QUY TRINH XU LY
VAN BE LIEN KHON
Training cho Leadership Team e Oristar 2026

Q1l /2026 60 phut



[E NOI DUNG TRAINING

Tai sao can quy trinh nay?

BGi cdnh va tam quan trong

5 Nguyén tac vang

Mindset khi x{r ly van dé

Quy trinh 4 buéc

Flowchart va timeline

Vai tro RACI

Ai lam gi khi cé van dé

Case Study

Thue hanh tinh huéng thuc

Q&A & Cam két

Giai dap va next steps

ONE ORISTAR — Tdéc dd - Minh bach - Hop tac




() Tal SAO CAN QUY TRINH NAY?

45% || 60% || 80%

Van dé lién khéi mat Khong rd ai cht tri Thiéu quy trinh chuan

>24h dé giai quyét khi cé van dé x@ ly crisis

o Két qua: Mat khach hang, mat co hoi, KPI khong dat target




Y 5 NGUYEN TAC VANG

TOC DO LA QUAN TRONG NHAT

Hanh déng trong 15 phut dau quyét dinh 80% két qua

NGUO1 A LA NGU'O1 CHU TRI

Kh&i Accountable c¢6 quyén diéu phdi moi ngudn luc

MINH BACH THONG TIN

Chia sé ngay |ap tire, khdng gidu théng tin quan trong

HOP TAC, KHONG DO LOI

Tap trung gidi quyét van dé, phan tich nguyén nhan sau

HOC HOI VA CAI TIEN

M0i van dé 1a co hoi dé hoan thién quy trinh




“_" QUY TRINH 4 BUGC

o Quan trong: Budc 1 & 2 1a quyét dinh! Phan &rng chdm = Thiét hai lén




Trong vong 15 phut

PHAT HIEN & BAO CAO

Q PHAI LAM:

o Goi dién cho Trudng bd phan ngay

® KHONG LAM:

® Chi giri email r6i cho

o Panh gid mirc do: Thap / TB / Nghiém trong

® Ty x&r ly ma khong bédo cdo

o Tra RACI xem ai la A (Accountable)

® Doi dén hop dinh ky méi noi

o Bao lén GD Khéi trong 15 phut

® Giau théng tin vi sg bj blame




:=*VAI TRO TRONG RACI

‘ aV ACCOUNTABLE

¢ Chiju trach nhiém cudi cung vé két qua
¢ CHU TRI cudc hop va diéu phdi
e Quyén quyét dinh khi team bat déng

¢ Phan cong nhiém vu cho cac khéi R

‘ axx RESPONSIBLE

e THUC HIEN cong viéc duoc giao
e Cam két timeline rd rang
e Update tién d6 thudng xuyén (2-4h)

e Bao ngay khi gap kho khan

’ 0 CONSULTED

e TU VAN chuyén mon khi duoc hoi
e Dua ra goc nhin tlr expertise
¢ Canh bdo rui ro néu co

e Khéng ap dat - chi dé xuat

‘ ‘ INFORMED

e DUQC THONG BAO tién do va két qua
e Khdng tham gia truc tiép
e Chuan bj support néu escalate

e Biét dé align cong viéc khac




1 CAP PO LEO THANG

Core Team T Giai Quyét

Timeline: 0-4 gi& | Khoi A + Cac Khéi R ty xtr ly

GD Khoi Diéu Phoi

Timeline: 4-24 giy | Tat cd GD Khai lién quan cung quyét dinh

Timeline: >24 gi® hodc quyét dinh chién lvgc | CEO quyét dinh cudi cung

‘ CEO / L3nh Pao Cip Cao




{, KENH GIAO TIEP

o

DIEN THOAI MS TEAMS
Dung cho: NGHIEM TRONG Dung cho: UPDATE TIEN DO
Dam bao nhan duoc ngay Chat nhém, meeting video

N

Dung cho: TAI LIEU CHINH THU'C

Bao cao, audit trail

® KHONG BAO GIO dung email cho viéc KHAN CAP!




E CASE STUDY: KHUNG HOANG CHAT LUONG

A TiNH HUBNG:

Khach hang Molex khi&u nai 5 tdn nhdm tam Japan khong dat spec do phang.
Pe doa huy hop déng 500 tan/nam (3% doanh thu).
Phat hién: 20% 16 hang trong 2 tuan cé cung van dé, dnh hudng 8 khach hang.

Kh&i San Xuat Coéng Nghé, KD Tai Chinh Nhan Sy

0 Két qua:

Phan (rng trong 15 phat > Gidi quyét trong 1 ngay -> Giir dwoc 6/8 khach hang




(©) TOM TAT - PHAI NHOT

o TIMELINE VANG:

P KEY ACTIONS:

? 15 phat: Bdo cdo & danh gia

Q Tra RACI - Biét ai la A (chd tri)

@ 30 phat: Triéu tap hop

Q Goi dién cho van dé nghiém trong

® 2-4 gio: Update tién dé

Q Update tién d6 qua Teams

? 24 gitr: Leo thang néu chua xong

Q Hop tac, KHONG d6 16i

® 1-3 ngay: Review & hoc hoi

Q Review sau mdi sy’ c6




T

CAM KET HANH DONG

"T6i cam két tudn thu quy trinh xt ly van dé lién khoi,
hanh déng NHANH CHONG, MINH BACH, va HOP TAC
vi muyc tiéu chung cua ONE ORISTAR."

Q Téi d3 hiéu quy trinh E To6i sé dp dung ngay

- NEXT STEPS:

Week 2: Case Study Practice Week 3: Simulation Week 4: Certification
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