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T
ii thap nien 90 cua the ky XX, 
triidc nhiJng han che va ba't 
cap trong boat dpng cua hanh 
chinh nha nQdc theo mo hinh 

hanh chinh cong truydn thdng, nhieu nQdc 
tren the gidi da tien hanh cai each hanh 
chinh (CCHC) theo mo hinh "hanh chinh 
phuc vu," cung nhQ nang cao chat IUdng 
phuc vu cua cac ed quan hanh chfnh (CQHC) 
vdi phQdng cham "ngQdi dan la tren het", 
"phuc vu la thQ nha't". ThQc t i l n b i o d im 
tieu chuan phuc vu eong d mot so quoc gia 
nhU Hoa Ky, Anh va Australia da cho thay 
ro dieu nay. 

(*) Hgc vien Chinh tri khu vi/c IV, Hgc vign 
Chinh trj qud'c gia Ho Chi Minh 

1. Tieu chuan phue vu cong 6 mot sd 
qud'c gia 

1.1. Tai Hoa Ky 
TrQdc thgc trang sg hai Idng cua ngUdi 

dan ddi vdi sU phgc vg cua eac CQHC rat 
thap {17% vao nam 1990), tUthap nien 90 cua 
the ky XX den nay, Chinh phu Hoa Ky ludn nd 
luc nang cao chat lupng phpc vu cua eac 
CQHC nha nQdc khi ehu trUdng "dat khach 
hang (ngQdi dan) len tren het"<". Theo dd, nam 
1993, Tdng thdng My B.Clinton da quye't djnh 
thanh lap Uy ban danh gia hieu qua ehinh 
phu; ddng thdi thue day Qude hdi My ban 
hanh "Luat ve ket qua va hieu suit chfnh 
phu" (GPRA). Tren cP s6 dd, ngay 11/9/1993, 
Tdng thdng B.Clinton da ban hanh Quyet 
djnh hanh ehfnh sd 12862 ve "Ban hanh tieu 
chuan phuc vg cdng". Quyet djnh nay dgt ra 
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yeu eau ddi vdi hogt ddng eua CQHC phii "lay 
khach hang lam trung tam", ti§u chuan phuc vu 
cdng cua CQHC phai tUdng dgpng vdi tieu 
chuan va chat lupng phgc vu cua doanh 
nghiep tdt nhat, ddng thdi quy djnh nhQng yeu 
eau cy the ddi vdi viec ban hanh tieu chuan 
phye vy cdng, phye vy ngudi dan cua cac 
CQHC. Cy th i la: 1) Mdi CQHC d n xac djnh 
dupe khaeh hang va ddi tupng phye vg cua 
minh; 2) Nim bit dupe mQc dp hai Idng cung 
nhu nhQng ky vong cQa khach hang ddi vdi sU 
phue vu cua CQHC; 3) Ta't ea cac CQHC tiep 
xQc trgc tidp va cung cap dich vu quan trpng 
cho ngudi dan d n phai ban hanh, cdng bd tieu 
chuin phgc vy cong tgpng Qng; phii can cQ 
vao tieu chuan nay de danh gia hieu qui, chat 
iQdng hoat ddng cua ed quan; 4) Thdng tin ve 
tieu chuan phuc vg cdng d n dgpe c6ng bo rd 
rang, d l hieu va d l thge hien; 5) Da dang hda 
phQPng thQc phgc vg va dap Qng nhu eau da 
dgng cQa khach hang; 6) Cung d p cho khach 
hang cP ehe thgc hien khieu nai thdng sudt va 
thuan Ipi'̂ '. 

Thgc hidn Quye't djnh hanh chfnh so 12862, 
eac CQHC trgc thupc Chfnh phQ li§n bang va 
cac bang can cQ tfnh chat va dae diem eua cd 
quan minh d l ban hanh tieu chuan phgc vu phu 
hdp. Vf dy, Uy ban lien bang Bao ve di sin lich 
sQ (mdt ed quan trpe thupc Chfnh phu lien 
bang) da ban hanh tieu chuan phue vu edng 
cung nhu quy trinh quan ly npi bp. Trong bp tieu 
chuan ve phye vy c6ng, ngoai cac quy djnh ve 
nhQng phUPng dien khae, cd quan nay da cd 
nhQng quy dinh ey the lien quan den viec ndi 
chuyen, tiep xQc qua dien thoai giQa cdng chQc 
vdi ngUdi dan'̂ '. Theo bao cao tdng kdt cua 
Chfnh phu Hoa Ky, trong giai dogn tQ nam 1993 
den nam 2000, viee edng bd va thQc hien tieu 
chuan phuc vg cdng cua cac CQHC da dgt 
dQpc mye dich la phuc vu ngQdi dan tdt hdn. 
Thdng ke den cudi nam 1997, ed khoang 570 
CQHC d p lien bang da ban hanh va thQe hidn 
hdn 4.000 tieu chuan phye vu cdng. Den nam 
2000, cd 80% nha quin ly thupc khu vuc edng 
eua Hoa Ky cho rang, dap Qng sQ ky vpng va 
thda man khaeh hang (ngQdi dan) la mye tieu 
phye vu eua hp; ty le nay vao nam 1990 la 20%'"'. 

1.2. Tgi Australia 
Id thap nian 80 cua the ky XX, Chfnh phu 

Australia da thgc hien nhieu bien phap nham 

nang cao chat IQpng phye vg eua CQHC. 
Ngay 04/12/1999, Qude hdi Australia da ban 
hanh Luat phuc vy cdng quy djnh nhQng yeu 
eau va nguyen tac cdt Idi trong phgc vg cdng, 
phgc vu ngudi dan cua cae CQHC va dpi ngu 
cdng ChQc; quy djnh eac CQHC va dpi ngu 
cong chQc can phii cung d p sQ phye vy mot 
each e5ng bang, hieu qua va l l d6 vdi ngQdi 
dan; nhanh nhgy trong viec nam bat va dap 
Qng tdt nhu cau cua ngudi dan. Ddng thdi, 
nham dim bio tfnh chuan mgc trong hanh vi 
phye vy ngudi dan cua dpi ngu cdng chQe, 
Chfnh phu Australia da ban hanh tieu chuin 
phgc vg edng, phgc vy nggdi dan cua dpi ngu 
c6ng chQc. Bp tieu chuan nay nhan manh 
c6ng ChQc phii t6n trpng ngQdi dan, khdng 
dQpe quan lieu, hach djch vdi ngudi dan. Tren 
ed sd hudng din chung v l tieu chuan phye vu 
edng do Chfnh phu ban hanh, chinh quyin dja 
phuong da cy the hda tiau chuan phye vu mot 
each phu hpp. Vf du, ehinh quyen thanh phd 
Canberra da ban hanh tieu chuan phue vu 
khach hang (ngudi dan), gdm 7 dilm: 1) Hieu 
khaeh hang va nam bat dUdc dgc diem, nhu 
d u cua khach hang; 2) CU xQ tdt vdi khach 
hang, tuan thu eac quy djnh phuc vu khach 
hang do Chfnh phu d l ra, thgc hien cam ket 
"toan tam phgc vg"; 3) Ndi tiep cdng dan va 
gil i quyet edng viee cQa nggdi dan phai dat d 
vj trf thuan Idi, cd dgdng di thuan tien, moi 
trudng saeh se, thoai mai va than thien; dat 
minh vao vj tri cua ngUdi dan, nghT eho ngudi 
dan, thgc hien cac bien phap vi quyen va Ipi 
ich eua ngUdi dan; cung cap thdng tin, bing 
bieu, trinh tg, thQ tgc mdt each rd rang, de 
hieu, cho ngudi dan biet each thQc d l ho danh 
gia, cham dilm ddi vdi su phye vy cQa cong 
ehQc); 4) Thiet lap va bio dim trinh tg giai 
quyet khilu ngi, td cao chat che, chfnh thQc 
theo quy dinh cua phap luat; 5) Danh gia hieu 
qua thgc hien nhiem vg theo djnh hgdng "gia 
trj khach hang" (lay mQc dp hai long ci!ia 
khach hang d l danh gia hieu qua va chat 
lupng hogt ddng); 6) Chuan mge va ky nang 
trong trao ddi, giao tiep dien thogi vdi ngudi 
dan phai theo tieu chuan do Chfnh phu quy 
djnh; 7) Doi mdi khong ngQng d l dap Qng tdt 
hdn nhu cau eua cdng dan, lay y kien phan hdi 
cua khach hang tgi ndi lam viec nham eli 
thien chat IQdng phuc vy'^'. 
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1-3. Tgi Vuong quoc Anh 
Nam 1991, sau khi trd thanh ThQ tQdng 

Anh, ong John Major da trinh bay trQdc Qudc 
hpi ve <f tudng va ke hogch "Hien chUdng cdng 
dan". TQ nam 1992, trong cQdng ITnh eua minh. 
Dang Bio thu coi "Hien chUdng cdng dan" la 
ke hogch hanh dpng rdng rai, sau sac nha't 
trong Ijnh sQ ngdc Anh nham cai thien chat 
IQdng phgc vu edng. Mge dfch eua "Hidn 
ehUdng e6ng dan" ia e l i thien chit lupng phgc 
vg cdng, gdp phin nang cao hieu qua va chat 
iQpng phgc vy edng cua cac CQHC. Nam 
1997, ThQ tgdng Tony Blair da cd mot sd dieu 
ehinh va bd sung ddi vdi "Hien chUPng c6ng 
dan" ban hanh nam 1991. Theo dd, nguyen 
tie, tidu chuin trong phgc vg cdng dupe Chfnh 
phQ Anh dd ra gdm: 1) Xae lap tieu chuan 
phuc vg^ (can xae lap tieu chuan phuc vu rd 
rang nham dap Qng ky vong cua ngudi dan, 
ddng thdi kiem soat, danh gia hieu qua va 
cdng bd mQc dp thgc hidn theo tieu chuan; 2) 
Cong khai va eung d p th6ng tin d iy du (phii 
bao d im tfnh edng khai, sQ dung ngon ngQ d l 
hieu de trao ddi va giao tiep rd rang, hieu qua 
vdi ngQdi dan; giup dd ngQdi dan sQ dgng dich 
vg c6ng; eung d p th6ng tin d iy dO lien quan 
den djch vg edng, nhat la phi, le phi va phQdng 
thQe cung Qng; 3) SQ tham gia va lang y kien 
cCia nggdi dan. Theo dd, trong qua trinh phgc 
vg, CQHC va dpi ngu cdng chQc d n ling 
nghe y kidn cua ngUdl dan mot each rpng rai, 
tiep nhan y kien gdp y cua ngUdi dan de el i 
tidn hogt ddng phgc vu cdng; 4) Tgo thuan Idi 
de nggdi dan tiep can dieh vy eong va dim 
bao sg iga chpn cua nggdi dan (nggdi dan tiep 
can va sQ dung djch vg cdng thuan tien, de 
dang , gdm ca viec ap dgng day du cdng nghe 
th6ng tin d l phgc vu nggdi dan); 5) Ddi xQ 
binh dang vdi tat e l mpi ngudi; tdn trpng nggdi 
dan, le dp trong giao tiep va phgc vy; quan 
tam den nhQng nggdi cd nhu d u dac biet; 6} 
Neu ed sai sdt thi bat budc phii sQa chQa 
(cong chQe d n thgc hien dung, nhanh chdng 
va hieu qua cdng viec cua minh; biet rut ra bai 
hpc kinh nghiem tQ nhQng thieu sdt trong boat 
dpng va khieu nai cua ngQdi dan ed trinh tg d l 
nggdi dan thge hien viec khieu ngi mdt each 
thuan Ipi va cdng khai; neu can thi thiet lap ed 
ehe tham tra dpc lap); 7) SQ dyng cd hieu qua 
ngudn igc de cung d p sg phgc vg cd gia tri 

nhat cho ngQdi nop thue va ngQdi sQ dgng 
djch vu; khong vi Ipi fch ngan ban ma hy sinh 
chat IQpng phuc vu; 8) C i i tidn va ddi mdi (eae 
CQHC va dpi ngu cong chQc can thgdng 
xuyen tim kiem cae phUdng thQc khae nhau de 
el i tien ̂ phQdng thQc va chat IQpng phgc vy; 
phat trien van hda ddi mdi va theo dudi chat 
IQdng hogt ddng tdt nhat trong CQHC); 9) Tich 
cgc hpp tac va cung cap djch vg mang tfnh tfch 
hdp de thoa man nhu d u cQa mpi nggdi, eung 
Qng djch vy cdng theo hQdng tich hpp, ddn 
gian va cd hieu qua thdng qua viee dilu phdi 
sg phdi hdp giQa eac ben. Hi§n nay, dga tr§n 
nguyen tae phuc vg edng neu tren, hiu het cac 
CQHC trung Udng va dja phUPng d Anh deu da 
thidt lap "Hien chUdng phye vy" phu hdp vdi 
nganh, dja phQdng va ddn vj mlnh'̂ '. 

2. Cd che bio dim thî c hi0n tieu chuan 
phuc vu cong 

Viec ban hanh tieu chuin phgc vy cdng 
tuy quan trpng va can thiet, nhung cdt loi van 
la ed ehd de bao dim thge hien nhQng tieu 
chuan nay trong thge te. Ve cd bin, Hoa Ky, 
Australia va VUdng qudc Anh da van hanh 
ddng bp mot sd co che chu yeu sau: 

Mdt li, cac CQHC danh gii mdc do hii 
Idng cOa ngUdi dan dd'i vdi sU phuc vu hiin cd; 
cdng bd tiiu chuan vi xiy dung ke hoach thdc 
hiin tiiu chuan phye vij cdng. 

Tren ed sd nguyen tac vd tieu chuan phye 
vy edng do Trung Udng ban hanh, cac dja 
phQdng va eae CQHC da d l ra 16 trinh va bien 
phap d l thgc hien tieu chuan eung nhu nang 
cao chat iQPng phgc vu cdng cua cd quan 
minh. Cy the, cac CQHC tidn hanh danh gia 
mot each day dQ mQc dp hai Idng cQa ngQdi 
dan ddi vdi sg phuc vg hien cd, hieu ro sg ky 
vong cQa ngQdi dan ddi vdi chat IQdng phgc 
vg; tren cd sd dd, xay dQng va cdng bd cdng 
khai tieu chuan phgc vg cua ed quan minh. Do 
tfnh chat va dae dflm khac nhau ma moi 
CQHC ed the de ra tieu ehuin phgc vg cdng 
khac nhau, nhgng phii the hien day du cac 
nguydn tac phye vy cdng dQpc neu trong cae 
van ban mang tfnh hudng din cQa Trung 
UPng. Khdng ehl cdng bd cdng khai cam ketv l 
tieu chuan phgc vy, cac CQHC cdn xay dgng 
va thuc hien ke hoach de bio dam thgc hien 
cac tieu chuan dd, th i hien d cae npi dung nhU 
sap xep, td ehQc bp may; ddi mdi trinh tg hogt 
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dpng npi bp; dao tao, bdi dgdng c6ng chQc; 
phan bd ngudn igc; dam bao ve cd sd vat 
chat; td chQe hpc tap va chia se kinh nghiem 
lan nhau giQa cac e6ng chQe trong CQHC... 

Hai li, ning cao nhin thdc cCia cdng chdc 
vi tiiu chuan phuc vu; dUa tiiu chuin phuc vg 
cong vao chUdng trinh dio tao, bdi dddng cdng 
chdc; col viic thuc hiin theo cac tieu chuan 
phuc vu cong la mot ngi dung quan trgng trong 
xay dUng dao dde cdng vu. 

Cdng ehQc la ngQdi quyet djnh chat lupng 
phuc vg cdng cua cac CQHC, cung la ngUdi 
quye't djnh viec thge hien hieu qua eac tieu 
chuan phue vy cong. Vi vay, edng tac dao tgo, 
bdi dudng cong chUc giQ vai trd dgc biet quan 
trpng. Viec dao tgo, bdi dudng cdng chQc (cl 
dao tao, bdi dQdng lan dau hay djnh ky) deu 
coi trpng viee nang cao nhan thQc cho cong 
chQe ve mge dfch cua hoat ddng cdng vg; gia 
trj cua nen c6ng vy; eae chuan mgc, tieu 
chuan trong phuc vy cdng. Ben cgnh dd, viec 
thue day cdng ehQc thQc hien day du eac tieu 
chuan trong phye vg cdng cung la ndi dung 
cdt Idi cua c6ng tac xay dgng dao dQc cdng vu 
d cac nQdc nay... Theo dd, cac chuan mgc, 
tieu chuan trong phgc vu edng, nhU Ipi fch 
cdng, phgc vg edng; trach nhiem; c6ng khai, 
minh bgch; cong bang; t6n trpng va than thien 
vdi ngQdi dan; hieu qui va Hem ehfnh cung 
dupe xem la nhQng chuan mgc cP bin ve dao 
dQc edng vu va dao dQc cua cong chQc. Cong 
tae xay dgng dgo dQc c6ng vg, xay dgng dgo 
dQc cua c6ng chQc deu hudng den muc tieu 
iam cho cdng chQc bio dam thgc hien cd hieu 
qua tieu chuan phgc vg cdng. 

Ba li, giim sat viec thUc hiin tiiu chuin 
phuc vu cdng. 

Giam sat la cd che quan trpng d l bao dam 
viee thge hien eac tieu chuan phgc vy edng. 
Giam sat viec bao dam thgc hien tieu chuan 
phuc vu eong d cae nude Anh, Hoa Ky, Australia 
deu nhan mgnh mot sd phUdng dien sau: 1) 
Yeu d u cae CQHC va edng chQc bao dim 
tinh cdng khai, minh bgch trong thQc thi eong 
vy, trong cung cap dieh vy cung nhu cdng khai 
mQc dp bao dim thQc hien tieu chuan phuc vy 
e6ng trong thge td; 2) Phat huy vai trd giam sat 
eua nhieu chu the nhU: vai trd kiem tra, giam 
sat cua cap tren ddi vdi d p dudi ve thge hien 
tieu chuan phgc vg c5ng; giam sat cua thu 
trudng cP quan ddi vdi cdng chQe; giam sat 

eua ed q^ci. P-'LU i.-.!;••• v« A^y a^i^ui^ ut^u diJc 
edng vy ddi vdi viec tuan thQ tieu chuan phgc 
vg cdng va chuin mge hanh vi eQa cdng chiic' 
giam sat cQa dang cam quyin va ding chinh 
trj; giam sat eua cd quan dan cQ; giam sat ciJa 
eac td ehQc xa hpi; giam sat cua bao chfva 
ngudi dan'". Trong eac kenh va chu thi giam 
sat ndi tren, eae nQdc dac bidt coi trpng vai tro 
giam sat eua nggdi dan thdng qua nhleu 
phgdng thQc khac nhau, trong dd cd viec d̂ nh 
gia va cham diem trQc tidp ddi vdi sg phMCvu 
cQa CQHC va dpi ngu edng chQc. 

Bdn li, dinh gii cdng chdc vi CQHC tfteo 
tiiu chuan phuc vu cdng; ddng thdi phat iiuy 
vai tro cua ngudi ddng dau cOa CQHC trong 
thdc hien tiiu chuan phuc vu cdng. 

Danh gia cdng chQe va CQHC theo tieu 
chuan phgc vy edng da dgpc ban hanh la mot cci 
che quan trpng de thQc day viee bao dim thi/c 
hien tieu chuan trong phgc vg cdng cua cac 
CQHC. Trong danh gia v l chat lupng phye vu 
ngudi dan, eae qud'c gia nay rat coi trpng viec 
danh gia mQc dp thgc hien tieu chuan phycvy 
edng eua eae CQHC. Viec danh gia mQc dp thi/c 
hien tieu chuan phgc vu edng d Hoa Ky, Anh va 
Australia do nhieu chu th i thgc hian vdi nhilu cci 
che danh gia khac nhau, nhg: cdng chQeti/danh 
gia theo tieu chuan phue vy edng; thCi trUcing 
CQHC danh gia edng ehQc; CQHC tU danh gia; 
cap tren danh gia ddi vdi cap dQdi; Uy ban danh 
gia hieu qui ehfnh phu danh gia mdt each doc 
lap dga tren nhieu ngudn dQ lieu khac nhau; cac 
to ChQc nghien cQu va tU van chfnh sach (think 
tank) danh gia d l phye vg cho hoat d6ng tif van 
va kien nghj chinh sach; danh gia cua ngUdi dan 
th6ng qua viee cham diem va phan hdi vl mile 
dp hai Idng'̂ '... Viec danh gia nay giup eho moi 
CQHC va cdng chQc thay dQpc mQc do thilc 
hien tieu chuan phgc vy cdng cua minh, tQ d6 n6 
IQc eli tien, ddi mdi khdng ngQng d l nang cao 
chat iQdng phuc vg. Mat khac, viec danh gî  
khach quan, toan dien va diy du se gop phan 
quan trpng trong viec xem xet khen thuSng, kĵ  
luat ddi vdi ngudi dQng dau va cdng chQc trong 
cac CQHC. 

3. Mot so' gdi m6 doi vdi Viet Nam 
Hien nay, Viet Nam dang day manh c6ng 

cudc CCHC, nhat la c i i each thQ tue hanh 
chinh d l dap Qng ngay cang tdt hdn nhu ĉ u 
cua ngudi dan. Tieu chuan phgc vy e6ng CLia 
eac CQHC dgpe quy dinh trong nhidu vSn b§n 
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quy p h a m phap luat. Nh ieu dja phgpng da ed 
nhOng rrid hinh va each lam hay n h i m nang 
cao chat lupng phgc v y , d ien hinh nhg md 
hi^nh "chfnh quydn than th ien" , "ng eudi cdng 
sd " . . . Tuy nh ien , t ieu chuan phue vg cdng va 
cd ehd bao dam thgc hien van edn mot sd 
hgn c h e , bat cap , nhg : chga cd Luat phgc vg 
edng eua eac C Q H C ; cac t ieu chuan phue vg 
edng tuy da dupe de cap trong nhieu quy 
djnh ve C C H C , ve xay dQng cdng s d , nhung 
chUa the h ien tap trung trong mot van ban 
thdng nhat , npi dung t ieu chuan phye vu 
ehua toan d ien ; v iec xay dung t idu c h u i n d 
m6t sd npi chQa dpa t ren v iec nam bat day 
du ky vpng cua ngUdi dan , C d che bao d i m 
thue h ien t ieu chuan v i n la khau y e u , the 
hidn t ren tat ca cac mat tQ ey the hda t ieu 
chuan ; dao tao , bdi dQdng; xay dgng dgo dQc 
edng v g ; g iam sat ddn danh gia cdng ehQc 
va xQ ly t rach nh iem. 

De gdp phan nang cao chat IQpng phgc vy 
eua eae C Q H C , tQ kinh nghiam cua cac nudc 
Hoa Ky, Anh , Australia ed t h i rQt ra mdt sd 
kinh nghiem tham khao nhg sau: 

Mdt la, can nghien cQu xay dQng va sdm 
ban hanh Luat phuc vy cong dS dieu chinh 
hogt dpng phuc vu nhan dan, phuc vy cdng 
cQa eac CQHC. Luat nay cd tac dung xac lap 
nhQng nguyen tac, gia tr i , t ieu chuan cdt Idi 
trong phye vy cdng cua cac CQHC nha nUdc. 

Hal la, cac cd quan chQc nang d n ban 
hanh quy djnh ve tieu chuan phye vy edng cua 
eae ddn vj hanh ehfnh n h i m dinh hudng cho 
boat dpng xay dPng va thgc hien tieu chuan 
phgc vg c6ng cQa cac bp, nganh va dja 
phQdng; d n cu the hda va edng bd cdng khai 
eung nhg de ra 16 tr inh, ke hoach thgc hi§n 
t ieu c h u i n phgc vg c6ng mot each phQ hpp. 
Ddng thdi , dQa cae tieu chuan phgc vg cdng 
cua cae CQHC vao chgpng trinh dao tgo, bdi 
dgdng can bp, c6ng chQe; coi viee can bp, 
c6ng chQe thgc hien cac t ieu chuan phgc vu 
e6ng la mot npi dung quan trong cua dao dQc 
cong vy va dgo dQe e6ng chQc. 

Ba li, tang cUdng vai trd giam sat cua cac 
ed quan chQc nang, cae to chQc ehfnh tri - xa 
hpi va ngUdi dan trong viee thgc hien tieu 
chuan phuc vg cQa cac CQHC; tien hanh danh 
gia chat IQpng phye vg cQa CQHC va cdng 
ehQc theo cac t ieu chuan cua phye vy cdng, 
cd ehe tai eu t h i dd'i vdi ngQdi dQng d i u cac 

CQHC thgc hien khdng day du tieu chuan 
phgc vu hoac cd mQc dp hai Idng t h i p tQ phia 
nggdi dan; sang lpc va dga ra khoi n l n cdng 
vg nhQng cdng chQc khdng thgc hien dQng 
tieu chuan trong phue vg cong hoac ydu kem 
ve nang lpc, pham chat theo tinh than Nghj 
quye't Hdi nghi Trung UPng lan thQ 4, khda XII : 
"Xay dgng va thgc hien Quy dinh v l viec lay y 
kien danh gia sg hai Idng cQa ngudl dan ddi 
vdi cd quan, can bp, cong chQe trgc tiep g i l l 
quye't cdng viec cua ngQdi dan va doanh 
nghiep; cd hinh thQc xQ ly ddi vdi nhQng to 
ChQc, ca nhan co ehl sd hai Idng thap"'^'./. 
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