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I . Mt,tc dich : Tu~p nh?n va g ~<'ll quyet cac van de lien quan den VI~C cung cap va h6 trq d!Ch Vt,J 
cht:rng tim s6 

2. Ph?m vi : Ap dt,tng cho c6ng ty . 

3. N<)i dung 
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N han v ien ti~p 
nh?n 

Ti ~p nh~n yeu du 
Tiep nh?n khieu n?i t?i cac 
diSm giao dich, qua s6 di~n 
tho?i h6 trq/ cham soc khach 
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Nhan vien ti~p 
nh?n 

C6 
Phan tich khi~u 

86i v6i cac khieu n?i trt,t·c tiep 
ho~c qua di~n tho?i rna c6 du 
thong tin , c6 thS giai quy~t duqc 
ngay: tra lo·i khi~u n?i khach 
hang ngay; , 
D6i v6i khi~u n?i chua dLI th6ri1g<J 
tin ho~c kh6ng thS ~iai quy~~, ~-

Kh6ng 

duqc ngay thi chuyen khieu ~ 
cho b<) ph?n/ dan vi chu tri gi· i...., 
quy~t khi~u n?i . ·~ ~"'· ___ _ 
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B<) ph?n giai 
quy~t khi ~u n?i 

Chuy~n d~n bi) ph?n/ dan vi chLt 
trl giai quy~t khi~u n<;ti d~ xac 

minh nguyen nhan va xLr ly 
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B<) ph?n giai 
quy~t khi~u n?i 

Tra Ioil giai 
quy~t va kh~c 

pht,tc st,t· c6 
khi~u n<;ti 

khach hang 

D6ng y 
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B<) ph?n/ dan vi chu tri giai 
quy~t khi~u n?i ph6i hQ'P v6i 
cac dan vi lien quan xac dinh 
nguyen nhan phat sinh khi~u 
n?l. 
f)~ xu~t cac dp c6 th~m quy~n 

________________ p_h~,:~:~g--~~-_g_i_~j __ 9!:'_~~~-:----- ------------------

Lam van ban tra lo·i khi~u n?i 
khach hang. 
Gu·i cac b<) ph?n c6 lien quan 
kh~c pht,tc s~r c6 ph at sinh kh i~u 
n?i (N~u nguyen nhan do 16i 
cua dm1 vi cung dp dich vt,t). 

Trang I 
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Luu h6 sa; T6ng k~t, rut kinh 
nghi~m. 

Trang 2 


