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NANG CAO (HAT LUONG TIEP CONGDAN
TRONG BOI CANH CHUYEN BOI S0

NGUYEN THE TAI"

Tiép cong din Ia mét trong nhitng hoat dong quan trong cia Dang, Nha nudc va cdc co quan,
t0 chiic trong hé théng chinh trj & nuéc ta. Thong qua hoat dong tiép céng dan, cdc co quan,
to chitc tiép nhdn céc khiéu nai, t6 cdo, kién nghi, phan dnh ctia Nhan dan lién quan dén
viéc thuc hién chu truong, duong 161, chinh sdach, phap ludt dé kip thoi c6 nhitng bién phap
xit Iy, khidc phuc dé phuc vu Nhin dén ngdy cang t6t hon. Chuyén ddi s6 qudc gia hién nay
d4 va dang dit ra nhiéu van dé trong thuc hién hoat dong tiép cong dan. Bai viét dé xudt mot
s6 kién nghj tiép tuc d6i méi va ndng cao chét lupng hiéu qua tiép cong dan trong boi cdnh
hién nay.

Tirkhéa: Tiép cong dan; khiéu nai; to cdo; phdn dnh; kién nghi; chuyén doi so.

Receiving citizens is one of the important activities of the Party, the State, agencies and
organizations in the political system in Vietnam. Through activities of receiving citizens,
agencies and organizations receive complaints, denunciations, recommendations and
reflections of the People related to the implementation of guidelines, policies and laws, which
helps to promptly take measures to handle the situations and to serve the People better.
National digital transformation has been posing many problems in the implementation of
citizen reception activities. The article proposes a number of recommendations to continue
innovating and improving the quality of citizen reception work in the current context.
Keywords: Citizen reception; complaints; denunciations; feedback; recommendations;
digital transformation.
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1. Vai tr, tam quan trong ctia hoat dong
ti€p cong dan

Thuc hién hoat dong ti€p cong dan thé
hién ban chat Nha nudc ctia dan, do dan va
vi dan, tang cuong mai quan hé gitta Nhan
dan v6i bang va Nha nudc; gitp cho bang,
Nha nuoc ti€ép nhan duge nhing thong tin
phan hoi tir thuc té, nhiing van dé nay sinh
tlr cudc song, tir do dé ra chu truong, quyét
sach dang dén, hop long dan.

Thit nhat, tao diéu kién cho Nhan dan
thuc hién quyén lam chd, thuc hién quyén
dan chu truc ti€p, gop phan giai quyét cac
btic xdc ctia Nhan dan, giam xung dot trong
x4 hoi.

Tiép cong dan la hoat dong nham thuc
hién héa quyén dan chui ctia Nhan dan, 1a su
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cu thé héa quyén tham gia quan Iy nha nuoc,
quan ly xa hoi, tham gia thao luan cac van dé
chung ctia Nha nuéc va xa hgi cia Nhan dan.

Thit hai, gop phan tang cuong mdi quan
hé gan b6 mat thiét gitta Dang va Nha nuéc
vOi Nhan dan. Tiép cong dan dugc coi la mot
nhiém vu thuong xuyén, 1a phuong thiic dé
nguoi dan thé hién tiéng ndi va quyén lam
cht ctia minh. Thong qua hoat dong tiép
cong dan, cac co quan, t6 chtc sé kip thoi
giai quyét cac biic xtic, vudng mdc ciia Nhan
dan goép phan gidp yén long dan, duy tri
niém tin ctia Nhan dan doi véi su lanh dao
ctia Bang, su quan ly ciia Nha nuoc, giap bao
dam su6n dinh tinh hinh chinh trj, trat twan
toan xa hoi.

Thit ba, gitp nguoi dan thuc hién tot
quyeén khiéu nai, t6 céo, kién nghi, phan dnh
ctia minh.

Tiép cong dan la tien dé quan trong ctia
cong tac giai quyét khiéu nai, td céo va kién
nghi, phan anh ctia cong dan. Qua do, sé han
ché viéc nguoi dan khiéu nai, t6 céo va kién
nghi, phan dnh khong dang, vugt cép, kéo
dai cting nhunhting bat cap khéc trong cong
tac giai quyét khiéu nai, t6 céo va kién nghi,
phan anh ctia Nhan dan.

Thit tu, gitup thu hat sy tham gia cta
nguoi dan vao viéc danh gia, kiém tra, giam
sat doi voi chinh séch, phap luat va hoat
dong cta can bg, cong chtc.

Tiép cong dan chinh l1a phuong thic dé
co quan nha nudc c6 dugc nhing khuyén
nghi vé chinh sach dé t6 chic va hoat dong
hiéu qua hon, thiét thuc hon. Céc co quan,
t0 chiic thdy dugc nhting han ché dé tirdo co
nhing khic phuc va céc co quan nha nuéc
khong nglmg nang cao hiéu lyc, hiéu qua
hoat dong dé phuc vu Nhan dan ngay cang
tot hon.

2. Yéu cdu ciia viéc ti€p cong dan trong
b6i cdnh chuyén dadi s6 qudc gia

Mot Ia, yéu cau vé viéc tdng cuong su
lanh dao cua Dang doi voi hoat dong tiép
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cong dan trong tinh hinh méi.

Qua thuc tién hoat dong ti€p cong dan
cho thdy noi nao céc cdp ty nhan thitc ding
vi tri, vai tro va quan tam dén cong tac tié€p
cong dan thi & do hoat dong tiép cong dan
dem lai nhiing két qua tot, giai quyét kip thoi
céc yéu cau, kién nghi, phan anh, khiéu nai,
to cdo ciia nguoi dan.

Trong bai canh chuyén dai s6 v6i nhiéu
van dé mai xudt hién, ting cwong sulanh dao
ctia Dang doi voi hoat dong tiép cong dan la
yéu cau cap thiét, doi hoi Dang phai co6
phuong thiic 1anh dao pht hop béng cach dé
ra phuong huéng chi dao viéc t6 chiic va
hoat dong ti€p cong dan, thong qua viéc ban
hanh cac nghi quyét, chi thi cia Dang, tang
cuong lanh dao thuc hién hoat dong tiép
cong dan trong tinh hinh mai.

Hai Ia, yéu cau nang cao chat luong hoat
dong ti€p cong dan gén lién voi xay dung va
hoan thién Nha nudc phap quyén xa hoi cha
nghia (XHCN) ctia Nhan dan, do Nhan dan
va vi Nhan dan.

Hoat dong tiép cong dan da dong vai tro
tich cuc trong viéc truc tiép thuc hién quyén
cta cong dan, bao vé quyén va loi ich hop
phép cho nguoi dan; gop phan thuc hién cht
truong xay dung nha nudc phdp quyén
XHCN. Dé thuc hién dinh huéng nay, yéu
cau dat ra la hoat dong ti€p cong dan va xix
ly don thu khiéu nai, t6 cdo, kién nghi, phan
anh phai dua trén co s& quan diém ctia Dang
va phap luat ctia Nha nuéc, cu thé hoda cac
quy dinh cta Hién phdp vé xay dung Nha
nudc phap quyén XHCN Viét Nam ctia Nhan
dan, do Nhan dan va vi Nhan dan; bao dam
quyén con nguoi, quyén ti do, dan chi cta
cong dan. Tiép do, Nghi quyét s6 27-NQ/TW
ngay 09/11/2022 ctia Hoi nghi lan thit 6 Ban
Chép hanh Trung wong bang (khoéa XIII) ve
tiép tuc xay dung, hoan thién Nha nudc phéap
quyén XHCN Viét Nam trong giai doan moi
da xac dinh mot trong nhiing giai phap do la
bao dam quyén lam chd ctia Nhan dan,
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thuong ton Hién phdp va phap luat, ton
trong, bao dam va bao vé quyén con nguoi,
quyén cong dan.

Ba Ia, yéu cau nang cao chit lugng, hiéu
qua hoat dong ti€p cong dan gin véi qua
trinh chuyén ddi so ctia co quan nha nudc.

Quad trinh nay bao gom viéc thay doi cac
quy trinh ¢t bang cac quy trinh méi, ap dung
cac cong nghé moi, thic ddy suhop téc, lién
két va chia sé dit liéu gitta cdc co quan va to
chtc. Do do, viéc tiép cong dan trong boi
canh hién nay, ddc biét trong bdi canh
chuyén déi so doi hoi cdc co quan nha nuéc
ddy manh viéc ing dung cong nghé thong tin
vao hoat dong ti€p cong dan dé nang cao
hiéu qua, chat lugng ctia hoat dong nay.

3. Nhimg kho6 khdn, thach thic cia hoat
dong tiép cong dan trong b6i canh chuyén
d6iso

Hién nay van con tinh trang nguoi ding
dau mot s6 co quan, don vi chua nhan thtic
day du, sau sic veé hoat dong ti€p cong dan
va chua xem tiép cong dan la mot trong
nhiing nhiém vu quan trong nham nang cao
hiéu qua giai quyét khiéu nai, t6 cdo, gop
phan on dinh chinh tri, xa hoi, phat huy
quyén dan chi ctia Nhan dan.

Theo Béo cdo giam sat chuyén dé ctia Uy
ban Thuong vu Quéc hoi ndm 2022, s6 lugng
ti€p cong dan cua cdc co quan tir ngay
01/01/2022 - 31/12/2022, nhu sau: Thanh tra
Chinh pht tiép 75.000 luot (chiém 38%); cac
b, nganh tiép 472.000 luot (chiém 38%); cac
dia phuong tiép 2.2 triéu luot (Uy ban nhan
dan (UBND) cap tinh 56%; UBND cdp huyén
94% va UBND cap xa 494%). Qua so liéu tiép
cong dan tai co quan, dia phuong qua thap,
ddc biét, van con c6 mot s6 b truong trong
5 nam khong tiép cong dan lan nao; mot s6
bd, nganh, co quan co6 ty 1é du6i 20%; c6 mot
s0 UBND cap tinh khong c6 so liéu ti€p cong
dan, 1a: Bac Ninh, Dong Nai, Kién Giang va
Nghé An'.

Luat Tiép cong dannam 2013 x4c dinh rd
trach nhiém tiép cong dan dinh ky, dot xuat
ctia nguoi ding dau cac co quan, to chic,
don vi. D6i véi hoat dong tiép cong dan dinh
ky, theo khoan 2 biéu 18 Luat Tiép cong dan
quy dinh, nguoi ding dau co quan c6 trach
nhiém truc ti€p thuc hién viéc ti€p cong dan
it nhat 1 ngay trong 1 thang tai dia diém tiép
cong dan ctia co quan minh. Khoan 5 Diéu
12 cting quy dinh, chua tich UBND cap tinh
phai tiép cong dan dinh ky it nhat 1 ngay
trong 1 thang. Ngoai ra, khoan 5 Diéu 13 quy
dinh cha tich UBND cap huyén phai tiép
cong dan it nhét 2 ngay trong 1 thdng; diém
d khoan 2 biéu 15 quy dinh cht tich UBND
cdp xa phai tiép cong dan it nhat 1 ngay
trong 1 tuan. Ludt Tiép cong dan khong quy
dinh nguoi ding dau dugc Gy quyén trong
cong tac tiép cong dan, (khoan 4, Dieu 24).

Thuc té cho thdy, quy dinh nay kho c6
tinh kha thi, nhat 1a doi voi viéc tiép cong
dan ctia bd truong, chti tich UBND cap tinh,
cdp huyén vi cac chiic danh nay phai quan
ly, diéu hanh rat nhiéu cong viéc. Tuy nhién,
lai khong c6 quy dinh yéu cau cu thé thoi
gian phai tiép cong dan bo sung néu nguoi
ding dau lui lich tiép cong dan cting nhu
thiéu quy dinh tiy quyén tiép cong dan cho
cdp pho ctia nguoi ding dau nén “viéc ty
quyén nghia vu nay cho nguoi khac la hanh
vi vi pham phap luat”?. Luat Tiép cong dan
hién hanh khong quy dinh nguoi ding dau
duoc Gy quyén trong cong tac ti€p cong dan,
nhung: “Ttt thuc t€ Thanh tra Chinh phu va
nhiéu by, nganh, dia phuong, quy dinh nay
da gay kho khdn cho cong tac tiép dan cta
nguoi dung dau”,

Bén canh do6, hién nay chua cé day du
cdc quy dinh c6 lién quan dén viéc thyc hién
chuyén doéi so trong hoat dong ti€p cong dan
nén chua bao dam day du co so phap ly, gay
ra nhitng khé khan nhat dinh cho viéc thuc
hién tiép cong dan.

Ung dung cong nghé thong tin trong hoat
dong tiép cong dan duoc xem la ndi dung
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quan trong nham nang cao hi¢u qua, tao
thuan loi va phuc vu nguoi dan duogc tot hon.
Yéu cau nay dugc quan triét thuc hién trong
Nghi quyét s6 623/NQ-UBTVQH15 ngay
07/10/2022 vé viéc tiép tuc tang cuong hiéu
luc, hiéu qua thuce hién chinh séch, phap luat
Ve ti€p cong dan va giai quyét khiéu nai, to
cdo. Tuy nhién, trén thyc t€, mo hinh nay
van chua duogc trién khai thyc hién thong
nhat trén ca nudc, dac biét 1a & chinh quyén
dia phuong.

4, Mot s6 gidi phép, kién nghi

Thit nhat, tang cuong trdch nhiém cua
nguoi dung dau cdc co quan, to chiic trong
hoat dong tiép cong dan.

Céc cap uy co trach nhiém lanh dao, chi
dao va thuc hién cong tac tiép cong dan; phai
xac dinh day 1a nhiém vu chinh tri quan
trong, thuong xuyén, dong thoi chi dao viéc
khéc phuc kip thoi soho, bat cap trong chinh
sach, phap luat va cong tdc quan Iy nha nuéc
dé han ché tinh trang biic xtic, khiéu kién ctia
nguoi dan.

Bén canh do6, can nang cao nhan thic,
tang cuong trach nhiém ctia nguoi dimg dau
céc co quan, to chiic trong cong tac ti€p cong
dan, tdng cuong cong tac tuyen truyén, phd
bién phap luat vé tiép cong dan dén Nhan
dan, trién khai thuc hién nghiém ttc, c6 hiéu
qud Quy dinh s6 11-QD/TW ngay
18/02/2019 ctia BO Chinh tri va Chi thi s6 35-
CT/TW ngay 26/5/2014 cta Bo Chinh trj ve
tang cuong su lanh dao cta Dang déi voi
cong tac ti€ép cong dan va giai quyét khiéu
nai, to céo.

Lanh dao co quan, don vi, dia phuong
phai chiu trach nhiém t6 chtic, chi dao duy
tri cong téc tiép cong dan tai co quan, don vi,
dia phuong theo ding quy dinh phap luat vé
tiép cong dan...

Thit hai, hoan thién cdc quy dinh phdp
luat vé tiép cong dan va quy dinh vé khiéu
nai, to cdo gdn voi qua trinh chuyén doi so.

Can to0 chtc ra soat nhiing vuong méc,
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kho khan trong viéc t6 chtic, thuc hién Ludt
Tiép cong dan, Luat Khiéu nai, Ludt To cdo
dé huong dan cac b nganh va dia phuong
thuc hién bao dam tinh dong b, khac phuc
mau thuén, chong chéo®.

B6 sung quy dinh cho phép nguoi diing
dau uy quyén doi voi cdp pho cta cac co
quan hanh chinh nha nudc trong tiép cong
dan. Luat Tiép cong dannam 2013 quy dinh
nguoi dimg dau cac co quan hanh chinh nha
nudc cac cdp phai truc tiép thuc hién nhiém
vu ti€p dan thuong xuyén, dinh ky va dot
xudt. Tuy nhién, da s6 nguoi ding dau déu
iy quyén cho cdp phé ctia minh thuc hién
nhiém vu ti€p dan. Vi vay, can bé sung vao
biéu 4 Luat Tiép cong dian nam 2013 noi
dung “Nguoi ding dau cac co quan nha
nudc co6 trach nhiém ti€p cong dan va c6 thé
iy quyén cho cdp pho ctia minh tiép cong
dan theo linh vuc dugc phéan cong phu trach,
trir truong hop phtc tap”. Day la giai phap
httu hiéu nham giam tai nhiém vu cho vi tri
nguoi diing dau cac co quan nha nudc ciing
nhu phét huy vai tro cdp phé nguoi diing dau
trong viéc tiép cong dan.

B6 sung cac quy dinh ctia phép luat lién
quan dén khiéu nai, to cdo, ti€p nhan phan
anh, kién nghi tryc tuyén ctia cong dan trén
modi truong sé cling nhu cdc quy dinh tiép
cong dan tryc tuyén dé tao hanh lang phap
ly cho viéc trién khai thong nhét quy dinh
nay trong bdi canh chuyén doi s6.

Thit ba, tang cudng tuyén truyén, pho
bién gido duc phap Iuat va cong khai, minh
bach vé tiép cong dan trén moi truong so.

Trong boi canh chuyén doi so hién nay,
tang cuong tuyén truyén, phd bién gido duc
phap luat vé ti€p cong dan trén moi truong
s0 can dugc thuc hién thuong xuyén, lién
tuc. Cac co quan, t6 chitc phai ddy manh viéc
cong khai, minh bach vé tiép cong dan lén
cong thong tin dién t& hoac trang thong tin
dién tir ctia co quan, t6 chiic dé nguoi dan dé
dang tiép can.
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Thit tu, ddy manh viéc boi duong ky cho
doi ngti cdn bg, cong chiic lam cong tdc tiép
cong dan gdn voi qua trinh chuyén doi so.

Trong do, can thiét nang cao cac ky nang
mém lién quan dén hoat dong ti€p cong dan,
nhu: ki nang giao tiép, kj nang thuyét phuc,
ky nang lang nghe, ky nang thu thap thong
tin trén moi truong so, ky ndng lam viéc
trong moi truong so... Qua do, giap cén bo,
cong chuc tié€p cong dan c6 thém ty tin,
manh dan hon trong giao tiép, c6 thém kinh
nghiém trong xttly tinh hudng lién quan dén
ti€p cong dan dac biét trén moi truong s6 dé
hoan thanh tét hon nhiém vu tiép cong dan.

Thit nam, tang cuong tng dung cong
nghé thong tin vao hoat dong tiép cong dan,
dp dung mo hinh tiép coéng dan truc tuyén
gdn véi qud trinh chuyén doi so trong cdc co
quan nha nudc.

Trién khai m¢ rong phan mém “Quan ly
ho so khiéu nai, t6 cdo” theo hudng lién
thong gitta cac co quan stt dung phan mém,
lién thong gitta cac co quan, t6 chiic, gitp tra
ctru két qua xt ly don ctia cac co quan qua
co so ditliéu dung chung, qua doé gitp nang
cao hiéu qua cong tac tham muu giai quyét
doi voi nhiing truong hop khiéu nai, to cdo
thudc tham quyén giai quyét cta cac co
quan, don vi.

Bén canh do, cac co quan, t6 chtic can
ddy manh xay dung cdng thong tin dién t
riéng ctia Ban Tiép cong dan cac cdp dé mo
rong kénh ti€p xuc, trao d6i voi Nhan dan;
vira tich cuc tuyén truyén chinh sach, phap
luat cia Nha nudc cho Nhan dan, vira ndm
dugc tinh hinh tw twong, du luan xa hoi,
nhiing vidn dé néi lén dugce du ludn quan
tam; dong thoi, c6 thé giai dap nhiing thac
mdc ctia nguoi dan hodc huéng dan nguoi
dan thyc hién viéc khiéu nai, té6 cdo ding
quy dinh.

B6i canh cudc cach mang cong nghiép
lan tht tu da va dang mang dén nhiing
phuong tién va cach thtc giao tiép mai tiét
kiém hon va hiéu qua hon. Tiép cong dan

truc tuyén c6 su ho tro tir cac thiét bi dién t
va phan mém tng dung truyén hinh truc
tuyén duoc thiét 1ap, két n6i voi nhau thong
qua moi treong mang. Viéc ti€p cong dan
tryc tuyén sé gidp nang cao hiéu qua, chat
lugng cong tac tiép cong dan, dap tng trong
diéu kién xa hoi co dich bénh ciing nhu trong
diéu kién xa hgi binh thuong; nang cao hiéu
qua, chat luong cong tac doi thoai, giai quyét
khiéu nai, to cdo, bao dam an ninh, an toan
trat ty va cong tac phong, chong dich bénh
(néu c6); han ché téi da tinh trang khiéu kién
dong nguoi, vuot cap, phtic tap, mt an ninh,
trat tu)
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