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HD.04Ma hieu:HUONG DAN
KIEM SOAt SIS KHONG PHU HOP VA

hAnh dOng khAc PHUC • •

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

1. MUC DICH
Quy dinh each thuc xu ly cac dich vu hanh chinh cong, cong vice noi bo khong 

phu hap dirge phat hien thong qua qua trinh giai quyet cac thu tuc hanh chinh, cong vice
7

noi bo cho to chuc, cong dan.
Huong tdi va dam bao cai tien lien tuc cua co quan luon thuc hien cac hanh dong 

khac phuc de phat hien, dieu tra, va sua chtra nhung sir khong phu hop lien quan den 
djeh vu, cac qua trinh va he thong quan ly chat luong.
2. PHAM VI AP DUNG

f r • a 7 r A- Ap dung vdi tat ca cac don vj, phong, ban thuoc pham vi He thong quan ly chat 
luong cua co quan.

- Ap dung cho moi sir khong phu hop hien tai, khong phu hop tiem an doi vdi cac
r r r

qua trinh lien quan den He thong quan ly chat luong.
3. tAi lieu vien dAn

- Tieu chuzin 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 
yeu cau. Muc 8.7 va 10.2.

or r^

- So tay he thong quan ly chat luong.
- HD.02 Huong dan kiem soat rui ro va co hoi.
- HD.03 Huong dan danh gia noi bo.

4. DINH NGHIA/VIET TAT 

4.1 Dinh ngur:
- Qua trinh: Tap hop cac boat dong tuong quan hoac tuong tac vdi nhau de bien 

doi dau vao thanh dau ra.
- Su- khong phu hop: Sir khong dap ung mot yeu cau.
- Su khac phuc: Hanh dong nham loai bd mot su khong phu hop duoc tim thay.
- Hanh dong khac phuc: la cong viec phan tich nguyen nhan cua su khong phu 

hop (da phat hien ra hoac cac tinh trang khong mong muon khac), de ra va thuc hien cac 
bien phap kh4c phuc cac ton tai da xay ra, nham dam bao cac ton tai do khong bi tai 
dien.

- Thuc hien de xuat cai tien: la viec thuc hien cac y kien, kien nghi nham nang 
cao hieu luc cua HTQLCL.
4.2 Vilt tat:

- CAR: Corrective Action Request - Phieu yeu cau hanh dong khac phuc.
- HTQLCL: He thong quan ly chat luong.
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Ma hieu: HD.04HUONG DAN
KIEM SOAT SU KHONG PHU HOP VA 

HANH DONG KHAC PHUC
Lan ban hanh: 01
Ngay ban hanh: /07/2020

5. NOI DUNG

5.1 Luu do thirc hien:

Bieu mau Trach nhiemTrinh tir thuc hienTT

Yen can HDKP1

Lanh dao cac don 
vi, phong, ban

Ma phieu yen can 
HDKP

BM.HD.04.012 >

BM.HD.04.01 Ban ISO3 Xem xet

Ban ISO
Phan ti'ch yen can 

HDKP
BM.HD.04.014 Tnrdng bo phan 

lien quan

Ban ISO
Be ra bien phap BM.HD.04.015 Trirdng bo phan 

lien quanKP

Bo phan dugc 
giao nhiem vu 
thirc hien

Thirc hien, theo doi 
HDKP

6 BM.HD.04.01

O7 BM.HD.04.01 Ban ISOKiem tra

0
Dong Phieu8 BM.HD.04.01 Ban ISO

5.2 Dien giai luu do:

5.2.1 Nhung thong tin su dung trong hanh dong khcic phuc - cdi tien:
+ Cac boat dong chuc nang khong phu hop.
+ Xu ly cac y kien phan hoi ciia khach hang.

+ Danh gia noi bo the hien qua ho so su khong phu hop, bao cao danh gia.
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Ma hieu: HD.04HtTO’NG dan
KIEM SOAT SU KHONG PHU HOP VA 

hAnh dOng khAc PHUC
Lan ban hanh: 01

/07/2020Ngay ban hanh:

+ Cac quyet djnh sau khi hop xem xet cua lanh dao de ra.
-f Ket qua phan tich dir lieu qua trinh boat dong chuc nang.
-f Ket qua thirc hien cac qua trinh boat dong chuc nang.
+ Ket qua xac dinh sir phu hop cua boat dong chuc nang.
+ Cac ho so co lien quan cua he thong quan ly chat luong.
+ Ket qua hanh dong khac phuc da thuc hien truoc do.

Cac thong tin cac ben co lien quan khac (Cai tien).
+ Cac bai hoc kinh nghiem (Cai tien).

5.2.2 Maphieu yeu cdu boat dong khac phuc:
Tdt ca cac don vi, ca nhan trong pham vi cua HTQLCL co trach nhiem phat hien 

va bao cao trudng don vi ve cac boat dong yeu cau khac phuc.
Khi co cac yeu cau can thuc hien boat dong khac phuc: Trudng cac don vi, 

Trudng doan danh gia (trong trudng hop phat hien trudng don vi khdng md phieu 
hoac diem khdng phu hop lap lai qua 02 lan) cd trach nhiem xem xet md “Phieu yeu 
cau hanh dong khac phuc”, ghi rd noi dung yeu cau vao 6 thu nhat cua 
BM.HD.04.01 va bao cao Lanh dao co quan.

Hanh dong khac phuc duoc thuc hien khi:
r *1 •> r+s f

Co dau hieu, hien tuong cac sir khdng phu hop hoac tiem an, dan den hoac cd 
nguy co khdng thuc hien duoc muc tieu chat luong cua co quan, khdng dap ung 
chinh sach chat luong.
Cac dau hieu, hien tuong sir khdng phu hop hoac tiem an, cd tinh chat lap lai.
Cac dau hieu, hien tuong sir khdng phu hop hoac tiem an, gay hau qua nang, 
muc do Ion.
Khi cac hd so sir khdng phu hop duoc lap qua 03 lan lien tiep cho cung mot noi 
dung khdng phu hop tai cung don vi duoc danh gia.
Cac yeu cau can thuc hien de cai tien nang cao hieu qua, hieu lire cua 
HTQLCL.
Cac yeu cau can thuc hien de cai tien chat luong boat dong chuc nang nham 
nang cao sir thoa man cua khach hang.
Cac yeu cau can thuc hien khi cd sir thay ddi co cau to chuc, thay ddi pham vi 
HTQLCL, thay ddi boat dong chuc nang, djnh hudng thuc hien boat dong chuc 
nang.

5.2.3 Ban ISO ca quan xem xet:
“Phieuyeu cau hanh dong khac phuc” BM.HD.04.01 sau khi duoc md phai duoc 

Ban ISO xem xet.
5.2.4 Phan tich yeu cau khac phuc:

Ban ISO yeu cau cac bd phan cd lien quan phan tich nguyen nhan cua sir khdng 
phu hop, de ra bien phap khac phuc, cai tien thich hop.

+

+
+

+

+

+

+
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Ma hieu: HD.04HUONG DAN
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HANH DONG KHAc PHUC
Lan ban hanh: 01
Ngay ban hanh: /07/2020

De ra bien phap thirc hien hanh dong khac phuc:
Can cu ket qua phan tich nguyen nhan yeu cau hanh dong khac phuc, Ban ISO chi 

dinh ro bo phan ca nhan co trach nhiem thuc hien va thdi gian hoan thanh. Ghi vao 6 
thu hai “Phiiuyeu cau hanh dong khac phuc” BM.HD.04.01.

Lanh dao co quan phe duyet bien phap thuc hien hanh dong khac phuc.
5.2.5 Thuc hien theo doi cdc hien phap khac phuc:

Bo phan, ca nhan duoc phan cong tien hanh lap ke hoach va thuc hien cac bien 
phap khac phuc theo dung noi dung thdi han duoc giao.

Trong qua trinh thuc hien, bo phan, ca nhan duoc phan cong co the phoi hop voi 
cac don vi khac de thuc hien cac bien phap duoc nhanh chong, co hieu lire.

Doi voi cac boat dong khac phuc co thdi gian thuc hien keo dai thi bo phan, ca 
nhan duoc phan cong thuc hien cd trach nhiem dinh ky hang thang bao cao tinh hinh 
thuc hien cho Ban ISO.

Trong qua trinh thuc hien neu gap khd khan can ho tro, bo phan ca nhan duoc phan 
cong cd the yeu cau Ban ISO xem xet bo sung cac ngudn luc can thiet hoac thay doi 
bien phap thuc hien. Moi sir thay doi bd sung se duoc cap nhat day du vao 6 thu hai 
((Phieu yeu can hanh dong khac phuc”.

Sau khi thuc hien day du noi dung cua bien phap khac phuc hoac nhung de xuat 
cai tien bo phan ca nhan duoc phan cong cd trach nhiem bao cao ket qua cho Lanh dao 
co quan biet.
5.2.6 Kiem tra xdc nhan bien phap khac phuc

Dung thdi han da de ra trong “Phieuyeu cau hanh dong khac phuc” Lanh dao co 
quan (hoac ngudi duoc uy quyen) cd trach nhiem to chuc kiem tra bang chung xac nhan 
ket qua thuc hien.

r r y f5.2.7 Dong phieuyeu cau hanh dong khac phuc
Ban ISO sau khi kiem tra xac nhan ket qua thuc hien cd trach nhiem dong “Phieu 

yeu cau hanh dong khac phuc” ghi day du chi tiet bang chung ket qua thuc hien vao 6 
thu ba.

Truong hop boat dong khac phuc chua duoc thuc hien hoac ket qua thuc hien
AA*>* ' * A • ^ 7khdng day du noi dung yeu cau ngudi kiem tra co trach nhiem mo Phieu moi chuyen

• ' • <7 ■ 'cho Lanh dao co quan xem xet cho y kien giai quyet.
6. BIEU MAU

Ky hieu bieu mau HP • A ATen bieu mauSTT

Phieu yeu cau hanh dong khac phuc1 BM.HD.04.01

7. HO SO CAN LUU
r-r-’ a 1 AI en ho soSTT Trach nhiem luu Thdi gian luu

Phieu yeu cau hanh dong khac phuc1. Ban ISO 3 nam
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UBND TINH DONG NAI
SO XAY DUNG

CONG HOA XA HOI CHU NGHIA VIET NAM 
Doc lap - Ty do - Hanh phuc

Dong Nai, ngay thdng ndm 202

PHIEU YEU CAU HANH DONG KHAC PHUC• •
So phieu:

1. Don vj lap:
2. Noi dung:

Ngirdi mo’:

3. Nguyen nhan va bien phap

Duyet4. Ngudi thirc hien:
5. Thai gian hoan thanh:
6. Ket qua thuc hien:

So phieu moi:Dat: O Khong dat: O

Ngudi kiem tra:Ngay. thang, nam,
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