UY BAN NHAN DAN CONG HOA XA HQI CHU NGHIA VIET NAM

PHUONG BAC NHA TRANG Poc lap — Tw do — Hanh phic
S67°9 /KH-UBND Bdc Nha Trang, ngayi1 thang 8 niam 2025
KE HOACH

Duy tri, ap dung H¢ thong Quan ly chat lwgng theo tiéu chuin quéc gia
TCVN ISO 9001:2015 cua UBND phuong Bac Nha Trang nam 2025

I. CAN CU PHAP LY

- Quyét dinh s 19/2014/QD-TTg ngay 05/3/2014 ciia Thu tuéng Chinh phi
vé viéc ap dung Hé thong quan 1y chat lugng theo TCVN ISO 9001:2008 vao hoat
dong cua cac co quan, to chirc thudc hé thdng hanh chinh nha nuéc;

- Thong tu sb 26/2014/TT-BKHCN ngay 10/10/2014 cua Bo Khoa hoc va
Cong nghé quy dinh chi ti€t thi hanh Quyét dinh s6 19/2014/Qb-TTg;

- Can ctr Quyét dinh s6 1235/QD-UBND ngay 11/5/2021 ciia UBND tinh
Khéanh Hoa vé viéc ban hanh bo tai liéu huéng din xay dung, ap dung, duy tri va
cai tién Hé thong quan 1y chéat lugng theo TCVN ISO 9001:2015 cho céc co quan,
t6 chure thudc hé théng hanh chinh nha nudc trén dia ban tinh Khanh Hoa.

II. MUC PiCH, YEU CAU
1. Muc dich

- Thyc hién xdy dung, duy tri, ap dung va cai tién Hé thong quan 1y chat
lugng (HTQLCL) theo TCVN ISO 9001:2015 trong hoat dong ciia UBND phuong
Bic Nha Trang nhiam dam bao chét luong, hiéu qua trong cong tic quan 1y, chi
dao, diéu hanh; déng thoi hd tro déc lue cho cong tac cai cach hanh chinh cua co
quan trong tinh hinh méi.

- Thuong xuyén kiém tra, ra soat cac vin ban phap luat maéi ban hanh c6 lién
quan dén b thu tyuc hanh chinh (TTHC) thu¢c thdm quyén cia UBND phuong dé
kip thoi cap nhat, hoan thién cac noi glung lién quan dén viéc thuc hién TTHC va
cac quy trinh xur Iy cong viéc. Cong b6 HTQLCL lai khi c6 su thay d6i pham vi ap
dung HTQLCL.

- Nang cao trach nhiém cua can b9, cong chirc, vién chirc, nguoi lao dong;
chat lugng, hi€u qua, hiu lyc quan ly cua Lanh dao UBND, qua do gop phan nang
cao chat lugng giai quyét cac TTHC dap ing y€u cau cua to chirc, cong dan.

2. Yéu ciu

- Lanh dao UBND, Truong cac phong, ban va moi can bd, cong chirc, vién
chire, nguoi lao dong phai c6 sy quyet tam cao trong cong tac xay dung, ap dung,
duy tri va cai tién HTQLCL.

- Xay dung, ap dung, duy tri va cai tién HTQLCL phai gin két chit ché véi
cong tac cai cach hanh chinh cua UBND phuong. Xem viéc ap dung, duy tri va cai



2

tién HTQLCL la mdt trong nhirng tiéu chi dé danh gia thi dua, khen thuong cudi
nam doéi vo1 can bd, cong chure, vién chirc va nguoi lao dong.

I1II. KE HOACH TRIEN KHAI

1. Thoi gian thue hién: Tir thang 8/2025 dén hét thang 12/2025.

2. Noi dung ké hoach

N To chirc thwe | Thoi gian
STT Noi dung hién thue hién
I | THEO TIEU CHUAN QUOC GIA TCVN ISO 9001:2015
Ban hanh S6 tay chat lwong, Chinh sach chat , Trong ndm
I lugng, 04 quy trinh hé thong (néu co) Thu ky ISO 2025
Ra soat, ban hanh Quyét dinh phé duyét danh , Trong ndm
2 | muc tai liéu ctia HTQLCL Thu ky IS0 2025
3 | Muc ti€u chat lugng
Céac phong/ don vi thugc UBND phuong xay | Cac phong/ . \
A % < e A C 2 Trudc ngay
3.1 | dung muc ti€u chat luong nam 2025 va gui vé€ | don vi thudc 15/8/2025
Thu ky ISO UBND
Tong hop muc tiéu chat luong cac phong/don Truée nea
3.2 | vi thuoc UBND phuong va ban hanh myc tiéu | Thu ky ISO 20/8 /20% 5y
chat luong ndm 2025 cua UBND phuong
33 B4o cdo danh gid muc tiéu chit luong cua cac ph(‘)nsg:?gon vi Trudc ngay
phong/ don vi thuoc UBND phuong nam 2025 thuge UBNIj 15/11/2025
Bao cao danh gia muc tiéu chat lugng nim , Trudc ngay
34 2025 cua UBND phuong Thu ky IS0 20/11/2025
4 | Hoat dong danh gid nd1 b (PGNB)
Ban hanh chuong trinh, ké hoach va thuc hién f()iil()dﬁir;h Truée ngdy
4.1 DVGNB HTQLCL theo TCVN ISO 9001:2015 ISC, dénh gid | 20/11/2025
nam 2025 A
vién
Khi L 4R o \ Cac phong/ . .
49 ac phuc céc di€ém khoéng phu hop sau don vi thuoe Trudc ngay
DGNB UBND 25/11/2025
C LA , Trudc ngay
4.3 | Bao cao tong hop PGNB Thu ky ISO 30/11/2025
Tham muu t6 chitc hop xem xét 1anh dao sau Trude ned
5 | dénh gid nd1 bd va hoan thanh bién ban hop | Thu ky ISO say
e 1x 04/12/2025
xem xét 1anh dao
T6 chirc van hanh cac quy trinh: quy trinh
6 | kiém soat thong tin dang van ban; quy trinh
cai tien HTQLCL; quy trinh rui ro
7 T6 chitc do lwong su hai 1ong cua khach hang do UBND phudng tu t6 chirc

khéo sat sy hai long
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Tién hanh khao sat do luong sy hai 1ong cua | Trung tim Trone nim
7.1 | khach hang bang phi¢u khado sat (Phiéu khao | Phuc vu Hanh &
. % A 2025
sat theo mau phu luc) chinh cong
Bao cao vé do luong sy thoa man cua khach | Trung tim Trude nod
7.2 | hang do61 véi UBND phuong; Toéng hop so | Phuc vu Hanh 30/11 /2(%2%1
liu, phan tich danh gia, dé ra hudng cai tién chinh cong
Thu ky ISO
Xay dung Bang nhan dién, danh gia, hanh . Cac :
N o, . O ... | phong/don vi . \
dong giadi quyét rui ro va co hoi; KE hoach giai . Trudc ngay
8 2. ) N . 9 thuoc UBND
quyét rai ro va co hdi cia UBND phudong nam . A 30/8/2025
2025 phuong (xay
dung cua
phong/don vi)
Xay dung Bang xac dinh va Quan 1y tri thuc , Trudc ngay
? | ciia UBND phuong nam 2025 Thuky IO 1 30/8/2025
I THUC HIEN CAC QUY DINH TAI Q’UYET DINH SO 19/2014/Qb-
TTG NGAY 05/3/2014 CUA THU TUONG CHINH PHU
Trong vong
30 ngay, ké
tor ngay phat
Ra soé} 1ai‘ danh muc TTHC, truong hop co6 su sinh TTHC
thay doi vé TTHC (phat sinh TTHC m6i hodc | Cac phong/ maoi hoac
TTHC theo Quyét dinh cong b6 HTQLCL | don vithuoc | TTHC theo
1 |hién ha‘mh bi bai bd béi cac van ban QPPL), UBND Quyeét diph
bao vé Thu ky ISO dé€ xem xet, tham muu ban phuong cong bd
hanh lai Quyét dinh cong bo HTQLCL phu | Thu ky ISO HTQLCL
hop TCVN ISO 9001:2015 hién hanh bi
bai bo boi
cac van ban
QPPL méi
Kién toan lai Ban Chi dao ISO 9001:2015 cua <
\ \ . , Trong nam
2 | UBND phuong trong truong hop c6 su thay | Thu ky ISO
2. A - n 2025
do1 vé co cau to churc, nhan su
III | CAP NHAT CAC VAN BAN VE HTQLCL THEO TCVN ISO 9001:2015
Cap nhat ho so va tai liéu van hanh HTQLCL
TCVN ISO 9001:2015 cua UBND phuong va Trone nim
1 | cac phong/ don vi dugc ban hanh trong ndm | Thu ky ISO 20gz 5

2025 tai muc ISO trén Trang thong tin dién tir
phuong

Dé nang cao hiéu qua ap dung HTQLCL trong qua trinh giai qqyét cong vi¢e
va cai tién thuong xuyén HTQLCL theo TCVN ISO 9001:2015, dé nghi cac co
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quan, don vi c6 lién quan va Thu ky ISO nghiém tic thyc hién theo ding ndi dung
da duoc phan cong va gui két qua thuc hién dang thoi han yéu cau./.

Noi nhan (VBDT):

- Cac co quan chuyén mén thugc UBND phuong;
- Ban Chi dao ISO;

- Luu: VT, HS ISO.

AN CHI PAO ISO
Lé Pai Duong

Phu luc
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PHIEU KHAO SAT
Panh gia mirc dd hai 1ong cia to chire, cong dan doi véi sw phuc vu
ciia UBND phuong Bic Nha Trang

Nham tiép thu ddnh gid cia Nhdn déan doi véi sw phuc vu ciia UBND phirong Bdc Nha
Trang, tir d6 cdi tién va phuc vu ngay cang tot hon, tran trong dé nghi quy Anh/chi vui long cho
¥ kién vao phiéu khdo sat nay. Ching t6i cam két bao mdt toan bé théng tin lién quan dén
Ong/ba. (Ong/ba vui long tra loi day di, khach quan cdc cau héi sau).
THONG TIN VE NGUOI TRA LOI
Ho va tén:
bia chi:
S6 dién thoai lién hé:
Tén dich vy hanh chinh cong:
M3 sb bién nhan ho so (* bét budc):

Rit A £
TT Noi dun khong | 108 | Binh | Hai | o
o1 dung hai ) thuong | long | .
\ long long
long

I | Tiép can dich vu

UBND phuong cung cap thong tin vé viéc giai
1 quyét TTHC theo nhi¢u hinh thirc, dé tiép can, dé
hi€u doi véi moi ngudi dan

Anbh/chi ¢6 hai long ve€ su day du cua trang thiét bi
2 | phuc vu nguodi dan, to chuc tai co quan/ don vi
khong?

II | Thu tuc hanh chinh

Thanh phan ho so nguoi dan phai ndp 1a dung quy

3 | dinh

4 Muc phi/ Lé phi nguoi dan phai ndp 1a ding quy
dinh

5 Thoi han giai quyét TTHC cho ngudi dan 1a dung
quy dinh

II1 | Cong chirc truec tiép giai quyét ho so

Cong chirc huéng dan ho so dé hiéu, dam bao
6 | nguoi dan co thé hoan thién ho so sau mot lan
hudng dan

Cong chtrc c6 thai do giao tiép lich sy, ton trong dbi
vo1 nguoi dan

Anh/chi dénh gid can bg, cong chuc, nguoi lap
8 | dong co6 tudn thu dung quy dinh trong gidi quyét
cong viéc khong?

IV | Két qua giai quyét thi tuc hanh chinh

Két qua giai quyét TTHC cho ngudi dan duge tra
ding hen

Két qua giai quyét TTHC cho nguoi dan co thong

10 tin day du, chinh xéac

V | Tiép nhan va xir Iy cic y kién gép y, phan anh, kién nghi

Anb/ chi c6 hai long do1 v6i co quan, don vi tiep
11 | nhan va xtr ly cac gop y, phan anh, kién nghi cua
Anh/chi khong?

Xin chan thanh cam on ong/ba!
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