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QUY TRINH XU LY HANG SU CO

QUY PINH CHUNG VE SU CO

Phan anh cua khach hang vé chat lugng dich vu va thai d6 phuc vu lién quan dén hang hda
khi khéch sir dung dich vu cua cong ty.

Nhitng phat sinh xay ra trong qua trinh van chuyén 1am anh hudng dén khach hang: hong/
mat hang, hu hong/mat mot phan, cham thoi gian toan trinh. ..

GIAI QUYET SU CO

Thoi hiéu khiéu nai:

45 ngay ke tir khi két thic chi tiéu thoi gian toan trinh cia buu giri d6i véi khiéu nai vé viéc mat buu
giri, chuyén phét buu giri chim so vai thoi gian toan trinh da cong bd.

01 thang ké tir ngay buu giri dwoc phét cho ngudi nhan déi véi khiéu nai vé viéc buu gui bi suy suyén,
hu hong, vé gia cudc va cac ndi dung khac cd lién quan truc tiép dén buu gii.

Thai han giai quyét khiéu nai (ké tir ngay Bén B nhan dwoc khiéu nai ciia Bén A):

Khong qua 07 (bay) ngay lam viéc.

Truong hop dic biét, khong qué 02 thang dbi vai dich va buu chinh trong nuéc va khdng qua
03 thang ddi véi dich vu buu chinh quéc té (theo quy dinh ctia Luat buu chinh).

NHUNG TRUONG HQP NAO PUQC PEN BU

Nhitng trudong hop dwoc dén bu

Bi mét hang: s6 luong hang hoa luc duoc tra khong di so v6i sd lwong hang da ky nhan ban
dau, sd lvong phai dugc so sanh, ddi ching phai cing don vi tinh

Hang héa bj hw héng: hang hoa bj hu hong, bién dang khong thé dung duoc, bi bién chat, bi
that thoat dung lugng trong thung hodc can do va dap, bi vd, gay trong qua trinh van chuyén
hodc trong qué trinh Xép d& do nha xe thuc hién

Sai sot so voi hop d(‘”)ng: Tét ca cac truong hop thuc hién van chuyén ¢0 bi sai sot so vdi cac
diéu khoan trong hop dong, va mirc d6 dén bu s& dua vao didu khoan dén bu trong hop dong
Hang héa dwgc mua bio hiém: mot sé hang hoa da dugc Gy quyén mua bao hiém hoic truc
tiép mua bao hiém s& dugc dwon vi bao hiém thanh toan day du gia tri hang héa néu c6 ton
that xay ra

Mot s6 trwomg hop khac: mot sé truong hop khac néu khach hang chirng minh hang hoa c6

bi ton that, thiét hai chi phi stra chura do chu quan véan chuyén gay ra ma trudc do hai bén cod
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thoa thuan bang vin ban: nhu cam két thoi gian giao hang, cam két hinh thirc van chuyén hay
loai xe vin chuyén ma phia trong tdn da thuc hién sai cam két nay.

Nhitng trudong hop khong dwoc dén bu

Bi nha chirc trach thu giir: Bi co quan quan ly nha nudc thu gitt do chua dap dung, du cac
yéu cau vé phap 1y khi tham gia kinh doanh va lwu thong hang hoa

Khai sai thong tin: Ké khai sai thong tin hang hoéa nhu tén hang, sb luong, trong lwong trén
phiéu giri (bién nhan van chuyén) so voi hang hoa giri thuc té.

Bio mit mat, hw héng sau giao hang: Nhiing truong hop khach hang bao hu hong, mat
hang hoa sau khi d4 ky nhan hang hoa s& khong duge dén bu theo qui dinh, dé nghi néu khong
chirng minh dugc hang hoa mat mat do qua trinh van chuyén.

Ton that do tinh chét tw nhién: Mot sé truong hop hang hoa bi hu hao, hong hoc do tu dic
tinh ty nhién cta né. nhitng trudng hop nay s& khéng dugc dén bu.

Cac truong hop bét kha khang: cac truong hop bi hu hong hang hoa do bat kha khang nhu:
dong dét, thién tai, 1ii lut, tai nan khong do 16i nha xe.

Qu3 han khiéu nai: thoi han khiéu nai, khiéu kién 14 trong 3 thang, néu sau thoi gian trén
bén khach hang khéng c6 ¥ kién gi vé hang hoa thi xem nhu hang héa di hoan thanh van
chuyén

Pén bt hw héng,that lac:

Truong hop Hang hda bi mét, that lac, hu hong 1a 4n pham, gidy to, hda don, hop ddng va céc tai liéu
duéi dang van ban khac:

Trong trudng hop mat mat, hu hong hoic bi tréo d6i do Ghephang.com thuc hién bdi thuong 04 (bén)
lan Cudéc phi Dich vu da sir dung.

Truong hop Hang héa bi mat, that lac, hu hong 1a vat pham, hang hda hoic c6 phiéu co gia tri quy doi

Truong hop khach hang co sur dung dich vu thu hg COD:

Truong hop mét, thét lac hang hda hoic hang hoa hu hong Khach hang tir chdi nhan hang thi khoan
tién boi thuong chinh 1a S tién tai xé da tmg COD trén don hang.
Truong hop hu hong hang hda Khach hang da thanh todn COD cho tai xé va phét sinh I5i do

Ghephang.com, khoan tién bdi thuong duoc tinh theo:

Boi thurong 100% gid tri thiét hai cdn cit so tién thu hg khéng bao gom loi nhudn (gid goc dau vao) va toi

da khong qué 30 trigu dong doi Véi buu qui sir dung dich v COD.
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Boi thirong 50% gid tri thiét hai va toi da khong qua 30 tridu dong doi Vi buu g trong muse khong si

dung dich v COD, dich v bao hiém hang hda nhung Bén A cung cap di ching tir chuing minh gid tri thiét

hai tryec tiép.

e Truong hop KH khong st dung dich vu khai gia: thyuc hién bdi thuong 04 (bdn) lan Cudce phi Dich
vu di sir dung (d3 bao gom hoan lai cudc dich vu da sir dung) caa dich vu BUU CHINH.

. Truong hop co su dung dich vu khai gia:

Truong hop Chi tiét boi thuong Mhic béi thuong toi da

cung cdp day di héa don, | Boi thuong 100% gia tri don
ching tir hop 1¢( héa don thé | hang ma Khéch hang da ding ky
hign  thong tin  nguoi | khai gia tai thoi diém tao don 30.000.000
nhdn,nguoi gui,noi dung hang | hang

héa dung trén hé thong.

Khong cung cdp di héa | Boi thuong 04 (bon) lan Cucc
don,chung tr hop lé phi Dich vu da sir dung. ( da bao
gom hoan lai cuée dich vy da sie
dung). cuia dich vu BUU CHINH

Hoéa don chirng tir hop 1€ 1a:

+ Hoéa don gia tri gia tang

+ B ké khai hai quan néu hang hoéa duoc nhip vao VN

IV. BOI THUONG HU HONG:

Khéch hang cung cap duoc hinh anh trang thai hu hong ctia hang hoa trong thoi gian khiéu nai ma
Cong ty khong cung cip duoc bién ban giao hang hodc cac bang ching tuong dwong tai thoi diém
Cong ty giao hang cho ngudi nhin hodc hoan hang cho nguoi gui trong d6 cé thong tin xac nhan
ciia nguoi guri/nhan vé tinh trang nguyén ven cua buu cuc khi nhan duge.

Quy dinh bdi thuong hu hong do van chuyén:

Loai Hu héng Mikc dén bu Gia tri dén bu Mhic boi thwong toi da
Mic dén bu theo | 5% X
5% chinh sach méat hang | 30,000,000=1,500,000

X 5%

Réch v&, udt thung hang

nha san xuat
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Réch tem niém phong cua Mirc dén bu theo | 10% X
nha san xuat,san pham con 10% chinh sach mat hang | 30,000,000=3,000,000
nguyén ven( khong hu X 10%
hong)
MAt phu kién,san phim con Mic dén bu theo | 20% X
nguyén ven( khong hu 20% chinh sach méat hang | 30,000,000=6,000,000
hong) X 20%
Mic dén bu theo | 50% X
chinh sach méat hang | 30,000,000=15,000,000
X 50 % ( Kh giir hang
Hang hoa bi hu hong tir 1-
50% nhung KH phai cung
50 % .
cap cho Cong ty hoa
don chiing minh gia
tri san phim nhap)
Muac dén bu theo | 30,000,000 d
chinh sach mat hang
X 100%( Céng ty
Hang hoa bi bé v& hu hai 100% mua lai san pham cia

KH va Kh phai cung
cap cho Cong ty hoa
don ching minh gia

tri san phAm nhap)
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