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1. Muc dich/ Purpose BAN GOC

- Huéng din thu hoi khan truong, triét dé cac thude bi khiéu nai hodc thu hdi da duogc két
luan 13 thudc khong duge phép luu hanh.
2. Pham vi ap dung/ Scope

- Ap dung trong cac truong hop:

v' Nhan duoc théng béo, cong vin thu hdi cliia co quan quan 1y nha nude vé y té, nha
cung cap.

v/ Nha thudc ty phat hién c6 hang khong dat tiéu chuan chét luong.
- Thudc thu hoi bao gdm:

v" Thudc méi mua chua nhap vao nha thude.

v" Thubc luu tai nha thude.

v' Thudc di ban tai nha thuéc nhung khach hang biét thong tin vé thude thu hdi va dem
tra lai.

v' Thudc do khach hang khiéu nai yéu cau tra lai.

3. Trach nhiém/ Responsibility

- Duoc si chu nha thuoc.
- Nhan vién ban hang cua nha thudec.

4. Pinh nghia va thuat ngit/ Definition and terminology
- TCCL: Tiéu chuan chét lugng.
- QLCL: Quan 1y chét luong.

- DS: Duoc si, nguoi quan 1y chuyén mén tai co so ban 1é thudc tai quay thudc dat tiéu
chuin GPP phai dam béao nhitng yéu cau quy dinh tai Muc II Phy lyc I- 1b Théng tu
02/2018/TT-BYT

5. Tai liéu tham chiéu/ Reference
- Tiéu chuan ISO 9001.
- Thong tu 02/2018/TT-BYT
- Sb tay chat lugng.

6. Lwu d6/ Flow chart (Khéng co)

7. N¢i dung/Content

Sau khi nhan dugc céng vin thu hdi ciia co quan quan 1y nha nudc vé y té, nha cung cap hodc
phat hién c6 hang khong dat TCCL tai don vi:
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7.1. Dugec si chii nha thudc ra thong bao: BAN GOC

- Ngirng nhap, ban mit hang phai thu hoi tai nha thude.

- Théng béo tdi cac khach hang va cac nhan vién c6 lién quan dé thu hdi hang.

- Luu cong vin noi Thong bao thong tin thude cho khach hang. Ghi so theo ddi thong tin
thudc.

- Déil voi khach hang mua 1¢ can tra lai hang thu hdi: Nha thudc nhan tra lai hang tai nha
thude.

7.2. Thue hién kiém tra, ra soat hang ton thuc té va ton theo so liéu quén 1y trén may:
- Kiém tra tai nha thudc: Xéac nhén cac thong tin vé hang thu hoi tai nha thude.

7.3. Tiép nhan hang tra ve:

7.3.1. Thu héi hang tai nha thuéc: Can cit vao thong bao thu hdi di c¢6 chir ky xac nhan
cua Duoc si chu nha thuoc.

7.3.2. B(?'i vdi hang dd ban cho khdch hang:
- Nguyén tac:

v' Hang da ban cho khach hang: chi dugc nhan tra lai khi da c6 sy dff)ng y cua Duoc
si chu nha thudec.

v' Truong hop hang tra lai 1a hang khong dat tiéu chuan chat lugng: Phai co chir ky
xac nhan tinh trang va s6 lugng ctia nguo1 nhan.

v’ Truong hop hang tra vé do nham 13n Yé giao nhan hang: Phai con bao bi nguyén
ven, khong bi bién doi chat lugng do 161 bao quan cua ctuia khach hang.
- Cac budc thuc hién:

v" Nhan vién ban hang:
= Tiép nhan hang tra vé nha thudc theo nhiing nguyén tic néu trén.
= Kiém tra, xac dinh hang tra vé dung la hang cta nha thudc:
e Cic dic diém nhan biét riéng hang ctia nha thudc (néu cb).
= Kiém tra chat lugng hang tra lai.
= Sip xép hang tra vé nha thude:
e Néu hang tra lai dat TCCL cam quan va con han dung: Phan loai,

chuyén hang nhén tra lai vao nha thudc theo ding vi tri dugc quy
dinh.

e Néula hang thu hoi, hang khong dat TCCL hodc hang hét han sir
dung: Chuyén vao khu vuc “Hang chd xu ly” theo dung truong hop
riéng bi¢t. Ghi s6 theo ddi hang cho xu ly

= Lam bdo cdo tong két hang thu hdi, hang tra vé.



trang.phanthituong


Mai s Lan soat xét Ngay hiéu luc Ngay soat xét lai Trang
@ Code Revision Effective date Next review Page
V2R n e amom
R BLP-SOP-05 01 01/06/2024 01/06/2027 415
ren catiewrie. | QUY TRINH GIAI QUYET POI VOI THUOC KHIEU NAI HOAC
) ' THU HOI
7.4.Tong hop sb liéu, ra quyét dinh xir Iy hang thu héi: BAN GOC

- Nhan vién nha thudc:
v' Téng hop sb liéu, 1am bao céo thu hdi thude khong dat tiéu chuin chét luong.

v' Chuyén Dugc si chii nha thudc dé dua ra bién phap xu 1y.
- Duoc si cha nha thudc thuc hién:

v' Quyét dinh xir 1y: Lién hé bén ban dé tra lai hang hodc cho huy hang.
v' Ky tén vao bao cdo thu hoi.
7.5. Giri bdo c4o va luu hd so thu hoi:
- Nhan vién nha thubc thuc hién:
v Giri bao céo tdi co quan quan ly Nha nude theo ding qui dinh.
v" Luu hd so thu hodi gdm:
= Cong van thu hoi.
= Phiéu X4c nhan hang thu hdi ¢ tai nha thudc.
= Ban tong két thu hdi hang tra vé.
= Ban sao:
e Hoa don xuat tra hang cho don vi ban (néu cd).
e Bién ban hily hang (néu co).
- Duoc si cha nha thudc: Luu cac chirng tir xuat nhap hang theo cac quy dinh hién hanh
cua B0 Tai chinh.

8. Tai liéu dinh kém / Attachments

Noi luu trir Thoi gian luu
. Storage place Storage time
Ma so Tén tai li€éu dinh kém
Code Attachments Bian goc Ban
i copy
Original
Copy
_ , , A+ o A Nh‘
P.01-BLP-SOP-05 | - Bdo cdo thu hoi san pham | p o) o a 7 nim
khong dat chat luong. thudc
Y 5i Hang chdy xi Nh
P.02-BLP-50P-05 | - S0 theo doi Hang cho xtt | p o o a 7 nim
ly. thuoc
-S4 5i tho i Nha
P.03-BLP-SOP-05 | ~ S0 theo doi thong tin | p o) o ) 7 nim
thuoc. thuoc
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9. Hin,h thire lwu trir / Storage of document B AN G()C
Ban goc duogc luu trir tai

Ban gidy/Paper file Tap tin trén may tinh/On computer

Luu trir trong tap hd so “SOP” | Z:\18.1SO BAO LONG PHARM\ 5.BLP-SOP-05 QUY

ctia nha thudc TRINH GIAI QUYET DOI VOI THUOC KHIEU NAI

HOAC THU HOI
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