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1. Cd sd giai quyét khiéu nai
= Luat buu chinh va cac van ban quy pham phéap luat hudng dan thi hanh.
= Hgp dong gitra Nhat Tin Logistics va khach hang (néu cd).
= Théng tin mat trudc va sau cua van don.
2. Poi tudgng dudc khiéu nai
= Ngudi khiéu naila khach hang truc tiép st dung dich vu:
- To chirc, ca nhan cé tén trong phan dia chi ngu'di gufi, ngudi nhan trén van dan.
- T6 churc, céd nhan ky hdp dong st dung dich vu v8i Nhat Tin Logistics.

= Bén th( ba dudc khach hang chi dinh (Néu |1a cd nhan phai cé Gidy Uy quyén, dudc |1ap theo
ding quy dinh ctia phap luat, néu la té chirc 1a van ban chi dinh hop 1€ hodc hdp dong).

3. Thaoi hiéu khiéu nai
= Sau (06) thang, ké tir ngay két thic thai gian toan trinh clia buu glri doi véi khiéu nai vé viéc mat

buu guri, chuyén phat bu'u girii chdm so vdi thdi gian toan trinh da cong bo; trudng hgp thdi gian toan
trinh cua dich vu chua duge cong bo thi thdi hiéu nay dudc duge tinh ti ngay buu dude chap nhan.

= MGt (01) thang, ké tir ngay buu guri du'de phat cho ngusi nhan daéi vdi khiéu nai vé viéc buu gl
bi suy suyén, hu hong, vé gia cudc va cac ndi dung khac co lién quan truc tiép tdi buu guri.

4. Cd sd giai quyét khiéu nai

= L& trinh thong tin don hang khiéu nai lién quan dén don hang, giao hang, x(r ly su cé phat sinh,
phai dugc théng bao dén Trung tdm Cham séc khach hang qua mét trong cac kénh lién hé sau:

- Hotline: 1900 63 6688
- Website: ntlogistics.vn
- Email: nhattin@ntlogistics.vn
5. Cac thong tin khach hang can cung cap khi khiéu nai
= |uat buu chinh va cac van ban quy pham phéap luat hudng dan thi hanh.

= Hdp déng gitra Nhat Tin Logistics va khach hang (néu co).



= Thong tin mat trudc va sau cua van dan.
» Hdp déng gitta Nhat Tin Logistics va khach hang (néu ca).
= Thong tin mat trudc va sau cua van don.
= Théng tin mat trudc va sau cua van dan.
6. Thdi han giai quyét khiéu nai
» Dich vu trong nudc: Hai (02) thang ké tlr ngay nhan dudc khiéu nai.

= Dich vu quéc té: Ba (03) thang ké tir ngay nhan dugc khiéu nai.

CHINH SACH BOI THUGNG

1. Nguyén tac boi thu'dng

» Trach nhiém béi thudng dua trén yéu té 16i. Nhat Tin Logistics s& boi thudng cho Khach hang
(Ngudi gfi, cé nhan, t6 chic sir dung dich vu cta Nhat Tin Logistics, cé hodc khong co ky cé hap
déng bang van ban) néu buu guri bi hu hong, mat mat hoac that lac xay ra trong qué trinh Nhat Tin
Logistics cung Ung dich vu gay ra va do [6i ciia Nhat Tin.

» Trach nhiém ctia Nhat Tin Logistics chi gidi han trong thiét hai va ton that truc tiép va thuc té gay
ra cho hodc lién quan dén Buu guri. Khong phai béi thudng cac thiét hai hodc ton that gian tiép (bao
gom nhung khdng han ché bdi ton that Igi nhuén, thu nhap, cd héi kinh doanh...)

» Viéc boi thudng thiét hai trong trui'dng hgp buu guri bi mat, hu' hong hodc bj trdo doi toan bo dugc
xac dinh theo muc gidi han trach nhiém boi thudng thiét hai toan bé dai vdi dich vu ma khach hang
suf dung.

» Viéc boi thudng trong trudng hdp buu guri bi mat, hu' hdng hoac trdo déi moét phan dude xac dinh
trén cd sd murc dé hu hdng, thiét hai thuc té, nhung khéng cao han murc gidi han trach nhiém boi
thudng thiét hai toan bd déi véi dich vu ma khach hang s dung, trir trudng hgp Nhat Tin Logistics
va khach hang co thoa thuan khac.

= Tién boi thudng dudc tra bang tién Viét Nam va duagc trd cho ngudi glfi. Trudng hap thu, buu
pham, buu kién bi hu hai, mat mat mét phan ma ngudi nhan déng y nhéan thi tién bdi thudng dugc
tra cho ngudinhan.

= Chiap dung boi thudng mot 1an va cho mot doi tugng. Trudng hop déd cé mot trong s6 cac doi
tugng dudc quyéen khi€u nai gui don khiéu nai thi Nhat Tin Logistics chi giai quyét khiéu nai cho doi
tugng do. Khong ap dung cho bat ky trudng hdp thir hai.

=  MUrc do huhong clabuu glriva gia tri khai bdo hang hda sé do Nhat Tin Logistics cd toan quyén
xac minh va quyét dinh.

= Gia tri khai bdo hang hda sé dudc xac dinh la gia tri dugc ghi/thé hién trén hoa don cé gia tri
phéap ly ma ngudi ban xuat cho khach hang cho viéc mua hang hoa do véi diéu kién lamo ta vé hang
hoa dudc néu trén hda dan phu hdp vdi mo ta ma khach hang tu ghi trén dan hang.

» DOI vdi cac trudng hgp buu guri bi hu hong trén 50% thi tuy theo quyét dinh clia khach hang va
Nhat Tin, trao cho Nhat Tin Logistics quyén sd hifu hang héa hang hoda trong buu g dé hoac tiép
tuc sd hifu va nhan boi thudng phan hu'hong. Trong trudng hdp khach hang trao cho Nhat Tin Logis-
tics quyén sd hfu thi khach hang cam két sé ky két cac tai liéu can thiét cho muc dich chuyén quyeén



sd@ hifu déi véi hang hoa do.

= Trudng hdp khach hang co 16i gay thiét hai cho Nhat Tin Logistics, khadch hang phai boi
thu'dng theo quy dinh cua phap luat.
2. Cac trudng hdp mién nhiém

Nhat Tin Logistics dudc mién trif trach nhiém déi vdi cac thiét hai hay cac hu' hdng, that lac, mat
mat hay céac su' cd khac ctia hang hoa, buu gui phat sinh ti hoac lién quan tdi (néu xay ra) mot
trong cac trudng hdp sau day:

= Thiét hai xay ra hoan toan do 16i vi pham hgp déng clia khach hang/ ngudi gui (cé nhan, té
churc st dung dich vu cua Nhat Tin Logistics, cé hodc khoéng co ky co hdp dong bang van ban)
hoac do dac tinh tu nhién, khuyeét tat vén co cla véat chira trong buu guri doé.

= Ngudigui khéng c6 chirng tir ch’ng minh viéc st dung dich vu, khéng c6 chung tu' xac nhan
viéc chap nhan buu gui hodc khong chirng minh dudgc viéc guri va viéc suy suyén, hu hong buu
guri.

= Ngudi gui khéng cé chitng minh buu gui d& dugc phat thanh cdng va ngudi nhan khong cé
y kién khi nhan buu guri.

= Buu gUfi bi tich thu hodac tiéu hay theo quy dinh cua phap luat Viét Nam.

= Buu gui bi tam gitr do cd quan nha nudc cé tham quyén thuc hién quyén tam dinh chi van
chuyén, phat buu guri; kiém tra, xU' ly buu gli do cé can ¢l xac dinh buu gui c6 lién guan ho3c
dan dén hanh vi vi pham phap luat vé an ninh quac gia hoac hanh vi vi pham phap luat nghiém
trong khac; buu guri cé lién quan dén vu an hinh su.

= Ngudi glfi khéng thuc hién ding céc quy dinh vé khi€u nai, gidi quyét tranh chap; khong
thuc hién ddng quy dinh vé viéc dong goi hang hoa theo quy cach hudng dan clia nha san xuat.

= Nhat Tin Logistics da chi dong théng bdo cho ngudi gl vé su cham tré dich vu néu xay ra
cac trudng hop bat kha khang hodc trd ngai khach quan theo quy dinh nhu: Bong dat, nuildra, IT
lut, han han, dich bénh, thay doi phap luat, chién tranh, bao déng, khiing bo, pha hoai, dao chinh,
may bay chay no, suhly chuyén hoac tri hoan bay vi cac van dé thai tiet kém vdithong bao chinh
thd'c trhang bay hoac tu cac co quan ban nganh khac...

= Ngudiguida dudc thong bao trudc vé cham thdi gian toan trinh cla thu'tlr, hang hda va dudc
sy dong y cua khach hang.

= Ngudi glri khong khai bao trung thuc vé ndi dung va tinh chat ctia hang hoa, buu gui.

= Ngudi guri khong cé chirng tir xac nhan viéc g thu, buu gui.

= Buu guri bi phat nham do 16i clia ngudi guri.

= Buu gui khéng chuyén dudc do 16i ngudi gui hodc ngudi nhan ti choi nhan.,

= Phan gid tri khai man, khai vuct qua gia tri thuc té cla buu gufi khai gia.
= Khiéu nai quathai han.

= Cac trudng hdp khac theo quy dinh clia phap luat hoéc theo thoa thuan cua hai bén.



3. Diéu khoan boi thudng

3.1. Doi v@i dich vu buu chinh quéc ndi

CHINH SACH BOI THU'GNG HANG HOA

: - o Khach hang
Tinh trang Khach hang cung cap day du hoa don khéng cung cap
day du héadon
Buu gui bi mat, hu | Muc bdi thudng toi da la 1.500.000d/van don hoac
hong hoéc bj trdo | 150.000d/kg
doi hoan toan T6| da0413an
tién cudc

Khoi lugng buu
gui bi mat, hu
hong hoac bi trao
doi 1 phan

Sa tién bai thudng = (Ty & % khoi luigng buru g bi
mat, hu hong hodc bi trdo d6i mét phan) x (MUrc boi
thudng téi da trong trudng hdp buu gui bi mat, hu
hong hoac bij trao doi hoan toan)

Trudng hop mat
hdéa don tai chinh

Dén bu theo quy dinh cua b tai chinh (Khach hang cung cap bién ban

phat clia cd quan thug)

Cac trudng hdp
khac

Dén bu theo murc toi thiéu can cU vao Luat buu chinh hién hanh va cac

van ban khac cé lién quan.

Cd sd xac dinh gia
tri hang hoa

Hoa don GTGT, Khach hang khai bao, gia thi
trudng

*Luuy:

- Phibdo hiém hang hoé 14 0,56% sé boi hoan 100% gia tri dang bao hiém hang héa khi mat hang
(tdi da 100.000.000d - Mot tram triéu dong chan) néu ngudi gui co giay td chiing minh nguodn
goc va gia tri hang hdéa (hoa don nhap hang, bill mua hang hgp 1é va khép véi thong tin san pham
trén hé théng NTL...). Trong trudng hdp ngudi gui khong thé chiing minh nguén goc va gia tri
hang hoa, boi thudng tdi da 04 1an cudce phi van chuyen.

- Hang co gia tri trén 100.000.000d (Mot tram triéu déng chan) muc phi bao hiém theo thoa

thuan.

- Truong hop khéng cé chirng cur vé viéc gufi buu pham tring khdp véi hang hoa murc béi thudng
t0i da |a 04 lan tién cudc.

3.2. Boi vdi dich vu buu chinh quéc té

= Do6i vai dich vu buu chinh qudc té dudgc van chuyén bang dudng hang khong: 09 SDR/kg
(dugc tinh theo tirng nac khéi lugng 500 gram, phéan Ié dudc tinh bang 500 gram) nhiu'ng khéng

thap han 30 SDR/buru guri, cong vdi hoan tra lai cudc clia dich vu da sirdung.

= DGi vdi dich vu buu chinh quéc té dugc van chuyén bang phuadng thifc khac: 05 SDR/kg
(dudc tinh theo tirng nédc khoi lugng 500 gram, phan Ié dugc tinh bang 500 gram), cong vdi hoan

tra lai cudc cla dich vu da st dung.

3.3. Truéng hdp buu gtri bi chuyén hoan do 16i cia Nhat Tin Logistics

= Mién cudc chuyén hoan va béi thugng cudc van chuyén da thu clia nguai gui khi nhan buu

gui.




3.4. Trudng hdp buu guri phat cham so vdi thai gian toan trinh

= Thdigian két thuc lich trinh dudc tinh tir thai dieém Nhat Tin Logistics co mat tai dia diém gui
hang do ngudi glfi cung cap hodc khach hang clia ngudi gui dé giao hang. Ngudi glfi hodc khach
hang ngudi gl phai luén sap xép ngudi dé nhan hang. Néu nguai gl hoac khach hang ngudi gui
tl ch6i nhan hang vi bat ky ly do gi thi thdi gian tam ho&n giao hang sé khong dudc tinh 1a thai
gian cham tré.

= Néu viéc ngudi gui hoéc khach hang cla ngudi gui tr chéi hodc cham tré nhan hang ma
khong do 16i ctia Nhat Tin Logistics thi ngudi gl phai boi thudng toan bo thiét hai gay ra cho
Nhat Tin Logistics, nhu tién cudc van chuyén va tién luu kho (néu co).

= Trong trudng hdp thdi gian toan trinh bi cham tré do 16i ciia Nhat Tin Logistics, can cif vao
mUc do va tinh chat clia viéc cham tré, Nhat Tin Logistics sé& tién hanh dam phan véi ngudi gl va
xem xét giam trir tién cuéc hodc diéu chuyén cudc phi sang muc dich vu phu hgp vdi thai gian
toan trinh thuc té. Trong trudng hop khéng dam phan dudc sé béi thutng bang cach hoan tra
cudc st dung dich vu cho khach hang theo dung quy dinh phap luat.

» Nhat Tin Logistics s& khong boi thudng nhifng thiét hai gian tiép hoac nhithg ngudn Igi
khong thuc hién dudc do viéc mat, suy suyén, hu' hong hoac cham tré buu gl gay nén.

= Nhat Tin Logistics khdng cé nghta vu gidi quyét boi thudng doi vdi bat ky thiét hai truc tiép
ho3c gian tiép vé hang hda néu thiét hai do 16i clia ngudi guri gay ra ké ca trong trudng hap da
mua bao hiém.

= Nhat Tin Logistics ddm bao murc dén bl theo dung quy dinh cua luat buu chinh hién hanh.
4. Giai quyét cac khiéu nai tranh chap

Khi Nhat Tin Logistics nhan dudc bat ky khiéu nai nao cua ngudi gufi vé viéc hu' hong, that lac, mat
mat, thu'tin, tai liéu, hang hda clda ngudi gui ma dang trong qua trinh van chuyén Nhat Tin Logis-
tics c6 trach nhiém phan héi cho ngudi guri trong thai gian sdm nhat ké tirthdi diéem phat sinh su
viéc.

= MUrc xac dinh trdch nhiém boi thudng thiét hai d6i véi hang bi mat hoédc hu hong do Nhat Tin
Logistics gay ra sé dudc thuc hién theo quy dinh tai Muc 2 Chinh Sach Bai thudng ctia quy dinh
nay.

» Cac tranh chap thudc pham vi thoa thuan cua hai bén hodc trong hgp dong sé dugc cac bén
cung xem xét, giai quyét bang con dudng hoa giai va thuong lugng. Truéing hap khéng théng
nhat dudc, cac bén cd quyén khdi kién ra Toa an cé tham quyén deé gidi quyét.

5. Hoan tra tién boi thudng

» Tru'dng hop mot phan hoac toan bo buu pham bi coi la da mat va da dudc boi thudng, Nhat
Tin Logistics hoac cac bén lién quan tim lai dudc mot phan hoadc toan bo buu pham bi coi la d&
mat dé thi ngudi da nhén boi thudng co6 thé nhan lai v8i diéu kién phai hoan lai cho Nhat Tin
Logistics sd tién boi thudng da nhan trong thdi han 30 ngay ké tir ngay théng bao; néu ti choi
nhan lai thi mét phan hoac toan bo buu gui tim thay do dé thude quyén sd hitu ciia Nhat Tin
Logistics.

= Sau khi Nhat Tin Logistics da boi thudng, néu buu gui d& dudc phat hop € hoac bi hu'hong,



phat nham, chuyén hoan do 16i clia khach hang thi ngudi dugc béi thudng phai hoan lai sé tién
béi thudng da nhan trong thai han cham nhat [a 15 ngay ké ti ngay nhan dugc thdng béo thu hoi
tién boi thudng cia Nhat Tin Logistics./.

EZrEe I



