Haé théng quy trinh Cong ty SPT Phién ban: beta

% SPT M3 quy trinh: SPT.STC-IPT.P.700.70 Ngay cap nhat: 17/07/2014

Céng ty C phin Djch vy Buu chinh Vién thong Sai gon

Quy trinh : Giai quyét khiéu nai
Chirc ning | Phéi hep tiép nhin va gidi quyét khiéu nai ciia khich hang
Trach nhiém chinh Trung tim Dién thoai SPT, Trung tim Vién thong IP

1. Muc dich:

— Tiép nhan va giai quyét cac khiéu nai cua khich hang trong qué trinh sir dyung
dich vu cua Trung tdm Di¢n thoai SPT.

_ Néng cao chit lugng, duy tri va phat trién dich vy, cing c¢b 1ong tin cho khéch
hang, d3m bao hiéu qua kinh doanh cho don vi.

2. Pham vi:
— Ap dung tai Trung T4m Dién Thoai SPT, Trung T4m Vién Théng IP.
3. Dinh nghia cac tir viét tit:

- KH : Khach hang
- P.DVKH : Phong Dich Vu Khach Hang
— P.VHM : Phong Van Hanh Mang

_PKTTV  :PhongKé Toén Tai Vu
_P.HCQT :Phong Hanh Chénh Quan Trj

- P.TH : Phong Tin hoc

- CN : Chi Nhanh

- bGD : Piém giao dich

- BP : BY phan

— GQKN - Giai quyét khiéu nai

- KN : Khiéu nai

_ CTPTTB : Chuong trinh phat trién thué bao
— COS : Hé théng quan ly diéu hanh.

4. Quy trinh, biéu miu lién quan:
—Biumdu :PYCO06
5. Quy trinh:
5.1. Luu dd:
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QUY TRINH GIAI QUYET KHIEU NAI

STC(Chinhanh)

CAC DON V| LIEN
QUAN

STC

LUUHO SOKN

*STC(P.TH, P.DVKH,
SST P.KTTV, CN khac,...) (P.DVKH)
*IPT(P.VHM)
TIEP NHAN THONG TIN
KHIEU NAL CAP NHAT
CTPTTB
PHAN LOAI KH KBIEU
NAITHEO.CN QUANLY
No KIEM TRA, XU
»| LY, PHAN HOI
THONG TIN
- LAP m‘ir )éUAT TANG/ @
GIAM CUGC TRINH BAN
GIAM BOC (néu c6) > ;zi.gr(;:/ gl N
~LIEN HE GIAI DAP KH P~ o M
HOAC LAP CONG VAN cuUac
TRA LOT KH
CAP NHAT PONG KN
TREN CT PTTB
-GQKN LAN2
- LAP CONG VAN
TIEP NHAN KN LAN TRA LOT TRINH BAN
2,LI§EM HO ggﬁ KN > GIAM ngc
N1 CHUYEN - LUU HO SO KN
P.DVKH - THONG BAO KET
QUA GQKN LAN 2
CHOCN
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5.2. Dién giai:

5.2.1. Buéc cong viéc 1 va 2: Tiép nhén thong tin khiéu nai, cip nhiat CT PTTB va
phén loai KH khiéu nai theo Chi Nhanh quin ly

— Al lam?

: | STC [Chi Nhanh (PGD), P.DVKH (Pai Callcenter)]

— Luc nao?

: | Khi KH phan 4nh tryc tiép hay KN bing vin ban

— Cong viéc phai 1am?

— Tiép nhan KN ciia KH.
- Kiém tra n6i dung khiéu nai:
+ Néu c6 thé giai dap duogc -> giai dap ngay.
+ Ngoai kha néng giai quyét - lién hé cac bd phén lién
quan phoi hgp xtr ly => gidi dap cho KH.
+ Trudng hgp khong xir ly dugc thi:

v Cap nhat thong tin KN cua KH vao CT PTTB
(Luu y: cAn nhép sé DT lién hé¢ KH)

v’ Chuyén vin ban KN (néu c6) vé BP GQKN cua

CN quén ly KH.
— Thoi gian thuc hién? | : | Hang ngay
— Ai kidm tra, gi4m s4t? | : | Truéng/phé Tram VT, Trudng/phé Dai Callcenter
— H3 trg, phdi hop : | Khong cé

— Ghi cha:

| KN vao CT PTTB, chuong trinh s& hd trg thong bao CN
" | ndo dang quan ly KH nay. Nghia 1a bdo cho nguoi nhép

Khi c4p nhat s6 PT hoic username ciia KH phan 4nh hodc

biét CN d6 s& tiép nhin va GQKN cua KH nay.

5.2.2. Budc cong viéc 3: Trong pham vi gidi quyét

— Ai lam?

: | STC [Chi Nhanh (BP GQKN)]

- Lac nao?

- Sau budc 1

— Cong viéc phai 1am?

— Tiép nhén théng tin KN trén CT PTTB va nhén vén ban
KN (néu c6) ciia KH.

- Xem xét ndi dung KN cia KH c6 nim trong pham vi
giai quyét ciia CN hay khong?
+ No: Chuyén KN trén CT PTTB/ mail/ cos cho b
phén lién quan giai quyét.

+ Yes: Chuyén buéc 5.

— Thoi gian thuc hién?

1 20 phut/01KH
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— Ai kidm tra, gidm sat? | : | Trudng/phé Chi Nhénh
— HBO trg, phdi hop : | Khong c6
— Ghi cha : | Khdng c6

5.2.3. Budc cong viéc 4:

Kiém tra, xit Ij, phan hdi thong tin

— Ai lam?

Céc Don vi lién quan:

STC [(P.Tin hoc, P.DVKH, P.KTTV, Chi Nhanh khac,
)]

IPT [P.VHM]

— Lic nao?

| xtr ly cua CN

Sau budc 3, sau khi nhian dugc thong tin dé nghi kiém tra,

— Cong viéc phai lam?

~ Tiép nhén ndi dung chuyén giao xir Iy khiéu nai trén
CT PTTB/ mail/ cos.

- Kiém tra va xir ly thong tin:

+ B phan tryc tiép c6 lién quan dén van dé khiéu nai
chju trdch nhiém kiém tra va dua ra giai phap giai
quyet théa dang cho KH.

+ Diéu chinh lai dir liéu dtng (néu bj sai).

~ V6i khiéu nai vé cuéc phi:

+ Néu sb liéu cuée blét thudng: P.DVKH 1ép cong vdn
gdi doi tac dé xin so liéu dodi chiéu.

+ Néu s6 liu do dbi tac cung clp khong tring khép véi
sO liéu ghi du'qc,tai hé thong = Xin y kién chi dao
cua Ban Gidm Poc.

— Phan hdi két qua kiém tra cho CN: Cép nhét ndi dung
xu ly trén CT PTTB/ mail/ cos.

— Thoi gian thyc hién? | : | 05 ngay

— Ai kiém tra, gidm s4t? | : | Phy trach c4c don vj lién quan
— H3 trg, phdi hop : | Khéng c6

— Ghi cha : | Khong cé

5.2.4. Budc cong viée 5: Lap dé xuit ting/giam cwde trinh Ban Gidm dbc (néu c6).
Lién hé¢ gidi dap KH hodc lap cong vin tri 16i KH

- Ai lam?

STC [Chi Nhénh (BP GQKN)]

— Liac nao?

Sau buéc 3 hodc budce 4
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— Cong viéc phai lam?

~ C#n ct thong tin da kiém tra hoic thong tin phan hdi tir
cac don vi khac, BP GQKN thuc hién:
< Lgp dé xuit tang/giam cudc cho KH, trinh Ban
Giam doc ky néu:
= Tinh sai cudc cho KH.

= Phét sinh cudc vdi thdi lugng qua cao: dé to
thién chi CSKH, 14p dé xuat gidm cuéc theo
chi dao cia quan ly CN.
-> Sau dé, g dé& xuét (Ban Giam dbc da ky — ban
goc) cho P.DVKH thyc hién (néu co).

% Lién hé giai thich véi KH, hodc 14p cong vin tra 16i

KH do Truéng CN ky.
— Thoi gian thyc hién? | : | 05 ngay
— Aj kiém tra, giam s4t? | : | Trudng/ph6 Chi Nhanh
— H3 trg, phdi hop : | P.HCQT gri thu tra 10i KN dén dia chi KH
— Ghi chu : | Khdng

5.2.5. Budc cong viéc 6:

Thuc hién ting /gidm cwdc

— Ai lam?

STC [P.DVKH (T4 Nghiép Vu Téng Hop)]

— Lac nao?

Sau buéc 5, sau khi nhan dé xuit ting/giam cudc

— Cong viéc phai lam?

- Tiép nhén v thyc hién diéu chinh ting/giam cuéc theo
dé xuat Ban Giam doc dad phé duyét.

— Phan hdi thong tin cho BP GQKN cuia CN.

— Thoi gian thyc hién? | : | M3i thang thyc hién 01 13n vao ngay cudi thang.
— Ai kiém tra, gidm sat? |: | Truéng P.DVKH

— H3 trg, phdi hop : | P.Tin hoc, PXTTV

— Ghi cha : | Khong c6

5.2.6. Buéc cong viéc 7:

Cip nhat déng khiéu nai trén CT PTTB

— Ai lam?

. | STC [Chi Nhanh (BP GQKN)]

Sau budc 5, sau khi lién hé giai dap KH hodc 14p cong vin

— Luc ndo? | tra 11 KH.

o . . - Céap nhit ndi dung dad giai quyét, dong khiéu nai trén
— Cong viéc phai lam? CT PTTB.
— Thoi gian thyc hién? | : | 20 phut/01KH
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— Ai kiém tra, giam sat? | | Trudng/phé Chi Nhanh
— H3 trg, phbi hop : | Khodng cé
— Ghi cha : | Khdng ¢c6

5.2.7. Buéc cong viéc 8:

KH d6ng ¥ ndi dung thw tra 1oi KN

— Ai lam?

: | STC [Chi Nhénh (BP GQKN va DPGD)]

— Lic nao?

: | Sau budc 7

— Cong viéc phai lam?

- Sau khi KH nhin dugc cdng van tra 161 KN, KH cé
dong y ndi dung thu tra 161 KN hay khong?

+ No: Chuyén buéc 10 (KH tiép tuc khiéu nai 14n 2).
+ Yes: Chuyén budc 9.

— Thoi gian thuc hién? | : | 07 ngay

— Ai kiém tra, gidm sat? | | Trudng/phé Chi Nhanh
— H3 trg, phdi hep : | Khodng c6

— Ghi chu : | Khong c6

5.2.8. Bu6c cong vigc 9: Luu hd so KN

— Ai lam?

: | STC [Chi Nhanh (BP GQKN)]

— Lic nao?

: | Sau budc 8, khi KH ddng y ndi dung thu tra 16i KN

— Cong viéc phai lam?

- Sau khi giri céng vén tra 16 KN cho KH, néu KH
khong tiép tuc KN lan 2, BP GQKN luu h6 sg KN.

— Thoi gian thyc hién? | : | 01 ngay

— Ai kiém tra, giam s4t? | | Trudng/phé Chi Nhanh
— H3 trg, phdi hop : | Khong c6

— Ghi chu : | Khong c6

5.2.9. Budc cong viéc 10:

Tiép nhin KN lin 2, kém hd so KN lan 1 chuyén P.DVKH

— Ai lam?

: | STC [Chi Nhanh (BP GQKN va PGD)]

— Lic nao?

: | Sau budc 8, khi KH khong ddng v nodi dung thu tra 1o6i KN

— Cong viéc phai lam?

- DGD tiép nhén thong tin KN 14n 2.
— BP GQKN téng hgp hd so KN 14n 1 va 1an 2.
— Chuyén tit ca hd so KN ctia KH vé P.DVKH.

— Thoi gian thuc hién?

: | 03 ngay
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— Ai kiém tra, gidm s4t? | | Truong/phé Chi Nhénh

— H3 trg, phdi hop : | Khéng c6

— Ghi chu : | Khong c6

5.2.10. Budc cong viée 11: GQKN ldn 2. Lap cong viin tra 16i KN trinh Ban Gidm
dbc. Luu ho so KN

— Ai 1am? STC [P.DVKH (T4 Nghiép Vu Téng Hop)]

— Lic nao? Sau budc 10, sau khi nhan duge hd so KN cta KH tir CN

— Cong viéc phai lam?

- Kiém tra thong tin, giai quyét KN, 14p cong vin tra 1oi
KN trinh Ban Giam d6c ky duyét.

— Giri cong van tra 161 KN 14n 02 cho KH.

- Cap nhét ndi dung da giai quyét, déng KN trén CT
PTTB. Dong thoi luvu hd so KN ciia KH.

- Thong béo két qua GQKN lan 2 cho CN,

— Thai gian thyc hién? 10 ngay
— Ai kiém tra, gidm sat? | | Truéng P.DVKH

— H3 trg, phdi hop

: | Cac CN, cac Phong cua STC

— Ghi chu

. | P.HCQT giri thu tra 161 KN dn dija chi KH.

/ n300349n AN
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.'b )
Phong KTCN : s HQ@'T&‘;‘ém do,
( CONG TV CO PHA > { QICH VU BUL CHile [
DICH VY BUY CHi / =! iew THONG j
VIEN THONG x| SAIGON
TRING 1A i '4
TRAN MINH TUN t‘\ SON SINGLY
Ngay / /2014 | Ngey /2014 | Ngay Ngay 06/ ¢ /2014
1. Phén diéu chinh:
+ Ngay diéu chinh: Ngudi diéu chinh
/ /20
+ Diéu chinh 14n thir
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