II.

CHINH SACH GIAO HANG, POI TRA VA HOAN TIEN
PHAM VI AP DUNG

Chinh sach giao hang, ddi tra va hoan tién nay dugc 4p dung cho tit ca cac don hang
duoc khach hang dat thong qua website samsung.com.vn hodc shop.samsung.com hodc
tmg dung “Samsung Shop” (“Nén Tang TMPT Samsung”) ciia Cong Ty TNHH Dién
Ta Samsung Vina, mot cong ty dugc thanh 1ap va hoat dong tai Viét Nam, c6 Gidy
ching nhan dang ky doanh nghiép sé 0300741922 do S& Ké hoach va Pau tu Thanh phd
Hb Chi Minh (nay 1a S¢ Tai chinh) cap lan dau vao ngay 28/08/2007, dang ky diéu chinh
tai timg thoi diém, c6 dia chi tru so chinh tai 02 Hai Triéu, Phuong Sai Gon, Thanh phé
Hb Chi Minh, Viét Nam do nha dau tu Han Qudc 1a Cong ty Samsung Electronics
Co.,Ltd (“Samsung” hoic “Samsung Electronics”) lam chi so hitu duy nhat
(“SAVINA”).

CHINH SACH GIAO HANG
Phwong thirc giao hang

SAVINA 4p dung hai phuong thirc giao hang dbi véi san pham duoc dat mua trén Nén
Tang TMDT Samsung la (1) Van chuyén (Giao hang tan not) va (ii) Nhén tai ctra hang.
Phuong thirc giao hang ap dung c6 thé duoc xac dinh tuy theo ting loai san pham va
duogc hién thi cy thé tai Nén Tang TMDT Samsung tai thoi diém dat hang.

DPéi voi phuong thirc Van chuyén (Giao hang tan noi), san phém dugc giao dén dia chi
do khach hang cung cap khi dit hang. Mot sb san pham chi 4p dung phuong thic van
chuyén lam phuong thirc giao hang mac dinh. Khach hang c6 trach nhiém thanh toan phi
van chuyén (néu co) va chi phi lap dat (néu c6) theo thong tin dugc hién thi tai budc
thanh toan hoic theo yéu cau thanh toan cua don vi van chuyén, lip dat.

Dbi v6i phuong thirc Nhén tai cira hang, khach hang c6 thé lwa chon phuong thic giao
hang nay néu dugc hién thi trén Nén Tang TMDT Samsung ddi véi san pham dit mua.
Khach hang tién hanh nhap thong tin dia chi ciia minh dé Nén Tang TMDT Samsung xac
dinh va hién thi cic cira hang c6 san pham san hang, trong d6 khach hang c6 thé lwa chon
ctra hang c6 dia diém phu hop va thuan tién nhét cho viéc nhan san phém cua minh.

Pon vi van chuyén, giao hang

SAVINA st dung don vi van chuyén trén co s& hop déng dich vu co tra phi dé van
chuyén san pham dugc dong géi téi khach hang. Khi khach hang dit hang, SAVINA s&
gui thu dién tir x4c nhin va ZaloOA/tin nhin SMS t6i khach hang kém theo duong dan
(link) tra ctru tinh trang don dat hang. Trude khi giao san pham, don vi van chuyén s&
lién hé vé6i khach hang qua thong tin khach hang di ding ky dé xac nhan thoi gian giao
hang.

Pon vi van chuyén, giao hang ma SAVINA sir dung 13 [vui long cung cip]
Thoi han giao hang wéc tinh

SAVINA s& luén c¢b ging giao hang trong thoi gian van chuyén t6i da [ba (03)] Ngay
Lam Viéc (4p dung v6i khu vuc: Thanh phd H6 Chi Minh Ha N§i va Ba Nang), va [ndm
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(05)] Ngay Lam Viéc (ap dung voi cac khu vue khac) tinh tir ngdy khach hang nhén
duogc thong bao giao san pham.

Thoi gian giao hang cu thé: 9h — 17h hang ngay tir Tha Hai d¢én Tht Bay (trir ngay 18
theo quy dinh cta phép luat hién hanh).

Trude khi giao san pham, don vi van chuyén sé& théng bao trude cho Khach hang dé sip
xép thoi gian nhan San pham. Phiéu giao hang s& duoc don vi van chuyén giao cung véi
hang hoa. Khi giao hang cho khach, don vi van chuyén s& 1ay chit ky caa khach hang va
chuyén thong tin lai cho ngudi ban. Héa don ban hang s& duoc nguoi mua xuat cho
nguoi ban qua thu dién tir nguoi mua da dang ky.

Gi6i han vé mit dia Iy cho viéc giao hang
Khéng ap dung. Viéc giao hang hoa, san phdm dugc thuc hién trén pham vi toan qudc.
Trach nhiém ciia don vi vin chuyén khi giao hang

Trude khi giao san pham, don vivan chuyén s€ lién h¢ vo1 khach hang qua cac thong tin
lién hé do khach hang da cung cap trén Nén Tang TMDT Samsung dé xac nhan thoi gian
giao hang du kién , phdi hop sép xép thoi gian giao nhan hang va dam bao khach hang
c6 thé nhan hang mot cach thuan tién nhét. SAVINA sit dung don vi van chuyen trén co
s& hop dong dich vu van chuyén co tra phi dé van chuyén san pham di duoc déng gbi
dén dia chi do khach hang cung cp.

Thot gian giao hang do don vi thong bdo 1a thoi gian du kién, thuc té ¢6 thé dao dong
s6m hodc mudn hon tuy theo san pham quy khach diat mua. Khach hang c6 thé sir dung
tinh ning “Tra ctru don hang” dé theo ddi qua trinh xtr Iy don hang va van chuyén.

Chinh sich kiém hang

Khach hang dugc quyén kiém tra san pham tai thoi diém giao hang kiém tra vé& hinh
thire, s6 luong, tinh trang, tinh ning cua san pham tai thoi diém giao hang dé xac nhan
san pham pht hop véi don dat hang trude khi ky nhén. Phiéu giao hang duoc don vi van
chuyén cung cip cung véi san pham va duoc khach hang 'ky xac nhén khi nhan hang.
Thoéng tin x4c nhan giao hang dugc don vi van chuyén chuyén cho SAVINA.

Trong truong hop san pham khong phu hop voi don dat hang da dat ciia khach hang hodc
san pham gip 16i k§ thuat ngay tai thoi diém giao hang, khach hang c6 quyén gui tra
hang héa cho don vi van chuyén. SAVINA s& tién hanh hoan tién cho khach hang theo
Quy trinh hoan tién dugc néu tai Diéu I11.3 ctia Chinh sach nay. Trong truong hop khach
hang khong nhan hang khi don vi van chuyén giao, sian phiam s& dugc hoan vé cho
SAVINA va don dat hang s& bi hity. SAVINA s& tién hanh hoan tién cho khach hang theo
Quy trinh hoan tién dugc néu tai Diéu I11.3 ctia Chinh sach nay.

Moi rti ro ddi v6i hang hoa s& duoc chuyén giao cho khach hang ké khi hang héa da
dugc giao cho khach hang va di duoc ky xac nhan. Khach hang can giit bién nhin hang
hoa phong trudng hop sau ndy can trao doi lai hodc c6 nhu cdu bao hanh hang hoa, san
pham d3 mua.
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Khach Hang s& thanh toan phi van chuyén va chi phi lap dit — néu c6 (ap dung cho cac
mat hang thiét bi dién lanh, thiét bi dién gia dung) theo biéu gia phi dich vu van chuyén
va lap dat da dugc SAVINA thong bao tai thoi diém thanh toan.

CHINH SACH VE POI TRA HANG VA HOAN TIEN
Chinh sach déi hang
(a)  Dibu kién déi tra hang va hoan tién

Nhim bao dam quyén loi ciia khach hang va cam két vé chit luong san pham, SAVINA
ap dung chinh sach d6i hang ddi voi cac san phém phat sinh 16i k§ thut tir phia nha
san xudt trong thoi han muoi lam (15) ngay ké tir ngay khach hang nhan hang thanh
cong. Trong thoi han néu trén, néu san pham duge xdc dinh co 16i k§y thuat anh huéng
dén chirc ning str dung, khach hang c6 quyén yéu cau SAVINA thyc hién d6i sang san
pham mai cung loai hodc san pham co gia tri twong duong, tly theo tinh trang hang hoa
thuc té tai thoi diém xu ly.

SAVINA khéng ap dung ddi san pham d6i véi cac truong hop 16i phat sinh do Khach
hang sir dung khong ding huéng dan, tic dong tlr bén ngoai, hao mon thong thudng hoic
cac nguyén nhan khong xuét phat tir 161 k¥ thudt ctia San pham. SAVINA cuing khong ap
dung d6i San pham vi cac ly do chu quan tir phia Khach hang, bao gom nhung khong
gi61 han & viéc thay ddi nhu cau, khong con nhu cau st dung, chon nhdm miu m3, mau
sic hodc kich thude.

(b) Thoi han yéu ciu di tra hang va hoan tién

Khéch hang cé ql{yén yéu cau doi san phérq trong thoi han muwoi lam (15) ngay ké tir
ngay nhén san pham thanh coéng. Yéu cau doi San pham dugc thuc hién trong thoi han
nay va phai dap tng cac di€u ki¢n quy dinh tai Chinh sach nay.

(c) Quy trinh tiép nhin va xir Iy yéu ciu tra hang va hoan tién

Trong truong hop phat sinh sy kién d6i tra hang theo quy dinh tai diém (a) néu trén,
khach hang giri yéu cau d6i san pham théng qua _phuong thirc tiép nhén yéu cau duoc
quy dinh tai Chinh sach tiép nhan va giai quyét phan anh, yéu cau, khleu nai cua
SAVINA va cung cip thong tin don hang cung hinh anh, video hodc tai liéu can thiét dé
ching minh tinh trang cua san pham Sau khi tlep nhan yéu cau, SAVINA tién hanh kiém
tra, xac minh tinh trang san pham va thong bao két qua xur Iy cho Khach hang.

Trudng hop yéu cau d6i san pham dugc chip thuin, SAVINA s& thuc hién d6i san phdm
theo quy dinh tai Chinh sach nay. Truong hop yéu cau khong dap g diéu kién doi san
pham, SAVINA s& thong bao 1y do tir chdi cho khach hang.

(d) Phwong thire déi tra hang va hoan tién

Trudng hop duoc chap thuan doi hang, khach hang tra lai San pham cho SAVINA theo
huong dan duogc thong bao va SAVINA s€ doi sang san pham moi cung loai, tuy thude
vao tinh trang hang hoéa thyc té tai thoi diém xu 1y.

Truong hop khong thé thuc hién viéc ddi san pham theo quy dinh trén, SAVINA s€ thuc
hién hoan tién cho khach hang theo quy dinh tai Diéu III.3 Chinh sach nay theo phuong



thirc thanh toan d}IQC ép dung ddi véi don hang hodc phuong thirc khac dugc SAVINA
va khach hang thong nhat.

(¢)  Chi phi d0i tra hang va hoan tién

Déi véi truong hop san pham dugc xac dinh c6 16i ki thuat tir phia Nha san Xuat va dap
mg cac diéu kién d6i hang, SAVINA chiu chi phi lién quan dén viéc thu hdi va van
chuyén san pham d6i tra. Cac chi phi phat sinh do 16i hodc nguyén nhan tir phia khach
hang, néu co, sé do khach hang chiu.

Chinh sach hoan tra hang
(a)  Dilu kién hoan tra hang

Khach hang c6 quyén tir chdi nhan va hoan tra san phﬁm cho don vi van chuyén ngay
1ap tirc tai thoi diém giao hang néu phat hién san pham c6 15i san xuat hodc khong
dang voi don hang cua khach hang (bao gom truong hop ma san phim hodc mau sic
khong khép véi thong tin trén phan tom tit don dat hang). San pham dugc hoan tra phai
kém theo toan bd phu kién gbc (nhu 1a sach hudéng dan, day cap, diéu khién tir xa,...)., va
cac san pham khuyén mai ting kém.

SAVINA khong ap dung hoan hang d6i véi cac truong hop sau: (i) San phdm bj hu
hong sau khi da m¢ va thude trach nhiém cua ngudi s dung (hu hai, ngép lut,...); (i1)
San pham duoc thiét ké riéng cho khach hang (khac tén cua khach hang 1én bé mit san
pham,...); (iii) San pham 1 vat dung lién quan dén vé sinh ca nhan (tai nghe, tai nghe
Bluetooth, tai nghe c6 day,..) dd bi m¢ bao bi; (iv) Gia tri cua san phém bi gidm do bi
thiét hai do bao bi san pham dd dugc mé va str dung/ lap dit (trir hop dd duge mé dé xac
nhan ndi dung/ hang hoéa bén trong); (v) mot vai by phén truong cua san pham (gidy
huéng dan st dung, diéu khlen tir xa, cap,..) bi mat hodc that lac; (vi) San pham hoan tra
do khach hang khong c6 nhu ciu st dung.

(b) Thoi han yéu ciu hoan hang

Khach hang phai thuc hién viéc tir chdi nhan va hoan tra san pham ngay tai thoi diém
giao hang khi phat hién san pham c6 161 san xuat hoac khong dung voi don hang.

(©) Quy trinh tiép nhin va xir Iy yéu cau hoan hang

Khach hang théng bao cho don vi van chuyén VéqViéC tur chéi nhén va hoan tra san phéfn
ngay tai thoi diém giao hang. Pon vi van chuyén sé thu hoi san pham theo huéng dan
cua SAVINA va chuyén tra san pham cho SAVINA dé ki€m tra, xtr 1y.

(d) Phwong thirc hoan hang

San pham duogc hoan tra cho SAVINA hang thong qua don vi van chuyén. San pham
hoan tra phai dap img cac diéu kién quy dinh tai Diéu I11.2(a) cua Chinh sach nay. Sau
khi hoan tat vi¢c ti€p nhan va kiém tra san pham, SAVINA s€ thuc hién hoan tién cho

khach hang theo quy dinh tai Diéu II1.3 Chinh sach nay.

(e) Chi phi hoan hang



SAVINA thu hdi san phim mién phi tai dia chi cta khach hang trén toan qudc néu dam
bao diéu kién hoan tra sdn pham néu trén.

3. Chinh sich hoan tién

Trong trudng hop khach hang do6i tra hodc hoan tra san pham theo Diéu IIL.1 va Diéu
III.2 néu trén:

(1) SAVINA s€ hoan tién dén phuong thirc thanh toan dau tién ctia khach hang trong
vong 7 ngay ke tir ngay nhan va xt ly sdn pham tra lai cua khach hang.

(i)  Khéach hang nhan duoc tién hoan tir don vi cung cap dich vu thanh toan (khi mua
hang) trong vong 45 ngay lam viéc ti€p theo.

Moi thic mic hodc yéu ciu hd tro lién quan dén giao hang, ddi tra va hoan tién, Quy
Khach hang vui long lién hé b phan CSKH citia Samsung qua cic kénh sau:
e Hotline: 1800 588 889
e Email: compliance.vn@samsung.com
e Lién hé truc tiép tai tru s¢ Cong Ty: Lau 25, Toa nha tai chinh Bitexco, 02 Hai
Triéu, Phuong Sai Gon, Thanh phé H6 Chi Minh, Viét Nam
e Thoi gian 1am viéc ciia b phan CSKH: 9:00 - 18:00 tir Thtr 2 dén Thir 6 (Nghi
Thir 7, Chu Nhat va cac ngay 1& theo quy dinh ctia Nha nuéc.)
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