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1.  MUC bicH 1.  PURPOSE
Tai liéu nay quy dinh nguyén tac, trinh ty This document set up the principle and
xtr 1y khang nghi, khiéu nai lién quan dén the procedure for handling the appeal
dich vu chirng nhan cia HCA. and complaint to the certification service

of HCA

2. PHAM VI 3. SCOPE
Ap dung ddi voi moi khang nghi, khiéu This document is applicable for handling
nai, phan nan nhan duogc tir khach hang va the appeals and complaints arised from
cac bén lién quan. clients and related parties.

4.  TAILIEU LIEN QUAN 5. REFFERENCE
— ISO 17000: Muc 6.4, 6.5 — 1SO 17000: clause 6.4, 6.5
— ISO/IEC 17021:2011: Muc 9.7; 9.8 — ISO/IEC 17021:2011: clause 9.7; 9.8
— ISO/IEC 17065:2012: Muc 7.13 — ISO/IEC 17065:2012: clause 7.13

6. DINH NGHIA, THUAT NGU 7.  TERMS AND DIFINITIONS
— Khéang nghi: La yéu cau tir khach — Appeal: request by the provider of

hang dé nghi xem xet lai quyét dinh the object of conformity assessment
chung nhan (6.4 ISO 17000). to the conformity assessment body
_ Khiéu nai: La phan hdi tir khich hang for reconsderation by that body of 2
va cac bién lién quan vé cac hoat EQISIO%ZISaS E%Oeore ating to that
dong cua to chtc chimg nhan (6.4 object (6. )
ISO 17000). — Complaint: Expression of
_ BM: Biéu miu. dissatisfaction, other th_an gppeal by
any person or organization to a
— HCA: Van phong ching nhan Halal conformity assessment body relating
to the activities of that body (6.5 ISO
17000)
— QF: Form
— HCA: Halal Certification Agency
NOQI DUNG CONTENT

5.1  Tiép nhan khiéu nai, khang nghi: 5.1 Receiving appeals and complaints
Khach hang va cac bén lién quan c6 thé Clients and related parties can send
gui khiéu nai, khang nghi dén HC qua céc appeals and complaints to HCA through
kénh nhu dién thoai, fax, email, cong van, any mean like telephone, fax, email,
trao doi truc tiep. document, direct contact.

Nhén vién hanh chinh c6 trach nhiém tiép Admin staff is reponsible for collecting
nhan va ghi nhén théng tin vao s6 (@p and recording the information using the
dung mau QF04.01). from QF04.01.

5.2 Sau khi tiép nhan thong tin nhan vién 5.2 After receiving the information, admin
hanh chinh thong béao cho lanh dao HCA staff informs HCA director in order to
deé co6 bién phap xur ly. have solution.

DPdng thoi khi tiép nhan khiéu nai, khang At the same time, informs the appealant
nghi nhan vién hanh chinh thdng béao cho and/or complainant of receiving the
bén khicu nai, khang nghi biét. information.
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5.3

B6 tri nguoi xir 1y khiéu nai, khang nghi:

Can ctr trén ndi dung khang nghi, khiéu
nai, Giam doc HCA bd tri nguoi xir 1y
dam bao nguyén tic ngwdi xir ly phai
doc lap, khong lién quan véi ndi dung

5.3

Appoint peole to resolve:

Based on the nature of appeal and
complaint, HCA director appoints people
to resolve ensuring people appointed
must be independent, not related to the

khang nghi, khiéu nai. contents of the appeal, complaint.

54 Diéu tra, xir 1y khiéu nai, khang nghi: 5.4 Investigation and handling of complaints,

Viéc di€u tra xu ly phai dam bao khach appeals: The investigation has to be
quan, minh bach, khong dan dén nhimng objectivity and transparency, do not lead
phéan biét doi xir vdi bén khi€u nai, khang to discrimination with the complainant or
nghi. appellant.
Néu ndi dung khiéu nai, khéang nghi la If the contents of the complaint or appeal
dung phai tien hanh phén tich nguyén are true, the process of cause analysis
nhan va thuc hién cac bién phap khic and corrective action must be carried out
phuc (QF08.01). (QF08.01).

5.5 Thong bao két qua: Két qua xur 1y khang 5.5 Announcement of results: The results of
nghi, khicu nai phai duogc thong bao cu handling complaint, appeal have to be
thé vai bén khiéu nai, khang nghi. informed to the complainant or appellant.
Nhan vién hanh chinh c6 trach nhiém Admin staff shall notify the results of
thong bao ket qua xur 1y khi€u nai, khang handling complaints and appeal to the
nghi dén nguoi khi€u nai, khang nghi, ghi complainant, appellant, record the
nhan thong tin vao so theo doi xur 1y khiéu handling information (QF04.01) and
nai, khang nghi (QF04.01) va luu gitr maintain the relevant records.
nhiing ho so lién quan.

10.  HO SO/ RECORD

Stt Tén ho6 so/ Name of record M3 higu Noi luu Thoi gian luu

No Code Kept by Retention time

1. | S6 theo ddi xir Iy khiéu nai, khang nghi QF04.01 Admin 6 nam/ years
Monitoring appeal, complaint handling staff

2. Hb so lién quan dén cac vu khiéu nai, Admin 6 nam/ years
khang nghi staff
Record related to the appeals,
complaints
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