E;ﬁﬁ QUA TRINH
o ,né;;';’]maﬁ;n XU LY PHAN HOI CUA KHACH HANG

System

I. MUC PiCH:
Giai quyét thoa dang cac phan hoi duoc ghi nhan tir nhiéu dudng thong tin khac nhau ctia khach hang dbi véi FPT IS.
IL. PINH NGHIA:

1. Y kién khach hélpg (KH) 1a viéc KH phan hoi vé c}lét lugng san phém, dich vu cda FPT IS thu thap dugc qua cac kénh thong tin: van ban;
mail; danh gia két thuc dy an; danh gia hai long cudi nam va qua viéc QA (can by dam bao chat lugng) du an truc ti€p lién hé voi KH.

2. Phan hdi ciia KH 1a viéc KH phan anh sy khong hai 1ong vé chét lugng san pham, dich vu do FPT IS cung cip theo pham vi ma FPT IS cam
ket bang van ban c6 xac nhan voi KH.

III. YEU CAU CHUNG:

Tt ca cac CBNV cua FPT IS déu co trach nhiém nhan y kién ctia KH va chuyén ¥ kién d6 cho QA cta FPT IS. Doi ngii QA cuia FPT IS ¢6 trach
nhi¢m chuyén y kién khach hang cho QA chiu trach nhi¢m cia dy an lién quan.
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MTQT: X& ly phan hdi Khach hang Lan ban hanh/stra déi: 1/0

IV.LUU bO
Quy trinh XU LY PHAN HOI KHACH HANG
Khoéng phai khiéu nai
Xéac nhan la khiéu nai 1. Ghi nhan va Phan tich ~3°C6 can thuc hién hanh Gng cé 1.3 Thyc hién hanh déng phong
so bd PN cho tb chtrc khéng? ngira cho t6 chirc (x& ly nhu NX)
[
\© A 1 .
a5 Khéng phai khiéu nai Khéng
o "
é ‘ Xac nhan '3 C&n phai xem x& Gwri Thu cam on va Giai thich
la khieu nai thém cho KH (bwéc 1.2; 2.1)
Néu khodng can gii KH thi
bé qua buwéc nay
2.3 Gwi phwong an xi Iy 3.2 Ly ganh gia clia KH (néu
phan hdi cho KH xem xét 3.Theo can) v
y doi x&r /
- ly Két thiic
Y kién KH phan
= hoi \ 4
. - A 5. Thwe hién hanh dong
c A 4. han h > ; - ’
&) 2. T6 chirc hop ndi bd va xac ©ong phan ot KP_PN
k=] dinh Phwong an x@ Iy phan
<< hoi
(@]
c
Q . . \
o _ Tham gia hop Pua ra phuong an xtr ly KN va Thuc hién cac hanh dong khac phuc- phong ngtra dé déng phan hoi
o]
c S
S o
&}
©
O
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MTQT: X ly phan hdi Khach hang

La&n ban hanh/stra dbi: 1/0

V. PHAN POAN VA HOAT PONG

Buéc 1: Ghi nhan va phan tich so bd v kién KH:

STT | Noi dung San Nguwoi thwe | Thoi  gian Huwoéng din chi tiét

pham hién hoan thanh

1. | Thuthapy kién KH Y kién | QA Du an Ngay sau khi | Cacy kién cua KH can dugc dua vé mot du an cu thé. Khi nhan
KH nhan dugcy | dugc y kien KH, QA du an cap nhat ngay y kién dé vao file y kién

kién KH KH.
2. | Phan tich so bo ¥ kién | Y  kién | QA Du an Trong vong | e QA du an c6 trach nhiém théng bao cho cac bén lién quan
KH XKeI;In ):iéliqc QA céc don vi \z,ilélfi)é ltfllm cung xem xét so by y kién KH.
Canbolién | khi nhan o Két thic viéc Phan tich so b y kién KH, céc tinh hudng cé

quan

duogc ¥ kién
KH

thé xdy ra nhw sau:

0 Vi cac y kién cu thé, ré rang: Néu 1a phan hoi thi
chuyén sang budc 2; Néu khong phai 1a phan hoi: QA du
an cung cac bén lién quan xem xét ¢6 can thuc hién phong
ngira cho t6 chirc hay khong?

= Néu can thuc hién hanh dong phong ngira: QA du 4n
dua ¥ kién d6 1én hé thong theo ddi khac phuc phong
ngira ciia FPT IS va thyc hién quy trinh xir Iy ¥ kién d6
nhu 1 NC/NX.

] Néu khong can thyc hién hanh dong phong ngira cho
to chuc: QA du an gti thu cam on KH.
0 Véi cac y kién danh gia khong rd rang: chuyén sang
bwéc 1.4
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MTQT: X& ly phan hdi Khach hang Lan ban hanh/stra déi: 1/0

3. | Nhap thong tin phan héi | Thong tin | QA du 4n Ngay sau khi

lén hé théng theo ddi | dugc nhap xac dinh y

khic phuc phong ngira | 1én hé kién KH 1a

cua FPT IS thong phan hoi
theo  doi
khic phuc
phong
nglra cua
FPT IS

4. | Thuc hién xem xét thém Trong vong | Véi cac ¥ kién danh gia khong rd rang: QA du 4n cin phai lién

2 ngay lam | hé v6i KH hodc cac bén lién quan trong noi bo FPT IS dé dua ra
viéc sau khi | két ludn ¥ kién d6 c6 phai 1a phan hoi hay khong.

phan tich so
bo,

Ket qua xem xét cac y kien ciia KH can dat dwgc cac két qua sau:

e Kétluan y kién KH d6 c6 dung 1a phan hoi hay khong? Néu QA khéng xac dinh dugc thi can 1am viée v6i cac can bo lién quan khac
(Quaén tri dy an, AM, l1anh dao don vi ... ) dé dua ra két luan.

e C6 hinh thtrc phan hdi dau tién voi KH:
1. Néu xdc dinh y Kién 1a phan hoi: QA dy 4n guri cong van/mail thong bao cho KH vé viéc FPT IS ghi nhan y kién KH dé giai quyét
nhu 1 phan hoi.
2. Néu y kién khong phai 1a phan hoi:
1. Khéng can xir Iy gi thém: QA du 4n gtri thu cam on va giai thich cho KH
2. Can c6 hanh dong phong ngira cho t6 chirc: QA duy 4n giri thu cam on va giai thich cho KH, ndi bo FPT IS xir Iy nhu mot NX.
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MTQT: X ly phan hdi Khach hang

La&n ban hanh/stra dbi: 1/0

Budgc 2: T chirc hop ndi bd va dwa ra phwong an xir IV phan hoi

STT Noi dung Sén Nguwoi thwe | Thoi gian Huwéng dén chi tiét
pham hién hoan thanh
1. | T6 chtrc hop xem xét va | Phuong QA don vi Trong vong 5 Déi twong tham gia hop: do QA don vi xac dinh va moi hop.
dua ra phuong an xtr ly | an xu_ly ngay ké tu Trong trudng hop phan nan, phan hoi ciia KH ¢6 lién quan
phan hoi cia KH phan hoi ngay xac nhan dén yéu cau phat hay boi thuong do vi pham hop dong thi moi
y kién KH c6 phap ché tham gia cung hop.
kh? nate la Két qua budi hop xem xét can xéac dinh rd:
phan hoi. ) ] . )
0 Neéuy kién KH la phan hoi thi nhap 1én hé thong theo doi
khac phuc phong ngura cua FPT IS va can xac dinh duoc:

* Phuong huéng xu ly phan héi ctia KH: bao gém céc
ndi dung vé: hanh dong khac phuc, phong ngua, can
bo thuc hién cac hanh gi@ng do6 va han két thac viéc
thuc hién xir Iy phan hoi.

=  Phuong an xir Iy phan hdi c6 can giri cho KH chip
thuan trudce khi thyc hién hay khong?

0 Néu y kién KH khong phai 1a phan hoi: Can dua ra duoc
ndi dung trd 161 thoa dang dé phan hoi lai KH.
2. | Gui phuong an xu ly | Phuong QA du an Gui phuong an xu ly phan héi cho KH x4c nhan cic hanh
phan héi cho KH xem | an xu ly dong khac phuc — phong ngura (Mail; Van ban; Thu).
3t trude khi thuc hié han hoi i, 5
Xe; H{OC 1 fhwe hien | phan 01 Chu @¢ong thu nhan phan hoi cia KH vé phuong an xir 1y phan
(néu can) duoc gui hoi di eiri cho KH
cho KH 01 da guri cho KH.
xem xét Néu KH khéng ddng y voi phuong an xu ly phan hoi thi QA
du an két hop vai can bd xu Iy phan hoi phai lam viéc véi KH
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La&n ban hanh/stra dbi: 1/0

dé lap lai phuong an xtr Iy phan hoi. Qua trinh nay duogc thuc
hién nhu viéc ldp 1 phuong an xur Iy phan hoi moi.

3. | Nhap phuong an xur ly
phan hoi, han dong phan
hoi lén file dir lidu y
kién KH va hé thong
theo ddi khic phuc
phong ngtra cua FPT IS.

File dur
liéu va hé
thong
theo  doi
khic phuc
phong
nglra cua
FPT IS

QA du an

Luu y nhap phuong an xir Iy phan hdi 1én hé thdng theo ddi khic
phuc phong ngtra ctia FPT IS nhu sau:
0 Phan Mo ta phan hoi; Nguyén nhan; Tac dong: quy trinh
nhu xac dinh NC
0 Hanh dong khic phuc: s& dién thong tin ctia hanh dong xir
1y phan hoi.
0 Hanh dong phong ngura: s& dién thong tin cta hanh dong
khic phuc phan hoi.

Luu y: Trong thoi han néu trén, néu QA don vi khéng t6 chire dwoc budi hop xem xét phan_ hoi véi cac bén lién quan, van dae nay can dugc bao
cdo lén Tong giam doc cdc cong ty thanh vién/chi ‘nhanh/trung tam truc thugc FPT IS dé ho tro xu ly. Trong 5 ngay tlep theo, néu van chira t6
chire dwoc hop xem xét, Truong ban Pam bdo chat lwong FPT IS sé bdo cdo tinh hinh lén Tong Giam doc FPT IS dé gidi quyét.
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MTQT: X ly phan hdi Khach hang

La&n ban hanh/stra dbi: 1/0

Buéc 3: Theo ddi thwe hién xir Iy phin hoi

STT | Néi dung San pham | Ngudi thwe | Thoi han hoan Hwéng din chi tiét
hién thanh

1. | Céc can bd duoc phan | Phuong  an | Can bd QA dy an chiu trach nhiém theo doi, dbc thuc can bo duoc
cong xu 1y phan hoi | xur 1y phan | dugc phan phan cong xtr ly phan hoi 1én ké hoach va thuc hién; thong
can thyc hién day du | héi  dugc | cong xu ly tin cho QA don vi cac van dé lién bg phan dé dugc ho trg.

a ding h ac hanh | thyc hi¢ han hoi . . x . . v
va dung hal cac han e fuen phan hot QA don vi theo doi, ho tr¢ thuc hién va nhac nhé tién do
dong da de ra trong . . X s a1 As an
e 12 QA don vi hoan thanh xur Iy phan hoi dung han.

phuong an xir ly phan
héi QA dy an

2. | Lay dénh gi4 cua KH | Panh  gid | QA dy 4n Dbi véi cac truong hop phuong an xi 1y phan hoi can phai
vé viéc thuc hién xir | KH gtri cho KH xem xét trude khi thuc hién xtr 1y.

1y phan hoi
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MTQT: X ly phan hdi Khach hang

La&n ban hanh/stra dbi: 1/0

Buéc 4: Dong Phian hoi

STT Noi dung San phim | Nguoi thwe | Thoi han hoan Huéng din chi tiét
hién thanh
1. | Pong phan hoi trén hé | Phan  hoi | QA don vi Dong phén hoi: s& dong cac hanh dong xtr 1y. Céc hanh dong
thong theo doi khac | dugec xu ly khac phuc can thoi gian dai hon thi QA don vi s& theo doi
phuc phong ngtra cua | xong tiép, tuy nhién dinh ky pl}éi xem Xét lai (toi thi€u 6 thang
FPT IS va cap nhat xem Xxét cac hanh dong khac phuc 1 1an).
ho in vao file y 2
i[(igl?gl(ljlm vao Hey Trong truong hop khong dong duge phan hoi dung han thi
' QA don vi tién hanh xin gia han thoi gian dong phan hoi.
Viée dong phan hoéi can luu lai bang ching dé héu kiém
(hang muc kiém soat viéc dong phan hoi, cac hd so, tai
lidu....)
2. | Gtri thu thong bao cho QA du an Trong vong 1 Thu giri dudi hinh thire van ban (Cé ky nhay ctia QA don vi

KH vé viéc FPT IS da
xt ly xong cac hanh
dong khic phuc phan
hoi

ngay sau khi
phan hoi dugc
dong thoa dang

va ky tuoi cua Truong ban QA cua FPT IS); Mail.
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MTQT: X ly phan hdi Khach hang

La&n ban hanh/stra dbi: 1/0

Buéc 5: Hanh dong khiic phuc phong ngira:

STT Noi dung San pham | Ngwoi thwe | Thoi han hoan Hwéng din chi tiét
hién thanh

1. | Dinh ky 6 thang, QA | Bado  cdo | QA donvi | Ky sokétva Céc phan hdi nén tong két theo KH, theo loai du 4n
don vi tap hop cac |tong  hop tong két
phan héi cia KH (néu | phan  hoi
co) va gui dai dién | cua don vi
lanh dao vé chat lugng
xem xét.

2. | Dai dién lanh dao vé | Cac  hanh | Dai dién Ky so két va
chét luong can cr trén | dong  khidc | 1anh dao vé | tong két
tinh hinh thuc té cac | phuc, phong | cht luong
phan hdi ma dua ra | nglra dugc
cac hanh dong khéc | thuc hién

phuc va phong ngua
thich hgp cho don vi
nham giam tdi thiéu
céc phan hoi cia KH.
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