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1. Tai liéu vién din va tham khao
- quy ché hoat dong cla ISATS; 100-01;
- 1S0O 9001; ISO/IEC 17029; ISO 14065.

1. References document
- operating regulation of ISATS; 100-01;
- 180 9001; ISO/IEC 17029; 1SO14065.

2. Muc dich va pham vi

Quy dinh trinh t, tha tuc tiép nhan va gidi quyét
cling nhw ng&n ngira sy tai dién cac yéu cau
xem xét lai, khiéu nai (phan nan) cta khach
hang va cac bén lién quan dam bao hoat dong
cung cép dich vy cla ISATS kip thdi, khach
quan, dung dan, théa méan nhu cu chinh dang
clia khach hang.

Hb so vé tat ca cac yéu ciu xem xét lai, khiéu
nai (phan nan) va qua trinh diéu tra, gidi quyét
cling nhw cac hanh déng khdc phuc duoc tién
hanh d&u phai duoc lwu lai.

2, Purpose and scope

This document specifies the order and
procedures of receiving, handling and
preventing the continual recurrence of
complaints and appeals from customers, as well
as parties related to the services supplied by
ISATS timely in objective, accurate and
satisfying way for customer's demands.

All appeals, complaints, investigation, resolving
processes and taken corrective actions shall be
recorded.

3. Viét tit va dinh nghia
3.1 Viét tat

Quy trinh nay st dung céc tlr viét tit va dinh
nghia sau:

YCXXL: Yé&u cAu xem xét lai
KN: Khiéu nai/ PN: Phan nan
3.2 Pinh nghia

3.2.1 Yéu cau xem xét lai: 1a yéu cau ciia ca
nhan/ td chirc thu hwdng san pham dich vu cla
ISATS hoac I1a d6i twong s& dung dich vy tham
dinh thdm tra dbi v&i viec xem xét lai két qua
ISATS g4 dua ra lién quan dén déi twong dé.

3.2.2 Khiéu nai (phan nan): Ia sy khéng hai ldng
(khéng phai yéu ciu xem xét lai) cla t& chirc
hodc c& nhan vé&i ISATS lién quan dén hoat
déng clia ISATS vé&i mong muébn dwoc dap (ng.

3.2.3 D& nghj khac la nhitng d& nghj thém clia
khach hang véi mong doi dwoc dap ng dé dat
dwgce s thda man cao, khéng mang tinh bat
budc.

3. Abbreviations and definitions
3.1 Abbreviations

This procedure uses the abbreviations and
definitions as follows;

YCXXL: Appeal
KN/ PN: Complaint
3.2 Definitions

3.2.1 Appeal: a request of the individual or
organization who used the service or the entity
who used validation/verification service of
ISATS require ISATS reconsider the decision
which issued by ISATS has made regarding that
object.

3.2.2 Complaint: The dissatisfaction (not an
appeal) of an organization/ personal regarding
ISATS activities, to which a response is
expected.

3.2.3 Other requests: Additional customer
requests with expectations to be met to achieve
high satisfaction, which is not obligatory.

4, Néi dung

41 Céc nguyén tic giai quyét yéu ciu xem
xét lai, khiéu nai (phan nan)

Nguwoi tham gia gidi quyét YCXXL, khiéu nai
(phan nan) phai tuan thl cac nguyén tac sau:

a) Cong khai, minh bach: Cac théng tin clia
ISATS vé viéc cung cép dich vu phai dam
bao céng khai, minh bach vé&i khach hang
d& khach hang c6 thé tiép can duoc cac
quaé trinh cung cép dich vu do;

ISATS cung v&i khach hang va/hodc bén
YCXXL/ khieu nai (phan nan) xac dinh xem cb
cong khai van @& YCXXL, khiéu nai (phan nan)
hay khéng va néu c6 thi & mirc @6 nao ciing nhw
phwong an gidi quyét

b) D& tiép can: Cac thong tin vé gidi quyét

4. Contents

4.1 Principles for handling appeals and
complaints

The person involved in handling the customer's
appeals, complaints must comply with the
following principles:

a) Publicity and transparency: ISATS'’s
information on provided services must be
public and transparent to customers so
that they could access these processes.

ISATS with the customer and/or the appellant,
complainant, shall determine to public (or not)
the subject and its extent of the appeal,
complaint as well as its resolutions.

b) Easy access: The information on
handling appeals, complaints by ISATS
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YCXXL, khiéu nai (phan nan) cta ISATS
phéi d&m b&o dé hiéu va dé tiép can;

c)  Tinh kjp th&i: Dam bao cung cép kip thoi
cho bén YCXXL, khiéu nai (phan nan) cac
théng tin vé& viéc tiép nhan YCXXL, khiéu
nai (phan nan), trach nhiém va tién do giai
quyet;

d)  Khach quan: Dam bado gidi quyét cac
YCXXL, khiéu nai (phan nan) mét cach
khach quan, céng b&ng va khéng phan
biét dbi x;

e) Chi phi: B&n YCXXL, khiéu nai (phan
nan) khéng phai chiu bat ky chi phi nao
cho qua trinh thie hién va gidi quyét cac
khiéu nai, phan nan.

Chinh séch xi ly YCXXL, khiéu nai
(phan nan) caa khach hang:

“ISATS ludn thién chi va tao diéu kién d& khach
hang c6 thé phan anh y kién mét cach thuan lgi
trong viéc gidi quyét cac YCXXL, khiéu nai (phan
nan) nham bdo @am quyén lgi cla khach hang
va khéng ngirng cai tién @& hoan thién dich vu
clia ISATS".

4.2

must be easy to understand and access;

c) Timeliness: Ensure to provide appellant,
complainant with information on receiving
appeals, complaints responsibilities and
handling progress in a timely manner,;

d) Objectivity: Ensure to handle appeals,
complaints objectively, impartially and
indiscriminately;

e) Fee: Appellants, Complainants do not
pay for the implementation and
settlement of appeal, complaint.

4.2 Policy for handling customers’ appeals
and complaints”

“ISATS shall always be good will to make
favorable conditions for customers to feedback
during the handling processes in order to
warrant their benefits and continually improve
ISATS's service".

4.3 Trach nhiém tiép nhan va phan hdi

thong tin
ISATS phén céng nhan sy phl hop. Nhan sy
nay c6 trach nhiém tiép nhan & phan hdi cac
YCXXL, khiéu nai (phan nan) cing nhw quan ly,
theo ddi va Iwu trir cac hd so tiép nhan, gidi
quyét cac yéu cdu cla khach hang lién quan
dén hoat ddng cung cép dich vy cha ISATS.

4.3 Responsibility for information

receiving and feedback
Assigned person shall have responsibility for

receiving and responding to appeals, complaints

inquiries as well as managing, tracking,

achieving records, addressing customer

requests related to service provided by ISATS.

4.4 Giai quyét khiéu nai, phan nan
Lwu dd giai quyét khiéu nai, yéu ciu xem xét
lai, khiéu nai

4.4 Handling appeal, complaint
Flowchart for handling appeal, complaint
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LUU DO GIAI QUYET KHIEU NAV PHAN NAN
CHART FLOW
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4.5 Mb ta chi tiét

4.5.1 Bwéc 1: Tiép nhan va xem xét théng tin
YCXXL, KN (PN)

Té chirc, ca nhan c6 YCXXL, KN (PN) v& céc hoat
déng lien quan dén dich vu cta ISATS c6 thé
phan &nh vé ISATS qua dia chi:

Tru s&: Tang 3, tda nha 130 Nguy&n Birc Canh,
phwdrng Twong Mai, Q.Hoang Mai, Tp.Ha Néi.

Email: info@isats.vn
Website: hitp://isats.vn

Ho#c c6 thé phan anh triec tiép véi nhan vién cia
ISATS. Nguweoi duwgc phan cdng nhan YCXXL, KN
(PN) c6 trach nhiém tiép nhan moi théng tin va
phan tich so bd, phan loai; cip sé phiéu (ID); xac
dinh Phong lién quan.

Sé phiéu dwoc ky hiéu nhw sau:
+ Yéu cau xem xét lai: YCXXL-xx/n3m
+ Khiéu nai (Phan nan): KN, PN-xx/n3m

Trong d6: xx Ia s6 thir tw cia YCXXL, KN (PN) trong
nam, bat dau ttr 01.

Khi nhan dwoc théng tin, nguwdi dwoc phan céng
thong bao dén bén YCXXL, KN (PN) vé viec da
nhan dwoc théng tin va chuyén théng tin dén Phdng
lin quan trong vong 01 ngay lam viéc sau khi nhan
dwoc théng tin.

Tuy nhién vé&i mét sé KN (PN), tly mirc d6 nghiém
trong va kha ndng dap trng, nguwdi dwgc phan céng

4.5 Detail description

4.51 Step 1: Receive and review appeals,
complaints information

Organization/Person  shall report appeals,
complaints related to ISATS's services to the
address:

Headquarter: 3 floor, no 130 Nguyen Duc Canh,
Tuong Mai Ward, Hoang Mai District, Hanoi City.

Email: info@isats.vn
Website: http:/fisats.vn

Otherwise talk directly to ISATS staffs. Assigned
receive person appeals is responsible for
receiving all information of appeals, complaints
and preliminary analysis, classification; issuing ID
numbers, identifying related Dept.

The number as follows:
+ Appeal: YCXXL-xx/year
+ Complaint: KN, PN-xx/year

In which: xx is the order number of appeal -
complaint each year, starting from 01.

When receiving information about complaint,
assigned person should be acknowledged to the
appellant, complainant immediately and forward
the information to relevant Depts. within 01 day
after receiving the information.

However, with complaint, based on its
seriousness and capacity to meet the expectation,

c6 thé chi dong tra I&i bén KN (PN) v& céch thirc | assigned person shall actively respond to
x( Iy khi c&n. Théi gian thire hién khéng duwoc qué | complaints  about  the  resolving  method.
Ver:00 09/2023 4/ 7




100-06

QUY TRINH GIAI QUYET YEU CAU XEM XET LAI, KHIEU NAI (PHAN NAN) VA BE NGH| KHAC

03 ngay lam viéc ké tir ngay nhan dwoc thong tin.

Lwu y: Néu YCXXL, KN (PN) lién quan dén khach
hang dich vy danh gia thi viéc xem xét phai xét
@én hiéu Iyc cla dich vu nao, ISATS sé& x0 ly
YCXXL, KN (PN) cho khach hang dwoc danh gia
theo hiéu lwc clia quy trinh dé.

Implementation time must not be later than 03
days after receiving the information.

Note: If the appeals, complaints relate to the
assessment service, the reviewing process shall
take into account the any service, ISATS will
handle the appeals, complaint to the assessed
customer in accordance with the validity of
procedure correspond with pointed service.

452 Buwéc 2: Kiém tra, & xuit hanh dong
can thyc hién

Trwdng cac Phong lién quan cédn ctr théng tin
nhan dwoc trong vong téi da 02 ngay lam viéc,
kiém tra cac théng tin lién quan, x&c dinh nguyén
nhan va dé xuét hanh déng can thuc hién, thei
gian di kién hoan thanh cac hanh dong dé xuét
s&m nhét cé thé.

Céac dé xuat hanh dong gidi quyét phai dwoc
chuyén dén Vién tredng phé duyét.

Lwu y 1: Trong tredng hop cd nguyén nhan sai
st do 16i tr ISATS, Phong lién quan tién hanh
mé& phiéu CAR (F00-04-01) d& didu tra nguyén
nhan va thyc hién hanh dong khac phuc theo quy
trinh 100-04.

Lwu y 2: Cac ca nhan tham gia xem xét, giai
quyét YCXXL, KN (PN) duwoc lya chon sao cho
khong cd xung dét lgi ich v&i khach hang. Céc ca
nhan nay khéng duwegc la nguwdi da lam viéc cho
khach hang trong véng 02 nam ké tir ngay két
thic hgp ddng lam viéc. Cac c4 nhan nay cling
khéng dworc chiu ap lwe tai chinh, throng mai hay
c6 quan hé dgc biét v&i khach hang. Cac ca nhan
xem xét va dua ra quyét dinh vé YCXXL, KN (PN)
phdi 1a c4 nhan khéng lien quan dén van dé
YCXXL, KN (PN).

4.5.2 Step 2: Investigate and propose actions

Head of relevant Depts, based on received within
02 days, shall investigate all the relevant
information, identify reasons and suggest actions,
expected time for completing the suggested
actions as soon as possible.

Proposed remedial action proposals must be
forwarded to the head of Institute for approval.
Note 1: In case of errors due to faults from the
ISATS, the involved Divisions shall open a CAR
(FO0-04-01) to investigate the causes and
implement corrective action following 100-04
Procedure.

Note 2: The persons in charge of appeal,
complaint consideration and settlement shall be
selected so as to avoid conflict of interest with
customers. 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 and commercial
pressures, or have a special relationship with the
customer. | The persons in charge of considering
and making decisions must be the persons not
related to appeal, complaint.

453 Buwéc 3: Xem xét, phé duyét dé xuét
Vién tredng xem xét, yéu cau diéu chinh (néu co)
va phé duyét cac @& xuét hanh déng khic phuc
trong vong 02 ngay lam viéc.

Lwu y: Trong trwéng hop c6 diéu chinh, Vién
trwdng va Trwdng phong phai théng nhat hanh
dong giai quyét trong t6i da 01 ngay lam viéc.

Sau khi dwgc phé duyét, chuyén théng tin dén

nguwdi dwoc phan céng dé tra 1&i bén YCXXL, KN
(PN).

4.5.3 Step 3: Review and propose approval
Head of Institute reviews, requests adjustments (if

any) and approves the corrective actions within 02
days.

Note: In case of adjustment, the Head of Institute
and Head of Dept must have to take consistent
actions within 01 day.

After approval, forward the information to the
Assigned person for response to the appellant,
complainant.

454 Buwéc 4: Tra 1&i yéu ciu xem xét lai,
khiéu nai (phan nan)

Trong vong 01 ngay lam viéc, ngudi dwgc phan

4.5.4 Step 4: Response to appeal, complaint
Within 01 day, the assigned person shall respond
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cong tra & bén YCXXL, KN(PN) hwéng giai

quyét;

- Trwdng hop ddng y véi hwdng gidi quyét, théng
bao dén Phong lién quan dé thuc hién;

- Trwdng hop khéng @bng v, tién hanh xem xét lai
YCXXL, KN(PN) méi va thwe hién lai tle Budce 1.

to the appellant, complaining about the solutions;

- In case of agreeing with the solutions, notify the
relevant depts for implementation;

- In case of disagreeing with the solutions, re-
proceed the process from step 1.

455 Bwéc 5: Thwe hign cac hanh déng,
théng bao két qua

Phong lién quan thiwc hién cac hanh déng khéc
phuc da théng nhét véi bén yéu ciu, cap nhat két
qué va chuyén vé Vién tredng phé duyét viéc
thwe hién cac hanh déng khic phuc;

Sau khi dwoc Vién trieéng phé duyét, ngudi dugc
phan céng cé trach nhiém théng bao két qua dén
bén yéu cau xem xét lai, khiéu nai (phan nan);
Néu bén YCXXL, KN (PN) khéng c6 phan héi thi
sau 15 ngay ké tir ngay théng bao két qua, nguoi
dwoc phan cong déng hd so;

Lwu y: Ngwdi duwgc phan cong phai cé thong béo
glri dén bén YCXXL, KN (PN) vé viéc két thic qua
trinh gidi quyét.

4.5.5 Step 5: Implement agreed actions, result
announcement

Relevant depts. perform the agreed actions,
update result and forward to the head of
department to approve the implementation of

corrective actions;

After the head of Institute approves, the assigned
person is responsible for giving notice of the result
to the appellant, complainant;

If there is no feedback, after 15 days from the
date of give notice, the assigned person will end
the appeal, complaint;

Note: Assigned person gives notice to the
appellant, complaint of the end of the handling
process.

456 Buwéce6: Lwu hdso
Lwu ho so

4.5.6 Step 6: Record
Records are saved

46 Giai quyét cac dé nghi khac
T chirc, ca nhan cb yéu clu khac gt thong tin

céc yéu cau qua céc thong tin lién lac trong bwéc
1 muc 4.4.
Nguwdi duwge phan cong nhan dwoc théng tin co
trach nhiém xem xét yéu cau va xac dinh phong
lién quan, sau d6 chuyén théng tin cho phang lién
quan xtr ly.

Phong lién quan ngay sau khi nhan duoc théng
tin, tién hanh thwc hién yéu cdu cla Khach hang.
Trudng hop khéng thé dap ¢ng duoc theo yéu
cau, phong lién quan phan hdi lai nguyén nhan va
dé xuét thire hién (néu co) t&i ngudi dwec phan
cong trong thei gian 01 ngay lam viéc dé ngudi
dwoc phan cong phan hdi khach hang.

4.6 Handling other request
Organization/person with other requirements send

information through contact information in Step 1
section 4.4,
The assigned person, received the information is

responsible for reviewing the request and
identifying the relevant department, then
transferring the information to the relevant

department for processing.

The relevant department immediately after
receiving the information, proceed to respond to
the customer's request. In case the request
cannot be met, the relevant department will
respond to the and propose the
implementation (if any) to the customer service
department within 01 working day for the
customer service department to respond to the
customer.

cause

5. Trach nhiém dao tao va nhéan thire
Cac trevéng phong coé trach nhiém dao tao quy

5. Responsibility, training and awareness
Head of depts are responsible for training this

Ver:00 09/2023
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trinh nay. Cac nhan vién lién quan cé trach nhiém
th&u hiéu va thie hién dung theo quy trinh nay.

process. The relevant staffs are responsible to
understand and comply with this process.

6. Hoésolwu

6. Records

3 = Noi lwu/ Th&i gian lwul
TT/ No Ho so/ Records Ma HS/ Code Licatioh Retention time
Phiéu tiép nhan va x& ly khiéu
nai-phdn nan/ Receive and G
1 resolve complaint/dissatisfaction F00-06-01 V&n phong/ Office | 72 thang/ months
form

7. Bao maét

Moi nhan vién ISATS co6 trach nhiém bao méat cac
thong tin lién quan dén yéu ciu xem xét lai, khiéu
nai (phan nan) tri¥ khi cé sy d@dng y bang van ban
cla bén yéu clu xem xét lai, khiéu nai (phan
nan).

7. Confidentiality

All ISATS staff shall be responsible for the
confidentiality of information regarding appeal,
complaint unless there is the agreement in writing
by the appellant, complainant.

---HET/END---
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