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Thii tuc giai quyét khiéu nai/phan nan
Complaints Procedure

1. Muc dich

1. Purpose

- Thu tyc nay dé dam bao cac khiéu nai/phan
nan/dugc giai quyét mot cach nhanh chong,
khéch quan va dung dan.

- This document ensures that all the
complaints will be resolved on time,
impartiality and properly.

2. Pham vi

2. Scope

- Céc phan nan, khiéu nai, phé binh, dé nghi,
y kién phan anh tir cac t6 chirc dang ky cong
nhén, t6 chic da duoc cong nhan, cac bén
lién quan hodc bat ky bén thir ba quan tam
dén dich vy cong nhan ciia Vin phong Cong
nhan Chit luong (VPCNCL)

- Any comments, complaints or opinions
from applicants, accredited bodies,
interested parties, or any third party that are
interested in BoA accreditation services.

- Khiéu nai/phan nan lién quan dén t6 chic
dugc Vin phong CNCL cong nhan trude hét
phai giri cho to chtrc nay tiép nhan, xir 1y.
Trudng hop bén phan nan, khiéu nai khong
thoa man véi quyét dinh cua to chirc nay thi
méi giri dén Vian phong cong nhan chat
lugng

- A complaint concerning an accredited
body will be resolved by this accredited
body. In case the complainantswas not
satisfied for a decision of the accredited
body then the complaints will be sent to the
BoA.

3. Trach nhiém

3. Responsibilities

- Giam dbc, Pho giam ddc cac truong phong
va cac can by Van phong CNCL lién quan
¢ trach nhiém thyc hién giai quyét cac
khiéu nai/phan nan;

- Director, Deputy Director of BoA, head of
deparments and all staffs have the
responsibility to resolve all the complaints

- Tét canhén vién Vin phong Céng nhan Chét
lugng va nhiing ngudi cé lién quan tdi hoat
dong danh gid cong nhan cd trach nhiém
thyuc hién thu tuc nay.

- All staffs of BoA other related person are
responsible for implement this procedure.

4. Noi dung

4. Content

Céc thuat ngit trong qui dinh nay duoc hiéu nhu
sau:

- Khiéu nai: Su khong hai long véi hoat dong
ciia Van phong CNCL hoidc t6 chirc duogc
Vin phong CNCL cong nhan dugc chuyén
dén Vin phong CNCL bang vin ban (cong
van, email v.v) v6i mong mudn duoc Vin
phong CNCL tra 101.

The terms in this procedure are construed as
follows:

- Complaints: Any dissatisfaction with the
operation of the Bureau of Accreditation or
accredited entities by the Bureau of
Accreditation will be submitted to the
BOA in writing (official letter, email, etc.)
with the desire to be answered by the BOA.

- Phan nan: Sy khong thda man, hai long véi
hanh vi ung xt, viéc xur 1y cong viéc cua
nhéan vién Vian phong CNCL véi mong mudn
gitip Vian phong CNCL néng cao chit lugng
cong viéc

- Grievences: Dissatisfaction, satisfaction
with the miss-behaviors, miss-handling of
work of BOA’s staff with a good desire to
help BOA to improve the quality of work.
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4.1. Nguyén tic

4.1 Principles

- Khiéu nai/phan nan chi duoc giai quyét néu
6 néu 1o tén ngudi, tén to chuc, nhing ca
nhan lién quan dén khiéu nai/phan nan va
van dé cia khiéu nai/phan nan. VPCNCL
khong chap nhan va xir 1y cac khiéu nai/phan
nan nic danh hodc cac khiéu nai/phan nan
khong néu 1y do hodc khong vién dan bang
chung.

- Complaints can only be resolved if the
name of the person, organization,
individuals involved in the complaint and
the issue / complaint are clearly stated.
BOS shall not accept and handle
anonymous complaints or complaints with
no reason or no evidence.

- Céc cé nhan lién quan dén khicéu nai khong
duogc xu ly/ giai quyét khiéu nai

- Individuals involved in complaints cannot
handle / resolve the complaints

4.2. Tiép nhan khiéu nai/phan nan

4.2 . Receiving complaints

- Tét ca cac can b cua Vin phong CNCL déu
c6 the tiép nhan khiéu nai/phan nan

- All staff of the BOA can receive
complaints

- Khiéu nai/phan nan c6 thé tiép nhan qua cac
hinh thirc dién thoai, email hoac thu duoc
gui t6i VPCNCL.

- Complaints can be received in the form of
phone, email or mail sent to VPCNCL.

- Khi tiép nhén khiéu nai/phan nan, nguoi tiép
nhan phai ghi nhan thong tin vao biéu mau
“Theo ddi xir 1y phan nan/khiéu nai’-
AF01/01.

- Upon receiving complaints the recipient
must file the information in the form
AF01/01 "Follow up / complaint"

4.3. Xirly phan nan/khiéu nai

4.3 . Handling grievences / complaints

4.2.1 Xir ly phan nan

4.2.1 Handling grievences

- Ddi v6i cac phan nan bang 10i néi (truc tiép
hodc qua dién thoai), email ma nguoi tiép
nhan phan nan gidi thich lam théa man khach
hang thi ndi dung phan nan va ndi dung giai
quyét duoc bao cho trudong phong hanh
chinh dé ghi nhan vao biéu mau “Theo ddi
giai quyét khiéu nai/phan nan” AF 01/01.

- In case the complaint recipient satisfies the
customer for verbal complaints (in person
or by phone), the complaint content and
settlement content will be reported to the
administrative manager for record in the
form AF 01/01 "Tracking
grievances/complaint ".

- Trudng hop phan nan mang tinh phtrc tap thi
nguoi nhan phan nan bao cdo xin y kién
trudng phong giai quyét. Néu Truong phong
khong giai quyét duoc thi chuyén Phé giam
dbc phu trach giai quyét.

- In case of complicated complaints, the
recipient will report to the Head of
Department for settlement. If the Head of
the Department cannot resolve the case,
transfer the case to the Deputy Director in
charge for settlement.

- Sau do cac phan nan va xt 1y phan nan nay
dugc bao cho truong phong hanh chinh dé
ghi nhan vao biéu mau “Theo ddi giai quyét
khiéu nai/phan nan” AF 01/01

- The complaints and the settlements will
then be reported to the Head of
Administration to record in the "Follow up
grievance / complaint" form. AF 01/01
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- Céc phan nan va xtr ly phan nan dugc
Truong phong hanh chinh hodc phd giam
dbc bao céo toi Giam ddc Vian phong CNCL
trong cudc hop gan nhat

Head of administrative department or
deputy director reports to the Director of
BOA on the results of handling complaints
at the next meeting

4.2.2 Xirly Khiéu nai

4.2.2 Handling complaints

- DOai véi cac khi€u nai bang van ban s€ dugc
chuyén cho Vén thu dé vao so cong van dén
va trinh giam doc xu ly

The file clerk will create a reference
number via the administrative management
system for all written complaints before
summiting to the director for processing

- Truong hop khiéu nai 12 email, s& duoc in ra
dé trinh giam ddc.

Complaints received via email will be
printed out for submission to the director.

- Giam déc Vian phong CNCL chi dinh nguoi
hoic nhém ngudi nghién ciru ban chét,
nguyén nhan cua khiéu nai va huéng xu ly
va soan thao vin ban cho ngudi/td chirc c¢6
khiéu nai.

The Director of the CNCL Office shall
appoint a person or a group of people to
study the nature and causes of the
complaints and to handle by drafting a
written response to the complainant.

- Thoi gian dé xir 1y khiéu nai khong qua 15
ngay ké tir khi nhan dugc khiéu nai

The time limit for handling a complaint is
no more than 15 days after receiving the
complaint

- Truong phong Hanh chinh Tong hop cb
trach nhiém ghi nhén va theo ddi viéc giai
quyét khicéu nai theo Biéu mau AF 01/01

The Head of General Administration is
responsible for recording and monitoring
the complaint settlement via Form AF
01/01

4.2.3 Caitién

4.2.3 Improvement

- Céac phan nan, khiéu nai 14 co hi cai tién cho
Vian phong CNCL.

Complaints are greats opportunities for
potential improvements of BOA.

- Céac phan nan, khiéu nai néu nguyén nhén 1a
diéu khong phu hop thi Giam ddc Vin phong
CNCL s€ phan cong nhan sy thyc hi¢n hanh
dong khic phuc/ phong ngira.

Complaints stemming from inappropriate
causes, the Director of BOA will assign
personnel to take corrective / preventive
actions.

- Trong qua trinh xur ly khiéu nai, phan nan,
néu yéu cau cac hanh dong khic phuc/ phong
ngura thi s€ thuc hién theo “thu tuc Kiém
soat su khong phl‘l hop, Hanh dong khic
phuc/ phong ngira” AP 10 va ghi nhén trong
biéu miu “Theo ddi giai quyét khiéu
nai/phan nan” AF 01/01.

During the complaints handling process, if
the complaint involves a request for
corrective / preventive actions, it will be
followed the “Procedure for Control of
nonconformity and  Corrective /
preventive action procedure” AP 10 and
noted in form "Tracking complaints " AF
01/01.
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5. Hwéng din, biéu miu ap dung 5. Guidelines, forms

- AF 01/01 Theo dbi giai quyét khiéu nai/phan - AF 01/01 Complaint follow up
nan

6. Ho so 6. Complaints file

- Céc tai liéu lién quan dén qua trinh tiép nhan, - Documents related to the process of
xtr ly khi€u nai dugc 1ap thanh ho so va bao receiving and handling complaints are
cdo trong cudc hop gan nhat cua Hoi dong recorded and reported in the earliest
cong nhan. meeting of the Accreditation Council.
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