
SO XAY DUNG

CHINH SACH CHAT LlTONG

Phuang chain boat dong:
“CONG KHAI, MINH BACH - CONG TAM, CHU DAO 

- DUNG LUAT, DUNG HEN”

Of /\ A • r \ • /\ f 9Lanh dao va tap the can bo, cong chuc, vien chuc va ngudi lao dong cua So Xdy 

dung cam ket:
•V

• Dam bao cac thu tuc hanh chinh dugc xu ly theo dung cac yeu cau van ban 

phap quy lien quan;
r r

• Dam bao CBCCVC luon tuan thu viec thirc hien he thong quan ly chat 

lugng theo tieu chuan quoc gia TCVN ISO 9001:2015;

• Khong ngung hudng toi sir hai long cua to chuc, ca nhan thuc hien thu tuc 

hanh chinh tai ca quan thong qua viec thuc hien va cai tien lien tuc he thong 

quan ly chat lugng theo tieu chuan quoc gia TCVN ISO 9001:2015;
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So tay chat luans HTQLCL Trang: 1/23

THEO DOITINH TRANG SETA DOI

Trang/Phan lien quan
^ *?

viec sua doi
Mo ta noi dung thay doiNgay thang Ghi chu

PHAN PHOI TAI LIEU
1. Giam doc 10. Quan ly Ha tang Do thj □
2. Pho Giam doc □ □11. Thanh tra So
3. Pho Giam doc □ 12. Quan ly Quy hoach Kien true □
4. Pho Giam (tec □ □13. Quan ly Hoat dong xay dung

□ 15. Quan ly Chat luong xay dung □5. Van Phong So

6. Quan ly Nha va Thj truong bat dong san □ □16. Ban chi dao ISO

Lan ban hanh: 01Maso: STCL Ngay: /07/2020
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PH An 1: GIOI THIEU CHUNG
M6 hinh He thong quan ly chat luong theo tieu chuan quoc gia TCVN ISO 

9001:2015 cua co quan, to chuc thuoc he thong hanh chmh nha nuoc (dual day viet 
tat la co quan) la tai lieu tong quat gidi thieu ve He thong quan ly chat luong (dudi 
day viet tat la HTQLCL); xac dinh pham vi ap dung; chinh sach va muc tieu chat 
luong; gidi thieu boat dong va co cau to chuc, chuc nang nhiem vu va cac qua trinh 
cua co quan; neu each de co quan dap ung cac yeu cau cua tieu chuan quoc gia 
TCVN ISO 9001:2015, de Lanh dao va can bo chii chot cua co quan lam co so dieu 
hanh he thong quan ly chat luong cua minh.
1.1. Ljch su hinh thanh:

Tien than la Ty xay dung Dong Nai duoc thanh lap vao dau nam 1976 cung 
nam thang thanh lap tinh Dong Nai (Tren co so Ty kien thiet - Ty Cong Chanh 
va cac co sd kinh te ky thuat quan trong khac). Sau khi ra ddi, Ty Xay dung da 
nhanh chdng khac phuc moi khd khan sau chien tranh de hoan thanh nhiem vu 
ma Tinh uy, UBND tinh Dong Nai va Bo Xay dung giao.

Sd Xay dung Dong Nai duoc thanh lap theo quyet dinh sd 586-QD/UBT 
ngay 03 thang 5 nam 1989 cua Uy ban nhan dan tinh Dong Nai tren co sd sap 
nhap Uy ban xay dung co ban cua tinh vao Ty Xay dung va sau do sap nhap ty 
nha dat va Ty Xay dung thanh Sd Xay dung.
1.2. Co cau to chuc, chuc nang nhiem vu:
1.2.1: So do to chuc:

I
PH 6 Gl AM DOC SO PH U TRACH

PHOGIAM DOC SO PH 6 Gl AM DOC SO
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So tav chat limns HTQLCL Trang: 3/23 ’ ",

1.2.2: Chuc nang nhiem vu: thirc hien chirc nang tham miru, giup Uy ban nhan dan tinh 

quan ly nha nuac ve cac linn vuc: Quy hoach xay dung va kien true; boat dong dau tu xay 

dung; boat dong dau tu xay dung; phat trien do thi; ha tang ky thuat do thj va khu cong 

nghiep, khu kinli te. khu cong nghe cao (bao gom: cap nude, thoat nude do thi va khu cong 

nghiep, khu kinh te, khu cong nghe cao; quan ly chat thai ran thong thudng tai do thi, khu 

cong nghiep, khu kinh te, khu cong nghe cao, co sd san xuat vat lieu xay dung; chieu sang 

do thj; cong vien, cay xanh do thi; quan ly nghTa trang, tru nghla trang liet sT; ket can ha 

tang giao thong do thi; quan ly xay dung ngam do thi; quan ly su dung chung co sd ha tang 

ky thuat do thi); nha sd; cong sd; thi trudng bat dong san; vat lieu xay dung; ve cac dich vu 

cong trong ITnh vuc quan ly nha nude cua Sd; thuc hien mot so nhiem vu, quyen ban khac
/ A •»

theo phan cap, uy quyen ciia Uy ban nhan dan tinh va theo quy dinh cua phap luat.

1.3. Thanh tich da dat dugc: {Neu tom tat ede thdnh tick md ca quan da dqt dime tie 
tnmc den nay - Can cu vdo cac qnyet dinh khen thudng, Gidy khen, Bang khen....)

- Huan chuong lao dong hang nhat

- Huan chuong doc lap hang ba

- Bang khen UBND tinh Dong Nai

- Bang khen "da cd thanh tich xuat sac trong thuc hien cac noi dung quy che phdi 
hop giua UBND tinh va Ban Tuyen giao Tinh uy nam 2011

- Bang khen "da cd thanh tich trong cong tac thi hanh Luat Ban hanh van ban quy 
pham phap luat cua HDND, UBND nam 2004

- Bang khen "da cd nhieu thanh tich trong thuc hien ho tro ho ngheo ve nha d theo 
Quyet djnh sd 167/2008/QD-TTg ngay 12/12/2008 cua Thu tudng Chinh phu"

> r r rsj \

- Bang khen "da cd thanh tich xuat sac tham gia chuong trinh hd tro ho ngheo ve 
nha d theo Quyet dinh sd 167/2008/QD-TTg ngay 12/12/2008 cua Thu tudng Chinh 
phu (giai doan 2009-2011)"

- Bang khen UBND tinh Dong Nai

Maso: STCL Lan ban hanh: 01 Ngay: /07/2020
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PHAN 2. GlOl THIEU KHAI QUAT HE THONG QUAN LY CHAT LUONG 
THEO TIEU CHUAN QUOC GIA TCVN ISO 9001:2015

Dieu khoan tieu 
chuSn TCVN ISO 

9001:2015
Tai lieu vien dan

4. BOI CANH CUA TO CHlTC

4.1. Hieu to chuc va 
boi canh cua to 
chuc:

Dinh ky hang nam, Lanh dao va cac bo phan thuoc Co 
quan xem xet, xac dinh cac yen to anh hirdng toi qua trinh 
thirc hien cac thu tuc hanh chinh cua co quan bao gom ca 
yeu to tich cue va cac yeu to tieu cue duoc phat sinh do cac 
yeu to ben ngoai tac dong va cac yeu to noi bo tac dong.
- Cac yeu to ben ngoai duoc xem xet tu cac khia canh nhu 
moi trubng phap luat, cong nghe, canh tranh, thi trudng, 
van hoa, xa hoi va kinh te.
-Cac yeu to noi bo duoc xem xet tu cac khia canh nhu co 
cau to chuc, nhan sir, trang thiet bi, co sd vat chat, gia tri, 
van hoa, tri thuc va ket qua boat dong cua co quan tu nam 
trude do.

re u

Tren co sd cac yeu to anh hudng duoc xac dinh, Co quan
r tree

tien hanh xay dung cac giai phap de giai quyet cac yeu to 
anh hudng. Ket qua cua viec theo doi va xem xet cac thong 
tin ve nhung van de noi bo va ben ngoai duoc the hien 
trong cac Bien ban hop giao ban cua Lanh dao Co quan.
Tai lieu lien quan:
PL. 01 Bdi canh id chicc.
Co quan tien hanh xac dinh cac ben cd lien quan toi qua 
trinh cai each hanh chinh cua Co quan. Vdi sir quan tarn 
cua cac ben lien quan hoac trach nhiem thuc hien cua cac 
ben lien quan se anh hudng toi viec thuc hien cac thu tuc 
hanh chinh cua Co quan dung theo quy dinh cua phap luat 
va ket qua thuc hien cua thu tuc hanh chinh dap ung theo 
yeu cau cua to chuc, cong dan khi dang ky thuc hien thu 
tuc hanh chinh.
Cac ben lien quan cua Co quan cd the la co quan cap tren, 
to chuc/cong dan, cac co quan ciing cap, cac co quan quan 
ly cac phan mem,...
Tai lieu lien quan:
PL. 01 Boi canh id chuc.

4.2. Hieu nhu cau 
va mong doi cua cac 
ben quan tam:

f r ,

Co quan can cu tren chuc nang, nhiem vu de tien hanh xac
r r

dinh pham vi ap dung cua he thong quan ly chat luong, 
dong thdi can cu yeu cau cua co quan cap tren va yeu cau 
cua to chuc/cong dan de xac dinh pham vi ap dung nham

4.3. Xac djnh pham 
vi cua He thong

r

quan ly chat luong

Lan ban hanh: 01Mas6: STCL /07/2020Ngay:



So tav chat luanz HTQLCL Trang: 5/23 • '.
• ^ r A A 7muc dich kiem soat viec thirc hien cac yeu cau cua ca quan 

cap tren, yeu cau cua to clurc/cong dan. Pham vi ap dung 
he thong quan ly chat luong cua Co quan dirge trinh bay 
trong So tay chat luong nay bao gom cac thu tuc hanh 
chinh thuoc pham vi chuc nang quan ly nha nuoc cua So 
Xay dung:
- LTnh vuc Boat dong xay dung
- LTnh vuc Giam dinh tu phap
- LTnh vuc Quan ly chat luong cong trinh xay dung
- LTnh vuc Vat lieu xay dung
- LTnh vuc Nha b

r

- LTnh vuc Kinh doanh bat dong san
r

- LTnh vuc Quy hoach kien true
- LTnh vuc Phat trien do thj

r r

Noi dung pham vi ap dung cua he thong quan ly chat luong 
cua Co quan duoc neu trong So tay chat luong cung the 
hien cac dieu khoan trong tieu chuan TCVN ISO 
9001:2015 tuong Trng. Do dac thu hoac dong, Co quan loai 
tru khong ap dung mot so dieu khoan cua tieu chuan 
TCVN ISO 9001:2015: ’
- Dieu khoan 7.1.5.2 “Lien ket chuan do luong”
- Dieu khoan 8.3 “Thiet ke va phat trien san pham, djeh
vu”
- Dieu khoan 8.4 “Kiem soat qua trinh, san pham va dich 
vu do ben ngoai cung cap”
- Dieu khoan 8.5.If “Kiem soat san xuat va cung cap dich 
vu - xac nhan gia tri su dung”
Ly giai ngoai le cac dieu khoan nay se duoc trinh bay chi 
tiet tai tung dieu khoan neu trong So tay chat luong.
Tai lieu Hen quan:
PL.l Danh muc tai lieu thuoc HTQLCL.
He thong quan ly chat luong cua Co quan xac dinh va thiet 
lap cac qua trinh duoc van hanh trong boat dong cua Co 
quan. Co quan xac dinh cac qua trinh dua tren cac khia 
canh sau:
- Chuc nang, nhiem vu cua Co quan va cac bo phan true 
thuoc de xac dinh moi tuong tac giua bo phan trong viec 
xu ly cac thu tuc hanh chinh;
- Cac thu tuc hanh chinh cua Co quan;
- Cac nguon luc nhu he thong thong tin, thiet bi, phan 
mem, nhan su;
- Cac phuong phap hien co de theo doi va do luong ket qua 
thuc hien cac thu tuc hanh chinh cua Co quan.
- Cac van ban quy pham phap luat co lien quan tbi viec

r

4.4. He thong quan 
ly chat luong va cac 
qua trinh cua he 
thong

Maso: STCL Lan ban hanh: 01 Ngay: /07/2020
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thirc hien cac thii tuc hanh chmh;
f ?

Cac qua trinh dugc xac djnh se dugc the hien trong So tay 
chat lugng tuong ung voi tung noi dung theo dieu khoan 
cua tieu chuan, cung voi each thuc nhan dien cac loai ho 
so, tai lieu (thong tin dang van ban) de chung minh ket qua 
thuc hien ciia cac qua trinh.
Tai lieu lien a nan:
PL. 01 So' do tuong lac cac qua trinh He thong quan ly

r

chat tuong.
PL.l Danh muc tai lieu thuqc HTQLCL.

5. SIT LANH DAO
5.1. Sir lanh dao va cam ket

Lanh dao cao nhat cua Co quan the hien sir cam ket doi voi 
he thong quan ly chat lugng voi each thuc sau:
- Trong cong tac chi dao, dieu hanh: hang nam deu ban
hanh cac ke hoach ve cai each hanh chmh, kiem soat thu
tuc hanh chmh, kiem tra cai each hanh chmh, thong tin
tuyen truyen ve kiem soat thu tuc hanh chmh va trien khai
tai cac dan vi true thuoc de thuc hien.

• • • • ■

- Djnh ky thuc hien xem xet cua lanh dao doi vdi viec van 
hanh he thong quan ly chat lugng thong qua viec kiem tra 
cac bao cao ve ket qua thuc hien thii tuc hanh chmh cua 
cac bo phan, viec ung dung cac phan mem trong viec thuc 
hien cac thu tuc hanh chmh cung nhu xu ly cac thong tin, 
cac van ban trao doi giira cac ben lien quan vai Ca quan 
cung nhu noi bo Ca quan vdi nhau.
- Lanh dao cao nhat giao trach nhiem cho cac vi tri quan ly 
cap dudi thuc hien vai trd lanh dao viec thuc hien cua bo 
phan dugc giao.
- Ban hanh Chmh sach chat lugng va cac muc tieu chat 
lugng (bao gom muc tieu cua Co quan va muc tieu cua cac 
bo phan true thuoc). Djnh ky hang nam, Lanh dao cao nhat 
tien hanh thuc hien xem xet doi vdi Chmh sach chat lugng 
va muc tieu chat lugng cua Co quan.
- Khi xac dinh cac nhiem vu thuc hien mdi hoac can cai• ■ • ■ • •

tien cac nhiem vu hien tai, Lanh dao Co quan de nghj cac 
bo phan thiet lap cac quy trinh cho viec thuc hien nhiem

5.1.1 Khai quat

vu.
- Yeu cau cac bo phan niem yet va bao cao ve ket qua thuc 
hien cac qua trinh cua he thong quan ly chat lugng cung 
nhu qua trinh xu ly cac thu tuc hanh chmh len he thong 
mang noi bo va trang thong tin dien tu cua Co quan nham 
the hien sir trao doi thong tin.
Tai lieu lien quan:

Lan ban hanh: 01Mas6: STCL /07/2020Ngay:
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/C v r > rKe hoach cdi each It drill chin It
Ke hoach ve kiem sodt thu tuc hdnh chtnh
Ke hoach ve kiem Ira cdi ede hdnh chtnh, kiem sodt thu
tuc hdnh chtnh
Ke hoach ve thong tin tuyen truyen kiem sodt thu tuc
hdnh cln'nh

Bien ban hop giao ban
r r AChtnh sdeh chat luong

Bdo cdo ket qua thuc hien cong lac cdi each hdnh chtnh, 
kiem sodt thu tuc hdnh chtnlt

y y

Lanh dao Co quan dam bao rang cac yeu cau va mong doi 
chinh dang cua to chuc/cong dan deu dirge xac dinh va 
thuc hien nham thoa man cac yen can cua to chuc/cong dan 
va cac yeu cau cua phap luat quy dinh.
Dinh ky hang tuan lanh dao Co quan thuc hien cong tac 
tiep cong dan the hien su cam ket cua Lanh dao doi voi 
viec huong vao khach hang la to chuc/cong dan.
Tdi lieu Hen quan:
Ke hoach tiep dan

r r
Bdo cdo ket qua thuc hien tiep cong dan

5.1.2 Huong vao 
khach hang

• Chinh sach chat luong duoc Lanh dao cao nhat cua co 
quan ban hanh chi phoi duoc cac boat dong tac nghiep 
hang ngay cua co quan, nham dam bao chat luong cua boat 
dong quan ly nha nude va cung cap dich vu hanh chinh 
cong.
• Chinh sach chat luong duoc duy tri thong tin dang 
van ban, duoc cap nhat khi can thiet va duoc thong bao 
cong khai trong toan bo co quan de moi ngudi thau hieu, 
hop tac va thuc hien, dong thdi san co cho cac ben quan 
tarn lien quan khi thich hop.
• Ban Chinh sach chat luong cua Co quan duoc dua len 
trang thong tin dien tu cua Co quan va phan mem quan ly 
van ban de tuyen truyen cho CBCCVC cua Co quan cung 
nhu cung cap cho cac ben quan tarn co lien quan.
• CBCCVC cua Co quan hieu duoc ban chat cua Chinh 
sach chat luong va thuc hien nhiem vu theo dinh huong 
cua Chinh sach chat luong.
Tdi lieu lien quan:
PL. 02 Chtnh sach chat luong.

5.2. Chinh sach

Lanh dao co quan phan cong cac trach nhiem va quyen ban
cho tat ca cac vi tri lien quan trong co quan. Cac quy dinh > > 7 • ' ve trach nhiem va quyen ban duoc pho bien thong qua cac
tai lieu va ho so sau:

5.3. Vai tro, trach
A Anhiem va quyen han

A rtrong to chuc

- Quy djnh chuc nang, nhiem vu cua cac bo phan thude Co
Mas6: STCL Lan ban hanh: 01 Ngay: /07/2020
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quan.
- Ban mo ta cong vice cua can bo, chuyen vien co lien quan 
den viec thuc hien cac thu tuc hanh chinh theo de an vj tri 
viec lam da dugc duyet.
- Bang phan cong nhiem vu do tung bo phan thiet lap cho 
tirng CBCC cua bo phan.
- Quyet dinh phan cong nhiem vu.
Cac tai lieu nay phai dugc dira len phan mem quan ly van 
ban, dong thoi dugc luu tru tai cac bg phan co lien quan

6. HOACH DINH

Trong qua trinh thiet lap he thong quan ly chat lugng, co 
quan xac dinh cac riii ro va co hoi anh hudng toi viec van 
hanh cac qua trinh cua he thong quan ly chat lugng trong 
do chu yeu tap trung vao viec xac dinh cac rui ro va co hoi 
doi vdi qua trinh tiep nhan, xu ly thu tuc hanh chinh cho 
cac to chuc/cong dan (dua tren viec xem xet cac nguon lire 
nhu thiet bi, nhan su, he thong thong tin, phan mem,... va 
cac buoc xu ly cong viec du kien). Tren co so cac rui ro va 
co hoi dugc xac dinh thi tien hanh thiet lap cac giai phap 
hoac cac hanh dong de giai quyet cac rui ro va co hoi da 
dugc xac dinh. Cac hanh dong hoac cac giai phap de giai 
quyet cac rui ro va co hoi dugc dua vao trong cac quy trinh 
xu ly thu tuc hanh chinh.
Dinh ky hang nam, Co quan tien hanh xem xet, danh gia lai 
cac hanh dong hoac cac giai phap nay co giai quyet dugc 
cac rui ro va co hgi dugc xac dinh thong qua viec danh gia 
ket qua thuc hien cac thu tuc hanh chinh cho to chuc/cong 
dan (ho so tre han, ket qua xu ly khong dap ung dung yeu 
cau cua to chuc/cong dan,...)
Tai lieu Hen quan:

6.1. Hanh dong giai 
quyet rui ro va co’
hoi

HD.02 Hie&ng dan quan ly rui ro vd co' hoi (phuong 
phap dinh Unh).
Bien ban hop giao ban

r

Bdo cdo ket qua thuc hien Cdi each hanh chinh
Nham cai tien lien tuc hieu lire va hieu qua cua HTQLCL, 
Lanh dao co quan thiet lap cac muc tieu chat lugng a cac 
cap va bo phan chuc nang thich hgp va cac qua trinh can 
thiet cua HTQLCL, dam bao rang:

1. Nhat quan voi Chinh sach chat lugng;
2. Do lubng dugc;
3. Dugc truyen dat, theo doi, cap nhat khi thich hgp;
4. Duy tri thong tin dang van ban ve muc tieu chat 

lugng.
Hang nam can cu tren Ke hoach cai each hanh chinh do

6.2. Muc tieu chat 
luong va hoach

*7

d|nh de dat duoc 
muc tieu

Lan ban hanh: 01 /07/2020Ngay:Maso: STCL
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UBND tinh ban hanh, Lanh dao ca quan xay dung va ban 
hanh cac ke hoach: Ke hoach cai each hanh chinh nam, Ke 
hoach ve kiem soat thu tuc hanh chinh. Trong do the hien 
dinh huong muc tieu chung, muc tieu cu the, cac noi dung 
can thuc hien, phan bo nguon lire, thoi gian hoan thanh, 
each thuc danh gia ket qua. Cac ke hoach nay dupe trien 
khai tbi cac phong, chi cue, don vi true thupc ciia co quan 
de thuc hien va lam can cu xay dung cac ke hoach thuc 
hien cu the cua tung don vi.
Djnh ky, co quan tong hop, danh gia ket qua thuc hien 
Muc tieu, ket qua thuc hien thong qua cac bao cao danh gia 
giai doan, bao cao so ket, tong ket nam.
Cac ban ke hoach nay dupe dua len trang thong tin dien tu 
cua co quan va phan mem quan ly van ban de mpi 
CBCCVC deu co the truy cap dupe va thuc hien. Dong 
thoi giup cho Co quan cap tren co the theo doi.
Tai lieu lien quan:

r

Ke hoach cai each hanh chinh
Ke hoach ve kiem soat thu tuc hanh chinh
Ke hoach ve kiem tra cai cac hanh chinh, kiem soat thu 
tuc hanh chinh

r y y

Ke hoach ve thong tin tuyen truyen kiem soat t/iii tuc 
hanh chinh

r

Bao cao ket qua thuc hien edng tdc cai each hanh chinh,
r ■>

kiem soat thu tuc hanh chinh (quy, 6 thdng, so' ket, tong 
ket nam)
Khi co sir thay doi doi voi he thong quan ly chat lupng thi 
Lanh dao cao nhat va phu trach cac bp phan cua Co quan 
tien hanh xem xet nhung npi dung sau:
- Muc dich cua sir thay doi va nhung he qua khi thay doi;
- Cac ket qua da thuc hien theo he thong cac quy trinh da 
dupe thiet lap trong thoi gian qua phai dam bao tinh toan 
ven;
- Cac nguon luc phai luon san co khi co sir thay doi;
- Phan cong lai trach nhiem va quyen han cua CBCCVC 
khi thuc hien.
De chung minh ket qua thuc hien nay, khi co nhu cau thay 
doi doi voi he thong quan ly chat lupng (sua doi quy trinh 
xu ly thu tuc hanh chinh tren phan mem, thay doi phan 
mem khac,...) can bp phu trach ISO tien hanh xay dung 
bao cao va gui cho Lanh dao Co quan va phu trach cac bp 
phan de xem xet.
Thi lieu lien quan:
HD. 06 Hu&ng dan kiem soat sty thay doi

6.3. Hoach djnh
thay doi

7. HO TRO
Mas6: STCL Lan ban hanh: 01 Ngay: /07/2020
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7.1. Nguon luc
Ca quan xac dinh va cung cap cac nguon lire can thiet 
nham:

7.1.1. Khaiquat

1. Thirc hien, duy tri va cai tien lien tuc hieu luc ciia 
HTQLCL.

2. Nang cao sir thoa man khach hang bang each dap>
ung cac yeu cau cua ho.

Thirc hien viec phan bo nguon luc co xem xet den nang luc 
va han che cua cac nguon luc hien tai.
Cac nguon lire va phan bo nguon lire se duoc danh gia 
trong qua trinh xem xet cua Lanh dao.
Lanh dao cao nhat dam bao se cung cap day du nhan luc 
cho viec van hanh hieu qua cac HTQLCL cung nhu cac 
qua trinh duoc nhan dien. Viec cung cap nguon nhan lire 
duoc thirc hien theo quy dinh cua Nha nuoc va huong dan 
cua co quan
Co quan xac dinh ro so luong, nang lire cua CBCCVC 
tham gia vao qua trinh thirc hien thu tuc hanh chinh va 
nang lire cua CBCCVC ho tro cho qua trinh thirc hien thii 
tuc hanh chinh.
Cac nhan su thirc hien cong viec co anh hudng den chat 
luong boat dong quan ly va cung cap dich vu hanh chinh 
cong deu phai co du nang luc tren co so giao due, dao tao, 
ky nang va kinh nghiem phu hop
Viec dao tao va trao doi thong tin sau do se duoc thirc hien 
nham dam bao rang cac nhan sir deu nhan thuc duoc:

1. Chinh sach chat luong.
2. Cac muc tieu chat luong lien quan.
3. Sir dong gop cua ho doi vbi hieu lire cua HTQLCL, 

bao gom cac loi ich cho viec thuc hien cai tien.

7.1.2. Con ngirdi

4. Hau qua cua viec khong tuan thu cac yeu cau cua
HTQLCL.
Tai lieu lien quan:
Quy it dinh phan cong nhan su' thuc hien thu tuc hanh 

chinh
Bang phan cong nhiem vu tai timg phdng, dan vj, chi cue 

Be an vi tri viec lam 

Ho sa nhan su
r

Ke hoach cu can bo dao tao • • •
r ' • 9 7 7Co quan cam ket duy tri co so ha tang hien co de dam bao 

viec cung cap dich vu giai quyet thu tuc hanh chinh theo 
chuc nang phan cap dat duoc su phir hop so voi cac yeu

7.1.3. Co so ha tang
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cau. Ca sa ha tang bao gom:
1. Tru sa lam vice va cac ca sa vat chat lien quan.
2. Cac may moc, thiet bi, phan cung, phan mem.
3. Cong nghe thong tin va trao doi thong tin.

Cac thiet bi deu duoc kiem tra xac nhan va duy tu, bao 
dirang theo quy dinh.
Khi cac thiet bi duoc su dung de cho cac boat dong do 
luang quan trong, chang han nhu kiem tra va thu nghiem, 
thi nhung thiet bi nay se duoc kiem soat va duoc hieu 
chuan hoac dugc kiem tra xac nhan truac khi su dung.

Ca quan dam bao duy tri moi truang lam viec tot ca ve tarn
7 >

ly va vat ly de dat dugc sir phu hgp vai cac yeu cau thuc 
hien boat dong chuc nang, dap ung yeu cau cua to 
chuc/cong dan. Cac dieu kien moi truang lam viec anh 
hudng tdi qua trinh thuc hien thu tuc hanh chinh (dieu kien 
vat ly: do am, nhiet do,...; dieu kien tarn ly: tien do, ap 
lire,...).

7.1.4. Moi truong 
cho viec thuc hien 
cac qua trinh

7.1.5. Nguon luc 
theo doi va do 
luong

Ngoai le
Co quan khong su dung cac phuang tien do luang de phuc 
vu cho qua trinh xu ly cac thii tuc hanh chinh cho cac to 
chuc/cong dan.
Ca quan xac dinh cac tri thuc giup cho CBCCVC co the

9

thuc hien dugc viec xu ly cac thu tuc hanh chinh the hien 
duai dang cac tai lieu bang van ban nhu:
- Van ban quy pham phap luat;
- Cac tai lieu tham du cac hoi nghi, hoi thao trien khai cac 
van ban phap luat hoac cac kien thuc chuyen mon;
- Cac tai lieu huang dan cho viec su dung thiet bi, phan 
mem;
Tuy vao chuc nang cua tirng phong, don vi se tien hanh luu 
giu va quan ly cac van ban nay tai dan vi minh, tuan thu 
theo dung quy trinh quan ly thong tin dang van ban.

7.1.6. Tri thuc cua 
to chuc

Co quan dam bao rang CBCCVC lam viec co anh huang 
den ket qua boat dong va hieu luc cua HTQLCL se co day 
du nang lire, kinh nghiem can thiet. De thuc hien dugc dieu 
nay ca quan se:
- Phan cong nhung nguai co nang luc va kinh nghiem phu

> r t

hgp vai yeu cau cua cua cong viec. Doi vai chuan muc 
tung vj tri cong viec dugc quy dinh trong cac van ban cua 
Ca quan cap tren.
- Thuc hien cac boat dong tap huan, dao tao khi co nhu 
cau.
- Tien hanh danh gia hieu luc cua cac boat dong nham 
nang cao nang luc ciia nhan su. Dinh ky hang nam, Co

7.2. Nang luc
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quan tien hanh danh gia (danh gia theo cac yeu cau cu the 
nhir de dao tao, de bat, nang lirang, khen thucmg, ky 
luat...) de xem xet nang lye ciia CBCCVC. Ket qua xem 
xet dugc cap nhat trong bao cao ket qua dao tao hang nam 
cua Co quan.
Luu giu- thong tin dang van ban de chung minh cho nang 
lire cua nhung ngirbi dang lam viec. Cof quan cap nhat ve 
van bang, chung chi tren phan mem nganh npi vu de chung 
minh nang lire cua CBCCVC.

7.3. Nhan thuc • Co quan dam bao rang nhung ngudi lam vice duoi sir 
kiem soat cua minh sc nhan thuc dugc:

1. Chinh sach chat lugng cua co quan.
2. Cac muc tieu chat lugng lien quan.
3. Su dong gop cua hp vao hieu lire cua HTQLCL, 

bao gom ca cac Igi ich cua vice cai tien ket qua 
boat dong.

• De thuc hien dieu nay co quan se:
1. Niem yet va pho bien chinh sach chat lugng.
2. Cong bo muc tieu chat lugng va pho bien ke hoach 

thuc hien.
3. Thuc hien cac khoa dao tao, tap huan ve TCVN 

ISO 9001:2015 va HTQLCL.
Bao cao danh gia cong vu se la mot trong nhung tai 
lieu chung minh ket qua thuc hien doi voi viec nhan 
thuc cua CBCCVC doi voi viec thuc hien Chinh sach

r r

chat lugng, muc tieu chat lugng cua Co quan.

Co quan dam bao viec trao doi thong tin npi bp lien quan 
din hieu lire cua HTQLCL dugc thuc hien. Cac phuong

9 >

thuc trao doi thong tin bao gom:
1. Su dung cac qua trinh hanh dong khac phuc de 

bao cao nhung su khong phu hgp hoac cac 
khuyen nghi cai tien.

2. Su dung cac ket qua phan tich du lieu.
3. To chuc cac cupc hgp (dinh ky, theo ke hoach 

hoac dpt xuat) de thao luan cac van de cua 
HTQLCL.

4. Su dung ket qua danh gia cua cac qua trinh danh 
gia (npi bp, ben thu 2).

5. T6 chuc hpp thao luan va tham van voi cac can 
bp, cong chuc, vien chuc, ngudi lao dong.

6. Su dung cac phuong tien truyen thong nhu e- 
mail, dien thoai, van ban...

Tai lieu lien (man:

7.4. Trao doi thong
tin
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• Z • /y • s\ • >Quy tfjnh trao ctdi thong tin noi bo va ben ngoai

Thong tin dang van ban cua HTQLCL bao gom ca tai lieu 
va ho so.
Tai lieu yeu cau doi vai HTQLCL dugc kiem soat, muc 
dich cua vice kiem soat tai lieu la nham dam bao rang nhan 
su dugc tiep can voi cac thong tin mai nhat da dugc phe 
duyet va ngan ngua su dung cac thong tin loi thoi. Tat ca 
cac quy trinh bang van ban dugc thiet lap, van ban hoa, 
thuc hien va duy tri.

7 > >

Muc dich cua vice kiem soat ho so nham xac dinh cac bien
7 * r

phap kiem soat can thiet cho vice nhan dien, bao quan, thu 
hoi, bao ve, thai gian luu va huy bo cac ho sa chat lugng.
Cac bien phap kiem soat nay ap dung cho cac ho sa co 
cung cap bang chung cho vice tuan thu cac yeu cau cua 
vice van hanh hieu qua HTQLCL
Ca quan van hanh cac he thong phan mem cong nghe 
thong tin trong qua trinh thuc hien cong vice nhu xu ly van 
ban di den, trao doi thong tin noi bo, xu ly cac thu tuc hanh 
chinh do do cac thong tin dang van ban deu dugc luu tru 
duai dang dien tu.
Cac thong tin dang van ban (ban giay, ban dien tu) dugc 
xac dinh Cach thuc phe duyet, dinh dang, luu tru, thai gian 
luu tru1, trach nhiem quan ly, huy bo, sua doi doi vai cac 
thong tin dang van ban dugc quy dinh trong hubng dan 
kiem soat thong tin dang van ban.

> r

Thong tin dang van ban co nguon goc tu ben ngoai nhu cac 
van ban phap luat, cac tai lieu hoi nghi, dao tao, tap huan 
dugc cac bg phan chuyen mon xac dinh va luu tru de thuc 
hien. Mot so tai lieu dugc luu tru tren phan mem quan ly 
van ban hoac tren may tinh cua tung ca nhan.
To/ lieu Hen quan:
HD. 01 Hu’&ng dan kiem soat thong tin dang van ban (tai 
lieu, ho so).

7.5. Thong tin dang 
van ban

8. THtTC HIEN
Co quan hoach dinh va xay dung cac qua trinh can thiet 
cho vice thuc hien chuc nang quan ly nha nuac va cung 
cap cac dich vu hanh chinh cong. Vice hoach dinh qua 
trinh cung cap dich vu sc dap ung cac yen cau cua cac qua 
trinh khac cua he thong quan ly. Trong qua trinh hoach 
dinh ca quan tien hanh xem xet cac thong tin lien quan den 
boi canh cua ca quan va cac nguon luc, nang luc hien tai, 
cung nhu cac yeu cau ve dich vu tren ca sd nhan biet va 
giai quyet cac rui ro va ca hoi da xac dinh.

7

Co quan xac dinh cu the cac quy trinh xu ly thu tuc hanh
*> e

chinh cho to chuc/cong dan theo quy dinh. Thiet lap cac 
van ban mo ta tung buac xu ly cac quy trinh xu ly thu tuc

8.1. Hoach d|nh va
X A,kiem soat viec thuc 

hien
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hanh chinh, tir do lam co so cho Co quan thirc hien cau 
hinh he thong phan mem mot cua dien tir de thiet lap quy 
trinh xix ly tren he thong phan mot cua dien tu. Noi dung 
cua van ban mo ta quy trinh xu ly thu tuc hanh chinh co 
day du cac noi dung ve cac buoc thuc hien, cac noi dung 
tiep nhan yeu cau cua thu tuc hanh chinh, trach nhiem cua 
ngubi thuc hien, chuan mire chap nhan cho tirng buoc thuc 
hien, cac loai van ban can co cho tung buoc cong viec.
Tai lieu lien quan:
Quyet djnh sd:179/QD-UBND ngay 16 t It dug 01 ndm 
2020 cua UBND tin It Dong Nai ve cong bo dan It muc thu 
tuc hanh chinh vd luu do bo thu tuc hanh chinh cua 
ngdnh xdy dung

•k r f

8.2. Yeu cau doi voi san pham va djch vu
Co quan thuc hien viec trao doi thong tin mot each hieu•> ^
qua voi khach hang la to chuc/cong dan bao gom:

f r

1. Cung cap cac thong tin lien quan den dich vu 
hanh chinh cong.

2. Xu ly cac yeu cau cua cac to chirc, ca nhan bao 
gom ca nhung yeu cau thay doi.

3. Tiep nhan cac phan hoi lien quan den dich vu, 
bao gom ca cac khieu nai.

4. Xu ly hoac kiem soat cac tai san cua Nha nude.
Co quan thuc hien tiep nhan yeu cau, ho so cua to

8.2.1. Trao doi 
thong tin voi khach 
hang

chuc/cong dan khi dang ky thuc hien thu tuc hanh chinh 

thong qua hinh thuc nop true tiep tai bo phan mot cua hoac 

nop hd so true tuyen thong qua trang 

dichvucong.dongnai.gov.vn

Trong qua trinh thuc hien cac dich vu cong, co quan se 
nam bat:

8.2.2. Xac d|nh cac 
yen can doi voi san 
pham va d|ch vu 1. Cac yeu cau cu the cua dich vu, bao gom cac yeu 

cau ve tra ket qua.
2. Cac yeu cau chua duoc tuyen bo nhung can thiet 

cho su dung cu the hoac co y djnh sir dung.
y r r

3. Cac yeu cau luat djnh va che djnh lien quan den 
djch vu.

4. Cac yeu cau khac ma co quan xac djnh.
Cac yeu cau doi voi to chuc/cong dan khi dang ky 

thuc hien thu tuc hanh chinh duoc mo ta trong van ban ve
r

quy trinh xu ly thu tuc hanh chinh va duoc cau hinh tren
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phan mem mot cua dien tir. Do do viec thuc hien xac dinh 

va xem xet cac yeu cau cua to chuc/cong dan dupe nhan 

biet thong qua phieu Bien nhan ho so dirge in ra tu phan 

mem.

Tai lieu lien a nan:
Phieu Bien nhan ho so'

Khi cac yeu cau dugc xac dinh, co quan se xem xet cac yeu 
cau nay truoc khi cam ket cung cap dich vu. Viec xem xet 
nay nham dam bao rang:

1. Cac yeu cau dich vu dugc xac djnh.
2. Co quan co du kha nang dap ung cac yeu cau da

u u r r

xac dinh hoac cac khieu nai doi voi dich vu ma 
• • • ■ •r

co quan cung cap.
3. Cac rui ro da dugc xac dinh va xem xet.

•> 9

Trong qua trinh trao doi thong tin voi to 

chuc/cong dan thi can bo tiep nhan ho so mot cua se 

ghi nhan cac noi dung vao phieu Bien nhan ho so.

8.2.3. Xem xet cac 
yeu cau doi voi san 
pham va djeh vu

Tai lieu lien quan:
Phieu Bien nhan ltd so’

8.2.4. Thay doi yeu
> r

cau doi voi san 
pham va d|ch vu

B 9

Nhung trudng hop khi co su thay doi (do ly do khach quan, 
do quy dinh luat phap hoac do chinh yeu cau cua khach 
hang), co quan co van ban de thong tin ve nhtrng sir thay 
doi do; khach hang, cac ben lien quan dugc thong bao va 
co ke hoach bien phap de duy tri su dap ung tot nhat 
chuong trinh, noi dung co sir thay doi nay.

8.3. Thiet ke va 
phat trien san pham 
va dich vu

Co quan tien hanh cac cong viec phai theo chuc nang, 

nhiem vu do cap tren giao va cac cong viec do phai theo 

quy dinh trong he thong cac van ban quy pham phap luat 

nen khong can thiet thuc hien ap dung dieu khoan lien 

quan tai boat dong thiet ke va phat trien san pham, 

dich vu theo tieu chuan TCVN ISO 9001:2015.

8.4. Kiem soat qua 
trinh, san pham, 
d|ch vu do ben

r

ngoai cung cap

Co quan thuc hien cac thu tuc hanh chinh deu dua 

tren cac nguon lire san co va theo cac van ban quy
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pham phap luat, khong tien hanh mua cac djch vu hoac 

cac hang hoa de thirc hien nhiem vu do do khong can 

co sir kiem soat doi vdi cac nha cung umg ben ngoai,
r \

chinh vi the khong ap dung dieu khoan nay.

8.5. San xuat va cung cap dich vu

8.5.1. Kiem soat san
r

xuat va cung cap 
djch vu

Hien tai, Co quan dang su dung phan mem mot
> \ 9 r

cua dien tu, phan mem Cong thong tin mot cua quoc
> > 9

gia. Cac yeu cau cua dieu khoan nay da dugc cu the 

bang cac budc xtr ly tren phan mem.

Cac ho so sau khi bo phan mot cua tiep nhan 

dugc chuyen den cac bg phan chuyen mon thong qua 

duong buu dien hoac true tiep cung vai Phieu chuyen
>9 '

ho so, So ky giao nhan ho so. Do do trong qua trinh 

giao nhan, CBCCVC phai kiem tra ky ve so lugng, 

chung loai ho so khi tien hanh giao nhan de dam bao 

tinh toan ven cua ho so.

Co quan khi thuc hien cac thii tuc hanh chinh theo 

yeu cau cua to chuc/cong dan thi cac ket qua cua viec 

thuc hien cac thu tuc hanh chinh deu co the kiem tra, 

xac dinh dugc tinh phu hgp vdi cac yeu cau cua phap 

luat cung nhu yeu cau cua to chuc/cong dan do do co 

quan khong ap dung dieu khoan 8.5.If “Kiem soat san 

xuat va cung cap dich vu 

cua tieu chuan TCVN ISO 9001:2015.

xac nhan gia tri su dung”

Co quan dam bao cac yeu cau sau:
1. Khi can thiet, co the nhan biet van ban, ho so trong 

suot qua trinh thirc hien.
2. Noi dung nhan biet la trang thai cua qua trinh xu ly 

van ban (nhu ky tat...) tuong ung vdi cac yeu cau 
theo doi va do ludng.

3. Khi co yeu cau. xac dinh nguon goc cua van ban, ho

8.5.2. Nhan biet va
A A Atruy xuat nguon goc

A ^
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sa dirge thuc (hue hien thong qua vice luu trir day 
du cac ho so cong viec.

4. Cac so theo doi trong qua trinh xu ly cong vice. 
Lanh dao cua Ca quan va phu trach cac bo phan 

co the theo doi va xu ly cac ho so tren he thong phan
A A.7#/N*> a' A A*mem mot cua dien tu hoac phan mem Cong thong tin 

mot cua quoc gia. Tu do co the theo doi dugc tinh 

trang cung nhu nhan biet va truy xuat nguon goc ho so.

Trong qua trinh tiep nhan va xu ly cac van ban, ho so cua 
cac to chuc, cong dan, co quan dam bao cac don vi true 
thuoc phai nhan biet, luu giu1, bao quan, bao mat cac thong 
tin trong van ban, ho so cua to chuc, cong dan cung cap. 
Neu xay ra trubng hop ho so bi mat, bi hu hong thi co quan 
se phai thong bao bang van ban cho to chuc, cong dan 
dugc biet va co each khac phuc, dong thdi lap va luu ho so 
ve cac trubng hgp xay ra.
Viec luu tru ho so cua to chuc/cong dan tuan theo quy dinh 
ve quan ly tai lieu ho so sao cho dam bao tranh viec mat 
mat, hu hong.
Tai lieu lien quan:
HD.01 Huong dan kiem sodt thong tin dang van ban (tai 
lieu, ho so').

8.5.3. Tai san ciia 
khach hang

Co quan se bao toan sir phu hgp cua cac dau ra trong qua 
trinh xu ly va chuyen giao noi bo. Hoat dong bao toan ket 
qua bao gom viec nhan dien, xu ly, luu giu va bao ve.

8.5.4. Bao toan

A#^»rA9*Doi vbi cac ket qua djeh vu khong phu hgp ve chat lugng 
dan den khieu nai cua khach hang, co quan co trach nhiem:

1. Khac phuc hau qua.
2. Tien hanh dieu tra nguyen nhan va thuc hien hanh 

dong khac phuc va trao doi thong tin lien quan den khach 
hang.
Tai lieu lien (tuan:
HD. 04 Hu&ng dan kiem sodt sic khong phu hop vd hanh

^ r

dong khac phuc.

8.5.5. Boat dong sau 
giao hang

8.5.6. Kiem 
thay doi

Co quan xem xet va co ke hoach hoac dot xuat kiem soat 
cac thay doi doi vbi cac qua trinh b muc do can thiet nham 
dam bao sir phu hop lien tuc vbi tat ca cac qua trinh.
Tai lieu lien quan:
HD. 06 Hu'&ng dan kiem sodt sic thay doi.

soat

Cac tieu chi chap nhan dich vu dugc xac dinh trong cac tai 
lieu ho tro phu hgp. Cac hoat dong xem xet, kiem tra dugc

8.6. Thong qua san
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pham va dich vu thirc hien tai cac cong doan thich hap nham xac nhan rang 
cac yen cau cua dich vu dugc dap ung. Dieu nay dugc thuc 
hien truac khi dich vu dugc thong qua hoac dich vu dugc 
chuyen giao. Cac phuong phap nay dugc xac djnh trong 
cac tai lieu sau day:

1. Kiem tra tinh day du cua cac thanh phan ho so ma 
khach hang nop tai Bo phan 1 cua hoac Trung tarn djch vu 
cong hoac qua dich vu buu dien cong ich hoac qua dich vu 
true tuyen.

2. Kiem tra tinh hgp le cua ho so giai quyet thu tuc 
hanh chinh tai cac phong ban chuyen mon.

3. Tham dinh the thuc van ban va noi dung van ban 
doi vdi cac ket qua cua thu tuc hanh chinh truoc khi dugc 
phe duyet va chuyen giao cho khach hang.
Cac thu tuc hanh chinh dugc xu ly theo quy trinh tren he 
thong phan mem mot cua dien tu hoac Cong thong tin mot 
cua quoc gia, dong thdi qua trinh xu ly cua tung cong doan 
dugc ghi nhan tren Phieu chuyen ho so. Qua trinh xu ly 
qua cac bude co xac nhan cua can bo phu trach cua tung

A A r 9 A

cong doan tren phan mem va phieu chuyen ho so. Do do
* a r y £

cac thong tin ve viec phe duyet chap nhan ho so cua to 
chuc/cong dan deu dugc ghi nhan ro rang.
Tat ca cac ket qua cong viec neu khong dap ung yeu cau da 
neu, deu dugc xem la ket qua dau ra khong phu hgp. Co 
quan co co che de phat hien dugc chung va phai co quy 
dinh, co che xu ly.
Khi phat hien dau ra khong phu hgp vdi yeu cau (vi du: 
giay chung nhan cap cho to chuc/cong dan cd thong tin 
khong dung yeu cau khi tiep nhan ho so tu to chuc/cong 
dan) thi can bo tiep nhan tai bo phan mot cua se xu ly tren 
phdn m<Bm mot cua dien tu de dung ho so va can bo cua bo 
phan chuyen mon se phai kiem tra tren he thong phan mem 
mot cua dien tu va ghi nhan su khong phu hgp, chuyen 
thong qua phan mem quan ly van ban de bao cao can bo 
phu trach bo phan cd lien quan va Lanh dao Co quan.

r

Tung phong ban, bo phan khi phat hien nhung dang ket 
qua dau ra khong phu hgp nay phai thuc hien bien phap xu 
ly da quy dinh, ghi nhan hoac luu giu hd so each xu ly, ket 
qua xu ly, neu ro ngudi cd trach nhiem da thong qua hoac 
khong cho phep thong qua.
Cach thuc de xu ly dau ra khong phu hgp phai bao gdm 
mot hoac cac hanh dong nhu sau:
- Thuc hien khac phuc: Bo phan chuyen mon cua Co quan 
phai tien hanh sua chua lai ket qua dau ra va ban giao lai 
cho khach hang, dong thdi di tim nguyen nhan gay ra su 
khong phu hgp nay de de xuat hanh dong khac phuc;

8.7. Kiem soat dau 
ra khong phu hop
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- Thirc hien tach rieng, ngan chan, thu hoi ket qua cua ho
so dang ky cua to chuc/cong dan, tam dung vice thirc hien>
xu ly ho so nay;
- Thirc hien thong bao cho to chuc/cong dan thong qua cac 
he thong nhu zalo, tin nhan SMS;
- Trong truong hop khong co sir nghiem trong anh huong

•y r

toi to chuc/cong dan thi Lanh dao Co quan xem xet chap 
nhan co nhan nhuong doi voi ho so khong phu hop nay.
Tai lieu lien quan:
HD.04. Hu&ng dan kiem so at sir khong phu hop va hdnh

r
dong khde phuc.

9. DANH GIA KET QUA THlfC HIEN
9.1. Theo doi, do luong, phan tich va danh gia

Co quan su dung HTQLCL nham cai tien cac qua trinh cua 
no. Nhung boat dong cai tien nay nham xu ly cac nhu cau 
va mong doi cua khach hang cung nhu cac ben quan tam 
khac, o muc do co the.
Co quan xac dinh cac noi dung va each thuc theo doi va do 

luong de danh gia ve hieu lire cua he thong quan ly chat 
luong. Noi dung can theo doi va do luong chu yeu tap 

trung vao viec thuc hien cac thu tuc hanh chinh cho to 

chuc/cong dan va nhung cai tien trong viec xem xet cai 
each cac thu tuc hanh chinh cua Co quan. Noi dung theo 

doi va danh gia can phai dua ra duoc cac thong tin sau:
r y m* •>

- So luong ho so sai loi khi chuan bi ban giao hoac sau khi
# 9

ban giao cho to chuc/cong dan;
9

- Muc do thoa man cua to chuc/cong dan;
- Sir tuan thu cac yeu cau cua CBCCVC doi voi cac quy 

dinh trong So tay chat luong, cac yeu cau cua phap luat;
- Ket qua giai quyet cac rui ro va co hoi da duoc xac dinh;
- Ket qua thuc hien cua nha cung cap ben ngoai;
- Nhu cau can thiet de cai tien he thong quan ly chat luong 
(cai tien cac thu tuc hanh chinh).
Tdi lieu lien quan:
Bao cdo ket qua thirc hien thu tuc hanh chinh

Bao cao ket qua thirc hien he thong quan ly chat hro’ng.

9.1.1. Khai quat

Dinh ky hang nam, Co quan thuc hien khao sat sir thoa 
man cua to chuc/cong dan, cung nhu tong hop cac khieu 
nai, phan nan cua to chuc/ cong dan de lam co so cho viec 
danh gia sir thoa man ciia to chuc/cong dan doi voi viec 
cung cap dich vu hanh chinh cua Co quan.

9.1.2. Su- thoa man 
cua khach hang
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- Ca quan thirc hien viec theo doi, ghi chep nhung thong 
tin ve sir thoa man hay khong thoa man khach hang vi no la 
thudc do quan trong nhat cua He thong quan ly chat luong.
- Viec danh gia thoa man khach hang ket hop giua vice tir

r

danh gia ciia Co quan (so sanh ket qua cong vice voi yeu 
cau cua khach hang duoc chap nhan d Dau vao) vdi vice 
cam nhan cua khach hang khi tiep nhan va su dung ket qua 
cong vice do (d Dau ra).
- Cac phuong phap thu thap thong tin de phan tich, danh 
gia thoa man cua khach hang duoc xac dinh va hirdng dan 
thirc hien cho nhung Can bo duoc phan cong lam nhiem vu 
nay (nhu tiep Dan; qua cac Khieu nai, to cao; qua bao chi; 
qua dieu tra mau...). Cac du lieu ve sir phan hoi cua khach 
hang cd the duoc thu thap tren Phan he phan mem khao sat 
y kien ngudi dan thudc Cong thong tin hanh chinh mot 
cua, cung nhu thu thap tu Ke hoach/Bao cao khao sat sir 
hai long cua ngudi dan, to chuc doi vdi sir phuc vu cua ca 
quan tren dia ban tinh Dong Nai hang nam do Sd Noi vu to 
chuc.
- Cac ket qua phan tich ve thoa man khach hang do can bd 
phu trach ISO thirc hien phai duoc bao cao cho Lanh dao 
Co quan de xem xet, xu ly.
Tai lieu hen quan:
HD. 07 Hir&ng dan do lifting thoa man khach hang (to 
chifc/cong dan)
Dinh ky ca quan tien hanh danh gia ndi bd nham xac dinh 
xem HTQLCL cd tuan thu cac yeu cau cua khach hang, 
yeu cau luat dinh va yeu cau cua tieu chuan TCVN ISO 
9001:2015 hay khdng. Cac cudc danh gia nham dam bao 
rang HTQLCL da duoc thirc hien hieu qua va dugc duy tri.
- Ca quan tien hanh danh gia ndi bd dinh ky (thudng 6 
thang mot lan ket hgp boat dong danh gia cong vu, tru 
trudng hgp dac biet cd the cd nhung danh gia dot xuat) de 
xac dinh xem tinh hinh thirc hien cd phu hgp vdi yeu cau

* 7 > f fcua tieu chuan, yeu cau cua he thong quan ly chat lugng
> t r

khdng (yeu cau dugc md ta trong Sd tay chat lugng va cac 
quy dinh cd lien quan do Lanh dao Co quan ban hanh va 
chi dao).
- Danh gia phai can cu vao thirc trang tinh hinh, vao nhung 
van de quan trgng hoac dang cd su khdng phu hgp can 
dugc giai quyet, vao cac ket qua danh gia lan trude. Ke 
hoach danh gia ndi bd xac dinh cac ndi dung can danh gia.
- Lanh dao Co quan xem xet ket qua danh gia va kip thdi 
dua ra bien phap dieu chinh, khac phuc cac sai sot da phat 
hien va ket luan trong Danh gia. Dong thdi, Lanh dao cung 
cd the dua ra nhung danh gia ve ca hdi cai tien cong viec

9.2. Danh gia ndi bd
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cua Cct quan. Ho so danh gia noi bo djnh ky phai dagc lira 
tru tren he thong phan mem quan ly van ban hoac co the 
duoc dang tai tren trang thong tin dien tu- ciia Co quan de 
CBCCVC co the theo doi va thirc hien.
- Tieu chi, pham vi, phuong phap danh gia dirge xac dinh 
va pho bien cho nhung ngirai tham gia danh gia. Cac danh 
gia vien dirge lira chgn tir cac Don vi lien quan va dirge 
dao tao ve danh gia noi bo HTQLCL. Danh gia vien chi 
dirge tham gia danh gia nhung cong vice khong thuoc 
nhiem vu, trach nhiem ciia minh.
Tai lieu lien quan:
HD. 03 Huong dan dan It gia noi bo.
Lanh dao cao nhat Co- quan dinh ky xem xet vice thirc hien 
cua He thong quan ly chat lugng, dam bao no luon thich 
hgp va co hieu qua.
Co quan to chuc hgp xem xet ciia lanh dao theo hinh thirc 
thong qua cac cuoc hgp giao ban dinh ky hang tuan/hang 
thang hoac thong qua cuoc hgp danh gia cong vu dinh ky 6 
thang/lan, hoac so ket va tong ket nam.

r

Bien ban hgp hoac Thong bao ket luan cuoc hgp xem xet 
cua lanh dao dugc dang tai tren he thong phan mem quan 
ly van ban de CBCCVC theo doi va thirc hien cac ket luan 
cua Lanh dao Co quan.
Noi dung xem xet cua lanh dao trong 01 chu ky dam bao 
day du cac noi dung sau:
- Sir thoa man ciia to chuc/cong dan va thong tin phan hoi 
tir cac ben quan tarn lien quan;
- Ket qua thirc hien cac muc tieu chat lugng;
- Ket qua thirc hien ciia cac qua trinh da dugc xac dinh 
trong So tay chat lugng (vi du: qua trinh xir ly thii tuc hanh 
chinh, qua trinh quan ly va nang cao nang luc ciia 
CBCCVC,...) va sir phii hgp cua cac ket qua thirc hien thii 
tuc hanh chinh cho to chuc/cong dan;
- Sir khong phii hgp dugc phat hien va hanh dong khac 
phuc doi voi su khong phii hgp;
- Ket qua ve theo doi va do luong;
- Ket qua danh gia noi bo hoac kiem tra ciia So Khoa hgc 
va Cong nghe;
- Tinh trang ciia cac nguon luc nhu nhan sir, thiet bi, he 
thong phan mem, he thong thong tin,...;
- Hieu luc ciia hanh dong thirc hien de giai quyet riii ro va 
co hoi;

* r r \

- Cac de xuat cai tien ve thii tuc hanh chinh hoac cac qua 
trinh ciia he thong quan ly chat lugng.
Tai lieu lien quan:

9.3. Xem xet ciia 
lanh dao

Mas6: STCL Lan ban hanh: 01 Ngay: /07/2020



So tay chat luang HTQLCL Trang: 22/23

- HD.05 Hu&ng dan hop xem xet ciia lank dao;

10. CAI TIEN

Ca quan luon xac dinh, lira chon co hoi cai lien cac qua 
trinh; dieu chinh, ngan chan hoac giam nhung tac dong 
khong mong muon trong moi qua trinh co lien quan den 
viec thiet lap, ap dung va duy tri, cai tien HTQLCL.

10.1. Khai quat

r r

Qua trinh tiep nhan, nhan biet, bao cao va xir ly cac sir 
khong phu hop deu dugc bao cao tren he thong phan mem 
quan ly van ban de lam co so cho viec theo doi va liru tru 
doi voi cac bang chung xu ly sir khong phu hop va hanh 
dong khac phuc.
Khi xay ra sir khong phu hop thi Can bo co lien quan phai 
kip thbi khac phuc. Trong trirong hop, sir khong phu hop 
co cung ban chat xay ra nhieu lan thi can tien hanh phan 
tich nguyen nhan va de xuat hanh dong khac phuc de loai 
bo nguyen nhan cua sir khong phu hop de tranh tai dien 
trong lan toi.
Trong trubng hop hanh dong khac phuc yeu cau phai xem 
xet toi viec cap nhat lai cac rui va co hoi cung nhir lam 
thay doi he thong quan ly chat lirong thi Lanh dao Co quan 
cung voi cac bo phan true thuoc tien hanh xem xet va dieu 
chinh kip thbi.
Ket qua xu ly sir khong phu hop dugc dang tai tren he 
thong phan mem quan ly van ban cho CBCCVC co lien 
quan de thuc hien.
Tai lieu lien quan:
- HD.04 Hu&ng dan kiem sodt sir khong phu hop va 
hanh dong khac phuc.

10.2 Sir khong phu 
hop va hanh dong 
khac phuc

Cac boat dong cai tien dugc de xuat thong qua qua trinh 
danh gia noi bo, xem xet ciia lanh dao cung nhu dugc xem 
xet tu boat dong xem xet cac sang kien thi dua cua

r >

CBCCVC vao cuoi nam. Lanh dao Co quan hang nam deu 
phat dong trong CBCCVC ve viec tham gia cac sang kien 
doi voi boat dong cai each hanh chinh cua Co quan.
Tai lieu lien quan:
- HD. 03 Hu&ng dan danh gid noi bp;
- HD.04 Hu&ng dan kiem sodt su khdng phu hop va

r

hanh dong khac phuc.
r r ^ r

- Ke hoach phat dong sang kien cai each hanh chinh

10.3. Cai tien lien
tuc
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