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TINH TRANG SUA POI TAI LIEU

Lin Tinh trang stra doi Ngay co

Noi dung truéc khi sira doi | Ngi dung sau khi sira d6i | Trang hi¢u lwe

stra doi
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1. MUC PiCH

- DPam béo hiéu dugc nhu ciu va mong mudn cua khach hang sir dung dich vu cua Cong ty
TNHH Céng Nghé NHONHO t6t nhat;

- Hudng din phuong phap thu thip va xir 1y thong tin cta khach hang tir cudc diéu tra khao
sat khach hang;

- Sir dung két qua dua vao phan tich dir liéu va tién téi hanh dong khic phuc, hanh dong

phong ngira va khong ngimg cai tién hé thong quan 1y.
2. PHAM VI AP DUNG

- Quy trinh nay dugc ap dung cho tit ca cac don vi trong cong ty va khach hang sir dung

dich vu cta cong ty.

3. TAI LIEU THAM KHAO

- S6 tay chat luong

- TCVN ISO 9001: 2015

4. TRACH NHIEM

- Tong Giam dbc/ Giam dbc diéu hanh/ Giam déc cac don vi cho ap dung theo ding thu tuc
nay.

5. PINH NGHIA - THUAT NGU VA TU VIET TAT

- Su théa man: dbi v6i mot san phém/ dich vu 1a trang thai cam gidc ma khéach hang c6 duoc
do san pham/ dich vu d6 dap Gmg hodc khong dap tmg ky vong cta ho.

- Y kién phan héi: phan anh muc d6 hai 10ng/ khong hai long ctia khach hang khi st dung

mot loai hang hoa — dich vu.

- QMS: Hé théng quan 1y chat luong
- TGb: Tong Giam dbc
- Gb: Giam déc

- PGD: Phé Giam ddc
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- TP: Truong Phong
- KH: Khach hang
- BKOD: Ban Kinh Doanh
- BP B6 phan
6. NOI DUNG

- Piéu tra sy hai 1ong khach hang cia Cong ty duoc tién hanh téi thiéu mot nim mot 1an trude

khi tién hanh hop xem x¢ét cia lanh dao hodc khi c6 yéu cau cua ban Lanh dao.

6.1 Luu @6 khao sat su thoan mén va phan hai y kién khach hang

TN LUU PO GIAIl THICH/ BIEU MAU
Buoc 1:
Truéng ban A e - Truong BKD lap phiéu thim do tim
kinh doanh/ Lap phicu tham do hiéu y kién khach hang theo PQL-
nguoi dugc TTO07-BMO1.
phén cong
Budc 2: A A A .
Pon vi/ ¢ Phat phiéu cho - Pon vi/ cé nhan dugc phan cong gui
A 2ok phiéu den khach hanh nho ho danh gia
nhan dugc khach hang . S ~.
A Al Thu phié va thu lai phieu khao sat. Theo doi
phéan cong phiéu . . RN £
thuc hien danh sach phat va nhan phicu theo
i i PQL-TTO7-BMO2.
. o - Xir ly dir liéu dung phan mém Excel,
Budc 3: p R PN S X
: A N a1 ae 1A tinh trung binh céc yeu to va dua ra keét
Don vi duoc Phéan loai va xur Iy dir li€u R Lo R e it
hn cong qua phan loai cac y kién danh gia cia
P khach hang theo PQL-TT07-BMO3.
Buoc 4
Don vi tong - Sau khi thu nhan va danh gia thong
hop/ nguoi tin duoc hoan tat, ho so s& duoc luu
duoc phan trix.
cong

6.2 Dién giai lwu dd xem xét khiéu nai ciia khach hang

Buwéc 1: Lap phiéu thim do
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- Truéng Ban Kinh doanh 1ap phiéu thim do y kién khach hang theo PQL-TT07-BMO1 phai
xem xét trude khi phat cho khach hang dé diéu chinh phu hop theo yéu cu ctia khach hang
theo tirng don vi trong cong ty sau d6 chuyén cho Bo phan nhan su.

Buéc 2: Phét phiéu cho khach hang/ Thu phiéu

- BP Nhén su phat phiéu cho tt ca cac khach hang bang chuyén truc tiép, e-mail, fax hoic
bat clr phuong tién ndo va ghi nhan vao danh sach theo doi phat nhan phiéu theo PQL-TTO07-
BMO2.

- Sau khi phat phiéu, BP Nhan sy/ nguoi dugc phan cong c6 trach nhiém lién hé khach hang
thu phiéu. Néu vi 1y do nao d6 thi nhan vién phong nhan su phat phiéu c6 trach nhiém lién hé
v6i cac khach hang dé thu phiéu, dam bao thoi gian phén tich, do ludng.
Budc 3: Phan loai va xu ly s6 liéu
Phan loai dé loai bo cac phiéu khong hop 18 trude khi dua vao xir 1y.

- Xtr Iy dit liéu dung phan mém Excel, tinh trung binh cac yéu t6 va dua ra két qua phan loai
cac ¥ kién danh gia ctia khach hang.

- Cac ¥ kién cta khach hang khong dat phai dugc xir ky, néu 1a diém khong pht hop mo
phiéu CAR theo thu tuc khic phuc phong ngira

- HO so theo doi su thda man cua khach hang dugc xem xét hang nam trong thoi diém xem

xét 1anh dao, cai tién hé théng quan 1y chat luong

- Tong két va thu nhan khao sat vao phiéu tong két thu nhan thong tin khach hang PQL-
TTO7-BMO3.

Buéc 4: Luu ho so

Céc phiéu tham do ¥ kién cua khach hang, phan tich dir liéu dugc tong hop va chuyén dén Bo

phan dam bao chat luong luu ho so.
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7. DANH MUC HO SO

Stt

Tén ho so

Ky hiéu

Noi lvu

Thoi gian luu

1

Phiéu tim hiéu y kién

khéach hang

PQL-TT07-BMO01

PQL

3 nam

2

Danh sach theo doi va phat

nhan phiéu

PQL-TTO07-BMO02

PQL

3 nam

3

Phiéu tong két thu nhan

théng tin khach hang

PQL-TTO07-BMO03

PQL

3 nam

8. CAP BAC TRUY CAP: (Pdnh ddu X vio é ciia cdp bdc dwoc truy cdp tai liéu)

TGD | GDDH

GD | PGD

TP | PP

GSCC

GS

CV |NVTV | CTV

CHUNG

X

BKD

QLCL

HDCN2

HDGD

HDDT

BKTNS

PKT

PNS

HDKN1

PNM

BPNM

BPTKQ

PVS1

PHV1

BPHL1

BPKL1
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BPDB2

PHH1

BPSL1

BPSK1

HDKN2

PVS2

PHV2

BPHL2

BPKL2

PHH2

BPSL2

BPSK2

HDCN1

PCN

BPDB1

PCG

Lueu ¥: Néu cdp dwéi duege truy cdp vao tai liéu nao dé thi cdp trén theo diing ngach sé hién nhién
dwoc truy cdp vao tai liéu do




