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TOM TAT QUY TRINH
1. Pham vi diéu chinh va déi twong 4p dung
- Pham vi:
v Quy trinh 4p dung cho don vi ngi b trong Cong ty C5 phan Giao théng sé Viét
Nam (VDTC).

v/ Nhan vién tiép xtc truc tiép Khach hang tai Tram thu phi va Vin phong Céng ty
14 noi tiép nhén cac tredng hop can khéa/mé khoa tai khoan giao thong (TKGT).
v Trudng hop khéa TKGT phat sinh do yéu cau cua KH hoic theo két qua xéac
minh/ra soat/kiém tra nghiép vu, phai thuc hién ding quy trinh, dam bao chit ché

va khong gay kho khan vugt qua pham vi chinh sach.

- Don vi ap dung:

v" Ap dung cho cong tac tiép nhan va xir Iy cc yéu cau khéa/mé khéa tai khoan

giao thong true tiép tai Tram thu phi va Van phong Cong ty.
2. Tém tit quy trinh
- Quy trinh bao gom:
v’ Tiép nhan théng tin Khach hang.
v’ Xir ly thong tin.
v' Phéi hop don vi lién quan (néu cén).
v Thong bao khach hang va Iuu hd so.

\<
g}
W eld

&
‘O

[




CONG TY CO PHAN GIAO THONG | M3 hidu:
SO VIET NAM QT.VDTCKD.5.3.2
Ngay c6 hiéu hrc:

01/09/2026
ePas s)’ QUY TRINH KHOA/MO KHOA TAI | Ngay hét hiéu luc:
KHOAN GIAO THONG 01/09/2028
Ln ban hanh: 01
Trang: 3/13

NOI DUNG QUY TRINH

I. MODPAU
1. Muc dich
- Quy dinh cac budc tiép nhén, xir Iy va khéa/mé khéa tai khoan giao thong cua ca
nhan/té chirc trén hé thng giao thong, dam bao ding quy dinh phap luat va tranh sai
sOt.
- Quy trinh nhim:
v Nang cao trach nhiém tirng don vi trong Céng ty vé viée gin giit Khach hang va
cung cap dich vu thu phi tir dong ePass tét nhat t61 Khach hang.
v" Dam bao x4y dung thi tuc thuc hién va phan rd trach nhiém timg don vi trong
quy trinh.
v' Dam bao sy hai 1ong ctia KH, han ché khiéu nai/khiéu kién phat sinh.
2. Péi twong ap dung
- Nhan vién tiép xtc tric tiép Khach hang tai Tram thu phi va Van phong Cong ty.
- Céc bo phén tham gia phéi hop xir Iy: BP.CSKH, BP.KHDN, P.KTCN va cac
don vi lién quan (tiy triedng hop).
- Quy trinh bao gdm:
v’ Tiép nhan théng tin Khach hang.
v' Xir Iy thong tin.
v’ Phéi hop don vi lién quan (néu cén).
v Thao tac trén hé théng CRM.
v" Thoéng bao khach hang.
3. Pham vi ap dung
- Ap dung cho cac truong hop phai khéa/mé khoa theo Nghi dinh 119/2024/ND-
CP:
Khéch hang ¢ yéu cau khéa/mé khéa TKGT bang vin ban/img dung.
Tai khoan bi khéa do vi pham quy dinh sit dung, ng phi qua han.
Tai khoan bi co quan Nha nwée ¢6 thim quyén yéu cau khéa/mé khoa.
Tai khoan bi khoéa khi c6 ddu hiéu gian I4n, sir dung trai phép.
Ti khoan mé khéa khi d thanh toan dy di cac khoan no phi qua han va
khéng con thong bao ng hay vi pham quy dinh st dung.
4. Giai thich thuit ngit, tir viét tat
4.1 Giai thich thuat ngir
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STT | Thuat ngir Chu thich
La tai khoan dung dé chi tra phi dich vu sit dung dudng
1 | Tai khoan giao théng | b theo hinh thirc tir dong khong dirng va thuc hién
giao dich khac theo quy dinh phap luat.
2 | KPI La chi tiéu danh gia chat lwong, hiéu qua hoat déng cua
cac tién trinh, hé thong, dich vu... dam bao yéu cau,
thong nhat giita nhiéu don vi.
3 | Lavsw o L:c‘l cac 16i .lién quan dén giao dich hoic thao tac khi KH
st dung dich vu.
La noi dugc Cong ty VDTC cung cdp dich vu thu phi
khong dirng ePass, ca nhan va don vi lién quan c6 trach
nhiém tiép nhén tat ca thong tin tir Khach hang vé dich
4 | Noi tiép nhan vu do ’(.36ng ty VD'I:C cung; cép’. ('36 Eréclg nh’iém p%}éi
hop véi don vi ¢6 tham quyén xit 1y yéu cau ciia Khach
hang. Bao gom kénh Tram, Vin phong Cong ty va tat
ca don vi ti€p nhan chuyén théng tin vé Vin phong
Cong ty dé khoa/mé khoa tai khoan giao thong.
. Kkﬂxéa {3 khoan giao I;z ntirgtggzi toan bd giao dich ra/vao cua tai khoan
thong
4.2 Tir viét tat
STT Tir viét tat Chu thich
1 |kH Khach hang N
2 |CRM Hé thong quan 1y théng tin Khach hang
3 BP. KHDN B6 phan Khach hang Doanh nghiép
4 |PKTCN Phong Ky thuat Coéng nghé - VDTC
5 BP.CSKH B6 phan Cham s6c Khach hang
6 TKGT Tai khoan giao thong
7 | VDTC Céng ty C6 phan Giao théng sé Viét Nam
8 KHDN Khach hang Doanh nghiép
9 - | KHCN Khach hang Ca nhan
10 |NTN Noi tiép nhan
11 |HT Hé thong
12 |NCCDV Nha cung cip dich vu
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STT Tir viét tit Chi thich
13 | DVPSYC Don vi phat sinh yéu cau
14| Pg Phép ché
15 |BTGD Ban Tong Giam dbc
5. Can cwr

S Cin ctt Nghi dinh 119/2024/ND-CPban hanh ngay 30/09/2024.
- Cin ctt Luat Bao vé quyén loi ngudi tiéu dung (Luat sé 19/2023/QH15) c6 hiéu
lwc tir ngay 01/07/2024.

- Cén ctr Luat Bao vé dit liéu ca nhan s6 91/2025/QH15 dwgc Qubc héi thong qua
ngay 26/06/2025 va chinh thitc ¢6 hiéu lyc thi hanh tir ngay 01/01/2026.

6. Cac buéc thuc hién

(1). Phat sinh yéu cau/phét hién trrdng hop can khéa/mé khéa tir KH hoiic hé théng/don

vi lién quan. é
(2). Tiép nhan yéu cau. /5 {
's

(3). Xit ly yéu cau Khach hang, xac minh théng tin so bo va phan loai trudng hop.
(4). Kiém tra két qua.
(5). Phé duyét yéu cau khéa/mé khéa TKGT theo vin ban trinh ky.
(6). Thao tac hé théng khéa/mé khda TKGT.
(7). Thong bao két qua thue hién yéu cau cho chu thé yéu cau.
Hb so lién quan:
v' Phiéu yéu cau khéa/mé khéa TKGT — Phu lyc.
v Céng vin/dé nghi khoéa/mé khéa TKGT.
v' T trinh trinh ky (néu thude treong hop cin phé duyét).
v Hudng dan thao tac khéa/mé khéa TKGT trén CRM.
X Viéc thue hién ding quy trinh dam bao tinh minh bach, ning cao trach nhiém
ting ca nhdn va don vi tham gia trong qua trinh thwc hién. Pam bao sy hai long cua
khach hang trong qua trinh st dung dich vu tranh khiéu nai, khiéu kién.
II. QUY TRINH THU'C HIEN
1. Swkién bat dau va suw kién ket thic Quy trinh
- Xuat phat tir yéu cau cua Khach hang hodc phat sinh truong hop TKGT céan
khéa/mé khoa theo két qua xac minh/ra soat/doi soat nghiép vu.
- TKGT duoc khéa/mé khoa theo diing yéu cau/chinh sach; Khach hang nhan duoc
thong bao va huwdng dan budc ti€p theo; ho so luu trit hoan chinh.
a) Dau vao
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. Théng tin KH va yéu cau khéa TKGT (tir NTN hoic ndi bd chuyén dén).
- Hb so/Minh chitng (CMND/CCCD/Hb chiéu, gidy t& dai dién, viin ban yéu ciu. ..

tuy truong hop).

- Thong tin nghiép vu: 1y do khoéa, diu hiéu bat thudng, ma 16i/su cb (néu khéa do
hé théng). Mo khoa theo yéu cau cua khach hang, don vi t6 chitc sau khi da x4c minh.

b) Pau ra

- Trang thai TKGT trén CRM/hé thong: “D3 khéa”/"Mé khéa”.
- Hb so khoa/mé khéa TKGT day du, ding chuén.
- Khéch hang duoc théng bao két qua va hudng dan xi 1y tiép theo.
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2. Luu d6 quy trinh

QUY TRINH KHOA/MG KHOA TAI KHOAN GIAO THONG

T

1. ¥éu cau/phdt hidn truing hop can khéda/mea khda tir KH
hoa HY dan vi lien quan
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i H—E%m“ minh quy trinh

Thoi gian

STT | Hoat dong chinh Cong viéc thuc hién Trach nhiém | Pau vao Piu ra i
] i : thure hién

Cdc yéu cdu phat sinh tir phia
khdch hang, Co quan quan ly
nha nudc va tir phia Cong ty
khi phat hién céc 16i bat
thuong gdy anh hudng téi hé
Hrmcm.

Tiép nhan dé nghi khoa/mé
khéa TKGT tir: Khéch hang,
Co quan chire ning, Hé théng
tu dong canh bdo

Kiém tra va xdc minh thong

4 tin TKGT, Phuong tién, phiéu
3 Kiém tra & xdc minh yéu cau /hay vin ban yéucau |CSKH KH/DVPSYC | CSKH 1 gio
khéa/ mé khoa.

1 Phét sinh yéu cau KH/DVPSYC | KH/DVPSYC CSKH,Tram

2 Tiép nhan yéu cau CSKH HT, KH, Tram | CSKH 1 gio

Thuc hién kiém tra trang thai
Kiém tra théng tin tai | cia TKGT cé bi no phi,

khoan giao thong ngung/hty hay vi pham céc
diéu kién hoat dong hay khong
Kiém tra thong tin chu | Thue hién kiém tra chu thé

3.2 | thé yéu cau khéa/mé | phat sinh yéu cau, qua bidu CSKH KH/DVPSYC | CSKH 1 gior
khéa TKGT mau phiéu giri t6i NCCDV.

8ad CSKH KH/DVPSYC CSKH 1 gio
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STT

Hoat dong chinh

A sA oA r oA y y
Cong viéc thwce hién Trach nhiém | Pau vao Pau ra

Thoi gian
thwc hién

h

33

Poi chiéu véi diéu

kién khoa tai cdc didu | cac didu khoan st dung dich
khodn cia Nghi dinh | vu dwoc don vi va hé thong

119

Thuec hién dbi chiéu cac quy
dinh khéa TKGT theo Nghi
dinh 119 dam bao cdc R:.odm
hop bi khéa thoa mén céc diéu
kién dugce quy dinh trong nghi
dinh.

Trudong hop TKGT vi pham

phat hién can c6 bién ban ghi
nhén sy viéc vi pham.

Truong hop ¢6 van ban cia Co
quan quan ly Nha nudce yéu
cau thye hién khéa cin kiém
tra va thuc hién ding theo
Nghi dinh

CSKH CSKH, PC CSKH 1 gio

34

Kiém tra diéu kién mo

khoa TKGT

Kiém tra cdc diéu kién mo
khéa khi ¢ yéu cau. TKGT
phai & trang thai binh thudng
(khdng c6 no, cac hanh vi vi

hoan thanh khéc phuc) =>
thoa man cac didu kién cin cé
bién ban x4c nhan trudce khi
trinh ky yéu cau mé

pham khéng ¢ hodc da dwoc | CSKH CSKH, PC CSKH 1 gio
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STT | Hoat déng chinh Céng viéc thire hién Tréch nhiém | Piu vao Dau ra L gian
. : thuc hién
Bg phan CSKH tong hop két
qua kiém tra.
Trudng hop khong ddp tng

gui lai két qua cho b phan
tiép nhan dé thong bdo cho

4 | Két quakiém tra KH/DVPSYC biét va chinh CSKH CSKH KH/DVPSYC | 1 gios
sura.
Truong hop du diéu kién
khoéa/mé khoa TKGT tong hop
va trinh lanh dao Cong ty phé
duyét.
. n Lanh dao VDTC phé duyét g
5 Phé duyét khéa/mé khéa TKGT BTGD CSKH BTGD 1 ngay
- Thue hién W&om\:&. Khoa
Thuce hién khéa/mé TKGT trén hé thong CRM -
i khoéa - Lru trit ho s& theo quy dinh. CakH CokH et LElo
Thong bao Hﬂm\ Thuece hién Eozm bao cho KH/
7 DVPSYC vé ket qua | DVPSYC két qua xit Iy yéu CSKH CSKH KH/DVPSYC | 1 gio
xtr ly cau

4. Phin cong trach nhiém thyc hién va vai trd cia bén lién quan
¢ Ma trin phin quyén (RASCI)
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- Céc don vi, bd phan lién quan tham gia phéi hop, hé tro thuc hién theo bang phén cong trach nhiém nhw Bang 1.

Bang 1: Phan cong trach nhiém thue hién va vai trd bén lién quan

TT | Noi dung thwe hién KH/ NTN BP. CSKH BTGD
DVPSYC

1 | Tiép nhan yéu cdu khéch hang S S R,A I
2 Kiém tra va xdc minh S S RA _
3 Két qua kiém tra va trinh ky S R,A -
4 | Phé duyét S - S R,A
5 | Thue hién khéa/mé khoa I - R,A -
6 | Thong bao I I R,A -
7 | Bdo cdo két qua xir ly - . R,A I

Ghi chu:

- R (Responsible): Don vi/cd nhan chi tri thuc hién hoat dong.
- A (Accountable): Don vi/ca nhan chiu trach nhiém cudi ciing vé viéc hoan thanh hoat dong dugc thuc hién dung quy
trinh va yéu cdu, c¢6 quyén ra quyét dinh va phé duyét lién quan dén hoat dong.
S (Support): Pon vi/ca nhan tao diéu kién, hd tro thuc hién hoat dong.
C (Consulted): Pon vi/ca nhin cung omﬁ thong tin va tu vin hd tro trwde va trong qua trinh thuc hién hoat dong.
I (Informed): Don vi/ca nhan dugc théng bao thong tin sau khi hoat dong duoc thuc hién.
KPI (Key Performance Indicators): La cac tiéu chi, chi s6 danh gia va do luong viéc thue hién quy trinh.
Ghi chu:
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»  Quy dinh vé hé so khéa/mé khéa tai khoan giao thong gom cdc gidy t& sau:

Chu TKGT la KH cé nhan Chii TKGT 14 KH doanh nghiép Thoi gian xtt 1y
1. Phiéu yéu cau khéa/mé khéa TKGT/PYC (theo| 1.Phiéu yéu cau Khéa/mé khéa TKGT/PYC (theo méu),
mau), dién théng tin chu hop dong, ky tén. dién thong tin chi hop dong, ky tén. Hodc Cong van yéu
2. Gidy to tiy than cia ngudi dimg tén chu hop cau khéa/mé khéa TKGT do co quan nha nudc yéu cu
dong (2 mat), guri. 01 -03 ngay
2.Giy phép dang ky kinh doanh (K& tir khi tiép nhan

thao tac tiép theo.)

3.Gidy to tiy than ctia ngudi dai dién doanh nghiép ho so

(theo h so ding ky trén hop ddng), (2 mit) Khach hang)
4.(Luu y: Truong hop co quan nha nudc yéu cau can
théng béo cho khéch hang truéce khi thue hién thao tac

Laru v: Thong tin dién trén Ezos trén gidy to phai tring khop véi thong tin ding ky trén hop mo:m ePass. (Tén mmcm ky Qms hé thong
tring véi chu thé ky phiéu yéu cau va ching minh thw/thé can cude cong dan trén hé théng). Néu KH khong cung cép du gidy to, thong

tin dé xdc minh, nhan vién huéng dan lai thii tuc cho KH va hen KH quay lai sau.

S. Bao cdo va danh gia viéc thwc hién

BP.CSKH thuc hién:
v Diénh gid viéc phdi hop giita cdc don vi.
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v Tbéng hop lai yéu cau Khéch hang, phan thanh nhém, phdi hop, canh béo don vi lién quan van d& con ton tai. Phuc vu viéc didu chinh
lai chinh s4ch, hé thong, cong tdc vwg hop gitra tram va BOT, giita don vi Phong ban, giita cdc BOO nhim tao diéu kién thuin loi
cho KH st dung dich vu, giam thiéu céc trudng hop khdch hang di huy phuong tién/dong tai khoan giao thong.

- Cac don vi, b phan thuc hién bdo cdo khé khan, bat cdp kip thoi tdi lanh dao chi huy xin y kién chi dao.

6. KPI danh gis quy trinh

/7

% Ty 18 yéu ciu ciia khach hang dwoc xir Iy

Tén KPI T¥ 18 yéu cau ciia khich hang dwoc xir Iy

Miéu ta KPI Ty 16 tong sb yéu cau cua khéch hang dugc xt Iy trén tong s6 lvong khéch hang yéu cau.

Muc dich KPI Pam bao yéu céu ciia khdch w,wsm duge xir ly diing theo quy trinh da dugc ban hanh,
khéng gdy anh hudng téi quyén loi ctia Cong ty va Khach hang.

Ngudng KPI muc tiéu 90%

DPon vi chiu trach nhiém thwc hién KPI | Phong Kinh doanh

Don vi ra soat thuc hién KPI Phong Kinh doanh
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PHAN DANH CHO KHACH HANG CA NHAN
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Ngwdi duccuyquyengxao dich:.. e e

(Theo Gidy iy quyén sé:. X
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Luru y: Thoi gian khda va mo khda tai khodn giao thong khdng qud 161 da 3 ngay lam viéc ké tir thoi diém ePass tiép nhén
yéu cGu ctia Khdch hang.
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