TONG DAI TU VAN,
O NGUO'I TIEU DUNG

T6 Tw van va giai quyét yéu cau,
kién nghi, khiéu nai cia ngwei tiéu dung
Cuc Canh tranh va Bao vé ngudi tiéu dung,

B6 Céong Thuong



» Gigi thiéu vé Tong dai Tw van, Hb tro
nguwoi tieu dung 1800.6838
* Lich st hinh thanh
- Dé an Xay dwng hé thong tong dai tw van,
o ho tro ngwoi tieu dung tai BO Cong Thuwong
NOiI dung + Myc tidu
- PHAN QUYEN, PHAN CAP
 Lanh dao
« Cong chtrc, vién chirc dwoc giao nhiém vu '

» Dinh hwédng phat trién

o




Lich st hinh thanh

2012 - 2015

DPau sb (Hotline)

0(2)4.3938.7846

Tw van, hd trg ngudi tiéu dung. Khong
co chirc nang thong ké, bao cao va lwu
vet

Mién phi tw van, cuQc goi dén tinh cuéc
theo quy dinh cta vién théng

Hé thong hotline 04.3938.7846 chi hd
tro 1 tbng dai vién tiép nhan 1 cudc
dién thoai déng thoi.

Pau sb dia phuwong (Ma vung 04 — Ha
N0|) Han ché trong viéc tiép nhan va tw
van khiéu nai cla nguoi tiéu dung cac
Tinh, Thanh phd khac

2015 - 2019

DPau s6 1800.6838

1800 — 6 (“N"gui) 8 (“T"iéu) 3 (“D"ung)
8 (“V”iét)

Mién phi cudc goi, phi tw van

Xay dwng hé thong tiép nhan, lwu vét
cudc goi, hé thong héa co s& di¥ liéu tw
van, hé tro nguoi tiéu dung

Khoéng thé két ndi t¢i cac bén thi ba

Tiép tuc str dung dau sb 1800.6838
Mién phi cwdc cude goi

Mién phi tw van

Hé thdng hoéa, sb hda va dién tlr hoa
toan bé quy trinh

Ket noi m&, co the hd tro cac don vi két
ndi trwec tiép dén tdng dai

Hb tro khong gi&i han sb lwvong cudc
goi dén va di thong qua Téng dal (sb
Iuo’ng han ché b&i s6 lwong tong dai
vién, tw van vién)

Tw véan vién |1a nhirng can bd da cé gan
11 nam kinh nghiém trong linh virc bao
vé quyeén loi ngudi tiéu dung



Pau sb

1800.6833

« Pau s6 mién phi cwdc nguwdi goi dén
(nguwoi tieu dung khong phai chi tra cac chi
phi lién quan dén viéc tw van, ho tro théng
qua tong dai 1800.6838)

* 6838 twong wng voi cac chir “N7, “T7,
“D”, “V” trén ban phim dién thoai voi y
nghia: Ngwoi Tieu Dung Viét



* Ngay 18 thang 10 nam 2016, Thu
twang Chinh phd ban hanh Qu &t dinh
sO 1997/QD-TTg phé duyét Chwong
trinh phat trién cac hoat dong bao vé
quyén lgi ngudi tiéu dung giai doan

R N 2016- 2020 trong do, phé duyét noi

TONG DA dung "xay dung hé thong Téng dai tw

van, ho trg nguoi tiéu dung trén toan

1800.6838 J °

* Ngay 01 thang 11 nam 2017, B4 tru*c’mg BO
Cong Thuong da cé Quyét dinh so
4176/QD-BCT phé duyét bé an Xay dung '
Tong dai Tu van, HO tro nguoi tiéu dung tai
BO Cong Thu'cmg

o




MUC TIEU

» St dung mét dau so dién thoai chung
(1800.6838) cho cong tac tw van, ho
tro ngwdi tiéu dung trén toan quéc

* Mot hé thong co sé dir liéu chung va
mot quy trinh, ndi dung tw van thong
nhat

« C6 sw két ndi gitra cac don vj trong
va ngoai nha nuwéc

« Hb tro cac can bd tir trung wong dén
dia phwong trong cong tac thirc thi
phap luat bao vé quyén Igi ngudi tiéu
dung




KET NOI VAN HANH
TOAN THOI GIAN

* Hé thong chinh duwoc dat tai tru
s@ Cuc Canh tranh va Bao vé
nguoi tiéu dung

* Hé thong du phong duwoc dat tai
Trung tam DU liéu FPT

« K&t ndi dong thoi, song song



https://www.globo.tech/learning-center/ha-load-balancing-keepalived-ubuntu-14/
https://creativecommons.org/licenses/by-nc/3.0/

Phan mém ho tro

* H& théng Tong dai
1800.6838 hoat dong
trén 03 nén tang chinh:

* Trinh duyét

e Ung dung trén iOS va
Android

* Phan mém cai dat
trén may tram

his Photo by Unknown Author is licensed under CC BY-SA



https://es.wikipedia.org/wiki/Men%C3%BA_Inicio
https://creativecommons.org/licenses/by-sa/3.0/

sO LUONG cuOC GOI TONG DAl 1800.6838
THEO CAC NAM

12000
10000

* Ngudn: Cuc Canh tranh va Bdo vé
nguoi tiéu dung, 8000

* BO6 Céng Thuong
6000
4000
2000
026&&.. 2]

2011 2012 2013 2014 2015 2016 2017 2018 2019 2020




SO LIEU TU VAN HO TRO VA GIAl QUYET KHIEU NAI CUA
NGUOI TIEU DUNG THONG QUA TONG DAI 1800.6838

sO LIEU TONG DAI NAM 2020

Y t&, Cham séc sirc khée

Thaoi trang, Trang sic

Thiét bj van phong

Tai chinh, Bdo hiém, Ngan hang, Tin dung tiéu dung
No&i that, Ngoai that

Nang lvong, Méi tredng

Khac

Hang hda tiéu dung thuwd'ng ngay khac
Gido duc, Giai tri

Du lich, Nha hang

Do Dién tlr gia dung

Dién thoai, Vién thong

Dich vu Van tai, Phwong tién van chuyén
Dich vu K&t néi Internet, Mang di déng

B4t ddng san, nha &

”'uwln"

o

100 200 300 400 500 600 700 800

Congvan MEmail M Website mDién thoai
(Tw van)
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PHAN QUYEN,

PHAN CAP

THONG QUA =
HE THONG e S

1800.6838 =




DANH SACH KI—[IEU NAI CUA
NGUOI TIEU DUNG

Khiéu nai ctia nguai tiéu dung Cong ty bj khiéu nai Nhiéu hon -

Bd loc va tim kiém | €

1 ) vGi cac hoat @dng ngay nay

Danh sach ngudi tiéu dung

Hoat ddng cha tdi A\ . AP S e
i Khiéu nai nguoi tiéu dung THEMMOT | ~

Khi€u nai cia ngug... 72

Quy trinh cong viéc Khiéu nai clia ngudi tiéu dung: (61 ) khéng c6 hoat déng (10 v6i cic hoat déng qua han Danh sach

Nhiém vu cha toi e+
Nhom lam viéc

Tai liéu

Lich lam viéc
Call/Chat © 2

Co cau td chirc

Trung tam lién lac

Cai dat

Mail @9+

SITEMAP

CAU HINH MENU

THONG TIN TOM TAT

Vinaphone khéng hé trgr
NTD chan cubc goi

Giao hang

NTD phan anh bi ngan
hang Seabank gilr xe do
khéng tra lai ding han

Mua hang trén mang

Trung v&i ma vu viéc
200921-2915

MA VU VIEC

200921-2921
Dién thoai

200921-2920
Bién thoai

200921-2919
Dién thoai

200921-2918
Dién thoai

200921-2917
Website

HO VA TEN

Vi Manh Tuéng

Bui Quang Anh

Cao Thj Thuong

NGAY KN v

21 phut cach
day

30 phuit cach
day

36 phuit cach
day

50 phat cach
day

56 phuit cach
day

CHIU TRACH NHIEM

Tran Mai Ha

Db Van Hung

Tran Mai Ha

D& Van Hung

1800.6838

PIEN THOAI

0919731558

0236 6289 739

097 232 72 22

0365 931 263

096 334 52 04




e ey s iy e o ey ey
téi van chura nhan dugc s tién can hoan lai la

20,646,000. Thong tin chi tiét dat vé nhu sau:
nokina Number: IIDXTWCSITRAN/THI NGOC

M& rong

Y&u cau cua (NTD)

Toi viét don khiéu nai nay kinh mong Cuc Bao vé
ngudi tiéu dung giup téi glrithdng tin yéu cau hoan
lai s6 tién 20, 646,000 VND ma Céng ty CP Hang
KhéngVietjet da huy chuyén, khét [an khach hang
hét [an nay dén lan khac khi ma da quahan thong
bao hoan tién tir lau, khién long tin cua khach hang
giam st cling nhumaét thoi gian va tién bac cua
Khach hang.

Hudng dan cla Téng dai vién
trudng trong

ré&ri co trach nhiém

uolcot em

Nguyén Thao Nguyén

Chuyén vién

File khiéu nai

files.zip (539.65 KB)

Chon trudng  Thém céac linh vure Xo6a muc

RILIARA AR LINA  Nirowa e AR

KHIEU NAI CUA NGUOI TIEU DUNG

Chi tiét vu viéc vui long nhén vao trudng "Chi tiét vu viec" bén dudi
Toém tat ndi dung khiéu nai clia ngurdni tiéu dung: - Ma vu viéc:

Trang thai da thay déi

Tiép nhan Bang trong qua trinh giai quyét

Tac vu duore tao: 200911-2770. Giai quyé&t khi€u nai c...

Chi tiét vu viéc vui long nhén vao trudng "Chi tiét vu viéc" bén dudi.

Tém tat ndi dung khiu nai clia ngudi tiéu dung: - Ma vu viée

Binh ludn

Dao Héng Lam, Phung Tuyét Chinh phdi hop.

Quy trinh cdng viéc

Quy trinh céng viéc QT Giai quyé&t Khiéu nai da bt dau

Pa tao khiéu nai clia nguéi tiéu dung (Ma vu viéce:)

200911-2770
Nguodn: Website
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trudng trong

Ma sé Doanh nghiép (TCBKN)
trudrng trong

Email (Doanh nghiép)

19001886@vietjetair.com

Chon truong  Thém céc finh vure Xoa muc
NGI DUNG VY VIEC thay déi

Ticket

200911-2770

NOQI aung Knileu nal

Toéi c6 dat 07 vé di Ba Nang vao ngay 30/01/2020,
sau doé Vietjet hily chuyén va théng bao sé hoan
tién lai cho t6i trong vong 90 ngay chua ké ngay 1&
tét. Tuy nhién, hién nay da dugc 100 ngay nhung
téi van chura nhan duge sd tién can hoan lai la
20,646,000. Théng tin chi tiét dat vé nhu sau:

nokina Number: IDXTWCSITRAN/THI NGOC
M& réng

Y&u cau clia (NTD

T6i viét don khiéu nai nay kinh mong Cuc Béo vé

©

=)

KHIEU NAI CUA NGUOI TIEU DUNG

E-mail dén
Re: [200911-2770] - v/v yéu cau bé sung théng tin - [VCCA]

Tran Thi Ngoc Diep cameliavn@yahoo.com

Kinh guri Cuc canh tranh va Bao vé ngudi tiéu dung,Téi xin guri lai
cac thong tin Cuc yéu cau: 1. Ho va tén ngudi tiéu dung:
Tran... Nhiéu hon

E-mail di =oc
[200911-2770] - v/v yéu céu bd sung théng tin - [VCCA]

Tran Thi Ngoc Diep cameliavn@yahoo.com

Kinh gtri: Ba Tran Thi Ngoc Diép, Ngay 11/9/2020, Cuc Canh tranh
va Bao vé ngudi tiéu dung, B Céng Thuong (Cuc
CT&BVNTD)... Nhiéu hon

11 Théng 9

Tac vu dugre tao: 200911-2770.Can bd phu trach xac ...

Chi tiét vu viéc vui long nhan vao trurdrng "Chi tiét vu viéc" bén dudi
Toém tat ndi dung khidu nai clia ngudi tiéu dung: - Ma vy viéc:

Trang théi da thay déi

Tiép nhan Pang trong qua trinh giai quyét
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linh/thanh phd (NTD 18 Thang 9
Ha Néi

E-mail di soc
Loai tur van @ N . . . » o o @
trwdrng tréng [200!1‘)1_1_-2770\] - v/v yéu cau tiép nhan va giai quyét khiéu nai cua

nguoi tiéu dung - [VCCA] Q
RNl aRich Tran Thi Ngoc Diep cameliavn@yahoo.com
Dich vy Van tai, Phurong tién van chuyén Kinh gtri: Céng ty G6 phan Hang khéng Vietjet, Ngay 11/9/2020,

Cuc Canh... Nhigu hon

.

Nhom hanh vi
trwg'ng trong
Tai liéu o

Da tao tai liéu mdi: Truy xuét Khiéu nai 312

©

Chirng minh nhan dan

001182001520 '{g;[g,

Dia chi %

B14, ngd Céng Tréng, Kham Thién, Bng Pa, Ha @ Task completed (1)

NGi 200911-2770.Can bd phuy trach xac minh va danh gia GD

Ema

cameliavn@yahoo.com Cong viéc GD
4 S Tai ligu (1)

Hé théng nhan tin D4 tao tai liéu moi: Truy xudt Khiéu nai 310 %

trudrng tréng

Irang tha @ Hoat déng email dén da hoan tét (1] :

Pang trong qua trinh giai quyét . .

9 99 gialquy Re: [200911-2770] - V/v yéu cau tiép tuc bd sung théng tin - [VCCA]
Ngudn Hoat dong da hoan thanh ma khéng tra 1&i.

Wehsite N
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. Tu dong (Auto)
W

http:#khieunal bvntd gov.vn

1800.6838 Can b
m *Trung tam ICT"
——
tiéu diing 1x24
(NTD) Van bin/ T “https:/#dulieu.bvntd gov.vn® - Nguyen Sinh Nhat Tan
Truc tiép i | - Trinh Anh Tuan
- Phan Duc Que
- Hoang Thi Thu Trang
Can bo
@ “Van phong”

Tu dong (Auto) Phan céng cén b xir Iy
khieunai@byvntd.gov.vn

— 1

- Nhip théng tin cia ngu tiéu

Xuit théng tin

dung (sau khi da xac minh) (Burdc 1): Xac minh
Kkhiéu nai théng tin nhém User tidp nhan va
- Kiém tra théng tin cia doanh giai quyét khidu nai
nghiep sau khi da xac minh Aln)
@ khieunal@bvntd.gof.vn (Busc 33 Doanh
e 3):
nghiép gial quyét, bao
(Buc 2) céo Cuc Canh tranh &
Chuyén I__ BVNTD
théng tin
Khiéu nai cia
NTD cho Bitrix24
doanh nghicp -
Extranet Doanh-nghiép-tiép-nhin
L > I_IF%
-
Céng

viin

 — 8
khi bvntd.gov:
ifunai@bvntd.gov.vn khieunai@bvntd.gov.vn =
@
& Bitrix24 “ Cuc Canh tranh va Bao vé
' Aln) Bitrix24. nEwdi tigu dung
NTD Extranet Extranet
| I_ “https:/duli
E- B
Cong .
o Céng

viin

1800.6838
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1800.6838

~euor Eu pive

@bvqlntdvn
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SO DO TIEP NHAN YEU CAU TU VAN CUA

NGUOI TIEU DUNG

https://dulien.bvntd.gov.vn

_He¢ thong Tong dai tw van,
ho trg ngwoi tiéy dung 1800.6838

I Ho va tén (NTD)
- Gigi tinh
- Tinh/Thanh pho (NTD)

A

CAN BO PHU TRACH VU VIEC DUQGC PHAN CONG

-Phin mém VCCA (Omnisuite) 1800.6838
- Ph3n mem 3CX

Loai tw van <
I Nhom hanh vi

| Nhom khiéu nai
- Noi dung tw van

TONG DAI VIEN



e Nhédm Ra e Lanh dao
soat, Don vi,
ki€m tra Lanh dao
va xac T6 phéan
minh cong

N

e Tiép nhan
phan
cong, ra
soat, x&r
ly va bao
cao

-

e Lién hé
T6 chirc,
ca nhan
kinh
doanh

hang hda,

dich vu
e Lién hé
Nguoi
tiéu dung
e Tw van,
huwéng
dan

» QUY TRINH TIEP NHAN, HO TRQ VA GIAL
) QUYET YEU CAU CUA NGUOI TIEU DUNG
(THONG QUA HE THONG TONG DAI)

e Bdo cao
két qua

e Huwdng
dan cac
bén lién
quan

. Giai

quyét vu

viéc




NHOM KIEM TRA
THONG TIN DAU VAO
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+ Nhém kiem tra théng tin
dau vao

* Ra soat cac thong tin co
ban cua ngudi tiéu dung
nhw: (1) Ho va tén; (2)
email, so dién thoai; (3) dia
chi: (4) t6 chirc, ca nhan
kinh doanh hang hoéa, dich
vu bi khiéu nai ...

* Yéu cau Nguwoi tiéu dung bd
sung thong tin trong truong
hop can thiét




Lién hé vadi Ngudi tiéu dung yéu cau
bd sung cac thdng tin can thiét
théng qua: (1) dién thoai tong dai;
(2) email (khieunai@bvntd.gov.vn)



mailto:khieunai@bvntd.gov.vn

QUA DIEN THOAI
TONG DAI

* Nghe théng qua phan mém/&ng dung
duoc cai dat trén may tinh, dién thoai;
hoac thong qua dién thoai IP Phone cua
tong dai vién

* Cdac cudc goi di va dén théng qua téng dai
déu duoc lvu vét va ghi &m

THONG TIN TOM TAT thay doi o

TEST

Chon truong Thém céc linh vure

THONG TIN NGUOI TIEU DUNG thay doi

I 097 266 55 66 I

Cudc goi di
[Outbound] Activity for Call(cloud based) 9/14/2020 3:18:19 PM

Log Call Extension: 1003 Customer: 0972665566... Nhiéu hon
Hoang Long Pham 097 266 55 66

Chung Cé&c san pham Quy trinh cong viéc Phu thudc Lich st

Binh lugn  Ch& doi

Pé lai binh luan

i)) 14:33  #USERS

B

Cudc goi di |

-

[Outbound] Activity for Call(cloud based) 9/14/2020 3:17:55 PM
_og Call Extension: 1003 Customer: 0972665566... Nhiéu hon :
ang Long Pham 097 266 55 66 <
(cR

di ilr hé théng
j Pham phoanglong.ciao@gmail.com

e



* Hé théng ty dong khdi tao
ma vu Viéc

e Khi nguoi tiéu dung phuc
dap lai email dwoc gvi tir hé
thong, hé thong sé ty dong
ghi nhan, thong bao va cap
nhat vao ma vu viéc tuong
rng

* Hé théng cho phép tao cac
mau email glri di

GC” Ema|| [Yéu cau] -

Tir: @) 1800.6838 <khieunai@bvntd.gov.vn>

NTD b6 sung théng tin ] Quan trong &

CC cho chinh minh

Pén: Hoang Long Pham <longphh.moit@gmail.com> + Thém ngu'¢i nhan

Cho da: | [200908-2711]F v/v yéu cu bé sung thong tin - [VCCA]

B I U S T, A Font =~ ‘A = i= co [ B <«> m I HM

3

Kinh gtri Hoang Long Pham (Nguroi tiéu dting),

Ngay 08/09/2020, Cuc Canh tranh va Bao vé ngudi tiéu dung (Cuc CT&BVNTD), B C
tin phan anh/khiéu nai clia ngu'¢ri tiéu diing Hoang Long Pham.

CC BCC

bng Thuong da nhan dugc théng

Tuy nhién, dé thuan tién cho viéc tu vén, hé trg va giai quyét khiéu nai cia ngudi tiéu
Nguéi tiéu dung b sung cac théng tin, tai liéu sau:

1.
2

HUY BO

diing, Cuc CT&BVNTD d& nghi quy

[ Lwru duéi dang mau




PHAN CONG
GIAI QUYET

 Sau khi Nhdm Kiém tra
thong tin dau vao da ra
soat va yéu cau Nguoi
tiéu dung bo sung cac
thong tin con thiéu,
Nhém Kiém tra théng tin
dau vao sé tién hanh
chay “Quy trinh tiép
nhan, ho tro va giai
quyét khiéu nai clia
Nguwoi tiéu dung”

PHAN QUYEN,

200908-2711 ~

4 = L TAILIEU v 1

Chung Cac san pham

QT Giai quy8t Khiéu nai

Irang mar ngay nien tai:

Trang thai hién tai:

Quy trinh cdng viéc Phu thudc Lich st

11/09/2020 09:01:59
Hoan thanh




PHAN QUYEN

/\

CAP |




LANH DAO DON VI,
NHOM

 Nhdm Lanh dao Pon vi, Linh dao T6 sé
nhan dwgc thong bao vé viéc can bd da
hoan thanh viéc yéu cau bé sung cac
thong tin can thiét va chay quy trinh giai
quyét yéu cau, khiéu nai cla nguoi tiéu
dung

 Lanh dao Pon vj, Lanh dao T6 phé duyét
va lya chon can bo chd tri vu viéc

Thong bao
/ g

Hoang Thj Thu Trang

Pa thém tac vu mai: [#9146) 200916-2854.Can bd phu trach xac minh v
khiéu nai)

Ngudi chiu trach nhiém: Hoang Bich Thuay

Ngudri giam sat: 1800.6838, Nguy@&n Sinh Nhat Tan, Trinh Anh Tuén, Phz
Han cudi: 24/09/2020 13:46:44

Hoang Thj Thu Trang

Pa thém tac vu moi: [#9144] 200916-2854. Gidi quyét khiéu nai cta NTL
Ngur&i chiu trach nhiém: Hoang Bich Thay

Ngu&i giam sat: Nguyén Sinh Nhéat Tan, Trinh Anh Tuén, Phan Birc Qué.
Han cudi: 03/10/2020 13:46:44

Hoang Thj Thu Trang

Pa thém tac vu méi: [#9142] 200916-2864.Can bd phu trach xac minh v.
khiéu nai)

Nguoi chiu trach nhiém: Hoang Bich Thuy

Ngu i giam sat: 1800.6838, Nguy&n Sinh Nhat Tan, Trinh Anh Tuén, Phe
Han cudi: 24/09/2020 13:46:05

~ang Thi Thu Trang




PHAN CONG, GIAM SAT

* Trong phan “Nhiém vu cua t6i” tai khoan
dwoc phan quyén “Phan cong, gidam sat”
sé dwoc hé théng théng bao vé nhirng
khi€u nai ciia nguoi tiéu dung dang con
ton tai bao gom:

* Nhung vu viéc dang qua han
* Nhirng vu viéc dang trong qua trinh
giai quyét

* Nhirng vu viéc s& hét han trong tuan
nay va tuan tié€p theo

CRM: Xac minh théng tin . 200918-2879. Giai quyét khiéu

. (Hoan vé Hang khéng) nai ctia NTD & N\
#crm 3 Thang 10 :
25 Thang 9 Pang chd xem xét )
) - ou £ 8 00:00:00

&€ 0 200915-2827. Gii quyét khiéu
nai cia NTD &

200912-2794. Giai quyét khiéu 3 Thang 10
nai cia NTD 4 @

27 Thang 9 O 00:00:00 I
‘8 0 00:00:00 M3 dat chd 91602884 . Giai

quyét khiéu nai ctia NTD 4

200911-2789. Gidi quyét khiéu | 3Thang 10 -
pnalcuallIBO .  00418-1!X Iyvi pham 6 ‘| CRM:20
| 8Thang5 D& hoan thanh #crm

21 Than

€ ¢

(s
e 7
-

»

200418-1.T6 chirc lam viéc,
hoa giai #

5Thang 5 Bahoan thanh

200505-744.Can bd phu trach
xac minh va danh gia 4
13 Thang 5 Pahoan thanh
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TU véN, I:ICx) TRO VA GIAl
QUYET YEU CAU, KHIEU
NAI CUA
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Bia chi

trurdrng tréng

Ermail

htatram@gmail.com

Hé théng nhan tin

trurdrng tréng

Trang thai

Pang trong qua trinh giai quyét

Ngubn
Website

Ngay khéi tao thuc té
trurdrng tréng

TO CHUC BI KHIEU NAI

Doanh nghiép (T& chirc bi khiéu nai)

trurérng tréng

Tén té chirc bi khiéu nai (nhap tay)

Cang viéc

thay déi

©

1BUU.0GO0 AN UL, VU Il gqudll aerl Gunyg Ly vernesd, vepdlik ern ud urdo aul
véi anh Bach va durge anh Bach gép v b sung nhirng théng tin nhur sau:

M& rong

Binh luan 15:17

HB Tung Bach Anh o, vu lién quan dén cong ty Venesa, VPBank em dinh gtri
email yéu cau NTD bd sung théng tin nhu dudi day. Anh xem, gép v gilip em
véi a. Em cam on anh!

Kinh gri: Ba Huynh Thi Ai Tram,

Ngay 11 thang 9 ndm 2020, Cuc Canh tranh va Bao vé ngudi tiéu ding, Bo
Cong Thuong (Cuc CT&BVNTD) da nhan dugc yéu cau/kién nghi/khiéu nai
clia Nguri tiéu ding lién quan dén hang hoa, dich vu ctia Céng ty TNHH
Venesa.

PEé c6 co sé tur van, hd tror giai quyét yéu cau, kién nghi, khiéu nai clia
Ngu&i tiéu dung, Cuc CT&BVNTD dé nghi Ngudi tiéu dung trong thai han
07 ngay ké tir ngay nhan dugc email nay vui long kiém tra va bé sung cac
théng tin con thiéu trong danh muc céc théng tin can thiét duéi day:

1. Ho va tén ngudi tiéu dung;
2. S6 CMND/Hé chiéu/CCCD:
3. Dia chi lién hé;

4. 86 dién thoai:

o



XIN Y KIEN

TIN NHAN NHIEM VU SU KIEN BiNH CHON NHIEU HON ~ DONG

K SO AL Ti ti 3 UY TRINH CONG VIEC
Hoat déng clia toi GUi tin nhan ... Q :

Khi€u nai ctia ngudi ... (72 Duyét nghiép vu
A A B6 loc va tim kiém
Quy trinh cong viec 2 DOﬂg hoat dQﬂg CRM

Nhiém vu clia toi 99+

D6 Van Hang > Nhém Giai quyét khiéu nai NHIEM VU CUA TOI
Nhém lam viéc Ham nay, 10:37 am S
Qua thyrc hién tiép nhan dau vao cla cac vu khiéu nai T8 tiép nhan thdy mot s6 ndi dung
nhu sau:
Lich 1am viéc 1. Khi Té giai quyét gri email v& vu viéc cho Doanh nghiép

2. Doanh nghiép cé email tra I&i clia v& M4 vu viéc khéng match véi vy viée dang giai
Call/Chat 2 quyét.

N . 3. Theo y kién cuia T6 nhap dau vao. ace T6 giai quyét khi gri email cho Doanh nghiép Do t6i thiét lap
Cd cau to chic nén cc vao email Ca nhan dé khi Doanh nghiép cé email phan hdi ace follow vu viéc va
N/ cép nhat phan hdi vao Vu viéc dang giai quyét.

Trung tam lién lac Theo dGi

ACE cho y kién?

Tai liéu Chiu trach nhiém

Hé tro

Cai dat
. BAI VIET PHO BIEN
Mail 99+ Like Nhap binhluan Khéngtheoddi Nhiduhon ©8

g D6 Van Hiung

SITEMAP @E';'i% Thém binh luan



TRANG THAI VU VIEC

Tur van (két thiic) Pang trong qua tr... Khuyén nghi thuo... Tu van giai quyét Thanh céng Luu

Chung Cac san pham Quy trinh cong viéc Phu thudc Lich str

R

(1]

@ ] Nhiém vu 14 Thang © 15:53 (1)
Khiéu nai vé cach x(r ly khiéu nai mang tinh bao vé
Lazada.Can b phu trach xac minh va danh gia Binhluan Chodgi Goidién SMS E-mail Nhiémwy  Hon.. -
Chi tiét vu viéc vui long nhén vao truwgng "Chi tiét \
Tém tat ndi dung khiéu nai cua ngudi tiéu dung: trong 1 ngdly hodc khi phét hién bét ky hoat déng nao cta ngudi tiéu ding
- M3 vu viéc:
Vé&i: dinh truong Nguyen D& lai mét binh luan hodc huéng dan
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'NGHE LAI CAC TRAO Dél, TU VAN GIU’TA\ NGUOI

TIEU DUNG VA TONG DAl VIEN

_g;.
‘_' L 4 J AY 7 p
Ngay va gié: 14/09/2020 00:00 @ Guéc ggi di 1110 'ﬁ;”
Sur midu té: [Outbound] Activity for Call(cloud based) 9/14/2020 11:19:05 AM
Log Call Log Call Extension: 1024 Customer: 0972665566... Nhiéu hon
Fxtension: 1024 Hoang Long Pham 097 266 55 66
Customer: 0972665566
Time: 9/14/2020 11:18:42 AM
> @ 0:00 © ——— 11 Thang 9
Recorded:

. @ Cubc goi di 14:32 &

o Hoang Long Pham [Outbound] Activity for Call(cloud based) 9/11/2020 2:32:31 PM

2009082711 Log Call Extension: 1021 Customer: 0972665566... Nhigu hon

Bbién thoai:097 266 55 66
E-mail: longphh.moit@gmail.com Hoélng LOI"IQ Pham 097 266 55 66

1/1



GUI EMAIL BE
NGH| TO CHUC,

CA NHAN

KINH DOANH
HANG HOA,
DICH VU TIEP
NHAN DON
KHIEU NAI CUA
NGUOI TIEU
DUNG

Bang digu khién [i I %> Lamméi Cache 1 1800.6838 Pangxust - @  Chédochinhsia : Hign

S — S s 5 e 2
[14000] - v/v yéu cau tiép nhan va giai quyét kh... Moanoanthanh  Quantrong & Hon
0 Hoang Long Pham Re: [14000] - v/v y8u cau tiép nhan va gidi quyét khiéu nai ciia ngudi tiéu ding - [VCCA] ) thang 9 14:32
s, 1800.6838 khieunai@bvntd.gov.vn dugc guri vao 9 thang 9 10:06, doc tiép 9 thang 9 10:29
‘ea3n
- bDén o longphh.moit@gmail.com
© DAPLAI  n TRALOITATCA | ~* PHIA TRUGC # XOABO ﬁ)
Kinh gtri , .;%X?
i

Ngay 08/09/2020, Cuc Canh tranh va Bao vé ngu¢i tiéu dung (Cuc CT&BVNTD), B§ Cong Thuong da nhan duoc théng tin phan anh
clia ngudi tiéu dung Hoang Long Pham khiéu nai vé chét lugng hang hoa, dich vu cua

Can cir quy dinh cua Luat Bao vé quyén lgi ngudi tiéu dung, Cuc CT&BVNTD dé nghij ti€p nhan, giai quyét va bao cao két qua giai
quyét vé Cuc CT&BVNTD trudc “..." theo dja chi sau:

T6 tu vén, gidi quyét yéu cdu, kién nghi, khiéu nai cua ngudi tiéu ding ‘E
Cuc Canh tranh va B&o vé nguoi tiéu dung,

B6 Céng Thurong ‘B
Tang 5, 25 Ngé Quyén, Hoan Kiém, Ha Nji PN
Hotline Téng dai Tur van, hé tro ngurdi tiéu diung 1800.6838

Email: khieunai@bvntd.gov.vn

Website: vcca.gov.vn

5)

E-mail di »oc &
[14000] - v/v yéu céu ti€p nhén va giai quyét khiéu nai cua ngudi
tiéu dung - [VCCA]

Hoang Long Pham longphh.moit@gmail.com

Kinh gtri , Ngay 08/09/2020, Cuc Canh tranh va Bao vé ngudi tiéu
dung (Cuc CT&BVNTD), B6 Céng... Nhigu hon 52



Khiéu nai cta nguao...

Hoat déng cla toi
Quy trinh cong viéc
Nhiém vu cua toi
Nhom lam viéc
Tai lieu

Lich lam viéc
Call/Chat

Cd cau t6 chirc
Trung tam lién lac
Cai dat

SITEMAP

CAU HINH MENU

30

Bao cao dau méi

Bao cao ca nhan

Tén bao cao

Bao cao tw van

Bao cao khiéu nai

Bao cao doanh nghiép NTD goi dién téi tw van
Bao cao doanh nghiép bi khiéu nai

Bao cao khiéu nai theo loai hang héa

Bao cao chuan
Tén bao cao

Giao dich b&i nguoi quan ly

Dau méi béi trang thai

1]

i

1]
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Pa tao lac

12/03/2020

12/03/2020

12/03/2020

12/03/2020

12/03/2020

Pa tao lac

11/03/2020

11/03/2020
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Két n6i dén 63 Tinh, Thanh phd
trén toan quoc

Thon nhat quy trinh tiép nhan
%/eu cau tu van va ho trg nguoi
iéu dung

So hoa, dién tir hoa tir khau, tu
van, ti€p nhan dén giai quy ét
khiéu nai cua nguot tiéu dung

H6 tro két noi doanh nghiép,
nguoi tieu dung va cac bgn lién
quan trong ¢ong tac tu van, ho trg
va giai quyét khiéu nai cua ngudi
tiéu dung

Giam thiéu tha tuc hanh chinh

Ho trg, nang cao nhan thirg,cua
cac can b fu trung uong den dia
phu:o’n% trong cONg tac bao vé
quyén Ioi nguoi tleu dung

PHAT TRIEN

Bo cong thuong

Internet (https)

®

5% % -

Hai Phong
Pa Nang
Tién Giang
Kién giang

CSDL thong tin

Cac donvi
co lién quan

cudc goi (toan
quoc)

Danh ba tra ctru
don vi tro giap

khan cap lién quan

Tong dai tai TW
(Hanoi)

TP Ho Chi Minh

Cau Mau
Bac Liéu
Can Tho

T6 churc,
ca nhan,
kinh
doanh
hang
hda dich
vu




PHAT TRIEN

* Su dung mot dau s dién thoai chung; mot hé
thong co 80 dir ligu chung va mét quy trinh,
noi dung tu van thong nhat cho cac khiéu nai
cua ngu’0’1 tiéu dung trén pham vi toan quoc.

. Ket ndi cac tong dai tai dia phu:(mg vol He

théng Tong dai tu van, hd tro nguoi tiéu ding
18006838

« Két noi tdi cac co quan, to churc trong va
ngoal nuoc thong qua Hé thong Tong dai tu

van, ho tro ngudi tiéu dung 18006838
* Nang cao nhén thirc cua xa hoi vé cong tac
bao vé quyén loi nguoi tiéu ding



THONG TIN CHI TIET XIN VUI LONG LIEN HE

T6 Tw van va giai quyét yéu cau, kién
nghi, khiéu nai cua ngwei tiéu dung

Cuc Canh tranh va Bao vé ngui tiéu dung,
B6 Cong Thwong

Email: khieunai@bvntd.gov.vn
Website: khieunai.bvntd.gov.vn
Hotline: Tong dai Tw van, HO trg nguoi
tiéu dung 18006838 ‘

Dia chi: Tang 5, 25 Ng6 Quyén, Hoan
Kiém, Ha NOi
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