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Tha tuc gidi quyét khiéu nai va yéu cau xem xét lai

Complaints and appeals treatment procedure

NIFC.PR.08

1.  Muc dich
Quy dinh pham vi, trach nhiém va ndi dung
cac bude tién hanh dé xem xét giai quyét
phan nan, khiéu nai va yéu cdu xem xét lai
ctia khach hang lién quan dén cac hoat dong
ctia Vién Kiém nghiém an toan vé sinh thuc
pham quéc gia (Vién).

2.  Pham vi ap dung

Thu tuc nay dugce ap dung tai Vién khi tiép

nhdn, xu ly va van ban hdéa cac hoat dong

giai quyét cdc phan nan, khiéu nai va yéu
cau xem xét lai c6 lién quan dén céc hoat
ddong cua Vién.

3.  Trach nhiém

- Khoa Pam bao chét luong (PBCL) c6
trach nhiém theo déi viéc thuc hién va
lwu hé so qua trinh giai quyét khiéu nai
va yéu cdu xem xét lai.

- Vin thu, bd phan tiép xtc véi khach
hang thujc phong Kiém tra nha nuédc
(KTNN) va Trung tdm dich vu (TTDV)
chiu trach nhiém tiép nhan y kién phan
hdi, phan nan, khiéu nai, yéu ciu xem xét
lai cua khach hang va tra 10i cac két qua
giai quyét.

- Tét ca céc can bd cua Vién va nhiing
ngudi cé lién quan dén hoat dong cua
Vién chiu trdch nhiém thuc hién thu tuc
nay.

4. Gidi thich mjt s6 thuit ngir

Mot s6 thudt ngir st dung trong thu tuc nay

duge hiéu nhu sau:

- Khéch hang 13 co quan, t6 chirc hoic ca
nhan ¢ hoat dong lién quan dén chirc
nang, nhiém vu va cac hoat dong thudc
pham vi quan ly ctia Vién (ngudi st dung
it nhdt mot dich vu cua Vién).

- Phan nan 1a sy khong hai long déi véi
hanh vi tng xu, cac xur ly cong viéc cua
can by Vién véi mong muén nang cao
tinh chuyén nghiép cua can bo Vién.

- Yéu ciu xem xét lai: 1a yéu cdu cua
khach hang vé viéc xem xét cac dich vu

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,
answered to

complaints, appeals and

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

understood 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 .

- Appealling request: is the request of the
custom to review the NIFC’s activities
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cua Vién.

- Khiéu nai 14 suw khong hai long dbi voi
hoat dong cua Vién duge thé hién b:—fmg
vén ban, 101 noi, thu dién tr ... véi mong
mubn duge Vién giai quyét.

5. Nguyén tic

- Nguoi giai quyét, ngudi xem xét phé
duyét két qua giai quyét khiéu nai hodc
yéu cau xem xét lai phai 1 ngudi khong
tham gia vao hoat dong lién quan dén
khiéu nai hodc yéu cau xem xét lai.

- Viée diéu tra va giai quyét khiéu nai, yéu
cdu xem xét lai khong dan dén béat ky
hanh dong phén biét ddi xir nao.

- DPé dam bao khong cé xung dot vé loi
ich, Vién khong str dung nhan su da cung
cép tu van cho khach hang hodc dugc
khach hang tuyén dung, d& xem xét hoac
phé duyét viée giai quyét khiéu nai hodc
yéu cau xem xét lai d6i v6i khach hang
d6 trong vong hai nam sau khi két thuc
hoat dong tu van hodc sur dung lao dong

6. N§i dung

6.1. Danh gida mirc dp hai long voi thdi dp

phuc vu cia cdan bg Vién

- Viéc danh gid mirc dg hai long cua khach
hang véi thai d¢ phuc vu cha can bo
Vién duogc thuc hién b%mg cach: Khach
hang Iya chon cac muc do hai long: rat
hai long, hai long, khong hai long, y kién
khac trén man hinh dién thoai cua timg
cén bd Vién tiép xtc véi khach hang

- Sau mdi quy, bd phan tiép xuc khach
hang s& thong ké cac dir liéu da duge thu
thap

- Tai cudc hop giao ban quy cua Vién, viéc
téng hop du lidu s& duoc béo céo trude
toan bd nhén su cha Vién.

- Khi c6 nhitng phan nan lién quan dén
thdi d¢ phuc vu cua can bo Vién, tuy
theo mire d9, Vién s& xem xét danh gia

- Appeals is dissatisfaction with the Institute
operation expressed in written document,
oral or email ... with desire to be handle by
the Institute.

5. Principle

- 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.

- Investigation and resolution of complaints
and appeals shall not result in any
discriminatory actions.

- To ensure that there is no conflict of
interest, personel who have provided
consultancy for a client, or been employed
by a client, shall not be used by the
certification body to review or approve the
resolution of a complaint or appeal for that
client within two years following the end of
the consultancy or employment.

6. Content

6.1 Evaluation of customer satisfaction with

the service attitude of the Institute's

personnel

- The evaluation of customer satisfaction
with the service attitude of the Institute's
staff is conducted as follows: Customers
select their level of satisfaction—very
satisfied, satisfied, dissatisfied, or other
opinions—on the phone screen of the
specific staff member who they interact
with.

- At the end of each quarter, the customer
contact group will compile the collected
data.

- At the Institute's quarterly briefing
meeting, the consolidated data will be
presented to all staff members.

- When there are complaints regarding the
service attitude of the Institute's staff,
depending on the severity, the Institute
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NIFC.PR.08

nhén su d6 theo NIFC.09.G.03

6.2. Tiép nhdn, xit Iy khiéu nai va yéu cau
xem xét lai

will review and assess the employee in
accordance with NIFC.09.G.03.

Tiép nhan KN, YCXXL

B6 phén tiép nhan xem xét

Gtri email thong bao KH
DBCL xem xét

BBCL giai
quyét duge

KQ khoéng
thay déi

KQ thay déi

B6 phin tiép nhan giai quyét dugc

Tra lai két qua, Bao cdo khic phuc

v

Théng béo b phan tiép nhan

v

Tra 1oi KH, luu hd so

Hinh 1. Quad trinh rie’;p nhdn, xu ly khiéu nai, véu cGu xem xét lai

Figure 1: The process for receiving and handling complaints and appeals

6.2.1. T ié‘;o nhdn khiéu nai, yéu cdu xem xét

lai

- Vién tiép nhan yéu cu xem xét lai, khiéu
nai qua cac kénh nhu: 1di néi (truc tiép
hodc trao dbi qua dién thoai), gui tin
nhin, email (tat ca cac email cua Vién),
phan héi qua phian mém cta Vién hodc
giri vin ban dén Vién

- Truong hop khiéu nai hodc yéu ciu xem
xét lai bang 101 néi (truc tiép hodc qua
dién thoai), tin nhdn, email hodc phan

6.2.1. Receive complaints and appeals

- The Institute receives complaints or

appeals through channels such as:
verbally (in person or over the phone),
sending text messages, emails (all

Institute emails), Institute’s software or
sending documents to the Institute.

- In case of complaints and appeals by word
(directly or via telephone), message, email
or software; the receiver must note in
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mém; ngudi tiép nhan phai ghi day du
cic ndi dung c6& lién quan vao
NIFC.PR.08.F.01, ngay gio ghi nhén,
ngudi khiéu nai, yéu cau xem xét lai, ky
tén va bao cdo ngay cho truong don vi co
lién quan xtr ly.

- Dbi véi khiéu nai hodc yéu ciu xem xét
lai bang van ban: bo phén vin thu vao s0
theo d&i cong van dén va chuyén ngay
cho lanh dao Vién xem xét chi dao don
vi lién quan giai quyét.

- Truong hop phtec tap, trudéng don vi bdo
céo lanh dao Vién xem xét giai quyét.

6.2.2. Xiz Iy khiéu ngi, yéu ciu xem xét lgi

- Dbi véi khiéu nai hoic yéu cau xem xét
lai bang 16i néi (truc tiép hodc qua dién
thoai), email hodic phin mém:

+ Nguoi tiép nhan giai thich dugc ngay ma
khach hang thod man thi ghi ndi dung
giai quyét vao NIFC.PR.08.F.01

+ Khéch hang chua théa min voi giai
quyét ctia ngudi tiép nhén khiéu nai hoic
yéu ciu xem xét lai, ghi thong tin lién lac
cua khach hang va hen sé& tra 161 sau.
Ngudi tiép nhan ddng thoi ghi nhan
thong tin vao NIFC.PR.08.F.02; gt
email cho khach hang véi ndi dung sé
phan hoi ¥ kién cua khach hang trong
vong 2 ngdy lam viée; chuyén ndi dung
yéu cau ctia khach hang cho khoa PBCL
trong vong 4 gi lam viéc dé theo doi,
giai quyét hodc chuyén cho don vi lién
quan giai quyét.

- Truong hop khiéu nai va yéu cdu xem
xét lai bang vin ban: Pon vi duge giao
lam dau méi giai quyét du thao cong van
tré 161, trinh lanh dao Vién ky rdi chuyén
cho phong TCHC d chuyén cong van
dén khach hang.

- Trudng hop Khoa PBCL cé thé giai
quyét dugc thi s& phan hdi cho ngudi tiép

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.

6.2.2. Solve complaints and appeals

- In case of complaints and appeals by oral
(directly or via telephone), email or
software:

+ if the receiver could immediately explain
and the customer is satisfied, solving
content must be completed in
NIFC.PR.08.F.01

+ 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; send email to
the customer with the content that the
customer's comments will be responded
to within 2 working days; transfers the
customer's request to the DBCL
department within 4 working hours for
monitoring, resolution or transfer to the
relevant unit for resolution.

- 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 of possible to resolve the
complaints and appeals, QA Lab will
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nhdn phan nan trong vong 04 gio lam
viéc. Truong hop khong giai quyét duoc
thi Khoa PBCL s& chuyén cho don vi
lién quan dé giai quyét.

- Khi tiép nhan khiéu nai, yéu cdu xem xét
lai tr Khoa DBCL, don vi lién quan s&
xem xét toan bd hd so lién quan.

+ Néu két qua khong thay ddi thi don vi sé
tra 101 cho BDBCL trong vong 1 ngay,
DBCL chuyén thong tin cho bd phan tiép
nhdn trong vong 4 giod. Bo phan tiép
nhan tra 16i khach hang vé khing dinh
két qua va ghi nhan thong tin tra 1oi
khach hang vao NIFC.PR.08.F.02 rdi
chuyén cho PBCL luu hd so.

+ Néu don vi lién quan can thém thoi gian
dé xem xét lai cn thong bdo cho PBCL
trong vong 1 ngay. Pon vi lién quan sé&
xem xét va phan hdi véi PBCL trong
vong 5 ngay lam viéc. PBCL sé phan hdi
lai v&i bd phén tiép nhan khiéu nai, yéu
cau xem xét lai trong vong 4 gio dé phan
hdi véi khéch hang.

+ Néu két qua kiém tra lai c6 thay déi so
v6i két qua ban dau tra cho khach hang,
don vi thuc hién hoat déng phai tra lai
két qua khing dinh la dung, thuc hién
hanh dong khéc phuc, phong ngira va giri
béo cao cho bBCL theo
NIFC.PR.05.F.01.

- Moi két qua sai léch so v6i ban diu phai
dugce phén tich tim nguyén nhan va khéc
phuc theo NIFC.PR.05.

6.2.3. Tra loi khiéu nai, yéu ciau xem xét lai

- Két qua giai quyét khiéu nai va xem xét
lai dugc bdo cho khach hang va ghi nhan
vao cac biéu miu NIFC.PR.08.F.01,
NIFC.PR.08.F.02 va NIFC.PR.05.F.01.
Vién phai dam bao khach hang chp nhan
céch thirc giai quyét cua Vién.

respond to the person receiving the
complaint within 04 working hours. In
case it cannot be resolved, the QA Lab
will transfer it to the relevant
Lab/Department for resolution.

- Upon receiving a complaint or request for
reconsideration from the BDBCL, the
relevant unit will review all relevant
documents.

+ If the result does not change, the unit will
respond to DBCL within 1 day, DBCL
will transfer the information to the
receiving department within 4 hours. The
receiving department will respond to the
customer to confirm the results and
record the  customer's  response
information in NIFC.PR.08.F.02 and then
transfer it to DBCL for storage.

+ If the relevant unit needs more time to
review, it must notify DBCL within 1
day. The relevant unit will review and
respond to DBCL within 5 working days.
DBCL will respond to the complaint
receiving department, requesting review
within 4 hours to respond to the
customer.

+ Ifit 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 DPBCL in
NIFC.PR.05.F.01.

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

6.2.3. 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.
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6.2.4. Thu thép ¥ kién khdch hing

6.2.4. Collect customer opinions

Céc bd phén tiép xuc, truc tiép trao ddi
thong tin véi khach hang ¢6 trach nhiém
thu thap y kién cta khach hang dé thu
thap cac thong tin ca phan héi tich cuc va
tiéu cuc clia khach hang vé cac hoat dong
thir nghiém, hiéu chuén, giam dinh, kiém
tra nha nudc vé an toan thuc phim nhap
khéu chimg nhan, thir nghiém thanh thao
va miu chudn cta Vién.

Hoat dong thir nghiém va hiéu chuan thu
thap thong tin theo NIFC.PR.08.F.03.
Déi hoat dong kiém tra nha nuéc vé an
toan thuc phim nhap khdu: thu thap v
kién khach hang tai Vién hodc tai phan
mém dang ky kiém tra nha nuée vé thuc
phdm nhap khéu online ctia Vién. Thu
thép thong tin theo NIFC.PR.08.F.04.

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

Hoat dong thu nghiém thanh thao thu
thdp thong tin theo NIFC.PR.08.F.06.
Hoat dong cung cdp mau chuin thu thap
thong tin theo NIFC.PR.08.F.08.

Cac thong tin phan hdi, nhan xét cua
khach hang duge bo phan tiép xtc khach
hang thong ké, phan tich dé cai tién hé
théng quan 1y. Céc két qua thong ké, phan
tich nay duoc bédo cao trong cédc cude hop
xem xét lanh dao.

Céc y kién ciia khach hang duoc tip hop
théng ké theo biéu mau
NIFC.PR.08.F.07 @ bdo cao trudec cuje
hop xem xét lanh dao va phan tich xu

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,

inspection, certification and proficiency

calibration,

testing activities of the Institute.

test and calibrate activities feedback
collected in the form NIFC.PR.08.F.03.
For state inspection of imported food
safety: collect customer opinions at the
Institute or at the Institute's online state
registration  software  for
imported food. Inspection
feedback  collected in  the
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
form NIFC.PR.08.F.08.
The feedbacks and
customer are listed, analyzed to improve

inspection
activities
form

comments from
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

huéng dénh gia cua khach hang. evaluation.

6.3. Luu hé so 6.3. Records

- Hb so qué trinh giai quyét khiéu nai va - Records of complaints and appeal
yéu cau xem xét lai duge luu trit theo quy handling are kept accordance with
dinh cua thu tuc NIFC.PR.06. procedure NIFC.PR.06.

7. Céc biéu miu lién quan - Related forms

- NIFC.PR.08.F.01: S0 tiép nhan va giai quyét khiéu nai va yéu clu xem xét lai
Receive complaint and appeal book
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