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Thi tuc phan nan
Complaints

4.1

Muc dich

DPé dam bao cac phan nan duogc giai
quyét mot cach nhanh chong, khach
quan va dung dan.

Pham vi

Tai liéu nay qui dinh thu tuc dé tiép
nhan va giai quyét cac phan nan lién
quan dén hoat dong ciia Van phong
cdng nhan chat lugng ngoai trir cac
quyét dinh trong qué trinh céng nhan
cua Van phong cong nhan.

Trach nhiém

Giam dbc Van phong céng nhan chat
lwong hodc ngudi dugc uy quyén co
trach nhiém kiém soat viéc thuc hién
tha tuc nay.

Tat ca nhan vién Van phong Cong
nhan Chéat lugng va nhitng ngudi co
lién quan dén hoat dong danh gia cong
nhan c6 trach nhiém thyc hién tha tuc
nay.

Noi dung

Phan nan: Su thé hién viéc khong
bang 10ng, khdng phai yéu cau xem xét
lai, ciia nguoi hodc t6 chirc bat ky dbi
v6i Vian phong cong nhan chat luong,
lién quan dén cac hoat dong cua Vin
phong céng nhan chét luong hodc cua
t6 chic dugc céng nhan va mong
muén c6 su phan hdi.

Tiép nhin phan nan

Vin phong cdng nhan chat luong tiép
nhan phan nan qua loi noi, dién thoai
hodc bang van ban...

Phan nan lién quan dén t6 chic d&
duoc cong nhan trude hét phai duoc t6
chie da dugc cong nhan xir 1y. Truong

1.

41

Object

This document specifies the procedure
of solving complaint in accreditation
activity to ensure a timely, independent
and effective resolution of complaints.

Scope

This document specifies the procedure
to receive and solve complaint that
related to the operation of BoA except
BoA's decision.

Responsibility

Director of BoA or appointed person has
the responsibility to control the
implementation of this procedure.

All staffs of BoA and people related to
accreditation assessment activity have
duty to implement this procedure.

Content

Complaint: Expression of
dissatisfaction, other than appeal, by any
person or organization, to the BOA,
relating to the activities of that the BoA
or of an accredited body, where a
response is expected.

Receiving complaint

The BOA receives information of
complaints by oral, telephone or
documented...

A complant concerning an accredited
body is first addressed by the body. If
the accredited body was not satisfied for
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hop bén phan nan khéng thoa mén vai
quyét dinh cua to chic ndy, phan nan
s€ dugc gui 1én Van phong cdng nhan
chit luong.

Khi nhan dugc phan nan, can bo hanh
chinh vao s6 theo ddi céng van, dong
thoi ghi chép ndi dung phan nan vao
biéu mau “Theo ddi giai quyét phan
nan” AF 02.01 va bao céo cho Gidm
dbc Van phong.

Sau khi nhan dugc phan nan, trong 1
tuan, Giam d6¢ Van phong cong nhan
chit luong phai c6 théng bao chinh
thirc cho ¢4 nhan/ t6 chirc ¢c6 phan nan
vé viéc tiép nhan phan nan, va thoi
gian dy kién dé giai quyét.

4.2 Piéu tra phan nan

Moi phan nan déu dugce Giam ddc Vin
phong cbng nhian chit lugng giai
quyét. TUy thudc vao timg truong hop
va véan dé xay ra, Giam d6¢ Van phong
chi dinh mét hay nhiéu ngudi diéu tra
su that ctia phan nan. Nguoi dugce phéan
cong diéu tra phai dam bao khong ¢
mau thuan lién quan dén van dé phan
nan. Trong qua trinh diéu tra, c6 thé
gap gd véi cac bén lién quan dé xéac
minh céc thdng tin can thiét lién quan
dén khiéu nai, néu can.

Moi thong tin diéu tra duoc ghi nhéan
trong biéu mau “theo dbi giai quyet
phan nan” AF 02.01.

4.3 Xir ly phan nan

Néu phan nan 1 chinh xé4c, ngudi duoc
phan cong hodc nhom dugc phan cong
diéu tra, phan tich nguyén nhan cua
phan nan s& thyc hién hanh dong khic
phuc/ phong ngtra.

Trong qué trinh xt Iy phan nan, cac
hanh dong khic phuc/ phong ngua
(néu yéu cau) dugc thuc hién theo “tha
tuc Hanh dong khic phuc/ phong

4.2

4.3

a decision of the accredited body then
the complaints will be sent to the BoA.

On receiving information of complaints,
office staff should take notes completely
in the form "Complaint solving” AF
02.01 and report to BoA Director.

After receiving complaint, within 1
week, the Director of BoA should have
official notification to body having
complaint, clearly, point out steps of
solving complaint and expected time for
it.

Investigating complaint

Every complaint should be solved by
BoA Director. Depending on the case
and the problem, Director will appoint
one or more persons to investigate the
allegations made. The investigater
selected shall not have a conflict of
interest involving the complaint. When
necessary, it may be meeting with
related bodies to veryfying
indispensable informations relating to
the complaints.

Every investigated informations shall be
recored in the form “Complaint solving™"
AF 02.01.

Dealing with complaint

If the complaint is correct, assigned
person/assigned group will determine
root cause of complaint after that they
will take a corective action/ preventive
action.

In the dealing with complaint, the
corective action/ preventive action shall
be conducted according to Corrective
action/ preventive action procedure” AP
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ngira” AP 06 va ghi nhan trong biéu
mﬁu, trong biéu mau “Theo d6i giai
quyet phan nan” AF 02.01.

Giam dbc Van phong cong nhan chat
lwong s& kiém tra, Xac nhan viéc xir Iy
phan nan va ghi nhan trong biéu mau
“Theo ddi giai quyét phan nan” AF
02.01.

Trong truong hop khong dat yéu Céu‘,
Giam doc Van phong cong nhan s€ de
nghi thuc hién lai cong viéc.

4.3 Traloi phan nan

Vin phong cong nhan chét lwong phai
cO tra 161 phan nan trong thoi gian 1
thang ké tir ngay nhan dugc phan nan
cua khach hang. Hinh thuc tra loi
twong rng vao cach thirc phan nan cua
khach hang.

D6i v6i phan nan bang van ban, nguoi
dugc phan cong lam cong van tra 10i,
trinh gidm déc phé duyét, sau dé
chuyén bo phan hd tro dé gui cho
khach hang.

4.3

06 and recored in in the "Complaint
solving™ AF 02.01.

Director of BoA will review, approve
the complaints and record in the
"Complaint solving" AF 02.01.

In case of unsatisfactory, Director’s
BoA will require take futher corrective
action.

Responding complaint

BoA should have feedback to written
within 1 month from the date of
receiving complaint of customer. A
responding method will be correspoding

to receiving the copmlaint of a
customer.

For written complain, a appointed
person makes a document, Director

signs and pass on supporting sector to
send customer.

5. Huéng din, biéu miu ap dung 5. Form
AF 02.01 Theo d&i giai quyét phan nan AF 02.01 Complaint solving

6. Hoso 6. Record
Céc tai liéu lién quan dén qua trinh Every complaints and complaint
tiép nhan, didu tra, xir Iy phan nan solution, related documents is recorded,
dugc 1ap thanh ho so va bao céo trong and kept in Complaint/ Appeal record
phién hop thuong nién ctia Ban tu van and reported on annually meeting of The
hoat dong cong nhan Advisory Board.
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