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Thii tuc gidi quyét khiéu nai
Complaints Procedure

1. Muc dich 1. Purpose

- Thu tyc ndy nhim quy dinh viéc tiép nhan, | |- This procedure is developed to regulate
xem xét danh gia va dua ra quyét dinh doi the reception, review, evaluation and
vo1 cac khiéu nai. decision making of complaints

2. Pham vi 2. Scope

- Thu tuc nay quy dinh vé viéc giai quyét cac | |-  This procedure provides for the resolution
khi€u nai tlr cdc t6 chirc dang ky cong nhén, of complaints  from  accreditation
to chuc da QHqc cong nhan, cac bén liégn registration bodies, accredited bodies,
quan hoac bat ky bén thr ba quan tdm dén related parties or any third party
dich vu cbng nhan cua Van phong Cong interested in BoA accreditation services.
nhén chat luong (CNCL)

- Khiéu nai lién quan dén t0 chirc dugc Van | |- Complaints related to accredited bodies
phong CNCL cong nhan phai gui cho to by BoA must be sent to the accredited
chac duge cong nhan tiep nhén, xt ly bodies to receive, process first. In case the
truge. Truong hop bén khi€u nai khong complaining party was not satisfied for a
thoa méan voi viée gidi quyet cua to chirc decision of the accredited bodies then the
dugc cong nhan, bén khiéu nai gui khiéu complainant will send complaints to
nai dén Van phong cong nhan chat lugng. BoA.

3. Trach nhiém 3. Responsibilities

Giam dbc, Pho giam dbc, truong phong va
nhén vién trong Van phong CNCL c0 lién
quan chiu trach nhiém thuc hién giai quyét
cac khiéu nai;

Director, Deputy Director , head of
deparment and all BoA’s employees have
the responsibility to resolve the
complaints

Tat ca nhan vién trong Vin phong CNCL
va nhiing nguoi cé lién quan téi hoat dong
danh gia cong nhén c6 trach nhiém thuc
hién thu tuc nay.

All BoA’s employees and those involved
in accreditation assessement activities are
responsible for the implementing of this
procedure.

4,

Thuat ngir

4.

Definition of terms

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

Khiéu nai: 12 sy khong hai long cua t6
chirc, ¢4 nhéan lién quan dén hoat dong cong
nhan ctua Vin phong CNCL dugc chuyén
dén Vian phong CNCL bang vin ban (cong
vian, email v.v) véi mong mubn dugc Vin
phong CNCL giai quyét.

The terms in this regulation is 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.

5. Nguyén tic

5. Principles

Khiéu nai chi duoc giai quyét néu c6 néu rd
tén c& nhan, tén to churc giri va ghi rd van
dé cua khi€u nai. Van phong CNCL khéng

Complaints can only be resolved if the
name of the individual, the name of the
organization, and the issue of the
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chap nhan va khong giai quyét khiéu nai
nac danh hoac khi€u nai khdng néu rd van
dé hoac khong vién dan bang chung.

complaint are clearly stated. BoA shall not
accept and handle anonymous complaints
or complaints with no reason or no
evidence.

Céac nhan vién trong Van phong CNCL co6
lién quan dén khi€u nai khf)ng, du’(_ﬂ; tham
gia vao qua trinh xtr ly/giai quyéet khi€u nai

- BoA employees involved in the
complaints are not allowed to handle /
resolve of the complaints

Viéc giai quyét khiéu nai khéng duoc dan
dén cac hanh dong phén biét doi xtr doi véi
bén khiéu nai

- The resolution of the complaints must not
lead to discriminatory actions against the
complainant

Hang nam, trong cudc hop xem xét cua
1anh dao sé& tién hanh phan tich, danh gia tat
ca cac khiéu nai dé c6 thé dua ra bién phap
cai tién va/hodc quan 1y rai ro thich hop

- Annualy, during the management review
meeting all complaints will be analyzed
and evaluated so that appropriate
improvement and/or risk management
measures can be taken.

Thot gian giai quyét khiéu nai khong qua
15 ngay ké tr khi nhan dugc khiéu nai

- The timeline limit for handling a
complaint is no more than 15 days after
receiving the complain.

6. Noi dung

6. Content

6.1. Tiép nhan khiéu nai

6.1. Receiving complaints

6.1.1. Tat ca cac can bd cia Vian phong
CNCL déu c6 thé tiép nhan khiéu nai.
Khiéu nai c6 thé giri dén Vian phong CNCL
thong qua hinh thirc van ban hoac email.

6.1.1. All BoA staffs can receive
complaints. Complaints can be sent to
BOA via text or email.

6.1.2. Nguoi tiép nhan khiéu nai phai bao
cho bén khiéu nai vé viéc di nhan duge
khiéu nai va phai ghi nhan thong tin cua
khiéu nai vao biéu mau “Theo ddi xir Iy
khiéu nai”- AF01/01 va giri cho Trudng
phong HCTH dé tong hop, biao cao dé
Giam doc

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

6.1.3. Giam ddc s& phan cong mot hodc mot
nhom ngudi xtr 1y khiéu nai.

6.2.3 BoA Director shall assign a staff or
a working team to handles the complaints

6.2. Xir Iy khiéu nai

6.2. Handling complaints

6.2.1 Xir Iy

6.2.1 Handling

a) Nhirng nguoi dugc phan cong thuc hién
giai quyét khiéu nai c6 trach nhiém thu
thap, xac minh cac thdng tin can thiét lién
quan dén vin d& khiéu nai, phan tich
nguyén nhan, dé xuit phuong an giai quyét
va chudn bi cac ndi dung tra 10i bén khiéu

a) Those assigned to resolve complaints are
responsible for collecting and verifying
necessary information related to the complain,
plus analyzing the causes, proposing the
solutions,  preparing response to the
complainaint and report to BoA Director for
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nai dé bao cdo Giam ddc xem xét, quyét
dinh.

Néu nguyén nhan dan dén khiéu nai khong
lién quan dén hoat dong cta BoA thi BoA
trd 10i ludn cho bén khiéu nai.

Néu nguyén nhén din dén khiéu nai lién
quan dén diéu khong phu hop trong hoat
dong ciia BoA ma c6 thé xir 1y ngay thi
BoA dua ra phuong an xur 1y va c6 cong
vin tra 161 bén khiéu nai

Néu nguyén nhan dan dén khiéu nai lién
quan dén diéu khong phu hop trong hoat
dong cua BoA nhung can phai thuc hién
hanh dong khic phuyc thi thyuc hién theo Thu
tuc AP10 va chuan bi Cong van tra 101 bén
khiéu nai.

consideration and decision.

If the cause of the complaint is not related to
BoA's activities, BoA will immediately
response to the complaining party.

If the cause of the complaint is related to a
non-conformity in BoA’s operations that can
be handled immediately, BoA will propose a
solution plan and issue an official response to
the complainant.

If the cause of the complaint is related to an
non-conformity in BoA's operations but
corrective action must be taken, follow
Procedure AP10 and prepare a Official Letter
to respond to the complainant.

b) Ca nhan c6 lién quan dén khiéu nai c6
trach nhiém cung cap thong tin, giai trinh
vé cac ndi dung lién quan dén van de trong
khiéu nai dé phuc vu viéc giai quyet khiéu
nai

b) Individuals who involved in the
complaint are responsible to providing
information, explainations about the contents
related to the issuses in the complaint to serve
the resolution of the complaint

c) Sau khi thong nhat phuong an xir Iy va
noi dung tra 10i bén khiéu nai, Giam doc s&
ky hodc giao cho Phé Giam dbc c6 lién
quan ky van ban tra 16i bén khiéu nai

c) After agreeing on the handling plan and the
content of the response to the complainant,
BoA Director will sign or assign the relevant
Deputy Director to sign a written response to
the complainant

6.2.2. Truéng phong HCTH c6 trach nhi¢ém
chi dao giri van ban tra 10i t6i bén khiéu
nai; luu cac ho so, tai liéu lién quan dén qua
trinh xt 1y khiéu nai cting v&i phiéu “Theo
ddi giai quyét khiéu nai” AF 01/01

6.2.2. The Head of the Administrative
Department is responsible for directing
the sending of written responses to the
complainant; save records and documents
related to the complaining handling
process along wih the:”Complaint
resolution tracking: form AF 01/01

6.2.3. Sau khi gtri két qua khiéu nai cho bén
khiéu nai, Truong phong HCTH tham khao
y kién Bén khiéu nai da hai long voi két
qua giai quyét khiéu nai ciia BoA

Truong hop, bén khiéu nai chua hai long
voi két qua thi BoA sé€ thuc hién viéc giai
quyeét khiéu nai theo muc 6.2.

Truong hop bén khiéu nai nhét tri véi két
qua giai quyét khi€u nai cua BoA thi viéc
giai quyét khiéu nai da hoan thanh.

6.2.3. After sending the complaint results to
the complainant, the Head of Administrative
Department  shall  consult  with  the
complainant to know if they are satisfied with
BoA's complaint resolution results.

In case the complainant is not satisfied with
the result, BoA will resolve the complaint
according to section 6.2.

In case the complainant agrees with BoA's
complaint resolution results, the complaint
resolution then has been completed.
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6.2.4. Truong phong HCTH/nguoi dugce 6.2.4. The head of the organization’s
phan cong c6 trach nhi¢ém luu toan b ho so administrative department/assigned person
qua trinh ti€ép nhan, xtr ly khicu nai is responsible for keeping all records of
the process of receiving and handling
complaints
7. Huéng din, biéu miu ap dung 7. Guidelines, forms
AF 01/01 Theo ddi giai quyét khiéu nai AF 01/01 Monitor Complaint Resolution
8. Ho so 8. Complaints file
- Céc tai liéu lién quan dén qué trinh tiép | |- Documents related to the process of
nhan, xu 1y khi€u nai dugc 1ap thanh ho so receiving and handling complaints are
va bao cao trong cugc hop gan nhat cua Hoi recorded and reported in the -earliest
dong cong nhan. meeting of the Accreditation Council.
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