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Thii tuc giai quyét khiéu nai va yéu ciu xem xét lai
Complaints and appeals treatment procedure

NIFC.PR.08

1.  Muc dich

Quy dinh pham vi, trach nhiém va ndi dung
cac budc tién hanh dé xem xét giai quyét
phan nan, khiéu nai va yéu cau xem xét lai
cua khach hang lién quan dén cac hoat dong
ciia Vién Kiém nghiém an toan vé sinh thyc
pham quéc gia (Vién).

2. Pham vi ap dung

Thu tuc ndy duoc ap dung tai Vién khi tiép
nhan, xtt 1y va van ban hoa cac hoat dong
giai quyét cac phan nan, khiéu nai va yéu
cau xem xét lai cO lién quan dén céc hoat
dong cia Vién.

3. Trach nhiém

- Khoa Pam béao chét lugng (PBCL) ¢
trach nhiém theo dbi viéc thuc hién va
lwu hd so qué trinh giai quyét khiéu nai
va y8u cau xem xét lai.

- Vin thu, bd phan tiép x(c véi khéach
hang thuéc phong Kiém tra nha nudc
(KTNN) va Trung tam dich vu (TTDV)
chiu trach nhiém tlep nhan y kién phan
hoi, phan nan, khiéu nai, yéu cau xem xét
lai ctia khach hang va tra 10i cac két qua
giai quyét.

- Tat ca cac can bd cua Vién va nhing
ngudi c¢6 lién quan dén hoat dong cua
Vién chiu trach nhiém thyc hién thu tuc
nay.

4.  Giai thich mot s6 thuat ngir

Mot sé thuat ngir sir dung trong tha tuc ndy
duoc hiéu nhu sau:

- Khéach hang 1a co quan, t6 chtic hodc ca
nhan c6 hoat dong lién quan dén chuc
nang, nhiém vu va cac hoat dong thudc
pham vi quan ly ciia Vién (nguoi st dung
it nhat mot dich vu cua Vién).

- Phan nan la sy khong hai long ddi véi
hanh vi tng xtr, cac xu ly céng viéc cua
can bo Vién véi mong mudn nang cao
tinh chuyén nghiép cua can bo Vién.

- Khiéu nai/lydu ciu xem xét lai 1a su
khéng hai long dbi véi hoat dong cua
Vién duoc thé hién bang vin ban, 1i n6i,

1. Objective

Stipulated scope, responsibility and content to
review and solved customer’s complaints and
appeals which related to activities of National
institute for Food Control (the Institute).

2. Scope of application

This procedure is applied in the Institute for
receipt of, handling, and documentation of
activities solving the complaints, appeals and
appeal that related to the Institute activities.

3. Responsibility

- Quality assurance laboratory (PBCL)
responsible for monitoring the
implementation and keeping records of
complaints and appeals handling process.

- Achieve staff, customer contact group
under State control department (KTNN)
and Centre of technical and science
service (TTDV) responsible for receive

feedback, complaints, appeals and
answered  to customer the handling
results.

- All personnel of the Institute and related
person have responsibility to follow this
procedure.

4. Definition of terms

Some terms used in this procedure are
understand as follows:

- Customer is agency, organization or
individual has an action related to functions,
duties in managed scope of the Institute
(who use at least one of the Institute
services).

- Complaints is dissatisfaction with the miss-
behaviors, miss-handling of work of the
Institute staffs with the hope to improve
professional skill for the Institute staffs .

- Appeals is dissatisfaction with the Institute
operation expressed in written document,
oral or email ... with desire to be handle by
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thu dién tor ... voi mong muon duogc

Vién giai quyét.

5. Noi dung

5.1. Tiép nhgn phan nan, kKhiéu nai, yéu
cau xem xét lai

Truong hop khiéu nai hoic yéu ciu xem
xét lai bang 101 noi (tryc tiép hodc qua
dién thoai); ngudi tiép nhan phai ghi day
di cac noi dung co6 lién quan vao
NIFC.PR.08.F.01, ngay gio ghi nhan,
ngudi phan nan, khiéu nai, yéu cau xem
xét lai, ky tén va bao cdo ngay cho
trudng don vi ¢O lién quan xr 1y.

Dbi voi khiéu nai hodc yéu cau xem xét
lai bang van ban: nhan vién van thu vao
sO theo ddi cong van dén va chuyén ngay
cho l&nh dao Vién xem xét chi dao don
vi lién quan giai quyét.

Truong hop phirc tap, trudng don vi bdo
c4o lanh dao Vién xem xét giai quyét.

5.2. Xwr ly phan nan, khiéu nai, yéu cdu
xem xét lai

Dbi v6i khiéu nai hodc yéu cau xem xét
lai bang 1061 noi (truc tiep hodc qua dién
thoai):

Nguoi tiép nhan giai thich dugc ngay ma
khach hang thoa man thi ghi ndi dung
giai quyét vao NIFC.PR.08.F.01, sau d6
thdng bao lai cho bd phan tiép xtc voi
khéch hang va khoa BBCL.

Khach hang chua thoa man véi giai
quyét cta nguoi tiép nhan khiéu nai hoic
yéu ciu xem xét lai, ghi théng tin lién lac
cua khach hang va hen sé tra 101 sau.
Nguoi tiép nhan ghi nhan thong tin vao
NIFC.PR.08.F.02 rdi chuyén cho khoa
DBCL dé¢ theo dBi, giai quyét hoac
chuyén cho don vi lién quan giai quyét.

Truong hop khiéu nai va yéu ciu xem
xét lai béng van ban: Pon vi dugc giao
lam dau moi giai quyét du thao cong van
tra 101, trinh lanh dao Vién ky roi chuyén
cho phong TCHC dé chuyén cong vin
dén khach hang.

Trudng hop khach hang phan nan, khiéu
nai ve két qua:

the Institute.

5. Content
5.1. Receive complaints and appeals

In case of complaints and appeals by word
(directly or via telephone), the receiver
must note in NIFC.PR.08.F.01, received
date and time, complainer, appeal
requestor, sign and inform immediately to
head of related division to consider
solution to solve.

In case of complaints or appeals in
document, clerical staff note into book and
immediately transfer to the Institute
leadership for give command to related
division for solve.

In complicated case, head of division
report to the Institute leadership for
solution consideration.

5.2. Solve complaints and appeals

In case of complaints and appeals by oral
(directly or via telephone):

if the receiver could immediately explain
and the customer is satisfied, solving
content must be completed in
NIFC.PR.08.F.01, then report to
customer contact division and BPBCL.

If the customer is not satisfied with
treatment of the receiver, the receiver
notes the customer contact and make an
appointment to answer. The receiver
noted in NIFC.PR.08.F.02, then informs
to BBCL to monitor, solve or transfer to
related division to handle.

In case of complaints and appeals in
document:  Assigned contact point
division draft reply letter, submit the
Institute leadership for approval, then
transfer to Administration for reply
customer.

In case the customer complaints and
appeals about results:
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+

Néu két qua khong thay d6i thi Vién
khing dinh két qua, TTDV hoic van thu
s& tra 101 khach hang vé viéc khang dinh
két qua va ghi nhan théng tin tra 10i
khach hang vao NIFC.PR.08.F.02 rdi
chuyén cho BDBCL luu hd so.

Néu két qua kiém tra lai c6 thay doi so
v6i két qua ban dau tra cho khach hang,
don vi thuc hi¢n hoat dong phai tra lai
két qua khang dinh 1a dung, thyc hién
hanh déng khic phuc, phong ngira va gui
bao céo cho PBCL theo
NIFC.PR.05.F.01.

Nguoi giai quyét, ngudi xem xét phé
duyét két qua giai quyét khiéu nai hodc
yéu cau xem xét lai phai 12 ngudi khong
tham gia vao hoat dong lién quan dén
khiéu nai hodc yéu cau xem xét lai.

Moi két qua sai 1éch so voi ban dau phai
dugc phan tich tim nguyén nhan va khic
phuc theo NIFC.PR.05.

5.3. Trd loi phan nan, khiéu nai, yéu ciu
xem xeét lai

Két qua giai quyét khiéu nai va xem xét
lai dugc b&o cho khach hang va ghi nhan
vao cac biéu mau NIFC.PR.08.F.01,
NIFC.PR.08.F.02 va NIFC.PR.05.F.01.

Vién phai dam bao khach hang chap nhan
cach thuc giai quyét cua Vién.

5.4. Thu thip ¥ kién khdch hang

Cac bo phan tiép xtc, truc tiép trao do6i
thong tin voi khach hang c6 trach nhiém
thu thap y kién cua khach hang dé thu
thap cac thong tin ca phan hdi tich cyc va
tiéu cuc cua khach hang vé cac hoat dong
thir nghi€ém, gidm dinh, ching nhan va
thir nghi€ém thanh thao cua Vién.

Hoat dong thir nghiém va hiéu chuén thu
thap thong tin theo NIFC.PR.08.F.03.

Hoat dong giam dinh thu thap thong tin
theo NIFC.PR.08.F.04.

Hoat dong ching nhan thu thap thong tin
theo NIFC.PR.08.F.05.

Hoat dong thtr nghiém thanh thao thu
thap thdng tin theo NIFC.PR.08.F.06.

Hoat dong cung cip mau chuin thu thap

+

If the result it does not change, the
Institute confirm the result, Center of
technology and science service or
Administrator answer to the customer,
and record in NIFC.PR.08.F.02 then
send DBCL for record retain.

If it is different from the before result, the
operating division must: confirm to
customer the correct result and
implementation the corrective action,
preventive action then report BBCL in
NIFC.PR.05.F.01.

The person who directly handle or
approve treatment results of complaint
and appeal, must not participate in the
activities related to the complaint and
appeal.

Any different from the before result shall
be analyzed root cause and take corrective
action in accordance with NIFC.PR.05.

5.3. Answer the complaints and appeals

Results of handling complaints and
appeals are informed to customer and
noted in NIFC.PR.08.F.01,
NIFC.PR.08.F.02 and NIFC.PR.05.F.01.

The Institute must ensure that customer
would accept the Institute solution.

5.4. Collect customer opinions

The division who contact direct, exchange
information with customer is responsible
to collect customer feedback for collecting
not only positive but also negative
feedback  about  test,  calibration,
inspection, certification and proficiency
testing activities of the Institute.

test and calibrate activities feedback
collected in the form NIFC.PR.08.F.03.

inspection activities feedback collected in
the form NIFC.PR.08.F.04.

Certification activities feedback collected
in NIFC.PR.08.F.05.

PT activities feedback collected in the
form NIFC.PR.08.F.06.

RM activities feedback collected in the
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théng tin theo NIFC.PR.08.F.08.

Céac thong tin phan hoi, nhan xét cia
khach hang duoc bo phan tiép xtc khéch
hang théng ké, phan tich dé cai tién hé
théng quan ly. Céc két qua thong ké, phan
tich nay dugc bdo cdo trong cac cudc hop
xem xét 1anh dao.

Céc y kién cua khéch hang duoc tap hop
thng ké theo biéu mau
NIFC.PR.08.F.07 dé bdo céo trudc cude
hop xem xét lanh dao va phén tich xu
hudng danh gié cua khach hang.

5.5. Luu hé so

Ho so qua trinh giai quyét khiéu nai va
yéu cau xem xét lai dugc luu trir theo quy
dinh cua tha tuc NIFC.PR.06.

. Cac biéu mAu lién quan - Related forms

NIFC.PR.08.F.01:

form NIFC.PR.08.F.08.

The feedbacks and comments from
customer are listed, analyzed to improve
the management system. The listed and
analyzed result is reported at the
management review meeting.

The customer feedback are collected,
statistic in NIFC.PR.08.F.07, the results
are reported in the management review
meeting and analyze trend of customer
evaluation.

5.5. Records

Records of complaints and
handling are kept
procedure NIFC.PR.06.

appeal
accordance with

S6 tiép nhan va giai quyét khiéu nai va yéu cau xem xét lai

Receive complaint and appeal book

NIFC.PR.08.F.02:

Phi€u ti€p nhan va giai quyet khi€u nai, yéu cau xem xét lai

Receive and handle of complaint and appeal sheet

NIFC.PR.08.F.03:

Phiéu thu thap ¥ kién khach hang ddi vai dich vy thir nghiém

Collect customer opinions on test service

NIFC.PR.08.F.04:

Phiéu thu thap ¥ kién khach hang ddi véi hoat dong giam dinh

Collect customer opinions on inspection service

NIFC.PR.08.F.05:

Phiéu thu thap ¥ kién khach hang ddi v6i hoat dong chting nhan

Collect customer opinions on certification service

NIFC.PR.08.F.06:
thao

Phiéu thu thap y kién khach hang di voi hoat dong thir nghiém thanh

Collect customer opinions on proficiency testing service

NIFC.PR.08.F.07:

Phiéu tong hop y kién ciia khach hang

Customer feedback summary sheet

NIFC.PR.08.F.08

Phiéu thu thap y kién khach hang d6i véi dich vu cung cip mau chuan

6. Danh sach cac don vi dwge phan phéi tai ligu nay - List of units are delivered this
document
STT | Bansb Ngudi giit/ Department Ghi cha/Note
No | Copy No
1 00 Khoa Pam bao chét lugng - Laboratory of Quality Ban gbc
' Assurence Original
2. 01 Vién trudng
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STT | Bansd Ngudi giit/ Department Ghi cha/Note
No | Copy No
3 02 Phé Vién truéng phu trach chuyén mon Ban kiém soat
' Controlled
4 03 Khoa Dinh dudng va phuy gia thuc pham - Laboratory of | Ban kiém soat
' Nutrients and food additives. Controlled
c 04 Khoa Kim loai va Vi khoang - Heavy metals and Ban kiém soat
' minerals lab. Controlled
05 Khoa doc hoc di nguyén - Food Toxicology and
6 Allergens Testing lab. Bén kiém soat
' Khoa Tén du va 6 nhiém héa chét - Laboratory of Controlled
Chemical residues and Contaminants in food
7 06 Khoa nghién ciru thue phim - Food research laboratory | Ban kiém soat
' Controlled
07 Khoa vi sinh va bién d6i gen - Laboratory of Food
o Microbiology and Genetically modified food Bén kiém soéat
' Khoa Dong thyc vat thir nghiém - Laboratory of Controlled
Experiments on animals and plants
9 08 Phong T6 chuc - Hanh chinh - Personnel Ban kiém soat
' Administration Department Controlled
09 Phong Ké hoach, Vit tu va Cong nghé thong tin - 1R ,
. . : . Ban kiém soat
10. Department of Planning, Purchasing and information
Controlled
technology
10 Phong Tai chinh - K& toan - Financial and Accounting | Ban kiém soéat
11.
Department Controlled
11 Phong Khoa hoc - Pao tao va Hop tac qudc té - 1R .
12. Department of Science - Training and International Ban kiem soat
. Controlled
Cooperation.
13 12 Phong Kiém tra nha nudc vé thuc pham nhap khau - Ban kiém soéat
' State Control of Imported Food Department Controlled
14 13 Trung tam dich vu khoa hoc k¥ thuat - Science and Ban kiém soét

Technology Service Center

Controlled
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