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UY BAN NIlAN DAN
xA HOANG DUC

CO G HOA xA H<) C UNGHiA vier NAM
DQc l~p - Ty' d - H~nh phuc

QLJY CHt
Ti~p cong dan, ti~p nh~n, Xlf Iy don thu khi~lI nai, ta cao, phan anh

ki~n ngh] tai Phi> g ti~p cong dan a o~ng trc
(Ban hanh kern theo Quyet dinh ~(j;fJ QD-UBND nga.v1]fhl-l11g 01 ndm 2020

cua Uy ban nhan cldn xci HOl1ng Din)

Chuong I
QUY DJNH CHU G

Di~u 1. Pham vi di~u chinh
Quy che nay quy dinh v~ trach nhiern tiep CO!1gdan. ti ~p nhan, xu ly don thu

khieu nai, t6 cao phan anh, ki~n nghi tai Phong tiep cong dan xLi; quyen va nghia
vu cua ngiroi dSn khiSu nai t6 cao, kien nghi, phan anh: trach nhiem cua ngiroi tiSp
cong dan, viec t6 chirc hoat dong tiep cong dan. dia diem tiep cong dan va dieu
kien bao dam cho hoat dong tiep cong dan.

:Di~u2. Nguyen t~c ti~p cdng dan
1. Viec tiSp cong dan phai duoc ti~n hanh tai Phong tiep cong dan xLi

2. Viec tiSp cong dan phai dam bao cong khai, dan chu, kip thai, thu tuc don
gian, thuan tien, giG'bi mat va dam bao an toan cho nguoi t(1 dSn khieu nai, t6 cao
theo quy dinh cua phap luat, bao dam khach quan. binh crlllg, khong 'phan biet d6i
xu trong khi tiep cong dan.

3, Ton trong, tao di~u kien thuan loi cho cong dan thuc hien viec khieu nai,
t6 cao, kiSn nghi, phan anh theo quy dinh cua phar i l~ .

Di~u 3. Dja di~m ti~p cong dan
oi tiSp cong dan co niern ySt: Ljch tiep c )11:: an (ghi cu th~ ngay, gio

tiep); n9i quy, tiSp cong dan (ghi r5 trac nhiem ngU'~if~p: quyen, nghia vu cua
nguoi den khieu .nai, to cao); phai co du so sach (t" co rnau) ghi chep, theo doi viec
tiep cong dan, tiep nhan don thir theo dung quy dinh.

Di~u 4. Cac hanh vi b] nghiem c~m
1. Gay phien ha, sach nhi~u hoac can tro nguoi den khieu nai, t6 cao, kien

nghi, phan anh.
2. ThiSu trach nhiern trong viec tiep cong dan, him m~t hoac sai lech thong

tin, tai lieu do khiSu nai, t6 cao, kiSn nghi, phan anh cung cap.
3. Phan biet d6i xu trong khi tiep cong dan,
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4. Loi dung quye 1 'hi~u nai, t6 cao, kiSn nghi, phan anh dS gay r6i tr~t tu
cong cong.

5. Xuyen tac, vu khong gay thiet hai cho co quan, ca nhan.

6. De doa, xuc pham co quan, nguoi tiep cong dan, ngiroi thi hanh cong vu.

7. Kich dong, cuong ep, du d6, loi keo, mua chuoc ngiroi khac t~p trung
dong ngiroi tai noi ti~p cong dan.

8. Vi pham cac guy djnh khac trong quy chS nay.

Chuong II
QUYEN vA NGHiA vu CUA 1 GUOl DEN KHIEU N~I, TO cAo pHAN

ANH, KIEN NGH!, TRAcH NHltM CiJA NGU'OI TIEP CONG DAN

Di~u 5. Quy~n va nghia Vl.J ciia nglf{ri d~n khi~u nai, ta cao, ki~n ngh],
phan anh:

1. Khi d~n noi tiep cong dan, ngiroi khiSu nai, t6 cao, kiSn ngh], phan anh co
cac quyen sau day:

a. Trinh bay trung thuc vS noi dung ngiroi khiSu nai, t6 cao, kiSn nghi, phan
anh.

, b. Duoc huang d~n giai thich vS nQi dung lien quan dSn khiSu nai, t6 cao,
kien ngh], phan anh cua minh.

c. KhiSu nai, t6 cao vS hanh vi vi pham phap luat cua ngiroi tiSp cong dan,

d. Nhan thong bao v~ viec tiep nhan, ket qua xu Iy khieu nai, t6 cao, kien
nghi, phan anh.

d. Cac quyen khac theo quy dinh cua phap lu~t vS khieu nai, t6 cao.

2 ..Khi d~n noi tiep cong dan nguoi khiSu nai, t6 cao, kiSn nghi, phan anh co
cac nghia vu sau day:

a. Neu ra ho ten dia chi hoac xu~t trinh gi~y to' my than.giay uy quyen (neu co)

b. Co thai dQ dung rmrc.ton trong d6i voi ngiroi tiep cong dan,

C. Trinh bay trung thuc SlJ viec, cung cap thong tin, tai lieu lien quan dSn noi
dung khieu nai, to cao, kien nghi, phan anh, ky hoac diem chi xac nhan nhirng nQi
dung trinh bay dff duoc nguoi tiSp cong dan ghi chep hoac doc lai.

r d. Nghiem chinh chap hanh nQi quy tiSp cong dan va huang d~n cua nguoi
tiep cong dan

d. Truong hop nhieu ngdai cung khieu nai, t6 cao, phan anh vS mot noi
dung thi phai cu nguoi dai dien d~ trinh bay 11Qidung khiSu nai, t6 cao, kiSn nghi,
phan anh

e. Chju trach nhiern ,tnIaC phap luat vS nQi dung khieu nai, 16 cao, kien ngJ1L
phan anh cua minh cung cap.
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J)i~u 6. Trach nhiem cua ngu'O'i f~p cong dfin:

1. Khi ti~p cong dan nguoi ti~p corg dan phai dam bao trang phuc chinh tS
co deo phu hieu theo quy dinh.

2. Yeu cftu nguoi d~n khi~u nai, t6 cao, ki6n n .!,hi, phan anh neu r5 ho ten,
dia chi hoac xudt trinh gi~y ta tuy than, giay uv qUY~I'-(n~u co). co don hoac trinh
bay rq rangnoi dung kh~~unai, t6 cao, ki~n nghi, phan anh, cung cap thong tin, tai
lieu can thiet cho viec tiep nhan, thu ly V1,l viec.

3. ,Co thai ~Q dung !ll\fc, ton trong, lang nghe cong dan trinh bay, tiep nhan
don khieu nai, to cao, kien nghj, phan anh hoac ghi chep day du, chinh xac nQi
dung rna nguoi khi~u nai, t6 cao, ki~n ngn], phan ann trinh bay.

4. Giai thich, huang dfin cho ngtroi d~n khi~u nai, t6 cao, ki~n nghi, phan arm
chap hanh chu tnrong, duong 16i, chinh sach, phap luat, k~t luan, quy~t dinh, giai
quyet da co hieu hrc phap luat cua cO'quan co tham quyen, huang dan khieu nai, to
cao, ki~n nghi, phan anh d~n dung co quan hoac nguai

W

co lh~m quyen giai quyet.

5. Tnrc ti~p phan loai don, tham rrnru chuven don, trinh ngiroi co tham
quyen xu ly khi~u nai, t6 cao, ki~n nghi, phan anh cua cong dan ky ban hanh.

J)i~u 7. Nhirng truong hQ'p dU'Q'c tir chBi ti~p cong dan:
Nguoi ti~p cong dan duoc tir ch6i tiep nguoi d~n noi tiep cong dan trong cac

tnrong hQ'Psau:
1. Ngiroi trong tinh tr<;lI}gsay dung chat kich thich, nguoi m~c benh t~m than

hoac ngiroi benh khac lam mat kha nang nhan thirc hoac kha nang dieu khien hanh
vi cua minh.

2. Ngiroi co hanh vi de doa, xuc pham Co' quan.to chuc.ngiroi ti~p cong dan,
ngiroi thi hanh cong vu hoac co hanh vi khac vi pham noi quy tiep cong dan.

3. Ngiroi khieu nai, t6 cao vS vu viec dii giar quyet dung chap ,hanh chu
tnrong, dirong loi, chinh sach, phap luat diroc co que n nha nuoc co tham quyen
ki~m tra, ra soat, thong bao bang van ban va da duoc tiep, giai thich, huang dfin
nhung vfin c6 tinh khieu nai, t6 cao keo dai.

4. Nhirng tnrong hop khac theo quy dinh cua phap uat,

J)i~u 8. Trach nhiem ciia Cbu tjch, Ph6 chi! rich t ong vi~c ti~p cong dan:
1. Lanh dao, chi dao, t6 chirc cong tac tiep cong dan tai phong ticp cong dan
a. Ban hanh noi quy, quy che tiep cong dan
b. B6 tri dia diem thuan loi cho viec ti ~p cong dan, bao dam Co' sa V?t chat

phuc vu viec ti~p cong dan,

C. Phan cong cong chirc chuyen rnon lam t6t tiep cong dan thuong xuyen.
d. Ph6i hQ'Pcac ban nganh co lien quan tiep cong dan va xu ly vu viec nhiSu

nguoi d~n khi~u nai, t6 cao, phan anh, kien nghi vS mot noi dung.
d. Co trach nhiem bao dam an toan, trat tu cho hoat dong tiep cong dan
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, 2. Chu tich, Pho chu tich tnrc ti~p thirc hien viec tiSp cong dan tai Phong
tiep cong dan dinh ky mot tuan 4 buoi theo Lich thong bao tiep cong dan cua
UBND, nSu ngay do trung van ngay nghi, ngay IS thi chuyen sang ngay kS tiep

3. Thirc hien tiep cong dan di)t xufrt trong cac tnrong hQ'P sau:

a. V\1 viec gay g~t, plnrc tap, co nhiSu nguoi tham gia lien quan dSn trach
nhiem cua co quan, t6 chirc, ca nhan.

b. V\1 viec n~u khong chi dao, xem xet kip thai co thS gay ra h?u qua
nghiem trong .hoac co the dan den thiet hai nghiem trong cua Nha mroc cua tap
the.xam hai den tinh mang.tai san cua nhan dan.anh huang den an ninh, chinh tri,
trat tir, an toan xa hoi.

4. Khi tiSp cong dan chu tich, pho chu tich phai co y kiSn tra loi vS viec giai
quyet vu viec cho cong dan, Tnrong hop chira tra loi ngay duoc thi chi dao cho
cong chirc chuyen mon kip thai xem xet, giai quyet va thong bao thai gian tra loi
cho cong dan.

C hurrn g III
HO~ T DQNG TJEP CONG DAN

Di~u 9. Ti~p nh~n va xu Iy burro d~u khi~u nai, t6 cao phan anh, ki~n ngh],

1. Khi cong dan dSn khiSu nai, t6 cao phan anh, kiSn nghi thi nguoi tiSp cong
dan co trach nhiem don ti~p, yeu cau ho neu r5 ho ten, dia chi, xuat trinh gifry ta my
than gifry uy quyen (nSu co), tiep nhan don khieu nai, t6 cao phan anh, kiSn nghi hoac
huang d~n ngiroi khiSu nai, t6 cao phan anh, kien nghi trinh bay nQi dung V1,l viec

2,. NQi dung trinh bay phai diroc ghi van s6 tiep cong dan gom, s6 thir tv,
ngay tiep, ho ten, dia chi, nQi dung sir viec, qua trinh x~m xet, giai quyet cua cong
chirc chuyen mon, de nghi cua nguoi den khieu nai, to cao kien nghi, phan anh,
viec tiep nhan, xu ly vu viec.

, 3.Tru~g hop nguoi den khiSu nai, ,t6 cao phan anh, kien nghi chira co don
khieu nai, kien nghi, phan anh thi nguoi tiep cong dan huang dan viet don hoac ghi
day d~, chinh xac noi dung khieu .nai, to cao, kien nghi, phan anh bang van ban va
yeu cau ho ky xac nhan hoac diem chi. Truong hop nQi ,dung trinh bay chua r5
rang.day du thi nguoi tiep cong dan de nghi nguoi den khieu nai, to cao, kien nghi,
phan anh trinh bay b6 sung tai lieu, chirng cu.

4.Truong h9"P trong don vira co nQi dung khiSu nai.vua co nQi dung t6
cao.kien nghi.phan anh thi nguoi tiS!? cong dan huong d~n, ngiroi khiSu nai, t6 cao,
kien nghi, phan anh viet don rieng de khieu nai, to cao, kien nghi, phan anh voi co
quan co tham quyen theo quy dinh cua phap luat,

pi~u 10. PhanIoai, chuyen nQi dung khi~u nai, t6 cao, ki~n ngh], phan
anh den nglfiti co tham quyen th\l Iy ghii quy~t

Viec ph an loai, chuyen nQi dung khiSu nai, t6 cao den ngiroi co thftm quyen
thu ly, giai quyet trong qua trinh tiep cong dan duoc thuc hien nhu sau:
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a. Truong hop khieu nai, t6 cao thuoc th.1m quyen giai quyet cua Chu tich
UBND xii va du dieu kien thu ly thi nguoi tiep cong dan tiep nhan thong tin, tai lieu,
chtrng cir kern theo, d6ng thoi bao cao voi Chu tich UBND xii d~ 'em xet thu IY.

b. Truong hop khieu nai t6 cao khong thuoc.tham quyen giai quyet cua Chu
tich UBND xii thi huong d~n nguoi khieu nai, t6 cao den co quan, t6 chirc co th&m
quyen dS khiSu nai, t6 cao,

c. Truang, h911 khiSu nai t6 cao d§ duoc ~iai ,quySt dung, chinh sach, phap
Iu?t thi nguoi tiep congdan giai thich, huong dan de, nguoi khieu nai to cao chap
hanh nghiem chinh guyet dinh giai quyet khieu nai, to cao, yeu cau cong dan chap
dirt viec khieu nai, to cao

d. Truong h91? nhan duoc don khieu nai, t6 cao knong do nguoi khiSu nai,
nguoi t6 cao true tiSp chuyen den thi thuc hien viec phan loai va xu ly theo quy
dinh cua phap luat khieu nai, t6 cao.

d.Cac y kien kSt luan, chi dao cua Chu tich, pho chu tich v~ giai quyet phai
duoc V\1 the hoa bang van ban.

Di~u 11. Thong bao k~t qua xu'ly khi~u nai. t6 cao,ki~n nghi.phan anh
1. Viec tiep nhan, tham rmru, XLI' 1y don khi6u nai, t6 cao cua cong dan thuc

hien nhu sau: Chu tich Uy ban nhan dan xii giao Cong chirc Van phong- Th6ng ke
UBND xii thuc hien.

2. Trong thai gian 10 ngay lam viec, ke nr ngay tiSp nhan noi dung kiSn
nghi phan anh, nguoi tiep ,cong dan co trach nhiem tra 10·j true tiSp hoac thong bao
bang van ban den nguoi den khieu nai, to cao, kien nghi, phan anh.

a. KhiSu nai, t6 cao, kiSn nghi, phan anh del duoc thu ly dS giai quyet.

b. Viec xem xet KhiSu nai, t6 cao de thu ly can keo dai thai gian do can xac
minh them theo quy dinh cua Luat khiSu nai, Luat t6 cao.

c. Tir ch6i thu ly d6i voi khiSu nai, t6 cao khong thuoc tham quyen giai
quyet cua UBND xii hoac khong au di~u kien thu 1)'.

d. NQi dung KhiSu nai, t6 cao, kiSn nghi, phan anh dil duoc chuyen dSn co
quan, ca nhan co th&m quyen giai quyet.

d. Dan hoac van ban khieu nai co au dieu kien do Luat KhiSu nai quy dinh
thuoc tham quyen giai quyet cua Chu rich Uy ban nhan dan, thi cac ban nganh phai
tham rmru xem xet kY,;du thao ke hoach, de xuat huang giai quyet trinh Chu tich
Uy ban nhan dan xa de chi dao giai quyet theo tham q uyen.

e. Dan thuoc tham quyen JSiai quyet cua cap duoi true tiep nhtrng qua thoi
han chira giai quyet thi can bo tiep dan de xuat voi lanh Q?O xii co bien phap kiern
tra, don doc viec giai quyet cua cap diroi.

f. Dan khiSu nai do Dai bieu Quoc hoi, dai bi~u HQi dqng nhan dan va cac
than? vien cua .Mat tran To quoc hoac co quan bao ,chi chuyen den; Thuoc tham
quyen giai quy~t cua cap xii thi phai thu 1y giai quyet va thong bao bang van ban
cho co quan, to chirc, ca nhan chuyen don den biet; neu khong thuoc tham quyen

6



giai quyet thi giri tra I~' va thong ba , bang van ban cho co quan, t6 chirc, ca nhan
chuyen don do biet.

C urmg IV
TRAcH ItM VA. "r LY RL'O G HQ'P NHIEU GUm CUNG

KHIEU N~I, TO cAO, KIf:. 1 GI-I, pHAN ANH vt MQT NQI DUNG

Di~u 12. Cu' ngU' 'i d~i d(n khi~u nai, ta cao, ki~n ngh], phan anh v~
mQt nQi dung

Khi nhieu nguoi CL ng khi~u nai, t6 cao, ki~n nghi, phan anh v~ mot noi dung
tai nai, tiep cong dan thi ng 0) ti~I cong dan yeu c§.u nhimg mroi nay ph ai cir dai
dien de trinh bay nQi dung hi ~u nai, to cao, kien nghi, phan anh voi ngiroi tiep cong
dan( salf day goi chung la nguoi dai dien), Ngiroi dai dien phai ngiroi khieu nai,
nguoi tocao, ngiroi kien ngh], ngtroi phan anh.Vieccir ngiroi dai dien phai the hien
bang van ban co chfr .,), cua tat ca ngiroi khieu nai, to cao, kien nghi, phan anh.

Truong hop co ur 5 o&n 10 ngtroi thi cir mot hoac hai nguoi dai dien.tnrong
hop co tren 10 nguoi th: co the cir them ngiroi dai dien, nhirng khong qua 5 ngiroi.

giroi dai dien phai chiu trach nhiern truce phap lu~t v~ tinh hop phap cua nguoi
dai dien va van ban cir nguoi dai dien.

r Di~u 13. Ti~p .nh~n,trac nhiem va xu Iy trmrng hQ'p nh!~u ngum cung
khieu nai, ta cao, kiev. gh], han a nhve mQt nQi dung tai noi tiep cong dan

1. Chu tich LB 0 xii co trach nhiern true tiep hoac cu nguoi dai dien cho
minh tiep dai dien cua nhfrng ngiroi . hi,~u nai, t9 cao, ki~n nghi, phan anh dS 1~l!g
nghe trinh bay' ve noi dung khi cu nai, to cao, kien nghi, phan anh, tiep nhan khieu
nai, to cao, kien nghi, pnan anh va cac thong tin tai lieu do ho cung cap.

. Tnrong hop khieu nai, t6 cao, ki~n nghi, phan anh chtra co d?TI khi~u nai
khieu nai, to cao, kien ngh], phan anh thi nguoi tiep cong dan yeu cau nguoi dai
dien bang van ban ghi lai d~y duo chinh xac noi dung vu viec do nguoi dai dien
trinh bay, doc lai cho ho nghe va yell cau ky hoac diem chi dS xac nhan.

Tnrong hop khi~u nai, to cao, ki~n nghi, phan anh thuoc tham quyen cua
Chu tich UBND xii th i nguoi tiep cong dan ~em xet thu ly dS. giai quyet va thong
bao cho ngiroi dai dien cua nhirng nguoi khieu nai, to cao, kien nghi, phan anh ye
ket qua xu ly theo qu~' dinh cua phap luat, neu vu vieckhong thuoc tham quyen
cua Chu tjch UB 'D x ~ thi chuyen don hoac huang dan khieu nai, to cao, kien
nghi, phan anh den co quan co tham quyen giai quyet.

2. Truong hop 'h'~u nai, t6 cao, ki~n nghi, phan anh phirc tap, co nhi~u noi
dung thuoc trach nhiern cua nhieu cap, nhieu nganh da: qua nhieu ca quan t6 chirc
xem xet giai quyet h )~.,-vu viec co nit nhi&l nguoi tham gia, diSn bi~n phirc tap thi
bo phan ti~p nhan co trach nhiern.

Chu tri hoac phoi hop voi dai dien co quan.to chirc co lien quan cung c~p
thong tin, tai lieu, ctr nguoi co trach nhiem tham gia ti~p ngiroi dai dien khieu nai,
t6 cao, ki~n nghi, phan anh va phAi hop giai quyet
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3. Truong hQ'P nhirng nguo: d0r. kh;~u ai, ,t6 C<10, kicn nghi, phan anh co
hanh vi kich dong, gay ro: trat tu hoac de d98 doi \(yj nguoi tiep cong dan, thi
nguoi thi hanh cong vu thi tang cuong nguo'i iiep cong dan, yeu c~u co quan cong
an, BCH Quan sir bao ve va co bien phap xu ly kip thoi.

f)i~u 14. Khen thuong va xif Ij' k:~'iu~

1. T6 chirc, ca nhan co thanh tich trong viec thuc hien Luat khiSu nai, Luat
t6 cao, Iu?t tiep cong dan va quy che nay thi se duoc xem xet, khen tlurong theo
quy dinh cua phap luat

2. T6 chuc, ca nhan khong thuc hien dung Luat khieu nai, Luat t6 cao, lu?t
tiep cong dan va quy chS nay thi tuy theo mire dQ vi cham co th~ bi Xlt' Iy theo quy
dinh.Tnrong hop giai quyet khi~u J1<;1l, t6 cao, kiSn ngh]. phan anh gay thiet hai thi
phai chiu trach nhiern b6i thuong va xu 1) trach nhiern theo quy dinh cua phap luat.

Churrng VI
DIEl] KHOAI TH ,O{

Di~u 15. Chu tich U)! ban nhan dan X3 thuong xuyen nam chac tinh hinh
khiSu nai, t6 cao cua dia phuong, chi dac d r cong be l)h6i hop giira cac co quan ,
can bo, cong chirc co lien quan trong cong tac t' ~p ~b va " II I) lion thir khieu nai,
t6 cao cua cong dan,

Cac ban, nganh cua xa b6 tri can by co ki~n thirc v~ chinh sach phap luat, co
plurong phap dan van kheo, nhiet tinh, y tlnrc trach nhiem lam cong tac tiSp cong
dan khi co S\1' chi dao cua Chu tich UBND xa. Hang chang, qU), nam phai chi dao
t6ng, hQ'P, thong k~, bao cao danh gia v~ cong tac ,tiSr cong dan va ket qua giai
quyet don thir khieu nai, t6 cao cua cong dan giri ve l~ynun nhan dan huyen dam
bao thai gian, noi dung theo quy dinh.

0y ban nhan dan xa giao Van phong (J) ; ,a11 nhan dan X~:kiem tra, don d6c
viec thirc hien Quy che nay. Can cir V80 cmrc 'lal\~, nlue 11V'1,1, quyen han cua minh
cac d6ng chi can bo, cong clurc to C~1l.1C thuc I ,i~'l()uy t;h€ nay. Trong qua trim:
thirc hien, neu co kho khan, -uong mac bao can' F') PV1! ve Uy ban nhan dan xa de
xem xet, sua d6i, b6 sung.!.

8


		2020-01-15T11:21:10+0700
	Việt Nam
	Ủy ban Nhân dân xã Hoằng Đức<hoangduc.hoanghoa@thanhhoa.gov.vn> đã ký lên văn bản này!




