
UBND TINH DAK LAK CQNG H O A XA H O I C H L NGHIA VIET NAM 
SOTirPHAP Doc lap -Tu d o - H a n h p h u c 

S6: g 9 /QD-STP £) j^ idk, ngay OS thang 7 nam 2014 

QUYET DINH 
A X " X " X f 

V/v ban hanh Quy che tiep cong dan, giai quyet khieu nai, to cao 
tai Sff T u p h a p 

GIAM DOC SQ TU PHAP 
Can cii Luat Tiep cong dan nam 2013; 
Can cu Luat To cao nam 2011; 
Can cu Luat Khieu nai nam 2011; 
Can cii QuySt dinh s6 1973/QD-UBND ngay 28/7/2009 cua UBND tinli 

Dak Lak quy dinh churc nang, nhiem vu, quyen han va co cau to chuc cua Sd Tu 
phap (dugc sua doi, bo sung tai Quyet dinh so 2566/QD-UBND ngay 08/11/2012 
va Quyit dinh s6 1421/QD-UBND ngay 23/7/2013 cua UBND tinh); 

Xet de nghi cua Chanh Thanh tra, 

QUYET DINH: 

Dieu 1. Ban hanh kem theo Quyet dinh nay Quy che tiep cong dan, giai 
quyet khieu nai, to cao tai Sd T u phap. 

Dieu 2. Thanh tra Sd co trach nhiem giup Giam doc Sd chi dao, tnen khai 
thuc hien va thudng xuyen theo doi, kiem tra, don doc viec thyc hien Quyet dinh 
nay. 

Dieu 3 . Chanh Thanh tra, Chanh Van phong, Trudng cac phong, Giam doc 
cac trung tam thuoc Sd chiu trach nhiem thi hanh Quyet dinh nay. 

Quyet dinh nay co hieu lyc ke tu ngay ky va thay the Quyet dinh so 04/QD-
ST? ngay 26/01/2010 cua Giam ddc Sd Tu phap./. 
No'i nh^n^"^ 
- NliLT D i e u 3; 
- Gi^m doc, cac PGD SA; 
- LiTu: VT, TTR. 

Tran Ngoc Thanh 
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U B N D T I N H D A K L A K 

s6 T I T P I I A P 

CONG I I 6 A XA I I Q I CHU NGIHA V I E T NAM 
Doc lap - Tir do - Hanli phuc 

QUY CHE 
Tiep cong dan, giai quyet khieu nai, to Ci5o tai Sd Tir phap 
(Ban hanh kem theo Quyit dinh sd<iB/QD~STP ngdyOS/7/2014 

ci'ia Giam doc Sa Ttt phap) 
ChuongI 

QUY DINH CHUNG 
Dieu 1. Pliam vi dieu cliinli 
Quy che nay quy dinh vh trach nhiem, trinli tir, thu tuc tiep cong dan, giai quyet 

Idiieu nai, to cao, kien nghi, phan anh tai Sd Tu phap, Trung tarn Tro giup phap ly, 
Trung tam Dich vu ban dau gia tai san va cac Phong Cong chung (sau day gpi tdt Id 
cac don vi true thipc So). 

Dicii 2. Doi tirgtig dp dung 
Quy che nay ap dung doi vdi can bp, cong chuc, vien chuc ihirc hien nhiem vu 

tiep cong dan, giai quyet khieu nai, to cao, kien nghi, phan anh va cong dan c6 khieu 
nai, to cao, kiin nghi, phdn dnh tai Sd Tu phip va cac don vi true thuoc Sd. 

Dieu 3. Miic dich vigc tiep cong dan, giai quyet khieu nai, to cdo, kien nghi, 
phan anh 

1. Xem xdt, giai quyet va tra Idi cho cong dan c6 khi6u nai, td cao, kien nghi, 
phan anh thuoc tham quyen cua Gidm ddc Sd, Gidm ddc Trung tam Tro giup phap ly, 
Giam doc Trung tam Dich vu ban dau gid tai san va Trudng cac Phong Cong chung 
(sau day gpi tdt Id Trudng cac dm v; true thuoc Sd) theo quy dinli cua phap luat. 

2. Huong dan cong dan thyc hien quyen khieu nai, to cao, kien nghj, phan anh 
theo quy dinh cua phap luat. 

Chu-ffng II 
TIEP CONG DAN 

Dieu 4. Trach nhif m tiep cong dan 
1. Thanh tra Sd co trach nhigm true, tidp cong dan thudng xuyen tai Sd Tu phap 

vdo cac ngdy lam vigc trong tuan tu Thd Hai den Thu Sau (trie ngay nghi le theo quy 
dinh). Buoi sang: Tir 7 gid den 11 gid 30 phut; budi chieu: Tu 13 gid 30 phut ddn 17 
gid. 

2. Cdc don vi true Ihudc Sd c6 trdch nhiem bd tn' can bd c6 du nSng lyc, trinh 
dp. kien thdc vd am hieu chinh sdch, phap luat lam cdng tac tiep cong dan de kip thdi 



tiep nhan, xu ly Idiieu nai, to cao, kien nghi, phan anii cua cong dan; chap hanli thdi 
gian tiep cdng dan theo quy djnh tgi Idioan I Dieu nay. Trudng cac don vi tryc thugc 
Sd thuc hien viec tiep cdng dan djnh ky hang thang theo quy dinli. 

3. Giam doc Sd chu tri tiep cdng dan vac ngay 25 hang thang, neu trung vac 
ngay nghi thi tiep vao ngay Idm vigc tilp theo. Trudng hpp co cdng viec dot xuk 
klidng the thyc hign vigc tiep cdng dan theo lich thi lui lich sang thdi gian Idiac, vice 
lhay doi thdi gian dupe thong bao cu the tgi bp phan tiep cdng dan (Thanh tra Sd). 

4. Gidm doc Sd, Trudng cac don vi true thuoc Sd thuc hign viec tiep cdng dan 
dpt xuat trong trudng hpp: 

a. Vy vigc gay git, phuc tap, c6 nhieu ngudi tham gia, lien quan d6n trach 
nhiem cua nhieu co quan, to chdc, don vj hoac y kien cua cac co quan, to chuc don vi 
con khdc nhau; 

b. Vu viec co the gay ra hau qua nghiem trong hoac cd the dan den hiiy hoai tai 
san cua Nha nude, cua tap tlie, xam hai den ti'nh mang, tai san cua cdng dan, an ninii, 
chinh trj, trat ty, an toan xa hpi neu khdng dupe chi dao, xem xet kip thdi. 

Dieu 5. Tiep nhan va xn ly llidng tin Idiieu nai, fo cao, Iden nghi, phan anh 
1. Khi cdng dan true tiep den khieu nai, to cao, kien nghi, phan anh thi cka bp, 

cdng chirc, vien chute (sau day gpi tdt Id ngirdi tiep cong dan) thyc hien vigc don tiep, 
yeu cau cdng dan neu rd hg, ten, dia chi; xuat trinh giay td tiiy than, giay uy quyen 
hotic cdc giay td lien quan khac; tiep nhan don hoac hudng dan ngudi den Idiieu nai, to 
cao, kien nghj, phAn dnh trinh bay ngi dung vu vigc. 

2. Ngudi tiep cdng dan cd trach nhiem: 
a. Ghi ngi dung tiep cdng dan vao So tiep cdng dan; trudng hpp ngudi ddn khieu 

ngi, to cao, kien nghj, phan anh chua co don thi hudng dan viet don hoac ghi lai bang 
van hhn va yeu can hp ky xac nhan hoSc diem chi. 

b. Khieu nai, to cao, kien nghj, phan anh khdng thudc tham quyen giai quyet thi 
hudng dan cdng dan den co quan, to chuc cd tham quyen giai quyet doi vol khieu nai, 
to cao; chuyen don hoac chuyen ban ghi lai npi dung trinli bay cua ngudi kien nghj, 
phdn anh den co quan, to chuc co tham quyen giai quyet. 

0. Khieu nai, to cao, kien nghj, phSn anli thugc tham quyen giai quyet thi bao 
cao ngudi co tham quyen de xem xet, thu ly. Neu Tlianh tra Sd tiep nhan khieu nai, to 
cao, kien nghi, phan anh Ihupc tham quyen giai quyet cua cac don vj tryc thudc Sd 
nhung chua dupe giii quyet thi bao cdo lanh dao Sd de chi dao cac don vi co tham 
quyen giai quyet. 

d. Thdng bao ket qua xu ly npi dung khieu nai, t6 cao, kiln nghj, ph^n anli cho 
duong su trong thdi han 10 ngay ke td ngay tiep nhan ngi dung khieu nai, to cao, kien 
nglij, phan anh. 
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Chu-o-ng I I I 

TI^:P N H A N V A xtr L i D O N 

Dieu 6. Tiep nlian don 
Khi tiep nhan khieu nai, to cao, kien nghi, ph^n anh tu c^c nguon khdc nhau 

(cong dan gm den, qua dudng buu dipn, do cdc co quan khac chuyen den), ngudi tiep 
nhan co trdch nhiem ghi day du ngi dung can tliiet vao So tiep nhan don va thgc hign 
phan loai dan. 

Dieu 7. Xir ly don 
1. Don kJiieu nai, to cao, kien nghj, phdn anh khdng thudc tham quyen giai 

quyet IhJ hudng dan cdng dan gui dan den ca quan c6 tham quyen gidi quyet hodc 
chuyen dcm vd cac tai lieu, chung cu kem theo (neu co) den ca quan cd tham quyen 
giai quyet theo quy djnh. 

2. Don khieu nai, to cdo, kien nghj, phan anh thudc tham quyen gidi quyet thi 
tien hanh kiem tra, xac minh thdng tin lien quan va de xuat hudng xd ly trong thdi gian 
04 ngay, ke tu ngay tiep nhan. Trong thdi han 04 ngay, ke tu ngay nhan dugc bao cdo, 
de xuat, Giam doc Sd, Trudng cac don vj true thudc Sd cd y kien chi dao vigc thu ly 
hodc khdng th\i ly ndi dung khieu nai, td cao, ki ln nghi, phan anh. Trong thdi han 02 
ngay, ngudi tiep nhan thdng bdo bang van bdn v l k i t qud xd !>' khieu nai, to cdo, kiln 
nghi, phdn anli cho duong su; trudng hop can xac minh tai nhieu dia diem thi thdi han 
Idem tra, xac minh va de xuat hudng xd ly cd the kdo ddi them nhung khdng qud 05 
ngdy. 

Chuffiig I V 
T R I N H T V , T H U T V C G I A I Q U Y E T K I I I E U N A I , T O C A O 

Dieu 8. Gidi quyet khieu nai ian dau thuoc tham quyen cua Giam doc Sd vd 
Tru'diig cac don vi true thuoc Sd 

1. Sau khi Gidm doc Sd, Trudng cac don vi true thudc Sd quyet djnh thu ly gidi 
quyit khieu nai, thi trong thdi hgn 17 ngay (trudng hop phuc tap la 27 ngdy), Thanh 
tra Sd, cdc don vj, cdn bd, cdng chdc, vien chuc dugc giao nliiem vu xac minh, tien 
hanh ki lm tra lai quyet djnh hanh chinh, hdnh vi hanh chinh bj khieu nai; thuc hign 

X X * X 

vigc xdc minh ngi dung khieu ngi va bao cdo ket qud xdc minh cho Gidm ddc Sd, 
Trudng cdc don vi trgc thudc Sd. 

2. Gidm doc Sd, Trudng cac don vi true thudc Sd ra quyit djnh giai quyet khieu 
nai trong thdi hgn 10 ngay (trudng hop phuc tap Id 15 ngdy) sau khi cd bao cdo ket 
qua xdc minli. Trudng hop yen cau cua ngudi khieu nai va k i t qua xdc minh ndi dung 
khieu nai Ichdc nhau thi truoc khi ra quyet djnh gidi quyet Idiilu nai, Giam doc Sd, 
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Tmang don vi true thugc Sd tien hanh to chuc doi thoai vdi ngudi khieu nai de lam ro 
ngi dung khieu nai. 

3. Thanh tra Sd, cac dan vi trgc thugc Sd thuc hien vigc giii quyet dinh giai 
quyit Idiieu nai trong thdi han 03 ngay ke td ngay co quyet djnh giai quyet Idiieu nai. 

4. Trong qua trinh giai quyet Idiilu nai, neu ngudi khieu nai thuc hign viec rut 
khilu nai thi Giam doc Sd, Trudng cac dan vj true thugc Sd dinh chi viec giai quyet 
khieu nai va thong bdo bdng van ban cho duong sg ve viec dinli chi giai quyet kliieu 
nai. 

Dieu 9. Giai quyet khieu nai [an hai 
1. Khi ngudi Idiieu nai khdng dong y vdi quyet dinh giai quyet khieu nai Ian dau 

tiep tuc Idiieu nai hoac khieu nai Ian dau hi t thdi han ma khdng dugc Tru'dng cac don 
vj trgc thudc Sd giai quyit thi Giam doc Sd thu ly giai quyit khieu nai Idn hai trong 
thdi han 10 ngay ke tir ngay nhan dugc khilu nai Ian hai va thdng bao theo quy dinii. 

2. Thanh tra Sd, don vi, cdn bp, cdng chdc, vien chdc dugc giao nhigm v\i, tien 
hanh xac minh va ki ln nghj giai quyet khilu nai trong tlidi han 23 ngay (trudng bop 
phuc tap Id 33 ngdy) ke tu ngay thy ly. 

3. Trong thdi han 15 ngay (trudng hap phuc tap 20 ngdy) ke td Idii cd kit qua 
xac minh va ki ln nghj giai quyet khilu nai, Giam ddc Sd ra quyet djnh giai quyet 
khilu nai Ian hai, Trudng hgp yeu cau cua ngudi khieu nai va k i t qua xac minh ngi 
dung Idiieu nai khac nhau Ihi trudc khi ra quyit djnh giai quyet khieu nai, Gidm doc Sd 
tien hanli to chdc doi Ihoai vdi ngudi khieu nai de lam rd ndi dung Idiilu nai. 

4. Thanh tra Sd thuc hign vigc gui quyet dinh giai quyit Idiilu nai trong thdi han 
07 ngay ke td ngay cd quyet djnh giai quyet khilu nai Ian hai va thyc hien viec cdng 
khai quyet djnh gidi quyet kliieu nai theo quy djnh. 

5. Trong qua trinh giai quyit khieu nai Ian hai, n lu ngudi khilu nai rut Idiilu nai 
thi Giam doc Sd dinh chi vigc giai quyet khieu nai Ian hai va thdng bao bang van bdn 
cho duong su ve vigc dinh chi giai quyet khilu ngi Ian hai. 

Dieu 10. Giai quyet to cao 
1. Sau khi Giam doc Sd thu ly giai quyet to cao thi trong thdi han 30 ngay 

(trudng hop phuc tap Id 45 ngdy) Chanh Thanli tra tien hanli xac minh, k i t lugn ngi 
dung xac minh, kien nghj bign phdp xd ly to cao. 

2. Giam d i e Sd kit lugn ngi dung to cao va xd ly td cao trong thdi hgn 20 ngay 
(trudng hap phuc tap Id 35 ngdy) ke td ngay nhan dugc k i t qua xac minh va cdc tai 
lieu c6 lien quan. 

3. Thanh tra Sd chu tri thyc hign viec cdng khai k i t lugn ngi dung to cao, quyet 
djnh xu ly hanh vl vi phgm bj to cao theo quy djnh tai Dieu 30 Luat To cdo. 
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Cliirffng V 
NHIEM VV, QUYEN HAN CUA NGlTQl TIEP CONG DAN, 

GIAI QUY^:T K H I E U NAI, T6 CAO 
Dieu 11. Niiifm vii cua nguol tiep cong dan, giai quyet idiieu nai, to cao 
1. Nguai tiep cong dan, gidi quyet Idiieu nai, to cao chip hanh dung, day dii 

X X X ' 

nhiem vu dugc quy djnh tai Dieu 8 Luat Tiep cong dan, khoan 2 Dieu 11 Luat To cao 
vd khoan 2 Dieu 14, khoan 2 Dieu 15 Luat Khilu nai. 

2. Khi lam nhiem vu tai ca quan, ngudi t i lp cong dan, giai quyit khieu nai, to 
cdo, ngudi dugc giao nhiem vu lien quan den cdng tac t i lp cdng dan, giai quyet khieu 
nai, to cao phdi mac trang phgc chinh te, dec the cdng chdc, vien chdc, c6 thdi do dung 
muc, ton trong cdng dan, cd tinh than trach nhigm vdi cdng vigc dugc giao. 

3. Hudng dan cdng ddn thuc hien quyen khieu nai, to cao, kien nghi, phan dnh; 
khdng gay phien ha, sach nhieu hodc can trd viec Idiilu nai, td cdo, ki ln nghi, phan anh 
cua cdng dan. 

4. Vigc tiep cdng dan, giai quyit khilu nai, to cdo phai bdo dam cdng khai, dan 
chu, kip thdi, khdch quan, binh ddng; khdng phan biet ddi xu; ton trgng, tao dieu kien 
thuan Igi cho cdng dan thuc hign vigc khieu nai, td cao, ki ln nghi, phan anh theo quy 
djnh cua phdp luat. 

5. Ti lp nhan don hodc lang nghe, ghi chep day du, trung thuc va chinh xac cac 
ngi dung trinh bay cua cdng dan. 

6. Giai thich, hudng dan cho ngudi khieu nai, to cao, ki ln nghi, phdn anh chap 
X X X • • ' 

hanh dung chu truong, dudng loi, chinh sach, phap luat, ket liian, quyet djnh giai quyet 
khieu nai da co hieu lire phdp luat cua co quan cd tham quyen. 

7. Gid bf mat hg, ten, dia chi, but ti'ch va bao dam an toan cho ngudi to cao va 
cac thdng tin Idiac cd hgi cho ngudi td cao neu hg yeu cau. 

8. Yeu cau ngudi vi pham ndi quy tiep cdng dan cham durt hanh vi vi pham; lap 
bien ban ve hanh vi vi pham va yeu cau co quan cdng an hodc co quan chdc ndng xu ly 
kjp thdi nhdng ngudi den khieu nai, to cao, kien nghi, phan anh cd hanh vi gay rdi trat 
tu, de dga ngudi thi hanh cdng vu hoac nhung hanh vi vi pham phap luat Idiac. 

Dieu 12. Quyen han cua ngudi tiep cdng dan, giai quyet khieu nai, to cao 
1. Khi tiep cdng dan, gidi quyit Idiieu ngi, to cdo, kien nghi, phan anh, ngudi 

tiep cdng dan thuc hien cac quyen quy dinh tai Idioan 1 Dieu 11 Luat To cao vd khoan 
1 Dieu 14, khodn 1 Dilu 15 Luat Khilu ngi. 

2. Tu choi tiep ngudi trong tinh trang say do dung chat kich Ihich, tam than, mdc 
benh lam mat klid ndng nhan thdc hoac dieu khien hanh vi cua minh; co hanh vi de 
dga, xuc phgm co quan, to chdc, don vi, ngudi thi hanh cdng vu hodc co hanh vl vi 
phgm ndi quy tiep cdng dan. 
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3. Yeu cau cong dan trinh bay day du, ro rang nhung ngi dung khieu nai, t6 cao, 
ki ln nghi, phan anh; cung d p cac tai lieu, chiing cix lien quan va ly do, yen d u giai 
quyet. 

4. Yeu d u cong dan thuc hign dung quy dinh cua phap luat ve tiep cong dan, 
giai quyit Idillu nai, to cao va Quy chl nay. 

Chuffng VI 
QUYEN VA NGHIA V V CUA NGl/Ql IGIIEU NAI, TO CAO, 

KIEN NGIII, PHAN ANII 

Dieu 13. Quyen cua nguni khieu nai, to cao, kien nghj, phan dnh 
1. Thuc hien cac quyen theo quy dinh tai Idioan 1 Dieu 7 Luat Ti lp cong dan, 

Idioan 1 Dieu 9 Lugt To cdo va khodn 1 Dieu 12 Luat Khilu nai. 
2. Dugc ngudi t i lp cong dan hudng dan, gidi thich ve ngi dung lien quan den 

Idiilu nai, to cao, ki ln nghj, phdn dnh. Trinh bay ve ngi dung khieu nai, to cao, kien 
nghi, phdn anh. 

3. Tg minh hoac thong qua ngudi dai dign hgp phap (cd giay uy quyen) de khilu 
nai, to cdo, ki ln nghi, phdn anh. 

4. Nhan tliong bao, van ban tra Idi ve k i t qud xd ly, thu ly giai quyit khieu nai, 
to cao, ki ln nghi, phan dnli; quyit djnh giai quyet khilu nai, k i t luan gidi quyet to cao. 

5. Yeu cau dugc giit bi mat hg, ten, dja chi, but tich, bao dam an toan cho minh 
va cac thong tin khac c6 hai cho minh. 

6. Khieu nai, to cao ve hanh vl cdn trd, gay phien hd, sach nhieu, vl pham phap 
lugt cua ngudi tiep cong dan, gidi quyet khilu nai, to cao. 

Dieu 14. Ngliia vy cua nguoi khieu nai, to cao, kien nghj, phan anh 
1. Chap hanh cac nghia vg quy djnh tai khodn 2 Dieu 7 Luat Tiep cong dan, 

khodn 2 Dieu 9 Luat To cao va khoan 2 Dieu 12 Luat Khieu nai khi den noi tiep cong 
dan. 

2. Neu ro hg, ten, dja chi hoac xuat trinh giay td tuy than, giay uy quyen (neu 
c6); tuan thu ngi quy t i lp cong dan va thgc hien theo hudng dan cua ngudi tiep cong 
dan, gidi quyit khilu nai, to cao. 

3. Trinh bay trung Ihgc sg vigc; cung cap dung, day du thong tin, tai ligu lien 
quan den ngi dung khieu nai, to cdo, kiln nghi, phdn dnh va phdi chju trach nhigm 
trudc phap luat ve ngi dung trinh bay va vigc cung cap thdng tin, tai lieu do. 

4. Vigc khilu nai, to cao, kien nghj, phdn anh dugc thgc hign bang don thi trong 
don phai ghi ro ngay, thdng, nam; ten, dja chi cua minh va ten, dja chi cua co quan, to 
chuc, ca nhan bj khieu nai, to cdo; ngi dung Idiieu nai, to cao, kiln nghj, phdn anli va 
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yeu cdu giai quyit. N lu trinh bay true tiep ma ngi dung dugc ngudi tiep cong dan ghi 
thanh van ban Ihi cong dan phai ky ten hoac diem chi xac nhan ngi dung trinii bay. 

CInrong VII 

T6 C H U C T H U C H I E N 

Dieu 15. Cong tac Idem tra 
Hang nam, Thanh tra Sd co trach nhiem tham mini Giam doc Sd xay dung ke 

hoach va kiem tra ket qua thuc hien cong tac tiep cdng dan, giai quyet khieu nai, td cao 
tai cdc dan vi true thugc Sd. 

Dieu 16. Che do bao cao 
1. Dinh ky hang thdng, quy, 6 thang, 9 thang va nam cac dan vi cd trach nhiem 

bao cao ket qua tiep cdng dan va giai quyet khieu nai, td cao cua dan vi minh ve Sd Tu 
piiap (qua Thanh tra Sa) de theo doi, tdng hgp bao cao Uy ban nhan dan tinli theo quy 
dinh. 

Thdi gian bdo cao; Bdo cao thang gui trudc ngay 08 cua thang bdo cdo; bao cdo 
quy gui trudc ngdy 08 cua thang cudi quy; bao cao 6 thang gui trudc ngay 08 thang 6; 
bao cao 9 thdng gui trudc ngay 08 thang 9; bao cao nam gui ve Sd trudc ngay 05 thdng 
12 hang nam. 

2. Bao cao dot xuat thuc hien theo hudng dan cua Sd Tu phap, Thanh tra Sd. 
Dieu 17. Dieu khoan thi hanh 
1. Thanh tra Sd cd trach nhiem chu tri, phdi hgp vdi cac don vj cd Hen quan td 

chuc trien khai Ihuc hlcn tdt Quy die nay; ddng thdi, theo doi, ddn ddc, kiem tra viec 
thuc liien, dinh ky bao cao Giam ddc Sd. 

2. Cac don vj trgc thudc Sd cd trach nhiem td chuc quan (riel va Irien khai thirc 
hign tdt Quy che nay d tirng don vi theo dung quy djnh. 

3. Trong qua trinh trien khai thuc hien Quy che, neu co vudng mSc cac don vi 
kip thdi bao cdo ve Sd 'I'u phap (qua Thanh tra Sa) de tdng hgp, bao cdo Lanh dao Sd 
xem xet, quyet djnh./. 

Trail Ngge Thanh 
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