* | KANGAROO
A\ QUOC TE /;

QUY TRINH PHAN HOI VA XU LY KHIEU NAI

COMPLAINTS HANDLING PROCESS

Ma hiéu tai liéw/ Document Code: KGR-XLKN/01
Ngay ban hanh/ Date issued: 01/09/2023

LAn ban hanh/ Times issued: 01




QUY TRiNH PHAN H()I Mai tai liéu: KGR-XLKN/01
x . DO E Document Code: KGR-XLKN/01
Kangaroo VA XU LY KHIEU NAI Ngay ban hanh: 01/09/2023
COMPLAINTS HANDLING PROCESS Date issued: September 01,2023
BANG THEO DOI NHUNG THAY DOI
CHANGES TRACKING TABLE
Ngay sira dbi i e )
Vi tri Noi dung sira doi Lan sira | Ghichua
Modification
Position Content Revision Notes
date




QUY TRiNH PHAN HOI Ma tai liéu: KGR-XLKN/01
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1(8093! 0o VA XU LY KHIEU NAI Ngay ban hanh: 01/09/2023
COMPLAINTS HANDLING PROCESS Date issued: September 01,2023

Pon vi phat hanh Cong ty Cb phin Lién doanh Kangaroo Quéc té

Issuer Kangaroo International Joint Venture Company

L

PHAN CHUNG/ GENERAL PART:
1.1 Muc tiéw/ Purposes:
Quy trinh nay chi ra thi ty thuc hién, cting nhu trich nhiém cta cac bo phéan trong phfii hop voi
nhau xir 1y khiéu nai ctia khich hang./ This procedure specifies the order of implementation as

well as the duties of the departments in cooperating with one another to resolve consumer

complaints.

1.2 Pham vi va ddi twong ap dung/ Scope and subjects of application:

Déi tugng ap dung: san phdm mang thuong hiéu Kangaroo va san phdm do Kangaroo phén
phéi/ Kangaroo branded products and products distributed by Kangaroo.

Pham vi 4p dung: cdc ca nhan/ bd phan c6 lién quan dugc dé cép trong Quy trinh nay/

relevant individuals/departments referenced in this procedure.

1.3 Pinh nghia va thuit ngir viét tat/ Definitions and Abbreviations:
“Cong ty” trong van ban nay dugc hidu 1a Cong ty cb phan lién doanh Kangaroo Qudc té va
cac don vi/chi nhanh truc thude toan quc va qubc t&/ In this document, "Company" refers to

Kangaroo International Joint Venture Company and its units/branches both nationally and

globally.
- Céc tir viét tat sir dung trong vin ban/ Abbreviations used in the text:
Tir viét tat Dién giai Tir viét tat Dién giai

Abbreviations Description Abbreviations Description

CBNV Can b nhan vién KH Khach hang
Employees/ Staff Customers

TTDVKT Trung tdm dich vu k¥ thuét IA/LG Phong Kiém toan ndi b - Phap ché
Technical service center Internal audit — Legal dep’t

QC Phong Kiém soét chat lugng RD Vién nghién ctru
Quality control Research Development
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Kangaroo VA XU LY KHIEU NAI Ngay ban hanh: 01/09/2023

COMPLAINTS HANDLING PROCESS Date issued: September 01,2023

IIl. TRACH NHIEM VA CHE TAI XU LY VI PHAM/ RESPONSIBILITIES
AND PENALTIES FOR HANDLING VIOLATIONS:

Céc bd phén c6 lién quan d& cap trong quy trinh nay c6 trach nhiém tuén thu dung thoi han va
ndi dung da quy dinh. Cac hanh vi vi pham (néu c6) ap dung ché tai xir Iy ky luat lao dong
theo quy dinh tai Noi quy lao dong theo timg truong hop cu thé/ In the event of a violation,
labor discipline sanctions prescribed in the Labor Regulations are applied on a case-by-case

basis.

IV. PIEU KHOAN THI HANH/ IMPLEMENTATION TERMS:

Trong qua trinh thuc hién, Quy trinh nay c6 thé dugc stra ddi, bd sung cho phu hop véi tinh
hinh thue té va yéu cau quan ly ctia Tap doan. Khi c6 phét sinh méi hodc chinh stra bd sung,
dugc thay thé bang phu luc/ During the implementation, this procedure may be amended and
supplemented to suit the actual situation and management requirements of the Group. When
there is a new arising or additional correction, it is replaced by an appendix.

Ban Quy dinh nay c6 hiéu luc ké tir ngay 01/09/2023. Tt ca BO phan cta Tap doan va cic c4
nhan lién quan chiu trach nhiém thi hanh Quy dinh nay/ This regulation comes into force
from September 01, 2023. All Departments of the Group and related individuals are
responsible for the implementation of this regulation.

Nhimg ndi dung nao chua duoc dé cip trong Quy trinh nay, thi duge thuc hién theo céc quy
dinh ctia Phap ludt. Truong hop Quy trinh niy méu thuin véi Vin ban ndi by chuyén nganh
thi tudn theo Vin ban ndi bo chuyén nganh/ The contents not listed in this procedure shall be
carried out in line with the norms of the. In the event that this procedure contradicts with
specialized internal documents, the specialized internal documents shall take precedence.

Tai lidu nay la tai san ciia Cong ty c¢b phin Lién doanh Kangaroo Qudc té, 1a tai liéu can dugc
bao mat. Moi hanh vi str dung trai phép, lam dung, danh cap mdt phan hodc toan b thong tin
trong tai liéu nay s&€ dugc xur ly theo quy dinh cta Cong ty ¢ phan Lién doanh Kangaroo
Quéce té va quy dinh cua Phap luat/ This document is the property of International Kangaroo
Joint Venture Company and should be kept private. Any illegal use, misuse, or theft of any
portion or all of the information included in this document will be dealt with in accordance
with the requirements of Kangaroo International Joint Venture Company as well as the laws

of the Law.
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