
f

.^BA^

quAng .NINH

Trach nhiem Phe duyet

Giam docChuc vu

<|NH

Chttky

*

Hq va ten Vu Anh Tuan Nguyen Ba VietDao Hue Lan

QT HT-04 
01 
14/11/2022

QUY TRINH 
KIEM SOAT SV KHONG PHU HOP VA 

HANH DONG KHAC PHUC

: S() Y TE TINH QUANG NINH
BENH VIEN DA KHOA TINH 

‘ -......... oOd——- ’

Scan thao •

Phu trdch phong 
QLCL

Ma hieu:
Lan ban hanh:
Ngay ban hanh:

/T7 h vA\

114 DA Vrx. 4/^7/

Kiem tra
Pho Chu tich Hpi dong 

QLCL

0^1



! f 3

i ' •

!

. . !<■ ■ <-.rAf f l

I

i

j



SlTA DOI TAI LIEU

Noi dung sua doi
L^ii 

sfra d6i higu lux
Trang/ Ph&n liSn. 

quan su*a flfii
• 

it.

KIEM SOAT SIT KHONG 
PHU HOP YA HANH DONG 

KHACPHUC

& ■ r

'MgAr 
sira doi

BENH VIEN DA KHOA 
TlNH QUANG NINH 

i? * 
k-

MS:________ QTHT-04
LanBH: 01_______
Ng&y hi?u Ivc: 01/11/2022
Trang: 1/6



4

BENH VIEN DA KHOA 
TINH QUANG NINH

cau

1. MUCDICH
Quy djnh ye cdch thurc ki|fn scat, Jv dlu ra khong phu'hop-v^ h^nh d6ng khSc 

phuc cac hgiiyen rihari ciia sir khong phii hop. Qua dd xac dinh'V^thuc hi§n cac bien 
phd p nham nang cao hieu qua va hoan thien HTQL.

2. PHAM VI

Trach nhiem ap dung: tit ca can bp, nhan vien, nguoi lap d$ng trong to An Benh 
viep Da khoa tinh QuAng Ninh.

3. TAI LIEU VIEN DAN
Tieu chuAn TCVN ISO 9001:2015.

Tieu chuAn TCVN ISO 14001:2015.

4. DINH NGHIA/VIET TAT

HTQL: Viet tAt cua “He thong quan ly chAt hrong - moi truong”.

- Su khong phu hop (KPH): khong dap ung duoc mdt yeu cAu nAo do bao g6m yeu 
ciia Benh vien, yeu cau cua khach hAng, yeu cAu theo luat dinh.

- Khach hAng: bAt ky t6 chore hay ca nhAn c6 su thoa thuan chinh there vdi Benh 
vien trong viec chuyen giao san pham hay dich vu.

- Nguoi khoi xuong: 1A nguoi phat hien san phAm/ su khong phu hop vA lap bao 
cao san phAm/sy KPH dA khAc phuc.

- HAnh dong khac phuc: 1A hAnh dpng duoc tien hAnh dA loai true nguyen nhan cua 
su KPH da dupe phat hien de ngan ngira su tai diAn.

- Su KPH tiem an: 1A nhung nguy co hay moi hiem hoa co the xAy ra trong tuong lai 
neu nhu khong co boat dong nAo ngan ngira. Neu no xay ra se gay ra su khong phu hpp.

- Nguyen nhAn g6c rA: 1A su khiAm khuyAt co ban gay nAn su KPH vA phAi .dupe 
hAnh dong khAc phuc de ngan ngira su tai diAn KPH tuong tu.

- HDKP: hAnh dong khac phuc.

KIEM SOAT SV KHONG 
PHU HQTP VA HANH DQNG 

KHAC PHUC
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5.2 Mo ta lira do
5.2.1 Phat hign strKPH j ..... t-----
Phdng/khoa/cA nhiin nao phdt hien su KPH ho£c cdc nii ro tilm in co the xay ra thi 

pha ghi nhan sy KPH dugc phat hien vao biiu mlu BM 01/HT-04. Cac sg KPH, cac 
hoa: dong lien quan din HTQL cua Benh vien bao gdm:

• Vat tu, thiet bi sau khi mua vao khong dat yen can da dinh.
• Quy trinh tac nghiep khong dung theo quy dinh.
• Dich vu khong dap ung ycu ciu

• Khong dap ung yeu cau ve he thong quan ly moi truong.
Phong/khoa/ca nhan/Bg phan phat hien su KPH chuyen phiiu nhanh chdng din 

phoog/khoa chju trach nhiem xir ly.
5.2.2 X&lystf KPH
Truong phong/klioa/bp phan phai tien haiih xu ly khong chain tri su KPH da dugc 

phat hien. Bien phap xur ly co the bao gom: ,
• Chap nhan nguyen trang\ neu loi kha nhe, khong anh huong den chat lugng 

cua dich vu va dugc su dong y cua khach hang hoac nguoi co thim quyin thong qua.
• Lam lai: hanh dong dugc tien hanh doi vdi su KPH de lam cho no phu hgp vdi 

yeu cau.

• Sila chua: hanh dong dugc tien hanh doi voi su KPH di lam cho no chip nhan 
dugc voi viec su dung da dinh.

• Lo^i bo: neu khong thi ap dung cac bien phap tren, su KPH bi loai bd.

• Trd lai nhd cung cap, yeu cau lam lai (doi vdi dich vu mua ngoai).
Ddng thoi, truong phong/khoa/bo phan phai ph£n hdi thong tin din ca nhan/b§ 

phan lien quan ve thong tin xur ly.
5.2.3Xem xet, yeu cau khicphuc
Dai dien lanh dao hoac Truong phong/khoa/bo phan se tiin hanh thu thap, xii ly, 

phan tfch thong tin di dua ra du doan, danh gia khi nang inure do su KPH. Tu do quyit 
dinti xem thuc su co can thuc hien boat dong khic phuc hay khong.

• Niu khdng: chuyen din Bude 5.2.7.
• Neu co: tiep den buoc 5.2.4.

Su KPH dugc xem xet can thiit phai co HDKP la:

• Khieu nai cua khach hang ve chat luong dich vu. • |
, ’ 1 4 •

• Cac su khdng phu hgp mang tinh he thong hoac gay thiet hai Ion.
• Cac su khong phu hgp nhd lap lai 03 lin trd len.
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? Khong dat mpc tieu chat hrong - moi trucrng.
• Ket qua qua trinh khong dat, -

5.2.4 Thye hign khac phuc
Tnrdng phong/ khoa/ bp phan nai xay ra sur KPH co trach nhiem to churc vice phan 

tfch nguyen nhan gay ra str KPH.
KhPda x^c dinh nguyen nhan, can dua ra HDKP tuong xumg, kem theo la viec phan 

•9 \ / 9

cong cu the nhan luc va thai gian can thiet de hoan thanh nhiem vu.
5.2.5 Phe. duygt
Lanh dao Benh vien hay nguoi dune uy quyen phe duyet nguyen nhan va bien phap 

da dune x&c dinh.
•IjJeu ifliong dat, quay lai Bude 5.2.4.

* / ■ %

•Neu dat, tiep Bude 5.2.6
5.2.6 Thue hien hanh dong khacphyc
Ca nhan hay phdng/khoa/bo phan duoc giao tien hanh thuc hipn hanh dong khic 

phuc da duoc phe duyet theo thai gian du kien.
5.2X7 Kiem tra thuc hien hanh dong khac phuc 

r r f

Khi het thai han thuc hien hanh dong khac phuc. Ban Giam doc hoac nguai duac uy 
quyen tien hanh kiem tra ket qua thuc hien, danh gia xem k6t qua do dat yeu ciu hay khong.

Neu qua thai han du kidn, nguai thuc hien phai giai trinh nguyen nhan.
Ket qua kiem tra duac ghi nhan vao phiSu yeu cdu HDKP phAn “Kiim tra thuc 

hien” va cap nhat vao S6 theo doi su khong phu hop va HDKP.
•Neu dat yeu cau: danh dau vao d “Dat” dong thdi danh dau vao d “Dong hd sa”
•Neu khong dat yeu cau: danh dau vao 6 “Khong dat” dong thdi phat hanh tidp 

phieu yeu cau HDKP mdi va trinh tu thuc hidn phieu yeu cdu HDKP nay gidng nhu khi 
phat hanh phieu yeu cau HDKP cu.

Dinh ky mdi nam 01 lan phai xem xet lai hieu luc cua cac HDKP da thuc hi?n cd 
loai bo duac nguyen nhan nham tranh tai dien su KPH tuang tu trong tuang lai.

5.2.8 Luu hd sa
Cac bp phan cd su KPH, HDKP phai tlidng ke va cap nhat du lieu lien quan ddn su 

KPH, HDKP theo bidu mlu BM 02/HT-04.
Cac bd phan cd trach nhiem tap hop va gui den dai dien Lanh dao di tdng hop, bao 

c&o trong cdc cudc hop ISnh dao theo biiu mlu BM 02/HT-04.



.w»

■ i

.••• sStr,

TT Nod lira

1.

2,

■ - -'&■

i

Phong Quan ly chat luong/ 
Phong/ khoa liru vao 1 k$p rieng

6. Bliw mAu/phu LVC
Ma hicu

BM01-/HT-04
BM 02/HT-04

TT
1.
2.

7. h6 SOf LUU TRU*
Ten ho so

Phieu yeu cau hanh dong khac phuc
+ Bo phan QLCL: ban goc
+ Phong/khoa/bo phan: ban photo
S6 then doi sir khong phu hops hAnh dpng 
khac phuc

Luu y: Sau khi het h&n, chuyen ho saxuong b$ phqn Im tru cua Bgnh vien Da khoa tinh 
QucngNinh

TTpia Sign maii/.ffiuJyic.,^rV.r b
J. A t t L. I ■

BENH VIEN DA KHOA 
tInh QUANG NINH

C

PhiSu yeu cau hanh dong khac phuc
SO theo d(5i su khong phu hgp, hanh ddng khac phyc

■I^QTjytTRtNH^aB 
KIEM SOAT SU’ KHONG 

PHU HOP.VA HANH DQNG 
KHAC PHUC

11

Ma: QTHT-04
LinBH: 01
Ngayhigu lyre: 01/11/2022
Trang: .6/6



Don vi: 
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Trirong khoa/phong cd sir KPH: 
Ngiroi phat hien: .

 Trirong khoa/phong: / I 

 Khong Ngiroi xem xet: 

Phan tich nguyen nhan:

r

Hanh dQng khac phuc:
i 

Nguai kiem tra:

 YeucauHDKPmdi - So: 

BM01/HT-04

i

Luu chuyen: Dem vi phdt hdnh mo td sic KPH Dan vi/Nguai lien yuan dua ra bien phdp khde 
phuc, HDKP Nguai/BP cd trdch nhiem kiem tra thicc hien.
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Doc lap - Tu1 do - Hanh phuc
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Thai gian thirc hien: tu den
Kiem tra thyc hien: Q Dat Q Khong dat

Ngay kidm tra: .............
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f PHIEU YEU CAU HANH D0NG KHAC PHIJC

Bien phap xir ly sir KPH (“Nhan nliugng’’, “lam lai”, “haefip”, “hiiy bo”, ....)
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