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THONG BAO

QUY TRINH TIEP NHAN VA GIAI QUYET PHAN ANH, YEU CAU, KHIEU NAI
CUA NGUOI TIEU DUNG

Kinh giri: Quy Khach Hang
Can cit Ludt bdo vé Quyén loi Nguoi tiéu dimg sé 19/2023/0HI15 (“Ludt Bdo vé Quyén lgi
Ngwoi tieu dang”’) va cdc vin ban hwdng dan thi hanh,
Cong ty C6 phan Thyc pham Qudc Té (goi tat 1a “Interfood™) xin thong bao vé Quy trinh tiép
nhén va giai quyét phan anh, yéu cau, khiéu nai cia nguoi tiéu dung nhu sau:
A. Doi twong va pham vi ap dung:
1. Do6i twong ap dung:

Nguoi tiéu ding 1a ngudi dd mua, sir dung san pham, hang hoa cta Interfood cho muc dich
tiéu dung, sir dung cua ca nhan, gia dinh, co quan, t6 chirc va khong vi myc dich thuong

mai.
2. Pham vi ap dung:

- Tiép nhan va giai quyét phan anh, yéu cau, khiéu nai cua nguoi tiéu dung lién quan dén

san pham, hang hoa cua Interfood ma ngudi tiéu dung d6 da mua va st dung.

- Tiép nhan va giai quyét phan anh, yéu cau, khiéu nai cia nguoi tiéu dung lién quan dén
viéc thong tin bi thu thap trai phép, str dung sai muc dich, pham vi da thong bao cho
nguoi tieu dung.

B. Cac budc tiép nhin va gidi quyét phan anh, yéu ciu, khiéu nai:
1. Budec 1: Tiép nhan phan anh, yéu ciu, khiéu nai

- Nguoi tiéu ding c6 thé gii phan 4nh, yéu cau, khiéu nai toi Interfood théng qua cac

phuong thure lién h¢ sau day:
e Duong day nong cham soc khach hang: 028 3815 5855

e Thu dién tir: contact@wonderfarmonline.com

- Noi dung phan anh, yéu cau, khiéu nai va cac thong tin ngudi tiéu dung can cung cap cho

Interfood gom co ban nhu sau:
e Thong tin ca nhan cua nguoi ti€u dung: bao gom ho, tén, s6 dién thoai lién lac;

e Thong tin v€ san pham, hang hdéa ma ngudi ti€u dung cé phan anh, yéu cau, khicu

nai;
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e Thong tin vé qué trinh mua, s dung san pham, hang hoa ctia nguoi tiéu dung; hoa
don ching tir mua hang va thong tin khac lién quan dén giao dich giita ngudi tiéu
ding va to chire, ¢4 nhan Kinh doanh (néu co);

e Noi dung phéan anh, yéu cau, khi€u nai cu the;
e (Cac tai liéu, hinh anh kém theo (néu c9).

- Trong thoi han 03 ngay lam viéc (khong bao gém tht Bay, Chu nhat, ngay 18, tét) ké tir
ngay nhan duoc phan anh, yéu cau, khiéu nai, B6 phan giai quyét khiéu nai cua Interfood
thong bao cho ngudi tiéu dung vé viéce tiép nhan phan anh, yéu cau, khiéu nai cua nguoi
tiéu dung. Truong hop khong tiép nhan phan 4nh, yéu cau, khiéu nai thi Interfood s& néu
rd ly do cho nguoi tiéu dung.

2. Buwéc 2: Xac minh ndi dung phan anh, yéu ciu, khiéu nai

- Sau khi nhan dugc phan anh, yéu cau, khiéu nai, bd phan giai quyét khiéu nai sé lién hé
v6i ngudi tiéu ding dé xac minh va yéu cau cung cap thém thong tin, tai liéu, bang ching
dé 1am r6 nhitng nodi dung lién quan dén phan anh, yéu cau, khiéu nai. Interfood c6 thé

hen gap va lam viéc tryc ti€p véi nguoi tiéu dung cho muc dich xac minh néu trén.

- Nguoi tiéu ding cung cap thong tin, tai liéu, bang chimg trong thoi han 07 ngay 1am viéc,

ké tir ngay nhan duogc yéu cau cua Interfood.

- Trudng hop ngudi tidu dung ty quyén cho t6 chirc, ca nhan khac 1am viéc véi Interfood
thi to chirc, ca nhan dugc oy quyén phai cung cdp van ban iy quyén hop phap: Vin ban
1y quyén cia ca nhan can duoc cong chimg, chiing thuc chix ky. Van ban ay quyén caa
t6 chuc phai c6 dong dau cua td chuc.

3. Budc 3: Thu thap thong tin, tai liéu, bing chirng lién quan dén ndi dung phan anh, yéu

cau, khieu nai

- BO phan giai quyét khiéu nai cta Interfood s& lién hé, yéu cau va phdi hop véi (cac) nha
cung cap, (C4c) to chuc, don vi, phong ban, c4 nhan lién quan dé thu thap thong tin, tai

liéu, bang chung c6 lién quan dén nd1 dung phan anh, yéu cau, khiéu nai.

- Viéc thu thap thong tin, tai ligu, bﬁng ching dugc thuc hién trong thoi han 15 ngay lam
viéc (khong bao gdm thir Bay, Chu nhat, ngay 18, Tét) ké tir ngdy thong tin, tai liéu, bang
chtng c6 lién quan duoc ngudi tiéu ding cung cap day da cho Interfood theo dé nghi cua

Bo phén giai quyét khiéu nai cua Interfood néu tai Budc 2 & trén.
4. Budc 4: Thong bao két qua gidi quyét phan anh, yéu ciu, khiéu nai

- Interfood thong bao két qua giai quyét t6i ngudi tiéu dung trong thoi han 45 ngay 1am
viéc (khong bao gdm thir bay, chu nhat, ngay 18, tét) ké tir ngay tiép nhan phan anh, yéu

cau, khiéu nai.

C. Quy dinh danh riéng cho ngudi tiéu ding dé bi ton thwong theo quy dinh ciia Luit Bio
vé quyén loi ngudi tiéu dung:



1. Trong truong hop Ngudi tiéu dung co yéu cau, phan anh, khiéu nai 13 nguoi tiéu ding

dé bi ton thuong theo quy dinh ctia Luat Bao vé Quyén loi Nguoi tiéu ding, ngudi tiéu

ding can cung cip céc tai lidu, ching ¢t chirng minh minh 13 ngudi tiéu ding dé b ton

thuong pht hop voi cac quy dinh ctia phap luét ¢6 lién quan, bao gdm cac dbi tuong sau:

a
b.
C.
d

d.
e.

g.

Nguoi cao tudi theo quy dinh ctia phap luat vé ngudi cao tudi;

Nguoi khuyét tat theo quy dinh cua phap luat vé nguoi khuyét tat;

Tré em theo quy dinh cua phap ludt vé tré em;

Nguoi dan toc thiéu s; nguoi sinh sdng tai vung ddng bao dan toc thiél} s6 va
mién I}l:li, hai dao, vung c6 di€u kién kinh té - xa hoi kho khan, vung co di€u kién
kinh té - xa hoi dac bi¢t kho khan theo quy dinh cua phap luat;

Phuy nit dang mang thai hoic nudi con dudi 36 thang tudi;

Nguoi bi bénh hiém nghéo theo quy dinh ctia phap luat;

Thanh vién ho ngheo theo quy dinh ctia phap luét.

2. Khi nguoi tiéu ding cung cap dau du tai liéu, chimg ctr chimg minh minh 13 ngudi tiéu

dung dé bi ton thuong theo quy dinh cta phap luat, Interfood trong pham vi trach nhiém,

quyén han ctia minh s€ uu tién trong viéc tiép nhan, xur Iy yéu cau ctia nguoi tiéu dung

s0 v6i quy trinh giai quyét thong thudng ma Interfood dang ap dung tai thoi diém nhan

duogc khiéu nai ctia ngudi tiéu dung dé b ton thuong.

Tran trong thong bao.

CONG TY CO PHAN THU'C PHAM QUOC TE
(DA ky va déng diu)

) SHINYAOMORI
Giam doc ban hang kiem Giam doc tiep thi
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NOTICE

PROCEDURE FOR RECEIVING AND RESOLVING FEEDBACK, REQUESTS, AND
COMPLAINTS FROM CONSUMERS

To: Our Valued Customers

Pursuant to the Law on Consumer Rights Protection No. 19/2023/QH15 (“Consumer Rights
Protection Law ”) and related guidelines,

Interfood Shareholding Company (referred to as “Interfood”) hereby announces the procedure
for receiving and resolving feedback, requests, and complaints from consumers as follows:

A. Subjects and Scope of Application:
1. Subjects of Application:

Consumers who have purchased and used Interfood products for personal, family, agency,
or organizational use, not for commercial purposes.

2. Scope of Application:

- Receiving and resolving feedback, requests, and complaints from consumers regarding
Interfood products that have been purchased and used.

- Receiving and resolving complaints regarding the unauthorized collection, misuse, or
improper use of consumer information beyond the notified scope.

B. Steps for Receiving and Resolving Feedback, Requests, and Complaints:
1. Step 1: Receiving Feedback, Requests, and Complaints

- Consumers may send their feedback, requests, or complaints to Interfood through the
following contact methods:

e Customer service hotline: 028 3815 5855

e Email: contact@wonderfarmonline.com

- The content of the feedback, requests, or complaints and the information consumers need
to provide include:

e Consumer’s personal information: full name, contact phone number;
e Information about the product or goods in question;

e Details about the purchase and usage of the product; receipts or purchase documents,
and other transaction-related information;
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e Specific details of the feedback, request, or complaint;
e Supporting documents or photos, if any.

- Within 3 working days (excluding Saturdays, Sundays, and public and tet holidays) from
the date of receipt, Interfood’s complaint resolution department will notify the consumer
of the receipt. If the feedback, request, or complaint is not accepted, Interfood will explain
the reasons to the consumer.

2. Step 2: Verification of the Feedback, Request, or Complaint

- Upon receiving feedback, request, or complaint, the complaint resolution department will
contact the consumer to verify details and request additional information or evidence.
Interfood may arrange a direct meeting with the consumer for verification purposes.

- Consumers should provide the requested information, documents, or evidence within 7
working days from receipt of Interfood’s request.

- If a consumer authorizes another person or organization to act on his/her behalf, a legal
authorization document is required: individual authorizations must be notarized,
signature-notarized, and organizational authorizations must have the organization’s
stamp.

3. Step 3: Collecting Information, Documents, and Evidence Related to the Feedback,
Request, or Complaint

- The complaint resolution department will contact, request, and collaborate with
supplier(s), organizations, departments, or individuals to collect relevant information and
evidence relevant to the received feedback, request, or complaint.

- The collection process must be completed within 15 working days (excluding Saturdays,
Sundays, and public and Tet holidays) from the date the consumer fully provides the
requested information, documents and evidence to Interfood as per the request of
Interfood’s complaint resolution department as mentioned in Step 2 above.

4. Step 4: Notification of the Resolution Result

- Interfood will notify the consumer of the resolution result within 45 working days
(excluding Saturdays, Sundays, and public and tet holidays) from the date of receipt of
feedback, request, or complaint.

C. Special Provisions for Vulnerable Consumers as per the Consumer Rights Protection

Law:

1. For feedback, requests, or complaints from vulnerable consumers as per the Consumer
Rights Protection Law, documents proving their status according to the relevant laws
must be provided by the consumer, including:

a. Elderly people, as defined by the law on the elderly;
b. Persons with disabilities, as defined by the law on persons with disabilities;



Children, as defined by the law on children;
Ethnic minorities; people living in areas of ethnic minorities, mountainous
regions, islands, economically disadvantaged areas, or areas with special socio-
economic difficulties, as defined by law;

e. Women who are pregnant or raising a child under 36 months of age;

f. People with serious illnesses, as defined by law;

g. Members of households classified as poor, as defined by law.

2. When consumers provide sufficient documents and evidence proving that they are
vulnerable consumers as defined by law, Interfood, within the scope of its
responsibilities and authority, will prioritize receiving and resolving the consumer’s
request over the standard resolution procedure that is being applied at the time the
complaint from the vulnerable consumer is received.

Sincerely,
INTERFOOD SHAREHOLDING COMPANY

(signed and sealed)

SHINYA OMORI
Sales cum Marketing General Manager



