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1. Muc dich

Quy trinh ndy dugc ban hanh nham hudng dan viéc tiép nhan, danh gia va thuc hién
hoan tién (refund) cho khach hang mot cach r6 rang, minh bach, dung trach nhiém, dong thoi
dam bao tinh kiém soat riii ro tai chinh cho cong ty va cong bang trong xir 1y khiéu nai dich

vu.

2. Pham vi ap dung

. Ap dung cho cac Pon hang phét sinh yéu cau Hoan tién tir khach hang (Refun), bao
gom céc truong hop:

Trwoc ontour:

+ Khach hang huy toan b hoac mdt phﬁn dich vu hoac thay ddi sb luong khach
trong tour.

+ Phat sinh cac Yéu tb bat kha khang nhur Dich bénh, chinh tri, thién tai ma Cong ty
khong thé to6 chuc dugc dich vu theo nhu Pon hang da xac nhan.

Trong ontour:

+ Phat sinh do Qua trinh Ontour cé cac Yéu t bat kha khang anh huong dén Hanh
tour nhu Thién tai, Bao, I1,...

+ Phat sinh do qué trinh t6 chirc dich vu tour khong dam bao céc tiéu chudn theo
Pon hang da dugc xac nhan véi Khach hang.

+ Phat sinh do cac yéu t6 khach quan d&én tir Khach hang nhu Om dau ma Céng ty
muon ho trg khach hang.

Sau tour

+ Khach hang/Pai 1y ¢ khiéu nai vé Chat lugng va thoi gian cia Chuong trinh
khong dam bao theo ding ti€u chuan da cam két.

3. Tai liéu lién quan

Chinh sach hoan/huay tour du lich ctia cong ty cong bd vai Khach hang.
Hop ddng cung cip dich vu véi nha cung cip (NCC)
Hop ddng/Pon hang dat dich vu véi khach hang/dai 1y

Bi€u mau ndi bo veé hoan tién

4. Cac tir viét tit va dinh nghia

STT Viét tit Nghia day da
LA Viéc cong ty hoan tra lai mot phﬁn hoac toan bd chi
I Refund (Hoan tién) | "4 b Vi da thu cita khach boi cac 1§ do chinh dang
2 On-tour Thoi diém tir khi tour bat dau dén khi tour két thic
3 NCC Nha cung cap dich vu (khach san, xe, nha hang...)
4 BLD Ban Lanh Pao cong ty

5. Noi dung:
5.1. Phédn loai Refund

Thoi diém Tinh hudng

Trwéc ontour - Huy tour theo chinh sach hoan huy da quy dinh




- Do yéu t6 khach quan: thién tai, bio, cam dudng. ..

- Dich vy khong dat tiéu chuin khéch yéu cu: xe don tré,
Trong ontour (On-tour) phong khong ding loai...

- Phat sinh tir Yéu t6 khach quan ctia Khach nhur 6m
dau/tai nan/... ma dugc Lanh dao cong ty phé duyét

- Khach hang danh gia khong t6t, vi du nhu: Panh gia 1
sao hodc Pai Iy phan hoi chat luong dich vu,...

Sau tour

5.2. Nguyén tic refund:

- Thyc hién ding, du chinh sach Hoan hiiy doi véi Khdach hang dat mua dich vu ciia
Cong 1. Nguyen tic thwe hign Charge phi Hiiy theo diing chinh sdach da thong bdo véi
khdch hang KHONG phu thugc vao vige Nha cung cip cé charge phi hay khéong tinh phi.

- Phdi c¢6 bang chitng, ho so ré rang lam co sé chitng minh Iy do refund doi vi
truwong hop trong va sau tour:

+ Néu do yéu t6 khach quan nhu Bio, 1ii,... phai c6 Bang tinh chi tiét Dich vu Phat sinh
tang la gi? Dich vu phat sinh giam khong xir dung 1a gi? S6 tién phat sinh tang giam bao
nhiéu? Cac ching tir chirng minh cho viéc tang gidm nhu Hinh anh email x4c nhan, phiéu dat
dich vu,...

+ Néu dich vu khong dat tiéu chuan khach yéu cAu can lam rd trach nhiém lién quan
(Do sale khong trao doi ro thong tin dich vu da chot vai khach hang hay do NCC cung cap
dich vu kém chat lugng so vai ti€u chuan,...)

+ Khach hang danh gia khong t6t sau tour vi 1y do gi? Trach nhiém thudc vé ai?
+ Néu 16i tir phia NCC phai yéu cau NCC dén bu phan thiét hai.
- Cac truwong hop khong refund:

Dbi véi cac dich vu NCC khong cho hoan huy nhu vé may bay, vé tau hay khach san
khong cho huy phong

- Xdc dinh sé tién refund:dim bio Cong ty khong bi 16

+ Péi voi code chua ontour: Refund theo chinh sach hoan huy, khong phu thuge NCC
charge hay khong charge, ddm bao refund nhung khong 16

S6 tién refund = S6 tién khach da thanh todn — Phi hity/chi phi khong hoan lai
+ Pdi v6i code ontour

S6 tién refund = S tién khach da thanh toan — Chi phi thyc té di phat sinh

+ Ddi voi code di két thuc theo phé duyét ciia BLD

- Phwong thurc thanh todn:

Khach thanh toan bang hinh thirc nao thi refund bang hinh thirc day

+ Khach thanh toan bang CK/TM thi refund bang CK/TM

+ Khach thanh toan qua cac cong thanh toan thi refund lai qua cac cong thanh toan

5.3. Quy trinh refund
5.2.1. Luu do Quy trinh refund

Buwdéc Luwu do Trach nhiém thyc hién




( Tiép nhén yéu ciu refund )

Tang hop bang chimg va
tinh so tién refund

|

Lép hd sorefund |

l Déng ¥

< Thire hién refund & xédc nhin )

Khing dfjng v

Sale/ Van hanh

Sale + Van hanh

1. Sale lap H6 so Refun
trudc ontour.

2. Van hanh lap HO so
Refun cac TH con lai.

Ké toan + BLD

Ké toan

5.2.2. Dién gidi lweu do

tien refund

tién da thu khach trir di cac chi
phi da phat sinh. Pam bao
refund khong bi 16. Van hanh
va sale phdi hop cing chét sd
+Ddi v6i code di két thiic

nhung nhan phan hoi khong tbt

Bude M6 ti Chi tibt Don vi/Bo | Ching tir di
phan thuc hién kém
Tiép nhan Sale/ Véan hanh tiép nhan thong Email/ tin nhan/
Bude 1 | yéu cau tin refund tr khach hang/ Pai Sale/ Van hanh | thong tin tir
refund 1y. khach
- Thu thap bang chung: hinh
anh, email, phan anh khach...
- Xac nhan trach nhiém cac bén
lién quan
- Tinh sb tién refund:
Téng hop + Dbi V(’?’i coc%e chu:e} ontf)ur: o
bing chﬁ’ng Theo chinh sach hoan huay — Hlnh anh/
Budc 2 va tinh sb Sale 1a nguoi tinh | Sale + Van hanh [ Email/ phan
+ D61 voi code dang ontour: SO anh khach




phai Refund: Tuy vao ting
truong hop dé xuat dé BLD phé
duyét

Sale/ Van hanh 13p ho so hoan
tién, gom:

Phiéu dé xuat

) L,\ h,\ _Ph-;( A A h \ A . . h \ A 5
Bugc 3 | 4P 1059 neu (,ie xud v koanktleni \ Sale/ Van hanh oan t1len, bang
hoan tién - Bang tinh s6 tién dé xuat hoan tinh, bang
- Bang chig di kém (anh, tin ching
nhan, email...)
- Ké toan xét duyét hd so va
Buéc 4 TrlnAh phé thuc hién Arefunsl . o Ké todn - BLD H~0 §or hoan tién
duyét - BLD phé duyét néu hoan tién da lap
do review xau
- K& toan hoan tién theo dung
hinh thtrc thanh toan ban dau
Thuc hign | - 1wong hop nho bén thir 3 Chimg tir thanh
. . | refund cho khach can c6 email I . o
Budc 5 | refund & xac K¢ toan toan, email xac

nhén

xac nhan refund tir bén thir 3

- Guri email xac nhan hoan tién
cho khach hang va cc cac bén
lién quan

nhan refund




PHIEU THEO DOI NOI DUNG SUA POI TAI LIEU

A A - A Ngay ban
Yeu cau sua | pan cia déi | Noi dung Lanban = = |} hisia
doi hanh/swa doi Z.

doi
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DANH MUC VAN BAN THU'C HIEN

Ma hi¢u Tén File Dinh kém
BM-REF-01 Phiéu d¢ xuat hoan tién

BM-REF-02 Bang tinh chi tiét hoan tién

BM-REF-03 Check-list ho so hoan tién
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