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QUY TRINH XU LY KHIEU NAI
COMPLAINT HANDLING PROCESS

Tiéng Viét
1. Quy Trinh X Ly Khiéu Nai

A — Truong hop khach hang khiéu nai truc tiép
dén nhan vién tai ctra hang*
Bwoéc 1

Nhan vién tai clra hang tiép nhan va xac nhérj
thong tin khiéu nai, cau hoi, nhan xét, phan hoi
cua Khach hang.

Thoi han: Trong vong 30 phut.
Bwérc 2

Nhan vién tai clra hang danh gia va dwara
phwong an xt ly cho khach hang.

Thoi han: Trong vong 01 ngay ké tir ngay khach
hang khiéu nai.

Buwéc 3

Néu nhan vién tai ctra hang khong thé dwa ra
phwong an xt ly hodc khach hang khéng hai long
v&i phwong an x ly tai Bwéc 2, bao cao cho
Trung Tam Cham Séc Khach Hang tiép tuc xi ly.

Thoi han: Trong vong 02-03 ngay ké tlr ngay
khach hang khiéu nai.

B — Truwdng hop khach hang khiéu nai dén Trung
Tam Cham So6c Khach Hang*

DT: 1800 8167
E-Mail: bshvn.service@bshg.com

Buwéc 1

Trung Tam Cham Séc Khach Hang tiép nhan va
xac nhé]n thong tin khiéu nai, cau héi, nhan xét,
phan hoi ctia Khach hang.

Thoi han: Trong vong 2 ngay ké tir ngay khach
hang khiéu nai.

Bwéc 2

Trung Tam Cham Soc Khach Hang phan tich,

phoi hgp v&i cac b phan cé lién quan (néu can)
va dwa ra phwong an xt ly.
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1. Complaint Handling Process

A — Where the customer complains directly to
store staff*

Step 1

Store staff receive and confirm the customer’s
complaint, question, comment, or feedback.

Timeline: Within 30 minutes.
Step 2

Store staff assess the matter and propose a
resolution to the customer.

Timeline: Within 1 day from the date of the
customer's complaint.

Step 3

If store staff are unable to propose a resolution, or
the customer is not satisfied with the resolution
proposed in Step 2, the matter is reported to the
Customer Care Center for further handling.

Timeline: Within 2-3 days from the date of the
customer’s complaint.

B — Where the customer complains to the
Customer Care Center*

BT: 1800 8167
E-Mail: bshvn.service@bshg.com

Step 1

The Customer Care Center receives and confirms
the customer’s complaint, question, comment, or
feedback.

Timeline: Within 2 days from the date of the
customer's complaint.

Step 2

The Customer Care Center analyzes the matter,
coordinates with relevant departments (if
necessary), and develops a resolution.
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Thoi han: Theo quy trinh néi bo clia BSH.

Buéc 3

Trung Tam Cham Séc Khach Hang phan hoi
khach hang.

Théi han: Trong vong 3-5 ngay ké tir ngay khach
hang khiéu nai, dbi v&i vu viéc phirc tap c6 thé
kéo dai hon va khach hang sé dwoc cap nhat
thwdng xuyén vé tién do giai quyét.

Bwéc 4

X ly theo phwong an da thong nhét voi khach
hang hoac tiép tuc trao doi véi khach hang.

Thoi han: Tuy tieng vu viéc.

* Lwuy: Déi voi khach hang la ngwoi tiéu dung dé
bi ton thwong thi cac khiéu nai sé dugc X ly &
murc do wu tién cao nhat.

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 trwée khi ap dung. Khach Hang nén
truy cap va kiém tra trang web thuong xuyén dé
cap nhat théng tin gan nhét.
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Timeline: In accordance with BSH’ internal
procedures.

Step 3

The Customer Care Center responds to the
customer.

Timeline: Within 3-5 days from the date of the
customer’s complaint; for complex cases, this
may extend to longer time, and customer will be
kept updated.

Step 4

Implementation of the agreed resolution with the
customer, or continued discussion with the
customer.

Timeline: Depending on each specific case.

* Note: For customers who are vulnerable
consumers, complaints will be handled with the
highest priority.

Effective date: 01 July 2024

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.
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