CONG TV O PHAN TU VAN KIEM BINH XAY DUNG BACH KHOA

A N PHONG THI NGHIEM VA KIEM DINH XAY DUNG, LAS-XD262
BE’B® 212B/34 Nguyén Trdi, Phudmg CAu Ong Linh, Thanh phé Hd Chi Minh, Viét Nam

“858. Dién thoai: 028.6278.0262 - Email: info@bcic.com.vn - Website: www.bcic.com.vn

RS =

QUY TRINH GIAI QUYET KHIEU NAI



e
[Pr—
P
s
P

r

CONG TV CO PHAN TU VAN KIEM BINH XAY DUNG BACH KHOA

: PHONG THI NGHIEM VA KIEM BINH XAY DUNG, LAS-XD262
Eg’g"’ 212B/34 Nguyén Trdi, Phudng Ciu Ong Lanh, Thanh phd H Chi Minh, Viét Nam

. Dién thoai: 028.6278.0262 - Email: info@bcic.com.vn - Website: www.bcic.com.vn

QUY TRINH GIAI QUYET KHIEU NAI, QT- 06

PHAN NAN

LAn ban hanh: 01

Ngay ban hanh: 01/07/2025

THEO DOI SUA POI TAI LIEU

Lan sira doi

Toém lwgce siva doi

. Duyét Kiém tra Soan
Chirc danh - —— < : "
/TQ%GI&II] doc /T\ruorng phong Nhén vién
ﬁbosésno‘} /\
$. = ~
) CONG TV, XD :
7/ CcOPHAN / A il
* ; LAS
Ky tén 7 /
]
TONG GIAM BOC T N
Ks.%wn% Yk |G T, Nt Mindy

Ho va tén e/f@uyéyn Chant. Guin




QUY TRINH GIAl QUYET KHIEU NAIL, PHAN NAN QT-06

1. TAI LIEU THAM KHAO

ISO/IEC 17025.
2. PHAM VI, MUC PICH

Quy dinh trinh ty, thu tyc tiép nhén va giai quyét cling nhu ngin ngira sy tai dién céc
khiéu nai, phan nan cta khach hang lién quan dén hoat dong thi nghiém cua Cong ty mot
cach nhanh chéng, khach quan, dung dan.
3. TRACH NHIEM

Nhén vién phu trach ISO, Trudng phong tu vin cho Téng Giam déc Cong ty quyét dinh
cac van deé khic€u nai, phan nan quan trong.
- Phong Thi nghiém c¢6 trach nhiém chu tri va phbi hop vé6i céc phong lién quan thyc hién
cac quyét dinh cua Tong Giam doc Cong ty.
- C4c c4 nhén lién quan dén phan nan, khiéu nai khong duogc xir Iy/gidi quyét phan nan, khiéu nai.
4. NOI DUNG
1. Khiéu nai: La yéu ciu do khach hang néu ra d6i v6i hoat dong thi nghiém ctia Cong
ty dé dé nghi xem xét lai két qua thi nghiém do Céng ty da cép cho khach hang ctia minh.
2. Phan nan: Hinh thtrc dién dat sy khong hai long (khac vai khiéu nai) cia mot ¢4 nhan
hodc to chtrc bat ky voi Cong ty lién quan dén hoat dong ctia to chic/co quan do voi
mong muon duge dap lai
3. C4c nguyén tic giai quyét phan nan, Kkhiéu nai

Nguoi tham gia giai quyét khiéu nai ctia khach hang phai tuan thi cdc nguyén tic sau:

Cong khai, minh bach: Cic thong tin cia Cong ty v& cong tac thi nghiém phai dam
bao cong khai, minh bach v&i khach hang dé khach hang c6 thé theo ddi, kiém soat dwgc
cac qué trinh thi nghiém do.

D& tiép can: Cac thong tin vé giai quyét khidu nai ctia Cong ty phai dam bao dé hiéu va
de tiép can.

Tinh Kkip thoi: Dam bao cung cAp kip thoi cho ngudi/td chire khiéu nai cc thong tin vé
viéc tiép nhan khiéu nai, trach nhiém va tién d¢ gidi quyet khicu nai.

Khach quan: Pam bdo giai quyét cac khiéu nai mot cach khich quan, cong bing va
khong phén bigt doi xtr.

Chi phi: Nguoi khiéu nai khong phai chiu bt ky chi phi ndo cho qué trinh thyc hién
khiéu nai va giai quyét khiéu nai.
4. Chinh sach xir Iy phan nan, khiéu nai ciia khach hang

Cong ty ludn tao diéu kién dé khach hang c6 thé phan anh va thién chi trong viéc giai
quyét cac phan nan, khiéu nai nhiam bao dam quyén loi ctia khach hang va khong ngiing
céi tién dé hoan thién hé thong quan ly cua hoat dong thi nghié¢m.
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QUY TRINH GIAI QUYET KHIEU NAIL, PHAN NAN QT-06

. Nhén théng tin khiéu nai, phan nan
5. Lwu do l

Thoéng béo vé viéc nhdn dwoc khiéu nai,
phan nan

l

Xem xét, danh gia khicu nai, phan nan

l

LA&p ho so khicu nai, phan nan

l

Xt ly khicu nai, phan nan

-+
l = Khong
Thong bao dén khach hang chdp nhdn

Chép nhén

A 4
Lap hd so céc bién phéap da thuc hién

K&t thic

Buwdc 1: Nhén thong tin khiéu nai

Khiéu nai phai duoc giri ¢én Cong ty

Nhén vién tiép nhan thong tin ¢6 trach nhiém dién cac thong tin vé phan nan, khiéu nai
vao BM-QT-06-01
Buwéc 2: Thong bao vé viée nhian dwoc khiéu nai

Khi Nhén vién nhan dugc phan nan, khiu nai, phai thong béo ngay cho ngudi/td chirc phan
nan, khiéu nai biét v& viéc phan nan, khiéu nai da duoc tiép nhan bang cic cach: Goi dién
thoai, giri thu didn tir hodic fax. Thoi gian thong bao cho nguoi/td chirc phan nan, khiéu nai
khéng qué 1 tudn sau khi nhan duge phan nan, khiéu nai.
Buéc 3: Xem xét, danh gia so' by khiéu nai

Céc phan nan, khiéu nai can duge danh gia so bd theo cac tiéu chi nhu: Ban chét clia
phan nan, khiéu nai, mic do gay git, su lién quan dén cac van dé cia hoat ~ddng ching

nhén, tinh phtre tap, mirc d6 anh huong, nhu cdu va kha nang giai quyét Néu phan nan,
khiéu nai khong c6 d théng tin cin thiét dé tién hanh g1a1 quyét thi quay lai budc 1.

Phong Thi nghiém chiu trach nhiém chu tri giai quyét cac phan nan, khiéu nai dudi sur
phén cong cta Tong Gidm ddc Cong ty sau khi dd c6 sy tu van clia can bd quan ly k§
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QUY TRINH GIAI QUYET KHIEU NAIL PHAN NAN QT-06

thuét, Trudng phong sau d6 xac dinh va phan bd cac ngudn luc cAn thiét cho qué trinh xir
Iy phan nan, khiéu nai tai cac phong.

Luu y: Cac c4 nhan tham gia xem xét, gidi quyét khiéu nai duge lya chon sao cho
khong xung dot lgi ich véi khach hang. Céac ca nhan nay dugc chuyi dp luc tai chinh
thuong mai hay c6 quan h¢ dic biét v6i khach hang dua ra khiéu nai. C4c c4 nhan xem
xét va dua ra quyét dinh vé khiéu nai phai 1a c4 nhan khéng lién quan dén hoat dong ciia
khach hang dua ra khiéu nai
Buéc 4: Tap hop va lap hé so phan nan, khiéu nai

Phong Thi nghi¢ém phai lap hd so phan nan, khiéu nai cling vé6i c4c thong tin hd trg va
¢6 ddu hiéu nhén biét hd so theo hd so dy 4n.

Bwée 5: Xir Iy phan nan, khiéu nai

Cac truong bo phan sau khi nhan dugc quyét dinh cta Téng Giam dbc vé viée xit Iy
phan nan, khiéu nai ctia khach hang can tim hiéu k¥ hoan canh va céc thong tin lién quan
dén phan nan, khiéu nai, nguyén nhan phan nan, khiéu nai, chi dinh nhan vién thyc hién
giai quyét trong vong 10 ngay lam vige.

Phong Thi nghiém c6 nhiém vu thu nhan két qua giai quyét phan nan, khiéu nai cua
cac phong va bao cdo 1én Tong Giam dbc Cong ty.

Budre 6: Thong bao dén khach hang

Nhan vién cta Vin phong thong bao cho khéch hang biét v& quyét dinh, hanh ddng s&
duoc thye hién lién quan d&én phan nan, khiéu nai.

Néu ngudi phan nan, khiéu nai tir chéi quyét dinh hodc hanh dong da dugc dua ra thi
cac phong li€n quan phai ¢6 cac hinh thirc giai quyet khac va Trudng phong phai thong
bdo cho ngudi phan nan, khiéu nai biét v& su thay d6i nay. Pong thoi phong Thi nghiém
lap ho so vé trudng hop do. Truo‘ng phong can ¢6 bién phap giam sat tiép @i voi qua
trinh xtr ly phan nan, khiéu nai cho dén khi céc phucmg an giai quyét thich hop duge thao
luén va ]am théa man ngudi phan nan, khiéu nai.

Phan nan, khiéu nai cin dugc tra 10 trong vong 30 ngay ké tir ngay nhan dugc phan
nan, khiéu nai. Trudng hop ngoai 18, Trudng phong xin y kién Tong Giim dbc Cong ty
quyét dinh thoi han giai quyét.

Budéce 7: Lap ho so cdc bién phap da thwe hién

Khi ngudi phan nan, khiéu nai nhan dugc thong bdo, néu chdp nhan céc quyét dinh va
hanh dong dua ra thi Truong phong thong bao dén phong lién quan thye hién quyét dinh
va luu hd so. Két thic qua trinh phan nan, khiéu nai. Qua trinh giai quyét phan nan, khiéu
nai va cdp nhat vao BM-QT-06-02: Sb theo dai khiéu nai, phan nan.

5. HO SO
1 |Thong tin phan nan, khiéu nai cia KH |BM-QT-06-01| Phong 3 ndm
2 |S4 theo ddi phan nan, khiu nai BM-QT-06-02| Thi 3
“n nam
nghiém

6. PHULUC
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BM-QT-06-01 THONG TIN KHIEU NAI CUA KHACH HANG

THONG TIN KHIEU NAI, PHAN NAN CUA KHACH HANG/
CUSTOMER APPEALS RECORD

Théng tin vé khach hang/Client information
Dinh kém ban photo ctia don khiéu nai, phan nan (néu c6)/(Attach copy of correspondence if
appropriate)

Tén cong ty company name:

S6 PT/Telephone number: S6 Fax/Fax number:

Ngudi néu khiéu nai, phan nan /Person originating complaint:
Nguyén nhén khiéu nai, phan nan/Nature of complaint:
Khiéu nai, phan nan /Appeal against

O Thai do ctia nhan vién

[0 Két qua khong chinh xéc

O Cac nguyén do khac

Noi dung khiéu nai, phan nan/Details of complaint:

Danh gia so b ciia Nhin vién tiép nhén khiéu nai, phan nan/Initial action:
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BM-QT-06-01 THONG TIN KHIEU NAI CUA KHACH HANG

Tén nhén vién nhén khiéu nai, phan nan tir khach hang/ individual receiving complaint:

Ngay/date: gio/time:

D¢ xuat giai quyét khiéu nai, phan nan cua phong:

Quyét dinh ctia Giam déc Cong ty vé viéc gidi quyét khiéu nai, phan nan/decision of
complaint:

Hiéu lyc ctua phuong an/effectiveness of resolution:

Ngay giai quyét xong khiéu nai, phan nan/Date resolved satisfactorily:

Ky x4c nhan cta Gidm ddc/Signed manager of certification:

So khieu nai, phan nan/appeal number:

Nhin vién tiép nhin thong tin khieu nai, phan nan
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PHIEU THU THAP Y KIEN KHACH HANG

Nhim néng cao hoat déng thi nghiém cta Céng ty, Xin quy vi danh mét chit thoi gian
dicn day du, chinh xac cac y kién dong gop ctia minh vao phiéu thu thip y kién dudi day:
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Xin Quy vi gop ¥, nhin xét vé cic dieém sau:

1. Diéu kién co s¢ vit chét ciia Cong ty phuc vu dbi v6i quy khach hang a:

1 Té6t [J Binh thuong [ Kém
2. Thai d9, sy nhiét tinh cia nhan vién Cong ty d6i v&i khach hang
[ Tét [J Binh thuong [1Kém
3. Danh gia vé tay nghé va kién thirc ciia thi nghiém vién cta Céong ty:
[1 Thanh thao [] Binh thudng [1 Khoéng thanh thao

4. Kha ning dép tng yéu ciu thi nghiém theo yéu cau cua khich hang la:

(1 Pép mg yéu cau [ Chwa dap tmg yéu cau
5. Dénh gia ctia khach hang vé& thiét bi thi nghiém cta Cong ty:

O Tét [J Binh thudng [0 Kém
6. Danh gia vé két qua thi nghiém do Céng ty cung cp:

[1 R rang va phu hop [1 Chua rd rang va phu hop
7.Thoi gian tra két qua thi nghiém c6 dap tng yéu cau:

L1 Pap tng [] Chuwa dap tmg
8.Két qua phuc vu lam khéach hang:

[1 Hai long [ Chua hai long
9.Y kién khc:

.........................................................................................................

.........................................................................................................

XIN CAM ON !
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