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1.

Muc dich

Quy trinh ndy xac dinh nhitng nguyén tac, trinh tu x{r 1y khiéu nai, khang nghi

bao dam khiéu nai, khang nghi tir khach hang va cic bén lién quan duoc xir Iy khach

quan, minh bach, kip thoi.

2.

Pham vi ap dung

Ap dung ddi voi moi khiéu nai, khang nghi, phan nan nhan dugc tir khach hang

va cac bén lién quan.

3.

Tai liéu vién din
Tiéu chuan ISO/IEC 17024:2012, muc 9.8; 9.9;
Tiéu chuan ISO/IEC 17000:2007.

. Thuit ngir va dinh nghia

Yéu cau xem xét lai (Khang nghi): Yéu cau cta ngudi ding ky, tng vién hoic
nguoi dugce ching nhan vé viéc xem xét lai bat ky quyét dinh nao cia to chuc
chting nhan lién quan dén tinh trang chimg nhan duoc mong doi ctia minh (Theo
tiéu chuan ISO/IEC 17024:2012, muc 3.19);

Khiéu nai: Hinh thirc dién dat su khong hai 1ong, ciia mot ca nhan hoac t6 chuc
bat ky véi to chirc ching nhan lién quan dén hoat dong cua to chitc d6 hodc nguoi
duge ching nhan v6i mong mudn duoc dap lai (Theo tiéu chuan ISO/IEC
17024:2012, muyc 3.20).

5. Noi dung
Stt Buéc cong viéc Noi dung
1 | Tiép nhan khiéu | Khach hang co thé guri khiéu nai, khang nghi dén Trung

nai, khang nghi tam qua cac kénh nhu dién thoai, fax, email, cong van,

trao di truc tiép.

Bo phan hanh chinh quan tri ma tryc tiép la Thu ky
chuong trinh 12 ddu méi tiép nhan thong tin lién quan dén
khiéu nai, khang nghi, phan nan, gbp y cia khach hang
va céc to chirc, c4 nhan lién quan. Thong tin khi tiép nhan
dugc ghi nhan trong S6 theo ddi xir Iy khiéu nai, khang
nghi, ma s6: NDE-CS-P10-F01.
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Sau khi tiép nhan khiéu nai, khang nghi B phan hanh
chinh quén tri phai thong bao cho bén khiéu nai, khang
nghi biét.

2 | Thong bao cho lanh

dao Trung tam

B6 phan hanh chinh quan tri ¢6 trach nhiém thong bao
ndi dung khiéu nai, khang nghi cho lanh dao Trung tam
hoic Trudng ban chirmg nhan vé chét lugng tiy theo mire

do nghiém trong cua khiéu nai, khang nghi.

3 | BO tri nguoi xu ly
khiéu nai, khang
nghi

Can cu trén ndi dung khiéu nai, khang nghi, Trudéng ban
chtng nhan c6 thé phan coéng ngudi giai quyét hodc bao
c4o lanh dao Trung tdm dé c6 phwong an xir Iy. Ngudi
duoc phan cong xtr Iy phai bao dam nguyén tic doc lap,
khach quan, khong lién quan vé6i ndi dung khiéu nai,

khéang nghi.

4 | Piéu tra, xu ly
khiéu nai, khang
nghi

Viéc diéu tra, xir Iy phai bao dam khach quan, minh bach,
khong dan dén tinh trang phan biét ddi xir v6i bén khiéu
nai, khang nghi.

Néu n6i dung khiéu nai, khang nghi 1a dung, Truéng ban
ching nhan phai tién hanh phan tich nguyén nhan va thuc

hién cac bién phap khic phuc, phong ngira.

5 | Thong bao két qua

Két qua xur 1y khiéu nai, khang nghi phai dugc théng béo

cu thé t6i bén khiéu nai, khang nghi.

Thu ky chuong trinh c6 trach nhiém theo doi, bao dam
khiéu nai, khang nghi dugc xu 1y va dugc thong bao cu
thé cho bén khiéu nai, khang nghi. Cac thong tin nay phai
dugc cap nhat trong S6 theo ddi xir 1y khiéu nai, khang
nghi.
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~ A A LA e 1A Thoi gian
Stt Ma so Tén ho so Nguwoi lap . .
cap nhat

1 | NDE-CS-P10- | S6 theo ddi xir 1y khiéu | Thu ky chwong | Ngay khi xuat

FO1 nai, khang nghi trinh hién khiéu nai,
khéang nghi
2 |N/A Hb so lién quan dén cac | BO phan hanh | Theo dot

vu khiéu nai, khang nghi | chinh quan trj
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