Customer Service - US Refund Policy - Order tracking instructions
Chinh sach REFUND RETURN - Hwéng dan theo déi don hang

Puoc ap dung chinh thirc ké tr ngay 25/08/2024

ONOS cam két th&i gian san xuéat trong 3-5 ngay lam viéc (khdng tinh chia nhat) ké tir ngay lén don.

Hwé&ng dan theo déi trackings tai OnosPod

1. Sau khi don hang dwoc day vao san xuét, Quy khach cé thé theo dai tién trinh san xuét cling nhw hanh trinh don hang tai tab In
Production https://seller.onospod.com/en/orders?status=in+production&tab=thisyear

, Eyes Up Here -
% American Tatas
4th of July

Patriotic Men's

Bogey Bros

Polo, Golf

Tennis Polo

Shirt Print

Masters Golf Kyra Patch 1clude Active

#JC-93635-04923 i 8605 Covered Bridge
Polo Shirt 2 Loverea Bride Total:$16.30 Processing

Merchant |D: 577007378201023037 Masters Road, In Production
12 minutes ago Tournament Platte City, 64079, MO-
Shirt 2025 PGA us 9 OnosExpress
Championship
Performance
Outdoors Shirt
Merchant: L
Fulfill: All Over

Print Men Polo

9200190383544603037715

Premium €

Same Design /L

1. tién trinh san xuét
2. hanh trinh don hang

DPé dworc hd tro thém, quy khac c6 thé copy id don hang & phia bén trai dé dwoc hd tro béi doi ngli chdm séc khach hang trong nhém.

Chinh sach hé tro dbi véi don hang POD

1. San pham bij 16i do nha san xuét (bung chi, thiéu clc, ...): khach hang cung cip anh san pham 16i, bd phan support sé rf theo thda
thuan.
2. Nham san pham, sai size, thiéu hang: khach hang cung cip anh san pham 16i, bd phan support sé rf theo théa thuan.

Lwu y: Chi phi scan khéng bao gém trong moi trwérng hop refund/ resend.
Vi cac van dé vé van chuyén déi véi don pod (tracking khéng update, ship sai dia chi, ...) quy khach vui long kéo xubng phia dwéi
ho&c lién hé support trong nhém dé duoc hé tro.

Hwéng dan theo déi trackings tai OnosExpress

Quan ly orders:
a. Login hé théng vao menu > All Orders: https://app.onosexpress.com/orders?status=Delivered
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_)'f Onos Express

1. Trang thai RECEIVED la trang thai nhan hang tai kho va cho di bay.
2. Thoi gian bay VN-US va ban giao USPS la 2-3 ngay lam viéc
3. Tracking sé bat diu update sau khi don hang duoc ban giao


https://seller.onospod.com/en/orders?status=in+production&tab=thisyear

Lwuy:

RECENED Package was received at OnosExpress  Hanoi, VN

PRE TRAMNSIT Shipment created  Hanoi, VN

Shipping Label Created, USPS Awaiting Iterm, & shipping label has been prepared for your

A delivery date will be provided when

CHICAGO, IL, 60634

any inguiries.

waiting [tem

Pre-Shipment, USPS A

Chinh sach ho tro trong qua trinh

erm.

USPS receives the package; contact the shipper ar shipping partner with

van chuyén

1. Cac trwong hop dwoc refund sé& do OnosExpress xac nhan dwa trén thong tin trao ddi gitra hai bén.

2. Tbng gia tri refund cGia 01 don khong vwot qua 15$ (Lwu y: Chi phi scan khéng bao gém trong moi trudng hop).

3. Khach hang bao cho team OnosExpress Customer Service trong vong 30 ngay tinh tlr ngay cé event cudi cung ctia méi don. Sau 30
ngay trén, OnosExpress van hé tro kiém tra va tim kiém hang nhuwng sé khéng chiu trach nhiém refund vi OnosExpress da méat quyén
can thiép vao qua trinh khiéu nai hang cho khach.

4. Céac don yéu cau bang chirng nhw da néu, trong vong 1 thang khach hang khéng cung cap dd bang chirng xac minh, OnosExpress sé
nglrng x ly vi ly do khéng du diéu kién kiém tra.

5. Céc don refund va khiéu nai, c6 thé mét 10-15 ngay lam viéc dé cé dwoc trang thai cudi cling clia don hang, OnosExpress sé& phan hoi
lai v&i khach hang ngay khi cé cap nhat tir don vi van chuyén.

Bén canh d6, khach hang cé thé cha dong lién hé USPS dé dworc gidi dap s&m nhét https://www.usps.com/help/contact-us.htm

STT| Trang Hién thij Trwong hop co thé xay ra Hwéng giai quyét
thai
1 | USPS A. Bi relabel e OnosExpress contact véi don vi van chuyén dé lay
Currently Li do: Label cii c6 van dé& (bi m&, bi rach, bi mat | tracking number méi va g lai cho khach.
Awaiting théng tin do 16i hé théng, v.v.) khién label cii
Package/ khong thé str dung dwoc va budc phai dbi sang | @ Trong trwdng hop don hang bi relabel, nguyén nhan
Unknown label méi (relabel) va trang thai sé dwoc cap nhat | khéng dén tir phia khach hang va don hang khang hién

Status

USPS Currently Awaiting Package

Jet available for your package. It will be available when the shipper provides an update or the package is elivered to USPS.

Sign up for Informed Delivery® t
USPS Currently Awaiting Package

theo tracking number in trén label mai dé.

thi dwoc process (khach hang cung cap bang chirng
khach chwa nhan dwgc hang): OnosExpress refund toan
b6 chi phi ciia don hang.

B. Can thwc té Ion hon can khai bao

Vi du: San pham c6 can nang Ién hon 450 grams
nhwng khach gwri thong tin nhé hon 450 grams
dan dén bi relabel.

Khoéng thudc pham vi refund.

C. Tracking an
sau 15 ngay ké tw

C1. Kho OnosExpress chwa
nhan dworc hang

Khéng thudéc pham vi refund.

ngay tao label
C2. Kho OnosExpress da
nhan dwocc hang va qua 15
ngay thwong tinh tr trang
thai méi nhat trén trang check
ndi bé OnosExpress Global
dén hién tai (calendar days)
Lwu yv: Trwong hop nay chi
dwoc ap dung trong diéu kién
binh thwdng, khéng tinh trong
diéu kién khong kiém soat
dwoc nhw chién tranh, thién
tai, dich bénh,...)

OnosExpress refund theo thda thuan

D. Hang qua tai do chwa dwgc don vi van chuyén
process (Delay process)

Lwu y: Trwedng hop nay chi duwgc ap dung trong
diéu kién binh thwong, khong tinh trong diéu kién
khéng kiém soat dwoc nhw chién tranh, thién tai,
dich bénh,...)

e OnosExpress Customer Service Check v&i don vi van
chuyén dé xt |i hang. Két qua thuwong dwoc phan héi sau
3-5 ngay lam viéc hodc hon trong mét sé trwdng hop
ngoai tam kiém soat (nhw chién tranh, thién tai, dich
bénh,...). Néu sau 3-5 ngay lam viéc ké t» ngay gwi
inquiry van chwa nhan dwoc phan héi tr don vi van
chuyén, OnosExpress sé& email lai d& check lai case.

eSau 10 ngay don chwa dwgc giao cho khach,
OnosExpress refund toan b chi phi don hang.



https://www.usps.com/help/contact-us.htm
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ELECTRONIC NOTIFICATION RECEIVED: YOUR ORDER HAS BEEN PROCESSED AND

[] * EN ROUTE TO DHL ECOMMERCE DISTRIBUTION CENTER
TRACKING WILL BE UPDATED SOON

E. Hang bj delay do hai quan

e Hai quan Viét Nam: Thong thwong delay trong
1 ngay lam viéc.

e Hai quan My: Théng thwong delay trong 3-10
ngay lam viéc vi nhiéu ly do, mét trong sb dé
la Kiém hang trademark (hang héa cé hinh
anh, logo cua cac thuwong hiéu I&én, co6 dang ky
ban quyén thwong hiéu). Néu hang hoa khéng
cd van dé& gi, tinh trang delay s& dwoc
OnosExpress giai quyét som.

Khoéng thudc pham vi refund.

F. Hang bi that lac

Lwu v: Trwedng hop nay chi dwoc ap dung trong
diéu kién binh thuwong, khong tinh trong diéu
kien khong kiém soat dwoc nhw chién tranh,
thién tai, dich bénh,...)

OnosExpress refund toan bé chi phi don hang.
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Hang bi Delay cé bao trwéc qua lau va co thé
that lac

Quéa 20 ngay lam viéc ké tir khi c6 event USPS
Awaiting Item/Tendered sé dugc tinh la hang bi
delay qua lau méac du sau do6 van cé kha nang cao
hang dwoc giao dén tay khach.

Onos Express Customer Service check v&i don vi van
chuyén dé x& |i hang. Két qua thwong dwoc don vi van
chuyén phan hdi sau 3-5 ngay lam viéc hodc hon trong mét
sb trwdng hop ngoai tAm kiém soat (nhw chién tranh, thién
tai, dich bénh,...). Néu sau 2 ngay lam viéc ké tr ngay gui
khiéu nai van chwa nhan dwoc phan héi tr don vi van
chuyén, OnosExpress s& email lai d& check lai case.
OnosExpress refund toan bd chi phi don hang nham gity
traffic cho khach hang, du hang van cé thé sé dwoc giao.

Hang
thiéu/
nham
size

Khach cung cép anh
hodc video (bao gém
bao bi va tinh trang
hang héng/ thiéu) cho
Onos Express Customer
Service dé xac thwc tinh
trang hang trong vong 5

Onos Express Customer Service xac nhan 16i do
dong hang thiéu, déng sai size quan ao

Onos sé& glri lai hang hoéc refund theo yéu ciu ctia khach.




ngay lam viéc ké tir thoi
diém khach nhan dwoc
hang

Khach khéng cung cép
anh hoac video (bao
gom bao bi va tinh
trang hang héng/ thiéu)

Khoéng thudc pham vi refund.

Hang
vo/héng

Khach cung cép video
(bao gém bao bi va tinh
trang hang hong) va tin
nhan néu ré ndi dung
héng hang cho team
OnosExpress Customer
Service dé xac thwc tinh
trang hang trong vong 5
ngay lam viéc ké tir thoi
diém khach nhan dwoc
hang

A.Hang v&/héng trong qua trinh van chuyén
(c6 thdng bao Visible damage ctia don vi van
chuyén).

Néu hang bi hdng & bén trong, OnosExpress tham

dinh mlrc d6 hdng hang va xem xét nguyén nhan.

Onos sé& gl lai hang hodc refund theo yéu ciu cla khach.

B. Hang v&/héng do quy cach déng géi hang
chwa dam bao tinh chéng va dap
OnosExpress xac dinh dwa trén video quy cach
dong goi va két qua dé test va dap do khach hang
cung cap v&i nhiéu chét liéu géi hang khac nhau.

Onos sé glri lai hang hoéc refund theo yéu ciu cta khach.

Khach khéng cung cép
anh hoac video (bao
gom bao bi va tinh
trang hang héng/ thiéu)

Khéng thudéc pham vi refund.

Cac
truong
hop khac
tracking
hién thi:

A. No access

Do diéu kién ngoai canh (thoi tiét, diéu’kién dia
li,...) ma khéng vao dwgc nha khach dé giao hang

Khach cha déng goi hotline USPS 1-800-275-8777 dé lién
hé giao hang, déng thdi team OnosExpress Customer
Service contact dé kiém tra tinh trang don hang. Néu don
vi van chuyén xac nhan don hang bj that lac, OnosExpress
refund toan bd chi phi don hang.

B. Awaiting Delivery
Scan/
Delivery Status Not
Updated

B1. Khach da nhan hang nhwng tracking number
chwa dwgc cap nhat; hoac

Khach chwa nhan dwoc hang (khach hang bat
budéc cung cip bang chirng khach chwa nhan
dwgc hang: tin nhan trao déi, email xac nhan cla
don vi van chuyén)

OnosExpress refund toan bd chi phi don hang.

B2. Sai dia chi do khach nhap sai va duwoc
OnosExpress xac nhan sai dia chi

Khoéng thudc pham vi refund

C. Insufficient Address/

Moved, Left no
Address/

No such number/
Address unknown/
Vacant/
Forwarded/Disposed
by Post
Office/Return to
sender

C1. Sai dia chi do khach nhép sai, thiéu hoac
ngw®i nhan chuyén nha

Khoéng thudc pham vi refund

C2. bia chi khach chwa dang ky dich vu giao
hang tan nha cua USPS .
Khach hang bat budc ra bwu dién dé nhan hang

Khéng thuéc pham vi refund

C3. Dia chi khach ding nhwng USPS khéng
giao dworc hang (khach hang bét budc cung cap
bang chirng khach khong thay ddi dia chi véi don
vi van chuyén, khéng chuyén nha, tén ngwoi nhan
khép voi dia chi dwa trén cac tin nhan trao ddi
va/hodc email xac nhan ctia don vi van chuyén)

OnosExpress Customer Service dong thdi check véi USPS
dé Push xt |i hang. Két qua thwerng dwoc USPS phan hoi
sau 3-5 ngay lam viéc (working days) hoac hon trong moét
sb trwong hop ngoai tam kiém soat (nhw chién tranh, thién
tai, dich bénh,...). Néu sau 2 ngay lam viéc ké tir ngay gt
inquiry van chwa nhan dwoc phan héi tr USPS |,
OnosExpress sé& email lai d& check lai case. OnosExpress
thdm dinh va refund toan bd chi phi don hang.

D. Arriving late

Hang bi Delay ngoai dw kién do USPS wéc tinh
thoi lwong giao hang bi cham vi mét sé nguyén
nhan nhat dinh, phu thudéc vao cac yéu td ndi dia
(yéu tb thoi tiét, chinh tri, xa hdi, v.v...)

OnosExpress Customer Service dong thoi check véi USPS
dé Push x& li hang. Két qua thuworng dwoc USPS phan hoi
sau 3-5 ngay lam viéc (working days) hoac hon trong mét
sb trwdng hop ngoai tAm kiém soat (nhw chién tranh, thién
tai, dich bénh,...). OnosExpress thdm dinh tin nhdn cua
khach va refund toan bo chi phi don hang néu sau 21 ngay
don khéng c6 cap nhat maoi.

E. Notice Left (No
Secure Location
Available/Receptacl
e full/item
oversized)

Khong cé noi dé hang an toan/ hang qua khé

Khoéng thudéc pham vi refund.

F. Held at PO, at
customer request

Khéach yéu cau gitr hang & buu dién

Khoéng thudc pham vi refund.

G. Unclaimed/
Refused

Khach tr chéi nhan hang hodc khéng ra nhan
hang

Khoéng thudc pham vi refund.




TikTok Shop US Refund Policy (ap dung véi do'n hang label Tiktok)

TikTok Shop US cung cép hai tay chon giao hang la “Shipping by TikTok” (Giao hang bai TikTok) va “Shipping by Seller” (Giao hang b&i ngudi
ban). Hién nay, Onos dang hé trg’ ca hai tuy chon cho cac don hang TikTok.

Ship by TikTok: San pham sé& dwoc in &n, san xuat va dong goi bai Onos. Sau d6, don vi van chuyén duoc chi dinh sé tiép nhan goi hang va
van chuyén dén tay khach hang. Véi lwa chon giao hang b&i TikTok, TikTok sé chju trach nhiém va giai quyét bat ki van de nao lién quan dén
van chuyén. Onos chiu trach nhiém doi v&i qua trinh tir khi Ién don va ban giao USPS.

Ship by Seller: Onos sé& in va giao don hang dén tay khach hang.

STT Trwéng hop c6 thé xay ra Hwéng giai quyét

1 | Sau 5-7 ngay don hang khéng c6 update | OnosExpress refund phi ship don hang.
mei

2 | Don hang bi tj\ét lac trwéc khi dén kho | OnosExpress refund phi ship don hang. ( Phi ship = phi ship TikTok thu ctia khach).
USPS/ khéng thé théng quan

3 | Pon hang khéng ship dwoc dén tay khach | - E)f}i v@i label OnosExpress, OnosExpress refund phi ship don hang.
hang thanh céng - DBOi v&i label Ship by TikTok, khéng thudéc pham vi refund.

4 | Bon hang khoéng giao thanh cong do dia chi | Khéng thuéc pham vi refund.
khach sai

TAX US REFUND POLICY

OnosPod va OnosExpress xin tran trong thdng bao chinh sach hoan thué ap dung déi véi cac don hang hoan tra (refund) nhw sau:

e Don hang s dung label Onos hoéc cac 16i phat sinh tlr xwéng (vi du: sai size tag, sai dia chi): Quy khach s& dwoc hoan lai 100% thué
va phi hai quan.

e Don hang s dung label TikTok hodc cac trwdng hop 16i khong xuéat phat tir xwdng: Onos khéng hoan tra thué va phi hai quan.

Onos luén cb gang dé khach hang cé trdi nghiém str dung djch vu tot nhét. Tran trong cdm on quy khéch hang!
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