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QUY TRINH XU LY DON KHIEU NAI,
TO CAO, PON KIEN NGHI, PHAN ANH
TAI TRUONG DAl HOC NGOAI NGU,
DAl HOC QUOC GIA HA NOI

Cuon sé nay CUA:

A\

Q —
SN e e A



TRUGNG DAI HOC NGOAI NGU
PHONG QUAN TRI BDAI HOC

NO NOI DUNG TRANG
1 CAN CU 3
2 NHUNG QUY DPINH CHUNG 4
3 QUY TRINH XU LY DON 7
4 TIEP NHAN, PHAN LOAI VA XU LY BDON 8
5 XU LY DON KHIEU NAI 11
6 XU LY DON TO CAO 14
7 XU LY DON KIEN NGHI, PHAN ANH 17
8 VIEC LUU BON 18
9 QUAN LY, THEO DOI BON 18
10 KIEM TRA, DON POC GIAI QUYET PON 19
11 PHU LUC 20

Q —
SN e e A



Luat Khiéu nai ngay 11 thdng 11 ndm 2011;

Luat Tiép cong dan ngay 25 thdng 11 ndm 2013;

Luat Té cdo ngay 12 thang 6 ndm 2018;

Nghi dinh s6 64/2014/ND-CP ngdy 26 thdang 6 ndm 2014
cta Chinh phi quy dinh chi tiét thi hanh moét sé diéu cla
Luat Tiép cong dén;

Nghi dinh s6 31/2019/ND-CP ngdy 10 thang 4 ndm 2019
cta Chinh pha quy dinh chi tiét mot sé diéu va bién phap 16
chiic thi hanh Luat Té cdo;

Nghi dinh s6 124/2020/ND-CP ngady 19 thang 10 ndm 2020
cla Chinh phi quy dinh chi tiét mot s6 diéu va bién phap
thi hanh Luat Khiéu nai;

Quyét dinh s6 1133/QD-DHQGHN ngay 06 thdng 4 nédm
2022 clia Gidm déc Pai hoc Quéc gia Ha Noi vé viéc ban
hanh Quy dinh quy trinh x ly don, gidi quyét khiéu nai, t6
cdo, kién nghi, phdn anh trong Pai hoc Quéc gia Ha Noi;
Théng tu s6 05/2021/TT-TTCP ngday 01 thdng 10 ndm 2021
ctia Thanh tra Chinh phl quy dinh quy trinh xtf Iy don khiéu
nai, t6 cdo, kién nghi, phan anh;

Nghi quyét s6 2286/NQ-HDT ngday 04 thdng 10 ndm 2023
clia Héi dong Trudng Pai hoc Ngoai ngii vé viéc ban hanh
Quy dinh vé T6 chiic va hoat déng cla trudng Pai hoc
Ngoai ngill, Pai hoc Quéc gia Ha Noi;

Quyét dinh s6 368/QD-DHNN vé viéc sdp xép, t6 chic lai
cdc phong trung tam, khoa, bo mon truc thuoc Truéng va
Vén phong Bdng - dodn thé cliia Trudng Pai hoc Ngoai ng,
Pai hoc Quéc gia Ha noi

Quyét dinh s6 698/QD-DHNN Quy dinh chiic néng, nhiém
vu cac Phong chiuc ndng tai Truéng Pai hoc Ngoai ngll, DBai

hoc Quéc gia Ha Noi


https://thuvienphapluat.vn/van-ban/Thu-tuc-To-tung/Luat-khieu-nai-2011-132446.aspx
https://thuvienphapluat.vn/van-ban/Bo-may-hanh-chinh/Luat-tiep-cong-dan-2013-215839.aspx
https://thuvienphapluat.vn/van-ban/Bo-may-hanh-chinh/Luat-To-cao-336713.aspx
https://thuvienphapluat.vn/van-ban/bo-may-hanh-chinh/nghi-dinh-64-2014-nd-cp-huong-dan-luat-tiep-cong-dan-237609.aspx
https://thuvienphapluat.vn/van-ban/bo-may-hanh-chinh/nghi-dinh-31-2019-nd-cp-huong-dan-luat-to-cao-411596.aspx
https://thuvienphapluat.vn/van-ban/Thu-tuc-To-tung/Nghi-dinh-124-2020-ND-CP-huong-dan-thi-hanh-Luat-Khieu-nai-455647.aspx

NHUNG QUY PINH CHUNG

~

( PHAM VI DIEU CHINH )

Quy dinh vé quy trinh ti€p nhan, phan loai, xu
ly don khiéu nai, t6 cdo, phdn dnh, kién nghi
(sau day goi chung la ddon) gui dén Trudng
Pai hoc Ngoai Ngoai ngit, PHQGHN (sau day
goi la Truéng PHNN). Tham quyén, trach
nhiém, quy trinh gidi quyét khiéu nai, giai

quyét té cdo cua Trudong.

pOI TUGNG AP DUNG

Ngudi c6 tham quyén xu ly, giadi
quyét khiéu nai, té6 cdo, kién nghi,
phdn dnh; ngudi dudc giao nhiém
vu xdc minh noéi dung khiéu nai, to

cdo tai Truéng DHNN.

NGUYEN TAC X0 LY DON

Viéc tiép nhan, phan loai, x ly don phai
dudc t6 chuc tap trung vé mot dau moi
va phadi tuan theo quy dinh cua phadp
lugt, ddm bdo tinh khoa hoc, khdch
guan, chinh xdc, kip thcoi. Pon dudc tiép
nhan phadi dudc vao s6 hodc nhap vao
hé théng co sé dit lieéu may tinh dé quan
ly, theo doi. Pon phdi dudc gti, chuyén,
hudng dan dén dung cd quan, t6 churc,
don vi, cd nhan cé tham quyén, trdach
nhiém gidi quyét.

Ngudi khiéu nai, t6
cdo, phan dnh, kién
nghi; nguai bi khiéu
nai, td cdo; cc quan,
t6 chuc, don vi, ca
nhan co lién quan
dén khiéu nai, to
cdo thudoc tham
quyén gidi quyét
cua Hiéu trudng
Trudng DHNN.
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NHUNG QUY DINH CHUNG
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la van bdn co noi dung dudc trinh bay dudi mot hinh

J

thdc theo quy dinh cta phap ludt, gui dén co quan, té6 chuc, don

vi, ngudi co tham quyén dé khiéu nai hodc t6 cdo hoadc kién

N4

nghi, phdan dnh.

noi dung vu viéc dudc trinh bay trong don ma phdn loai nham thu ly giai
quyét don thudc thadm quyén, huéng dan hodc chuyén don dén co quan, t6
chudc, dan vi, ngudi cé tham quyén gidi quyét theo quy dinh cia phdp ludt.

f la viéc co quan, td chuc, don vi, ngudi cé tham quyén cdn cU vao
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NHUNG QUY PINH CHUNG

THAM QUYEN VA TRACH NHIEM
GIAI QUYET KHIEU NAI N

J
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Gidi quyét khiéu nai lan dau doi véi quyét dinh hanh chinh, hanh

vi hanh chinh cua minh; cua vién chic, ngudi lao dong do minh

quadan ly truc tiép va quyét dinh ky luat vién chdc do minh ban

hanh.

N4

/\\

Hiéu trudng giao Phong Quadn tri dai hoc, can bo dudc phdn cong lam

A

cong tdc thanh tra cua don vi lam dau maoi té6 chdc thuc hién viéc thu ly,

gidi quyét khiéu nai, tong hdp, bdo cdo; chuan bi ndéi dung bdo cdo cong

N

tac gidi quyét khiéu nai cua don vi véi Giam doc PHQGHN.

B

THAM QUYEN VA TRACH NHIEM
GIAI QUYET TO CAO K N

Hiéu trudng gidi quyét té6 cdo cé noéi dung thudéc chuc nadng,

J

nhiém vu cua don vi minh; t6 cdo doi véi vién chuc, ngugi lao

dong do minh qudn ly truc tiép cé hanh vi vi pham phdp luat

4

trong viéc thuc hién nhiém vu, cong vu.

Hiéu trudng giao Phong Quan tri dai hoc, can bo dugc phdn cong lam cong tdc

fthanh tra cha don vi lam dau moi t6 chuc thuc hién viéc thu ly, gidi quyét to

cdo theo trinh tu, thu tuc quy dinh, tong hdp, bdo cdo; chuan bi néi dung bdo
cdo cong tdc gidi quyét té cdo cua dadn vi véi Giam déc PHQGHN.
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QUY TRINH XU LY DON KHIEU NAL,

DON TO CAO DGN KIEN NGHI,
PHAN ANH

HIEU TRUGNG KIEM TRA,
PON POC VIEC
GIAlI QUYET BON




TIEP NHAN, PHAN LOAI

VA XU'LY BON

e PON PU'OC TIEP NHAN PE PHAN
LOAI VA XU’ LY TU' CAC NGUON.

PON DO CG QUAN, TO CHUC, BON
VI, CA NHAN TRUC TIEP GUI DEN
PIA PIEM TIEP CONG DAN HOAC
TRU SG CUA TRUONG.

DON bUOC GUl QUA DICH VU
BUU CHiNH.

BON DO PAI BIEU QUOC HOQI, HBND,
MTTQ, CO QUAN BAO CHI VA CAC TO
CHUC, PON VI LIEN QUAN CHUYEN THEO
QUY DINH PHAP LUAT.

PON DO LANH PAO PANG, NHA
NUGC VA LANH PAO CAC CO
QUAN DANG CHUYEN DEN.

BO PHAN TIEP NHAN PON TAI TRUGNG DO HIEU
TRUGNG QUYET PINH VA PHAI TUAN THU THEO

QUY DINH PHAP LUAT VE TIEP NHAN VA XU LY
1570] ]




TIEP NHAN, PHAN LOAI

VAXULY DON

(@ PHAN LOAI PON )

1. Can cU vdo ndi dung trinh bay, muc dich, yéu cau cta ngudi

viét don, khong phu thudc vao tiéu dé cta don.

Pon kién Pon cé nhiéu
nghi, phdn noi dung
anh khdc nhau

bon
khiéu nai

PETITION

COMPLAINT :l

2. Phan loai don thudéc tham quyén va don khéong thudc tham

quyén gidi quyét ctiia Hiéu trudng

3. Phan loai don theo sé lugng ngudi khiéu nai, ngudi 16 cdo,
ngudi kién nghi, phan anh.

Pdn ¢co ho, tén, chil ky cua Padn co ho, tén, chil ky
mot ngudai cua 02 ngudi trd Ién




bon dung chi V|e’r |G ’rleng Viet. TrUdng hop
don dudc viét bang tiéng nudc ngodi thi phal
kém ban dich cong chiing; bon dugc ghi ro
ngay, ’rhang, ndm viét don, ho, tén, dia chi
ngUdl V|e’r don; co chu ky hoac dlem chi cla
ngudi viét don.

bon khiéu nai ghi ré tén, dia chi cua co quan,
t6 chtiic, ca nhan bi khleu nai, nol dungz ly do
khiéu nai, tai liéu lién quan va yéu cau cua
Nngudai khleu nai.

Don t6 cho ghl ro ho tén, dia chi cua ngudi bi
t6 cdo, hanh vi vi pham phqp luat, cach thifc
- lién he véi ngudi t6 cdo va cdc Thong tin lién

Pon kién nghi, phdn anh ghi ré ndi dung kién
nghi, phdan anh.

- Don khéng rd ho tén, dia chi cua ngudi gui don
" nhung c6 noi dung t6 cdo vé hanh vi vi pham |
- phdp lugt va néu rdé ngusi cé6 hanh vi vi pham
N n phqp Iua’r cé tai liéu, chitng cf cy thé vacd co

s@ dé ’rhqm tra, xdc minh theo quy dinh cua
Ludat To cdo.

___________________________________________________________________________________________________

Pon da dugc gui cho nhiéu co quan, t6 chiic,
don vi, ca nhan, trong dé da gui dén dung co
quan, t6 chc, ddn vi hodic diing ngugi cé6 tham

quyén giai quye’r

bon c6 ndi dung chong doéi duéng 160, |
chu truong cua bang, chinh sach, phap Iua’r |
H cha Nhda nudc; chia ré dodan két dan toc, ton |
gido; thd tuc, bsi nho, xic pham danh du, uy
tin cua ca nhqn cG quan, 16 chic. ;

e e e e e e e e e e e e e e e e e e e e e . . e e e e S S S ————————————————————————————————————————————————————————————————————

Pon rach nat, chit viét bi tay xéa, khéng ro,
khong thé doc dugc.

——————————————— ———— ———— ———— — ——— — ——— — ——— — ——— — ———— ——— — ———— ———— ———— ———— ———— ———— — ——— ———— ———— ——————————

| DPon dé dugc huéng dan mét lan vé cung noi
- dung.



XU LY DON KHIEU NAI

XU LY DON KHIEU NAI
THUOC THAM QUYEN GIAI QUYET

DO'N KHIEU NAI THUOC THAM QUYEN GIAI QUYET, KHONG
THUQC MOT TRONG CAC TRUONG HOP KHONG THU LY
GIAI QUYET

Ngu'di x Iy do'n dé xuat Hiéu trudng thu Iy

theo quy dinh ph3ap luat

DO'N KHIEU NAI ®U THAM QUYEN GIAI QUYET NHUNG
CHU'A U DIEU KIEN THU LY GIAI QUYET

Hu&ng d3n ngu'di khiéu nai bo sung thong tin,

tai lieu theo quy dinh phap luat

DO'N THUOC THAM QUYEN CAP DU'G'I NHUNG QUA THO
HAN THEO QUY DINH LUAT KHIEU NAI MA CHU'A DU'O'C
GIAI QUYET

Ngu'di xu’ ly do'n bao c3o Hiéu truong xem xét,
quyét dinh theo quy dinh cGa phap ludt
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XU LY DON KHIEU NAI

XU LY DON KHIEU NAI KHONG
THUQC THAM QUYEN GIAI QUYET

DO'N KHONG THUOC THAM QUYEN GIAI QUYET CUA
HIEU TRUONG

Hu&ng dan ngudi khiéu nai gri don dén co

quan, to chi’c, don vi cd tham quyén gidi quyét

DO'N KHONG THUOC THAM QUYEN GIAI QUYET
MA C6 HO TEN, CHU’ KY CUA NHIEU NGU'O

Hw&ng dan 01 ngudi co dia chi ré rang gvi don

dén co quan, td chirc, don vi cé6 tham quyén

gidi quyét

DO'N DO LANH DAO DANG, NHA NU'G'C, CO QUAN KHAC THEO
QUY DINH TAI THONG TV 05/2021/TT-TTCP CHUYEN DEN

Ngu'di xu’ ly don trinh Hiéu truong va ¢co

van ban phuc dap
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XU LY DON KHIEU NAI

XU’ LY DON KHIEU NAI DOI VO QUYET
©\ PINH GIAI QUYET KHIEU NAI PA CO

HIEU LU'C PHAP LUAT

DON KHIEU NAI DO1 V&I QUYET DINH DA €O
HIEU LU'C PHAP LUAT

Khdng thu Iy, khong chuyén don, huéng dan

ngudi khiéu nai kh@i kién vu 3n hanh chinh tai

Toa 3n nh3n dan c6 tham quyén

DO'N KHIEU NAI 801 VO QUYET BINH GIAI QUYET KHIEU NAI DA €O
HIEU LU'C PHAP LUAT NHU'NG PHAT HIEN VIEC GIAI QUYET KHIEU NAI
VI PHAM PHAP LUAT, GAY THIET HAI LO1 iCH NHA NU'G'C, QUYEN VA LO)
iCH HO'P PHAP CONG DAN, TO CHUrC

B30 c30 Hiéu trudng xem xét, quyét dinh theo

quy dinh phap luat
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XU LY BON TO CAO

e XU LY DON TG CAO THUOC
THAM QUYEN GIAI QUYET

DON TO CAO THUOC THAM QUYEN, KHONG THUOC
MOT TRONG CAC TRUONG HOP KHONG THU LY
GIAI QUYET

Ngudi xu Iy don b3o cdo Hiéu trwdng dé thu ly

gidi quyét theo quy dinh phap lujt

e XU LY DON TG CAO KHONG
THUOC THAM QUYEN GIAI QUYET

DON TO CAO KHONG THUOC THAM QUYEN
GIAI QUYET

Ngudi xu Iy don dé xuat Hiéu trudng chuyén don
va ch&’ng ¢, tdi lidu kém theo (néu cd) dén
co quan, td chirc c6 tham quyén dé gidi quyét

theo quy dinh ph3ap luat

DON TO CAO THUOC THAM QUYEN GIAI QUYET CAP
DU'G'I NHUNG QUA HAN CHUA GIAI QUYET

Ngudi x Iy don dé xult 13nh dao yéu ciu c3p

dudi bao c30 qua trinh, Iy do cham tré, xac dinh

trach nhiém va b3o c3o két qua giai quyét.
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XU LY BON TO CAO

e XU LY DON T6 CAO THUSC THAM
QUYEN GIAI QUYET

XU’ LY DON TO CAO HANH VI VI PHAM PHAP LUAT GAY THIET HAI
HOAC DE DOA NGHIEM TRONG DEN LO1 iCH NHA NU'G'C, QUYEN
VA LO'l iCH HO'P PHAP CUA CA NHAN, CO’ QUAN, TO CHU'C

Ngudi x Iy don bao c3o0, tham mu'u, dé xuit dé Hiéu trudng

ap dung bién phap c3n thiét theo tham quyén ho3c thdng bao

cho co quan, td chirc, don vi cé tham quyén kip thdi 3p dung
bién phap ngan chan theo quy dinh cua ph3ap luat.

THAM QUYEN TRINH TY, THU TUC

e XU LY DON TO CAO HANH VI VI PHAM
GIAlI QUYET KHIEU NAI

DON TO CAO NGU'O'l GIAI QUYET KHIEU NAI VI
PHAM THAM QUYEN, TRINH TV, THU TUC GIAI
QUYET KHIEU NAI

® Khong thu ly don theo quy dinh cGa Ludt Td c3o

® Ngudi x Iy hwdng dan ngudi c6 don tiép tuc

khiéu nai ho3c khdi kién tai Tda 3n c6 tham quyén

DON TO CAO KEM THONG TIN, TAI LIEU CHI’NG MINH NGU'Ol GIAI
QUYET KHIEU NAI VI PHAM CAC DIEU CAM TAI DIEU 6 LUAT KHIEV
NAI DU'0'C QUY DINH TAI CAC KHOAN 1, 2 VA 4 CUA DIEU 6 LUAT
KHIEU NAI

Thu Iy gidi quyét theo quy dinh cla Ludt Td c3o
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XU LY BON TO CAO

XU LY PON TO CAO THUOC THAM
QUYEN GIAI QUYET

GIU’ Bi MAT THONG TIN VA BAO VE NGU'ON TO
CAO

Ngu'@i xu’ ly don phai git bi m3at ho tén, dia chi, but tich cua ngu'di
td c30 theo quy dinh cia phap ludt; kién nghi Hiéu trudng 3p
dung nhi¥ng bién phap can thiét theo quy dinh cia phap lust dé

bao vé ngu'di td c3o, ngudi than cla ngu'di td c3o khi cé yéu ciu.
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XU LY DON KIEN NGHI, PHAN ANH

e XU LY DON TG CAO THUOC THAM
QUYEN GIAI QUYET

DON KIEN NGHI, PHAN ANH THUOC
THAM QUYEN GIAI QUYET

Ngu'di x Iy don dé xuat gidi quyét theo quy dinh cla
phap luat

DON KIEN NGHI, PHAN ANH KHONG
THUOC THAM QUYEN GIAI QUYET

Ngu'di x Iy don dé xuat Hiéu trudng xem xét,
quyét dinh viéc chuyén don va cac tdi liéu kém theo
(néu c6) dén co quan, don vi, ngu'di c6 tham quyén dé

gidi quyét theo quy dinh phap luat.

DON CcO CA NOI DUNG KHIEU NAI, TO
CAO, KIEN NGHI, PHAN ANH

Ngudi x IV don hwdng d3n ngu'di gii don tach riéng
t’ng ndi dung dé giri dén ding co quan, to chirc,

don vi, c3 nhan c6 tham quyén gidi quyét.
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VIEC LUU DON

e VIEC LU'U PON DU'Q'C AP DUNG DOl

VOl CAC LOAI DON SAU

Pon khéng du diéu kién xuf Iy theo quy dinh;

bon khiéu nai da cé quyét dinh gICII quyét
khiéu nai cé hiéu luc phap Iua’r ma khong
~ thudc ’rrUdng hdp quy dinh tai Diéu 38
Nghl dinh so 124/2020/ND-CP

Pon 16 cdo da co két luan noi dung t6 cdo
___ va quyét dinh xU Iy ’ro cdo da cé hiéu luc

phap luat ma ngUdl t6 cdo khong cung cap
dugc ’rhong tin, tai lieu, ching cui mai.

e THOI HAN LU'U ®ON NEU TREN LA

Ndam

Hét thdi han néu trén, Hiéu trudng xem xét, quyét
dinh viéc tiéu huy don theo quy dinh cua phap luat.

OUAN LY, THEO DOI DON

Pon tiép nhan tU cdc nguodn
theo quy dinh phdp luat
phdi dudgc danh sé thu tu
vdo s6 hodc nhdp vdao hé
théng co sé dif liéu trén may
tinh dé tra cliu, quan ly, theo

dol.

Viéc Iuu trit sé theo doi va
sao luu dU lieu trén may
tinh, tra clu thong tin dugc
thuc hién theo quy dinh vé
van thu, luu trd, quan ly tai

lieu chuyén mon.
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KIEM TRA, DON BOC GIAI OUYET DON

Hiéu trudng t6 chiic
thuc hién kiém tra,
don doéc viéc gidi
quyét don khiéu nai,
don t6 cdo, don kién
nghi, phan dnh trong
pham vi Trudng.

KHIEU NAI, DON TO CAO, BON KIEN NGHI, PHAN ANH

Pinh ky hdng ndm
va 02 (hai) quy mot
lan, Phong Quan ftri
dai hoc, cadn bo ducc
phdn cong lam cong
tdc thanh tra, dau
moéi dudc giao thuc
hién viéc thu ly, gidi
quyét don clia don vi
lam viéc véi Ban T6
chuc va Thanh tra,
DHQGHN.
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PHU LUC

[m] 5!

Phiéu dé xuat Phiéu
thu ly don hudng dan

(=] P[]

=] =

Phiéu chuyén
don kién nghi,
phdn anh

Phiéu chuyén
don 16 cdo

Dan cb nhiéu Thong bdo

néi dung khac nhau | Yé vieccthuly
giai quyét khiéu nai

okein

O

Thong bdo Bién ban ghi

Vé viéc khong thu ly  ndi dung t6 cdo tryc tiép

gidi quyét khiéu nai

[m] 2z [m]
-

Of Gaa [m],

Thong bdo Thong bdo
Vé viéc khéng thu ly Vé viéc thu ly
gidi quyét 16 cdo gidi quyét 16 cdo

[m] -

Gidy bién nhéan
Vé viéc tiép nhan théng tin, tai liéu,
bdng chung lien quan dén noi dung 10 cdo
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TRUONG DAl HOC NGOAI NGU
PHONG QUAN TRI BDAI HOC

Py

PAI HOC NGOAINGU



