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PHAN PHOI lAl LIEU
1. Giam doc □ 10. Quan ly Ha tang Do thj
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Ma hieu: HD.07
HUONG DAN

KIEM SOAT SU THAY DOI
01Lan ban hanh:

Ngay ban hanh: /07/2020

1. MUC DICH
Huang dan nay dirge thiet lap nham muc dich kiem soat cac sir thay doi thugc He 

thong quan ly chat lirong ciia co quan.
2. PHAM VIAP DUNG

- Huong dan nay ap dung khi co sir thay doi doi voi He thong quan ly chat luong 
theo tieu chuan TCVN ISO 9001:2015.

- Cac Phong, don vj cua co quan thuc hien hudng dan nay.
3. TAI LIEU VIEN DAN

- Tieu chuan quoc gia TCVN ISO 9001:2015, muc 6.3.
- So tay he thong quan ly chat luong.

4. DINHNGHIA/VIET TAT
- Su’ thay ddi: la tat ca cac boat dong cai to nham muc dich nang cao chat luong

r

cung cap djeh vu
- HTQLCL: He thong quan ly chat luong.

5. NOI DUNG
Nhung thay doi can quan ly:

1) Thay d6i tu khach hang (to chuc/cong dan): To chuc, ca nhan thuc hien sua doi, 

bo sung thanh phan ho so.

2) Thay doi tu co quan: thay doi quy trinh xu ly thu tuc hanh chinh tren phan mem, 

thay doi phan mem khac, thay doi nhan su thuc hien ...

5.1 Kiem soat thay doi tic khach hang:
r f \ m r \

Doi voi nhtrng trudng hop tiep nhan ho so chua hop le Cong chuc tiep nhan ho 
so tai Bo phan tiep nhan va tra ket qua hudng dan de ca nhan, to chuc sua doi, bo sung ho 
so va ghi nhan vao Phieu hudng dan hoan thien ho so.

' r 7 7 ^ r i

Ho so chi duoc tiep nhan va chuyen cho bo phan chuyen mdn xu ly khi da kiem 
tra tinh hop le, day du cua ho so.

r a u J m 7

Ddi vdi ho so dien tu:
To chuc, ca nhan thuc hien sua ddi, bd sung thanh phan hd so tren Cong djeh vu 

edng cua tinh.
Tao lap thong tin sua ddi, bd sung theo tieu chi, dinh dang theo hudng dan va gui 

den Cong dich vu edng cap tinh;
Khai bao true tiep tren Cong dich vu edng cap tinh.
Viec sua ddi, bd sung thong tin, hd so dien tu duoc luu lai lich su sua ddi va 

khdng lam thay ddi ma hd so thu tuc hanh chinh.
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HUONG DAN

KIEM SOAT SU THAY DOl
Lan ban hanh: 01

/07/2020Ngay ban hanh:

•? •»

5.2 Kiem sodt thay ctdi tiv co' quan:

Khi co sir thay doi tai cac van ban quy pham phap luat lien quan Irong qua trinh 
thyc hien thii tuc hanh chinh, ca quan tien hanh thay doi theo cac birac sau:

- Xac dinh thu tuc hanh chinh co lien quan bi thay doi va yeu to thay doi (vi du 
nhu yeu cau ho so dau vao, thdi gian giai quyet, ...)

- Xay dung quy trinh tong the vice to chuc cung cap dich vu hanh chinh trong do 
xac dinh ro thdi gian, cac bude thuc hien, phan edng nhan sir chiu trach nhiem

- Trinh UBND tinh phe duyet va giri to trinh qua So Thong tin truyen thong de cau 
hinh lai tren he thong

- Chay thu nghiem va hoan thien quy trinh..

5.3 Kiem sodt sau khi thay doi:

- Sau khi sir thay doi dugc phe duyet can kiem soat nhung diem lien quan den chat 

luong djeh vu cung cap:

1. Cac yeu cau doi vdi to chuc/cong dan khi den nop ho so thuc hien TTHC: can kiem 

soat thanh phan, so luong ho so theo quy dinh

2. Thdi gian thuc hien TTHC: can kiem soat thdi gian cho tung bude, thao tac thuc 

hien sao cho dam bao tong thdi gian khdng vuot qua quy dinh
•7r*?A7 A*» 7

3. Vdi san pham (cac van ban cap cho to chuc/cong dan): can kiem tra the thuc, cac 

thong tin lien quan, ...

Vice theo doi chat luong sau thay doi can kiem tra theo tung ho so dugc xu ly.

6. BIEU MAU

Ky hieu bieu man Ten bieu manSTT

1
2

7. HO SO CAN LUU

Trach nhiem Thdi gianrip A a ATen ho soiSTT luu luu

1 Ban ISO 3 nam

2

Trang 4



SO XAY DUNG

HUONG DAN
DO LlTOiNG THOA MAN KHACH HANG

Ma hieu: HD.07
X ALan ban hanh: 01 

Ngay ban hanh: /07/2020

Ngiroi soan thao Nguoi xem xet Ngiroi phe duyet

Chirc vu Pho Giam docChuyen vien Chanh Van phong

Chir ky

Pham Hoang AnHo va ten Vu Hoa Phuong Le Manh Dung



Ma hieu: HD.07
HirdNG DAN

DO LlTONG THOA MAN KHACH HANG Lan ban hanh: 01

Ngay ban hanh: /07/2020

THEO DOITINH TRANG SETA DOI

Trang/Phan lien quan
• A Aviec 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 doc □ □13. Quan ly Hoat dong xay dirng

□ 15. Quan ly Chat lirong xay dung □5. Van Phong So
6. Quan ly Nha va Thj trubng bat dong san □ □16. Ban chi dao ISO

Trang 2



Ma hieu: HD.07
HUONG DAN

DO LU ONG THOA MAN KHACH HANG Lan ban hanh: 01
Ngay ban hanh: /07/2020

1. MUC DICH
Huang dan nay dugc thiet lap nham muc dich:
- Phan tich cac yeu to nham do ludng sir thoa man cua khach hang

- Cai tien cac qua trinh cung cap dich vu cho khach hang/cong dan

- Phan cong trach nhiem cho vice xac dinh va bao cao sir thoa man khach hang.
2. PHAM VIAP DUNG

- Huong dan nay ap dung doi voi dich vu cung cap thu tuc hanh chinh cua co 
quan, bao gom ca cac khieu nai cua khach hang

- Cac Phong, don vi cua co quan thuc hien hudng dan nay.
5. TAI LIEU VIENDAN

- Tieu chuan quoc gia TCVN ISO 9001:2015, muc 9.1.2.
- So tay he thong quan ly chat luong.

4. DINH NGHIA/VIET TAT
- Su thoa man cua khach hang, la sir cam nhan cua khach hang ve muc do dap 

ung cac yeu cau.
- Do ludng sir thoa man cua khach hang la qua trinh do ludng cac “gia tri” cam 

nhan cua khach hang ve muc do dap ung cac yeu cau cua ho
KH: khach hang

KN: Khieu nai

PHKH: Phan hoi cua khach hang

TMKH: Thoa man khach hang.
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Ma hieu: HD.07
HUONG DAN

do lltong THOA MAN KHACH HANG
Lan ban hanh: 01
Ngay ban hanh: /07/2020

5. NOI DUNG 

5.1 Lieu do:

Trach nhiem Noi dung Tai lieu lien quan

VP va cac phong lien 
quan

BM.HD.07.01
Thu thap thong tin BM.HD.07.03

VP BM.HD.07.02
Tong hop thong tin

VP BM.HD.07.02Phan tich thong tin

VP BM.HD.07.02
Nhan xet, danh gia 

ket qua

VP BM.HD.07.04
Bao cao

Ho so luuVP
Luu ho so

5.2 Dien gidi:
Bu'6'c 1: Thu thap thong tin

Thong tin va du lieu ve thoa man khach hang co dirge tir nhung phan hoi, khieu 

nai cua khach hang va qua vice dieu tra, khao sat, bao gom:

■ Nhung phan hoi va khieu nai cua khach hang.

■ Nhung dieu tra, khao sat qua hoi nghi, hoi thao, hoi cho

■ Nhung Dieu tra, khao sat qua qua trinh cung cap djeh vu.

■ Nhung Thong tin khach hang thudng xuyen
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Ma hieu: HD.07
HlTONG DAN

DO LU’O'NG THOA MAN KHACH HANG
Lan ban hanh: 01
Ngay ban hanh: /07/2020

Pham vi tong quat, cac phuong phap va chirong trinh thu thap cac du lieu va thong

tin thoa man khach hang dirge dinh ky dieu chinh tuy vao tinh trang va tarn quan trong

cua sir thoa man khach hang ve nhung phuong dien cu the; hoac trong vice huong umg

mot dich vu mdi dua vao thuc hien va vice thay doi cac thu tu uu tien.• •• • • • •

Cac du lieu thu duoc sc do Van phong tong hop theo mau BM.HD.07.02 va phan

tich dinh ky, va duoc trinh bay cung nhu thao luan tai nhung cuoc xem xet lanh dao.

Khi co lien quan va thich hop Van phong co trach nhiem phat, thu hoi va tong hop

phieu dieu tra da phat cho cong dan. Phieu khao sat duoc phat ra theo mau BM.HD.07.01

Cac Phong chuyen mon thuc hien khao sat sir thoa man khach hang trong qua trinh

cung cap dich vu bang each giri bieu mau khao sat BM.HD.07.03 de thu thap y kien cua

khach hang. Neu khach hang khong phuc dap trong vong bon tuan, mot cuoc dien thoai

sc duoc goi tiep theo va cuoc khao sat bang loi sc duoc thuc hien va ghi nhan vao bieu

mau khao sat.

Birdc 2: Tong hop thong tin
Cac bang khao sat duoc chuyen ve Van phong de tong hop theo mau

r r

BM.HD.07.02 va phan tich cac khao sat sir thoa man khach hang va ket hop cac ket qua 

vdi cac du lieu thoa man khach hang khac cho cac mat thich hop cua cac loai hinh san 

pham cua cong cong an tinh. Nhung ket luan sc duoc trinh bay va thao luan tai cac cuoc 

hop xem xet lanh dao.

Buoc 3: Phan tich thong tin
Van phong thu thap, tong hop va phan tich tat ca cac du lieu thoa man khach hang 

tu cac nguon khac nhau va thuoc ve cac mat khac nhau cua nhung dich vu do cong an
r

tinh cung cap.

Nhung ho so dich vu duoc phan tich dinh ky de nhan dang cac khach hang thuong

xuyen va theo doi tinh thuong xuyen. Ty le cac khach hang thuong xuyen la nhung chi so

quan trong nhat cua vice thoa man khach hang

Vice thong ke ve tinh thuong xuyen va xu huong cac khach hang thuong xuyen

duoc trinh bay va thao luan tai cac cuoc xem xet cua lanh dao.
• ^ • • • ■

A *>Biro’c 4: Nhan xet danh gia va bao cao ket qua
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Ma hieu: HD.07
HUONG DAN

DO LUONG THOA MAN KHACH HANG Lan ban hanh: 01
Ngay ban hanh: /07/2020

Cac ket qua cua viec phan tich duoc trinh bay den Ban giam doc tai cac cuoc hop 

xem xet cua lanh dao, mau bao cao BM.HD.07.04 cac cap do thoa man khach hang dat 

duoc trong cac mat duoc so sanh vdi cac ket qua cua nhung nam truoc de du bao cho 

nam nay. Khi thich hop, va khi nhung du lieu nhu the co san, cac muc thoa man khach 

hang dat duoc cung sc duoc so sanh vdi cac co quan don vi khac.

Khi can thiet, cac bao cao ve do ludng sir thoa man cua khach hang co the duoc 

thuc hien trong cac cuoc hop giao ban hay dot xuat

Cac trudng phong tham gia vao trong cuoc hop xem xet cua lanh dao thao luan cac 

ly do cho sir thanh cong va that bai trong vice dat tdi cac muc tieu thoa man khach hang, 

va cung cap dau vao cho cac muc tieu mdi dat ra cho nam mdi.

Birdc 5: Luu ho so’

Ket thuc qua trinh cac ho so duoc luu theo muc 6.
6. BltU MAU

Ky hieu bieu man r W ^ A 1 • A ATen bieu mauSTT
Phieu khao sat1 BM.HD.07.01

Bang tong hop ket qua khao sat2 BM.HD.07.02

7. HO SO CAN LUU

Trach nhiem 
luu

Thoi gian 
luu

fTp A | A1 en ho so*STT

Ke hoach trien khai do ludng thoa man 

khach hang
1

Phieu khao sat2
Ban ISO 3 nam

Bang tong hop ket qua khao sat3

Bao cao ket qua do ludng thoa man khach 

hang
4
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Ma hieu: HD.07
HUONG DAN

DO LUONG THOA MAN KHACH HANG
Lan ban hanh: 01
Ngay ban hanh: /07/2020

UBND TINH DONG NAI 
SO XAY DUNG

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

Dong Nai, ngay thdng 

KE HOACH TRIEN KHAI 

(do liedng su- thoa man cua cdng dan, Id chu’c)

ndm 202

1. Muc tieu khao sat:
Nham giup ca quan co the nhin nhan tong the boat dong cua chinh minh thong qua 

viec nhan xet, gop y cua cac don vi lien quan toi viec thuc hien thu tuc hanh chinh,
•t r r e r

qua do xac dinh dugc nhung co hoi de cai tien he thong chat luong dugc tot hon.

2. Dich vu/ Cong viec

3. . Phuong phap thu thap:

□ Fax
□ Dien thoai

4. Cac don v| can tham do:

□ Gui thu:
□ KMc:

NGUO’I 
LIEN HE

DIEN
THOAITEN DON VI FAXSTT DIA CHI

5. Thai gian tien hanh khao sat:

6. Chi phi can thiet cho cuoc khao sat:

Ngay thdng ndm 20...

Nguoi de nghjLANH DAO DON VI
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Ma hieu: HD.07
HUONG DAN

DO LlTONG THOA MAN KHACH HANG
\Lan ban hanh: 01

Ngay ban hanh: /07/2020

PHIEU KHAO SAT
(do lu'dng su thod man cua cong dan, to chuc)

UBND TINH DONG NAI 
SO XAY DUNG

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

Dong Nai, ngay thdng ndm 202

Kinh gui:

De nham muc dich cai tien cho cong vice cua ngay cang dirge hoan thien, 
de nghi Don vi/ 6ng/ Ba cho biet y kien doi voi cac dich vu hanh chinh cong duoi day:

Vui long khoanh tron vao su lira chon can cu vao :
(1) Tot/ Rat hai long (2) Dat yeu cau/ hai long (3) Chira dat yeu cau/ Khong hai
long

1. Thai do cua CBNV S&Xdy dung doi voi Don vi/ 6ng/ Ba
Vui ve, quan tarn 1 2 3

r r

Y kien khac/ gop y:

/s' ^2. Vice »iu gin ho so’ do Don vj/ Ong/ Ba nop
Khong that lac ho so 1 2 3

r * r

Y kien khac/ gop y:

3. Chat luong xu’ ly ho so' ciia S&Xdy dung doi voi cac ho so’ cua Don vj/Ong/Ba nop 

Chinh xac, khach quan 1 2 3

Y kien khac/ gop y:
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Ma hieu: HD.07
HlTONG DAN

DO LUONG THOA MAN KHACH HANG Lan ban hanh: 01

Ngay ban hanh: /07/2020

> A

4. Thoi gian Sd'Xay dung xu’ ly cac ho so’ cua Don vi/ Ong/ Ba
Dung thai gian da cam ket 1 32

r r

Y kien khac/ gop y:

5. Gop y chung:

Rat mong sir hop tac cua Don vi/ 6ng/ Ba de So Xay dung luon cai tien dugc boat 
dong cua minh. Xin chan thanh cam on.

Ngay thdng ndm 20...
Lanh dao don vi
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Ma hieu: HD.07
HUONG DAN

do llTong thoa man khAch hAng Lan ban hanh: 01
Ngay ban hanh: /07/2020

BM.HD.07.01

BANG TONG HOP THONG TIN VA PHAN TICH 
SU THOA CUA MAN KHACH HANG

(Tong thop tu BM.HD. 07.01)
Nam:

r

Doi tirong Tong hopGhi chuTT Loai SX/DV LV
(a)CN DN quan

tam

Tong hopPHKNKH Lap lai Giai
quyet

Phat
sinh So lirgngPH/KN Ngay HS

% lap lai
% Giai quyet
% Giai quyet tot
% ton dong

: NN (nha niroc), TN (Tu nhan), LD (Lien doanh), 100 (100% von(a): Loai hinh DN 
nude ngoai)
LV quan tam; ghi theo BM.HD.07.01; Lap lai, phat sinh: 1 (cd), 0 (khong); giai quyet: 1 
(thoa man), 0 (ko thoa man)
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