
so LAO DQNG - TBXH LONG AN CQNG HOA xA HQI CHU NGHiA Vl¢T NAM
TRUNG TAM DJCH Vl} VI:¢C LAM DQc l~p - TV do - Hanh phuc

LONGAN

sf>: 113 IQD-TTDVVL Bin Luc, ngay 31 thang 12 'ndm 2021

QUYETllINH
V~vi~e ban hanhNQi quy ti~p eong dan

ciia Trung tam DVVL Long An

GIAM DOC TRUNG TAM D,CH VV VIl~CLAM LONG AN

Can cu Ludt nip cong dan s6 42120131QH13 ngay 2511112013;

Can cu Nghi dinh s6 64120141ND-CP ngay 2616/2014 cua Chinh phu quy
dinh chi tiit thi hanh mot s6 diJu cua Ludt nip cong dan;

Can CtC Thong tu s6 04120211TT-TTCP ngay 01110/2021 cua Thanh tra
Chinh phu quy dinh quy trinh tiep cong dan;

Can cu Thong tus6 5312015ITT-BLDTBXHngay 11112/2015 cua B(JLao
dong- Thuong binh va Xii hoi huang ddn vJ quy trinh tiep cong dan va xu ly don
thuoc linh vvc quan ly nha nuac cua nganh Lao dong- Thuong binh va Xii hoi;

Can ctr Quye: dinh s6 1854IQIJ-UBND ngay 10 thong 6 nam 2014 cua
UBND tinh Long An vJ viec d6i ten Trung tam Gioi thieu viec lam Long An tro
thanh Trung tam Dich v¥ viec lam Long An;

Can cu Quyet dinh s6 68IQD-SLDTBXH ngay 241412020 cua Sa Lao dorig
- Thuong binh va Xii h(JiLong An vJ vi¢c Quy ainh chuc nang, nhi¢m v¥, quyJn
hgn va co cdu t6 chuc cua Trung tam Dich v¥ vi¢c lam Long An;

Xet dJ nghi cua Truang phong Hanh chinh - T6ng h(1p,

QUYET D,NH:
Di~u 1. Ban hanh kern theo Quy@tdinh nay N<)i quy ti@pcong dan cua

Trung tam Dich V\l vi~c lam Long An.
Di~u 3. Quy@tdinh nay co hi~u hJc thi hanh kS tiI ngay 0110112022.

Di~u 4. Lanh d~o phong Hanh chinh - T6ng hqp, cac phong nghi~p V\l,
cac chi nhanh va cac ca nhan co lien quan chiu trach nhi~rn thi hanh Quy@tdinh
nay.

Noi nh~n:
- BGD;
- Nhu di~u 3;
- Dan TB, thong tin tren Website;
- Luu: VT; HCTH.

TranV~ Ti&lg



so LAODONG - TBXH LONG AN
TRUNG TAM DICH VU vntc LAM. ..

LONGAN

CONG HOA xA HOI cnu NGHiA VIET NAM. . .
DQcl~p - TV do - Hanh phuc

NOI QUY TIEP eONG DAN
eVA TRUNG TAM DICH \TV VI:¢C LAM LONG AN

(Ban hanh kern theo Quyet dinh s6113IQfJ-TTDVVL ngay 3111212021
cua Giam a6c Trung tam D VVL Long An)

Chuong I
NHUNG QUY DINH CHUNG

DIEU 1.PIL).M VI DIEU CHiNH
NQi quy nay quy dinh v~ trach nhiem tiSp cong dan; quyen va nghia vu

cua nguoi dSn khieu nai, t6 cao, kien nghi, pharr anh tai noi tiSp cong dan cua
Trung tam Dich vu viec lam Long An.

DIEU 2. DOl TU<}NGAp Dl)NG
Ngiroi dung d~u co quan Trung tam va vien chirc duoc phan cong nhiem

vu tiep cong dan; cac t6 chirc, ca nhan co lien quan dSn khieu nai, t6 cao, kiSn
nghi, phan anh tai Trung tam Dich vu viec lam Long An.

DIEU 3. Ml)C ntcn CVAVI:¢C TIEP CONG DAN
1. Huang d~n cong dan thuc hien quyen khiSu nai, t6 cao, kiSn nghi,

phan anh dung quy dinh phap luat, gop ph~ tuyen truyen, ph6 biSn va thuc hien
dung cac quy dinh cua phap lu~t.

2. TiSp nh~n khiSu nc;ti,t6 ca~, kiSn nghi, phan anh thuQc th§.mquy~n
giai quySt cua Giam d6c Trung tam d@xem xet, ra quySt dinh giai quySt khiSu
nc;ti;kSt lu~ nQidung t6 ca~, quySt dinh xu ly t6 ca~; xem xet, giai quySt kiSn
nghi, phan anh; tra lai cho cong dan biSt theo quy dinh cua phap lu~t.

DIEU 4. NHUNG TRUONG H<}PTU eHOI TIEP eONG DAN
Can bQ,vien chilc tiSp cong dan duQ'ctu ch6i tiSp nguai dSn nO'itiSp

cong dan trong cac truang hqp sau day:
1. Nguai trong tinh trc;tngsay do dung chat kich thich, nguai m~c b~nh

tam th:1nho~c mQtb~nh khaClam mat kha nang nh~ thilc ho~c kha nang di~u
khi@nhanh vi cua minh.

2. Nguai co hanh vi de dQa,xuc phc;tmco quan, t6 chilc, dan vi, can bQ,
vien chilc tiSp cong dan, nguai thi hanh cong V\l ho~c co hanh vi khac vi phc;tm
nQiquy noi tiSp cong dan. .

3. Nguai khiSunc;ti,t6 cao v~V\l vi~c da giai quySt dUngchinh sach, phap
lu~t, duQ'cco quan nha nuoc co th§.mquy~n ki@mtra, ra soat, thong bao b~ng



van ban va da diroc tiep, giai thich, huong d&nnhung v&nc6 tinh khi~u nai, t6
cao keo dai.

4. Nhtrng tnrong hop khac thea quy dinh cua phap luat.

IllEU 5. cAc HANH VI BI NGHIEM cAM
1. Gay phien ha, sach nhiSu hoac can tro nguoi den khieu nai, t6 cao, kien

nghi, phan anh,
2. Thi~u trach nhiem trong viec ti~p cong dan; lam m~t hoac lam sai lech

thong tin, tai lieu do ngiroi khieu nai, t6 cao, ki~n nghi, phan anh cung c~p.
3. Phan biet d6i xu trong khi ti~p cong dan.
4. LQ'idung quyen khieu nai, t6 cao, ki~n nghi, phan anh dS gay r6i tr~t tv

cong cong.
5. Xuyen tac, vu khong, gay thiet hai cho co quan, t6 chirc, dan vi, ca nhan.
6. De doa, xuc pham co quan, t6 chirc, dan vi, ngiroi ti~p cong dan, nguoi

thi hanh cong V\l.
7. Kich dQng, cu5ng ep, d\l d6, loi keo, mua chuQc nguai khac t~p trung

dong nguai t~i noi ti~p cong dan.
8. Vi ph~m cac quy dinh khac trong nQi quy ti~p cong dan.

ChtrO'ng II
TO CHUC TIEP CONG DAN

DIED 6. LICH TIEP CONG DAN
Lich ti~p cong dan duQ'cniem y~t t(;liTrung tam Dich V\l vi~c lam Long An;

dang tai tren website t~i dia chi: https:llvieclamlongan.vn
1.ThOi gian ti~p cong dan thtrO'ng xuyen
- Sang: Til 07 gia 00 phut d~n 11 gia 30 phut;
- ChiSu: Til 13 gia 00 phut d~n 16 gia 30 phut;
Thu Bay, Chu nh~t va cac ngay LS, T~t: Nghi thea quy dinh cua Nha nu6c.
2. Ilia di~m ti~p cong dan
Dia diSm: Phong ti~p dan d~t t~i tf\} sa cua Trung tam Dich V\l vi~c lam

Long An, dia chi: s6 78 QLIA, khu ph6 6, thi tr~ B~n Luc, huy~n B~n Luc,
tinh Long An.

3. Giam dBc Trung tam ti~p cong dan dinh ky
Giam d6c Trung tam trvc ti~p ho~c tuy thea nQi dung, phan cong Ph6 Giam

d6c Trung tam ti~p cong dan dinh ky van ngay 15 tay hang thang t~i dia diSm
ti~p cong dan cua Trung tam Dich V\lvi~c lam Long An, n~u ngay ti~p cong dan
dinh ky cua Giam d6c Trung tam ho~c Ph6 Giam d6c Trung tam duQ'c phan
cong trung van ngay nghi, ngay IS thi thvc hi~n van ngay lam vi~c ti~p theo.
Truang hqp Giam d6c Trung tam ho~c Ph6 Giam d6c Trung tam duQ'c phan
cong khong thS thvc hi~n vi~c ti~p cong dan thea lich da cong b6 vi ly do khach
quan thi lui lich ti~p cong dan sang thai gian khac.



Ngoai ra, Giam d6c Trung tam thuc hien viec tiSp cong dan dQt xuit
trong cac tnrong hop thea quy dinh cua Lua; TiSp cong dan.

4. Phong Hanh chinh - TAng hop ti~p cong dan

Phong Hanh ehinh - Tfmg hop giup Giam d6c Trung tam t6 chirc tiSp cong
dan thuong xuyen tai dia diem tiep cong dan cua Trung tam Dich vu viec lam
LongAn.

DIEU 7. QUY TRINH TlEP CONG DAN

Viec tiSp cong dan do vien chirc tiep cong dan true tiSp thuc hien cac
buoc sau:

1. Xac djnh nhan than ella cfing dan
- Khi tiSp nguoi khiSu nai, nguoi tiep cong dan yeu c~u ho neu ro ho ten,

dia chi va xuit trinh giiy ta tuy than, giiy gioi thieu, giiy uy quyen (neu co).

- Khi tiep ngiroi t6 cao, ngiroi kien nghi, phan anh, nguoi tiSp cong dan
yeu c~u nguai t6 cao, nguai kiSn nghi, phan anh neu ro hQ ten, dia chi va xuit
trinh giiy ta tuy than.

Trong qua trinh tiSp nguai t6 cao, nguai tiSp cong dan phai gifr bi m~t hQ
ten, dia chi, but tich nguai t6 cao thea quy dinh cua phap lu~t vS t6 cao.

2. Nghe, ghi ehep nQi dung khi~u n~i, tB eao, ki~n nghi, phan anh ella
eong dan.

a) Khi cong dan co don trinh bay nQi dung ro rang, d~y du thea quy dinh
cua Lu~t KhiSu nC;liva Lu~t T6 cao thi nguai tiSp cong dan c~n xac dinh nQi
dung vv vi~c, yeu c~u cua cua cong dan dS xu ly cho phu hqp.

NSu nQi dung don khong ro rang, chua d~y du thi nguai tiSp cong dan dS
nghi cong dan viSt lC;lidon ho~c viSt b6 sung vao don vS nhfrng nQi dung chua
ro, con thiSu.

b) NSu cong dan dSn trinh bay trvc tiSp thi nguai tiSp cong dan ghi chep
d~y du, trung thlJc, chinh xac nQi dung do cong dan trinh bay; nQi dung nao chua
ro thi yeu c~u cong dan trinh bay them, sau do dQc lC;licho cong dan nghe va dS
nghi hQky ten ho~c diSm chi.

c) TruOng hqp nhiSu cong dan cung trinh bay vS mQt nQi dung ho~c don
co chfr ky cua nhiSu nguai thi nguai tiSp cong dan huang d~n cong dan viSt
thanh dan rieng Ie, sau do kiSm tra va tiSp nh~ don va cac thong tin, tai li~u
kern theo (nSu co).

d) TruOng hqp trong don khiSu nC;lico nQi dung t6 cao ho~c kiSn nghi,
phan anh thi nguai tiSp cong dan huang d~n cong dan viSt thanh don khiSu nai
rieng dS thlJc hi~n vi~c khiSu nC;liv6i ca quan co thAm quySn theo quy dinh. .

3. Ph an lo~i, xii' If khi~u n~i, tB eao, ki~n nghi, phan anh



a) NSu noi dung dan trinh bay cua cong dan thuoc tham quyen giai quyet
cua Giam d6c Trung tam va du diSu kien thu ly theo quy dinh cua Luat KhiSu
nai, Luat T6 cao thi nguoi tiSp cong dan phai lam cac thu tuc tiSp nhan khiSu
nai, t6 cao, va cac tai lieu kern theo do cong dan cung cap, bao cao voi Giam d6c
Trung tam d@thu ly trong thai han do phap luat quy dinh.

b) Twang hop noi dung khieu nai, t6 cao cua cong dan khong thuoc
tham quyen giai quyet cua Giam d6c Trung tam thi nguoi tiSp dan huang dfut
cong dan dSn dung co quan co tham quyen d@duoc giai quyet theo quy dinh cua
phap luat.

4. Ti~p nh~n thong tin, tai li~u, b~ng chimg do cong dan cung cAp
Khi cong dan cung cap cac thong tin, tai lieu, bang chirng lien quan thi

nguoi tiSp cong dan phai ki@mtra tinh hqp l~ cua cac tai li~u do.
Sau khi d6i chiSu tai li~u, b~ng chUng do cong dan cung cap thi nguai

tiSp cong dan phai viSt "Giay bien nh~n" theo m~u quy dinh t~i Thong tu s6
04/2021/TT-TTCP ngay 01110/2021 cua Thanh tra Chinh phu va l~p thanh 02
ban, ghi l~i ten cac tai li~u, b~ng chUng dil nh~n, tinh tr~ng tai li~u, b~ng chUng
va dS nght cong dan ky vao "Giay bien nh~n", 0 1 ban giao cho cong dan, 01 ban
chuy@ncho bQph~ th\lly cling cac tai li~u, b~ng chUng dil nh~.

5. Vao sa theo doi va bao cao Giam dBc Trung tam
Sau khi hoan tat cac buac tren, nguai tiSp cong dan vao s6 theo d5i V\l

vi~c va bao cao TruOng phong Hanh chinh - T6ng hqp trinh Giam d6c Trung
tam d@co phuang an chi d~o giai quySt ho~c giao cac phong chuyen mon co lien
quan tham muu xu lY.

ChU'O'nglII
QUYEN vA NGHiA VI) CVA NGUm 11EN KHIEU NAI,

TO cAo, KIEN NGHI, PHAN ANH .

DIEU 8. QUYEN vA NGHiA VU CVA CONG DAN TAl NO! TIEP. .
DAN

1.Quy~n cua ngU'01d~n kbi~u n~i, tB ca~, ki~n nghi, phan anh

a) Trinh bay vS nQi dung khiSu n~i, t6 cao, kiSn nghi, phim anh.

~) Duqc huang d&n, giai thich vS nQi dung lien quan dSn khiSu n~i, t6
cao, kien nght, phan anh cua minh.

c) Nh~n thong bao vS vi~c tiSp nh~, kSt qua xu ly khiSu n~i, t6 cao, kiSn
nght, phfm anh.

d) KhiSu n~i, t6 cao vS hanh vi vi ph~m phap lu~t cua nguai tiSp cong
dan.

e) Cac quYSn khac theo quy dinh cua phap lu~t vS khiSu n~i, t6 cao, tiSp
cong dan.

2. Nghia vI}.cua ngU'iri d~n kbi~u n~i, tB ca~, ki~n nghi, phan anh



a) Neu r5 ho ten, dia chi hoac xu~t trinh gi~y to' tuy than, gi~y uy quyen
(neu co). Trang phuc chinh tS, tuan thu quy chS, noi quy tiSp cong dan va co thai
dQ dung rmrc, thuc hien theo S\I huang d~n cua nguoi tiSp cong dan trong viec
thuc hien quyen va nghia vu khi khieu nai, t6 cao, kien nghi, phan anh,

b) Trinh bay trung thuc, cung c~p thong tin, tai lieu lien quan dSn noi
dung khieu nai, t6 cao, kien nghi, phan anh cua minh va ky ten hoac diem chi
vao bien ban xac nhan nhirng nQi dung da trinh bay.

c) Khong diroc can thiep, du nghe viec khieu nai, t6 cao, kien nghi, phan
anh cua nguoi khac.

d) Truong hop nhieu nguoi khieu nai, t6 cao, kien nghi, phan anh vS
cling mot nQi dung thi phai cu d~i di~n dS trinh bay; Vi~c cu d~i di~n th\Ic hi~n
nhu sau: Tir nam dSn mu0'i ngu0'i thi cu m9t ho~c hai ngu0'i d~i di~n, tir mu0'i
ngu0'i tra len thi cu them ngu0'i d~i di~n nhung khong qua nam ngu0'i. TruOng
hqp nhiSu ngu0'i cling khiSu n~i, t6 cao, kiSn nghi, phan anh nhung quYSn lqi va
nghla V\ldQc l~p vai nhau thi th\Ic hi~n nhu truOng hqp rieng Ie.

e) Khong lqi d\lng quySn khiSu n~i, t6 cao, kiSn nghi, phiin anh dS gay
r6i tr~t tlJ nai tiSp cong dan; xuyen t~c, vu kh6ng, xuc ph~m danh d\I, uy tin cua
ca quan, t6 chuc, ca nhan, ngu0'i thi hanh cong V\l.

f) Khong mang cac v~t d~ chay, n6, ch~t dQc h~i, hung khi, tre em, suc
v~t, ngu0'i m~t kha nang nh~n thuc va diSu khiSn hanh vi vao nai tiSp cong dan.

g) Khong cang treo kh~u hi~u, bang ron, dan cac lo~i gi~y to' khong duqc
phep theo quy dinh trong khu V\IC tiSp cong dan.

h) Khong duqc t\I y su d\lng phuong ti~n ghi hinh, ghi am khi chua duqc
S\Icho phep cua ngu0'i chu tri tiSp cong dan.

i) HSt gi0' lam vi~c, ngu0'i dSn khiSu n~i, t6 cao, kiSn nght, phan anh
khong duQ'c luu l~i tf\! sa lam vi~c Trung tam Dich V\l vi~c lam Long An.

k) Chiu trach nhi~m truac phap lu~t vS n9i dung khiSu n~i, t6 cao, kiSn
nghi, phan anh cua minh.

ChuO'ng IV
TRA.CH NHI~M CVA cAN BQ, VIEN CHUC TIEP CONG DAN

DIEU 9. TRA.CH NHIEM CVA cAN BO, VIEN CHUC TIEP
CONG DAN . .

1. L~ng nghe y kiSn trinh bay cua cong dan, ghi chep d~y du nQi dung
vao s6 theo d5i tiSp cong dan vS nhUng nQi dung lien quan do cong dan trinh
bay. Phong cach, thai d9 lam vi~c an ck, hoa nha, th~ trQng, quan diSm dung
d~n va cUong q~ySt; dam bao khach quan, binh d~ng, khong phan bi~t d6i xu
trong cong tac tiep cong dan.

2. Huang d~n, giai thich cho ngu0'i dSn khiSu n~i, t6 cao, kiSn nghi, phiin
anh nghiem chinh ch~p hanh chu truong, dUOng 16i, chinh sach, phap lu~t, kSt



luan, quyet dinh giai quyet da co hieu lire phap luat; tiSp nhan don hoac huang
dfuI cong dan thuc hien quyen khiSu nai, t6 cao, kiSn nghi, pharr anh dSn dung
co quan hoac ca nhan co tham quyen,

3. Khong sach nhieu, gay phien ha hoac can tro d6i voi viec khieu nai, t6
cao, kiSn nghi, phan anh cua cong dan.

4. Gitr bi mat thong tin ngiroi t6 cao thea quy dinh cua phap luat.

5. Yeu c~u ngiroi co hanh vi vi pham nQi quy tiSp cong dan cham dirt
hanh vi vi pham; trong tnrong hop c~n thiet dS nghi co quan chirc nang giai
quyet thea quy dinh,

DIEU 10. TRA.CH NHltM CVA NGUffi DUNG DAu CO QUAN
DON VI

1. Lanh dao Trung tam tnrc tiSp tiSp cong dan dS l~ng nghe, xem xet,
giai quyet va chi dao viec xem xet, giai quySt cac khiSu n~i, t6 cao, kiSn nghi,
phan anh thuQCthfim quYSncua minh.

2. Khi tiSp cong dan, Lanh d~o Trung tam phai co y kiSn tra lai vS vi~c
giai quySt vl,lvi~c cho eong dan. Truang hqp chua tra lai ngay duQ'c thi chi d~o
cac phong chuyen mon, chi nhanh trlJc thuQc Trung tam thuQc quYSn quan ly
eua minh kip thai xem xet, giai quySt va thong bao thai gian tra lai cho eong
dan.

ChuO'ng V
TO CHUC THl/C HltN

DIEU 11. TO CHUC THl/C HI~N
1. Cac phong chuyen mon, chi nhanh trt}'c thuQc Trung tam co trach

nhi~m
Ph6i hqp v6i vien chue tiSp cong dan dS tra 1m cac nQi dung khiSu n(;li,t6

cao, kiSn nghi, phan anh cua cong dan co lien quan ngay t~i Phong tiSp dan cua
Trung tam. D6i v6i Vl,l vi~c co nQi dung phuc t~p khi duQ'cLamh d~o Trung tam
giao, thi phai t6 ehuc thfim tra, xac minh, dS xudt v6i lanh d(;loTrung tam giai
quyet theo quy dinh.

2. Phong Himh chinh - TAng hgp
- Niem ySt Lich tiSp cong dan t(;litrv sa va cong khai tren Trang thong tin

di~n til' cua Trung tam cac nQi dung eua NQi quy tiSp cong dan.

- B6 tri Phong tiSp dan t(;litrv sa Trung tam a vi trl thu~ ti~n, dam bao
s~ch se, khang trang, cac trang thiSt bi c~n thiSt dS phl,lc Vl,l cong tac tiSp cong
dan; co biSn ghi "Phong tiSp dan", niem ySt NQi quy tiSp cong dan.

: Huang d~n vS quy trinh tiSp cong dan, quy trinh giai quySt khiSu n(;li,t6
cao, kien nghi, phan anh thea quy dinh cua phap lu~t.



_ Phan cong b6 tri vien chirc phong thuong true tiSp cong dan tai Phong
tiep dan cua Trung tam; quan ly, su dung trang thiet bi phuc vu cong tac tiSp dan
an toan, hieu qua, dung quy dinh va gill gin v~ sinh moi tnrong lam viec.

_ chub bi thong tin, tai lieu phuc vu Lanh dao Trung tam tiep cong dan
dinh ky thea quy dinh.

_T6 chirc huang d~n, kiem tra, thea doi, don d6c cac phong chuyen mon,
chi nhanh true thuoc thirc hien NQi quy ti~p cong dan.

_Chu tri va phoi hop voi cac phong chuyen mon lien quan cua Trung tam
chu~n bi d~y du cac h6 sa, tai lieu c~ thiet cho Lanh dao Trung tam giai quyet
cac vu viec khi~u nai, t6 cao thuoc th~m quyen.

_ T6ng hop bao cao dinh ky vS cong tac ti~p cong dan, giai quy~t khi~u
n~i, t6 cao, ki~n nghi, phan anh cua cong dan v6i Giam d6c Trung tam, Thanh
tra Sa va cac ca quan khac khi co yeu c~u.

3. Cac phong chuyen mon va chi nhanh
Lanh d~o cac phong, chi nhanh dill cu NQi quy nay triSn khai t~i dan vi

minh quan lY.
4. Phong Hanh chinh - T6ng hqp, cac phong chuyen mon, cac chi nhanh

thuQc Trung tam Dich V\l vi~c lam Long An; vien chuc, nguai lao dQng co thanh
tich trong vi~c t6 chuc ti~p cong dan va giai quy~t khi~u n~i, t6 cao, ki~n nght,
phan anh se duQ'cbiSu duang. khen thuang. T6 chuc, ca nhan vi ph~m cac quy
dinh cua NQi quy nay thi tily thea muc dQvi ph~m se bi xu ly thea quy dinh cua
phap lu~t.

Trong qua trinh thvc hi~n NQi quy nay, n~u co gi vuang m~c ho~c co
nhUng vftn dS m6i phat sinh c~ sua d6i, b6 sung thi Truang phong Hanh chinh -
T6ng hqp, t6ng hqp, bao cao kip thai cho Giam d6c Trung tam xem xet, quy~t
dinh diSu chinh cho phil hqp.l.


