
SO KE HOACH VA DAU TUDAK LAK 

THEO 

HE  • THONG 

TCVN 
TIEU 

MO 

ISO 

LUONG 
CHUAN 

• 
QUAN 

HINH 

9001:2015 

In(  

QUOC 

CHAT 

GIA 

Trach nh4m Sop thao Soat xet Phe duy;et 

Ho ten Vu Van Tam Tran Thi Hgp Dinh Xuan Ha 

-V•I'' 
vo c Hy  Ivo,  

A* 
S0 	"V4 

Chit 14/ 
------- 

cr 
z 

0  
4t. 

K : fiO4i 	- 	ii,  

DAU 

/ 

Chirc vu Ph6 Chanh Van phOng 
Sa, Thu ks,  ISO 

P.Chanh VP- PT.VP Sa, 
Ph6 Twang Ban ISO Giam doc Ser 



PHAN 1: GI6I THIgU CHUNG 

M6 hinh He tilting quan ly chat luqng theo tieu chuan quoc gia TCVN ISO 
9001: 2015 dm So Ke hooch va Dau tu la tai lieu tong quit gion thieu ye He thong 
quan 13",  chat luqng (dual day vitt tat la HTQLCL); xac dinh phon:i vi ap citing; chinh 
sach va muc tieu chit luqng; giai thieu hoat dOng ova ca cau 	chirc, chirc nang 
nhiem v9 va cac qua trinh 	ca quan; neu cach de co quan dap ting cac yeu cau 
cua tieu chuan quoc gia TCVN ISO 9001:2015, de Lanh dao va can b0 chu chot cua 
ca quan lam ca sa dieu hinh He thimg quan V/ chat luqng cua minh. 

1.1. Lich sir hinh thanh: 
TOM LUQC QUA TR1NH H1NH THANH VA PHAT TRIEN 
1. Hoan canh ljch sir thanh 1#p Saida hooch —Thong ke 
Trung tuAn thing 6 nam 1975, Uy ban nhan dan cach mpg tinh Dak Lik guy& 

dinh thanh lap Uy ban Ke hooch — ThOng ke. Nhiem v9 chii y6u la: Xay dung ke 
hooch hang nam, ke hooch 5 nam phat trien kinh t6 xa hOi cua tinh, huemg fan, 
quyet dinh giao chi tieu ke hoach hang nam cua Uy ban Ke hooch Nha nuesc. Trong 
luc nay chi', yeu tap trung quail V/ cac don dien cao su, ca phe, cac ca sa khai that, 
che bien go, cac xutmg san xuat, the bien lieu thu cong nghiep, he thong nha may 
nuerc, nha may den... or thi xa Buon MaThuOtvamOtsothitran.T6 chirc b0 may co: 
Ban chil nhiem g6.71: 01 chi' nhiem (Bi thu Uy ban quan quan), 01 Ay vien; cac b0 
phan khac g6m: Tong hqp va cong nghiep; Tai mau; Nong lam, thily lqi, dinh canh, 
dinh cu; Xay dung ca ban; Thong ke; Lao dOng; Van xa; Hanh chinh ph9c vu. Tr9 
kr lam viec tai Ty ngan kho cua the dO cu (Nay la nha khach tinh Dak Lak). 

2.Thlri ky Uy ban Ke hogc,h (1977-1989) 
Thvc hien Nghi quyet Quoc hOi khoa VI, ky h9p thir nhat, nam 1977 Uy ban 

nhan dan tinh quyet dinh tach b0 phan Thong ke ra khoi Uy ban Ke hooch — ThOng 
ke thanh hai ca quan dOc lap, Uy ban ke hooch va C9c Thong ke, d6ng thoi thing 9 
nam 1977 Uy ban nhan dan tinh quy6t dinh thanh lap Ban phan yang Quy hoach 
true thuOc Uy ban ke hooch. TO chirc b0 may co: Ban chil nhiem ( chu nhiem, nhieu 
phO chu nhiem va cac vien), cac phong chuyen mon g6m: Phong I, T6ng hqp, 
/Ong lam, Cling nghiep, Phan phi luu thong, dinh mirc gia ca, Lao dOng tien 
luang, Van xa, Vat tu, Xay dung co.  ban, Hanh chinh to chfrc, Ban phan \rung Quy 
hooch.Tong so 70 can b0 nhan vien. 

3.Thei kir Uy ban Kinh to - Ke hooch - Thong ke (1989-1991) 
Nam 1989 Uy ban nhan dan tinh có guy& dinh so 789/QD-UB ngay 04-10-1989 

ye viec thanh lap Uy ban Kinh to - Ke hoach —Thong ke (tren ca ser thong nhit 3 ca 
quan dO la: t:13,  ban Ke hoach, Cuc Thong ke va Ban Kinh to Tinh ity). T6 chfic 130 
may co: Ban chil nhiem g6m: Chu nhiem, 04 pho chu nhiem. Cac phong, don vi trvc 
thuOc gom: Tong hqp, Ming lam, Ming,  lam, Cong nghiep Van xa, Thucmg nghiep, 
TO chirc hinh chinh, Phong I, Ban chien luqc va phan bo luc lucmg san xuat, Chi 
cue Thong ke (trong chi cuc Th6ng ke co 5 phong ban chirc nang true thu0c, Xi 
nghiep bleu mau). Bien the can b0 tong so 86 can b0 nhan vien (CO 2 sy quan quan 
dOi biet phai). CO 21 clang vien, 34 doi h9c, 24 trung h9c, có 26 nu. Tr9 sot lam viec 
tai 17-19 Le Duan va 53 1,3",  Thuong Kiet, TPBuonMaThuOt,tinhDakLak. 

4. Thei kjr Uy ban Ke hooch (1991-1995) 
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Thirc hien guy& dinh s6 109 va Ke hoach 111 cua Chinh phu ve tinh giam b0 
may va bien the cita ca quan quan ly Nha mac cac cap. Uy ban nhan dan tinh c6 
guyet dinh so 579/QD-UB ngay 23/12/1991 ye viec tach rieng Cvc thong ke ra khoi 
Uy ban Kinh to - Ke hoach - ThOng ke va l'Ay ten la Uy ban ke hoach. TO chirc b0 
may co: Ban chit nhiem gOm: Chit nhiem va cac pho chit nhiem. Cac phong chuyen 
mon,  gOm: Tang hop, 1. 1-ong lam nghiep, Cong nghiep, Van xa, Thuong nghiep, Ban 
Chien lucre va Phan bO Luang san xuat, Phong I, To chirc hanh chinh. Tong so can 
b0, nhan vien: 38 ngu&i, ngoai ra con có 01 sy quan biet phai, 03 can b0 chi giai 
guy& the dO BHXH; trong de co 15 clang vien, 04 down vien, 06 phi na, 29 dai hoc 
va 03 trung hoc. Dau nam 1993 do yeu cau sap xep b0 may va huang dan cua BO Ke 
hoach va Dau tu trong ding tac tharn dinh du an dau tu. Uy ban nhan dan tinh quyet 
dinh sap xep to eh& b0 may bien the cua Uy ban Ice hoach nhu sau: Nhap phong 
Nong lam, phOng Cong nghiep, phOng Thucrng nghiep lfty ten la phOng San xuat. Uy 
ban Ice hoach guy& dinh hinh thanh b0 phan chuan bi dau tu. 

Tir 15/8/1994 Uy ban nhan dan tinh guy& dinh chuyen giao nhiem vu Dang ky 
kinh doanh va hai can b0 trVc tiep lam Dang 14 kinh doanh tir Trong tai kinh to sang 
Uy ban Ke hoach. 

5.Thei ky S& Ke ho4ch va Diu tu: 
Ngay 28/12/1995 Chinh phu co Quyet,dinh so 855/TTG ye viec thanh lap mot so 

to chirc 6 dia. phtrcrng. Trong khoan 2 dieu I Quyet dinh co neu: Thanh lap Soy Ke 
hoach va Dau to ten Ca s6 sat nhap to chirc lai UBKH va to chirc lam ding tac Hop 
tac Dau tu ctia tinh, thanh pho truc thuOc TW. Khoan 2 dieu II con neu: thanh lap 
Phong Ke hoach va DAu to quart, huyen tren ca sor sat nhap va to chuc lai to chirc 
hien co ve Ke hooch va D'au tu. Ngay 02/01/1996 BO Ice hoach va DAu tu, Ban TO 
cht'rc Can b0 Chinh phit da ban hanh Thong to so 01/BKH-TCC/TTLB huang clan 
chirc nang, nhiem vv va co cAu to chirc 	quan.Ke hoach va D'au tu la ca quan 
chuyen mon cita Uy ban nhan dan tinh, thanh pho co chirc nang tham mtru tong hop 
ye quy hoach, ke hoach phat trien kinh to - xa hOi cua tinh, de ra cac chit trucmg bien 
phap quan dau truc tiep cita nuac ngoai tai dia phucmg; lam dau mOi phoi hop 
giira cac Si, nganh cua tinh, duai sty chi dao nghiep vu chuy'en mon dm BO Ke 
hoach va Dau tu Thong tu nay neu rO 9 nhiem vu chit yeu dm Sr Ke hoachvaDautu. 

Phong Ke hoach va Dau tu true thuOc Uy ban nhan dan quan, huyen‘chiu sr chi 
dao ve nghiep vv 	SoKe hoach va Dau tu. Phong Ke hoach va Dau to quan, 
huyen co nhiem 	phoi hop vai cac to chirc quan, huyen lap va tong ,hop cac ke 
hoach phat trien kink to - xa hOi, 	toan ngan sach ctia quart, huyen, ke hoach hOa 
dau to xay dung ca so. ha tang ding cOng va n•5ng them; theo dOi nam tinh hinh cac 
ca sa kinh to cua tinh va Trung ucrng ten dia ban quart, huyen giup Uy ban nhan dan 
quan, huyen xet dang ky kinh doanh theo sit phan cap oh Uy ban nhan dan tinh, 
dong‘th6i thuc hien thong tin gifra tinh va quan, huyen.TO chtic bO may S6 Ke hoch 
va Dau tu gom: L'anh dao Soy gom Giam doe, 2 pho giam d6c. Cac phong chirc nang 
gOm: TOng hop, Kinh to nganh, Doanh nghiep, Quy hoach, Phong I, Kinh to doi 
ngoai, TO chirc hanh chinh va Trung tam dich vv Tu van d'Au tu. Bien the tong s6 50 
can b0, cong chirc trong 	15 dang vien, 35 dai hoc, 5 trung hoc, 6 Vi• luan chinh tri 
cao cap, 01 trung cap LLCT. Uy ban nhan dan tinh co Quyet dinh 199/QD-UB ngay 
22/02/1997 ye viec thanh lap PhOng Tham dinh du an (tren co sec b0 phan chuAn bi 
d'au tu) va giai the Phong I; Uy ban nhan dan tinh Quyet dinh so 402/QD-UB ngay 
22/02/1997 thanh lap Trung tam Phan viing Quy hoach (co s6 la Phong Quy hoach). 
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- Nam 1999 Uy ban nhin din tinh co Quyet dinh s6 84/QD-UB ngay 12/01/1999 v6' 
vi0c sat nhap Trung tam Dich vu to van Diu tu vao Trung tam Phan vimg Quy 
hoach. To chirc b0 may lue nay nhir sau: Lanh dao Sa g6m: Giam doe, 1 Ph6 giam 
doc. Cac Rhong chirc nang gom 9 phong: Tong hop, Kinh to nginh,,  Van la, Doanh 
nghi0p,Thim dinh an,Trung tam phan vimg quy hoach,Kinh to doi ngoai, Tochirc 
hanh chinh. Bien che can b0: Tiing so 47 CBCC (trong d6 co 07 hop d6ng cua 
Trung tam dich vv to van dau tu sau khi sat nhap). Co 15 clang vien, 28 dai hoc, 3 
trung hoc, 6 13',  luan chinh tri cao cap, 3 trung h9c LLCT, 8 nit 
-Nam 2000 thvc hie'n tinh giam bien cite, Uy ban nhin dan tinh ra Quyet dinh so 
1205/ QD-UB ngay 27/6/ 2000 thanh lap phOng Bang 4 kinh doanh (ca sa phong 
Doanh ngh4) va Quyet dinh s6 1388/QD-UB ngay 13/7/2000 v'e viec giai the 
Trung tam Phan \rang quy hoach.T6 chirc b0 may litc nay nhu sau: LAnh dao Sie 
gom: Giam doc, 02 Ph6 giam doc, co 7 phong chirc nang g6m: Tong hap, Kinh to 
nganh, Van xi', Bang kinh doanh, Tham dinh dv 	Kinh t6 d6i ngoai, To chirc 
hanh chinh. T6ng bien che la 39 CBCC. 
- Nam 2004 do yeu cau phat tri'en cua nganh ke hoach v'e cong tac thanh tra, nhie'm 
vu cong tac dm van phOng, to ch.& hanh chinh 	cap s6 thuOc tinh trong pham vi 
town quoc can phai duqc thong nhat thanh mOt (Quyet dinh so 529/QD-UB ngay 
15/4/2004 cua UBND tinh ye vide thanh lap Thanh tra So Ke hoach va D'au tu). To 
chirc b0 may nhu sau: Lanh dao se/ gom: Giam doe, 2 Pho giam d6c. Cac phong 
chirc nang.  gom: Thanh tra 	T6ng hop, Kinh to nganh, Van,  xa, Bang 	kinh 
doanh, Thim dinh d%r,  an, Kinh tol d6i ngoai va Van phong SO. To chirc b0 may nhu 
sau: Lanh dap sor 	Giam doe, 04 Ph6 giam doe. Cac phong chirc nang g6m: 
Thant' tra SO, T6ng hop, Kinh to nganh, Van xa, Bang ky kinh doanh, Tham dinh der 
an, Kinh to d6i ngoai, Phap che, Trung tam xuc ti6n diu tu, Van phong SO. T6ng 
so 71 can b0, cong chirc, vien chirc, nhin vien. Trong dO, Khoi quan ly Nha ntrac 61 

Chuyen vien chinh (01.002): 08 ngu6i; chuyen vien (01.003): 34 ngtrifi; nhin 
vien (ngach 01.005): 03 nguoi; vien chirc ngach chuyen vien(01..003): 10 ngutri; 
Nhin vien hap d6ng theo ND 68/2000/ND-CP: 04 ngutri; Hop dong lao dOng char 
thi tuyen ding chirc 11 ngtroi. 
- Nam 2009, T6 chirc b0 may SO Ke hoach va Dau tu thay d6i theo Quyet dinh 
3052/QD-UBND ngay 02/11/2009.ctla UBND tinh Dak Lak vi0c quy dinh chirc
nang, nang, 	vii quyen 	va ca cau to chirc cua Sec Ke hoach va Dau tu. Ca cau to 
chirc b0 may dm SO pm 9 phong: Van Phong So; Thanh tra 

to 
Phong Bang 4 

kinh doanh; Phong Tong hop ,Kinh t6 - xa hO'•i; Phong Kinh te nganh; Phong Van 
h6a- xa hOi; Phong Kinh to Doi ngoai; Phong Thfim dinh Dv an; Phong Hop tac xa 
va H78 trg Doanh nghi0p 
- Nam 2013, UBND tinh ban hanh Quyet dinh s6 1768/QD-UBND ngay 26/8/2013 
ve vie'c b6 sung nhie'm vo, quyen han va dieu chinh ca cau, to chirc b0 may ctia Sa 
Ke hoach va Ddu tu. Theo dO ca cau to chirc b0 may dm SO gom 10 phong va dan 
vi tucmg duang, co the: Van Phong SO; Thanh tra SO; Phong Dang 4 kinh doanh; 
Phong Phip chd; Phong T6ng hop Kinh te- xa h6i; Phong Kinh to nganh; Phong yan 
h6a- xa hOi; Phong Kinh to Doi ngoai; Phong Tham dinh Dv an; Phong HO tor 
Doanh nghi0p va Hop tic xa. 
Tren ca se( d6, Ser Ke hoach va Diu tu dd. tri6n khai thanh lap mai phong Phip che 
va ban hanh Quyet dinh s6 s6 125/QD-SKHDT ngay,22/10/2013 quy dinh ye chile 
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nang, nhiem vu, quyen han cua Van phong Si, Thanh tra Sec, phong Dang ky kinh 
doanh va cac phong chuyen mon, nghiep vu cua So; 
- Nam 2014, UBND tinh co Quyet dinh so 1339/QD-UBND ngay 26/4/2014 ve,viec 
thanh lap Trung tam Xtic tien dau to ttvc thuOc Ser Ke hoach va Dau tu. Ca eau to 
chirc b0 may dm SO ngoai Van phong SO, Thanh tra SO va 8 phong chuyen mon, 
con them 01 dan vi su nghiep cong lap (Trung tam Xile tien Dau tu). 
- Nam 2016 den nay: Thuc hien theo Quyet dinh so 1047/QD-UBND ngayl5/4/2016 
cua UBND tinh ve viec quy dinh chirc nang, nhiem vv, quyen han va ca cau, to chirc 
b0 may dm So Ke h9ach va Dau tu. Theo d6 ca cau to chirc b0 may dm SO gom cac 
phong va dan vi tuang dtrcmg sau: Van Phong SO; Thanh tra SO; Cdc phong chuyen 
m6n gom: Ph6ng T6ng hop, Quy hoach; Ph(s.mg Dang ky kinh doanh; Phong Kinh,te 
nganh; Phong Khoa giao, Van xa; Phong Kinh to doi,ng9ai; Phong Dau thau, Tham 
dinh va Giam sat du tu; Phong Doanh nghiep, kinh to tap the va to nhan; Trung tam 
Vic tien Dau tu (dan vi su nghiep cong lap). Tren co so do, SO Ke hoach va Dau tu 
da ban hanh Quyet dinh s6 so 91/QD-SKHDT ngay 15/7/2016 quy dinh ye chirc 
nang, nhiem vu, quyen han cua cac phong va don vi Wang duang thuOc SO. 

Hien nay (thang 9/2019) Lanh dao SO CO 04 d6ng chi: 01 Giam d6c va 03 Pho 
Giam d6c. Ring so can b0 ding chirc, vien chirc, nhan vien hien nay (30/9/2019) la 
65 ngued, trong do don vi su nghiep (Trung tam xile tien Dau tu hien c6:13 nguOi). 

Dang b0 S& Ke hoach va Dau tu hien c6 46 dang vien, sinh hoat tai 4 chi bO 
trvc thuOc; CO 16 clang vien nit; 02 clang vien la nguoi dong bao dan tOc thieu so. 

Cac to chirc doan the gom: Cong doan CO 65 doan vien; Chi doan thanh nien 
co 29 doan vien (trong d6 15 nu); chuan bi tngmg thanh doan 08 nguOi. 

Ket qua phan tich chk luting Dang va Dang vien nam 2014, 2015, 2016, 
2017, 2018 cua Dang b0 kh6i cac ca quan tinh: Bang b0 SO Ke hoach va Dist' tu dat 
tieu chub trong sach vung manh. 

NM-mg thuOn 10, kho khan trong viec trien khai thirc hien: 
Co su doan ket, thong that cao gifra Dang uy va Lanh dao SO trong chi dao, 

lanh dao viec thuc hien tot chirc nang nhiem vu quyen han duerc giao. 
SO Ke h9ach va Dau tu luon barn sat, quan triet thuc hien cac Nghi quyet,Chi 

thi cua Tinh ay; Tuan thu chAp hanh nghiem luat phap hien hanh, thuc hien cac 
chuong trinh, ke hoach, van ban chi dao cua tinh Dak Lak. 

Can cu hinh thanh ca cau to chirc b0 may quan va cac can ctr tao lap BO 
thu We hanh chinh thuOc tham quyen giai quyet cua SO luon thay d6i, thieu str On 
dinh lau dai, tutii th9 cua cac cac van ban quy pham phap luat ngan. Do vay cO‘it 
thori gian de thgc thi phap luat, va viec to chirc trien khai thuc hien phai mat nhieu 
thiri gian he thong hoa thanh quy che, quy trinh...cho viec thuc hien chirc nang, 
nhiem vu quan 17 nha mac nganh nganh ke hoach va dau tu tren dia ban tinh. 

1.2. Ca cau to chtic, chirc nanz nhiem vu:  
1.2.1: Sa do t6 chfrc (trang sau) 
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1.2.1: So,  do to chirc: 

Giam d6c 

Cac Pho Giam d6c 

• 
Van 

phong 
So 

Tong 
hop 
Quy 

ho4ch 

Pheng 
Kinh 

t6 
nganh 

Pheng. 
Khoa 
gido-

van xa 

Phang Ph6ng Pheng. Phong Trung 
Dang DN Dau Kinh Thanh tam 

14/ kinh 
doanh 

KTTT 
va Tu 
than 

thau, 
TD va 
GSDT 

to doi 
ngo4i 

tra 
Soy 

xuc 
tien 

dau to 

A A 
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1.2.2: Chirc nang nhigm vu: 
Theo Quyet dinh s6 1047/QD-UBND, ngay 15/4/2016 dm Uy ban nhan dan 

tinh Dak Lak ye viec quy dinh chirc Wang, nhiem vv, quyen han va ca cau to chirc 
Sicua e Ke hooch va Dau tit, nhtr sau: 

1. Co can to chtrc cua Ser Ke hooch va Dau 	tinh Dak Lak bao guint 

Lanh doo 
Van phong Ser; 
Thanh tra; 
Phong Tung hap, Quy hooch; 
Phong Dang ky kinh doanh; 
Phong Kinh to nganh; 
Phong Dau thau; Tham dinh va Giam sat dau tu; 
Phong Kinh to d6i ngooi; 
Phong KhOa giao, Van xa; 
Phong Doanh nghiep, kinh to tap the va to nhan; 
Trung tam Xitc tien Dan tu 

2. Chfic nang, nhi§m vu quyen han cua So• Ke hooch va Min to tinh Dik Lik 
a. Char nang: Tham mini giitp Uy ban nhan dan tinh quan 15,  nha nuerc ve 

quy hooch, ke hooch va dau tit, gom: tong hap ve quy hooch, ke hooch phat trien 
kinh to - xa hOi; to chile thvc hien va de xuat ca che, chinh sach quan 15,  kinh to - xa 
hOi tren dia ban tinh; du tu trong ntrac, du tu nuoC ngoai o dia phuang; quan 1y 
nguen ho trg phat trien chinh thirc(ODA), ngu6n von Way au dai ctia cac nha tai trg. 
ngu6n vien trg phi Chinh phit nueic ngoai; dau thou; dang ky doanh nghiep trong 
phom vi dia phucrng; tong hip va th6ng nhat quan 15,  cac van de ve doanh nghiep, 
kinh to tap the, hgp tac xa, kinh to tu nhan; t6 chirc cung irng cac dich vv ding thuOc 
phom vi quan 15/ nha nu& dm So theo qui dinh cua phap luat. 

b. Nhiem vu, quyOn han 
1. Trinh Uy ban nhan dan tinh: 
a) Dv thao quy hooch tong the phat trien kinh to - xa he* quy hooch phat trien 

nganh , san pham chit yeu cita,tinh; ke hooch phat trien kinh to - xA hOi dai hon., 05 
nom va hang nam,cita tinh, bo tri ke,ho4ch von dati tu cong thuOc ngfin sach dia 
phtrang; cac can doi chit yeu ve kinh to - xa hOi cua tinh; trong do co can doi tich lay 
va tieu dung, can doi von dau to phat then, can Mi tai chinh; xay dung chucmg 
trinh„ ke hooch thvc hien chitin laic phat trien ben yang, tang tnrerng xanh cua 
tinh; chuang trinh, bien phap to chirc thvc hien cac nhiem vv cai each hanh chinh 
nha nuoc trong linh vac thuOc phom vi quart 1y nha nu& dugc giao; 

b) Du thao van ban cu the quy dinh chirc nang, nhiem vv, quyen hon va co 
cau to chirc cua Se( Ke hooch va Dau ttr; 

c) Du thao van ban quy dinh cu the dieu kien, tieu chuan, chirc danh doi vai 
Trtrang, Pho cac don vi thuOc Sec; Tnremg, PhO Tnremg phong, Phong Tai chinh-Ke 
hooch thuOc Uy ban nhan dan cap huyen trong phom vi quan 15,  nha mac ye linh 



vvc ke hoach va dau tu sau khi thong nhat y kien vii Soy Tai chinh theo phan c6ng 
cua Uy ban nhan dan tinh; 

d) 	thao Chuang trinh hanh d6ng thvc hien ke hoach phat trien kinh to - x'a 
h6i theo Nghi guy& ciia H6i d6ng nhan dan tinh va chiu trach nhiem theo dOi, tong 
hop tinh hinh thvc hien ke hoach than, quy, 6 thing, !lam de bdo Fdo Uy ban nhan 
dan tinh dieu hanh, phi hqp viec thvc hien cac can doi chi" yeu ve kinh to - xa hOi 
cua tinh; 

d) Du thao Chuang trinh, ke hoach sap xep, d6i maxi phat trien doanh nghiep 
nha nuac do dia phucmg quan 1S, Ca the quan 1ST va chinh sach ho trq doi vii viec 
sap xep, doi mai doanh nghiep nha nuac; Chuang trinh, ke hoach trq giOp phat teen 
doanh nghiep nho va vira hang nAm va 05 nAm tren dia ban tinh; 

e) Du thao cac quyet dinh, chi till; Chuang trinh, bien phap to chirc thvc hien 
cac nhiem vv cai cach hanh chinh trong link vuc ke hoach va du tu thuOc pham vi 
quan ly cua Sa theo quy dinh cua phap ludt, phan cap dm BO Ke hoach va Dau tu; 

g) 	thao cac van ban ve danh muc cac du an dau tu trong nuac va dau tu 
nuac ngoai cho timg kS,  ke hoach phii hop voi quy hoach dA duqc phe duyet va dieu 
chinh trong truerng hop can thiet; 

2. Trinh Chu tich Uy ban nhan dan tinh: 
a) Dv thao guyet dinh, chi thi va cac van ban khdc thuOc  tham quyen ban 

hanh cua Chu tich Uy ban nhan dan tinh ve linh vvc quan 15,  nha nuac cua Si; 
b) Du thao guy& dinh thanh lap, sap nhdp, Chia tach, to chirc lai, giai the cac 

to chirc, dan vi cua So theo quy dinh cua phdp ludt; 
c) Cap, dieu chinh, thu hoi giAy chimg nhdri dau tu thu6c tham quyen cua Uy 

ban nhan dan tinh theo phan cap; 
3. Gill) Chit tich Uy ban nhan dan tinh chi dao, hang din, kiem tra, thong 

tin, tuyen truyen, ph6 bien gido dvc phdp ludt ve linh vvc ke hoach va dau tu; to 
chirc thvc hien cac van ban quy pham phdp Ludt, cac chinh sach, quy hoach, ke 
hoach, Chuang trinh, an, de an, thu6c pham vi quan 1ST nha nu& dm SO.  sau khi 
duqc cap c6 tham quyen ban,hanh hoc phe duyet. 

4. Ve quy hoach va ke hoach 
a) Cong bo va chin trach nhiem to chile thvc hien quy hoach tong thC' phat 

trien kinh to - xA h6i cua tinh sau khi da duqc phe duyet theo quy dinh; 
b) Quan 1S/ va dieu hanh mi)t so linh vvc ve thvc hien ke hoach duqc Uy ban 

nhan dan tinh giao; 
c) Huang din va gidm sat kiem tra cac Soy, ban, nganh, Uy ban nhan dan cac 

huyen, thi xA, thanh ph6 thuOc tinh xay dung quy hoach, ke hoach phit hop vai quy 
hoach, ke hoach phat trien kinh to - xa hOi chung cua tinh dA ducrc phe duyet; 

d) Ph8i hop of i So Tai chinh ldp du toan ngdn sach tinh va phan b6 ngan 
sach cho cac ca quan, to chirc, don vi trong tinh. 

5. ve dau to trong nuac va dau tu nuerc ngoai: 
a) Chii tri, phoi hop vOi Sof Tai chinh xay dung ke hoach va bo tri mire von 

dau to phat trien cho tang Chuang trinh, du an thu6c ngu6n von dau tu cong do tinh 
quan ly phii hop vOi tong murc dau to va ca Can dau to theo nganh va firth vvc; 

b) Chu tri, ph6i hqp vOi SO Tai chinh va cac SO, ban, nganh c6 	quan thvc 
hien kiem tra, gidm sat, danh gid hieu qua sir dung von dau phat trien cua cac 
Chuang trinh, du an dau tu tren dia ban; giam sat ddu tu cua cong d6ng theo quy 
dinh cua phap ludt; 



c) Lam dau,m6i tiep nhan, kitm tra, giam sat, thAm dinh, thArn tra cac du dAu 
to thuOc tham quyen cua Uy ban nhan dan tinh; 

d) Quan ly hog dOng dau to trong ntrac va dau tu trirc tiep ntrac ngoai vao 
Oa ban tinh theo quy dinh cua phap lug; to chirc hoat dOng xitc tien dau to theo,ke 
hoach da dm:7c Uy ban nhan dan tinh phe duyet; htrang 	thu tuc dAu tu theo tham 
quytn. 

6. ve quan 1ST von ODA, nguon von vay uu dai ctia cac nha tai tra va cac 
nguton vien trq phi Chinh phu nuerc ngoai: 

a) Kan dOng, thu hitt, dieu phoi quan ly ngutin Win ODA, ngu6n von vay uu 
dai cua cac nha tai tro va cac nguon vien trq phi Chinh phu nuac ngoai cua tinh;-
huong dan cac SO, ban, nganh xay dung danh muc va nOi dung cac chucmg trinh sir 
dung nguon von ODA, nguon von vay uu dai cua cac nha tai trq va cac nguon vien 
trq phi Chinh 

von 
nuac ngoai; tong hop danh muc cac chtrong trinh du an sir 

dung nguon von ODA, nguon von vay uu dai cua cac nha tai tra va cac nguOn vien 
trq phi Chinh phu mac ngoai trinh Uy ban nhan dan tinh phe duyet va bao cao BO 
Ke hoach va D'au tu; 

b) Giam sat, &nit gid thuc hien cac chucmg trinh, du an stir dung von ODA, 
nguiln von vay uu dai cua cac nha tai trq va cac ngu6n vien trq phi Chinh phi" nuac 
ngoai; xir 1S,  theo thAm quyen hoac kien nghi Chit tich Uy ban than dan tinh xir 15,  
nhung van de vuang mac trong viec bo tri von doi img, giai ngin thuc hien cac du 
an ODA, ngutm von vay uu dai cua cac nha tai tra va cac nguon vien trq phi Chinh 
phit ntrac ngoai co lien quan den nhieu S '6, ban, nganh, cap huyen va cap xa; dinh kS, 
tong hop bao cao ve tinh hinh va hieu qua thu hut, sir dung nguon von ODA, nguon 
von vay tru dal cua cac nha tai trq va cac nguon vien trq phi Chinh phit nuerc ngoai. 

7. Vt quart 15,  dAu thAu 
a) Tham dinh va chiu trach nhiem ve nOi dung cac van ban trinh Chit tich Uy 

ban than dan tinh ye ke hoach lua chop nha thAu doi 	cac du an do Chit tich Uy 
ban nhan dan tinh guy& dinh dau tu; tham dinh ho so mai quan tam, ho so moi sof 
tuyen, ho so mad thau,,ho so you cau, ket qua danh gid ho so quan tam , ket qua danh 
gia ho so du tuyen, ket qua lua chon nha thou doi vai cac goi thou thuOc du an do 
Uy ban than dan tinh 'la chit dAu tu; 

b) Chit tri, to chile giam sat, theo dOi hog dOng dAu thAu, thanh tra, kitm tra 
viec thuc hien cac quy dinh cua phap lug ve dau thau va tong hop bao cao tinh hinh 
thuc hien ding tac dau thau theo quy dinh. 

8. Vt,doanh nghiep, clang kt doanh nghiep 
a) Tham dinh va chiu trach nhiem ve cac de an thanh lap, sap xep, to chirc lai 

doanh nghiep nha ntrac do dia phucmg quan tong hop tinh hinh sap xep, d6i InCri , 
phat trien doanh nghiep nha nuac va tinh hinh phat trien cac doanh nghiep thuOc cac 
thanh phan kinh to khac; dAu m6i theo doi, tong hop firth hinh thuc hien va trien khai 
chinh sach, chuang trinh, ke hoach cong tac ho to doanh nghiep nhe va vira; 

b) TO chirc thuc hien va chit' trach nhiem ye thit tuc dang k5r doanh nghiep; 
dang 14 tam ngimg hog dOng doanh nghiep; cap mai,,bo sung, thay 	cap lai va 
thu 	Giay chimg nhan dang ks,  doanh nghiep, Giay „chimg ,nhSrt dang 14,  hoat 
dOng chi nhanh, van phong dai din tren Oa ban thuOc tham quyen 	SO; phoi hop 
vai cac nganh kitm tra, theo dOi, tong hop tinh hinh va xir ly theo thAm quyen cac vi 
pham sau dang kjr thanh 1Sp cua cac doanh nghiep tai dia phtrcmg; thu thap, ltru tra 
va quan ly th6ng tin ye dang kS,  doanh nghiep theo quy dinh cita phap lust, quart 1Sr, 
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van hanh he thong thong tin ddng 14 doanh nghi0 qu6c gia a dia phucmg; dAu m6i 
theo dOi, tong hop tinh hinh doanh nghi0 sau (tang kSi thanh lap. 

9. ye kinh te tap the, hop tac xd va kinh te tu nhan 
,a) Dau,moi tong hop, de xuit cac mo hinh va ca che, chinh sach phat trien 

kinh te tap the, hqp tac xd, kinh te to nhan; hang dan, theo dOi, tong hop va danh 
gia tinh hinh thvc hi?n cac chuong trinh, ke hoach, ca che, chinh sach phat trien 
kinh te tap the, hop tac xd, kinh te to nhan va host dOng cua cac to chirc kinh te tap 
the, hop tac xa va kinh te to nhan teen dia ban tinh; to chirc thtrc hi?n vi?c ddng ky 
lien hip hop tic xd, quy tin dung nhan dan theo tham quyen; 

b) Chu tri, phoi hop yeti cac ca ,quan CO lien quan, giai quyet cac vuemg mac 
ve co che, chinh sach 'phat trien kinh te tap the, hop tac xd va kinh te tu nhan co tinh 
chAt lien nganh; 

,c) Dau m6i phoi hop yeti cac to chin, Ca nhan .trong nuac va qu6c te nghien 
cuu, tong ket kinh nghi?m, xay dung cac chwmg trinh, du an tro giup, thu hut von 
va cac ngu6n luc phuc vv phat trien kinh te tap the, hop tac xd, kinh te tu nhan tren 
dia ban tinh; 

d) Dinh 14 lap bao,  cao theo huffing can dm BO Ke hoach va DAu tu 	fly 
ban n han dan tinh, BO Ke hoach va DAu tu va cac BO, ca quan ngang BO CO lien 
quan ye tinh hinh phat trien kinh te 0.'p the, hop tac xa, kinh te tu nhan tren dia ban 
tinh. 

10. Thtrc hi'n hop tac qu6c te trong linh vtrc quy hoach, ke hoach va dAu tu 
theo quy dinh cua phap lust va su phan ding hoc ay quyen cua Uy ban nhan dan 
tinh. 

11. Huang dAn chuyen mon, nghi0 vu ye linh vtrc ke hooch va dAu thuOc 
pham vi quan 1ST 	nganh ke ho4ch va dau tu d6i von Phong Tai chinh - Ke hoach 
thuOc Uy ban than dan cap huyn. 

12. TO chirc nghien ciru, frng dung lien b0 khoa hoc ky thuat; xay dung h? 
thong thong tin, km Ira phvc vu ding tac quan ly nha nuac va chuyen mon nghi0 
vv ve rinh vtrc ducic giao. 

13. Thanh tra, kiem tra, giai 9uye't khieu nai, to cao theo quy dinh cua phap 
lust; 'dr ly theo tham quyen hoc kien nghi cap co tham quyen xit ly cac hanh vi vi 
pham phap lust trong cac linh vtrc thuOc pham vi quan ly nha nuac cua Sa; phong, 
cong tham nhung, thuc hanh tiet ki?m va cong tang phi. 

14. Quy dinh chirc nang, nhi?m vv, quyen hsn va moi quan hg cong tac cua 
Van phong Sa, thanh tra Set, cac pheng chuyen mon, nghi0p vu va don vi sir  nghi0 
cong lap thuQc Sa, phtl hqp voi chirc nang, nhi?m vv, ,quyen hat' 	Ser theo hang 
din dm BO Ke hoach va Dau va theo quy dinh 	Uy ban nhan dan tinh. 

15. Quin 151 t6 chirc b0 may, bien che ding chirc, ca cdu n$sch ding chirc, vi 
tri vi?c lam, ca cau vien clulc theo chirc danh nghe ng,hi?p va so Wong ngu&i lam 
vi?c trong cac don vi su nghi0 cong lap; thvc hi?n che dO tien lucmg va chinh sach 
che dO dai ng0, dao tao, boi duOng, khen thuang, 14 lust doi \Teri can b0, ding chirc, 
vien chirc va nguai lao dOng thuOc pham vi quan cua Sor theo quy dinh cua phap 
lust va theo sir  phan cong ho .c fry quyen 	Uy ban nhan dan tinh. 

16. Quan ly va chiu trach nhi?m ye tai chinh, tai san duqc giao theo quy dinh 
cua phap lust va theo phan ding dm Uy ban nhan dan tinh. 
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17. Thuc hien cong tac thong tin, bao cao dinh kS,  va dOt xuAt 	tinh hinh 
thuc hien nhiem vu trong cac linh vuc cong tac duqc giao voi Oy ban nhan dan tinh 
va BO Ke hoach va Dau tu. 

18. Thuc hien nhimg nhiem vu khac do Oy ban nhan dan tinh giao theo quy 
dinh 	phap luat. 

1.3. Thanh tich (la dot duvc: 
- Ket qua: Sau 13 nam thuc hien Luat thi dua Khen thuong Ser hoach va 

Dau tu 	Lak dat duqc thanh tich (2010-2016) nhu sau: 
COr thi dua Chinh 	 kh6ng 
Co. thi dua cap b0 nganh: 03 co• (nam 2010, 2014, 2015) 
Danh hieu chitn §s7thi dua toan qu8c: khong 
Danh hieu chien sy thi dua cap bO ban nganh, tinh ,doan the TW: 04 ngutri 
Danh hieu chien sy thi dua ccr 	danh hieu chien sy thi dua lien lien lao 

dOng tien lien: 	 136 ngu6i 
Huan chuang 	tich mrsk : 	01 
Bang khen tuang: 07 (tap the 01, ca nhan 06) 
Bang khen BO , tinh Dak Lak: 47 (tap the 14, ca nhan 33) 
Giay khen Giam d6c SO. : 142 (tap the 24, ca than 118) 
ThOng ke (2017- 2018) duqc t4rig 01 Bang khen cua Thu tuang cho 	Ke 

hoach va Dau tu va 01 ding chirc thuOc So!, 15 Bang khen 	BO Kt ho4ch va Dau 
tu, UBND tinh Dak Lak, cac nganh lien quan cho tap the va ca nhan thuOc SC'r Ke 
hooch va Dau tu. 

PHAN 2. 
GIOI THIEU KHAI QUAT 

HE THONG QUAN LI? CHAT LIMING THEO TIEU CHUAN 
QUOC GIA TCVN ISO 9001: 2015 

Dieu khofin tieu 
chuAn TC'VN ISO 

9001: 2015 
TM lieu vien din 

4. B6I CANH CUA T6 CHtt 

4.1. Hieu t6 chirc va Khi hooch dinh HTQLCL, ca quan se 'IWO dien cac van de 
bill 	canh 	ciia 	to ben trong, cac van de ben ngoai lien quan den viec thuc 
chin: hien chirc nang quan l3'7 Nha nu& ciia minh va cO anh 

hue:mg den kha nang dat ducrc cac ket qua du dinh dm 
HTQLCL. 
Vi du: men s6 Van d6 ned b0, ben ngoai ma ca quan cAn 
nh4n di'n bao gom: 
- VAn de ned b0: 
+ Ca cAu t6 chirc; 
+ Nhan sy; 
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+ Trang thiet bi, co s6 vat chdt; 
+ Trao dOi thong tin not b6; 

- VAn de ben ngoai: 

+ Moi tnr6ng phap V7; 
+ Cac van de an ninh, chinh tri; 
+ Cac nha cung cap ben ngoai; 
+ VALI de van hod; 

4.2. Hiiu nhu can va 
mong doi cua cac 
ben quan tam: 

Nham dank gia anh twang hien him va tiem An dm cac ben 
quan tam do vai HTQLCL, co. quan can: 

1. Nhan dien cac ben quan tam lien quan den HTQLCL 
nhu: cac co quan quart VT, cac co quan, to chirc thu6c he 
th6ng hanh chinh nha nu& c6 lien quan, cac to chirc, tong 
dan.... 
2. Nhan dien cac yeu cau dia cac ben lien quan nay c6 lien 
quan den HTQLCL. 
3. Xac dinh cac nhu cau va mong cloi cua cac ben quan tam 
co lien quan. 

4.3. Xic dinh pham 
vi 	cua 	He 	timing 
quail IS,  chit hrtrng 

Pham vi ap dung cua He thOng quart li chdt *mg dm co 
quan dugc quy dinh tai Quyet dinh so 19/2014/QD-TTg 
ngay 05 thang 3 nam 2014 cua Thu Wang Chinh phi'', cu 
the nhu sau: 
1. Phai xay dung ,va ap clung HTQLCL dOi vOi cac hoat 
Ong lien quan den thuc hien thil tuc hanh chinh cho to 
chirc, ca. nhan. 
2. Bac) dam sp tham gia dm Lanh dao, cac don vi va Ca 
nhan CO lien quan trong qua trinh xay dkmg va ap clung 
HTQLCL. 

3. Co.  quan xay dung va ap dung HTQLCL doz  i vai cac hoot 
dOng n6i b0, hog dOng khac oh co quan neu xet thay can 
thiet de nang cao hieu qua cong tac cua co quan. 

4.4. I-1,  g^ thong quan 
ly chat luvng va cac 
qua 	trinh 	cua 	h? 
thong 

• HTQLCL la mot phAn trong He thong quan ly chung cua 
co.  quan. Ca quan long ghee HTQLCL vai cac He thong 
quan V,  hien CO nhu: phan mem quart V/ 1 cira, 1 cira Iien 
thong, 	quan ly tai chinh, nhan lirc, quan ly co. so.  ha tang, 
trang thiet bi..., sir dung cung mot cau frac ve cac yeu cau 
nhu da neu trong tieu chudn quOc gia TCVN ISO 
9001:2015 de dieu hanh. 
• Co quan ap dung phucmg phap tiep can theo qua trinh 
cho HTQLCL bang cach nhan dien cac qua trinh va quan V/ 
timg qua trinh cu the, tir dO se giam thieu clugc cac ket qua 
dau ra khong phu hop ducfc phat hien trong cac qua trinh 
cuOi cung hoac sau khi chuyen giao. 
• Ca quan phai duy tri thong tin dang van ban de 116' tro 
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vi& thirc hi'en cac qua trinh cua co quan. 
Tai lieu lien quan: PLO] So.  rho twang tac cac qua trinh He 
thong quan if; chat hrong. 

5. Str LANH DAO 

5.1. Sir lanh ciao va 
cam ket 

Lanh dao co quan cung cap bang chimg va so lanh dao va 
cam ket ctia minh d8i voi viac xay dung va thuc hian 
HTQLCL, cai tien lien toc hiau qua dm chung bang each: 
1. Chiu trach nhiam va tinh hiau lire oh HTQLCL. 
2. Dam bao rang chinh sach chit luting va cac mix tieu 
chit luting duoc thiet lap va phi' hop vai dinh huo.ng chitin 
lugc va bed canh cila co quan. 
3. Dam bao rang cac chinh sach chit luting duoc ph6 Nen, 
duoc thau hieu trong town b8 co quan. 
4. Dam bao rang cac yeu cau dm HTQLCL duoc tich hop 
vao cac qua trinh hoat dOng dm co quan khi phi' hop. 

5. Thitc day nhan thirc tip can theo qua trinh. 
5. Dam bao rang cac ngu6n lire can thiat cho HTQLCL 
lam san c6. 
6. Truyan dat tam quan trong va he th6ng quart 15r c6 hiau 
loc va tuan thu cac yeu cau cita he thong. 
7. Dam bao rang cac he th6ng quan V,  dat duoc cac kat qua 
do kien. 
8. Tham gia, chi dao va h6 try nhang ngtroi tham gia dOng 
gOp cho hiau loc cita cac he thong quan 15r. 
9. Thiic day cai tin lien toc. 
10. H6 try cac vi tri quan VT lien quan khac chimg minh so 
lath dao dm ho tai pham vi ho chiu trach nhiam. 
* Htnfrng vac, khach hang 
- D6i v6i HTQLCL, Lath dao co quan chap than each tip 
can coi khach hang lam trung tam nham dam bao rang cac 
nhu au va mong doi duoc xac dinh, ,dtroc coi la cac yeu 
cau phai tuan thu va duoc dap ung nham nang cao so th6a 
man ctita khach hang. 
- Dieu nay duoc thirc hi'en bang each dam bao: 
1. Cac yeu cau dm khach hang, cac yeu cau luat dinh va 
the dinh duoc xac dinh. 
2. Cac riti ro va co h8i,anh htremg clan so phi! hop cil'ia san 
pham va anh,huo.ng den kha nang co quan lam thOa man 
khach hang deu ducyc xac dinh va giai quyat. 
3. Duy tri vao viac nang cao sir thoa man khach hang. 

5.2. Chinh sach 
- Chinh sach chit luting duoc Lanh dao cao nhAt dm co 
quan ban hanh phai chi phoi duoc cac hoat Ong tac nghi'ep 
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hang ngay dm ca quan, nham dam bao chat luqng dm hoat 
dOng quan 1S,  nha nuorc va cung cap dich vv hanh chinh 
cong. 
- Chinh sach chat luong duqc duy tri thong tin dong van 
ban, duqc cap nhat khi can thiet va duqc thong bao cOng 
khai trong toan bO co quan de moi ngtroi thau hieu, hop tac 
va thuc hien, dong thCri san c6 cho cac ben quan tam lien 
quan khi thich hqp. 
Teti lieu lien quan: PL.02 Chinh sach chcit luting. 

5.3. 	Vai 	tro, trach 

	

. 	A nhiem va quyen han 
trong to chin 

• Lanh dao cor quan phai phan cong cac trach nhiem va 
quyen han cho tat ca cac vi tri lien quan trong ca quan. Cdc 
quy dinh ve trach nhiem va quyen han duqc pho bien thong 
qua So do ca cau to chtic va Quy dinh chirc nang, nhiem 
vv... do Lanh dao ca quan ban hanh. 
• Lanh dao co.  quan xac dinh trach nhiem va quyen han 
nham:  

1. Dam bao rang he th6ng quan 13",  phi]. hop von cac tieu 
chuan hien hanh. 
2. Dam bao rang cac qua trinh dat duqc cac d'au ra clu kien. 
3. Bao cao ve ket qua thuc hien dm N thong quan 1Si. 
4. Cung cap cac co h6i de cal tien he thong quan 1St. 
5. Darn bao str huang vao khdch hang trong town b6 co 
quan. 
6. Dam bao tinh toan ,ven dm he th6ng quan 1S,  khi c6 str 
thay doi doi voi N thong quan VT duqc hoach dinh va thtrc 
hien. 

6. HOACH DINH 

6.1. Hanh cl(ing giii 
quyet rui ro va co' 
hOi 

• Muc dich oh hanh dOng nay la dam bao khi hoach 
dinh cac qua trinh cila HTQLCL, co quan xac dinh cac rill 
ro va co WI ctia minh va hoach dinh cac hanh dOng de giai 
quyet raj ro va co hOi. Wing titbit, ngan ngira str khong phi' 
hqp, bao g6m ca dau ra khong phi' hop va xac dinh cac co 
hOi do the nang cao str theta man dm khach hang hay dat 
ducc cac mvc tieu chat luting ctia co quan. 
• , Khi xac dinh cac rill ro va co hOi d6i voi HTQLCL, cac 
van de nOi bO va ben ngoai (xem 4.1) cung nhuyeu cau cita 
cac ben quan tam c6 lien quan (xem 4.2) deu can duqc xem 
xet. 
- Cdc vi dv ve riii ro nhu cac qud trinh, san phalli' 	va dich vu 
khong ddp img cac yeu cau hoac co quan khong dat duqc 
str theta man dm to chCrc, cong dan. 
- Cac vi du ve co h6i nhu ti'm nang nhan biet d6i tuvng 
phvc vg men, xac dinh nhu cau doi vdri san pham hay dich 
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vu mai va dua chung ra phuc vu to chirc, cong dan hoac 
xac dinh nhu cau sira doi hay thay the mot qua trinh bang 
viec dua vao ap dung cong nghe mai de qua trinh troy nen 
hieu qua han. 
• Khi xac dinh cac rui ro va ca hOi cua minh, ca quan can 
tap trung vao viec: 
a) mang lai su str,tin cay va viec HTQLCL co the dat dirge 
cac ket qua du kien; 
b) nang cao nhang tac dOng mong mu& va tao ra nhfing 
kha nang mai (thong qua viec cai thien hieu qua cua cac 
hoat dOng, viec phat trien va irng dung cong nghe mai,...); 
c) ngan ngira hoac giam bort nhang tac d6ng khong mong 
man (thong qua viec giam rui ro hoac hanh d6ng phong 
ngira); 

d) dat ducYc cai tin de dam bao su phu harp cua san phAm, 
dich vu va nang cao su th6a man dm khach hang. 
Day chinh la viec chAp titian each tip can to duy dua teen 
rui ro va co quan can xem xet viec ap dung each ti'dp can 
nay cho cac qua trinh can thiet doi vai HTQLCL. 
• Khong co diau khoan nao cua TCVN ISO 9001:2015 
yeu cau sir dung phirang.phap quan 1S, 	ro chinh thirc nao 
khi xac dinh va giai quyet rui ro va co hOi. Co' quan cu the 
lua chip' cac phircrng phap thich hcrp voi nhu eau dm 
minh. TCVN IEC/ISO 31010 cung cap danh M1.1C cac cong 
cu va ky thuat danh gia rui ro co the diroc xem xet, tily 
thuc vao boi canh cua co quan. Khi xac clinh‘rui ro va co* 
h6i, co quan c6 the xem xet viec sir dung cac dau ra cua cac 
mo hinh nhu SWOT hoac PESTLE. Cac each tiap can khac 
c6 the xem xet nhu Phan tich phucmg thirc va tac dOng cua 
sai loi (FMEA), Phan tich phuong thirc, tac dOng va mix 
d6 nghiem tong cua sai loi (FMECA); Phan tich moi nguy 
va cac diem kiem soat tai han (HACCP). 
Co quan se quyet dinh 	phi!) NIA cong cu nao 
minh nen sir dung. Cac cach tiep can don gian han c6 the 
xem xet nhu phuang phap d6ng nao tap the, phirang phap 
co cau true diet' gi - neu (SWIFT) hoac ma tan ye he qua 
va kha nang xay ra. Co quan co the tham khao HD.02 
Huang dan quiin 1.1'7 rut ro via ca h(i (phwowg phcip clink 
tinh ho(w dinh luyng). 
Viec ap citing to duy dua tren rui ro cling c6 the gifip t6 
chirc xay dung van hoa chu Ong va phong ngira huang tai 
viec thuc hi 'en tot horn va cai tien cach thuc thuc hien cong 
viec not chung. 
• Co nhiau hinh thirc khac nhau de co the xem xet, xac 
dinh rui ro va co hOi, vi du: cac cu6c hop ye chitin luoc,  
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xem xet caa lanh dao, danh gia nOi b0, cac hinh thac hop 
khac nhau ve chat luang, hop thiet lap mvc tieu chat lacing, 
giai clop hoach dinh viec thvc hien chirc nang quan 1 ,  Nha 
nu& va cung cap dich vv hanh chinh tong... 
• Hanh dOng ma ca quan co the thvc hien de giai quyet 
rid ro se tiny thuOc vao ban chat oh rid ro, vi dv nhu: 
a) tranh rai ro bang cach khong tiep tvc thvc hien cac qua 
trinh ma trong do CO the gap phai raj ro; 
b) loai be rid ro, vi dv bang cach sir dung cac phucmg an de 
tuyen dung, dao tao, ho trq nhan vien CO it kinh nghiem 
trong ca quan; 
c) chap nhan rui ro de theo dui mOt ca hOi,,nhu d'au to vao 
cac thiet bi mai, dp dung cong nghe mai de viec cung cap 
dich vv hanh chinh cong troy nen hieu qua ham. 
d) chia se rai ro, vi dv bang cach lam viec tivc tiep, dinh kS/ 
hoac lay y kien cila to chirc, cong dan de tao thuan lai cho 
qua trinh thue ben ngoai (tong ty bao hiem, hop dong nha 
thau, dich vv...), giai quyet tha tic hanh chinh. 
e) khong hanh dOng, khi ca quan tir minh chap nhan rid ro, 
tren car stir tac dOng tiem an dm rai ro hoac chi phi cho hanh 
dOng can thiet. 
Ca quan co the xem xet nhu cau d6i veri viec thiet lap tai 
lieu ve quan 1/ rai ro va ca h6i, ca d6i voi he thong quan 1St 
chat luang va doi vai cac qua trinh dm he th6ng (xem 4.4). 
Tai lieu lien quan: HD.02 Huang dan quan lf, nil ro va co' 

h"Oi (phutcmg phap dinh tinh va phumg phcip clinh luvng). 

• Nham cai den lien tvc hieu lvc ,  va hieu qua dm 
HTQLCL, Lanh dao car quan phai thiet lap cac mvc tieu 
chat luting 0 cac cap va b0 phan chirc nang thich hop va 
cac qua trinh can thiet oh HTQLCL, dam bao rang: 
1. Nhat quan vai Chinh sach chat luang; 

6.2. 	Muc tieu chat 
2. Do luting (Iliac; 

Itrong va hoach dinh 3. Duac truyen dat, theo dOi, cap nhat khi thich hqp; • 
de dat ducx muc 4. Duy tri thong tin clang van ban ve mvc tieu chat lacing. 
tieu • Mvc tieu chat lucmg cua ca quan cif) the clugc the hien 

trong cac clang van ban khac nhau, vi dv nhu: Ke hoach 
hoat d'Ong nam caa ca quan hoac cac nhiem vu trong tam 
caa co quan hoac guy& dinh giao nhiem vv... 
• Dinh kST, cac ca quan tong hop, danh gia ket qua thirc 
hien Mvc tieu, co the thong,  qua cac bao cao danh gia giai 
down, bao cao stir ket, tong ket nam ... 

• Khi thay phai CO sv thay doi nao do (Vi dv: pham vi, linh 
vvc, mac dO dp dung...) d6i vai HTQLCL, Larth dao ca 
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6.3. 	Roach 	dinh 
thay doi 

quan phai lap va thuc hien ke hoach thay d6i nay. 
• Phai neu rO mac dich dm nhtrng thay,d6i, xac dinh cac 
anh hiring oh no cling nhu can nhic den ngu6n him, den 
viec phan cong lai trach nhiem va quy& han, den firth toan 
yen dm HTQLCL. 

7. HO TRQ 

7.1. Nguton hie 

7.1.1. Khai quilt 

• Ca quan xac dinh va cung cap cac ngu6n luc can thiet 
nham: 
1. Thuc hien, duy tri va cai tin lien tvc hieu luc cua 
HTQLCL. 
2. Nang cao su them man khach hang bang each dap ling 
cac yeu cau dm ho. 
• Thvc hien viec phan b6,ngu6n lire co xem xet dEn nang 
luc va hart che cila cac nguon ltrc hien tai. 
• Cac ngu6n luc va phan b6 ngu6n luc se duqc danh gia 
trong qua trinh xem xet cila Lanh dao. 

7.1.2. Con ngubi ' 

• Lanh dao cao nhat dam bao se cung cap day del nhan luc 
cho viec van hanh hieu qua cac HTQLCL cling nhu cac qua 
trinh duqc nhan dien. Viec cung cap nguon nhan luc duoc 
thuc hien theo quy dinh dm Nha nu& va huang dAn dm ca 
quan 
• Cac nhan sir thuc hien cong viec CO anh hue:mg den chit 
luong boat dOng quan Vr va cung cap dich va hanh chinh 
ding deu phai co du nang luc ten co sa gido dvc, dao tao, 
ky-  nang va kinh nghiem phi hop. 
• Viec dao tao va trao d6i thong tin sau dO se dugc thuc 
hien nham dam bao rang cac nhan sir du nhan thirc dtrgc: 
1. Chinh sach chat luong. 
2. Cac mac tieu chit luting lien quan. 
3.,  Su dong gop cu ho d6i vai hieu luc dm HTQLCL, bao 
gom cac loi ich cho viec thuc hien cai tien. 
4. HO qua dm viec khong tuan thu cac you cau oh 
HTQLCL. 

A 
7.1.3. Ccr sir ha tang 

• Ca quan cam ket duy tri co so ha,  tang hien co de dam 
bao viec cung cap dich vv giai quyet thit tac hanh chinh 
theo chirc nang phan cap dat duqc sir phi hop so vai cac 
yeu cau. Ca so 4 tang bao gom: 
1. Tra sa lam viec va cac ca sa vat chit lien quan. 
2. Cac may mOc, thiet bi, phan cung, phan m'Om. 
3. Cong nghe thong tin va trao d6i thong tin. 
• Cac thiet bi de'u dtroc kie'm tra xac nhan (hieu chuan, 
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kiem dinh...) va duy tu, bao during theo quy dinh. 
• KW cac thiet bi duqc sir dung de cho cac hoat Ong do 
luting quan tang, ching hart nhu kiem tra va thir nghiem, 
thi nhUng thiet bi nay se duqc kiem soat va duqc hieu 
chuan hoac duqc kiem tra xac nhan trtrac khi sir dung. 

7.1.4. 	Mali 	trtrong 
cho vi§c thIrc hiOn 
cac qua trinh 

Co,  quan dam bao duy tri moi truong lam viec tot cave tam 
1S,  va vat lSr de dat duqc su phi) hap vai cac yeu cau thuc 
hien hog d)ng chirc nang, dap ling yeu cau khach hang. 

7.1.5. 	Ngu'on 	ltre 
theo doi va do lung 

Muc dich dm dieu nay la dam bao ring,  ca quan xac dinh 
va cung cap cac ngu8n luc thich herp de dam bao cac ket 
qua theo d6i va do luting co hieu luc va tin cay khi xem xet 
danh gia su phi) hqp dm san pham va dich vu cim ca quan. 
• Trong mOt s6 truarng hap, viec kiem tra hoac theo dOi dan 
gian la de xac dinh tinh trang. Vi du, ket qua dm dich vu 
hanh chinh cong la cac quyet dinh hanh chinh, co. quan cam 
ket xac dinh va cung cap nguon km can thiet de dam bao cho 
cac ket qua nay luon dimg va datIg tin cay, phi' hap vai cac 
yeu cau dm phap luat va yeu cau dm to chirc, ding dan, 
bing cach: 
1. Phan cong nhang n&uoi co nang luc de kiem tra tinh day 
du va hap le dm cac ho sa, yeu cau dAu vao. 
2. Phan dog cac can b0,,  cong chirc co nang luc va chuyen 
mon de tham dinh cac ho sor va yeu cau cita to chirc, cong 
dan. 
3. Truerng cac Phong ban, bO phan CO trach nhiem kiem 
duyet cac ket qua hanh chinh tusk khi trinh Lanh dao phe 
duyet va tra ket qua cho to chirc, ding dan. 
4. Lanh dao ca quan xem xet, hoach dinh phuang phap, 
each thirc thuc hien viec do luOrng su thoa man khach hang. 
• Trong mOt s6 trueng hqp khac, de co duct su tin cay ve 
tinh hieu luc cita the ket qua do, ca quan can thuc hien lien 
ket chuan do luttng cho cac thiet bi do. Tuy nhien, doi \Teri 
cac ca quan khong sir dung cac thiet bi do trong qua trinh xir 
1ST cong viec thi khong phai Uwe hien viec lien ket chuan do 
ltrZmg. 

7.1.6. Tri thirc can 
to chic 

• Ca quan cling xac dinh cac tri thirc can thiet cho viec 
van hanh cac qua trinh va dat duqc su phit hqp cila dich vv. 
Tri tinily duqc xac dinh bao g6m the kien thirc va thong tin 
co duqc tir: 
1. Cac ngu6n luc nOi b0, nhu cac bai hac, cac kien thirc tir 
cac chuyen gia, cac tai san tri tue. 
2. Cac ngutm luc ben ngoai nhu cac tieu chuAn, gird hQc 
gia, cac hOi thao, the thong tin thu thap duqc to cac ben 
lien quan. 
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• Cac tri thirc nay se ducsc duy trl, va san es mire d6 can 
thiet. • 
• Khi thkrc hien thay d6i cac nhu cau va cac xu huemg, co 
quan se xem xet cac tri thirc hien tai va xac dinh cach thirc 
yeu cau hoac truy cap den cac kien thirc bo sung. 

7.2. Nang lvc • Ca quan dam bao rang nhimg nguori lam viec dual sir 
kiem soat dm minh ma c6 anh huemg den ket qua hoat 
dOng va hieu lkrc ctia HTQLCL se co day di' nang lkrc, kinh 
nghiem can thiet. 
• De thirc hien &roc dieu nay co quan se:  
1. Phan ding &tang ngueri co nang lkrc va kinh nghiem phi' 
hop vai yeu cau cita cita cong viec. 
2. Thvc hien cac hog dOng tap huan, dao tao khi co nhu 
cau. 

3. Tien hanh danh gia hieu lvc dm cac hog &Ong nham 
nang cao nang lkrc dm nhan sir. 
4. Luu gift thong tin dang van ban de chimg minh cho nang 
lkrc oh nhang nguai dang lam viec. 

7.3. Nhijn thirc • Ca quan dam bao rang nhimg ngueri lam viec dual sir 
kiem soat ctla minh se nhan thirc dugc: 
1. Chinh sach chat luting dm co quan. 
2. Cac mvc tieu chat Wong lien quan. 
3. Sir dOng g6p dm ho vao hieu lvc ctia HTQLCL, bao g6m 
Ca cac loi Ich dm viec cai tien ket qua hoat d6ng. 
• De thirc hien dieu nay co quan se: 
1. Niem yet va ph6 bien chinh sach chat luting. 
2. Cong b6 mvc tieu chat luting va ph6 bien ke hoach thkrc 
hien. 
3. Thkrc hien cac khela dao tao, tap huan ve TCVN ISO 
9001:2015 va HTQLCL. 

7.4. Trao cliosi thong 
tin 

Ca quan dam bao viec trao diii thong tin not b0 lien quan 
den hieu lirc dm HTQLCL,  dtroc th%rc hien. Cac phuang 
thirc trao doi th6ng tin bao g6m: 
1. Sir dung cac qua trinh hanh dOng khac phvc d6 bao cao 
nhimg sir khong phit hop hoac cac khuyen nghl cai tien. 
2. Sir dung cac ket qua phan tich dr( lieu. 
3. TO chirc cac cuOc hop (dinh kSi, theo ke hoach hoac d6t 
xuat) de thao luan cac van de dm HTQLCL. 
4. Sir dung ket qua danh gia dm cac qua trinh danh gia (nOi 
b0, ben thir 2). 
5. T6 chirc hop thao Juan va tham van vai cac can hi), cong 
chirc, vien chirc, ngu?Yi lao dOng. 
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6. Sir dung cac phuong tien truy& thong nhu e-mail, dien 
thoai, van ban... 

7.5. Thong tin dang 
van bin 

• Thong tin clang van ban cila HTQLCL bao g6m Ca tai 
lieu va ho so. 
Clui thich: Tieu chudn qudc gia TCVN ISO 9001:2015 sic 
dyng thudt ngii. "thong tin dang van ban"; ca quan cd,  the 
sir dyng thudt net nay hodc thay vao do sie dung cac thuc.it 
net "tai lieu" va "he) so." de tranh nham lan. Trong boi 
canh nay ca quan xac dinh: 

- Tai lieu: la cac ,thong tin dang van ban phyc vu cho viec 
hooch dinh va kiem soot He thong quail l.) chat hem. 
- Hd so.: la arc thong tin dang van ban dimg de cong ba 
cac ket qua hay cung cap bang chteng ye cac hoot clOng 
chivy thyc hien cua He thong quan 1j) chat hiving. 
• Tai lieu yeu cau d6i vai HTQLCL dtrgc kiem soot, mix 
dich dm viec kiem soot tai lieu la nham dam bao rang nhan 
str dugc tiep can vai cac thong tin mai nhat da dugc,  phe 
duyet va ngan ngira sir dung cac thong tin loi thai. Tat ca 
cac quy trinh bang van ban dugc thiet lap, van ban h6a, 
thtrc hien va duy tri. 

• Muc dich,cna viec kiem soot 116 so nham xac dinh cac 
bien phap kim soot can thiet cho viec nhan dien, bao quan, 
thu hoi, bao ve, thai gian luu va hay 1)6 cac ho so chat 
lugng. 
• Cac bien phap kiem soot nay tip clung cho cac ho so c6 
cung cap bang chimg cho viec tuan thil cac yeu cau. Day c6 
the la bang chimg cho viec dap ang cac yeu cau dich NT, 
cac yeu cau quy trinh, hoac six tuan thu luat dinh. Ngoai, ra, 
ho so chat lugng bao Om bat 14 ho so nao cung cap bang 
chimg cho viec van hanh hieu qua cila HTQLCL. 
Tai lieu lien quan: HD.01 Throng d/in kiem soot thong tin 
(long van ban (tai lieu, Ito so). 

8. THIIC HIEN 

8.1. Hooch dinh va 
kiem snit viec thurc 
hi'On 

Cu quan se hoach dinh va xay dung cac qua trinh can thiet 
cho viec thuc hien chirc nang quan 17 nha nu& va cung cap 
cac dich vu hanh chinh cong. Viec hoach dinh qua trinh 
cung cap dich se dap img cac yeu cau dm cac qua trinh 
khac dm N thong quan 13"7. Nhung sir hoach dinh nhu vay 
se xem xet cac thOng tin lien quan den boi canh cila co 
quan xem mix 4.1; 4.2; 4.3; 4.4 6 tren va cac nguon luc, 
nang luc hien tai, ding nhu cac yeu cau ye dich vu tren co 
s6 nhan biet va giai quyet cac rili ro va co hOi da dugc neu 
6.1. 

8.2. Yen cau dOi vol sin phim va dich vu 
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8.2.1. 	Trao 	dOi 
thong tin veri khfich 
hang 

Ca quan thurc hien viec trao d6i thong tin mgt cach hieu 
qua vai khach hang bao Om: 

1. Cung cap cac thong tin lien quan den dich vu hanh chinh 
cong. 
2. Mr 15,  cac,  yeu cau cila cac t6 chirc, ca. nhan bao g6m ca 
nhang yeu cau thay Mi. 
3. Tiep nhAn cac phan h6i lien quan den dich V14, bao g6m 
ca cac khieu nAi. 
4. Xir 151 hoc kiem soat cac tai san dm Nha mrac. 

8.2.2. Mc ,  dinh cac 
yen cau doi vifri san 
phfim va dich vu 

Trong qua trinh thuc hien cac dich vu mai, co quan se nAm 
bat: 
1. Cac yeu cAu cu the cila dich vu, bao Om cac yeu call ve 
tra ket qua. 
2. Cac yeu,cAu chin dugc tuyen b6 nhung can thiet cho sir 
dung cu the hoac coy dinh sir dung. 
3. Cac yeu cAu luAt dinh va the dinh lien quan den dich vu. 
4. Cac yeu call khac ma co quan xac dinh. 

8.2.3. ,  Xem xet cac 
yeu cau doi voi san 
phim va dich vu 

Khi cac yeu cAu dugc xac dinh, co quan se xem xet cac yeu 
cau nay tnrgc khi cam ket cung cap dich vu. Viec xem xet 
nay nham dam bao rang: 
1. Cac yeu cAu dich vu dugc xac dinh. 
2. Co quan co dli kha Jiang dap img cac yeu cAu da xac dinh 
hoAc cac khieu nAi doi vai dich vu ma co quan cung cap. 
3. Cac riii ro da dugc xac dinh va xem xet. 

8.2.4. Thay dOi yeu 
eau 	dOi 	veil 	san 
plAin va dich vu 

Nhfmg throng hgp khi c6 su thay d6i (do 15,  do khach quan, 
do quy dinh luAt phap hoAc do chinh yeu au dm khach 
hang), co quan phai c6 van ban de thong tin ve nhiing su 
thay dOi do; khach hang, cac ben lien quan phai dugc thong 
bao va co ke hoAch bien phap de duy tri su dap (mg tot nhat 
chuang trinh, n6i dung c6 sir thay doi nay. 

8.3. Thik k6',va phat 
trien san pham va 
dich vu 

Ph'An Lan cac co quan ti'en hanh cac ding viec phai theo 
chirc nang, nhiem vu do cap tren giao va cac cong viec dO 
phai theo quy dinh trong he thong cac van ban quy phAin 
phap luAt nen khong can thiet thuc hien viec thiet ke va 
phat trien. 

8.4. Kie'm soat 
qua trinh, san 
pham, dich vu do 
ben ngoai cung cap 

• 13At 1(5,  qua trinh nao dugc thuc hien boi ben thir ba dugc 
coi la "qua trinh thue ben ngoai" va phai dugc kiem soat. 
Cac qua trinh ben ngoai ciia co quan va cac bien phap kiem 
soat cho tirng qua trinh, dugc xac dinh trong kiem soat mua 
hang va cac nha cung cap ben ngoai. 
• Loai va mirc dO kiem soat dugc ap dung d6i vai qua 
trinh ben ngoai se xem xet den: 
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1. Tac dOng tiem an dm qua trinh ben ngoai d9i vai kha 
nang dm co quan trong viec cung cap dich vu dap Ung cac 
yeu cau. 
2. Mirc d9 d9i vai not dung ma bien phap kiem soat qua 
trinh throe chia se. 

3. Kha nang dat &roc bien phap kiem soat thong qua cac 
yeu cau hop dong mua hang. 
Mua hang: 
• Co quan dam bao rang hang h6a mua vao dap Ung cac 
yeu cau cira co quan. Loai hinh va mirc d9 kiem soat deli 
vai cac nha cung cap va hang h6a mua vao phv thu9c vao 
nide d9 anh hiking dm chung,  doi vai qua trinh cung cap 
dich vu sau d6 hoac ket qua cuoi ding. 
•, Ca quan cling tien hanh danh gia va ltra chon nha cung 
cap dva ten kha nang cung cap san pham, tien dO giao 
hang va chat luting san pham va cac dich vv kern theo dap 
1mg cac yeu cau. Co quan ding thiet ,lap cac tieu,  chi ltra 
ch9n, danh gia (led vai cac nha cung cap va san pham hang 
hoa mua vao. 
• Viec thvc hien mua hang thong qua viec phat hanh cac 
don hang chinh thirc, cac hop dong kinh to trong do mo to 
cu the cac yeu cau mua vao. Cac hang h6a mua ve sau do 
dugc kiem tra xac nhan xem ce, dap img,  &roc cac yeu cau 
cda co quan khong. Nhfing nha cung ,cap khong dap irng 
&roc cac yeu cau dm co quan co the &roc you cau cac 
hanh Ong khac phvc sau do. 

8.5. Sin xuit va cung cap dich vu 

8.5.1. Kiem soat san 
xuit vi cung cap 
dich IT 

• Nham kiem soat viec cung cap dich vv, co quan xem xet, 
khi thich hop cac van de sau day: 
1. Tinh sail CO dm cac tai lieu hoac ho so de xac dinh cac 
dac tinh cira dich vv cling nha cac ket qua dat &roc. 
2. Tinh san co va viec sir dung cac ngu9n ltrc giam sat va 
do luting phir hop. 
3. Thvc hien viec cac hoat Ong giam sat va do luting. 
4. Viec sir dung co so ha tang va moi truOng phir hop. 
5. Viec chi dinh nhang nguesi co nang lvc, bao g9m bAt kS,  
pham chat duoc yeu cau nao. 
6. Viec thoc hien cac hanh dOng nham ngan ngira cac sai 
l9i dm can b9, cong chirc, vien chirc, ngued lao Ong. 
• Thvc hien cac hoat d9ng thong qua, chuyen giao va sau 
khi chuyen giao ket qua. 

8.5.2. Nh'in biet va 
truy xuat nguiln goc 

Ca quan dam bao cac yeu cau sau: 
1. Khi can thiet, co the titian biet van ban, h9 so trong su6t 
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qua trinh thkrc hien. 
2. NOi dung nhAn biet la tang thai cila qua trinh VI.  1y van 
ban (nfur 14,  tat...) tuang nng voi cac yeu cau theo dili va do 
lugng. 
3. Khi c6 you cAu, xac dinh ngu6n g6c dm van ban, ho so 
dugc thkrc thvc hien thong qua viec luu tra day du cac ho 
so ding viec. 
4. Tai lieu lien quan: Tai lieu dm he th6ng quan 1j,  chg 
lugng dm co quan (Danh mix tai lieu nOi b0). 
5. Cac s6 theo dOi trong qua trinh xir 1j,  cong viec. 

8.5.3. Tai san dm 
khach hang 

Trong qua trinh tiep nhAn va xir 1)% cac van ban, ho so oh 
cac to chirc, cong dan, co quan dam bao cac don vi true 
thuOc phai nhAn biet, luu giir, bao quan, bao mg cac th8ng 
tin trong van ban, ho so ctia to chirc, cong dan cung cap. 
Neu xay ra trugng hgp h8 so bi mat, bi hu h6ng thi co quan 
se phai thong bao,cho to chirc, cong dan dugc biet va CO 
cach khac phuc, dung thgi lap va km h6 so,  ve cac tnrgng 
hop xay ra. 
Tai lieu lien quan: PL. 03 Danh mz:zc tai lieu HTQLCL. 

8.5.4. Bao toan Co quan se bao toan skr phi' hgp cna cac dau ra trong qua 
trinh xir 1j,  va chuyen giao not b0. Hog dOng bao toan ket 
qua bao g6m viec nhAn dien, xir 1j, luu girr va bao ve. 

8.5.5. Hot Ong sau 
giao hang 

DM vgi cac,ket qua dich vu khong phn hop ve chAt lugng 
clan den khieu nai ctia khach hang, co quan c6 trach nhiem: 
1. Khac phuc hAu qua. 
2. Tien hanh dieu tra nguyen nhan va thkrc hien hanh dOng 
khac phuc va trao doi thong tin lien quan den khach hang. 
Tai lieu lien quan: PL.03 Danh muc tai lieu HTQLCL. 

8.5.6. ,  Ki'em 	soat 
thay dill 

Co quan xem xet va co ice hoach hoac dOt xuAt kiem soat 
cac thay deli doi vai cac qua trinhe  a mix dO can thiet nham 
dam bao skr phi hop lien tpc vai tat ca cac qua trinh. 
Tai lieu lien quan:  PL.03 Danh myc tai lieu HTQLCL. 

8.6. Thong qua san 
phalli va dich vu 

Cac tieu chi chap nhAn dich vu dugc xac dinh trong cac tai 
lieu ho trg phn h9p. Cac hog Ong xem xet, kiem tra dugc 
thkrc hien tai cac cong doan thich hgp nhgn xac nhAn rang 
cac yeu cau cita dich vu dugc dap irng. Dieu nay dugc thkrc 
hien trugc khi dich vu dugc thong qua hoac dich vu dugc 
chuyen giao. Cac phuong phap nay dugc xac dinh trong cac 
tai lieu sau day: 
1. Kiem tra tinh day du cila cac thanh phAn 116 so ma khach 
hang Op tai BO phAn 1 dm hoac Trung tam dich vu cong 
ho4c qua dich vu buu dien cong ich hoac qua dich vu trkrc 
tuyen. 
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2. Kiem tra tinh hop le cua 116 so giai quyet thu tkic hanh 
chinh tai cac phong ban chuyen mon. 
3. Tham dinh the thirc van ban va not dung van ban d6i vii 
cac ket qua cua thii We hanh chinh truac khi duoc phe 
duyet va chuyen giao cho khach hang. 

8.7. Kim sok dau 
ra kitting phi' hop 

• Tat ca cac ket qua ding viec neu khong dap img yeu cau 
da neu, deu ducfc xem la ket qua dau ra khong phi' hop. Ca 
quan phai co co the de Oat hien duoc thong va phai co 
quy dinh, co the xir ly. 
• Tung phong ban, b0 phan khi Oat hien nhang ding ket 
qua dau ra khong phi' hop nay phai thkrc hien Men phap xir 
v( da quy dinh, ghi nhan ho.ac Jim gift ho so each xir ly, ket 
qua xir 1Y, neu r0 nguai co trach nhiem da thong qua hoc 
khong cho phdp th6ng qua. 
Tai lieu lien quan: HD.04. Hwang clan kiem soar su khong 
pa hQp va hanh cl'Ong khac phut. 

9. DANH GIA KET QUA THI1C HIEN 

9.1. Theo dal, do Itrirng, pilau tich va dinh gia 

9.1.1. Khai quit • Co quan sir (king HTQLCL nham cai tien cac qua trinh 
dm nO. Nhang hoat d6ng cai tien nay nham xir ly cac nhu 
cau va mong dqi cua khach hang ding nhu cac ben quan 
tam khac, a mire d6 co the. 
• Hoat dOng cai tien se &roc thirc hien sau khi phan tich 
cac so lieu lien quan den: 
Cac ket qua phan tich se &roc sir dung de danh gia: 
1. Skr phi' hop cua cac hoat d6ng quan ly nha nu& va dich 
vu hanh chinh cong. 
2. Mirc d6 hai long dm khach hang. 

3. Ket qua thirc hien va hieu qua cua HTQLCL. 
4. Hieu qua cua ding tic hoach dinh. 
5. Hieu qua oh cac hanh &Ong giai guy& riti ro va co h6i. 
6. Ket qua thkrc hien cua cac nha cung cap ben ngoai. 

7. Cac chucmg trinh cai tien IITQLCL. 

9.1.2. Sru 	thoa man 
am khach hang 

• La mot trong cac bien phap do Wang hieu qua hoat d6ng 
dm HTQLCL, co quan thkrc hien kiem soat cac thong tin 
lien quan den cam nhan cua khach hang de danh gia xem co 
quan c6 dap img duoc cac yeu cau cua khach hang khong. 
• Ca quan xem xet phuong phap, each thirc thkrc hien viec 
do luting skr thoa man khach hang (vi du thong qua cac hinh 
thirc: hem thu gop y, tiep tong dan, lay phieu gOp y, lay 
phieu tham dO sir thoa man cua khach hang ...). 
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9.2. -Minh gia nOi 130 Dinh ky ea quan Wen hanh danh gia nOi bO nham xac dinh 
xem HTQLCL co tuan thit cac yeu cau oh khach hang, yeu 
cau luat dinh va yeu cau ctia fieu chuan TCVN ISO 
9001:2015 hay khong. Cac cuOc danh gia nham dam bao 
rang HTQLCL da dugc thue hien hieu qua va dugc duy tri. 
Tai lieu lien quan: HD. 03 Huang din clanh gici not b0. 

9.3. 	Xem 	xet dm 
lanh dao 

• Lanh dao Ca quan to chtic,xem xet HTQLCL thong qua 
cac cuOc hop giao ban, sa ket, tong ket, dinh ky hoac dOt 
xuat... de dam bao rang no luon phi' hgp, them ding va co 
hieu luc. Viec xem xet se bao *6m viec danh gia cac Ca hOi 
cai tien va nhu cau thay doi doi vii He thong, bao gom ea 
vie‘c xem xet cac Chinh sach chat Wang, muc tieu chat 
lugng. 
• Ca quan phai luu gift thong tin clang van ban lam bang 
chimg ye ket qua xem xet cila lanh dao. 

10. CAI TIEN 

10.1. Khai quit Ca quan phai luon xac dinh, hm chgn ca hOi cai tien cac 
qua trinh; dieu chinh, ngan chin hoc giam nhang the dOng 
khong mong muon trong miii qua trinh co lien quan den 
vie'c thiet lap, ap dung va duy tri, cai tien HTQLCL. 

10.2 Sr khong phi' 
hqp va Minh dOng 
khac phyc 

Khi mot su khong phi' hgp xay ra lien quan den qua trinh hay 
nOi dung trach nhiem nao d6, phong ban, bO phan lien quan 
phai: 
1. Nhan biet, CO hanh &Ong de kiem soat, xir lY hien Wang 
cua su khong phi' hop dO theo quy dinh, xem xet nhang 
hau qua lien quan co the de xir lY hau qua do. 
2. BO phan phat hien phai danh gia lieu CO can phai phan 
tich nguyen nhan, tien hanh cac hanh ging de loci frit cac 
nguyen nhan dm su khong phi' hop nay,  nham de no khong 
tai din hay xay ra 6 nhang nai khac. Neu thay can se: 
- Bao cdo, lap phieu yeu cau xem xet va phan tich six khong 
phi' hop; 
- Xac dinh nguyen nhan dm su khong phi' hap; 
- Xac dinh ne'u sty khong phi.' hap tuang to ton tai, hoc co 
kha nang CO the xay ra; 
- Thuc hien bat 14 hanh dOng can thiet; 
- Danh gia ket qua dm bat ky hanh dOng khac phuc da thuc 
hien; 
- Cap nhat nguyen nhan nay nhu ,la mOt m6i rili ro trong 
qua trinh lap ke hoach (nett can thiet); 
- Thuc hien thay d6i doi voi HTQLCL (neu can thiet). 
- Hanh dOng khic phuc phai thich help vOi tic dQng dm cac 
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su khong phi.' hop da xay ra. 

10.3. 
ttic 

Cai 	tien 	lien ciia HTQLCL Ca quan thtratng xuyen nang cao hieu 
chat thong qua vi'ec sir dung Chinh sach chat ltrong, Mix tieu 

chat ltrong, ket qua danh gia, phan tich du lieu, cac hanh 
dOng khac phuc va phong ngira va ket qua cuOc hop xem 
xet cila lanh 40. 
Tai lieu lien quan: HD.03 Huang din danh gia n9i 1)9; 
HD.04 Huang dan kiem soot str khong phis hop va hanh 
ciOng kheic phyc. 
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Phu luc.02 

UBND TINH DAKLAK LONG HOA XA HO CHU NGHiA VIET NAM 
SUS KE HOACH VA DAU TU. 	INic 14 - Tir do - Hanh phtic 

Dak Lik, ngay 11 thong 11 nom 2019 

CHiNH SACH CHAT LONG 

s  La don vi thirc hien chirc nang quan linha nuot Ve' cac ho4t d9ng K6 hoqch 
va Dau tu. So cam ket day m4nh cai cach hanh chinh. Cu the la: 

- Xay Ong, ap (king, duy tri va cai tin He thOng quan li chat luting theo 

tieu chuan TCVN ISO 9001: 2015; 

- Thuc hien viec giai guy& thu tic hanh chinh cong khai, nhanh, g9n, don 

gian, thuan 19i, plwc vu tot nil& yeu cAu dm cac to chirc, doanh nghiep va cong 

dan; 

- Dam boo giai guy& cong viec dung quy trinh, thoi gian theo quy dinh dm 

phap 104; 

- Tat ca can 1)9, cong chirc, vier' chirc dm So.  1(.e hoach va DA.0 tu tinh Dak 

Lak deu hi6u va hanh dOng theo dung tinh thAn va not dung dm Chinh sach chat 

luong./. 

GIAM DOC 



Phu luc 3 
UBND TINH DAKLAK CONG HOA XA HOI CHU NGHIA VIET NAM 

SO KE HOACH VA DAU TU. 	Diic 10p - Tiy do - 11#1th phtic 
Di& L&., ngily 11 thcing 11 nom 2019 

MUC TIED CHAT LUVNG 

Thong qua viec ap dung, duy tri, cai tien thuong xuyen He th6ng quern 1Y 

chat luting, So Ke hoach va Dau tu dam boo thvc hien cac mvc tieu sau: 

1. 100% yeu cau cua to chirc, cong dan ve thu tic hanh chinh trong 13•5 thu 

tic hanh chinh thuOc therm qulen giai quyelt cua Sa Ke hooch va flau tte dugc giai 

guy& dung thari han; 

2. 100% cong chtk, vier' chirc cac phong, don vi thui5c Soy Ke ho4ch va 

Dau tu dux hien dimg quy trinh giai quyet ding viec; 

3. 100% cong chdc, vien chirc cac phOng, don vi thuOc Ser Ke hoach va 

Dau tu trien khai va nom yang cac yeu cau cua tieu chuan ISO 9001: 2015. 

Cac phOng, don vi thuOc Soy Ke ho4ch va Dau to tinh Dak Lak can dr mvc 

tieu chat luting va Ke hooch cong tac nom 2019 dm So cue cu the hem mvc tieu 

chat luting cua phong minh theo chirc nang, nhiem vu dugc giao va cue ra cac bien 

phap to chirc thkrc hien./. 

GIAM DOC 
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