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QUY TRINH XU LY KHIEU NAI VA YREU CAU XEM XET LAI

M3 s6 tai lidu:
QT-KNXX

01/06/2018

Lén ban hanh: 00.02 Ngay ban hanh: Trang: 1/6

Noi nhan: 1. Giam dbc Cong ty
2. Pai dién lanh dao
3. Cac Truong phong c6 lién quan

Ngudi soan : L& Thi Nhi Chir ky: .
T MT/’}/’\_/L,_?:—-: p———
Ngudi phé duyét : Nguyen Hoang Anh Chir k)’/;____
LICH SU THAY POI
LAN CHINH | TRANG NOQI DUNG CHINH SUA GHI CHU
SUA SUA
00.01 01 B0 sung: - thuvngh’lem 3
- Két qud thi nghiém ,
00.02 03 C};ml} stra hinh thirc phan bo: bo sung thém cdt biéu 01/06/2018
mau & muc 03
Bo sung: ) .
“- Ho so xit ly khiéu nai va yéu cdu xem xét lai
dwege liew trit nhie sau:
+ File citng: dtrg’c luu trong File 2.5.SKPH-
00.02 05 KPPN-KNXX tgi tit ho so phong BGD; 01/06/2018

+ File scan: duwoc lwu trén server theo diwong dén
Q:\AIS DOCUMENTS\KIEM SOAT HO SO\FILE
2-HO SO ISOVFILE 2.5- HO SO SKPH-KPPN-
KNXX”
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Noi lwu trir:
+ File cimg (géc): hwu trong File 4. 1SO tai ta ti li¢u s6 02 phong BGD

+ File scan: lwu trén Server theo dudng diin QATAILIEUNOIBO-AIS\FILE4-1SOM.2 QUI TRINH AP DUNG ISOM3-QT-Xu ly khieu nai

va yeu cau xem xet lai
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QUY TRINH XU LY KHIEU NAI VA YEU CAU XEM XET LAI

M4 sb tai liéu: Lan ban hanh: 00.02 Ngay ban hanh: Trang: 2/ 6
QT-KNXX 01/06/2018

1. PINH NGHIA

Khiéu nai 1a nhitng phan hdi ciia khach hang vé sy khong hai long do két qua gidm dinh, rhir
nghzem cua AIS cung cap lam anh hu(mg dén quyén loi cua ho.

Yéu cdu xem xét lai 1a nhitng phan hdi ctia khach hang v& sy khong hai long trong dich vy
giam dinh, thir nghiém: khong kip thoi, tdc phong lam vige, sy hcp tac gitta cac bén ma
khong anh huéng dén tinh trang thyuc té cua hang hoa, két quad ciia thir nghiém (d6i tuong
glam dinh, thit nghiém)

2. VIET TAT ,
- AIS Cong ty TNHH dich vu Gidm dinh A Chéau
-Gb Giam dbc
3. SOPO MO TA QUY TRINH XU LY KHIEU NAI VA YEU CAU XEM XET LAI
P 5 s A 1 . z W
Khagh !lal,].g kl‘aneu L » [ Ti€p nhan thong (2a) . Xen}nxet ek
nal va yéu céu i nhiém AIS
xem xét lai *t (D)
A b
(2b)
© ’
\ 4
Xem xét mire do (5) Ban GB vét'ban @ Béo cdo lanh dao
trach nhi¢m AIS | < phép che <
(5b) KT TXSTEA
M Hr;!if” . 0 R(llmu ll
- 1 L 4 M l} H] UO( ,f\’, ( U()"v’ — VI'JI .
Luu ho 50, hgp Theo dOl Xt Iy e ol e e s
rdt kinh nghiém < (N (i€p néu o6 hgt B0 phiin luu t,ur ?;(T,L)/M,l L
todn cong ty inh P L Npav CF,___fhanq 06 neim oo
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Noi lvu trir:

+ File ctmg (gdc): luu trong File 4. ISO tai ti tai ligu sé 02 phong BGD
+ File scan: lwu trén Server theo dudmg dén Q\TAILIEUNOIBO-AIS\FILE4-ISOM.2 QUI TRINH AP DUNG ISO\M3-QT-Xu ly khieu nai
va ycu cau xem xet lai
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QUY TRINH XU LY KHIEU NAI VA YEU CAU XEM XET LAI

M4 s tai liéu: Lan ban hanh: 00.02 Ngay ban hanh: Trang: 3/6
QT-KNXX 01/06/2018
I\S/%a Noi dung cong viée :lllfléi:: Biéu miu
1 Tiép nhin thong tin
Trong qué trinh tham gia cing gidm dinh vién, thg
nghi¢m vién AIS thuc hién gidm dinh hodc thyc hién thu
nghiém va nhén két qua gidam dinh, thir nghi¢ém cua AIS,
la khéch hang khong hai long ve két qué/dich vu giam dinh | Toan cong
nén giri khiéu nai/yéu cau xem x¢t lai bing email, cong vin ty
hodic phan anh truc tlep voi nhdn vién AIS. Toan bd nhan
vién AIS c6 trach nhiém tiép nhan phéan hdi cua khach
hang.
Khi nhén dugc thong tin khiéu nai/yéu cdu xem xét lai
cua khdch hang, tt ca nhan vién AIS phdi thong bdo da | Toan con o
Ib | nhin dugc khiéu nai/yéu ciu xem xét lai cua khich h_a_l_lg K t‘ YA :‘{ \, i ! ¥ é ﬁ
thong qua cic hanh ddng: trd 101 email, phuc d’ap{ ccm{g ho S .,_';":';[}’]],"_']T .
2 Xem xét trach nhiém *“:““"';“‘“ e
Ngudi nhédn dugce t‘?hong tin khiéu nai/yéu cdu xﬁ%}'%{ Ll b Tp prs e
lai ciia khach hang, phai 14p phiéu yéu cdu xt Iy theo BNIZ| 0 theine 06| neier wtors
SKPH-01 va cdp nhat phiéu theo d&i xtr Iy khéng ph hop - Toan cong | BM-SKPH-01
BM-SKPH-02. Bong thoi bdo céo cac Trudng phong/
ty BM-SKPH-02
Ngudi duge ty quyén.
Nhitng nguoi lién quan dén noi dung khiéu nai/yéu ciu
xem x¢t lai cua khach hang phai gidi trinh sy vige dé Ban
lnh dao cong ty niim bét thong tin va xem x¢t vén dé.
Truéng phong/Ngudi duge iy quyén tlen hanh kiém tra X
Trudng
x4c nhén sy hop 18 cta khidu nai va yéu cu xem xét lai. -
9 Sau khi thu thip day du, chinh xé4c thong tin khidu nai/ prong
a Nguoi
yéu cAu xem xét lai cua khach hang va xac dinh 1o thue d A
trach nhi¢m cta AIS, Trudng phong/Ngudi duge ty quyén vQe Iy
béo cdo sy viéc cho lanh dao. G0
%b Trong qua trinh thu thap théng tin vé khiéu nai/yéu ciu Trudng
xem x¢€t lai cua khdch hang va xdc nhén 13 trach nhiém | phong/
Noi luu trir:

+ File ciing (géc): luu trong File 4. 1SO t{u tti tai ligu s 02 phong BGD
+ File scan: lwu trén Server theo dudmg din QA\TAILIEUNQIBO-AIS\FILE4-ISOM.2 QUI TRINH AP DUNG ISO\M3-QT-Xu ly khieu nai
va yeu cau xem xet lai
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QUY TRINH XU LY KHIEU NAI VA YRU CAU XEM XET LAI

M4 s tai liéu: Lan ban hanh: 00.02 Ngay ban hanh: Trang: 4/ 6

QT-KNXX 01/06/2018

Ma s ” - Trach i
o& N¢i dung cong vige nhi¢m Biéu mau

khéng thudc vé AIS. Trudng phong/Ngudi dugce uy quyen Nguoi
phéi thong bdo, gidi thich cho khéch hang 13 va tir chéi duge dy
trach nhiém giai quyét. quyen

3 B4o cdo lanh dao

Truong phong/Ngudi duge iy quyén c6 trich nhigm | | 170"

béo cdo cu thé sy viéc cho lanh dao ké ca khi x4c nhan sy glllon‘g./
vige thuge/khong thuge tréch nhigm AIS dé lanh dao nfm | 87
bét thong tin va phan hdi véi khach hang trong truong hop | 0%
khdch hang lién h tryrc tiép v6i lanh dao AIS. o=l
4 Ban giam doc va Ban phap ché
Sau khi thu thép ddy du thong tin, Ban giam dbc va Ban :
Ban giam
phap ché tién hanh cuée hop vé&i nhing ngudi lién quan Ctoc: Ban
dén ndi dung khiéu nai/yéu cAu xem xét lai cup k]’rach, ol ohd™ j}" T
hang. Phan tich nguyén nhén sy vigc, phuong dn-—xir-ly, Ll ; e
khdc phuc dé giai quyét hidu qua nhét. | *j NG o | B 5 e i
) h’m 00( B Cleninnd
5 Xem xét mirc d§ trach nhi€ém AIS 26 nhin [ i, Pé0] F/H Py
Sau cudc hop giita Ban giam doc, Ban phap| ché ',ya(,\, gl Shduads iwive sl

nhitng nguoi lién quan & xac dinh mirc do trach nhi¢m cua
AIS, Ban giam déc va Ban phép ché phai tim ra céc
phuéng 4an giai quyét vin d& hiéu qua va khong anh hudng
dén uy tin cong ty:

- Ban giam dbc AIS giip khéch hang dé cung nhau
thuong lugng, thoa thuan giai quyét vin dé, khong dé | Ban gidm
Sa bén thr 3 can thigp xir ly. dbe/ Ban
- Trong trudng hop bét kha khang, AIS budc phai dén | phdp ché
b cho khach hang phan thiét hai thudc trach nhiém
ctia AIS. Ban giam dbc cing phong hanh chinh ké
todn xem xét ngudn tai chinh hién co trong quy
phong ngtra trach nhi¢m phap ly va c6 phuong an xir
Iy dé khong anh hudng dén ngudn vén luu dong phuc

vu hoat ddng kinh doanh cta AIS.

“
Noi luu trir;

+ File etmg (gbc): Iuu trong File 4. 1SO tai ti tai ligu sé 02 phong BGD
+ File scan: luu trén Server theo dudng déin Q\TAILIEUNOIBO-AIS\FILE4-1SO\4.2 QUI TRINH AP DUNG ISO\3-QT-Xu ly khicu nai
va yeu cau xem xet lai
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QUY TRINH XU LY KHIEU NAI VA YEU CAU XEM XET LAI

M4 s tai liéu; Lén ban hanh: 00.02 Ngay ban hanh: Trang: 5/6

QT-KNXX 01/06/2018

an Noi dung cong vige Tr'anch Biéu mau
S0 nhi¢m

- Truong hgp AIS va khach hang khéng théa thuin
duge tranh chdp, bit ddng trong thuong lugng bude
phai dua ra toa an thi Ban gidam ddc va Ban phép ché
phai chudn bj céc bing chimg va tai liéu dé hau toa.

Theo doi va luu trit toan b ho so lién quan dén noi
dung khiéu nai/ yéu ciu xem xet lai ciia khach hang. Trong
qua trinh x{r 1y va hiu xt ly, néu c6 bt ky y kién déng gop
déu phai ghi nhan va luu trir ddy du

Ban giam
doc/ Ban
phdap ché

5b

6 HQp vz‘l théa thuéin véi khach hang vé ndi dung khiéu
nai/ yéu ciu xem xét lai

Ban gidm dbc cha dong lién h¢ vé6i khach hang dé giai
qu}yet vin dé. AIS néu cdc phuong an xit ly, ghi nhin y | Ban gidm
kién déng gép cling nhu phuong 4n x Iy cia khéch hang. | doc
Uu tién phuong én x Iy trén tinh than hop tac, hrunghj, | |
ton trong quyen cia céc bén. Tr d6 thoa thudn phung an Kk, M q ,“\ TTAL 1 ¥
xir Iy, dén bt (néu c6). B Ndira 1O ven wer s

¥p & ]r i | A

Luru hd so, hop rit kinh nghi¢m toan cong ty 71/? “; in m“(“*"*"'

- Sau khr Ban giam dbc hop véi khach hang, Bar glam e ;
déc s& tién hanh hop toan bd nhan vién cong ty, AP in luu gitr: b& ’.Fff' =
van dé 16 rang va cy thé cho toan b nhan vién dé nfm bﬁlf av 0L thiin .+ 10€
chinh x4c théng tin. Pdng thoi néu huéng khic phuc dé
trénh xay ra syr vige tuong ty.,

- Tét ca hd so, ¥ kién, phan hdi, bién ban cudc hop phai
luu cing BM-SKPH-01.

- Ho so xit Iy khiéu nai va yéu cdu xem xét lgi duge heu
trit nhiw sau.

+ File citng: dugc luu trong File 2.5.SKPH-KPPN-
KNXX tai ti hé so phong BGD;

+ File scan: dwge lheu trén server theo dwong dan
Q:\AIS DOCUMENTS\KIEM SOAT HO SOVFILE 2-HO
SO ISOVFILE 2.5- HO SO SKPH-KPPN-KNXX

Toan cong

ty

“

Noi lwu trix:
+ File cimg (gbc): lwu trong File 4. ISO tai ti tai ligu s6 02 phong BGP
+ File scan: hru trén Server theo dudng dﬁn QATAILIEUNOIBO-AIS\FILE4-1SO\4.2 QUI TRINH AP DUNG ISO\13-QT-Xu ly khieu nai

va yeu cau xem xet lai
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M3 sb tai lidu:

QUY TRINH XU LY KHIEU NAI VA YEU CAU XEM XET LAI

QT-KNXX

Lan ban hanh: 00.02

Ngay ban hanh:

Trang: 6/6
01/06/2018

4. BIEU MAU :

- Phiéu yéu clu xir ly

Phiéu theo ddi xtr ly khong phtt hop

BM-SKPH-01
BM-SKPH-02

l 15 ! o «"

’( g 5 __.7__‘7‘)-( | j _._}.‘;"-'l‘l---__..,_‘”_k
(V_‘ tluuu ]-e':‘- '——_,_A{,

L [ € !« 0 g A
1o 04 i
Wf' Bin pnr ( v

Bb e ’“"» _/
6 phan luu gi: N R

Nodv = -
o \Lm{lL i/unmé’v _ndm Jé’ff?

|
|
:

%—
Noi luu trix:

+ File cimg (gbc): iru trong File 4. 1SO teu ti tai ligu sb 02 phong BGD

+ File scan: luu trén Server theo dudmg din Q:\TAILIEUNOIBO-AIS\FILE4-ISO\4.2 QUITRINH AP DUNG ISO\3-QT-Xu ly khieu nai
va yeu cau xem xet lai




