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Yéu cau cua GFSI
- mwc do trung cap

» Cong ty phai thuc hién mét hé thong quan
i c6 hiéu qua dé giai quyét va stra chira
nhirng khiéu nai cua ngwdi tiéu dung
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Tam quan trong vé nhirng khiéu nai
cua nguoi tieu dung
« Cung cap phwong tién do
lwdng hiéu qua

* Dap ng nhirng yéu
cau/mong dogi cua khach
hang

« Xay dwng suw tw tin va moi
lien hé v&i khach hang

« Dé& x4c nhan co6 phai hé
thong quén i an toan thuc
phdm hoat déng dung, va
chd nao can thiét thi bd
sung dé cai thién sy hai
long
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Thu tuc khiéu nai

« Gong ty khuyen khich khach hang cung cap phan

h0| doi v&i sy an toan va chat lwong cua san
pqam vd dat nhwng ban phuc vu khach hang o,
mu’ng ctra hiéu va cé nhirng bd phan giai quyét
Khiéu nai khach hang

 Phan hoéi cia khach hang trén sw thwe hién va
khi€u nai nén dwoc xem ‘tich cwc’ va la mét
phwong tién dé hwdng dén sy cai thién

» XAy dwng qui trinh quan li khiéu nai bang van ban

» Rat quan trong dé xac nhan va dong y thoi gian
biéu cho nhirng hoat déng trong qw trinh (Mot s6
c6 thé dwoc dinh nghia b&i ngudi tiéu dung)
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Thu tuc

Tai sao?- dé dap wng modt céch tich cwe doi voi
nhirng khiéu nai cla khach hang va st dung
thdng tin dé xem xét, va noi ndo can thiét sé
xem lai thi tuc kiém soat

« Dé hiéu mirc do an toan

.« Pé dap ng dwoc nhirtng mong doi ctia khach hang
Pé xay dwng s tw tin va mdi lién hé véi khach hang
Pé cung cap mot phwong tién do lworng hiéu qua

Pé xac nhan co6 phai hé thénquuén li an toan thuc
pham hoat déng dung, va chb nao can thiét thi bo
sung dé cai thién sw hai l1ong
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Thu tuc

Céi gi?- co kha nang thu thap va dap &ng doi voi
tat ca nhirng khiéu nai

» Thét quan trong dé hiéu dwoc nhiing khiéu nai dén nhw
thé nao va ludng thong tin truyén dat trong cong ty nhw
thé nao

» Hé thong quan Ii khieu nai can phai dwgc dan chirng
bang tai liéu mot cach day du

« Can phai co tai liéu dac biét dé phat trién va nhirng hanh
dong ghi chép

» Lién lac v&i khach hang rat quan trong — yéu cau phai
hiéu dir liéu khiéu nai va dap tra lai khach hang.
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Thu tuc

Ai?- xac dinh vai tro va chiu trach nhiém trong qui
trinh

* Nén cd mét ngudi chiu trach nhiém chung cho qui trinh quan i
khiéu nai

- Ngum quan li an toan thyc pham ludn luén tham gia dé cung
cap cho diéu tra khiéu nai va dwa ra 1o khuyén cho hanh déng
dung

+  Sé& co mot sO ngwdi tham gla trong qui trinh va moi ngwo’l phai
hiéu tam quan trong cua viéc quan li khiéu nai va thdi gian biéu
cho sw phan hoi

« Nhirng khiéu nai nén 1a mét phan cta qua trinh xem xét quan li

 Phan tich khuynh hwéng khiéu nai nén la mot phan cua Vviéc
xem xét tiéu chuan HACCP va ché nao can thiét thi xem xét lai
trong ké hoach HACCP
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Thu tuc

Nhw thé nao?- nhirng chi dan dwoc viét chi tiét va
chién lwgc giao tiep

XAy dwng tai liéu tiéu chuan hda cho qui trinh

« Tim hiéu ly do cho sw khiéu nai va dwa ra hanh dong khac phuc

«  Ghi chép hanh déng khac phuc va giam sat néu nhw noé hiéu qua

. Tiérr: hanh phan tich khuynh hwéng khiéu nai & khoang théi gian qui
din

« Xay dwng cau tra & mot cach chién lwoc cho khach hang, vi du:

i. Thw xac nhan vé sy nhan dwoc — cdm on, céi gi sé xay ra, khi
nao sé xay ra

i. Thuw tra |&i trang trong —cam on, Iy do cho sy khiéu nai va xac
nhan hanh déng khac phuc

- Bao glom dir liéu khiéu nai khach hang trong chwong trinh danh gia
quan li

* Quitrinh khiéu nai ctia khach hang phai dwgc xem xét trong danh
glahquan i @& dam bao lam hai long dbi véi nhivng yéu cau duwoc
inh ro
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Thu tuc

Khi nao?- dé lam viéc trong khoang thoi
gian thoa thuan

XAy dwng va théa thuan thoi gian biéu cho nhirng buwéc
quan trong trong thu tuc, vi du khoang th&i gian cho qui
trinh khdo sat khiéu nai va khoang thoi gian dé tra 1o
cho khach hang

 Thwc hién hanh déng khac phuc cang sém cang tét
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MSNBC Home + Health - Infectious Diseases

FDA rushes to find E. coli outbreak source

2nd supplier recalls spinach for possible contamination

Health
Diet & MNutrition

- MSNBC staff and news service reports
tness Updated: 11:13 a.m. ET Sept 18, 2006 (INBC VIDEO

Women's Health
Children's Health

SAN FRANCISCO - The company whose fresh
spinach was linked to an E. coli outbreak that's

Men's Health
Sexcual Health sickened at least 109 people said its organic
S hikmod products had been cleared of suspicion, while
s health officials continued working to pinpoint the
bacteria source.
Aging
Cancer Natural Selection Foods LLC, the country’s largest
Heart Health grower of organic produce, said late Sunday that
Mental Health manufacturing codes from packages of spinach
More Health News that infected patients turned over to health
Pet Health officials all were from non-organic spinach.
Health Library Natural Selection packages both organic and Launch
Health Columns conventionally grown spinach in separate areas T
Video at its San Juan Bautista plant. Sept. 18: The number of people sickened by an
S.News The company, however, did ot mmediately It £ S01Wrenk 1ot e oo e
Politics any recalls of 34 brands. Those brands include brands are recalling their products. NBC's
World News the company’s own labels and those of other Michael Okwu reports.
Business companies that had contracts with Natural Today show
Sports Selection to produce or package its spinach.
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Lol cam on

Tai liéu nay dwoc xay dwng cung véi sw ung hé tai
chanh tw :

» Co’ quan phét trién qudc té Hoa Ky - Trwdng Dai
hoc bang Michigan - Dy an phat trién 1am vwon
Alliance (IHDA)-An D6, va

 Co quan hop tac phat trién cta Y théng qua du
an UE/GLO/09/017 - Thanh lap giai phap kinh
doanh néng nghiép, Truy xuat nguon goc va Trung
tam wu tu nang cao cua Ai Cap.
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Giay phép s dung (©Nolel

. Ban quyén thudc vé Truworng Pai hoc bang Michigan va T6
chirc phét trién céng nghiép lién hiép qudc, 2011, ban gbc
xem tai http://www.fskntraining.org, Giay phép s dung dang
ki tai Creative Commons Attribution-Share Alike 3.0 Unported
(CC-BY-SA).

- Xem giay phép tai http://creativecommons.org/licenses/by-
sa/3.0/ hoac gwi thuw toi Creative Commons,
559 Nathan Abbott Way, Stanford, California 94305, USA.
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