MOT SO GIAI PHAP NANG CAO CHAT LUGNG TIEP CONG DAN
THEO LUAT TIEP CONG DAN NAM 2013

NGUYEN THIHONG*

Nang cao chdt luong cong tdc tiép cong dan, xir Iyj don thw khiéu nai, t6 cdo nham
gOp phin han ché khiéu kién phiic tap kéo dai, dong nguoi la yéu ciu ddit ra cho cdc b,
nganh, dia phuong. Bai viét duwa ra mot s6 giai phdp nham ning cao chat luong tiép cong
ddn, trong do tdp trung vao ning cao chdt luong dgi ngii cdn bo thuc hién nhiém vy ndy.
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It is required for ministries and localities to improving the quality of citizen
reception, handling of written complaints, denunciations that helps limit complicated
and crowded complaints. The article proposes some solutions to enhance the quality of
citizen reception, especially in enhancing the quality of citizen reception officals.
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1. Cong tac ti€p cong dan theo quy
dinh cta phap luat hién hanh

Luat khiéu nai nam 2011 va Luat to
cao nam 2018 da quy dinh cu thé trach
nhiém cua co quan, to chitc, cAnhan trong
viéc t6 chtic tiép cong dan dén khiéu nai,
t6 cdo, kién nghi, phan anh. Riéng Luat
khiéu nai ndm 2011 da danh ca chuong
V (tir Diéu 59 dén biéu 62) quy dinh vé
tiép cong dan. D€ chi tiét mot s6 diéu cua
Luat khiéu nai, Nghi dinh s6 75/2012/
ND-CP da c6 mot Chuong vdi hai Muc
gom 13 diéu (tir Biéu 21 dén Diéu 33) quy
dinh chi tiét Chwong V ctia Luat khiéu
nai “veé ti€p cong dan”. Van deé ti€p cong
dan khong chi dugc quy dinh tai Luat
khiéu nai nam 2011 va Luat t6 cdo ndm
2018, nam 2013, Luat tiép cong dan duoc
Qudc hoi ban hanh va thong qua. Day
la co s& phap ly quan trong va cu thé dé
co quan, to chtrc, ca nhan can ct vao do
dam bao cho cong tac tiép cong dan dién
ra c6 hiéu qua nhat; tao diéu kién cho
nguoi dan c6 thé thye hién quyén ty do,
dan chu cta minh trong viéc khiéu nai, t6
cao, kién nghi, phan anh; gép phan giai
quyét cac van dé xa hoi, giam btc xuc,
xung dot trong xa hoi. Qua do, day cting
la mot kénh thong tin rat quan trong dé

70 Khoahoc Kiém sat

cac co quan nha nudc kiém tra, giam sat,
danh gia can b9, danh gia tinh kha thi
cta chinh sach cting nhu hiéu qua ctaa
quan ly nha nudc, tir d6 goép phan cing
c6 mdi quan hé gitta nhan dan véi Dang
va Nha nwdc.

Theo quy dinh tai khoan 1 Diéu 2
Luat tiép cong dan nam 2013; “Tiép cong
din la viéc co quan, t6 chirc, cd nhin c6 thim
quyén theo quy dinh cua phdp ludt tiép xiic
dé lcfng nghe, tiép nhin khiéu nai, t6" cdo,
kién nghi, phan dnh ciia cong dan; gidi thich
hwéng din cho cong din thwc hién quyén
khiéu nai, t0"cdo, kién nghi, phan dnh theo
quy dinh cuia phdp ludt”. Theo do, viéc tiép
cong dan dén khiéu nai, t6 cdo, kién
nghi, phan anh thudc trdch nhiém cua
cac co quan nha nudc sau: Chinh phu,
cac Bo va co quan ngang bo thugc Chinh
pht; Uy ban nhan dan (UBND) cac cip;
co quan chuyén mon thu¢c UBND tinh,
thanh phd tryc thudc Trung wong; co
quan chuyén moén thuoc UBND quan,
huyén, thi xa, thanh phd truc thudc tinh;
cac co quan cua Qudc hoi, dai bieu Qudc
hoi; Hoi dong nhan dan, Dai biéu Hoi
dong nhan dan; Toa an nhan dan; Vién

* Thac si, Khoa Ludt, Hoc vién An ninh nhan dan.
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kiém sat nhan dan; Kiém toan Nha nudc;
mot s& co quan khac ctia Nha nudc, co
quan thudc Chinh phu, t6 chttc chinh trj,
to chtre chinh tri - xa hoi... D€ cac co quan,
to chitc nay co thé t6 chic ti€p cong dan
mot cach cé hiéu qua, ngoai viéc dam bao
cac diéu kién can thiét vé tru so tiép cong
dan thi yéu td quan trong la viéc bd tri
can b ti€p dan c6 du phdm chat, nang
luc, trinh @0, kién thitc va am hiéu chinh
sach, phap luat, c6 y thitc trach nhiém
lam cong tac ti€p cong dan dén khiéu nai,
to cdo, kién nghi, phan anh.

Luat khiéu nai ndm 2011, Luét to cao
nam 2018 va Luat ti€p cong dan nam
2013 xac dinh cong tac ti€p cong dan,
giai quyét khiéu nai, t6 cao la mot trong
nhitng nhiém vu quan trong, tao diéu
kién cho nhan dan tham gia giam sat
hoat dong ctia b6 may nha nudc, cac can
bd cong chitc nha nudc, cling nhu thuc
hién quyén tham gia quan ly nha nudc,
quan ly xa hoi. D€ dé cao vai tro, trach
nhiém cta can bd ti€p cdng dan, Diéu
8 Luat ti€p cong dan nam 2013 da quy
dinh: Khi tiép cong dan, nguoi tiép cong
dan phai bao dam trang phuc chinh té,
c6 deo thé cong chitc, vién chitc hoac
phu hiéu theo quy dinh. Yéu cau nguoi
dén khiéu nai, t6 cdo, kién nghi, phan
anh néu ro ho tén, dia chi hodc xuat trinh
gidy to tuy than, gidy ay quyeén (néu cd);
cé don hodc trinh bay r6 rang ndi dung
khiéu nai, t6 cdo, kién nghi, phan anh;
cung cap thong tin, tai liéu can thiét cho
viéc tiép nhan, thu ly vu viéc. Can bo tiép
dan phai c6 thai dd ding muec, ton trong
cong dan, lang nghe, tiép nhan don khiéu
nai, t6 cao, kién nghi, phan anh hodc ghi
chép day da, chinh xac ndi dung ma
nguoi dén khiéu nai, td cdo, kién nghi,
phan anh trinh bay. Can cha y giai thich,
huwéng dan cho nguoi dén khiéu nai, to
cao, kién nghi, phan anh chap hanh chu
treong, dwong 16i, chinh sach, phap luat,
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kétludn, quyét dinh giai quyét da cé hiéu
lwc phép luat ctia co quan c6 tham quyén;
hudng dan nguoi khiéu nai, t8 cdo, kién
nghi, phan anh dén dung co quan hodc
nguoi c6 thdm quyén giai quyét. Can bo
ti€p dan khi nhan dwoc don thu phai truc
tié€p x& ly hoac phan loai, chuyén don,
trinh nguwoi cé tham quyén xt ly khiéu
nai, t0 cdo, kién nghi, phan anh; thong
bao két qua xw ly khiéu nai, t6 cdo, kién
nghi, phan anh cho cong dan. Néu cong
dan vi pham ndi quy noi ti€p cong dan,
can bg ti€p dan cé quyén yéu cau nguoi
vi chdm da&t hanh vi vi pham; trong
treong hop can thiét, 1ap bién ban vé viéc
vi pham va yéu cau co quan chtic nang
xt ly theo quy dinh cta phéap luat. bé
tranh viéc can bo ti€p cong dan vi dong
co vu loi, sach nhiéuy, gdy phién ha, kéo
dai thoi gian giai quyét don thu khiéu
nai, t6 cao, kién nghi, phan anh cting nhuw
dé cao trach nhiém cua can bd ti€p cong
dan, Diéu 6 Luét ti€p cong dan nam 2013
da quy dinh cac hanh vi nghiém cam
doi véi can b ti€p cong dan trong qua
trinh tiép cong dan gdém: Cam cac hanh
vi gay phién ha, sach nhiéu hodc can tro
nguoi dén khi€u nai, t6 cdo, kién nghi,
phan anh, thiéu trach nhiém trong viéc
ti€p cong dan; lam mat hodc lam sai léch
thong tin, tai liéu do nguoi khiéu nai, t&
cdo, kién nghi, phan dnh cung cap va cdim
phan biét d6i x& trong khi tié€p cong dan.

2. Thyc trang cong tac ti€p cong dan
hién nay

Theo sO liéu thong ké cua Thanh tra
Chinh pht bao c4o 1én Uy ban Thuong vu
Quoc hoi vé cong tac giai quyét khiéu nai,
t6 cao nam 2020 (ky bdo cao tir 01/8/2019
dén 31/7/2020), tinh hinh khiéu nai, t6 cao
tiép tuc cé xu hudng giam. Theo nhw bao
cao vé két qua codng tac tiép cong dan, xt
ly don thu, giai quyét khiéu nai, t6 cdo,
nam 2020 c6 459.149 luot cong dan dén
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co quan hanh chinh nha nwéc khiéu nai,
t6 cdo, kién nghi, phan anh (giam 4% so
voi nam 2019), véi 296.864 vu viéc (giam
2,4% so voi nam 2019), c6 3.779 lwot doan
dong nguoi (giam 17,7% so véi nam
2019). Vé tiép nhan va x& ly don thu, cac
co quan hanh chinh ti€p nhan 305.769
don thu cac loai. So v6i ndm 2019, tuy sd
don thu cac loai tang 1,6% nhung s6 vu
viéc khiéu nai, t6 cdo thudc thim quyén
lai giam. Cu th€, c¢6 189.202 don du diéu
kién xt ly vdi 20.958 vu viéc khiéu nai,
8.120 vu viéc t0 cao thudc tham quyeén
(giam 11,5 % so véi s6 vu viéc nam 2019,
trong dé s vu viéc khiéu nai thudc tham
quyén giam 15,5%, s& vu viéc td cdo thudc
tham quyén giam 0,8%).

Qua trinh thanh tra vé cong tac tié€p
dan va giai quyét don thw ¢ nhiéu dia
phuong cling cho thay, cé nhitng vu viéc
da duoc giai quyét cd ly, co tinh, da ra
dwoc van ban cham dut thu ly giai quyét
khiéu nai. Can bo ti€p cong dan tra loi
day du, dan chiing cu thé trong qua trinh
ti€p cong dan. Tuy nhién, nhiéu trueong
hop van tiép tuc khiéu nai 1én cap trung
wong vdi thai d§ qud khich. Chinh sach
phap luat lién quan dén dat dai, moi
truong... con c6 nhitng ké ho, viéc thuc
thi cong vu cia mot b phan can bd, cong
chttc chuwa quyét liét va con nhiéu thiéu
sot. Trén mot so linh vie khiéu nai, to cdo
dién bién phttc tap nhi méi truong; dat
nong - lam truong; lién quan dén quyén
cta nguwoi mua nha ¢ moét s6 dy an sai
phép, nha ¢ trong cac khu nghi dudng...
Déang cha y 1a mét sd vu viéc khiéu nai,
to cao lién quan dén dat dai, dau tw xay
dung khu do thi, khu cong nghiép c6 quy
mo 16n nhung viéc xem xét, giai quyét
quyén loi cua nguoi bi thu hoi dat chua
thdu déo, kip thoi nén tiép tuc dién ra rat
gay gat. Khi phét sinh khiéu kién, t& cdo,
c6 noi, c6 lac, viéc phdi hop gitra cac co
quan nha nudc trong cong tac giai quyét
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don thu chua t6t, thoi gian kéo dai, viéc
tham tra, xac minh so sai, thu thap ching
c khong day du la nhitng nguyén nhan
dan dén tinh trang trén.

Thuc t&€ thoi gian vira qua cho thay
hoat dong ti€p cong dan da dat dwoc
nhiéu két qua tich cyc, tao dwoc niém tin
cho dai bo phan cong dan. Tuy nhién, mot
bd phéan can bd lam cong tac tiép dan con
chwa lam tdt nhiém vy, chttc nang cua
minh. Theo s6 liéu thong ké cua Thanh
tra Chinh phut, nam 2020, cdc co quan
chtrc nang da tién hanh 1592 cudc thanh
tra, kiém tra trach nhiém thuc hién phap
luat vé tiép cong dan, giai quyét khiéu
nai, t6 cdo tai 2.512 co quan, to chirc, don
vi. Qua thanh tra phat hién c6 412 don vi
c6 vi pham, kién nghi kiém diém ruat kinh
nghiém 395 t0 chirc, 649 ca nhan, xu ly
ky luat 30 t0 chttc, ca nhan. Trong d6, noi
lén la tinh trang can b tiép dan vi dong
co vu loi da sdch nhiéu, gay phién ha, kéo
dai thoi gian giai quyét don thu khiéu
nai, t6 cdo, kién nghi, phan anh. Nguoi
ding dau chua guong mau, chua thuc
hién diung va day du viéc ti€p cong dan
theo quy dinh ctia phap luat; chwa chu
dong, kip thoi phat hién, xtt Iy nghiém vi
pham, tham chi cé noi con bao che, dung
tang cho hanh vi sai trai ctia nhan vién;
viéc t0 chic ti€p cong dan chua thuc
chat, con hinh thirc; tinh than phuc vy,
dao dic cong vu cua mot bd phan can
b9, ti€p dan con thap, chuwa lam hét trach
nhiém. Tat ca nhitng diéu do lam cho
nguoi dan di khiéu nai trong tdm trang
rat birc xtic, khong gitt dwoc binh tinh.
Nhitng diéu d6 tao ra rat nhiéu ap luc,
thach thic cho can bo tiép dan. Do do,
viéc nang cao trinh d9, nang luc can bo
tiép cong dan gép phan vao hoan thanh
nhiém vu dugc giao, 1ap lai cong béng,
giai tdéa duwoc btic xtic, mang lai niém tin
cho nguoi dan 1a rat can thiét.
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3. Mot s6 giai phap nham nang cao
chit lwgng cong tac ti€p cong dan

Mot la, vé phia cdp uy, chinh quyén, co
quan tiép cong dan

D€ nang cao chat lwgng cong tac ti€p
cong dan, cdp uy, chinh quyén cac cap
can nhan thtc day da vé vai tro, vi tri,
tam quan trong cua hoat dong ti€p dan.
DPay la biéu hién cu thé cta quan diém
“dan la goc” cua Bang va Nha nudc ta,
gop phan phat huy ban chat “Nha nudc
ctua dan, do dan, vi dan”, “tdt ca quyén
luc nha nuwdc déu thudc vé nhan dan”,
xay dung mot xa hoi dan chu. Thong qua
cong tac tiép dan, co quan nha nidc nam
duwoc tam tw, nguyén vong cua nhan dan
va cac chu treong, chinh sach ctia Pang,
phap luat ctia Nha nuwdc dé€ kip thoi chan
chinh, bd sung, stta dd6i hodc huy bo cac
ndi dung khong con phu hop. Lam tot
cong tac ti€p cong dan sé gop phan khoi
day tiém nang, tranh tha tri tué ciia nhan
dan, huy dong duoc sy tham gia rong
rai cua nhan dan vao quan ly nha nudc,
quan ly xa hoi; dam bao viéc thuc hién
quyén khi€u nai, t0 cdo cua cong dan,
quyén gidm sat cia nhan dan d6i véi can
bd, cong chitc nha nude, gop phan xay
dung bd may nha nudc trong sach, vitng
manh. Thong qua cong tac ti€p dan, tao
ra dong luc thic ddy hoan thién cdng tac
quan ly nha nudc, gitup cho cac co quan
quan ly nha nuwdc, cac co quan td chire,
don vi ¢6 diéu kién kiém tra, danh gia
lai co ché€ chinh sach, cong tac chi dao
diéu hanh ctia minh, tr d6 c6 nhitng diéu
chinh thich hop, kip thoi. Lam tdt cong
tac ti€p dan sé han ché€ viéc khiéu nai, to
cao tran lan, vuot cdp, cling nhu nhiéu
bat cap khac ctia cong tac giai quyét
khiéu nai, t6 cdo.

Hoat dong tiép cong dan dat ra yéu
cau mang tinh bat budc ddi véi cac co
quan nha nudc, cac can bo, cong chirc
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trong quan hé vdi cong dan la phai ludn
ludn ton trong nhan dan, tan tuy phuc
vu va lang nghe céc y kién déng gép ctia
nhan dan. Do vay, cap uy, chinh quyén
cac cap khong thé xem nhe hoat dong
ti€p cong dan ma ct nhitng nguwoi khong
cé trinh do, nang lwrc, hodc nhitng can bd
doi du khong bo tri duwoc dén bd phan
tiép cong dan.

Hai la, vé phia cin bg tiép cong din

Trong s6 nguoi dén khiéu nai, td céo,
kién nghi, phan anh, con mot sd cd nhan
nhan thirc va hiéu biét phap luat han ché.
Tham chi, mot s6 nguoi cd trinh do hoc
van, ¢ hiéu biét phap luat nhung ¢4 tinh
loi dung su hiéu biét dé dé di khiéu nai,
t0 cdo hodc khiéu nai, t6 cdo nhiéu lan
mdc du da dugc co quan chirc nang co
tham quyeén giai quyét. Tuy nhién, chu
yéu la do nhan thtec phap luat kém hoac
dwoc hta hen vé loi ich vat chat ma ho bi
kich déng, mua chudc, 16i kéo di theo dé
khiéu nai, td cdo tao nén cac doan khiéu
nai dong nguoi co to chikc, phtic tap anh
hwong dén trat ty xa hoi.

Xuat phat tir dac diém vé nhan thuic
va tam ly nhu trén nén khi dén tru so
tiép cong dan caa co quan nha nuwdc dé
khiéu nai, t6 cdo, cong dan thuwong hay
cd nhitng thai do, ct chi, hanh dong
nham tao stic ép can bo tiép dan phai lam
theo nhitng yéu cau cua nguoi dén khiéu
nai, t6 cao. Trong thuc t€ thuong xay ra
mot s& hanh dong nhu sau: Cau xin, khoc
16c; c6 hanh vi qua khich nhw de doa ty
te ngay tai tru so ti€p cong dan; mot sd
phu ntt 10t bd quan do ngay tai tru so tiép
cong dan; 16i kéo, kich dong nhiéu thanh
phan tham gia doan khiéu nai, t& cdo
nhu tré em, nguroi tan tat, thwong binh,
gia dinh chinh sach, ba me Viét Nam anh
hung; mang theo bang ron khau hiéu; loi
dung quyén khi€u nai td cdo vu cao, xtic
pham uy tin danh du cta co quan Nha
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nudc, can bo ti€ép cong dan...; chii boi,
de doa tdn cong, quay phim, chup anh,
khting bd tinh than (goi dién thoai, nhan
tin de doa), doa kién, t6 cao can bg tiép
cong dan... Vi nhan thttc cing nhu hanh
dong cua nguoi dén khiéu nai, t6 cao,
kién nghi, phan anh da dang nhu vay,
nén nguoi ti€p cong dan can phai tim
hiéu r6 van dé nhan thirc nay dé€ cé cac
bién phap ti€p nhan phu hop.

DPong thoi véi viéc xac dinh nhan thic,
hanh dong cua nguoi di khiéu nai, td cdo,
kién nghi, phan anh, nguoi ti€p cong dan
can phai nam rd tam ly ctia nguoi di khidu
nai, td cdo, kién nghi, phan anh. Cu thé,
khi dén tru so ti€p cong dan, c6 nguoi to ra
binh tinh, gitt thai d¢ diing muc, trinh bay
vu viéc mot cach ro rang, mach lac, hodc co
nhitng ngroi té thai do lo au, s¢ sét, trinh
bay vu viéc mot cach chung chung, vong
vo kho hiéu. Pa phan, ho luén xac dinh
trong tw twong viéc khiéu nai, t6 cdo cta
minh la dung, khéng dinh quyeén, lgi ich
hop phap cta ban than, tap thé, nha nudc
bi xam hai. Mot s6 nguoi dé bi kich dong
ndi néng, nguyén nhan cé thé do cac
khiéu nai, t6 cdao khong dwgc cap dwdi
giai quyét, cham dwoc giai quyét, giai
quyét khong dang, khéng day du, triét
d€; cac birc xtic vé hanh vi ctia nguoi bi
khiéu nai, t0 cdo; cac khiéu nai, to cdo da
dugc giai quyét roi nhung khong dung
nhu yéu cau, nguyén vong cuia nguoi
khiéu nai, to cdo...

Dé€ ti€p cong dan vira dat két qua tot,
vira bao dam trat tw an toan o tru so tiép
dan, can bd duoc giao nhiém vu tiép
cong dan ngoai viéc cd trinh do phap
luat, nghiép vy, pham chat dao duc t6t,
c6 kién thiic vé tam ly xa hoi, nam viing
tam ly ctia nguoi dén khi€u nai, td cao,
c6 k¥ ndng giao ti€p, kinh nghiém giai
quyét cong viéc, thai d6 nghiém tac, con
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phai ddc biét chua y:

Phai c6 thai dd quan tam, lang nghe,
ddng vién nguoi khiéu nai, t6 cdo trinh
bay tém tat, day du noi dung khiéu nai,
t6 cdo, nhitng yéu cau, dé nghi. Ludn co6
thai do binh tinh, nghiém tac va phai ghi
chép day dua ndi dung trinh bay cua cong
dan. Tuyét doi khong cé thai do tho o,
thiéu trach nhiém khi nghe nguoi khiéu
nai, t6 cdo trinh bay.

Trong moi trudong hop phai can nhac,
xem xét ndi dung sy viéc mot cach cé can
ctt theo dung quy dinh ctua phap luat.
Heét strc than trong khi phat ngon, khong
dwoc tuy tién két luan hoac dua ra nhan
xét chu quan vé ndi dung khiéu nai, t&
cdo; tranh bi kich dong bdi nhitng 101 noi,
ct chi, thai d¢ cua nguoi dén khiéu nai,
to cdo.

Phai dat ban than minh vao diéu kién,
hoan canh cua nguoi dén khiéu nai, t6
cao dé giai quyét cong viéc, phai c6 thai
d6 chan thanh, mém déo, linh hoat nhim
vira dam bao budi tié€p dan dat két qua,
vira bao dam trat tuy, an toan cho tru so
ti€p dan. Trong treong hop dong nguoi,
phai hét stic linh hoat nham tranh nhiing
phtic tap c6 thé xay ra.

Phai phan doan sy viéc, nhay bén
trong viéc phat hién, ndm bt dién bién
cac vu viéc d€ chu dong goi mo va hudng
dan cong dan trinh bay vao dtng ban
chat noi dung trong tam caa vu viéc, tir
doé nhan dinh sw viéc mot cach chinh xac
lam co s& cho viéc dé xuat, giai quyét vu
viéc mot cach chinh xac, kip thoi. Treong
hop phai tra 16i hodc huéng dan nguoi
khiéu nai, t3 cio phai ngan gon, dé hiéuy,
c6 can ck, ¢6 tinh thuyét phuc va phai
dam bao chinh xac, khach quan, khong
suy dién.

Sau khi tiép cong dan, néu khiéu
nai, t6 cao thudc thim quyén giai quyét
cta Thua truong cung cdp thi phai khan
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treong bdo cao d€ giai quyét theo dung
quy dinh cta phap luat. Néu khiéu
nai, t0 cdo khong thudc tham quyeén
giai quyét cua Thu truong cung cap thi
phai khan truong x ly theo quy dinh
va thong bao cho nguoi khiéu nai, t6
cdo biét. Trong mot s6 treong hop, ndi
dung khiéu nai, t6 cao khong thudc
thdm quyén, trach nhiém giai quyét
cua co quan Cong an, nhitng ndi dung
khiéu t6 phtic tap, dong nguwoi, thai do
gay gat thi c6 thé nhan don va dong
thoi huéng dan cong dan dén co quan
c6 thdm quyén giai quyét.

Nguoi tiép cong dan phai luén xac dinh
vita bao dam buoi ti€p cong dan dung
phap luat, dat hiéu qua vira bao dam trat
tw an toan ctia Tru so ti€p cong dan. Néu co
phtic tap xay ra (gdy mat trat tu, tan cong
can b tiép cong dan...) thi phai binh tinh
phoi hop véi cac luc lwong chitc nang on
dinh ngay tinh hinh, khong dé€ hau qua xau
xay ra va bao cao nguoi c6 tham quyén dé
xin y kién chi dao giai quyét.

Déi véi cac truong hop cau xin, khéc
l6c, de doa tw tir hodc cé nhitng trueong
hop biéu hién than kinh khong binh
thuong, can bo ti€p cong dan khong nén
tranh luan, nén nhe nhang, khéo léo dong
vién, gido duc thuyét phuc, nhan don dé
cong dan ra vé, tranh tinh trang to tiéng
lam cdng dan birc xtic lam phttc tap thém
tinh hinh.

Truong hop doan khiéu kién dong
nguoi khéng thong nhat dwgc nhiing
noi dung nguwoi dai dién cho ho da lam
viéc véi can bd tiép cong dan thi tuyén
truyén, van dong, thuyét phuc ho tro
vé dia phuong, néu cong dan cd tinh
khong chap hanh thi trao doi truc tiép
voi Chu tich UBND tinh ¢6 doan cong
dan dén khiéu kién biét d€ bd tri nguoi
va phuong tién duwa s6 cong dan trén vé
dia phuong theo dung tinh than chi dao
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cta Thu twdéng Chinh phu.

Truwong hop khiéu nai, t& cdo phtc
tap, dong ngwoi, mang theo bang ron,
khau hiéu, thai d6 btc xuc, gay gét, chui
bdi, de doa, khung bd can bo tiép cong
dan, can bo ti€ép cong dan phai binh tinh,
nhanh chéng nam bat ndi dung co ban
cua vu viéc, phan loai d6i tuwong, chu
dong bao cdo thu trudng xin y kién chi
dao. Dong thoi, bdo cho cac lyc luong
chttc nang (Cong an phuong so tai, Cong
an quan, Canh sat bao vé muc tiéu,...)
phoi hop dam bao t6t an ninh trat tu tai
tru so ti€p cong dan, yéu cau doan khiéu
kién ctr dai dién vao lam viéc.

Truwdce khi lam viéc, yéu cau nguoi dai
dién, yéu cau doan khiéu kién thu hoi
hét bang ron, khau hiéu, loa dai, ngoi tap
trung, trat tw dé€ nguoi dai dién lam viéc,
sau do nguroi dai dién cé trach nhiém giai
thich cho moi nguoi trong doan so b két
qua lam viéc véi can b tiép cong dan dé
ho ra vé cho két qua giai quyét ctia cac co
quan chttc ndng. Treong hop can thiét,
can bo ti€p cong dan co su trao do6i (qua
dién thoai) vdi co quan, don vi lién quan
(noi phat sinh vu viéc khi€u nai, t0 cao)
d& nam tinh hinh va dé nghi ctr lec lwong
phdi hop xu ly.

Thyc hién t6t duwgc nhitng ndi dung
trén sé lam cho hoat dong tiép cong dan
ngay cang c6 hiéu qua hon. Muc tiéu
cubi cung la thong qua cong tac ti€p
dan cé thé giam bot khiéu kién, khiéu
nai, giam b6t nhitng vu viéc khiéu nai
phttc tap dong nguwoi, tao su tin tuwdng
ctia ngroi dan; dong thoi nang cao trach
nhiém cua chinh quyén cac cap trong
qua trinh thwc thi phap luat va giai
quyét khiéu nai, t6 cdo; nhan dan dong
thuan, tin tudng, ung ho, tir d6 sé giam
nhanh cdc vu viéc khiéu nai, to cdo va
khiéu kién déng nguoi./.
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