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Ban auvin: Quy trinh nay khong dugc sao chep duai bdt ky hinh thuc ndo niu chua dugc su chdp thuan ciia Dgi 
dien chat lucms. 
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s d Ti r P H A P D A K L A K 
Ky nieu. i r-5> I U L 
Lan ban hanh: 01 s d Ti r P H A P D A K L A K SO TAY CHAT Ll/ONG 
Ky nieu. i r-5> I U L 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

T I N H T R A N G S I / A D O I / B O S U N G 

Phan sua 
•> 

doi 
Noi dung sua doi —_ 

Lan sua doi 
Ngay 

ban banb 

2.2.1 Tieu chuan ap dung va giai nan 02 1 ^ /O /'A A 1 
15/3/2012 

7.4 Mua hang 01 15/3/2012 

2.1 Lich sur hinh thanh cua Sd Tu phap tinh Dak Lak 02 30/5/2016 

2.2.2 Pham vi ap dung He thong QLCL 03 30/5/2016 

5.5 Trach nhiem quyen han va trao doi thdng tin (So 
uo 10 cxiiTC OU iiT pnap tinn faK î aKj 

03 30/5/2016 

Ban auvin: Quy trinh nay khong dugc sao chip du&i bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua 2 
Dgi dien chat lugng. 





s d Tir PHAP DAKLAK SO TAY CHAT H/ONG 
Ky hieu: TP-STCL 
Lin ban hanh: 01 
Ngay ban hanh: 20/9/2009 

MUC LUC 

CHirOfNG 1: TONG QUAT 
1.1. Trang bia 
1.2. Tinh trang sua ddi/bo sung 
1.3. Muc luc 
1.4. Cac dinh nghia, chu viet tat 

CHirONG 2: G i d l THIEU VE Sd T U PHAP DAK LAK 
2.1. Lich su hinh thanh ca quan 

2.2. Tieu chuin va pham vi ap dung he thdng quan ly chat lugng 

CHirONG 3: NHlTNG YEU CAU YE YIEC KIEM SOAT SO TAY CHAT LlTONG 
CHirONG 4: HE THONG QUAN LY CHAT LlTONG 

4.1. Yeu cau chung 
4.2. Yeu ciu v6 he thdng tai lieu 

CHITONG 5: TRACH NHIEM CUA LANH DAO 
5.1. Cam ket cua lanh dao 
5.2. Hudng vao khach hang 
5.3. Chinh sach chit lugng 
5.4. Hoach dinh 
5.5. Trach nhiem quydn han va trao ddi thdng tin 
5.6. Xem xet cua lanh dao 

CHlTONG 6: QUAN LY NGUON LlTC 
6.1. Cung cap ngudn lire 
6.2. Ngudn nhan luc 
6.3. Co sd ha tang 
6.4. Mdi trudng lam vice 

CHlTONG 7: TAO SAN PHAM 
7.1. Hoach dinh vice tao san pham 
7.2. Cac qua trinh lien quan din khach hang 
7.3. Thilt k l va tr i ln khai (khdng ap dung) 
7.4. Mua hang 
7.5. San xuit va cung ung 

7.5.1. K i l m soat hgat ddng quan ly Nha nude va cung cap dich vu. 
7.5.2. Xac nhan gia tri su dung (Khdng ap dung) 
7.5.3. Nhan bilt va truy tim ngudn gdc 
7.5.4. Tai san cua khach hang 
7.5.5. Bao toan san pham 

Ban (luyen: Quy trinh nay khong dugc sao chep duai bdt ky hinh thuc nao neu chua dugc su chdp thugn cua 3 
Dgi dien chat lugng. 



s d Tir PHAP DAKLAK 
X v hipir T P - S T C T 
Lin ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT LlTONC 
X v hipir T P - S T C T 
Lin ban hanh: 01 SO TAY CHAT LlTONC 
Ngay ban hanh: 20/9/2009 

7.6. K i l m soat thilt bi theo doi va do ludng. (Khong ap dung) 

CHirONG 8: DO LlTdNG PHAN TICH VA CAI TIEN 
8.1. Khai quat 
8.2. Theo doi va do ludng 

8.2.1. Sir thoa man ciia khach hang 
8.2.2. Danh gia chat lugng ngi bg 
8.2.3. Theo doi va do ludng qua trinh 
8.2.4. Theo doi va do ludng san phim 

8.3. K i l m soat san phim khong phu hgp 
8.4. Phan tich du lieu 
8.5. Cai t i ln 

8.5.1. Cai tien thudng xuyen 
8.5.2. Hanh dong khac phuc 
8.5.3. Hanh dong phdng ngua 

Ban quyen: Quy trinh nay khong dugc sao chep duai bdt hy hlnh thuc ndo neu chua dugc su chdp thugn cua 4 
Dgi dlgn chdt lugng. 



s d Tir P H A P D A K L A K SO TAY CHAT Ll/ONC 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

1.4. C A C D I N H N G H I A V A C H U V I E T T A T : 

•HTQLCL 

•TP 

QT 

GD 

DDCL 

TBP 

KHACH HANG 

TTKSTL 

CB, CC 

VC 

TKTL 

He thong quan ly chat lugng. 

Sd Tu phap Dak Lak. 

Quy trinh. 

Giam doc Sd. 

Dai dien lanh dao chiu trach nhiem v l chit lugng. 

Trudng phong, Bg phan thuoc ca quan. 

La cac to chuc/ca nhan c6 yeu cau giai quyet cong vice. 

Trung tam kiem soat tai lieu. 

Can bg, cong chuc. 

Vien chuc. 

Thu ky tai lieu cua Trung tam ki lm soat tai lieu/Thu ky ISO. 

Ban quyin: Quy trinh nay khong dugc sao chep dual bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua 
Dgi dien chdt lugng. 
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s d Tir P H A P D A K L A K 
ivy nicu, ir-oiv^L' 
Lin ban hanh: 01 s d Tir P H A P D A K L A K SO TAY CHAT Ll/ONG 
ivy nicu, ir-oiv^L' 
Lin ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

CHirONG 2: G i d l T H I E L V E Sd T L P H A P TINH D A K L A K 

2.1. L I C H s d H I N H T H A N H C L A Sd T L P H A P T I N H D A K L A K : 

Sa Tu phap Dak Lak dugc thanh lap theo Quylt dinh s6 356/QD- UB ngay 02/5/1982 

cua UBND tinh Dak Lak vdi co ciu t6 chuc, bg may gdm 03 phdng chuyen mdn, 11 can bd 

didu ddng td Ban phap chd cua UBND tinh va can bd tu cac Sd, nganh. Qua 27 nam hinh 

thanh va phat triln, din nay, td chuc bd may cua nganh Tu phap Dak Lak dugc xay dung, 

cung cd tu tinh din cip huyen, cip xa va vdi mot ddi ngu can bd, cdng chuc, vien chuc c6 
7 I 

trinh do chuyen mdn nghiep vu, co ban linh chinh tri, nang luc cdng tac, pham chat, dao due 

tdt du sue dap ung yeu ciu nhiem vu. Bd may co quan Sd Tu phap Dak Lak bao gdm 

phdng, trung tam vdi 89 can bd, cdng chiic, vien chiic; 15 Phdng Tu phap cap huyen cd 66 

can bd, cdng chiic; tdng sd can bd tu phap - hd tich ciia 184 xa, phudng, thi tran la 280 

ngudi, trong do: 90 xa, phudng, thi trin co 02 can bd tu phap - hd tich, 03 xa, phudng, thi 

trin CO 03 can bd tu phap - hd tich, 91 xa, phudng, thi trin cd 01 can bd tu phap - hd tich. 

Trong nhung nam qua, Sd Tu phap Dak Lak da tap trung ciing cd, xay dung v l td 

chiic bd may can bd, vira trien khai thuc hien cac nhiem vu chuyen mdn dugc giao va ngay 

cang khing dinh dugc vi tri cua nganh trong bd may Nha nude d dia phuong, gdp phin cung 

cac sd, nganh, dia phuong thuc hien hoan thanh cac muc tieu kinh te - xa hdi, dam bao an 

ninh qudc phdng, tung budc nang cao hieu luc quan ly ciia Nha nude bing phap luat, tang 

cudng phap che xa hdi chii nghia, tao dugc nilm tin va chd dua vung chic v l mat phap ly 

ciia nhan dan cac dan too tren dia ban tinh. Trong qua trinh boat ddng, Sd Tu phap da dugc 

UBND tinh, Bd Tu phap tang nhieu BSng khcn, Cd thi dua xuit sic, dugc Chinh phii tang 

Bing khcn nam 1996 va dugc Chii tich nude trao tang Kuan chuong lao ddng hang Ba nam 

2002, Huan chuong lao ddng Nhi nam 2007, Huan chuong lao ddng hang Nhit nam 2012 v l 

nhung thanli tich xuat sac trong cdng tac... 

2.2. T I E L C H L A N V A P H A M V I A P D L N G H T Q L C L : 

2.2.1. Tieu chuan ap dung va gidl han. 

^ Sd tay chit lugng nay md ta toan bd boat ddng ciia Sd Tu phap Dak Lak phu hgp vdi 
yeu cau ciia: 

T C V N I S O 9001 : 2008 HE T H O N G QUAN LY C H A t L U O N G - CAC YEU CAu. 

Ban quyen: Quy trinh nay khong dugc sao chep duai bdt ky hinh thiic ndo neu chua dugc su chdp thugn cua 6 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

Hoat dong cua So Tu phap Dak Lak khong bao gom cac yeu cau: 
- 7.3. Thilt k l va phat triln: Sd Tu phap tinh Dak Lak la co quan quan ly Nha nude 

cac cong vice dugc thuc hien theo cac quy dinh cua phap luat nen Sd khong ap dung dieu 
khoan nay. 

- 7.5.2. Xac nhan gia tri su dung: Sd Tu phap Dak Lak chua co qua trinh cung cap 
dich vu nao dac biet ma khong thi ki lm soat nen chua ap dung yeu cau nay. 

- 7.6. Kiem soat thiet hi theo doi va do ludng: Sd Tu phap Dak Lak khong su sung 
cac thilt bi theo doi do ludng trong cac hgat dong chuc nang nen khong ap dung Di lu khoan 
nay. 

2.2.2. Pham vi ap dung H T Q L C L : 

He thing chit lugng trinh bay trong Sl tay chat lugng nay bao g im cac boat dong 
quan ly Nha nude va cung cap dich vu do Sd Tu phap Dak Lak thuc hien: 

- Hoat dong chitc nang cua Van phong (05 quy trinh): 

+ Quy trinh xet thi dua khen thudng; 

+ Quy trinh dao tao, boi duong can bo, cong chuc, vien chiic; 

+ Quy trinh xay dung ke hoach hang nam; 

+ Quy trinh xay dung bao cao tong hgp dinh ky; 

+ Quy trinh kiem soat boat dong chiic nang ciia Van phdng Sd. 

- Hoat dong tham dinh, kiem tra van ban quy pham phap luat (03 quy trinh): 

+ Quy trinh tham dinh van ban quy pham phap luat; 

+ Quy trinh tu kiem tra van ban quy pham phap luat; 
7 7 > 

+ Quy trinh kiem tra van ban quy pham phap luat theo tham quyen. 

- Hoat dong xay dirng va phat hanh tai lieu tuyen truyen phap luat (02 quy 

trinh): 

+ Quy trinh bien soan tai lieu phap luat; 

+ Quy trinh xay dung Ban tin Tu phap. 

- Hoat dong gidl quyet khieu nai, to cao (03 quy trinh): 

+ Quy trinh giai quyet khieu nai lan dau; 

+ Quy trinh giai quyet khieu nai lan hai; 
r r 

+ Quy trinh giai quyet to cao. 

Biin Qiiyin: Quy trinh nay khdng dugc sao chep du&i bdt ky hinh thuc nao neu chua dugc su chdp thugn cua 7 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Ldn ban hanh: 01 
Ngay ban hanh: 20/9/2009 

- Giai quyet cac yeu c&u ve hanh chinh tir phap (13 quy trinh): 

+ Quy trinh thu tuc cap Giay xac nhan co quoc tich Viet Nam; 

+ Quy trinh thu tuc cap Gily xac nhan la ngudi goc Viet Nam; 

+ Quy trinh thu tuc thoi qu6c tich Viet Nam; 

+ Quy trinh thu tuc trd lai quoc tich Viet Nam; 

+ Quy trinh thii tuc nhap quoc tich Viet Nam; 

+ Quy trinh thu tuc dang ky nuoi con nuoi c6 yeu to nude ngoai (doi vdi trudng 
hap ngudi nude ngoai thudng tru tai Viet Nam nhan tre em Viet Nam lam con nuoi); 

+ Quy trinh thu tuc xac nhan cong dan Viet Nam thudng tru d khu vuc bien gidi du 
dieu kien nhan tre em ciia nude lang gieng cu tni d khu vuc bien gidi lam con nuoi; 

r r 

+ Quy trinh thii tuc dang ky lai vice nuoi con nuoi cd yeu td nude ngoai; 

+ Quy trinh thii tuc cap ban sao giay td ho tich tu so ho tich; 

+ Quy trinh cap Phieu ly lich tu phap (do cd nhan yeu cau); 
+ Quy trinh cap Phieu ly lich tu phap sd 1 do ca nhan yeu cau trong trudng hgp liy 

quyen va ca nhan la cha, me ciia ngudi chua thanh nien yeu cau cap Phieu ly lich tu phap 
so 2; 

+ Quy trinh cap Phieu ly lich tu phap s6 1 (do ca quan nha nude, to chuc chinh tri, 
to chitc chinh tri - xa hoi yeu cau); 

+ Quy trinh cap Phieu ly lich tu phap sd 2 (do ca quan tien hanh to tung yeu cau). 
tr ^ > ^ 

- Gidi quyet cac yeu cau ve bd tra tir phap (69 quy trinh): 

+ Quy trinh thii tuc dang ky hoat dong ciia Van phdng luat su; 

+ Quy trinh thii tuc dang ky hoat dong ciia Cdng ty luat hgp danh hoac Cdng ty 
luat Trach nhiem huu han (TNHH); 

+ Quy trinh thii tuc chuyin doi Cdng ty luat TNHH va Cdng ty luat hgp danh; 

+ Quy trinh thii tuc thay ddi ngudi dai dien theo phap luat ciia Van phdng luat su, 
Cdng ty luat TNHH mot thanh vien, Cdng ty luat TNHH hai thanh vien trd len, Cdng ty 
hgp danh; 

+ Quy trinh thii tuc chuyen doi Van phdng luat su thanh Cdng ty luat; 

Ban quyen: Quy trinh nciy khong dugc sao chep duai bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua 8 
Dgi dien chdt lugng. 



SOfTir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

+ Quy trinh thii tuc dang ky thay doi noi dung dang ky hoat dong ciia to chiic hanh 
nghe luat su; 

+ Quy trinh thii tuc cap Giay dang ky hoat dong ciia chi nhanh to chiic hanh nghe 
luat su; 

+ Quy trinh thii tuc dang ky hanh nghe luat su vai tu each ca nhan; 

+ Quy trinh thii tuc cap Giay dang ky hoat dong cho chi nhanh ciia to chiic hanh 
nghe luat su nuac ngoai; 

+ Quy trinh thii tuc cap Giay dang ky hoat dong cho Cong ty TNHH mot tram phdn 
tram von nuac ngoai, Cong ty luat TNHH dudi hinh thiic lien doanh; 

+ Quy trinh thii tuc cap Giay dang ky hoat dong cho chi nhanh ciia Cdng ty luat 
nude ngoai; 

r r 

+ Quy trinh thii tuc cap lai Giay dang ky hoat ddng ciia chi nhanh, Cdng ty luat 
nude ngoai do bi mat, bi rach, bi chay hoac vi ly do khac khdng cd y; 

+ Quy trinh thii tuc dang ky hoat ddng Van phong giao dich ciia td chiic hanh nghe 
luat su; 

+ Quy trinh thii tuc thay ddi noi dung Giay dang ky hoat ddng ciia chi nhanh ciia td 
chiic hanh nghe luat su, Cdng ty luat nude ngoai; 

+ Quy trinh thii tuc cap lai Giay dang ky hoat ddng cho td chiic hanh nghe luat su 
do bi mat, bi rach, bi chay hoac bi thieu hiiy dudi hinh thiic khac; 

+ Quy trinh thii tuc hgp nhat Cdng ty luat; 

+ Quy trinh thii tuc sap nhap Cdng ty luat; 

+ Quy trinh thii tuc dang ky hoat ddng ciia Trung tam tu van phap luat; 

+ Quy trinh thii tuc dang ky hoat ddng ciia Chi nhanh Trung tam tu vdn phap luat; 
7 r 

+ Quy trinh thii tuc thay ddi ngi dung dang ky hoat ddng ciia Trung tam tu van 
phap luat, chi nhanh; 

+ Quy trinh thii tuc cap the tu van vien phap luat; 

+ Quy trinh thii tuc cip lai the tu van vien phap luat; 

+ Quy trinh thii tuc dang ky hoat ddng ciia Trung tam trong tai; 

+ Quy trinh thii tuc dang ky hoat ddng ciia Chi nhanh Trung tam trgng tai; 

Bim quyin: Quy trinh nay khong dugc sao chep duai bdt ky hinh thuc ndo niu chua dugc su chdp thugn cua 9 
Dgi dien chdt lugng. 



sd Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lan ban hanh: 01 sd Tir PHAP DAKLAK SO TAY CHAT LlTONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 SO TAY CHAT LlTONG 
Ngay ban hanh: 20/9/2009 

+ Quy trinh thu tuc dang ky hoat dong ciia Chi nhanh to chiic trong tai nuac ngoai 

tai Viet Nam; 

+ Quy trinh thii tuc thay doi noi dung Gidy dang ky hoat dong ciia Trung tam trong 
tai, Chi nhanh Trung tam trong tai, Chi nhanh ciia to chiic trong tai nude ngoai tai Viet 
Nam; 

+ Quy trinh thu tuc cap lai Gidy dang ky hoat dong ciia Trung tam trong tai, Chi 
nhanh Trung tam trong tai, Chi nhanh ciia to chiic trong tai nude ngoai tai Viet Nam; 

+ Quy trinh thii tuc dang ky danh sach dau gia vien, thay doi, bd sung danh sach 
dau gia vien; 

+ Quy trinh thii tuc thanh lap Van phdng giam dinh tu phap; 

+ Quy trinh thii tuc dang ky hoat dong Van phong giam dinh tu phap; 

+ Quy trinh thii tuc chuyen doi loai hinh Van phdng giam dinh tu phap; 

+ Quy trinh thii tuc dang ky hoat dong khi chuyin d6i loai hinh Van phong giam 
dinh tu phap; 

+ Quy trinh thii tuc thay ddi, bo sung ITnh vuc giam dinh tu phap ciia Van phong 
giam dinh tu phap; 

+ Quy trinh cap lai Giay dang ky hoat dong ciia Van phong giam dinh tu phap doi 
vdi trudng hgp thay d l i ngi dung dang ky hoat dong: ten ggi, dia chi tru sd, ngudi dai 
dien theo phap luat ciia Van phong, danh sach thanh vien hgp danh; 

+ Quy trinh thii tuc thay ddi, bo sung ITnh vuc giam dinh tu phap ciia Van phong 
giam dinh tu phap; 

+ Quy trinh thii tuc cap lai Giiy dang ky hoat dong ciia Van phong giam dinh tu 
phap (trudng hgp hi hu hong hoac hi mat); 

+ Quy trinh thii tuc bo nhiem cdng chiing vien; 

+ Quy trinh thii tuc d p lai the cong chiing vien; 

+ Quy trinh thii tuc thanh lap Van phong cong chiing; 

+ Quy trinh thii tuc dang ky hoat dong Van phong cdng chung; 

+ Quy trinh thii tuc chuyen ddi Van phdng cdng chiing do mot cdng chiing vien 
thanh lap; 

+ Quy trinh thii tuc dang ky hoat ddng ciia Van phdng cdng chiing chuyen ddi; 

Ban quyin: Quy trinh nay khdng dugc sao chep duai bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua \ 0 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK SO TAY CHAT LlTONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

+ Quy trinh thu tuc dang ky tap su hanh nghe cong chung; 

+ Quy trinh thii tuc thay doi nai tap sir hanh nghe cong chiing sang to chiic khac 
trong tinh; 

+ Quy trinh thii tuc thay ddi noi tap su hanh nghd cdng chiing sang td chiic hanh 
nghd cdng chiing tai tinh, thanh phd true thuoc Trung uong khac; 

+ Quy trinh thii tuc dang ky tap su hanh nghe cdng chiing trudng hgp ngudi tap su 
thay ddi noi tap su hanh nghe cdng chiing tu tinh, thanh phd true thudc Trung uong khac 
sang td chiic hanh nghe cdng chiing trong tinh; 

+ Quy trinh thii tuc cham diit tap su hanh nghe cdng chiing; 

+ Quy trinh thii tuc dang ky tap sir lai hanh nghe cdng chiing sau khi cham diit tap 
su hanh nghe cdng chiing; 

+ Quy trinh thii tuc tir chdi hudng dan tap su hanh nghe cdng chiing (trudng hgp to 
chuc hanh nghe cong chung khong c6 cong chung vien khac du dieu kien hudng dan tap 
su); 

+ Quy trinh thu tuc thay ddi cdng chung vien hudng dan tap sir trong trudng hgp 
ngudi tap sir de nghi thay ddi; 

+ Quy trinh thu tuc thay doi cdng chiing vien hudng dan tap sir trong trudng hgp td 
chiic hanh nghd cdng chiing nhan tap sir tam ngimg hoat ddng, cham diit hoat ddng hoac 
bi chuyen ddi, giai the; 

7 ^ A 

+ Quy trinh thii tuc dang ky tham du kiem tra ket qua tap su hanh nghe cdng 
chiing; 

+ Quy trinh thii tuc dang ky hanh nghe va cdp the cdng chiing vien; 

+ Quy trinh thii tuc xoa dang ky hanh nghe ciia cdng chiing vien; 

+ Quy trinh thii tuc thay ddi ngi dung dang ky hoat ddng ciia Van phdng cdng 
chiing; 

+ Quy trinh thii tuc hgp nhat Van phdng cdng chiing; 

+ Quy trinh thii tuc dang ky hoat ddng Van phong cdng chiing hgp nhat; 

+ Quy trinh thii tuc sap nhap Van phdng cdng chiing; 

+ Quy trinh thii tuc thay ddi ngi dung dang ky hoat ddng ciia Van phdng cdng 
chiing nhan sap nhap; 

Ban quyin: Quy trinh nay khong dugc sao chep dual bdt ky hlnh thuc ndo neu chua dugc su chdp thugn cua 11 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Ldn ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT LlTONG 
Ky hieu: TP-STCL 
Ldn ban hanh: 01 SO TAY CHAT LlTONG 
Ngay ban hanh: 20/9/2009 

+ Quy trinh thii tuc chuyen nhugng Van phong cong chung; 

+ Quy trinh thii tuc thay ddi noi dung dang ky hoat ddng ciia Van phdng cdng 
chiing dugc chuyen nhugng; 

+ Quy trinh thii tuc thanh lap Hdi cdng chiing vien; 

+ Quy trinh thii tuc bd nhiem lai cdng chiing vien; 

+ Quy trinh thii tuc dang ky hanh nghe quan ly, thanh ly tai san vai tu each ca 
nhan; 

+ Quy trinh thii tuc chlm diit hanh nghd quan ly, thanh ly tai san vdi tu each ca 
nhan; 

+ Quy trinh thii tuc thay ddi thanh vien hgp danh ciia Cdng ty hgp danh hoac thay 
doi chii doanh nghiep tu nhan ciia doanh nghiep quan ly, thanh ly tai san; 

+ Quy trinh thii tuc dang ky hanh nghe quan ly, thanh ly tai san ddi vdi doanh 
nghiep quan ly, thanh ly tai san; 

+ Quy trinh thii tuc thay ddi thdng tin dang ky hanh nghe ciia Quan tai vien; 

+ Quy trinh thii tuc thay ddi thdng tin dang ky hanh nghe ciia doanh nghiep quan 
ly, thanh ly tai san. 

2.2.3. Dia chi Sd Tu phap Dak Lak: Duong Trudng Chinh, thanh phd Budn Ma 
Thudt, tinh Dak Lak. 

Dienthoai: (0500)3955.726 

Fax: (0500) 3950.748 

Email: tuphap(g)daklak.gov.vn: sotuphapdaklak(g)gmail.com 

Ban quyin: Quy trinh nay khong dugc sao chip duai bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua 
Dgi dien chdt lugng. 
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SOf Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lin ban hanh: 01 
Ngay ban hanh: 20/9/2009 

CHirONG 3: N H L T N G Y E U C A U V E V I E C K I E M S O A T 
SO T A Y C H A T LlTONG 

3.1. P H A N P H O I : 

So tay chat lirgng nay chi dugc phan phoi cho cac bg phan trong pham vi Sd Tu phap 
Dak Lak va T6 chuc chung nhan va day la "TAI LIEU KIEM SCAT'. 

Theo yeu cau va neu dugc sir chap nhan ciia Giam doc Sd Tu phap, Dai dien chdt 
lugng, ban sao ciia So tay chat lugng se dugc cung cap cho khach hang hoac cac to chiic co 
lien quan, nhung ban sao nay la " f A l LIEU KHONG KIEM S O A T " . 

3.2. S C A T X E T : 

Khi cd yeu cau vice soat xet tung phan hay toan bg So tay chat lugng se dugc thuc 
hien nham phan anh nhung thay doi ve to chiic. Chinh sach hoac boat dong quan ly chat 
lugng cua Sd Tu phap Dak Lak. M6i trang thay doi phai dugc nhan dang qua each danh so 
va ghi ngay thay doi. So Ian thay ddi phai tuan tu tang len I va bat dau bang sd I cho Ian thay 
ddi dau tien. 

Ghi chep v l su thay ddi/bd sung dugc thi hien va luu giu trong hd so theo doi diln 
bien ciia tai lieu. 

3.3. B A N H A N H L A I : 

Khi cdn thilt, toan bd ngi dung ciia Sd tay chat lugng hoac mot phan Sd tay chat 
lugng se dugc ban hanh lai. Mdi tai lieu mdi se dugc danh sd ban hanh bat dau tu sd I . 

Ban quyin: Quy trinh nay khdng dugc sao chep duai bdt ky hinh thiic ndo neu chua dugc su chdp thugn cua \ 3 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK 
Kynieu: i F - b l C L 
Lan ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Kynieu: i F - b l C L 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

CHirONG 4: HE THONG QUAN L Y CHAT LlTONG 

4.1. YEU CAU CHUNG: 

- Chinh sach: 

Sd Tu phap Dak Lak xay dung, van ban hoa he thing Quan ly chit lugng, th i hien 
dugc cac boat dong quan ly Nha nude va cung d p dich vu cong va thudng xuyen nang cao 
hieu luc cua he thing theo yeu cau cua Tieu chuln. 

- Bien phap thuc hien: 

Sd Tu phap Dak Lak dam bao xay dung mot HTQLCL tren co sd: 

+ Nhan bilt cac qua trinh d n thilt trong HTQLCL, xac dinh mot tuong tac va trinh tu 
cua cac qua trinh cung nhu ap dung trong boat dong cua Sd Tu phap Dak Lak. 

+ Xac dinh cac chuan muc va phuong phap can thiet de dam bao vice van hanh va 
ki lm soat cac qua trinh mot each hieu luc. 

+ Sir sin cd cua cac nguin luc va thong tin d n thilt d l h i trg cac boat dong va theo 
doi cac qua trinh. 

+ Do ludng, theo doi, phan tich cac qua trinh. 

+ Thuc hien cac hanh dong can thilt d l dat dugc muc tieu chit lugng va cd bien phap 
cai t i ln cac qua trinh. 

Khi CO yeu cau chgn nguon luc ben ngoai de thuc hien qua trinh, Sd Tu phap Dak Lak 
dam bao co bien phap thich hgp de kiem soat dugc cac qua trinh do. 

- Tai lieu tham chieu: 

+ Bang tham chilu cac quy trinh thugc HTQLCL (xem Phu luc 1). 

+ Toan bg cac tai lieu thugc HTQLCL ciia Sd Tu phap Dak Lak. 
4.2. YEU CAU VE HE THONG TAX LIEU: 
4.2.1. Khai quat: 
4.2.2. So tay chat lugng: 
- Chinh sach: 
Sd Tu phap Dak Lak thuc hi |n mot HTQLCL cd hieu qua d l thuc thi chinh sach chit 

lugng va dat dugc cac muc tieu chit lugng nhlm dam bao chit lugng san phIm do Sd Tu 
phap Dak Lak cung cap thoa man dugc yeu ciu ciia khach hang. 

- Bien phap thuc hien: 
Sd Tu phap Dak Lak dam bao thuc hien mot HTQLCL bao gIm: 
+ So tay chit lugng: d l xac dinh chinh sach va cac muc tieu chit lugng ciia Sd Tu 

phap Dak Lak, co cau t l chiic v l HTQLCL va vice quy dinh trach nhiem, quyin han ciia cac 
chiic danh quan ly, ddng thdi dan chieu den cac tai lieu dugc xay dung va duy tri trong he 
thing. 

Ban quyen: Quy trinh nay khdng dugc sao chep duai bdt ky hinh thirc ndo neu chua dugc su chdp thugn ciia 14 
Dgi dien chdt lugng. 



SOf Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: 1 r-S 1LL 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

+ Tai lieu cin thilt: bao gIm cac quy trinh chat luong theo quy dinh cua tieu chuin va 
cac quy trinh de dam bao boat dong va kiem soat co hieu luc cac qua trinh da xac dinh. 

+ Huong dan cong vice, cac quy dinh: the hien cac yeu cau ve ky nang, hudng dan cu 
the vice thuc hien cho tung boat dong va cac tieu chuan phai tuan thu. 

+ Hd so chat lugng: bao gdm cac bien ban, ghi chep, phieu kiem tra dugc thu thap va 
duy tri de chung minh hieu qua cua HTCL. 

Khi can thiet hoac do yen can cua khach hang, Sd Tu phap Dak Lak se xay dung va 
thuc hien k l hoach chat lugng d l dam bao dap ung day du cac yen cau cua khach hang. 

- Tai lieu tham chieu: 
+ Cac quy trinh thugc HTQLCL. 
+ TP-STCL phln 4.2.3 K i l m soat tai lieu. 
+ TP-STCL phln 4.2.4 K i l m scat hd so. 
4.2.3. Kiem soat tai lieu: 
- Chinh sach: 
Sd Tu phap Dak Lak dam bao rang tat ca cac tai lieu ngi bg va tai lieu c6 ngudn gdc 

tu ben ngoai lien quan den cac yeu can cua HTQLCL phai dugc kiem scat, san cd khi can 
cho vice su dung. 

- Bien phap thuc hien: 
Sd Tu phap Dak Lak dam bao xay dung va duy tri vice thuc hien quy trinh de xac 

dinh vice kiem soat nham: 
+ Xem xet va phe duyet tai lieu v l su phu hgp trudc khi chinh thuc ban hanh. 
+ Xem xet, bd sung/sua ddi khi can thiet va tai phe duyet tai lieu. 
+ Dam bao nhan biet dugc cac thay ddi va tinh trang bd sung/sua ddi cua cac tai lieu 

hien hanh, ddng thdi cd bien phap ngan ngua vice v6 tinh su dung cac tai lieu Idi thdi bang 
cac diu hieu thich hgp thi hien dung muc dich quan ly (kilm soat, khdng kiem soat, loi thdi). 

+ Dam bao tai lieu san co d noi can thiet. 
+ Dam bao su nhan bilt qua vice ky hieu tai lieu. 
+ Dam bao cac tai lieu co ngudn gdc ben ngoai dugc xac dinh va kiem soat vice phan 

phdi su dung. 
- Tai lieu tham chieu: 
TP-QT 4.2 K i l m scat tai lieu va hd so. 

4.2.4. Kiem soat hd so: 
- Chinh sach: 

Sd Tu phap Dak Lak dam bao duy tri dly du cac hd so chit lugng d l cung cip bang 
chung v l su phu hgp vdi cac yeu ciu va hieu qua cua boat ddng cung ung san pham lien 
quan din HTQLCL. 

- Bien phap thuc hien: 

Ban quyin: Quy trinh nay khdng dugc sao chip du&i bdt ky hinh thiic ndo niu chua dugc su chdp thugn cua \ 5 
Dgi dien chdt lugng. 



SOf Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lin ban hanh: 01 SOf Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lin ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

- So Tu phap Dak Lak xay dung va duy tri viec thuc hien cac quy trinh da thanh van 
ban da nhan bilt, thu thap, lap thu muc, bao quan, su dung, xac dinh thdi ban luu giu va buy 
bd cac hd so chat lugng qua ban quy dinh. 

- Ti t ca cac hd so chit lugng phai ro rang, d l nhan bilt, d l su dung cd thi xac dinh 
dugc san pham cung cap, qua trinh cung ung hay cac phuong tien luu giu chuyen tai thdng 
tin khac. 

- Danh muc hd so chit lugng thilt lap tai tung bd phan cung nhu tai TTKSTL cua Sd 
Tu phap Dak Lak; ddng thdi, xac dinh ngudi chiu trach nhiem kiem soat, ngudi luu giu cho 
tung loai hd so. 

- Tai lieu tham chieu: 

TP-QT 4,2 Kiem scat tai lieu va hd so. 

Ban auvin: Quy trinh nay khdng dugc sao chep du&i bdt ky hinh thirc ndo niu chua dugc su chdp thugn cua 
Dgi dien chdt lugng. 16 



s d Tl/PHAP DAKLAK S6 TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

CHlTONG 5: T R A C K NHIEM CUA LANH DAO 

5.1. C A M K E T C U A L A N H DAO: 

- Chinh sach: 

Giam die Sd Tu phap Dak Lak dam bao co cac blng chiing v l su cam k i t ddi vdi 
vice xay dung, thuc hien va duy tri HTQLCL cung nhu co chuong trinh cai tien thudng 
xuyen hieu luc ciia he thdng. 

- Bien phap thuc hien: 

Giam doc Sd Tu phap Dak Lak cam ket: 

+ Dam bao su thdng hieu ciia CBNV ve tam quan trgng ciia vice thoa man nhu cau 
khach hang cung nhu cac yeu cau ciia phap luat va che dinh. 

+ Xay dung chinh sach chat lugng va dam bao su thiu hilu trong toan th i can bg, 
cong chiic, vien chiic. 

+ Xay dung muc tieu chat lugng ciia Sd Tu phap Dak Lak va cac bg phan c6 lien quan 
din HTQLCL." 

+ Ti ln hanh vice xem xet ciia lanh dao theo dinh ky. 

+ Dam bao su san cd cac ngudn luc phu hgp vdi yeu cau boat ddng cung lingdich vu 
thugc HTQLCL. 

- Tai lieu tham chieu: 

+ TP-STCL phIn 5.3 Chinh sach chit lugng. 

+ Cac muc tieu chat lugng. 

+ TP-STCL phIn 5.6 Xem xet ciia lanh dao. 

+ TP-STCL phIn 5.5 Trach nhiem, quyen ban va trao ddi thdng tin. 

5.2. H L T O N G V A O K H A C H HANG: 

- Chinh sach: 

Giam doc Sd Tu phap Dak Lak dam bao cac yeu cau va mong dgi ciia khach hang se 
dugc xac dinh va dap ling d l khong ngung nang cao su hai long ciia khach hang qua cac san 
phIm do Sd Tu phap Dak Lak cung cap. 

- Bien phap thuc hien: 

Giam die Sd Tu phap Dak Lak dam bao cd cac bien phap thich hgp nham: 

+ Thdng hilu cac yeu ciu va mong dgi ciia khach hang v l dich vu do Sd Tu phap Dak 
Lak cung cap. 

+ Truyin dat cac thdng tin v l yeu ciu va mong dgi nay trong toan co quan. 

Ban quyin: Quy trinh nay khong dugc sao chip du&i bdt ky hinh thiic nao neu chua dugc su chdp thugn cua 17 
Dgi dien chdt lugng. 



S6 Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lin ban hanh: 01 S6 Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lin ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

+ Do ludng su thoa man cua khach hang va cac hoat ddng cung d p dich vu de danh 
gia muc do thuc hien muc tieu chat lugng. 

+ Dam bao can bg, cdng chuc, vien chuc cd du ki ln thuc va ky nang yen d u de thoa 
man khach hang. 

- Tai lieu tham chieu: 

+ TP-STCL phIn 7.2 Cac qua trinh lien quan din khach hang 

+ TP-STCL phln 8.2.1 Su thoa man cua khach hang. 

+ TP-STCL phIn 6.2.2 Nang luc, nhan thuc va dao tao. 

Ban auvin: Quy trinh nay khdng dugc sao chep duai bdt ky hlnh thuc nao niu chua dugc su chdp thugn ciia 
Dgi dien chdt lugng. 
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SOf Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

5.3. CHINH SACH CHAT LirgfNG: 

La CO* quan dai dien cho quan ly nha nude ve thuc thi phap luat va cung cap dich 
vu hanh chinh cong Imh vuc Tu phap tai tinh Dak Lak, vdi phuung cham: 

Sdng vd Idm viec theo Hien phap vdphap luat 

Ban Giam doc va toan the can bo, cong chuc, vien chuc Sd Tu phap cam ket: 

1. Cac hoat dong trong llnh vuc quan ly Nha nude va cung cap dich vn hanh 
chinh cong cua Sd Tu phap luon dugc quan ly hieu qua va on dinh ve chat lugng de 
lam nin tang cho su phat trien thong qua viec kiem soat va tuan thu phap luat. 

2. Thuc hien dong bo viec cai each hanh chinh, gan vdi doi mdi tu duy sang tao 
trong quan ly Nha nude; tang cudng long tin cua nhan dan vao phap luat va thu hiit 
dau tu phat trien kinh te - xa hoi cua cac thanh phan kinh te trong va ngoai nude. 

3. Can bo, cong chuc, vien chuc cua Sd T u phap luon duuc dao tao thich hup de 
dam bao co du nang luc, trinh do, pham chat dao due de hoan thanh tot nhiem vu. 

r r r 

4. Duy tri viec thuc hien va thudng xuyen cai tien He thong quan ly chat lugng 
phu hgp tieu chuln TCVN ISO 9001 : 2008, nham nang cao chat lugng, hieu qua cong 
viec. 

Ngay 20 thdng 9 nam 2009 
GIAM DOC 

Do Xuan Binli 

Ban quyin: Quy trinh nay khong dugc sao chep duai bdt ky hlnh thirc ndo neu chua dugc su chdp thugn cua 
Dgi dlgn chdt lugng. 
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SO Tir PHAP DAKLAK 
Ky nieu. i r - b l V L 
Lan ban hanh: 01 SO Tir PHAP DAKLAK SO TAY CHAT LlTONG 
Ky nieu. i r - b l V L 
Lan ban hanh: 01 SO TAY CHAT LlTONG 
Ngay ban hanh: 20/9/2009 

5.4. HOACH DINH: 

5.4.1. Muc tieu chit lugng: 
- Chinh sach: 
Giam die Sd Tu phap Dak Lak dam bao Muc tieu chit lugng nhIt quan vdi chinh 

sach chit lugng cua Sd Tu phap Dak Lak va do la trgng tam cua nhung n6 luc cai t i ln chit 
lugng trong boat dong quan ly nha nude va cung d p dich vu. 

- Bien phap thuc hien: 

Giam die Sd Tu phap Dak Lak dam bao: 

+ Muc tieu chit lugng dugc thilt lap tai tung bg phan va tuong ung vdi nhiem vu 
chuc nang dugc giao. 

+ Muc tieu chit lugng phai do ludng dugc va phai dugc xem xet cd he thong va scat 
xet khi d n thilt. 

- Tai lieu tham chieu: 

Muc tieu chit lugng cua Sd Tu phap Dak Lak va cua cac bg phan. 

5.4.2. Hoach dinh He thing quan ly chat lugng: 
- Chinh sach: 

Sd Tu phap Dak Lak dam bao cd cac bien phap d l xac dinh each thuc dap ung cac 
yeu d u cua HTQLCL cung nhu cac muc tieu chat lugng. 

- Bien phap thuc hien: 

Sd Tu phap Dak Lak cam ket thuc hien: 

+ Cd bien phap d l ki lm scat cac qua trinh quan ly Nha nude va cung d p dich vu din 
td chuc, ca nhan, xem xet su phu hop v l ngudn luc, ky nang d n thilt cua can bd, cdng chiic, 
vien chiic d l dap ling cac yeu cau v l chit lugng. 

+ Dam bao can bd, cdng chiic, vien chiic ma boat ddng cd lien quan din chit lugng 
phai hilu ro cac yeu cau ve cdng vice do Sd Tu phap Dak Lak cung d p . 

+ Tinh nhIt quan cua HTQLCL dugc duy tri ngay ca nhung thay ddi vdi HTQLCL 
dugc xay dung va thuc hien. 

- Tai lieu tham chieu: 

+ TP-STCL phan 7.5.1 K i l m scat qua trinh quan ly Nha nude va cung d p dich vu. 

+ TP-STCL phan 6.2.2 Nang luc, nhan thiic va dao tao. 

+ TP-STCL phln 8.2 Theo ddi va do ludng. 

Ban quyen: Quy trinh nay khdng dugc sao chip duai bdt ky hinh thuc ndo neu chua dugc su chdp thugn ciia 20 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK SO TAY CHAT LlTONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 
Ngay ban hanh: 20/9/2009 

5.5. TRACH NHIEM QUYEN HAN VA TRAO DOI THONG TIN: 

SO DO TO CHlTC s d Tir PHAP TINH DAK L A K 

PHO GIAM DOC 
Phu tr^ch 

- Van phong So -

Phong Ph6 bien 
giao due PL 

GIAM DOC 

PHO GIAM DOC 
Phu trdch 

Phong Bo trg tn 
phap 

Phong Hanh 
chinh tu- phap 

PHO GIAM DOC 
Phu trich 

Phong Xay dgng 
va Kiem tra van 

ban OPPL 

Phong Quan If 
XLVPHC 

(khdng dp dung) 

Trung tam 
DVBDG tai san 
(khong dp dung) 

Phong Cong 
churng so 1 

(khong dp dung) 

Phong Cong 
chung so 2 

(khong dp dung) 

Phong Cong 
chung so 3 

(khong dp dung) 

Phong Kiem 
soat TTHC 

(khong dp dung) 

Trung tam 
TGPL NN 

(khong dp dung) 

Ban quyin: Quy trinh nay khong dugc sao chip duai bdt ky hinh thirc nao neu chua dugc su chdp thugn cua 
Dgi dien chdt lugng. 
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s d Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lan ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay ban hanh: 20/9/2009 

5.5.1. Trach nhiem va quyen ban: 

- Chinh sach: 

Giam die Sd Tu phap Dak Lak dam bao cac trach nhiem va quyin ban phai dugc xac 
dinh va thong bao trong toan co quan. 

- Bien phap thgc hien: 

Sd Tu phap Dak Lak xac dinh va lap thanh van ban v l trach nhiem, quyin ban cua can 
bg, cong chuc, vien chuc: 

+ Trach nhiem va quyin ban cu thi cua can bg, cong chuc, vien chuc; nhung ngudi 
ma boat dgng anh hudng din chit lugng cua qua trinh cung d p dich vu; dugc xac dinh cu 
thi trong cac tai lieu va quy trinh cd lien quan. 

+ Ti t ca can bg, cong churc, vien chuc phai dugc thong bao v l pham vi va trach 
nhiem, quyin ban theo cac chuc danh ma hg dam nhan, dam bao su thong hieu va chap nhan 
trach nhiem cua can bg, cong chuc, vien chuc d l dat dugc cac muc tieu chat lugng da dugc 
xay dung. 

+ Dai dien chit lugng se dugc chi dinh cung nhu dugc quy dinh cu th i ve trach nhiem 
va quyen ban. 

- Tai lieu tham chieu: 

+ Quy dinh ve trach nhiem, quyen ban cua can bg quan ly. 

+ Ban "M6 ta cong vice", cac thong bao, quylt dinh phan cong nhiem vu can bg, cong 
chdc, vien chuc. 

+ Cac tai lieu va quy trinh thugc HTQLCL. 

5.5.2. Quy dinh trach nhiem va quyen ban cua can bo quan ly: 

1. Giam die Sd: 

- Quyet dinh chinh sach chat lugng, muc tieu chit lugng cua Sd. 

- Dam bao cac nguon luc de thuc hien chinh sach chat lugng va muc tieu chat lugng. 

- Phe duyet cac van ban cua HTQLCL khi cd ban hanh mdi hoac khi co sua ddi bd 
sung. 

- Chu tri vice "Xem xet cua lanh dao" d l cai t i ln he thdng. 

- Chi dinh dai dien chat lugng. 

- Quylt dinh nhan su d l dam bao he thdng boat ddng co hieu qua. 

- Chiu trach nhiem trudc co quan cap tren va cac td chuc, cdng dan ve muc chat lugng 
dat dugc thdng qua boat ddng quan ly nha nude, dich vu do Sd Tu phap Dak Lak cung cap 
va la ngudi quyet dinh cac bien phap giai quyet khieu nai cua khach hang, hanh ddng khac 
phuc, phdng ngira va boat ddng cai tien. 

Ban auvin: Quy trinh nay khong dugc sao chep du&i bdt ky hinh thiic ndo neu chua dugc su chdp thugn ciia 22 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK 
Kv hieu- TP-STCL 
Lan ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Kv hieu- TP-STCL 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

2. Dai dien chat lirgng (QR): 

- Xac dinh can true ciia HTQLCL va dam bao cac qua trinh can thiet dugc thiet lap, 
thuc hien va duy tri. 

- Kip thdi bao cao din Giam die Sd v l k i t qua boat dgng ciia HTQLCL ca cac co hoi 
cai t i ln 

- Cd bien phap cin thilt d l dam bao thiic day toan bg don vi nhan thiic dugc cac yeu 
cau ciia khach hang. 

- Giam sat diln t i ln v l hanh dgng khlc phuc, phong ngua va tham gia d l xuit cac 
chuang trinh cai tien. 

- To chiic, lap ke hoach danh gia chat lugng ngi bg ciia Sd theo dinh ky nham xem 
xet su phu hgp va tinh hieu qua ciia He thong chat lugng theo ISO 9001: 2008 dang ap dung 
tai Sd.. 

3. Trirdng cac bo phan (CVP/TP): 

Chi dao vice thuc hien cong tac quan ly chat lugng trong bg phan do minh quan ly: 

- Xay dung va cong bo muc tieu chat lugng ciia bg phan tren co sd MTCL ciia co 
quan, t l chiic cac bien phap thuc hien MTCL 

- Chi dao va tham gia thuc hien cac thii tuc, quy trinh chat lugng ciia HTQLCL; xi i ly 
cac khieu nai va y kien phan hoi ciia to chiic, cong dan; thuc hien cac HDKP/PN va cai tien; 
k i lm soat cac dilm KPH trong boat dgng chiic nang; chi dao vice phan tich du lieu. 

- Thuc hien cac cong vice theo su chi dao ciia DDCL va lanh dao co quan. 

5.5.3. Trao doi thong tin noi bo: 

- Chinh sach: 

Giam doc Sd Tu phap dam bao thiet lap va thuc hien cac qua trinh trao doi thong tin 
cd hieu qua lien quan den HTQLCL. 

- Bien phap thuc hien: 

+ Sd Tu phap Dak Lak xac dinh, thuc hien cac qua trinh thich hgp nhlm thong tin ngi 
bg v l chinh sach, muc tieu chit lugng, cac yen can chat lugng tu khach hang, k l ca ket qua 
da dat dugc. 

+ Cung d p thdng tin v l boat dgng cd lien quan den tung bg phan chiic nang. 

+ Thuc hien va duy tri cac cugc hgp ngi bg d l thdng bao thdng tin. 

- Tai lieu tham chieu: 

M i l quan he v l trao d l i thdng tin quy dinh trong cac tai lieu, quy trinh thugc 
HTQLCL. 

Ban auvin: Quy trinh nay khong dugc sao chip duai bdt hy hinh thuc ndo neu chua dugc su chdp thugn cua 
Dgi dien chdt lugng. 
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S6 Tir PHAP DAKLAK 
V^i Kioiv T P QTPT 

Lan ban hanh: 01 S6 Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
V^i Kioiv T P QTPT 

Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

5.6. XEM XET CUA LANH DAO: 

- Chinh sach: 

Sd Tu phap Dak Lak dam bao viec xem xet HTQLCL dugc t i ln hanh theo dinh ky va 
dot xuit khi cin thilt d l He thing luon thich hgp, dly du va co hieu qua. 

- Bien phap thuc hien: 

Viec xem xet cua lanh dao can cu vao cac thong tin: 

+ K i t qua cua cac cugc danh gia (ngi bg va cua t l chuc chung nhan). 

+ Phan h i i cua t l chuc, ca nhan bao gIm su thoa man va khieu nai cua t l chdc, ca 
nhan. 

+ Viec thuc hien cac qua trinh cung d p dich vu va su phu hgp cua cac qua trinh vdi 
yen cau cua khach hang. 

+ Hanh dgng khac phuc va phong ngua. 

+ Cac hanh dgng dugc quyet dinh t i ln hanh tu cugc hgp trudc. 

+ Nhung thay d l i cd th i anh hudng den HTQLCL. 

+ Cac de xuat ve viec cai tien. 

K i t qua cua viec xem xet HTQLCL phai bao gIm mgi quylt dinh va hanh dgng d n 
thiet lien quan den: 

Nang cao tinh hieu qua cua HTQLCL va cai tien cac qua trinh ciia he thong. 

+ Cai tien chat lugng san pham lien quan den yen cau cua td chuc, ca nhan. 

+ Nhu cau ve ngudn luc anh hudng den qua trinh. 

Cac su viec phat sinh trong budi hgp phai phan cdng ngudi chiu trach nhiem thuc 
hien, kiem tra va quy dinh thdi ban hoan tat trong bien ban cugc hgp. 

- Tai lieu tham chieu: 

TP-QT 8.0 phln: Xem xet cua lanh dao. 

Ban quyen: Quy trinh nay khdng dugc sao chep duai bdt ky hinh thirc ndo neu chua dugc su chdp thugn ciia 24 
Dgi dien chdt lugng. 



SdTlTPHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky nieu. l r-b 1 L L 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

CHlTONG 6: QUAN L Y NGUON L O G 

6.1. CUNG CAP NGUON LlTC: 

Giam die Sa Tu phap Dak Lak dam bao cung cap cac nguon luc can thiet de xay 
dung, thuc hien, duy tri va thudng xuyen cai t i ln HTQLCL. Nguon luc bao gom: 

+ Nhan luc. 

+ Co sd vat chat. 

+ Moi trudng lam viec. 

6.2. NGUON NHAN LlTC: 
- Chmh sach: 

Sd Tu phap Dak Lak dam bao cd cac bien phap d l xac dinh va cung cap cac nguon 
luc va thuc hien chuong trinh dao tao cIn thilt d l can bo, cong chuc, vien chuc; nhung ngudi 
thuc hien cac cong viec anh hudng din chit lugng dich vu do Sd Tu phap Dak Lak cung d p ; 
cd dly dli nang luc, ky nang va kinh nghiem thich hgp de hoan thanh nhiem vu dugc giao. 

- Bien phap thuc hien: 

Sd Tu phap Dak Lak thiet lap quy trinh dudi dang van ban va duy tri viec thuc hien 
quy trinh nay d l dam bao su van hanh cua HTQLCL nang cao tinh hieu qua cua he thing, 
cung nhu mong dgi cua to chuc cdng dan. 

Sd Tu phap Dak Lak dam bao: 

+ Xay dung Ban "Md ta cdng viec" cho tung chuc danh ma boat ddng co lien quan 
din HTQLCL. ' 

+ Nhu d u dao tao co ban va nhu d u dao tao phat tri ln ca nhan dugc xac dinh tu yeu 
d u cdng viec va nang luc trinh do hien cd cua ca nhan do. 

+ Xem xet, danh gia tinh hieu qua cua viec dao tao. 

+ Hd so lien quan din boat ddng cua viec dao tao dugc luu giu theo quy dinh 

- Tai lieu tham chieu: 

+ Quy chi t l chuc va hgat ddng cua Sd Tu phap Dak Lak. 

+ Ban "Md ta cdng viec" cua can bd, cdng chiic, vien chiic. 

6.3. CO s d HA TANG: 
Sd Tu phap Dak Lak dam bao cung d p va duy tri co sd vat chat can thiet de dat dugc 

su phu hgp vdi cac yeu cau ve dich vu hanh chinh. 

6.4. MOI TRlTdNG LAM VIEC: 

- Chinh sach: 

Ban quyin: Quy trinh nay khong dugc sao chip duai bdt ky hinh thuc ndo niu chua dugc su chdp thugn cua 25 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lin han hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lin han hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

Sd Tir phap Dak Lak dam bao cd cac bien phap d l xac dinh va cung cIp cac dieu kien 
v l CO sd ha ting, mdi trirdng lam viec cIn thilt nhlm dgt dugc cac k i t qua mong mudn trong 
viec thuc hien quan ly Nha nude va cung ung dich vu den to chuc, ca nhan. 

- Bien phap thuc hien: 

Can cu vao d l xuit cua cac TBP trong cac cugc hgp dinh ky, Giam ddc Sd Tu phap 
Dak Lak se xem xet va quylt dinh d l bd sung hoac trang bi co sd ha tang, mdi trudng lam 
viec thich hgp tao thuan Igi cho can bg, cong chuc, vien chuc trong boat dgng cung cap dich 
vu den khach hang, Sd Tu phap Dak Lak dam bao: 

+ Noi lam viec thich hgp vdi su sin cd cua cac thiet bi van phdng hoac thiet bi cung 
ung dich vu can thiet. 

+ Thdng tin c6 lien quan den boat dgng phai san cd va dugc cap nhat. 

+ Thuc hien viec bao quan cac thilt hi va cac phuong tien hd trg. 

+ Mdi trudng lam viec phai thdng thoang vdi nhiet do va anh sang thich hgp. 

+ Thuc hien vice kiem tra sue khoe dinh ky cho can bg, cdng chuc, vien chuc, dac biet 
la nhung ngudi lam viec tai cac khu vuc cd nguy co v l benh nghe nghiep. 

+ Dam bao an toan, phdng chdng chay nd trong co quan, xay dung y thuc v l phuc vu 
va thuc hien van minh cdng sd cho can bg, cdng chuc, vien chuc. 

- Tai lifu tham chieu: 

Cac quy dinh cua Nha nude ve trang bi phuong tien lam viec cho cac co quan hanh 
chinh. 

Ban quyin: Quy trinh nay khong dugc sao chip du&i bdt ky hinh thiic ndo niu chua dugc su chdp thugn cua 26 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK Lan ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

CHirONG 7: QUAN L Y NHA NirdC VA CUNG CAP D I C E VU 
HANH CHINH CONG 

7.1. HOACH DINH VIEC XlT L Y VAN BAN, THAM MUtl RA QUYET DINH VA 
CUNG CAP DICH VU: 

- Chinh sach: 

So Tu phap Dak Lak dam bao co ket qua va cac bien phap thuc hien cac qua trinh 
thuoc boat dong quan ly nha nude va cung cIp dich vu thuoc thim quyen. Viec hoach dinh 
nay phai phu hop vdi yeu cau cua phap luat. 

- Bien phap thuc hien: 

De thuc hien yen can cua td chuc, cdng dan theo tham quyen quy dinh, Sd Tu phap 
Dak Lak hoach dinh qua trinh thuc hien gdm: 

+ Xac dinh muc tieu chat luong va muc yeu cau ddi vdi cac boat dong quan ly va 
cung cap dich vu. 

+ Yeu cau ve tai lieu, ngudn luc dap ung cho tung qua trinh lien quan den san pham, 
dich vu. 

+ Cac boat dong theo doi, do ludng chat lugng cung cap dich vu tren co sd cac chuin 
muc chap nhan. 

r 

- Tai lieu tham chieu: 
+ Cac quy dinh cua Nha nude v l chuc nang, nhiem vu, quyin ban cua Sd Tu phap 

Dak Lak. 

+ Quy chi v l to chuc, boat dgng cua Sd Tu phap Dak Lak. 

7.2. CAC QUA TRINH LIEN QUAN DEN TO CHirC, CA NHAN: 

- Chinh sach: 

Sd Tu phap Dak Lak thuc hien cac bien phap thich hgp d l hilu dung cac yeu ciu cua 
td chiic, ca nhan nhlm dap ling ling va thoa man cac yeu ciu do thdng qua viec xac dinh cu 
th i v l yeu ciu tu td chuc, ca nhan k l ca khi cd yen ciu sua ddi bd sung va viec xem xet kha 
nang de dap ung cac yeu cau ma td chiic, ca nhan da neu. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak dam bao xay dung duy tri viec thuc hien cho viec: 
A X 9 9 

+ Ghi nhan day du cac yeu cau tu td chiic, ca nhan va xem xet de dam bao tinh phu 
hgp cua hd so trudc khi thu ly. 

+ Xi i ly kip thdi cac khieu nai cua td chiic, ca nhan (neu cd). 

+ Duy tri cac hd so co lien quan din td chiic, ca nhan. 

- Tai lieu tham chieu: 

Ban auvin: Quy trinh nay khdng dugc sao chip duai bdt ky hinh thuc ndo neu chua dugc su chdp thugn cua 27 
Dgi di$n chdt lugng. 



s d Tir PHAP DAKLAK 
Ky nieu: i r-b 1 L L 
Lan ban hanh: 01 s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky nieu: i r-b 1 L L 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

+ D I an thuc hien ca chi mot cua, co chi mot cua lien thong cua Sd Tu phap Dak 
Lak. 

+ TP-QT 8.5 phln 5.1 Ki lm soat san phIm Khdng phu hgp - Xu ly khilu nai cua 
khach hang. 

7.3. THIET K E VA TRIEN KHAI: 

Pham vi hoat dgng cua Sd Tu phap Dak Lak khdng bao gdm yen ciu 7.3 Thilt k l va 
phat trien, do do khdng xay dung quy trinh nay. 

7.4. MUA HANG: 

Hoat ddng mua hang cua Sd Tu phap Dak Lak thuc hien theo cac quy dinh hien hanh 
cua Nha nude. 

7.5. QUAN L Y NHA NirdC VA CUNG CAP DICH V^: 

7.5.1. Kiem soat qua trinh quan ly Nha nirdc va cung cap dich vu: 

- Chinh sach: 

Sd Tu phap Dak Lak thuc hien viec xac dinh cac qua trinh c6 anh hudng true tiep den 
chit lugng v l quan ly Nha nude va dich vu do Sd Tu phap cung cap va dam bao cac qua 
trinh nay dugc thuc hien trong cac dieu kien kiem soat. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak xay dung va duy tri cac tai lieu cd lien quan den viec tien hanh 
cac qua trinh cung ung dich vu, cac tai lieu phai bao gdm: 

+ Cac hudng dan cdng viec can thiet cung nhu cac tieu chuan, quy pham phap luat, 
cac van ban phap luat ap dung cho viec cung ung dich vu. 

+ Xac dinh cac quy trinh tac nghiep thich hgp su dung cho cac qua trinh. 

+ Xac dinh, giam sat va kiem scat cac thdng sd phu hgp ciia cac qua trinh va dich vu 
de dam bao tinh dn dinh ve chat lugng trong qua trinh cung cap dich vu. 

+ Thuc hien vice theo doi va do ludng, 

- Tai lieu tham chieu: 

+ De an thuc hien co che mot ciia, co che mot ciia lien thdng ciia Sd Tu phap Dak 

Lak. 

+ Cac quy trinh k i lm scat boat dgng chuc nang ciia cac bg phan co lien quan. 

7.5.2. Xac nhau gia tri su dung: 
Hien nay, Sd Tu phap Dak Lak chua cd qua trinh cung cap dich vu nao dac biet ma 

khdng thi k i lm soat nen chua ap dung yen ciu nay, khi cIn thilt se xay dung quy trinh va 
thuc hien. 

7.5.3. Nhan bilt va truy tim nguon goc: 

Ban quyen: Quy trinh nay khdng dugc sao chep duai bdt hy hlnh thuc ndo neu chua dugc su chdp thugn aia 28 
Dgi dien chdt lugng. 



s d Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan han hanh: 01 
Ngay han hanh: 20/9/2009 

- Chinh sach: 

Sd Tu phap Dak Lak quy dinh thdng nhat trong viec nhan biet bang ky hieu cac loai 
van ban, hd so trong cac qua trinh cung cap dich vu nhlm nhan dang va truy tim ngudn gdc 
dugc chinh xac va kip thdi. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak thiet lap, thuc hien va duy tri quy trinh de nhan biet, the hien 
dung trang thai cua san pham lam co sd cho vice xac dinh ngudn gdc. 

- Ngi dung nhan biet la trang thai cua qua trinh xu ly van ban (ky tat, phieu chuyen hd 
so, ghi so...) tuong ung vdi cac yeu cau theo doi va do ludng. 

- Cd sd theo doi vice xu ly hd so, van ban va dugc cap nhat theo qua trinh xu ly. 

- Thuc hien vice luu hd so. 

- Tai lieu tham chieu: 

+ VP-QT 7.0 phln 5.1 Xu ly cdng van di - din. 

+ TP-QT 4.2 HD 02: Quan ly hd so. 

7.5.4. Tai san cua to chuc, cong dan: 

- Chinh sach: 

Sd Tu phap Dak Lak dam bao tai san do td chuc, ca nhan cung cap chi dugc su dung, 
tham gia vao qua trinh cung cap dich vu cho chinh td chuc, ca nhan do va phai kiem scat, bao 
quan bao mat mot each thich hgp theo yeu cau quy dinh cua tung td chuc, ca nhan 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak thiet lap, thuc hien va duy tri cac tai lieu cho vice k i lm scat, lap 
hd so, luu tru va bao quan tai san do td chuc, ca nhan cung cap. 

9 I f 

Trong trudng hgp tai san do to chuc, ca nhan cung cap bi that thoat, hu hong hoac 
khdng con phu hgp vdi yeu cau su dung co quan se lap hd so va thdng bao kip thdi den to 
chuc, ca nhan va cd bien phap khac phuc cho td chuc, ca nhan. 

7.5.5. Bao toan san pham: 

- Chinh sach: 

Cac loai h i so, tai lieu phai dugc thyc hien k i lm tra, bao quan ngay tu khi mdi nhan 
va trong sudt qua trinh thy ly giai quyet. 

- Bien phap thyc hien: 

+ Trong qua trinh xu ly hoac khi xu ly xong, cac hd so, van ban deu phai dugc xep 
dat, luu giu va bao quan an toan, day du. 

+ Theo dinh ky h i so liru dugc chuyen ve noi luu tru cua co quan 

+ Hd so luu dugc bao quan theo quy dinh. 

Ban quyin: Quy trinh nay khong dugc sao chep dual bdt ky hlnh thirc ndo neu chua dugc su chdp thugn cua 29 
Dgi dien chdt lugng. 



SOf T i r PHAP DAKLAK 
Ky hieu: TP-STCL 
Lan han hanh: 01 SOf T i r PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan han hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

- Tai lieu tham chilu: 

TP-QT 4.2 K i l m soat tai lieu va ho so 

7.6. KIEM SCAT THIET BI THEO DOI VA DO LirOfNG: 

Sd Tu phap Dak Lak khong sd sung cac thiet hi theo doi do ludng trong cac hoat dong 
chuc nang nen khdng ap dung Dieu khoan nay. 

Ban quyen: Quy trinh nay khong dugc sao chep duai bdt ky hinh thiec ndo niu chua dugc su chdp thugn ciia 
Dgi dien chdt lugng. 



sd Tir PHAP DAKLAK 
Ky hieu: TP-STCL 
Lan han hanh: 01 sd Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky hieu: TP-STCL 
Lan han hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

CHirONG 8: DO LirdNG, PHAN T I C H VA C A TlEN 

8.1. KHAI QUAT: 

Sd Tu phap Dak Lak hoach dinh va tri ln khai cac qua trinh theo doi, do ludng, phan 
tich va cai tien can thiet de: 

- Chung td su phu hgp vdi yeu cau cdng vice. 

- Dam bao su phu hgp theo tieu chuln ISO 9001: 2008. 

- Thudng xuyen nang cao hieu luc cua HTQLCL. 

Vice theo doi va do ludng dugc thuc hien thdng qua cac qua trinh: 

- Do ludng su thoa man cua khach hang: 8.2.1. 

- Danh gia chat lugng ngi bg: 8.2.2. 

- Theo doi va do ludng qua trinh: 8.2.3. 

- Theo doi va do ludng san pham: 8.2.4. 

- Kiem scat san pham khdng phu hgp: 8.3. 

8.2. THEO DOI VA DO LirdNG: 

- Chinh sach: 

Sd Tu phap Dak Lak cd ke hoach va thuc hien cac qua trinh theo doi, do ludng, phan 
tich va cai tien ve cac san pham dich vu da cung cap den khach hang nham dam bao su phu 
hgp vdi cac quy dinh hien hanh, lam co sd cho vice cai tien hieu qua cua HTQLCL. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak dam bao cd bien phap tien hanh theo doi vice do ludng thuc hien 
cac qua trinh bao gdm: 

+ Su thoa man cua td chuc, ca nhan ke ca cac khieu nai neu cd. 

+ Danh gia chit lugng ngi bg. 

+ Do ludng va danh gia san phIm dich vu da cung dp . 

+ Nang luc cua qua trinh. 

+ Vice dat dugc cac muc tieu cua tung de an. 
- Tai lieu tham chieu: 

+ TP-STCL phln 7.2 Cac qua trinh lien quan den td chuc, ca nhan. 

+ TP-STCL phln 8.2.1 Sir thda man cua td chuc, ca nhan. 

+ TP-STCL phln 8.2.2 Danh gia chit lugng ngi bg. 

+ TP-STCL phln 8.2.3 Theo doi va do ludng qua trinh. 

Ban quyin: Quy trinh nay khong dugc sao chep duai bdt ky hlnh thuc ndo niu chua dugc su chdp thugn cua 31 
Dgi dien chdt lugng. 



sd Tir PHAP DAKLAK 
Ky nieu. l r-b l Lb 

sd Tir PHAP DAKLAK SO TAY CHAT Ll/ONG Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

+ TP-STCL phln 8.2.4 Theo doi va do ludng san phIm dich vu. 

8.2.1. Sy thoa man cua to chu-c, ca nhan: 
- Chinh sach: 

Sd Tu phap Dak Lak ap dung cac bien phap thich hgp d l theo doi va do ludng cac qua 
trinh cung ung dich vu din khach hang d l dam bao tinh hieu qua cua HTQLCL va su lien tuc 
thda man yeu ciu cua td chuc, ca nhan. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak xay dimg va duy tri vice thuc hien cac tai lieu dudi dang van ban 
nhlm thu thap thdng tin v l su thoa man cua td chuc, ca nhan qua cac san pham dich vu do Sd 
Tu phap Dak Lak cung cap. 

Thdng tin phan anh dugc: 

+ Sir hai long hoac chua hai long hoac cac khieu nai cua td chuc, ca nhan 

+ Su mong dgi cua td chuc, ca nhan v l san phIm, dich vu ma hg mudn tiep nhan trong 
tuong lai. 

+ Cac ddng gdp khac cua td chuc, ca nhan v l thai do phuc vu, tinh each cua can bg, 
cong chuc, vien chuc true tiep tiep xuc... 

+ Cac thdng tin phai dugc tdng hgp va la mot ylu td quan trgng ddi vdi boat dgng cai 
tien. 

- Tai lieu tham chieu: 

TP-QT 8.5 phln 5.2 Xu ly khilu nai cua to chuc, ca nhan. 

8.2.2. Danh gia chat luong noi bo: 
- Chinh sach: 

Sd Tu phap Dak LSk t i ln hanh danh gia chit lugng ngi bg theo dinh ky d l xac dinh 
y r / 

muc do thuc hien cua cac boat dgng ve chat lugng va sir tuan thu cua cac boat dgng nay ddi 
vdi cac yeu cau cua HTQLCL, cung nhu tinh hieu qua cua HTQLCL dang ap dung. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak xay dung va duy tri vice thuc hien quy trinh nay nhlm dam bao 
sir phu hgp cua tai lieu dang su dung va hieu qua cua HTQLCL. 

Quy trinh cung bao gdm: 

+ Vice lap ke hoach va qua trinh thuc hien danh gia chit lugng ngi bg cung nhu xac 
dinh chuan muc, pham vi va tan xuat danh gia. 

+ Dam bao tinh khach quan cua qua trinh va k i t qua danh gia. 

+ Vice thuc hien hanh dgng khic phuc kip thdi hoac hanh dgng phdng ngua khi cIn 
thilt d l loai bd cac nguyen nhan gay ra sir khdng phu hgp hien cd hay con t i lm In trong qua 
trinh danh gia. 

Ban amen: Quy trinh nay khong dugc sao chep duai bdt ky hinh thiec ndo niu chua dugc su chdp thugn cua 32 
Dgi dien chdt lugng. 



sd Tir PHAP DAKLAK 
Ky nieu: TP-STCL 
Lan ban hanh: 01 sd Tir PHAP DAKLAK SO TAY CHAT Ll/ONG 
Ky nieu: TP-STCL 
Lan ban hanh: 01 SO TAY CHAT Ll/ONG 
Ngay han hanh: 20/9/2009 

- Tai lieu tham chieu: 

+ TP-QT 8.0 phln 5.1 Danh gia chit lugng ngi bg. 

+ TP-STCL phln 8.5.2 Hanh dgng khIc phuc. 

+ TP-STCL phln 8.5.3 Hanh dgng phong ngua. 

8.2.3, Theo doi va do luong qua trinh: 

- Chinh sach: 

So Tu phap Dak Lak ap dung cac bien phap thich hgp de theo doi va do ludng cac qua 
trinh cung ung dich vu den td chuc, ca nhan de dam bao tinh hieu qua cua HTQLCL va sir 
lien tuc thda man yen cau cua td chuc, ca nhan. 

- Bien phap thuc hien: 

Sd Tu phap Dak Lak xay dung va duy tri vice thuc hien cac tai lieu dudi dang van ban 
nhlm do ludng muc do thuc hien cua cac qua trinh. 

+ Thong tin phan hdi k i t qua thuc hien. 

+ Theo ddi va phan tich hieu qua buy dgng thiet bi, nguon luc, tien do thu ly, giai 
quyet sd so. 

+ Thdng tin phan hdi cua td chuc, ca nhan trong qua trinh cung ung dich vu hoac sau 
khi tilp nhan k i t qua xu ly. 

+ D I xuit, xu ly kip thdi d l dam bao sir k i lm scat cho tung qua trinh. 

- Tai lieu tham chieu: 

Cac quy trinh hgat dgng tac nghiep va cac thu tuc giai quyet hd so cua cac bg phan 

8.2.4. Theo doi va do ludng san pham: 

- Chinh sach: 

Sd Tu phap Dak Lak cd cac bien phap thich hgp d l theo doi va do ludng cac ket qua 
dich vu da cung d p nhlm dam bao cac yen can chat lugng quy dinh cho tung loai san phIm 
dich vu dugc dap ung day du va thich hgp. 

- Bien phap thuc hien: 

1. K i l m tra h i so, van ban dau vao: Vice k i lm tra hd so, van ban dau vao phai dugc 
t i ln hanh nhlm xac nhan ring cac yeu cau quy dinh ve thu tuc da dugc tuan thu day du, phu 
hgp vdi cac quy dinh hien hanh. 

2. Qua trinh xu ly h i so, van ban dugc t i ln hanh theo dung quy dinh v l thdi han, thim 
quyen. 

3. K i t qua cua vice xu ly h i so chung minh rang san pham dich vu da dugc kiem tra 
dung vdi cac quy dinh hien hanh theo cac luat dinh. 

4. Cac k i t qua xu ly phai dugc luu giu theo quy dinh. 
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5. Cac tnrcmg hgp KPH cua h i sa phai dugc ghi nhan va co blng chung v l su d l xuat 
hudng xu ly. 

- Tai lieu tham chieu: 

Cac quy trinh hgat dgng tac nghiep va cac thu tuc giai quylt h i so cua cac bg phan 

8.3. KIEM SOAT SAN PHAM KHONG PHU HOP: 

- Chiuh sach: 

Sd Tu phap Dak Lak dam bao su khdng phu hgp vdi cac yeu ciu quy dinh phai dugc 
nhan bilt va k i lm soat nhlm ngan ngua nhung kha nang anh hudng din chit lugng san phIm 
dich vu do Sd Tu phap Dak Lak cung cap. 

- Bien phap thyc hien: 

Sd Tu phap Dak Lak thilt lap va duy tri vice thuc hien quy trinh nhlm nhan bilt, phar 
loai va kip thdi xu ly cac su vice khdng phu hgp: 

1. Nhan bilt va xac dinh muc do cua su khdng phu hgp 

2. Can cu muc do, pham vi anh hudng va tinh chit cua su viec ma cd su phan cong 
thich hgp v l ngudi thuc hien cac bien phap xu ly. 

3. Khi cIn thilt cac bien phap xu ly se dugc thdng bao din khach hang. 

4. Nhlm tranh su tai diln hoac kha nang cd thi xuit hien su vice khdng phu hgp, cac 
hanh dgng thich hgp se dugc t i ln hanh (TP-QT 8.5 - Phln 5.1). 

- Tai lieu tham chieu: 

+ TP-QT 8.5 phln 5.1 K i l m scat san phIm khdng phu hgp va xu ly khilu nai cua 
khach hang. 

+ TP-QT 8.5 phln 5.4 Cai t i ln - HDD 1/TP-QT 8.5 

8.4. PHAN TICH Dtr LIEU: 

-Chinh sach: 

Sd Tu phap Dak Lak dam bao t i ln hanh vice phan tich du lieu d l i vdi cac boat dgng 
nhlm kiem scat dugc qua trinh cung d p san phIm dich vu dam bao hieu qua cua HTQLCL. 

- Bien phap thyc hi^n: 

+ Sd Tu phap Dak Lak thiet lap va duy tri vice thuc hien quy trinh nhlm xac dinh, thu 
thap va phan tich cac du lieu d n thilt d l k i lm scat qua trinh. 

+ Sd Tu phap Dak Lak chgn lira va su dung cac cdng cu thing ke thich hgp cung nhu 
ngudi thuc hien vice phan tich du lieu phai dugc dao tao phu hgp vdi yeu d u su dung. 

- Tai lieu tham chieu: 

TP-QT 8.0 phln 5.3 Phan tich du lieu. 

8.5. CAI TIEN: 
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8.5.1. Cai tiln thndng xuyen: 
- Chinh sach: 

Sd Tu phap Dak Lak dam bao viec cai t i ln hieu qua cua HTQLCL dugc tien hanh 
thdng qua qua trinh van hanh cua chinh sach chit lugng, muc tieu chit lugng, danh gia chat 
lugng, phan tich du lieu, hanh dgng khac phuc, phdng ngua. 

- Bien phap thuc hien: 

Sd Tu phap Dak Lak xay dung va duy tri vice thuc hien quy trinh nay nham: 

+ Xac dinh cac boat dgng can cai tien. 

+ Xay dung muc tieu va chuong trinh cho tung yeu cau cai tien. 

+ Xac dinh dugc cac bien phap thuc hien va danh gia ket qua thu dugc tu yeu cau cai 
tien. 

- Tai lien tham chien: 

TP-QT 8.5 phln 5.4 Cai tien thudng xuyen 

8.5.2. H A N H D O N G K H A C P H U C / P H O N G N G U A : 

- Chinh sach: 

Sd Tu phap Dak Lak dam bao cd cac HDKP thich hgp va kip thdi nham loai bd cac 
nguyen nhan gdc r l hoac nguyen nhan tiem In gay ra su khdng phu hgp trong cac qua trinh 
cung cap dich vu cho td chuc ca nhan. 

- Bien phap thnc hien: 

Sd Tu phap Dak Lak xay dung va duy tri vice thuc hien quy trinh qua cac budc: 

+ Xac djnh su vice cIn c6 hanh dgng khIc phuc/phdng ngua ke ca khi co khilu nai 
cua td chuc, ca nhan. 

+ Xem xet, dilu tra nguyen nhan gay ra su KPH. 
r r 

+ Quyet dinh hanh dgng khac phuc/phdng ngua thich hgp. 

+ Thuc hien va k i lm tra ki t qua thuc hien da dugc phe duyet. 
- Tai lien tham chiln: 

TP QT.8.5 phln 5.2 Hanh dgng khIc phuc/phdng ngua. 

Ban quyin: Quy trinh nay khong dugc sao chep dudi bdt ky hlnh thuc ndo neu chua dugc su chdp thugn ciia 
Dgi dien chdt lugng. 
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