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CTIC VIETNAM

P.06 — Settlement of complaints, appeals procedure

1. Pham vi

1. Scope

Thu tyc nay dugc ap dung d6i voi toan bo hoat dong
chung nhan va tham tra khi nha kinh cua CTIC
VIETNAM.

This procedure is applied to all certification activities
and verification related to greenhouse gases of CTIC
VIETNAM.

2. Tai li¢u vién din

2. Reference documents

TCVN ISO/IEC 17021-1:2015. Muc 9.7, 9.8
TCVN IEC/ISO 17065:2013. Muc 7.13
TCVN ISO/IEC 17029:2020. Muc 9.9, 9.10

ISO/IEC 17021-1:2015. Clause 9.7, 9.8
IEC/ISO 17065:2012. Clause 7.13
ISO/IEC 17029:2019. Clause 9.9, 9.10

3. Pinh nghia va tir viét tit

3. Definitions and Abbreviations

3.1. CTIC VIETNAM: Céng ty TNHH CTIC
VIETNAM

3.2. QMR: Dai dién lanh dao vé chét luong
3.3. QA: dam bao chat luong

3.1. CTIC VIETNAM: CTIC VIETNAM Co., LTD
3.2. QMR: quality manager representative
3.3. QA: Quality Assurance

4. Noi dung

4. Content

4.1. Tiep nhan khi€u nai, yéu cau xem xét lai

4.1. Receiving complaints, appeals

Khi khach hang khong thoa man véi hoat dong
ching nhén va tham tra cua CTIC VIETNAM va
mong mudn c6 sy dap lai cua t6 chtrc déu c6 the tiép
can voi Thu tuc giai quyét khiéu nai, yéu cau xem
xet lai P.06 dang tai trén website cua cong ty, va gui
phan hdi toi CTIC VIETNAM théng qua Phiéu
khiéu nai, yéu ciu xem xét lai theo biéu miu F.01-
P.06.

Pong thoi, Phong Chimg nhan chii dong thu thap y
kién d4nh gi4, phan hdi cta khach hang qua thu dién
tir, duong day nong sau khi st dung dich vu cia
Cong ty, ghi nhan vao biéu mau F.02-P.06.

Trudng hop khach hang khiéu nai truc tiép hodc dién
thoai:

+ Néu nguoi tiép nhan c6 thé giai dap cho khach
hang va dugc khach hang chip nhan thi c6 thé giai
quyét ngay, sau d6 bao QMR rdi ghi nhin vao biéu
mau F.03-P.06 thong tin day du vé khach hang, noi
dung khiéu nai, noi dung giai dap, ...

+ Néu khong giai dép duoc cho khach hang can
ghi nhéan thong tin vao so va hen tra 161 khach hang
roi chuyén t61 QMR dé chi dao xir 1y.

Truong hop khach hang khiéu nai bang van ban: van
ban dén dugc chuyén ngay t6i QMR dé xem xét giai

quyet

When customers are not satisfied with the
certification, verification activities of CTIC
VIETNAM and expect to receive a response from
the organization, they can access the Settlement of
Complaints, appeals procedure (P.06) posted on the
website of company, and send feedback to CTIC
VIETNAM through the Complaints, appeals Form
F.01-P.06.

Simultaneously, the Certification Department
actively collects customer's evaluation and feedback
via email and hotline after using the Company's
services, recorded in the form F.02-P.06.

In case customers complain in person or by phone:

+ If the receiver can answer for the customer and
is accepted by the customer, it can be resolved
immediately, then report the QMR and record in the
form F.03-P.06 full information about the customer,
content of complaints, content of answers, etc.

+ If there is no answer for the customer, it is
necessary to record the information and make an
appointment to answer the customer and then
transfer it to QMR to direct the handling.

In case of customer complaints in writing: incoming
documents are immediately transferred to QMR for
consideration and settlement.

Version: 02

Effective date: 15/2/2025

Page: 2/3




CTIC VIETNAM

P.06 — Settlement of complaints, appeals procedure

Moi khiéu nai, yéu cau xem xét lai cua khach hang
s€ duge tiép nhan Nhéan vién tlep nhén thoéng tin
khiéu nai tir khach hang va ghi vao “S6 tiép nhan va
glal quyét khiéu nai, yéu cau xem xét lai” theo bicu
mau F.03-P.06.

All complaints, appeals of customers will be
received. Employees receive complaint information
from customers and record it in the “Receiving and
settlement of complaints, appeals” according to form
F.03-P.06.

4.2. Xir Iy khiéu nai, yéu ciu xem xét lai

4.2. Handling complaints, appeals

Phong QA chu dong lién h¢ v6i khach hang xac nhan
cac y kién khiéu nai, yéu ciu xem xét lai da duogc
tlep nhén, sau d6 xac minh moi thong tin can thiét dé
kiém tra tinh dung dan cta khiéu nai. Nhan sy nay
khong tham gia vao céc phan cong viéc phat sinh ra
khiéu nai.

Néu khiéu nai, yéu cau xem xét lai khong chinh xéc,
trach nhiém khong thudc vé CTIC VIETNAM,
Phong QA chu dong trao d6i voi khach hang dé lam
rd van de.

Néu khiéu nai, yéu cau xem xét lai chinh xac, Phong
QA chu tri viéc thuc hién khéc phuc theo P.04, dam
bao thyc hién moi sy khic phuc va hanh dong khic
phuc thich hop.

Phong QA chiu trach nhi¢ém lién h¢ lai véi khach
hang dé khang dinh céc khiéu nai, yéu cau xem xét
lai da dwoc diéu tra, lam rd va da thyuc hién khic
phuc kip thoi.

Phong QA cung v6i bén khiéu nai va khach hang
thong nhit vé viéc cong khai thong tin vé két qua xur
1y khiéu nai.

Toan bo qua trinh xir 1y khiéu nai, yéu cau xem xét
lai gom ca cac hanh dong dugc thuc higén dé dap ung
khiéu nai dugc ghi nhan vao biéu mau F.03-P.06.

Phong QA ghi nhén va cép nhat ho xtr 1y khiéu nai,
yéu cau xem xét lai.

The QA Department proactively contacted the
customer to confirm that the complaints, appeals had
been received, and then verify all necessary
information to check the correctness of the
complaint. This employee is not involved in the parts
of the work that give rise to the complaints, appeals.

If the complaint or appeals is incorrect, the
responsibility does not belong to CTIC VIETNAM,
the QA department actively communicates with the
customer to clarify the problem.

If the complaint or appeals is correct, the QA
Department leads the remedial implementation in
accordance with P.04, ensuring that all appropriate
corrections and corrective actions are taken.

The QA department is responsible for contacting the
customer again to confirm that the complaints,
appeals have been investigated, -clarified and
promptly corrected.

The QA Department together with the complainant
and the customer agree on the disclosure of
information about the complaint handling results.

The entire complaint, appeals handling process
including actions taken in response to the complaint
is documented on form F.03-P.06.

The QA Department records and updates the
complaint, appeals handling records.

5. Biéu mau

5. Forms

- F.01-P.06 Phiéu khiéu nai
- F.02-P.06 Phiéu khéo sat chat luong dich vu
- F.03-P.06 S tiép nhan va giai quyét khiéu nai

- F.01-P.06 Complaints, appeals sheet
- F.02-P.06 Service quality survey sheet

- F.03-P.06 Receiving and settlement of conplaints
and appeals
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