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BANG GIA VA QUY DINH

GIA VAN CHUYEN

G6i van chuyén toan quoc toi

‘. Toan quéc — 63 Tinh thanh
da 9 KG (kich thudc toi da oan 13222 Plfi Qilri")c ant, 60.000 vna
42c¢m x 35¢cm x 30cm) '
G6i van chuyén toan quoc toi

Toan qudc — 63 Tinh thanh,

da 0.5 KG (kich thu6c tbi da ké ca Phit Quéc 22.000 vna
25cm x 15¢m x 10cm ) ’
Goi van chuyén toan qudc tbi .
: .. Toa oc — 63 Tinh thanh
da 1 KG (kich thudc t6i da oan quoc — 63 Tinh thanh, 24.000 vnd
ké ca Pha Quoc.
25c¢m x 20cm x 12cm )
Goi van chuyén toan qudc tbi .
: ‘. Toa oc — 63 Tinh thanh
da 2 KG (kich thuéc t6i da oan quoc — 63 Tinh thanh, 24.000 vnd
ké ca Pha Quoc.
30cm x 20cm x 15cm )
Goi van chuyén toan qudc t6i .
: .. Toa oc — 63 Tinh thanh
da 3 KG (kich thuéc t6i da oan quoc — 63 Tinh thanh, 35.000 vna

ké ca Phit Quéc.
30cm x 20cm x 20cm ) ¢ ca Phu Quoc

G6i van chuyén toan quoc t6i i
da 4 KG (kich thuée toi da Toan quéc — 63 Tinh thanh, 38.000 vnd
40cm x 30cm x 25¢m ) ké ca Phu Quoc. '

Goi van chuyén toan qudc t6i
da 5 KG (kich thuée toi da
40cm x 30cm x 30cm )

Toan qudc — 63 Tinh thanh,
ké ca Phu Quéc.

38.000 vnd
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G6i van chuyén toan qudc tdi ,
' Y a Toan quoc — 63 Tinh thanh, 65.000 vnd

da 10 KG (kich thudc tdi da X 2 D (k v
ké ca Pha Quoc. + 5.000d/1kg tiep th
54cm x 35¢cm x 32c¢m) Q g tiep theo

Goi van chuyén toan qudc tdi ,
Toan quoc — 63 Tinh thanh, 90.000 vnd

da 15 KG (kich thuéc téi da ké ca Phat Quéc. +6.000d/1kg tiép theo
50cm x 40cm x 37cm)

THOI GIAN NHAN HANG

Thoi gian tao don hang Thoi gian shipper

Don hang noi thanh tao trudc 13h Lay hang trong ngay
Don hang ngoai thanh tao trudc 10h sang Lay hang trong ngay
Céc don hang tao sau 13h Lay hang trong ngay ke ti€p

THOI GIAN GIAO HANG

Thoi gian giao hang

Noi thanh HCM, Ha Noi 1-2 ngay
Lién tinh khu virc Bic, Trung, Nam 2-3 ngay
Lién tinh Nam B¢ - Trung B§ 3-4 ngay
TP HCM - Ha Noi 2-3 ngay
TP HCM - Céc tinh phia Bic 3-4 ngay

GIA DICH VU GIA TANG

1. Dich vu thu tién hj:
e Mién phi thu ho tién mit.
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e Bio hiém mit mat toi da 990,000/ kién hang. (Chin trim chin muoi ngan déng/1 kién
hang). Néu kién hang c6 gia tri hon hoac béng mot triéu déng, quy khach nén mua bao
hiém hang hoa.(phi bao hiém 13 0.55% gia tri khai gia hang hoa)

e TOANQUOCNHANH chi hd tro kién hang c6 gia tri tbi da 5.000.000 vnd (Nam triéu
dong).

e Khai gia mién phi 999,000d/ kién hang. (Quy khach luu ¥, néu kién hang duéi 1 tridu
déng khong can khai gia, vi da dugc bao hiém mién phi mac dinh 990,000d/kién hang
101)

Doi soat va tra tién khach hang vao thir 2/4/6 hang tuan, hoic khi don hang di hoan tat tuy
theo yéu cu cua quy khach.

2. Tra hang

e Hang bi trd lai do ngudi nhan tu chdi nhan hang.

e Hang cb ging giao 3 1an, nhung khong lién lac dugc ngudi nhan.

e Tra hang mién phi

Hang bi tra lai ttc 1a chung t6i dd ¢ gang lién lac va giao lai 3 lan cho nguoi nhan, nhung
khong thanh cong, nghia 1 chiing t6i di hoan thanh cam két giao hang va c6 ging dé giao
hang.

3. Piéu chinh khéi hrgng don hang tw dong

Heé thong sé& can lai don hang khi don hang duoc sip xép tai buu cuc tong tai: Ha Noi, HO
Chi Minh, Pa Ning, Can Tho, Tay Nguyén...

Heé thong sé& tu dong thong bao va cap nhat goi van chuyén ctia don hang vé diing khbi
lwong thyc té.

Thong bao tinh trang don hang

Thong bao vé ing dung mobile app (Apple Store, CH Play — iOS va Android)

Thong bao qua email.

Don hang s€ dugc cap nhat trang thai lién tuc.

e o 0o

5. Bio hiém
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Béo hiém mién phi mat mét t6i da 990,000/ kién hang. (Chin tram chin muoi ngan
dong/1 kién hang). Néu kién hang c6 gi tri hon hodc bang 1 triéu dong, quy khach nén
mua bao hiém hang hoa.(phi bao hiém 13 0.55% gia tri khai gia hang hoa)
TOANQUOCNHANH chi hd trg kién hang c6 gia tri tdi da 5.000.000 vnd (Nam triéu
dong).

Khach hang can c6 gidy to ngudn gbe xuét xir hang hoa va hoa don VAT hop 1é dé
TOANQUOCNHANH.VN ¢6 thé xéc nhn gi tri cia hang hoé va boi thuong thoa dang,
trong trudng hop khéach hang khong chimg minh dugc gia tri hang hoa, chung t6i s& boi
thudng 4 1an phi van chuyén.

QUY DINH CHUNG

1. Hang Hoéa Cam giri

Céc chat ma ty va chat kich thich than kinh.

Vii khi dan duogc, trang thiét bi ky thuat quan su

Vii khi tho so nhu dao, kiém, gido, mac, ludi 1€, dao, ma tAu, qua dam, qua chuy, cung,
no ...

Céc loai vii khi dan dung, stiing hoi va phu kién sung, cac loai vii khi tw ché va moi thiét
bi ¢6 lién quan t6i cac loai vii khi trén.(Bao gdm ca bom ting ap, binh khi nén, van khi
nén va moi phu kién lién quan téi sung...)

Cac loai van hoa phém ddi truy, phan dong, 4n phém, tai liéu nham phé hoai trat tu cong
cong chéng lai Nha nude Cong hoa Xa hoi Chu nghia Viét Nam.

Vit hodc chit dé nd, dé chay va cac chat gay nguy hiém hodc 1am mat vé sinh, giy 6
nhiém mai truong.

Céc loai vat phAm hang hoa ma nha nudc cdm luu thong, cAm kinh doanh, cAm xuét
khéu, nhap Kkhéu.

Sinh vat séng, thuc pham yéu céu bao quan.

Vit pham, 4n phdm, hang héa cAm nhap vao nude nhan.

Tién Viét Nam, nudc ngodi va cac gidy to ¢ gia tri nhu tién, gidy to khong thé cap lai.
Céc loai kim khi quy (vang, bac, bach kim...), cac loai da qui hay céc san pham khac
dugc ché bién tir kim khi qui, da qui.
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2. Quy dinh vé phat vi pham giri hang cAm, hang l3u, hang vi pham nghiém trong luit an
toan buu chinh ciia nha nwéc XHCN Viét Nam:
e Khi phat hién Shop giri mit hang cAm, hang nhap lau vi bat cir Iy do gi, DRUGY ¢6

quyén nglmg viéc dbi soat, va tich thu toan b tién d6i soat con lai ma khong phai chiu
bat ctr trach nhiém bdi thuong nao.

Cac khoan phi phat sinh ma DRUGY phai chiu do Shop guri hang cdm, hang nhap lu,
Shop c6 trach nhiém boi thuong thoa dang theo yéu cau ciia DRUGY.

DRUGY khong chiu bét cir trach nhiém phép 1y nao vé hang hoa ma Shop da giri. Theo
nhu thoa thuan DRUGY va céac dbi tac van chuyén s& khong dong kiém hang hoa tai thoi
diém nhan hang.

DRUGY va d6i tac van chuyén c6 quyén tiéu hity, hodc bao cho Co Quan Chirc Ning
khi phat hién hang hoa la: Hang Cam, vii khi, thudc nd, van héa phim phan dong, hang
cam kinh doanh theo quy dinh ctia nha nudec XHCN Viét Nam. Ma khong phai chiu bét
ctr bdi thuong nao.

3. Quy dinh vé& hang héa van chuyén dudng bj, cic hang héa thue dién cAm van chuyén
bay sé dwgc chuyén phat dwong bg, gom:

Céc san pham ghi tén bang tiéng anh, tén san pham khong rd rang

Pin, sac du phong va cic san pham tuong tu

Trang strc, hang dién tir va cac hang hoa gia tri cao (di¢n thoai, laptop,..)

Nudce hoa, my phém dang xit, chét long, chét bot.

Sita bot, sita nudc, cac chat téy rura, bot an dam.

Khi 1am lanh, hop chét oxy hitu co, oxy hoa, chat c6 nguy co phong xa, c¢6 tinh doc, an
mon, tur tinh,...

Mot s6 hang hoa khac theo quy dinh hang khong.

4. Quy dinh dong goi va bao quan hang hoa

TOANQUOCNHANH.VN chi nhan hang hoa da dugc dong goi, bao quan tir phia nguoi
ban . TOANQUOCNHANH.VN s& giao hang nguyén dai nguyén kién, khong dong kiém

5
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hang héa. TOANQUOCNHANH.VN tir chdi bdi thuong véi hang héa hong hoc do 16 tir
phia nguoi gtri (dong goéi khong dadm bao giy vo hong hang hoa,...).

e TOANQUOCNHANH.VN tir chbi bdi thuong véi hang hoa hong do dic tinh ty nhién
san pham (dé nong chay,...).

5. Quy dinh mién trir trach nhi¢m dén bu, bdi thwong

e Hang hoa da dugc giao dung thoa thuan.

e Hang héa bi hu hai, mat mat do 16 cuia bén g hang.

e Bicoquan nha nude co tham quyén tich thu hodc tiéu huy do noi dung ben trong vi pham
cac qui dinh cAm giri ciia phap luét hoac do khong xac nnnh dugc ngudn gbce, xudt xir.

e Nguoi giri khong cung cp diy du thong tin cac gidy td can thiét phuc vu cho viée giao
hang dan dén cac thiét hai nhu hang hoa hu hong do dé 1au, bi phat vi pham, bi tich thu
hang hoa.

e Trong cic trudng hop DRUGY gip phai cac tinh hung bat kha khang nhu: thién tai, i
lut, cac su ¢ tai chinh dAn dén pha san khong thé chi tra, va cac tinh hudng bat kha
khang khéc...

Chu y: Hang hoa can c6 gidy to chimg minh ngudn gdc, xuét xir hodc hoa don VAT di kém. Néu
khong, TOANQUOCNHANH.VN khong chiu trach nhiém trong trudng hop hang héa bi Quan
ly thi truong va céc co quan churc nang thu gilr theo quy dinh ctia phap luét.
6. Quy dinh dong gdi theo quy dinh cia GHN
* Dong goi bang thung, hop bang bia cimg bén ngoai (trir cac san pham kho bé v va bién dang nhu
quan 2o, vai, ...).
e Ddi voi hang hoa dé v&: can dugce boc kin, gia b bang mit, xp, gidy bao bén trong hop dong goi dé
dam bao khong bé v trong sudt qua trinh van chuyen
o Dbi v6i hang hoa co chira chat 1ong: can dugc boc bang bao bi chéng tham trudc khi goi.
e Ddi voi hang hoa dic biét nhu c6 chira chit 1ong, hang d& v, hang d& moép méo, ...: phai duge dan
canh bao “Hang dé v&” bén ngoai bao bi dong goi.
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Luu y:
e Quy dinh nay ap dung cho ca hang nhén tai diém giri va hang nhén tai nha khach.

e Khach hang c6 trach nhiém dong goi theo dung tiéu chuan ciia GHN, néu nhan vién GHN déng goi
gitm cho khéach thi ciing can déng goi theo diing tiéu chuan cia GHN. Trong trudng hop nay, Khach
hang chiu 100% chi phi dong goi.

e Trudng hop hang hoa khong dong goi dung tidu chuan thi nhan vién giao nhan s& hudéng dan Khach
hang dong goi lai. Trong trudng hop Khach hang khong dong y déng goi lai hodc van tiép tuc dong
g6i khong dung tiéu chuan GHN thi nhan vién c6 quyén tir chdi nhan hang.

e Truong hop hang hoéa GHN da nhan nhung sau d6 khong dam bao tiéu chuan dong goi (do qua trinh
van chuyén bi uét, mop, rach...) thi kho hién tai ciia don hang do s& gia 6 lai don hang sau khi c6 su
ddng ¥ xac nhan ctia Khach hang.

e Pay la quy cach dong goi chung danh cho cac san phiam co ban. Tuy nhién, v6i cac san pham c6 1 sb
céc ddc tinh riéng, khuyén khich ngudi ban hang c6 su can nhic dé lya chon vat lidu dong goi va quy
cach dong goi phi hop dé dam bao an toan hang héa trong qué trinh van chuyén.

HUONG DAN DONG GOI - GHN

*Nhﬁ:ni luu i troni iué trinh d(’)ni i()i san ﬁhém:

- Khéng s dung thung da cli / da qua st dung / thung bi rach.
- Khéng s dung thung cat dan.

1. Thung carton

- Khéng s dung bao nilong / tui khi da qua st dung / tudi ct / tui rach.

2. Bao nilon/ tui khi , T .
- SU dung tui déng mau.

< Binak - Khéng s dung bang keo da cli / da qua st dung / bi rach.

. Bang keo Y e ot ek - - N Sa -

< - Chi stt dung bang keo trong dé gia cé san pham, khéng dung loai bang keo khac.

- Cac san pham cé gia tri cao (dién thoai, laptop, camera,..) phai dudc dan niém phong.
4. Cac yéu cau khac - Kién hang sau khi déng géi khéng dudc phat ra tiéng déng khi van chuyén do khéng
chén du xép / tai khi.
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6.1. QUY CACH BDONG GOI bOI VOI SAN PHAM LA HANG DE VO (SANH SU,
THUY TINH, GUONG, KiNH, ...):

Chuén bj nguyén vat li¢u: Tui khi, bang keo, thung carton, mut Xép, tem “Hang dé vo”.
Cac budc thuce hién:

e Budc 1: Dung x6p boc kin tir 2 - 3 16p va dung bing keo dé gia cb.
e Budc 2: Dit san pham vao thing carton, dung mit xdp, tim bot khi... chén ¢d dinh san pham cho vira
khit, khong con khoang tréng so véi thing carton; sau d6 ding bang keo gia c6 thing carton.
e Budc 3: Dan tem “Hang dé v&” va phiéu giao nhan hang bén ngoai thung.
Luu ¥: khi dong g6i nhiéu san pham d& v& trong ciing mot don: can st dung mut x5p boc riéng timg san pham
trude khi xép hang vao thung,

6.2. QUY CACH DONG GOI bOI VOI HANG CO CHUA CHAT LONG NHU SUA,
NUOC GIAI KHAT, BIA:

Chuén bj nguyén vat lidu: Tam bot khi, bang keo, thung carton, tem “Hang dé vo”
Cac budc thuce hién:

e Budc 1: Boc kin san pham bang bao nilon, budc chit bang bang keo va goi san pham bang gidy boc
khi hodc cac vat liéu chong va dap va chdng tham nuéc.

e Budc 2: Dung bing keo dé c6 dinh san pham

e Budc 3: Dan tem “Hang dé v&” va phiéu giao nhan hang bén ngoai thung.

6.3. QUY CACH BDONG GOI BOI VOI CAN, TUL BINH CHUA CHAT LONG TREN 1
LIT NUGC GIAT, NUGC XA VAL ...):

Chuén bj nguyén vat lidu: Gi?iy boc khi, bang keo, thung carton, mut xép, tem “Hang dé vo”
Céac budc thuc hién:

e Budc 1: Boc kin san pham bang bao nilon, budc chit bang bang keo va goi san pham bang gidy boc
khi; dam bao san pham duoc bit kin khong cho chit 16ng chay ra ngoal du bi ddc ngugc.

e Budc 2: Cho san pham da goi bang gidy boc khi vao tii nilon va gia c6 bang biang keo

e Budc 3: it san pham vao thing carton, dung miit xdp mé ¢6 dinh san pham cho vira khit, khong con
khoang tréng so v&i thung carton.

e Budc 4: Dan tem “Hang dé v&” va phiéu giao nhan hang bén ngoai thung.
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Luu ¥: khi dong goi nhiéu san pham dé& v& trong cting mét don: can dugc ngan cach bang vach ngan hoic cac
vat liu c6 do dan hoi nhu mut xop chén gilra cac khoang trong, tranh dé hang bi x¢é dich.

6.4. QUY CACH PONG GOI POI VOI CHAI LO, BINH CHUA CO DUNG TiCH NHO
HON HOAC BANG 01 LiT:

Chuén bj nguyén vat lidu: Tam bot khi, tdi nilon, bang keo, thung carton, tem “Hang dé v&”
Céac budc thuc hién:

e Budc 1: Boc kin san pham bang bao nilon, budc chit bang bang keo va goi san pham bang gidy boc
khi; dam bao san pham duoc bit kin khong cho chit 16ng chay ra ngoal du bi ddc nguoc.
e Budc 2: Cho san pham da goi bang gidy boc khi vao tii nilon va gia c6 bang biang keo
e Budc 3: Dit san pham vao thung carton, ding mat xp ¢d dinh san pham cho vira khit, khong con
khoang tréng so voi thung carton.
e Budc 4: Dan tem “Hang dé v&” va phiéu giao nhan hang bén ngoai thung.
Luu y: khi dong goi nhiéu san pham dé v trong cing mot don: can duoc ngin cach bang vach ngin hodc cac
vt lidu c6 d6 dan hoi nhu mat x6p chén giita cac khoang trong, tranh dé hang bi xé dich.

6.5. QUY CACH BDONG GOI BOI VOI SAN PHAM LA HANG DIEN TU (TIVL LOA,
MAN HINH MAY TINH...):

Chuén bj nguyén vat lidu: Tam bot khi, bang keo, thung carton, mut Xép, tem “Hang dé vo”
Cac budc thuce hién:

e Budc 1: Dung xdp/ mut boc xung quanh 2 mat san pham; sau d6 dung bang keo gia ¢6 2 mat xp/
mut.

e Budc 2: Dung gidy bot khi boc xung quanh (nén boc kin tir 2 - 3 16p) va dan biang keo gia ¢d san
pham.

e Budc 3: Dan tem “Hang de vo” va phiéu giao nhan hang bén ngoai thung.

6.6. QUY CACH PONG GOI BOI VOI SAN PHAM LA HANG PIEN TU KiCH THUGC
NHO (PIEN THOAI DI BPONG, MAY ANH, LAPTOP):

Chuén bj nguyén vat lidu: Tam bot khi, bang keo, tai nilon thung carton, mut xép, tem “Hang dé vo”
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e Budc 1: Goi kin hop bang thi nilon; sau d6 dung bang keo dé gia cd,

e Budc 2: Sir dung cac vat li¢u chong va dap (gidy bot khi, mat mém,...), gbi san pham nén boc kin tir
2 - 3 16p va dung bing keo dé gia cb cac goc.

e Budc 3: Sir dung thung carton c¢6 kich thudc phu hop (khong qua to). Thung phai chén thém céc vat
liéu chng va dap bén trong; dong thoi dan tem “Hang dé v&” va phiéu giao nhan hang bén ngoai.

6.7. QUY CACH DONG GOI BOI VOI SAN PHAM THONG THUONG KHAC

Chuén bj nguyén vat li¢u: Man co, bang keo, mut Xép, tem “Hang dé vo”

e Budc 1: Dung man co quan/ xdp chéng sdc quan xung quanh khu vuyc thing.
e  Budc 2: Dan tem “Hang de vo” va phicu giao nhan hang bén ngoai thung.

6.8. QUY CACH PONG GOI POI VOI SAN PHAM LA HANG CO HINH TRU DAI
(TRANH, BAN DO, CAN CAU CA, ...):

Chuan bi nguyén vat liéu: éng nhua/ dng gidy cting, bang keo, vat lidu chong va dap

e Budc 1: Dit san pham vao trong 6ng nhuya.

e Budc 2: Bit kin va ¢ dinh 02 dau bang bang keo.

e Budc 3: Sir dung céc vat liéu chdng va dap (tm bot khi, mat mém,...), boc xung quanh éng nhwa va
dan bang keo gia c6 kién hang.

e Budc 4: Dan phiéu giao nhan hang 1én kién hang.

6.9. QUY CACH BONG GOI BOI VOI SAN PHAM LA SIM PIEN THOAI, THE NHO,
VOUCHER, GIAY TO CO GIA:

Chuén bi nguyén vat liéu: Thung hang, bi thu, biang keo

e Budc 1: Pong goi trong bi thu va gia cd cic mép bang bang keo
e Budc 2: bat bi thu vao trong thung carton va gia co bang bang keo

6.10. QUY CACH PONG GOI BOI VOI SAN PHAM THONG THUONG KHAC:

Chuén bj nguyén vat liéu: Tam bot khi, tdi nilon, thung carton, bang keo, mut Xép
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Budc 1: Dung tam bot khi hodc tai nilon dé goi san pham va dung bang keo gia cd.
Budc 2: Dat san pharn vao thung carton, chén xop mém (néu can ); sau d6 dung bing keo gia cb.
Budc 3: Dan phiéu giao nhan hang 1én san pham.

6.11. QUY PINH VE KiCH THUGC VA KHOI LUONG

TRONG LUGNG KiCH THUGC 1 CHIEU

Toi da 30kg Téi da 150cm

Trudng hop c6 sy chénh 1éch gitra khéi luong thyc té va khéi lugng quy ddi thi GHN s& ap dung tinh cudc ddi
v6i khoi lugng cao hon (“Khoi lugng tinh cudce”). Khoi lugng quy doi tinh theo cong thirc:

Dai (cm) x Rong (cm) x Cao (cm)

5,000

Khai lugng quy déi (kg) =

Truong hop Khéi luong tinh cude bi 1¢ sb kg thi s6 kg 1¢ (sau ddy tam goi 13 s6 “X””) s& duoc lam tron 1én nhu
sau:

X kg <0,5: s& dugc lam tron 13 0,5 kg
o Xkg>0,5kg: s¢ dugc lam tron 1a 1 kg.

7. Quy dinh chung
e Trong mdt sd diéu kién thoi tiét, khach quan (mua béo, 1ii lut,...), hang hoa c6 thé dugc
giao tré so voi thoi gian duy kién.
e TOANQUOCNHANH.VN nhin van chuyén hang hoa c6 khdi lwong t6i da 1a 30kg/kién
hang, kich thudc chiéu dai khong qua 80cm.
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e Thoi gian lam viéc tir thir 2 dén sang thir 7 (sang tir 8h30 — 12h, chiéu tir 13h30 — 17h30
hang ngay).

e Chu nhat khong ldy hang tir ngudi giri, chi van chuyén va giao hang.

e Tt ca cac van d¢ lién quan dén giao hang, xir Iy su c¢d phét sinh, quy khach vui long
Chat/Gui yéu cAu online trén App hodc Website, tat ca cac khiéu nai s& duoc bd phan
CSKH cia TOANQUOCNHANH. VN tiép nhan va xir 1y.

e Thoi han khiéu nai: Trong vong 3 ngay ké tir khi giao hodc tra hang thanh cong.

QUY DINH VE MUC GIGI HAN TRACH NHIEM BOI THUONG THIET HAI
TRONG TRUONG HOP PHAT SINH THIET HAI, QUY TRINH GIAI QUYET
KHIEU NAI CUA KHACH HANG VA THOI HAN GIAl QUYET KHIEU NAI

Cong ty C6 Phan Drugy cung cép dich vy buu chinh theo chi tiéu toan trinh da cong bé trudc.
Pam bao dich vu quyén loi hop phap cua khach hang, Cong ty C6 Phan Drugy ban hanh Quy
dinh vé mirc gidi han trach nhiém bodi thudng thiét hai trong truong hop phat sinh thiét hai, quy
trinh giai quyét khiéu nai ctia khach hang va thoi han giai quyét khiéu nai c6 hiéu lyc tir
01/09/2020.

Chi tiét quy dinh Quy dinh vé& mic giéi han trach nhiém bdi thuong thiét hai trong truong hop
phat sinh thiét hai, quy trinh giai quyét khiéu nai ctia khach hang va thoi han giai quyét khiéu nai
ciia Cong ty C6 Phan Drugy nhu sau:

MUC GIGI HAN TRACH NHIEM BOI THUONG THIET HAI TRONG TRUONG HOP PHAT
SINH THIET HAI
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Poi v6i treong hop buu giri bi mit, hw hong hoic bi trao doi toan bd:

Dbi véi dich vu buu chinh trong nudc:

e Bio hiém mit mat toi da 990,000 vnd/ 1 kién hang (mién phi bao hiém, mién phi khai gia
999,000vnd).

e Truong hop don hang gia tri >= 1000.000d va nho hon 5 trigu ddng (Khach hang nén
dang ky mua bao hlem hang hoa, phi bao h1em la 0.55% gia tri hang hoa).

e Khach hang can c6 gidy to nguon gdc xuat xir hang hod va héa don VAT hop 1¢ dé
TOANQUOCNHANH.VN c6 thé x4c nhén gié tri cia hang hoa va boi thuong thoa dang,
trong trudng hop khach hang khong chig minh duoc gia tri hang hod, chung toi s& boi
thuong 4 1an phi van chuyén.

e Gia tri don hang t6i da chung t6i nhan 1a 10 tridu dong/1 don hang. (Néu don hang co gia
tri 16n hon chung t6i khong chiu trach nhiém boi thuong).

Poi voi trwong hop buu giri bi mit, hw héng hoic bi trao d6i mét phan:
Cong ty C6 Phan Drugy s€ thuc hi¢n boi thuong xéac dinh trén co sé thiét hai thuc té, nhung
khong cao hon murc giéi han trach nhiém boi thuong thi¢t hai toan bo dbi véi dich vu do, trir

truong hop céc bén c6 thoa thuan khac.

Poi véi treong hop vi pham hop dong da giao két do khong dam béo thoi gian toan trinh
di cong bd.

Nguoi su dung dich vu c6 ching tir chirng minh viéc khong dam bao thoi gian toan trinh do thi
Cong ty C6 Phan Drugy c6 trach nhiém hoan tré lai cude cia dich vu di sir dung cho nguoi sir

dung dich vu buu chinh.
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QUY TRINH GIAI QUYET KHIEU NAI CUA KHACH HANG

Budc 1: Yéu cu gidi quyét khiéu nai

Tét ca cac yéu cau giai quyét khiéu nai ctia khach hang nhu: buu giri bi mét, hu hong, trao doi,
thai d0 phuc vy, ... s€ do Phong dich vu khéach hang tiép nhan.

Khach hang c6 thé khiéu nai qua cac cach sau:

Céch 1: Tryc tiép tai tru so cia Cong ty C6 Phan Drugy, dia chi: 28 Cay Cam, Phuong Binh
Hung Hoa B, Quan Binh Téan, Thanh phé Hd Chi Minh, Viét Nam.

Céch 2: Goi dién dén s hotline: 036.756.4004 hodc qua sb dién thoai: 0367.144.544

Céch 3: Khiéu nai bang vin ban hodc qua E-mail: hoanglinh2610@gmail.com

Budc 2: Lap phiéu tiép nhan giai quyét khiéu nai, lru va chuyén.

Sau khi tiép nhan yéu ciu giai quyét khiéu nai ctiia khach hang, Phong dich vu khach hang s& tién
hanh cip phiéu tiép nhan giai quyét khiéu nai. Phiéu tiép nhan khiéu nai c6 thé dugc thyc hién
dudi hinh thirc van ban hodc thu dién tir va phai thé hién 16 ndi dung ctia nguoi khiéu nai, yéu
cau giai quyét khiéu nai. Lap Phiéu tiép nhén giai quyét khiéu nai xong, luru va chuyén sang bo
phan tryc tiép c6 lién quan dén van dé khiéu nai ctia khach hang.

Trudng hop khong tiép nhan khiéu nai, trong thoi han khong qua nam ngay lam viéc ké tir ngay
nhén duogc khiéu nai, Phong dich vu khéach hang phai c6 van ban thong béo cho nguodi khiéu nai
biét va néu 15 1y do tir chéi tiép nhan khiéu nai.

Trudng hop giai quyét khiéu nai duoc giai quyét ngay khi ngudi sir dung dich vu tryc tiép dén
khiéu nai va dat dugc thoa thuan cua hai bén, bén cung cip dich vu khong can phai cip Phiéu

tiép nhan khiéu nai, nhung phai 1ap bién ban két qua giai quyét va luu vao ho so.
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Budic 3: Phan hdi huéng gidi quyét

B9 phan truc tiép c6 lién quan dén van dé khach khiéu nai chiu trach nhiém kiém tra x4c minh lai
thong tin ciia khach hang, quy trinh tiép nhan buu gui, quy trinh dong gbi, van chuyén, ... sau d6
trinh bao cdo cho Hoi ddng quan tri vé phuong hudng giai quyét khiéu nai.

Buéc 4: Xét duyét

Hoi dong quén tri duyét phuong hudng giai quyét khiéu nai tir bo phan lién quan trinh 1én. H) so
duoc xét duyét sé 1ap hd so dén bu.

Budce 5: Phuc dap

B0 phan tryc tiép co lién quan dén van dé khiéu nai ctia khach hang s& chuyén phan hdi cho
Phong dich vu khach hang nim thong tin dong thoi tién hanh phic dap cho khach hang. Cong ty
C6 Phan Drugy c6 trach nhiém thong bao bang vin ban cho nguoi khiéu nai vé két qua giai
quyét khiéu nai. Pong thoi 1ap bién ban xac nhan néu khach hang dong y voi hudng giai quyét

trén. Quy trinh két thuc.

Thanh Phé H6 Chi Minh, Ngay 15 thang 02 nim 2023
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