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CHINH SACH HO TRQ KHACH HANG

Cong ty C6 phan Giai phap ATOM xin tran trong cam on Quy khach hang da lya st dung dich vu

ctia chung t6i. Viée doc va xac nhan hiéu Chinh sich hd trg khach hang dudi day dong nghia véi

viéc cam két thuc hién “Thoa thuan Sir dung hé théng ATOM Support Center”. Céc ndi dung tai

van ban nay 1a cac thoa thudn mang tinh phép 1y giita Cong ty c6 phan giai phap Atom (sau day viét

tat 1a “ATOM”) vé&i ngudi str dung dich vu cung cép tai trang Website atomsolution.vn (sau day

viét tat 1a “Nguwdi Sir Dung”).

I.

I1.

PINH NGHIA
Website: atomsolution.vn thudc sé hiru hop phap va duy nhit ciia Cong ty C6 phan Giai phap
ATOM, dap tmg cac diéu kién quan Iy thuong mai dién tir theo quy dinh phap luat hién hanh.
Hé thong ATOM Support Center: hé thong hd trg nguoi ding cic van dé lién quan dén cac
dich vu ma ATOM cung cap cho khach hang.
Ngay: Ngay duong lich tir thir Hai dén Chu nhat.
Ngay lam viée: Ngay duong lich tir thir Hai dén th Sau (khong bao gdm thir Bay, Chi nhat,
cac ngay L&, Tét theo quy dinh phép luat Viét Nam.
Su ki¢n bat kha khang: Nghia 14 bat cr sy kién ndo sau day khién mot Bén khong c6 kha ning
thyc hién nghia vu ctia minh theo thoa thuan hodc cam két, bao gom: gom nhung khong gidi han
nhu chap dién, hu hong phan ctng, phan mém, su ¢ duong truyén internet hoic do thién tai ...,
va bat ky su kién nao khac vugt qua su tién li¢u hop 1y ctia khach hang hoac ATOM;
Théng tin Nguoi sir dung (khach hang): Tat ca va bat ky thong tin do khach hang cung cap,
thong tin phat sinh trong qué trinh dét hang va giao dich gitra chung t61 v4i khach hang.
Luit (quy dinh phap luit): luat hodc cac quy dinh phap luat cua nuéc Cong hoa xa hoi chu
nghia Viét Nam.

CHINH SACH HO TRQ KHACH HANG

1. Muc dich: Chinh sach hd trg dugc thiét lap dé dam bao rang moi khach hang va ngudi ding c6

thé tiép can cac dich vu hd tro nhanh chong, hi¢u qud, va phu hop véi nhu cAu cua ho khi st
dung dich vu ctia ATOM. Chung t6i cam két cung cap hd tro toi da dé giai quyét cac van dé dich

vu, san pham, va nhitng yéu cau lién quan dén dich vu quy dinh tai muc 4 Chinh sach nay.
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2. Pham vi ap dung Chinh sach nay ap dung cho tat ca cac khach hang va ngudi ding dang str dung

cac san phém, dich vu ma ATOM Solution cung cép va c6 thuc hién ding ky st dung dich vu

ATOM Support Center cua chiing t6i theo quy dinh bén dudi.

Chinh sach bao gém céc kénh lién lac nhu:

e Trod chuyén tryc tiép (Live Chat)

o Email ho tro

e HO tro qua cac nén tang mang xa hoi (néu cd)

 Hé thong giri yéu cau hd tro (Ung dung hd tro 24/7)

3. Piéu kién ap dung

e Pé ap dung “chinh sach hd trg khach hang” Ngudi st dung phai ding ky sir dung dich vu

ATOM Support Center; Pong thoi xac nhan da doc va hiéu Chinh sach hd tro khach hang (dong ¥

va tudn theo cac diéu khoan dugc quy dinh tai Thoa thuin nay).

* Nguoi st dung truy cap béng bat cu phuong tién (mdy tinh, dién thoai hodc cac thiét bi két ndi

internet khac) thi Nguoi Stir Dung cling phai tudn theo Thoa Thuan nay.

4. N¢i dung hd trg

Chinh sach hd trg khach hang dang ky sir dung dich vu ATOM Support Center bao gdm cac dich vu

cu thé sau:
STT Nhém Dich vu Chi tiét nhém dich vu
1 L4i mit mang may POS mat mang trong qua trinh thanh toan
o) Li khi may POS thanh toan thanh cong nhung khong nhan duoc
giao dich
3 May POS béo 16i khong nhan thé/tlr chdi giao dich
4 Thoi gian xtr 1y giao dich chdm do ung dung thanh toan
5 Lbi giao dich bj treo, khong hoan tat
Gian doan dich vu lién . -
6 . , L3i khong thé thuc hién reversal trén may POS
quan dén thanh toan
7 Lbi khong thé thyc hién settlement
] Li khong thé logon theo timg giao dich (d6i v6i mé hinh
DUKPT)
9 Ldi khong thé khong load dugc key (d6i voi mo hinh DUKPT)
10 May POS khong hién thi QR thanh toan
11 Ung dung trén POS bi 15, ngiig hoat dong
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12 May POS khong nhan dugc giao dich dugc goi tir trang quan ly
ban hang

13 Lbi khong thé 1y duoc thong tin phi giao dich

14 Li khong thé tao tai khoan méi do hé thong khong phan hoi

15 Khéch hang khong nhan dugc mail ma xéc thuc

16 Thong tin khach hang bi trung 13p trong hé thong

17 Submit merchant tir Portal gidi thi¢u khong thanh cong

18 Merchant dugc giri tir Portal hién thi thiéu thong tin

19 | Dich vu lién quan dén Lbi khong giri duge thong tin merchant tir MMS 1én MDP

20 Onboarding khach hang | [ & thong tin merchant giti tr MMS 1&n MDP hién thj khong
ding

71 L&i MDP khong nhan dugc thong tin hd so merchant giri tir
MMS

22 Lbi khong nhan dugc email khi c6 thong tin merchant dugc
submit thanh cong tir Portal

23 Ldi khach hang khong thé tao méi merchant trén MMS

24 Ldi cap quyén truy cap trang merchant portal

25 Béo cao giao dich bi trung 1ap

26 Béo cao khong khép véi lich str giao dich

27 Bdo cao khong thé hién diing thong tin vé ty 18 phi, gia tri tuyét
doi cua phi

28 Béo c4o khong thé hién dung ma thong tin khach hang

29 ) B4o cao khong thé hién dung thong tin lién quan dén TID, MID

Dich vu lién quan dén cua may thuc hién

30| bo c6 giao dich Béo c4o bi thiéu / du giao dich theo diéu kién tim kiém

31 Béo c4o bi sai vé thoi gian thuc hién giao dich

32 Bio c4o bi sai vé thoi gian settlement giao dich
Bio céo bi sai vé xac dinh loai thé gdm: Cac loai thé theo to

33 chirc thé, Céc loai thé theo don vi phat hanh, Céc loai thé theo
noi phat hanh (trong nudc/nudc ngoai)

34 Bio céo giao dich khong duoc cap nhat 1én hé théng

35 | Dich vu lién quan dénrii | g thong log tap trung khong hoat dong

Chinh sdach hé tro khdach hang




ultimate solution

?eg ATOM

ATOM SOLUTION

https://atomsolution.vn

36 | rovan hanh Hé théng log khong hién dii thong tin cua céc dich vu

37 Hé théng bi tAn cong bao mét

38 Hé¢ thdng bi tan cong DDOS

39 Loi cap nhat ban va

40 Lbi dong bo dir ligu giira cac node

41 Khong ddng bo thoi gian

42 Pipeline bi treo

43 Thiéu canh bao/Canh béo gia

44 Tang dot bién luu lugng truy cap

45 Day log

46 Thiét bi thanh toan khong thé thyc hién initialize

47 Thiét bi thanh toan khong thé thyuc hién 1énh logon

48 Thiét bi khong thé khoi dong phin mém AMDM

49 , Phan mém AMDM khong thé tai app, tai hinh anh ..
Dich vu lién quan dén cai - . -

50 it thiét bi Phin mém AMDM khéng thé cai dat app

51 Phan mém AMDM khong nhan Iénh thuc hién server

52 Phin mém AMDM bi treo

53 Thyc hién khoi tao key khong thanh cong trén MMS

54 Dit liéu cai dat thiét b trén trang MDM bi mat

35 Phan mém khong tir gach hoa don

56 Khong thé tao QR code cho khach hang

ST Khong thém san pham duoc

8 . ] Khoéng thém khach hang méi dugc
Dich vu lién quan dén

59 quan 1§ ban hang Ban da thanh todn nhung khong mé lai cho chon

60 Khoéng thé két ndi may POS

61 Khong mo dugce trang e-menu

62 Tao don trén e-menu khong c6 thong bao trén trang quan 1y
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63 Khoéng xac nhan dugc don hang
64 Quét QR code bao 131 "QR khéng hop 16"
65 Khong thém moén dugce sau khi xdc nhan don hang
66 Khong thiét 1ap duoc trang e-menu trén Merchant portal
67 Dié,m thuong ciia don hang khong diing véi ti 1¢ chiét khau da
thiet lap
68 E-menu khong hién thi QR thanh toan
69 Tao don trén e-menu nhung thong tin ban trén trang quan ly
khong dugc cap nhat trang thai
70 Khong nhéan dugc thong bao khi goi thanh todn qua e-menu
71 Hién thi tat ca san pham c6 trang thai Hét hang/Ngimg kinh
doanh trén e-menu
72 Khong hién thi diing danh muc san pham
73 POS khong nhan duoc khuyén mai
74 | Dich vu lién quan dén Lbi khong giri duoc khuyén mai 6 MDP
75 tinh nang khuyén mai Lién két trong khuyén mai khong hoat dong hoic dan dén trang
trén MDP khong chinh xac
76 Khach hang tao khuyén mai c6 hinh anh, nhung hinh anh khong
hién thi trén may POS
77 T61 khong thiy hoa don VAT da xuit trong danh sach héa don
da xuat
78 | Dich vu lién quan dén Khong tim thay thong tin cia MST dé xuét hoa don
79 | hoadon VAT Khong xuat duogc hoa don khi nhap ding MST
80 Hoa don VAT da xuit khong thé hién ding thong tin: MST, san
pham, so lugng, gia,...
81 Khach hang khong thé xuat bao cao giao dich
82 Tbi khong thé loc giao dich theo b loc
Dich vu lién quan bao . . ] ]
83 ) T61 khong theé nhom giao dich
cao : n
84 T61 khong the thém truong thong tin hién thi trong danh sach
giao dich
85 Khong hién thi bién lai héa don ciia giao dich POS/QR
86 | Dich vu lién quan dén tai | Tai khoan khach hang khong truy cap vao dugc hé thong
87 | khoan nguoi ding Khach hang khong nhan dugc email kich hoat
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38 Tai khoan khach hang bi khoa do sai thong tin dang nhép qua
nhiéu lan
89 Ldi sai thong tin ding nhap
90 Khach hang khong thé diang nhap do quén mat khau
91 Khach hang khéng c6 quyén truy cap vao tinh ning
92 Tai khoan bi thu hdi quyén truy cap
HO tro giai dap thic méic o ,
93 vé hé théng Chuyén d6i ngon ngir trén h¢ thong

94 | HO tro giai dap thic mic | Didu kién st dung dich vu Merchant Portal

95 | védich vu khach hang Can c6 tai khoan thanh toan

96 Lbi hé théng 5xx khong truy cap dugc
97 Lbi 404/403
98 Li SocketTimeout khi thuc hién yéu cau 1én host acquirer
99 L3i End Of File khi thyc hién yéu cu 1én host acquirer
100 . , Str dung CPU/RAM/DISK qué murc
Gian doan dich vu
101 Tran bang thong mang
102 Sai ciu hinh DNS
103 Ldi cdu hinh proxy
104 Lbi SSL/TLS
105 Lbi Firewall hoic Security Policy

106 | HO tro khac

5. Cam két ciia ngudi sir dung

a. Khi xem xét viéc ding ky, Ngudi Str Dung cam két ring Ngudi Str Dung:

C6 du tudi luat dinh dé xac 1ap thoa thuén c6 tinh rang budc; hoac
e C6 sy chip thuan trude clia cha me hodc ngudi giam ho hop phap cia Nguoi Str Dung.
b. Dong thoi, khi sir dung ATOM Support Center trén Website, Ngudi St Dung ciing dong y voi

nhting diéu khoan sau:
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7.

Chinh
Public

Sb dién thoai, email dang ky cua khach hang 1a c6 thuc dé x4c dinh danh tinh va thudc so hitu
ctia khach hang. Khach hang co trach nhiém bao mat sb dién thoai, email di dang ky nay.
Trudng hop bi mét hay thay d6i sé dién thoai, email da ding ky, khach hang c6 nghia vu thong
béo cho ATOM trong thdi gian sdm nhat c6 thé.

Chiu trach nhiém trudc phap luat vé muc dich sir dung va tinh chinh x4c cua céc thong tin do
minh cung cdp, dam bao viéc ding ky, st dung dich vu ding phép luat, khong xAm pham dén
quyén loi hop phap cta cac t6 chirc, ca nhan khéc.

Nguoi Sir Dung c6 thé thay doi tén tai khoan nhung tén phai duoc dit tudn theo cac quy dinh
cia ATOM, khong vi pham nhing diéu cam trong Thoa thuan nay.

Tuén thu cac quy dinh va chinh sach tai Website atomsolution.vn.

. Cam két chit hrong

ATOM cam két cung cép dich vu hd tro truc tuyén chuyén nghiép, than thién va ddm bdo giai
quyét van dé ctia khach hang nhanh chéng nhat c6 thé.

Moi yéu cau hd trg s& dugc ghi nhan va luu trir ¢& dam bao viée theo ddi, cai thién chét lugng
dich vu va dap mg dung nhu cau cta khach hang.

Bdo mat thong tin

Moi thong tin c4 nhan va yéu cau hd trg cta khach hang s& dugce bao mat tuyét ddi va chi duoc
str dung cho muc dich giai quyét cac yéu cau lién quan.

Chung t6i khong chia sé, ban hodc cong khai thong tin cta khach hang cho bén thir ba néu

khong c6 su dong ¥ cia khach hang hodc theo yéu cau cta phap lut.

. Gié¢i han trach nhiém

Néu phat sinh rii ro, thiét hai trong trudng hop bat kha khang ngudi dung phai chap nhan nhiing
rui ro, thiét hai néu c6. ATOM cam két s& nd luc giam thiéu nhitng rui ro, thi¢t hai phat sinh tuy
nhién ATOM s& khong chiu bét cit trach nhiém nao phat sinh trong cac truong hop nay.
ATOM hoan toan khong chiu trach nhiém rui ro vé moi giao dich cua Ngudi Sir Dung voi bén
thir ba trong qua trinh sir dung dich vu. Khi Nguoi Stt Dung giao dich véi bén thir ba, Nguoi St
Dung d3 hiéu va dong ¥ tu chiu trach nhiém nhiing rai ro phat sinh.
Trach nhiém phap 1y ciia ATOM cho bét ky thiét hai nao ctia Nguoi Sir Dung s& khong vuot qua
s6 tién ATOM nhan duoc tir Nguoi Sir Dung khi str dung dich vu dang ky.

% Mién trach nhiém
Trong pham vi cho phép t6i da ctia phap luat, Nguoi Str Dung dong ¥ bao vé, bdi thuong va gitr
v6 hai cho ATOM, céc phép nhan phu thugc cia ATOM va cac giam ddc dai dién, can bd, nhan
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vién khoi bat ky va tat ca cac khiéu nai, hanh vi, khoi kién hodc thu tuc td tung, cling nhu bat ky
va tat ca cac thiét hai, trach nhiém, thiét hai va cac chi phi (bao gé)m ca phi luat su) phat sinh tir
hodc lién quan dén viéc Nguoi Sir Dung st dung website hodc Ngudi Str Dung vi pham Thoa

Thuan.

9. Cap nhét chinh sach D¢ tuan thu cac quy dinh phap luat, cac diéu khoan quy dinh tai Chinh sach

nay c6 thé duge cap nhat, chinh sira bat ctr lic nao ma khong can phai thong béo trudc t6i Nguoi Sir

Dung. ATOM s& cong bd rd trén Website atomsolution.vn vé nhitng thay doi, bd sung do.

10.

a.

Quyén va Nghia vu ciia Nguoi sir dung

Quyén ctia Nguoi Str Dung:

Khi tham gia website nguoi st dung s€ dugc dam bdo céc quyén lgi sau:

Quyén duoc tu do thay d6i mat khau tai khoéan tai website dé thuc hién céc giao dich.

Quyén dugc bao mat thong tin tai khoan.

Quyén duoc bao dam bi mat thong tin cia Nguoi Str Dung.

Nghia vu cua Nguoi Sir Sung

Tuén thu quy dinh tai Chinh sach nay va cac quy dinh phép luét lién quan.

Nguoi St Dung c6 trach nhiém bao mat thong tin tai khoan, email, s6 dién thoai, néu nhiing
thong tin trén bj tiét 1o dudi bat ky hinh thirc nao thi Nguoi Sir Dung phai chip nhan nhimng rai
ro va thiét hai phat sinh. ATOM s& can cir vao nhimng thong tin hién c6 trong tai khoan dé lam
cin ctr quyét dinh chu sé hiru tai khoan néu co6 tranh chip va ching t6i s& khong chiu trach
nhiém vé moi ton that phat sinh.

Nguoi Sir Dung dong v s& thong bao ngay cho ATOM vé bat ky trudng hop nao sir dung trai
phép tai khoan va mat khau ctia minh hodc bat ky cac hanh dong pha v& hé théng bao mat nio.
Nguoi Str Dung chiu trach nhiém hoan toan trong viéc bdo mat tén dang nhap va mat khau. Vi ly
do bao mat va tranh truy cp trai phép, Ngudi Sir Dung phai dang xuit khoi trang mang vao cubi
mdi 1an sir dung theo dung trinh tu. Trong moi trudng hop, ATOM sé& khong chiu trach nhiém
cho bat ky thiét hai hoic mat mat cta bat ky van dé nao phat sinh va/hodc phai anh hudng bai
Nguoi St Dung va/hodc béi bét ky bén tht ba la két qua cua viéc truy cép va’hoac st dung tai
khoan trai phép.

Ngudi Str Dung s& khong giri hodc truyén bat ky thong diép nao mang tinh quang céo, moi goi,
thu day chuyén, co hoi dau tu hay bat ky dang lién lac c6 muyc dich thwong mai nio ma nguoi

dung khong mong muodn, thu rac hay tin nhan rac.
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Nguoi Str Dung s& khong guri hodc truyén bat ky thong tin hodc phan mém nao c6 chira bat ky
loai virus, Trojan, bo hay cac thanh phén nguy hai nao.

Khi phét hién ra 16i cia ATOM, Nguoi Sir Dung thong bao cho ATOM qua thong tin lién lac
bén dudi.

Nguoi Sir Dung co thé s& bi xur phat vi pham hanh chinh, bi truy td trach nhiém hinh sy néu
Ngudi Sir Dung vi pham vé quyén tac gia, quyén lién quan khi sir dung website.

Thuc hién quyén va trach nhiém khac theo quy dinh phap luit.

11. Quyén va trach nhi¢m ciia ATOM

a. Quyén ciia ATOM

e Cung cép thong tin ciia Ngudi Sir Dung khi ¢6 yéu cau cia co quan nha nudc c¢6 thaim quyén.

e Truy cdp vao tai khoan cua khach hang khi can thiét.

e ATOM c6 toan quyén, vao moi lac, cAm hodc tir chdi truy cap ctia Ngudi Str Dung vao tai khoan
hodc bat ky phan nio clia website ngay lap tic va khong can bao trudc néu cho rang Ngudi Str
Dung di vi pham bt ctr diéu khoan ndo trong ban Thoéa Thudn ndy, hodc viéc cAm truy cap xudt
phat tir nhan dinh cia ATOM, khi ATOM cho rang tir chdi d6 phtt hop va can thiét trong tham
quyén ciia ATOM.

b. Trach nhiém cua ATOM

e (6 trach nhiém hd tro chu tai khoan trong qua trinh str dung website

e (¢ trdch nhiém bdo dam bi mat thong tin riéng, thong tin cd nhan clia nguoi st dung, thong bao
cho nguoi sir dung vé quyén, trach nhiém.

e Bao dam quyén quyét dinh ctia ngudi st dung khi cho phép thong tin c4 nhan ciia minh duoc
cung cép cho t6 chire, doanh nghiép, cd nhan khéc.

e Nhén va giai quyét khiéu nai ctia khach hang cac trudng hop phat sinh trong qua trinh sir dung
dich vu, tuy nhién chung t6i chi hd trg, nhan va giai quyét ddi véi tai khoan dang ky day du
thong tin, trung thuc va chinh xac.

12. Piéu khoin chung

e ATOM bao luu quyén sira d6i Chinh sach va cac thong tin ma minh s& hitu ma khong can thong
béo trude, bat cir lic nao, bao gdm nhung khéng gidi han thu phi dé truy cép va/hodc sir dung
website.

e Viéc ATOM khong thuc hién hodc thuc thi bat ky quyén hodc diéu khoan nao tai Chinh sach
nay s€ khong duogc coi 1a tir bo quyén hodc diéu khoan d6, ma van sé& c6 hiéu luc dbi véi ATOM.
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13.

Céc diéu khoan ctia Chinh sach nay 1a doc 1ap va tach biét v6i nhau. Néu bat ky diéu khoan nao
khong c6 hiéu lyc hoic khong c6 gia tri thi hanh vi bat ky 1y do nao, thi diéu khoan d6 s& dugc
diéu chinh can thiét dé c6 gia tri va ¢ hi¢u luc, hodc néu no khong thé diéu chinh, loai bo va cac
diéu khoan con lai ctia Chinh sach van c6 day dua gia tri va hiéu luc khi Thoa Thuén trong chinh
sach nay duoc ky két véi cac diéu khoan khong hop 18 khong thé diéu chinh hoic loai bo.

Nguoi Sir Dung tir bo quyén khoi kién dbi véi bat ky hanh vi ndo xay ra giita hai Bén. Chinh
sach ndy va moi quan hé ctia Nguoi Sir Dung véi ATOM theo Chinh sach nay sé duogc diéu
chinh bai phap luat ciia Nha nude Viét Nam ma khong can biét dén mau thuin cac quy dinh cua
phap luat. Nguoi St Dung va ATOM dong y chon Trung tdm Trong tai Qudc té Viét Nam
(VIAC), theo Quy tic t tung trong tai cua Trung tAm ndy dé giai quyét cic van dé phép 1y phat
sinh tir Thoéa Thuan.

Thoa Thuan trong chinh sach nay cé gia tri rang budc voi Ngudi Str Dung ké tir thoi diém
Ngudi Sir Dung dong ¥ trong qué trinh dang ky tai khoan.

Lién hé Moi yéu cau hodc thic mic vé chinh sach hd trg, xin vui long lién hé:

Email: hotro247@atomsolution.vn

SO dién thoai: 1900 3353

Trang web: https://atomsolution.vn/

Ung dung hd trg 24/7: https://support.atomsolution.vn/

Chung t6i rat mong nhan duoc su hop tic cua quy khach hang dé dich vu hd tro duoc hoan thién

hon moi ngay.

Chan thanh cam on!
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