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Binh Phuac, ngaYdA thang 11nam 2023

QUYETDINH
v~vi~c ban hanh N(Hquy, Quy ch~, Quy trinh ti~p cong dan ciia

Ngan hang Nha Olf(YC chi nhanh tinh Binh PhU'O'c

Can eu Ludt nip cong dan ngay 2511112013;
Can eu Ludt Ngdn hang Nha nuac Viet Nam ngay 1616/2010;
Can Clf Nghi dinh sci 64120141ND-CP ngay 2616/2014 cua Chinh phu quy

dinh chi nit thi hanh mot sci i/i~u cua Ludt nip cong dan;
Can Clf Thong tu sci 04120211TT-TTCP ngay 01110/2021 cua Thanh tra

Chinh phu quy dinh quy trinh tiep cong dan;
Can cu Quyet dinh sci 1692IQD-NHNN ngay 0818/2017 cua Ngdn hang

Nha nuac quy dinh chuc nang, nhiem v?" quyen han va co cdu t6 chiec Ngdn
hang Nha marc chi nhanh tinh, thanh pho true thuoc Trung uong ;

Can cu Quyet dinh sci 1530IQD-NHNN ngay 1418/2023 cua Ngdn hang
Nha nutrc Vi¢t Nam v~ viec ban hanh Quy chi nip cong dan;

Thea i/~ nghi cua Chdnh Thanh tra, giam sat Ngdn hang Nha marc chi
nhanh tinh Binh Phuac.

QUYETDINH
Di~u 1. Ban hfmh kern theo Quy~t dinh miy N9i quy, Quy ch~, Quy trinh

ti~p cong dan cua Ngan hang Nha nuac chi nhanh tinh Binh Phuac.
Di~u 2. Quy~t dinh nay co hi~u l\fc kS tir ngay ky, thay th~ Quy~t dinh s6

03/QD-BPHl ngay 05/0112019 cua Ngan hang Nha nuac chi nhanh tinh Binh
Phuac vS vi~c ban hanh N9i quy, Quy ch~, Quy trinh ti~p cong dan.

Di~u 3. TruOng cac phong tr\!,c thu9C Ngan hang Nha nuac chi nhanh tinh
Binh Phuac, Chanh thanh tra, giarn sat Ngan hang Nha nuac chi nhanh tinh
Binh Phuac chiu tnich nhi~rn thi hanh Quy~t dinh nay.!. ~

NO'inh~n:
- CQTTGSNH;
- Chtl tich UBND tinh;
- Thanh tra dnh;
- Ban Giam d6c NHNN Hnh;
- Nhu f)i~u 3;
- Luu: VT, TTGSNH. NTHHOA)'ev'
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CONG HOA xA HOI CHU NGHiA VIET NAM. . .

DQcl~p - TV do - Hanh phuc

.y' (if/"~"G' ' 'c-l',,~ tvHI4 N\.\O _~.~~/ NQI QUY
TlEP CONG DAN TAl PHONG TlEP CONG DAN TRU sa NGAN

HANG NHA Nir6c CHI NHANH TiNH BiNH PHu6c
(Ban hanh kern thea Quyet dinh s6 /( 3A IQD-BPHI ngayoZl thang 11 nam

2023 cua Giam d6c Ngdn hang Nha nuac chi nhanh tinh Binh Phutrc)

I. LICH TIEP CONG DAN

1.Gia tiep

a, Bu6i sang: tir 7 gio 30 phut dSn 11gio 30 phut

b, Bu6i chieu: tir 13 gio 30 phut dSn 17gio

2. TiSp cong dan tlurong xuyen: cac ngay lam viec trong tuan.

3. Ngay tiep cong dan dinh ky:

Giam d6c Ngan hang Nha mroc chi nhanh tinh Binh Phuoc (NHNN Binh
Phuoc) t6 chirc tiSp cong dan vao ngay 10 hang thang. NSu ngay 10 thang do
trung vao ngay nghi hoac ngay ISthi tiSp cong dan vao ngay tiSp theo.

4. TiSp cong dan dQtxufit:

Giam d6c NHNN Binh Phuoc tiSp cong dan dQtxuat khi phat sinh nhimg
VI) viec gay g~t, phirc tap, co nhieu nguoi tham gia, lien quan dSn trach nhi~m
cua nhiSu phong, ban, cac chi nhanh ngan hang va quy tin d\lng nhan dan tren
dia b~mho~c khi y kiSn giiia cac phong, ban, cac chi nhanh ngan hang va quy tin
d\lng nhan dan tren dia ban con khac nhau; V\lvi~c nSu khong chi d~o, xem xet
kip thai co thS gay ra h~u qua nghiem trQngho~c co thS dfindSnhuy ho~i tai san
Nha nuac, cua cac chi nhanh ngan hang va quy tin d\lng nhan dan tren dia ban,
xam h~i dSn tinh m~ng, tai san cua nhan dan, anh hu6ng dSn an ninh, chinh tri,
tr~t 1'1:1', an to~mxii hQi.

II. QUYEN vA NGHiA VV CVA CONG DAN KHI DEN KHIEU
N~I, TO cAo, KIEN NGHI, PHAN ANH.

1. Khi dSn dia diSm tiSp cong dan cua NHNN Binh Phuac, cong dan dSn
khiSu n~i, t6 cao, kiSn nghi, phan anh co cac quySn sau day:

a, Trinh bay vS nQidung khiSu n~i, t6 cao, kiSn nghi, phan anh (duai hinh
thuc: dan thu, tf\fc tiSp trinh bay); t\1'minh ho~c thong qua nguai d~i di~n, nguai
duQ'cuy quySnhQ'Pphap th\1'chi~n quySnkhiSu n~i.

b, DuQ'chuang dfin,giai thich vSnhfmg nQidung minh trinh bay.



3

c, Duoc khiSu nai, t6 cao hoac kien nghi, phan anh voi Giam d6c NHNN
Binh Phiroc nSu nguoi tiSp cong dan thuc hien cac hanh vi bi nghiem cam theo
DiSu 6 Luat tiSp cong dan 2013.

d, Nhan thong bao vS viec tiep nhan, kSt qua giai quyet khieu nai, t6 cao,
kiSn nghi, phan anh.

d, Truong hQ'Pnguoi khiSu nai, t6 cao, kiSn nghi, phan anh khong sir dung
thong thao tieng Vi~t thi co quyen sir dung ngiroi phien dich.

e, Duoc gifr bi mat ho ten, dia chi, but tich va thong tin ca nhan khac khi
thirc hien quyen t6 CaD.

f, Cac quyen khac theo quy dinh cua phap luat vS khiSu nai, t6 cao.

2. Khi dSn dia diSm tiSp cong dan cua NHNN Binh Phuac, cong dan dSn
khiSu n(;li,t6 cao, kiSn nghi, phan anh co cac nghla V\l sau day:

a) Neu ro h9 ten, dia chi, xufit trinh gifiy to' tliy than va cac gifiy to' hQ'Pl~
khac: nSu d(;lidi~n cho cO'quan, t6 chuc 1angu0'i dung dfiu thi phai co gifiy giai
thi~u; nSu d(;lidi~n cho cO'quan, t6 chuc theo S\l'uy quySn cua ngu0'i dUng dfiu
ho~c d(;lidi~n cho than nhan thi phai co gifiy to' chUng minh vi~c d(;lidi~n, uy
quySn hQ'Pphap; nSu 1aLu~t su ho~c TrQ'giup vien phap ly th\Ic hi~n vi~c khiSu
n(;lithay cho ngu0'i khiSu n(;lithi phai co The lu~t su, The trQ'giup vien phap ly
va Gifiy uy quySn khiSu n(;li.

b) Co thai dQdung m\l'c, ton tr9ng d6i vai ngu0'i tiSp cong dan.

c) Trinh bay trung th\Ic S\l'vi~c, cung cfip tai li~u lien quan dSn nQi dung
khiSu n(;li,t6 cao, kiSn nghi, phan anh; ky ho~c diSm chi xac nh~n nhfrng nQi
dung trinh bay dffduQ'cngu0'i tiSp cong dan ghi chep l(;li.

d) Nghiem chinh chfip hanh nQi quy tiSp cong dan va huang d~n cua ngu0'i
tiSp cong dan.

d) TruOng hQ'PnhiSu ngu0'i cling khiSu n(;li,t6 cao, kiSn nghi, phan anh vS
mQt nQi dung thi phai cu ngu0'i d(;lidi~n dS trinh bay nQi dung khiSu n(;li,t6 cao,
kiSn nghi, phan anh vai ngu0'i tiSp cong dan:

Ngu0'i duQ'c cu lam d(;lidi~n phai la ngu0'i khiSu n(;li,ngu0'i t6 cao, ngu0'i
kiSn nghi, ngu0'i phan anh. Vi~c cu ngu0'i d(;lidi~n phai thS hi~n b~ng van ban co
chfr ky cua tfit ca nhfrng ngu0'i khiSu n(;li,t6 cao, kiSn nghi, phan anh.

TruOng hQ'Pco tu nam dSn mu0'i ngu0'i thi cu mQt ho~c hai ngu0'i d(;lidi~n;
tru0'ng hQ'Pco tren mu0'i ngu0'i thi co thS cu them ngum d(;lidi~n, nhung khong
qua nam ngu0'i. Ngu0'i d(;lidi~n phai chiu trach nhi~m truac phap lu~t vS tinh
hQ'Pphap cua vi~c d(;lidi~n va van ban cu ngu0'i d(;lidi~n.
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e) Khong duoc lei dung quyen khiSu nai, t6 cao dS gay r6i tr~t tu 6 dia

diem tiSp cong dan, vu cao, xuc pham co quan Nha mroc, ngiroi thi hanh cong
vu va phai chiu trach nhiem tnroc phap luat ve noi dung khieu nai, t6 cao cua
minh.

f) Giu gin v~ sinh, tr~t tir, khong duoc mang theo vfl khi, eh§.t earn, ch§.tdS
chay n6 dSn dia diem tiSp cong dan; khong duoc nr y ghi am, quay phim, chup
anh tai dia diSm tiSp cong dan.

III. TRAcH NHI~M CVA NGUOl TIEP CONG DAN

1. Khi tiSp cong dan, nguoi tiSp cong dan phai dam bao trang phuc cong so
theo quy dinh, deo the cong chirc; tu gioi thieu ho, ten, chirc vu cua minh dS
cong dan diroc biet,

2. Don tiSp va yeu c~u nguai dSn khiSu n~i, t6 cao, kiSn nghi, phan anh neu
ra h<;>ten, dia chi va xu§.t trinh gi§.y ta tuy than, gi§.y uy quyen (nSu co); co dan
ho~c trinh bay ra rang n<)idung khiSu n~i, t6 cao, kiSn nghi, phan anh; cung c§.p
thong tin, tai li~u c~n thiSt cho vi~e tiSp nh~n, th\lly V\lvi~c.

Vi~c xac dinh nhan than cua nguai dSn khiSu n~i, t6 cao, kiSn nghi, phan
anh va tinh hQ'Pphap cua nguai d~i di~n, nguai duQ'c uy quyen ho~c trQ' giup
vien phap ly th\1'chi~n theo quy dinh t~i Dieu 29 Lu~t TiSp cong dan 2013 va
Dieu 5, Dieu 6 Thong tu s6 04/20211TT-TTCP ngay 01/10/2021 cua Thanh tra
Chinh phu quy dinh quy trinh tiSp cong dan.

3. Co thai d<)dung m\1'c,ton tr<;>ngeong dan, l~ng nghe, tiSp nh~n dan khiSu
n~i, t6 cao, kiSn nghi, phan anh ho~c ghi chep d~y du, ehinh xac n<)idung rna
nguai khiSu n~i, t6 cao, kiSn nghi, phan anh trinh bay.

Vi~c tiSp nh~n va xu ly buac d~u khiSu n~i, t6 eao, kiSn nghi, phan anh
duQ'c th\1'chi~n theo quy dinh t~i Dieu 25 Lu~t TiSp cong dan 2013 va Dieu 7
Thong tu s6 04/20211TT -TTCP ngay 01/10/2021 cua Thanh tra Chinh phu quy
dinh quy trinh tiSp cong dan.

4. Giai thich, huang d~n cho nguai dSn khiSu n~i, t6 cao, kiSn nghi, phan
anh ch§.phanh chu truang, duang 16i, chinh sach, phap lu~t, kSt lu~n, quySt dinh
giai quySt da:co hi~u 19c phap lu~t cua co quan co th~m quyen; huang d~n nguai
khiSu n~i, t6 cao, kiSn nghi, phan anh dSn dung co quan ho~c nguai co th~m

, ,
quyen giai quyet.

5. Tf\l'c tiSp xu ly ho~c phan lo~i, ehuySn dan, trinh nguai co th~m quyen
xu ly khiSu n~i, t6 eao, kiSn nghi, ph~manh; thong bao kSt qua khiSu n~i, t6 cao,
kiSn nghi, phan anh cho cong dan.

Vi~c phan lo~i, xu ly n<)idung khiSu n~i, t6 cao, kiSn nghi, phan anh cua
cong dan th\1'chi~n theo quy dinh t~i Dieu 26 Lu~t TiSp cong dan 2013 va Dieu
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8 Thong tu sa 04/20211TT -TTCP ngay 0 III 0/2021 cua Thanh tra Chinh phu quy
dinh quy trinh tiSp cong dan.

6. Viec tiep va xu ly tnrong hop nhiSu nguoi cung khieu nai, ta cao, kien
nghi, phan anh vS mot n<)i dung tai dia diem tiSp cong dan cua NHNN Binh
Phuoc thuc hien thea quy dinh tai DiSu 30 Luat TiSp cong dan 2013.

7. Yeu c~u nguoi vi pham noi quy noi tiep cong dan cham dill hanh vi vi
pham; trong tnrong hop c~n thiet, l~p bien ban vS viec vi pharn va yeu c~u co
quan chirc nang xu ly thea quy dinh cua phap luat,

8. Truong hop phat sinh cac v~n dS vuot quyen giai quyet, tnrong hop cong
dan gay m~t tr~t tu tai dia diem tiSp cong dan, c~n bao ngay Giam d6c NHNN
Binh Phuoc dS phoi hop voi cac co quan, t6 chuc, dan vi lien quan co bi~n phap
giai quySt kip thai, 6n dinh tinh hinh va dam bao an ninh, an toan trong vi~c tiSp
cong dan. [.;V'.._

------ NGAN HANG NHA NUOC
CHI NHANH TiNH BINH PHUOC
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CQNG HOA xA HQI cnu NGHiA VI~T NAM

DQc l~p - TV do - H~nh phuc
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I~ .. J' G s:
,-~~_:I_~~/ QUY CHE

TIEP coN(;DAN CVA NGAN HANG NHA NUaC CHI NHANH TiNH
BiNHPHUaC

(Ban hanh kem thea Quyet dinh s6 -134 IQD-BP HI ngaY:21 thang 11 nam
2023 cua Giam doc Ngdn hang Nha nuac chi nhdnh tinh Binh Phuac)

CHUONGI
NHiYNG QUY DJNH CHUNG

Di~u 1.Pham vi di~u chinh

1. Quy chS nay quy dinh viec tiSp cong dan cua Ngan hang Nha mroc chi
nhanh tinh Binh Pluroc (NHNN Binh Phuoc); quy dinh trach nhiem, t6 chirc va
dieu kien bao dam cho viec tiSp cong dan cua NHNN Binh Phuoc.

2. Viec tiSp dai dien cua co quan, t6 chirc dSn khieu nai, kien nghi, phan
anh, tiSp ngiroi mroc ngoai dSn khiSu nai, t6 cao, kiSn nghi, phan anh diroc thuc
hien nhu d6i voi tiSp cong dan.

Di~u 2. D8i tU'Q'ngap dung

1. Ngiroi co thfim quyen tiep cong dan.

2. Nguoi khieu nai, t6 cao, kiSn nghi, phan anh dSn trinh bay tr\lc tiSp t~i
dia diSm tiSp cong dan cua NHNN Binh Phuac.

3. Phong, ban, ca nhan co lien quan dSn vi~c tiSp cong dan.

Di~u 3. M1}cdich ti~p cong dan

1. Huang d~n cong dan th\lc hi~n quYSn khiSu n~i, t6 cao, kiSn nghi, phan
anh dung quy dinh phap lu~t, dam bao quySn va IQ'iich hQ'Pphap cua cong dan,
gop ph~n tuyen truySn, ph6 biSn phap lu~t.

2. TiSp nh~n khiSu n~i, t6 cao, kiSn nghi, phan anh thuQc thfim quySn giai
quySt cua NHNN Binh Phuac dS xem xet, giai quySt, tra lai cong dan theo quy
dinh cua phap lu~t.

Di~u 4. Nguyen t~c ti~p cong dan

1. Vi~c tiSp cong dan phai duQ'c tiSn hanh t~i dia diSm tiSp cong dan cua
NHNN Binh Phuac.

2. Vi~c tiSp cong dan phai dam bao cong khai, dan chu, kip thai; thu t\lC
dan gian, thu~n ti~n; gifr bi m~t va dam bao an toan cho nguai t6 cao thea quy
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dinh cua phap lu~t; bao dam khach quan, binh d~ng, khong phan bi~t d6i xu
trong khi ti@pcong dan.

3. Ton trong, tao diSu kien thuan IQ'icho cong dan thuc hien viec khi@unai,
t6 cao, ki@nnghi, phan anh thea quy dinh cua phap luat,

Di~u 5. Cac hanh vi b] nghiem c~m
1. Gay kho khan, phien ha, sach nhieu, co thai dQva phat ngon thieu chuan

mire hoac can tro d@nkhieu nai, t6 cao, ki@nnghi, phan anh,

2. Thi@utrach nhiem trong viec tiep cong dan; lam m~t hoac lam sai lech
thong tin, tai lieu do nguoi khieu nai, t6 cao, ki@nnghi, phan anh cung c~p.

3. Phan biet d6i xu trong khi ti@pcong dan.

4. LQ'idung quyen khieu nai, t6 cao, ki@nnghi, phan anh dS gay r6i tr~t tv
cong cQng.

5. Xuyen t~c, vu kh6ng, gay thi~t h~i cho co quan, t6 chilc, don vi, ca nhan.

6. De dQa, xuc ph~m co quan, t6 chilc, dan vi, nguai ti@pcong dan, nguai
thi hanh cong V\l.

7. Kich dQng, cu6ng ep, d\l d6, loi keo, mua chuQc nguai khac t~p trung
dong nguai t~i dia diSm ti@pcong dan.

8. Vi ph~m cac quy dinh khac trong nQi quy, quy ch@ti@pcong dan.

Di~u 6. Nhfrng trU'O'ng hQ'p dU'Q'ctil' chBi ti~p cong dan va vi~c til' chBi
ti~p cong dan

1.Nguai ti@pcong dan duQ'ctu ch6i ti@pnguai d@nnoi ti@pcong dan trong
cac truang hQ'Psau day:

a, Nguai trong tinh tr~ng say ho~c co cac biSu hi~n dung ch~t kich thich,
nguai m~c b~nh tam th~n ho~c mQt s6 b~nh khac lam m~t kha nang nh~n thilc
ho~c kha nang diSu khiSn hanh vi cua minh.

b, Nguai co hanh vi de dQa, xuc ph~m co quan, t6 chilc, dan vi, nguai ti@p
cong dan, nguai thi hanh cong V\l ho~c co hanh vi khac vi ph~m nQi quy dia
diSm ti@pcong dan.

c, Nguai khi@un~i, t6 cao vS V\l vi~c da:giai quy@tdung chinh sach, phap
lu~t, duQ'c co quan nha nuac co thAm quySn kiSm tra, ra soat, thong bao b~ng
van ban va da: duQ'Cti@p,giai thich, huang dfin nhung vfin c6 tinh khi@un~i, t6
cao keo dai.

d, Nhiing twang hQ'Pkhac thea quy dinh cua phap lu~t.

2. Vi~c tu ch6i ti@pcong dan:
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a, Viec til' ch6i tiSp cong dan theo Diem a, b Khoan 1 Di~u nay, nguoi tiep
cong dan phai giai thich cho cong dan duoc biet ly do nr ch6i tiep, d6ng thai bao
cao cho Chanh Thanh tra, giam sat ngan hang.

b, Viec til' ch6i tiSp cong dan theo quy dinh tai DiSm c Khoan 1 Di~u nay
thi Giam d6c NHNN Binh Phurrc ra Thong bao tir ch6i tiSp cong dan (Thong
bao diroc thuc hien theo Mfiu s6 01 ban hanh kern theo Quyet dinh nay).

CHUONGII
TO CHUC TIEP CONG DAN

Di~u 7. TB clnrc ti~p cong dan

1. TiSp cong dan tlnrong xuyen:

a, Thanh tra, giam sat ngan hang b6 tri 02 nguoi tiSp cong dan thirong
xuyen tai dia diSm tiSp cong dan cua Tru sa NHNN Binh Phuoc theo gio hanh
chinh vao cac ngay lam viec trong tu~n.

Trong tnrong hQ'Pc~n thiet boac vu viec phirc tap, noi dung lien quan den
chirc nang, nhiem vu cua nhieu phong, ban, thanh ph~n tiSp cong dan do Chanh
Thanh tra, giam sat ngan hang quySt dinh ho~c trinh Giam d6c NHNN Binh
Phuac xem xet, quySt dinh.

b, Nguai tiSp cong dan thuCrngxuyen phai la can bi), cong chuc cua NHNN
Binh Phuac.

2. TiSp cong dan dinh ky:

a, Giam d6c NHNN Binh Phuac th\Ic hi~n tiSp cong dan dinh ky it nhfrt
m6i thang mQt ngay.

b, Thanh ph~n tiSp cong dan cung Giam d6c NHNN Binh Phuac do Giam
d6c NHNN Binh Phuac quySt dinh.

3. TiSp cong dan dQtxufrt:

Giam d6c NHNN Binh Phuac tiSp cong dan dQt xufrt trong cac truCrnghQ'P
sau:

a, V\l vi~c gay g~t, phuc t~p, co nhi~u nguai tham gia, lien quan dSn trach
nhi~m cua nhi~u ca quan, t6 chuc, dan vi ho~c y kiSn cua cac ca quan, t6 chuc,
dan vi con khac nhau.

b, V\l vi~c nSu khong chi d~o, xem xet kip thai co thS gay ra h?u qua
nghiem tr~mg ho~c co thS dfin dSn huy ho~i tai san Nha nuac, cua t?P thS, xam
h~i dSn tinh m~ng, tai san cua nhan dan, anh huang dSn an ninh, chinh tri, tr?t
t\I, an toan xa hQi.
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Di~u 8. BB tri dja di~m, co sO'v~t chit ti~p cong dan va niem y~t, cfmg

bB thong tin v~ vi~c ti~p cong dan

1. B6 tri dia diSm va CO'sa v~t ch~t ti@pcong dan:

a, Dia diem ti@pcong dan phai duoc b6 tri a vi tri thuan tien, co phong ti@p
cong dan rieng va bao dam cac di@ukien v~t ch~t c~n thiet dS cong dan d@n
khi@unai, t6 cao, ki@nnghi, phan anh diroc dS dang, thuan IQ'i.

b, Giam d6c NHNN Binh Phuoc co trach nhiem b6 tri dia diem ti@pcong
dan tai tru sa lam viec; dam bao CO'sa v~t chat, phirong tien c~n thiet thea quy
dinh phuc vu cho viec ti@pcong dan; thea doi va quan ly tai san phuc vu cho
viec ti@pcong dan. Chu d9ng ph6i hQ'Pvai cac dan vi chilc nang bao dam an
ninh, tr~t tl,lti;lidia diSm ti@pcong dan.

2. Niem y@tcong khai ti;lidia diSm ti@pcong dan cac thong tin nhu sau:

a, Dia diSm ti@pcong dan;

b, Thai gian ti@pcong dan thuang xuyen;

c, Lich ti@pcong dan cua Giam d6c NHNN Binh Phuac; thanh ph~n tham
dl,lva dl,lki@nn9i dung ti@pcong dan cua ngay ti@pcong dan dinh kY·

Lich ti@pcong dan dinh ky duQ'c niem y@tch~m nh~t 05 ngay lam vi~c,
truac ngay ti@pcong dan; truang hQ'Pkhong thS thl,lc hi~n vi~c ti@pcong dan
thea lich da cong b6 do co ly do chinh dang thi co thS lui lich ti@pcong dan sang
thai gian khac va phai thong bao C\l thS thai gian dl,l ki@nti@pcong dan ti;lidia
diSm ti@pcong dan.

3. Cong b6 thong tin v@vi~c ti@pcong dan tren trang thong tin di~n tu:

Cong b6 cac thong tin neu ti;liKhoan 2 Di@unay lien quan d@nvi~c ti@p
cong dan cua NHNN Binh Phuac tren trang thong tin di~n tu cua NHNN Binh
Phuac.

Di~u 9. Tnich nhi~m clla Giam dBc NHNN Binh PhU'(yctrong vi~c trl}'c
ti~p ti~p cong dan

1. Giam d6c NHNN Binh Phuac phai trl,lc ti@pti@pcong dan dS l~ng nghe,
xem xet, giai quy@tva chi di;lOvi~c giai quy@tkhi@uni;li,t6 cao, ki@nnghi, phan
anh thu9C thfim quy@ncua minh trong cong tac ti@pcong dan, xu ly dan va giai
quy@tkhi@uni;li,t6 cao, kiSn nghi, phan anh.

Giam d6c NHNN Binh Phuac co trach nhi~m ti@pcong dan dinh ky ho~c
d9t xu~t thea quy dinh cua Lu~t Ti@pcong dan; kiSm tra, don d6c vi~c xu ly sau
ti@pcong dan.

2. Vi~c ti@pcong dan cua Giam d6c NHNN Binh Phuac phai duQ'c cong
chilc giup vi~c ghi chep d~y du vao s6 ti@pcong dan ho~c nh~p thong tin van CO'
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sa du lieu qu6c gia vS cong tac tiSp cong dan dS thea doi, quan ly thea Quy dinh
tai DiSu 13 quy chS nay,

Y kien chi dao cua Giam d6c NHNN Binh Phuoc trong viec giai quyet cac
khieu nai, t6 cao, kien nghi, phan anh tai dia diSm tiSp cong dan phai duoc l~p
thanh van ban va gui cho cac co quan, t6 chirc, dan vi co lien quan dS trien khai
thirc hien thea dung yeu cAu,n9i dung chi dao; ftn dinh thai gian giai quyet phu
hop voi quy dinh cua phap lu~t va co quan, t6 chirc, dan vi co trach nhiem giai
quyet phai gui kSt qua giai quyet cho cong dan diroc biSt.

3. Khi tiSp cong dan, neu vu viec ro rang, cu the, co co sa va thuoc tham
quyen giai quyet thi Giam d6c NHNN Binh Pluroc phai tra lai ngay cho cong
dan biSt; nSu V\l vi~c phuc tlilPcAnnghien CUu,xem xet thi noi ro thai hlilllgiai
quySt va nguai cAnlien h~ dS biSt kSt qua giai quySt.

4. KSt thuc vi~c tiSp cong dan, Giam d6c NHNN Binh Phuac ra thong bao
kSt lu~n vi~c tiSp cong dan.

Di~u 10. Trach nhi~m clla Thanh tra, giam sat ngan hang trong vi~c
ti~p cong dan va trach nhi~m clla cac phong, ban co lien quan:

1. Trach nhi~m cua Thanh tra, giam sat ngan hang trong vi~c tiSp cong dan:

a, S~p xSp vi~c tiSp cong dan cua Giam d6c NHNN Binh Phuac va thong
bao cho co quan, dan vi co lien quan biSt; uu tien nhung V\l vi~c khiSu nlili,t6
cao, kiSn nghi, phan anh dong nguai, phuc tlilP,keo dai.

b, Tham muu, chufin bi kS hOlilCh,n9i dung va cac thong tin, tai li~u co lien
quan dSn V\l vi~c khiSu nlili,t6 cao, kiSn nghi, phan anh rna Giam d6c NHNN
Binh Phuac se tiSp cong dan.

c, CU nguai ghi chep n9i dung vi~c tiSp cong dan, tiSp nh~n dan va cac
thong tin, tai li~u, chUng cu do cong dan cung cftp.

d, Chufin bi cac diSu ki~n cAn thiSt khac dS Giam d6c NHNN Binh Phuac
th\lC hi~n tiSp cong dan (trir nhfrng quy dinh tliliKhoan 1 DiSu 8 Quy chS nay).

d, Th\lc hi~n cac nhi~m V\l khac khi Giam d6c NHNN Binh Phuac giao.

2. Cac phong, ban co lien quan dSn n9i dung khiSu nlili,t6 cao, kiSn nghi,
phan anh co trach nhi~m:

a, CU dlilidi~n lanh dlilOphong, ban cung tiSp cong dan dS th\lc hi~n nhfrng
yeu cAudo Giam d6c NHNN Binh Phuac giao.

b, CU cong chuc dS ghi chep n9i dung vi~c tiSp cong dan, nh~n cac thong
tin, tai li~u do cong dan cung cftp.
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c, Chuan bi d~y du nhtrng thong tin, tai lieu co lien quan d~n noi dung vu
viec khi~u nai, t6 cao, ki~n nghi, phan anh rna Giam d6c NHNN Binh Phuoc se
ti~p cong dan.

3. K~t thuc viec tiep cong dan, Thanh tra, giam sat ngan hang, cac phong,
ban co lien quan chiu trach nhiem tham muu Giam d6c NHNN Binh Phuoc van
ban tra loi cong dan.

Truong hQ'P vu viec lien quan d~n trach nhiem cua nhieu cap, nhieu nganh
thi Thanh tra, giam sat ngan hang co trach nhiem ph6i hQ'Pvoi cac co quan, dan
vi, ca nhan co tham quyen nghien ciru, phan tich tinh ch~t, mire dQ, nguyen nhan
vu viec dS dS xu~t bien phap giai quyet, dang thai chuan bi van ban dS Giam
d6c NHNN Binh Phuoc tra loi cong dan.

Di~u 11. Theo doi, quan If vi~c ti~p cfmg dan

1. Viec ti~p cong dan d~n khi~u nl;li,t6 cao, ki~n nghi, phan anh phai du<),c
ghi chep vao s6 ti~p cong dan ho~c nh~p thong tin vao cO'sa dfr li~u qu6c gia vS
cong tac ti~p cong dan, giai quy~t khi~u nl;li, t6 cao, ki~n nghi, phan anh ho~c
ph~n mSm quan ly cong tac ti~p cong dan.

2. S6 ti~p cong dan du<),cthl,lc hi~n thea Mftu s6 03 ban hanh kern theo
Quy~t dinh nay.

CHUONGIII
TO CHUC THVC HI~N

Di~u 12. Trach nhi~m ta chtfc th\fc hi~n

1. Giam d6c NHNN Binh Phuac:

a, Ban hanh nQi quy ti~p cong dan tl;liNHNN Binh Phuac;

b, Th\lc hi~n cac nhi~m V\l neu tl;liQuy ch~ nay;

c, Thl,lc hi~n cac nhi~m V\l khac lien quan d~n cong tac ti~p cong dan khi
du<)'cTh6ng d6c Ngan hang Nha nuac Vi~t Nam giao.

2. Thanh tra, giam sat ngan hang:

a, Tham muu Giam d6c NHNN Binh Phuac ban hanh nQi quy ti~p cong
dan tl;liNHNN Binh Phuac;

b, T6 chuc ti~p cong dan thuang xuyen tl;liNHNN Binh Phuac;

c, Thl,lc hi~n cac nhi~m V\l co lien quan trong vi~c chu&nbi nQi dung, thanh
ph~n, ha sO',tai li~u c~n thi~t dS Giam d6c NHNN Binh Phuac ti~p cong dan
dinh ky ho~c dQtxu~t;
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d, Thong bao v@tinh hinh tiSp cong dan thuoc pham vi trach nhiem then
quy dinh;

d, Cung e~p thong tin, trao d6i huong xu ly cac vu viec co lien quan, nhirng
vu viec phirc tap, nhirng vuong mac v@nghiep vu;

g, Theo doi, kiSm tra va t6ng hop tinh hinh thirc hien tiSp cong dan cua
NHNN Binh Phuoc then quy dinh cua phap lu~t va quy dinh tai Quy che nay;

h, Trinh Giam d6e NHNN Binh Phuoc sua d6i, b6 sung Quy ehS tiSp cong
dan cua NHNN Binh Phiroc phu hop voi quy dinh cua phap luat,

3. Cac phong, ban co lien quan:

a, Giao phong KS toan - Thanh toan d~u m6i phoi hop voi Thanh tra, giam
sat ngan hang cong b6 thong tin v@viec tiep cong dan tai NHNN Binh Phuoc
tren trang thong tin dien tir cua NHNN Binh Phuoc then quy dinh tai Khoan 3
Di@u8 Quy ehS nay.

b, Thirc hien cac nhiem vu neu t~i Quy ehS nay.

4. Trong qua trinh thve hi~n, nSu co phM sinh ho~e vu6ng m~e d@nghi cae
phong, ban, ea nhan co lien quan phan anh kip thai v@Thanh tra, giam sat ngan
hang dS trinh Giam d6e NHNN Binh Phuae sua d6i, b6 sung eho phu hqp.

Di~u 13. Khen thU'o-ngva xii' Iy vi ph~m

Cae phong, ban, ea nhan co thanh tieh trong vi~e thve hi~n Quy ehS nay
dUQ'ekhen thuemg then quy dinh eua phap lu~t; nSu vi ph~m thi my then mue
dQ, tinh eh~t phai dUQ'exu ly then quy dinh eua phap lu~t. _k:::_.

NGAN HANG NHA NUaC
CHI NHANH TiNH BINH PHUaC
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CQNG HOA xA HQI CHU NGHiA VI~T NAM

DQc l~p - Tl}'do - H~nh phuc

QUYTRINH
TlEP CONG DAN TAl PHONG TIEP CONG DAN TRU sa NGAN

HANG NHA xiroc CHI NHANH TiNH BiNH PHUaC
(Ban hanh kern thea Quyet dinh s6 /( 3/1 IQD-BPHI ngay;l1 thang 11nom

2023 cua Giam il6c Ngdn hang Nha nuac chi nhdnh tinh Binh Phucc)

CHUONGI
xAc DJNH NHAN THAN CVA NGUm KHIEU N~I, TO cAo,

NGUm KIEN NGHJ, PHAN ANH vA TiNH HQP PHAp CVA NGUm
D~I DI~N THEO QUY DJNH CVA PHAp LU~ T

Di~u 1. Xac djnh nhan than ciia nguOi khi~u nai, t6 cao, nguOi ki~n
ngh] phan anh,

1. Khi tiep ngiroi khieu nai, nguoi tiSp cong dan yeu c~u ho neu ro ho ten,
dia chi va xufit trinh gifiy to tuy than, gifiy gioi thieu, gifiy uy quyen (neu co).

2. Khi tiSp nguoi t6 cao, nguoi kien nghi, phan anh, nguoi tiSp cong dan
yeu c~u nguoi t6 cao, nguoi kien nghi, phan anh neu ro ho ten, dia chi va xufit
trinh gifiy to tuy than.

Trong qua trinh tiSp ngiroi t6 cao, nguoi tiep cong dan phai gill' bi mat hQ
ten, dja chi, but tich nguai t6 cao thea quy djnh cua phap lu~t vS t6 cao.

Di~u 2. Xae djnh tinh hQ'p phap eua ngO'<rid~i di~n, ngO'<ridO'Q'euy
quy~n, Iu~t sO'ho~e trQ' giup vien phap If

1. Truang hgp co quan, t6 chuc thlJC hi~n vi~c khiSu n~i thong qua nguai
d~i di~n la nguai dUng d~u co quan, t6 chuc thi nguai tiSp c6ng dan yeu c~u
nguai d~i di~n xu fit trinh gifiy gi6i thi~u, gifiy ta tuy than.

Trong truOng hgp nguai dung d~u co quan, t6 chuc uy quySn cho nguai d~i
di~n thea quy djnh cua phap lu~t d~ th\fc hi~n vi~c khiSu n~i thi nguai tiSp cong
dan dS nghj nguai duQ'cuy quySn xufit trinh gifiy ta tuy than, gifiy uy quySn cua

,
nguai uy quyen.

2. TruOng hgp nguai dSn trinh bay vi~c khiSu n~i la nguai d~i di~n, nguai
duQ'cuy quYSn cua nguai khiSu n~i trong cac truOng hgp sau: nguai khiSu n~i la
nguai chua thanh nien, nguai rnfit nang l\fc hanh vi dan S\f; nguai khiSu n~i 6rn
dau, gia ySu, co nhuQ'c di~rn vS th~ chfit ho~c vi ly do khach quan khac rna
khong thS t\f rninh khiSu n~i duQ'c uy quySn cho cha, rn((, VQ',ch6ng, anh, chi,
em ru<)t,con dll thanh nien ho~c nguai khac co nang l\fc hanh vi dan S\f d~y du
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dS thirc hien viec khiSu nai thi ngiroi tiep cong dan yeu cfiu nguoi dSn trinh bay
xu~t trinh gi~y to chtrng minh viec dai dien, uy quyen hQ'P phap hoac gi~y to
khac co lien quan.

Truong hQ'P nguoi dSn trinh bay la ngiroi dai dien, nguoi duoc uy quyen
hQ'P phap thi ngiroi tiSp cong dan tiSn hanh cac thu tuc tiSp nhu d6i voi nguoi
khieu nai,

3. Truong hQ'P nguoi khieu nai uy quyen cho luat su hoac tro giup vien
phap ly thuc hien viec khiSu nai thi ngiroi tiSp cong dan yeu cfiu lu~t su hoac tro
giup vien phap ly xuat trinh The lu~t SU, The tro giup vien phap ly va Gi~y uy
quyen khiSu nai.

4. Truong hQ'P cong dan khong co gi~y uy quyen hoac vi~c uy quySn khong
thea dung v6i cac quy dinh sau day thi nguoi tiSp cong dan khong tiSp nh~n h6
sa V\l vi~c va giai thich ro ly do, huang dan cong dan lam cac thu t\lC cfin thiSt
dS th\fc hi~n vi~c khiSu n~i thea dung quy dinh:

+ Truong hQ'Pnguoi khiSu n~i la nguoi chua thanh nien, nguoi m~t nang
l\fc hanh vi dan S\fthi ngum d~i di~n thea phap lu~t cua hQ th\fc hi~n vi~c khiSu
nat·. ,

+ Truong hQ'Pnguoi khiSu n~i 6m dau, gia ySu, co nhuQ'c diSm vS thS ch~t
ho~c vi ly do khach quan khac rna khong thS t\1'minh khiSu n~i thi duQ'c uy
quySn cho cha, my, VQ',ch6ng, anh, chi, em rUQt,con da thanh nien ho~c nguoi
khac co nang l\1'chanh vi dan S\1'dfiy du dS th\1'chi~n vi~c khiSu n~i;

+ TruOng hQ'Pnguoi khiSu n~i la nguoi duQ'ctrQ'giup phap ly thea quy dinh
cua phap lu~t thi duQ'c nho trQ'giup vien phap ly tu v~n vS phap lu~t ho~c uy
quySn cho trQ'giup vien phap ly khiSu n~i dS bao v~ quySn, IQ'iich hQ'Pphap cua
minh.

CHUONGII
TIEP NH~N, PHAN LO~I, XULY NQI DUNG KHIEU N~I, TO

cAo, KIEN NGHJ, PHAN ANH

Ili~u 3. Ti~p nh~n dO'n thO' khi~u n~i, ta cao, ki~n nghi, phan anh

1. Khi cong dan dSn trinh bay tr\1'ctiSp va khong co dan thi nguoi tiSp cong
dan huang dan cong dan viSt dan khiSu n~i, t6 cao, kiSn nghi, phan anh ho~c ghi
chep dfiy du, trung th\1'c, chinh xac nQi dung trinh bay cua cong dan; nQi dung
nao chua ro thi dS nghi cong dan trinh bay them, sau do dQc l~i cho cong dan
nghe va dS nghi hQky ten ho~c diSm chi xac nh~n vao van ban.

2. TruOng hQ'Pcong dan dSn trinh bay va co dan v6i nQi dung C\l thS, ro
rang, co thS xac dinh duQ'c ro tinh ch~t V\l vi~c va ca quan co thAm quySn giai
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quyet thi ngiroi tiSp cong dan huang d~n cong dan giri don dSn co quan co thc1rn
quyen d8 duoc xern xet, giai quyet thea quy dinh cua phap lu?t.

3. Truong hQ'P nhieu ngiroi dSn khieu nai, t6 cao, kiSn nghi, phan anh vS
cung mot noi dung thi nguoi tiep cong dan huang d~n ho cir nguoi dai dien d8
trinh bay; ghi lai noi dung trinh bay va dS nghi ngiroi dai dien ky ten hoac di8rn
chi xac nhan van van ban.

4. Truong hQ'P cong dan trinh bay nhieu n<)i dung, vira co noi dung khiSu
nai, vira co n<)i dung t6 cao, kien nghi, phan anh thi nguoi tiSp cong dan huang
d~n cong dan thirc hien viec khieu nai, t6 cao, kiSn nghi, phan anh thea quy dinh
cua phap luat.

5. Viec tiep nhan, ghi chep n<)i dung khiSu nlili, t6 ca~, kiSn nghi, phan anh
va vi~c huang d~n cong dan viSt don phai duQ'c ghi van S6 tiSp cong dan (theo
M~u s6 03 ban hanh kern thea QuySt dinh nay) ho~c duQ'c nh?P van phlln rnSrn
co sa dfr li~u vS tiSp cong dan.

Di~u 4. Phan lo~i, xu If dO'n thn' khi~u n~i, ta cao, ki~n ngh!, phan anh

1. Vi~c phan lOlili,xu ly n<)i dung khiSu nlili, t6 ca~, kiSn nghi phan anh
duQ'ccan cu van ban ghi n9i dung trinh bay ho~c don cua cong dan va thgc hi~n
thea Thong tu s6 OS/20211TT-TTCP ngay 01110/2021 cua Thanh tra Chinh phu
quy dinh quy trinh xu ly don khiSu nlili,don t6 ca~, don kiSn nghi, phan anh.

2. Y kiSn trinh bay n<)idung khiSu nlili,t6 ca~, kiSn nghi, phan anh khong
thu<)c thc1rnquySn giai quySt cua NHNN Binh Phuac thi nguai tiSp cong dan
huang d~n cong dan viSt don gui dSn co quan, t6 chuc co thc1rnquySn giai
quySt.

TruOng hQ'P n9i dung thu9c thc1rnquySn giai quySt cua co quan, don vi
rninh thi nguai tiSp cong dan tiSp nh?n cac thong tin, tai li~u d8 bao cao nguai
co thc1rnquySn giai quySt. NSu cong dan cung cfip cac thong tin, tai li~u, chung
cu co lien quan dSn khiSu nlili,t6 ca~, kiSn nghi, phan anh thi nguai tiSp cong
dan xern xet d8 tiSp nh?n cac thong tin, tai li~u, chUng cu do. Vi~c tiSp nh?n
thong tin, tai li~u, chUng cu duQ'c thgc hi~n b~ng gifiy bien nh?n thea M~u s6 02
ban hanh kern thea QuySt dinh nay ..b-

NGAN HANG NHA Nuac
CHI NHANH TiNH BINH PHuac
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M x J.01 Thf b' Jl." t' hJ.··J. " d"au so - ong ao ve Vl~C U' C OJ tiep cong an

...........................(1)

........................... (2)
CQNG HOA xA HQI CHU NGHiA VItT NAM

DQc l~p - TV do - Hanh phuc

S6: ITB- .... (2) .......... , ngay thdng nam .

THONGBAo
Kinh giri: (3)

Ngay thang nam , ong (ba) (3)

S6 CMND/HQ chieu (hoac gi~y to tuy than): , ngay cftp: ...1 .1 , noi cftp .

Dia chi: d~n (2) d~ khieu nai (t6 cao) v~ viec (4)

Vu viec dii diroc giai quyet dung chinh sach, phap luat, diroc co quan nha mroc c6 tham quyen
kiem tra, ra soat va thong bao tra loi bang van ban thee dung quy dinh cua phap lu~t.

Can cir khoan 3 Dieu 9 Luat Ti~p cong dan, (2) tir ch6i ti~p nhan nQi dung khieu
nai (t6 cao) cua ong (ba) (3) va thong bao d~ ong (ba) duoc bi~t./.

Noi nh~n:
- Nhutren;
- (1) (d~b/c);
- (5) (d~ p/h);
- LUll: VT, h6 sa.

Ghi chu:
(1) Ten ca quan, t6 chuc, dan vi cftp tren trvc ti~p (n~u c6).

(2) Ten ca quan, t6 chuc, dan vi ti~p cong dan.

Thu trmmg, co quan, tA clnrc, do-n vi
(Ky, ghi ro h9 ten, dong ddu)

(3) HQ ten nguai khi~u n~i (t6 cao).

(4) T6m t~t nQi dung khi~u n~i (t6 cao).

(5) Ten ca quan, t6 chuc, dan vi, ca nhan c61ien quan
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Miu sA 02- Giiy bien nh,n thong tin, titi li~u

...........................(1)

...........................(2)
CONG HOA xA HOI CHiT NGHiA VI.¢T NAM

DQc l,p - T1}'do - Hanh phuc

.......... , ngay thdng ndm .

GIAy BIEN NH~N

Thong tin, tai li~u

Vao gio ngay thang nam ..tai: (2)

Toi la (3) Chirc vu: .

Da nhan cua ong (ba) (4)

S6 CMND/HQ chieu (hoac gifty to' tuy than): , ngay cftp: ...1 .1 noi cftp ..........

Dia chi: .

cac thong tin, tai lieu sau:

1 (5)
2 .

3 .

Gifty bien nhan thong tin, tai lieu, diroc l~p thanh ban, giao cho ngtroi cung cftp thong tin,
tai lieu 01 ban.z.

NgU'Oicung cAp thong tin, titi li~u
(Ky, ghi ro ho ten)

NgU'Oinh,n
(Ky, ghi ro ho ten, dong ddu - niu co)

Ghi chu:

(1) Ten co quan, t6 chirc, dan vi cftp tren (neu co).

(2) Ten co quan, t6 chirc, dan vi tiSp cong dan.

(3) HQten can bQnhan thong tin, tai lieu, bang chimg.

(4) Ngiroi khieu nai (t6 cao, kien nghi, phan anh); ngiroi co lien quan dSn vu viec khiSu n<;li
(t6 cao, kiSn nghi, phan anh).

(5) Ghi ro ten, s6 trang, tinh tr<;lllgcua thong tin, tai li~u, bfmg chUng (tai li~u, b~ng chUng la
ban pho to ho~c ban sao cong chUng).
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Mx J. 03 S~ t·J. " d"au so - 0 rep cong an

so TIEP CONG DAN

HU'One:xu Iv
~ TheoCO' Chuyen

~MNDlHo NQi Ph an dO'Dd~n doi
Ngay Hq ten- dung loai quan Thu Tni I~i k~t GhiSTT ti~p Bfa chi

chi~u eiia'
dO'Disa da Iy d'~ dO'Dva co quan,

eong dan V\l ghii tA chtrc qua chu
vi~c ngU'iri J.

giai hU'Ong
dO'Dyf giaiquyet J. dAnquyet co tham quy~t

).quven

1 2 3 4 5 6 7 8 9 10 11 12

Ghi chu:

(1) S6 thir tv.
(2) Ngay ti~p.

(3) HQ ten, dia chi.

(4) CMND/HQ chi~u cua cong dan (neu cong dan khong co CMND/CCCDIHQ chieu thi ghi
cac thong tin theo gi~y to tuy than)

(5) Tom t~t noi dung vu viec.

(6) Phan loai dan cua cong dan (khieu nai, t6 cao, kien nghi, phan anh), s6 cong dan co dan
cung mot nQi dung.

(7) Ghi r5 co quan, t6 chirc, dan vi da giai quyet h~t tham quyen.

(8) Daub d~u (x) neu thuoc th~m quyen giai quyet,

(9) Ghi r5 huang dfu1cong dan d~n co quan, t6 chirc, dan vi nao, s6 van ban huang d~n.

(10) Ghi r5 ten co quan, t6 chuc, dan vi co th~ quy~n th\lly giai quy~t, s6 van ban chuy~n
dan.

(11) Nguoi ti~p dan ghi chep, theo d5i qua trinh, k~t qua giai quy~t dan cua cong dan.
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