QUY PINH HO SO, TRINH TU, THU TUC MO, SU DUNG
TAI KHOAN THANH TOAN VA XU LY TRA SOAT, KHIEU NAI

1. HO0 so mé TKTT

1.1.

1.2.

Poi véi TKTT cia Khach hang c& nhan bao gdbm cc tai liéu, thong tin, dit liéu sau:
Thoa thuan ma, sir dung TKTT va dich vu ngan hang - ca nhan.
Céc tai liéu, thong tin, dit liéu vé Gidy to tiry than caa Khach hang 1a ca nhan:

+ Ddi voi ca nhan 1a cong dan Viét Nam: Thé Can cudc cong dan hodc Thé cin cude
hodc Can cuée dién tir'.

+ Dbi voi ca nhan 1a nguoi gbe Viet Nam chua xac dinh duogce qudc tich: Gidy ching
nhan can cudc.

+ Ddi v6i ca nhan 13 ngudi nude ngoai: (i) HO chiéu hoic Gidy to khac chirng minh
duoc nhan than do co quan c6 thAm quyén nudce ngoai cp, ddi voi nguoi nude ngoai
cu tra tai Viét Nam phai c6 thém thi thuc nhap canh hodc gidy to c¢6 gia tri thay thi
thuc hodc gidy to chimg minh dugc mién thi thuc nhap canh hodc (ii) Danh tinh dién
tur (thong qua viéce truy cap vao tai khoan dinh danh dién tor mac 4o 02).

Céc gidy to, thong tin, dir liéu khac theo quy dinh x4c thyc Khéch hang ciia NHCT timg
thoi ky.
Poi véi TKTT ciia Khach hang ca nhan mé théng qua ngwoi giam ho/ngwoi dai dién

theo phap luat bao gém cac tai liéu, thong tin, dir lidu sau:

1.3.

Thoa thuan md, sit dung TKTT va dich vu ngan hang - ca nhan thong qua nguoi giam
hd/nguoi dai dién theo phép luat.

Céc tai liéu, thong tin, dit liéu vé Gidy to tiy than ctia Khéch hang 1a c4 nhan hoic Gidy
khai sinh ddi v&i ngudi dudi 14 tudi chua co Thé can cude.

Tai li¢u, thong tin, dir liéu ctia nguoi gidm ho/ngudi dai dién theo phap luét:

+ Truong hop nguoi giam hd/ngudi dai dién theo phap luét 1a cd nhan: Céc tai liéu,
thong tin, dir liéu phuc vu viéc nhan biét, x4c minh thong tin nhan biét cua nguoi giam
ho/ngudi dai dién theo phép luat va gidy to chirng minh tu cach dai dién hop phap cua
ngudi giam ho/nguoi dai dién theo phap luat ddi véi ca nhan mo TKTT.

+ Truong hgp nguoi giam ho/nguoi dai dién theo phap luat la phap nhan: Tai liu, thong
tin, dir liéu phuc vu viéc nhan biét, x4c minh thong tin nhan biét cua phap nhan theo
quy dinh va gidy t& chirng minh tu cach dai dién ctia phap nhan d6 ddi véi ca nhan
md TKTT.

Céc gidy to, thong tin, dir liéu khac theo quy dinh xac thuc Khach hang cia NHCT timg
thoi ky.

Poi véi TKTT ciia Khach hang té chirc bao gom céc tai liéu, thdng tin, di liéu sau:
Thoéa thuan mao, st dung TKTT va dich vu ngan hang - td chure.

Céc tai liéu, thong tin, dit liéu dé xac minh thong tin nhan biét Khach hang theo quy dinh
tai Ludt phong, chéng rira tién? kém theo cac tai liéu, thong tin, dir li¢u cia nguoi dai dién

! Viéc sir dung Cén cude dién ti (VnelD) thyc hi¢n theo Vian ban husng dan cu thé cia NHCT trong tirng thoi ky
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14.

hop phap, ngudi duge Gy quyén, ké toan trudng hodc ngudi phu trach ké toan (néu co) theo
quy dinh.

Cac gidy to, thong tin, dir lidu khac theo quy dinh xac thuc Khach hang cua NHCT timg
thoi ky.

Péi véi TKTT chung bao gom céc tai liéu, thong tin, di liéu sau:

Thoéa thuan mao, sir dung TKTT chung va dich vu ngan hang.

Tai liéu, thong tin, dir liéu cua Khach hang mé TKTT chung:

+ Truong hop Khéch hang mo TKTT chung 1a c4 nhan: Bao gdm céc tai liéu, thong tin,
dir liéu theo quy dinh dbi véi Khach hang c& nhan hodc Gidy khai sinh ddi voi ngudi
dudi 14 tuoi.

+ Trudong hop Khach hang mé TKTT chung 1a t chirc: Bao gdm cac tai liéu, thong tin,
dit liéu theo quy dinh dbi voi Khéch hang to chie.

Thoa thuan viéc quan 1y va str dung TKTT chung giira cac chu thé ding tén mo TKTT (néu
Khach hang c6 nhu cau 1ap Vian ban thoa thuan riéng hodc nhu cau thoa thuin ngoai cac
ndi dung da duoc thiét ké trong mau Théa thuan mo, sit dung TKTT chung).

Céc gidy to, thong tin, dir liéu khac theo quy dinh xé4c thuc Khach hang ciia NHCT ting
thoi ky.

2. Trinh tu, thu tuc mé TKTT

2.1.

2.2.

Khi Khéch hang ¢6 nhu cau mé TKTT (bao gdm Khach hang 1a ngudi khuyét tat, ngudi
khong du nang lyc hanh vi dan sy, nguoi bi mét hodc han ché nang luc hanh vi dan su),
Khéch hang cung cip cac tai liéu, thong tin, dit liéu dé xac minh thong tin nhan biét Khach
hang theo quy dinh.

NHCT kiém tra tinh hop phap, hop 18 va ddi chiéu dam bao sy khép dung, chinh xac cua
cac tai lidu, thong tin, di liéu trong hd so md TK do Khach hang cung cap va tién hanh xac
minh théng tin nhan biét chi TKTT ca nhan, xac thuc nguoi dai dién hop phap cua té chic
ddng thoi thuc hién nhan biét Khach hang theo quy dinh vé phong chéng ria tién, tai tro
khung b, tai tro pho bién vii khi hay diét hang loat, quy trinh nhan biét Khach hang; thuc
hién quy dinh chinh sach chap nhan Khéch hang cia NHCT va cac quy dinh sau:

2.2.1. Béi chiéu thong tin sinh tric hoc

Déi v&i chu TKTT la ca nhan:

+ Truong hop Chu tai khoan hodc nguoi dai dién 1a ca nhan stir dung Thé can cude hoac
can cuoc dién tir hodc thé Can cudc cong dan (cé bd phan luu trir thong tin) hodc danh
tinh dién ti, NHCT gap mat truc tiép Chu tai khoan hodc nguoi dai di¢n cua Chu tai
khoan va thuc hién kiém tra d6i chiéu Giay to tily than, dbi chiéu khép dung thong tin
sinh tric hoc ctiia Chu tai khoan hodc nguoi dai dién cua Chu tai khoan theo quy dinh;

+ Truong hop Chu tai khoan hodc nguoi dai dién 1a c& nhan s dung Thé Can cude cong
dan (khong c6 bo phan luu trir thong tin) hodc gidy khai sinh ddi voi nguoi dudi 14
tudi chua c¢6 Thé can cude hodc hd chiéu, NHCT gap mat truc tiép Chu tai khoan hoac
ngudi dai dién ciia Chu tai khoan va thyc hién kiém tra, ddi chiéu Giy to tiy than,
dbi chiéu khép dung thong tin sinh tric hoc ctia Chu tai khoan hodc ngudi dai dién
ctia Chu tai khoan véi thong tin sinh tric hoc hién thi trén Gidy to tiy than clia nguoi
do;



2.2.2.

2.3.

+ Truong hop Chu tai khodn 1a c4 nhan ngudi nude ngoai khong cd mat tai Viét Nam,
NHCT thyc hién xac minh thong tin nhan biét Khach hang théng qua bén tht ba hodc
théng qua viéc thué té chirc khac.

+ Trudng hop nguoi dai dién 1a t chire thuc hién theo quy dinh ddi véi t6 chuc.

Déi voi cha TKTT 1a té chuc:

+ Truong hop Chu tai khoan la td churc duge thanh 1ap va hoat dong tai Viét Nam (trur
truong hop theo quy dinh cia NHCT), NHCT gip mit truc tiép nguoi dai dién hop
phép cua Chu tai khoan, thuc hién kiém tra xac minh thong tin ngudi dai dién hop
phéap cuia Chu tai khoan theo quy dinh.

+ Truong hop Chu tai khoan 1a phap nhan nude ngoai (trir trudng hop theo quy dinh
cia NHCT), NHCT dugc thuc hién xac minh thong tin nguoi dai dién hop phép cua
Chu tai khoan qua bén thir ba hodc thué t6 chirc khac nhung phai dam bao bén thir ba
hoic t6 chirc khic gap mit truc tiép ngudi dai dién hop phép ctia Chu tai khoan va
thuc hién kiém tra, dbi chiéu Giay to tiry than, d6i chiéu khop ding thong tin sinh tric
hoc clia nguoi dai dién hop phéap véi thong tin sinh tric hoc hién thi trén Gidy to tiy
than cua nguoi do.

Déi véi TKTT chung:

+ Truong hop chit TKTT chung 1a ¢4 nhéan thuc hién theo quy dinh ddi v6i ca nhan;

+ Truong hop chit TKTT chung 1a t6 chirc thuc hién theo quy dinh ddi véi to chiic.
Trong truong hop Khach hang dang ky giao dich trén phan mém tng dung cung cap dich
vu truc tuyén ciia NHCT (Ipay, eFAST, ...), NHCT phai kiém tra thong tin vé s6 dién thoai
ctia Chu tai khoan hoic nguoi dai dién ciia Chu tai khoan (ddi véi Khach hang ca nhan),
ngudi dai dién hop phap cia Chu tai khoan (ddi véi Khach hang t6 chirc) dam bao thong
tin vé ngudi sir dung s6 thué bao tring khop thong tin trén Gidy to tly than cua ngudi do.
Sau khi hoan thanh viéc kiém tra, d6i chiéu va xac minh thong tin nhan biét Khach hang,
NHCT thyc hién:

Truong hop céc tai liéu, thong tin, dit licu da déy du, chinh xéc, hop phap, dam bao sy khép
dlng gitra cac thong tin, yéu t6 ké khai tai Thoa thuan mé, st dung TKTT va dich vu ngan
hang v&i cac tai liéu, thong tin, dit 1iéu phuc vu viéc nhan biét, xac minh thong tin nhan biét
Khéch hang va phu hop véi quy dinh vé chinh sach chap nhan Khach hang, quy dinh phong
chdng rira tién, tai tro khung bd, tai trg phd bién vii khi huy diét hang loat cia NHCT,
NHCT cung cap cho Khéach hang ban “Piéu khoan, diéu kién vé mo, st dung TKTT” hoic
truyén thong, hudng dan Khach hang tim hiéu “Piéu khoan, diéu kién vé ma, sir dung
TKTT” trén website caa NHCT®/ban niém yét cong khai tai NHCT.

Truong hop cac tai liu, thong tin, dit 1iéu chua de‘iy du, chinh xac hoac khong khdp/chua
khép dung gitra cac théng tin, dir liéu tai Thoa thuan mo, st dung TKTT va dich vu ngan
hang véi cac tai liéu, thong tin, dit liéu phuc vu viéc nhan biét, x4c minh théng tin nhan biét
Khéch hang hodc/va khong phii hop chinh sach chap nhan Khach hang, quy dinh vé phong
chdng rira tién, tai tro khung bd, tai trg phd bién vii khi huy diét hang loat cia NHCT,
NHCT théng bao cho Khach hang dé kiém tra, hoan thién hd so hoic tir chdi mé TKTT va
néu rd 1y do cho Khach hang biét.

¥ KH vui long quét QRcode trén mau Thoa thuan mé, sir dung TKTT va dich vu ngan hang dé truy cap ban Diéu khoan, diéu kign
Vvé ma@, sir dung TKTT trén website caa NHCT



2.4.

2.5.

Truong hop phat hién Kh&ch hang str dung tai liéu, thong tin, dir liéu gia mao, khong hop
phap hoidc Khach hang thugc Danh sach den theo quy dinh phép luat phong chdng rira tién,
NHCT béo c4o co quan c6 thdm quyén, xt 1y theo quy dinh phap lust va NHCT.

Sau khi Khach hang dong ¥ véi cac noi dung vé thoa thudn mé va sir dung TKTT, NHCT
thue hién mé TKTT va thong bao cho Khach hang vé s hiéu, tén TKTT, ngay bat dau hoat
dong cua TKTT.

Quy dinh tai Muc 2.2.1 va Muc 2.2.2 khong ap dung ddi véi truong hop mo TKTT vén dau
tu gian tiép.

3. Quy dinh vé xir Iy tra soat, khiéu nai

3.1.

3.2.

Nguyén tic thye hi¢n

Viéc tra soat khiéu nai trong st dung TKTT dugc thuc hién theo quy dinh cia tirng san
pham dich vu str dung TKTT. Khach hang dugc quyén dé nghi tra soat, khiéu nai theo thoi
han trong quy dinh cua san phém dich vu can tra soat, khiéu nai nhung khong it hon 60
ngay ké tir ngay phat sinh giao dich yéu cau tra soat. Trudng hop ty quyén cho ngudi khac
dé nghi tra soat, khiéu nai, Khach hang thuc hién theo quy dinh cia phéap luat vé ty quyén.
Viéc tiép nhan thong tin tra soat, khiéu nai theo mot (01) trong cac hinh thtc sau:

+ Tbng dai dién thoai (c6 ghi 4m, hoat dong 24/24 gid trong ngay va 7/7 ngdy trong
tuan) va cac kénh twong tac dién tir khac do Trung tim Dich vu Khach hang quan 1y
theo quy dinh ctia NHCT tai tung thoi ky hodc kénh tiép nhén thong tin tra soat, khiéu
nai khac theo quy dinh cia NHCT: Khach hang thong béo va cung cp cac thong tin
can thiét dé xac minh Khéch hang.

+ Truc tiép tai cac DPiém giao dich: Khach hang 1ap vin ban yéu cau tra soat, khiéu nai
theo Mau quy dinh cta san ph'flm dich vu c6 giao dich can tra soat, khiéu nai hodc
theo MAu gidy dé nghi tra soat, khiéu nai — MS07-GDNTS/PL3.

+ Hinh thtc tiép nhan khac theo quy dinh ctia NHCT (néu c6).

NHCT c¢6 trach nhiém tra 1oi hodc xur 1y kip thoi cac khiéu nai ctia Khéch hang trong thoi
han theo thoa thuan nhung khong qua 30 ngay lam viéc ké tir ngay tiép nhan duoc yéu cau
khiéu nai caa Khéach hang theo quy dinh.

NHCT thyc hién ngay céac bién phap dé tam dimg dich vu khi Khéach hang dé nghi do nghi
ngd c6 gian 1an, lira ddo hodc ton thét.

Xir Iy két qua tra soat, xir Iy khiéu nai

Trong thoi han tdi da 05 ngay lam vigée ké tir ngay thong bao két qua xir 1y tra soat, xir 1y
khiéu nai cho Khéach hang, NHCT thuc hién boi hoan tn thit cho Khéach hang theo thoa
thuan va quy dinh cta phap luat hién hanh ddi véi nhing ton that phat sinh khong do 16
ctia Khéch hang va/hodc khong thude cac truong hop bat kha khang theo quy dinh ciia phap
luat; thoa thuan vé Piéu khoan, diéu kién vé mo, su dung TKTT va thoa thuén khac (néu
co).

Trong truong hop hét thoi han giai quyét tra soat, xtr 1y khiéu nai dugc quy dinh ma van
chua x4c dinh duoc nguyén nhan hay 16i thudc bén nao thi trong vong 15 ngay lam viéc
tiép theo, NHCT thoa thuan v6i Khach hang vé phuong an xu 1y, néu khong thoa thuan
duoc phuong an xu 1y thi viée giai quyét tranh chip duogc thuc hién theo quy dinh cta phap
luat.



3.3.

Trudng hop phat hién vu viée co déu hiéu toi pham, NHCT thyc hién tb giac, bdo tin cho
co quan nha nude c6 thim quyén theo quy dinh ctia phap lut vé té tung hinh sy va bao cdo
bang Vin ban cho NHNN (Vu Thanh toan, NHNN khu vuyc trén dia ban); dong thoi thong
bao bang van ban cho Khach hang vé tinh trang xtr 1y dé nghi tra soat, khiéu nai. Trong
trudng hop co quan nha nude cd tham quyén théng bao két qua giai quyét khong cé yéu tb
t6i pham, trong vong 15 ngay lam viéc ké tir ngay c6 két ludn cua co quan nha nudc co
thidm quyén, NHCT thoa thuan véi Khach hang vé phuong an xir 1y két qua tra soat, xur 1y
khiéu nai.

Phoi hop tra soat giira cac té chirc cung vng dich vu thanh toan

NHCT phéi hop véi t6 chirc cung tng dich vu thanh toan khac dé xu 1y kip thoi cac yéu
cdu tra soat trong thanh toan ty nhiém chi, Gy nhiém thu: Trong vong 04 ngay lam viéc ké
tir thoi diém nhan duoc yéu cau tra soat bén nhan yéu cau tra soat phai tra 11 yéu cau/két
qua tra soat cho bén yéu cAu tra soat hodc thuc hién hoan tra lai 1énh thanh toan c6 thong
tin yéu ciu tra soat.

Trudng hop tra soat, khiéu nai nghi ngo gian 1an gia mao, lra déo lién ngan hang: Thuc
hién céc budc, bién phap han ché rui ro, phdi hop gitta cac to chirc cung tng dich vu thanh
toan theo quy dinh, quy trinh, S6 tay hudng dan phdi hop hd tro xtr 1y rui ro ddi véi tai
khoan lién quan dén giao dich chuyén tién/thanh toan nghi ngd gian 1an gia mao, lira dao
cua Hiép hoi ngan hang va quy dinh cua NHCT tung thoi ky.
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M
VietinBank™
PE NGHI TRA SOAT, KHIEU NAI
INVESTIGATION/COMPLAINT REQUEST FORM

Kinh g&i: Ngadn hang TMCP Cong Thwong Viét Nam - Chi nhanh / To: VietinBank
BIANCN....c bbb

T&Nn KhAch hang*/ Customer's NAMe: ... ..........cccceeeeuevieesiieeeeeeeee et
S6 GTTT® Personal identification paper NUMDEr ...........cc.co.coverevrnen, Ngay cap Date of issue
........................................................................... Noi cap Place of issue.
S6 gidy to thanh lap/hoat dong®/ Establishment/Operation License NO. ...........coveveeveeeriesesesnenenn.
Toi/chling tdi ma tai khoan thanh toan sé / 1/we open the current account nUMbEr .............c.........
Tai Ngan hang TMCP Co6ng thuong Viét Nam Chi nhanh / at VietinBank Branch........................ :
Néi dung dé nghi tra soat, khiéu nai / Investigation/complaint conNtents: ............cccoevveervrrrnennn.
Thong tin ngwoi 11EN he / Contact INFOrmation: ...
S6 GTTT Personal identification paper NUMDES ..........c..cccoevvrevrrerrnnn, Ngay cap Date of issue
........................................................................... Noi cap Place of issue.
S6 dieN thoai / TEIEPNONE NO. ...ttt
D18 CHI /T AQUIESS. ..ot e et e et e sbe e st e e s be e e te e saeeebeesbeeeteesaeeeaes
Xac nhan caa Ngan hang The Bank’s certification
Ngay, gio tiép nhan/ Receiving date/hour .........cccoeeveeeeeeiees ceeeea ,ngay DDD... thingMMM... nam
Giao dich vién (Teller) Kiém soat vién (Supervisor)  YYY....
(Ky, ho tén) (KY, ho tén) Khéch hang” The Customer
(Signature & full name) (Signature & full name)

Luu y: Mdu nay dwoc sir dung khi KH dé nghj tra soat khiéu nai tai kénh quay. Khi trién khai viéc
tiép nhdn tra soat khiéu nai trén kénh dién tir, Pon vi phét trién SPDV c6 thé sir dung mau nay
hodc thiét ké mdu theo nhu cau. Notes: This Form is used for investigation/complaint request at
counter. When online investigation/complaint request is received, the Product and Service
Development Unit may use this form or design the form at the request.

4 Ghi tén khéch hang ca nhan/td chirc Insert name of individual/corporate customer

5 Néu la khach hang c4 nhan In case of individual customer

8 Néu la khach hang té chire For corporate customers

7 La Chu tai khoan hogc nguoi dai dién hop phap ky, ho tén, dong dau (néu c6) hozc st dung chit ky s6 As the Account Holder or
the legal representative, providing signature, full name and stamp (if any) or digital signature



