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Thi tuc phan nan
Complaints

Muc dich

Dé dam bao cac phan nan duoc giai
quyet mot cach nhanh chong, khach
quan va dung dan.

Thuat ngir:

Khiéu nai: su thé hién viéc khong
bang 1ong, khong phai la yéu cau xem
x¢ét lai, cia nguoi hodc td chuc bat ky
lién quan dén cac hoat dong cua
VPCNCL (nhu, cac thu tuc hanh chinh
cia VPCNCL, tac phong lam vi¢c cta
can b0 VPCNCL) va cac hoat dong
lien quan cua cac t6 chic dd duoc
VPCNCL cong nhan.

Pham vi

Céc phé binh, d& nghi, y kién phan anh
tir cac to chuc dang ky cong nhan, to
chure da dugc cong nhén, cac bén lién
quan hodc bét ky bén tht ba quan tim
dén dich vu cong nhan cuia VPCNCL.

Khiéu nai lién quan dén t6 chuc da
dugc cong nhan trudc hét phai duogc to
chirc da dugc cong nhan xtr ly. Truong
hop bén phan nan khong thdéa man véi
quyét dinh cua to chirc ndy, phan nan
s€ dugc gui 1én Van phong cong nhan
chit luong.

Trach nhiém

Giam dbc Vin phong cong nhan chat
lwong hodc ngudi duge uy quyén cod
trach nhiém kiém soat viéc thuc hién
thu tuc nay.

Tit ca nhan vién Van phong Cong
nhan Chét luong va nhitng nguoi cd
lién quan t&1 hoat dong danh gia cong
nhan c¢o6 trach nhiém thuc hién thu tuc
nay.

1.

Objectives

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

Definition of terms:

Complaints: expression of
dissatisfaction, other than appeal, by
any person or organization regarding
the BoOA accreditation administration
procedures ( such as, the general BoA
administration  operations, or the
behavior or attitude of the BOA
administration staff or accreditation
assessors) and regarding accredited
bodies activities.

Scope

Any comment, suggestion or opinion
expressed by applicant  bodies,
accredited bodies, interested parties, or
any third party on matters concerning
BoA accreditation services.

A complaint concerning an accredited
body is first addressed by the body. If
the accredited body was not satisfied for
a decision of the accredited body then
the complaints will be sent to the BoA.

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.
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5.  Noi dung 5. Content

5.1 Can bo Phy trach khach hang 1a dau 5.1 The customer group head is the contact
moi tiép nhan khiéu nai. point for complaint acceptance.

5.2 Khiéu nai c6 thé qua cac hinh thec dién 5.2 A complaint may be submitted by
thoai, fax, email hodc thu duoc t6i phone, fax, e-mail or letter addressed to
VPCNCL. Khiéu nai phai néu rd tén the BoA. The complaint shall state the
ngudi, tén to chirc, nhitng ca nhén lién full name and organization, the
quan dén khiéu nai va van dé cia person(s) concerned in the complaints.
khiéu nai. VPCNCL khéng chap nhan The BoA shall not accept anonymous
cac khiéu nai nac danh hodc cac khiéu complaints or complaints that do not
nai khong néu ly do hoac khong vién state valid reasons or show supporting
dan bang chimg. evidence.

Khi tiép nhan khiéu nai, can bd Phu On receiving information of complaints,
trach khach hang ghi nhan thong tin office staff shall take notes completely
vao biéu mau “Theo ddi xu 1y khiéu in the form "Complaint solving" AF
nai”- AF02.01 va bao cdo Giam dbc 02.01 and report to BoA Director.
VPCNCL.

V6i khiéu nai bang vin ban ( cong For the complaint submitted by
van, thu dién tir), trong 5 ngay lam document ( fax, email, letter), within 5
viéc, Giam déc Vin phong cong nhan working days, the Director of BoA shall
chat luong phai co théng bao chinh have official notification to body having
thirc cho ¢4 nhan/ t6 chirc c¢6 khiéu nai complaint, expected time to solve it.

vé viée tiép nhan va thoi gian dy kién

dé giai quyét.

5.3 Moi khiéu nai déu duoc Giam déc Van 5.3 Every complaint shall be solved by BoA
phong coéng nhan chat luong giai Director. Depending on the case and the
quyét. Tuy thudc vao timg truong hop problem, Director will assign personnel
va van dé xay ra, Giam d¢ Vian phong to investigate the allegations made. The
chi dinh nguoi didu tra su that cua investigator selected shall not have a
khiéu nai. Ngudi duge phan cong diéu conflict of interest involving the
tra phai dam bao khong c6 mau thuan complaint. When necessary, it may be
lién quan dén van dé phan nan. Trong meeting with related bodies to verifying
qué trinh diéu tra, c6 thé gip g& véi indispensable information relating to the
cic bén lién quan dé xac minh cac complaints.
thong tin can thiét lién quan dén khiéu
nai, néu can.

Thong tin diéu tra duoc ghi nhan trong The investigated information shall be
biéu mau “theo doi giai quyét khiéu recorded in the form “Complaint
nai” AF 02.01. solving™ AF 02.01.

Néu khiéu nai la chinh xac, Giam ddc If the complaint is correct, Director of
Van phong s€ phan cong nhan sy thuc BoA will assign personnel to take a
hién hanh dong khic phuc/ phong corrective action/ preventive action.
ngua.
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Trong qua trinh xu 1y phan nan, cac
hanh dong khic phuc/ phong ngira
(néu yéu cau) duoc thyc hién theo “thu
tuc Hanh dong khic phuc/ phong
ngira” AP 06 va ghi nhan trong biéu
mau trong biéu mau “ Theo doi giai
quyét khiéu nai” AF 02.01.

In the dealing with complaint, the
corrective action/ preventive action shall
be conducted according to Corrective
action/ preventive action procedure” AP
06 and recorded in the "Complaint
solving™ AF 02.01.

6. Huwéng din, biéu miu ap dung Form
AF 02.01 Theo ddi giai quyét khiéu AF 02.01 Complaint solving
nai

7. Hbso Record
Cic tai liéu lién quan dén qud trinh Every complaints and related documents
tiep nhan, dicu tra, xur ly khiéu nai are recorded, and kept in Complaint/
dugc 1p thanh ho so va bao cao trong Appeal record and reported on annually
phién hop thudng nién cua Ban tu vén meeting of The Advisory Board.
hoat dong cong nhan
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