QUY TRINH TIEP NHAN VA GIAI QUYET KHIEU NAI

I.  Nguyén tic chung
1. Viéc tiép nhan, giai quyét khiéu nai cia Khach hang sau giao két hop dong theo
mau, diéu kién giao dich chung véi ASIM TELECOM dugc thuc hién theo cac
hinh thic sau:
a)  Truc tiép:
(i) Truc tiép tai diém cung cp dich vu vién thong c6 dia chi xac dinh do
ASIM TELECOM thiét lap;

(i) Tryc tiép tai diém cung cap dich vu vién thong luu dong do ASIM
TELECOM thiét lap.

b) Truc tuyén khi CA nhan s dung kénh chim séc truc tuyén do ASIM
TELECOM s¢ hiru hoac thong nhat trién khai:

(i) Website https://mylocal.vn;

(i) Ung dung di dong myLocal.vn;
(iii) Hotline: 19001900 (nhanh 1);

(iv) Mang x& hoi: Zalo Officical Account (Mang di dong Local); Fanpage
Facebook (Mang Di Bong Locgl) va cac kénh mang xa hoi chinh thirc
khac cia ASIM TELECOM (néu co).

2. Céac nhan vién tra 1oi khach hang phai tuyét ddi tuan tha quy dinh cua Cong ty vé
viéc thay d6i thong tin thué bao, thay SIM card dé tranh khiéu kién cua khach
hang.
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https://mylocal.vn/
https://mylocal.vn/huong-dan-tai-ung-dung
https://zalo.me/1137261962097606994
https://www.facebook.com/mangdidonglocal/

Dién qidi luu do:

.| Tén buwéc e Thai gian Ho so lru
Budéc A Dieén giai E SV Sy
thwc hién yéu cau trir (néu co)
1 | Tiepnhan | _  Hinh thic tiép nhan: van ban, Ngay khi Van ban,
va Phar_], fax, email, dién thoai, tong dai nhan duoc fa)@’ ma}',li
|03._1| khieu chim soc khach hang, cac kénh | khiéu nai. phicu tiep
nal chat, phuong tién thong tin dai nhén khieu
chiing, mang xa hoi... nat...
- Phan loai khiéu nai thanh cac
nhom lién quan.
2.1 | Kiémtra - Nhén vién tiép nhan kiém tranoi | Khi Khach
dung khiéu nai; néu cé thé tra loi | hang khieu
ngay thi tién hanh tra 1oi theo noi | Nal truc tiep.
dung Khach hang yéu cau.
- Thuc hién chuyén Pon vi Ky
thuat va cac Pon vi ¢o lién quan
(GQKN, Tai chinh ké
toan...)/Déi tac d6i voi cac
truong hop can xac minh/phéi
hop hoac tra 161 nhung Khach
hang chua hai long.
2.2 |- Cancudilieu, thong tin tir cac | Theo quy
Xt ly khicu ngudn dé tim ra nguyén nhan dinh ting
nai chinh phat sinh khiéu nai. loai khieu
- Phan tich va phéi hop cac don vi | nai cu thé,
xu 1y, toi da khong
- Chuyén két qua xir Iy vé bo phan | qua 20 ngay
tiép nhan & tra Ioi khach hang. | 1am viéc.
3 | Phan hoi Tong hop nguyén nhan 16i, xac dinh S6 theo doi
két qua 15i va bién phap giai quyét dé tra loi khiéu nai.

Khéch hang.

- Khéch hang khong dong y: quay
lai busc 2. ,

- Khéch hang dong y: két thac quy
trinh.

Chi tiét thoi han xt Iy ting loai khiéu nai xem tai: Day.



https://mylocal.vn/storage/app/media/Chat%20luong%20dich%20vu/Th%E1%BB%9Di%20h%E1%BA%A1n%20x%E1%BB%AD%20l%C3%BD%20khi%E1%BA%BFu%20n%E1%BA%A1i.pdf

