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1. MIJC DICH 

Quy dinh each thirc xir V,  cac dich vu hanh chinh cong, ding viEc nOi be• khong 
phil hop &Km phat hiEn thong qua qua trinh giai quyet cac thil tuc hanh chinh, cong viEc 
nOi bei cho to chirc, cong dan. 

Huang tai va dam bao cai tin lien tyc dm ca quan, to chirc thuc hE thing hanh 
chinh nha nuesc, luon thuc hiEn cac hanh dOng khdc phuc a phat hiEn, diet' tra, va sira 
chfra nhang su kh6ng phil hop lien quan den dich vu, cac qua trinh va hE th6ng quan VI 

chat luting. 

2. PHAM VI AP DUNG 

- Ap dung vai tat ca cac phong, ban, don vi chuyEn min thuc pham vi HE thing 
quan V,  chat luting cila Ca quan. 

- Ap dung cho,moi su khong phii hop,hiEn tai, khong pha hop tim An dii vai cac 
qua trinh lien quan den He 	thong quan V/ chat Luang. 

3. TAI LIEU VIN DAN 

- TiEu chuan quic gia TCVN ISO 9000:2015 HE thing quan V/ chat luting - Ca 
soy va tir vung. 

- Tieu chuan quic gia TCVN ISO 9001:2015 HE thing quan V,  chat Wing - Cac 
yeu eau. Muc 8.7 va 10.2. 

- M6 hinh hE thing quan V,  chat luting. 

- HD.02 Huang dan kiern soat rill ro va ca hOi. 

- HD.03 Huang clan danh gia nOi bei. 

4. DINH NGHIA/VIET TAT 

4.1 Dinh net: 

- Qua trinh: Tap hop cac hoat dOng tuong quan hoc tucmg tac vai nhau a bin 
dii dal' vao thanh dal ra. 

- Skr khong phii hp: Su khong dap Ung men yeu cau. 

- Skr khic phuc: Hanh dOng nham loaf be) mOt su khong phil hop dugc tim thay. 

- Hanh dOng khic plikic: la cong viEc phan tich nguyen nhan dm su kh6ng pha 
hop (a phat hiEn ra hoc cac tinh twig khong mong muon khac), de ra va thuc hiEn cac 
bin phap khdc phuc cac din tai dA xay ra, nham dam bao cac ton tai do kh6ng bi tai 
dign. 

- Time MO d xuAt cai tien: la vi'Ec thuc hi'En cac )'T kiEn, kin nghi nham nang 
cao hiEu luc dm HTQLCL. 

4.2 Viet tat: 

- CAR: Corrective Action Request - PhiEu yeu cAu hanh dOng khac phuc. 

Trang: 4/8 
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- HTQLCL: He thOng quan 1) chAt *mg. 
5. NQI DUNG 
5.1 Luru tit, thwc hiOn: 

TT Trinh tkr thtfc hien Weil nth Trach nhqm 

1  Yeu cau HDKP 

BM.HD.04.01 

Lanh ciao UBND 
Thanh ph& cac 
phong, ban, don 
vi tivc thuOc 

Ma phial' you cau 
HDKP 

3 BM.HD.04.01 BCD ISO Xem xet 

4 BM.HD.04.01 
BCD ISO 
Thil Tnrang co 
quan lien quan 

Phan tich yeti cau 
HDKP 

5  BM.HD.04.01 
BCD ISO 
Thu Tnrang co 
quan lien quan 

De ra bin phap 
KP 

6  BM.HD.04.01 
BO phan dtrqc 
giao nhiem vu 
thvc hien 

TInrc hien, theo dell 
HDKP 

BM.HD.04.01 BCD ISO Ki"e'rn tra 

8 

V 
 

BM.HD.04.01 BCD ISO Dong Phieu 

5.2 Dien giai Itru dii: 
5.2.1 Nhirng thong tin sir dung trong hanh Ong khic phvc - cai tien: 
- Cac hoat dOng chirc nang khong phit hcfp. 
- Xir l)",  cac y kien phan h6i dm t6 chirc, cong dan. 
- Danh gia not bO the hien qua 11'6 so str khong pha hcp, bao cao &nil gia. 

Trang: 5/8 



  

HIXONG DAN 
KIEM SOAT Sly KHONG PIIt1 HOP VA 

HANH BONG KHAC PHUC 

Ma hiti: HD.04 

U 6 Ngay ban hanh 
30/9/2018 

- Cac guy& dinh sau khi hop xem xet dm lanh dao de ra. 
- Ket qua phan tich dil lieu qua trinh hog Ong chirc nang. 
- Ket qua thvc hiO cac qua trinh hoat d6ng chirc nang. 
- Ket qua xac dinh sir phii hop dm hog d6ng chirc nang. 
- Cac h6 so c6 lien quan dm N th6ng quan I ,  chat luting. 
- Ket qua hanh dOng khac phvc da thvc hiO truac dO. 
- Cac thong tin cac ben co lien quan khac (Cai tien). 
- Cac bai hoc kinh nghi'm (Cai tien). 
5.2.2 Mer phieu yeu cau hoyt dOng khic phyc: 
TAt ca cac don vi, ca nhan trong pham vi cua HTQLCL co trach nhi01 phat hi0 

va bao cao thu tnrOng don vi ve cac hog dOng yeu cAu khac phvc. 
Khi c6 cac yeu cau can thirc hi0 hog dOng khac phvc: Twang cac don vi, 

Tracing doan danh gia (trong tnrang hop phat hi0 twang don vi khong ma phieu hoac 
di&n khong phn hop lap lai qua 02 Ian) CO trach nh*n xem xet ma "Phigu yeu chi, 
hank d'Ong khlic phoc", ghi r6 nOi dung yeu cAu vao 6 thin nhat cila BM.HD.04.01 va 
bao cao Lanh dao co quan. 

Hank dOng khiic phuc duvc thvc hien khi: 
+ CO dau hi4i, hi0 Wong cac sir khong pha hop hoac tie'rn An, dan an hoac co 

nguy co khong thirc hi0 &roc nave tieu chat luting cila co quan, khong dap img chinh 
sach chat luting. 

+ Cac dau hiu, hi0 Wong sir khong phi' hop hoac ti6m An, c6 tinh chat lap lai. 
+ Cac dau hiO, hi0 tirong sir kh6ng phii hop hoac ti&ri An, gay hau qua Ong, 

mirc dO tan. 
+ Khi cac h6 so sir khong pha hop ducic lap qua 03 Lan lien tip cho ding mot nOi 

dung khong pha hop tai ding don vi &roc danh gia. 
+ Cac yeu cAu can thvc hi0 d'e cai tien nang cao hi4i qua, h* lvc dm 

HTQLCL. 
+ Cac yeu cAu can thirc hi0 de cai tien chat luting hog dOng chirc nang nham 

nang cao sir thoa man caa to chirc, cong dan. 
+ Cac yeu cau can thirc hi0 khi co sir thay d6i co cau to chic, thay dOi pham vi 

HTQLCL, thay d6i hog dOng chirc nang, dinh Inrang thirc hi0 hog dOng chirc nang. 
5.2.3 BCD ISO xem xet: 
"Phigu yeu cau hank d'Ong kheic phyc" BM.HD.04.01 sau khi diroc ma phai 

&roc BCD ISO xem xet. 
5.2.4 Phan tich yeu au khic phyc: 
BCD ISO yeu cau cac 130 phan co lien quan phan tich nguyen nhan dm sv khong 

phi' hop, d ra bin phap khac phvc, cai tien thich hop. 
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ra bi?n phap thcrc hien hanh Ong khiic phuc: 
Can cir ket qua phan tich nguyen nhan yeu cau hanh Ong khac phuc, BCD ISO 

chi dinh 1.6 b0 phan ca nhan c6 trach nhiem thirc hien va th&i gian hoan thanh. Ghi vao 
thir hai "Phieu yeu cau Huth dOng khcic pi:pc" BM.HD.04.01. 

Lanh dao ca quan phe duyet bien phap thirc hien hanh d6ng khac phuc. 
5.2.5 Ting hign theo doi cac bign phi") khic phyc: 
B6 phan, ca nhan dugc phan ding tien hanh lap ke hoach va thkrc hien cac Eden 

phap khac phuc theo dUng n6i dung th6i han dugc giao. 
Trong qua trinh thkrc hien, b6 phan, ca nhan dugc phan ding c6 the ph6i hgp 

cac dan vi khac de thgc hien cac bien phap dugc nhanh chong, co hieu1gc. 
D6i vo.i cac hoat d6ng khac phuc c6 th6i gian thirc hien Ice() dai thi b0 phan, ca 

nhan dugc phan ding thirc hien c6 trach nhiem dinh kS,  hang thang bao cao tinh hinh 
thirc hien cho BCD ISO. 

Trong qua trinh thirc hien neu gap khO khan can 11.8 trg, b6 phan ca nhan dugc 
phan cong c6 the yeu cau BCD ISO xem xet b6 sung cac nguon lgc can thiet hoac thay 
d6i bien pilaf) thirc hien. M9i sir thay d6i b6 sung se dugc cap nhat day du vao 6 thir hai 
"Phigu yeu cau hanh d'Ong khcic phoc". 

Sau khi thirc hien day du n'6i dung dm bien phap khac phuc hoac nhiing de xuat 
cai tien b6 phan ca nhan dugc phan ding co trach nhiem bao cao ket qua cho Lanh dao 
ca quan biet. 

5.2.6 Kiem tra xac nh;an bin phap khic phyc 
Dung thai han a de ra trong "Phigu yeu cau hanh &Ong kluic phew" Lath dao 

ca quan (hoac ngued dugc uy quyen) co trach nhiem to chUc kiem tra bang chimg xac 
nhan ket qua thuc hien. 

5.2.7 Dong phieu yeu cau hanh dOng khic phyc 
BCD ISO sau khi kiem tra xac nhan ket qua thirc hien co trach nhiem dOng 

"Phieu yeu cau hanh etOng khiic phicc" ghi day du chi tiet bang chimg ket qua thirc 
hien vao o thir ba. 

Truong hgp hoat d6ng khac phuc chua dugc thirc hien hoac ket qua thirc hien 
kh6ng day du n6i dung yeu cau nguoi ,kiem tra co trach nhiem 	Phieu 	chuyen 
cho Lanh dao ca quan xem xet cho kin giai quyet. 

6. BIEU MAU 
STT KS,  MO bieu mAu 

.; 	x Ten bleu mau 
1 BM.HD.04.01 Phieu yeu cau hanh d6ng khac phuc 

7. HO SO CAN LlUt 
STT Ten ho so.  Trach nhqm tutu Thai gian km 
1. Phieu yeu cau hanh dOng khac phuc BCD ISO 3 nam 

Trang: 7/8 



UBND THANH PHO CAM PHA CQNG HOA XA HQI CHU NGHIA VIET NAM 
COQ QUAN CM.... 	 D(ic 14p — Tv do — Honh phiic 

	

ngay 	thang 	"lam 201... 

PHIEU YEU CAU HANH BONG KHAC PHI,JC 
So phieu• 	 

1. Dan vi 10p: 
2. NOi dung: 

Nguai 

3. Nguyen Wan va bign phip 

4. Ngtroi thvc 
	 Duye't 

5. Thai gian hohn thanh: 
6. Ia't qua thvc hien: 

Khong dat: 	 phieu 

Ngay 	thang 	nam 	 Ngtrtri kie'm tra: 
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