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$6: 03/QD-1SO Ha Ngi, ngay 2 thang O4ném 2020

QUYET PINH

Veé vigc phé duy€t va ban hanh sta ddi tai liéu H¢ théng Quin Iy chat lwgng
theo tiéu chuin ISO 9001:2015

BAN CHI PAO HE THONG QUAN LY CHAT LUQNG
TRUNG TAM THONG BAO TIN TUC HANG KHONG

Cin ot Quyét dinh sb 654/Qb-TTHK ngay 10/6/2019 clia Gidm dbc Trung
tdém Théng bao tin tic hang khong v& viéc Kién toan Ban chi dao Hé thong quén
1y chat lugng Trung tdm Théong bao tin tirc hang khéng;

Cén ¢t Quyét dinh sb 655/QD-TTHK ngay 10/6/2019 ctia Gi4m dbc Trung
tam Thong b4o tin tirc hang khéng vé vige ban hanh Quy ché hoat dong clia ban
chi dao H¢ thong quan ly chét luong Trung tam Thong béo tin tie hang khéng;

Xét theo yéu cau Hé thdng quan ly chit lugng theo tidu chudn ISO
9001:2015 va hoat dong cua Trung tim Thong béo tin tirc hang khong;

Theo @ nghj cta truéng phong An toan - Chét luong va truong cac don vi
lién quan,

QUYET PINH

_ Didu 1. Phé duyét va ban hanh sita déi Quy trinh xir 1f théng tin phén
hoi clia khach hang thudc tai ligu Hé théng quan ly chat luvong theo tiéu chuan
ISO 9001:2015 cha Trung tdm Théng bdo tin tire hang khéng,.

Biéuu 2. Trudng cac don vi va cdc b phén, c4 nhan c6 lién quan chju trach
nhi¢m pho biqén va trien khai 4p dung tai liéu ctia Hé thong Quén 1y chit lwgng
theo ti€u chuin ISO 9001:2015.

Pidu 3. Quyét dinh ndy c6 hiéu luc thi hanh ké tir ngdy ky va bii bd Quyét
dinh s6 143/QB-TTIHK ngay 27/02/2017 cta Trung tAm Thong bdo tin tic hang
khéng vé viée phé duyét va ban hanh stra d6i tai liéu Hé théng quan Iy chét lugng
theo tiéu chuan ISO 9001:2008.

Ditu 4. Tméng cdc don vi va cdc bd phan, ¢4 nhan ¢é lién quan chiu trach
nhiém thi hanh Quyét dinh nayw,

Noinhin: v TM. BAN ISO
- Ban Gidm doe (dé b/c); TRUGNG BAN
- Cac Trung tim;

- Céc Phong chuyén mén; X
- Phong BDKT, ATCL, NV;
- Luu: ISO (Th14b).
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TONG CONG TY QUAN LY BAY VIET NAM
TRUNG TAM THONG BAO TIN TUC HANG KHONG

OT-PHKH
QUY TRINH XU' LY THONG TIN PHAN HOI CUA KHACH HANG

(Ban hanh kém theo Quyét dinh 56 Q3 /0p-ISO
ngay g¢| thang O 4nam 2020 cua Ban 1SO)

Tru s& chinh: S6 5/200 — Pwong Nguyén Son — Quéin Long Bién — Thinh phé Ha Ngi
Pién thoai : (024) 38728778 - Fax: (024) 38725687




BANG THEO DOI SUA POI TAI LIEU

Ngay hiéu luc

Ngay thing Noi dung thay doi
04/12/2015 Ban hanh 1in 01 04/12/2015
27/02/2017 Ban hanh 1in 02 01/03/2017
24/04/2020 Ban hanh 1an 03: 24/04/2020

- Thay d6i cach thtc tiép nhén, xi 1y,
quéan 1y thong tin phan hdi clia khach
hang d6i véi céc san pham, dich vy clia
Trung tam.

- B6 sung céch thirc quémrljf théng tin
phan hdi trén website.




1. MUC PICH .

Quy dinh cic buéc can thyc hién khi tiép nhan, x{ 1y, quén 1y théng tin
phén hdi ctia khach hang va cAc bén lién quan (sau dy goi tit “Khach hang”) v&
sén pham, dich vy ctia Trung tAm Thong bao tin tic hing khong.

Quy dinh cach thirc theo-ddi va do lwdng sy hai long cia khach hang

nham cai tlen néng cao chét lugng san pham dich vu de ngay cang dap ung yéu
~cau cua khéach hang.

2. PHAM VI AP DUNG

Quy trinh nay duogc 4p dung dbi v6i cac don vi thude Ha thong quan Iy
chit lugng theo tiéu chuén ISO 9001:2015 cua Trung tam Théng bao tin tic
hang khong,

3. TAI LIEU VIEN DAN
- 1SO 9001:2015 va Sb tay chét lugng (STCL);
- Vin ban hiép ddng, Vin ban phdi hO’p gifta Trung tam TBTTHK v&i cac
bén lién quan;
- Quy trinh kiém soét sy khong phit hop;
- Quy trinh hanh d6ng khic phyc QT-HDKP;
- Quy trinh kiém so4t tai lidu QT-KSTL,
4. PINH NGHIA, QUY PINH VA CHU VIET TAT

4.1Dinh nghia

- Khach hang: La cum tir dung chung cho nhiing ¢4 nhén, td chuc CO quan,
don vi str dung san phim, dich vu ciia Trung tim TBTTHK cung c4p.

- Sw hai long cua khach hang: Panh gia cta khach hang v& mie do hai long
khi st dung san pham, dich vu.

- Phan hdi ciia khach hang: La cdc thong tin tir phia khach- hing c6 lién
quan den viéc lam rd hodc xtr Iy cdc san phdm, dich vy ma Trung tim TBTTHK
~cung cép cho ho, bao gdm c4 cac khiéu nai.

- Khiéu nai: La céc thong tin tir khach hang thé hién sy khong hai long vé
chét lugng cung c4p san pham, dich vy clia Trung thm TBTTHK.

- Don vi: Trong pham vi quy trinh nay, tir “don vi” duoc hiéu 13 cac Phong
chuyén mén hodc cac Trung tdm ARO/AIS.




4.2. Quy dinh

- Trung tam TBTTHK thyc hi¢n vi¢c theo ddi cac thong tin vé sy hai long
cua khdch hang vé viéc Trung tdm co dap Umg yéu cau cua khach hang hay
khong, coi d6 nhr la mét trong nhiing thuée do mire &6 thye hién clia HTQLCL

- Cong tac tong hop, thong ké thoéng tin phan hoi cia khach hang vé san
pham, dich vy duoc thye hién hang quy hodc khi @6t xudt, b4o céo lanh dao
Trung tdm TBTTHK &8 tir d6 duara danh gia chét luong san pham, dich vy, dé
xut hanh ddng khac phuc ci tién va xem xét thiét lap, trlen khai muc tidu chét
lugng cho nim tiép theo.

- Su hai long cua khéach hang 1a tiéu chi quan trong d4nh gia d4u ra cia Hé
théng quan 1y chat lugng.
4.3. Chir viét tit

- ATCL: An toan - Chét luong;

- CBNV: Cén bd nhén vién;

- HTQLCL: H¢ théng quan Iy chit lugng;
- NV: Nghiép vy;

- PHKH: Thong tin phan h01 ctia khach hang (chit dung viét tat cho ky hi¢u
tén clia Quy trinh, biéu mau va hudng din vé Quy trinh xr 1y théng tin
phan hdi cia khach hang);

- TBTTHK: Thong béo tin tic hang khoéng;
- TCT: Tong cong ty Qué’m- ly bay Viét Nam.
5.NOI DUNG QUY TRINH
5.1= Xt Iy thong tin phin hoi ctia kKhach hang

5.1.1 Liru d6 qud trinh thiye hi¢n (xem trang sau)




| Céc don vi lién

quan

CATCL

Tiép nhan PHKH

: h 4 _ -
Phén tich théng tin, phan b8

A 4

Cac don vi lién
quan

X 1y

L

Thue hién x1 ly/dé XUt

-ATCL, NV

- Céc don vi lién
quan

- Lanh dao Trung
tdm (néu cén)

- ATCL

- ATCL
- Céc don vi lién
quan

Y

phwong 4n

Khéng dat

Khéong dat '
Dénh gi4

Pat
v
Tra 161 khach hang

'

Khach hang

- ATCL
- Céc don vi lién
quan

-ATCL
- Céc don vi lién
quan

- ATCL
- Céc don vi lién
quan

10.

- ATCL

hai long?

Theo ddi, cip nhét
két qua thuc hién

S

Pat

Danh gia, cai tién

| Email

Email, vin ban

PHKH trén
website

QT-HDKP




5.1.2 Dién gidi
Budre 1. Tiép nhén thw phin hdi
1. Tatca CBNV céc don vi ddu c6 trach nhiém ti&p nhan théng tin phan hi
cua khach hang théng qua:
+ Qud trinh lam viéc tryc tiép v6i khach hang;
+ Cac cubc hop v61 khach hang,
+ Dién thoai;
+ Thu dién tlI;
+ Vin ban (thw t, cong vin, cic bién ban thdm dinh sén phim/dich
VU....);
+ Céc hé théng tiép nhan dién vin (ATS/AMHS/AFTN),

2. Phong ATCL c¢6 trach nhiém theo doi hop thu dién tur (sms.ais@vatm.vn)
va kiém tra email it nhét 04 1an/ngay (2 14n mdi budi sang/chidu).

3. Ngay khi nhén dugc thong tin phin hoi, Phong ATCL gui thu xac nhan
v6i khach hang theo miu (BM-PHKH-01).

Lwuy:

- Dbi véi nhu‘ng khdach hang gii thu phan héi trye tiép cho cac don vi thi
cac don vi chuyén tiép thu d6 dén hop thu dién tr sms.ais@vatm.vn hoic thong
bao ndi dung PHKH qua tin nhin Vin phong dién tir (ais.atcl.nv). Phong ATCL
c6 trach nhiém tra 16i lai cac don vi dé x4c nhén.

Budre 2, 3, 4. Phén tich, xir 1y, d4nh gia thong tin phin hoi

1. Phong ATCL cép nhét thong tin ddy du v8 nodi dung phan héi 1én website
http:/qms.vnaic.vn dé theo doi, sau do phén tich ndi dung thong tin phan hdi,
chuyén va thong bao cho céc don vi lién quan dé phbi hop xu 1y trong thoi gian
som nhét.

2. Nbi dung thu lién quan dén don vi nao thi don vi d6 s& trye tiép giai
quyét. Noi dung thu lién quan dén nhiéu don vi thi cac don vi s& phéi hop véi
nhau d¢ giai quyét noi dung thu phan hbi.

3. Cén clr vio ndi dung thu, cac don vi ¢6 lién quan xem xét;

3.1 Néu néi dung thu khong c6 sy khéng phii hop ndo xdy ra hoic 1a do su
hiéy nhim & phia khach hang thi don vi dugc chi dinh soan dy thao thu
tra 1o gui vé phong ATCL theo miu (BM-PHKH-02) trong vong 02
ngdy lam viéc ké tir khi nhén dugc théng béo ctia Phong ATCL.

3.2 Néu néi dung thu khong lién quan dén san phém/dich vy ctia Trung tam:
Phong ATCL ch tri, 1dm 18 nguyén nhéan, dva ra giai phap xu ly, bdo céo
lanh dao Trung tdm trude khi tra 151 cho khéch hang theo miu (BM-
PHKH-02). .




3.3 Néu thu phan héi 14 do sur khong phu hop & san phim, dich vu cta Trung
tAm thi c4c don vi lién quan phdi hop phén tich, xi 1y

a) Dbi véi nhiing ndi dung phén hdi c6 thé xur 1y, khic phuc duge ngay (vi
dy: Do 16i d4nh may, thé thirc, sy khac biét gilra phan chit va phan so dd,
phat thiéu didn vin, phat di¢n van 13p lai nhleu 14n... ) thi don vi dwgc chi
dinh soan thu giri v& phong ATCL theo miu (BM-PHKH-02) trong vong
02 ngay lam viée ké tir khi nhén duoc thy cba phong ATCL (ndi dung tra
161 bao. gom bién phap x1r 1y, bién phap khéc phuc, k& hoach thyc hién cin
néu rd thoi gian dy klen hoan thanh (néu c6)).

b) P6i véi nhitng ndi dung phan h01 ma viée xi Iy, khéc phuc khong thé
thyc hién dugc trong thoi gian ngén han hodic phai chd ¥ ¥ kién chi dao ctia
cAp trén (vi du: Thay d6i phuong thire bay; xac dinh hudng cia duong cht
ha canh; toa d6 diém cong bo trong DAP Viét Nam, AIP cé sy khéac biét
s0 v&i ket qua tinh todn ma can phai ra soat do dac lai...) thi don vi duoc
chi dinh soan thu gm vé phong ATCL theo mau (BM-PHKH-02) trong
vong 05 ngay lam vige ké tir khi nhan dugc thu cua phong ATCL (ndi
dung tra 101 bao gbm bién phap xur 1y, bién phép khic phyc, ké hoach thyc
hién cn néu rd thoi gian du kién hoan thanh).

4. Don vi dugce giao chi tri s& danh gia bign phap, ké hoach x@ Iy trong noi
dung dy théo trd 16i khach hang. Néu thay chua dap tng ndi dung PHKH thi
tiép tuc phébi hop véi don vi lién quan d& 1am 13, bd sung trude Khi tra 101 khach
hang. Trong truong hop khong c6 su théng nhét, don vi chi tri bao céo Lanh
dao Trung tdm @& c6 giai phap xir ly.

Luwu v:

- Cée don vi giri dy thao thu tra I8 khach hang v& Phong ATCL thong qua
hop thu dién t¢r sms.ais@vatm.vn hodc qua tin nhan Vin phong dién tir
(a1s.atcl.nv).

- D6i voi nhitng ndi dung phan hdi vuot qua thim quyén xir Iy cia Trung
tdim TBTTHK: Tuy vao ndi dung phan hdi va theo chire ning nhidm vy cia ting
phong ma phong ATCL hoic phong NV s& chu tri phdi hop véi cae don vi lién
quan thyc hién bao cdo TCT dé xin ¥ kién chi dao.

- Déi véi nhig don vi lam vige 24/24: Khi khach hang gui théng tin phan
héi truc tlep va yéu ciu tra 1o ngay (khong phai trong gi¢ hanh chinh) thi don vi

do6 tryc tiép tra 10i khach hang ddng thoi chuyén tiép noi dung PHKH va noi
dung tra l&i khach hang theo hinh thire néu & Bude 1.

Budce S, 6. Tra 1o khach hang

1. Sau khi théng nhat ndi dung dy thao thu trd 101 cia céc don vi lién quan,
Phong ATCL thye hién tra 101 cho khach hang trong V(‘)ng 01 ngay lam viéc.

2. Truong hop khdch hang chwa hai long véi noi dung tra 101 thi Phong
ATCL sé chuyen lai théng tin phan hdi cho cac don vi li€n quan dé nim bét
nhiing mong muén hoic nhitng vudng méc din dén VleC khach hang khong hai




long. Sau khi trao doi khong di dén dugc sy nhét tri thi can b) cc don vi lién
quan béo cdo Lanh dao Trung tdm dé cé gidi phap xu 1y.
Buwére 7, 8. Theo doi, cip nhat két qua

1. Trong truong hop khach hang hai 1ong véi ndi dung trd 16i thi cdc don vi
lién quan tiép tyc theo ddi va thue hién ké hoach xt ly da tra 1& khach hang.

2. Phong ATCL theo doi, cap nhit tinh trang PHKH 1én website
http://qms.vnaic.vn va chuyen tiép n6i dung theo ddi chocac don vi lién quan.

3. Neu chua nhan duoc két qua thue hién theo ké hoach da dugc phan hoi
cho khéch hang trwde d6 thi Phong ATCL thong bao, nhic nhé c4c don vi lién
quan nham dam bao ring nhitng diéu dd cam két chic chén s& duge thyuc hién.

Buwérc 9, 10. Téng hop, bdo cdo va danh gid, cdi tién

1. DPinh ky hang quy hosic khi d6t xuét, Phong ATCL tong hop, bao cdo lanh
dao Trung tdm v€ tinh trang PHKH. Cin ¢ vao bao c4o, néu phan hdi nao cb
13p lai, khong tim ra nguyén nhin ngay thi yéu cdu m¢ phibu hanh déng khic
phuc theo Quy trinh hanh dong khéc phyc.

2. Phong ATCL c¢6 trach nhiém thong ké, d& xudt cai tién nhim néng cao
cht lwong san pham/dich vu tir cdc ndi dung PHKH.




5.2: Theo ddi va do lwdng sy hai long khdch hang
1. Viéc khao sat sy hai 1ong cua khich hang s& dugc thyc hién dinh ky 01
nam/1 1dn hodc dot xuat hodc ludn sin c6 tai noi lam viéc.

2. M&i dot khéo sat co thé lay ¥ kién v& tAt c4 cac san phém, dich vu hoic
timg san phm, dich vu cta Trung tdm TBTTHK.

3. Phong ATCL ¢6 trach nhi¢m soan thao ndi dung khao sat du’O’c lay tir bd
fngan hang cac cau hoi do cic don vi xdy dyng, dong gop gm vé va phdi hop véi
cac don vi lién quan trién khai vigc 14y v kién. : :

4, Sau mdi dot khdo sat, Phong ATCL ¢6 trach nh1em phan loai cac v kién
vé sy hai 1ong, khong hai 1ong, kién nghi cla khach hang va bdo cdo lanh dao
Trung tdm TBTTHK.

6. HO SO CAN LUU

TT Tén hd so Noi/ngudi lwu Thoi gian
_ luu
1. | Thu ctia khach hang va | (website http://qms.vnaic.vn) 03 nam
thu tra 161 Phong ATCL, cac don vi lién
‘ . quan
2. |HO6 so lién quan dén Phong ATCL 03 nam
viéc theo doi, do luong
sy hai long ctia khach
hang. '
7. PHY LUC KEM THEQO o |
STT M3 hiéu Noi dung biéu mau
. | BM-PHKHOI X4c nhan t6i khach hang Trung tAm d& nhan

duge PHKH
Thu tra 10 khach hang

2. BM-PHKH-02




Kinh giri Quj Céng ty/Quy Khach hang/Kinh giti ....,

- Cam on Quy khéch hang da quan tim dén. san phim, dich vu clia chiing toi.
Chiing t6i s& kiém tra thong tin va tré 161 Quy khéch hang trong vong ... ngay

-t

Tran trong cém_oﬁ! '
- Phéng An toan - Ché,t hrong, Trung tdm Thc")ng béo tin tic hang khéng.

Sé 5/200 dudmg Nguydn Son, quan Long Bidn, Ha Noi, Viét Nam
Dién thoai: (84 - 24) 38722271
Email: sms.ais@vatm.vn, - Website: vnaic.vn

sms.ais@vatm.vn
Dear our valued Customer/Dear ....,

Thank you for asking about ourﬂ products and services. We will check and reply
to you within .... days.

Best regards,

Division of Safety & Quality, VNAIC

5/200 Nguyen Son Str, Long Bien Dist, Ha Noi City, Viet Nam
Tel: (84 - 24) 38722271
Email: sms.ais@vatm.vn, - Web: vnaic.vn




* Kinh giti Quy Cong ty/Quy Khéch hing

Cam on Quy khéch hang da quan tAm dén san pham dich vy cua ching t6i. Lién
quan dén ciu hoi/yéu cau cla Quy khach hang, ching t&i mubn cung cdp mét
50 thong tin 1am r3/tré 101 cau hoi llen quan dén.... nhu sau:

Ttan trong c4m on!
Phong An toan - Chét luong, Trung tdm Théng béo tin tirc hang khong

86 5/200 dudng Nguyén Son, quan Long Bién, Ha Noi, Viét Nam
Dign thoai: (84 - 24) 38722271 -
Email: sms.ais@vatm.vn, - Website: vnaic.vn

Dear our valued Customer

Thank you for asking about our products and services. Regarding to your
inquiries, we would like to give you some clarification/to answer the question
relating to .....as follows:

Best regards

Division of Safety & Quality, VNAIC

5/200 Nguyen Son Str, Long Blen Dist, Ha Noi City, Viet Nam
Tel: (84 - 24) 38722271 '
Email: sms.ais@vatm.vn, - Web: vnaic.vn
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