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1. MUC ofcn

- Quy trinh ndy hudng d6n xu l;i; phdn h6i cdc phdn ndn cua kh6ch hdng ho6c c6c b6n 1i0n quan

ve Aicn vu chfng nh6n cua Vietnamcontrol.

- Quy trinh xri lli ph6n h6i c6c phdn ndn ndy duoc c6ng khai tr6n trang web cira

Vietnamcontrol.

- www.vietnamcontrol.com,vn

2. PHAM Vr AP DUNG.

- Quy trinh ndy 6p dpng cho c6c phdn ndn liOn quan d0n c6c dfch vr,r chfng nhfln cira

Vietnamcontrol, vi phdn ndn oia cdc b6n liOn quan vd kh6ch hdng duoc Vietnamcontrol chimg

nh4n.

3. TAr LrEU VrEN OAN.

- SO tay chdtlugng cua HQ th6ng quin l;i ch6t lugng hoqrt dQng Chring nh6n c6c HTQLCL.

- TCVN ISO 9001 :2015 muc 9 D6nh gi|klt qud thqc hiQn

4. rHuar NGU vA oryu NGHIA

- Phdn ndn: Bi6u hi6n ctra su kh6ng hdi long O6i vOi dich vu chring nhfln ctra Vietnamcontrol.

Hodc c6c phdn ndn kh6ng hdi long vO hQ thOng quin ly cua kh6ch hdng duoc Vietnamcontrol

chting nhpn phu hqp y6u cAu ti6u chuAn.

5. NQr DUNG.

5.1. Trrlch nhiQm

- Cdc trudng hqp phdn ndn sE duoc truOng phong chring nhfln, ho{c gi6m ddc Vietnamcontrol

theo d6i.

5.2. Quy trinh

- Kh6ch hdng vd c6c bOn liOn quan c6 th6 phdn ndn qua di6n thoai, bing vdn bdn, email hodc

c6c tdi liOu chinh thfc kh6c.

- Quy trinh xir lf phdn h6i c6c phdn ndn phAi tudn theo c6c yOu cAu ve tinh bdo mQt,

- Cdc phdn ndn ndy duoc nhdn vi6n diCu ph6i ghi chdp lai trong SO ti6p nh$n phin nirn

17021VIF-CB-P16-F01 vd m6 til cdc phdn nirn ndy trong Phi6u y6u cAu hinh tlQng khic phgc

t7)2tyIF-cB-P05-F01.
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- NOu c6c phdn ndn hqp lg, thi truong phong chtlng nhfln sE chi dinh nh6n vi€n di6u tra vd gi6i

quy6t.

- N6u phdn ndn kh6ng hqp le, trudng phong chirng nhAn sE chi dinh nhdn vi6n trA loi bing

Vln bin tri lli phirn ndn |7021VIF-CB-P16-FO2 ghi lai l;1i do tu ch6i xu lli phdn ndn cho

kh6ch hdng.

- Trong vong 2 ngdy ldm vi6c sau khi nh4n duoc c6c phdn ndn nhdn vi6n di6u ph6i cira

Vietnamcontrol sE x6c nhAn vdi nguoi grii: phia Vietncamcontrol dd nhQn duoc y6u cAu gi6i

quy6t phdn ndn.

- Tuy tung trudng hqp vd tinh phrlc t4p cua ctrc nQi dung phdn ndn trudng phong chung nh6n

se xem xdt vd y€u cAu hdnh d6ng khdc phuc phu hgp. Giii quy6t c6c phdn ndn v6 dich vu, hoat

dQng chirng nh4n ho4c c6c phdn ndn vd kh6ch hdng dugc Vietnamcontrol chimg nh6n.

- Khi phdn ndn li6n quan d6n kh6ch hdng duoc Vietnamcontrol chirng nhpn. Kh6ng duoc cdng

khai c6c phdn ndn ndy tr6n c6c phuong ti0n truydn th6ng. Trukhi c6 thoa thudn vd mric dQ c6 thQ

cdng khai c6c phdn ndn vd hu6ng giAi quy0t tr€n phuong tiQn truydn th6ng gifta Vietnamcontrol,

b6n dua ra phdn ndn, vd kh6ch hdng duoc Vietnamcontrol chfng nhAn bi phdn ndn, thi c6 th6

xem x6t d6n vi6c ndy n6u cdn thi6t.

5.3. Ednh gi6 cic phin h6i, phirn nhn

- Cdc phdn ndn ducvc trudng phong cht?ng nhAn, ldnh dao cira Vietnamcontrol xem xdt gi6i

quy6t qua qu6 trinh diAu tra vd x6c nhAn c6c hdnh dQng khdc phpc nham gidi quy6t phdn ndn.

NhAn vi6n duoc ldnh dao Vietnamcontrol chi dinh xu lf y6u cAu co nhi6m vu thu thap vd x6c

minh c6c thOng tin cAn tniet Oe x6c nhAn hiQu luc c'ba circ phdn h6i, phdn ndn nh6n duoc tir c6c

b0n 1i6n quan.

- DOi v6i c6c phdn ndn nh6n duoc tu c6c co quan c6ng nhdn, cdc tO chfc, c6c quan ly ngdnh,

kh6ch hdng cta Vietnamcontrol v.v... thuong y6u cAu rn6t cu6c ddnh gia tai ch6 d4c biet trong

vong 30 ngdy k6 tir ngdy nh4n y6u cAu phdn ndn. CuQc dSnh gi6 t4i ch6 dac biQt ndy nhim di6u

tratqi ch6 v0 c6c phdn ndn. Chuy6n gia d6nh gi6 php tr6ch x6c minh phdn ndn sC dugc cung cAp

th6ng tin co b6n phir hqp dC ldm co sd cho vi€c d6nh gi6. Chuy6n gia s0 hodn thdnh bin c(to

ddnh gi6 di6u tra tai ch6 sau khi hodn tAt d6nh gi6,.

- Di6u tra cdc phdn ndn li€n quan d6n kh6ch hdng dtroc Vietnamcontrol chtlng nh{n cAn bao

gdm x6c nh4n tinh hiQu quA cua hQ th6ng qu6n I1;i cira kh6ch hdng duoc chring nhan. N6u cAn

thi€t Vietnamcontrol cAn ti6n hdnh mQt cu6c d6nh gia gi6m s6t d{c biQt theo yOu cAu trong Quv
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hi6n c6c di0m kh6ng phu hqp c6 khi ndng d6n dOn viQc dinh chi chring nhdn theo Quy trinh
aliiju chinh, t4m ho6n vh thu tr6i chri.ng nhgn l70}lVIF-CB-P14.

- Vdo thdi di6m thich hcr-p Vietnamcontrol sC th6ng bao cho khSch hdng vO viQc

Vietnamcontrol nhAn duoc dcrn phdn ndn ve h9 ttrOng quAn l;f duoc chimg nh4n cua kh6ch hdng.

- Hing ndm, phdng chri'ng nhfln sC thpc hi6n phAn tich c6c hdnh d6ng kh6c phuc cho c6c phdn

ndn ndy cung vi6c d6nh gi6 nQi bQ vd b6o c6o trong buoi hqp xem x6t l6nh dao.

5.4. Quy trinh hhnh tlQng khic phqc

- Trong trudng hqp c6c phdn ndn ndy d6n d6n y6u cAu hdnh d6ng khac phuc cii ti6n nhim lo4i

bo c6c nguydn nhdn g5c cira vAn d6, thi 6p dpng Quy trinh khic phgc cii ti6n 17021VIF-CB-

P05.

5.5. Luu hd so

- Vietnamcontrol sE ti6p nhdn c6c phdn ndn, gi6i quy6t, ph6n h6i vd luu trt th6ng tin vd c6c

phdn ndn ndy (bao g6m bi6n bin x6.c nhAn phdn ndn, qu6 trinh di0u tra, cdckhac phuc duoc thuc

hiQn nham gi6i quy6t phdn ndn, c6c hdnh d6ng khdc phuc n6u c6 nham phdn tich nguydn nhAn vd

gi6i quy€t phdn ndn, d6m b6o khdng t6i diSn trong tuong lai).

- HO so vd c6c phdn ndn ndy duoc luu lai cung v6i th6ng tin cira Sa ti6p nhfln phhn nirn

I702LYIF-CB-P16-F01, Cdc hdnh d6ng khac phpc d6 gi6i quy6t c6c phdn nlrn sE duoc luu y
trong bu6i hop xem xdt l6nh dao hdng ndm.

6. HO SO.

TT Danh muc Mfr s6 Noi lu'u Thd'i sian lu'u PP hriv
1 Phi6u y€u cAu hdnh d6ne kh6c phuc 17021VIF-CB-P05-F0 I P.CN/P.QLCL T6i thi6u 6 nem M6y xdn
2 SO ti6p nhdn phdn ndn l702lvIF-cB-P16-F01 P.CN/P.OLCL T6ithi6u 6 nam M6y xdn
J Vdn b6n tra ldiphdn ndn 1702r vtF-cB-P 16-F02 P.CN/P.QLCL T6i thi6u 6 ndm M6y xdn


