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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 thi □
2. Pho Giam doc □ □11. Thanh tra So
3. Pho Giam doc □ 12. Quan ly Quy hoach Kien true □
4. Pho Giam doc □ □13. Quan ly Hoat dong xay dung

□ 15. Quan ly Chat luong xay dung □5. Van Phong So
6. Quan ly Nha va Thi trubng bat dong san □ □16. Ban chi dao ISO
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MUC DICH
Huang dan each thuc nhan dien, danh gia va giai quyet cac rui ro va ca hoi anh 

hudng den djnh huong chien luge, muc dich va cac ket qua dir kien trong He thong quan 
ly chat luong cua co quan.

PHAM VI AP DUNG

1.

2.
Ap dung cho tai cac Phong, ban, don vi true thuoc co quan va cac qua trinh trong 

pham vi cua He thong quan ly chat luong.
TAI LIEU VIEN DAN
- Tieu chuan quoc gia TCVN ISO 9000:2015 He thong quan ly chat luong - Co so 

va tu vung.
- Tieu chuan quoc gia TCVN ISO 9001:2015 He thong quan ly chat luong - Cac

3.

yeu cau.
- Tieu chuan quoc gia TCVN ISO 31000:2011 Quan ly rui ro - Nguyen tac va 

huong dan.
- Tieu chuan quoc gia TCVN ISO/TS 9002:2015 He thong quan ly chat luong - 

Huong dan ap dung TCVN ISO 9001:2015.
- Mo hinh He thong quan ly chat luong.
DINH NGHIA/VIET TAT4.
- HTQLCL: He thong quan ly chat luong.
- Boi canh cua to chuc: la qua trinh xac dinh cac yeu to anh huong toi muc dich, 

muc tieu va su ben vung cua co quan. Qua trinh nay xem xet cac yeu to noi bo nhu gia 
tri, van hoa, tri thuc va ket qua thuc hien cua co quan. Qua trinh nay cung xem xet cac 
yeu to ben ngoai nhu moi truong phap ly, cong nghe, canh tranh, thi trudng, van hoa, xa 
hoi va kinh te.

- Boi canh ben trong: la moi truong ben trong, trong do co quan co gang dat duoc 
cac muc tieu chien luge cua minh.

- B6i canh ben ngoai: la moi trudng ben ngoai, trong do co quan co gang dat dugc 
cac muc tieu chien luge cua minh.

- Ben quan tam: Ngudi hoac to chuc co the anh hudng, chiu anh hudng, hoac tu 
nhan thdy bi anh hudng boi mot quyet dinh hay hanh dong.

- Rui ro: tac dong cua su khdng chac chan len muc tieu.
+ Tac dong la mot sai lech so vdi du kien (tich cue va/hoac tieu cue).
+ Muc tieu co the co nhung khia canh khac nhau (nhu muc tieu tai chinh, sue khde, 

an toan va moi trudng) va co the ap dung d cac cap do khac nhau (nhu chien luge, toan 
bg to chuc, du an, san pham va qua trinh).

+ Rui ro thudng dac trung boi su dan chieu den cac sir kien va he qua tiem an hoac 
su ket hpp giua chung.

+ Rui ro thudng the hien bang sir ket noi giua cac he qua cua mot sir kien (bao gdm 
ca nhung thay doi ve hoan canh) va kha nang xay ra kem theo.

+ Sir khdng chac chan la tinh trang, tham chi la mot phan, sir thieu hut thong tin hen 
quan tdi viec hidu biet hoac nhan thuc ve mot su kien, he qua hoac kha nang xay ra cua no.
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- Co1 hoi: tac dong co loi hoac tich circ cua sir khong chac chan anh huong toi kha 
nang cua co quan trong vice dat dirge cac ket qua dir kien cua HTQLCL.

- Quan ly riii ro: cac boat dong dieu phoi de dinh huong va kiem soat mot to chuc
ve mat riii ro.

- Danh gia riii ro: la qua trinh tong the nhan dien riii ro, phan tich nii ro va xac 
dinh muc do riii ro.

- Nhan dien rui ro: la qua trinh tim kiem, nhan biet va mo ta riii ro.
+ Viec xac dinh rui ro doi hoi phai xac dinh cac nguon riii ro, sir kien, nguyen nhan 

va he qua tiem an ciia chiing.
+ Xac dinh riii ro co the can phan tich du1 lieu qua khu, ly thuyet, y kien chuyen 

mon co hieu biet va nhu cau ciia cac ben lien quan.
- Phan tich riii ro: la qua trinh tim hieu ban chat ciia riii ro va xac dinh muc riii ro. 
+ Phan tich riii ro cung cap co so de xac dinh muc do riii ro va quyet djnh ve xu ly

rui ro.
+ Phan tich rui ro bao gom ca ude luong riii ro.
- Mu-c rui ro: la muc do cua mot nii ro hay mot tap hop cac nii ro, the hien bang sir 

ket hop cac he qua va kha nang xay ra ciia chiing.
- Giam thieu rui ro: la mot ke hoach dugc thiet lap nham giai quyet tat ca cac nii 

ro da biet, tiem an va ngan ngua sir tai dien.
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5. NOI DUNG 

5.1. Luu do thuc hien:

Tai lieu / ho so’Trach nhiemTT Trinh tu

Ban Lanh dao
1 Phan tlch boi canh Ban ISO

Ban Lanh dao 

Ban ISO BM.HD.02.012 Nhan dien rui ro
Tru’dng bo phan

Ban Lanh dao 

Ban ISO 

Truong bo phan

BM.HD.02.013 Banh gia nii ro

Ban Lanh dao 

Ban ISO 

Truong bo phan

BM.HD.02.014 Nhan dien co hoi

Ban Lanh dao 

Ban ISO 

Truong bo phan

BM.HD.02.01
5 Giai quyet rui ro va co hoi BM.HD.02.02

Danh gia hieu lire cua hanh 
dong giai quyet

BM.HD.02.02Ban ISO6

5.2. Dien giai luu do:
5.2.1. Phan tich boi canh:

Phan tich boi canh nham cung cap cac thong tin cho vice nhan dien, xac dinh cac 
rui ro va co hoi ma co the anh hudng den kha nang cua co quan trong viec dat duoc cac 
ket qua du kien cua He thong quan ly chat luong. Thong tin boi canh cua bao gom:

a) Boi canh ben ngoai:
- Moi trudng phap ly bao gom chinh sach phap luat nha nude, cac van ban quy 

pham phap luat hien hanh co lien quan den boat dong cua co quan va cac ITnh vuc, qua
^ r

trinh nam trong pham vi ap dung he thong.

Trang 5



Ma hieu: HD.02
HUONG DAN

QUAN LY RUI RO, CO HOl (PP DINH LUONG)
Lan ban hanh: 01
Ngay ban hanh: /07/2020

- Tinh hinh kinh te, chinh tri, van hoa xa hoi trong va ngoai nuac, tai tinh, thanh
r *

pho hoac dia phirong.
- Su doi moi trong boat dong, dug dung cong nghe thong tin, cac phuong phap cai 

each hanh chinh cua cac co1 quan cung cap d cac tinh, dja phuong khac hoac trong tinh, 
dia phuong minh.

- Su tac dong cua cac nha than phu, nha cung cap ben ngoai.
b) Boi canh ben trong (noi bo):

• 71> r t- Ket qua boat dong trong noi bo co quan, co the bao gom: co cau to chuc, phan 
cong chuc nang, nhiem vu, trach nhiem va quyen han, su phoi ket hop tu tren xuong 
dudi, tu dudi len tren, lien phdng, bo phan, nhung van de bat cap noi bat... tac dong vao 
cac qua trinh, boat dong, hieu qua cong viec.

- Su day du cua cac ngudn luc bao gom (nhan luc, vat lire, tai luc).
- Tinh hinh van hda cong sd.
- Tri thuc cua ngudn nhan luc (can bo, cong chuc, vien chuc, ngudi lao dong).
- Cac qua trinh cua He thong quan ly chat lugng (lien quan den chuc nang quan ly 

Nha nude va cung cap cac dich vu hanh chinh cong).
> #

c) Nhu cau va mong doi cua cac ben quan tam:
- Cac yeu cau cua to chuc, ca nhan.
- Su chi dao ciia co quan cap tren, co1 quan chu quan, chinh quyen dia phuong.
- Cac yeu cau cua cac co quan phdi hop trong giai quyet cong viec, giai quyet thu 

tuc hanh chinh.
> \ r

- Nhu cau, nguyen vpng cua cac nha thau phu, nha cung cap ben ngoai.
5.2.2. Nhan dien, xac dinh rui ro va co’ hoi:

A 7 >

Nham nang cao su thda man khach hang (to chuc, ca nhan cd nhu cau), cac ben
r

quan tam den HTQLCL va quy dinh cua phap luat, tren co sd xem xet cac thong tin 
phan tich boi canh, Ban Lanh dao va cac Phdng, ban, don vi tham muu cua co quan cd 
trach nhiem xac dinh cac rui ro ma cd tac dong bat loi, tieu cue, khdng mong muon anh 
hudng den:

- Dinh hudng chien luge;
- Muc dich cua HTQLCL;
- Cac ket qua du kien cua HTQLCL;
- Su phu hgp cua ket qua boat dong quan ly Nha nude, boat dong noi bo cua co quan;
- Su phu hgp cua cac ket qua giai quyet djeh vu hanh chinh cong.
Ket qua nhan dien se dugc ghi nhan vao Bang nhan dien, danh gia, giai quyet riii 

ro va co hoi mau BM.HD.02.01 va viec mo ta rui ro phai dam bao noi dung sau day:
- Ban chat ciia rui ro;
- Nguyen nhan va tac dong tieu cue ciia chung, doi vdi cac rui ro cd tac dons tich 

cue cd the dan den co hoi thi ghi vao muc CO HOI;
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- Khong nen mo ta nhu mot qua trinh, mot bien phap kiem soat tieu cue hoac mot 
boat dong kiem soat khong xay ra.

5.2.3. Danh gia rui ro:
Rui ro dirge do bang cong thuc: R = P x S x D Trong do:

+ R (Risk):
+ P (Probability):
+ S (Severity):
+ D (Detetion):

rui ro
kha nang xay ra 

hau qua neu xay ra 

Kha nang phat hien rui ro
Danh gia rui ro nham xac lap mure do uu tien giai quyet cac rui ro quan trong va 

chi ra cac co hoi cho viec cai tien doi voi cac boat dong hien tai. Danh gia rui ro giup 
thau hieu cac rui ro co huu tu boi canh thuc te va ket noi toi cac muc tieu, cac chien 
luge va cac qua trinh cua HTQLCL.

Tieu chi danh gia rui ro dugc xac lap nhu sau:

a) Kha nang xay ra (P):

DiemPhan loai Dinh nghia

Hau nhu khong bao gid xay ra hoac co the xay ra 
trong trudng hop hy huu 1Hiem khi xay ra

Xay ra 1 lan trong nhieu nam 2It kha nang xay ra
7 ^

Co the xay ra 1 lan trong 1 nam 3Co kha nang xay ra

Xay ra nhieu lan trong 1 nam 4Nhieu kha nang xay ra

Da tung xay ra thudng xuyen trong 
nam/quy/thang

1 5Chac chan xay ra

b) Hau qua xay ra (S):

DiemPhan loai Dinh nghia

1Tac dong khong nhin thayKhong dang ke

Co tac dong nhung de khac phuc 2Nhe
r** f /C • /V

Tac dong de nhan thay hoac mot so muc tieu 
khong dat

3Vua phai

r r • /\Tac dong manh doi voi co quan hoac cac muc tieu 
chinh khong dat dugc

4Nghiem trgng

7 ^

Co the dung boat dong, qua trinh 5Rat nghiem trgng

c) Kha nang phat hien rui ro (D)

DiemDjnh nghiaPhan loai

Co tai lieu, van ban ho so ro rangRat de phat hien 1
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Phat sinh tinh huong nhan thuc ro rangDe phat hien 2

Co the phat hien r • /\ /V • 7Phat hien thong qua ra scat, kiem tra 3

*> ' •Khi co sy phan hoi cua khach hangKho phat hien 4

An sau nhieu quy trinh thu tucKhong the phat hien 5

d) Phan loai rui ro:
•> '

Diem rui ro se dirge xep hang nhu sau:
•> r

Tu 01 - 10 diem: rui ro thap (L), quy irac mau xanh la cay.
Tu 11 - 15 diem: rui ro cao (M), quy uoc mau vang.
Tu 16 - 25 diem: rui ro rat cao (H), quy uoc mau do.

* Nhan dien co1 hoi:
Nhan dien co hoi la nhan dien cac rui ro ma co tac dong co loi, tich cue anh huong 

den kha nang dat dugc cac ket qua du kien cua HTQLCL, sir phu hop cua cac boat dong 
chuc nang quan ly Nha nude, boat dong noi bo, djeh vu hanh chinh cong, nang cao sir 
thoa man khach hang cua co quan.

Can cu vao boi canh hien tai ciia co quan (ben trong va ben ngoai) va muc do cua 
cac rui ro de xac dinh co hoi de dat dugc muc tieu, ket qua du kien.
5.2.4. Giai quyet rui ro va cof hoi

r

a) Bien phap giai quyet riii ro va co’ hoi:
- Xac dinh cac bien phap giai quyet rui ro va co hoi la:
+ Bua ra cac hanh dong de giam thieu cac tac dong tieu cue, bat Igi, khong mong 

muon anh huong den kha nang co quan dat dugc cac dinh huong chien luge, muc dich, 
muc tieu va cac ket qua du kien cua HTQLCL;

^>AA/A •7+ Dua ra cac hanh dong de thuc day cac tac dong tich cue, co Igi de dat dugc cac
r r r

dinh huong chien luge, muc dich, muc tieu va cac ket qua dir kien cua HTQLCL.
- Giai quyet rui ro va co hoi co the giup dat dugc sir cai tien doi vdi HTQLCL.
- Cac bien phap giai quyet rui ro va co hoi co the bao gom nhung khong gioi han:

Bien phap Mo ta
- Khong thuc hien cac boat dong gay ra rui ro;
- Chgn mot hanh dong khac thay the; hoac
- Chgn mot phuong phap hoac qua trinh kem rui ro hon.

Ne tranh rui ro

- Khi cac hanh dong kiem soat khong kha thi;
•r«A «A- Khi cac bien phap kiem soat ap dung doi hoi chi phi nhieu hon Igi 

ich;

Chap nhan rui
ro
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- Khi rui ro nam trong kha nang chju dugc ciia ca quan;
- Can theo duoi mot co hoi nao do.
- Khi ma vice chain dut xet thay ton thdi gian va chi phi;
- Chi can giam thieu rui ro d muc chap nhan dugc bao gom: 

+ giam thieu kha nang xay ra;
+ giam thieu hau qua;
+ tang kha nang phat hien nguyen nhan va hau qua.

Giam thieu rui
ro

7 ✓ A 7 • AChuyen giao rui ro cho mot ben thu 3 (vi du: cong ty bao hiem, 
hgp dong nha thau, djeh vu...)Chia se rui ro

Cham dut nguon phat sinh rui roLoai bo rui ro

b) Cac buoc thuc hien:
Bu’oc 1: Phat trien ke hoach giai quvet rui ro va co’ hoi:
Ban ISO phoi hgp vdi Truong cac bo phan, phong ban, don vi true thuoc 

trong pham vi HTQLCL co trach nhiem phat trien “Ke hoach giai quyet rui ro va 
co’ hoi” theo mau BM.HD.02.02. Trong do xac dinh cap do xu ly can thiet cho moi rui 
ro. Vi du: doi vdi rui ro “cao”, thi can lap ke hoach de xu ly ngay; ddi vdi nhung rui ro 
thap hoac rat thap ma cd cac co hoi cai tien, thi lap ke hoach de cai tien. Hanh dong xu 
ly rui ro hieu qua phu thuoc vao cac muc tieu cu the va thdi gian thuc hien.

Ddi vdi rui ro dugc nhan dien, can phai:
7 •> t ^ r

- Cu the bien phap xu ly: tranh, giam thieu, chia se, chuyen giao hoac chap nhan.
- Van ban hda ke hoach xu ly.
- Chi dinh ngudi chiu trach nhiem giam sat va bao cao tien do.
- Xac dinh cu the ngay hoan thanh.
Buoc 2: Thuc hien va giam sat ke hoach xu ly
Khi thuc hien mot ke hoach xu ly, xem xet cac hanh dong giai quyet se dugc ho trg:
- Nguon luc san cd.
- Trao ddi vdi cac ben lien quan.

5.2.5. Danh gia hieu luc cua hanh dong giai quyet rui ro va co’ hoi
Ban Lanh dao phan edng Trudng cac bd phan thuc hien giam sat va bao cao vide 

thuc hien cac hanh dong xu ly rui ro va co hdi.
Dinh ky, Ban Lanh dao phai xem xet cac rui ro va co hdi da dugc nhan dien, van 

ban hda cac hanh dong lam thay ddi hien trang cua cac rui ro va co hdi de cd cac quyet 
sach phu hgp cho vide cai tien HTQLCL,

Ban ISO cd trach nhiem cap nhat thong tin vd boat dong giam sat, bao cao va xem 
xet hieu luc, tien do cua cac hanh dong xu ly rui ro va co hdi vao bidu mau 
BM.HD.02.02.

6. BIEU MAU
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f-f-1 /V 1 • /V1 en bieu mauKy hieu bieu mauSTT

Bang nhan dien, danh gia, giai quyet rui ro va ca1 BM.HD.02.01 hoi

Ke hoach giai quyet rui ro va co- hoi2 BM.HD.02.02

7. HO SO CAN LU U

Ten ho so1STT Trach nhiem luu Thai gian luu

Bang nhan dien, danh gia, giai 
quyet rui ro va co hoi1

Ban ISO 3 nam
A • • ^ • /v •Ke hoach giai quyet rui ro va co hoi2

BANG NHAN DIEN, DANH GIA, XU LY RUI RO VA CO H0I

Kha nang 
phat hienKha nang xay Diem A ATong diem danh giaSTT Hau qua xay rara

Hiem khi Khong dang ke Rit de1 1
01-25

It kha nang De2 Nhe 2

Dang ke3 Co kha nang Co the 3 26 - 75 = Cao

• ANhieu kha nang4 Nghiem trong Kho 4

Khong the5 Chac chan Rat nghiem trong 5
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BANG NHAN DIEN, DANH GIA, GIAI QUYET RUI RO VA CO HOI
HANH BONG GIAI 

QUYET RUI RO & CODANH GIA RUI RORUI RO 

(tac dong khong
A Among muon toi ket 

qua dir kien)

CO H0I
•*

(de dat duoc 
ket qua dir 

kien)

HOIVan de / qua 
trinh/ ben 
quan tam

Ket qua dir 
kien

Ma
Hau
qua
xay

Kha
nang
xay

Kha
nang
phat
hien

Diemso
rui Bien phap
rora ra

0) (2) (2) (4) (5) (6) (V (8) (9) (10)

A. RUI RO VA CO HQl LIEN QUAN DEN CAC VAN DE BEN NGOAI

1

2
B. RUI RO VA CO HOI LIEN QUAN DEN CAC VAN DE BEN TRONG

1
2
3
4
5

C. RUI RO VA CO H0I LIEN QUAN DEN CAC BEN QUAN TAM

1



2

D. RUI RO VA CO H0I LIEN QUAN DEN CAC QUA TRINH

1

2

BM.HD.02.01



KE HOACH GIAI QUYET RUI RO VA CO HOI

KE HOACH THlTC HIEN

Danh gia hieu lireSTT Rui ro/ co' hoi Bien phap Thoi gian 
hoan thanh Trach nhiemNoi dung thirc hien

BM.HD.02.02
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