e CONG TY CO PHAN DICH VU KY THUAT PHATECO

PHATECO'

SOLIDARITY, COOPERATION & COSUCCESS,

QUY TRINH XU LY PHAN NAN VA PO LUONG SU HAI

LONG CUA KHACH HANG

M3 s6: PTC.QMS.P11

9 01/11/18 Stra @i muc 11, muc 2.3
8 02/01/16 Stra dbi muc 2.2
7 10/06/15 Stra dbi muc 2.2
6 02/01/13 Thay di biéu mau sé6 PTC.QMS.P11.F02, FO1
c 2411110 I':'éhr?y(;fg]tén cong ty, mot sd chirc danh tai cac ndi dung
4 19/11/09 Ban hanh lan 5, stra d6i ndi dung muc 2.3
3 15/07/09 Ban hanh 1an 4, stra ddi tén tai liéu va cac ndi dung khac
2 01/10/08 Ban hanh Ian 3, stra ddi quy cach trinh bay tai liéu
1 01/06/07 Ban hanh 1an 2, stra dbi “form” s6 PTC.TRD.F02
0 10/09/06 Ban hanh lan dau
S6 stra d6i | Ngay lap M6 ta
Chuén bj Kiém tra Phé duyét
JHV )
] Vii Thi Thu Hién Pao QL;n/gT/Emg Trinh Vin Ngu
Giam doc Kinh doanh Pai dién 1anh dao chét lweng Téng Giam déc
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G . O ok . TL S6: PTC.QMS.P11
=) QUY TRINH XU LY PHAN NAN VA PO LUONG  g§ gira ddi.: 9

NOI DUNG

. MUC BiCH

1. PHAM VI AP DUNG

1. TAI LIEU THAM KHAO
\Y2 NOI DUNG

1.0 X LY PHAN NAN CUA KHACH HANG
2.0 PO LUONG SU HAI LONG CUA KHACH HANG
3.0 CAC FORM, MAU AP DUNG
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SOLIDARITY, COOPERATION & COSUCCESS,

TL S6: PTC.QMS.P11
S6 sira ddi.; 9

'I'E\c%% QUY TRINH XU LY PHAN NAN VA PO LUONG
Ngay: 01/11/2018

SU HAI LONG CUA KHACH HANG

Muc dich

Quy trinh nay dwoc ban hanh va ap dung v&i muc dich:

Céc phan nan cta khach hang bang van ban phai duwoc xt ly kip thoi dé dat dwoc
sw hai long cua khach hang

Dam bao viéc dap irng cac yéu cau cua khach hang, nang cao uy tin ctia Cong ty.
Pham vi ap dung

Cho toan bé Céng ty PHATECO

Tai liéu tham khao:

Tiéu chuan I1SO 9001:2015

S6 tay chét lwgng ctia Céng ty-PTC.QMS.M.

IV. Néi dung
1. X ly phan nan caa khach hang
Bwéc | Trach nhiém M0 ta Biéu mau Dién giai, xtr ly
Nhirng khiéu nai ctia khach hang vé viéc
Nhirng thwe hién dich vu:
Khach khiéu nai
. . - Khéng dung quy trinh
han cua khach ) o
9 . - Khéng dung tién do
hang ]
- Khéng dam bao chat lwvong
- Thai d6 cung cép dich vu
. _ | Pniéutiép
Tiép nhan nhanva | Khiéu nai bang van ban dwoc chuyén cho
Phong kinh kr,néu n,e_u xit Iy phan | Phong kinh doanh
doanh cua khach o
nan cua
hang
KH
- Néu nguyén nhan do phia khach
Giam déc kinh | Phan tich hang: Phong kinh doanh két hop
doanh. va Ban phan nan i phong chuyén mon théng bao tra 1o
13nh dao coa KH va giai thich cho khach hang
- Néu nguyén nhan do phia Céng ty thi
sé phan tich va dwa ra bién phap xt ly
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SOLIDARITY, COOPERATION & COSUCCESS,

-} QUY TRINH XU LY PHAN NAN VA PO LUONG
SU HAI LONG CUA KHACH HANG

TL S6: PTC.QMS.P11
S6 sira ddi.; 9
Ngay: 01/11/2018

Phan tich o
p Phong chuyén mon lién quan dén viéc
\ A wara
4 Phong chuyén _ - phan nan cua khach hang sé dwara
mon bién phap ) L
. bién phap xw ly
Xt ly
Phé duyét Phong kinh doanh Iap thanh van ban
5 Ban lanh dao | Bién phap - bién phap x ly trinh ban lanh dao phé
Xt ly duyét.
Néu khach hang khéng chap nhan
Theo doi bién phap xt ly da dwa ra, phong/bd
sy phan phan lién quan phdi hop dwa ra bién
Phong kinh héi cla phéap x& ly khac thuyét phuc hon
6 doanh khach Néu khach hang chap nhan, phong
hang va kinh doanh sé thong bao t&i phong
X ly chuyén mon thye hién theo bién phap
da dwoc duyét
Danh gia
két qua
thwe hién,
N Phong chuyén mén, ban lanh dao hop
bai hoc . X 2 A, .
. Phong chuyén | in ] danh gia két qua thwc hién, rat ra bai
mon n hoc kinh nghiém, bién phap khéc phuc
nghiém, .
) i phong ngtra.
bién phap
phong
ngtra
Phong kinh Phong kinh doanh, phong chuyén mén
g | doanh, Phong | Lwu ho so lwu tAt ca ho so lién quan dén quéa
chuyén moén trinh

Lwuy:

- Phan hbi bang dién thoai t&i khach hang ngay khi nhan dwoc phan nan cla khach hang.

- Cham nhét sau 02 ngay tlr sau khi nhan dwoc phan nan cia khach hang phai cé phan

hoi dau tién.

- Trong moi trwdng hop, Céng ty ludn tim bién phap gidi quyét théa dang moi phan nan

cua khach hang.

Do lwong sw hai long cua khach hang

2.1 Cac phuwong phap thu thap théng tin ttr khach hang:
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G . O ok . TL S6: PTC.QMS.P11
=) QUY TRINH XU LY PHAN NAN VA PO LUONG  g§ gira ddi.: 9

Théng tin bang van ban khach hang glvi téi Cong ty.

Phiéu danh gia chat lwong dich vu (theo biéu mau) hodc dang phiéu tw lap khac tir cac
phong ban tac nghiép.

Thong qua trao ddi trwc tiép hodc dién thoai, Email véi khach hang.

2.2 Thuc hién

2.3

Phong kinh doanh c6 trach nhiém thu thap thong tin phan héi danh gia vé chét lvong dich
vu cua Khach hang bang mét trong cac phwong thirc néu trén (co thé cap nhat theo dbi
va lwu lai trén hé thong quan ly théng tin trong may tinh ctia Phong Kinh doanh)

Thoi gian:
% D6bi voi dy an ngan han: sau khi két thac dw an.

<% Db voi dw an Ion, thoi gian thec hién kéo dai, khach hang thwong xuyén, cong
trwdng co dinh: trong gué trinh thwc hién Hop dong va/hoac cudi qué trinh thyc hién
Hop dong.

Tét ca cac dy an déu phai thu thap dwoc y kién danh gia ciia Khach hang. Truong hop

dac biét, c6 dy an khoéng xin dwoc y kién danh gia ctia Khach hang, phai néu ré ly do

chinh dang trong Béo céo.

Dinh ky 06 thang, phong Kinh doanh tdng hop cac két qua do lwong sy théa man cua

khach hang dé trinh Pai dién lanh dao trwdc cac lan danh gia 6 thang dau nam va cudc

hop xem xét cua lanh dao thwong nién.

Ban lanh dao cong ty, phong kinh doanh xt ly cac thong tin danh gia cua khach hang,

dwa ra bién phap cai tién va chién lwvgc cham soc khach hang.

Béanh gia va bién phap x& ly

Két qua danh gia theo 04 murc, trong do:

+ Mure 1: Khong hai long: Phong Kinh doanh phai 1ap Phiéu tiép nhan, ghi chép lai nhixng

y kien khong hai long tir khach hang (PTC.QMS.P11.F01) & gwi cho Ban lanh dao va

Phong chuy&n mén dé xt ly. (Khéng hai long khach hang sé cham diém 0)

+ Mtrc 2: Trung binh: Néu khach hang c6 kem theo y kién déng gép hay phan nan vé

chat lwgng dich vy, Phong Kinh doanh sé 1ap Phiéu tiép nhan, x& ly phan nan cua khach

hang (PTC QMS.P11. F01) gri cho Phong chuyén mon dé lam rd hon yéu cau, mong

mudn cla khach hang dé viéc cung cap dich vu tiép theo tét hon. Néu khéng cé v kién

phan nan cu the, phong Kinh doanh sé théng bao cho Giam dbc/Trwéng phong lién quan

vé hién trang dé ndi bo phong tac nghiép rat kinh nghiém. (Trung binh khach hang sé

cham diém 1)

+ Mirc 3: Hai long. (Hai long khach hang sé cham diém 2)

+ MUrc 4: Xuét séc. (Xuat sac khach hang sé chdm diém 3)

Trong trwong hop phai lap Phiéu tiép nhan, x& Iy phan nan cda khach hang, nhirng véan

dé trao doi va thong nhat v&i khach hang trong viéc giai quyet cac phan nan nay sé dugc

van ban hoa c6 thé bang Bién ban hop, Bién ban ghi nhé gitra hai bén, emalil, fax...

Céc “form”, mau ap dung

Phiéu tiép nhan, x& ly phan nan ctia khach hang (PTC.QMS.P11.F01)

Phiéu danh gia chat lwong dich vu (PTC.QMS.P11.F02)
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G . O ok . TL S6: PTC.QMS.P11
TEco’) QUY TRINH XU LY PHAN NAN VA PO LUONG  g§ sira déi.- 9

ﬁmﬂﬁmou&msu:csss SU HAI L(‘)NG CﬁA KHACH HANG Ngay 01/11/2018

Minh hoa 1: Phiéu tiép nhan, x& ly phan nan cta khach hang (PTC.QMS.P11.F01)

CONG TY CO PHAN DICH VU KY THUAT PHATECO

S6 TL/Do.No.: Ngay ....... thang......nam.....

PHIEU TIEP NHAN, XU’ LY PHAN NAN CUA KHACH HANG
(CUSTOMER COMPLAINT SOLVING SHEET)

1. Tén kh&ch hang (Customer NamIE) ... ...ou it it et e e e e e e
2. Dich vu cung cap (Supplied SEIVICE) ©..........uvuueeriee e e,
Cong viéc (Description) X&c nhan/phé duyét
(Confirmed/Approved)
1. NOi dung phan nan (Claim Content) : ...........cccveivieiennnn.
2. Xem xét, phan tich nguyén nhan (Cause Analysis): ...........|

Pinh kem (Attachment):

Biéu m4u sé6: PTC.QMS.P11.FO1 Ngay ban hanh: 02/01/2013 Sé swra déi.: 5 Trang 1/1
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TL S6: PTC.QMS.P11

£ )\<le 3 ” , 3 3 | . . ]
° UY TRINH XU LY PHAN NAN VA PO LUONG 5 stra ddi.
ﬁﬂﬁ!@ Q S0 stra doi.: 9

SU HAI LONG CUA KHACH HANG Ngay: 01/11/2018

Minh hoa 2: Phiéu danh gia chéat lwong dich vu (PTC.QMS.P11.F02)

< . o i )
ATECO’ CONG TY CO PHAN DICH VU KY THUAT PHATECO

SOLIDARITY, COOPERATION & COSUCCESS,

PHIEU PANH GIA CHAT LUONG DICH VU
(SERVICE QUALITY EVALUATION SHEET)

. KHACH HANG (CUSTOMERY: .....couiieieeeeeeeeeee et et

Il DY AN/DICH VU CUNG CAP (PROJECT/SUPPLY SERVICE):.........ccoeeieieeeeennnn,

. NOI DUNG PANH GIA (EVALUATION CONTENT):

Panh gia caa Khach hang
(EVALUATION CONTENT)

SNTOT/ Hang muc/Item Khoéng hai long/ | Trung binh | Hailong Xuat sac
' Dissatisfied (Average) | (Satisfied) | (Excellent)
(0) 1) (2) (3)

1 | Thiét bi/Equipment

2 Nhan sw/Personnel

3 | Chétlwong/Quality

4 | Tién do/Progress

5 Bao cao/Report

¢ | Théido cung cép dich vu/

Service supply Attitude

Ghi chi ( Remark): Quy Khach hang vui 1dng dénh (x) vao 6 diém dwoc ddnh gia.
(Please mark (x) for evaluation)

IV. CAC Y KIEN KHAC (OTHER):

PAI DIEN KHACH HANG (CUSTOMER REPRESENTATIVE):

Ho vatén (Name): ..o i e
Chtrc vy (POSItioNn): ..o e e
Ky tén (SIignature): .......ccoovve i e,
NOAY (DALe): et

Biéu m4u sé6: PTC.QMS.P11.F02 Ngay ban hanh: 02/01/2013  Séswadéi.. 6  Tr
Trang 7/7

ang 1/1
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