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Ngdy ban hdnh :0910512026
Ldnbanhdnh : LAndAu

UY TRiNH TIEP NHAN VA XU r'f Xrrrru NAI rrrACU HANG
TRONG HOAT DQNG GrAO DICH HANG nbA pHAr SINH

qn dtta theo Muc III - Tdi li€u. Hoi nghi rhdnh vian Quy I/2026 cua MXV)
oicu
r quy trinh th6ng nhAt trong viQc ti6p nhAn, x6c minh, xu ly vd phAn h6i khi6u nai
h hdng.

, minh b4ch. dring thArn quydn, dring thoi han vd phu hqp voi quy dinh cria MXV,
ao dich liOn th6ng va phSp luat hiOn hdnh.

0u nli ro vAn hdnh, tranh ch6p vd khi5u nai kdo ddi.

u vI Ar oqNc
a6i vOi todn bQ hoat d6ng tir5p nhdn vd xu ly khieu nai phrlr sinh gifra Khrich hdng
ty c6 phAn giao dich hang hoa qu6c te SFV( SFV) li6n quan d6n giao dich hdng
sinh.

I CU PHAP LV
Lh phdp luAt hiOn hanh liOn quan d6n hoat d6ng mua b6n hang h6a qua So giao dich

:

) Thanh viOn vd Hqp d6ng Thdnh vi6n cria MXV.

; mo tdi khoan giao dich gifl'a SFV vd Khach hdng.

h cria cdc Scr giao dich hdng h6a li6n th6ng.

dinh n6i bQ cua SFV.

vEN rAc xrI ry
5u nai phdi duoc tirip nhdn dAy du, trung thuc vd co rn6 theo d6i.
lon vi dAu ti6n vh truc ti6p xu ly khi6u nai v6i kh6ch hdng.

5ng vai tro gi6m s6t vd hd trq hda gi6i khi cAn thitit.
qua trinh xu ly ph6i dugc luu trlr h6 so, chung tu vd log h0 th6ng.

in kh6ch hang ph6i duoc b6o m6t theo quy dinh.

TRiNH TIEP NHAN VA XU LY KHIEU NAI
Ti6p nh6n khi6u nai

;ng gu'i khi6u nai qua hotline, email, irng dgng giao dich hodc truc tiOp t4i SFV.
:i6p nhan phai ldp Phi6u ti6p nh6n khi6u nai, ghi nhan dAy dt thoi gian, n6i clung,

>6n, md lenh vd y€u cAu cria khiich hdng.

Phin lo4i vh x6c tlinh ph?m vi trfch nhiQm

lo4i vu viOc theo nh6m: l5i giao dich, l5i h0 th6ng, nOp/rrit tidn, qudn tri rfii ro, xri
t6i tu So li6n th6ng ho5.c c6c truong hqp b6t khd kh6ng.

Xic minh th6ng tin
Ltra nhat ky ienh, dfr liQu hQ th6ng, lich sir giao dich, ghi 6m, email, x6c nhdn tr0n
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QUY TRrNH TrEp NHAN Va XU lY rUrsu NAr cuA
KHACH HANG

TRoNG HoAT ooxc GIAo DrcH HANG Hoa puAr stNH

R

Ngdy ban hdnh :091A5/2026
LAn ban hdnh : Ldn

ring dung vd, circ chung tu' li6n quan. Trudng hqp li6n quan d5n MXV hoac So li0n th6ng
11. 

^ 
),phai gui ydu cau phdi hqp xdc minh.

Bu6'c 4 - Ddnh gi6 nguy6n nhin vi trfch nhi6m
X5c dinh nguy6n nhAn ph6t sinh g6m: t6i t<nacn hhng, l6i nghiop vu SFVD, l6i he thong
MXV, t6i til So giao dich liOn rh6ng hodc nguyOn nhdn A6tWtakhang.
Bufc 5 - Ea xu6t phuo'ng 6n xir lf
SFV dua ra phuong an xri ly phu hqp: gi6i thich nghiQp vU, di6u chinh dt liOu, khic phqc
sai s6t, h5 tro kh6ch hdng hodc b6i thuong theo quy dinh n6u xac dinh c6 l6i thu6c trirch
nhi6m SFV.

Bufc 6 - Phin hdi khrich hing
Th6ng b6o k6t quA xu ly bing vdn binlern aillungdung giao dich. Ndi dung phin trOi pfra ro

. -irang, ddy du can cir vdr thoi gian xil ly.
_ -_-_- , :

Buric 7 .- Trinh I6n MXV (n6u cin)
Trong trucrng h-o. p hai b6n kh6ng dat duoc th6ng nh6t hoac vq viQc vufi thAm quydn xu ly
cira SFV, h6 so duoc chuy6n MXV de ph6i hqp xir ly vd hda gi6i.

--r. _:
Bu6'c 8 - f6t thric vir luu hd so'

Sau khi hodn t6t xri ly, todn bQ h6 scv phai dugc luu trfr't6i thieu theo thoi han quy dinh n6i
bQ vd ph6p luat hi6n hdnh.

VI. GIOI HAN VA MIEN TRU TRACH NHIEM
Trong hoat d6ng giao dich hdng hoa phai sinh, SFV, MXV .,zh cac S0 giao dich hdng hoa

li6n th6ng dugc miSn tru ho{c gi6i han tr6ch nhidrn d6i vot cac thi6t hai ph6t sinh ngodi kh6
ndng ki6m so6t ho. p l1z theo quy dinh cria ph6p luAt, ho. p d6ng mo tdi khoan vd quy ch6 giao

dich.

1. Rfii ro hQ thiing vn kf thu4t
- L6i he th6ng giao dich, duong truy6n, phAn rndm, phAn cung hodc dfl'li0u thi truong.
- Gian doan k6t n6i gita kh6ch hang - SFV - MXV - So giao dich li6n th6ng.

- Su c6 diOn, vi6n thdng, mang internet, virus, t6n cdng mAng hoflc truy cQp trdiph6p.
- Circ sU c6 k! thudt ngodi SFV

2.Yiiutii tri S& giao dich li6n thdng vir b6n thri ba

- TAm ngirng giao dich, ngAt mach thi trudng, diAu chinh/hriy giao dich theo th6ng b6o

chinh thuc tu'Scr li6n th6ng.

- I-6i tu ngdn hdng thanh to6n, trung tdm bu trir', d6i t6c cdng nghQ hoac nhd cung c6p dich

vp trung gian.

- Ctrc quytlt dinh cria co quan qu6n ly Nhd nu6c hof,c co quan gi6m s6t thf trudng.
3. Nguy6n nhin tt phia khrlch hing
- Kh6ch hdng nhdp sai lOnh, sai th6ng tin tdi khoin hodc thao titc gtao dich kh6ng chinh x6c.



ban hanlr :0910512026
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hdng d0 16 th6ng tin b6o m6t, OTP, tpi khoin hoflc cho ngudi kh6c sri dung tdi

[c kh6ng tuAn thti quy dinh giao dich vd cinh brio

tranh, b4o dQng hodc c6c sU kiQn ngodi khi ndng

r, giao dich ho4c xri ly dtr liQu binh thucrng.

hdng kh6ng dec, khdng hi6u h

n b6t khi kh6ng
tai, h6a hoan, dich bQnh, chi6n
it hqp ly.

pham thuQc pham vi triich nhigm cria

FV kh6ng chiu tr6ch nhidrn OOi vOi

lc thig! hpi gi6n tiSp ph6t sinh tir giao di
Khrlch hdng khdng c6 quyOn y€u cAu b,

t6 ngodi khd nang ki6m sodt cria SFV.

VII. THOI GIAN XTJ T.'f DE XUAT

VIII. D
Tich

Ts ttQng

ChuAn

Ddo tao

Luu trfr

qiphifisinh truc titip tu l5i nghiQp vq hoflc hdnh vi
inh.

rin loi nhu6n k! vong, doanh thu kj,vong hodc

i thuolg O5i vOi cac thier hai phit sinh tu c6c y6u

:O ttri6n h9 th5ng kh6ng thtl truy ci

uy€n tic girfi h4n trfch nhiQm

'chi chiu trirchnhiQm dOi vOi thi6t

A XTI LY KHIEU NAI
ro vir quy dinh giao dich tr6n App/Web.

i6n d6ng gi6vdtrang thAi thi trudng.... .:
r khr€u nar.

kh6ch hdng.

sfr trao d6i de phuc vu doi soat.

TONC GIAM DOC

TIEP NHAN VA XU'LV KH
KHACH HANG

AT EONG GIAO DICH HANG

U NAI CUA

OA PHAI SINH

Dcm vi phu tr6ch
ti6p nhQn khi6u n4i 04 giq ldm viQc

vh xu Iy so bQ

MXV/S01i6n th6ng

Phin h6i k6t qui cu6i cirng qu6 lp ngdy ldm viQc

XUAT NANG CAO HIEU Q
chuc ndng xdc nhan doc hieu ru

hoa canh b6o ky qu!, canh b6o

bi6u mAu ti6p nh6n vd phdn hf
inh kj,dQi ngu tu v6n vd chdm

dri log giao dich, ghi 6m vd li

Ndi dung Thcri gian xri ly

SFV

01 - 03 ngdy ldm viQc SFV

03 - 07 ngdy ldm vi6c SFV + MXV
SFV
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