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Quy trinh Phéi hop xit Iy yéu cau cua khdch hang QT HTKH.02

1. Nguoi cé lién quan phai nghién ciru va thuc hién dung cdc ndi dung cua quy
dinh nay.

2. Noi dung trong quy dinh ndy cd hi¢u luc thi hanh nhw sw chi dao cua Gidm doc
Trung tam Thoéng tin y té Quoc gia.

3. File mém duoc cung ccfp trén mang noi bo dé chia sé thong tin khi can.

NOT NHAN (ghi ré noi nhdn roi danh dau X é bén canh)

0 | Phong Té chire - Hanh chinh | o | Phong Giai phap va Quan Iy chit lwgng

0 | Phong Ké hoach - Tai chinh | o | Phong Ha ting va An toan thong tin
mang

0 | Phong Nghién ciru phit trién | o | Phong H§ trg khich hang

0 | Phong Du 4n théng tin y té o | Tap chi Y, Dugc hoc

0 | Phong Dich vy chuyén d6isé | o | Vin phong dai di¢n Trung tim Théong
y te tin y té Quoc gia tai TPHCM

THEO DOI TINH TRANG SUA DPOI (finh trang sita doi so véi bin truée dé)

Trang Haflg Tge Tém tit ndi dung hang muc sira doi
stra doi
Nguoi soan thio Nguoi kiém tra Nguwdi phé duyét
Hovatén | Cin Thi Quynh Trang Pham Thi Lan DS Truwong Duy
Chire Vién chirc Pho truong phong PT Giam doc
danh phong Ho tr¢ khéach
Chitr ky
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Quy trinh Phoi hop xit Iy yéu cdu ciia khdch hang QT HTKH 02

1. MUC PiCH

Quy trinh quy dinh céc budc cin thue hién trong qué trinh hd trg giai dap thic
méc ctia khich hang, giai quyét yéu clu, phan 4nh cia khach hing trong qué trinh
st dung san phém dich vu. Quy dinh 1o trdch nhiém va quyén han cta cac don vi
trong cic hoat dong hd tro khach hang.

2. PHAM VI AP DUNG

Quy trinh ndy dugc 4p dung dbi v6i tit ca cdc tai liéu thude Hé théng quan 1y
chét lugng cua Trung tAm Thong tin y t&€ Qudc gia.

3, TAI LIEU LIEN QUAN

- Tiéu chudn ISO 9001:2015;

- Céac quy frinh lién quan.

4. THUAT NGU PINH NGHIA VA TU VIET TAT

- Trung tdm: La Trung tim Théng tin y té Quéc gia.

- Lanh dao Trung tim: La Gidm d6¢/Phé Gidm dbc Trung tam.

- Don vi: La cdc phong, ban, don vi thude va tryc thude Trung tAm.
- Lanh dao don vi: La Trudng/Phé Trudng /Phu trach don vi.

- Tai lidu: La cdc vin ban huéng din cich thirc thuc hién hoic quy dinh
phuong phép lam. Tai [iéu c¢6 thé dugce chinh sita va cén phai dugc sodt xét sau mot
thoi gian dp dung. Vi du: céc thd tue, quy trinh, quy dinh, huéng dan....

- Hé théng quan Iy: La céc Quy trinh thudc Hé théng quan 1y chét lugng ISO
9001:2015 cua Trung tam.

- KH: Khdich hang.

- HTKH: H3 trg khach hang.

- SPDV: San phim dich vu.

- PA: Phan anh.

- QLPA: Quan Iy phén 4nh

5. NOI DUNG

5.1. Quy trinh Phéi hop xita Iy yéu ciu ciia khach hiang
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Quy trinh Phéi hop xit Iy yéu cdu cia khdch hang QT.HTKH 02
QUY TRINH PHOI HOP XU'LY YEU CAU CUA KHACII HANG
KHACH HARG 1O TR KHACH HANG ”"bﬁggﬁgt‘;ﬁ MON LANH D30 TRUNG TAM
1. Nhw chu el 2. Tidp nhdn ndd dung yéu
K1 v dichve chu
NDK—
(11
)
p}‘:m}:::;g:i%‘r% o[ 3. X Iy theo nghiép w
> NOK 6. Yeuchuxirly |
Y PA
2. I h‘i“’li‘:i thdngl, OK: {ib,\ NOK: -méﬂ chi dag
5.2. M6 ta chi tiét
Hoat _ Ponvi | Pomnvi A
, o Cong viéc thue : P Hinh thire Piu
Budc dong o thwe phoi o .
S hién o thue hién vao
chinh hién hop
Goi dién thoai
e 0% Nhu
1én tong dai, s
3 ca A ) cau clia
Nhu cau KH thuc hién yéu chat, email, KH va
X P tas ax 2 A « ve
cia KH vé | cdu giai dap, vé KH HTKH | cng vin, truc )
e . san
SPDV SPDV tiép tai Trung oh 2
am
tAm, mang xa L
hoi : dich vy
Nhan vién HTKH Goi dién thoai
Tiép nhan tiép nhén, trao ddi 1én tong dai, Nhu
ngidung |10 RO1 dung KH)popp | gy |chatemal, s
yt’;:u cAu yéu cau, nhdp ndi cOng vin, truc tro
dung trén QLPA tiép tai Trung ‘
ho#c file excel. tdm, mang x3
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Quy trinh Phoi hop xi Iy yéu cdu ciia khdch hang QT HTKH 02
t . 3] i | D i L
) H,O ? Cong vi¢e thue vl 0',.11:! Hinh thirc Piu
Buoe dong . thire phoi n .
’ hién N thue hién vao
chinh : hién hop
héi
Thuc hién xtr ly
yéu cf;iu theo
nghiép vu sau ban
dd duoc dao tao.
- V&i cac ndi dung
hd tro vé& dich vu
di o dao t
4 ,,\ugc a0 ?0 Goi dién thoai
nghiép vy, phin 1én tdng dai
quyén thuc hién, chat eiail ’ Tinh
Xit Iy theo | nhan vién HTKH T hat,
3 o e En A HTKH | KH | congvantwe | G
nghiép vu | cung cép thdng tin, N mure dd
. L, tiép tai Trung
xtr ly ngay trong R - KN/PA
cudc goi fam, mang X4
T hoi
- Véi cae ndi dung
hé trg khdng duge
phan quyén thyc
hién, khdng thudc
pham vi xir 1y,
chuyén thuc hién
budce 6.
- KH déng v véi Goi dién thoai
giai phap xur ly, 1én tbng dai,
KH ddng | chuyén buée 5. chat, email, Giai
4 Y v6igidi |- Truomg hop KH | HTKH KH | cbdngvén, truc | phdp xir
phdp xr Iy | khéng dbng ¥ voi tiép tai Trung Iy
giai phap xir ly tdm, mang x4
chuyén budc 6. hai
Truomg hop KH ,
X A o gs ez Déng
chap nhin véi giai , N N
] N ) s . o2 Dong, luu ho ho so,
5 Dénghd |[phip xitr 1y bd HTKH KH rén ohi [
5¢, luu PA | sung, HTKH thuce scv’\ Ter phian uu
. . . mém phan
hién doéng phan snh
4nh, hru hé so
C4ac phdong ban \ Goi dién thoai Noi
o a . N Phong X )
6 Yéucu |chuyén mén lién chuyén KH, | léntdng dai, dung
xt Iy PA | quan tiép tuc xtr ly o HTKH | chat, email, chi tiét
PA trong trudng cOng vin, truc | V€ PA
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Quy trinh Phéi hop xir Iy yéu cdu ciia khdch hang QOT.HTKH.02
Hoat Ponvi | Donvi |
. Aoz_l ‘Cong vige thye v :! Hinh thic Piu
Bude dong N thire phoi . .
', hién N thwe hién vao
chinh ) hién hop ) )
hop KH khong tiép tai Trung
dbng v & bude 4. tAm, mang x&
Thuc hién dénh héi
gia va bd sung giai
phap khifu nai,
néu c6 giai phap
phlt hop chuyén
bude 7, néu khong
c6 chuyén budc 8.
| dien thoai
Nhan vién HTKH Icf‘-”tf‘@nd‘f’a‘
. én tong dai, a
cdp nhit thém giai Phong &¢ Nbi
Phinhdi |phip xit Iy bd chuyén | °hab email, dung
7. - . P 3 . HTKH , cOng vén, truc . ux
thong tin | sung, chuyén budc mon, tiéD tai Trun chi tiét
4 dé phan hdi cho KH | PHLES apa
tdm, mang x&
KH ' N
hoi
Truong hop budc
- . 6 cac  phong Phong o .
Xin y kién | chuyén mdn khdng R Goi dién thoai, .
, , , chuyén oA Thong
8. chi dao xt | x 1y dugc - thi mén LDPTT | Email, cong tin PA
A , in
ly chuyén xin y kién vin
chi dao xtr ly cia
LBTT
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