“4 BAN DPIEU KHOAN, DIEU KIEN SU DUNG UNG DUNG TNEX

DANH CHO KHACH HANG CA NHAN

Diéu 1: Giai Thich Tir Ngir

Ngan hang (MSB): La Ngan hang Thuong mai C6 phan Hang Hai Viét Nam.
Khach hang dai ly: La cac ca nhan kinh doanh nhé I, thanh lap cac hd kinh
doanh, diém ban hang, clra hang dé cung ('hg hang hda, dich vu trong I&nh
thé Viét Nam st dung Ung dung TNEX danh cho Khach hang dai ly va dich
vu Tai khoan thanh toan cia MSB va chap nhan cho Khach hang ca nhan dat
hang, mua sam va thanh toan théng qua cac dich vu thanh toan tién ich do
MSB va/hodc dbi tac thd ba (néu cd) phdi hgp cung cap.

PoOi tac: La cac ca nhan kinh doanh nho lé, thanh 1ap cac ho kinh doanh,
diém ban hang, clra hang dé cung (*’ng hang hda, dich vu trong 1&nh thé Viét
Nam st dung Ung dung TNEX danh cho Khach hang dai ly nhung chua st
dung dich vu Tai khoan thanh toan ctia MSB va chap nhan cho Khach hang
ca nhan dat hang, mua sam.

Trong ban diéu khoan diéu kién nay, Pa6i tac va Khach hang dai ly s dung
Ung dung TNEX danh cho Khach hang dai Iy dudc goi chung 1a Khéch hang
dai Iy/ KHDL.

Khach hang ca nhan (Khach hang): La cic ca nhan st dung Ung dung
TNEX danh cho Khach hang c& nhan dé thuc hién giao dich ngan hang va
tham khao, tim hiéu, dt mua hang hda, dich vu do KHPL cung cép.

Ung dung TNEX danh cho Khach hang ca nhan (Ung dung TNEX): L3
U'ng dung do MSB phat trién trén thiét bi di dong nhdm cung cip cac giai
phap, giao dich tai chinh va cho phép Khach hang ca nhan tham khao, tim
hiéu va dit mua hang hda, dich vu dugc KHPL cung cdp. D& tranh hiéu [am,
Ung dung TNEX khong phai 1a website/san giao dich thuang mai dién tu.
Tai khoan ngudi dung: La tai khoan do Khach hang dang ky va dugc MSB
chap thuan cho mé thanh cong trén Ung dung TNEX.

Tén truy cap: La ma dinh danh xac dinh, duy nhat gira MSB vd&i Khach hang
dé truy cap va st dung Ung dung TNEX. Tén truy cap st dung trong Ung
dung TNEX dugc MSB quy dinh la s6 dién thoai cia Khach hang dang ky véi
MSB.

Mat khau truy cap: La m3 s6 mét ca nhan dé€ Khach hang str dung khi déng
nhap 'ng dung TNEX. Pay la ma s6 ca nhan do Khach hang dat ra va dang
ky v&i MSB d€ xac thuc khi ddng nhap ('ng dung TNEX. Mat khau c6 dd dai
it nhat 6 ky tu, bao gom: chir cdi, s, chif hoa, chir thudng, ky tu dac biét
(bao gdm cac ky tu: @#$%~&+=). Thdi gian hiéu luc ciia mét kh3u truy cap
tGi da la 12 thang.
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Tai khoan thanh toan CA: La Tai khoan thanh toan dung dé st dung ndp
rat tién mat, chuyén tién di, nhan tién dén tai khoan qua cac kénh ndi bd va
lién ngan hang trén Ung dung TNEX, gén véi thé ghi ng dé thuc hién cac giao
dich bang thé va thuc hién cac giao dich khac theo quy dinh ciia MSB trong
tirng thai ky.

Tai khoan thanh toan Energy: La Tai khoan thanh todn dé sir dung thuc
hién cac giao dich thanh toan hang hda qua QR code, thanh toan hoa dan,
nap tién trén Ung dung TNEX, khong gén vdi thé ghi ng. Khong phat hanh
thé ghi ng gan vdi tai khoan thanh toan Engergy.

OTP: La mét khdu str dung mét [an va cd hiéu luc trong mdt khoang thdi
gian nhat dinh, thudng dugc sir dung nhu mét yéu t8 thr hai dé€ xac thuc
ngudi dung truy cdp do hé théng khdi tao mét khdu clia MSB tu’ déng phat
sinh ngau nhién va guri dén thiét bi di dong ctia Khach hang dudi dang tin
nhan SMS hoéc gid tri hién thij tir thiét bi bdo mét (token).

Soft Token: La phan mém cung cap ma OTP dudc cai dat trén thiét bi di
dong da dang ky vdi MSB va gan duy nhéat vdi tai khoan ngudi dung dang
nhap trén Ung dung TNEX. M& OTP dudc sinh ngiu nhién theo thdi gian,
doéng bo véi hé thong thanh toan truc tuyén cda MSB. Khi thuc hién xac thuc
giao dich, MSB yéu cau Khach hang nhap mat ma xac thuc, sau dé hé thong
tu ddng sinh ra OTP tudng 'ng vdi giao dich d€ hoan thanh giao dich.
Ngay lam viéc: La cic ngay trong tuan ngoai trir cic ngay nghi (¢ thé la
chiéu th(r Bay, Cht nhat, cac ngay nghi 1& va bat ky ngay nghi khéc theo quy
dinh phap luat va quy dinh cia MSB tirng thdi ky).

Ban Piéu khoan diéu kién: L3 Ban diéu khoan diéu kién st dung Ung dung
TNEX danh cho Khach hang ca nhan nay.

Piéu 2: Nguyén tic ding ky va st dung Ung dung TNEX

Khi dang ky va str dung Ung dung TNEX, Khach hang phai cd duy nh&t mot
qudc tich Viét Nam, cu trd trén 13nh thd Viét Nam; tor du 18 tudi trd 1én co
nang luc hanh vi dan su day du theo quy dinh phap luat Viét Nam hodc tu
da 15 tudi dén chua du 18 tudi khdng bi mat hodc han ché ndng Iuc hanh vi
dan su.

Khach hang la chu sé hitu hudng Igi cudi cung duy nhat trong trudng hgp mé
tai khoan thanh toan theo quy dinh Phong chéng rira tién;

Khach hang khong cé dau hiéu My theo quy dinh ctia FATCA (Khach hang la
Cong dan Hoa Ky hodc la ngudi dugc cap Thé thudng trd nhan (Thé Xanh)
hodc la ca nhan cu trd tai Hoa Ky.



Khach hang khong tham gia cac thda thuan phap ly (bao gom cac thoa thuan
dugc thiét 1ap bang vén ban gitfa t& chiic va ca nhén trong va ngoai nudc vé
ay thac, uy quyén doi vdi viéc quan ly va s dung tién, tai san).

Khach hang khong thudc ddi tugng nam trong cac Danh sach dudc ap dung
dé tur chdi hgp tac, cung cép dich vu, thuc hién giao dich theo quy dinh vé
phong, chong rlra tién cia MSB tirng thdi ky.

Khach hang phai déng ky tai khodn ngudi dung trén Ung dung TNEX dong
thdGi phai dang ky mé va st dung tai khoan thanh toan, phat hanh thé ghi ng
noi dia phi vat ly va phai dugc MSB dong y cap quyén sur dung va truy cap
dé€ Khach hang cd thé tham khao, tim hi€u ddt mua san pham dich vu dugc
cung cap trén Ung dung va thuc hién cac giao dich tai chinh trén Ung dung
TNEX theo noi dung ban Diéu khoan diéu kién nay, cac ban biéu khoan diéu
kién gan lién vai cac giao dich tai chinh dé dugc niém yét trén Ung dung (néu
cd) va/hoac website www.tnex.com.vn phu hgp vdi quy dinh phap luat va
quy dinh cta MSB.

Cac théng tin san pham, dich vu do KHBL dang tai trén Ung dung TNEX dé
Khach hang cé thé tham khao va ddt hang. MSB khéng chiu trach nhiém vé
chat lugng san pham, dich vu do KHDL cung cép trén Ung dung TNEX.

Khach hang phai cé trach nhiém cung cap day du va dam bao tinh chan thuc,
khdp dung, chinh xac gilra cac thong tin nhan biét cd nhan cia Khach hang
khi tao Tai khoan ngudi dung va dang ky st dung cac san pham, dich vu clia
MSB theo huéng dan tai Ung dung TNEX. Khach hang sé hoan toan chiu trach
nhiém trudc phap luat v& hanh vi vi pham phap ludt va mién trir toan bd trach
nhiém cho MSB dbi vdi bat ky tranh chap va/hodc hanh vi vi pham phap luat
nao xuat phat tir viéc Khach hang cung cap thong tin khong trung thuc, khong
khép dung va khong chinh xac, vi bat ky ly do gi.

Khi Khdch hang déng ky thanh cong Tai khoan ngudi dung tai Ung dung
TNEX, diéu nay dong nghia véi viéc Khach hang dong y nhan théng tin tham
khao tir Ung dung TNEX hodc b4t ky kénh truy@n thdng nao khac tir MSB.
Trong trudng hgp Khach hang khéng mudn ti€p tuc nhan thong tin, Khach
hang cé thé tir chdi béng céach:

e Nh&p vao dudng link hién thi & dudi cung dudc hién thi trong email
thong tin ( trudng hgp Khach hang nhan théng tin qua email);
va/hoac

e Soan tin nhdn tr chdi nhan SMS thong tin tham khao theo ci phap
quy dinh ( trudng hgp Khach hang nhan théng tin qua SMS); va/hodc

e Thong bao t&i B6 phan chdam séc Khach hang (Hotline: 1-800-599-
982; Email: cskhcn@tnex.com.vn)
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e Trudng hdp Khach hang khéng ddng y hodc chua hiéu biét, ndm rd cac ndi
dung hodc khong dap Ung dugc cac diéu kién tai ban Diéu khoan diéu kién
nay, vui long khong ti€p tuc truy cap va/hodc ti€p tuc thuc hién cac thao tac
tao Tai khodn ngudi dung trén Ung dung TNEX. Trudng hdp Khach hang d3
tich chon, xac nhan ndi dung “T6i dong y véi Diéu khoan, diéu kién sir dung
Ung dung TNEX” dugc hiéu 1a Khach hang da doc k¥, hi€u rd va hoan toan
dong y véi ndi dung ban biéu khoan, diéu kién nay.

e Trudng hop Khach hang st dung Tai khoan ngudi dung dé truy cdp vao cac
website, i'ng dung hay dich vu khac ma MSB hgp tac hodac c6 mai lién hé,
MSB hoan toan khong chiu trach nhiém trong trudng hgp Khach hang khong
tuan thu diéu khoan diéu kién sur dung clia cac website, ('ng dung hay dich
vu do.

Piéu 3: Thay doi, cdp nhat thong tin Khach hang
e Khéach hang phai thuc hién cap nhat cac thong tin sau cho MSB qua Ung dung
TNEX ngay khi cé su thay doi:
a. SO dién thoai dang ky; va/hodc
b. Thoéng tin chifng minh nhan dan va/hodc can cudc cong dan; va/hodc
c. Thoéng tin vé nghé nghiép, email, chiic vu, dia chi lién lac, dia chi
thudng tru.

o Khi déng ky thay déi s6 dién thoai da déng ky: Khach hang phai thuc hién
nhdp mét khiu déng nhip, s6 Chi'ng minh nhan dan hodc Cin cudc cdng
dan da dang ky vdi MSB va thuc hién xac thuc Khach hang bang Soft Token,
xac thuc s6 dién thoai mdi bang OTP.

e Khi thuc hién cdp nhat théng tin Chirng minh nhan dan va/hodc Can cudc
cong dan, Khach hang phai thuc hién lai nhan biét va xac minh thong tin
béng bién phadp cong nghé theo céc chi dan trén Ung dung TNEX. Cac thong
tin Khach hang cap nhat sau khi dugc nhan biét, xac minh sé dugc MSB ghi
nhén va lam cdn cr d& quan ly Khach hang, cung cdp cac san pham dich vu
cho Khach hang.

e Khach hang phai chiu trach nhiém vé tinh chan thuc, chinh xac va khdp dung
clia cac thdng tin dudc cp nhét, thay d6i d& cung cap va dang ky véi MSB.

Diéu 4: Thai gian giao dich
e Thdi gian giao dich trén ('ng dung TNEX: 24/7 bao gém ca ngay nghi va ngay
1&.



e Thdi gian nhan hang: Thdi gian nhan hang cia Khach hang theo quy dinh

cla turng KHBL niém yét trén ’ng dung TNEX hodc theo thong bao cua KHBL
t&i Khach hang.

MSB khong chiu trach nhiém cling nhu khong cé nghia vu nao déi vdi bat ky
ton that hodc thiét hai nao do KHDL khdng giao dung thdi gian nhan hang
nhu niém yét trén Ung dung TNEX hodc thda thuan gilta KHPL vdi Khach
hang.

Khi ¢ thay ddi vé thdi gian giao dich trén Ung dung TNEX, MSB sé thong bao
toi thi€u 01 (mdt) ngay trudc ngay hiéu luc dudc cdng bd trén website
www.tnex.com.vn clla MSB va/hodc trén Ung dung TNEX. Viéc Khach hang
van tiép tuc stir dung dich vu tai thdi diém nhirng thay d6i, diéu chinh cé hiéu
luc thi dugc hiéu la Khach hang d3 doc, d3 hiu va dong y vé viéc thay doi
thdi gian giao dich trén Ung dung TNEX.

Piéu 5: Dong tién thanh toan, gia san pham, dich vu

Pong tién thanh toan trén Ung dung TNEX: VND

Gia san pham, dich vu do KHDL niém yét tai Ung dung TNEX |a gia ban cudi
cung da bao gém thué Gia tri gia tang (VAT). Gid cla san pham, dich vu c6
thé thay ddi theo tuy thdi diém va chuang trinh khuyén mai kém theo.

MSB khéng can thiép vao chinh sach gia do KHPL cung cap trén Ung dung
TNEX.

Khach hang dong y mién trir toan bd trach nhiém, nghia vu clia MSB trong
trudng hgp cd bat ky tranh chap, khi€u nai, khi€u kién nao phat sinh lién
quan dén gid ca san pham, cac loai phi giita Khach hang véi KHDL (néu cd).

Diéu 6: Chuong trinh khuyén mai

Khach hang cé quyén dugc tham gia va tuan thu cac quy dinh cla cac chuong
trinh khuyén mai dugc déng tai trén Ung dung TNEX.

Khach hang dong y mién trir toan bd trach nhiém, nghia vu clia MSB trong
trudng hop cd bat ky tranh chap nao, khi€u nai, khi€u kién nao phat sinh lién
quan tdi chuang trinh khuyén mai do KHPL cung cap.

Trach nhiém xur ly, khi€u nai, khi€u kién khi cé bat ky tranh chap lién quan
dén chuong trinh khuyén mai do MSB phdi hgp vdi KHPL cung cap sé dugc
thong bao theo tirng chuang trinh khuyén mai t&i Khach hang.
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Piéu 7: Pat hang, sira dodi don hang, hiy don hang, tra hang va thanh
toan

e Dat hang

a. Khach hang cé thé dat nhiéu don hang khac nhau véi cdc KHPL trén
Ung dung TNEX;

b. Tai mdt thdi diém, Khach hang chi c6 mét don hang duy nhat dang
giao dich v&i mot KHDL.

e Stra d6i don hang

a. Khach hang chi dugc stra déi cac don hang trong gid hang cia Khach
hang.

b. Khach hang khéng dudc stra d6i cac don hang da dat véi KHDL. Trudng
hgp dé thay déi don hang v6i KHPL, Khach hang phai dat don hang
mdi va thay thé hodc gop véi don hang da dat véi KHDL.

c. Khach hang cé thé hiy don hang trén &'ng dung TNEX trudc khi thanh
toan don hang. Trudng hgp Khach hang da thanh toan don hang,
Khach hang lién hé truc tiép vsi KHDL dé thoa thuén viéc hay don
hang, hoan tién da thanh toan.

e MSB khéng chiu trach nhiém quan ly va dugc mién trir d6i véi moi tranh chap,
khi€u nai hay bat ky van dé nao phat sinh lién quan tdi viéc hdy don hang,
tra hang, hoan tién cua cac don hang da thanh toan.

e V3o ting thai diém, MSB sé hd trg mdt hodc nhiéu phuong thic thanh toan
nhu sau:

a. Thanh toan bang tai khoan thanh toan Energy; hodc

b. Khach hang cé thé thanh todn bang cach chuyén tién tir tai khoan
thanh toan CA cua Khach hang trén ing dung TNEX sang tai khoan
thanh toan ciia KHBL; hoadc

c. Thanh toan qua thé ghi ng ndi dia TNEX do MSB phat hanh hodc qua
dich vu thanh todn QR code trén (thg dung TNEX do MSB phét trién tai
cac KHDL.

e MSB khong chiu trach nhiém cling nhu khong cé nghia vu nao déi vdi bat ky
tdn that hodc thiét hai nao ma Khach hang nhap sai thdng tin thanh toan cho
don hang da dat va/hodc stif dung phudng thifc thanh toan khong dudc liét
ké & Khoan 5 Diéu nay.



Piéu 8: Van chuyén

Khach hang dong y rang viéc van chuyén hang hda la thoa thuén gitta Khach
hang va KHDL. Moi rui ro lién quan dén viéc van chuyén hang hda dugc mua
s€ do Khach hang va KHBL thoéa thuan vdi nhau. Khach hang thira nhan, va
ddng y rang MSB sé khong chiu trach nhiém d6i vdi bat ky tén théat, chi phi,
phi tdn hodc bat ky khoan phi nao phét sinh tir su’ cd d6. Khach hang va/hodc
KHDL sé lién hé véi don vi van chuyén dé giai quyét su c6 do.

Piéu 9: Cac san pham, dich vu cia MSB dudc cung cap trén Ung dung
TNEX

M@, st dung va quan Iy tai khoan thanh toan trén Ung dung TNEX.

Thé ghi ng noi dia TNEX.

Giao dich tai chinh trén Ung dung TNEX bao gdém nhiing khéng gidi han cac
dich vu chuyé&n khoan 24/7, chuyén khoan ndi bd MSB, thanh toan hoda dan,
QR code, nap tién, nap thé dién thoai ...

Céc san pham, dich vu khac ctiia MSB trong tirng thdi ky phu hdp theo quy
dinh phap luat.

Cac san pham, dich vu cua MSB cung cdp trén Ung dung TNEX dugc niém
yét cong khai, gidi thiéu va cip nhéat trong tirng thai ky trén Ung dung TNEX
va/hodc website www.tnex.com.vn ciia MSB.

Diéu 10: Tiét 10 thong tin

Khach hang va MSB cé trach nhiém bao mat moi thong tin lién quan dén MSB
va Khach hang. Khach hang va MSB chi dudc st dung thong tin cho muc dich
thuc hién quyén va nghia vu theo quy dinh tai ban biéu khoan diéu kién nay
va thoa thuan khac (néu cd) gilra Khach hang va MSB.

Théng tin clia Khach hang sé khdng dugc tiét 16 cho bat ky c& nhan, t6 chirc
nao khac theo quy dinh tai Khoan 1 biéu nay, trir trudng hop:

a. Khi co van ban chap thuan cia Khach hang;

b. MSB budc phai tiét 16 thong tin theo quy dinh phap luat, theo yéu cau
clia Co quan nha nudc c6 thdm quyén;

c. Theo quyét dinh clia MSB trong cac trudng hgp can thiét cung cap cho
bén th(r ba (nhu Trung tam thong tin tin dung — CIC; luat su’; bén bao
dam; nha thau; bén cung cap dich vu; cac cong ty la ngudi cé lién quan
clia MSB theo quy dinh cla phap lut va cac cd quan, td chirc, ca nhan
khac) dé phuc vu hoat ddng mua ban ng, x{ ly ng, kiém toan, tu van,
thdng tin tin dung va/hodc phuc vu viéc MSB thic day ban, cai tién va
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d.

m& réng pham vi cung (ng cho Khach hang cac san pham, dich vu cla
MSB va ngudi cd lién quan ctiia MSB, Khach hang da hiéu rd va thira
nhan rang viéc cung cdp thong tin cho bén th ba trong cac trudng
hdp néu trén dudc thuc hién hoan toan vi Igi ich cia Khach hang dong
thdi chap thuan mién trir cho MSB khéi moi trach nhiém lién quan dén
cac tranh chap phat sinh truc ti€p hodc gian tiép tu viéc cung cap thong
tin néu trén (néu cd);

Cac trudng hgp khac theo quy dinh cha phap luat.

Diéu 11: Thong Bao
e Thong bao cua Khach hang:

d.

Trong trudng hop xay ra céc 16i su ¢ vé hé thdng hodc cac vudng méc
vé san pham dich vu ma MSB cung cdp, Khach hang cd thé lién hé vdi
bo phan cham sdéc Khach hang cia MSB qua hotline: 1-800-599-982
hodc email: cskhcn@tnex.com.vn;

Trong trudng hop can giai dap cac thdc mac vé san pham, dich vu do
KHDPL cung cap, Khach hang lién hé truc ti€p vdi KHPL qua s6 dién
thoai hodc email, chat... trén (‘’ng dung TNEX.

e Thong bao cua MSB, KHPL hodc doi tac cia MSB

a.

MSB cé quyén guri thong tin theo quy dinh tai ban Diéu khoan diéu kién
nay cho Khach hang thong qua mét hodc nhiéu phuong thiic do MSB
toan quyén quyét dinh bao gém niém yét trén website www.tnex.com.vn
va/hodc Ung dung TNEX, tin nhdn SMS, dia chi email theo thdng tin
Khach hang da déng ky trén Ung dung TNEX;

MSB hodc cac KHPL cé thé gui tin nhan cho Khach hang théng qua sd
dién thoai hodc ’ng dung TNEX vé hodc lién quan dén cac thong tin
cdp nhéat vé san pham, dich vu va céc su kién dugc dua ra hodc cung
cip bdi MSB, KHDL;

Khi stra d6i ndi dung san phadm, dich vu cung cip, MSB s& niém yét
cong khai trén cac kénh thong tin chinh thlic nhu website
www.tnex.com.vn clia MSB, va/hoéc Ung dung TNEX cua MSB, hosc tin
nhan SMS, dia chi email cia Khach hang da dang ky trén TNEX;

Trong trudng hgp tam ngirng hodc cham dat dich vu dang cung cap vi
nguyén nhan khach quan, MSB sé niém yét cong khai trén cac kénh
thong tin chinh thdc nhu website www.tnex.com.vn clla MSB, va/hodc
Ung dung TNEX clia MSB, ho&c tin nhdn SMS, dia chi email cua Khach
hang d& déng ky trén Ung dung TNEX;


mailto:cskhcn@tnex.com.vn
http://www.tnex.com.vn/
http://www.tnex.com.vn/
http://www.msb.com.vn/
http://www.tnex.com.vn/
http://www.msb.com.vn/

e. Thong bao dudc coi la da gui va Khach hang da nhan thanh cong khi
thong bao dé (i) dugc gui truc ti€p tdi tay Khach hang hodc ngudi dai
dién hgp phap cua Khach hang; hodc (ii) dudc gui theo dich vu buu
chinh cé bao dam theo xac nhan cla cd quan buu chinh va/hodc (iii)
vao ngay niém yét chinh thirc trén website www.tnex.com.vn va/ hodc
Ung dung TNEX;

f. Nhiing thay déi, sra d6i, diéu chinh sé& c6 hiéu luc vao ngay dudgc xac
dinh trong thong bao;

g. Néu Khach hang tiép tuc st dung cac tinh ndng, san phadm, dich vu
trén Ung dung TNEX tai thdi diém nhiing thay doi, stra déi, digu chinh
clia Thdng béo cd hiéu luc thi dugc hiéu 1a Khach hang chap nhén cac
thay ddi, sira d6i nay va khdng can phai co thém chép thuén nao khac
cla Khach hang.

Diéu 12: Quy dinh bao mat Thong Tin

e Ung dung TNEX c6 bién phép va cdng cu dé thuc hién viéc bao mat dé bao
vé thong tin ca nhan cia Khach hang. Moi thong tin cia Khach hang trong
qué trinh str dung Ung dung TNEX dudc bao ddm an toan t6i da. Moi théng
tin s€ dugc bao mat nhung trong trudng hgp cd quan phap luat cé yéu cau
bang van ban, MSB sé cung cdp nhitng théng tin nay cho cc quan phap ludt
theo dung quy dinh.

e Khi Khach hang giao dich v&i MSB, Khach hang dong y la MSB dugc phép thu
thap va sir dung mét sb thong tin cia Khach hang, bao gom cac chi tiét vé
giao dich cia Khach hang, s du tai khoan, diéu kién tai chinh cia Khach
hang, quan hé tai khoan cta Khach hang vdi MSB va/hodc cac tai khoan cua
Khach hang (sau day goi chung la “Thong tin").

e MSB ¢4 thé, trong pham vi phap ludt cho phép, thu thap Théng tin ciia Khach
hang dé:

a. HO trd trong viéc cung cap thong tin vé mét san phdm hoéc dich vu;
b. Xem xét yéu cau ctia Khach hang dai véi mot san pham hodc dich vu;
c. Cho phép MSB c6 thé cung cdp mot san pham hodc dich vu;
d

. Thdng bdo cho Khach hang vé cac san pham, dich vu khac ma Khach
hang c6 thé quan tam;

e. Thuc hién cac cong viéc hanh chinh va nghiép vu (bao gobm ca quan
ly rti ro, phat trién va thir nghiém hé thdng, dao tao nhén vién, khao
sat thi trudng...);

f. Ngan nglra hodc diéu tra moi gian lan hodc toi pham (hodc nghi ngs
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la gian Ian hodc t6i pham);

g. Cung cap va su dung theo yéu cau cua phap luat, quy dinh lién quan
va nhitng hé thong thanh toan bén ngoai.

Khach hang co trach nhiém bao dam an toan théng tin dinh danh ca nhan,
thong tin lién quan dén viéc dang ky Tai khoan ngudi dung, truy cap va s
dung Ung dung (bao gém nhung khéng gidi han tén truy cap, mat khau truy
cap, OTP va cac loai mat ma giao dich) va cac thiét bi nhan OTP, cac loai mat
ma giao dich (bao gobm nhung khong gidi han Token, soft Token va thiét bi
di déng) cu thé:

a. Khoéng dugc chon mat khau truy cap dé suy doan vi du nhu ngay sinh,
bién s8 xe, s6 dién thoai hodc tén clia Khach hang;

b. Khéng dudc tiét 16 mat khau truy cdp, mat ma giao dich cho bat ky
ngudi nao khac bao gém ca nhan vién MSB;

c. Khong dugc cho phép bat ky ngudi nao phat hién thong tin khi Khach
hang nhap tén truy cp, mat khau truy cp, mat ma giao dich;

d. Khong dudc cho phép bat ky ngudGi nao khac bao gom ca nhan vién
MSB sur dung thong tin dinh danh ca nhan, thong tin lién quan dén
viéc d&ng ky Tai khodn ngudi dung, truy cap va st dung Ung dung
va cac thiét bi nhan mat ma giao dich cia Khach hang;

e. Ghi nhd Mat khau truy cdp va Mat ma giao dich va khdng dugc ghi
chép tai bat ky cho nao tao diéu kién cho ngudi khac bao gom ca
nhan vién MSB thu thap dugc thong tin cia Khach hang;

f.  Khach hang phai tudn thu cac hudng dan vé bao méat théng tin do
MSB phéat hanh va déng tai, cp nhat trén Ung dung TNEX va/hodc
website www.tnex.com.vn va/hodc bat ky thdng bao nao MSB gui tGi
Khach hang trong qua trinh sir dung Ung dung TNEX.

e Khéach hang phai tuan thi day du quy dinh vé déi/ cap lai tén truy cap, méat

khau truy cdp, mat ma giao dich va bét ky thdng tin nao khac lién quan dén
str dung Ung dung TNEX theo yéu ciu ctia MSB trong tirng thdi ky.

Trong trudng hap Khach hang phat hién tén truy cdp, mat khau truy cdp, méat
ma giao dich, thiét bi nhan OTP, mat ma giao dich cia Khach hang bi mat, bi
trdm, da bi hodc cd nguy cc bi pha hoai, danh cap thong tin hodc da phat
sinh mot giao dich trai phép trén Tai khoan clia Khdch hang trén Ung dung
TNEX, Khach hang phai lap tic thong bao tdi bo phan Cham sdc Khach hang
(hotline: 1-800-599-982 hodc email: cskhcn@tnex.com.vn).
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Diéu 13: Quyén Va Nghia Vu Cua Khach hang

Khach hang c6 quyén dang ky va st dung Tai khoan ngudi dung tai Ung dung
TNEX phu hgp vdi quy dinh tai ban Diéu khoan diéu kién nay.

budc bao vé bi mat thong tin riéng va thong tin ca nhan theo quy dinh cua
Phap luat.

Khach hang phai chiu trach nhiém vé ndi dung thong tin do minh luu trir,
cung cap va truyén tai trén ’'ng dung TNEX, phat tan thong tin qua dudng
lién két truc ti€p do minh thiét Iap.

Khach hang cam két khdng sir dung san pham, dich vu cho b&t ky muc dich
hodc lién quan dén bat ky hanh dong vi pham cac Quy dinh Phap luat, bao
gbm, nhung khong gidi han cac quy dinh lién quan dén phong chdng rura
tién, chdong tai trg khdng bd va tuan thu cac chinh sach cam van, trirng phat...
NEu Khach hang vi pham quy dinh nén trén, MSB cé quyén tam khda/ khda
vinh vién Tai khoan ngudi dung theo dinh tai Diéu15 ctia ban biéu kién, diéu
khoan nay.

Khach hang co trach nhiém chi tra cac khoan thué, chi phi phat sinh tir bat
ky khoan tién hodc Igi ich nao nhan dudc phat sinh tU viéc gidi thiéu Khach
hang khac cho MSB cho cd quan thué (néu cd). Khach hang dong y rang,
Khach hang sé chiu trach nhiém vé viéc tim hiéu cac khoan thué, chi phi phat
sinh (n€u cd) tu cac quy dinh cla phap luat.

Khach hang khong dudc dang, truyén tai hodc bang cach khac cong khai bat
ky NOi dung nao trai phap luat nhu:

a. Chong lai Nha nudc Cong hoa xa hoi chd nghia Viét Nam; gay phuong
hai dén an ninh qudc gia, trat tu an toan xa hoi; pha hoai khoi dai
doan két dan toc; tuyén truyén chién tranh, khdng bd; gay héan thu,
mau thuan gitra cac dan tdc, sic toc, ton gido;

b. Tuyén truyén, kich dong bao Iuc, dam 6, doi truy, toi ac, té nan xa
hoi, mé tin di doan, pha hoai thuan phong, my tuc cua déan toc;

c. Tiét 16 bi mat nha nudc, bi mat quan su, an ninh, kinh t€, d6i ngoai
va nhirng bi mat khac do phap luat quy dinh;

d. Dua thdng tin xuyén tac, vu khdng, xtic pham uy tin cta té chirc, danh
du’ va nhan phdm cuia ca nhan;

e. Quang cao, tuyén truyén, mua ban hang héda, dich vu bi cam; truyén
ba tadc phdm béo chi, van hoc, nghé thuét, xuit ban phdm bi cdm;

f.  Gid mao to chlrc, cd nhan va phat tan thong tin gid mao, thdng tin sai
su’ that xdm hai dén quyén va Igi ich hogp phap cla t6 chic, cé nhén;
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g. Cac nbi dung khong dudc dang tai, tuyén truyén hay truyén thong
dudi bat ky hinh thif'c nao theo quy dinh cua phap luat, quy dinh cla
MSB, quy dinh tai ban Diéu khoan diéu kién nay va/hodc thda thuan
khac (néu cd) gilra MSB va Khach hang.

e Khong dudc cho thué, cho mugn tai khoan ngudi dung cia minh.

e Khong dudc uy quyén cho ngudi khac st dung tai khoan ngudi dung cua
minh.

e Khach hang c6 trach nhiém thuc hién, tuan thu ddng va day du ban biéu
khoan diéu kién giao dich nay va cac hudng dan, yéu cau khac clia MSB hién
thi trén Ung dung TNEX, trén website www.tnex.com.vn va/hodc tai cac thdng
bao MSB guri thanh cong t&i Khach hang. Khach hang dong y tir bd moi quyén
khi€u nai, khi€u kién cia minh doi vdi bat ky hanh dong can thiét nao clua
MSB lién quan tdi viéc Khach hang khong thuc hién ding va day du ban Diéu
kién diéu khoan giao dich va cac hudng dan, yéu cau khac ctia MSB, bao gom
nhung khong gidi han viéc tam khda/ déng Tai khoan ngudi dung.

e Khach hang cd trach nhiém cung cap day du va dam bao tinh chan thuc,
khdp dung, chinh xac cac thong tin theo yéu cau cia MSB khi Khach hang
ma& va su dung Tai khoan ngudi dung trén TNEX. Khach hang hoan toan chiu
trach nhiém trudc phap ludt va mién trir toan bd trach nhiém cho MSB déi
v@i bat ky tranh chap va/hodc hanh vi vi pham phap luat nao xuat phat tir
viéc Khach hang cung cap thong tin khong trung thuc, khdng khép dung va
khong chinh xac, vi bat cr ly do gi.

e Khach hang co trach nhiém chu dong thudng xuyén, lién tuc tu theo doi, cap
nhat ndi dung ban Diéu khoan diéu kién giao dich ndy va cac hudng dan, yéu
cau khac ctia MSB hién thij trén TNEX, trén website www.tnex.com.vn va/hodc
tai cac thong bao MSB guri thanh cong t&i Khach hang. Khach hang cling cam
két tr bd moi quyén khi€u nai, khi€u kién doi véi MSB trong truGng hgp vi
béat ky Ii do nao Khach hang khéng thé cap nhét kip thdi ndi dung stra ddi, bo
sung cla ban biéu khoan diéu kién giao dich nay, trir trudng hgp viéc cham
tré dé phat sinh do 16i ctia MSB.

e Trudng hop khéng ddng y véi ndi dung Diéu khoan diéu kién sira ddi, b
sung, Khach hang cé quyén cham dut viéc st dung dich vu sau khi da hoan
thanh cac nghia vu véi MSB phu hgp vdi quy dinh tai ban Diéu khoan diéu
kién nay va thoa thuan khac (néu cd) gitra Khach hang va MSB.

e Khach hang cé trach nhiém thuc hién cac nghia vu lién quan dén bao dam
an toan thong tin dinh danh ca nhan, thong tin lién quan dén viéc dang ky
Tai khoan ngudi dung, truy cap va str dung Ung dung TNEX (bao gém nhung
khdng gidi han tén truy cdp, mét khau truy cdp, OTP va cac loai mat ma giao
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dich) va cdac thiét bi nhan OTP, cac loai mat ma giao dich (bao gom nhung
khong gidi han Token, Soft Token va thiét bi di dong) va cac nghia vu bao
mat khac theo quy dinh tai ban Diéu khoan diéu kién nay.

Khach hang cé cac quyén va nghia vu khac theo quy dinh cua phap luat, quy
dinh tai ban Diéu khoan diéu kién nay va cac thoa thuan khac giira Khach
hang va MSB (néu cg).

Diéu 14: Quyén Va Nghia Vu cua MSB

MSB cé quyén dong/tam khda Tai khoan ngudi dung khi Khach hang (i) vi
pham bat ky nghia vu nao theo quy dinh ciia ban biéu khoan diéu kién nay
va/hodc cac thoa thuan khac gilra MSB va Khach hang (néu co) va/hoadc (ii)
theo yéu ciu clia cd quan nha nudc cd thdm quyén, ma khdng can théng bao
trudc.

MSB c6 trdch nhiém can nhac va xem xét cung cép cac san pham, dich vu tai
chinh, ngan hang théng qua Ung dung TNEX cho Khach hang trén cd s& dam
bao tuan thu ddng quy dinh phap luat va quy dinh cia MSB, dua trén dé nghi
cta Khach hang.

MSB dudc quyén gui thong tin truyén thong tdi cac thong tin lién hé cua
Khach hang da cung cap va chap thuan cho MSB ti€p can thong qua bat ky
phuadng thic nao, bao gobm nhung khong gidi han s dién thoai di dong/cd
dinh, email, cac trang tin mang xa hoi (Social network), dia chi lién hé;

MSB khong chiu bat ky trach nhiém nao lién quan dén cac khoan thué, chi
phi lién quan dén bat ky khoan tién va/hodc Igi ich nao ma Khach hang nhan
dugdc phat sinh tir viéc gidi thiéu Khach hang khac cho MSB.
Khach hang chap thuan rang MSB khong phai chiu bat ky trach nhiém nao,
bao gobm ca trach nhiém thanh toan cac khoan phat, boi thudng thiét hai, boi
hoan hay béat ky chi phi lién quan nao d6i véi nhitng thiét hai, ton that cla
Khach hang phat sinh do:
a. Khach hang
- Vi bat ky ly do gi khong nhan dugdc hodc khong ti€p can (cac)
thong bao da dugc MSB guri di thanh cong, bao gom nhung khong
gidi han cac trudng hgp do thiét bi di dong, phan mém trén thiét
bi di dong hodc Nha cung cap dich vu ciia Khach hang khéng dam
bao kha nang két néi Ung dung TNEX &n dinh, lién tuc; Khach
hang khong cdp nhét kip thdi ndi dung thay déi cia ban Diéu
khoan diéu kién nay thong qua cac phuang thic MSB da Iua chon
thong bao, niém yét;
- Khong ap dung day du cac bién phap hgp ly va can thiét nham
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dam bao an toan thong tin ca nhan va cac thiét bi di dong, phan
mém trén thiét bi di dong cua Khach hang theo quy dinh phap luat
va ban biéu khoan diéu kién nay, bao gébm nhung khong gigi han
cac trudng hgp cd y hodc vo y tiét 16 thong tin lién quan dén cac
yéu to dinh danh, yéu t6 bao mat cia Khach hang va/hodc thong
tin lién quan dén cac giao dich cho bat ky ngugi thi ba nao; thay
d6i thdng tin s8 dién thoai, thiét bi nhdn OTP, m3 s6 bao mat ma
khong thong bao trudc cho MSB; va/hodc cac thong tin ca nhan,
thiét bi dién t& ciia Khach hang bi ngudi khac gia mao, danh cap
hodc s dung trai phép dudi bat ky hinh thirc nao, trir truGng hop
do 16i ciia MSB;

Bi tiét 10 thong tin lién quan dén cac yéu to dinh danh, yéu t6 bao
mat va/hodc thong tin lién quan dén cac giao dich nhung khong
xuat phat do 16i ctia Khach hang hay MSB bao gdm nhung khéng
gidi han cac trudng hgp do I6i clia nha cung cap dich vu vién thong
clia Khach hang hay bat ky bén th( ba nao khac;

Khong thuc hién ding va day dua theo quy dinh cta phap luat, quy
dinh tai ban Diéu khoan diéu kién nay, va cac thda thuan khac
gira Khach hang va MSB (néu cd).

b. MSB

TU chéi ma@ Tai khoan ngugi dung cho Khach hang hodc tur chdi
cho phép Khach hang thuc hién/ti€p tuc thuc hién bat ky hanh
dong nao trén Ung dung TNEX, cho du hanh dong dé da va dang
dugc dién ra; ma theo danh gid cia MSB, nhitng hanh déng dé c6
dau hiéu kha nghi, bat thudng, coé dau hiéu gian lan gia mao hoac
khong hop phap, hgp 1€ theo quy dinh cia MSB va/hodc quy dinh
phap luat va/hodc quy dinh tai ban biéu khoan diéu kién nay;
Tién hanh cac hoat dong nang cap, bao tri, bdo dudng hé théng,
cd sG ha tang ky thuét dinh ky hodc dot xudt ma cé thé dan téi
viéc cung cap dich vu bi gidn doan, cham tré, khong lién tuc nhung
da thong bao trudc thong qua cac phuong thirc phu hgp véi quy
dinh tai ban biéu khoan diéu kién nay;

Khdng thé cung cép dich vu kip thdi, lién tuc do (i) MSB tién hanh
cac hoat dong nang cap, bao tri, bao dudng hé thong, cd sé ha
tang ky thuat dinh ky hoac dot xuat nhung da thong bao trudc
thong qua cac phudng thirc phu hgp véi quy dinh tai ban biéu
khoan diéu kién nay; hodc (ii) nhitng nguyén nhan ngoai kha nang
kiém soat hgp ly ciia MSB, bao gdbm nhung khéng gidi han cac
trudng hgp hé thong, ha tang ky thuat cua MSB gap su' c6 xuat
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phat tir 16i cia Nha cung cap dich vu clia MSB hodc hé théng, ha
tang ky thuat cua MSB bi xam pham, lam hai bdi cac loai virus,
phan mém gian diép, phan mém quang cdo hay bat ky hanh dong
can thiép, tdn cong mang nham muc dich pha hoai, gay hai nao;

- Thuc hién tam khda hodc déng Tai khoan ngudi dung theo quy
dinh tai Biéu 15, Diéu 16 ban biéu khoan diéu kién nay.

C. Xay ra nhiing su kién bat kha khang nam ngoai kha ndng kiém soat
clia MSB va truc ti€p gay ra ton that, thiét hai cho Khach hang va can
tr@ kha nang ctia MSB trong qua trinh thuc hién cac nghia vu doi vdi
Khach hang, bao gobm nhung khong gidi han chién tranh hodc ndi
chién, thién tai, dich bénh, dinh c6ng, bai cong, thay ddi phap luit
hodc cac su kién bat kha khang khac theo quy dinh cia phap luat
hodc theo tuyén bd, yéu ciu cla cd quan nha nudc cd thdm quyén,
bat k& (nhirng) su kién nay phat sinh trong hodc ngoai Viét Nam;

d. Tranh chap phat sinh gilra Khach hang véi KHDL hodc gilra Khach
hang vai cac Khach hang khac trong qué trinh st dung Ung dung
TNEX, cho du tranh chap do lién quan dén bat ky van dé gi ngoai trir
phat sinh do 16i truc tiép cla MSB;

e. CAac trudng hgp MSB dudc mién trach khac theo quy dinh phap luat,
quy dinh tai ban Diéu khoan diéu kién nay va cac théa thuan khac
gira Khach hang va MSB (néu cd).

e MSB cb quyén thay d6i, chinh sra, tam ngung hodc chdm dut tat ca hodc béat
ky tinh ndng nao trén ('ng dung TNEX hodc dich vu vao bt ky thdi diém nao
theo quy dinh cla phap luat.

e MSB c6 quyén gidi han quyén sir dung tai khoan ngudi dung, dinh chi va
cham dut tai khoan nguGi dung, truy ctru trach nhiém hinh su.. néu Khach
hang vi pham nhitng quy dinh tai ban diéu kién diéu khoan nay.

Piéu 15. Tam khéa, khéa vinh vién Tai khoan ngudi diing

e Trong qua trinh st dung dich vu, Tai khoan ngudi dung ctia Khac hang bi
MSB tam khda trong vong 02 gid néu Khach hang nhap sai mat khau 05 [an
lién ti€p. MSB chi thuc hién md khda tai khoan ngudi dung cho Khach hang
sau 02 gid k& tir thdi diém MSB thuc hién tam khda tai khoan ngudi dung cla
Khach hang.

e Ngay khi Khach hang vi pham bat ky nghia vu nao theo quy dinh cta ban
Diéu khoan diéu kién nay va/hodc cac thdéa thuan khac gilra MSB va Khach
hang (néu cd), MSB sé cé quyén ngay lap tic thuc hién tam khda Tai khoan
ngudi dung va gui thong bao tdi Khach hang trong thdi han va theo phuong

15



BAN PIEU KHOAN, PIEU KIEN SU DUNG UNG DUNG TNEX DANH CHO KHACH HANG CA NHAN

thirc phu hgp do MSB chu dong quyét dinh. Trong thdi han trong Thong bao
k& tir ngay MSB tam khda Tai khoan ngudi ding, néu Khach hang khdng ¢
phan hoéi chinh thdc thong qua email: cskhen@tnex.com.vn hodc thong tin
phan hoi qua email néu trén khong dugc MSB chap thuan, thi MSB c quyén
lap tirc thuc hién khéa vinh vién Tai khodn ngudi ding ctia Khéch hang.

e DE tranh hi€u nhdm, trudng hop xay ra cac su kién vi pham theo quy dinh
tai Khodn 1 Diéu nay, tly tirng trudng hop cu thé, MSB c6 quyén danh gid
va chl déng Iua chon thuc hién viéc tam khéa hodc khda vinh vién Tai khoan
ngudi dung ma khoéng budc phai thuc hién theo dung trinh tu, thu tuc néu
tai Khoan 1 Diéu nay.

e Trudng hop phap luét cé quy dinh cu thé va/hodc theo yéu cau bang van ban
clia cd quan nha nudc cd thdm quyén, MSB sé thuc hién tam khoda hodc khda
vinh vién Tai khoan ngudi dung theo ndi dung yéu cau clia ¢d quan nha nudéc
cd thdm quyén phu hop quy dinh phap luét.

e Khéch hang ddng y réng viéc MSB tam khda hodc khda vinh vién Tai khoan
ngudi dung theo quy dinh Diéu nay khong budc phai cé chap thuan cua Khach
hang dudi bat ky hinh thifc nao. Khach hang cam két da nhan thdrc ro veé rai
ro vé viéc cé thé bi tam khda, khda vinh vién tai khoan ngudi dung khi str
dung Ung dung TNEX ddng thdi cam két tir bd quyén khiéu nai, khiéu kién
lién quan dén viéc MSB thuc hién quyén tam khda, khda vinh vién Tai khoan
ngudi dung theo quy dinh tai ban Diéu khoan diéu kién nay.

e Khach hang dbng y rang, trong bat ky trudng hgp nao néu MSB tam khoa
ho#c khoa vinh vién tai khodn ngudi dung hodc bi tam khda/khda vinh vién
tai khoan ngudi dung theo yéu cdu cla cd quan cd thdm quyén thi MSB cd
quyén dong thdi tam khda/khda vinh vién tai khoan thanh toan dugc md trén
Ung dung TNEX va céc dich vu khac gén lién vdi tai khoan thanh toan cua
Khach hang bao gom nhung khéng gidi han cac dich vu vé thé ghi ng noi dia
TNEX, dich vu tai chinh trén Ung dung TNEX...Khach hang cam két tir bd moi
quyén khiéu nai, khi€u kién lién quan dén viéc MSB thuc hién quyén tam
khda/khda vinh vién céc tai khoan thanh todn va cac dich vu khac gén lién
vdi tai khoan thanh toan cua Khach hang theo quy dinh tai ban Diéu khoan
diéu kién nay.

Diéu 16. Pong Tai khoan ngu'Gi dung

e MSB thuc hién dong tai khoan ngudi dung cua Khach hang trong trudng hgp
sau:

a. Khi Khach hang cé nhu cau dong tai khoan ngudi dung trén (fng dung
TNEX; hoac
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b. Khi Khach hang déng tai khoan thanh toan dugc md trén (‘'ng dung
TNEX.

e Trudng hdp Khach hang co nhu cau cham dut sir dung Tai khoan ngudi dung,
Khach hang lién hé truc ti€p véi bo phan Van hanh Khéi Ngan hang sb - MSB
— Tang 7 — 54A Nguyén Chi Thanh, Ha Noi dé dugc ho trg déng tai khoan
ngudi dung.

e MSB c0 trach nhiém thuc hién dong Tai khoan ngugi dung cta Khach hang:

a. Trong vong 24h 1am viéc k& tir khi nhdn dudc yéu ciu hop 1é cua
Khach hang. Mot yéu cau dudc coi la hdp 1€ néu dugc thuc hién diang
va day du theo hudng dan va bat ky yéu nao cla MSB; dong thdi

b. Khi Khach hang da hoan thanh tat ca cac nghia vu da phat sinh trudc
thSi diém chdm ddt sir dung Tai khoan ngudi ding theo quy dinh
phap luat, quy dinh tai ban Diéu khoan diéu kién nay va thoéa thuan
khac (néu cd) gilra MSB va Khach hang.

e Trudng hap theo quy dinh cta phap luat cé quy dinh cu thé va/hoéc theo yéu
cau bang vén ban cla cd quan nha nudc co thdm quyén, MSB sé thuc hién
ddéng Tai khoan ngugi dung clia Khach hang theo ndi dung yéu cau cla cd
quan nha nudc cé thdm quyén phu hdp quy dinh phap luét.

e Khach hang dong y rang, trong bat ky trudng hgp nao néu Khach hang thuc
hién déng tai khoan ngudGi dung hoac bi dong tai khoan ngudGi dung theo yéu
cau cla co quan co tham quyén thi MSB c6 quyén dong tai khoan thanh toéan
dugc mé trén Ung dung TNEX va céc dich vu khac gan lién véi tai khoan
thanh toan clia Khach hang bao gébm nhung khong gidi han cac dich vu vé
thé ghi ng ndi dia TNEX, dich vu tai chinh trén Ung dung TNEX...Khach hang
cam két tr bd moi quyén khiéu nai, khi€u kién lién quan dén viéc MSB thuc
hién quyén dong cac tai khoan thanh toan va cac dich vu khac gan lién véi
tai khoan thanh toan cua Khach hang theo quy dinh tai ban Diéu khoan diéu
kién nay.

Diéu 17. X ly tra soat, khiéu nai
e MSB chi xUr ly cac tra soat, khi€u nai cia Khach hang qua bo phan Cham séc
Khach hang (hotline: 1-800-599-982 hodc email: cskhcn@tnex.com.vn) va
trong cac trudng hgp sau:

a. Cac tra soat, khi€u nai lién quan dén viéc quan ly va st dung tai khoan
ngudi dung;

b. Céc tra soat, khiu nai lién quan dén san pham, dich vu ctia Ngan
hang nhu: tai khoan thanh toan, thé ghi ng noi dia TNEX va dich vu
tai chinh trén &'ng dung TNEX (bao gdm: cac giao dich chuyén tién,
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QR code, thanh toan hoéa dan...);
c. Cac tra soat, khiéu nai lién quan dén 16i ki thuat, I16i cia hé théng,
Ung dung TNEX.

e MSB dugc mién trir hoan toan trach nhiém vdi cac tra soét, khiéu nai cé lién
quan dén cac san pham, dich vu do KHPL cung cdp cho Khach hang, bao
gdm nhung khéng gii han chat lugng san phadm, dich vu; quy trinh vén
chuyén san pham, dich vu; thdi gian giao san pham, dich vu tir KHDL dén
Khach hang; thanh toan gia tri san pham, dich vu khéng qua Ung dung TNEX.

e Viéc xtr ly cac tra soat, khiéu nai ciia Khach hang dugc quy dinh tai diém b,
Khoan 1 diéu nay sé tuan thu theo Diéu kién diéu khoan vé tai khoan thanh
toan, thé ghi ng nbi dia TNEX va Dich vu tai chinh trén (tng dung TNEX.

e VGi nhitng tra soat, khi€u nai cia Khach hang lién quan dén viéc quan ly va
s’ dung Tai khoan ngugi dung, 10i k¥ thuat, 10i cia hé théng, Ung dung
TNEX:

a. Cac tra soat, khi€u nai cua Khach hang lién quan dén viéc quan ly va
str dung tai khodn ngudi dung trén Ung dung TNEX, 16i ky thuat, 16i
clia hé théng, Ung dung TNEX bao gém nhung khdng gidi han cac
yéu cau: Khach hang khong dang ky dudc tai khoan ngudi dung;
Khach hang khong dang nhap dugc Ung dung TNEX; khong ddi dugc
mat khau; khéng cdp nhét, thay déi dudc thdng tin cd nhan; khdng
dat dugc hang do KHPL cung cép trén Ung dung TNEX; khéng sur
dung dudgc cac tinh nang trén Ung dung TNEX; mad QR code bi 13,
khong nhan dugc OTP, 16i mat két ndi hé théng ...MSB ¢ trach nhiém
phan hoi thong tin tra soat, khi€u nai cua Khach hang trong vong 02
ngay lam viéc ké tir khi nhan dudc yéu cau tra soat, khiéu nai hap 1&.

b. Khach hang can cung cap day du cac théng tin cg ban bao gém: (i)
Ho va tén Khach hang; (ii) s6 dién thoai Khach hang dang ky trén (ng
dung TNEX; (iii) S6 Chitng minh nhan dan hoac can cudc cong dan;
(iv) Ly do tra soat, khi€u nai.

c. Trudng hdp yéu cau tra soét, khi€u nai ciia Khach hang can dugc bé
sung thong tin lién quan dén ndi dung tra soat, khi€u nai: Toi da trong
vong 05 ngay lam viéc k€ tir thdi diém MSB yéu cau bd sung thdng
tin, Khach hang phai hoan tét b6 sung thong tin cho MSB. Néu qua
thdi gian quy dinh trén ma Khach hang khdng bé sung hodc khdng bd
sung day du thong tin theo yéu cau hodc chua cung cap thong tin,
MSB cd quyén déng yéu cau tra soat, khiu nai va s& dugc mién trir
bat ky trach nhiém nao lién quan tdi viéc dong yéu cau tra soat, khiéu
nai trén (néu cd).
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d. Trudng hop Khach hang b sung thdng tin day du va hop 1€ theo yéu
cau cua MSB, thdi han giai quyét tra soat, khi€u nai theo quy dinh tai
Piém a, Khoan 4 Diéu nay sé dudc tinh lai ké tir ngdy MSB nhén dugc
day du thdng tin bd sung. Trudng hdp bd sung théng tin nhiéu [an thi
thdi han dugc tinh tir ngady MSB nhén dugc thdng tin bé sung cudi
cung.

Diéu 18: Piéu Khoan phong chong tham nhiing va tuan thua Phap Luat
Trong qua trinh cung cap va st dung dich vu, MSB va Khach hang cam két luén
tuan tha phap luat, bao gobm ca Luat Phong, chéng tham nhiing (nhu khong
dua/nhan hai 16, tham 6, tham nhiing); chiu toan b trach nhiém trudc Phap luat
va boi thudng thiét hai cho cac bén lién quan (néu cd) khi vi pham cam két nay.

Diéu 19: B6i Thuong Thiét Hai

Trong qua trinh thuc hién quyén va nghia vu theo quy dinh tai ban Diéu khoan
diéu kién nay va thda thuan khac (néu cd) gitra Khach hang va MSB, bén nao vi
pham dan t&i gay thiét hai cho bén kia cé trach nhiém bdi thudng toan bd thiét
hai truc ti€p va/hodc gian tiép phét sinh do 16i clia bén vi pham gay ra phu hgp
theo quy dinh cta Phap luat.

Diéu 20: Piéu Khoan Thi Hanh
e Ban Diéu khoan diéu kién nay dudc diéu chinh bdi phap luat Viét Nam. Trong

truGng hgp co tranh chap xay ra, hai Bén sé cung nhau giai quyét trén tinh
than thuang lugng hdp tac dé€ cung nhau tim ra hudng giai quyét co Igi cho
hai Bén. Néu khong thé thuong lugng va giai quyét tranh chdp dugc trong
thsi han ba muai (30) ngay k€& tir ngay phat sinh tranh chdp thi mot trong
cac bén co quyén dua tranh chap ra giai quyét bang phuang thirc trong tai
tai Trung tdm Trong tai Quoc t€ Viét Nam (VIAC) bén canh Phong Thuong
mai va Cong nghiép Viét Nam theo Quy tac td tung trong tai cla Trung tadm
nay véi:

a. sO lugng trong tai vién la ba (03).

b. dia diém trong tai la thanh phé Ha Noi, Viét Nam.

c. ngon ng(r trong tai la ti€ng Viét.
Bén thua kién cd nghia vu thanh toan cac khoan phi, 1& phi lién quan dén thu
tuc t6 tung, bao gdm ca chi phi thué luat su’ (néu cd) ma Bén kia phai bo ra
dé€ giai quyét vu kién.
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e Thoda thuan hgp phap dudi bat ky hinh thirc nao gilra cac Bén déu dudc coi
la phan gan lién va b6 phan khong tach rgi clia ban Diéu khoan diéu kién nay
va c6 hiéu luc phap ly rang budc trach nhiém clua cac Bén.

e Trong qua trinh s dung dich vu, Khach hang déng y rang MSB c6 quyén don
phuang stra ddi, bé sung ndi dung ban Piéu khoan diéu kién nay trén cd s
phu hap véi quy dinh Phap luat va MSB sé& niém yét cong khai trén Ung dung
TNEX va/hodc website www.tnex.com.vn. Tai moi thdi diém, MSB cé thé cdp
nhét, bé sung, stra ddi ndi dung ban Diéu khoan diéu kién nay ma khéng can
phai thong bao trudc hodc chap thuan trudc cia Khach hang dudi bat ky hinh
thi'c nao. Sau khi ban biéu khoan diéu kién nay dugc cap nhat, néu Khach
hang van truy cap va st dung Ung dung c6 nghia la Khach hang d hiéu va
dodng y vdi ban Biéu khoan diéu kién da dudc cdp nhét, bd sung, stra doi.

e Trudng hgp Khach hang cham dit st dung Tai khoan ngudi dung vi bat ky
ly do gi, trtr trudng hgp chi déng dong tai khoan ngudi dung theo quy dinh
tai Diéu 16 Ban diéu khoan diéu kién nay, Khach hang co6 trach nhiém ti€p
tuc thuc hién nghia vu da phat sinh trudc thdi diém chdm dit sir dung Tai
khoan ngugi dung theo quy dinh tai ban biéu khoan diéu kién nay va théa
thuan khac (néu co) giira MSB va Khach hang.
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