT phirong quyet

III Y~u tA: Con2 chirc 2iai quy~t TTHC
T6 chirc lop boi dirong ki~n thirc, ky - Van phong HDND

T6 chirc lop b6i6 nang d6i voi toan th~ CBCC lam viec tai Phong N9i vu va UBND quan; Quy III
B9 phan M9t cira Quan, Phuong - UBND cac phtrong du5ng

To chirc kiem tra d9t xuat viec chap hanh - Cac phong chuyen Hoan
kY luat, kY cirong hanh chinh trong thi Ki~m tra d9t xuftt thanh7 hanh cong vu cua d9i ngu CBCC ti~p Phong N9i vu mon; 14 phuOng trong Quy- UBND cac phuOngnh~n, giiti quyet TTHC IV

IV Y~u tA:K~t qua 2iai quy~t TTHC
Th\lc hi~n nghiem ruc vi~c cong khai, xin
16i t6 chuc, ca nhan khi giiti quy~t TTHC Oic phong chuyen Ca nhan, dan vi lien ThuOng8 xity ra sai sot, qua h~ d6i v6i k~t qua mon; UBND cac Van ban
TTHC thu9C thfrm quy€n giiti quy~t Clla phuOng quan xuyen

co quan, dan vi

V Yiu tA: Tiip nhin, xii' Iy cae gop y,
phan anb, kiin ngbi
Dinh ky to chuc doi tho~i v6i ca nhan, to - Van phong HDND Ca nhan, dan vi lien 100% cac dan vi

Dinh kY 69 chuc v€ TTHC, quy dinh hanh chinh, vaUBNDq~; duqc giao nhi~m thangll~n
vi~c giiti quy~t TIHC - UBND cac phuOng quan

V\l
Dua chuyen m\lc "Phon cmh kien nghi" Hoantren C6ng TTDT Clla Qu~ d~ lfty Y ki~n Van phong HDND va Ca nhan, dan vi lien thanh10 ca nhan, t6 chuc da: giao dich, giiti quy~t
TTHC thu9C thfrm quy€n giiti quy~t cua UBNDqu~ quan trong Quy

co quan, dan vi
I
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