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TrEp cONG DAN't4,t IRU'dTlc MAM NoN Prlu'txl'l'llANll
(Ban hdnh kdnt theo Quyit dihh so. 51,/QD-t\,ILrP'l', n.gr'r.1, 0,/ iht'rng 9 ncint )02,1

cua HiAu frtra'ng trtrd'ng,rro,n nctn Phi'6c' 'lhtrnh)

u^hu'o'rtg 1.

NHUNG QUY DINII CIIUNG
Di6u 1. Ph4m vi 6p dgng:

Quy ch6 ndy quy dinh cdng t6c ti6p c6ng dAn thu'ong xuyOn tai co'c1uan nhiint

nAng cao hi€u qui c6ng tttc ti6p c6ng dAn theo quy clinh cira phap luAt.
-- i
Quy chc nay dugc 6p dung d6i voi viQc ti6p c6ng cJiin cr-ra co clLrar.I, cuzr citc

ca nhAn duoc giao nhi0m vU tiOp c6ng clAn vi dOi vOl cdng ciAn ci0n khi6u ttai, td

c6o, ki6n nghi, phan 6nh tai phong'f iOp cdng dAn cira co quiin.

Di6u 2. Mpc dich 6p clung:

Quy ch6 ndry x6c dfnh rd trdch nhi6m cua to chiLc va cA nhAn cir thanr qLr"r0n
.i

trong cong tac ticp c6ng dAn vd nhdrn thyc hiQn nhtng mLtc ciich sar-r:

1. l'i0p nhqn cdc thpng tin, ki6n ngl-ii, phAn 6nh g6p 1, rrhlLng vAn ct0 co ii6rr

cluall d5n chu truo'ng, chinh s6ch phirp luAt cua NhA nu'crc vi cr-ra ng,anh giao durc tai

co quan.

2. Ti0p nhfln c6c khi6u n4i, t6 cdo, ki6n nghi, phan i,urh thu6c thAm .1r-,1,'.,,
;,,giai quyet c[ra co quan dC xem x6t, giAi cy-ry6t hodc trdr lo'i cdng dAn theo c{[urg clLr-v

dinh cua ph6p ludt.

3. Iluo'ng dAn odng dAn thuc hi6n ciuydn khi6u nai, td cAo vd nghia vu cua
:,

nguoi khi6u nai, td c6o dirng quy dinh cua ph6p lu6t.

Chu'o'ng 2.

NH0N(; QUY DINI-I CtJ -l'llti

r. vrEC 'r'IriP coNG DAN THU'ONG XUYEN ',l'4t {lt} QLr:\l\
Di6u 3. Vi0c ti0p cdng cl6n dinh ky cua co quan cltLoc to i:ir[rc nhu sau:

1. Dia cti6m ti6p: tai Phong'I'i6p c6ng dAn, tror.rg khLron vi6n trudng MAm

non Phu6c Thanh;

2.. Thdi gian ti6p:
+ Bu6i s6ng: Til 07 gio 30 phut d5n 1,1 gio 00 ph[t
+ Ru6i chidu: Tu 14 gio 00 phut d0n iO giO'30 phut.

N6u trung vdo ngdy nghi, ngdy 16 thi Phong Ti0p c6ng,dAn bO tri viLo ngay
,.i , i

laln vlec llel1Ke;



Di6u 4. Qr-r;, trinh ti6p c6ng dAn tai bu6i ti6p c6ng dAn ctra co'quan dugc thuc

hiin nhui sarr:

1. C6ng clAn clen Phong Ti6p c6ng dAn duoc c6n b6 ti6p c6ng dAn huong dAn

ghi n6i clur.rg l<hi0r-r nai, t6 c5o, lci6n nghi, phan 6nh cua minh vao Phi6u tiOp c6ng

cl6n theo rr6u'cio Phdng Ti6p c6ng ddn cung c6pi

2. 'l'r:0n co' so rr6i clung c6ng din trinh bdy tpi Phi6u ti5p c6ng d6n, sau khi rd
so6t n6i dLrng o6ng dAn trinh biry, c6n bQ chir tri budi ti6p dAn xem x6t nQi dung
,, ,i .ikhiiu nai, ttl cro. kiOn nghi, phan 6nh cila c6ng dAn trinh bay tqi Phi6u ti0p c6ng

clAn. b6o cao Iiicir lrtrorrg d0 quy5t dir"rh vi6c ti6p c6ng dAn;
,i- 'l'r'rrc tierp ngl-re c6ng d6n trinh bay nQi dung khi6u nai, t6 c6o, ki6n nghi,

pharr 6nli cua nrinir;

- llrrting clin, tra loi c6c l<hicu nai. to cao, l<i6n nghi, phin 6nh cua c6ng d6n

thco c6c qLrv clinh cua [.uAt I(hi0r,r nai, LuAt'l'6 cao hien hdnh;

- I<,0t iuAn (ban hanh c6c vdn ban, th6ng b6o y ki6n kOt lr-rAn), ti6n hdnh ki0nr

Ira, x6c nrinh, girii qLry5t ctOi vOi su vi6c c6ng dAn trinh bdy tai UuOi tiOp cdng dAn
: ..

1n0u co) tlrco trinlr tu'qrry dinh.

rr. NI{rriM vu, QUYEN rraN ctte cAN BQ TIEP coxc nax
TAr Prror\G TrEP nAx

Di6u 5. 'l'riich nhiOrn chung:

Can b6, cong ch['c dr-rcrc giao nhiem vLr tiSp cong dan vd nhring ngucri duoc

giao nhiOnr \/Lr licir cluan d5n c6ng tac tidp c6ng dAn khi lam nhiOrn vp tpi Phong
.;

ticiP q$1rg din phrii rldc trang phpc chinh t6, deo the c6ng chuc, viOn chric theo quy

dinh,

I)idu 6" i(hi ti0p c6ng dAn. can bO ti0p c6ng dAn co quy6n han, nhi0rr vu sau:

l.'l'hLic iiiiir cliv dr-r quy trinh ti0p c6ng dan thco cluy <1inh cua phap luAt vd
,, i Il(llcu nar. to cao:

2. t,ang nghe, ghi chep vdo s6 theo d6i ti6p c6ng dAn nhti'ng nQi dung co li6n

cluan do c6n1g clAn trinh bdy. YOu cAu cdng dAn cung cdp citc h6 scy, tai 1i6u c6 1i6n
t,{

qlran dcn ntrr rltrrrS su vrcc:

3. Dr-rcrc c1r-,.1,.n tn'ch6i ti6p cdng dAn trong c6c trutvng hqp sau ddy:

a) ('ong clin citn l<hi6u nai. t6 cao, kiOr-r r"rghi, phan anh ,6 ,, viOc dd clugc

l<icm tra xcnr rct va cld.o quy5t dinh hoac t<6t luQn giai quyet cua co quan'co thArn
:.,

rlLryin thco qu1 dinh cira phdp ludt vd dd dugc trA loi c6c th6ng tin dAy du;

b) Corrg cirin d0n khi6u nai, t6 cao, ki6n nghi, phan 6nh,co hdnh vi vi pham
,:, ,:.

Qrrl clri' ti.'1, ,.1,11- .larr na1 .



l)i6u Z. Viec xu ly khi6u nai khi ti6p cdng ddn tai Phong f i0p c6ng cli.n thLLc

nt*"'1:i'ilur* 
hop c6ng dan'truc tiop don,.irn ua, khicu,ai 

'na 
rrhiour nai d6

., I i ' .;;
thuoc thArn quyen giai quy6t cua co cluan, can bo tiip corrg rlrlii huong diin c6ng

dAn vitit thdnh don hoflc lAp thdnh vhn bAn ghi lai n6i dLrng l<hicr-r nai o6ng dAn trinh
t,

bay va yOu cAu ngr-roi l<hi0u nqri ky tOrr ho[c clidm chi vaio rrr]n bein dti; vAo so tireo

d6i khi0u nai; chLry0n don khiOu nai cua eorlg dan dc Lrar) ci.ro lliriir it'rLrlng xcnr ril,
;,giai quyet theo quy dinh cua ph6p luat.

N6u vp viQc khi6u n4i kh6ng thLrerc thAm quy6n giAi qLry0t cua co' qLran thi

hudng ddn (bang vdn ban) c6ng dAn khiOu n4i dOn co cllrl1rl co tlrAm qLry0n giai
!

quy€t.

2. Truong ho'p c6ng clAn dOn grii'dcrn khi6u nai, cAn b0 tiOp cong rkirr tiilr
nhAn don vd xu ly theo quy dinh tai I(hoAn 1 Didu nay.

Di6u 8. Vi6c xn'ly t6 cao, ki6n nghi, phan 6nh khi ti0p o6ng clAn tai Irhong

Ti6p c6ng dAn thuc hi6n nhu sau:

1. Trudng hcp c6ng dAn truc ti6p d6n trinh bay t6 clio. ki6n ngiri, phrin iu-rh,
.i

can bo tiOp cong dAn ghi"chep n6i dung; vdro s6 theo doi; r16i vcii to cao. clc nghi

ngtrcl'i to cAo ky tOn hoflc di6rn chi vircl biOn ban ghi rroi rlui,r: ftl r'rr,; d6i vc.i kicn

nghi, phan 6:nh, xet thAy cAn thiOt hoac c6ng dAn y,0u cAu thi de nghi hg k1, tOn.

Ntlu t6 cao, ki6n nghi, phin 6nh thuQc thAm .1uydn giiii clrr,r,0t cua co' cluan th)
, ;lLA

chuyen ho scv to c6o, ki6n nghi, phdrn 6nh cua c6ng dAn de bao cao l-li0lr trLro'ng xenl
xdt, giai quy6t theo qr-ry dinh cua ph6p luAt.

NOu t6 c6'o, ki0n nghi, phin anh kh6ng thudc thAm clLry0n giAi qu1,it clrl c()

quan thi hu6ng ddn @ang vdn ban') c6ng dAn ddn co qlran c6 thAm clLrydn giAi

quyet.

2. Trudng hgp c6ng dAn d6n gui dcrn t6 c6o, ki6n nghi, phan 6rih, can bQ ti0p
^ .;

c6ng dAn tiep nh4n dcrn vd xu ly theo quy dinh tai Khoan 1 Di6Lr nay.

Chu'o'ng 3.

NH[r'NG errY nrNH KrrA(]
I. QUYEN VA NGIIIA VU CUA COXC r)Ai! n{ri[ Dr]N

PTIONG T'IEP NAX
Di6u 9. Khi d6n Phong Titip cong dar1, cong ddn co circ qur1,0n .sau:

1. T'huc hi6n quy6n khi6u npi, t6 ciro, ki6n nghi, phAn anh theo ctfing cac cluy

dinh cua I-uAt KhiOu nai, LuAt T'6 c6o hi0n hdnh;



2, Du'o,'c lru'ong dAn, giai thich, tri loi (bdng vdn bdn) vd nhirng nQi dung

nrinh trinh bay ( n6i clung ldm yi€c durtc ghi vito biAn bitn, co chir lqt cua nhii'ng

n,4rd'i lhctrn tltr ):
^ --,(, .. '3. l)t)i vo'i 1ru'o'ng hA"p t6 c6o, duo.c y€u cAu gifr'bi rnQt hg t6n, dia chi, birt

ritlr" Io'i :llri rlnr. lrirrh arth cua rrgrtoi td c6o.-t
4. 'I'rLrd'ng hop nhi6u nguoi khiOu nai, t6 c6o v6 ctng mQt n6i dung thi phai

cu ngtro'i clqi cli0n c10 tlinh bay n6i durrg khi0u nai, t6 c6o, Ngu'oi dqli diOn phAi la

rrrlrroi l<tricu nri. t0 cao va vi6c cu'clai diOn ducrc thr,rc hien nhu'sau:

a) 'I'rui)'ng hc'p co tu' 5 ddn 10 nguoi khi6u nqri, t6 c6o thi nguoi ti6p c6ng dan

1,cLr cALr lio crL t hoic 2 ngu'oi clai cli6n ldm vi6c;

b) 1rr-rong hop co trdn 10 nguoi khi6u nai, t6 c6o tro 10n thi co th6 cuth6rn
nguo'i dai di0n, nhLrng khdng qu6 5 nguoi.

l)i6u I0. i(hi d6n Phong 'Ii0p cdng clAn, c6ng d6n co cac nghla vp sau:

1. XLrat trinli giAy tcr tuy th6n, tuAn thri n6i quy noi ti5p c6ng d6n vd thuc hidn
:'

thco su'hrro'ng din cira c6n b6 ti6p c6ng ddn;

2. 'l'r'lnh 
br)1, tnrng thu'c su' vi6c, cung c6p tdi liCIu li6n quan d6n n6i dung

klri0u nai, to ciro, I<i0n nghi, phan 6nh cira minh vd ky t6n hodc diOm chi vao bi6n

ban x6c nharr i'iitt'r'rg n6i dung cl6 trinh bay;

3,l'hLrc iriin cl[rng quydn vi nghla vu cfia nguoi l<lriOu nai, t6 cao, l<iOn nghi,

pirarr 6nh thco c'1r-r"', clinh cua ph6p luAt;

4. (;iD' gin triit tu' vir ve sinh no'i ti6p c6ng dAn. I(h6ng duoc rirang theo vfr
,i I :.I'iir, chit rlo" cirill d0 chay d0n noi tiOp c6ng dan. I(h6ng duoc tU y ghi Am, quay

phim, chLrp anh tai noi ti6p c6ng c16n. I(h6ng ,6ng ruou, bia l<hi d6n li6n 1"16, lam

vi0c tai phdng'l'iOp c6ng d6n.

5. I(horrg clrro'c toi dung qry6,l l<hi0u nai, t6 c6o c16 gdy r6i trAt tu o noi tiSp

cong cldrr; vr.r c6o. xirc pham co quan Nhd nu6c, ngucri thi hdnh c6ng vr,r vd ph6i

chiLr triich nhi0rrr tlLrcyc phdp lur6t v6 nhfi'ng nQi dung khi6u npi, t6 c6o, ki6n nghi,
phan iinh cr:a nrinh.

rr. Mol qr;Ar\{ r{E GrfJA pIIoNG TrEp coxt; nAx vol cAc cA
I\t[AN, Btl f'irriN'I'RONG D()N VI CO LInN QTJAN 

-I'RONG COwC IAC
't'lEP cor\{; i}Al\, GIAI QUyIrt't DON K}IIEU NAI, To CAO, KIEN NGIII,
PIriN AI\ ! i

i

Iliiu i !. I)iri)ng 'l-i0p cdng clAn co tr6ch nhi0m, qLrycn han sau:

l. Ni0m yet lich ti6p cdng ddn, Quy ch6 ti6p cong dAn,v'd mQt sO quy dinh

cAn thiOt cira I ulit l(hi6u nai, I-uAt 'l'6 c6o hiQn hanh. c10 cdng clAn biOt, th1rc hi6n
' ' '^ ;rirlc khic\u nui,1o cao, l<i0n nghi, phan 6nh dirngph6p luAt;



2, Ti6p lOng dAn; huong d5n, giai thich, vfln cl6ng, thLryeL phuc cong rlAn

thyc hiQn dilng duong l6i, chinh sAch cr,ra DArlg va phap lLrat cr-rar Nha nu'oc ( npi

dtmg ldm viQc dap'c ghivdo biAi ban, co chir lq, cua nhti'ng ngtn'i lhant dr,t);
^ -..( . ,,.;
3. Tiep nhAn don khieu nai, to cao. I<iin ngh!.phirr anlrl

4. PhAn 1o4i, xir ly khi6u nai, t6 c6o, kiOn nghf, phAn 6nh;
1,

5. Cung cdp tdi liQu, th6ng tin vd tham gia hop xiL 1y vo'i co quan khi phirt

sinh don khi6u nai, t6 c6o, ki6n nghi, phAn 6nh thu6c thAm .1r,y0r., giai c1uy0t cua co'

quan;

6. Ydu cAu c6c c6 nhAn, b6 phAn trong don vi co liOn quan cLurll cAp ti\i li0u,

th6ngtincAnthi6thoactham giai, ki6nnhamxu'ly,gidi qrrfitrlonthul<hiiLi nai.
; ,.:

to cao, kiin nghi, ph6n 6nh do Phong ti0p c6ng dAn chu tri;
7. T6ng hqp b6o c6o k0t qu6 vd th6ng b6o kdt qr-rA ti0p c6ng dAn cira co qLran

tai Phong'l'i6p c6ng dAn theo quy dinh tai do'n vi va cac c;1p tliAm qul,in eLr li0n

quan.

Di6u t2, Cic c6 nhAn, bQ phAn trong clcrn vi, cAc to ch[r'c, cri rhAn liOrr qLrern

co tr6ch nhiQm sau:

1. Thuc hi6n v[n b-An chuy6n don thu, vdn bAn yCLr .Ar-r .r-r,rg cAp th6ng tin.

tai li6u, b6o cAo r-r6i dung giai cluy6t vr,r vi6c do co quan chr,ry0n ddn theo cluy clinh

cLra ph6p lurAt.

2.Phdi hqp v6i co quan xtr ly cac vAn c16 ph6t sinh l<hi cdng clAn ct0n khieu
. ,A A ,nai, to cao, kien nghi, ph6n 6nh t4i Phong ti6p cdng dAn co liin r-1r-ran'd0n ca nhAn.

b0 phfln trong don vi theo y6u cAu cua I-IiOu trr-rcrng.

3. ChAp hanh nghiCm t[rc c6c y ki6n kdt luAn, chi ctao cr-ra I']i6r-r truo'ng tai

Uu6i tiOp dAn, bao ciio k6t quA thpc hiQn chhng thcri han cluy dinh,

Chu'ong 4
To CHU'<:'rrllrC HIEN

Didu 13. Cdc c6 nhAn, bQ phQn trong do'n vi, c6c t6 chLrc, cir nhin co li6n
quan vd c6ng dAn khi d6n ldm vi€o tai Phong Ti6p c6ng clAr.r co nghia vqr chAp lianh

dtrng Quy ch6 nay.

Di6u 14. Ca nhAn co thdnh tfch tr:or-rg c6ng tAc ti6p c6ng clAn thi cluo. c khen

thuong; c6 nhAn vi pham thi tuy theo tinh ch6t vd mirc cl6 vi phanr se bi xu' ly theo

quy dinh cua phap Iuat.i.


