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QUYETDJNH
Ban hanh Quy ch~ ti~p cong dan clla So' NQi V\I

GIAM DOC SO N(n vu TiNH DAK NONG
Can cu Luat Ti~p cong dan ngay 25 thang 11 nam 2013;

Can cir Luat Khi~u nai ngay 11 thang 11 nam 2011;

Can cir Luat T6 cao ngay 25 thang 6 nam 2018;

Can cir Nghi dinh s6 64/2014fNf)-CP ngay 26 thang 6 nam 2014 cua
Chinh phu quy dinh chi ti~t thi hanh mot s6 di~u cua Luat Ti~p cong dan;

Can cir Thong tu s6 06/20 14/TT -TTCP ngay 31 thang. 10 nam 2014 cua
Thanh tra Chinh phu quy dinh quy trinh tiep cong dan;

Can cir Quyet dinh s6 15/2017/QB-UBJ\TD ngay 18/7/2017 cua Uy ban
nhan dan tinh Dfr Nong ban hanh Quy dinh v~ cong tac tiep cong dan tren dia
ban tinh B~k Nong;

Can CLfQuyet dinh s6 ]5/20 1SIQB-UBND ngay 16/4/2015 cua Uy ban
nhan dan tinh f)~k Nong ban hanh Quy dinh chirc nang, nhiern vu, quyen han va
co c§u t6 chtl'C cua Sa N(>i V\l tInh f)~k Nong;

Xet d~ nghi cua Chanh Thanh tra Sa N(>i Vl,l,

QUYETD}NH:
Di~u 1. Ban hanh kem theo Quy~t dinh mly "Quy ch~ ti~p cong dan clh

Sa N(>i V\l tinh f)~k Nong". .'

Di~u 2. Quy~t dinh mly co hi~u 19c thi h~U1.hk~ tu ngay ky va thay th~
Quy~t dinh s6 279IQD-SNV ngay 21 thing 12 nam 2015 cua Giam d6c Sa N(>i
Vlfban hanh Quy ch~ ti~p cong dan cua Sa N(>i Vl,l.

Di~u 3. Chanh Thanh tra Sa, Trucmg cac phong, dan vi thu(>c Sa NQi Vl:l
va cac t6 chuc, ca nhan co lien quan chiu tnich n.hi~m thi hanh Quy~t dinh nay./.

No'i nfli}n:
- Nlm Di~lI3;
- Thanh tra tinb;
- Luu: VT, TIr.
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UBND TlNH BAK NONG
SONQIVV

CQNG BoA xA HQI can NGIDA VI¥T NAM
DQc I~p - TV do - H,nh phiic

QUYCHE
Ti~p cong dan cua Sa NQi v1}tinh D~k Nong

(Ban hanh kem thea Quyit ilinh s64?IQD-SNV ngay.LDthang 6 ndm 2019
cua Giam doc SaN(Ji ~)

Chuong I
QUY DJNH CHUNG

Di~u 1. Pham vi di~u chinh.
Quy ch~ nay quy dinh vS trach nhiem ti~p cong dan; viec t6 chirc tiep

cong dan, nhiem vu quyen han cua cong clnrc, vien chirc ti~p cong dan; quyen,
nghia vu cua cong dan khi d~n noi ti~p cong dan; hoat dQng ti~p cong dan tai dia
diSm tiSp cong dan cua SaNQi vu.

Di~u 2. DBi tU'Q'ngap dung
1. Giam dBc Sa, Pho Giam dBe Sa duoc uy quyen ti~p cong dan, Chanh

Thanh tra Sa, Truong cac phong, dan vi thuoc Sa va cong chirc thanh tra diroc
giao nhiem vu ti~p cong dan tai dia diSm tiSp cong dan cua SaNQi vu,

2. Ca nhan, co quan, t6 chuc co khiSu n~i, t6 cao, kiSn nghj, phan aM t~i
dia diSm tiSp cong dan cua Sa NQi V\l vS nhUng v§.n dS lien quan d~n chu
truang, duemg IBi cua Bang, chinh sach phap lu~t cua Nha nuac, cong tac tham
muu quan ly Nha nuac thuQc chuc nang, nhi~m Vl), quySn h~ cua Sa NQi V\l.

Di~u 3. M1}cdich cua ti~p cong dan
1. Huang dful cong dan th\lc hi~n quySn khi~u n~, tB cao, ki~n nghi, phan

aM dUng quy dinh phap lu~t, gop phdn tuyen truySn, ph6 hiSn phap lu~t.
2. Ti~p nh~ khiSu n~, t6 cao, ki~n nghi, phan aM thuQCthfun quySn giai

quy~t cua Gicim d6c Sa, Thu wang cac dan vi thuQc Sa dS xem xet giai quy~t
khi~u n~, t&cao, ki~n nghi, phan anh, tra Uricho cong dan theo quy dinh phap lu~t.

Di~u 4. Nhii'ng trU'img hQ'p dU'Q'ctil chBi ti~p cong dan
Nguai ti~p cong dan duqc quySn tit chBi ti~p nguai d~n nm ti~p cong dan

dS khiSu n~i, t6 cao, ki~n nghi, phan aM trong cac truang hqp sau day khi da:
giai thich cho cong dan duqc hiSt ly do til ch6i tiSp:

1. Nguai trong tinh tr~g say do dung ch~t kich thich, ngum m~c b~nh
tam thdn ho~c mQt h~nh khac lam m~t kha nang nh~ thuc ho~c kha nang diSu
khiSn hanh vi cua minh.

2. Ngum co hanh vi de dQa, ruc ph~m co quan, t6 chuc, dan vi, nguai tiSp
cong dan, nguai thi hanh cong Vl) ho~c co hanh vi khac vi ph~m nQi quy noi ti~p
cong dan.

3. Ngum khiSu n~i, t6 cao vS Vl) vi~c da:giai quySt dUng chinh sach, phap
lu~t, duqc co quan nhfl nuac co thfun quySn kiSm tra, ra soat, thong bao b~ng



van ban va da duoc tiSp, giai thich, huang dan nhirng v~n c6 tinh khieu nai, t6
cao keo dai.

4. Nhfrng tnrong hop khac thea quy dinh cua phap lu~t.
Chuong n

TO CHtrC TrEP CONG DAN
f)i~u 5. Giam aBc so- ti~p cong dan
1. Giam d6c S6 tiSp cong dan vao ngay 10 va 20 hang thang tai dia diSm

tiSp cong dan cua S6 NQi vu, nSu ngay tiSp cong dan cua Giam d6c trung vao
ngay nghi, ngay 18thl thuc hien vao ngay lam viec tiSp theo.

2. Ngoai thoi gian tiSp cong dan dinh Icy hang thang, Giam d6c S6 tiSp
cong dan dQt xu~t trong cac tnrong hop sau:

a) Vu viec gay g~t, c~p bach, phirc tap, co nhiSu nguoi tham gia, lien quan
dSn trach nhiem cua nhieu phong chuyen mon, dan vi thuoc S6 ho~c y kiSn cua
cac phong chuyen mon, dan vi thuQc S6 con khac nhau.

b) V\l vi~c nSu khong chi d~o, xern xet kip thm co thS gay ra h~u qua
nghiem tr<;mgho~c co thS huy ho~i dSn tm san cua Nha nuac, cua ~p thS, xam
h~i dSn tfnh m~ng, tm san cua nhan dan, anh hUOng dSn an niOO,chfnh tri, tr~t
t\1, an toan xa hQi.

3. TruOng hqp Giam d6c S6 khong thS tiSp cong dan thea dinh Icy thl uy
quySn cho cac Pho Gie:imd6c S6 tiSp cong dan va cac Pho Giam d6c S6 co trach
nhi~m bao cao l~i cho Giarn d6c S6 kSt qua tiSp cong dan.

4. Khi tiSp cong dan, Gicim d6c S6 co y kiSn tra lai vS vi~c giai quySt V\l
vi~c cho cong dan. TruOng hqp chua tra lai ngay duQ'Cthi chi d~o Thanh tra Sa
ph3i hqp vm phong chuyen mon, dan vi thuQc Sa kip thai tham mUll, giai quySt
va thong bao thm gian tra 101cho cong dan.

Cac y kiSn chi d~o cua Giam d3c Sa trong vi~c gild quySt khiSu n~i, t6, , , ,
cao, kien nghi, pharr anb ~i dia diem tiep cong dan phai duQ'c thong bao bang
van ban dSn cho cac phong, dan vi co lien quan biSt d@tri@nkhai th\Ic hi~n va
thong bao cho cong dan duQ'cbiSt. TruOng phong Hanh chfnh - Van thu, lUll trfr
co trach nhi~m ph6i hqp vai Thanh tra Sa thong bao cac y kiSn chi d~o cua
Gie:imd6c Sa t~i buBi tiSp cong dan.

f)i~u 6. Chanh Thanh tra So-ti~p cong dan
1. Chanb Thanh tra Sa co trach nhi~m tiSp cong dan thuOng xuyen t~i dia

di@mtiSp cong dan cua S6 NQi V\l.
2. Trong truang hqp Chanb Thanh tra Sa di cong tac thi co trach nhi~rn

phan cong cho Pho Chanh Thanh tra Sa tiSp va co trach nhi~m bao cao kSt qua
tiSp cong dan cho Chanb Thanh tra Sa.

Truang hqp Chanb Thanh tra Sa ho~c Pho Chanb Thanh tra Sa dSu di
cong tac ho~c co vi~c dQt xu~t khong th@tiSp cong dan thi co trach nhi~m phan
cong cho cong chac thanh tra tiSp cong dan va bao cao kSt qua tiSp cong dan
cho Chanh Thanh tra Sa.

3. Thanh tra Sa co trach nhi~m rna s6 thea d5i tiSp cong dan thea quy
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dinh, bao cao Giam d6c sa k€t qua ti€p cong dan tai cUQchQPgiao ban dinh leY
hang thang, trir tnrong hop cfin thiSt phai bao coo ngay.

Di~u 7. Truo-ng cae phong, dan vi thuQc so- ti~p cong dan
1. Theo yeu cAu cua Giam d6c Sa, Truong cac phong, dan vi thuoc S6

ph6i hop tiSp cong dan tai dia diSm tiSp cong dan cua S6 NQi vu khi co khiSu
nai, t6 cao, kiSn nghi, phan anh lien quan dSn linh V\l'Ccong tac cua phong,
dan vi.

2. Truong cac phong, don vi thuec Sa khi ti€p cong dan phai ghi chep vao
sf, tiSp cong dan, bao cao Giam d6c Sa v8 k€t qua tiSp cong dan.

Di~u 8. Trach nhi~m tAclnrc ti~p cong dan
Chanh Thanh tra S6 giup Giam d6c S6 tf, chirc tiSp cong dan tai dia diSm

ti€p cong dan cua Sa NQi V\l; chu tri tf, chuc, ph6i hgp vOl TruOng cac phong,
don vi thuQc S6 khi tiSp cong dan dSn khiSu n~i, t6 cao, kiSn nghi, phan aM,
theo quy dinh cua phap lu~t.

Di~u 9. ThOi gian va dia di~m ti~p cong dan
1. Vi~c tiSp cong dan duQ'c thgc hi~n trong gia hanh chinh va duQ'c thgc

hi~n t~i dia diSm tiSp cong dan cua S6 NQi V\l.
2. Dia diSm tiSp cong dan cua Sa NQi V\lla phong tiSp cong dan dugc b6

tri t~i tf\! sa lam vi~c cua Sa NQi V\l.
3. Dia diSm tiSp cong dan duqc niem ySt quy chS tiSp cong dan va Ijch

tiSp cong dan.
ehuO'Dg ill

NHI¥M VV,QUYEN HAN eUA NGUm TIEP eONG DAN; QuYEN
vA NGHiA VV eUA eONG DAN T~ D!A DIEM TIEP eONG DAN

Di~u 10. Nhi~m vy, quy~n h~n cua nguOi ti~p cong dan
1.Nhi~m V\lcua nguai ti€p cong dan
a) Khi tiSp cong dan, ngum tiSp cong dan phai dam bao trang ph\lCva deo

the cong chuc; phai co thai dQ dung mgc, ton trQng cong dan, l~g nghe cong
dan trinh bay dAy du nQi dun~ sg vi~c, khong gay phi8n ha, sach nhi~u ho~c can
tr6, tri hoan vi~c khiSu n~i, to cao, kiSn nghi, phan aM cua cong dan; giai thich,
hu6ng dfu1cong dan chfip hanh chu truong, dUOng 16i, chinh sach, phal? lu~t, k€t
lu~, quySt dinh giai quySt dff co hi~u 19c phap lu~t cua co quan co tham quy8n

, f , ,

va thgc hi~n quyen khieu n~i, to cao, kien nghi, phan aM theo dung quy dinh.
b) Ngum tiSP.cO!lgdan phai ghi chep dAydti, trun~ thgc ,nQidun~ trinh b~y

cua cong dan vao so tiep cong dan. TruOng hgp ngum den khieu n~, to cao, kien
n~, phan aM chua co don thi I}gumtiS,Pcong ~ hu6ng dfu1viSt ~on ho~c ghi l~i
day du, chinh xac nQi dung khieu n~, to cao, kien nghi, phan aM bang van ban va
yeu cAuhQkY xac nh~ ho~c diSm chi; truOng hgp nQidung trinh bay chua ro rang,
dAydu thi nguai ti€p cong dan d8 nghi ngum dSn khiSu n~i, t6 cao, kiSn nghi, phan
aM trlnh bay bf, sung ho~c bf, sung till li~u, chUng cu.

Truang hgp trong don vila co nQi dung khiSu n~i, vila co nQi dung t6 clio,
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kien nghi, phan rum thi nguoi tiSp cong dan huang dful ngiroi dSn khieu nai, t6 cao,
kiSn nghi, phan ~ viSt thrum dan ri~ng dS khieu nai, t6 cao, ki~n nghi hoac phan
rum voi co quan, to clnrc, dan vi co thfun quyen thea quy dinh cua phap lu~t.

c) Truong hQPkhi~u nai, t6 cao, kiSn nghi, phan rum co nQidung thuoc thfun
quyen cua Giam d6c S6 hoac cac dan vi thuoc S6 thi phai tiSp nhan.

Ngiroi tiSp cong dan kiem tra tinh hop l~ cua dan khieu nai, t6 cao, kien
nghi, phan rum (trong tnrong hop co dan) va cac thong tin, tai lieu, bang chirng
lien quan d~n viec khieu nai, t6 cao, kiSn nghi, phan anh do cong dan cung cftp,
vi~t Gifty bien nhan. Gidy bien nh~ diroc l~p thanh 02 ban, ghi l~i ten cac gifty
to, tai li~u, bAng chUng da:nh~, tinh tr~g ffii li~u, bfutg chling, dS nght ngum
khi~u n~i, t6 cao, kiSn nght, phan rum Icy vao Gidy bien nh~ va giao 01 ban cho
n?um khiSu n~i,' t6 cao, kiSn nght, ph,an rum, 01 ban Ill? vilo h6 so. Ngay sau khi
ket thuc vi~c tiep cong dan, nguoi tiep cong dan chuyen cho phong Haub chinh
-Van thu, luu trU toan bQh6 so tiSp nh~, phong Hanh chinh -Van thu, luu trU
vao s6 cong van dSn, trinh Giam d6c S6 phe duy~t va chuYSnThanh tra S6 tham
muuxlilY·

d) TruOng hQ'PkhiSu n~i, t6 cao, kiSn nght, pban rum co nQi dung khong
thuQc thfun quySn clla Giam d6c S6 va Thu truang cac dan vi thuQc S6 thi huang
d§n cong dan d~n co quan co thfun quySn dS duQ'c giai quySt thea quy diM cua
phapl~t.

Trong truOng hgp da: duQ'c huang dful, giai thfch nhung ngum khiSu n~i,
t6 cao, ki~n nghi, phan anh vful yeu cAu nh~ dan ho~c tiSp nh~ thong tin thi
nguoi tiSp cong dan vful phai nh~ dan ho~c ghi nh~ l~i nQi dung khiSu n~i, t6
cao, kiSn nght, phan anh. Ngay sau khi kSt thuc vi~c tiSp cong dan, ngum tiSp
cong dan chuySn cho phong Haub chinh - Van thu, luu tm toan bQh6 so da:tiSp
nh~, phong Hanh chinh -Van thu, luu tm vao s6 cong van dSn, trinh Giitm d6c
S6 phe duy~t va chuYSn Thanh tra S6 tham muu xu lY.

Trong truOng hQ'Pt6 cao co tinh chdt khAn cdp nhu t6 cao hanh vi vi ph~m
phap lu~t co kha nang gay thi~t h~i ho~c de dQa gay thi~t h~i ngay lQ'ifch Nhil
nuac, quySn lQ'i,lQ'ifch hQP phap clla cong dan, co quan, t6 chuc thi nguoi tiSp
con~ d~ phai bao cao ngay vai Giitm d6c S6 de ap d\lI1gbi~n l?hap thea thfun
quyen de ngan ch~n ho~c thong bao cho co quan chuc nang de co bi~n phap
ngan ch~ xu ly kip thm.

d) Gift bi m~t hQ ten, dia chi, but tich Cllangum t6 cao trir khi ngum t6 cao
d6ng y cong khai; khong duQ'cti~t lQnhfrng thong tin co h~i cho ngum t6 cao; nSu
thdy cAnthiSt ho~c khi ngum t6 cao yeu cAuthi nguoi tiSp cong dan ap d\lIlg nhfrng
bi~n phap cAnthiSt de bao v~ ngum t6 cao, ngum than thich cua ngum t6 cao.

e) T6ng hgp, bao cao cac truang hQ'Pcong dan yeu cAuGiitm d6c S6 tiSp.
2. QuySn cua ngum tiSp cong dan
a) Yeu cAu cong dan giai thi~u hQ ten, dia chi va xudt trinh gidy to tUy

than, gifty uy quySn trong truOng hQ'Pd~ di~n thea uy quySn, giAy giai thi~u
trong truOng hQP co quan, t6 chuc thgc hi~n vi~c khiSu n~i, t6 cao, kiSn nghi,
phan rum thong qua nguoi d~i di~n la nguoi dUng dAuco quan, t6 chuc.
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Truong hop cong dan d~n khieu nai, t6 cao, kien nghi, pharr anh khong
xu~t trinh duoc cac gi~y to tren thi nguoi ti~p cong dan co quyen til ch6i khong
ti~p, trir twang hop t6 cao khAn c~p duoc neu tai Di8m d, Khoan 1, DiSu 10 cua
Quy che nay.

b) Truong hop ngiroi khieu nai uy quyen cho lu~t su hoac tro giup vien
phap Iy thuc hien vi~c khieu nai thi nguoi ti~p cong dan yeu cAulu~t sir ho~c tro
giup vien phap Iy xu~t trinh the lu~t sir, the tro giup vien phap Iy va gi~y uy
quyen khieu nai. Ngiroi ti~p cong dan co quyen til ch6i ti~p !Tong tnrong hop
lu~t sir hoac tro giup vien phap Iy khong x-uattrinh duQ'Ccac giay to tren.

c) Yeu cAu cong dan trinh bay r5 rang nhUng nQi dung khi~u n~i, t6 cao,
ki~n nghi, pharr anh va yeu cAu giai quy~t; cung c~p thong tin, tai li~u, chUng cu
co lien quan d~n vi~c khi~u n~i, t6 cao, ki~n nghj, phan anh.

d) Truang hqp co nhieu ngum d~n khi~u n~i, t6 cao, ki~n nghi, pharr aM
trvc ti~p ve mQt nQi dung thi yeu cAuhQ cu nguoi d~i di~n trinh bay nQi dung S\l
vi~c, nguoi ti~p cong dan ghi l~i bfutg van ban, sau do dQc I~i cho ngum d~i di~n
nghe va de nghj kY ghi r5 hQ ten ho~c di8m chi; truang hqp nhiSu nguoi khi~u
n~i, t6 cao, kiBn nghi, flharr anh bfutg dan thi hu6ng dfut hQ cu nguai d~i di~n d8
trinh bay khi co yeu cau. Vi~c cu nguoi d~i di~n phai th8 hi~n bfuIg van ban co
chii' kY cua tAtca nhUng nguoi khi~u n~i, t6 cao, ki~n nghi, pharr aM.

d) Yeu cAu nguoi vi ph~ nQi quy ti~p cong dan chfun dUt hanh vi vi
ph~; trong truang hqp cAnthi~t, I~p bien ban ve hanh vi vi ph~ va yeu cAuco
quan cht'rc nang xu ly theo quy djnh.

Di~u 11. Quy~o va ogbia vI}.ctia ogtrOi c1~o khi~u o~i, t8 cao, ki~o
ogbj, pbilo aob

1. Khi d~n noi ti~p cong dan, ngum khi~u n~i, t6 cao, ki~n nghj, phan aM
co cac quyen sau day:

a) Trinh bay vS nQi dung khi~u n~i, t6 cao, ki~n nghi, phan aM;
b) DuQ'chuang dfut, giai thich vS nQi dung lien quan d~n khi~u n~i, t6 cao,

kiBn nghj, pharr aM cua minh;
c) Khi~u n~i, t6 cao vS hanh vi vi ph~ phap lu~t cua ngum ti~p cong

dan',
d) Nh~ thong bao ve vi~c ti~p nh~, kBt qua xu Iy khiBu n~i, t6 cao, kiBn

nghi, pharr aM;
d) Truang hqp nhiSu nguoi cimg khi~u n~i, t6 cao, kiBn nghj, pharr aM

khong su d\lng thong th~o Ti~ng Vi~t thi co quyen moi nguoi phien djch;
e) Cac quyen khac theo quy dinh cua phap lu~t vS khi~u n~i, t8 cao.
2. Khi d~n noi ti~p cong dan, nguoi khiBu n~i, t6 cao, ki~n nghj, pharr aM

co cac nghia V\l sau day:
a) Neu r5 hQ ten, dia chi va xufit trinh gifiy to roy than, giiy uy quyen

trong tr;rang hqp d~i di~n theo ul quySn~ giiy gi~i thi~u trong truang hQ'Pco
quan, to cht'rc th\lc hi~n vi~c khieu n~i, to cao, kien nghj, phlm aM thong qua
nguoi d~i di~n la nguoi dUng dAuco quan, t6 cht'rc;
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b) Co thai dQdung mire, ton trong d6i voi nguoi tiSp cong dan;
c) Nghiem chinh chap hanh nQi quy tiSp cong dan va hirong dftn cua

ngiroi tiSp cong dan;
d) Trinh bay trung thirc su viec, cung c~p thong tin, tai lieu lien quan dSn

nQi dung khieu nai, t6 cao, kiSn nghi, pharr anh, Icy ho~c diSm chi xac nhan
nhiing nQi dung trinh bay da:duoc nguoi tiSp cong dan ghi chep lai;

d) Truong hop nhieu nguoi cung khieu nai, t6 cao, kien nghi, pharr anh vS
mot nQi dung thi phai cir nguoi dai dien dS trinh bay nQi dung khieu nai, t6 cao,
kiSn nghi, phan anh;

e) Chiu trach nhiem truce phap l~t vS nhtmg nQi dung khieu nai, t6 cao,
kiSn nghi, pharr anh cua minh.

ChtrongIV
TOcmrc THVc ID¥N

Di~u 12. Trach nhi~m cua Chanh Thanh tra So' va TrU'O'og cac
phong, don vi thuQc So'

1.Chanb Thanh tra S6 co trach nhi~m giup Giam d6c S6 th\lC hi~n cong
tac !iSp con~ dan cu~ cO'quan; tham mUll cho Giam d6c ~6 xem xet, giai quySt
khieu n~i, to cao, kien nghi, pharr anh cua cong dan; phoi hqp v6i TruOng cac
phong, dan vi thuQc s6 th\lc hi~n nghiem ruc Quy chS nay.

2. TruOng cac phong, don vi thuQc S6 trong ph~m vi trach nhi~m cua
minh, hang thang, quy, 06 thang, 09 thang, nam ho~c dQt xu~t bao cao bfuIg viin
ban gui Thanh tra S6 t6ng hqp, tham mUll Giam d6c S6 bao cao c~p co thfun
quySn vS cong tac tiSp cong dan cua S6 NQi V\l (co thi kit h9P, 16ngghep VaG
bao cao chuyen man).

Di~u 13. Khen thtrO'og va xii' If vi ph~m
1. Phong chuyen mon, don vi thuQc S6, cong chuc, vien chuc co thanh

tich trong cong tac tiSp cong dan duQ'c biSu duong, khen thuang kip thm theo
quy dinh cua phap lu~t.

2. T6 chuc, ca nhan vi ph~ cac quy dinh cua Quy chS mly thi roy theo
muc dQvi ph~ se bi xU ly theo quy dinh phap lu~t./.

GiAMD6c

Doan Vin Quynh
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