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1. Tai liéu vién dan

1. Cited documents

VMM, QM; ISO 17021; 1SO 17025; I1SO
17065, 1ISO 22003; ISO 17020; ISO 9001;
ISO 19011.

VMM, QM; ISO 17021; 1ISO 17025; ISO 17065;
ISO 22003; ISO 17020; ISO 9001; ISO 19011.

2. Muc dich va Pham vi

2. Scope and objective

- Quy dinh trinh tw, tha tuc tiép nhan va
gidi quyét cling nhw ngan ngtra su tai dién
cac khiéu nai, phan nan cla khach hang
va cac bén lién quan trong cac hoat déng
cung cap dich vu cla VinaCert mét cach
nhanh chéng, khach quan, ding dén, dam
bdo théa man nhu cau chinh dang cda
khach hang.

- Hb so vé tat ca cac phan nan, khiéu nai
va qua trinh diéu tra, gidi quyét cling nhw
cac hanh déng khac phuc dugc tién hanh
déu phai dwoc luwu lai.

This document specifies the order and
procedures of receiving and handling as well
as preventing the continual recurrence of
complaints and appeals from customers, all
interested parties related to the service
supplied by VinaCert in a quick, objective,
accuracy and to satisfy legitimate requirements
of customer.

Records of all complaints, appeals and their
investigating and resolving processes as well
as corrective action taken shall be recorded.

3. Viét tat va dinh nghia

3. Abbreviation and definition

3.1. Viét tat

Ngoai cac dinh nghia va viét tat da dwoc siv
dung trong VMM, quy trinh nay st dung cac
tlr viét tat va dinh nghia sau:

3.1. Abbreviation

Beside the definitions and abbreviations are
used in VMM, this procedure uses the
abbreviations and definitions as follows:

KN: Khiéu nai. KN: Complaint
PN: Phan nan. PN: Dissatisfaction
3.2. Pjnh nghia 3.2. Definition

- Khiéu nai: La yéu ciu do khach hang néu
ra dbi voi két qua lién quan dén viéc cung
cép dich vu clia VinaCert hay chinh qua
trinh x{ Iy khiéu nai ctia VinaCert v&i mong
mubn dwoc xem xét lai quyét dinh do
VinaCert da dwa ra dbi voi doi twong co
lién quan.

- Phan nan: Hinh thirc dién dat sw khéng
hai long, hodc mo6t dé nghj khac (khac véi
khiéu nai), clia mét ca nhan hoac té chirc
bat ky voi VinaCert lién quan dén hoat dong
cla té chirc/co quan d6 véi mong muébn
dugc dap lai.

Chu thich:

+ Phan nan cé thé 1a sy bay té khong hai
long cla khach hang vé gia dich vy, thoi
gian cung cap dich vy ma VinaCert cam
két,.. .

- Complaint: The requests by customers to
VinaCert regarding to the results of service
supplied by VinaCert, or the complaints-
handling process itself, where a response or
resolution is explicity or implicity expected.

- Dissatisfaction: Expression of unhappy, or
extra request, other than appeals by any
person or organization to VinaCert about the
activities of the organization/institution, where
a response is expected,

Note:

+ Dissatisfaction might includes but not limit to:
the expression of unhappy about service fee,
time of delivering service of VinaCert as
promised, .. ;
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+ Pé nghj khac co thé bao gbm, nhung

khéng gi¢i han &: dé nghi cap bd sung
phiéu két qua TN, dé& nghj thay déi théng tin

+ Other request: might includes but not limit to:
request of issuing more test report, request to
change information of customers,...

khach hang...

4. Ni dung 4. Contents

4.1 Cac nguyén tac giai quyét khiéu nai, | 4.1. Principles for handling appeals and
phan nan complaints

Nguoi tham gia gidi quyét khiéu nai, phan
nan cla khach hang phai tuan thd cac
nguyén téc sau:
Cong khai, minh bach: Cac théng tin cla
VinaCert vé viéc cung cap dich vu phai dam
bao cong khai, minh bach véi khach hang
dé khach hang c6 thé tiép can duwoc cac
qua trinh cung cép dich vu dé.
VinaCert phai xac dinh, cung véi khach
hang va bén khiéu nai, xem c6é coéng khai
van dé khiéu nai va viéc gidi quyét khiéu nai
hay khéng va néu ¢é thi & mirc do nao.
Dé tiép can: Cac thong tin vé gidi quyét
khiéu nai, phan nan cla VinaCert phai dam
bao dé hiéu va dé tiép can.
Tinh kip théi: Dam bao cung cép kip thoi
cho ca nhan/té chirc khiéu nai cac théng tin
v& viéc tiép nhan khiéu nai, trach nhiém va
tién @0 giai quyét khiéu nai.
Khach quan: Dam bao giai quyét cac khiéu
nai, phan nan mét cach khach quan, céng
bang va khéng phan biét déi x(r.
Chi phi: Nguéi khiéu nai, phan nan khéng
phai chiu bat ky chi phi nao cho qua trinh
thire hién va gidi quyét cac KN/ PN.
Chinh sach xi ly phan nan, khiéu nai
cua khach hang
* VinaCert ludn thién chi va tao diéu
kién dé khach hang c6 thé phan anh
mét cach thuén lgi trong viéc gidi quyét
cac phan nan, khiéu nai nhdm bao dam
quyén lgi clia khach hang va khong
ngteng cdi tién d& hoan thién hé théng
quan ly cua VinaCert".

The person involved in handling the client's
appeals must comply with the following
principles:

Publicity and transparency: VinaCert's
information on service provision must be public
and transparent to clients so that they could
have access to the processes of service
provision.

VinaCert with the client andfor the
complainant, shall determine, whether the
subject of the complaint and its resclution shall
be made public and what extension,

Easy access: The information on handling
appeals by VinaCert must be easy to
understand and access.

Promptness: Ensure to provide to the appeal
individual/organization the information on
receiving appeals, responsibilities and handling
progress in a timely manner. .

Objectivity: Ensure to handle appeals
objectively, impartially and indiscriminately.

Fee: complainants will pay no fee for the
implementation and settlement of KN/PN.

Policy for handling clients’ appeals and

complaints
“VinaCert, with goodwill, shall always make
favorable conditions for clients to reflect
their needs in the process of appeals and
complaints handling in order to ensure the
clients’ interests and continually improve to
perfect VinaCert's management system”.

4.2 B phan tiép nhan thong tin:
Trach nhiém: Nhan théng tin & phan hoi
cac yéu cau xem xét lai cing nhw quan ly,

4.2 Information Reception
Responsibility: Receiving information and
responding inquiries as well as managing,
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theo doi va luu trlr cac ho so tiép nhan, giai
quyét cac yéu cau cla khach hang lién
quan @én hoat ddng cung cép dich vu cla
VICB. Tuy tirng ndi dung cla yéu ciu,
ngudi nhan théng tin tir khach hang chuyén
yéu cau téi bd phan twong tng:

e V&i cac khiéu nai lign quan dén cac
dich vu trong céng ty (bao gdm ca thee
nghiém), chuyén théng tin vé Van
Phong tiép nhén va chd tri xC 1y.

e V&i cac phan nan/yéu cau khac lién
quan dén dich vy th&r nghiém, bd
phan tiép nhan théng tin la cac PTN

tracking, archieving records, addressing
customer requests related to service provised
by VICB. Depending on the content of the
request, receiver would transfer information to
appropiately department:

« For complaints related to all services
(including testing service) of the company - the
Officer will be in charged.

* For dissatisfaction/extra request related to the
testing service, receiving department is

twong trng accordingly laboratory;
4.3 Lwu dd 4.3. Flowchart
H?é So/Record
Chiu trach nhiém/ Biéu mau lién
Tri
Responsibility Quy Trinh/Procedure R
Form
Toan b nhan vién/ 1 Nhan thén ti Emall, dign thoai
Al stafts Re.celv-e En!o:g;ﬂ:m Foo-Ds4
Van phong (KN)/
The Officer (complaint) 2 X &t chuy F00-09-01
PTN (Phan nan cua TN) 5 A W s 3 W F00-09-02
Lab (dissatifaction Review, classify and F00-08-03
about testing service) ansfer to refative dep
Bo phan lién quan/ " ]
Relative Dept o 308 netirdng bl gurl F00-08-01
Giam déc bd phan/
Director R
"'m‘ . Xem xet X
THead %:;E’ Review solution F00-08-01
B¢ phan lién quan/ 5.Thirc hién theo aé xudt
Relative Dept duoe phé duydt F00-09-01
Perform approved solution
VP! The officer 6. Xem xét phan
e offic héi khich hang/
PTN/Lab Review customer's FoD-08-01
respond
VPI The officer 7. Lwu hé sol F00-09-01
PTN/Lab Record F00-08-02
F00-09-03
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4.4 M6 ta chi tiet )
Bwéc 1: Nhan théng tin khiéu nai, phan
nan
Moi thanh vién Céng ty cé trach nhiém tiép
nhan cac théng tin vé phan nan, khiéu nai
qua Email, dién thoai, hodc phiéu théng tin
khiéu nai phan nan (F00-09-01) va chuyén
day dG théng tin vé Bo phan tiép nhan (theo
quy dinh & 4.1) dé theo dai xtr ly KN- PN.

Bwéc 2: Xem xét phan loai yéu ciu va
chuyén dén cac phong ban lién quan:

Céc théng tin khiéu nai, phan nan sé duoc bd
phan tiép nhan xem xét so' bd ndi dung yéu
cau, phan loai, cap sb phiéu (ID), vao sb theo
d6i F00-09-02 ddi véi KN va F00-09-03 doi
voi PN. Quy wéc cach danh sé phiéu (ID):

+ Phan nan; PN-XX,

+ Khiéu nai: KN-XX

Trong d6: XX la s thir tw cia PN/KN trong
nam. XX bét dau tr 01.

Sau khi xem xét, bé phan tiép nhan cap nhat
théng tin vao FO0-09-01. V&i cac khiéu nai,
bd phéan tiép nhan phan héi khach hang va
chuyén théng tin dén bd phan lién quan trong
vong 1 ngdy sau khi nhan dwoc yéu cau. Véi
cac phan nan, tuy mirc do nghiém trong va
khd nang dap (rng, bd phan tiép nhan chd
déng phan hdi lai khach hang vé cach thirc xtr
Iy khi can.

Lwu y: Néu khiéu nai lién quan dén khach
hang dich vy chirng nhan thi viéc xem xét
khiéu nai phai xét dén higu lyc clia hé théng
quan ly dwgc chirng nhan va VinaCert sé
xU ly khiéu nai cho khach hang dwoc chirng
nhéan theo hiéu lyc chirng nhéan,

Bwérc 3: D& xudt hanh déng giai quyét:
Trwéng cac Phong Ban lién quan can cl
théng tin nhan dwoc theo phiéu FO0-09-01
danh gia so b, xac dinh nguyén nhan va
dua ra huéng gidi quyét kém thoi han dw
kién. Han phan hoi téi Bé phan tiép nhan
théng tin khdng qua 02 ngay ké tir ngay cac

4.4, Detailed description
Step 1: Receive complaints, appeals

information

All the members of the Company are
responsible for receiving complaints,
dissatisfaction via Email, phone, or
complaints Form (F00-09-01) and sending
all the information to the Information
Reception Division (as described in section
4.1) to follow the process.

Step 2: Review to classify the request
and transfer to relevant departments:

All complaints and appeals will be preliminary
review, classify, identify ID number of request
and fill into the F00-09-02 for complaint and
FO0-09-03 for dissatisfaction. ID number
identification follows:

+ Dissatisfaction: PN-XX

+ Complaint: KN-XX

In which: XX is the order number of
complaint/dissatisfaction each year, start
from 01.

After the previous step, Reception Division shall
update information in FO00-09-01 form. For
complaints, Receiving Division reply customer
about the receipt and forward the information to
relevant department within 01 day after receiving
request. For other requests, base on its seriuos and
ability to meet the expectation, Receiving Division
responde to customer about the resolve method.
Note: If the complaint relates to the
certification service, review process shall
take into account the validity of the certified
management system and VinaCert will
handle the complaint to the certified client in
accordance with the validity of certification

Step 3: Propose solution :

Head of relevant Departments based on
information received under the FO0-09-01 to
carry out a preliminary assessment, identify
the cause and suggest action to handle the
issue. Deadline for this action is 02 days
from the day that Department

reveal
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Phong Ban lién quan tiép nhan théng tin.
Trong trwdng hop c¢é nguyén nhan sai soét
do I&i tir VICB, Bd phan lién quan tién hanh
mé& phiéu CAR (F00-05-01) dé diéu tra
nguyén nhan va cach khéc phuc theo quy
trinh VVO0-05.

Cac ca nhan tham gia xem xét, gidi quyét
khiéu nai dwgc lwa chon sao cho khong cé
xung dét lgi ich v&i khach hang. Cac ca
nhan nay khéng dwoc la ngwdi da lam viéc
cho khach hang trong vong 02 nam ké tu
ngay két thic hop ddng lam viéc. Cac ca
nhan nay ciing khéng duwoc chiu ap luc tai
chinh, thwong mai hay co6 quan hé dac biét
véi khach hang dwa ra khiéu nai. Cac ca
nhan xem xét va dwa ra quyét dinh vé khiéu
nai phai la ca nhan khoéng lién quan téi cac
hoat déng clia khach hang dwa ra khiéu nai,
phan nan.

Buwoc 4: Xem xét phé duyét dé xuét hanh dong:

Déi voi cac phiéu dwoc phan loai la khiéu
nai, cac dé xuat hanh déng gidi quyét phai
dwoc chuyén dén Giam dbc Bé phan phé
duyét trwére khi thue hién.

Déi véi cac phiéu dwoc phan loai la phan nan
thi cac dé xuét hanh déng gidi quyét sé duwoc
chuyén dén bd phan tiép nhan théng tin, dé
thie hién phan hdi théng tin cho khach hang
thdng qua email hodc bang van ban.

Lwu y: Tay vao mirc d6 anh huwdng cla
phan nan, hoac cac phan nan cé ndi dung
Iap lai nhiéu lan va mang tinh hé thdng, thi
cling sé& dwoc can nhéc gidi quyét nhu phan
loai & khiéu nai.

T4t ca cac khiéu nai ¢an duoc gidi quyét tdi
da trong vong 30 ngay ké tir ngay tiép nhan
d6i véi phan nan thdi han la 20 ngay.
Trwdng hop ngoai 18 phai xin y kién Téng
Giam déc. BS phan dwoc phan cong xtr ly
KN/PN chuyén két quad thuc hién vé& bd
phén tiép nhan d& bd phan nay phan hdi téi
khach hang.

received information.

In case of errors due to faults from the
VICB, the concerned Division shall open a
CAR (F00-05-01) to investigate the causes
and remedies follow V00-05 Procedure.

The individuals in charge of the
consideration and settlement of complaints
shall be selected so as to avoid conflict of
interest with customer. These individuals
must not have worked for the customer
within 02 years from the end date of the
labor contract. These individuals must not
bear financial, commercial pressures, or
have a special relationship with the
customer. Individuals in charge of
considering and making decisions on the
complaints must be the persons not related
to the customer whom sent complaint and
dissatisfaction.

Step 4: Review propose actions.

For the request that is classified as
“Complaint”, action settlement proposals
must be forwarded to the Department
Director for approval before performance.
For request classified as
dissatisfaction/other request, the propose
action will be forwarded to the information
receiving department for feedback to the
customer by email or documents.

Note: Depends on the affaction of the
dissatisfaction, or the dissatisfaction was
repeated and systematic content, it will also
be proccessed as a complaint.

All complaints should be resolved within 30
days since receipting time, deadline to
resolve other requests is 20 days. In
exceptional cases, it needs to be adjusted
by General Director. After performing action,
relevent department send result to
Receiving Division to respond to customer.
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Bwéc 5: Phan héi khach hang

BO phan tiép nhan théng tin cé trach nhiém
chuyén d@én khach hang két qua hanh déng
gidi quyét KN/PN, ghi nhan lai néi dung
théng tin da phan héi cho khach hang vao
phiéu FO0-09-01.

Trwong hop khach hang van chwa déng y
cac giai phap tlr VICB thi sé tién hanh xem
xét mé lai phiéu KN/PN, va thuc hién tor
bwéc 1 dén budce 5.

Bwéc 6: Lwu hd sor

Sau khi khach hang phan hdi chadp nhan
cach xtr ly cta VinaCert hoac trong véng 30
ngdy sau khi glri két qua x& ly ma khach
hang khéng c6 phan héi gi khac thi bd phan
tiép nhan ddng KN/PN.

Déi voi cac khiéu nai lién quan téi két qua
thir nghiém, théi gian @& khach hang cé
quyén khiéu nai theo quy dinh thoi gian lwu
mau cla Phong th(r nghiém. Lwu y: khi cé
khiéu nai két qua lien quan téi mau luy,
mau lién quan t&i khiéu nai duoc duy tri thoi
gian lwu trir nhw mdt mau maéi tiép nhan.

B& phéan tiép nhan cap nhat théng tin thoi
gian déng hd so vao sb theo dai KN/PN.

Step 5: Reply to customer

The information receiving department sends
the information to the customer after the
relevant departments have completed the
actions, and record the information returned
to the customer on the F00-09-01.

In case customers still do not agree with the
solutions from VICB, re-proceed the
process from step 1 to step 5.

Step 6: Record

After customer reply to received result from
VinaCert or do not sending any disagree
comment within 30 days from the day
VinaCert seding respond, the receiving
division is allowed to close the request, and
update clossing time into monitoring
logbook.

For complaint relate to testing result,
customer allow to sending complaint within
the sample storage duration as Laboratory
regulation of storing customer sample. Note:
when appearing a complaint, the related
sample is considered as a new testing
sample.

Reception Division update the closing time for
that appropiate request onto monitoring logbook.

5. Trach nhiém dao tao va nhan thirc

5. Responsibility, training and awareness

QA/ Trwéng cac phong/ ban co trach nhiém
dao tao quy trinh nay.

Céac nhan vién thyec hién va cac phong ban
lién quan c¢é trach nhiém thau hiéu va thye
hién ding theo quy trinh nay.

The QA/ head of department is responsible for
training this process.

Executives and relevant departments are
responsible for understanding and following
this process.

6. HO so lwu 6. Records
T Hb so/ MaHS/ | &l — Thei gian
No. Document Code lwu/ Time
1. | Phiéu tiép nhan va xt ly khiéu nai, F00-09-01 | B& phan tiép 36 thang/
phan nan /Receive and resolve nhan théng tin. months
complaint/appeal form Information
Reception
2. | S6 theo dbi tiép nhan va xt Iy khiéu | F00-09-02 | Bé phan tiép 36 thang/
nai/ Follow up receive and resolve nhan théng tin. months
complaint Information
Reception
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3. | Sé theo déi tiép nhan va x{ ly phan
nan/ Follow up receive and resolve
dissatisfaction

F00-09-03

B phan tiép
nhéan théng tin.
Information
Reception

36 thang/
months

7. Bao mat

7. Confidentiality

Moi can bd, nhan vién trong Cong ty co
trach nhiém bao mat cac théng tin lién quan
dén phan nan, khiéu nai trir khi cé sy déng
y bang van ban clia ngudi phan nan, khiéu
nai.

Every personnel in the company shall be
responsible for the information confidentiality
relating to appeals and complaints unless there
is the aggreement in writing by the claimant.

Hét/ The end
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