TUVNORD

COMPLAIN AND APPEARL
HANDLING PROCEDURE

Doc. No.: TNV-VA03
S6 hiéu tai lidu

QUY TRINH XU’ LY KHIEU NAI VA | REV: 06
KHANG NGHI Page 1 of 8
CHANGE HISTORY

REV | Effective Date | Reason / Nature of Changes

00 06/06/2011 First release

01 15/08/2015 Revise contents in 3. Responsibilities

02 10/01/2016 | Update ISO/TS 22003

03 12/03/2020 Revise Flow-chart

04 15/04/2022 | Update ISO 50003

05 01/06/2023 | Update ISO 17020

06 28/02/2024 | Update ISO 17029
REV PREPARED REVIEWED APPROVED

06

/ 0 | rovnonp bt
=2 — (AL TUVNORD ;. 3024.02.28

Post-audit Manager
MAI HONG QUE
28.02.2024

Quality Manager
DOAN MINH QUANG
28.02.2024

16:16:31 +07'00'

General Manager
LE SY TRUNG
28.02.2024

THIS IS DOCUMENTS OF TUV NORD VIETNAM
REPRODUCTION IN ANYWAY WITHOUT PERMISSION IS STRICKLY PROHIBITTED



TUVNORD

COMPLAIN AND APPEARL
HANDLING PROCEDURE

Doc. No.: TNV-VA03
S6 hiéu tai lidu

QUY TRINH XU’ LY KHIEU NAI VA

REV: 06

KHANG NGHI

Page 2 of 8

1.0
2.0
3.0
4.0
5.0

PURPOSE/ MUC DiCH
SCOPE/ PHAM VI
DEFINITIONS/ BINH NGHIA
PROCEDURE INSTRUCTION/ QUY TRINH THU'C HIEN
REFERENCE/ TAI LIEU THAM KHAO

THIS IS DOCUMENTS OF TUV NORD VIETNAM

REPRODUCTION IN ANYWAY WITHOUT PERMISSION IS STRICKLY PROHIBITTED

2




1.0

2.0

3.0

COMPLAIN AND APPEARL Doc. No.: TNV-VA03

S6 hiéu tai lidu
. HANDLING PROCEDURE v
TUVNORD QUY TRINH XU LY KHIEU NAI VA | REV: 06

KHANG NGHI Page 3 of 8

PURPOSE/ MUC DiCH

This procedure is developed to ensure that the response to feedback from customers and
stakeholders performed by TUV NORD Vietnam is established, controlled and in accordance with
ISO/IEC 17021, ISO standards. /IEC 17020, ISO 17029, ISO 9001 as well as other requirements
of TUV NORD Vietnam and stakeholders.

Quy trinh nay dwoc xay dwng nhdm dam bao hoat dong gidi quyét cac phan hdi tir khach hang
va cac bén lién quan thwe hién béi TUV NORD Viét Nam dworc thiét 1ap, dwoc kiém soat va phu
hop véi tiéu chuan ISO/IEC 17021, ISO/IEC 17020, 1ISO 17029, ISO 9001 ciing nhw cac yéu ciu
khac cla té chirc TUV NORD Viét Nam va cac bén lién quan.

SCOPE/ PHAM VI

This procedure applies to the process of resolving feedback from customers and stakeholders
about certification, inspection, verification/ validation and related services performed by TUV
NORD Vietnam Co. Ltd

Quy trinh nay ap dung cho qua trinh giai quyét y kién tr khach hang va cac bén lién quan vé hoat
déng danh gia chirng nhan, giam dinh, tham tra/thAm dinh va cac dich vu lién quan thyc hién bdi
cong ty TUV NORD Viét Nam.

DEFINITIONS/PINH NGHIA

GM: General Manager: Téng Giam déc

QM: Quality Manager: Giam déc chat lvong

TM: Technical Manager: Giam déc ky thuat

Complaint/Feed-back/Information - Customer feedback: opinions/information from customers or
stakeholders show the level of satisfaction with TUV NORD Vietnam's certification service
provision.

Complaint/Feed-back/Information - Phan hdi khach hang: cac y kién/théng tin t» khach hang
hodc cac bén lién quan thé hién mic dd hai long dbi véi viéc cung cép dich vu chirng nhan cla
TUV NORD Viét Nam

Appeal - Customer appeal: a request from customer or related parties regarding an official
decision of TUVNORD Vietnam regarding the audit, verification/ inspection processes.

Appeal - Khang nghi khach hang: yéu cau tir khach hang hoac cac bén lién quan dén mét quyét
dinh chinh thirc ciia TUVNORD Viét Nam déi voi qua trinh danh gia, tham tra/kiém dinh hoac
giam dinh.
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4.0 PROCEDURE INSTRUCTION/ QUY TRINH THU'C HIEN

+ Khach hang/bén lién quan gt thong tin t&i
hom thw chung cia cong ty hodc tap doan théng
qua tai lieu cong bd hwéng dan khach hang gl
phan hdi/khang nghi trén website ctia cdng ty/tap
doan. DBéi véi cac thong tin ghi nhan trén kénh
clia tap doan TUV NORD sé duwoc chuyén tiép
QM/GM cda TUV NORD Viét Nam.

+ Customers/ stakeholders send information to
the common mailbox of the company or TUV
NORD group through a publication document
instructing customers to submit feedback/appeal
on the company/ group's website. For the
information recorded on the channel of TUV

No. Activity R?si';?;s Jobs description Form
- Phan héi tlr khach hang va cac bén lién quan
c6 thé dwoc thong tin dén TUV-NORD dwéi bat
ky hinh thirc ndo va bat ky thanh vién nao.
-Feedback from customers and stakeholders can
be communicated to TUV-NORD in any form and
to any member.
- Cac ngudn nhan duwoc théng tin phan hdi cia
khach hang bao gom:
- Sources of customer feedback include:
+ Khach hang/céac bén lién quan truc tiép lién
Batky | lac, givi tin nhan ho&c g email phan héi véi bét
L . thanh ky thanh vién nao ctia TUV NORD (cép quan ly,
Tiep nhan | a0 | kinh doanh, chuyén gia, didu phédi, ky thuat,...)
322;;3',{, clia TUV | TNV-F002
1 NORD/ | + Customers/stakeholders directly contact, send
feedback Any messages or email feedback with any member of | TNV-F003
member | TUV NORD (managers, sales, experts,
of TUV | coordinators, technician, ...)
NORD
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No. Activity ibility Jobs description Form

NORD group, it will be forwarded to the QM/GM
of TUV NORD Vietnam.

+ Dinh ky phong kinh doanh sé nhan dwoc thong
tin két qua cac cudc danh gia da hoan thanh
TNV-F002 va thuc hién gri dwong link dé khao
sat mirc do hai long ctia khach hang dbi voi qua
trinh cung cép dich vu. Sau d6 phia tap doan sé
gUri két qua cho TUV NORD Viét Nam dé ra soat
va xt ly.

+ Periodically, sales department will receive
information on the results of the completed audit
of TNV-F002 and send a link to survey the level
of customer satisfaction with the service
provision process. The group will then send the
results to TUV NORD Vietnam for review and
processing.

- B6i v&i cac thong tin phan hoéi nhan truc tiép tiy
khach hang. Ngwdi nhan phan héi cé trach
nhiém chuyén théng tin d&n QM/TM trong vong
03 ngay lam viéc.

- For the feedback received directly from the
customer. The recipient is responsible for
forwarding the information to QM/TM within 03
working days.

- Théng tin phan hdi sé dwoc ghi nhan phan hoi
vao Sb theo d&i va xt ly cac phan hdi khach
hang theo TNV-F003

- Feedback will be recorded in the Logbook of
customer information and feedback handling
according to TNV-F003

- Trong th&i han 02 ngay lam viéc sau khi ghi
nhan thong tin phan hoi, dai dién phia TUV
NORD Viét Nam phai lién lac lai v&i khach hang
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dé xac nhan vé viéc da tiép nhan phan hoi; déng
thdi d& nghi khach hang cung cap thém cac
thdng tin/ bang chirng nham lam ré yéu cau
phan hdi (néu can)

- Within 02 working days after receiving the
feedback, the representative of TUV NORD
Vietnam must contact the customer again to
confirm the receipt of the feedback; at the same
time, ask the customer to provide more
information/ evidence to clarify the request for
feedback (if necessary).

Xem xét
phan loai
va phan
cong giai
quyét/
classificat
ion and
assignme
nt of
resolving

QM/TM/
GM

- Trong thdi han 02 ngay lam viéc ké ti khi xac
nhan vé&i khach hang va da nhan dd bang chirng
yéu cau (néu cd), QM/TM phai xem xét phan loai
théng tin phan héi thudc mirc nao

- Within 02 working days after confirming with the
customer and having received sufficient
evidences of the request (if any), QM/TM must
consider how to classify the feedback.

+ Khang nghi/ Appeal

+ Phan nan/ Complaint

+ Gop y/ Comment

+ Khen/ Compliment

- Néu phan héi thudc dang khang nghi/phan nan
c6 tinh nghiém trong nhw chét lwong cudc danh
gia,... thi s& can phai bao cédo cho GM dé xin y
kién quyét dinh.

- If the feedback is in the form of an appeal/
complaint that is as serious as the quality of the

audit, etc., it will need to be reported to the GM
for asking decisions.
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- Bbi v&i phan héi khéng cé tinh nghiém trong thi
QM/TM sé chi dong xem xét xtr ly.

- For non-serious feedback, QM/TM will actively
consider and resolve it.

- B6i v&i cac khang nghi sé x( ly theo trong muc
riéng bén duwai.

- For appeals will be resolved according to the
separate section below.

- Trong th&i han 05 ngay lam viéc QM/TM/GM
xem xét phan héi déng thdi phan cong trach
nhiém gidi quyét v&i cac bd phan/ca nhan lién
quan va tra 1oi khach hang.

- Within 05 working days, QM/TM/GM considers
feedback and assigns responsibility for handling
to relevant departments/ individuals and
responds to customers.

Giai quyét
phan héi/
Resolving
feedback

Phong/
bb phan/
ca nhan
lién quan

Relevant
departme
nts/
Session/
individual
s

- Cac ca nhan/ b6 phan lién quan thyc hién viéc
gidi quyét phan héi va bao cao theo phan coéng
cua GM/QM/TM

- Relevant individuals/ departments to resolve
feedback and report as assigned by GM/QM/TM

- Trong trwdng hop xét thay trwdng hop nay la
diém khong phu hop thi sé x& ly thém theo quy
trinh kiém soéat sw khéng phu hop, khéc phuc va
phong ngira TNV-VAQ05

- In case it is considered that this case is a non-
conforming, further handling will be carried out
according to the procedures for controlling
nonconformities, correction and prevention TNV-
VAOQS.

TNV-F003
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- QM/TM theo dai tién trinh thwc hién va cap
nhat két qua vao s6 theo ddi théng tin va xi ly
phan hbi khach hang theo TNV-F003;

- QM/TM monitors the implementation progress
and updates the results in the information
Logbook of customer information and feedback
handling according to TNV-F003;

- Khi viéc giai quyét dwoc xac nhan la thoa
dang, dai dién TUV NORD sé thong bao t&i
khach hang vé két qua giai quyét phan héi trong
thdi han 03 ngay lam viéc ké tir khi hoan tt cac
hoat dong lién quan.

- When the resolving is confirmed to be
satisfactory, the representative of TUV NORD
will notify the customer of the result of the
feedback resolution within 03 working days from
the completion of related activities.

Khac
phuc/
Correctio
n

QM/TM

- Binh ky 12 thang, QM/TM téng hop théng tin
phan hdi khach hang dé bao cdo GM va théng
tin t&i cac cap quan ly

- Every 12 months, QM/TM summarizes
customer feedback to report to GM and inform
management levels.

5.0 REFERENCE/ TAI LIEU THAM KHAO

TNV-F002

TNV-F003

TNV-F004

Summary table of audit done & tracking of sending survey link to customers/

Bang téng hop audit done & theo ddi giri link survey tdi khach hang

Monitor customer feedback and corrective actions/ Theo doi cac théng itn

phan héi clia khach hang va hanh déng khac phuc
Bao cao khang nghi/ Bao cao khang nghi
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