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Thu tuc nay xac dinh nhfrng nguyen tac, trinh tv xu ly khieu nai, khang nghi dam bao
khieu nai, khang nghi tir khach hang va cac ben lien quan duoc xu ly khach quan, minh
bach, kip thai.

PH~MVI
Ap dung d6i voi moi khang nghi, khieu nai, phan nan nhan diroc tir khach hang va cac
ben lien quan.

TAl LI:E:ULIEN QUAN

- ISO 17000: M\lc 6.4, 6.5

- ISO/IEC 17021 :2011: Muc 9.7; 9.8

- ISO/IEC 17065:2012: Muc 7.13

4. DINH NGHiA, THU~T NGU

2.

3.

_ Khang nghi: UI.yeu du tir khach hang va cac ben lien quan d~ nghi xem xet lai quy~t
dinh chirng nhan (6.4 ISO 17000).

_ Khi@unai: La phan h6i tir khach hang va cac ben lien quan v~ cac hoat dQng cua t6
chirc chimg nhan (6.4 ISO 17000).

5. NQIDUNG
5.1 Ti@pnhdn khieu nai, khang nghi:

Khach hang co th~ giri khieu nai, khang nghi d@nTrung tam qua cac kenh nhir dien thoai,
fax, email, cong van, trao d6i tf\lc ti@p.
Can bQ di~u ph6i la d~u m6i tiSp nh~n thong tin lien quan dSn khiSu n~i, khang nght, phan
nan, gop y cua khach hang va cac t6 chuc, ca nhan lien quan. Thong tin khi tiSp nh~n
dUQ'cghi nh~n trong S6 Theo d5i xu ly khang nght, khiSu n~i (TTVLN/BM/TTCN06.01).
Sau khi tiSp nh~n khiSu n~i, khang nght can bQ di~u ph6i phai thong bao cho ben khiSu
n~i, khang nght biSt.

5.2 Thong bao cho lanh d~o Trung tam:
Can bQ di~u ph6i co trach nhi~m thong bao nQi dung khiSu n~i, khang nght cho Giam d6c
Trung tam ho~c £)~i di~n lanh d~o v~ ch~t lUQ'llgtuy thea muc dQnghiem trQng cua khiSu
n~i, khang nght.

5.3 B6 tri ngum xu ly khiSu n~i, khang nght:
Can cu tren nQi dung khang nght, khiSu n~i, £)~i di~n lanh d~o v~ ch~t lUQ'llgco th~ phan
cong nguai giai quySt ho~c bao cao Giam d6c Trung tam d~ co phuong an xu lY·Nguai
duQ'c phan cong xu ly khang nght, khiSu n~i phai dam bao nguyen t~c dQc l~p, khach
quan, khong lien quan v6i nQi dung khiSu n~i.

5.4 £)i~u tra, xu ly khiSu n~i, khang nghi: Vi~c di~u tra xu ly phai dam bao khach quan, minh
b~ch, khong d~n dSn tinh tr~ng phan bi~t d6i xu v6i ben khiSu n~i, khang nght.

NSu nQi dung khiSu n~i, khang nght la dUng phai tiSn hanh phan tich nguyen nhan va th\Ic
hi~n cac bi~n phap kh~c ph~lC(TTVLN/BMlTTCN07.0 1).
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5.5 Thong bao kSt qua: KSt qua xu 1y khieu nai phai duoc thong bao cu thS voi ben khieu nai,
khang nghi. Tuy thuoc vao mire dQ nang nhe cua khieu nai, co thS thong bao cho ben
khieu nai bang dien thoai hoac van ban.

Can bQ di~u phoi co trach nhiem thea doi, dam bao khieu nai, khang nghi diroc xu ly va
duoc thong bao cu thS cho ben khieu nai, khang nghi, Cac thong tin nay phai duoc c~p
nhat trong S6 thea d5i xu ly khieu nai, khang nghi.

6. HOSa

STT Ten h6 SO' Ma hi~u NO'ihru Thiri gian hru

1. S6 thea doi xu 1y khieu nai, khang TTVLN/BM/TTCN05.0 1 Can bQ 6nam
nghi di~u phoi

2. H6 so lien quan dSn cac vu khieu I Can bQ 6nam
nai, khang nghi di~u phoi


