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     Khi su dung cuon so tay nay, can tham khao va su dung them cac tai lieu sau:

     -TCVN ISO 9000:2015 He th6ng quan ly chit lugng - Co so va tu virng.

     -TCVN ISO 9001:2015 He th6ng quan ly chat lugng - Cac yeu cau.

     -TCVN ISO/TR 10013:2003 Huang dan ve tai lieu he th6ng van ban quan ly

chat lugng.

     -TCVN ISO 19011:2013 Huang din danh gia he thdng quan ly chat lugng va

moi truong.

     -Quy che lam viec cua Quy Dich vu Vien thong cong ich Viet Nam.

     -Quy dinh chile nang, nhiem vu, quyen han va ca cau to chile cua Quy Dich

vu vien thong cong ich Viet Nam.

     1.2. Gioi thifu ve So tay chat lirffng

     So tay chat lugng bao gom cac chu truong, chinh sach ve chat lugng ma Lanh

dao Quy va toan the can bo, cong chiic vien chiic cua Quy cam ket thuc hien thong

qua cac hoat dong cua minh nham thoa man cac yeu cau va sir mong dgi cua Chinh

phii, Bg TTTT, cong dong doanh nghiep va nhan dan.

     So tay chat lugng la tai lieu cung cap toan bo nhung thong tin ve He thong

quan ly chat lugng cua cac don vi thuoc Quy. So tay nay dugc su dung de kiem

soat cac hoat dong cua he thong quan ly chat lugng nham nang cao cong tac quan

ly chat lugng, dap ling cac yeu cau chiic nang, nhiem vu ciia Quy

     He thong quan ly chat lugng ciia Quy dugc xay dung tren ca sa cac yeu cau

cua tieu chuan quoc gia TCVN ISO 9001:2015. Nhung yeu to ciia he thong quan ly

chat lugng nham dap ling yeu cau tieu chuan quoc gia TCVN ISO 9001:2015 dugc

dua vao xem xet duai dang chinh sach chung dugc trinh bay trong So tay chat

Ngdy dp dung: tit ngdy ky ban hdnh Ldn ban hanh: 01 Trang5/31
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lugng. Npi dung yeu cau va cac qua trinh cua he thong quan ly chat lugng dugc

mo ta, huang dan day du hon trong cac tai lieu, quy trinh.

     Khi sir dung cuon so tay nay, can tham khao va su dung them cac tai lieu sau:

     -TCVN ISO 9000:2015 He th6ng quan ly chat lugng - Cc sa va tir vung.

     -TCVN ISO 9001:2015 He thong quan ly chat lugng - Cac yeu cau.

     -TCVN ISO/TR 10013:2003 Huong dan vg tai lieu he thong van ban quan ly

chat lugng.

     -TCVN ISO 19011:2013 Huong dan danh gia he th6ng quan ly chat lugng va

moi truong.

     -Quy che lam viec cua Quy Dich vu vien thong cong ich Viet Nam.

     -Quy dinh chiic nang, nhiem vu, quyen han va ca cau to chiic cua Quy.

Ngdy dp dung: tic ngdy ky ban hdnhLdn ban hdnh: 01Trang 6/31
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                                 PHAN II

 GIO1 THIEU HE THONG QUAN LY CHAT LUONG CUA QUY

    2.1.Gioi thieu chung
    Ten day du: Quy Dich vu Vien thong cong ich Viet Nam
    Bja chi: Tang 4, 115 Tran Duy Hung, Cau Giay, Thanh Ph6 Ha Noi

    Dien thoai:024.32115350
    Email:vanthuvtf@gov.mic.vn

    Website:https://vtf.gov.vn

     Quy Dich vu vien thong cong ich Viet Nam la to chiic tai chinh nha nuac,

true thuoc Bo Thong tin va truyen thong, dugc thanh lap de thuc hien chinh sach

ho trg ciia Nha nuac ve cung cap dich vu vien thong cong ich tren pham vi ca

nuac.

     Quy thuc hien cac chiic nang, nhiem vu quy dinh tai Quyet dinh 11/2014/QD-

TTg ngay 27/1/2014 cua Thu tuong Chinh phu ve to chiic va hoat dong ciia Quy

Djch vu vien thong cong ich Viet Nam.

     Ca cau to chiic bo may cua Quy dugc quy dinh tai Quyet dinh so 1528/QB-

BTTTT ngay 23/10/2014 cua B6 Thong tin va truyen thong Ban hanh Dieu le to

chiic va hoat dong ciia Quy Dich vu vien thong cong ich Viet Nam, theo do, Quy

co 04 Ban chuyen mon nghiep vu: Ban To chiic hanh chinh, Ban Ke hoach nghiep

vu, Ban Tai chinh ke toan, Ban K.iem soat noi bp.

     2.2.Sff do to chiic Quy Djch vu vien thong cong ich Vi^t Nam

Giam doc

Ngay dp dung: tit ngay ky ban hanh Ldn ban hdnh: 01 Trang 7/31
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     2.3. Chinh sach chat Iircyng

     Giam doc Quy ky ban hanh Quyet dinh ve Chinh sdch chat luffng va cam ket

dam bao Chinh sach chat luong:

  a)Phu hop vai ton chi muc dich (chuc nang, nhiem vu, quyen han) ciia Quy;

  b)Bao gom viec cam ket dap ling cac yeu cau va cai tien thuang xuyen hieu lye

    ciia he thong quan ly chat luong;

   c)Cung cap co so cho viec thiet lap va xem xet cac muc tieu chat luong;

   d)Dugc truyen dat va thau hieu trong Quy;

     Dugc lanh dao Quy xem xet de luon thich hop.

     Chinh sach chat luong do Lanh dao Quy phe duyet. Chinh sach chat luong

dugc xay dung phu hgp vai chinh sach phat trien chung cua Quy va xu huong phat

trien chung cua dat nuac va the hien ro cam ket dap ung cac yeu cau va cai tien

lien tuc hieu luc cua he thong quan ly chat luong. Chinh sach chat lirgng dugc

truyen dat den mpi can bo, vien chuc va lao dgng hop dong trong toan Quy nhim

dam bao sir thau hieu va duy tri thuc hien chinh sach chat luong tai mgi c4p do bg

phan thugc pham vi ap dung he thong quan ly chat luong cua Quy.

     Chinh sach chat lugng phai dugc duy tri bang thong tin dang van ban.

Ngdy dp dung: tir ngdy ky ban hdnhLan ban hdnh: 01Trang8/31
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  B0 THONG TIN VA TRUYEN THONG
DICH VU VIEN THONG CONG ICH VIET NAM

.)
n

              CHINH SACH CHAT LlTONG
      Lanh dao Quy, ciing toan the can bo cong chiic, vien cua Quy cam ket

xay dung, ap dung lien tuc cai tien He thong quan ly chat luong phii hop tieu

chuan qufic gia TCVN ISO 9001:2015 nham:

      -Tap trung, nang cao hieu qua moi nguon luc de ho tro thuc hien chinh

sach nha nuac ve vien thong cong ich theo dung cac quy dinh cua Nha nuac va

phap luat dem lai sir phat trien kinh te - xa hoi, nang cao dan tri, dai song dong

bao nong thon, vung sau vung xa, bien gidi, hai dao.

      -Gop phin xay dung chinh phu liem chinh, kien tao, hanh dong, het long

phuc vu nguoi dan va doanh nghiep vi To quoc Viet Nam hung cuong.

      -Chii trong viec dao tao va phat trien nguon nhan luc, nang cao chat

luong nguon nhan luc de dam bao thuc hien xuat sac chuc nang, nhiem vu

dugc giao, xay dung ca quan ngay mot chuyen nghiep, hien dai, hieu qua va

than thien.

Ngdy dp dung: tie ngdy ky ban hdnh Ldn ban hanh: 01 Trang 9/31
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      - Thuc day xay dung cac ca che, chinh sach thao go kho khan, vuong

mac, tao moi tnrong thuan lgi cho:

      + Cac doanh nghiep hoat dong vien thong phat trien toi da tiem nang,

kinh doanh thanh cong, thinh vuong tren thi truong trong nude va quoc te, va

thuc Men cac dich vu vien thong cong ich hieu qua.

     + Thuc day phat trien kinh te so, xa hoi so 0 vung sau, viing xa, bien gioi,

hai dao, gop phan thuc hien thanh cong Chuong trinh chuyen doi so quoc gia.

                                      Ha Noi ngdy thdng ndm 2020

                                                GIAM DOC

                                                   Daky

                                               Tran Duy Hieu

Ghi chu:
  1.Chinh sach chat lugng nay dugc thiet lap dap irng cac yeu cau cua tieu chuan quoc gia

    TCVN ISO 9001:2015.
 2.Tat ca can bo, cong chiic, vien chuc, nguai lao (long Quy deu thau hieu va luon hanh

    (long theo diing tinh than va noi dung ciia Chinh sach chat lugng nay.
 3.Chinh sach chat lugng nay dugc niem yet cong khai de cac ben lien quan dugc biet.
 4.Muc tieu chat lugng dugc thiet lap cu the theo tirng giai doan dl tirng bugc thuc hien

    Chinh sach chat lugng.

Ngdy dp dung: tie ngdy ky ban hdnh Ldn ban hanh: 01 Trang 10/31
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     2.4. Muc tieu chat luwig

      Be thuc hien tot cam ket, nhu "Chinh sach chat lugng" da cong bo, tren ca

sa tong ket viec thuc hien muc tieu chat lugng ciia nam, hang nam Ban Chi clao

ISO ciia Quy (gom Truong Ban Chi clao ISO la Lanh <lao Quy va cac thanh vien la

Lanh dao cac don vi thuoc Quy) se hop de xem xet, xac dinh va phe duyet muc tieu

chat lugng cua Quy. Tung dan vi true thuoc (cac Ban) se thiet lap muc tieu chat

lugng rieng cho don vi minh.

     Van ban muc tieu chat lugng phai duoc ban hanh ciing vai ke hoach thuc hien

muc tieu chat lugng.

     + Duy tri muc tieu chat lugng bang thong tin dang van ban.

     + Tich hop cac chi tieu KPIs vao van ban Muc tieu chat lugng ciia Quy va cua

tung don vi thuoc Quy.

Ngdy dp dung: tie ngdy ky ban hanhLan ban hdnh: 01Trang 11/31
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       2.6. He thong quan ly chat lu'ffng

       2.6.1 Pham vi ap dung

       a)He thong quan ly chat lugng cua Quy dugc xay dung phii hop vai tieu

  chuan qu6c gia TCVN ISO 9001: 2015. He th6ng nay dugc ap dung cho tat ca

  cac hoat dong thuoc Quy. Cu the la dan vi thuc thi chinh sach trong lTnh vuc

  viSn thong cong ich.

       b)Noi ap dung: Tai tru sa Quy Dich vu vien thong cong ich Viet Nam,

  Ting 4 s6 115 Tran Duy Hung.Cau giay, Ha Noi.

       c)Cac don vi thuoc pham vi ap dung gom 4 don vi sau:

       -Ban To chuc hanh chinh

       -Ban Ke hoach nghiep vu

       -Ban Tai chinh ke toan

       -Ban Kilm soat npi bo

       Bang doi chieu cac yeu ciu cua tieu chuan quoc gia TCVN ISO 9001:2015

  va he thong quan ly chat luong cua Quy duai hinh thiic cuon So tay chat lugng

  dan chieu tdi cac quy trinh he thong, quy trinh nghiep vu de cu the thuc hien cac

  yeu cau nay.

       d)San pham chinh trong thuc thi nhiem vu vien thong cong ich ciia Quy:

  Cac de an ve chuong trinh vien thong cong ich giai doan 05 nam, cac van ban

  thuc thi chuong trinh vien thong cong ich duoc Thii tuang phe duyet.

        2.6.2 Yeu cau chung

       HTQLCL ciia Quy Dich vu Vien thong cong ich Viet Nam dugc xay dung,

  thuc hien, duy tri va thuong xuyen cai tien nang cao hieu lire va hieu qua theo

  cac yeu cau ciia tieu chuan ISO 9001:2015

       Be thuc hien HTQLCL nay, Quy tien hanh thuc hien:

        a)Cac qua trinh can thiet trong he thong dugc xac dinh thong qua Pham

  vi ap dung he thong quan ly chat lugng neu trong Chuong 1 ciia STCL nay va

  dugc cu the hoa bang cac Quy trinh dugc xay dung va ap dung trong toan bo to

  chiic;

        b)Trinh ty va moi tuong tac giua cac qua trinh trong hoat dong ciia Quy

Ngdy dp dung: tic ngdy ky ban hanhLdn ban hanh: 01Trang 13/31
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dugc thl hien thong qua So1 do moi tircng tac gifra cac qua trinh (trang

12/31); dong thai trong noi dung ciia cac quy trinh chung cflng nhu cac quy trinh

tac nghiep, moi tuang tac giua cac qua trinh the hien thong qua dong chay cua

quy trinh, cac buac chuygn giao cong viec, cac diem tuang giao trong quy trinh.

      c)He thong Luat, van ban quy pham phap luat cua Nha nuac co lien quan
din viec thuc hien chiic nang nhiem vu cua Quy la cac chuan mire va cac

phuong phap can thiet de dam bao viec tac nghiep va kiem soat hieu qua cua cac

qua trinh;

      d)Viec cung cap cac nguon luc va thong tin can thiet de ho trg hoat dong

tac nghiep va theo doi cac qua trinh dugc dim bao song song vai qua trinh thirc

hien nhiem vu, ke hoach hang nam cua Quy, cac nguon luc cua Quy dugc dam

bao bed nguon ngan sach nha nuac cap.

      e)Viec theo doi, do luong cac qua trinh dugc neu cu the tai chuong VIII

ciia so tay nay, ket hop ciing cac hoat dong danh gia, tong ket hoat dong cua

Quy vao cac dip cuoi nam.

      f)Tat ca cac qua trinh trong hoat dong cua Quy dugc xay dung va cu the

hoa thanh cac quy trinh tren ca sa cac quy dinh cua luat phap va cac doi hoi can

dap vrng cua tieu chuan TCVN ISO 9001:2015.

     2.1.1. Cau true he thong van ban cua he thong quan ly chat lu-ccng

     He thong van ban ciia Quy co cau true nhu sau:

Ngdy dp dung: tic ngdy ky ban hdnh Lan ban hdnh: 01 Trang 14/31
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       a)Tang 1: So tay chat luang bao gom Chinh sach chat lugng, Muc tieu chat

   lugng quy dinh viec to chuc he thong quan ly chat luong va chinh sach chung
   d6i vai cac hoat dong chat luong cua Quy.

       b)Ting 2: Cac quy trinh he thong, quy trinh nghiep vu la tai lieu quy dinh

  phuong thuc thuc hien va each thuc kiem soat cac hoat (long chat lugng cua

   Quy.

         c) Ting 3: Cac bieu mau, ho so, tai lieu ben ngoai lien quan tai he th6ng

   quan ly chat luong.

       Chinh sach chat luong la tai lieu cong bo chinh thuc dinh hirong va cam ket

   ve chat luong cua Truang Ban chi dao ISO. Chinh sach chat luong dugc Truang

   Ban chi dao ISO phe duyet, truyen dat va dam bao thau hieu trong toan Quy.

   Chinh sach chat luong dugc ket noi chat che voi chien luge phat trien chung ciia

   Quy va dirge xem xet dinh ky de dam bao phu hop.

       Muc tieu chat lugng dugc Quy thiet lap a cap Quy va cap don vi (cac Ban

   chiic nang). Muc tieu chat lugng dugc xay dung hang nam, nhat quan vai chinh

   sach chat lugng, lugng hoa va co ke hoach trien khai thuc hien, xac dinh cu the

   cac rui ro de phong tranh. Cac don vi thuoc Quy co trach nhiem thuc hien muc

  tieu chat luong va to chiic danh gia viec thuc hien muc tieu chat lugng.

       Quy duy tri So tay chat lugng nham mo ta khai quat ve Quy va pham vi ap

   dung he thong quan ly chat lugng, cong bo chinh sach chung doi vai cac hoat

   dong quan ly chat lugng cua Quy. So tay chat lugng co the dugc giii tai cac ben

   lien quan khi can thiet.

       Be quan ly mot each nhat quan cac qua trinh cong viec, phan cong ro trach

  nhiem, quyen han, su phoi hop va cac yeu cau dau ra cu the, Quy xay dung he

  thong van ban gom: quy che, quy trinh, quy dinh, bieu mau, ho so... He thong

  van ban nay deu dugc chuan hoa ve dinh dang, cau true, tham quyin phe duyet

  va dugc phan phoi dam bao san co va dugc pho bien ap dung tai cac dan vi thuc

  hien.

       He thong van ban quy pham phap luat lien quan va dieu chinh hoat dong

   ciia Quy la mot phan ciia he thong quan ly chat lugng. Cac van ban nay dugc

  theo doi va cap nhat thuong xuyen. Cac qua trinh cong viec deu co cac ho so

  dugc xac dinh cu the can luu tru de lam bang chung ve viec da thuc hien va ket

Ngdy dp dung: tu ngay ky ban hanhLdn ban hdnh: 01Trang 15/31
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   qua dat dugc. He thong ho sa cong viec dugc xac dinh cu the cho tung qua trinh

   va liru tru theo quy dinh.

       2.1.2.Kiem soat tai lieu

       Quy thiet lap va duy tri thu tuc kiem soat cac tai lieu trong He thong chat

   lugng, thong qua viec:

       -Quy dinh cu the nguai viet, nguai kiem tra, nguai phe duyet cho tung loai

   tai lieu thupc He th6ng chat lugng.

        -Quy dinh viec luu giu, truy cap, quan ly, phan phoi tai lieu va thu hoi cac

   tai lieu loi thai.

        -Dam bao rang luon san co tai lieu can thiet tai ncri su dung. Tat ca cac tai

   lieu phan phoi cho cac dan vi lien quan deu phai dugc dang ky vao so cap phat

   tai lieu, co chu ky cua nguoi nhan.

       -Tat ca cac tai lieu trong He thong chat lugng phai dugc quy dinh thong

   nhat ve hinh thiic, quy dinh ky ma hieu tai lieu, each nhan biet tai lieu, quy dinh

   ky hieu khi tai lieu hoac mau bi6u thay doi.

        -Tai lieu loi then deu dugc huy bo ngay tai nai phat hanh hoac nai sir dung.

   Mpi tai lieu luu deu dugc thuc hien theo quy dinh .

       -Cac tai lieu thuoc He thong chat lugng chi dugc phan phoi, luu hanh

   trong noi bo; neu phat hanh ra ngoai Quy phai co su d6ng y cua ngiroi co thlm

   quy en.

        -Moi thay doi ve tai lieu deu dugc kiem soat, nhung noi dung thay doi phai

   dugc nguai co tham quyen phe duyet lai. Moi tai lieu loi thai deu dugc thu hoi

   de tranh su dung nham Ian.

        -Cac tai lieu ben ngoai den Quy do bo phan van thu cua Quy cap nhat va

   phan phoi theo su chi dao cua Chanh Van phong den cac dan vi lien quan xir ly

   va dugc kiem soat thong qua hoat dpng quan ly van ban va phai dugc nguai co

   tham quyen xem xet su phii hgp truac khi dua vao su dung.

        2.1.3.Kiem soat ho sor chat lirotig

        -Ho sa chat lugng la bang chung ghi nhan ket qua thuc hien cac hoat

   dpng chat lugng cua Quy.
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     -Cac ho so chat lugng dugc phan loai, danh so ro rang de de truy cap va

tien cho viec liru tru, bao quan va su dung.

     -Cac don vi co trach nhiem tu lini trir, bao quan va xir ly cac ho so chat

lugng lien quan din hoat dong ciia don vi minh trong thai gian dang luu tai don

vi. Chuyen cac ho so can luu tru theo quy dinh ve Bo phan Van thu Quy khi het

thai han luu tru tai dan vi.

     -Trach nhiem va thai han luu giu ho sa chat lupng dugc quy dinh ro

trong cac quy trinh lien quan tuy thuoc vao mite do quan trong cua cac ho so do.
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                                 PHAN III
     BOI CANH HOAT DONG VA VAI TRO CUA LANH DAO

  3.1.Phan tich boi canh va yeu cau cua cac ben lien quan

       3.1.1B6i canh ben ngoai:

       -Quy la mot dan vi thuoc Bo Thong tin va Truyen thong. Gia tri ciia khoi

  ca quan Bo TTTT thl hien a 10 chu vang: Trung thuc- Dung cam- Tan tuy-

  Sang tao- NghTa tinh

       -Van hoa ciia kh6i ca quan Bo : Lam Guang, Ky cuong, Trong tarn, But

  pha. Bo tnrcrng va lanh dao Bo chi dao quyet liet, thuong xuyen gui cac thong

  diep ve tim nhin xay dung Viet Nam hung cirong va su menh la nganh dan dau

  trong cong viec thuc hien hoa tam nhin do.

       -Cac don vi trong kh6i ca quan Bo deu dang no lire khong ngung truac

  ap lire cua xa hoi doi hoi Bo TTTT phai ngay cang thuc hien tot hem chire nang

  nhiem vu cua minh vai nang suat, chat luong, hieu qua khong ngung duoc nang

  cao.

       -Xu the phat trien ciia cuoc each mang cong nghiep 4.0, nhu cau chuyen

  doi so sau rong tren ca nuac, a cac mat cua xa hoi va vai tro dan dat cua nganh

  TT&TT trong cuoc each mang cong nghiep Ian thu 4 va chuong trinh chuyln

  doi so Quoc gia den 2030.

       -Quoc hoi nuac Cong hoa xa hoi chu nghfa Viet Nam va cac bo, nganh

  dang co ra soat, danh gia ve hoat dong cua cac Quy ngoai ngan sach va dang co

  yeu cau doi hoi cac Quy nay noi chung va Quy Dich vu vien thong cong ich noi

  rieng co nhung hoat dong tliigt thuc, hieu qua, dung muc tieu ton chi.

       3.1.2Boi canh ben trong:

       -Van hoa cua Quy: Trach nhiem- tan tinh- cung phat trien dugc phat trien

  va duy tri bang khong khi viec lam dan chu, binh dang, than mien, cdi ma, tin

  tuang Ian nhau. Can bo, cong chire, vien chirc ciing lanh dao ciia Quy luon co

  khat vong ditgc lam viec, cong hien cho sir nghiep chung cua Quy, luon co tinh

  than hoc hoi, tam huyet trong cong tac canh tranh lanh manh, hop tac va tran

  trong ket qua lam viec ciia nhau.

       -Nguon nhan lire ciia Quy co trinh do cao, co nliieu tiem nang sang tao

  d6i mai, san sang cong hien, phung su To qu6c va nhan dan
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       -Quy mai co thay doi ve lanh dao cao nhat. Giam doc Quy va cac Pho

  giam doc luon chi dao sat sao cac hoat dong ciia Quy.

       -Tam nhin: xac dinh tarn nhin ve vien thong cong ich cho giai doan 2021-

  2025 " Mo rong cac dich vu ho trg, tap trung vao cac noi dung bang thong rong,

  ha tang so, Chinh phu dien tir, tir do tao ca hoi mcr rong hoat dong, dong thdi

  tang thuang hieu Quy Dich vu vien thong cong ich VietNam.

       -Sii menh: Rut ngan klioang each so- Ho trg thuc day phat trien dich vu.

       -Phuang chain hoat dong: Lain guong - Ky cuong - Trong tam - But pha.

       -Nhan thuc: Nang cao trach nliiem cong viec va nhan thuc ve vai tro cua

  vien thong cong ich.

       -Ca cau to chuc ciia Quy: Ban To cliii'c hanh chinh

                                 Ban Tai chinh ke toan

                                 Ban Ke hoach nghiep vii

                                 Ban Kieni soat noi bo

       3.1.3 Hieu nhu cau va mong doi cua cac ben quail tam

       -Quoc hoi, Thii tuong Chinh phu, Bo TT&TT mong dgi Quy:

       + Thuc hien nghiem minh cac Luat, Phap luat, Nghi dinh cua Chinh phu.

       + Thuc hien, hoan thanh tot co hieu qua chuong trinh vien thong cong ich

  cac giai doan.

       -Cac UBND, thanh pho true thuoc Trung uang, cac so TT&TT mong dgi

  Quy:

       + Ha tang, dich vu cong nghe thong tin va tniygn thong a dia phuong dugc

  phat trien.

       + Pho cap dich vu cong nghe thong tin va truyen thong cho vimg sau,vung

  xa, bien giai va hai dao.

       -Cac doanh nghiep vien thong mong dgi :

       + Dugc dat hang de lam nhieni vu vien thong cong ich.

       + Co cac chuong trinh viln thong cong ich phu hop, nhan dugc su h6 trg,

  hudng dan kip thai.
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       -Nguai dan va khach hang mong dgi:

       + Su tien ich khi su dung dich vu.

       + Gia ca dich vu hap ly.

       + Chat lugng dich vu tot.

       -Cac don vj true thuoc Bo TT&TT mong dgi:

       + Nhan dugc su phoi hop cong vic hieu qua.

       3.2 Truyen dat ve he thong quan ly chat lu'o"ng

       Lanh dao Quy thirang xuyen truyen dat cho cac don vi thuoc Quy ve tarn

  quan trong ciia He thong quan ly chat lugng nham dap utig cac yeu cau ciia

  Dang, Chinh phu va nhan dan cung nhu cac yeu cau cua cac ben lien quan trong

  cac cuoc hop giao ban, hop xem xet dinh ky cua Truong Ban chi dao ISO.

       3.3.Hoach djnh he thong quan ly chat Iuwng

       Truang Ban chi dao ISO tien hanh hoach dinh He thong quan ly chat lugng

  thong qua viec xay dung van ban, thuc hien, duy tri he thong quan ly chat lugng

  va thuong xuyen nang cao hieu lire cua he thong theo cac yeu cau cua tieu

  chuan. Cac Ban cua Quy dam bao rang tinh nhat quan ciia He thong quan ly chat

  lugng dugc duy tri khi hoach dinh va thuc hien cac thay doi.

       3.4.Trach nhi^m va quyen han

       Can bg, cong chuc, nguoi lao dong trong Quy phai nhan thiic ro vai tro,

  trach nhiem va quyen han cua minh tai moi vi tri. Van ban quy dinh cac chuc

  danh do nguai co tham quyen phe duyet va truyen dat tai toan the can bo, cong

  chiic, nguai lao dong cua Quy.

       Cac can bo chu chot gom: Lanh dao Quy, cac Truang, pho ban, Thu ky

  ISO phai thuc hien tot chiic nang, nhiem vu dugc quy dinh trong So tay chat

  lugng.

       3.5.Trao d6i thong tin noi bo

       Thiet lap va duy tri cac kenh trao doi thong tin noi b6 nhieu chieu trong

  Quy nham cung cap cac thong tin day du, kip thai, dung doi tuang ve phuong

  huang va tinh hinh hoat dong, ket qua dat dugc, viec thuc hien he thong quan ly

  chat lugng. Cac hinh thuc truyen dat thong tin duai nhieu dang: hop, van ban,

  thong bao, mang noi bo, true tiep, dien thoai, ...
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       3.6. Xem xet cua Trirfrng Ban chi dao ISO

       Binh ky hang nam hoac dot xuat hay khi can thiet, Truang Ban chi dao ISO

  hop xem xet hieu lire va hieu qua thuc hien he thong quan ly chat luang. Noi

  dung xem xet gom cac van de sau:

       -Tinh trang cua cac hanh dpng tir Ian xem xet cua lanh dao truac do;

       -Cac thay doi ben trong va ben ngoai anh huong den he thong quan ly chat

  luang;

       -Thong tin ve kit qua hoat dong va hieu luc ciia he thong quan ly ch4t

  luang, bao gom ca cac xu the ve:

          + Muc dp dat dugc cac muc tieu chat hrgng;

          + K6t qua cua cuoc danh gia;

          + Phan h6i cua ca quan cap tren, ca quan hiru quan, cong dong doanh

             nghiep, cong dan va su thoa man cua khach hang;

          + Viec thuc hien cua qua trinh va sir phii hop ciia san pham va dich vu;

          + Ket qua thuc hien cac hanh dpng khac phuc, phong ngiia;

          + Cac ket qua theo doi va do luang;

          + Cac ket qua hoat dpng cua nha cung cap ben ngoai.

       -Su day du cua cac nguon lire;

       -Tinh hieu lire ciia hanh dpng dupe thuc hien de giai quyet rid ro va co hoi;

       -Cac ca hoi cai tien.

       Tren ca sa xem xet ciia Truang Ban chi dao ISO de dua ra chuong trinh

  hanh dpng khac phuc, phong ngua nham nang cao tinh hieu luc, hieu qua cua He

  thong quan ly chat lupng va cac qua trinh cua he thong, cai tien san pham va

  dich vu lien quan den yeu cau cua cac ben.

       Tat ca cac cupc hop xem xet ciia lanh dao do Truang Ban chi dao ISO chu

  tri va ket qua xem xet duac hru giu bang van ban trong ho sa quan ly chat

  lupiig.

      Truang Ban chi dao ISO va Lanh dao cac don vi thupc Quy dam bao viec

  thong tin, pho bien tarn quan trong ciia viec dap ling cac yeu cau cua cac to
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chiic, ca nhan lien quan cung nhu nhung yeu cau ve luat phap cho toan the cac

can bo, cong chiic, ngudi lao (long trong Quy.

    Thong qua thiel lap chinh sach chat lupng the hien cam ket ciia lanh dao

cung nhu toan th! cac can bp, c6ng chiic, nguoi lao (long lam viec tai Quy ve

chit lugng trong cac cong viec cua minh. Chinh sach nay dugc ph6 bien, quan

triet va duy tri trong toan Quy. Trong chinh sach chat lugng cung nhu ducmg loi

phat trien cua Quy, mpi ngucri deu y thiic dugc viec dap ling nhung yeu cau ciia

cac to chiic, ca nhan lien quan va chuyen nhung yeu cau nay thanh nhirng quy

dinh va tieu chi cu the.

    Hang nam, Quy thiet lap muc tieu chat lugng theo dinh huong phat trien.

Muc tieu chat lugng va Ke hoach thuc hien Muc tieu chat lugng dugc xem xet,

xac dinh va ban hanh de ap dung tai cac don vi thuoc Quy.

    Nhim dap ling dugc cac muc tieu da dat ra va cac yeu cau ciia he thSng quan

ly chat lugng, Truang Ban chi dao ISO va Lanh dao cac don vj thuoc Quy dam

bao lap ra cac ke hoach cu the, xac dinh ro cac cong viec, cac nguon luc can

thiet va phan cong trach nhiem cu the. Dam bao sir dong bo cua toan bo he

thong ngay ca khi co bat ky sir thay doi nao. Viec hoach dinh chat lugng dugc

the hien qua cac tai lieu ciia he thong quan ly chat lugng va cac ke hoach cu the

de dat dugc muc tieu chat lugng.

     Tai lieu tham chieu:

     Quy trinh hop xem xet cua lanh dao - QT.HT.02
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                                 PHAN IV
   HOACH DINH, NGUON LUC VA CAC QUA TRINH HO TRO

       Quy cam ket cung cap day du va kip thai cac nguon lire de thuc hien, duy

  tri He thong quan ly chat luong va thuong xuyen nang cao hieu luc cua he

  thong.

       4.1.Nguon nhan luc

        Xac dinh va cung cap cac nguon lire can thiet de duy tri va cai tien thuong

  xuyen cac quy trinh trong he th6ng quan ly chat luong va huong tai thoa man

  yeu cau cua doi tac.

        Phan cong cac can bp co du nang lire, trinh do de thuc hien cac cong viec

  co-anh huong den chat lugng dich vu.

       Nguon nhan luc dugc dao tao va khong ngirng nang cao trinh do chuyen

  mon nghiep vu de hoan thanh tot yeu cau cong viec.

       4.2.Cff s* vat chat

       Co so vat chat va dieu kien trang thiet bi lam viec dugc cung cap kip thai

  phuc vu tot cho cong viec.

       4.3.Moi trircrng lam vif c

       Xay dung va phat trien moi truong lam viec tot nhat phuc vu cho viec then

  khai ap dung he thong quan ly chat luong. Quy dam bao xac djnh va quan ly moi

  truong lam viec can thiet de dat sir phii hop vai cac yeu cau ciia phap luat va cac

  ben lien quan nhu phong chong chay no, an toan cho cong tac luu trii, canh quan

  nai lam viec.

       4.4.Theo doi va do liro'ng

       Cac nguon luc theo doi va do luang phu hop vai dac thu hoat dong ciia

  Quy.

       4.5.Quan ly tri thirc

       Truang Ban chi dao ISO luon xac dinh, cung cap va duy tri ca so vat chat

  can thiet, vi du: thiet bi, may tinh, dung cu, phuong tien lam viec, ...

       Dam bao moi truong lam viec thich hop, thuan tien, khuyen khich moi

  nguai lam viec vai nang suat va hieu qua cao.
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     Tri thiic, doi mai, sang tao la hat nhan, la yeu to quyet dinh cho sir phat

trien va thanh cong ciia moi to chuc. Tri thiic nay phai dugc quan ly, bao ve, duy

tri va san co a miic dp can thiet. Theo thai gian, tri thiic co the bi lac hau, loi

thai. Do vay, can dugc thu thap va cap nhat bo sung mot each thuang xuyen.

     Tri thiic can thiet cho hoat dong cua Quy va viec thirc hien cac qua trinh

nham dat dugc sy phii hop cua san pham, dich vu ma minh cung cap, bao gom:

     + Cac nguon ben trong: tai san sa huu tri tue, tri thiic co duac tu kinh

nghiem, bai hoc kinh nghiem tCr nhurig du an thanh cong hay that bai, ket qua

cua viec cai tien cac quy trinh, cac san pham va dich vu.

     + Cac nguon ben ngoai: cac tieu chuan, tri thiic dugc thu nhan tu cac hoi

thao, hoi nghi, chuyen cong tac nuoc ngoai, tir khach hang hoac tCr nha cung cip

ben ngoai.

     Tai lieu tham chieu:

     Quy trinh thi dua khen thuang - QT.TCHC.05

     Quy trinh dao tao - QT.TCHC.06

     Quy trinh xet nang luang truac thai han - QT.TCHC.09
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                                PHANV
   QUAN LY QUA TRINH CUNG CAP SAN PHAM, DICH VU

     Viec ap dung tieu chuan qu6c gia TCVN ISO 9001:2015 tai Quy dugc triln

khai cho cac hoat dong thuc thi chinh sach nha nuoc trong cac linh vuc vien

thong cong ich.

     Moi qua trinh ciia cac don vi deu phai duoc kiem soat tu viec lap ke hoach

den cac buac thuc hien theo dung nhir quy trinh de ra, dong thai phai thuc hien

cong tac kiem tra theo doi tai cac giai doan thich hop va kiem soat cac kct qua

dat dugc. Cac tai lieu huang dan cong viec cung nhu cac thong tin ve cac yeu

cau phai dugc dap ling va dugc cung cap day du cho cac don vi lien quan. Be

thuc hien chiic nang, nhicm vu ciia Quy, cac dan vj trong Quy da xay dung cac

quy trinh thuc hien cong viec.

     Be dam bao cac qua trinh nay dugc kiem soat chat che, chat lugng cong

viec on dinh huang toi viec dap ung yeu cau cua nguoi dan va phuc vu lanh dao,

moi yeu to lien quan den con nguoi, nghiep vu cong tac, co sa vat chat, thong tin

ve chinh sach quy dinh ciia phap luat, chii truang ciia lanh dao, ho so kit qua

cong vi$c deu dugc kiem tra quan ly chat che, the hin trong cac Quy trinh

nghiep vu.

     (Danh muc cac tai lieu, quy trinh he thong va quy trinh nghi?p vy xem tai

Phu luc kem theo).
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                                PHAN VI
       DANH GIA KET QUA HO AT DONG VA CAI TIEN

     6.1.Do ludug su thoa man cua khach hang

     Quy hilu nhu cau va mong dpi cua cac ben lien quan. Quy thu thap va xem

xet cac thong tin phan hoi, y kiln cua co quan cap tren, cac ben lien quan va coi

do nhu thuac do miic dp thuc hien cua He thong quan ly chat lugng.

     Tung can bo, cong chiic, vien chiic, nguoi lao dong trong Quy deu co trach
nhiem tilp thu va phan h6i toi cac cap co tham quyen ve y kien cua cac ben lien

quan.

     Phuang phap thu thap va xit ly thong tin dugc xac dinli ro trong Quy trinh
cai tiSn he th6ng quan ly chat lugng - QT.HT.05.

     6.2.Danh gia noi bo

     -Quy da thiet lap mot quy trinh dang van ban quy dinh viec to chiic danh

gia noi bo tai Quy de xac nhan su tuan thu cua cac hoat dong chat lugng vai cac
yeu chu cua tieu chuin qu6c gia TCVN ISO 9001:2015 va vai cac quy trinh, quy

dinh cua Bo, thong qua do xac dinh tinh hieu luc cua He thong quan ly chat

lugng.

     -Hang nam, Truong Ban chi dao ISO cua Quy co trach nhiem lap Ke

hoach danh gia noi bo, xem xet den tinh trang va tarn quan trong cua cac qua

trinh va dan vi dugc danh gia cung nhu ket qua cua cac cuoc danh gia noi bp

truac do trinh Truang Ban chi dao ISO phe duyet.

     Viec lira chpn, phan cong danh gia vien noi bp va tien hanh danh gia noi bp

luon dam bao tinh khach quan va doc lap cua viec danh gia noi bp.

     Cac danh gia vien noi bo khong dugc danh gia cong viec cua minh hoac

don vi nai minh cong tac.

     -Ket qua cua cac cupc danh gia noi bo deu dugc bao cao cho Truong Ban

chi dao ISO va luu ho so theo dung quy dinh tai Quy trinh quan ly tai lieu -
QT.HT.01 va Quy trinh quan ly h6 so - QT.HT.02.

     -Lanh dao cac don vi trong Quy dam bao khong cham tre trong viec ap

dung cac bien phap hoac thuc hien cac hanh dong khac phuc phong ngira de loai
bo nguyen nhan khong phu hgp hoac ngan ngua su tai diln dugc phat hien trong

qua trinh danh gia hoac thuc hien cac hoat dong tac nghiep khac.
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       -Truang Ban chi dao ISO hoac Lanh dao cac dan vi thupc Khoi ca quan
  Bo co trach nhiem true tilp hoac phan cong nguoi kiem tra, theo doi viec thuc

  hien hanh dong kh&c phuc va bao cao ket qua thuc hien.

       -KSt qua cua cupc danh gia npi bo la thong tin dau vao cho viec thuc hien

  cac hanh dong kMc phuc va xem xet cua Truong Ban chi dao ISO.

       Tai lieu tham chieu:

       Quy trinh danh gia noi bp - QT.HT.03.

       6.3.Kiem soat san phiini khong phu hop

       -Quy thuc hien cac bien phap thich hop va dam bao rang cac san pliam,

  dich vu khong phu hop vai cac yeu cau, quy dinh cua Quy hoac cac ben lien

  quan deu dupe nhan biet va phan biet nham tranh su dung, chuyen len cap tren

  hoac chuyen cho cac don vi lien quan.

       -Tat ca ho sa ve ban chat cua sir khong phu hpp va bat ky hanh dong tiep

  theo nao dugc tien hanh deu dupe luu tru.

       -Truang Ban chi dao ISO va Lanh dao cac dan vi thupc Quy chiu trach

  nhiem xem xet muc dp quan trpng cua nhung san pham va dich vii lchong phu

  hop dupe phat hien ra de thuc hien cac hanh dong khac phuc can thidt. H6 so v6

  viec xu ly, khac phuc cac san pham khong phu hop dugc luu giu.

       Tai lieu tham chieu:

       -Quy trinh cai tien he thong quan ly chat luang - QT.HT.05

       -Quy trinh nghiep vu cua cac don vi.

       6.4.Kiem soat su- khong phu hop, hanh dgng khac phuc su- khong phu

  hop

       -Trong qua trinli hoat dong cua Quy, neu phat hien sir khong phu hop thi
  se tien hanh xu ly theo rung muc dp khac nhau.

  + Thuc hien xu ly sy khong phu hop theo y kien chi dao ciia Tru'ong Ban chi

  dao ISO.

       + Tim nguyen nhan va thuc hien cac hanh dong kMc phiic theo y kien chi

  dao ciia Truong Ban chi dao ISO.

       -Quy da thiet lap mot thu tuc dang van ban theo yeu clu ciia tieu chuin &k

  quy dinh phirang phap thong nhat trong viec thuc hien hanh dong ldiic phuc,

  phong ngua va giai quyet khieu nai cua cac ben lien quan nhSm loai bo nhung
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          nguyen nhan cua su khong phu hap de ngan ngua su tai dien hoac ngan chan su

          xuat hien cua sir kliong phu hop tiem an.

               -Truong Ban chi dao ISO, Lanh dao cac dan vi thuoc Quy chiu trach

          nhiem chinh trong viec giam sat cac hoat dong tai dan vi minh va trinh Lanh dao

          Quy cac bien phap giai quyet thich hop.

               -Tat ca can bp, cong chiic, ngiroi lao dong deu co trach nhiem cung tham

          gia vao viec phat hien va khac phuc cac diem khong phu hop, cac diem bat hop

          ly trong cong viec va trong He thong quan ly chat luong.

               -Moi diem khong phii hop sau khi dugc phat hien, cac don vi co lien quan

          phai dieu tra, xac dinli nguyen nhan goc re cua van de.

^^- Viec thuc hien cac hanli dong khac phuc deu dugc tien hanh kiem tra, xac

          nhan va cac bang chung, ket qua thuc hien deu dugc hru ho sa va quan ly theo

          quy dinh.

               -Trudng Ban chi dao ISO luon khuyen kliich cac hoat dong phat hien su

          khong phu hop tiem an cua san pham, dich vu hoac qua trinh ngan chan su xuat

          hien cua chung.

               -Ket qua cac hanh dong khac phuc dugc tong ket, bao cao trong cac cuoc

          xem xet cua Truong Ban chi dao ISO va la ca so cho cac hoat dong cai tien ciia

          Quy.

                  Tai lieu tham chieu:

^^Quy trinli cai tien he thong quan ly chat lugng - QT.HT.05

               6.5. Kiem soat tai lieu va ho sc cua he thong quan ly chat lu-ffng

               Moi tai lieu bao gom ca tai lieu npi bp do Quy ban hanh va tai lieu co

          nguon goc tu ben ngoai, lien quan tai cac yeu cau cua tieu chuSii thupc he thdng
          quan ly chit lugng, deu dugc kiem soat, quan ly, phan ph6i va bat bupc dp dung

          khi tiln hanh thuc hien cong viec.

               Cac tai lieu nay luon dugc cap nhat, dieu chinh, b6 sung sira d6i cho phu

          hop theo dung trinh tu va thu tuc quy dinh de dam bao cho he thong quan ly chit

          lugng hoat dong co hieu qua.

               Cac tai lieu lien quan:

               Quy trinh quan ly tai lieu - QT.HT.01

               Quy trinh quan ly ho sa - QT.HT.02

               Quy trinh xir ly van di va van ban den - QT.TCHC.01
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      H6 so cua he thong quan ly chat lugng (luge kiem soat va quan ly dung
quy dinh &k thuan tien cho viec sir dung, kiem tra, danh gia.

      H6 sa chat luong dugc luu tru de chung to chat luong dat dugc theo yeu

cau va sir hoat dong co hieu qua cua he thong quan ly chat lugng.

      Cac don vj co trach nhiem lap, luu tru, nhan biet, bao quan va xir ly huy bo

h6 so chat luong lien quan dgn hoat dong cvia dan vi minh theo dung quy dinh.

      Cac tai lieu lien quan:

      -Quy trinh quan ly tai lieu - QT.HT.01

      -Quy trinh quan ly ho sa - QT.HT.02

     6.6. Cai tien He thong quan ly chat luyng

     Can bo, cong chiic, nguoi lao dong lam viec tai Quy phai thuang xuyen

nang cao tinh hieu luc va hieu qua cua He thong quan ly chat lugng, thoa man

yeu cau cua cac ben lien quan, bo sung kip thai nhung thieu sot, ddng thai loai

bo nhung sir khong phu hop, xay dung he thong quan ly chat lugng hop ly, khoa

hoc, co hieu qua.

     Truang Ban chi dao ISO khuygn khich tat ca can bo, cong chuc ngudi lao

dong lam viec tai Quy phat huy sang kien cai tien he thong quan ly chat lugng.

     Tat ca cac y tuang cai tien deu dugc xem xet, neu khong ap dung dugc vi

ly do nao do thi deu phai thong bao cho nguoi de xuat.

     Bao cao ve tinh hinh thuc hien cac khuyen nghi cai tien se dugc Thu ky

ISO trinh bay trong cac cuoc hop xem xet ciia Truong Ban chi dao ISO.

     Cac tai lieu lien quan:

     Quy trinh hop xem xet cua lanh dao - QT.HT.06

     Quy trinh cai tien he thong quan ly chat lugng - QT.HT.05
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                            PHU LUC

DANH MUC CAC TAI LIEU Hf THONG, QUY TRINH HE THONG, QUY TRINH
 NGHIEP VU HE THONG QUAn LY CHAT JLl/gfNG CUA QUY DICH VU VIEN

                   TH6NG C6NG ICH VlfiT NAM
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