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Thi tuc giai 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 budc tién hanh d& xem xét giai quyét
phan nan, khiéu nai va yéu cdu xem xét lai
cua khach hang lién quan dén cac hoat dong
ctia Vién Kiém nghiém an toan vé sinh thuc
phdm quéc gia (Vién).

2.  Pham vi ap dung

Thu tuc nay dugc ap dung tai Vién khi tiép

nhin, xur ly va van ban héa cdc hoat dong

giai quyét cdc phan nan, khiéu nai va yéu
cdu xem xét lai co lién quan dén cic hoat
dong cha Vién.

3.  Trach nhiém
Khoa Pam bao chat lugng (PBCL) c6
trach nhiém theo ddi viéc thuc hién va
Ivu hd so qua trinh giai quyét khiéu nai
va yéu cdu xem xét lai.

- Van thu, bd phén tiép xtic v&i khach
hang thudc phong Kiém tra nha nuéc
(KTNN) va Trung tdm dich vu (TTDV)
chiu trach nhiém tiép nhan y kién phan
héi, phan nan, khiéu nai, yéu ciu xem xét
lai cta khach hang va tra 101 cac két qua
giai quyét.

- Tét ca cac can bd cua Vién va nhiing
ngudi ¢6 lién quan dén hoat dong cua
Vién chiu trach nhiém thuc hién tha tuc
nay.

4.  Giai thich mjt sd thuat ngir

Mot sé thuat ngit sir dung trong thi tuc nay

duoc hiéu nhu sau:

- Khach hang 13 co quan, t6 chirc hodc ca
nhan c6 hoat dong lién quan dén chic
nang, nhiém vy va cac hoat dong thudc
pham vi quan ly cua Vién (ngudi sir dung
it nhit mot dich vu ctia Vién).

- Phan nan la sy khong hai long @i véi
hanh vi Gmg xur, cac xur ly cong viéc cua
can bd Vién voi mong mudn ning cao
tinh chuyén nghiép cta can by Vién.

Yéu ciu xem xét lai: 12 yéu cau cua
khach hang vé viéc xem xét cac dich vu

| 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

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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Complaints and appeals treatment procedure

cua Vién.

- Khiéu nai la sy khong hai long ddi voi
hoat ddng cua Vién dugc thé hién bang
van ban, 161 noi, thu dién tur ... véi mong
mubn duge Vién giai quyét.

5. Nguyén tic

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

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

- DPé dam bao khong co xung dot vé loi
ich, Vién khong sir dung nhén su da cung
cﬁp tw van cho khach hang hodc dugc
khach hang tuyén dung, dé xem xét hoic
phé duyét viéc giai quyét khiéu nai hoac
yéu cdu xem xét lai d6i voi khéch hang
d6 trong vong hai ndm sau khi két thic
hoat dong tu vén hoic str dung lao dong

6. N¢i dung

6.1. Ddnh gida mirc dg hai long voi thdi dp

phuc vu ciia cdan bg Vién

- Viéc danh gia mic d¢ hai long cua khach
hang véi thai @0 phuc vu cua can bd
Vién dugc thuc hién b?mg cach: Khach
hang lya chon cac mic do hai long: rat
hai 1ong, hai long, khong hai long, y kién
khéc trén man hinh dién thoai cua tung
can bd Vién tiép xuc véi khach hang

- Sau mdi quy, bd phan tiép xic khach
hang sé& théng ké cac dit liéu da duoc thu
thép

- Tai cudc hop giao ban quy cta Vién, viéc
tong hop du lidu s& duge bao céo trude
toan bd nhan su cua Vién.

- Khi c¢d6 nhiing phan nan lién quan dén
thai d6 phuc vu cua can by Vién, tuy
theo muc do, 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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nhén sy do6 theo NIFC.09.G.03

6.2. Tiép nhin, xit Iy khiéu ngi va yéu ciu

xem xét lai

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

Tiép nhan KN, YCXXL

t dugc

4n giai quyé

B§ phan tiép nhan xem xét

Gtri email thong bao KH
PBCL xem xét

DBCL giai
quyét duge

KQ khéng
thay déi

KQ thay déi

B& phin tiép nh

Tra lai két qua, Bao céo khac phuc

v

Théng béo bd phan tiép nhan € —

v

Tra loi KH, lvu ho so

Hinh 1: Qud trinh tiép nhdn, xi Iy khiéu nai, yéu cau xem xét lai

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

6.2.1. Tiép nhdn khiéu nai, yéu cau xem xét

lai

Vién tiép nhan yéu cau xem xét lai, khiéu
nai qua cdc kénh nhu: 101 ndi (truc tiép
hodc trao ddi qua dién thoai), gui tin
nhin, email (tit ca cac email ctia Vién),
phan hdi qua phdn mém cua Vién hoic
giri van ban dén Vién

Trudng hop khiéu nai hodc yéu cu xem
xét lai bang 101 néi (truc tiép hodc qua
dién thoai), tin nhén, 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

Lan ban hanh - Issued No: 03

Trang - Page: 4/9 ="



- s A s A PR A A r .
Thi tuc gidi quyet khiéu nai va yéu cau xem xét lai

Complaints and appeals treatment procedure

NIFC.PR.08

mém; ngudi tiép nhan phai ghi diy dua
cic ndi dung c6 lién quan vao
NIFC.PR.08.F.01, ngay gido ghi nhén,
nguoi khiéu nai, yéu cdu xem xét lai, ky
tén va bao cdo ngay cho truomg don vi co
lién quan xtr ly.

- Pbi voi khiu nai hodic yéu ciu xem xét
lai bang van ban: by phan van thu vao s6
theo dbi cong van dén va chuyén ngay
cho lanh dao Vién xem xét chi dao don
vi lién quan giai quyét.

- Truong hop phtc tap, trudng don vi bao
c4o lanh dao Vién xem xét giai quyét.

6.2.2. Xi¢ Iy khiéu nai, yéu ciau xem xét lai

- DPbi véi khiu nai hodc yéu cu xem xét
lai bang 101 néi (truc tiép hodc qua dién
thoai), email hodc phé"m mém:

+ Ngudi tiép nhan giai thich dugc ngay ma
khach hang thoa mén thi ghi ndi dung
giai quyét vao NIFC.PR.08.F.01

+ Khach hang chua thdéa min véi giai
quyét ciia ngudi tiép nhén khiéu nai hoic
yéu ciu xem xét lai, ghi thong tin lién lac
cua khach hang va hen s€ tra 101 sau.
Ngudi tiép nhan dong thoi ghi nhén
théng tin vao NIFC.PR.08.F.02; gui
email cho khach hang véi ndi dung sé
phan hdi ¥ kién cta khach hang trong
vong 2 ngay lam viée; chuyén ndi dung
yéu cau ciia khach hang cho khoa PBCL
trong vong 4 gid lam viéc @ theo dai,
giai quyét hodc chuyén cho don vi lién
quan giai quyét.

- Truomg hop khiéu nai va yéu ciu xem
xét lai béng van ban: Pon vi dugc giao
lam dau méi giai quyét du thao cong van
tra 104, trinh lanh dao Vién ky roi chuyén
cho phong TCHC dé chuyén céng vin
dén khach hang.

- Trudng hop Khoa PBCL cé thé giai
quyét duoc 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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NIFC.PR.08

nhan phan nan trong vong 04 gid lam
viée. Trudong hop khong giai quyét duge
thi Khoa PBCL sé& chuyén cho don vi
lién quan dé giai quyét.

- Khi tiép nhan khi€u nai, yéu cdu xem xét -
lai tr Khoa PBCL, don vi lién quan sé
xem xét toan bd ho so lién quan.

+ Néu két qua khong thay ddi thi don vi s& +
tra 101 cho PBCL trong vong 1 ngay,
PBCL chuyén thong tin cho b phan tiép
nhén trong vong 4 gid. By phan tiép
nhén tra 10i khach hang vé khing dinh
két qua va ghi nhan thong tin tra 1oi
khéach hang vao NIFC.PR.08.F.02 rdi
chuyén cho PBCL luu ho so.

+ Néu don vi lién quan can thém thoi gian +
dé xem xét lai can thong bao cho PBCL
trong vong 1 ngady. Pon vi lién quan s&
xem xét va phan hdéi véi DBCL trong
vong 5 ngay lam viéc. PBCL sé& phan hdi
lai véi bo phan tiép nhan khiéu nai, yéu
cau xem xét lai trong vong 4 gid dé phan
hoi voi khach hang.
+ Néu két qua kiém tra lai co thay déi so +
v6i két qua ban dau tra cho khach hang,
don vi thuc hién hoat dong phai tra lai
két qua khing dinh 1a dung, thuc hién
hanh dong khic phuc, phong ngira va gii
bao cao cho DBCL theo
NIFC.PR.05.F.01.
- Moi két qua sai 1éch so voi ban dau phai -
dugc phéan tich tim nguyén nhan va khéc
phuc theo NIFC.PR.05.

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 DBCL, 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.

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 PBCL 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. Trd loi khiéu nai, yéu cdu xem xét lai 6.2.3. Answer the complaints and appeals

- Két qua giai quyét khiéu nai va xem xét -
lai duoc bao cho khéach hang va ghi nhéan
vao céc bidu miu NIFC.PR.08.F.01,
NIFC.PR.08.F.02 va NIFC.PR.05.F.01.

- Vién phai dam bao khach hang chdp nhan -
cach thirc giai quyét ctia Vién.

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 thip y kién khdch hang

Céc bo phan tiép xuc, truc tiép trao doi
thong tin véi khach hang cé trach nhiém
thu thip y kién cta khach hang dé thu
thap cac thong tin ca phan héi tich cuc va
tiéu cuc cua khach hang vé cac hoat dong
thir nghiém, hi¢u chuén, giam dinh, kiém
tra nha nudc vé an toan thuc phim nhép
khau chung nhén, thir nghiém thanh thao
va miu chuén cta Vién.

Hoat dong thur nghiém va hiéu chuan thu
thap thong tin theo NIFC.PR.08.F.03.
Pébi hoat dong kiém tra nha nudc vé an
toan thuc phdm nhép khau: thu thap y
kién khach hang tai Vién hodc tai phé"m
mém ding ky kiém tra nha nudc vé thuc
pham nhdp khau online cua Vién. Thu
thap thong tin theo NIFC.PR.08.F.04.

Hoat dong chiing nhédn thu thép théng tin
theo NIFC.PR.08.F.05.

Hoat dong thu nghiém thanh thao thu
thap thong tin theo NIFC.PR.08.F.06.
Hoat dong cung cip mau chuan thu thap
thong tin theo NIFC.PR.08.F.08.

Céac théng tin phan hoi, nhdn xét cua
khéch hang duge bd phan tiép xtic khach
hang théng k&, phan tich dé cai tién hé
théng quan ly. Céc két qua thong ké, phéan
tich nay dugc bdo cao trong cac cudc hop
xem xét 1anh dao.

Cac ¥ kién cta khach hang duoc tap hop
thong ké theo biéu mau
NIFC.PR.08.F.07 dé bdo cdo trude cude
hop xem xét lanh dao va phédn tich xu
hudng danh gia cua khach hang.

6.3. Luru ho so

Hé so qua trinh giai quyét khiéu nai va
yéu cdu xem xét lai duge luu trit theo quy
dinh cua thu tuc NIFC.PR.06.

7. Céc biéu miu lién quan - Related forms

6.2.4. 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,
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 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
form NIFC.PR.08.F.08.

The feedbacks and comments from

inspection
activities

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.

6.3. Records

Records of complaints and appeal

handling are kept accordance with

procedure NIFC.PR.06.

NIFC.PR.08.F.01: S tiép nhan va giai quyét khiéu nai va yéu ciu xem xét lai
Receive complaint and appeal book
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Thii tuc gidi quyét khiéu nai va yéu ciu xem xét lai NIFC.PR.08
Complaints and appeals treatment procedure
- NIFC.PR.08.F.02: Phiéu tiép nhan va giai quyét khiéu nai, yéu cau xem xét lai

Receive and handle of complaint and appeal sheet
- NIFC.PR.08.F.03: Phiéu thu thap y kién khach hang déi véi dich vu thir nghiém
Collect customer opinions on test service
- NIFC.PR.08.F.04: Phiéu thu thap y kién khach hang déi vdi hoat dong giam dinh
Collect customer opinions on inspection service
- NIFC.PR.08.F.05: Phiéu thu thap y kién khach hang déi véi hoat ddng chimg nhén
Collect customer opinions on certification service
- NIFC.PR.08.F.06: Phiéu thu thap y kién khach hang dbi véi hoat dong thir nghiém thanh
thao
Collect customer opinions on proficiency testing service
- NIFC.PR.08.F.07: Phiéu tong hop ¥ kién ctia khach hang
Customer feedback summary sheet
Phiéu thu thap y kién khach hang di véi dich vy cung cap mau chuan
- NIFC.PR.08.F.08: Phiéu thu thap ¥ kién khéch hang déi véi dich vu cung cip mau chuan
Collect customer opinions on reference material service

8. Danh sich cdc don vi dwge phin phoi tai ligu nay - List of units are delivered this
document

STT | Bansé
No Coi:); ;)o Nguoi giit/ Department Ghi chi/Note
1 00 Khoa Dam bao chat lugng - Laboratory of Quality Ban gbc
' Assurence Original
- - ; Ban kiém soat
s 01 Lanh dao Vién (04 ban) Contialied
3 02 Khoa Dinh dudmg va phu gia thuc phdm - Laboratory of | Ban kiém soat
. Nutrients and food additives. Controlled
Khoa Kim loai va Vi khoang - Heavy metals and Ban kiém soat
4. 03 )
minerals lab. Controlled
Khoa déc hoc di nguyén - Food Toxicology and
5 04 Allergens Testing lab. Ban kiém soat
Khoa Tén du va 6 nhi®m hoa chét - Laboratory of Controlled
Chemical residues and Contaminants in food
g % . Ban kiém soat
6. 05 Khoa nghién ctru thuc pham - Food research laboratory Controlled
Khoa vi sinh va bién déi gen - Laboratory of Food
. 06 Microbiology and Genetically modified food Ban kiém soat
Khoa Pong thuc vt thir nghiém - Laboratory of Controlled
Experiments on animals and plants
8 07 Phong T4 chirc - Hanh chinh - Personnel Ban kiém soat
Administration Department Controlled
Phong K& hoach, Vat tu va Cong nghé thong tin - Ban kiém soat
9. 08 Department of Planning, Purchasing and information A
technology
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S, ERaeG Ngudi giit/ Department Ghi chi/Not
m e
No | Copy No guoi giit/ Departmen i chu/No
Phong Tai chinh - Ké toan - Financial and Accounting | Ban kiém soat
10. 09
Department Controlled
Phong Khoa hoc - _Dao tao va. Hc_)p tac quoc te = Ban kidm soat
11. 10 Department of Science - Training and International
. Controlled
Cooperation.
1 - Phong Kiém tra nha nuéc vé thuc phdm nhap khau - Ban kiém soat
' State Control of Imported Food Department Controlled
13 12 Trung tdm dich vu khoa hoc k¥ thuét - Science and Ban kiém soat
' Technology Service Center Controlled
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VIEN KIEM NGHIEM AN TOAN VE SINH THUC PHAM QUOC GIA
NATIONAL INSITITUTE FOR FOOD CONTROL

PHIEU PE NGHI BAN HANH/ SUA POI TAI LIEU
PROPOSAL FOR DOCUMENT ISSUE/AMENDMENT

1. Ngudi dé nghi - Proponent: Nguyén Thi Hing
2. Tén tai liéu d& nghi - Proposal document : .
NIFC.PR.08 Thu tuc Giai quyét khi€u nai va yéu cau xem xét lai
Stra d6i - Amendment O Bb sung - Supplement O Ban hanh méi - New issue M
3. Vi tri sira d6i/ bd sung. Tom tit ndi dung thay dbi
Amendment, supplement position. Summary of change:
Muc 5. B sung nguyén tic
Muc 6.1 B6 sung dénh gia mirc d6 hai long véi thai 6 phuc vu ctia can by Vién
Muc 6.2.2 Bb sung quy dinh thoi han chuyén phan nan tir khi tiép nhan dén Khoa BBCL, thoi han

giai quyét/phan hdi cia Khoa PBCL va céc don vi lién quan dén phan nan, khiéu nai va yéu cau xem
xét lai

Ngudi dé nghi - Proponent: Nguyén Thi Hang w Ngay - date: 26/03/2025

4, Can bd xem xét su thich hgp cua viéc sua d6i/ bd sung/ban hanh méi - Review: w

Thich hop - suitable Khong thich hop - not suitable 0

D& xudt can bo soan thao - propose of prepare person: Nguyén Thi Hang ”‘1
Thoi han hoan thanh - deadline: 31/3/2025

P& xuat can bd thim xét - propose of review person: Tran Thanh Son %/M"
Thoi han hoan thanh - deadline: 31/3/2025

5. Khoa PBCL xem xét - reviewed by DBCL:

Thich hop - suitable E/ Khoéng thich hop - not suitable O
6. Ngudi thim xét - reviewed: %/M
Pat yéu cau - satisfied E( Chua dat yéu cau - not satisfied O

Yéu céu bd sung (truomg hop chua dat yéu cu) - amendment request:

7. Dé nghi ban hanh chinh thitc ngay - proposal official issue date: 31/3/2025

8. Lanh dao Vién phé duyét - approved by leadership: OV

Ngay - date: 31/3/2025
9. BBCL cép nhat tai liéu - updated by DBCL

Ngay - date: 34 |5 I 020"“/

NIFC.PR.01.F.03 Lin ban hanh - Issue No.: 2 Ngay ban hanh - Issue date: 10.3.2020 Trang - page: 1/1



