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Toém tit; Nhidu quéc gia trén thé gici dang xy dying va thuc hién nhiéu gidi phap ddy manh
céi cach hanh chinh dé néng cao chat lugng phyc vy clia cac cd quan hanh chinh, trong do cé
viéc ban hanh va thyc hién tiéu chuén phyc vu céng, phuc vy ngudi dan dua trén phuong cham
“khach hang (ngudi dan) la trén hél". Bai viét tap trung phén tich, ly gidi céc tiéu chudn va cd
ché bdo dam thyc hién tiéu chudn phuc vu cong clia céc cd quan hanh chinh & mét s6 qudc
gia trén thé gi6i va rat ra nhing bai hoc tham khéo 86 voi Viét Nam trong cai cach nén hanh
chinh nha nudc.

T khéa: Co quan hanh chinh; ggi mé; tiéu chudn phyuc vu cbng.

Abstract: Many countries in the world are developing and taking many measures to promote
the administrative reforms to enhance the service quality of administrative agencies, including
adopting and implementing the standards of public services and the principles of “customer (cit-
izen) first” approach. This paper focuses on analyzing and explaining the standards and mecha-
nisms for ensuring the implementation of public service standards of administrative agencies in
some countries in the world and, thereby, deriving the experience lessons for Vietnam in reform-
ing the state administration.

Keywords: Administrative agency; implications, standards of public services.
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ir thap nién 90 cua thé ky XX,

truéc nhilng han ch& va bat

cap trong hoat déng clia hanh

chinh nha nudc theo mé hinh

hanh chinh céng truyén théng, nhiéu nudc

trén thé gidi da tién hanh cai cdch hanh

chinh (CCHC) theo mé hinh “hanh chinh

phuc vu,” ciing nhu nang cao chit lugng

phuc vy clia cac c6 quan hanh chinh (CQHC)

vél phuong cham “ngudi dan la trén hét”,

“phuc vy la tht nhat". Thue tién bdo dam

tiéu chuan phuc vy cbéng & mét s8 quéc gia

nhu Hoa Ky, Anh va Australia da cho thay
ré diéu nay.

(*) Hoc vién Chinh tri khu vye IV, Hoc vién
Chinh trf quéc gia H6 Chi Minh

1. Tiéu chudn phuc vu céng & mét sé
quéc gia

1.1. Tal Hoa Ky

Trudc thye trang sy hai long cla ngud
dan ddi vdi sy phyc vu cla cdc CQHC r4t
thap (17% vao nam 1990), tif thap nién 90 cla
thé ky XX d&n nay, Chinh phi Hoa Ky lun né
Iyc nang cao chét ludng phyc vu cla céc
CQHC nha nuéc khi chd truang “dat khach
hang (ngudi dan) lén trén h&t, Theo do, nam
1993, Tong thdng My B.Clinton da quyét dinh
thanh lap Uy ban dénh gia hiéu qué chinh
phir; déng théi thuc ddy Qubc hdi My ban
hanh “Luat vé két qud va hiéu sudt chinh
ph(” (GPRA). Trén co s& d6, ngay 11/9/1993,
T8ng théng B.Clinton da ban hanh Quyét
dinh hanh chinh s8 12862 vé “Ban hanh tiéu
chudn phuc vy cdng". Quyét dinh nay dat ra
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yéu cdu d3i vdi hoat dong clia CQHC phai "Idy
khach hang lam trung tam”, tidu chudn phuc vy
céng cla CQHC phai tueng duong véi tigu
chuén va chat lugng phyc vu cha doanh
nghiép 16t nhat, déng thai quy dinh nhitng yéu
ciu cuy thé d6i véi viéc ban hanh tiéu chudn
phuc vu cdng, phuc vy ngudi dan cha cac
CQHC. Cy thé Ja: 1) M&i CQHC cén xac dinh
dudc khach hang va déi tugng phyc vy cla
minh; 2) Nam b4t duge muc dd hai long cling
nhu nhitng ky vong cla khach hang dsi vdi sy
phuc vu clia CQHC; 3) T4t ca cac CQHC tiép
xuc tryc ti€p va cung cdp dich vy quan trong
cho ngudi dan cln phai ban hanh, céng bé tiéu
chuén phuc vy cong tuong Ung; phai can cu
vao tieu chudn nay dé danh gid hiéu qua, chat
lugng hoat dong clia cd quan; 4) Théng tin vé
tiéu chudn phyc vy cbng can dugc cong bd rd
rang, d& hidu va dé& thyc hién; 5) Da dang héa
phuong thic phuc vy va dap Ung nhu cau da
dang clia khach hang; 6) Cung cdp cho khach
hang cd ché thyc hién khi€u nai théng sudt va
thuén Igi®,

Thyc hién Quyét dinh hanh chinh s 12862,
cac CQHC tryc thudc Chinh phU lién bang va
céc bang cAn cu tinh chat va dac diém cla cd
quan minh d€ ban hanh tiéu chuén phuc vy phu
hgp. Vi dy, Uy ban lién bang Bao vé di san lich
st (mbt co quan tryc thude Chinh phl lign
bang) da ban hanh tiéu chudn phyc vu céng
cling nhu quy trinh quan 1y nd1 bd. Trong bb tiéu
chudn vé& phyc vy cbng, ngoai cac quy dinh vé
nhitng phuong dién khac, cd quan nay da cé
nhitng quy dinh cy thé lién quan dén viéc néi
chuyén, tiép xuc qua dién thoai gilta cong chitc
vdi ngusi dan®. Theo bdo c4o t8ng két cla
Chinh phli Hoa Ky, trong giai doan tif ndm 1993
dén nam 2000, viéc cbng b8 va thyc hién tidu
chudn phuc vy céng cla cac CQHC da dat
duge muc dich 1a phuc vu ngusi dan tét hon.
Théng ké dén cudi nam 1997, cé khoang 570
CQHC cép lién bang da ban hanh va thyc hién
han 4,000 tidu chudn phyc vu cdng. Bén nim
2000, c6 80% nha quan ly thudc khu vic cong
cha Hoa Ky cho ring, dép Ung su ky vong va
thda man khach hang (ngudi dan) la muc tidu
phuc vu clia ho; t 18 nay vao nam 1990 la 20%.

1.2. Tai Australia

TU thap nién 80 cla thé ky XX, Chinh phi
Australia da thyc hién nhiéu bién phap nham

nang cao chét lugng phyc vu cia CQHC.
Ngay 04/12/1999, Quéc hodi Australia da ban
harh Luat phye vy céng quy dinh nhing yéu
cau va nguyén tac ¢6t 15i trong phyc vy cong,
phuc vu ngudi dan clia cac CQHC va doi ngil
cong chic; quy dinh cac CQHC va ddi ngi
cong chic can phai cung cap sy phuc vy mot
cach cong bing, hiéu qua va 1& do véi ngudi
dén; nhanh nhay trong viec nim bét va dap
itng 16t nhu cdu clla ngudi dan. Béng thai,
nh&m dam bao tinh chudn myc trong hanh vi
phyc vy ngudi dan cha ddi nga céng chie,
Chinh phi Australia 6& ban hanh tiéu chudn
phuc vy ebng, phuc vy ngudi dan cla déi ngii
c6ng chic. BS tiéu chudn nay nhdn manh
cong chic phai ton trong ngudi dan, khéng
dudc quan ligu, hach dich vdi ngudi dan. Trén
c0 sd huédng din chung vé tiéu chudn phyc vu
cbng do Chinh phi ban hanh, chinh quyén dia
phudng di cy thé héa tiéu chudn phuc vu mot
cach phi hgp. Vi du, chinh quyén thanh phd
Canberra da ban hanh tiéu chuén phuc vy
khach hang (ngudi dan), gdm 7 didm: 1) Hidu
khach hang va nidm bét duoc dic diém, nhu
clu cla khach hang; 2) Cu xi 18t véi khach
hang, tuan thi cac quy dinh phyc vy khéach
hang do Chinh phl dé ra, thyc hién cam két
“toan tam phyc vy”; 3) Ndi tiép cong dan va
g13i quyét céng viéc cha ngudi dan phai dat &
vi tri thuan Igi, cé6 dudng di thuan tién, méi
trudng sach sé&, thodi mai va than thién; dat
minh vo vj tri clla ngudi dan, ngh cho ngudi
dan, thyc hién cac bién phdp vi quyén va Igi
ich cta ngudi dan; cung cdp théng tin, bang
biéu, trinh ty, thi tuc mét cach rd rang, dé
hiéu, cho ngudi dan biét cach thitc dé ho danh
gi4, cham diém ddi vdi sy phyc vy cla céng
chic); 4) Thiét 1ap va bdo dam trinh ty gidi
quyé&t khigu nai, 48 cao chat ché, chinh thic
theo quy dinh ctia phap luat; 5) Banh gia hiéu
qué thitc hién nhiém vy theo dinh hudng “gid
tri khach hang" (&y muc d6 hai long cda
khach hang dé danh gia hidu qua va chat
lugng hoat dong); 6) Chudn myc va ki nang
trong trao ddi, giao ti&p dién thoai vai ngudi
dan phai theo tiéu chudn do Chinh phi quy
dinh; 7) D&i mdi khdng nging dé& dap ung 18t
hon nhu cu clia cdng dan, 18y y ki€n phan héi
cGa khach hang tai ndi 1am viéc nhdm cai
thién chat lugng phuc vy®.

@
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1.3. Tai Vuong quéc Anh

N&m 1991, sau khi trg thanh Thi tuéng
Anh, ong John Major da trinh bay truéc Quéc
héi vé& y tudng va k& hoach “Hién chuong cong
dan”. T nam 1992, trong cuong linh ca minh,
Béng Bao thl coi “Hién chutong cong dan” la
k& hoach hanh ddng rong rai, sau sic nhat
trong linh st nudc Anh nham cai thién chat
lugng phuc vy céng. Muc dich cla "Hién
chudng cdng dan" la ci thién chat lugng phyc
vu cdng. gép phadn nang cao hiéu qua va chat
lugng phyc vy cdng clia cac CQHC. Nim
1997, Thi tudng Tony Blair d& cé mot 8 didu
chinh va b8 sung d8i véi “Hién chuong céng
dan” ban hanh nim 1991. Theo d6, nguyén
tac, tiéu chudn trong phuc vu céng duge Chinh
phi Anh dé ra gdm: 1) Xac lap tiéu chuin
phuc vu (cdn xac lap tiéu chuan phuc vy ro
rang nh&m dép Ung ky vong clia ngudi dan,
déng thai kiém soat, danh gia hiéu qua va
cdng bé muc do thic hién theo tiéu chudn; 2)
Cang khai va cung c&p thong tin ddy da (phai
b&o dam tinh cbng khai, s dung ngén ngir dé
hiéu dé trao ddi va giao tiép rd rang, hiéu qua
v@i ngudi dan; giip d3 ngudi dan sit dung dich
vy cdng; cung cép théng tin ddy dd lién quan
dén dich vy céng, nh&t Ia phi, 1& phi va phudng
thic cung ung; 3) Sy tham gia va lang y kién
clia ngudi dan. Theo dé, trong qua trinh phyc
vy, CQHC va déi ngd cdng chic can léng
nghe y ki€n cha ngudi dan mét cach rdng rai,
ti€p nhan y kién gop y cla ngusi dan dé cai
ti€n hoat dong phyc vy cdng; 4) Tao thuan Igi
dé ngudi dan tiép can dich vy céng va dam
b&o sy Iya chon clia ngudi dan (ngudi dan tiép
cén va st dyng dich vy cdng thuan tién, dé
dang, gém ca viéc ap dyng ddy dl cong nghé
théng tin dé phyc vu nguéi dan); 5) BGi xif
binh d&ng véi tat c& moi ngudi; 16n trong nguadi
dan, 1& do trong giao tiép va phuc vy; quan
tam dén nhing ngudi cé nhu cau dic biét; 6)
NEu c6 sai sot thl bat budc phai sifa chita
(céng chic cén thyc hién dang, nhanh chéng
va hiéu qua cong viéc clia minh; biét rat ra bai
hoc kinh nghiém tu nhiing thi€u sét trong hoat
déng va khigu nai clia ngudi dan c6 trinh ty dé
ngusi dan thyc hign viéc khigu nai mét cach
thuan Igi va cong khai; néu cin thi thiét lap co
ché thdm tra déc 1ap); 7) St dung c6 hiéu qua
ngudn Iyc dé cung cép sy phuc vy co6 gid tri

nh&t cho ngudi ndp thué va ngusi st dung
dich vu; khong vi Igi [ch ngdn han ma hy sinh
chatlugng phuyc vu; 8) Caitién va déi mdi (cac
CQHC va déi ngl céng chic cdn thudng
xuyé&n tim ki§m cac phudng thic khac nhau dé
cai ti€n phudng thdc va chat lugng phuc vy;
phat trién van héa d8i mdi va theo dudi chat
lugng hoat déng t3t nhat trong CQHCY); 9) Tich
cuc hap tdc va cung cép dich vy mang tinh tich
hop d& thda man nhu cdu clia moi ngusi, cung
Ung dich vu céng theo hudng tich hgp, don
gidn va c6 hiéu qua thdng qua viéc diéu phdi
s phdi hgp gitta cac bén. Hién nay, dya trén
nguyén tdc phuc vy c8ng néu trén, hdu hét cac
CQHC trung uong va dja phudng & Anh déu da
thiét 1ap “Hién chudng phyc vy” phu hgp vdi
nganh, dia phudng va don vj minh®,

2. Cd ché& bao ddm thyc hién tiéu chuin
phuc vu céng

Viéc ban hanh tiéu chudn phyc vu céng
tuy quan trong va cén thiét, nhung cét I6i van
la co ché dé bdo dam thyc hién nhiing tiéu
chudn nay trong thyc t&. V& ca ban, Hoa Ky,
Australia va Vuong qudc Anh da van hanh
déng bd mot s8 co ché chl yéu sau:

M3t 13, cac CQHC danh gid muc do hai
16ng cla ngudi dan déi véi sy phuc vy hién co;
céng b6 tiéu chudn va xay dyng ké hoach thuc
hign tiéu chudn phuc vu céng.

Trén co 3 nguyén tac vé tiéu chudn phuc
vy cdng do Trung uong ban hanh, cac dia
phuong va cdc CQHC da dé ra I8 trinh va bién
phép dé thyc hién tiéu chudn ciing nhu nang
cao chét luong phuc vy céng clia ¢d quan
minh. Cy thé, cdc CQHC tidn hanh dénh gia
mot cach ddy dO mic dd hai long cla ngusi
dan déi vé1 sy phyc vy hién c6, hiéu rd sy ky
vong cla ngudi dan dgi vdi chat luong phyc
vy; trén co sd d6, xay dung va cong bé cong
khai tiéu chuén phuc vu clia co quan minh. Do
tinh chat va dic diém khac nhau ma méi
CQHC c6 thé dé ra tiéu chudn phyc vy cdng
khac nhau, nhung phai thé hidn ddy di cac
nguyén tac phyc vy cdng dugc néu trong cac
vin ban mang tinh huéng din cla Trung
udng. Khdng chi cdng bd céng khai cam két vé
tiéu chu&n phyc vy, cdc CQHC con xay dyng
va thiic hién ké hoach dé bao dam thyc hién
cac tiéu chudn d6, thé hién & cac ndi dung nhu
s&p xé&p, t§ chlc bd may; d8i mdi trinh ty hoat
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dong ndi bd; dao tao, b8i dudng cong chic;
phan b8 ngudn Iyc; dam bao vé cd sb vat
chat; t8 chuc hoc tap va chia s& kinh nghiém
1an nhau giita cac céng chic trong CQHC...

Hai (&, ndng cao nhén thuc cba cong chuc
vé tidu chudn phyc vy, dua tiéu chudin phuc vu
céng vao chuong trinh dao tao, bdi duBng cong
chic; coi viéc thuc hién theo céc tiéu chuén
phuc vy cbng la mét ngi dung quan trong trong
xay dyng dao dic cong vu.

Cong chiic la ngudi quyét dinh chat lugng
phuyc vy céng clia cdc CQHC, cling 1a ngudi
quyét dinh viéc thyc hién higu qua céc tiéu
chun phuc vu cong. Vivay, cong tac dao tao,
bdi dudng céng chic gil vai trd dic biét quan
trong. Viéc dao tao, bdi dudng cong chuc (ca
dao tao, béi dudng I4n ddu hay dinh ky) déu
coi trong viéc nang cao nhan thuc cho cong
chue vé muc dich clia hoat ddng céng vy; gia
tri clia nén cong vy; cadc chudn myc, tiéu
chuén trong phyc vy céng. Bén canh do, viéc
thic ddy cdng chic thuc hién day di cac tigu
chuén trong phuc vy céng ciing 1 ndi dung
¢t 16i cia cong tac xay dung dao dic cong vy
3 cac nddc nay... Theo dd, cac chudn myc,
tieu chudn trong phyc vu ¢éng, nhu Igi ich
céng, phyc vu cong; trach nhiém; céng khai,
minh bach; céng béng; ton trong va than thign
v6i ngudi dan; hiéu qui va liém chinh ciing
dugc xem |4 nhiing chuén myc co ban vé dao
duc cbng vy va dao dic cha cdng chic. Cong
tadc xay dung dao difc cong vy, xay dung dao
duc cba céng chic déu hudng dén muc tiéu
lam cho c6ng chuc bdo ddm thyc hién cé hiéu
qua tiéu chudn phuc vy cbng.

Ba 1a, giam sét viéc thuc hién tiéu chudn
phuc vu céng.

Giam sat 14 cd ché quan trong dé bao dam
viéc thue hién céc tiéu chudn phyc vy cong.
Gidm sat viéc bdo dam thyc hidn tiéu chuin
phuc vy cdng & cac nudc Anh, Hoa Ky, Australia
déu nhdn manh mét s8 phuang dién sau: 1)
Y&u ciu c4c CQHC va céng chic bo dam
tinh ¢éng khai, minh bach trong thyc thi céng
vy, frong cung cap dich vy ciing nhu ¢dng khal
muc do bao ddm thuc hién tiéu chudn phuc vy
cong trong thuc t€; 2) Phat huy vai trd giam sat
clia nhiéu chi thé nhu: vai trd kidm tra, giam
sat clia cap trén di véi c8p dudi vé thuc hién
tiéu chudn phuc vu cdng; giam sat cla th
trudng co quan ddi véi céng chuc; gidm sat

clia €0 Guli, Pitk et vo Ray Glng ugo dic
cbng vy d8i véi viéc tuan thii tiéu chun phyc
vy ¢cdng va chudn myc hanh vi clia cong chg;
giam s4t cda déng cam quyén va déng chinh
tri; giam st cla ¢d quan dan ci; gidm sdt cia
cac t8 chuc xa hoi, gidam sét clia bdo chf va
ngudi dan”. Trong cac kénh va chi th gidm
sé&t ndi trén, cac nudc d&c biét coi trong vai try
giam sat cla ngudi din thdng qua nhidy
phuong thic khac nhau, trong dé c6 viéc danh
gia va chdm diém tryc ti€p déi véi sy phyc vy
clia CQHC va ddi ngl cong chuc.

Bén la, dénh gid cdng chic va CQHC theo
tigu chudin phuc vy c6ng; déng thoi phét huy
vai tro cda nguoi dung ddu cia CQHC trong
thyc hién tiéu chudn phuc vu céng.

banh gia cong chic va CQHC theo tidu
chuén phyc vu céng da dudc ban hanh 1a mét cg
ché quan trong dé thuc ddy viéc bao dam thyc
hién tiéu chudn trong phuc vu céng cla cic
CQHC. Trong danh gia vé chat lugng phyc v
ngudi dan, cac qudc gia nay rat coi trong vide
danh gia muc do thyc hién tidu chudn phyc vy
cdng clia cdc CQHC. Viéc danh gia muc do thye
hién tieu chu&n phyc vy céng & Hoa Ky, Anh v
Australia do nhiéu chti thé thyc hién véi nhidu ¢o
ché danh gia khac nhau, nhu: céng ch(c tyf danh
gi4 theo tiéu chudn phuc vu cong; thd trubng
COHC danh gia céng chidc; CQHC v danh gi4;
cAp trén danh gia doi v6i cap dudi; Uy ban dénh
gia hiéu qua chinh phu danh gia mot cach doc
Iép dva trén nhiéu nguén dif liéu khac nhau; cie
18 chifc nghién ciu va tu van chinh sach (thmk
tank) danh gia dé phuc vu cho hoat dong tu vin
va ki€n nghj chinh s&ch; danh gia cda ngudi dan
thdng qua viéc chdm diém va phan hdi vé mdc
dd hai long®... Viec danh gia nay gitp cho mdi
GQHC va cbdng chuc thdy duge muc dd thyc
hién tiéu chuén phyc vy cdng ciia minh, tr déné
Iyfc cai tién, dBi méi khang ngitng dé nang cao
chat lugng phuc vu. Mat khac, viéc danh gid
khach quan, toan dién va ddy di sé gop phan
quan trong trong viéc xem xét khen thudng, Ky
\uat d&i véi ngusi ding dau va cong chic trong
cac CQHC.

3. Mét s6 goi m& ddi vai Vit Nam

Hién nay, Viét Nam dang ddy manh cong
cubc CCHC, nhat 14 cai cach thd tyc hanh
chinh d€ dap ung ngay cang 16t hon nhu cau
cla ngudi dan. Tiéu chu&n phyc vu cong cla
cac CQHC duge quy dinh trong nhiéu v&n ban
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quy pham phap luat. Nhigu dia phudng da cé
nhiing mé hinh va cach lam hay nhdm nang
cao chat lugng phuc vy, dién hinh nhu mé
hinh “chinh quyén than thién”, “nu cudi céng
sd”... Tuy nhién, tisu chu&n phuc vy céng va
cd ché bao dam thyc hién van cdn mét sé
han ché, bat cap, nhu: chua cé Luat phuc vu
céng cla cdc CQHC; c4c tidu chudn phyc vy
cong tuy da ducc dé cap trong nhiéu quy
dinh v CCHC, vé xay dyng cong s&, nhung
chua thé hién tap trung trong mot van ban
théng nhat, néi dung tiéu chudn phuc vy
chua toan dién; viéc xay dung tiéu chudn &
mot s8 noi chua dya trén viéc nim bat day
du ky vong ciia ngudi dan. Cd ché bdo dam
thyc hién tiéu chudn vin la khau yé&u, thé
hién trén tat cd cdc mat ti cu thd héa tiéu
chudn; dao tao, béi dudng; xay dyng dao duc
cdng vu; giam sat dén danh gia cdéng chuc
va x{ Iy trach nhiém.

D€ gép phan nang cao chat lugng phyc vu
cla cac CQHC, i kinh nghiém cla cac nudc
Hoa Ky, Anh, Australia cé thé rit ra mét s8
kinh nghiém tham khao nhu sau:

M6t 1a, cAn nghién ciu xay dung va sém
ban hanh Luat phuc vu céng dé diéu chinh
hoat ddng phuc vu nhan dan, phuc vy céng
clia cac CQHC. Luat nay c6 tac dung xac 1ap
nhitng nguyén tic, gia trj, tiéu chudn cét I5i
trong phyc vy céng cla cac GQHC nha nudc.

Hai 13, cac cd quan chuc ndng cén ban
hanh quy dinh vé tiéu chudn phyc vy cong cda
cac dan vi hanh chinh nhim dinh hudng cho
hoat déng xay dung va thyc hién tiéu chudn
phuc vy céng cba cac bd, nganh va dia
phuang; cédn cuy thé héa va cong b cong khai
ciing nhy d& ra 16 trinh, k& hoach thyc hign
tiéu chuan phuc vy céng mot cach phu hgp.
Dong thai, dua cac tidu chudn phuc vy cdng
clla cac CQHC vao chudng trinh dao tao, boi
dudng c&n bd, cdng chuc; coi viéc can bo,
céng chitc thyc hién céc tiéu chudn phuc vy
¢6ng la mdt ndi dung quan trong clia dao duc
cbng vy va dao duc cbng chifc.

Ba Ia, tang cudng vai tro giam sat cla cac
¢6 quan chic nang, cac 18 chuc chinh trj - xa
héi va ngudi dan trong vigc thyc hién tiéu
chudn phuc vy cla cac CQHC; tién hanh danh
gia chét lugng phuc vu cua CQHC va coéng
chuc theo cac tiéu chudn cda phuc vy céng,
¢6 ché tai cu thé déi v6i ngudi ddng dau cac

CQHC thyc hign khong ddy 4l tiéu chudn
phyc vu hodc cé muc dd hai long thap t phia
ngudi dan; sang loc va dua ra khéi nén cong
vy nhitng céng chic khong thyc hién ding
tiéu chusn trong phuc vy céng ho#c y&u kém
vé ning Iyc, phdm chit theo tinh thdn Nghi
quyé&t Hoi nghi Trung udng I14n thu 4, khéa Xil:
“Xay dyng va thyc hién Quy dinh vé viéc 18y y
ki&n danh gid sy hai long clia ngudi dan ddi
véi cd quan, can bd, cong chuc tryc tiép giai
quyét cbng viéc clia ngudi dan va doanh
nghiép; ¢6 hinh thdc xu ly ddi véi nhiing t8
chite, ca nhan cé chi s6 hai long thdp"®./.
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