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1. Piéu kién yéu cdu bdi thudng, giai quyét khiéu nai:

a)
b)
©)

d)

g)

Pon hang c6 khai bao théng tin gid tri hang hoa trén hé théng SuperShip.
Déi véi don hang Yéu cau Lay vé Hang D6i/Tra SuperShip khong chiu trach nhiém
vé gia tri hang hoa, mirc boi thuong téi da 4 14n cude phi.

Don hang dat yéu ciu theo Quy dinh hang hoa (file dinh kém);

Ngudi khiéu nai phai 14 nguoi truc tiép st dung dich vu/ ngudi thanh toan cuée
phi don hang;

Pon hang ¢6 gidy t& chimg minh gia tri hiang hod (ho4 don nhap hang, hoa don
mua hang...) hodc cin ci dinh gid thuyét phuc SuperShip chdp nhén khép véi
thong tin ké khai trén hé thong SuperShip;

Thoi gian chdp nhan khiéu nai: (Trich luat Buu chinh, chwong VIII, didu 38, muc
2); |

- 06 thang, ké tir ngdy lay hang ddi véi khiéu nai vé viéc mét don hang;

- 01 thang, ké tir ngay buu giri dugc phat cho nguoi nhan dbi véi khiéu nai vé
viéc buu giri bi suy suyén, hu hong, vé gia cude va cac noi dung khéc co lién
quan tryc tiép dén buu giri.

Déi véi don hang khong thoa mot trong cac diéu kién néu trén, SuperShip s& dén
b cho khach hang i da 4 14n cude phi giri hing;

SuperShip khong chiu trach nhiém d6i véi nhitng thiét hai phat sinh khac ma khong
c6 thoa thuan trudc.

2. Mikc bdi thwong thiét hai
Pon hang théa man Diéu kién yéu cau bdi thudng, giai quyét khiéu nai dugc néu tai
Khoan 1.

a)

Trudng hop 14 hang hoéa bi that lac hodc hu héng duoc xac minh do 16i SuperShip:

Mike % Khoin tién
(1]

Truwdng hop béi thuong bl
o1 thwong

bdi thudng toi
da

- Toén b don hang bi mét, that lac, hw hai, | 100% Gia tri don | 10.000.000
danh trao. hang VND
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- Mot phan don hang bi mét, that lac, hu hai.

- Mot phin Pon hang D6i/Tra c6 Yéu Céu
L4y V& Hang D6i/Tra bi mét, that lac, hu
hai.

Tuy vao mirc do | 10.000.000
hu hai d6i bén | VND
thwong lugng

Hang hoa trong don hang con nguyén, tuy nhién
bén ngoai ctia Pon hang:
- Réch, va, udt hop dung hang
- Réch tem niém phong cuia nha sin xudt,
nguoi gui

Tuy vao mic do
hur hai d6i bén | 5.000.000 VND
thuong luong

b) Trudng hop Lay/Giao/Hoan cham tré khach hang khong nhén:

Trudng hop bdi thuong

Mirc % boi thuong

Giao/Lay cham hon 02 ca so v6i chinh sach cam
két thoi gian giao hang toan trinh d6i véi khu
vuc;

Mién phi cudc dich vy don hang bi tré

Khong thyc hién giao cho ngudi nhéan ddng thoi
khong thong bao cho khach hang vé Pon hang
trong thoi gian qua 5 ngay tinh tr ngay
SuperShip nhén don tir khéch hang;

04 1an cudc phi sir dung dich vy

Hoan hang cham tré qua 15 ngay ké tir ngay don
hang ddi soat

Mién phi cude dich vu 02 chiéu cia
don hang bj tré

¢) Déi véi don hang 1a thw tir, tai liu, 4n phdm, gidy to, hoa don, hop dong va cac
loai van ban khéc, SuperShip sé& dén bu cho khéach hang t6i da 4 1dn cude phi g

hang.

3. Thoi han bdi thwong, gidi quyét khiéu nai:

Thoi gian giai quyét khiéu nai tbi da 12 khong qua 30 ngay.

Théi han boi thuong thiét hai khong quéa 30 ngay ké tir ngay cac bén 13p vin ban xac dinh

trach nhiém bdi thudng thiét hai.

Trong mot sb trudng hop dic biét, thoi gian giai quyét khiéu nai va thoi gian boi thuong
thiét hai c6 thé thay ddi néu c6 sy théng nhat ciia hai bén.
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Noi dung Chi tiét Thoi gian

Khach hang giri Yéu ciu bdi thuong, giai quyét
khiéu nai qua kénh tiép nhan xi Iy chinh thic:

Tiép nhan - Guri yéu céu truc tiép trén hé théng SuperShip
thong tin - Gui thong tin qua email: Ngay N

operation@supership.vn

Xéc nhan thong tin véi khach hang hodc yéu ciu
khach hang cung cip ndi dung chua 3.

SuperShip Viét Nam kiém tra diéu kién boi thuong.

Xir ly thon ; .
}t]in : SuperShip xir 1y théng tin, lam rd céc thong tin vé | Ngay N+5
Don hang véi céc bén 1ién quan
Xac dinh

trach nhi¢m | SuperShip phan hdi khach hing, thuong thao vé
va phwong | phuong 4n bdi thuong theo Chinh séch bdi thuong, | Ngay N+10
thirc thanh | giai quyét khiéu nai.

toan

SuperShip Viét Nam théng bao dén cac bd phan Tai
chinh — ké toan va trinh ky 1én Ban Giam Ddc xem | Ngay N+13
xét

Giai quyét
bdi thwong

Pong yéu cau | SuperShip thanh toan bdi hoan theo cam két Ngay N+15

4. Trach nhiém bdi thwdng thiét hai ciia SuperShip:

a) SuperShip s& chi thanh toan khoan tién bdi thudng truc tiép cho Khach hang theo
thong tin tai khoan chuyén khoan dbi soat da dang ky trén hé thdng SuperShip.
Trong trudng hop Khach hang ty quyén cho ngudi khac nhan khoan tién bdi
thudng hodc nhan khoan tién bdi thuong bang hinh thirc thanh toan khéc, Khach
hang can phai cung cap cho SuperShip mét thu ty quyén hop 18 dugc SuperShip
chép nhén;

b) Péi v6i Pon hang 13 Phiéu c6 gia tri quy ddi c6 thoi han sir dung thi Khach hang
s& chi dugc bdi thudng néu thoi han st dung ciia phidu phai con it nhét 13 03 (ba)
thang tinh tir khi SuperShip nhan Buu giri. Khéch hang thira nhan va dong ¥ ring
Khach hang s& khéng c6 quyén yéu cau bdi thuong, va SuperShip s& khong co
trach nhiém bdi thuong, ké ca khi phiéu cé gia tri quy ddi bi mat hay hu hong
khong dat diéu kién nay;

Nhiét huyét — Tdn tam — Chuyén nghiép
LB



CONG TY CO PHAN M hiéu: DK_HTPH
SUPERSHIP VIET NAM Léan ban hanh:
32 Théan Nhan Trung, P.13, Téan Binh Ngay ban hanh:

%1 o BIET DOL GIAG HANG $18U DANG

Dupershipim

c¢) Khach hang thira nhan va dong y ring néu Khach hang tir chdi hodc khoéng phdi
hop dé thuc hién déng kiém Pon hang véi SuperShip thi trong trudng hop xay ra
mat mat, that lac, hu héng cho Buu giii, khoan tién bdi thuong SuperShip phai tra
cho Khach hang s& chi bang 04 (bdn) 1an Cude phi cua Dich vu gtri hang d3 sir
dung ctia don hang do;

d) Khach hang thira nhan va déng ¥ rang trong trudng hop xay ra mat mat, thit lac,
hu hong cho Pon hing ma Khach hang khong cung cip duge Hoa don chitng minh
Gia tri khai bao hang hoa theo quy dinh tai Khoan 1 muc 1.1 trén day thi khoan
tién bdi thudng SuperShip phai tra cho Khéch hang s& chi bang 04 (bén) 1in Cude
phi ctia Dich vu da sir dung.

¢) Khach hang thira nhan va dong ¥ rang trong moi truong hop, khoan tién bdi thudng
trén khong bao gdm Cudce phi Dich vu giao hang khach hang phai thanh toan cho
SuperShip;

f) Khach hang tir bé va s& khong thuc hién bét ky va moi quyén, quyén yéu cu, hanh
dong chong lai SuperShip lién quan dén ton that, thiét hai gdy ra cho Pon hang
vuot qué han ché trach nhiém bdi thuong cia SuperShip nhu néu tai Khoan 5 va
Khoan 6;

g) Trur trudng hop céc bén c6 thoa thudn khac, Supership khong phai boi thuong thiét
hai trong cac trudng hop sau day:

- Thiét hai xdy ra hoan toan do 15i vi pham hgp ddng ctia khach hang hodc do dic
tinh tw nhién, khuyét tat vén c6 cta vat chira trong don hang.

- Don hang da dugc phét va ngudi nhan khong c6 y kién khi nhin buu gui;

- Pon hang bi tich thu hodc tiéu huy theo quy dinh cta phap luit Viét Nam hoic
phép ludt cua nudc nhén;

- Khéch hang khong thyc hién cung cip dy dii thong tin dé hd tro giai quyét
khiéu nai.

- Céc truong hop bat kha khang theo quy dinh cia phap luat.

5. Trach nhiém bdi thudng thiét hai ciia khach hing:

a) Khach hang thira nhin va dong ¥ s& bdi thudng, bao vé va gir cho SuperShip va
cd dong, giam dbe, dbi tac ngudi quan 1y, nhan vién, nha thau, tu vin cua
SuperShip (cac “Bén dugc bdi thudng cia SuperShip”) khong bi anh hudong va
tranh khoi bit ky va moi thiét hai, ton that, chi phi va phi (bao gdm phi phép 1y),
yéu cﬁu, trach nhiém, khiéu kién, 1énh, yéu céu, hanh ddng cua co quan nha nude
¢6 thAm quyén, co thé dwoc dua ra chdng lai hodc phai génh chiu badi SuperShip
va cac Bén dugc bdi thuong cia SuperShip, 13 hau qua cua hodc phat sinh tir hodc
¢6 lién quan dén:
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b) Thiét hai, hu hong, ton thit, mat mat, hao hut, trach nhiém, yéu ciu, khiéu kién

c)

d)

lién quan dén Pon hang d6 gay ra boi hanh déng hoic viée khong thuc hién mot
hanh dong nao ctia Khach hang, bao gdm nhung khéng han ché bai viée cung cap,
ké khai thong tin v& Buu giri khong dung hodc thiéu sét; dong goi, bao boc Buu
giri khong day du, khong phi hop, khong can than, khong tuan tha quy dinh, hudéng
dan vé dong goi clia SuperShip, nha san xuét hay quy dinh cua phép luat; Thong
tin Ngudi Nhén khong dung hodc thiéu sét; hoidc ...

Buu giri thudc trudng hop bi ¢im giri, chdp nhan, van chuyén theo quy dinh cua
phap luat; hoac

Khach hang vi pham quy dinh phép luat.

6. Mién trir trach nhi¢m SuperShip boi thudng thiét hai

a)

b)

d)

Khach hang thira nhan va dong ¥ SuperShip sé& duoc mién trir trach nhiém, vé can
d6i véi bat ky, va moi thiét hai, ton thit, mat mat, hu hong, bdi thuong, cham tré,
yéu cau, trach nhiém, khiéu kién, hanh dong cua Khach hang va/hodc co quan nha
nudc co thim quyén co thé dwoc dua ra chdng lai hodc phai ganh chiu boi
SuperShip va cac Bén dugc boi thuong cta SuperShip lién quan dén Pon hang
dugc gy ra boi, phat sinh tir, hodc lién quan dén;

Sy khéong tudn thu boi Khach hang bat ky quy dinh ciia phéap ludt vé hang hoa cdm
hoic han ché luwu thong, van chuyén va cac quy dinh khac cta phap luit (bao gom,
nhung khéng han ché bai truong hop Pon hang khong c6 héa don, ching tir ngudn
gbe xudt xir; bi kiém tra, tich thu hodc tiéu huy theo quyét dinh cta co quan c6
thAm quyén hodc an ninh san bay, cong an kinh té);

Su khong tudn thi béi Khach hang bét ky thoa thuan nao vé sit dung Dich vu ciia
SuperShip, hodc bit ky quy dinh, chinh sach nio cua SuperShip (bao gdm, nhung
khong han ché bai Pon hang nam ngoai pham vi nhan van chuyén cta SuperShip,
dia chi giao hodc nhan Pon hang khong thudc pham vi cung ing Dich vu cia
SuperShip, Pon hang thuc danh muc hang hoa khong dwoc van chuyén qua duong
hang khéng; Khach hang khong thuc hién ding cac quy dinh vé khiéu nai, giai
quyét tranh chép theo luat dinh hodc theo Chinh sach bdi hoan, xr 1y khiéu nai cua
SuperShip);

Hanh dong hodc khong thyc hién hanh dong nao cuia Khach hang, cho du la do 16
cau tha, bat can, c6 ¥ 1am sai, hoic Ira dbi (bao gom, nhung khong han ché bai
trudng hop viée cung cip, ké khai thong tin vé Pon hang khong dung hodc thiéu
sot; dong goi, bao boc Pon hang khong ddy di, khong phi hop, khong cén than,
khong tuan thu quy dinh, huéng din vé dong goi ciia SuperShip, nha san xuat hay
quy dinh ctia phap luat; Thong tin Nguoi Nhan khong ding hoic thiéu sét Khach
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g

h)

)

hang khong c6 chung tir chirng minh Pon hang bi mat hosic hu hong; Khach hang
khéng ¢6 chimg tir chirng minh viéc sir dung dich vu);

Hanh dong hodc khong thyuc hién hanh dong clia mét bén thir ba, cho du 1a do 16i
cAu tha, bat cén, cd y 1am sai, hodc ltra déi (bao g@)m, nhung khong han ché boi
trudmg hop hang hoa bi cudp, giat; hu hong, mat mat gay ra béi Nguoi Nhan; hang
hoa khong dép ting yéu ciu, tiéu chuin vé chét hegng, quy céch, bao gdém nhung
khong gidi han trudng hop mau sic, kich ¢@, chét liéu san phdm khong diing voi
hinh &nh, thong tin dwgc cung cip bdi ngudi ban hang hodc nha san xuit; chuyén
bay cham tré hodc bi hity; bi co quan chtrc ning kiém tra trén dudng van chuyén);
Pac tinh tu nhién, khuyét tat vbn ¢6 cla hang hoa nam trong Pon hang;

Khach hang tir chéi nhan lai Pon hang hodc SuperShip khong lién hé duoc véi
Khach hang sau khi SuperShip da thuc hién giao tra lai Pon hang it nhét 03 (ba)
1an. Trong truong hop nay, Khach hang thira nhan va dong ¥ ring SuperShip s& co
quyén gitr Pon hang trong vong 03 (ba) thang ké tt‘r 1an tra cudi cing. Sau khodng
thoi glan nay, ‘Khéch hang thira nhan va dong y rang Khach hang da tu bd moi
quyén va quyén yéu cau va SuperShip s& dwgc mién trir khoi moi yéu ciu, trach
nhiém, khiéu kién lién quan dén Pon hang.

Trong trudng hgp mot ph?ln thiét hai, ton that xay ra do Khach hang vi pham,
Khach hang thira nhan va dong ¥ s& tir bd quyén yéu cau ddi véi, va SuperShip s&
khong c6 trach nhiém bdi thudng cho, phan thiét hai, ton that twong ing véi mirc
d6 thiét hai do Khach hang giy ra.

Pon hang di dugc phat va ngudi nhan khong cé ¥ kién khi nhan Pon hang. Cac
truong hop bat kha khang theo quy dinh cua Luit Viét Nam

Trong qua trinh gidi quyét khiéu nai ma chua co két luan cubi cling thi nguoi khiéu
nai khong dwoc quyén dua tin 1én trang mang x3 hoi hay cic phwong tién truyén
thong dai chimg. Vi pham quy dinh nay, SuperShip dugc mién trir trach nhiém
(néu c6) ddng thoi cd quyén khai kién khach hang tiy vao mirc dd nghiém trong
anh huéng dén uy tin va thuong hiéu ctia SuperShip.
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