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CHINH SACH BAO VE NGU'O'I TIEU DUNG DE Bl TON THUONG
POLICY ON PROTECTION OF VULNERABLE CONSUMERS

Tiéng Viét

Chinh Sach Bao Vé Ngwei Tiéu Dung Dé Bi
Tén Thwong

Thoi diém ap dung: 01/07/2024

Noi dung cap nhat, stra déi, bd sung hodc thay
thé Quy trinh nay (néu co) sé dwoc Coéng Ty niém
yét cong khai trwdc khi ap dungKhach Hang nén
truy cap va kiém tra trang web thuong xuyén dé
cap nhat théng tin gan nhét.

Theo quy dinh cla Luat Bao vé Quyén lgi Nguoi
tiéu dung sé 19/2023/QH15 va cac van ban
hwéng dan (sau day goi chung la “Luat Bao vé
NTD”), nguwoi tiéu dung dé bi ton thwong la déi
twong dwoc wu tién ho tro trong viéc giai quyét
khiéu nai, tranh chap va thuc hién cac quyén
khac clia nguoi tiéu dung. BSH cam két doi xir
cong bang v&i tat ca khach hang, bao gébm viéc
da&m bao nhirng nguwoi tiéu dung dé bj tdn thuwong
cling co6 nhirng trai nghiém nhw nhirng khach
hang khac trén moi phuong dién.

Nguwei tiéu dung dé bi tén thwong

Nguwoi tiéu dung dé bi tén thwong la ngudi tiéu
duing c6 kha nang chiu nhiéu tac dong bét loi vé
tiép can théng tin, strc khde, tai san, giai quyét
tranh chap tai thoi diém mua hodc st dung san
pham, hang héa, dich vy, bao gém:

e Nguwdi cao tudi theo quy dinh ctia phap
luat vé ngwdi cao tudi (Ia nguoi tir da 60
tudi tré 1én);

e Ngudi khuyét tat theo quy dinh ctia phap
luat vé ngudi khuyét tat;

e Tré em theo quy dinh ctia phap luat vé tré
em (la nguoi dwédi 16 tudi);

e Nguodi dan toc thiéu sd; nguwdi sinh sbng
tai viing déng bao dan toc thiéu sé va
mién nui, hai ddo, vung c6 diéu kién kinh
té — xa hoi kho khan, vung c6 diéu kién
kinh t& — xa hdi d&c biét khé khan theo
quy dinh clia phap luat;

e Phu ni*¥ dang mang thai hoac nubi con
dwéi 36 thang tudi;

e Nguoi bi bénh hiém nghéo theo quy dinh
cla phap luat;
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Any update, amendment, supplement, or
replacement of this Process (if any) will be
publicly posted by the Company prior to its
application. Customers are advised to visit and
check the website regularly to obtain the most up-
to-date information.

Pursuant to the Law on Protection of Consumers’
Rights No. 19/2023/QH15 and its guiding
documents (collectively, the “Consumer
Protection Law”), vulnerable consumers are
given priority support in the resolution of
complaints and disputes and in the exercise of
other consumer rights. BSH is committed to
treating all customers fairly, including ensuring
that vulnerable consumers receive the same
experience as other customers in all respects.

Vulnerable Consumers

A vulnerable consumer is a consumer who is
likely to be subject to greater adverse impacts in
terms of access to information, health, assets, or
dispute resolution at the time of purchasing or
using products, goods, or services, including:

e Elderly persons as defined by the law on
the elderly (persons aged 60 or above);

e Persons with disabilities as defined by the
law on persons with disabilities;

e Children as defined by the law on children
(persons under 16 years of age);

e Persons of ethnic minorities; persons
residing in ethnic minority and
mountainous areas, islands, areas with
difficult socio-economic conditions, or
areas with especially difficult socio-
economic conditions as prescribed by
law;

e Women who are pregnant or raising a
child under 36 months of age;

e Persons suffering from a fatal disease as
prescribed by law;
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e Thanh vién hé nghéo theo quy dinh cla
phap luat.

Dinh nghia nguwoi tiéu dung dé b ton thuwong ¢
thé dwoc cap nhat tuy thudc vao quy dinh phap
luat va/hodc hwéng dan clia co quan nha nwéc
c6 thdm quyén vao tirng thoi diém.

Cam két cua BSH

Dam bao viéc thuc hién quyén clia ngudi tiéu
duing dé bj tén thwong trong qué trinh st dung
san pham, dich vu cia BSH theo quy dinh cla
phap luat.

Dam bao nguwdi tiéu ding dé bj tén thwong duwoc
hé tro kip thei, khéng tir chéi gidi quyét yéu cau
clia nguwdi tiéu dung dé bj tén thwong do khac
biét vé tiéng noi, chir viét, phong tuc, tap quan.
Khi ngudi tiéu dung cé yéu cau dwoc bao vé kém
theo chirng c, tai liéu chirng minh minh la nguoi
tiéu dung dé bj ton thwong va vé viéc quyen loi
clia minh bj xam pham BSH séuu tién tlep nhan,
X ly va khong chuyén yéu cau cla ngwo’l tiéu
dung dé bj tén thwong cho bén thir ba giai quyét,
triv trvdng hop bén thir ba dé c6 nghia vu lién
quan. Béi thuwéng thiét hai theo quy dinh cla
phap luat cho ngwdi tiéu dung dé bj tén thuwong
trong trwdng hop cham, t&r chdi wu tién hodc tir
chéi tiép nhan, x& ly yéu ciu clia ngudi tiéu dung
dé bj tbn thwong theo chinh sach ap dung riéng
cta BSH va phu hgp véi quy dinh phap luat;

Puoc cung cap théng tin rd rang, dé hiéu, dé tiép
can;

Khéng ky thi, phan biét déi xt, loi dung yéu té dé
bi tdn thwong dé& xam pham quyén, lgi ich hop
phap clia ngwoi tiéu dung dé bi tén thwong trong
qua trinh s dung dich vu cia BSH;

Ap dung co ché giai quyét khiéu nai, tranh chép
cbng béng, minh bach v&i mire d6 wu tién cao
nhét theo quy dinh ndi bd va phu hop véi quy
dinh cla phap luat.

Thuce hién céac trach nhiém khac theo quy dinh
clia Luat Bao vé NTD va quy dinh khac ctia phap
luat co lién quan.

Quy trinh xt ly khiéu nai
Nguwoi tiéu dung dé bj tén thwong dwoc ap dung

quy trinh x( ly khiéu nai chung ctia BSH, va duoc
ap dung thém mét so quy dinh riéng sau day
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e Members of poor households as
prescribed by law.

The definition of vulnerable consumers may be
updated from time to time in accordance with
applicable law and/or the guidance of competent
state authorities.

BSH’ Commitments

Ensuring the exercise of the rights of vulnerable
consumers while using BSH’ products and
services in accordance with applicable law.

Ensuring that vulnerable consumers receive
timely support, and not refusing to handle the
requests of vulnerable consumers on the grounds
of differences in language, script, customs, or
practices. Where a consumer requests protection
together with evidence or documents proving that
they are a vulnerable consumer and that their
rights have been infringed, BSH will give priority
to receiving and handling such request and will
not refer it to a third party for resolution, except
where that third party has a related obligation.
Compensating vulnerable consumers for
damages in accordance with applicable law in
cases of delay, refusal to prioritize, or refusal to
receive or handle the requests of vulnerable
consumers, pursuant to BSH’ own applicable
policy and in compliance with the law;

Providing clear, easy-to-understand, and easily
accessible information;

Not stigmatizing, discriminating against, or taking
advantage of a consumer’s vulnerability to
infringe upon the lawful rights and interests of
vulnerable consumers while they use BSH’
services;

Applying a fair and transparent complaint and
dispute resolution mechanism with the highest
level of priority, in accordance with internal
regulations and applicable law.

Performing other responsibilities as provided
under the Consumer Protection Law and other
relevant laws.

Complaint Handling Process

Vulnerable consumers are subject to BSH’
general complaint handling process, together with
the following additional specific rules aimed at

BSH Home Appliances (Vietnam) Co. Ltd (Enterprise Code: 0317397393) 8F, Tower B, Commercial and Service Area combinded with Highrise Residence at Lot 1-13 in Functional Area No. 1 - No. 15 Tran Bach

Dang Street, An Khanh Ward, Ho Chi Minh City, Vietnam



B/S/H/

BSH HOME APPLIANCES (VIETNAM) CO. LTD

nham muc dich ho tro, wu tién trong qua trinh x0
ly:

Trong trwdng hop ngudi khiéu nai la ngudi tiéu
dung dé bj tén thwong, ngudi khiéu nai can phai
cung cp céc tai liéu, chirng civ chirng minh minh
la ngwdi tiéu dung dé bi tén thwong phu hop véi
cac quy dinh cta phap luat co lién quan.

Tén trong va dadm bao quyén yéu cau, khiéu nai
ctia Nguwoi tiéu dung dé bj ton thwong du Nguoi
tiéu dung dé bj tdn thwong tw minh yéu cau,
khiéu nai hodc théng qua ngwoi dai dién theo
nguyén tac:

a) Néu nguoi khiéu nai la ngudi chwa thanh nién,
ngwoi bi bénh tam than hodc mac bénh khac ma
khong thé nhan thire, lam chl dwoc hanh vi cia
minh thi cha, me, vo, chdng, con, anh, chi, em
rudt cé nang lwc hanh vi dan sw day da hoac
ngu®i giam hd la ngudi dai dién dé thwc hién viéc
yéu cau, khiéu nai.

Khi thuwc hién viéc khiéu nai, ngudi dai dién phai
c6 gidy to hodc xac nhan ctia UBND xa, phwéng,
thi trAn noi nguoi khiéu nai cw tra vé viéc dai dién
hop phap ctia minh.

b) Uy quyén khiéu nai:

Truwéng hop ngudi khiéu nai dm dau, gia yéu, céd
nhwoc diém vé thé chat hodc vi ly do khach quan
khac ma khong thé tw minh khiéu nai thi duwoc Gy
quyén cho cha, me, vo, chdng, con da thanh
nién, anh, chi, em rudt hodac ngu&i khac cé nang
lwc hanh vi dan sw day da dé thwc hién viéc khiéu
nai. Ngwdi dwoc Gy quyén chi thye hién viéc
khiéu nai theo dung ndi dung duwoc Gy quyén.

Viéc Gy quyén phai bang van ban va phai co xac
nhan cga UBND x3a, phuwdng, thi tran noi nguoi
ay quyén cuw tra.

Nho luét sw gitip d& vé phap ly trong qua trinh
khiéu nai.

BSH trong pham vi trach nhiém, quyén han cua
minh sé& wu tién trong viéc tiép nhan, x& ly yéu
cAu clia ngudi khiéu nai so v&i quy trinh gidi
quyét khiéu nai théng thwéng ma BSH dang ap
dung.
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providing support and priority during the handling
process:

Where the complainant is a vulnerable consumer,
the complainant must provide documents and
evidence proving that they are a vulnerable
consumer, in accordance with the relevant
provisions of law.

Respecting and ensuring the right of Vulnerable
Consumers to make requests or complaints,
whether the Vulnerable Consumer does so
personally or through a representative, in
accordance with the following principles:

a) If the complainant is a minor, a person with a
mental illness, or a person suffering from another
condition that prevents them from being aware of
or controlling their own conduct, then their father,
mother, spouse, child, or sibling with full civil act
capacity, or their guardian, shall act as the
representative to make the request or complaint.
When filing the complaint, the representative must
have documentation or confirmation from the
People’s Committee of the commune, ward, or
town where the complainant resides, certifying
their lawful representative status.

b) Authorization to file a complaint:

Where the complainant is ill, elderly, has a
physical impairment, or is otherwise objectively
unable to file the complaint personally, they may
authorize their father, mother, spouse, adult child,
sibling, or another person with full civil act
capacity to file the complaint on their behalf. The
authorized person may only file the complaint
within the scope of the authorization granted.

The authorization must be made in writing and
confirmed by the People’s Committee of the
commune, ward, or town where the authorizing
person resides.

Seeking the assistance of a lawyer for legal
support during the complaint process.

Within the scope of its responsibilities and
authority, BSH will give priority to receiving and
handling the complainant’s request over the
ordinary complaint resolution process it otherwise
applies.
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