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YOUPTIAN

CypanraaHbl 3axuanrblH garyy “Tepeec uprag, OfoOH HUNTWAH eprefen, romgon, XyCanTunr
LIMNABIPNAX TOrTonuoo 6a apx 3yrH opumH: Bycag OpHyyAblH Typlunara” c3a3BT XapbLyyrcaH
cypanraaHbl axnbir [MapnameHTbiH cyganraa, CyprantblH XYP33MaHA, rynuaTraB.

CypanraaHbl xampax Xypa3

CaaBuiiH XypaaHA 3axmanaryaac UpyyrncaH XyCanTuiH garyy 3acruiH raspbliH 43pragax nuprag,
ONOH HUWATUMH XYCINTUNAT WNAOBIPNAX OanryynnarbiH 9pX 3yWMH 30XuuyynanT, OyTal 30XMOH
6aviryynant 6a vprag, OrioH HUWTI3C epreaern, roMAos, XyC3NT XYNasH aBy WWAABIPNaX Oyi
Gycan opHyyAblH HUATASr TypLunarsir XxapbLUyyrnaH cyanas.

CypnanraaHbl TainaH Hb xoép 6ynartan. Harayraap 6ynart: 3acruiiH raspbliH A3pragax mprag,
ONOH HUATTAM xapunuax banryynnarbiH apx 3yWH 30xuuyynant, 6yTay 30xuoH 6anryynantbiH
Tanaapx Typwnarbir ®ununnuH, OHaTxar, UBYUHXY, AnoH 33par OpHyyablr COHrOH aB4
cypancaH. Xoépayraap Oynart: Mpragssc MpYyncsH epregen, romanbir LWMAOBIpnax Oyw
Typwnareir Kanag, OXY, YkpavH, ABTpanu 33par OpHyyAblH TypluniarbiH XYp33H4 TyC TyC
XapbLyyrnaH cyaarncaH.

Tynxyyp ya: ©peedesn, caHan, 2omMOo0s, 3acauliH easpaac upaald, OflIoH HUUMUUH Xycanmude
wuloeapnax mee

Keywords: complaints, petition, grievance, resolving citizen’s requests, the government’s call
center

CYOANTAAHbI XYPAAHIYA

[anxuiiH ync OpHYyAblH Typlunaraac y33xaf, Uprad, ONOH HWWATI3C TepunH Banryynnarap
WPYYIC3H epregen, roMaor, caHan XyCanTunr HaracaH Gananaap, acxyn TepunH Ganryynnara
TyC TycAaa AMap HaraH OyTUMIH HADKIap AaMXKYynaH XyrnaaH aBy WunaBapnagar banqa.

Wprag, OrnoH HUATWUIAH 3yraac epreger, roMAosn raprax, caHan 60400 4eneeTan UNapXUANaX
3pX Hb O3NXMIAH YNC OpHyyAblH YHAC3H Xyynuap HI3NTT3M 3oxuuyynargcaH Gereef TYYHWIAr
LIMNOBIPNIXK Oy apX 3yMH 30XMLYYnanT, Lap Xypaa, 3pX XaMXad Hb eep eep baliHa.

OHaXyy cyganraaHg Tepeec upraf, ofloH HUMTTIM xapunuax 6yTal, TOrTonuooHb! acyyasbir aBy
Y3C3H Gereea 3acruiiH raspbiH A43PraaaX UPrafd, ONOH HUATT3M Xapunuax HarK, TOAr33pUNH yin
axunnaraar [J3NrapyynaH aB4v y3ceH. CypanraaHg xampargcaH opHyyaaac ®dununnuH
(UpragniiH epregen, romansir xynasH asax 8888 tes) 60onoH AnoH (OnoH HUATWMIAH acyygan
9pXancaH YHASCHWM TeB)-A4 3acruiiH ra3pbliH A3prag Oue paacaH HaRk axunnax 6GaiiHa.
WpragniiH eprefen, roMmanbir LWUWAABIPNAX 34radp Oaunryynnara Hb TycrawncaH XyynbTaw,
ToooOpXon OyTal, OpPOH TOOTOMroOp YWN axunnaraa sasyyngar 6anHa. PununnuH yncag
EpeHxuiinery 6onoH 3acruiiH raspblH Wwyyn yawpanarag 6ampar 6on AnoH yncap 3acruii
raspblH xapbsiaHg 6angar 6ariHa.

®dununnuH  ynceiH  “UpragunH  epregen, romanbir Xxyn3aH asBax 8888 TeB” Hb
€peHXUANerYMnH caHaadnaraap 2016 oHp OGawryynarocaH ©Oereen anbadH  Gycaap
Epenxuiineruniin wyyn ytac (President’s Hotline)226 raX apd TYM3HA Hapnaraasr 6arHa. JHa
TOBUWAr TOPWUAH OONMOH TepUNH emuuT OanryynnaryygbliH YN axwnnaraa, yunydmnraatan
xonbooTon caHan romaosn, aBnWUrbiH Tanaapx MIL3NNMAT UpPraf, ONIOH HWWATI3C aBax
3opunroop 6arnryyncaH 6ereeq 2007 oHbl “YnaaH Tyy3Hbl (XyHA cypTan) acpar xyynb” (Anti-Red
Tape Act) 6omnoH 2018 oHbl “BuaHec apxnaxuir xsinbapluyynax 60M0oH TOPURH YANYUIT3ar yp

AyHTan xyprax Tyxan” (Ease of Doing Business and Efficient Government Service Delivery Act

226 https://www.opengovpartnership.org/members/philippines/commitments/PH0047/
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of 2018) xyynuiiH xXypasHA rapcaH 6ary, Aypam, XXypMyyablH XypPasHA YWN axunnaraa siByyrmk
6aviHa.

AnoH yncag 1970 oHA “ONoOH HUATUIH acyyaan 3px3anc3H YHA3CHUM TeB” X3Maax Tycram
kopnopau GavryynaracaH 6a 2003 oHA “ANOHbI ONOH HUATWUIAH acyydan 3pXdncaH YHOICHWUA
TeBUNH Tyxam Xxyynb” (Act on National Consumer Affairs Center of Japan)-unr 6Gartanx,
3axupraaHbl HarAcaH Gavryynnara G0nroH ywin axunnaraar Hb eprexyyncaH 6GaiHa. “OnoH
HUATUAH acyyaan 3pxancaH YHO3ICHWI TeB” Hb XIPIrMarymiH Temneex YHACSH Oavryynnara
GOMmK, MyX, OPOH HYTIMAH OMOH HUATWIAH acyyaan I3pXancaH Tesyyd 6GomoH xonborgox
Ganryynnaryyatan xamTpaH ap4 upragunH 6ogouT ambgpan, Hexuen 6angnbiH  Tanaap
M3493Mnan uyrnyymk, 60auT ambapanbiH Hexuen Gangan, 4vr xaHgnareiH Tanaap Lory
cydanraa Xumx, XOXMpooC ypbAyunaH COPrunnax, UPrafgsac WpYYRCcaH epregen romgor,
M333N3N NaBnaraar WWMAABIPMSX Tanaap Laapararata apra X3MXa3r aB4 X3panKyynax,
ONOH HWWTWAH caHan, eprefen romMaona Xxapwy WPYYRAcaH 3axupraaHbl 6onoH 6ycan
GaviryynnarblH M3O33MMUMIAM XYPryyrax rax MIT Uur YYprumr xapankyyngar 6anHa. Tyc TeB Hb
3acruiH ra3pbiH xapbsiaHg Gainx Gereen 3esnex, EpeHxuin rasap, OnoH HUATTIN xapunuax
rasap, Msgaanan xapwunuaa xonboo TEXHONMOrMWH rasap, 3eBnex YWNYMMraaHui rasap,
ByTtaaraaxyyH TypwwunTeiH rasap, Bonoecpon cyprantbiH rasap, AyauTopbliH rasap, OnoH
HUATWUIAH MapraaH XsiHaH LWMNABAPNAX XOPOOHOOC BYpadH3a.

XapuH JHatxar 6onoH UBYUHXY-g wpragunH epregern, romanbir LUMAOBIPMSX acyyanbir
TycramncaH xyynuap, acxyn canbap xyynuygaap 3oxuuyyncaH 6arix 6ereeq epregern, romgon
XYN39H aBax, LWWNOBIPNANTUNT XSAHAX YHOICHUA XOMXKIIHUMN  MOHUTOPUHTUWH  HIrOC3H
TOrTonuooTon banHa.

OHaTxar yncag Tyxannban, WpraguinH epregen romgon xapuyucaH 3esnen /Directorate of
Public Grievances, Cabinet Secretariat/, XyHui1 HeeL, TOTraBap TATrAaMX, epreaent romanbiH
slaMHbl 3axvpraaHbl LWWHIYNANT, MPraguiiH epregen romaon xapuyucaH xanTtac /Department of
Administrative Reforms and Public Grievances, Ministry of Personnel, Public Grievances
& Pensions/ 33par Ganryynnaryyn TepuiH Gaviryynnarag WpCaH epregen roMAnbIr Xynaax
aBax, XyBaapunax, LWWAABIPNANTI XAHANT TaBUX YAT YYPIUAT X3P3NKYynaar.

OpXx 3yWH 3oxuuyynanTbiH XyBba “UpraHnn apxunH TyHxar 6mumr” /Citizens’ charter/ 6onoH
[O0TOOA XXypMaapaa 3oxuuyyngar. 9By TepuiiH 6airyynnaryynag yr TyHxar oudrniir 6apumrtnaH
axunnax Hb xaHrantryn 6GaricaH yump 2011 oHO XyHUIA Heel, TITraBap TITrAMX, epreaen
romanbiH slamHaac “Tepeec y3yynax YyWN4YMnraa OonoH epregen romaon TOIMTCOH
XyrauaaHp, Xxapuy aBax UpraHun apxuiH Tyxamn” [“The right of citizens for time bound delivery
of goods and services and redressal of their grievances bill”/ xyynuir 6atnyynaH mepaex
GaliHa. Xyynba TepuiH 3axupraaHbl 6avryynnara 6yp “UpraHuii apxminH TyHxar 6uunr” /Citizens’
charter/-uir 6atnax waapgnaratan Gereeq yr TyHXar GUYMIT Uprag TepunH Gawvryynnaratan
xapunuaxag 6anryynnarbiH Xynasax yypar xapuvyunara, UpraHUn 3A4nax 3pX, MPragasac MpYYImK
Oyn epregen romaon, caHan XyCanTUAr TOFTCOH XyrauaaH X9pXaH LWNMRABIPIAX raxX MIT uprag,
TOpUWIH Gariryynnara XoopoHAblH XapuraaHbl acyyarnibir Tycraxaap 3aaxas.

UpraguiiH epregen, roManbIir WUAAB3PAX XAHaNTblH LAXUM CUCTEM 221 (Centralised

Public Grievance Redress and Monitoring System) Hb [033px x0ép OGavryynnaraac xamTpaH
2007 oHp GauryyncaH vpraguiiH eprefen romAanbIr XynasH asax, LUMAABIPMSX TOBMOPCeH
CUCTEM IOM. OHITXArMMH 3acrMnH rasap MprogvnH epregesn, roMaon LWWAABIPAaX HIrACoH
nopTan caitt (Portal for Public Grievances)®*® OnoH HWATWIAH caHan, romansir 6apargyynax
xaHanTelH cuctem 5.0 (Centralized Public Grievance Redress And Monitoring System

221 https://pgportal.gov.in/
228 Grievance Redress Mechanism in Government, http://pgportal.gov.in/
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(CPGRAMS) version 5.0) nporpamm awwrnapar 6aitHa.??® OpooruitH Gaitgnaap 6Gyx siam
TOAraapunH xapbsa 6000 rapyi TepuiiH 3axupraaHbl Ganryynnaryyq aH3 cuctempg xonborgoH
axunnax 6aviHa. Wprag aH3 cucTeMp xonborgcoHoop eepcauviiH eprefer, roMAnoo anb Har
TepunH Oanryynnarag uaxumaap vnraax 6onomkTon oM. Tyc TeBMOPCOH LaxMm CUCTEM Hb
cTaHgapTymuncaH BeGp cyypwncaH wminaan 6ereep 24/7 uarvilH Typll TepuiAH GanryynnarbiH
YN axunnaraa, yanumnraatan xonbooTon anveaa acyyanaap oHnanHaap 60NnoH wyyaaHraap,
6uurasp caHan romaon xynasH asgar. MeH CPGRAMS-wuiir rap ytacHel 6ue gaacaH nporpamm
6onoH UMANG?-Taii HarAcaH rap yTacHb! anniaMKeNLLH33p AaMKyynaH alumriax 6osoMKTON.

UBYUHXY-n wpragsac 3acruiiH rasap 6GonoH TepuiH Oycag Gauryynnara, anbaH
TylaanTHyyaan eprefden roManeir uaacaap 6onoH uaxum xan6apaap raprax GOMOMXKTON.
WMprag uxaBunaH TyxaWlH yncap Xy4uH Terengep meppergex 6amraa xyynb, OAypaMm, Xypamp
eepunentT opyynax caHan XycanT GOnoH ONOH HUWTWIAH 3PX alMIT XxamaapanTal acyyanaap
MapnameHT G6omnoH 3acrMiH rasapT xaHOaH XyCanTad UNapxumngar 6arHa. TyYHUYN3H TepUnH
GanryynnarbiH YANUUNrasHW Tanaap, MeH XyBUWH acyyanaap /personal grievances/ TepuiiH
3axupraaHbl OGaviryynnaryynag epregen romgon rapragar 4 3H3 Hb WX3HX TOXWOMAONA
GaunryynnarbiH JOTOOA XXypMaap WurUAaB3pnaraaar banHa.

MBYNHXY-bIH napnameHTblH HUATMIH TaHXUMbIH Tycrai xopoofblH Har 6onox ©preanuiiH
xopoo (Petitions Committee) Hb HWMNTUINH TaHXMMbIH OMOHX TUWYYAUAH Teneenen 60roH
HWATUIAH TaHXMMbIH ceper XyyuH, 3acruiiH raspbiH Teneenen O6yxui 11 rmwyyHasc Gypaaar.
Tyc XOp0oO Hb NaprameHTbiH Laxum XyyACaHA HUATNAracaH 6yx epregenTan TaHWnuaH, XapaB
MPr3HUIA rapracaH caHarn, XyConTWUr yyxan, siapantan rax y3cdH TOXMOongong TyC acyyAanbir
sapantani XananuaH, LWWALABIPMAIXUAT napnameHTaac OOMoOH 3acruiiH raspaac LlaapgaH,
LWUNAOBIPNYYNAX 3pXTon GaiiHa. ©preanMH XOpoo Hb ©6epUNH 3pX, YYPrUiH XypaaHa 3
rMWYyyHWA  OypanaaxyyHTam asg xopoo 6GanryynaH axwnnax 6ongor ©GamHa. Wpragaac
napnameHTblH HWATUAH TaHxum OOMOH 3acrmiiH ra3apT xaHgaH raprax Oyn epregen
MapnameHTblH HUMTUIRH TaHxMMbIH Tyxal xyynb /Standing order/-g 3aacHbl garyy Togopxomn
Wwaapanaryyapir xaHragar 6arHa.

1991 oHooc Tyc yncag “Upranum apxuinH TyHxar 6uumr” /Citizens’ charter/ xeten6epwiir
XOPANKyy/mk TepwunH Oycap Oanryynnarag xaHgaH epregen roMaon raprax Tortonuoor
O6ypayyncsH 6anHa. YyHun papaaraap benbru, ®paHu, Kanag, Asctpanu, Manans, Wcnawu,
MopTyran, QHATX3r 33par X34 X343H YIC OpHYYLd 9HAXYy xetendepuir TepuiiH GamnryynnarbiH
YWAN axwnnaraaHg HSBTPYYNCaH OaiviHa. XeTenbepuiiH XypasHa TepwuiiH Gauryynnaryyn
Mpragaac upyymxk Oy epregen roMAanbir LUMAABIPNAX €6p eepuiiH XypMyyablr Gatancaap
MPC3H X3OMWA Y eHeer XypTan H3rACSH CTaHAapTad HUWLCSH Xyyrb 3pX 3yWH akTTan Gorooryin
6anHa. 1997 oHbl Garianaap TyC YNCbIH X3MX33H TOPUIAH 3axupraaHbl banryynnarsiH 42 TyHxar
Ounumr, HyTrUH 3axmpraanbl 6anryynnarsiH 10000 TyHxar 6ununr 6atnargcan. 1998 ong 3acrmiH
raspaac VIproHui SpXuiH TyHXar OUYUUIT YHIMI33 6rcHeep 3H3XYY XeTenbepuir LUMHIYNSH
camxpyymx /Service First: The New Charter Programme/ “HargyraspT ynnuunras-mpraguiH
IpXunr xamraanax xeten6ep’-unr 6atancaH. MeH 2004 oHg “Transforming Public Services
White Paper” “TepuiiH yAn4mMnraar camkpyynax apra XaMmxasHum Tyxan Maaarasan”-uir rapracaH
GariHa. QHAXYYy M3A3rgang Mpraaaac TepuinH banryynnarag xaHgaH rapracaH eprefen roManbir
LWIMNABIPMAX TOrTOMNLOOr camkpyynax 60noH TepuiH Ganryynnaraac ysyysk Oyn ynnumnraar
Mpragaac wupyymk Oym epregen roMaonTon yangyynaH HapumBynax, TYYHUYNSH TepUWIH
3axupraaHbl anbaH xaar4yuH Tanaap MPraHWI LWYYX34 rapracaH epregen romansir 6apargyynax
TOITONLOON XSIHaH Y33, 3YWN 3aanTyyabir HApMNBYNIax acyyanbir TYCraxaa.

29 hitp://pgportal.gov.in/cpgoffice/
20 UMANG Hb DHITXOrMIH OyXx Mpragag TeBeec OPOH HYTIUIAH 3acar 3axupraaHbl 6anryynnara xypTanx QHITXarvmH
LlaxmMM 3aCruiiH YANUYUNIrasHA HIBTP3AX HAr NnatdopMoop XaHraaar.
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CYOANTAAHbI XAPLLYYNANT

XycHazm 1. Up23d, onoH Hulimmal xapunuyax baliyynnaabiH 3px 3yUH 3oxuuyynanm, 6ymay
30XUoH balieyynanm

Ync Xyynb 3px 3yWH Op4vuH ByTau 30xMOH Gauvryynant

1 | ®ununnuH | YnaaH Tyy3Hbl (XyHA cypTran) acpar | “UpraguiiH eprepen, roManbIr XynasH
xyynb (Anti-Red Tape Act) 3H3 xyynb | aBax 8888 TeB” Epenxuinnery-3rX3r-biH
Hb 19 GynarTan Gereen TepuiiH Wypapra | xapbsana 8888 xamTtapcaH yavpanarbiH 6ar
éc, xapuyunara, TECBUAH OMYMAH 36B | axunnax 6anHa. Mprag OnMoH HWUATIIC
MEHEXMEHTUII TeneBLUYYNaX, TOpWUNH | epreden-roMaor, caHan-xycanT UpBar:
anbaHg  x?3n  xaxyynb, aenuraac | anxam 1. [lyyanara (M3433n13n) XynasH aBax
ypbauunaH capruinax, TepuiH GomoH | anxam 2. Magasannuiir 6onoscpyynax
TOPUNH emuuT Ganryynnaryygaac vprag, | anxam 3. XsHaH Maragnax (xon6orgox
ONOH HMIT3A un Top Banpneir xaHraxag | Gavryynnaryygan xyBaapunax

YUINICIH XYYrb 1OM. anxam 4. AreHTnar (xon6orpox
“BusHec 3pXN3axag TepuiH | bairyynnaryya, OHB) YMBI-T wumkyynax
yanuunraar xan6ap, yp AYHTaM | anxam 5. OrergnuiiH  caH  (Buunar/
xyprax” (Ease of Doing Business and | magaanan/ xaHanT) 6ypayynax

Efficient Government Service Delivery | anxam 6. Bognoro 6onoBcpyynax, Tannad
Act of 2018) Ttyxam 6ary paypam, | 6antrax (YXU-a Tannan 6antrax)

Xypmyya anxam 7. 3axupraaHbl 60MOH CaxurbiH apra
OH3 Xyyrb Hb TepWUIH BanryynnarbiH Yin | Xxamxaa, 6ognoro 6Gonoscpyynax, TawnaH
axunnaraa, Bn3HECUIIH yvan | raprax

axunnaraaHg Asampknar  6onox, wat
damxknarelir  6aracrax, xsn6apilyyncaH
Wwaapanara, XypMmyyaplr araH rapracat.
HuwiaT 16 TepnuitH OypaMm, Xypmyyapir
rapracaH.

2 | AnoH 3axupraaHbl GanryynnarbiH Tyxaul | Tyc TeB Hb 3acruiH ra3pbiH xapbsaHg 6anx
xyynb (Act on General Rules for | 6ereeq 3esnex, EpeHxun rasap, OnoH
Incorporated Administrative Agency | Hu/iTTalh  xapunuax rasap, Msgaanan
(Act No.103 of 1999)231-VII7IF YHOJCN3H | xapunuaa Xxonboo TEeXHOMornniH rasap,
OnoH  HWATUMIH  acyydan  3pXancaH | 3eBnex ymnuunrasHui rasap, byTaaraaxyyH
YHOSCHWUIM  TeBWUr yycraH Gawryynx, | TypwunTeliH rasap, bonoscpon cypranTbiH
OnoH  HWATUIH  acyydan 3pxancsH | rasap, AyauTtopblH rasap, OnoH HUNTWIAH
YHOSCHUIM TeBWUMH Tyxal Xyynb (Act on | MapraaH XxsiHaH LWKWAABIPNAX XOPOOHOOC
National Consumer Affairs Center of | 6ypanar.

Japan) ®? -nap viin axunnaraar Hb
3oxuuyynx 6anHa. Tyc Xyynb Hb HUAT 6
6ynar 49 3ynn 3aanTran 6arHa.

3 | SHaTxar “Tepeec y3yynax yunuunrad GOnoH | 3acrmiiH raspblH  Xapbsia WX3HX sam,
epregen rompona TOMTCOH xyrauaaHnpg | 6aiiryynnara 4oTooaAoo Mpragaac UpYyrncaH
Xapuy aBaxX WUPraHUW 3pXunH Tyxan” | epregen romaneir LUNAABIPNAX
I“The right of citizens for time bound | xanTac/raspyyaran 6ereeq 3acruiH raspbiH
delivery of goods and services and | Xapar apxnax raspbiH UpraguiiH epregen
redressal of their grievances bill”’/ | romaon xapuyucaH 3eBnen epeHxuig Hb

XYYNUIAH Tecnuinur 6onoBcpyynaH | xaHanT TaBbaar 6anHa.
b6atamkaa. Xyynb Hb 11 6ynar, 42 | Nprogsac TepuiH 6Ganryynnarag xaHaax
3YWNTaN. rapracaH HWAT epregen romaorn, caHan

[a3px XyynbA TOpUAH  3axupraaHbl | XYCONTUAH Xapwy, LWWMAABIPMANTIA TOPUNH
baviryynnara ©yp “UproHunii  3pxuiiH | 3axupraaHbl [334 LWwaTtHbl Oyloy 3acrumnH
Tyuxar ©6uuur” /Citizens’ charter/-uir | raspbiH GyTUMiAH X0€p Baliryynnara aHxaapu
6atnax waapanaratan Gereen yr TyHxar | axunnagar. YyHa:

6uunrt vprag TepuiiH Gauryynnaratai | 3acruiiH  raspblH - X3par 9pxnax raspbiH
xapunuaxag 6avryynnarbiH Xynaax yypar | MpraguiiH  epregen  romMaon  xapuyucaH

21 Act on General Rules for Incorporated Administrative Agency (Act No. 103 of 1999)
https://www.japaneselawtranslation.go.jp/en/laws/view/2754

232 Act on National Consumer Affairs Center of Japan
https://www.japaneselawtranslation.go.jp/en/laws/view/3193/en

23 CT-13/422 “Uprapwniii eprefen roMaon WWAABIPNANTMIAH 3pX 3yWH OpYMH, 6ycas opHbl Typlunara” 2013 oH.
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Xxapuyunara,  WpraHMin  9anax  9px,
Mpragaac upyymk Gy epregen romaon,
caHan XYyCanTWWMr TOFTCOH XyrauaaHg
X3PX3H LWUMAABIPNAX rdX MIT  mprap,
TOPUIAH Gavryynnara XOOPOHAbIH
XapunuaaHbl acyyanbir 3oxuuyynaxaap
3aacaH.

3eBnen /Directorate of Public Grievances,
Cabinet Secretariat/

XYHUiA HeeL, TITr3B3Ip TITIAMX, epreaen
roMAnbiH SaMHbl  3axvpraaHbl LUMHIYMSNT,
MpraaviiH  epreden romgon — xapuyucaH
xantac  /Department of Administrative
Reforms and Public Grievances, Ministry of
Personnel, Public Grievances & Pensions/
6onHo.

4 | NBYUHXY

WMpragaac napnameHTbIH Huituiin
TaHxvM GOMOH 3acrviiH rasapT XaHgaH
raprax 6y epregen [MapnamMeHTbIH
HUATUAH TaHXUMbIH Tyxaun Xyynb
IStanding order/- 3aacHbl  paryy
TOOOPXOW  Liaapanaryyabir  xaHragar.
Llaacaap epregen raprax byn
TOXWONAONA epregen raprard eepuiH
rapbliH ycar  3ypcHaap epregen
6atanraaxux 6a HWATWAr XxamapcaH
acyyanaap rapracaH eprefgeng  OfloOH
HUNTUIAH O3MXKIA3MMIAM Xapyynax YyaHa3c
acyyanbir gamxkmwk Gy gooad Tam Hb 5
XYH TrapblH ycraa 3ypax Hb 3yWTan
b6avipar. MeH epreanuiir  HuUATUIH
TaHXUMUbIH Tyxan xyynuinH 153-156-p
3ynng 3aacHbl garyy HUNTUAH TaHxumpg
TaHunuyynaar. WpraguiH  epregen,
roMgon xapuyucaH axwnTaH 3acruiH
raspbiH anb Har slamaHg
LUMAABIPIYYNAXI3P UNradaar.

1991 oHooc Tyc yncag “Upranum
3pxuMhUH TyHxar ©Ouuur” [Citizens’
charter/  xetenbGepuir  X3paNKyyIk
axamkaa. YyHuii pgapaaraap benbry,
®paHu, Kanag, Asctpanu, Manans,
Wcnann, TMoptyran, OH3TXar 33par xag
X3[3H YNC OPHYYA 3HIXYY XeTendepuir
TOPUIH GanryynnarbiH yvin
axunnaraaHgaa HOBTPYYICIH GariHa.

WpraH TepwuiiH GairyynnarbiH  Tanaapx
romanoo [00pX war napaarcaH
TOITONLOOHA XaHgaH Hapargyynax
6onomxToi. YyHa:

- TepuiiH BanryynnarbiH [AOTOPX WUPraHWN
eprefen rompgon  Gapargyynax — Hank
/internal complaints systems within the
public body responsible for making the
initial decision/

MpraHun  epregen romgon 6Gapargyynax
TepuH GaiiryynnarblH rapasT axunTaH
/complaints handlers, to which a public
body may contract out responsibility for
dealing with grievances/

TepuiiH GairyynnarblH Tanmaap WpraHun
rapracaH romaneir Gapargyynax TepuiiH
GanryynnarblH OflOH HUAT ©OMOH 3pyyn
M3HANNH YANYUAraaHWn acyygan
xapuyucaH ombyacmaH, OpoOH  HyTMUiAH
3axupraaHbl ombyacmaHn /applications to
the public sector ombudsmen notably the
Public and Health Service Ombudsman
and the Local Government Ombudsman/
AHxaH wWwaTtHbl 60noH BGycan LWwaTHbI LyyX
/appeals to the First-tier Tribunal (or other
tribunal) and onwards to the Upper
Tribunal/

Oosn  wyyxunH  xapbsia  3axvpraaHbl
xapruH wyyx /the Administrative Court
(part of the High Court in England and
Wales)

OBMapyynaH 3yyynax yuWn axwnnaraa
/Mediation/ 33par 6onHo. Wprag 3acruiiH
rasap, xapbsa samp, areHTnaryygag
XaHOaX upragag y3yynmxk Oyw ynnumnras
GONOH TyxaWH YWAMUMArdd y3yymk Oyw
TepuiH anbaH xaarduitH Tanaapx roMasnoo
Luaxumaap 3acruiiH raspbiH YHACOH Liaxum
xyyaac pyy GOnoH YHACSH Laxum Xyygac
093p GanpnyyncaH xapbsia saMmablH Laxum
XyyacblH  “UpragmnH  epregen  rompaon
XYN33H aB4Y WMAABIPNaX” MC3H HYYP3aHA,
TYYHUNSH LWyygaHraap, ytcaap, dakcaap
MPYYNax GONOMXKTON.
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XycHazm 2. Mpaadaac upyyncaH epaedern, 20MOsbie Wwulideapriax moamorsnyoo

y1/(e] Ync 3px 3yliH opYUH Tozmonyoo
OpPHYYyQd

1 KaHag Wprag xyynb Tortoox nasg 6anryynnara- | Uprag 3acrviiH  rasap, xapbsia siamg,
MapnameHT ©GonoH 3acrMiiH  rasap, | areHTnaryyabliH YWn axunnaraa, TepuiiH
Xapbsia fam, areHTnar 33par TepuiH | anbaH  xaarymiH  Tanaapx  roManoo
3axupraanbl  Ganryynnarag — xaHdaH | uaxumaap 3acruiiH ras3pbliH YHACOH LaxXum
eprefern, XycanT raprax yin sy Hb 2003 | xyygac pyy ©GonoH TaHa  GavipnyyncaH
OHbIr XYpTan Oyrg Xyynb TOITOOX 4337 | Xapbsia AaMablH Laxmm XYYACbIH
Gaviryynnarag xaHgaH xaarnargax vpaar | “UpeadulH epzeden 2omA051 XynasH asy
GaivicaH 6Gon 2003 OHOOC  XOWW | Wulid83pnax”  T3C3H  HYypaHA,  MeH
MapnameHt 6GonoH 3acruiiH rasap, | wWyyaaHraap, yTtcaap, dakcaap MWpyynax
3acruiiH - raspblH  Togopxon  canbap | GONOMXKTOWN.

XapuyucaH saMm, calg  TYYHUYnaH | XonbooHbl 3acruiH raspbiH FomanbiH
MapnameHTbIH TMLIYYHA JaHraap | MeHeXXMeHTUMH cuctem /The complaint
XasirnaH upyynaar 6oncoH GaiiHa. management system/”*® 2 xacartaii:
1997 oHooc KaHap YncelH 3acruiiH rasap 1. TomanbiH yaMpanarbiH cucTem
TepuiH GanryynnarbiH - “YANYUArasHU 2. Tompon W1AB3pAax cUcTem
xuwwur”  /Service standard initiative/ | FTomzgon WMnOBIPNaX anxam:
xeTenbepuiir X3P3NKYYNCH33p | 1-p anxam. Fomaon xynasH aBax
6anryynnara 6yp vmpragaac mpyymx 6yn | 2-p anxam. Fomanbir yHanax
epregen, romanbir Gapargyynax | 3-p anxam. lomanbir WWAABIPNAX Yiin
Tortonuooton 6oncoH. Wprag TepuiiH | axunnaraa siByynax
GanryynnarelH  WMAABIPUIAH  Tanaapx | 4-p anxam. Fomansir Wniasapnax
romgnoo OmbyacmeHbl Tyxaw Xxyynb | fomgon yHAacnantanm 6on  xon6orgox
/Ombudsman Act/ ** OmbyacMeHbl | Xyynb  3pX 3yWH OPYHbl XYP33HA apra
TyXam Xyynuir parax Mepaex Xypam | xamxa3 aspar. Lvnaesap xaHranTryn rax
/regulation 865/-nitH aaryy | y3Ban wvprag gapaarviH - WwatHbl - apra
LUNMAAB3IPNYYNAST. XamMx33 Oyroy Ombyacmanunm  anbang
/Office of the ombudsman/ xaHgaH
romanioo Gapargyynax 3pxTan.

2 oxy WMprapgaac TepuiiH 6Gairyynnara, anbaH | ©pregen rompon raprard gapaax apxTan:
TylwaanTaHa XaH4ax rapracaH eprepern - HAIManT mMaTepuvan raprax erex
romgon, caHan xycantuir “OXY-blH - epregen LUNMAABIPNAX asuan
MPrafAlaac rapracaH eprefgen roMmanbir GapumT  Guuryyaten  GueunsH
aB4  XINANU3dX  XKYPMbIH  Tyxau TaHUnuax.
xon6ooHbl  xyynb” «O  nopsgke - Wpranun epregnuiir 6ycag TepuiiH
paccMoTpeHuss  obpalueHun  rpaxaaH Gavryynnara, anbaH TywaanTtaHg
Poccwiickon depepaummnr-aap LWUMIDKYYNCAH  Bon  39H3  Tyxaw
3oxuuyynaar. M3ISIANMUNIAT BUYrasp XynasH aBax.
Wprag xyBuapaa 60noH xacar 6ynrasapas - ©OpreanuiiH LUMAABIPIANTUIAT
HUAN3H TepwuiiH 601004 OpPOH HYTIUAH XYNI33H  36BLUEBPexryn,  3cxyn
eepee yauppax €cHbl Gauryynnara, LUNAOBIPNArgaxryn Gairaa tanaap
anbaH TywaanTtaHa 6uuraap, MeH Laxum napaaruit LaTHbI anbaH
xanbapasp epregen romgon  raprax TylwiaanTtaH, LUYYXUAH
3PXTON. 6anryynnarag romgon raprax.

- ©preanee 6yuaaH aBax

3 YkpauH WpraguinH xaHpantbiH Tyxan YkpauH | TepunH 6Ganryynnara, ywngsap anbaH
YncblH xyynb (1996)-aap upraH 6a | ra3pbiH 9px Oyxuili anbaH TywaanTHbl
9BMAnNaaH HaracaH VPraduiiH | TOQOPXOW YANA3nAa romaosn rapracaH UpraH
Gaviryynnara Tep 3acruiH GanryynnarbiH | TyxaiH rOMANbIr WWAABIPNAX YN sBuag
YN axunnaraaHbl angaa AyTaransir | eepee  OGMEYnsH  oponuox,  LwanranTbiH
UNpyynax, 3acax cawxpyynax Tanaap | matepuantau TaHunuax, roManbIr
caHan XyCanT raprax, TepuiH 6ornoH | “Gaparpgyynax” ywn axwnnaraar 9pxnaH
OMOH HUWTMMH GanryynnarblH anbaH | xapuyuax 6aviraa anbaH TywaantaHTamn
TyllaanTHbl YANAaN4 romMaon raprax | yynsax, yr acyyanblH yyup LuanTtraaHbir
Xapurnuaar 30X1LyyrncaH. TaunbapnaH TaHunuyynax apxtani. MeH
YKpauH yfC VPraHUA  XaHgax SPXMNUr | MPraH roMAnoo Teneenex XyHasp (31rasq)—

24 Ombudsman Act. http://www.ombudsman.on.ca/Home.aspx
235 FOMAnbIH MEHEXMEHT. http://www.tbs-sct.gc.ca/pubs_pol/opepubs/tb_o/11qg01-eng.asp
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6aTanraaxyynax YYAH33C YNCbIH
X3MXKIIHUIA (BYPTran, yinumnnraa, xaHant
6onoBcpyynanTbiH) MOHUTOPUHINIAH
H3rAC3H TOMTOMLOO HABTPYYNC3H ynC
oM. YKpauHbl TYALSTIax 3acarnasnbiH
Gaviryynnaryyqad WproHsac rapragar
XaHAanTblH OypTran XsHanTblH HIrAC3H
TOITOMLIOOHBI  KOHUENUBIr Hb  YKpauHbI
3acruiiH raspbiH 2011.6.09—-H1in eapuiiH
589 nyrasp Torroonoop HGatancaH.

93p AaMxXyynaH raprax 3pxTan. WpraHum
9pX  aWwrvir - xamraancaH — romanbir
GavryynnarblH (XaMT ONOH) H3P3I3P raprax
6onpgor. VproHwiA romanbir LUMAABIPAIXK
AyyccaHbl gapaa, yr romonf xaBcaprax
VIPYYNICAH MaTtepuanbir 333HA4 Hb Gyuaax
erHe”

YKpauvHbl 3apuM MyX XOTyyaaa 3acruiH
raspblH xapunuax TeB (KOHMaKmHbIl
UeHmp)—yya onHoop Ganryyrmx, 9arasp
TOBYYAUVH YN axunnaraaHbl YNrapyuncaH
Aypmuir 6atancaH.

3acrvitH raspbiH Xapunuax TeB Hb 6epuiiH

xapbsia canbap TeByya, rYMU3TIax
3acarnanbiH TeB, OpOH HYTIWIAH
Ganryynnaryynan” XanyyH wyram”,
TenedoH yTacHbl “flagnax  moeyoo'—r

QXUMNYYIK, uar yeuiH 60noH HUArMUAH
TynramgcaH acyyanyynaap YNCbIH
X3AMXKISHUIA CIAIBUYUICIH CEeMMHap cypranTt
siByyngar.

4 ABcTpanu

ABCTpanu YNCblH MPragd3c  TOPUIH
Gainryynnara, anbaH TywaanTtang
epregen romgon raprax, [apnameHTbiH
©MHe rOMAJ00 LYYA UNIPXUIANAH raprax
3pX Hb HI3NTTAM bGavpar GanHa.
Oprefen, romManbir  XynasH  a.ax,
LUNAAB3PNAX YN axwunnaraar TepuiiH
anbaHbl Tyxa Xyynb /Public service
act/?*® 2006 oHbl 11 Ayraap capbiH 10-Hbl
ABCTpanunH 3acruiiH rasap, TepunH
An6aHbl KomucesiH No13/06 Tortoon, >’
ABCTpanumnH ISO 10002-2006
cTaHaapTbIr 238 H6apumTnaH
LINNABIPN3AAr. TepuitH anbaHbl Tyxaun
Xyynuinr YHOJCN3H 6arancaH
ABCTpanunH 3acruiiH rasap, TepuiH
An6aHbl KomucceliH No13/06 Tortoonoop
Anba, areHTnaryygap epregern, roma-
NblH  MEHEXMEHTUIH TorTonuoor 6wui
6onrox, TAAredp TOrTOMLOOHbLI YHACIH
CTaHZapTbIr TOFTOOCOH BaviHa.

Opregen, roManbIr  XynaaH  a.eax,
LUMNOBIPNAX YICbIH X3MXKIIHMMN
M3433NIMNH HAFAC3H cucTem Banxryi.

TepuiH Baviryynnara, anbaH xaar4gblH yinn
axunnaraaran xon6ooToi rapracaH
eprefern, roManeir TyxaWH GanryynnarbiH
eprefern, roManbiH MEHEXMEHTUIAH TOrTos-
LoOroop LUMIABIPNAK 4Yagaary 60onoH
XOHANOHIMIH Wanrant XUANraXunAr Xycearn
OmOyacmeHa  xaHfaH eprefen raprax
B60onomxTON.

OmbyacmeH Gytoy [MapnaMeHTbiH xapaar
6yc axwuntaH Hb 3acrMiH raspbiH sam,
areHTnar, Xopux rasap, 3mMHanar, cypryynb,
TEXHUKUIH KOnnex, OpOH HYTMIAH
3axupraa, YncblH WX, 4334 Cypryynuyg
39par GanryynnaryyablH HUATUAH anbaHbl
YVN axunnaraar MepAeH Luanrax yypartam
Ganpar. OmbyacmeH Hb TOPUIH
GanryynnaryyabiH — LUMAOBIPUIAH  Tanaap
MPragdac UPYYNC3H romasbIr XynasH aBy
Lwanrax, WUALBIPNAHS.

26 pyplic Service Act 2008

7 http://www.health.qgld.gov.au/nonconsumer_complaint/docs/OPSC_Directive.pdf- Directive 13/06-Complaints
Management Systems

238 Australian StandardTM Customer satisfaction- Guidelines for complaints handling in organizations (ISO
10002:2006, MOD)- http://www.saiglobal.com/pdftemp/previews/osh/as/as10000/10000/10002- 2006.pdf
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CYOAITTAAHBI O9NF3P3HIYN X3Car

HArayYrasaP BYNAr. 3ACrMWH rA3PbIH A3Pra3a3X UPraa, OnoH HUATT3INU
XAPUITLAX BAUTYYNIATbIH 3PX 3YWH 30XULYYNANT, BYT3L, 30XUOH
BANTYYNANTbIH TANAAPX BYCA[l OPHYYAbIH TYPLUNATA

OUNUNMUH YNIC

dununnmH Hb YHACSH XyynbT, EpeHxuineruniH 3acarnant, byrg Havpampax ync towm.
DUNMNNMHA TOpUIH 6ONOH TepUIiH emMunT Byx Balryynnarag Tepeec y3yysik Oy yinumnrasHun
cyn 6anpan, aBnuUrbiH YANAAYYQuiH Tanaap vprag, OfloH HUAT M3433M3X GONOMXKUMAT XaHrax
3opunroop GaiiryynaracaH “Ypraaunith eprefen, roMAnbLIr XyNaaH aBax 8888 Tes”>*® axwvnnapar.
Tyc TeB Hb EpeHxuiineryminH caHaaunaraap 2016 ong 6amnryynargcaH 6ereen anbaH 6ycaap

EpeHxuiineruniti wyyg ytac (President’s Hotline)?* rax apg TymaHa xanaragar 6aiiva.
Xyynb 3pX 3YitH OPUYUH

“UpragunH epregen, romanbir XynasH asax 8888 tes”-unr dunmnnuH YncelH EpeHxunneryniii
2016 oHbl 10 ayraap capbiH 14-Huit eapuith 06 TooT?*' 3apnuraap GaiiryyncaHn Gereepn 09
T00T 22 3apnuraap 6yTal, 30XWOH GailryynmanT, uur yypruir Hb TOZOPXOMmK 3MX3I-biH
yavpanarag xapuyuyynca. MeH 2018 oHel 67 TooT?* sapnuraap 2016 oHbl 09 TOOT 3apnuruiiH

aaryy FYIZLlSTFQX 3acarnang xaHant TaBuxbIr yypar ©OnrocoH.

Tyc 1eB Hb 2016 oHOOC TepunH anbaH xaary, TepunH GONMOH TepwuiiH emunT Ganryynnaraac
Y3YYIDK Oy YNUUMNrasHMM Tanaap romgon raprax Xycantam upraguir tycran gyraap (8888)-biH
yTCaHA XYMasH aBy aXancaH.?* OHa Tes Hb 2007 oHbl Byra Haiipampax YncbiH Ne 9485 xyyrb
Byloy YnaaH TyyaHbl (xyHA cypTran) acpar xyynb (Anti-Red Tape Act)?*® GornoH TyyHwiir
xaparkyynax 2018 oHbl Ne 11032  “BusHec apxnantuur xanbapulyynax GOMOH TepuitH
ynnuunraar yp ayHtanm xyprax” (Ease of Doing Business and Efficient Government Service
Delivery Act of 2018)%*® xyynb, 6ary, AypaMm, XypMyyaslH XypasHA yiin axunnaraaraa ssyynaar
6ariHa.

YnaaH Tyy3Hbl (XyHA cypTan) acpar xyynb (Anti-Red Tape Act)?*’

OH3 xyynb Hb 19 Oynartan Gereep TepunH wWypapra Gangan, xapuyunara, TOCBUAH XOPeHre,
TOPUNH OMYUAH 36B MEHEXMEHTUNT TONeBLUYYNaX, TOPUNH anbaHg X33n xaxyynb, aBnuraac
ypbAUUnaH CIpruinax, TepuiiH 60MNoH TepuiH emMunT Gainryynnaryygaac uprag, OfoH HUAT3L
UNT ToA4 GaRANbIr XaHraxaj YArnacaH Xyyrb M.

Tyc xyynba wyyx 60M0H Xyynb TOrTOOX YMI YYPrynr rynuaTrax Garnraa TepuiiH anbaH xaary
Xamaapaxrym.

XyynuinH 6yTUMIAH XyBb[ Aapaax Xacryyaran 6aiHa. YyHAa:
Xacar 1. XyynuinH Hap

Xacar 2. XyynuinH 30punro

Xacar 3. Xampax xypaa

23
24
24
24
24
24
24

©

https://8888.gov.ph/ VpraguitH epregen, romanbir XxynasH asax 8888 Tes /dununnuH ync/
https://www.opengovpartnership.org/members/philippines/commitments/PH0047/
https://8888.gov.ph//wp-content/uploads/2021/08/20161014-EO-6-RRD.pdf
https://8888.gov.ph//wp-content/uploads/2021/08/20161201-EO-9-RRD.pdf
https://8888.gov.ph//wp-content/uploads/2021/08/20181031-EO-67-RRD.pdf

https://8888.gov.ph/history/

https://nirc.dole.gov.ph/Node/view/TIYWMDAxNw Byra Hanpampax YnceiH xyyne Ne 9485 Gytoy YnaaH Tyy3Hbl
acpar xyynb (Anti-Red Tape Act)
https://8888.gov.ph//wp-content/uploads/2021/11/20190717-RA-IRR-11032-RRD-1.pdf “BusHec apxnaxag TepumnH
YANYMNraar xanbap, yp awmrram xyprax” Tyxan xypam

https://nirc.dole.gov.ph/Node/view/TIYwMDAxNw

[N IR RN}

24

>

24

J
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Xacar 4. Hap TOMbEOHbI TOAOPXONNONT
a. QHIMIH WnImKyynar
0. D3apaaTant WNIKYynar
B. H3H TapryyH ynnuunras
r. Ynn axunnaraa
A. AnbaH TyliaanTaH 3CXyn axunTaH
e. XonbooTton waapgnara
é. Toxupyynary (xon6ory)
Xacar 5. Cuctem 6a ynn axunnaraaHsl AaxvH UHXEHePYan
Xacar 6. praHun gypam
a. Togopxon yun4mnraa aBax xxypam
0. Xapuyuax anbaH TywaanTaH
B. Xyrauaa
r. Waapgnaratan 6apumt 6umumr
4. Tenbep
e. lompgon raprax xypam
Xacar 7. AreHTnarnnH xapuyunara
Xacar 8. HaH TapryyHa ynnuunraa y3yynax
Xacar 9. 3eBLueepern, NUUEH3NNT LWyya CyHrax
Xacar 10. TannarHax
Xacar 11. 3epuun
Xacar 12. pyyruiiH xapuyunara /Toxupyynary/
Xacar 13. MpraHun 6onoH QpyyruiiH xapuyunara /Mpran/
Xacar 14. 3axupraaHbl xapuyLnarbiH xapbsanarn
Xacar 15. CanH aypaapaa M3433nan erex
Xacar 16. ypam, Kypam X3apankyynax
Xacar 17. XyunH Terengep 6angan /YHOC3H XyynbTan 3epunngex tyxan/
Xacar 18. XyunHryn 60ncoHa TooLox Tyxamn
Xacar 19. XyuuH Terenaep 6onox Tyxan

“BuU3Hec 3pxnanT 6a TOePUWH ynnuunraar xanbap, yp AyHTan xyprax” (Ease of Doing
Business and Efficient Government Service Delivery Act of 2018) Tyxan 6ary aypam,
Kypmyya*

dununnuHnin YHACSH XyynuiH 2 ayraap 3ynnuinH 27-g Tepeec “TepuiH anbaHg wypapra
Gaitmarn, aBnura, xaan xaxyynuiiH acpar yp AYHTN apra xamxa3 aBHa”?*® rax 3aacHel garyy
2007 oHA YnaaH TyysHbl (XyHA cypTran) acpar xyynb (Anti-Red Tape Act)-uiir 6atancaH G6ereep
2018 oHa BrsHec apxnanT 6ONOH TEOPUNH YINUMAraar xanbap, yp AYHTAN Xyprax Tyxawm Xyynuir
6atancaH. 3Ha xyynb Hb 2007 OHbl YnaaH Tyy3Hbl (XyHO CypTramn) acpar Xyynbh H3IManT,
eepynenT OopyyrX, TepunH OGanryynnarblH G0NMoH OGWM3HECUMH YN axwunnaraaHg LA3MXKNar
6onox, waTt gamxnarbir 6aracrax, xsnbapllyyncaH Liaapanara, XXypMyya garaH rapracad.
HWIT 16 TepnuitH gypam, XypmyyabIr rapracaH. YyHA:

EpeHxuii Hexuen

Xampax xypaa

Yiin axunnaraa 6onoH OyTUMIAH JaxuH XyBaapunanTt
MpraHun gypam

“Tar” bannrax 6oasioro

Yavpaax rasap, areHTnaryyabiH xapuyunara

@0k wh 2

248 1ttps://8888.gov.ph//wp-content/uploads/2021/11/20190717-RA-IRR-11032-RRD-1.pdf
https://www.officialgazette.gov.ph/constitutions/1987-constitution/ ®ununnuH YnceliH YHAC3H xyynb, 1987
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7. TepwiH ynnumnraar aBax
8. IvueHs, 3eBLUeSPSON, rAPUMNTII, 36BLLUSEPNUIr aBToMaTaap 6atnax Gyoy aBTomartaap

CyHrax

9. OpOH HYTIMIH BM3HEC 3PXNaX Tycra 3eBLUESPer, 3eBLLOBP6IT, MPUNUITa3, 3eBLUesper
ONroX YN siBLUbIF OHOBYTOM GOMrox

10. Oag 6yTumiiH xon6ont

11. XyHA cypTanTai TaMUS3X HAMK, 3pX M3, 3eBren

12. TannarHax

13. 3epumn, xapbsianan, WWATran, xangawryn 6angan

14. Yin axunnaraa, yHanraa, MepaeH 6anuaanTbiH axunnaraar axnyynax
15. Typ xapankux 3aantyyq

16. QucuiiH 3aanTyya

“UpraguitH epregen, romanbIr XynasH aBax 8888 TeB”-uiH 6yTal, 30XMOH Ganryynant

OH3 TeB Hb 3acruiiH raspeiH (3MX3IN) xapbsaHa 6avix Gereeq PUNMNNUHUIA LUMHXKIAX YXaaH,
TEXHONMOIMMNH raspblH Magaanan, xapunuaa, xonboo, TEXHOMOrnmH rasap O0noH YHOSCHWI
KOMMbIOTEPUIAH TOBTAM XaMTpaH axunnagar.

YHAC3H YuMr Yypar Hb UPraj, OnoH HUIATI3C TepuiiH Bairyynnara, anbaH TylwaanTaH, anéaH
xaarygag (asnura, anbaH TywaanblH r3MT X3pruiiH Tanaap 6Gaix GOnHO) xaHgaH rapracad
epregern-romgorn, caHan-xycantunr 8888 ytcaap 6GomoH meccax (SMS)-39p XxynaaH aB4

xonborgox Ganryynnaryyaaa WWmKYYnaH 72 uaruind 4oTop WMRABIPyYnaar 6anHa.

Receiving
Call Takers
«©m) )
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Yin axunnazaaHbl 30xuoH 6ati2yynanm

PROCESS FLOW

Cabinet Secretary

8888 JOINT MANAGEMENT TEAM (JMT)
PCC OPICTD, D34F, DT O, STAR

sTEP S

Department/
Province (LGU)/
Officers (AO) ey Goccs

1.Repond 1 incoming calk;
2Transcribe the comphint

3 Forwandy send o AD

TAT: 5 minutes

Howdo we cater to el time
comphints?

1.Rad Lanalyee comphint 1Rad £ redies action 1 Receice complint 1 Report Card Suniey
received by the CT docurents prepm red by A0 2Repond to complint 2.ad minstrativey
2Refer the matter to 2Approves co mpleted weithin 72h e Disciplinary Action

appropriate agency docurnent 3 Reply o 8888 = howing B 3 Policy formubition
3.Forwand/ send 50 3. Forard/ send concernad proofof rmponse

TAT: Sminutes GAGI TAT 72he Info rm Caller
TAT: Zrvinutes Citeen on Action

Taken

try ofall replies 1 Pregare bu lkindoserment/
o nthly repor 1t 40 CC

2Po ey formubtion on dits
prtheral

3 Premation of epsrts to
dSend 2 Indomemenss IMT, Ctbec, PRRD

20 https://8888.gov.ph/mandates-and-functions/ Mpraguith epreaesn, roMansIr xynasH aBax 8888 Tes
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Tyc TeBuiiH yaupanarbir EpeHxunnery-3r X3l -biH xapbsaHa 8888 xamTapcaH 6ar xapanKyyrk
GanHa. Nprag, onoH HUNTIIC eprefen-romaos, caHan-xycanT upBan:

anxam 1. [lyyanara (M3493nan) XynasaH aBax

anxam 2. Magaannuir 6onoscpyynax

anxam 3. XsHaH maragnax (xonborgox 6anryynnaryyaag XxyBaapunax)

anxam 4. AreHtnar (xon6orgox 6avryynnaryya, OHB) YMBI - wuinasapnax

anxam 5. OreranviH caH (6uunar/ magaanan/ xaHanT) 6ypayynax

anxam 6. bognoro 6onoecpyynax, TainaH 6antrax (YXLU-a tannan 6anTrax)

anxam 7. 3axupraaHbl 60M0H CaxunrbiH apra Xxamxaa, 6oanoro 6onoBcpyynax, TannaH raprax

AMNOH YNC

ANoH YNCbIH ONMOH HUATWUIAH acyygan 3pxancaH YHA3CHUA TeB Hb 1970 oHA TepunH Tycran
Kopnopay xan6apasp Ganryynargax, 2003 ong “OnoH HUATUIAH acyydan 3px3ancaH YHA3ICHUNA
TOBUINH Tyxan Xyynb” 6artnaracaHaap 3axupraaHbl HIrgcaH Oawryynnara GOnoH eprexuk, 7
rasap xantac, 6ue gaacaH OfloH HUATMIH epregen roMaos, XsiHaH LWNAAB3PI3X XOPOOTONroop
YyWn axunnaraaraa siByyrxk 6anHa.

Xyynb 3px 3yWH Op4uH

3axupraaHbl 6avryynnareiH Tyxam xyynb (Act on General Rules for Incorporated Administrative
Agency (Act No.103 of 1999)%"-nith garyy OnoH HUIATUIH acyyaan SpxancaH YHOSCHWIA TeBUIAr
yycraH b6anryyncaH 6ereeg OnoH HUATWUIAH acyydan apxancaH YHASCHWI TOBWUMH Tyxaw Xyyrb
(Act on National Consumer Affairs Center of Japan)®*2-aap yitn axwurnaraar Hb 30XULYYMX
GaliHa.

Tyc Xyynb Hb HUAT 6 Oynar 49 3yin 3aanTtTan 6anHa.

Hargyrasp 6ynar. EpeHxuii 3aantyyg

Xoéppayraap 6ynar. TeBuiiH anbaH xaarung

l'ypaBayraap 6ynar. OnNoOH HWATUAH acyygan 9pXxancaH YHOSCHUA TeBUWH yin
axwunnaraa

Hepesayraap 6ynar. CaHxyy, HArtnaH 6ogox 6ypTran

Taegyraap 6ynar. bycag 3aantyyq

3ypragyraap 6ynar. QpyyrMinH san WUATIaN

XyynulH 3opuneo: ONOH HUATUIAH acyydan 3pXancaH YHASICHWA TOBWMH H3P, 30pWMro, YW
axunnaraaHsl Liap Xypaar TO4OPXOWOX.

Or10H HUlimudH acyydan 3pxascaH YHO3CHUU meesuliH Yue yypae:

- ApQ vpraguiiH as Tyxta aMmbapanbiH 6aTanraaHbl Tanaapx M3A33M133p XaHrax;

- Wpragaac npcaH epregen roMmaon, MOA33MaN naenaraar WWNABIPNaxa Waapanaratam
apra XamMxaar aB4y X3apankyynax;

- Apg vpragunH 6ogut ambgpan, Hexuen 6aianbiH Tanaap M3433anan uyrnyynk, 6ogut
ambAparnbiH YUr XxaHanarbiH Tanaap Lory cyganraa Xvix;

- Xaparnar4uiH epregen romaorn, MapraaHbir LWUMRABIPAX;

- OnoH HWATWIAH caHan, eprefen romaonga Xxapuy WpYYNCSH 3axupraaHbl Gauryynnara
©onoH bycag 6anryynnarbiH M3O33UTUMIAT XYPryyax Yunr yypartan 6anHa.

21 Act on General Rules for Incorporated Administrative Agency (Act No. 103 of 1999)
https://www.japaneselawtranslation.go.jp/en/laws/view/2754

%2 Act on National Consumer Affairs Center of Japan
https://www.japaneselawtranslation.go.jp/en/laws/view/3193/en
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Tyc xyynuiH 3.2-1 “OnoH HulmulH acyyOan 3pxarcdH YHO3CHUU meeuliH 03p23d OJIoH
HUlmudlH epaedesnn 20MO0s1, MapaaaH XsHaH wulideapnax xopooe balieyyrnx, mapeaaH XsiHaH
wutidsapnax 6010H apbumpsbiH yin axunnazaaz bue daaH si8yynHa" rax 3aaxaas.

OnoH HUMTUIH acyyaan 3pXancaH YHA3CHUMA TOBUMH OyTaL, 30XUOH banryynant

Tyc TeB Hb 3acrunH ra3pblH xapbsia 6ereeq 3esnex, EpeHxuii razap, ONoH HUATTIN xapunuax
rasap, Mspgsanan xapunuaa xonboo TEXHOMOruMnH rasap, 3eBnex YWNYUIrasHUI rasap,
ByTaargaxyyH TypwuntbiH rasap, bonoscpon cyprantbiH rasap, AyautopbiH rasap, OnoH
HUNTUIAH MapraaH XsiHaH LWUMRABIPIISX XOPOOHOOC Bypa3Ha.

Cxem 1. OnoH HUlimuliH acyyodan 3px3asicaH YHA3cHuli meesuliH 6ymay

General Affairs Department

Organizational Chart - General Affairs Division
. B - Planning Division
National Consumer Affairs Center of Japan + Accounting Division

- Facility Management
- Qualified Consumer Organization Support Office

Public Relations Department

+ Press Division
- Local Center Support Division

p " " = Information and
President Executive Vice President Communication Technology Department

+ Information Administrative Division

- Information Operative Division

+ Information System Division

- Cybersecurity and Information Technology
Management Promotion Division

Consultation Department

- Consultation Division 1
+ Consultation Division 2

Auditor Auditors Office - Consultation Division 3
Product Test Department

- Planning and Administrative Division
- Product Test Division 1
+ Product Test Division 2

Education and Training Department

- Administrative Division
-+ Consultant Qualification Division
- Online Training Promotion Office
- Senior Research Fellow

ADR Committee April 1. 2022

Ox cypsamx: https.//www.kokusen.qgo.jp/e-hello/about ncac/data/ncac oc.html

Wpraasac rapracaH epreaern roMAsnbIr WWAAB3PNAXK Gyr Typluunara

OrnoH HuUtimutH epa2edes 20M0O0J1, Mapa2aaH XsHaH Wulide3piax Xo0poo

ANOHbI ONTOH HUNTUIAH acyygan 3pXancaH YHAICHUA TOBUNH Tyxal XyynuinH 11 gyrasp 3ynnumH
11.3 paxb 3aanTaj 3aacHaap ONIOH HUNTWMIH acyyaan 3pxancaH YHA3ICHWUI TeBUIMH 3prag 6ue
naacaH OfioH HUNTWUAH epregen romaosl, MapraaH XsHaH LWWRABIprax xopoo banx 6ereen Tyc
XOp0OO Hb EpeHXMN cangblH TOMWMCOH epeHxunnerd, 15 ruwyyHsac Gypagar.Tyc xopoo
NpraguiH epregen romgos,, MapraaHbir WWMRABIPNAX43d Oycag MyX, OPOH HYTTUAH OFOH
HUATUIAH acyydan 9pxancoH TeB Oawryynnara, TepuiH Gaviryynnara, OpOH HyTIMAH 3acar
3axvpraa, XyBUMH X3BLWNWMWH Oanryynnara, ax axyWH HIPKYYATaW xamTpaH “MapraaH
LUINAABIPNIX, 30XMCTOM apra XamKaar aB4 Xapankyynax Tyxaw xyyne” (Act on Promotion of Use
of Alternative Dispute Resolution)?*®-uitH xypasHg xaMTpaH axunnaHa. MeH uprag ofioH HUNT,
XK axymH HONKMINH XOOPOHA YYCCOH MapraaHbIr LWWMAABIPax433 AnoHbl ONOH HUTUIAH acyyadan
9pxancaH YHOSCHUIA TeBA Xxapbsanarggar Xyynbump 3eBremX, 3eBneree ery Xxyynbygaac
BYPAC3H XOPOOHbI rUyya apbuTpbiH YN axunnaraar sasyynaar 6anHa.

3 Act on Promotion of Use of Alternative Dispute Resolution
https://www.japaneselawtranslation.go.jp/en/laws/view/3774
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Cxem 2. OnoH HUlimutiiH ep2e0es1 20MA0J1, Map2aaH Wulide3prIax XOPOOHbI yinl axusnazaa

Consumer ADR Committee

[ Consumer ADR Committee( ™ 1) ]
Mediation to facilitate reconciliation Arbitration
Undertaken by 1 or plural committee Undertaken by 1 or plural committee
members(* 2) members(* 3)
Failure | | Reconciliation | | Decision to carry out arbitration

Recommendation to
fulfill obligations

Guidance

Release of the summarized outcomes ul for
solution

0 1 The Consumer ADR Committee consists of a maximum of fifteen committee members and has an
independent authority. Committee members, who have special knowledge including legal expertise, are
to be approved by the Prime Minister of Japan and then officially assigned by the President of NCAC.

0 2 Alawyer who belongs to the committee provides advice and recommendations in case of disputes
between consumers and businesses requiring a legal judgment

0 3 Agroup of committee members that include a lawyer undertakes arbitration procedures.

Ox cypsarnx: https://www.kokusen.go.jp/e-hello/about ncac/pdf/ncac adr.pdf

BYrQ HANPAMOAX 3H3TXJr YNC /BHIY/

BHJ3Y-g TepwuiiH 3axupraaHbl anb Y WaTHbl bavryynnarag uprag caHan xXycanT, epregaen romgon
raprax 9pxTam 6ereepn YYHWWr LWIMMABIPNAX TycralncaH XyynbTal. Tyc XyyrnuinH XypasHa
MPragunH epregen, romMaon XynasH aBax YICbIH X3MX33HUA MOHUTOPUHIMAH  HArOCaH
TOITONLOO HIBTPYYICIH GaliHa.

Xyynb 3pX 3yMH OpYUH

Tyc yncapg wvpragaac TepuinH OGanlryynnarag xaHgax rapracaH eprefen roMgorn, caHan
XYCONTUIAr TOPUNH 3axupraaHbl Gauryynnaryyn eepcauiH gotoognoo 6GatancaH “UpraHum
3apxurH TyHxar 6uuur” /Citizens’ charter/ 6onoH gotooq xypMaapaa 3oxuuyyngar 6anHa. Masu
TOpWIH Ganryynnaryynan yr TyHxar Oudrniar GapumTnaH axunnax Hb XaHranTryh, YyH33c
WwanTraanaH Mprag OrioH HUAT XoxXupcoop Gaviraa Tyn MpraguiiH eprefen romManbir HArAC3H Har
Xyynuap 3oxuuyynax waapanara Tynrapyaa. Tuimasc 2011 oHA XyHUIM Heel, T3TroBap
TITIAMX, eprefden roManblH siamHaac “Tepeec y3yynax yWnuunrald O6onoH eprepen
rompgonpa TOrTCOH XyrauaaHg Xxapuy aBax MpraHum apxuinH Tyxan” /“The right of citizens for
time bound delivery of goods and services and redressal of their grievances bill’/ xyynuir
6atanxaa. Xyynb Hb 11 6ynar, 42 3ynntan.

[aapx xyynuap TepuinH 3axmpraanbl 6anryynnara 6yp “UpraHni apxuH TyHxar 6uumr” /Citizens’
charter/-uir 6atnaxbir yypar 6onrocoH 6ereep yr TyHxar GUuMrT uprag TepuiiH Gaviryynnaratamn
xapunuaxag GanryynnarbiH Xynaax yypar xapuyunara, UpraHuidA 34nax apX, Mpragasc Mpyyrx
Oy¥i epreern roMaor, caHan XyCanTUAr TOFTCOH XyrauaaHa, X3pXaH LWMNABIPaX rdax MIT Mprag,
TepUH Banryynnara X00OpOoHAbIH XapunuaaHbl acyyanbir Tycraxaap 3aaxas.

Tyxann6an, TeBuiAH GOMOH OPOH HYTIMAH OyX LWaTHbl (TEOBWUIAH, MYXWAH, OYYPrUAH) TOPUIAH
3axvpraaHbl GanryynnarsiH yaupanaryya vpraguiH epregen romaon Gapargyynax aXunTHbIr
TOMUINOH axunnyynax 6a TyxailH axwunTaHTaW X3px3H Xxonborgox Tanaapx A3MNr3paHryi
M3aNMnr XmHan ©0noH AHMKU X3N33p eepuiH Xapbsa HyTar O3BCrapUNH M3a33MMUIH
X3P3rcrasp AamxyyrnaH OfoH HUATS, M3A33MNHI. DHAXYY MIAIMNUIAT XKUNAIS HIr yaaa XUAHS.
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TepunH 3axupraaHbl 6yx wartHbl anbaH GanryynnarblH yaupgnaryyn eepunH GanryynnarbiH
Luaxum xyyacaHa cap O6ypuiiH 15-Hbl e4ep XWYHI3H TOOHbI MPraAd3C eprefesnt romaon XynasH
aBCaH, YYH33C XMYHI3HWNIT LUMAABIPNICIH 33PTUIAM M3A33mK Banx yyparTan rax 3aacaH banHa.

WpragnitH eprefen romanbir Xyfna3H asy WWWAB3PNIX TOPUWAH 3axupraaHbl
Gauryynnara, TYYHUI YN axunnaraa, 6yTal, 30XMOH Gauryynant.

3acrnitH ra3pblH xapbsia UX3HX siam, Gauryynnara 4OTOO4A00 WPrafs3Cc MPYYNC3H epregen
roManbIr WUABIPMAX XanTac/ra3pyyaranm 6ereeq 4onoo xoHor 6ypuiH fxarea rapurt npraguinH
eprefen romaor, caHan XyCanTuiAr XynasH asaar 6anHa. Vpraguiii epregen roMmaon xapuyucaH
3ra3p XaNTac, ra3pyyablH YN axunnaraaHg 3aceauliH 2a3pbiH X3pae apxnax ea3pbiH UpaadulH
epaeden 20MA0s XapuyucaH 366161 epeHXMINA Hb XAHaNT TaBbaar 6aiHa.

Wpragasac TepuiiH Gavryynnarag xaHAax rapracaH HUAT eprefen romaor, caHan XyCanTUiH
Xapuy, LUMNOBIPNAnNTd4 TOPUNH 3axmupraaHbl 4334 WaTHbl Oytoy 3acrMinH raspbiH GyTUNMAH XOEP
Hanryynnara aHxaapy axvnnagar. YyHA:

1. 3acrurH raspbiH X3apar 3apxnax raspbiH WpraguiH epregen rompgon xapuyucaH
3eBnen /Directorate of Public Grievances, Cabinet Secretariat/

2. XyHuUA Heel, TITraB3p TITIIMX, eprefen roMAanblH faMHbl 3axupraaHbl
WWHIYNANT, WUPragunH eprepen romgon xapuyucaH xantac /Department of
Administrative Reforms and Public Grievances, Ministry of Personnel, Public Grievances
& Pensions/ 6onHo.

3acauliH 2a3pblH X3ap3a 3pxs1ax 2a3pbiH Ap23duliH ep2edes1 20MA0J1 xapuyucaH 3eeJsiesn
Hb:

3eBnen Hb 3acrMiH ras3pblH xapbsia anb HIr Oawryynnarag xaHgax rapracaH wpraguiH
LWMRABIPNAra’aryn 6onoH xapuy asaaryi epregen romanbiH daryy TyxawH epregnuir
LUINAABIPIYYIAX, apra XamMXaa aBax YHAC3H YYParTanraap axwnnagar 6aviHa. MpraHun Laacaap
OGOMNoOH Laxumaap WPYYIC3H eprefenTan TaHwnuaag 3acruiiH raspbiH TyxawH acyyanbir
Xapbsianax sam 00MNoH areHTnarT epreanunr AaxvH TaHUNLUyynaH Xxapuy aBax 3CBaI epreanvinr
TyxalH Gavryynnara pyy LUMIDKYYN3X apra Xamkad aBHa. YYHA, UXOBYMAH axnbliH 15 egpuiiH
Xyrauaa 3apuyyngar 6arHa. ©preanuiiH garyy simap apra xaMxad aBd Oyl Tyxamnraa MpraHg,
3axuanaap M34lrasHa. ©preanuiir XynasH ascaH baviryynnara epregens AypacaH acyygantan
TaHunuax cyanaag 6 gonoo xoHorooc 3 cap xypranx xyrauaaHg 3MXOI-biH xapbsaa UpraguiiH
eprefiernt romMaorn xapuylcaH 3eBneng xapuy Mpyynax yypartan. Tyc 3eBnen Hb epregeng
AypacaH acyyanbir TyxanH 6anryynnara yHaH 3eB, Wygapraap, 604MTon WWnaBIPNaCcaH 3CaXan,
XsIHaNT TaBMHa. 3eBnenvinH HapuitH GUYrMinH gapra TyxaiH Gairyynnaraac upyyncaH xapuyTan
TaHWMLAH, MPraHa Xapuy ercHeep epreanvinr WNAABIPNICIHA TOOLIOX XaaHa.

XyHuii Heeu, mama3e3p mama3mx, ep2edes1 20MONbIH slaMHbl 3axupzaaHbl
WUH3Y131M, up230uliH epa2edes1 20MA0J1 xapuyucaH X3/1IMacC Hb:

Wpragsac npyyncaH epregen roMaors, caHan XycanTad TynryypraH upragaag yayyk 6yn tepminH
3axypraaHbl aXun yAn4unraar xanbapunax, camkpyynax, TOPUNH anbbir LWWHAYNAX, LUMHAI3P
6oanoro 6onoBcpyynax YHAC3H Yypartan. Tyc XanTacT MpYYNC3H eprefen romMaons AypAacaH
acyyanaac Hb xamaapd YWn axunnaraa Hb gorongox Oym sam, Gawryynnara, raspyynoag
epreAnVInr xyBaapurnaH ery yin axurnnaraadbl JOronanoo 3acy 3anpyynaxbir Wwaapgaar 6arviHa.
XXnnpas onponuooroop 1000-aag epregen XynasH aBd epregnivnir WWMALABIPNSX SLUCUNAH LwaT
XypTan parax Oyly eepeep xan6an, TyxawH YWn axunnaraaHbl fgoronfontow 6Gauryynnara

254 CT-13/422 “UprapuitH epreen roMaos WNAABIPIANTUIAH 3pX 3YMH OPUMH, 6ycap opHbl Typunara” 2013 oH.
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AO0TOOAZ00 apra XaMKa3 aBdy, UPraasg y3yyrk Gyn axkun YMNUUraaras camxkpyynax, LWMHIYUNaX
apra xaMmxa3 aBax XypTas Hb axwnnagar 6anHa.

MpraaunitH epregen, roManbIr WWAABIPNSX XSAHaNTLIH uaxum cuctem >** (Centralised

Public Grievance Redress and Monitoring System). 3H3 Hb [93px xo0€p Oanryynnaraac
xamTpaH 2007 oHg OGanryyncaH WpPragvnH eprefen roManbir XyndsH aBax, LWWAABIPNIX
TOBNOPCOH CUCTEM tOM. DHITXAMMNH 3aCrMinH ra3pbiH UPraguiiH epregen, roMaon WUNAB3Pax
HaracaH noptan cawt (Portal for Public Grievances) 26 OROH HUNTWIAH caHamn, roMAmbIr
b6apargyynax xaHantelH cucteM 5.0 (Centralized Public Grievance Redress And Monitoring
System (CPGRAMS) version 5.0) nporpamMm awmrnagar 6aiiHa.?®” Opooruitn 6ananaap 6yx
sam TOArsvpuiiH xapbsia 6000 rapym TepuiH 3axupraaHbl Ganryynnaryyn 9H3 cuctemp,
xonboraoH axunnax 6anHa. TepuiH 3axupraaHbl canbap uurnan OypuiH xon6orgox
QXMNTHYYL cucTemp HaracaH 6anpar. Mprag aHa cucteMza xonboracoHOOp eepcavinH epregen,
rOMAMO0O arnb Har TepuiiH banryynnarag uaxmmaap unrasx 60mnomxKTon om.

Tyc TeBnepceH uaxum CUCTeM Hb CTaHgapTuuncaH Beba cyypuncaH wuigsn Gereep 24/7
uarMiH Typw TepurH OGairyynnarbiH Yin axunnaraa, YWn4Yunrasaton XxonbooTon anusaa
acyyanaap oHnawHaap 6GonoH wwyyaaHraap, 6uyrasap caHan romanoo raprax 6onHo. MeH
CPGRAMS-uiir rap ytacHbl 6ue faacaH nporpamm 6onoH UMANG?®-tait HargcaH rap yTacHb
annIMKenLWHIdPp AamKyyrnaH amrnax 6onomMxTon.

WpraguiiH epregen, romansir LWWAABIPAX XSHANTBIH LLA@XMM CUCTEM Hb XYN33H aBcaH romasbir
XOnGOoraoxX silam, 3aCruiiH raspblH X3NTACT WWIKYYNAar 6ereen TSAre3p Hb romaon rapraryvg,
M343ronuiiH aaryy romgon 6apargyynax YHACSH YWr YYPrur ryiuatragar. XapvH WniaBapnax
OONoOMXIyI acyyanyya Hb:

e AnuBaa LWYYXWUIH LWIMNOBIPTAN  XOnbOOTOM X3par 3CB3aN anuveBaa acyyanbir
LUIMMAABIPNAX:

e  XyBuUIH 60MOH rap GynunH mapraaHTam xonbooTton acyygarn;

o Mapgsanan aeax apxuitH acyyaan (RTI?*® matters);

e YNC OpHbl HyTar A3BcrapuiiH 6ypaH GyTaH Gawpan, 6ycag yncran xapunuax Havpcar
XapunuaaHg Heneenex acyyanyya,

e ABMUrbIH 3Cpar anueaa romgon, Maaaanan; (OHa Tanaapx romansir Wyyn 6yc tateap,
raanuiiH TeB 3eBnen (Central Board of Indirect Taxes and Customs)-g raprana.)

e CaHanyyg r.m. 6ariHa.

WpraaunH eprepen, roManbir WWMAABIPNAX XAHaNTbIH uaxum cuctem (CPGRAMS)-a
romMzon raprax, WWitaB3apnax yin ssy?®

TepuiiH anuBaa siam, rasapTand xonbooTon romgon rapraxbir XYCC3H Mprag 3axupraadbl
LUMHIYNANT, ONIOH HUWTTAN Xapunuax anbaH EcCHbl LUaxum CUCTEM[ XaHAaX romaon raprax
SonomxTon. AnuBaa siaM, TOpPUNH GanryynnarblH Tanaap romgon rapraxblH Tyng Aapaax
anxMyyabIr Xk 60nHo. YyHA:

1. AnbGaH écHbl cavitag (pgportal.gov.in) H3BTap4Y, Hyyp XyygacHaac "lompon raprax”
COHFOMTbIr COHIOHO.
2. TopTan 433p XYYMHTIM X3PIrNIr4uinH Hap, HyYyL yrasp OypTryymnHa.

255
256
257
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https://pgportal.gov.in/

Grievance Redress Mechanism in Government, http://pgportal.gov.in/

http://pgportal.gov.in/cpgoffice/

UMANG Hb DH3TX3ru1inH 6yx npraaas TeBeec OpoH HYTIVIH 3acar 3axvpraaHbl baiiryynnara XypTanx QHITXarmH
LaxuM 3aCruiH YNYMNraaHa HaBTPaX Har NnaTchopMoop XaHraaar.

Right to Information (RTI)
https://byjus.com/free-ias-prep/centralized-public-grievance-redress-monitoring-system-cpgrams/
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3. bypTryyncHun pgapaa oHnavHaap aBax OOMOMXTOM romasibiH Masirteir 6ernex, 6ypaH
LWMRA3rA3X XYPTAN yr Laxmm XyyaacHaac 6yx Magaannuir aBax 60110MXKTOi.

4. TomAnbiHXOO CcTaTyC, Xynaargax Oyn OGOMNOH LWMAAB3PNArACOH rOMAfMbIH TOOr Har
OHITaNH nNopTan 433p3ac wanrax 601oMXKTON.

5. [Oasg anbaH TywaanTaH, 3px byxun Ganryynnaraac LWMHI3P XYN33H aBCaH MI43raan
9CB3M TOAPYYINIbIr OIK aBax 6ONOMXTOMN.

AnuBaa vpraH oHnarHaap epregen roMArnoo rapracHbl fapaa roMmzos XynasH aBax aXunTaH
XYNI93H aBY, FTOMAMbIH 3CPar LIyypxan apra xamxa3 aBaxaap Xxonborgox anbaH TywaanTtaHg,
LIMIMKYYNASr. Mpragaac MpyyncaH epreainir XyrnasH aBcaH axunTaH axrblH 2 e4puitH 4oTop
GartaaH yr eprefnuir XynasH aBcaH Tyxawraa WproH4 MagdrasH3. TyxaH aXwunTaH XynasH
aBcHaac xounw 30 XOHOrooC X3TPAaxXryh XyrauaaHng LUMAOBIPNaxag XsHanT TaBux, epregeng
OYPACaH TyxawiH Oairyynnara, aXwnTHbl YA axunnaraadbl [Oronasnbir apunrax, romgon
raprard epregnuiiH LUMAOBIPIANTSL CITrAN  xaHranyyH Oairaa 9caxa XsHanT TaBuXx,
Xapuyunara anacaH axunTtaHg LWWATIaN XyNasnraxuiir Wwaapaax, Laalunaag roMaon raprardmg
HexeH Tenbep onryynax XypTan apra Xam»xa3 aBHa.

©prefen roManbIr xapuyLcaH axunTtaH romaon GypuiiH YHINIaar XMk Japaax apra XamKaar
aBpaar banHa.

1. [agHbl TYBWUHA Wanrax: JH3XYy M343raan Hb yHanNraar OpoH HyTrMiH anbaHg XUACaH
rec3H yr oM. QH3 Toxmongona anbaH TywaanTHyyd romosn raprardug  XynasH
36BLUGBPCOH 3axmaan unrasagar.

2. Amap 4 apra xamxka3d aBax Laapanararyi: QH3 Hb FOMANbIF XYN133H aBaxaac TaTtranacaH
Oeree, romMaon raprardng YYHWAr XynasH 3eBLUeepex anbaH Oumuurt MeH TaTtransax
YHA3CNANUIAH XaMT M343ra3H3.

3. [Oop anbaH Tywaantang xaHgax: ©pregen roManbiH TYBLWWHA YHOSCMSH HAr Bytoy xag
X343H A3 anbaH TywaanTtaHg roManbIr WAMKYYIHS.

CPGRAMS-g rapracaH roManbiH CTaTyCbIr FOMAON rapraryvmnr OypTrax yeq erceH OypTranuiiH
Tycranm gyraap Oyxuii YHIMNaxXa3p XsiHax 6ONOMXKTOMN.

Tepeec y3yynax ywnuunras GonoH epregen rompaong TOITCOH XyrauaaHpg Xxapuy aBax
WPraHuMM 3pXUNH Tyxaw Xyyrb[ 3aacHaap MpragvinH epregen romgon 6apargyynax axuntaH
MPragag YUnumMnras yayymk Oyn axuntHyygaac anbaH TywaanbiH XyBbA HIr WwaT A3aryyp 6anx
6a ToOHI3C MPrafvMiH romaneir 6apargyynaxsir Wwaapaax apXxTan.

FoMAnbIr XaacHbl gapaa roMAon raprary LWWAAB3IPT C3Tran xaHranyyH Oyc 6anBan caHan
XYCONT33 raprax 6onHo. Xapae epregen romgon 30 XOHOrMWH [OTOP LUMALBIPNAr4aarym
Toxuongona epregen romgon Gapargyynax a@xunTaH HAH  Japyyd 9HO  Tyxanl eepuiiH
yovpAnaragaa Ma3aargax Wwaapgnaratain. TyxamH GawryynnarblH - yaupanara  epregnviiH
LIMNOBIPUNAT axnblH 5 egepT 6artaaH MpraHg Xypryynax yypartan. bavryynnareliH yaupgnara
epregen WWAABIPNANTUIH SBUAL ©6pUAH aXUNTHbI ram OypyyTanr TOrTOOCOH TOXMONAonA
TyXallH aXwuntaHg TOpryynb Horgyynax 3pxTan OGereef romon raprardyumj HeXeH ONroBOp
onryynax xan6aptan 6anx 60nHo.

NBYUHXY

Wx Bputann Ymapg VpnavabiH HaracaH XaaHT Yncag vmprag xyynb Tortoox 6anryynnara 60noH
3acruitH rasap TyyHUnNaH TepuiiH 6ycag Gairyynnara, anbaH TywaanTHyyaaa epregen roManbir
Laacaap OOMNOH LaxvM xan6apasp raprax 60nomx«Ton. Mprag MxaBunaH TyxalH yncag XyduH
Terengep mepgergex Gaviraa xyynb, AypaM, XXypama €epunent opyyrnax XyCanT XUArasa OrfoH
HUATUAH 3pX awurt xamaapanTan acyyanaap MaprnameHT GonoH 3acruiiH rasapT XaHgaH
XYCaNTa3 Unapxmnnaar 6arHa. TyyHUnaH TepuiiH GanryynnarbiH YANYUMNrasHui tTanaap 6onoopg
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XYBUMH acyygnaap /personal grievances/ TepuiiH 3axupraanbl Oanryynnaryygag epregen
romMAon rapragar 4 3H3 Hb UX3HX Toxuongong 6airyynnarbiH A0TOOA KypMaap LUMRAB3pNaraaar
GawnHa.

Mapnamenm, 3acauliH 2azapm xaHOaH ep2edes 2apaax Hb:

Wprag napnameHT OOMOH 3acruiiH rasapT XaH4aH eepcauiiH caHan 6o[on, XycanTad
UN3IPXMNN3H Laacaap GOMoH uaxmmaap eprefen raprax apxTan. Llaacaap epregen rapraxgaa
napramMeHTblH TOOOPXOW MMLUYYH, 3aCTUH ra3pbliH H3p Oyxui cangan xaHgaH epreger, caHan
XYCanTa3 unrasHa. Llaxvmaap epregmen rapraxgaa BputanuiiH napnameHT GOMOH 3acruiH
raspblH LaxuM XyyAcaHa 3aacaH sareapbir GerneH epreanee wunrasHa.?' Llaxum epreanuiiv
cucteMuinr HUMTUIAH TaHXxMM BONOH 3aCrMiH rasap XxamTpaH aluurnagar 6anHa.

Wprag vxaBunaH [NapnameHTbiH HUATWIAH TaHXMMbIH TUWYYAS4 XaHOaH epregen raprax Hb
an6ar G6eree JlopablH TAHXMMbIH TULLYYASA XaHAax Hb TyH xoBop Garaar. HUMTUIAH TaHXUMBbIH
axnblH anbaxbl Byptran magsannuiid anba (Journal office) Hb Mprag, ofoH HUNTA3C MPYYNC3H
epregen romanbIr xapuyuaH axwnnagar 6aviHa. Byptran mapsannuinH anbanel WpraguiiH
epregen, romgon xapuyucaH axuntHyyn (Clerk of Public Petitions, Journal office) upragsac
VPYYIICOH Opreanuir XsaHaH, HUNTUIAT XamapcaH acyyanaap, 6uyuBapuiiH Waapanara xaHracaH
VPraHUi epreanuiir napnaMeHTbiH LaxnM XyyaacHbl “©preaen” U3C3HA HUATIMHS.

HWATUIH TaHXMMbIH Tycrai XOpooAbiH Har 6onox ©preanuitH xopoo (Petitions Committee) Hb
HUATUIAH TaHXMMbIH OMOHX TUWWYYAWAH Teneernen 60noH HWATUIAH TaHXMMbIH Ceper Xy4uH,
3acruiiH ra3pbiH Teneenen byxui 11 rmwyyHasc 6ypaasr. Tyc XOpoo Hb NapnaMeHTbiH Laxum
XyyAcaH4 HUATNArACOH Byx epreaenTai TaHUNLAH, X3p3B MPraHWI rapracaH caHarn, XyCanTuir
yyxarn, sapantan rox y3CaH TOXMongong Tyc acyyanbir sapantan XananuaH, WUAABIPIIXUAT
napnameHTaac 60MoH 3acrMiH raspaac LwaapgaH, LUMRABIPNYYax apxTan GanHa. ©preanvinH
XOPOO Hb ©6pPUNH 3PX YYPrUWH XYPI3HA 3 rULLYYHUA BYpanaaxyyHTaw O34 xopoo GawryynaH
axunnax OONnoMXTon. X3p3B HWUWTNIIACOH eprefen MProgvunH A3MXKISMMAT aB4, O3MXKCOH
mpragunH 1oo 10,000 XxypcaH TOXuongong TyxawH acyyanbir 3acruiH raspaac CyanaH,
LUIMAABIPNAHI. XapuH epreanuinr 43MKcaH npragund too 100,000 xypcaH ToXMonaona TyxanH
acyyaneir naprnameHTaap xananudar 6anHa. %2 3apum yen epregenn XeHACeH acyyanaac
xamaapaH, 100.000 xyHu gamknar aBaaryi 6arncaH 4 naprnamMeHTaap Xananudx Toxuongon
Ganpgar 6ariHa. XapuH eprefena XeHACeH acyyarnbir casixaH napnameHTaap XamnanucaH 3Cxyn
TyXaH acyyanaap OWpbIH XyrauaaHf naprnamMeHTbiH X3mnaruyyrnar TOBMOrgcoH TOXVMONZonAa
X3Manuyynax Aapaanang AaxvH opyynaarryin 6anna.

OpreanNniH Xopoo Hb Japaax 3PXTan:

e VlpraHuii eprefenTaii TaHWNLUCaHbl Aapaa TyxaWH UPraHTan xonborgoH unyy Magaanan
aBax;

e VpraHTanm epreanuiiHX Hb Tanaap napnameHTbiH opAoHA 6onoH Bycan rasap GueunaH
yynaax;

e 3acrunH rasap, xonborgox Oawnryynnara, anbaH TywaanTHyygaac GapuvMT HOTOMroo
rapryynx aBax;

e  Opregnuir WNAABIPNIXMIT 3aCrMiH ra3paac waappax;

e Oprefeng XeHOerAceH acyyasnbir cyanaxsir napnameHTbiH 6yca Xopoogooc Xycax;

e Opreanuir naprnameHTbiH XypangaaHaap Xananuyynax 33par 6omnHo.

HWATUIAH TaHxum GOMNOH 3acruiiH rasapT XaH4aH eprefen romgon rapraxgaa gapaax 3apymbir
GapumMTanHa. YyHA:

261 https://petition.parliament.uk/
https://committees.parliament.uk/committee/326/petitions-committee/role/
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1. Wpragaac napnameHTblH HUATUIAH TaHxuM OONMOH 3acCrMiH rasapT XaHdaH raprax Oymn

epregen lMapnameHTblH HUATUIAH TaHXMMbIH Tyxai xyynb /Standing order

/2630 3aacHbl paryy

TOOOPXOW Laapanaryyabir xaHracaH 6arHa.

©prepena TaBurgax waapanara /Standards for petitions/

©pregen raprard Hb UBYWNHXY-bIH npraH 6anHa.

©pregen Hb HUATUIH TaHxnm 60noH 3acruini razapT xaHacaH GaviHa.

Opregeng anbaH éCHbl, XYHASTI3MNWUIAH YT X3MIar XaparnacaH banHa.

Opregen Hb AHIMK Xan A433p 6uunrgcaH 6arHa.

Opregen Hb 3acruiiH rasap acxyn HWATUIAH TaHXMMbIH LWYyn Xamaapax acyyanbir
X6HACeH baliHa.

Opregen Hb 3acruiH razap 6onoH HWNTMIAH TaHxMMaac anveBaa acyygang Tog4opXow
apra xamxaa aBaxblr WwWaapacaH 6anHa.

Opregen Hb 3acrvMiH raspbiH anvBaa WMAABIPUNAT 3CIPIYYLIAH, ©6pUNexXuir waapacaH
Gamx 6onHo. MeH BpuTtanuiiH 3acrunH rasap 6onoH lMapnameHTbiH yin axunnaraar
LLYYMKUIC3H Gaik 6orHo.

Opregen raprardy 60M0H epregena AypAcaH acyyanbir A3MXUH rapbliH YCar 3ypardyug Hb
©6pPCAMINH HI3P Xasiraa 3eB TOQOPXOW BUYCaH GalrHa.

XapuH gapaax Toxuonanyyaaa UpraHun epreanvuir XynasH aBax 60MoMKrym. YyHa:

MapnameHT 60NOH 3acruMiH rasap LUyyn xapuyuaxryi acyyaarn,

LloTnaHablH napnameHT 60MoH YanbcuiiH AccambnenH xamaapax acyyagar;

BputanuiiH Wyyxaap xananuax Oyn acyynan;

[MapnameHTbIH Laxum XyyacaHa upragag HaanTTanraap banpLuyyncaH epregentan wxmn
acyyanbir XeHACeH;

Bputanuiii 3acrminH rasap 6010H HUATWMIH TaHXMMaac TOAOPXOW acyyaan waapgaarym;

Bputanunii 3acruiiH rasap 6onoH MNMapnameHTag xapbsianargaxryn Gavryynnara 60noH
anbaH TywaanTHbl Tanaap;

[YTranrMiiH WWHX YaHapTawn, Xy4arn, HOTNOrR400ryn Magaanan aryyrcaH;

LUYyyXviiH  XOpUIT OPCOH 3CXYN LWYYXUAH LUMRAB3IPI3P 3aapyynaxbir  XOPUIIOCOH
M3[93r13 aryyncaH;

Hyyu maaaanan aryyncan;

X3H HarHWir xampang opyynax, TyxalH XyHWIA 3eBLueepernryi XyBWUWH acyyasnbir Hb
WINYNNCAH M3A33M3N aryyrcaH;

X3H HaraH a1rasg 6onoH Togopxon GanryynnarsiH Xyynb Oyc yningan, tyxaunban, romt
X3par ynngax Oyvr Hb MNPYYrcaH M3433ran aryyrcah;

TepuiH GanryynnareiH yavpaax anbaH TylwaanTHyyObir HApaH 3aacaH;

MapnameHTbIH rMwyyn 60noH TepuinH GawryynnarbiH yaupaax anbaH TywaanTHyyAbiH
rap OYNMWIRH rMLLYYOUIAT HIPINSH 3aacaH;

X3H Har aTrasaad LarHan, Lon X3pram eryynax Tyxal 3CXyn warHan, Lon X3pramuinr
Xypaanrax Tyxau;

X3H HIrHWMAM axung opyynax 3cXyn axnaac raprax Tyxau, YYHA, TOOOPXOW Har camgbir
anbaH Tywaanaac Hb orupyynax acxyn 3acrunH rasapT UTran y3yyrnax 3cax Tyxau;

Ync TepuiH HamTaw xonbooTon M3A33N3an aryyncax;

YTraryin, TOrroom TOXyy XMNC3H;

Amap Har ByTa3rgaxyyH, yWnumnraar 43MXKCIH 3ap cypTanyunraa;

MagaannuiiH apx YeneeHun Tyxaw XyCcanT, lWaapanara;

23 https://publications.parliament.uk/pa/cm5802/cmstords/so_804_2021/s0-804_02122021v2.pdf
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e J[lopOMXMICOH, A33P3HIYyI Oyoy X3H HAraH BOMOH X3car 6ynar Xymyyc pyy T3AHWUIA Hac,
XODKNUNH 63pXLLU33n, rapan yrcaa, Xync, apyyn MaHAWNH 6avigan, UpraHWnm, apbC eHre,
WaLrH, 63NMMIAH YMr XaHanara 33prunr 4anpcaH, WyYMXKXUIIC3H aryynra 6yxun.

2. Laacaap eprepgen raprax Oy TOXMONZONA eprefen raprard eepuinH rapbiH yCar 3ypcHaap
epregen Gartanraaxux 6a HUATMIAT xamapcaH acyyanaap rapracaH eprefeng OfOH HUATWIH
A3MXINIIMIAT Xapyynax YyAHI3C acyyanbir 4aMkKuk 6y ood Tan Hb 5 XyH rapblH ycraa 3ypax Hb
3YWTIN.

3. HUATUIAH TaHXUMbIH TULLYYA WX3BYNSH 66pUNH TOMPrUNH UProAd3C MPYYCIH epreanuir
TaHXUMbIH XypangaaH pf[33p anbaH 6onoH anbaH Oycaap XO0€p sH3aap TaHunuyynHa.
Opreanuiir HUATUAH TaHXUMbIH Tyxan xyynuinH 153, 154-p 3ying 3aacHel garyy HuATuinH
TaHXMMbIH XypangaaH [O33p OueunsH TaHuunuyymk 6airaa Hb TyxaWH TULIYYH eprefeng
AypacaH acyyaneir Aamkuwk GaviHa racsH yr 6uw tom. Twwyyn epreanwiir anbaH Gycaap
TaHunuyynx 6onox 6ereen a3H3 Hb epreanunr CnukepuinH cyyanbelH apa 6anpnax yytaHa XuinH
MPraA33C MPYYICIH epreAnuinH apaanibiH Aaryy TaHXMMbIH TULLYYA3A TaHUMLYYnaxbir XanHa.

4. ©pregnunr HUNTUAH TaHXMMbIH XypangaaH 433p TaHwnuyynaH Yurman ercHui fapaa
HUATUIAH TaHXUMBbIH Tyxan XyynuiH 156-p 3ynng 3aacHbl garyy UpragunH eprefen romaosn
XapuyLCaH aXuntaH acyyarnbir xamaapax 3acruiiH raspblH anb Har saMmanz WNAABIPITYYIIaXaap
unrasgar GaviHa. YyHuii cauyy epreanuiiH XyBUWr TyxalH acyyanbeir xamaapax HuituidH
TaHXUMbIH Tycram xopoo /Select committee/ G0ONOH epreanuir XynasH aB4y TaHWUILyyncaH
HWUATUIAH TaHXUMBIH TULWYYHA TYC TYC XYPryynHa. Acyyansir xamaapax fam epregeng aypacaH
acyyganTtan TaHunuaazg G0noMXKUT apra XamKaar aBd xapuyr aprasg, HUATUIAH TaHxum, Tycran
XOPOOH/ M3A3rA3H, eprefen rapracaH UpraHa MeH M3AAraAsX YYParTan.

5. Npragaac MapnameHTag xaHAaH rapracaH epreen roManbIr napnaMmeHTbiH LaXuM XyyaacHbl
“©pregen” uacaHg GanpllyynaH OnoH HUATSA HI3MTTAM GOMNrox, epreen XycanTTan TaHunuax
OONOMXWUIAT ONMOH, eprefen WWNAB3PMAANTUIH YN ABUBIT MPrag eepcaee XsHax O0nomxToun
Gavpar 6aiHa. MeH TyyHUnaH TaHXUMbIH XypangaaHbl Tamaarnan 6onoH AnbaH €cHbl TannaH
(Official Report)-g epregnuiitH ax XyBb, X3MamuUC3H, WUMAOBIPIACIH 33par Gyxui n yhn siBubIr
[3C fapaannblH garyy HUnTanaar 6anHa.

©preanuiir XynasH aBcHaac XONLI TaHWMLUaH, Waapanara XxaHracaH epregnunr Laxmm xyyacaHz
GanpnyynaH, OfoH HWUMT3A H33MTTAN GONrox efep XypTan 7 XOHOMUWH Xyrauaa 3sapuyynaar
6ariHa. aBY avaanan MXTaM yeq 9HI Xyrauaar cyHraHa. ©pregen romaon xapuyucaH axunTtaH
Hb eprefen raprarymg Tyc epreanunr GanpluyyncaH Laxum Xyyacbir unrasx Gereen epregern
raprard Tyc xyyacbir bycoan wirasH TaHUnLyyrmkK ONOH HUATUIAH O3MXKIISrMIAT aBax G0NOMXKTON
GaliHa. ©pregnur NX3BYN3aH 6 XypPTan capblH XyrauaaHg OfloH HUNT3A HI3NTTal GanpnyynHa.
Wprag rapblH yCraa UNrasaxaad eepuiiH Hap, rApuUnH xasr, xonboo Gapux uaxum xasraa 3eB
TOOOPXON Bunumnx Waapanaratan. ©pregen 60NoH 43IMXKWXK Oyl rapbiH ycraac bycag mMagaannmnr
OIIOH HUWT3 XaanTTan bannraHa.

TepwuitH O6ycap Ganryynnarag xaHaaH epreaen raprax

TepuiiH YINUUraar HIaNTTaN, Ui Tod 6oNrox, yRNUYUNrasHUIA YaHapbIr camkpyynax, YAnunnras
y3yymx Oy TepuiiH GanryynnarbiH xapuyLnarbir HSM3rayynax yyaHasc 1991 oxHooc Tyc yncag
“Uprannin apxuiH TyHxar 6uumnr” /Citizens’ charter/ xeTenbepuiir xapankyymK 3xamkaa. YyYHUI
napaaraap benbru, ®paHu, KaHaa, Asctpanu, Manans, Vicnanu, MNopTyran, OH3TXar 33par xag
X3O3H YNC OpHYyA 9HAXYYy XxeTenbepunr TepunH OalryynnarbiH yWin axunnaraaHgaa
HABTPYYINC3H 6aliHa. QHaxyy xeTtenbep GaTtnargcaHaac XoWw TepuiH Gawvryynnaryyn npragasac
npyyrx 6y epreien roManbIr LWMRABIPMSX 66PUNH IAC3H X3B Masir byxui xxypmyya 6atancaap
MPC3H X3AMM Y ©Heer XYPTan HArAC3H Har Xyyrb 3pX 3yWMH akTTam 6onooryn 6anHa. 1997 oHbl
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Garignaap TYC YNCbIH X3MXKI3HA, YUNUUNIaa y3yynasr TepuiH 3axupraarbl GanryynnarbiH 42
TyHXar 6uuwnr, HyTruiiH 3axupraanbl 6anryynnarsiH 10000 TyHxar 6uuur 6atnaracaH 6ans. 1998
oHA 3acrunH raspaac VIproHuni apxuiAiH TyHXar GUYUMIT YHINraa ercHeep 3HaXyy xeTenbepuiir
LWMHAYNAH canmxkpyynx /Service First: The New Charter Programme/ “Ynnumnraa Harg-mpragumiH
3pXMIr xamraanax xeTenbep”-wir 6Gatnae. TepunH OGairyynnaryyn wvpragag y3yymk 6yn
YAMUUNIraSHAS3 X34 X343H 3YWMNWNM FOMN4rioH aHxaapax €cton Gereef YyYHUA HAr Hb TOPUIH
Gaviryynnara 6onoog TYYHUI YANUYUT33HWIA Tanaap rapracaH UpraHuin epreaern roMAanbIr TYPraH
wyypxah Gapargyynax rax 3aaxaa. 2004 oHg “Transforming Public Services White Paper”
“TepuiH YUNUUNIaar camxpyynaxaj aBax apra XSMXOSHUI Tyxan Maaaraan’-wir rapracaH
GariHa. QHaXyy M3O3raang upragsac TepunH banryynnarag xaHaaH rapracaH eprefen roManbir
LIMROB3IPNAX TOrTONUOOr cakpyyrnax 60noH TepuiiH Gauryynnaraac ysyyrmk Oyn ymnumnrasr
npragaac wmpyymk Oy epregen roMaonTon ysngyynaH Hapwidnax/ TYYHUNSH TepuiH
3axupraaHbl anbaH xaaryuviH Tanaap MproHWn LYYX34 rapracaH epregen romgon 6apargyynax
TOrTONLOOT XSIHaH Y33, 3YWn 3aanTyy4bilr HApUNBYax Tyxan 3aaxaas.

Tyc yncag upraH TepuitH 6anryynnarbiH Tanaapx roManoo Aoopx LaTt AapaarncaH TormonuooHa
xaHgaH 6apargyynax 60nomxTon. YyHA:

e TepuiiH GairyynnarbiH OOTOPX WPraHWin epregen rompgon Gapargyynax Hark /internal
complaints systems within the public body responsible for making the initial decision/

e VproHWi eprefden rompon OGapargyynax TepwuiiH GanryynnarbiH rapasT axuntaH
/complaints handlers, to which a public body may contract out responsibility for dealing
with grievances/

e TepuiH OGanryynnarblH Tanaap MWproHui rapracaH romanbir 6apargyynax TepuiiH
OanryynnarbiH ONOH HWWAT OOMOH 3pyyn M3HAWMWAH YWAMHYUNIasHWMIA acyygan xapuylcaH
ombyacmaH, OpoH HyTIMIH 3axupraaHbl ombyacmaH /applications to the public sector
ombudsmen notably the Public and Health Service Ombudsman and the Local
Government Ombudsman/

e AHxaH watHbl 6onoH Gycag watHbl wyyx /appeals to the First-tier Tribunal (or other
tribunal) and onwards to the Upper Tribunal/

e [lasg wyyxuitH xapbsia 3axmpraaHbl xapruvH wyyx /the Administrative Court (part of the
High Court in England and Wales)

o OBM3pYYNaH 3yyunax ynn axunnaraa /Mediation/ 3apar 6onHo. Wprag 3acruiiH rasap,
Xapbsia slam, areHTnaryygaj xXaHgax vmpragag y3yyrmk Oym yinumnrad G60onoH TyxanH
YANumMnras y3yyrmk Oy TepuiiH anbaH xaardMiiH Tanaapx romanoo uaxvmaap 3acruiH
raspblH YHOCSH Laxum Xyyaac pyy 60nmoH yHOCSH uaxum xyygac Aaasp 6Ganpnyyncad
Xapbsia samabiH LaxvuM XyyacbiH “UpraguiiH epregen romaon XynasH asd WwWnnasapnax”
F3C3H HYYP3HA, TYYHUN3H WyyaaHraap, yrcaap, akcaap npyynax 60noMxTon.

Wprag epregengee:

e 3acruiiH raspblH xapbsia anb $iaM, areHTnar, rasap, XanTc33Cc Y3yymk Oyn samap
yanuunrasHa, sAmap anbaH xaaryaap VYWNUnyynaag catran  ayHayyp Oaviraaraa
O9NrapaHry omumx.

e VipraHui mpyymk Oy epregen roMaon Hb aHx raprax Oyn epregen yy 3CBan ©MHeOX
romaon LWWnaBapnanTag catran ayHayyp Oanraa yump gaxviH raprax Oym epregen yy
roarvnr gypaax.

o Amap yUNuMNrasHa caTran ayHayyp Gavraa xuirasg TYYHWUWAT siax camkpyyrk 6onox
Tanaap caHanaa ouumx.

e Xonb6oo Gapux xasr, yTacHbl gyraap, Laxum LWyyaaHrnH xasr 33pruir Togopxom 6uumnx
LWaapgnaraTtan.
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Mpragaac vpyyncaH epregen romanbir axnbiH 15-20 egept 6artaaH WMNOB3PN3H3. XapaB
epregen AypACaH acyyanblH Tanaap L9NrapaHryd cyganraa xuix lwaapgnaratam 6ereeq
[33pX TOrTOOCOH XyrauaaHg LuMiaBapnax OGonomxry Gon 3H3 Tanaap romMaon raprardumg
M3433NH3. Mpragasc TepuiiH YANYMAraar camxkpyynax Ttanaap WpyyncaH Oyxui n caHanbir
XYIN33H aBd cyanax 6a 60rnoMXKTONr XapankyyrH3. XapaB NpraHvin epregens AypacaH acyyanbir
XYN33H aBax GOMOMXIyn 60mn HyHbl y4Mp XyNasH aBy WMAABIPNaX 6onomxkryin Gaviraa Tyxan
Xapuy 3aaBan M3A3r43H3. X3pBad MPrafd epreAnuiiH Xxapuy LUMRABIPMANTIA CITran AyHAYYP
bariraa 6on O93p AypacaH gapaannblH garyy AapaarudH waTtHbl apra XaMxa3 asax Oyroy
TOVPrMAHX00 naprnaMeHTblH TUWYYHA XaHaaH eepuiH acyyanaa (Parliamentary and Health
service Ombudsman) MapnameHTbiH 60MOH Jpyyn M3HAWAH YUANYUAT33HUA OMOYOCM3HI3P
/TepuiiH GanryynnarbiH Tanmaap romgor rapracaH XyBb XYMYYCWWAH TOMAMbIF @BY4 X3Mnanuax
9PXT3M 3aCTUIH raspbliH TOMWMCOH XYH/ LUMAOBIPMYYNaxasp unraax GonHo. WMprag eepcauiiH
acyyanaap ombyacmeHA XaHgaxaaC ©MHe OXHWW  33MKMHA 3aasan YWn  axwnnaraadbl
[OOronfonToN raK y3CcaH TyxavH Ganryynnaragaa xaHgaH YWANYuIraarad camkpyynax Gornomk
OnroxbIr 3eBneger 6anHa.?*

XOEPOYIrAAP BYN3r. ePrefen romaon lWWMnaBaPN3NTUNH TANAAPX
BYCA[l OPHbI TYPLUJAA2®

KAHAL YNC

KaHnag YncbiH nprag TepuiH 6anryynnara, anéaH TywaanTtaHg XaH4aH epregen, romaon
raprax, WWMNAB3pPNIaxX TOrTonuoo:

Kanag Yncag wprag xyynb Tortoox As3f 6Ganryynnara-MapnameHT 6omnoH 3acruiiH rasap,
Xapbsia fiaM, areHTnar 39par TepUInH 3axupraaHsl 6anryynnarag xaHaaH eprefen, XycanT raprax
yvin sy, He 2003 OHbIr XYPTan Upragasac upyyrk Oy epregen, xycantyya 6yrg xyynb TOrTOoX
nasp Ganryynnarag xaHgaH xasrnargax vpaasr 6aricaH 6on 2003 oHooc xowiw [MapnameHT
6onoH 3acrniiH rasap, 3acrMnH raspbliH ToAoOpxon canbap xapuyucaH siam, cang TYYHYNIH
MaprnameHTbIH MLWYYHA AaHraap xasirnaH upyyngar 6oncoH 6anHa.

1867—1986 oHbI XO0OpOHA Mprag AaHraapaa NapnameHTbliH HUMTUMH TaHXMMA XaH4aH epregen,
XYCanT raprax GonomxTom GancaH 6a 3H3 Hb 1986 oHg GatnargcaH lMapnameHTbIH Tyxan
XyynbZ OpyyncaH H3M3MT, eepuynenteep eepuynergeH, HWATUIH TaHxuMaap Xananuyynax
epreen Hb XxamMrniiH 6aragaa 25 XyHui rapblH YCarTan 6anxaap 3aaxas.

Opregnuiir  XynasH ascaH rUWyyH HWATWUAH TaHXMMbIH - XypangaaH [33p epreanuir
TaHunuyynax 6a xyrauaa Hb 15 MuHyTaac mnyyryn 6amHa. TaHwWnUyyncHbl gapaa epregen
XYCANT XapuyLiCaH axunTaH epreanvinr ©preaern, romgon xapuyucaH 3eenen /Privy council/-g
WMIMKYYNHA. 3eBnen TyxavH epregen AypAcaH acyyanbir LWWAAYYNaX33p Xamaapax sam
BGOMOH areHTnarT TyC epreAnuir WWMKYYNH3. ©pregen XynasH aBcaH sam GOMOH areHTnar
acyynanTai TaHunuaag xapuyr axnbiH 45 egept 6artraaH HUATUIH TaHXUMA M3A3rgaHs.

3BY yr 3aacaH xyrauaa Hb UX3HX Toxuongong mepgergexryi 6ancaH yuup 2003 oHooc A33pX
TOITOOCOH XyrauaaHng acyyanbir xamaapax siam OOnoH areHTnaraac xapuy LWMINOB3P MPI3arymn
TOXWONZOMNA epreAsiMnH acyyanbir xamaapax HURTUAH TaHXUMbIH BanHrbiH XOPOOHA M343rASH,
GaliHrblH XOPOOHbI Aapra axJblH 5 eApuiiH A0Top GaliHrblH XOPOOHbI XypangaaHbir 3apnax

4 CT-13/422 “Uprapguiin epregen, romaon WWMRAB3IPN3NTUIAH 3pX 3yWH opunH, Bycas opHbl Typunara” YUX-biH
TamrblH ra3pbiH Cyganraa, LUMHXUITI3HUIA XanTac

%5 MapnameHTbIH Cyaanraa, CypranTblH XypasnaHraac eMHe Hb MYMLATIacaH “Ypraauit eprefen, roMon XynasH
aBax, WWIABIPNAX HAMACIH TOrTONLIOOHBI Tanaapx ragaafbliH 3apyMm OpHbI TypLunara” xapbLyyncaH
cyAanraaHaac almrnas.
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TyxalH siaMm GONoH areHTnarMiH xyraudaa X3Tpyynax OOMCOH LanTraaHbir aB4 XamnanuaHa
X3M33H MapnameHTbIH Tyxan XyynuiiH 36 gyraap 3yinuitH 8(6)-4 eepunenT opyyrkas.

1997 oHooc KaHap yncbiH 3acruiiH raspaac TepuiiH GavryynnarbiH “YANYUArasHWM Kuwwmr’
/Service standard initiative/ xeTen6epuiir xapankyyncaH 6ariHa. SHaxyy xeTenbepT Gaviryynnara
Oyp mpragag y3yyimk Oym yAnuunrasras camkpyynaxblH Tyng Mpragaac vpyyrmk Oyn epregen,
romanbir bapargyynax Torronuooton 6arx waapgnaratan XaMasH 3aaxa’. JHAxyy xeTenbep
GatnargcaHaac XouWw TepunH Gawryynnaryyn wpragaac upyyrmk Oynm epregen romanbir
LUMNAB3PNAX Xypmyyn Gatancaap MPC3H X3AMW 4 ©Heer XypTarn HIIMAC3H HAr Xyynb 3pPX3YWH
akTTan Gonooryn 6GavHa. TepuinH Ganryynnaryyn vpraasg y3yymk Oyl yinuunrosHass xaf
X3[3H 3YNNUIAT TONYNOH aHxaapax écToin Gereen YyHUI H3r Hb TepuiiH Gauryynnara 6onoop,
TYYHUR  YUAMYUAIOSHUA Tamaap rapracaH WpraHuin eprefen, roManbeir TYPraH Lyypxaw
Oapargyynax rax 3aaxas.

Wprag 3acruiH raspblH Xapbsia anb HAr TepunH GanryynnarbiH YANYUnraa, YUnumnras yayymk
Oy TepuiH anbaH xaaryMmH Tanaap roMAaon raprax apxTan. Mprag romgnoo TyxanH TepuinH
Gaviryynnarag xaHgaH rapracHaap Tyc Ganryynnara eepuiiH 40TOOA XYpPMbIH Aaryy UpraguiH
eprefen, roManbIr WMNAB3PNAX, Y3YyImK Oy TOPUIH YANUMNras camkpax 60noMxTon 60mHo.

Wprag 3acruiiH rasap, xapbsia samp, areHTnaryygag xaHgax uprogag ysyyrk Oy ynnumnraa
OONOH TyxamH YUNUUNraa y3yymk Oy TepuiH anbaH xaaryvinH Tanaapx romgnoo uaxumaap
3acruiH raspblH YHACSH Laxum Xyyaac pyy G0MoH YHAC3H uaxum xyygac A3sp GarpnyyncaH
Xxapbsia SaMAblH Laxum XyyAcblH “UpaaduliH epeedesn eomMO0n XynasH asyd wulidgapriax” racaH
HYYP3HA, TYYHYN3H WyyaaHraap, yrcaap, dakcaap upyynax 60nomxron.

XonbooHbl 3acruiH raspaac TepuviH Ganryynnarag Wpragasc WPYYMC3H epregern, romaon
LUNAABIPNAX AYP3AM, XYpMyyablH 30punro Hb FompanbiH MeHeXMeHTUMH cuctemuiiH /The
complaint management system/*®® 3apunm aasp cyypuncaH GaitHa.

fomanbiH MEHEXXMEHTUNH CUCTEMUIAT 2 aHIMMaH aBy y34ar.

+ [omanbiH yaupanarbiH cuctem
+ [omaon wnnaBaprax cuctem

CynmanraaHbl C3ABUAH XypaaHA KaHagblH 3pyyn MSHOWMH siamaHg Xxoon OOnoH 3MuiiH
OyTa3raaxXyyHU Tanaap romgosn raprax Hb O6pBeH anxam roMAnbir LWWAABIPISX CUCTEMUIAT
XNLW33 B60OMroH aBy y3be. OHI Hb MIPraXnuiH WWALSN, HarWpcar yunumnraa, 60noH apcaanuinr
TOAOPXOMMNOX 3apyMM A33P YHOICNACIH BaviHa.

1-p anxam: Flomaon xynasH aBax

TepunH GanryynnarbiH 4OTOPX UPraHWUA epregen romagon 6apargyynax Hank /internal complaints
systems within the public body responsible for making the initial decision/ -unH axuntHyyn
Mpragaac roMaon XynasH aBy Laapanarata M3A3anmuir LyrnyymK, roMaon rapraryuiiH Hap,
Xasrumr TaMA3rnaHa.

2-p anxam: F'ompaon yHanax
[Japaax acyynTblH XapuynT 433p CyypurcaH roManbiH Tanaap W1AABIpP rapraHa.

* [omansir xy4uH Terengep GaviHa yy?

+ TyxaviH GaviryynnarbiH 3pX M3AMUIAH XYP33HA yy?

* Uaawwvpg HapuiBunaH wanrax waapgnarartaim 6anHa yy?
» Hotnoxop 6apxwaantan /unverifiable/ roy?

26 FomanbiH MeHexMeHT. htto://www.tbs-sct.ac.ca/pubs pol/opepubs/tb o/11aa01-ena.asp
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3-p anxam: lomaon WUNAB3PN3X YN aXunnaraa siByyrnax Hb

+ TomanblH Waapanara xaHraaryw romgon: Lutidespuliec 2om9Aon 2ap2a2qud Ma03203H3.

+ TyxahH OGavryynnarelH 9px M3ANMUAH XxypasHg 6Oyc rompgon: [omOnbie  30xux
batieyynnazbiH 2omOon 2apea2qyud M303203x, myxalH baleyynnazad aomonbie
Oamxyyndae.

* Hotnox 6onomxryn /Unverifiable/ rompon: Lutideapulie 2omAon 2apeacqud mMa03203x,
ghalrnble xaax apaa XaMxX33 aeHa.

+ lWaappnaratah romanbiH Tanaap HAManT M3433nan, cyganraa sasyynax: TyxalH
baticyynnagbiH 20mM00n1 wWuUl0B3pnax 3px Oyxuld amz3ad Mmepdex Oapaarisibie
moQdopxoUIIHO.

4-p anxam: FlomAanbIr WMAABIPNIX

lFompon yHA3cnanTan 6on canbapbiH X0N6OrA0X Xyynb 3pX 3YH OPYHbI XYPISHA apra XaMxaa
aegar. fomgon WWMNaB3pnanTuiiH Tanaap roMAaon raprardmg magargsHa. MepaeH GanuaanTbiH
[apaa XynasH aBcaH romanbir HOTNox 6Gonomkryn /unverifiable/, acBan XyuumHryh rax
TOOOPXOWNCOH 6on dannbir xaax aBcaH apra X3MXKI3HWA yp AYHIMAH Tanaap romaon
raprarymg Maaaanaar 6anHa.

3By Tyc Ganryynnaraac rapracaH LUMWABIP XaHranTryn caHargax Ganmsan vprag gapaarviH
LWaTHbI apra xamxkaa Byly 3acruiiH raspblH xapbsia, TepuiuH Ganryynnara anbaH TylwaanTHbl
Tanaap rapracaH upraguiiH epregen romanseir 6aparayynax anbanpg /Office of the ombudsman/
XaHgaH romanoo 6apargyynax apxTan 6aviHa.

KaHagblH YNcblH uprag My, opoH HyTruiH 9 ombyacmeH, Ove gaacaH gapaax ombyacmeHg
XaHaaH romanoo H6apargyynax apxTan.

1. KaHagblH uspruiH OmMbyacmen;

XypangaH aBax axunnaraaHsl OmMOyacmen;

[[aMT x3pruiiH ynmaac xoxmpcoH OmOyacmeH;

TartBap Tener4yauinH OMGyacMeH;

Axmapg ganyabiH OMGyacmeH;

6. BaHKHbI ynunnras 60noH xepeHre opyynantbliH OMOyaCMeH.

ok whN

OMOyacMeHbI XypMaap roMaon wvnasapnax axunnaraa Hb 1990 oHbl OMOyacMmeHbl Tyxan
xyynb /Ombudsman Act/?®”, OmByacmeHbl Tyxail Xyynuiir farax Mepaex Xypam /regulation
865/-aap 3oxuuyynarggar 6anHa.

OmM6GyacmeHbl Tyxan xyynuap Ombyacmens 3axupraaHbl WWHXTINA romanbsir 6uuraap 60noH
OmbyacmeHbl TamrbiH raspblH Laxum  xyyAacanHn OavipwyyncaH [omgon raprax HyypaHZ4
OHnanHaap rapraHa. OHnanHaap romgon raprax nprag “Twitter”, “Facebook”, acBan simap HaraH
rypaegard HUMrMUIAH CYIHKI3raap roMAnbIr XynaaH aBax 60MoMXKIyN.

OMOyACMEH XYBWUWAH X3BLUNUAH aX axyWH H3MK, XyBb XYMYYC, 3MY, Xyynbd, LUYYrY, LUYYXWUIAH
wnnasapuiir, XonbooHbl 3acruiH raspbiH Tyxal, OpOH HYTIMIH 3acar 3axupraa, ux, 0334
Cypryynb, 3MH3N3r, HAWTMUIAH Xanam, LargaarvuiH roManbir XaHaH LWMAABIpnax 60nomxryn
1OM.

Tyc xyynvap mpragaac UpYYCcaH epreaern, roMaon WWMRAB3IPaX YN axunnaraa 6yxanaas Hyyw,
6avignaap siBargaHa. Minmaac, OmByacmeHbl TaMrbiH ra3pbiH Oyx darnnyya Hyyy 6angar 6ariHa.

fomaon xynasH aeax, WWAAB3IPNAX YN axunnaraaHg romgon raprarduiH XyBUAH M3L33UMAR
anb 6onox Hyyw Gannrax écTou.

%7 Ombudsman Act. http://www.ombudsman.on.ca/Home.aspx
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OmbyacmeHbl TamrbiH ra3ap Hb 80 rapyw anbaH xaardtaw 6ereep xungas ayHmxkaap 500 rapyi
OPOH HYTIMIH siaM areHTnaryygaa xamaapax 14 MsHraH eprefen, roMmanbir XynasH aBy XsHaH
LWMaBapNaaar 6anHa.

©preaen, roMAoN XsiHAH WWAAB3PNIX YN axunnaraa

*  Opnory OMOyacMeH33p yavpayyrncaH axIblH X3CAr FOMAMbIF XSHAH Y33X aHrmnax,
MapraaH LWWAABIPMSX ONIOH apra TEXHUKWMNUM aluurnaH XyBb XYMYYCUWH GOMOH OnoH
HUATWMIH eprefer, roMansIr Wyypxan cyanaH y3gar.

* Axnax 3eBnexeep yaupayyfcaH axmblH X3C3r roMaorn, XsSHaH WWAAB3PNaxX Gyxuii n yin
axwunnaraaHg XyHVIN HeeLeep xaHrax, MepaeH banuaanT sByynax, MepaeH banuaanTtbiH
sBUa Waapanarata Ma3a3anan, HOTNoX 6apuMThIr Lyrnyynax, AyH LWAHXUIT3 XWX,
TannaH, 3esnemx 60MoBCcpyynax Ymr yypar ryiuaTraHa.

*  XaBnan wmagdannuiiH anba He OmOyacMeHbl YN axunnaraaHbl Tanaap M3aad
MaTtepuanbir  3paM0bamK, UaxuMm XyyacaHg —Oanpluyynax, X9Bnan - MagaansviiH
apununara, XaBnanunH 6ara xyparn, untran, mepaeH 6anuaanTbiH yp AYHMMIAH Tanaapx
M3433nan 6anTrax OMOyacMeHA Tycnax Yur yyparTan.

OPOCbIH XONBOOHbI YJIC /OXY/

OXY-g upragaac tepuiH Ganryynnara, anbaH TywaanTtaHa XaH4ax rapracaH epregen romaon,
caHan xycanTuir “OXY-bIH UPrag’ac rapracaH eprefen roManbIr aBY X3M3MuU3X XypMbIH
Tyxan Xon6ooHbl xyynb” «O nopsigke paccMoTpeHus obpalleHuin rpaxgaH Poccuickon
denepaumur-aap 3oxuuyyngar 6anHa.

Wprag xyBrnapaa 60noH Xacar 6ynraapas HUINN3H TepuinH 601004 OPOH HYTIMIAH eepee yanpaax
€cHbl Gaiiryynnara, anGaH TywaantaHg 6udrasp, MeH uaxum xanbapasp epregen roMaon
raprax apxtTan. Tyc XyynuHa;

Taedyzaap 3ytin. Vprag TepuiiH G6ariryynnara, anbaH TyllaanTtaHi XxaH4aH rapracaH eprefnee
LWMAAYYNaX ABUag fapaax 9pX 943MH3. YyHA:

1. ©epwuiiH rapracaH epregen roMaonTon Xornb60o0ToM HAM3INT MaTepuUarbIr raprax erex.

2. Xyynuap xamraanargcaH GycabiH apX, apX YeneeHa xangaxryin, TepuinH Gavryynnara
6OMNoOH XyBb XYHWI Hyyuan xamaapanryn 6on epregen wmnaBapnax sisuag 6apumr
OunuryyaoTanm 6uednaH TaHunuax.

3. VpraHuin epregnuir wninayynaxasp 6ycan TepunH Ganryynnara, anbaH TywaanTtaHg
epreanuir LWNIMKYYNCaH 60n aH3 Tyxanm Magaranumr budrasp xXynasH asax.

4. OpreanviiH  WWAABSPNANTUAT  XYN33H  3eBLUeepexryrn  Toxuongong  6onoH
LWMMABIPNAraaxryn 6anraa epregnNuinH Tanaap AapaarviH watHel anbaH TywaantaH
TYYHUN3H WyyxuiAH Ganryynnarag roMagon raprax.

5. ©pregnee byuaaH aBax 33par 3pXUIAT 343MHA.

3ypezadyaaap 3yiin. Opregen rapracaH UpraHui aynryin 6ananeir 6atanraaxyynax.

1. Wprag tep 60M0H OpPOH HYTIUMIH eepee yanpaax €cHbl Gaviryynnara, anbaH TywaanTtaHg,
TOAT33PUIH YN axunnaraang LWYYMXTanTon xaHacaH byoy eepcaniiH 60moH 6ycabiH
3pX, 3PX Yenee, Xyyrnb ECHbl alUI COHUPXIbIT XaMraanaxaap xaHAcaHbl Tenee TIOHWUIT
MOPASXK MELUTMXUAT XOPUITIOHO.

2. CaHan romanbir aB4y y39x433 caHamn romon rapracaH TyxaH UPraHU XyBUIH HyyLbIT
TYYHUIA 3eBLUSBPenTynrasp dycaan 3agpyynaxbir XOPUIIOHO.

HatlimOyeaap 3yun. Buurasp uwpyyncaH epreanuiir OypTrax asax 6GomoH xon6orgox
Gaviryynnara, anbaH TyllaantaHz LUWUIDKYYIaX.
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Wprag TepuiH 3axupraaHbl anb Y wWaTtHbl Gairyynnara, anbaH TywaantaHg eprenen
romMmanoo 6u4rasp raprax apxTau.

MpraHui 6u4rasp npyyncaH epregnuir TyxamH banryynnara, anbaH TywaanTtaH XyrasH
aBCHaac XonLw 3 XOHOMMIH JA0oTop BypTrang aBax Laapanarartan.

OepuiiH BYP3H 3PXMIH XYPISHA XaMaaparryi acyyanaap rapracaH UpraHuin epreanvir
anbaH TywaanTaH acyyanbir xamaapax Oawuryynnara, anbaH TywaantaHg epreanuir
OYPTraH aBCHaac XOWL 7 XOHOMMIH OOTOP LUMIMKYYSIHS. ©preanuir WUImKYYNCaH Tyxan
epregen rapraryng M3g3rasHa.

Oprepgena OypAacaH acyyanbir X3 xaaaH Oanryynnara, anbaH TywaanTaH xamaapax
©on epregnuir xynasH aescaH Ganryynnara GypTran XMNCHI3C XOMW 7 XOHOTMWH A0TOp
epreanuiH XyBumnr TyxavH anbaH 6anryynnara, anbaH TylwaantHyygag XypryymnHa.
Wpragaac mpyyncaH epregen romaneir xonborgox 6Gawryynnara, anbaH TywaantaHg
LIMIDKYYNaX433 Waapanaratan 6on xonborgox 6apuMT 6uunr, Matepuanbir UPraH3ac
naenaH rapryymx 60mnHo.

MpraHaac MpCaH romanbir TyxawH rompgong AgyppargcaH Ganryynnara 6ytoy anbaH
TylwaanTtaHz WWAABIPIYYISX33pP LUNITKYYIIXMIAT XOPUTTIOHO.

6-p 3ynng 3aacaH XOpWUrnonbiH garyy Xonborgox TepunH GONOH OPOH HYTIMIH eepee
yampaax €cHbl Gavryynnara 60noH anbaH TywaanTaH epregnuir Wwunagax 6onomxKryin
TOXMONAONA, epregen roManbIr Wyyxag XaHAaX LUMNOBIPAYYN3XMIAr 36BMeCeH Xapuyr
npragag byuaax erte.

Apaedyzaap 3ylin. ©prefen roManbIr aBy y3ax

1. TepuiiH 6010H OPOH HYTIMIH eepee yaupaax EcHel 6aviryynnara, anbaH TylaanTaH:

2)

Xonborgox Matepuan, ©GapumT OumurviAr wyyxaac Oycag Gawryynnara, an6GaH

TyllaanTHaac rapryyrnx aBax;
3) WpragniiH 3epuvraceH 3pX, 9pX 4enee, Xyynb E€CHbl alinr COHWMPXMbIF CIPrasx apra
X3MX33 aBax;

4) 11-p 3yvng 3aacHaac Gycag Toxuongonz eprefen romMpong AypAaargcadH acyyanyyaan
6uurasp xapwuy erHe.

2. TepwiiH Gaimryynnara, HyTIMWH eepee yaupaax €cHbl Gaviryynnara, anbaH TylaanTHaac
30XMX KYPMbIH Aaryy vpyyrcaH acyynra, XYCanTuiir Xynaax aBscaH bycap TepuiiH Gaiiryynnara,
HYTIUH eepee yaupaax écHel Banryynnara, anbaH TywaanTtaH 15 XoHoruH gotop xonborgox
Ouuur 6GapumT mMaTepuanbir raprax erex yypartan. ['9xgsa Hyyunan Gyxui magaannaac 6ycag
3YWNC YYHA XamaapHa.

ApeaHH320y233p 3ylis. 3apUM MILIINNUIT aBY Y33X XKypam.

1.

WMpraH epregenpee eepwuiiH Hap, Oyuax xasraa TaBuary TOXMONZONA TYYHA Xapuy
erexryii. XapaB eprefeng OypacaH M3a33nan Xyynb 36p4ceH, 3epumx Oyn Tyxawn Oytoy
Xyynb 36punxuir 3asaax Oyn Tyxan GaviBan TepunH xonborgox Gawryynnara, an6ad
TywlaanTtaHg M3433MnMnr HaH Japyv AaMxXyynHa.

AnbaH TywaantaH G0MOH TYYHWUI rap GYNWUIH TULWYYAUAT AOPOMXKUIICOH, TSOAHUA amb
Hac, apyyn M3HAS34 3aHanxXWWnCcaH aryynratav eprearinr Xyrnasx asBcaH TepuiH
Gawnryynnara, anbaH TywaantaH epregen GUYC3AH UPraHa xapuy erexryin 6anx apxTan
Geree TyxaviH UPraHA 3pXa3 XITPYYNaxryn 6axbir caHyymk 605Ho.

Opregen Hb raprauy MyyTaW, epregen WProH Ky XycaX Oy Hb TOZOPXOWryi
TOXVMONZAONA MPraHA Xxapuy erex Gomomxryn Gereef 9H3 Tyxaw epreanuir Gyptrang
aBCHaac XOWLW 7 XOHOMMWH OTOP TyXanH UPraHg M3A3ra3Ha.

WpraHui rapracaH epregen TepuiH Hyyuan Xamaapargax 0on SH3 Tyxah WpraHg
TavnbapnacaH xapuy erHe.
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ApeaHxoépdyzaap 3yii. ©preaen roManbIr XaNanusH WWAAB3PNaX Xyrauaa.

1. Bwuurasp upcsH epregnuir OypTrax aBcHaac xonw 30 XOHOTMMAH LOTOP X3MasudH
LUNAOBIPISHS.

2. OwHuron Toxuongong GOnoH Tyc XyynuiiH 2-p 3ynnuiiH 10-p xacarT 3aacHaap 6ycap
Gaviryynnara, anbaH TywaanTHaac eprefens ToApyynra aBax Toxuongong apx Oyxun
3Trasd TyxalH epreanuir wuinasapnax xyrauaar 30-c O93Wryn egpeep CyHraHa. JHI
Tyxaunraa eprefen rapracaH UpraHg M3A3rgoHa.

ApeaHOepeedy23ap 3yln. ©prefen roMAanbIr Cyaamk LNAABIPAAX XKYPMbIH rYALITraNa TaBmux
XSHanT.

TepuinH 6ONOH OpOH HYTrMIH Banryynnara, youpaax anbaH TywaanTtaH eepuiiH apX M3anuiiH
XYP33HA epregen romasnbiH WWAABIPNANTIA XSAHANT TaBbX TyXaliH epreaern roMAanbIH aryynrag
OYH LWMHXWUIT33 XUMK, UProguMH 3pX, 9pX 4enee, Xyyrnb E€CHbl 3pX awwur 3epuurgex Oyin
TOXMONZONA Lar Xyrauaa anganryi unpyyrk, TYYHUAr apuirax apra Xamxaa aBHa.

ApeaH3ypzadyzaap 3yiin. ©prefen roMaon LWWALBIPNSX ABLAL YYMpPCaH XOXMPOr, rapcaH
3apAnbir HOXEeH Tenex TyxaMn.

1. Oprepnuir WWAABIPNAX SBUAL TOPUNH GOMOH OPOH HYTrMWH Gavryynnara, an6aH
TywaanTHbl Xyynb Oyc ywnasn, ac YWNANWAH YynMaac yvupcaH xoxupon 6ytoy
matepuannar 60MoH C3Tran caHaaHbl XOXMPOO HeXeH Tenyyrax33p MPraH LUYYX34
XaHgax apxTan.

2. XapaB epregen romaona AypaaracaH mMagasanan xyypamy 6on xonborgox 6avryynnara,
anbaH TylwaanTaH LWWyyXad4 XaHAax, 3apAnbir MPraH3ac rapryymk 60nHO rax 3aacaH
6anHa.

YKPAWH YNnc
MpraguinH xaHaanTbiH Tyxan YkpauH YncbiH xyynb (1996)

WpragninH xaHgantblH Tyxan YKpawH YMCbIH XYYNMWH YHOCA3H 30pMAro Hb apg vpragag
KOHCTUTyL@ap OMrocoH “sacar Tepg XxaHgax apx’—unr G6oguTton, Gatanraatanm S4nyynaxTan
xonboracoH xapwnuaar 3oxuuyynaxag oplivHO. XaHAaanTbliH TyXalh TIpXYy XYYMWAH opLumnn
X3CarT, UpraH 6a aBnNanaaH HArAC3H UpraguiiH baviryynnara He:

e Tep 3acruiiH OanryynnarbiH yWn axunnaraaHbl angaa AyTaranbir UNpyynax, 3acax
cavxpyynax Tanaap caHan XycanT raprax;

e TepuiH 60NOH ONOH HUNTUIH BairyynnarbiH anbaH TylwaanTHbl YANA3N4 romaon raprax
3pXTaur gypacaH GaviHa.

MeH, Tep HUArMWUIAH anuBaa axun, acyyaang YKpauHbl npragunH oponuox 6onomxk 6ononuoor
XaHrax, MpraguiH 3px alrMnr XeHACeH 3acar 3axvpraa HyTruiH yaupanarbiH Ganryynnara,
ynnaesap anbaH rasap, eMumMinH Oyxuii n xan6apunH GawryynnarbiH axnblH angaa gytaranbir
apunrax, ynmaap WproguiH 3epuuraceH 3pXWAr Capraax acyygan 4 9H3 XYYnunH 30pUnTbiH
XYP33HA XamaapHa.

Wprapaac TepwitH Ganryynnara, anbaH TylwaantaHf rapracaH eprefer, roManbir WUiaBapnax
Tyxan MoHron YncblH Xyynb Hb 36BXOH TepwuiH Gaiiryynnara, anbaH TywaantanHg XxaHaax
eprefen, romaon raprax, LUMAABIPMaX Xapunuaar 30XuLyynax 30puntToi.

WpragninH xaHgantblH Tyxah YKpauH YNCbiH XyynuiH 30punro Hb Wpragaac TepuiiH
6avryynnara, anbaH TyllaanTaHp rapracaH eprefen, romasnbir LWninaBaprax MoHron YncbiH
XYYNUIAH 30pMNTOOC MIyy epreH 6ereep Togopxon aryynraTtan 6aviHa.
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bavryynnara, anbaH TywaantaHg rapracaH epregesf, rOMAMbIr LWMRAABIPMSX 3pX  3YWH
30xuLyynanT YkpavHg “xaHganTblH Tyxawh Xyynb” rC3H €peHXvi HIpTan tom. [a1an maHan
xonborgox Xyynb WpraguviiH “epregen, romanbir WWAAB3IPRax” Tyxaw Oywy acyyanbir unyy
Hapuiicrax TOOOPXOMWIICOH OM LUMI H3p rapyurtan Ganpar 4 aryynraac Hb 3H3 Ganpgan
axurnarggarryi. Min saxugan, eprex 6wuur, Haangyynax Owuur, waapgnara, ypwanra,
M3A3r43n, COHOPAYYNra 33par Hb eprefern, romasnblH HapuiccaH xanbap MeH Yy, Gyl yy racaH
acyynT rapd upxx 6onoxoop 6anHa. MagaannuitH TEXHUK, TEXHOMNOMM HIBTAPY XONKUXUAH X3P33ap
“UPragviiH 3NEKTPOH XaHA4anT” -blH 3pX 3YMH OPYMH 4 GaTanraaxcaap WPCHUAN XaHOanTbiH
xan63ap uar yea garaag eepunergex 6anarninH XXuwasHag gypaax 6onHo.

Mprannin xaHgant abcTpakT wuHxTan Baibk Gongor. ©pregnuiH aryynra 4 MeH TuUiAM Ganx
6onHo. Matan, Wpragaac TepuiH Ganryynnara, anbaH TywaanTaHz rapracaH epregen, roMmanbir
LIMALBIPNAX Tyxa MoHron YncbiH XyynunH “XaHaanTblH 3apyYnm’—bIr TOOOPXONNCOH 8 ayraap
3ynng “epzederi, 2omOon yH3H 368 baliHa” racaH 3aanTan. TaBbCaH acyyasibiHxaa YH3H MeHUIAr
XOHAOMNOHIMIAH CYyObEKTIIP AMNryynax racsH UPraHUA 3pMan3nuiur axnasg 3aaBan “yHoH 6ezeed
368" GalixbIr Laapaax Hb 3pT3AC3H anxam 6omnox 6onoB yy. VpraHuii xaHgant 60nroH Togopxomn
Gawvix anbaryn, 6ac 60NOMXIyn oM.

HoTtoopn aryynraa OypaH Gereef; 3B UNIpxmnnax Tan 433p YKpauHbl XyYUAH OHOOCOH H3p
nnyy oHoBuTOM M3T. [dawpamg Ttamaarnaxag, benapycb YncbiH xonborgox xyynb “UpeaduliH
60710H XyynulH 3me330uliH xaH0anmbIH myxal” raCaH HIPTIN.

TepuiiH anbaH TywaanTaH XWX EcTol axnaa OypaH OyypaH XUIXTYA, XYM33C3H Yypras
Buenyynaxryn 6anx samaap UproguiiH 3pxX alurmiAr XOXMpoox sefan ambapan A33p rapgar.
WpragmnH xaHdanTbiH Tyxan YKpawHbl XyynbA TepuiH anbaH xaarduiH 3c yananaac 6omx
MPrag XOXMpOoX ECryM racaH Y33/ caHaa OfloH rasap TyccaH. Yyraapaa Tap MaHaw agun TecTau
Xyynuac 3ap4mbliH ramaap sinraatan 6ans.

WpragunH xaHaanTbiH Tyxah YKpauH YNCbH XyynunH 3 gyraap 3ywng, Xuwad Hb, ‘rompon”
yxargaxyyHbIr TOOOPXONNOXA00, «20MO0/ Hb 3acae 3axupeaaa, yundesp, anbaH balieyynnaea,
mepuliH 6yc 6alieyynnaea, anbaH mywaanmHbl wulideap 6a ac ylndnasc 605K XOXUPCOH
up23Hul xyynb ECHbl 3pxulic HOXOH capaaaxutic waapdcaH xaHOannm MeH” raK 3aaxaa.

MeH TaHg (xyynudH 4 dyeasp 3yltnulH 4-m) “mepulH 6alieyynnaea, anbaH mywaanimHbl
wulideap, yln axunnasaazaap Upe3HUl Xyynuap xameaanazdcaH 3pX, 9pX 4esee, awue
COHUPXOIT 36pyu20CeHulia CaPaaaraaxaap eapaacaH Xycanmuila 20M00s1 23H3” TIXI3.

WpraHuin xaHaanTbiH Tyxan YkpavH YNCbiH Xyynb aryynragaa TepuinH axun acyyaan xapuyucaH
anbGaH TylwaanTaH, yunaeap banryynnareiH gapra Hap UPraHWAT XYCANTUMHX Hb Aaryy bueunsaH
XYN33H aBYy yyn3ax 6anxbir yypankyyncaH Togopxon 3aant (§§22, 23)-yyaran om. Tep 3acruiiH
eHpAep anbaH TyllaantaHTaw MPraHWNAr yynayynax acyyanblr Tycrav Xypmaap 30XuuyynHa rax
yr XyynbA 3aacaH GaviHa. BawryynnarbiH gapra anbaH TywaanTaHTal yyn3ax Hb WUPraHuin
XaHAanTblH HAr xanbap rax y3gar Gereef WHrax yyndaxblH Tyng WpraH 3aaean “Gu4ycaH
eprefenTan 6anx” anbaryi Hb XyynuiiH aryynraac xapargax 6ariHa. MoHron YncelH xon6orgox
Xyynbg “GanryynnarbiH gapra MproHUir Xynaax asd yynasax” Tyxal 3aant yrym, XxapuH npraguimr
(3aBCpbIH WaTaHA) “XynasH aBax banpaHg Xynasax asdy yynsax” Tyxawm TogpyyncaH 6anaar.

YKpauHa, UpraH romanioo Tereenex XyHadap (3Trasn)—asp AaMXKyyrnaH raprax apxTan. MpraHun
3pX alUrvir xamraancaH roManbir 6anryynnarsiH (xaMT OfoH) Hap3ap raprax Gongor. Opregen,
FOMAMbIT LUMAAB3IPNSaX Tyxa MoHron YncbeiH xyynba “6uurasp rapracaH eprefer, romgonz oBor,
H3P OPLUMH cyyraa raspblH Oyloy LWyyoaHriiH xasiraa Gu4mnxk, rapbiH ycras 3ypHa. XyHOSTraH
Y33X WanTraaHaap rapblH yCraa 3ypx Yagaxryn 6on 6ycgaap teneenyynaH 3ypx 60MHO” racaH.
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LWIMRABIPNaX AyycCaHbl fapaa, yr romMaon XaBcaprax WpYYrcaH maTtepuanbir 333HO Hb
Oyuaax erHe” racaH 6on WpraHuii eprefen, romanbir WWMAABIPRax Tyxah MoHron YncbiH
XyynuinH 13 gyraap 3ynng, eprefen, roMAnbIr XsHaH Y33xA433, XaHdard Tanaac Toapyynax
6onoMXTON GapMMT CaNTUIAr WaapAaH aBy GOMHO” rax 3aaxas. OxHuM Toxmongongd (YkpanHa)
MPraHA33C MPYYNCAH MaTepuanbir Byuaak onrox Tyxaw, CYYNWUAH TOXMongong “vupyynaaryin
MaTepuanbir TYYH33C HAX3X aBax” Tyxall acyygan xeHgergex OanmHa. ©prepgern, romaon
raprar4aac TyyHg Oanxryn “Ganixryii matepuan’—bir, 3CXyn ereerym marepuanbir Laapaax
HAX3K BONoxXryi.

FynuaTtrax 3acarnanbiH Gawryynnaryyaagn MWpraHaac UpYYRcaH XaHaanTtbir GypTrax,
wMina3x, GonoBcpyynax YHAICHUA HITAC3H CUCTEM HIBTPYYNC3H YKpauH YRCbIH
Typwnara

WpraHun xaHgax apxvir Batanraaxyynax YyAH33C YMACbIH XOMX33HWUWA (BypTram, ymnyunras,
XsiHanT 60noBCcpyynanTbiH) MOHUTOPWHIMIAH HIrAC3H TOMTOMLOO H3BTPYYSICIH YNCbIH HAr 6on
YkpaiiH oM. YKpauHbl I'yWUSTrax 3acarnanbeiH 6anryynnaryyaan MpraHasc rapragar xaHganTtbir
“Oapargyynax’ YUnumnrasHun 6ypTran XsHanTblH HAMAC3H TOrTONLOOr, TSHA XapbLAHryl casixaH
HOBTPYYSICOH, Oanryynax KoHUenuuir Hb YKpauuHbl 3acruiiH raspbiH 2011.6.09—Huin egpuiH
589 pyrasp Torroonoop 6atasncaH.

3acarnax ywn siBY 9pX 3yWr A3343MC3H, HUATIA HIANTT3W, UM TOo4 3apumMaap siBargax ydvpraii.
OHA33C, Tep 3aCrMiH YNN axwunnaraaHi UPraguinH oponLoor HAIMIFAYYNaX, HUATMWUAH FYH33C
rapcaH anveaa CaHan CcaHaauvnrag TYproH Lyypxaw XaHZax, TOPWUAH YWANYUAraar xyH Oypt
HUAramMa, anb 60nox YaHapTam XypT33MXKTIM XYPrax 30pUNT X3paruas ypraH rapHa. WpragmiH
XaHOanTbir 6onoBcpyynax YKpamHbl YHA3ICHWUIA HIrOC3H CUCTEM YyXaMxyy SH3 4ur 3opunrog
yanuungar.

YHOSCHUA CUCTEM XODKYYIDK HIBTPYYFICHI3P Tep 3acCrviH 3YradCc HUWIMUWH TynramMacaH
acyyanbir OHOBYTOM TOOOPXOWMNOX, GOANOrbIH acyyanbir 3eB 3p3aMG3naX, ONOH TYMHUIAr YH3H
60aMT M3A3NNIIP XaHrax, UPragunH xaHganTelr Gapargyynax npouecT yHA3cnan 6yxui
cypanraa LYrHanT XWWX, TOPUIH TyXalncaH YWNMYMMra3HWA YaHap yp ereex A33LUNnadX 33par
OIOH TarbIH 3epar yp Hemnee rapHa y3caH 6anHa.

WpragunH xaHganTbiH YHO3CHUA CUCTEMUIAT HIBTPYYNaX ABUad YKpauHbl 3apuM MyX XOTyyaas
3acrMinH raspbiH xapwnuax TeB (KOHmakmHbil yeHmp)—yy4a onHoop Ganmryymxaa. 2014.5.01—
HUA Gananaap, YkpavHg myx, 6yc HyTrmiiH 22, Knee 6a Ceactononb xotog Tyc 6yp 1, yncbiH
X3MXI3HA HUNUT 24 xapunuax TeB YWNn axunnaraa sByymk 6anHa. YkpauHbl 3acruiiH raspbiH
2012.01.18-Hbl eapuiiH 21 pyrasp Tortoonoop WpraHun xaHganTelir OypTrax, LWMRAdX,
6onoBcpyynax YHA3CHWA MOHUTOPWMHI CUCTEMWUIAH GOMOH 3apuMM MYX XOTbIH OFIOH HUNTTIM
Xapuvnuax TeByyAWrH YN axunnaraaHbl YArspuuncaH aypMuir 6atancaH.

YKpavH YncblH 3acruiiH raspblH Xapar apxnax raspaac MpraavnH xaHganTtbiH YHOAICHWUIA CUCTEM
Banryynax sBUbIr 3PUUMXKYYIISX, XODKYYNANTUIAN OAMXUMXMIAH Tyng XOM—aac “3acruiiH raspbiH
Xapuvnuax TeB"—T3l XxaMTpaH TeB OPOH HYTIVMIAH 3acar 3axvpraaHbl HINDKYYAUAH Oprory Aapra
HapbIr XampyynaH TyxawH acyyanaap YncblH 36BefreeH 30XMoH banryyncaH.

YHA3CHUI HArACAOH TorTonuoo 6anryynax 3acruiH raspbiH LWMROBIPUAH XIPINKUNTUAH XYPISHI,
3acruiiH raspbiH xapunuax TeBYYAWMUT «OPOH Hymae 0axb Wwxuni mepnulH balieyynnazgyyObiH
yun axunnazaaz Mapesaxum apea 3yUH 6050H ysandyynaH 3aHeudax» 3px Oyxuin Garxaap
LWIMNABIPNAKII. MIHMACH33P, YHAICHUMA HITACOH CUCTEM Hb YMCbIH X3MX33HA “A0pPO0 XenTaw,
[93p33 TonronTon” 6yxan 6yTaH cymkaa Banryynnara 605kas.
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3acruiiH raspblH Xapunuax TeB Hb ©6puUiH Xapbsia canbap TeBYYAWWH TeAWUAryn, rymuaTrax
3acarnanbiH TeB OPOH HYTIUAH GawnryynnaryygplH “ynanccaH ytac” (xanyyH wwyram), tenedoH
yTacHbl “s1agnnax moeyoo —[OblH YN axunnaraar YMriyynaH 30xXuuyynaxbliH 33paruas TyxalH
CUCTEMWWH LLAT LaTHbI yaupanara MapraxunTHyYAMNr xampyynaH uar yeniH 60rnoH HUArMUnH
TynramfcaH acyyanyyaaap yncblH XaMX33HMIN CA3BYUIICIH CEMMUHAP CypranT siByyrHa.

WpraguiH xaHpganteir “Gapargyynax” YKpauHbl YHA3CHUA CUCTEMUII XODKYYNaX 3apyMblH
YHACWIAT TOOOPXONINCOH XYYrb TOFTOOMX, 604MN0rbiH 6apuMT GUUrMinH Xypaa epreH. Taaraapaac
3apuMBbIT Hb TyxainaH gypAasan:

e  YKpauH yncbliH KOHCTUTYLL;

e Tep 3acrniH OOMOH HYTIMWH yauMpaax €cHbl OGalryynnaryyoag XxaHAcaH WproHui
XaHganTtbir 6apargyynax Ynrnang asax TapryyH 33/KMINH apra XaMmKasHU Tyxan YKpanH
YncbiH EpeHxunnerdmini 2008 oHbl 109 ayraap 3apnur;

e  “HuirMunH xapunuaaHbl TeB” TepuiH BanlryynnarbiH Tyxal YkpawHbl 3acrviH raspbiH
2009 oHbl 579-p TOOT 3axMpamx;

o «lynuatrax 3acarnanbiH OGanryynnara 6a “3acruiiH raspbliH xapunuax TeB” (TepuiH
Oanryynnara) X0OpoHAbIH aXIblH yangaa XonbooHbl Tyxan» YkpavHbl 3acruiiH raspbiH
2009 oHbl 898 gyraap TorToorn;

e  HuirmuniiH xapunuaaHsel TeB (ynceiH Ganryynnara)—bir 3FXOM—biH YRNUMAras ax axymH
rasapTt LWIDKYYNax Tyxam YkpauH YncblH 3acruiH ra3pblH 2010 oHbl 1456-p TOOT
3axupamx;

e [yAuUaTrax 3acarnanbeiH Oanryynnaryygan WProHasc MpYYRcaH XauganTbir OypTrax,
LIMNaax, 6onoscpyynax YHAICHUA HArAC3H cuctem Gawryynax;

e KoHuenublr cavwaacaH YkpauH YncbeiH 3acruiid raspbiH 2011 oHbl 589-p TOOT 3axupamx;

e [yMUaTrax 3acarnanbiH Gawryynnaryygag MpraHaac WpYYNCaH XanaanTbir GypTrax,
LIMNaax, 6onoBcpyynax YHA3CHUA HAMGC3H CUCTEMUIH YN aXkunnaraaHbl Tyxam 60noH
MYX XOTYyOblH Xapwnuax TeBYYAWMWH YWN axunnaraaHbl YNrapyuncaH gypam batnax
Tyxan YkpauHbl 3acruiiH ra3pbiH 2012 oHbl 21 gyraap TOrToor;

o TOpUNH YANUUITI3HUA YaHap XYPTIAMXKWUAH Tanaapx Tycrah M3493MNUAH CUCTEM
Ganryynax Tyxan 3acruiiH raspbiH 30punToT xetentep (2017 OH XypTanx)-wuiH y3an
GapumTnaneIr canwaacaH YkpaunHol 3acruiid raspbiH 2013.7.24—Huin egpuiii 614 ayrasp
TOOT 3axMpamx,;

e Acyypang xon6orgox 6ycag Xyynb TOITOOMX.

WpraguinH xaHganTbir 6ypTrax 6onoscpyynax, xaHganT Har Oypunr GapargyynaxblH Tenee
axunnagar YkpavHbl YHOSCHUA HIrACOH TOrTONUOO Tepeec WPraHA Y3yynax yYWnymnraar
camxpyynax, Tep 3acruiH YIUn axunnaraaHg OfioH HUATUAH OpOnLoOr 30XMOH Banryynantran
XaHraxag, 9eparaap Herneermx 6aiHa.

YKpavHbl  YHOSCHWUA HIrOC3H  TOFTOMLOO  YWAMYM3N  X3OQUWraap  “ryMuaTrax  3acarnarnbi
GavryynnarblH Xypad“—HO rax spurggar 4 60OuT axun YANYUArasH [[93p33, HUAMURAH
ambaparnbliH ByXx Xypaar XxamapcaH “axun xapard guanoru” epHex 60M0MXUIr XaHragar, eMYMnH
6yx xan6apuiH yinasap anbaH rasap, Tepen 6ypuiH GanryynnarbiH yiin axwunnaraaHbl anvesaa
3epuun AyTtaranbir UpraguiiH 3pX alrmiiH YyAH33C 3acax 3anpyynaxag yinuungar, yyraspas
MaHam Xxonboraox Xyyrnb TOrTOOMXOOC 3ap4MbIH sinraatan 6anHa.

ABCTPANU YIIC

ABcTpanu YncbiH epregen, roMmaon XynasH aBax, WWAABI3PNIX Torronuoo: ABCTpanu
YncelH wprag3ac TepunH OGanryynnara, anbaH TywaantaHg epregen romgon raprax,
MapnameHTblH ©6MHe TOMAMOO LWyyA WNIPXUAN3H raprax 3px Hb HI3NTTaM Gawnpgar GanHa.
Oprepgen, roMAanbIr XyNaaH aBax, LWWAAB3IPNAX YUN axunnaraar TepuiH anbaHbl Tyxan Xyynb
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/Public service act/*® 2006 oHbl 11 Ayreap capbiH 10-Hbl ABCTpanuitH 3acruiiH rasap, TepuiiH

AnbaHbl  KomuceblH No13/06 Tortoon, 2° Asctpanuitn 1ISO  10002-2006 craHgapThir 27°
OapumTnaH WninaBapnaaar. TepuiiH anbaHbl Tyxan Xyynuinur yHA3CN3aH 6atancaH ABCTpanuiH
3acruiiH rasap, TepuiiH An6GaHbl KomuccbiH No13/06 Tortoonoop AnbGa, areHTnaryyaag
eprefer, rOMANbIH MEHEXMEHTUAH TOrTonuoor 6um 6onrox, T34ra3p TOrTONUOOHbLI YHACSH
CTaHOapTbIr TOFTOOCOH GawHa.

Tortoona: "AezeHmuiaz2” 23deulie mepuliH anbaH balicyynnaza 23x oliieox 6a "Opeedes,
2omdon”" 6051 myxaliH H32 azeHmiasuliH 3¢83n myyHul anbaH XxaasyulH myxal camearn
XaHeanyyH 6yc balidnaa amaH 3¢83n bu42aH xanbapaap 2apaacaH UN3PXULIUGH epeHXul HIp
mombéo 6eceeld "Opzedesi, 20MOSIbIH MEHEXXMeHMUUH mo2moJsiyoo” 23032 Hb epzaeder
20MOnbi2 XYI33H asy, bypmeaax, xapuy ea4, maulnazHax 6yl azeHmaa2ulH Xap32xyymk 6yl
60051020, yin axunnazaa ba xapsanax 6yl XyHul HeeU, MexHoo2u M 23K TOOOPXONIKI3.

Opreaern, roMmanbir XynasH aBax, LWMNABIPNAX YNCbIH X3MX33HWUIA M3A3NNNAH HIFAC3H CUCTEM
Garixryin xaaui 4 433px TOrToonoop Gyx areHTnaryyq Ho eprefes, roManbiH MeHEeXXMEHTUMH
fIMap H3raH Torronuoor 6uii 6onroH xaparnax écTon Gereen anveaa areHTNarunH epregen,
rOMANbIH MEHEeXMEHTUAH TOrTonuoo Hb Guumk GonoscpyyncaH 6oanoro 6a ynn axunnaraa
Byxun 6anxbir wWaappaar 6ariHa. MeH epregen, roMAanbiH TOFTONLOOHA 9H3 TOTOOMbIH 7 Ayraap
X3CArT TOAOPXOMWMOH 3aacaH "©pzedesn 20mOnbiz wyypxal wuldesapnax MmoamosyoOHb!
anemeHmyyd" Gytoy ABcTpanu 6a OnoH yncbiH CcTaHAapTyydad YHASCNAC3H caHan roManbir
b6aparoyynaxag 6Oapumtangar AsctpanunH ISO  10002-2006 crangapt Oyxuii  gapaax
3apumyyabir?’ ' aryyncan Gaiix éctoit. Tyxalinbarn,

Un Top- XaaHa, x3pxaH romMaon raprax Tyxall M3433man Xaparnardug, XyBb Xymyyc 6a
COHMPXCOH Bycaf x3aHA 4 60N0B canTap TYraargsH HUNTNArAC3H Ganx ECTON.

HaanTtTam- lompgon rapracaH Oyx xyHZ romaneir Gapargyynax yiun sBuU Hb HI3MTTIM
XYPTR3aMXKTan Garix. YyHA yWin SiBUbIH Tyxal Maaaanan O6ypaH HaanTTan bavix, epregen romaon
raprax apra 3am Hb ysiH xataH 6awix, TycrainaH TyC O3M X3parTan (opyyyrnaed 3apeulie
oposnuyynaad) romgon raprarygag Tycrad 30xuuyynanT XWAMraX 3CB3aN  A3MXKMIAr  aBax
6onomxTon 6arx 33par bartaHa.

LWyypxan- AnvBaa eprefen, romMasnbir XynasH aBCaH Aapyhgaa romaos raprardug XynasH
aBCHaa M3argsHa. ©prefen, roManbIr WwWyypxan gamxkyynax 6a, romgon 6apargyynax siBuag
rOMZON raprarytan 9engar xapwuruax, eprefen, roMANbIHX Hb Tanaap rapcaH axuly siBUbIr
M3[33mK 6anx EcToMn.

Boauton- omanbir wWnnABapnaH OGapargyynax €BUbIH Typwua romgon raprard 6yptan
wynapra, 6oanton 6ereep sinraBapnanryi 6anagnaap xaHgaH xapunuaxa.

Ten6epryn- Opregen, roMmansir 6apargyynax 6yx yin siBuag roMgon raprard yHa Tenbeprym
XxampargaHa.

HyyunanTan- ©pregen, romaon rapraryuH XyBUAH M3A433M3N Hb raruxyy 6arryynnarsiH 4oTop
rOMAMNbIF JamXyyrnaxag XaaHa Xapartan ToHA 6Gavix éctom 6omnoB4Y romgon raprard eepee
TYYHWUAT O3Nr3XUIAT Waapaaaryn n 6on Hyyunaneir YaHgnaH xamraanHa.

%8 pyblic Service Act 2008

269 http://www.health.qgld.gov.au/nonconsumer_complaint/docs/OPSC_Directive.pdf- Directive 13/06-Complaints
Management Systems

210 Australian StandardTM Customer satisfaction- Guidelines for complaints handling in organizations (ISO
10002:2006, MOD)- http://www.saiglobal.com/pdftemp/previews/osh/as/as10000/10000/10002- 2006.pdf

n AsctpanunH Ctangapt, XaparnaruniiH Catran XaHamx - baviryynnareiH epregen romaneir 6apargyynax rapbiH
arnara (AS I1SO 10002-2006)
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FomanbiH cypanraa- lomgonton xon6orgox 6yx Hexuen Gamgan 6a magaannuir cyanaH
TOITOOX0Z, 30XMX OYX XY4YMH YapMannTbIr raprax éCToun.

Xaparnary TeBTaN apra- banryynnara Hb Xxaparnard TeBTaN apra 6apunbIr Xapankyynax écTon
6a roMAnbiH Tanaap 3praX MIOI3MIXA33 HIANTTIN, FOMAMbLIT WNAABIPSX YMHXYY 30PUIro
Oyxun baviraaraa ynn axnaapaa xapyyngar 6anx.

Fomanbir WMNABIPNaxX Hb- 30xuX cydanraaHbl Aapaa Gauvryynnara yr acyyanbir 3acax
3anpyynax 6a pgaxvH rapaxaac ypbAaqunaH C3prvinax rox MaTadp fMap HIrsH xapuy apra
X3MXKI3r aBax ECTON. JH3 MIT apra XamMXKaar aBcaH gapyngaa roMaon rapraryng MaaarasHa.

Xapuyunaratan- Opregern, roManbir LWWAABIPAAX axuntanm xonbooton 6GanryynnarbiH
wunasap 6a yin axunnaraar xapuyuax, TawnarHax siBgan TOOOPXOW LSrUuSpC3H 3CIXUIAT
Baviryynnara eepee 6atnaH gaax CToun.

Amart camxpyymk 6anx- Opregen, romaneir 6apargyynax yun sy 6a yRnuunraaHvum YaHapbir
AMarT camxpyymk 6arix Hb 6anryynnarbiH HIraH 3yiin xegenbepryin 3opunt banx ECTow.

AsctpanuiiH ISO 10002-2006 cTtaHgapTelH paryy anba areHtnar 6yp epregen romanbiH
MEHEXMEHTUIT Bui Bonrox axunnax He GanryynnarelH yavpanaryyabiH yypar 6angar 6anHa.
Oprefen, romanbiH MEHEXMEHTUIH LUyypXal TOrTOMNLOOHb!I 3NEeMeHTYYA Hb 3aaBan XaHrax
E€CTOWN YHAOCSH CTaHOapTYYyAbIl UN3PXUAMHAS.

TepuiiH Gairyynnara, anbaH xaarygblH YWn axunnaraatar xonbooTon rapracaH eprepen,
roMAnbIr  TyxavH OalryynnarblH epregern, TrOMAMbIH  MEHEXMEHTUAH  TOrTONLOOroop
LIMNAB3IPNIXK Yagaaryn 60MoH XeHANeHIMIAH WanranTt XMANraxuinr xycean OmbyacmeHa xaHaaH
eprefen raprax 00nNOMXTOW.

OMByaCMeHUI xXypMaap roMZaoN WUABIPNAX axunnaraa”’

Asctpanu YncblH XxyBba 1971 oHbl lMapnameHTbiH KomuccuoHepuiiH aktaap Oui 60ncoH
OmbyancmeH Gytoy MapnameHTblH xapaaT Oyc axuntaH Hb 3acrMiH raspblH silam, areHTnar,
XOpWX rasap, 3MHIMNar, Cypryynb, TEXHUKUAH KOMNMEX, OPOH HYTIMIH 3axupraa, YncbiH UX, 4334
cypryynuya 3spar OanmryynnaryyablH HUATMAH anbaHbl YN axunnaraar MepaeH Lwanrax
yypartan 6angar. QHaxyy baviryynnarbir XyMyyCuiiH egep TyTMbIH ambapang HUATUAH anbaHbl
3pX MIAMUIAH Heneenen ecd Oaviraa, wuim Ganryynnaryyq Hb OYpaH 3pXx33 X3P3NKYYMCH33
TavnarHax 6alvix wWwaapgnara, Mpra- OWAH XyBbA SAr33p areHTnaryyaram yyccaH anuveaa
MapraaHbIr wyypxamn, 6ara 3apg- naap WWAOBIPAX apra X3parcnuir 6uin 6onrox 3opmnroop
GaviryyncaH axa3d. OmMOyacMeHbl Xyynuap ONrOrACOH YHAC3AH 4 uvr YYpPrulH Har Hb A33pX
GavryynnaryyoblH WWALB3PUIAH Tanaap Mpragsac UPYYSICOH romanbir XyrnadH aBd, Lwanrax,
LINALBIPNAX ABAAN OM.

a/ l'omaon raprax XXypMblIH Tanaap

OmbyaocmeHz roMaon rapraxaac eMmHe LWyya Xamaapax areHtnar, Ganryynnarag xaHgax
roManoo amaap, 6uurasp, ytcaap anb 4 xanb6apasp raprax 6onHo. WiHxyy rapraag xapuy
aBaaryi 6on 4934 watHel banryynnarag raprax, aucuinH wartang OmMOyacmeHa xaHaaHa.

OmbyacmeHa raprax romaong Aapaax Lwaapgrnara TaBuraaHa:

+ TyxaiH 6anryynnarag Hb XxaHfax rapracaH baix;

» [ompon raprardniH XyBuinH 6angang HeneenceH Gawnx;

+ ['oMAon Hb HUATUIAH 3pX BYXMI STrI3AMINH 3axXmMpraaHbl YN axunnaraatan xonbooTomn
Gaix.

212 CT-13/422 “Bycan opHyyablH NapraMeHT Aaxb eprefen, roMaos WNAABIPISNTUIH ypam” XapbLiyyrncaH
cypanraa.
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X3pB33 roMaon Hb 433p AypAcaH Waapanarbir XxaHraaryin 6on nasnaraaHbl axuntaH Hb roMzaon
rapraryur xaHg XaHgax, XaHa3c Tycnamxk aBax GonoMXTONr xamk erHe. OMOyACMEH Hb XyBb
aTrasg, OGusHecuiH yin axunnaraara xonbooton (6aHk, caHXyyaulH KommnaHu, 03rgyyp 23X
M3m) BONOH XeeH Xananuax xyrauaa Hb eHrepCceH roMAoN 3CXyn Lyyxad xaHaax 6onomxron
FOMAMbIF XYN33H aBaxryi.

6/ Fomanoop xmnx axunnaraa
FoMAnbIr XyNasH aBaaj Aapaax axunnaraar XuiHa. YyHA:

*  [omgneir cygnax;

* Anb 4 Tang Hb TOrW XaHaax;

« [ompon rapraryvg 9H3P3HIyW, XYHOITIAINTIM XaHaax;

* YTcaap TaBbCaH acyynTtag Har XOHOTMIAH A0TOP XapuynT erHe;

* Yracyygan Hb oMByacMeH[ xamaaparnTain 3cax Tanaap 6uurasp xapuy erHe;
* AcyyanbiH 934p33Tan bananaac wantraanaH anb 60M0x TYPraH xapuy erHe;
e [omManbIr WMAABIPNAX axunnaraaHbl SBUbIH Tanaap Maaargax 6anHa;

* [aprax 6ainraa anveaa LWMAABIPUNHXII YHAICAANWUIT TavnbapnaHa.

B/ YHanras
[apaax acyygnbir wanraxa:

* OmbGyacMeHa xapbsianax 3cax;

» 3axupraartan xonbooTow acyyaan MeH 3Cax;

» Tompon Hb roMaon raprardvMinH XyBuiiH 6anaang Heneenex acax;

* YracyyanblH Tanaap M3AC3HI3C xouw 12 cap eHrepeeryn acax;

+  lyyx, TpubyHanaap WunAaB3apnyynax 60MomMxKTon acax;

«  OH3 acyyanbir WNAABIPNaX Yagax eep banryynnara baviraa acax;

*  OH3 Hb romaon raprary 60M0OH HUArSMA X3PX3H Heneernex acax;

* [omanbir WWNaB3pnax eep apra 3am bairaa 60n 3H3 Tanaap M3A3rA3H3.

r/ MepaeH wanrax

FomanbliH Tanaap M3A33M3n Lyrnyynax axunnaraa tom. Xonborgox areHtnaraac acyyx,
M3433/131 Waapaax, XyBb XYH33C M3Ayynar aBax, banryynnarbiH anbdan oudruir wanrax 601oH
30XMCTOM T3X Y3C3H sIMap Y aprbir xaparnax 6onHo. OMbGyacmeHaac areHTnartT XxaHgaH
LIMAOBIP33 3PraH Xapax, eepunex, 3axupraaHbl NpakTMKaa eepuyrnex, yyynanT ryix, XYCCaH
TOXMONAONA HEOXeH Tenbep erex 33pruir 3eernex 60mnHo.

al Yp ayH

OmByacMeH Hb 36BXOH 36BMOMXK erex apxTan 6a ynn axunnaraaHz Hb Liyyd OpOriLoX 3pXryi.
MepaeH wwanracaH axwunnaraaHbl Tanaap TalnaH Ouumk xapbsianax 334 LaTHb
Ganryynnarag erex, My>XuiiH naprnameHTag TaHunuyynax, Laxum xyygactaa TaBux axunnaraa
XunH3. XapvH OmMByacmeH3ac rapracaH anuBaa 6apumT OUUIMAT X3par XsHaH LUUAABIPMaX
axunnaraaHg awwurnaxryi. Fompgon raprard Hb OmOyacMeHZ eepT Hb TOMAMbIH Tanaap
rapracaH LUMAABIP33 OaXMH XsIHYYynax XyCanT raprax apxTau. [apnameHTag raprax epreanvir
OpregnuinH baviHrblH Xopoo Hb ©pregen 60MOH TyyHUI TOrTONLOOTOW XonbooTow siMap u
acyyanaap TaHXumZ M3A33NaM, flaBnaraa Xvnx, epreanuinr XynasH aBy WNALBIPNSAaT.
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ALLUUTTNIACAH 3X CYPBAIX

dununnuH ync

https://8888.gov.ph/ NpraguiiH epregen, romanbIr XynasH asax 8888 tes /dununnuH
ync/

https://www.opengovpartnership.org/members/philippines/commitments/PH0047/
https://8888.gov.ph//wp-content/uploads/2021/08/20161014-EO-6-RRD.pdf
https://8888.gov.ph//wp-content/uploads/2021/08/20161201-EO-9-RRD.pdf
https://8888.gov.ph//wp-content/uploads/2021/08/20181031-EO-67-RRD.pdf
https://8888.gov.ph/history/

https://nirc.dole.gov.ph/Node/view/TIYWMDAXNw Byrg Harpamaax YnceiH xyynb Ne
9485 bytoy YnaaH Tyy3Hbl acpar xyynb (Anti-Red Tape Act)
https://8888.gov.ph//wp-content/uploads/2021/11/20190717-RA-IRR-11032-RRD-1.pdf
“Bu3Hec apxnaxag TepUiH ynumunraar xanbap, yp awmrran xyprax” Tyxau xypam
https://nirc.dole.gov.ph/Node/view/TIYwMDAXNw
https://8888.gov.ph//wp-content/uploads/2021/11/20190717-RA-IRR-11032-RRD-1.pdf
https://www.officialgazette.gov.ph/constitutions/1987-constitution/ ®ununnuH Ynceix
YHAC3H Xyynb, 1987

CT-13/422, “VipragmnH epregen roMaon LWWAABIPNANTUIAH 3pX 3yNH OpYuH, Bycas OpHbI
Typwnara”, 2013 oH.

CT-14/213 “Uprapgsac epregeri, romMaon Xyrn3sH aBax, LWWMAABIPNSX  HIrAC3H
TOrTOMUOOHBLI Tanaapx ragaafblH 3apyM OpHbI Typlunara” xapbLyyncaH cyaanraa, 2014
OH.
https://byjus.com/free-ias-prep/centralized-public-grievance-redress-monitoring-system-
cpgrams/

https://pgportal.gov.in/

https://darpg.gov.in/sites/default/files/faqg-pgportal.pdf

WBYUHXY

Standing orders of the House of Commons
https://www.parliament.uk/business/publications/commons/standing-orders-public11/
Petition parliament and the government https://www.gov.uk/petition-government
Petitions https://petition.parliament.uk/help

Actions on petitions
https://committees.parliament.uk/committee/326/petitionscommittee/content/108759/acti
ons-on-petitions/

Role—Petitions Committee https://committees.parliament.uk/committee/326/petitions-
committee/role/

CT-13/422 “UpragnitH epreger, roMaon WUALB3PMSNTUIAH 3pX 3YH OpYuH, Bycaz opHbl
Typwnara” YUX-biH TamrbiH raspeliH Cyaanraa, WUHXUNTA9HWI XanTac

fAnoH ync

Act on General Rules for Incorporated Administrative Agency (Act No. 103 of 1999)
https://www.japaneselawtranslation.go.jp/en/laws/view/2754

Act on National Consumer Affairs Center of Japan
https://www.japaneselawtranslation.go.jp/en/laws/view/3193/en

Act on Promotion of Use of Alternative Dispute Resolution
https://www.japaneselawtranslation.go.jp/en/laws/view/3774

Organizational chart of The National Consumer Affairs Center of Japan
https://www.kokusen.go.jp/e-hello/about_ncac/data/ncac_oc.html
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o Alternative dispute resolution committee https://www.kokusen.go.jp/e-

hello/about_ncac/pdf/ncac_adr.pdf
©pregen, romgon

e https://www.parliament.uk/get-involved/have-your-say/petitioning/

o https://www.parliament.uk/Util/login.aspx?ReturnUrl=%2Fget-involved%2Fhave-your-
say%2Fpetitions%2Fpaper-petitions%2F

o http://www.parliament.uk/documents/commons-information-office/P07.pdf

o http://epetitions.direct.gov.uk

o http://www.sasanet.org/documents/Tools/Citizen's%20Charters.pdf

o http://lilt.ilstu.edu/staylor/csdcb/articles/Volume6/Pinney%201993.pdf

o http://lilt.ilstu.edu/staylor/csdcb/articles/Volume6/Pinney%201993.pdf

o https://www.ourcommons.ca/About/StandingOrders/chap4-e.htm#TOCLink_36_8

o https://www.tbs-sct.gc.ca/pubs_pol/opepubs/tb_d3/guid01-eng.asp

o http://www.revparl.ca/english/issue.asp?param=180&art=1225

o https://prsindia.org/administrator/uploads/media/Citizen%20charter/Right%200f%20

e https://pgportal.gov.in

o http://letters.kremlin.ru/acts/2
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