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1. MUC DICH 
Quy dinh cach thirc xcr ly cac dich vu hanh chinh cong, cong vi& not b6 khong phu 

hap dugc phat hieu thOng qua qua trinh giai quyet cac thu tuc hanh chinh, cong vi& not b6 
cho to chirc, cong dan. 

Huang tai lid dam bao cai tin lien tgc cua coy quan, to chirc thuc h" th6ng hanh 
chinh nha nook, luon thuc hiL cac hanh d6ng khac phuc de phat hieu, dieutra, va sira 
chila nhang su khong phu hap lien quan den dich vu, cac qua trinh va N thong guar' 1/ 
chat luting. 

2. PRAM VI AP DUNG 

- Ap dung vai tat ca cac don vi, phOng, ban thuc pham vi He th6ng quan ly chat 
luting cua ca quan. 

- Ap dung cho m9i su khong 	hgp hiL tai, khong phu hap tim An d6i 	cac 
qua trinh lien quan den 	th6ng quan ly chat luting. 

3. TAI LIEU VI 'EN DAN 
- Tieu chuAn quo' c gia TCVN ISO 9000:2015 1-1" th6ng quan 1)",  chAt luting — Ca so.  

va tir vung. 

- Tieu chuan qu6c gia TCVN ISO 9001:2015 He th6ng quan 17 chAt luting — Cac 
yeu cAu. Mgc 8.7 va 10.2. 

- Mo hinh he th6ng quanlchAt *mg. 

- HD.02 Huang clan ki'Ll soat rui ro va ca h6i. 

- HD.03 Huang clan danh gia not b6. 

4. DINH NGHIA/ VIET TAT 
- Qua trinh: Tap hgp cac hoat d6ng twang quan hoac twang tac vai nhau de bien 

d6i dAu vao thanh dAu ra. 

- Sty khong phu hop: Su khong dap i'mg mot yeu cAu. 

- Sty khac phuc: Hanh cl6ng nham loci bo mot su khong phil hap clugc tim thAy. 

- Hanh thing kha'c phuc: la cong vi& phan tich nguyen nhan cua su khong phu 
hgp (da phat hien ra hoac,cac tinh trang khong mong muon khac), de ra va thuc hiL cac 
bin phap khac phuc cac ton tai da xay ra, nham dam bac) cac ton tai do khong bi tai dien. 

- Thtyc hien de xuAt cal ti&l: la vi& thuc hi"L cac y kiL, kin nghi nham nang 
cao hiL lcrc cua HTQLCL. 

- CAR: Corrective Action Request - Phi6u yeu cAu hanh d6ng khac phuc. 

- HTQLCL: He th6ng guar' 1S,  chAt luting. 

5. NOI DUNG QUY TRiNH 
5.1 Lu'u (Ito thuc 
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TT Trinh ty thtrc hiCn Bi'e'tt matt Trach nhqm 

1  Yeu cau HDKP 

2  Lanh dao cac clan
BM.RD.04.01 

vi, phong, ban 
Mo.  phiL yeu cau 

HDKP 

3 BM.HD.04.01 Ban ISO Xem xet 

4 BM.FID.04.01 
Ban ISO 

Truong 1)0 ph4i lien 
quan 

Phan tick yeu cau 
HDKP 

5  BM.HD.04.01 
Ban ISO 
Truong b0 pNn lien 
quan 

De ra bien phap 
KP 

6 BM.HD.04.01 
BO ph4n &rot giao 
nhi'c:m vu thirc fOn 

Thkrc hien, theo clOi 
HDKP 

7 
O 

Kie'rn tra BM.HD.04.01 Ban ISO 

1111 
8 BM.HD.04.01 Ban ISO DOng PhiL 
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5.2 Dien giai itru dO: 
5.2.1 Nhiing thong tin sir dung trong Wirth Ong khAc phuc - cal titn: 
- Cac hoat dOng chirc nang khong phu hgp. 
- Xir 17 cac y  kin phan hOi cua khach hang. 

- Danh gia not bO th6 hien qua hO so su khong phu h9p, bao cao danh gia. 

- Cac quy6t dinh sau khi h9p xem xet cua lanh ciao de ra. 

- K6t qua phan tich dix lieu qua trinh hoat dOng chirc nang. 

- K6t qua thuc hien cac qua trinh hoat dOng chirc nang. 

- Ket qua xac dinh su phit hop cua hoat dOng chirc nang. 

- Cac 116 so có lien quan cua he thOng quanb'ichAt lugng. 

- K6t qua hanh dOng khac phuc da thuc hien til& dO. 

- Cac thong tin cac ben có lien quan khac (Cai ti6n). 
- Cac bai h9c kinh nghiem (Cai ti"en). 

5.2.2 Mo.  phiCu yeu c au ho4t thing khiic phuc: 
TAt ca cac don vi, ca nhan trong pham vi cua HTQLCL cotrach nhiem phat hien s   

va bao cao truang don vi ve cac hoat clOng yeu cau khac phuc. 

Khi co cac yeu cAu cAn thuc hien host clOng khac phuc: Twang cac don vi, 
Tnrang doan danh gia (trong truang h9p Oat hien truang don vi khong ma phieu hoac 
diem khong phu h9p lap lai qua 02 lan) có trach nhiem xem xet ma "Phieu yeu cau 
luinh &Ong khac phuc", ghi ra not dung yeu cau vao o thd nhat cua BM.HD.04.01 va 
bao cao Lanh ciao co quan. 

Minh dCmg khiic phyc durst thyr hien khi: 
- CO dAu hieu, hien tugng cac su khong phu hgp hoac ti'em An, clan den hoac co 

nguy co khong thuc hien dugc mvc tieu chat luting cua co quan, khong dap irng chinh 
sach chat lugng. 

- Cac dAu hieu, hien tuvng su khong ph0 hop hoac ti'ern An, co tinh chAt lap lai. 

- Cac dau hieu, hien tugng su khong phu hop hoac tiem an, gay hau qua nang, mitt 
dO 

- Khi cac hO so su khong phu hgp dugc lap qua 03 Fan lien tip cho ding mot not 
dung khong phu hoop tai ding don vi dugc danh gia. 

- Cac yeu cAu cAn thuc hien de cai tin nang cao hieu qua, hieu luc cua HTQLCL. 

- Cac yeu cAu cAn thuc hien de cai tin chAt luting hoat dOng chirc nang nham nang 
cao su thod man cua khach hang. 

- Cac yeu cAu cAn thuc hien khi co su thay dOi co cAu to chirc, thay dOi pham vi 
HTQLCL, thay doi hoat dOng chin nang, dinh huang thuc hien boat dOng chin nang. 

5.2.3 Ban ISO co' quan xem xet: 
"Phi leu yet/ cau hank d'Ong kink phyc" BM.HD.04.01 sau khi dugc ma phai duvc 

Ban ISO xem xet. 
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5.2.4 Phan tich yeu cau khic phut: 
Ban ISO yeu cau cac 100 phan c6 lien quan phan tich nguyen nhan cua six khong phu 

hop, de ra bien phdp khac phuc, cdi ti8n thich hop. 
De ra bien pluip three hien hanh d'Ong kluic ph crc: 
Can dr 1c6t qua phan tich nguyen nhan yeu cau hanh d0rig khac phuc, Ban ISO chi 

dinh ro b0 phan ca nhan co trach nhiem thkrc hien N/A thoi gian hoar' thanh. Ghi vac) o thir 
hai "Phieu yeu eau hanh Ong khac phuc" BM.HD.04.01. 

Lonh dzo ca quan phe duyet bien pluip thcrc hien hanh (Ong khac phyc. 
5.2.5 Ting hien theo doi cac bign 014 khic phuc: 
Bo phan, ca nhan dugc phan ding tin hanh lap k8 hoach \id thuc hi8n cac bi8n 

phdp khac phuc theo dung not dung thai han dugc giao. 
Trong qua trinh thuc hien; • b() phan, ca nhan dugc phan cong c6 th8 ph0i hop vai 

cac dan vi khdc de thut hi8n cac bi8n phdp dugc nhanh chong, co hiesu luc. 
Doi vai cac hog Ong khac phuc co thai gian thuc hien ice() ddi thi 130 phan, ca nhan dugc 
phan cong thkrc hi8n c6 trach nhi8m dinh kS, hang thdng bac) cdo tinh hinh thuc hi8n cho 
Ban ISO. 

Trong qua trinh thut hi8n rie'u gap kilo khan can ho trg, 1)0 phan ca nhan dugc phan 
cong co the yeu call Ban ISO xem xet bo sung cac ngu6sn ivc can thiet hoac thay doi bien 
phap thuc hien. Moi sir thay doi .bo sung se dugc cap nhat day du vas° o thir hai 
yeu cau hanh d'Ong kluic phuc". 

Sau khi thkrc hi"8n dAy du not dung dm bien phdp khac phuc hoac nhang de xuAt cdi 
tien 1)0 phan ca nhan dugc phan cong c6 trach nhie‘m bao cdo ket qud cho Lanh dao ca 
quan biet. 

5.2.6 Kiem tra xic nh4n bien phap khic phuc 
Dung tiled han da de ra trong 	yeu cau hank dOng Aluic phuc" L'Anh dao ca 

quan (ho4c ngu6i dugc uy quyen) co trach nhi8'm to chirc kiem tra bang chUng xdc nhan 
ket qud thkrc 

5.2.7 Bong phieu yeu cau hanh dting khAc phuc 
Ban ISO sau khi kiem tra xdc nhan ket qud thkrc hien co trach nhi.8rri dung "Phieu 

yeu cau hinh dOng khic phuc" ghi dAy du chi tiet bang chUng ket qua thkrc hi8n vao 0 
thu ba. 

Tnrang hop hoat d04 khac phuc chua dugc thkrc hien hoac 1("8t qua thuc hi8n 
khong day du not dung yeu cau nguai kiem tra co trach nhie'm ma Phi8u 	chuyen cho 
Lanh ciao co quan xem xet cho y kien gidi quyet. 

6. BLEU MAU 

STT K57 hi0 bieu mAu 
A 	.x 	x Ten bleu mau 

1 BM.HD.04.01 Phie . 	,. 	' • A 
	yeu cau u yeu cau hanh dong khac phuc 

7. HO SO CAN LUV 
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STT Ten hO so' Mich nhiem ltru Thai gian lu•u 

1. Phieu yeu cAu hanh dOng khac phvc Ban ISO 3 n'arn 
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...TEN CO QUAN, TO CHIC CONG HOA XA HOI CHU NGHIA VIET NAM 
THUOC HE THONG 	 Dec 14p — Tu. do — 1-1#nh phtic 

HCNN... 

ngay 	thong 	nam 201... 

PHIEU YEU CAU HANH DOG KHAC PHUC 
S6 phi& 	 

1. Don vi lip: 
2. Nei dung: 

Ngtrai ma: 

3. Nguyen nhan va bien phap 

4. Nguiri thtyc hien: 
	 Duyet 

5. Thai gian hoan thanh: 

6. Ket qua dive hien: 

D4t: 

Ngdy 

Khong cl4t: So phi6u 

  

  

	thang 	riam 	 

 

kiem tra: 

BM.HD.03.04 
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