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1. Muc DPich*/ Purpose:
This procedure defines how to manage complaints and appeals, received from customers and other
external bodies, to ensure they are handled in a professional and timely manner.
Quy trinh ndy nham xdc dinh phwong thirc quan Iy khiéu nai va yéu cau xem xét lai tiv khach hang va
cdc bén khdc, dé dam bdo rang cdc khiéu nai va yéu cau xem xét lai dwege xir 1y chuyén nghiép va kip
thoi

2. Pham Vi Ap Dung/ Scope
Thu tuc nay ap dung cho nhan vién ctia bd phan Chirng nhan san phdm, Business Development (Kinh
Doanh), Cham soc khach hang, QA thudc Bureau Veritas Consumer Product Services Viet Nam Ltd
(BV CPS).
This procedure must be used by all Bureau Veritas Consumer Product Services Viet Nam Ltd (BV
CPS) Product Certification ; Business Development, Custumer Services; QA

3. Trach nhiém/ Responsibility
Day la trach nhiém cua Trudng bo phén va nhan vién bd phan nham dam bao réng thu tuc nay duogc
thuc hién va tuan thu.
All management team, auditor, staff involved in certification products are responsible to understand
and implement these procedures

4. Dinh Nghia/ Terminology

4.1 Yéu cau xem x¢ét lai (appeal): Yéu cau do khach hang néu ra véi BV CPS dé dé nghi xem xét lai cac
van dé lién quan dén quyét dinh ching nhan da dwugc dua / Request by client(s) to BV CPS for
consideration of the decision it has made relating to product certification decision.

4.2 Khiéu nai (complaint): bat ky hinh thuc dién dat su khong hai long (vi du: bﬁng email, goi dién
thoai, thu, trao doi miéng...) (mtc do ning hon yéu cau xem xét lai) cia mot ca nhan hodc to chirc
bat ky véi BV CPS lién quan dén hoat dong chung nhan san phdm. / Any expression of
dissatification (example: by email, call, letter, verbal communication..) (Other than appeal) by any
person or organization to BV CPS relating to product certification.

4.3 Khiéu nai nghiém trong: Khiéu nai ¢ tac dong 16n vé mat kinh té va phap Iy (bi doi boi thuong,
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tiém an kha ning bi doi bdi thudng, bi kién, tiém an kha ning bi kién,...)hodc khiéu dién dat bang
cac ngdn tr manh, mang tinh chét de doa (Vd: Khiéu nai bfmg cong van, doi dén bu, de doa dua vao
danh sach den) hodc Khiéu nai c6 anh huong 16n dén tiém ning cai tién trong hoat dong cua CPS
(Vd: Khiéu nai lap lai) / Significant complaint: Complaint is likely to have a major economic or
legal impact (monetary claim, potential monetary claim, legal actions or potential legal actions, etc
or Complaint is expressed in strong, threatening terms (e.g. registered mail, request for
compensation, black list threat) or is considered significant in terms of potential improvement of
CPS operation (e.g. repeated incident)
4.4 Khiéu nai khac: Khiéu nai khong thudc khiéu nai nghiém trong va Yéu cau xem xét lai nghiém trong
/ Other complaint: complaint which is not classified as Significant
4.5 CFP: Nhan vién duoc chi dinh 1am viéc tryc tiép voi khach hang dé giai quyét phan nan. CFP c6 thé
13 ngudi tiép nhan yéu cau xem xét lai: Nhan vién Dich vu khach hang (CS)/Truéng Phong kinh
doanh hoic Truéng phong Dich vy Khach hang va/hodc Truong Bo phan Chimg nhan san pham cé
lién quan. Véi nhitng yéu cau xem xét lai nghiém trong va quan trong, CFP c6 thé do Tong Giam
dbc / CFP: Customer Facing Person who is authorized to work directly with customer to solve
complaint. CFP can be Customer Service (CS)/Business Development Manager who receive
complaints or CS Manager and/or involved Product Certification Manager. For major and
significant cases, CFP may be assigned by Location Head.
5. Procedure:
5.1 Tiép nhan cac khiéu nai va yéu cau xem xét lai/ Receiving complaints and appeals
Bat cir khi ndo nhan dugc yéu cau xem xét lai ctia khach hang, ngudi nhan phai chuyén cho QA
va Truéng Bo phan c6 lién quan theo thoi han trong Bang 1. Yéu cau xem xét lai nghiém trong
phai dugc thong bao cho Tong Giam Ddc / Any time of receiving a complaint, the receiver shall
forward the complaint to QA and relevant Department Head as TAT defined in Table 1.
Significant complaints must be notified immediately to General Manager
= Nhan vién dugc chi dinh phai tra 10i khach hang trong vong 08 gio dé xac nhan duogc/
Assigned CFP must response to customer within 8 business hours to:

+ Xac nhan viéc da nhan yéu cau xem xét lai hoac yéu cau xem xét lai. /
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X/
L X4

X/
L X4

Confirm complaint or appeal receipt

Thong bao két qua diéu tra ban dau va hanh dong tic thoi (néu c6 thé) hay
it nhat, thong bao ngay du kién cung cp két qua diéu tra va cac hanh dong
khic phuyc tic thoi theo thoi han quy dinh trong Bang 1 / Communicate
initial findings and immediate action taken (if available) or at least,
inform target date of providing findings and proposed immediate action
plan as TAT defined in Table 1

Thong bao nguyén nhan gdc va ké hoach thuc hién hanh dong khic phuc
(néu co thé) hay it nhat, thong bao ngay du kién cung cép két qua phan
tich nguyén nhan gbc va ké hoach thuc hién hanh dong khéic phuc theo
thoi han quy dinh trong Bang 1 / Communicate root cause and corrective
action plan (if available), or at least, inform target date of providing root

cause and corrective action plan as TAT defined in Table 1.

5.2 Xem xét danh gia cac khiéu nai va yéu cau xem xét lai/ Review, determine complaints/ appeals:

= QA ghi nhén yéu cau va phdi hop véi cac Bo phan lién quan thyc hién diéu tra va cung

cap két qua diéu tra theo thoi han quy dinh trong Bang 1. Bat ky tri hodn nao trong viéc

diéu tra phai dugc Truong Bo phan QA (hodc chirc danh tuong duong) phé duyét va

phai thong tin cho CFP. Két qua diéu tra phai duoc thong bao cho CFP ngay khi hoan

thanh. Két qua diéu tra do QA luu gitt / QA4 shall record request and coordinate with

Responsible departments to conduct investigation as TAT defined in Table 1. Any delay

of investigation shall be approved by Quality Manager (or equivalent) and

communicated to CFP. Investigation result shall be communicated to CFP as soon as

completion. Investigation record shall be maintained by QA

= B0 phin Ching nhan san pham cung cap ho so va c6 y kién, giai thich vé nhiing van dé

can 1am rd / Product Certification shall be provide relating doiser and explain to

complaints or appeals

5.3 Céc yéu cau xem xét lai / khiéu nai khéng thoa dang/ Non-justified complaints / appeals

= Bo phan lién quan cung cip bang ching xéac thuc, trong vong 24 gio, dén QA va dén
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ngudi duoc phan cong giai quyét yéu cau voi khach hang./ Responsible departments
provide valid evidence, within 24 hours to QA and to assigned customer-facing persons

= Néu bang chimg duoc QA chip nhan, CFP c6 trach nhiém giai thich v6i khach hang dé
giai quyét yéu cau. Két qua giai quyét yéu cau phai duoc giri hodc thong bao cho QA dé
lwu ho so. / If evidence is confirmed by QA, CFP is responsible to explain to customer to
settle the request. Complaint/ appeal closure shall be forward or informed to QA for
record.

= Néu bang chung khong xac thuc, yéu cau xem xét lai / khiéu nai nay duoc giai quyét nhu
yéu cau xem xét lai / khiéu nai thda dang (muc 5.4) / If evidence provided is not valid,
Non-justified complaints / appeals are processed as justified complaints / appeals
(clause 5.4)

» Néu viéc giai quyét yéu cu duge thuc hién qua di¢n thoai hodc gap truc tiép thi ban tom
tat két qua giai quyét yéu cau xem xét lai phai dwoc 1ap thanh vin ban va giri cho QA dé
lwu hé so. / If closure is done via call or meeting, closure summary shall be documented

and send to QA via email for record

Néu khach hang khong hai long vé6i 101 giai thich, phan héi va mong mudn cua khach
hang phai dugc thong bao cho Téng Giam ddc (hoic nguoi duoc ty uyén) dé duoc
huéng dan thém. / If customers are not satisfied with the explanation, customers’
feedback and expectation shall be escalated to General Manager (or authoririzer) for
further instruction.
5.4 Céc yéu cau xem xét lai / yéu cu xem xét lai thoa dang / Justified complaints / appeals

= QA phéi hop v6i Truong Bo phan ching nhan san pham va Trudng Phong dich vu khach
hang dé danh gia mirc d6 nghiém trong ciia yéu cau. Yéu cau xem xét lai/ khiéu nghiém
trong va cac yéu cau xem x¢ét lai khac loai trén nhung van dugc danh gia 1a c6 hau qua
16n duge giai quyét thong qua quy trinh CPSD-GP-CAR-NSOP-CAR PROCESS/ 04
coordinate with responsible Department Head and Customer Service Manager to

evaluate seriousness of the complaints. Signification and other complaints considered as

serious and must be submitted through CAR process as per CPSD-GP-CAR-NSOP-CAR
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PROCESS
< Phan tich nguyén nhan gbc / Root cause analysis
< Dé xuit va thuc hién hanh dong khic phuc/ Hanh dong phong ngira /
Corrective/ Preventive action proposal and implementation
¢ Kiém tra tinh hiéu luc va hiéu qua cta hanh dong phong ngira /
Corrective/Preventive action validation and verification
= Néu két qua ciia viéc diéu tra khiéu nai dan dén viéc phai dinh chi, hily bé hiéu luc gidy
ching nhén thi thyc hién theo quy trinh cia hudng dan VLAB-CERT-SOP-0001 va
VLAB-CERT-SOP-0002. Quyét dinh vé viéc dinh chi, huy bo hiéu lyc gidy ching nhan
phai duoc théng bao dén khach hang va cac co quan quan 1y nha nudc co lién quan / If
the result of invstigation that need to suspension or withdrawal certification, involved
personel shall follow the procedure VLAB-CERT-SOP-0001 va VLAB-CERT-SOP-0002.
The decisions of suspension or withdrawal certification shall be sent to client and
involved Government Management Agencys.
= Quyét dinh giai quyét khiéu nai (hodc yéu ciu xem xét lai) phai dugc 1ap, hodc xem xét,
phé duyét boi nhitng ngudi khong tham gia vao hoat dong chimg nhén lién quan dén
khiéu nai hodc yéu cau xem xét lai 46 / The desion resolving the complaint or appeal
shall be made by, or reviewed, approved by person(s) not involved in the certification
process related to this complaint or appeal.
= Khong duoc sir dung nhén sy (ké ca nhitng ngudi hanh dong véi tu cach quan 1y) di cung
cap tu van; nhan vién cii hodc ngudi c6 quyén loi lién quan khac dén khach hang dua ra
khiéu nai hodc yéu cau xem xét lai, dé xem xét hodc phé duyét viéc giai quyét khiéu nai
hodc yéu cau xem xét lai d6i v6i khach hang d6 trong vong hai nam sau khi két thuc hoat
dong tu van hoic st dung lao dong. / Personel (including those acting as a managerial
capacity) who provided consultant for client or been employed by client, shall not use to
review or appove the resolution of this complaints/ appeals for that client within two
years following the end of consultancy or employment.

= Néu yéu cau khong thudc Nghiém trong va hau qua khong 16n, chi can két qua diéu tra va
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ké hoach hanh dong / If reuest are classified as Others and not considered as serious, only
investigation report and action plan are required.

= CFP c6 trach nhiém thong tin két qua diéu tra/nguyén nhan/nguyén nhan goc va ké hoach
hanh dong cho khach hang dé giai quyét yéu cau. Két qua giai quyét yéu cau phai dugc
giri hodc thong bao cho QA dé luu hd so/ CFP is responsible to communicate
findings/causes/root causes and action plan to customer to settle the request. Reuest
closure shall be forwarded or informed to QA for record.

» Néu viée giai quyét yéu cAu xem xét lai duoc thuc hién qua di¢n thoai hoac gap truc tiép
thi ban tom tat két qua giai quyét yéu cau xem xét lai phai duoc 1ap thanh van ban va giri
cho QA dé luu hd so/ If closure is done via call or meeting, closure summary shall be

documented and send to QA for record

CAR 14 tai liéu mat. CFP chi dugc phép giri ban tom tit nguyén nhan gdc va hanh dong
khic phuc cho khach hang bén ngoai / CAR Form is confidential. CFP is allowed to send

summary of root cause and corrective action to external customer only.

Néu khach hang khong thoa mén voi nguyén nhan/ nguyén gbe da xac dinh va/hodc hanh
dong dua ra, quy trinh diéu tra, phan tich nguyén nhan gdc va dua ra hanh dong khic
phuc s€ dugc tiép tuc cho dén khi dat duoc mong doi cia khach hang. Giai phdp bi
khach hang tir chbi 3 1an phai dugc bao cho Tong Giam Péc dé duoc hudng dan thém. /
If customers are not satisfied with identified causes/root causes and/or action plan, process
of investigation, root cause analysis and/or proposing corrective action shall be continued
until meeting customers’ expectation. Solution that are rejected 3 times by customers shall
be escalated to Location Heads for further instruction

= Bo phan QA s& phai duoc thong tin ddy dii vé cac email dang xtr Iy d& dam bao riang quy

trinh gidi quyét yéu cau xem xét lai/ khiéu nai van hanh dung / QA shall be kept in loop in
process of handling customer complaints/ appeals to make sure the complaint solving
process implemented correctly

= QA phai theo sat CFP vé két qua giai quyét yéu cau xem xét lai hang tuan cho dén khi

yéu cau xem xét lai duoc giai quyét xong / QA shall follow up with CEP on complaint
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closing on weekly basis until complaint is settled

» H6 so yéu cau xem xét lai bao gé)m email, biéu mau CAR, két qua diéu tra va cac tai lidu
c6 lién quan phai dugc QA Iuu gilt v6i thoi gian luu thich hop theo VLAB-QA-SOP-
0006-CONTROL OF RECORD / Complaint records including email, CAR form,
investigation report and related documents shall be retained by QA with retention
period as per VLAB-QA-SOP-0006-CONTROL OF RECORD

= Trong truong hop hanh dong khic phuc cho céc yéu cdu xem xét lai cua khach hang
khong dugc hoan thanh theo dung thoi gian quy dinh trong CPSD-GP-CAR-NSOP-CAR
PROCESS, nhan vién QA phai lam viéc v6i cac bo phan dé ghi nhan nguyén nhan va
cac thong tin lién quan dén viéc khong hoan thanh hanh dong khic phuc nay vao biéu
mau CPSD-GP-CAR-DATA-CAR LOGBOOK/ In case corrective action wasn'’t
completed on time as CPSD-GP-CAR-NSOP-CAR PROCESS, local QA must work with
related department to record reason and other information if any in CPSD-GP-CAR-
DATA-CAR LOGBOOK

» Dbi véi cac khibu nai va yéu ciu xem xét lai duge nhan truc tiép tir moOt c4 nhan, t6 chirc
khong phai 1a khac hang cia BVCPS (vi du: nguoi tiéu dung...), tuy truong hop s€ xem
xét ¢ nén dua ra cau tra 161 phu hop hay khong. Trong truong hop nay, ndi dung tra 101
can duoc thong tin cho khach hang biét / For complaints and appeals received from a
complainant or appellant, which is not a BVCPS client (such as: comsumer ...), due
consideration shall be given whether it is appropriate to answer, taking into account
potential liability. In such cases, content of the answer is coordinated with client.

Table 1: TAT for complaint/ appeal handling

Bing 1: Thoi han cho viéc gidgi quyét khiéu nai/ yéu cau xem xét lai

Task Person in charge TAT
Forward complaint/ appeal to QA Complaint receiver Within 2 working hour
and relevant Department Heads from complaint receipt
Complaint/ appeal investigation Responsible departments and Within 24 hours from
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justified complaint/ appeal

QA complaint receipt by
QA excepting approved
delay
Provide evidence to prove non- Responsible departments Within 24 hours from

complaint receipt by

QA

Complaint/ appeal

acknowledgement

CFP

Within 8 business hours

from complaint receipt

Evaluate requirement of CAR

QA Manager and/or relevant

Within 24 hours from

propose corrective action plan

Department Heads complaint receipt by
QA
Issue CAR QA Same day of CAR
requirement is
confirmed
Complete Root cause analysis and Responsible departments Within 2 working days

from CAR is issued

Review and approve root cause and | QA/ Requestor Within 3 working days
CAP from CAR is issued
Bién soan bai Nick Vo Phé duyét béi Anne Do Lwu lan cudi:
Chtrc vu Product Certification Chtrc vu Deputy General Manager
Supervisor

Page 8 of 9




Bureau Veritas Consumer Product Services VLAB-CERT-SOP-0009
Viet Nam Ltd. Version.: [02]
HANDLING COMPLAINTS AND APPEALS RouisionibaicHlc]
PROCEDURE / QUY TRINH GIAI QUYET KHIEU Issue by: [Bichhang Bui]
VERITAS A YE A =
N NAI'VA YEU CAU XEM XET LAl Issue Date: [Aug 08, 2024]
Name Position Date
Author: Nick Vo Organic Asst.Manager Jan 14, 2020
Approver: Anne Do Deputy General Manager Jan 14, 2020
REVISION HISTORY Creation Date of Jan 14, 2020
Version 1:
Rev. No. Section Changes Approval Date
1 Create new A2021-0114-03.pdf
2 Re-approved A2024-0808-03
Bién soan bai Nick Vo Phé duyét bi Anne Do Lwu lan cudi:
Chtrc vu Product Certification Chtrc vu Deputy General Manager
Supervisor

Page 9 of 9



A2021-0114-03.pdf

