Chinh sach bao vé khach hang

Policy on protection of customers’ rights

Cam on ban da truy cap vao &ng dung vbéng, la (rng dung dwoc van hanh bgi Cong ty TNHH
Vietnam Trusting Al (“Trusting Al”). Chung t6i ton trong quyen lgi hgp phap cta ban.

Thank you for accessing vDong application, which is operated by Vietnam Trusting Al Company
Limited ("Trusting Al"). We respect your legal rights.

Viéc nhac dén VDoéng tir day déng nghia vai viéc nhac dén ng dung cla Trusting Al. Viéc truy
cap va sir dung ng dung vbong ctia Khach hang phai tuan theo cac Théa thuan, bao gém:
Hop déng cung cap dich vu; Hop ddng glri gitr tai san; ban Chinh sach bdo mat; ban Chinh
sach Bao vé khach hang (van ban nay); ban Diéu khoan diéu kién vDong; cac Thoa thuan/Hop
déng/Van ban twong dwong hop déng khac ma Khach hang chap nhan khi dang ky tham gia
st dung san pham/dich vu khac do vDéng cung cip. Khach hang cam két rang da doc, hiéu va
sé tuan thu theo nhirng quy dinh tai Chinh sach nay.

The mention of vDbng here means synonymous with the application of Trusting Al. The access
to and use of vDong's application must comply with the Agreements, including: Loan Service
Agreement; Bailment contract; Policy on Protection of Customers’ information, Policy on
Protection of Customers’ rights (this document); Terms and Conditions of vBéng; Other
agreements / contracts / documents that customers accepted when registering for using other
products / services provided by vBdng. Customer undertakes that they have read, understood
and will comply with the provisions of this Policy.

I. Quy dinh chung/ General provision. ‘ ]
1. Chinh sach nay dwoc coi la hop 1é khi Khach hang st dung trng dung vbong va hét hiéu

lwe khi Khach hang chdm dit str dung (ng dung vDéng.
This policy is considered valid when the Customer starts to use the Application and expire
when the Customer terminates the using of vDbng’s application.

2. vboéng cé toan quyén chap nhan hodc tir chdi ding ky ctia Khach hang theo dung Chinh
sach nay cling nhw Phap luat va Quy dinh.
vDdng has the full right to accept or reject the Customer’s registration in accordance with
this Policy as well as the Law and Regulations.

3. Khach hang ddng y rang viéc dang ky thém san pham/dich vu dwoc glri dén cho vDong
thdng qua &ng dung véi Thong tin bdo mat cla Khach hang ddng nghia véi viéc Khach
hang déng y v&i Thod thuan cla san pham/dich vu, cé gia tri phap ly twong dwong déng
ky v&i chiv ky that ciia Khach hang va tao thanh hop ddng rang budc gitra Khach hang va
vbéng, trong trwérng hop vBdng chap nhan dang ky do.

Customer agrees that the registration of additional products / services and send to vBéng
through the application with Customer's Confidential Information means Customer agrees

to the Policy on using of product / service, with the same legal value as registering with

Trang 1/5



the Customer's signature and forming a binding contract between the Customer and
vDong, in case vPong accepts that registration.

Khach hang cé thé nhan ma OTP khi thwc hién moét sb giao dich bang tin nhan Push
Notification trong rng dung hodc tin nhdn SMS dén sé dién thoai di ddng hoac tin nhan
dén thw dién tlr cia Khach hang da dwoc dang ky trudc véi vbong. Thei gian vBong guvi
Ma OTP phu thudc vao dich vu ctia Nha cung cép dich vu mang internet hodc mang di
ddéng ma Khach hang str dung. Néu Khach hang gri yéu cadu Ma OTP nhiéu hon mét 1an,
Ma OTP yéu cau trudc dod sé khong con hop 1& va Ma OTP yéu cdu mdi nhat sé [a Ma
OTP hop & dé dwoc sir dung trén vDéng.

Customers can receive OTP code when carrying some transactions via Push Notification
message in the application or SMS sent by mobile phone or message sent by email of the
Customer that has been registered with vPéng. Time of sending OTP code depends on
the Internet’s providers or mobile network service providers used by the Customer. If the
Customer submits a request for OTP more than once, the previously OTP will no longer
be valid and the latest OTP request will be a valid OTP to be used on the app.

Viéc truy cap va s dung &ng dung vDéng khéng duwoc phép chuyén nhwong hay cling
st dung v&i nhirng ngudi khac.

The accessing and using of vBédng application is not allowed to be transferred or used

together with others.

Il. Quyén cua khach hang/ Rights of Customers

1.

Puoc bdo dadm an toan tinh mang, strc khde, tai sén, quyén, loi ich hop phap khac khi
tham gia giao dich, st dung hang héa, dich vu vDéng cung cap.

Being protected safely as to their life, health, property, and other legitimate rights and
interests when being involved in transactions, use of services provided by vbPong.

Puoc cung cap thdng tin chinh xac, day du vé vbéng; ndi dung giao dich dich vu; dwoc
cung cap hoéa don, chirng tir, tai liéu lién quan dén giao dich va thong tin can thiét khac vé
dich vu ma khach hang da mua, st dung.

Being provided accurate and complete information about vDéng; contents of transaction
of services; being provided with invoices and vouchers and documents relating to the
transactions and other necessary information about services that Customers purchase
and/or use.

Lwa chon dich vu theo nhu cau, diéu kién thwc t& ctia minh; quyét dinh tham gia hodc
khéng tham gia giao dich va cac ndi dung thda thuan khi tham gia giao dich véi vbéng.

Being entitled to select services according to their actual needs and conditions; decide to
participate or not participate in the transaction and agreed contents when joining
transaction with vDong.
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4. Gop y kién véi vbBdng vé gia ca, chat lwong hang héa, dich vu, phong cach phuc vy,
phwong thirc giao dich va ndi dung khac lién quan dén giao dich gira khach hang va
vbong.

Being entitled to offer suggestions to vBéng about services on price, quality of service,
service style, trading methods and other content concerning transactions between
Customers and vDong.

5. Yéu cu boi thwong thiét hai khi dich vu khdng dung tiéu chuén, quy chuén ky thuat, chat
lwong, gia c& hodc ndi dung khac ma vDdng da cong bd, niém yét, quang cdo hoac cam
két.

Being entitled to require compensation if the provided services do not match technical
standards or norms, quality, pricing or other contents that vDong already announced,
posted, advertised or pledged.

4.  Khiéu nai, tb cao, kh&i kién hoac dé nghi td chirc xa hdi khéi kién dé bao vé quyén loi cia
minh theo quy dinh ctia Luat nay va cac quy dinh khac cta phap luat cé lién quan.

Being entitled to complaint, denounce and take a lawsuit or propose social organization to
take a lawsuit in order to protect their rights under the provisions of this Law and other
provisions of law involved.

5.  DPuoc tw van, hd tro, hweng dan kién thire vé tiéu dung dich vu.
Getting Advice, support and guidance on the knowledge for consumption of services.

lll. Nghia vu cua Khach hang/ Obligations of Customers

1. Kiém tra, lwa chon dich vu c6 xuat x(r rd rang, khong trai véi thudn phong my tuc va dao
dirc xa hdi, khdng gay nguy hai dén tinh mang, strc khde ciia minh va ctia ngudi khac;

thwe hién chinh xac, day di huwéng dan st dung dich vu.

Checking, selecting services with clear origin or source, without contrary to the fine
customs and social morals, not causing harm to their lives or health and that of others;
observing precisely and fully the manual of services.

2. Théng tin cho co quan nha nwoéc, td chire, ca nhan cé lién quan khi phat hién dich vu gay
thiét hai hoac de doa gay thiét hai dén tinh mang, strc khde, tai san clia khach hang; hanh
vi clia vDdng xam pham dén quyén, loi ich hop phap clia khach hang.
Informing state agencies, organizations or individuals concerned when detecting services

causing damage or threatening to cause damage to life, health and property of customers,
behaviors of vDoéng infringe upon the legal rights or interests of Customers.

IV. Trach nhiém cua vDéng trong viéc cung cap théng tin vé dich vu cho khach hang/
Liability for vDong in providing information about services to customers

1. B&o dam cung cap théng tin chinh xac, day du vé hang hoa, dich vu dwoc cung cép;
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Provide accurate and full information about the provided services;

Yéu cau cac bén lién quan cung cip chirng clr chirng minh tinh chinh xac, day da cua
théng tin vé hang héa, dich vu;

To request relevant parties to provide evidence proving the accuracy and completeness of
information on services;

Chiu trach nhiém lién d&i vé viéc cung cap théng tin khéng chinh xac hoac khéng day du,
trir tredng hop chirng minh da thue hién tat ca cac bién phap theo quy dinh cia phap luat
dé kiém tra tinh chinh xac, day dd cda théng tin vé dich vu;

Take joint responsibility for providing incomplete or inaccurate information, unless already
done to prove all the measures prescribed by law to check the accuracy and

completeness of information about services;

Cé trach nhiém tao diéu kién cho khach hang truy nhap, tai, lwu gitv va in hoéa don, chirng
tle, tai liéu quy dinh.

Shall create conditions for Customers to access, download, store and print invoices,
vouchers, documents.

Tuan th cac quy dinh ctia phap luat vé bao chi, phap luat vé quang cao.

Comply with the provisions of laws on the press, laws on advertising.

V. Phwong thirc giai quyét tranh chap/ Modes of settling disputes

1.

2.

Khach hang khi cho rang quyén, loi ich hop phap clia minh bi xam pham c6 quyén gui
yéu cau dén vbong dé khiéu nai.

When Customers’ legitimate rights or interests are deemed to be infringed upon,
Customershave the right to submit a request to vbong to negotiate.

vDong c6 trach nhiém tiép nhan, tién hanh thuong Ivgng voi khach hang trong thoi han
khong qua 07 ngay lam viéc, ké tir ngay nhan dwoc yéu cau.

vDong is obliged to receive and negotiate with Customer for a period not exceeding 07
working days after receipt of the request.
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